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Welcome to 
CityWest 
Internet

Thank you for choosing CityWest as your 
Internet provider. As a CityWest customer you’ll 
receive a superior Internet experience. That 
means no limits on monthly data, so you can 
use the Internet worry-free. On top of all that, 
we have local customer service representatives 
who are ready to help you with your Internet 
needs.

In this user guide, you will find valuable 
information on installation, troubleshooting, 
email setup, and terms & conditions for using 
our services. We have limited space in this 
guide, and if something doesn’t appear on these 
pages, we’ll direct you to the appropriate web 
page to find more information. 

We know that the best Internet service is the 
one you don’t even have to think about, but if 
you do experience any issues with your services, 
our amazing team will ensure the problem is 
resolved in a timely manner.

Contact 
us

For support & ordering new services, call

1-800-442-8664
If you’re a residential customer and require 
support, press 2, 2, 1.

If you’re a business customer and require 
support, press 3, 2, 1.

If you’re a residential customer and you want to 
order new services, press 2, 1.

If you’re a business customer and you want to 
order new services, press 3, 1.

If no agents are available, please enter your 
phone number when prompted.

You can also email internet@cwct.ca for any 
enquiries or visit  
www.citywest.ca/internet/support/2
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Installation & Setup

Your setup will 
depend on the 
technology used 
to deliver Internet 
to your house

CityWest delivers our Internet 
services over a variety of different 
technologies. Below are the 
different types of technology we 
service, and in which communities 
the technology is found.

Over phone lines (DSL)
Prince Rupert

Over co-axial cable
Prince Rupert, Terrace, Kitimat 

Over fibre-optic cable
Smithers, Hazeltons, Houston

Note : we also offer fibre services 
to some parts of Terrace, Kitimat, 
& Prince Rupert

Once you identify which 
technology is used to deliver 
Internet to your house, please 
go to the appropriate page for 
installation & setup instructions.

If you don’t know which 
technology is used, please call 
1-800-442-8664, and one of 
our local customer service 
representatives will be glad to 
assist you.
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To install your modem follow the instructions 
below:

1. Plug one end of the supplied line cord into 
the jack marked Line on the back of the 
modem. Plug the other end into the wall 
jack or the DSL/Modem jack in the splitter 
supplied by CityWest. Do not use a noise 
reduction filter on the modem.

2. Plug one end of the Ethernet cable into 
your Network Interface Card (NIC) in your 
computer, and the other end into the LAN 
port on the back of your modem.

3. Insert the power pack into the back of the 
modem and plug into your surge-protected 
power bar.

4. Turn on the modem by pushing in the on/
off button at the back of the modem.

5. At this point, the power light will come 
on. The LAN light will be solid green. The 
ADSL light will come on blinking green 
when CityWest completes the activation; 
it will turn solid green as it settles. The 
Internet light on your modem will come 
on blinking green when you are on the 
Internet. The light will be off if you are on 
your Internet site with no activity. If the 
lights do not appear, please double-check 
your connections, then call us.

DSL Internet
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DSL splitter: plug for 
phone (filtered) and 
modem (not filtered)

Ethernet cable: connects 
modem to computer or 
router

Typical DSL home network



Cable (Coax)
Internet
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Ethernet cable: connects 
modem to computer or 
router

WiFi: if your router is wireless, 
it relays wireless information 
from modem to wireless devices

When ordering cable Internet services from 
CityWest, we will schedule an appointment for 
installation with you. One of our technicians 
will set up and install services for you. For 
every installation, there is some on-site work to 
be done. This will apply to both standard and 
wireless cable modems.

Many of our cable Internet customers also 
install wireless routers, which they usually 
purchase from a computer store, and which 
gives them the ability to set up a wireless 
network in their home. CityWest does not 
sell routers, but does provide router rentals 
to Quantum 50 & 125 customers. We are not 
responsible for servicing or trouble-shooting 
routers not rented from us. 



Fibre-Optic 
Internet

The GigaCenter delivers wireless TV and 
Internet services for our fibre customers. After 
we set up an install date, we will work with you 
to determine the best location in your house for 
the GigaCenter to go. Here’s how it works:
1. CityWest delivers our services (phone, TV 

and Internet) into your house through a 
fibre-optic cable.

