
 

New User Guide 
 

Welcome to iTV-3, and congratulations on making the switch to fiber optics! We look forward to bringing you the sharpest picture, 

the fastest internet, and crystal clear call quality. It is our goal to ensure you are 100% satisfied, so please let us know if there is 

anything we can do to improve your experience. Should you have any problems, this quick reference guide may answer some of your 

questions. However, if you require additional assistance, please contact the support desk by calling (309) 689-0711. 

 

 

HOW TO GUIDE: TELEVISION 

I want to…  

Set a DVR to record 

 Highlight your selection in the Guide, and press the “REC” or ® button. You should see a red 

dot appear next to your selection. 

 To record the entire series, highlight your selection in the Guide, and press the “REC” or ® 

button twice. You should see a red dot with a + next to it. 

 To record only new episodes (new episodes are marked with a star next to the name), highlight 
your selection in the Guide, and press the “OK” button.  Select Edit Recording, and change the 
recording option to “new only”. 

Change DVR recording 
settings 

 Highlight your recording in the Guide and press “OK”. 

 Choose “Edit Series Recording”.  Change “Episodes” to “New Only”. 

View previous recordings 

 Press the red “DVR” button. 

 Choose “Recordings”. 

 Use the arrow keys and the “OK” button to play or resume a recording. 

Access TV Video on 
Demand 

 Press the “Menu” button on your remote. 

 Select “Packages”. Press the “OK” button. 

 Select your desired network and press the “OK” button. 

 Choose the program you wish to view and press the “OK” button. 

Access Movies on 
Demand 

 Press the “VOD” button or  blue “Movie” button on your remote. 

 Choose the content you wish to purchase and press the “OK” button. 

 Content is available for 24 hours unless otherwise specified. 

Access or resume a 
current saved rental 

 Press the “Menu” button on your remote. 

 Select “My Library”. 

 Choose your current rental to resume. 

Change my subscribed 
channel package 

 Please call the support desk. 

Whole Home DVR 
 Whole Home DVR is turned off of your account by default. We are awaiting a software update 

from the Set Top Box manufacturers that fixes some known issues with Whole Home DVR. 
Once this is rectified, we will notify you and enable this free service on your account. 



 

 

HOW TO GUIDE: TELEVISION 

I want to…  

Change the Primary User’s 
password/PIN 

The Primary User is an 
administrator account that allows 
you to make changes to any other 
user on your devices. 

Your password is a set of 
numbers used to login to the user 
account, as well as other features 
such as unlocking parental 
controls (see Parental Control 
Guide). 

Your PIN is for various 
administrative functions, such as 
making changes to a user (such 
as changing the password) as well 
as purchasing VOD movies. 

 Press the Menu button on your remote. 

 Using the arrow keys in the center of the remote, use the left and right buttons to navigate to 
the Settings option. Press OK on your remote to select this. 

 Enter your password by pressing the number keys on your remote (default: 0). Press OK. 

 Navigate to “Users”. Press OK to select it. Navigate to “Edit”. Press OK to select it. 

 Here you will enter a Password and a PIN for the primary user of the Set Top Box. Using the 
number keys, enter your current password (default: 0) in the Password field, and a new 
password in the next two boxes. 

 Enter your current PIN (default: 0) in the PIN field, and a new PIN in the next two boxes. 

 Record the Password and PIN in the box below. 

 Navigate to the “Enable PIN” option. Press OK to select it. 

 Navigate to Submit and press the OK button to return to the Users menu. 

Set up a new user 

Your set top box/DVR can be set 
up to have multiple users on it. 
Each user can have its own set of 
Favorites and Parental Controls. 

Setting up a user on one set top 
box/DVR also sets the same user 
up on all set top boxes/DVRs in 
your home. 

 Press the Menu button on your remote. 

 Using the arrow keys, use the left and right buttons to navigate to the Settings option. Press 
OK on your remote to select it. 

