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Customer handbook

OUR POLICIES AND PRACTICES

DEFINITIONS 
As used in these Policies and Practices: 
We, company, us, or our means BELD 
Broadband. You or your means the cus-
tomer identified on the work order that 
was signed to begin your Broadband 
service. 
Home means the residence or dwell-
ing, including a single-family home, 
apartment or any other type of dwell-
ing unit where your cable TV and/
or Internet and/or phone service is 
installed. 
Installed means either installed or 
activated.  
Equipment means one or more of the 
following: digital communications ter-
minal box; remote control unit; security 
device; addressable control module; 
A/B switch; co-axial cable (“cable”); 
parental lockout device; cable modem; 
enhanced multimedia terminal adapter 
(EMTA); or any other device installed in 
or around your home, or provided by 
us that is necessary or convenient for 
you to receive cable TV programming, 
Internet, or phone service from us.  
Service may include the cable TV 
signal, Internet service, phone service, 
or any other service that we provide 
to you.

INSTALLATION AND  
SERVICE POLICIES 
Installation fees are based on owner-
occupied dwellings. You are required 
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to provide building owners’ approval 
for installation of broadband cabling. 
Service calls and installation work will 
be performed on an appointment 
basis. Appointments are usually sched-
uled in two-to four-hour blocks during 
normal business hours. If you have 
special needs beyond this appoint-
ment option, please call us and we 
will do our best to accommodate you. 
Standard installations will normally be 
performed within seven business days 
after an order has been placed. Phone 
orders may take up to 10-14 business 
days.  
If it is determined that a nonstandard 
installation is required, the estimated 
cost and completion date will be pro-
vided to you in advance. If our installer 
or technician is running late, we will 
attempt to contact you and reschedule 
the appointment at a time convenient 
for you.  
Our technical staff will not enter 
your home to perform work unless 
a responsible adult over 18 years of 
age is present. We have established 
this policy to protect you and our 
employees. 
Repair and maintenance to the cable 
lines outside your home and repairs to 
any cable company-owned equipment 
are currently provided to you free of 
charge. 
Service repairs and maintenance relat-
ing to the cable wiring in your home, 
and including the first 12 inches of wire 
outside your home, may be billed to 
you. This includes repairs to any cable 
video reception problems caused 
by, but not limited to, home theater 
setup, television tuning, loose fittings 
and connections, and other recep-
tion problems that are not caused by 
BELD Broadband or company-owned 
equipment. A service charge or trip 
charge will apply for repairs to any 
customer-provided wiring or modifica-
tions you make to our wiring. A charge 
may also apply for repairing wire/cable 
damaged by you or others working on 
customer’s property. 
A service charge may apply for a 
service call to help connect home 
theater equipment or to reprogram a 
TV. Once connected and functioning, 
BELD Broadband does not support TVs, 
home theaters, computers, phones or 
other customer-owned equipment.

OUTAGES/SERVICE 
INTERRUPTIONS 
We will normally respond to service 
interruptions (outages) as soon as pos-
sible, and no later than 24 hours from 
the time we are notified of an interrup-
tion. We will normally respond to other 
non-outage service problems by the 
next business day. For outages beyond 
our control (such as natural disasters or 
severe weather-related problems) we 
will respond as promptly as possible. 
We do everything to ensure trouble-
free cable reception, Internet service, 
and phone service, but from time to 
time equipment failures can occur. 
Generally, it is our policy to issue a 
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credit, upon request, for service inter-
ruptions over 24 hours. BELD Broad-
band customer service representatives 
are available during normal business 
hours and our after-hours emergency 
reporting service is available 24 hours 
a day. Please call us in a timely manner 
when you notice the problem. 
We cannot issue credits for 
service interruptions if we are 
not notified promptly or for 
situations beyond our control.