2. That signal goes into the GigaCenter, 
installed in consultation with you.

3. Wireless signals are distributed to 
devices hooked up to the Internet, such 
as smartphones, tablets, and desktop 
computers.

4. We will give you an SSID and temporary 
password for your wireless network. Please 
use the space on the back of this booklet to 
fill in all relevant information.
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Email Setup
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If you have subscribed to CityWest Internet, you will receive a free 
email address, and you’ll be given an address ending in @citywest.ca 
- we suggest you write this name down, along with your password, 
in the “ready reference” section on the back of this booklet. There 
are two ways you can access your email: through the email program 
installed on your computer, or through your Internet browser. On 
this page, we’ll give you the instructions for Microsoft Outlook and 
Apple Mail. Instructions on accessing mail through the website, as 
well as mailbox management,  are on the following pages. 

For setup information for tablets or smartphones, please consult the 
manual that came with your device. 

• Open Outlook on your computer
• Click on “Tools”
• Click on “Accounts”
• Click on “Add,” and select Mail. 
• You will be asked for:

Display name  type in your name
Email address  your @citywest email in full
              eg. brad.pitt@citywest.ca
Type of server  select POP or IMAP, then type the relevant  
  information from the table at the bottom of this  
  page

POP IMAP
Incoming mail server pop.citywest.ca imap.citywest.ca
Outgoing mail server mail.citywest.ca mail.citywest.ca

• Enter your account name and password when prompted
• Click finish

M
icrosoft O

utlook
A

pple M
ail

• Open Mail. If you haven’t added an account yet, you’ll be taken 
immediately to the “Add Account” prompt.

• Or, click on “Mail” and select “Add Account”
• Select “Add other mail account” 
• Enter your name, @citywest email address (eg. brad.pitt@

citywest.ca), and password
• For incoming and outgoing mail, select POP or IMAP and enter 

information from table below
• After you’ve entered outgoing mail server information, click 

“Create.”
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CityWest
Webmail

You can access your email from your computer’s 
email program (see page 11), or through your 
Internet browser.

There are two addresses you can use to access 
through your browser:

1. https://mail.citywest.ca

2. www.citywest.ca/webmail-login/citywest

Option 1 will bring you to the admin page of 
your email account. Option 2 will bring you 
straight to your inbox.

The username and password information is 
the same for both websites. And the security 
levels are the same, so you shouldn’t experience 
any problems with privacy. If you believe 
someone is accessing your email without your 
permission, please call us immediately at 1-800-
442-8664.

12



Once you are logged in, you’ll see the screen below. Here’s a brief 
explanation of all the menu choices

Webmail This accesses 
the webmail interface so 
you can read and reply to 
emails.

Spam management 
allows you to set up your 
spam settings.

My email options  
Change your password, 
forward your email, or set 
up a vacation notice when 
you’re away

Manage mailboxes 
Create or delete email addresses 
associated with your account. 
You can also change passwords 
for all your mailboxes here.

Security status Indicates 
if your spam and anti-
virus options are enabled 
or disabled. These can 
be adjusted under the 
spam management menu 
option.Spam status How 

many spam emails 
have been blocked 
from your account on 
the current day.
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Webmail gives you the option to look at your emails through one of 
two interfaces: Webmail Lite or Tuxedo. The Webmail Lite version 
is a throw-back to the days of the world wide web and basic HTML 
coding, while Tuxedo is more Microsoftian in its aesthetics. It is pure 
personal preference on which one you should use - the content and 
options are the same for both.

M
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On the “My email options” page, you can forward your CityWest 
email to another email account, change your password, or create 
an auto-response email - especially handy if you won’t be checking 
email for a while. 



Spam
 m

anagem
ent

You are presented with a variety of options in the spam management 
menu. You can set the strength of the spam filter, you can choose 
“blacklists” based on subject lines or sender, and you can enable or 
disable the anti-virus option. Choose wisely, and please read all the 
notices in these pages, lest an email be accidentially sent to the spam 
box.
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When you buy Internet services from CityWest, we will add your 
first email address to your account. Then, you will be able to add 
up to three email mailboxes, which can all be accessed from the 
same account. To create a new mailbox, simply click the blue “New 
Mailbox” button and fill in the online form. You can also change the 
settings of any of your mailboxes by clicking on “Edit mailbox.”