 Enter your password by pressing the number keys on your remote (default: 0). Press OK. 

 Navigate to “Users”. Press OK to select it. Navigate to “Add”. Press OK to select it. 

 Navigate to the “New Login” field. Press OK. This is where you will set the name of the first 
user. Using your arrow keys and OK button, enter the name for the first user profile. 

 Navigate to “Done” and press OK.  

 Navigate to “New Password”, then using number pad on remote, choose a password for this 
user. Repeat this step for the “Confirm Password” field. 

 Record the Password in the box below. 

 If you wish for this user to have an allowance to spend each month on VOD rentals, you can 
enter a dollar amount in the Allowance field. If you choose not to allow this leave this blank. 

 Enter the PIN you have set from the Primary User Account (default: 0). 

 Navigate cursor to “Continue” and press OK. Select Submit. 

 Repeat this process for any additional users you wish to add. 

 After adding all desired users, reboot all boxes by unplugging the AC power cable from each 
box, waiting for one minute, and plugging them back in. 

Enable, change, or disable 
parental controls 

 Please see the Parental Control Guide for more information. 

User Password PIN  Television Location STB/DVR Input 

Primary User      

      

      

      



 

 

HOW TO GUIDE: PHONE 

I want to…  1 - Check New Messages 

 5 Repeat current message 

 7 Delete current message 

 8 Forward current message 

 9 Save current message 

2 - Change Folders 

3 - Advanced Options 

0 - Mailbox/Greeting Options 

Set up 
voicemail 

 Contact Technical Support to set up your personalized voicemail 
number. 

 Dial your voicemail number. Press the * key before the prompt ends. 

 Enter your password. 

Access 
advanced 
features on my 
phone 

 Call Forwarding – Dial *72 or contact Technical Support to set up call forwarding. 

 Your service includes full Caller ID with name and number. 

 Contact Technical Support for more information on advanced features. 

HOW TO GUIDE: INTERNET 

I want to…  

Check my email 

 Go to http://webmail.itv-3.com.  Login with your username and password. 

 When prompted for username type in the beginning of your email address. So if your email is 
joesmith@itv-3.com your user name would be “joesmith”. 

 If you require an email login, please contact Technical Support. 

Set up email on a third-
party email software 
(Outlook, Thunderbird, 
Windows Live Mail, etc.) 

 Please visit http://support.microsoft.com for more information on setting up Outlook, Outlook 
Express, Windows Mail or Windows Live Mail. 

 For information on how to set up any other email client, please contact the manufacturer. The 
following information and settings will be needed to complete your setup. 

 POP3: mail.itv-3.com | SMTP: mail.itv-3.com | Incoming Port: 110 | Outgoing Port: 25 

HOW TO GUIDE: MISC 

I want to…  

Login to iTV-3.com 

 Go to http://www.itv-3.com.  Click My iTV-3 and login with your website account login and 
password. You can check your bill and make payments from here. 

 If you require a billing login, please contact Technical Support. 

 If you forget your password, click on “If You Forgot Your Username or Password”. 

Pay my bill 

Online ($5/month) When logged into My iTV-3, click “Pay My Bill” at the top. 

Automatically (free!) 
When logged into My iTV-3, click “AutoPay” at the top. You can save 
$5 to $10 per month and prevent late charges by using AutoPay. 

Family Video ($5/month) You can pay your bill at your local Family Video. 

Paper Bill ($5/month) Mail your payment to 331 Fulton St. Suite 300, Peoria, IL 61601. 

Find out when the fiber 
line to my home will be  
buried after installation 

 If you recently were installed, you may have a line of fiber exposed.  Our team will bury this line 
within 7-10 days of installation. If you notice that your cable has become damaged, please 
contact Technical Support. 

Contact iTV-3 
 You can dial 611 from any iTV-3 phone to reach Customer Service. From a non-iTV-3 phone, 

dial (309) 689-0711 or dial (877) 976-0711. You may also email support@itv-3.com. 



 



 

 

 

 

TROUBLESHOOTING: PHONE 

I don’t have a dial tone. 

Ensure no phones are off the hook. 
 If one is off the hook, you will not receive a dial tone. 

 Be sure and set cordless phones back on the base station to charge. 

Reset all phones. 

 Unplug all phones from the wall jack. 

 Wait one minute. Plug all phones back in. 

 If this does not work, unplug all phones from the wall jack. 

 Wait on minute. Plug only one phone in. This will help verify if there is another 
phone on your line causing an issue. 

I’m still having issues.  Contact Technical Support. We will be happy to assist you with this problem. 

I have static on my line. 
Try a different phone.  Try plugging a different phone into the same wall jack. 

Try a different wall jack.  Try moving the phone to a different wall jack. 

I’m still having issues.  Contact Technical Support. We will be happy to assist you with this problem. 

TROUBLESHOOTING: TELEVISION 

My Set Top Box (STB)/Digital Video Recorder (DVR) isn’t responding. 

Check the light on the front of the 
STB/DVR. 

STB has a blue ring or 
green dot on front 

 The STB/DVR has power. 

STB has a red ring or dot 
on front 

 The STB/DVR has power but is off. Press the 
POWER button. 

STB has no lights on front 

 The STB/DVR does not have power. Check the 
power cable. 

 Is the STB/DVR plugged into an outlet controlled 
by a light switch? 

Is the remote set to control the 
STB/DVR?  Press the Channel Up 
button on your remote and watch 
the top row of buttons. 

The STB button lights up  The remote is correctly set to STB mode. 

Any other button lights up 
 The remote is not in STB mode. Press the STB 

button once. 

No buttons light up 

 The remote’s batteries may be depleted. Change 
the batteries. 

 If the remote does not respond with fresh 
batteries, please contact the office for a 
replacement remote. 

I’m still having issues. 

 Be sure to point the remote directly at the STB, not your TV. 

 Restart the STB by unplugging the AC power cable, waiting 30 seconds, and 
plugging it back in. 

 Contact Technical Support. We will be happy to assist you with this problem. 



 

 

TROUBLESHOOTING: TELEVISION 

I’m missing channels on my Guide. 

Not all channels are available on 
some packages. 

 Your current television package should be reflected on your bill. 

 You can check channel listings and package information at www.itv-3.com. 

Press the Guide button to open the 
Guide. Directly above the date, you 
can view your current channel filter. 

Filter says All or 
Subscribed 

 You are currently viewing the guide normally. 
Contact Technical Support. 

Filter does not say All or 
Subscribed 

 The Guide is currently filtering channels to only 
show channels set as Favorites. 

 Press the Guide button repeatedly to change the 
filter to All (shows all channels) or Subscribed 
(shows only channels you subscribe to). 

I have no picture. 

Check the light on the front of the 
STB/DVR. 

STB has a blue ring or 
green dot on front 

 The STB/DVR has power. 

STB has a red ring or dot 
on front 

 The STB/DVR has power but is off. Press the 
POWER button. 

STB has no lights on front 

 The STB/DVR does not have power. Check the 
power cable. 

 Is the STB/DVR plugged into an outlet controlled 
by a light switch? 

Is the TV powered? 

*There are many TV models, so these 
instructions may not be specific. Please 
consult your TV’s instruction manual. 

TV has a blue or green 
light on front 

 The television is powered. 

TV has a red or amber 
light on front 

 The television may be on standby. Press the 
POWER button. 

TV has no light on front 
 The television may be off or is not receiving 

power. Press the POWER button and check the 
power cable. 

Is your screen blue or snowy? 

 Change the TV channel to 03. 

 If you still cannot view your content, change the TV channel to 04. 

 If this still does not work, continue to the next troubleshooting step. 

Ensure the TV is set to the proper 
input. 

Check the “Television Location and 
Input"under the How To guide to find which 
input your box has. 

Press the INPUT button on your remote to 
cycle video input. 

One input does not work 

 A television may have more than one input. 
Continue to press the Input button to cycle 
through them. Your STB/DVR is likely connected 
to one of the HDMI ports. 

No inputs work 
 Check the cable going from your television to 

your STB/DVR. Make sure it fits snugly inside 
the ports on both the box and the television. 



 

 

 

TROUBLESHOOTING: INTERNET 

I cannot connect to the internet. 
iTV-3 does not support customer supplied devices (such as routers and switches, or repairing computer 

problems), but we are happy to go the extra mile to assist you or locate someone who can. 

Check your connection to your 
router. 

 Try restarting the device. 

 Verify the connection between the device and your router. Ensure that all Ethernet 
cables are firmly connected. Verify that the router is powered on. 

 If you are connecting to your router wirelessly, ensure that you are connected. 

 Some laptops may have a wireless (WLAN) switch on the front or side, or a wireless 
button on or near the keyboard. Make sure this is set to the ON (or blue) position. 

 For more information on how your network is set up, please contact a local 
computer expert, or contact Technical Support. 

Try performing a power cycle. 

 Unplug the power to your router. 

 Turn off all devices. Wait one minute. 

 Plug the power back into your router. Wait one minute. 

 Power all devices back on. 

If you have a router, 
try bypassing it. 

 Unplug the Ethernet cable from your router and plug it directly into your computer. 

 If this works, the problem may lie in your router. Please contact your local computer 
support technician. 

 If this does not work, restart your computer. If you are still having issues, please 
contact Technical Support. 

I’m still having issues.  Contact Technical Support. We will be happy to assist you with this problem. 

I cannot send or receive email. 

Check your webmail. 

 See “I Want To: Check my email” under the New User Guide. 

 If this works, and you are using a program such as Outlook, please see “I Want To:  
Set up email on a third-party email software” under the New User Guide. 

Ensure that your mailbox is not full. 

 There is a bar underneath the “Zimbra” icon at the top left of your screen. This bar 
measures how much space is left. If your email address is full the bar will be colored 
in.  

 To make more space, log into your webmail and delete old emails as well as empty 

trash to clear space. 

 To empty your trash, click “Trash” on the left panel to access your Trash. If you 
delete an email from your Trash, it is permanently deleted, freeing up space in your 
inbox. 

My emails are duplicating in my third-party email program. 

Your email is set up to leave copies 
of the message on the server. 

 Please visit http://support.microsoft.com for more information on setting up Outlook, 
Outlook Express, Windows Mail or Windows Live Mail. 

 For information on how to set up any other email client, please contact the 
manufacturer. 



 

 

 

 

If you require additional assistance, or your issue is not listed here, please contact the support desk by calling 

(309) 689-0711. We are here to help you! 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

TROUBLESHOOTING: MISCELLANEOUS 

All my services are down. 

Check your battery backup. 

For each installation, we install a battery 
backup for all your services. This is a white 
box about the size of a phone book and 
can usually be located in your basement or 
garage. If it becomes unplugged for any 
reason, even if the rest of your home is 
powered, your service will be interrupted in 
8-12 hours once the battery has drained. 

First two lights are green  Your battery backup is working normally. 

First light is amber 
 Your battery backup is not receiving power. Plug 

in the battery backup to any wall outlet. Ensure 
that the outlet is not controlled by a light switch. 

All lights are off 
 The battery backup has run out of power.  Plug 

in the battery backup to any wall outlet. Ensure 
that the outlet is not controlled by a light switch. 

Last light is amber or red 
 The battery backup may have failed. Call 

Technical Support. 

Check your fiber line if you have 
been recently installed. 

 If you recently were installed, you may have a line of fiber exposed.  Our team will 
bury this line within 7-10 days of installation. If it has already been buried, do not 
attempt to tamper with or unbury it. 

 Normally, walking on or driving on the cable will not damage it. 

 If you notice that your cable has become damaged (for example, by animal, 
weather, lawnmower, etc.) do not attempt to touch it. Please contact Technical 
Support. 

I’m still having issues.  Contact Technical Support. We will be happy to assist you with this problem. 

I have a question about my bill. 

Check your bill. 
 Go to http://www.itv-3.com.  Click My iTV-3 and login with your website account 

login and password. If you require a billing login, or if you forget your password, 
please contact Technical Support. 

I’m still having issues.  Contact Customer Support. We will be happy to assist you with this problem. 



 

Parental Control Guide 
 

ITV-3 provides over 300 channels of television and thousands of Video on Demand choices. With so many programs and movies from 

action-packed thrillers to nature documentaries to the evening news, it’s becoming harder for parents to monitor what their children 

are watching. ITV-3 provides a parental control option to help parents control what their children may view.  

For additional assistance with this process, please call (309) 689-0711. 

 

ENABLING PARENTAL CONTROLS  MULTIPLE USER PARENTAL LOCK 

Use this set of instructions to enable parental 
controls on your set top boxes. 

 

  Use this set of instructions to have different 
parental controls on each TV. 

 Press the Menu button on your remote. 

 Using the arrow keys, use the left and right buttons to 
navigate to the Settings option. Press OK on your 
remote to select it. 

 Enter your password by pressing the number keys on 
your remote (default: 0). Press OK. 

 Navigate to “Users”. Press OK to select it. 

 Navigate to “Parental Control”. Press OK.  

 Change the settings as desired (see “Parental Controls 
Settings”, below). 

 Navigate to Submit, Press OK. This will save your 
settings. 

 Navigate to “Preferences”. Press OK to select it. 

 Navigate to the “Parental Control” option. Press OK to 
check it. 

 Navigate to Submit, Press OK. This will save your 
settings. 

 Press Exit to close the menu. You now have enabled 
parental controls. 

  Press the Menu button on your remote. 

 Using the arrow keys, use the left and right buttons to 
navigate to the Settings option. Press OK on your 
remote to select it. 

 Enter your password by pressing the number keys on 
your remote (default: 0). Press OK. 

 Navigate to “Preferences”. Press OK to select it. 

 Navigate to the “Parental Control” option. Press OK to 
check it. 

 Navigate to the “Require Login” option. Press OK to 
check it. 

 Navigate to Submit, Press OK. This will save your 
settings. 

 You now have enabled parental controls. 

UNLOCKING PARENTAL CONTROLS 

Use these instructions to temporarily disable 
parental controls or change users. 

To temporarily disable parental controls (Primary User 
only): 

 Press the Menu button on your remote. Navigate 
to “Control On”. Press the OK button on your 
remote. 

 Enter your password for the primary user (default: 
0). This will temporarily disable parental controls. 
You will be required to  
re-enter your password after the amount of time 
set for the Unlock Timer (see Parental Control 
Settings, above). 

To change users (if using Multiple User Parental Lock): 

 Press the Menu button on your remote. Navigate 
to “Log Out”. Press the OK button on your remote. 

 This will log the current user out. You will need to 
select a new user and enter their password to 
continue viewing. 

PARENTAL CONTROLS SETTINGS  

This box explains the different Parental Control 
settings available. See www.tvguidelines.org for 

more information on ratings. 
 

 Movie Rating: The highest Video on Demand content 
the user can view. 

 TV Rating: The highest TV content the user can view. 

 Unlock Timer: Primary User Only. If set, you may press 
Menu and select “Control On” to unlock Parental 
Controls for this amount of time. 

 Unrated Programs: Primary User Only. This will block  

 Specific content may also be blocked using the boxes 
below. Navigate your cursor to the option you wish to 
block and press the OK button to select it. 

 



 