EQUIPMENT POLICY 
Equipment installed by BELD 
Broadband, placed under, 
over, on or about your home 
or property in connection with 
the delivery of service is the 
property of BELD Broadband. 
Digital communication termi-
nals (cable boxes), EMTAs and 
cable modems—which are 
provided to customers if neces-
sary or requested—are the 
property of BELD Broadband. 
Rented equipment must be 
returned to us before service 
is discontinued for any reason, 
or at any reasonable time we 
need to issue other equipment. 
Failure to return rented equip-
ment at the appropriate time 
will result in a charge to your 
account and may lead to legal 
action to recover the equip-
ment. You are responsible for 
damage to rented equipment, 
other than normal wear and 
tear, and may be assessed a charge for 
repair or replacement. All damaged 
equipment remains the property of 
BELD Broadband—including items af-
fected by insects or animals—and will 
be charged the full cost.  
Equipment purchased from BELD 
Broadband (such as amplifiers or rout-
ers) is your property and is not covered 
by the above equipment policy.

SERVICE AND RATE CHANGES 
We reserve the right to change our 
services, equipment, prices and fees at 
any time. We also reserve the right to 
rearrange, delete, add to or change the 
services provided on our cable service. 
In accordance with federal and local 
regulations, we will notify you in 
advance of the change and inform you 
of the effective date.

TERMINATION OF SERVICE 
You may cancel your service at any 
time by calling or writing to us. Please 
do not write disconnect requests 
directly on your bill.  
Accounts are delinquent for all unpaid 
charges 30 days following the due date 
(the 20th of each month). We reserve 
the right to terminate your service if 
you become delinquent. At that time, 
a termination notice will be sent and 
payment for the total balance due is 
required within 10 business days from 
the mailing date of said notice. Unpaid 
disconnected accounts are forwarded 
to a collection agency. You may not 
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write your account number and service 
address on your check or money order 
and allow 5-7 days for processing. To 
ensure prompt attention, please write 
your inquiries or requests on a separate 
piece of paper rather than on the bill 
itself. You may also pay with our secure 
online billpay service at www.beld.com

BAD CHECK POLICY 
An effort will be made to contact the 
writer of a returned check to secure 
payment. If payment has not been 
made for all unpaid charges 30 days 
following the due date (the 20th of 
each month), we reserve the right to 
terminate service for delinquency. At 
that time, a termination notice will be 
sent and payment of the total balance 
is required within 10 business days 
from the mailing date of said notice. A 
reconnect fee will apply to restore dis-
connected service. All payments must 
be made in cash, credit card or money 
order, no personal checks accepted. 

LATE FEE
Bills are due and payable by the 20th of 
each month. Payments received after 
the 20th may be subject to a 5% late 
charge. 

NON-PAY RECONNECT AND 
PAST-DUE PAYMENTS
Once an account has been discon-
nected for non-payment, the total 
amount due on the account must be 
paid in order to reconnect service. In 
addition, a reconnect fee must be paid 
at the same time. The amount due 
and the reconnect fee must be paid in 
cash, credit card or money order, (no 
personal checks accepted) for service 
to be restored by the next business 
day. There will be no exceptions to this 
policy.

SUBSCRIBER PRIVACY NOTICE 
As required by federal law, this 
Subscriber Privacy Notice describes 
the nature of personally identifiable 
subscriber information that we collect 
and of the nature of the use we make 
of such information. 
1.  Collection: 
Generally, federal law permits us to 
collect and use only the information 
needed for the business of providing 
cable TV and other communications 
services to subscribers. So that we can 
continue to provide reliable, high-
quality service and maintain adequate 
records, we keep regular business re-
cords that contain your name, address, 
phone number, social security number, 
and other personally identifiable 
information. Such records include bill-
ing, payment, deposit, complaint and 
service records, and records of informa-
tion you have furnished to us such as 
the location and number of television 
sets connected to cable and the service 
options you have chosen.
We use this information to sell, main-
tain, disconnect and reconnect services 
to make sure you are being billed prop-
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assign or transfer your service without 
our written consent.  
Please contact BELD Broadband before 
you move so we can disconnect your 
service, recover our equipment and ar-
range for service in your new home. 

BILLING PROCEDURES 
Broadband services are billed one 
month in advance. Partial-month 
charges will be included on your bill if 
you add or change services between 
billing dates.  
The prorated charges for one months 
service, plus any installation or equip-
ment fees, are payable within 7 days of 
installation. 
You agree to pay us monthly by the 
payment due date as shown on your 
bill and for any administrative fees due 
to late payments or other charges due 
us. You agree to pay all federal, state, 
local, user taxes, franchise fees and oth-
er charges, if any, which we may now 
or in the future be required to assess 
you. Billing rates are subject to periodic 
adjustment as permitted by franchise 
agreements and federal law.  
You may pay for multiple months of 
service in advance if that is more con-
venient for you. If changes in rates oc-
cur after advance payments are made, 
you are responsible for any adjusted 
rates as of the applicable rate change 
effective date. 
To ensure your account is properly 
credited, mail your check or money 
order along with the remittance stub 
in the return envelope provided, or to 
the address printed on your bill. DO 
NOT MAIL CASH. You may also bring 
your payment to our offices during 
business hours or drop it in one of 
our night deposit boxes at 150 Potter 
Road or in front of Town Hall. Please 

erly for the services you receive and 
to maintain financial, accounting, tax 
service and property records, including 
records required by the terms of our 
franchise. Periodically the information 
is used for cable-related market re-
search by BELD Broadband and others.
2. Disclosure:
We may collect personally identifi-
able information and disclose to a 
third party only if (a) you consent in 
advance in writing or electronically; (b) 
disclosure is necessary to deliver cable 
service and other services we provide 
to you and/or for related business 
activities; (c) disclosure is required 
pursuant to a court order and you are 
notified of such order; or (d) for mailing 
lists as described below.   
We may make your records available to 
employees, agents and contractors to 
install, market, provide and audit cable 
TV service and other communications 
services on each occasion access is 
needed for the specific job at hand. 
Access for these purposes is routine, 
and does not occur with any specific 
frequency.
We may also occasionally release our 
subscriber list to a customer research 
organization to conduct market 
research. This typically occurs no more 
than once each year.
Unless you opt out, we may disclose 
personally identifiable information for 
the purpose of generating “clickstream 
data,” meaning information relating to 
your use of the service which may be 
used by providers of other cable-re-
lated services (including, for example, 
interactive TV program guides).   
Further, we make our subscriber list 
available each month to an indepen-
dent billing house to send bills; to 
cable TV programmers and outside 
auditors to check our records when-
ever such checks are required, which 
occurs irregularly; to attorneys and 
accountants on a continuous basis as 
necessary to carry out service to the 
company; to potential purchasers in 
connection with a system sale, which 
occurs only at the time such sale is 
contemplated; and to franchising 
authorities to demonstrate compliance 
at the irregular times when compliance 
concerns are raised.
Subscriber information may also be 
disclosed to our bill payment lock box 
service each month as necessary for 
processing subscriber payments, and 
information on delinquent accounts 
may be supplied to collection agencies 
and credit bureaus when delinquency 
occurs. We take reasonable precautions 
to prevent unauthorized access to this 
information.
3.  Mailing lists:         
Federal law also allows us to disclose 
your name and address for mailing lists 
and other purposes unless you object. 
We do not presently sell our subscriber 
list or otherwise disclose it to com-
mercial users generally, and do not 
anticipate making any such disclosure 
in the future. Should we make any such 
disclosure in the future, we will not dis-
close the extent of your viewing or use 

of a particular service or the nature of 
any transaction you may make over the 
cable system, but we may disclose that 
you are among those who subscribe 
to a particular service. If you do not 
wish to have your name and address 
included on a subscriber list disclosed 
to commercial or charitable users, 
please contact us.
4. Retention:
Federal law requires us to inform you 
concerning the period during which 
we will retain subscriber information. 
We destroy subscriber information 
that is no longer necessary for the 
purpose for which it was collected 
unless there is a legitimate request or 
order to inspect the information still 
outstanding. Paper records such as 
work orders and installation records 
are generally retained for up to three 
years. Converter records are retained 
for as long as a subscriber has a cable 
TV service converter.  Subscriber 
records maintained in our manage-
ment information system are routinely 
deleted from our records as newer 
information is added. The age of these 
records varies from address to address, 
depending on the date when service 
commenced and the number of trans-
actions. Ledger data is deleted after a 
varying period, at the most six months. 
Records of technical maintenance and 
service are retained for as long as you 
are a subscriber, except that the oldest 
records in the system may be deleted 
occasionally to free storage space for 
new records. Information concern-
ing location and number of cable TV 
outlets and other information you have 
provided to us upon installation is 
retained so long as you are a subscriber 
and may be deleted from the system 
within two years after you terminate 
your subscription, provided your ac-

count is fully paid.
Market research information is retained 
for a maximum of two years. Account-
ing and billing records are retained in 
historical ledgers for six years for tax 
and accounting purposes.
5. Disclosure by court order

Federal law also provides that the 
government may obtain disclosure 
of personally identifiable information 
by court order, if it offers evidence 
that such records are material to a 
criminal case, and if you are given the 
opportunity to appear and contest the 
evidence.
6. Subscriber rights:
As described above, the federal Cable 
Act establishes your rights as a sub-
scriber and the limits upon the cable 
operator with respect to the collection 
and disclosure of subscriber informa-
tion. You have the right to inspect our 
records that contain information about 
you and to correct any errors in our 
information. 
If you wish to inspect the records 
pertaining to you at our office, please 
contact us during business hours to set 
up an appointment. You may bring a 
private civil action in U.S. District Court 
and you may seek to recover damages, 
costs and attorney fees if the limits un-
der the Cable Act have been violated. 

BELD BROADBAND  
CABLE TV SERVICE

THEFT OF CABLE TV SERVICE
The 1984 Cable Act, as amended by 
the 1992 Cable Act, was enacted by the 
U.S. Congress and created both civil 
and criminal penalties against manu-
facturers, suppliers and users of 
unauthorized cable devices. This fed-
eral theft-of-service law supplements 
any existing state or local laws. 
The federal law prohibits the intercep-
tion or receipt of any communication 
service over a cable system, unless au-
thorized by the operator. This includes 
the theft of audio, video, textual, data 
or other service, including data trans-
mitted to or from a subscriber over a 
system that has interactive capability. 
Further, the law pertains to both the 
manufacturers and distributors of 
equipment as well as individuals. 
The Cable Act provides a cable opera-
tor the right to seek substantial mon-
etary damages with regard to theft 
of its cable services. In addition, if the 
violations are willful and for commer-
cial advantage or private financial gain, 
the court may award damages of up to 
$50,000 in civil cases and a maximum 
of $100,000 for certain criminal viola-
tions, in addition to a maximum of five 
years imprisonment for subsequent 
offenses.
The foregoing actions have been taken 
by Congress because it believes that 
theft of cable service poses a major 
threat to the economic viability of 
cable operators and cable program 
suppliers. It creates unfair burdens 
on cable subscribers who are forced 
to subsidize the benefits that other 
individuals are getting by receiving 
cable service without paying for it. 
Also, tampering with cable lines often 
causes reception problems for paying 
customers like you. If you are aware of 
persons receiving unauthorized cable 
service, please call us confidentially. We 
will follow up to ensure that the service 
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you receive is not affected by someone 
else’s tampering.

CABLE PROGRAMMING
BELD Broadband receives its program-
ming from various cable and broadcast 
networks. We are not responsible for 
the content of programs aired. Please 
address your programming concerns 
directly to the network. 
BELD Broadband wants to 
ensure that it is offering the 
programming desired by the 
members of the community. 
BELD Broadband customers 
are invited to attend the Mu-
nicipal Light Board meetings, 
usually scheduled for the sec-
ond Tuesday of each month, 
to provide input about BELD 
Broadband offerings.

COMPLAINT  
PROCEDURES
If you experience a problem, 
please follow the steps out-
lined below:
1.  First, contact our office and 
tell us about your problem. 
If we cannot resolve your 
problem over the phone, we 
will schedule a service call im-
mediately (BELD Broadband does not 
support TVs, home theaters, comput-
ers, phones or other customer-owned 
equipment). If a technical problem has 
occurred, such as an outage affecting 
a large number of our customers, our 
phone lines may become overloaded 
with calls. You may receive a busy 
signal in this instance because your 
neighbors are also reporting the 
problem. Please be assured we will 
act to restore your service as soon as 
possible.
2. In the vast majority of cases, we can 
promptly resolve any problem you may 
experience. If we are unable to resolve 
your problem to your satisfaction 
within a reasonable time period, you 
should contact the local government 
official responsible for dealing with 
cable television complaints. The local 
government official should be contact-
ed before any contact with the FCC. 
Your local contact is the Massachusetts 
Department of Telecommunications & 
Cable (DTC), Cable Television Division, 
1000 Washington St., Suite 820, Boston, 
MA 02118-6500 (800.392.6066). Please 
refer to FCC CUID number MA360.
If you believe your bill is inaccurate, 
you may appeal to a BELD Complaint 
Officer at 150 Potter Road, Braintree, 
MA 02184, or call 781.348.2353 within 
30 days from the due date of the bill. 
You will be informed of the decision 
within 30 working days of receipt 
of the complaint. If you dispute the 
Complaint Officer’s decision, you may 
appeal to the BELD General Manager. 
If you dispute the General Manager’s 
decision, you may appeal to the Brain-

tree Municipal Light Board. Within 30 
days, their decision may be appealed 
to the DTC Consumer Division, 1000 
Washington St., Suite 820, Boston, MA 
02118-6500 (toll-free in Massachusetts 
800.392.6066). 
All parties must agree in writing to 
submit the dispute to the DTC and be 
bound by the DTC’s decision. Final ac-
tion under 207 C.M.R. 10.07(3) shall be 
deemed to have occurred 30 days after 
the filing of a complaint. You forfeit any 
rights under 207 C.M.R 10.07 if you fail 
to pay the undisputed balance within 
30 days of the bill due date.

CABLE TV CONVERTER BOXES
The digital box supplied by BELD 
Broadband allows you to receive BELD 
Digital and High-Definition (HDTV) 
channels, Premium Packs, pay-per-view 
channels and Video On Demand (VOD). 
See the following section for more 
information. Alternatively, cable boxes 
with basic functions and features are 
available from various independent re-
tail vendors. This type of converter box 
will allow you to receive BELD Basic 
service, even if your TV and/or VCR are 
not cable-ready. It will not allow you to 
receive BELD Digital or HDTV channels, 
Premium Packs, pay-per-view channels 
or VOD. To use the converter, always 
place your TV set on the required 
channel (channel 3), and make sure the 
converter is connected to your cable 
line, your TV, and an electrical outlet. 

DIGITAL COMMUNICATION 
TERMINALS
Channels above BELD Broadbands 
Expanded Basic service, including 
Premium Packs, HDTV, pay-per-view 
and VOD programs, are encrypted as 
required by each programmers’ con-
tractual agreement and may be viewed 
by use of a digital communications ter-
minal (DCT or set-top box). However, 
a box might limit your ability to use 
certain advanced features on your TV 
set, such as picture-in-picture, channel 
review, advanced picture generation, 
display features, and remote controls. 
If you have this problem and wish to 
improve the compatibility of your TV 
sets, home theater equipment and 

cable service (to receive simultaneous 
reception of more than one channel, 
for example), special bypass equip-
ment is usually necessary. 
We can provide special bypass equip-
ment for purchase or lease, or in 
most cases it can be obtained from 
independent retail vendors. Because 
each subscriber has a unique need de-
pending on individual circumstances, 
the amount and type of additional 
equipment will vary, and it will be nec-
essary to analyze your situation. Please 
contact us to arrange for an individual 
consultation.

BELD Broad-
band also 
offers set-top 
boxes with 
Digital Video 
Recording 
options 
(DVRs). This 
equipment 
allows viewers 
to pause live 
TV, rewind or 
fast forward a 
program, and 
record with-
out a VCR or 
DVD recorder. 
Remem-
ber, cable 
boxes with 
descrambling 
capabilities 

should only be obtained from BELD 
Broadband. So-called “pirate boxes” or 
“black boxes” are illegal.

HDTV, VOD & WTVE
You do not need a digital TV to receive 
BELD Broadband Digital service. The 
digital communications terminal and 
remote control we provide allow you 
to enjoy all our programming without 
purchasing any new equipment. 
HDTV is a television with a high-quality 
picture that doesn’t need to turn a
digital signal into an analog one to un-
derstand it. HDTV also refers to special 
channels produced for these televi-
sion sets. BELD Broadband’s HDTV 
service combines crystal-clear images 
with Dolby Digital surround sound, 
providing the most realistic viewing 
experience possible. In addition to a 
special television set, HDTV requires 
you to lease a digital box that supports 
this feature. 
VOD allows you to select and watch 
video content over the BELD Broad-
band network as part of an interactive 
television system. Use your remote 
control to pause, rewind and fast-
forward movies, events, kids’ shows, 
sports, music and more. You have the 
flexibility to watch when you want, as 
often as you want for at least 24 hours. 
Many of BELD Broadband’s VOD offer-
ings are free. 
All BELD Broadband cable subscribers 
receive access to our WatchTVEvery-
where (WTVE) programing. WTVE 
allows you to access additional 
programming at any time from our 
cable TV networks—both previously 

routers, hubs and switches used to 
connect multiple computers or to act 
as a firewall. Customers using wire-
less connections should have them 
configured securely to avoid unauthor-
ized use because customers are held 
responsible for everything emanat-
ing from their equipment. Following 
installation, you must provide BELD 
Broadband with reasonable access to 
inspect, repair, and maintain our equip-
ment. If you need to run additional wir-
ing through walls use RG6 quadshield 
coax cable. Upon termination of your 
service, you must return equipment to 
BELD Broadband. 
BELD Broadband will provide support 
for the hardware and equipment it 
supplies. Support services can be ac-
cessed by phone at 781.348.2353 or by 
email at support@beld.net. 
You may access certain information, 
products, and services from persons 
other than BELD Broadband for which 
there is a charge, including certain 
online services. These charges are your 
responsibility. You are also responsible 
for protecting the security of your 
credit card information.

CREDIT CARDS AND  
PASSWORDS
The Federal Trade Commission has 
issued a consumer alert regarding an 
Internet email scam. The scam email 
appears to come from your Internet 
Service Provider and states that your 
account information needs to be 
updated, or that your credit card is 
invalid or has expired, and asks you to 
respond with that information. 
BELD Broadband will NEVER ask for 
credit card or password information to 
be sent via email. We may send emails 
requesting the information but always 
ask you to respond via phone. We ask 
that if at some time in the future you 
receive such an email, you notify us as 
soon as possible.

OUTAGES/SERVICE  
INTERRUPTIONS
BELD Broadband will make every effort 
to ensure that internet service is avail-
able to you at all times. Any unplanned 
service interruptions will be minimized.
 
EQUIPMENT POLICY 
If software is provided to you and 
installed by BELD Broadband, you may 
make one copy for archival purposes 
only. You may not resell or redistribute 
access to the service. 
It is expected that you will abide by the 
policies of BELD Broadband as they are 
electronically posted and added to or 
modified from time to time. 

LIMITATION OF LIABILITY
BELD Broadband may disrupt or 
suspend service from time to time as 
necessary for system maintenance or 
upgrades and will not be responsible 
for damages or lost business resulting 
from such interruptions. 
BELD Broadband is not liable for user 

confidentiality in sending or receiving 
electronic communication, viruses, 
Internet content, or censoring tools.

PRIVACY OF COMMUNICATIONS
BELD Broadband will respect your pri-
vacy and will not randomly monitor or 
disclose the contents of private email, 
storage, or private chat room com-
munications. It may, however, monitor 
or disclose the contents of private 
communication, storage, or messages 
if BELD Broadband reasonably believes 
that such action is necessary: (1) to 
comply with the law; (2) to protect 
BELD Broadband’s rights or property; 
or (3) in emergencies when a person’s 
physical safety appears to be at issue. 

PROHIBITED ACTIVITIES
The following activities are prohibited: 
defamation, fraud, false advertising, 
unsolicited advertising, copyright 
violations, trademark violations, trade 
secret violations, obscenity, harass-
ment/threats/abuse, false pretenses, 
chain letters, inappropriate content, 
and spamming.

TERMINATION
BELD Broadband may restrict or 
terminate your service at any time if it 
determines that you are in violation of 
your BELD Broadband Internet Service 
Agreement.

BELD BROADBAND  
PHONE SERVICE

The most up-to-date details on BELD 
Broadband phone services are pro-
vided online at www.beld.com. Here 
is some general information on the 
service. For more specific information, 
please refer to your BELD Broadband 
Phone User Guide. 
Digital phone is different from your 
standard analog phone in the way 
signal arrives to your home. Unlike 
the copper wires that connect your 
home to the central office by direct 
current voltage, BELD uses its fiber 
optic network to transmit your voice 
on a digital carrier. Because we use 
digital technology to transmit the 
voice signals, your internal phone wir-
ing may not work well. Most homes in 
Braintree have traditional two-pair wire 
that is often more than 30 years old. 
Although this wire will work with BELD 
Broadband phone we recommend 
you use a cordless phone to connect 
to BELD Broadband’s network. You can 
now purchase cordless phones with up 
to four handsets using one frequency. 
This eliminates the in-house wiring and 
ensures your new phone service will be 
problem-free. 
Our phone service does everything you 
expect and you can keep your existing 
phone number. You can call everyone 
you call today, with no difference 
between your local and long-distance 
phone providers. BELD Broadband 
requires you to use a touchtone phone, 
and we recommend a phone that has 
caller ID display and a FLASH button. 

Although you can access all the basic 
features of our service by phone, you 
can access even more via the Internet 
if you visit https://secure.mydigitalser-
vices.com. Using a computer and the 
Internet is not a requirement for you to 
use BELD Broadband phone.

PLACING CALLS
When you use BELD Broadband phone, 
all phone calls placed to locations 
within U.S., Canada and the Caribbean 
are dialed the same way, using 11-digit 
dialing: 1 + Area code + number. Note: 
Calls placed to the Caribbean will incur 
international toll charges.

EMERGENCY ASSISTANCE 
Dial 911 for emergency assistance. 
You are required to keep your service 
address current by providing it to BELD 
Broadband. In the event of a power or 
system failure, or if your equipment is 
not connected correctly and plugged 
in, you will not be able to use your 
BELD Broadband phone service to 
reach 911.

MANAGING YOUR ACCOUNT
You can manage all the basic features 
of BELD Broadband phone using your 
voicemail personal identification 
number, which the BELD Broadband 
customer service representative 
provided you when you registered for 
service. You can manage advanced fea-
tures via the website using your phone 
customer login and website password, 
which you selected when you signed 
up for service.

FEATURES
BELD Broadband phone service 
includes the following features: caller 
ID with name for both inbound and 
outbound calls, call waiting, three-way 
calling, call return, call transfer, caller 
ID on TV, speed dial, call forwarding, 
voicemail, voicemail to email, 
web-based account management and 
voicemail retrieval, call blocking and 
do not disturb. For a detailed descrip-
tion on how to use these services, refer 
to your BELD Broadband Phone User 
Guide. 

INSTALLATION AND SERVICE
A BELD Broadband technician will 
install phone service for you. If you 
choose to connect your phone service 
to your existing phone wiring we will 
backfeed the phone from the phone 
adapter and then disconnect the feed 
from the local telephone service from 
the side of your home. This will activate 
all your existing phone jacks. 
BELD Broadband does not install or 
support existing in-home phone wires. 
This equipment is the responsibility of 
the homeowner. Service calls that are 
generated due to internal wiring will 
result in additional charges.
BELD Broadband does not support 
home alarm systems or wiring, but 
we are confident they will work with 
our phone. If you have such a system, 
we recommend you have the alarm 
company run a test after our phone 
install while our technician is still at 
your home. 
BELD Broadband phone is not compat-
ible with any dialup modem services 
such as Life Alert, AOL, or any service 
that requires a device to call out when 
activated.
The new adapter that you receive has 
the cable modem and phone built in 
and will support up to five separate 
phones. 

UNAVAILABLE CALL HANDLING
From time to time a problem such as 
a power failure may interrupt your 
phone service. In the event that phone 
calls cannot be completed to your 
phone, you can determine how the 

call should be handled. We recom-
mend that you choose to FORWARD to 
VOICEMAIL, however you many select 
any of the available options. 

aired episodes and live programming, 
depending on the network and your 
BELD Broadband cable TV subscription. 

A/B SWITCH
You have the option of adding an A/B 
switch to your television and cable 
equipment. An A/B switch allows you 
to receive off-air local broadcast televi-
sion stations or signals not carried on 
cable via your antenna. Contact us for 
more information or to purchase an 
easy-to-install A/B switch.

AMPLIFIERS
If you have more than three broadband 
connections in your home (televi-
sion, Internet and phone), you may 
be required to have an amplifier. This 
equipment, which may be purchased 
through BELD Broadband, strengthens 
the cable signal to ensure a high-
quality picture on all the televisions in 
your home.

REMOTE CONTROLS
There are three options for remote 
control devices that could work with 
your television and a BELD Broadband 
converter box. You can purchase a 
remote control from BELD Broadband. 
Second, the remote control that came 
with your TV or VCR might be capable 
of controlling the converter box. 
Finally, you could purchase a universal 
remote control device at a retail outlet. 
If you have any questions about this 
information please call the BELD Broad-
band HelpDesk.

BELD BROADBAND  
INTERNET SERVICE

The most up-to-date details on BELD 
Broadband’s Internet service—includ-
ing our Network Neutrality Disclo-
sure—are provided online at www.
beld.com. Here is some general infor-
mation. For more specific information, 
please refer to your BELD Broadband 
Internet Service Agreement.

HARDWARE AND OPERATING 
SYSTEM REQUIREMENTS

PC Apple
Oper-
ating 
System

Windows Vista, 
7, 8, 10

Apple 
OSX

ABOUT DOCSIS MODEMS
BELD Broadband’s network is designed 
to operate with CableLabs® Certified 
modems rated DOCSIS 3.0. You can 
rent a modem from BELD Broadband 
or purchase one and save on your 
monthly Internet service. You can 
obtain a DOCSIS 3.0 modem from a 
variety of vendors. 

INSTALLATION AND SERVICE
Home wiring for multiple computers 
is the responsibility of the customer. 
BELD supports one RJ45 100BaseTX 
connection to the cable modem. The 
customer is responsible for all wiring, 

BELD Broadband     |     150 Potter Road, Braintree, MA 02184      |      www.beld.com      |      phone: 781.348.BELD (2353)     fax: 781.348.1002 printed on recycled paper

 Fo
ld 

 

Fo
ld 

 

Fo
ld 

 

Fo
ld 

 

Fo
ld 

 

 Fo
ld 

 

 Fo
ld 

 

Fold  