Troubleshooting
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A simple fixCityWest has a dedicated technical team that 
would be more than happy to help you with 
your Internet problems. However, before you 
call, we suggest you try something that usually 
solves most Internet problems that come up: 

Turn it off, breathe,
then turn it back on.

Start with your computer - do a simple 
reboot, or shut it down, then turn it on again. 
Sometimes, this simple fix solves the problem 
and you can go on using the Internet. If the 
problem persists, do a power cycle on your 
router; if the problem still persists, power-cycle 
your modem.

Why is it this simple? No one is quite sure, 
but we think it has to do with the mischievous 
nature of engineers, who, after all, created the 
Internet and the computers through which we 
access it.

If that 
doesn’t 
work...

17

• Make sure your telephone or cable line is 
plugged into the wall outlet, your modem, 
and your computer correctly.

• Check the lights on your modem - if they 
are out, call us.

• If you have recently installed any devices or 
software, un-install them and re-boot your 
computer. If things work better with it’s un-
installed, you may need to call the supplier 
for your comptuer.

• Make sure your network card is enabled. 
Find your “Internet Connections” and 
check to see if your network card is enabled. 
If disabled, double-click to enable.



If that still 
doesn’t 
work...

Call us! Most often a member of our dedicated 
technical crew can solve your problem over 
the phone. Dial 1-800-442-8664, then select 
2 (for residential services) or 3 (for business 
services). You will then be prompted to press 2 
for technical support.

If we have tried to solve your problem over 
the phone and you are still experiencing 
difficulties, we will send an experienced tech to 
your residence or business to fix it. Be aware, 
however, that due to scheduling, we may not 
be able to come to your home or business right 
away.

Sometimes, we are simply not able to solve 
your problem because it is computer-related, 
not network-related. In those cases, you may 
need to call your local computer store, or the 
supplier of your equipment. If you have a 
wireless network set up in your home, there 
are many other variables, such as interference 
and distance from the router, which may be 
affecting your services.

18

One 
last 
thing

We want to make sure you get the speeds 
you’re paying for. To quickly test how fast your 
Internet is, we recommend going to our speed 
test, which is right on our homepage, at 
www.citywest.ca



Acceptable Use Policy
As a CityWest Internet subscriber, you are bound by the terms of our 
acceptable use policy and our general terms of service. Some of the 
main points are below. For the full terms, please visit our website at 
www.citywest.ca/about-us/legal/acceptable-use-policy

• You are responsible for all use of your account by anyone, unless 
it can be conclusively proven to CityWest’s satisfaction that it 
was an unauthorized intrusion.

• Payment is due upon your receipt of a bill from CityWest. 
If payment is not received by the end of the current month, 
interest will be charged at our current rate. If payment is 
not received over a number of months, your account will be 
terminated and you will be subject to additional connection 
charges to re-establish your account.

• Network performance and connectivity is not guaranteed. 
CityWest will use reasonable efforts to ensure that those 
portions over which CityWest has direct control are functioning 
properly.

• You are not permitted to operate an email, website, or similar 
servers, except as authorized by CityWest.

• CityWest reserves the right to set specific limits for bandwidth 
usage and charge for excessive bandwidth usage for residential 
or business services at any time.

• Sharing or re-selling CityWest Internet is strictly prohibited 
without written permission from CityWest and payment of 
applicable fees.

• Other than software/hardware provided by CityWest, you 
acknowledge and agree that you are responsible for the 
installation, operation and maintenance of any and all software/
hardware required to connect to our Internet service. CityWest 
will provide support only for the service components, such as 
modems; we will not provide support to components of your 
computer or network.

• CityWest reserves the right to monitor any communications and 
activities to ensure adherence to the terms and conditions of the 
Acceptable Use Policy.



Quick reference guide
Use the information on this page for information on customer 
support and details on your Internet account.

Customer service & support
Phone:  1-800-442-8664 - follow prompts for tech support
  toll-free, available 24 hours a day, 7 days a week

Email:  internet@cwct.ca

Website: www.citywest.ca/internet/support/

My account
Account number:   

Webmail:   http://webmail.citywest.ca

Email address:      @citywest.ca

Password:

2nd Email address:     @citywest.ca

Password:

3rd Email address:     @citywest.ca

Password:

Wifi modem ID:

Network password:


