Welcome to our self-diagnosis guide.

Your offline interactive assistant for
Telkom’s fixed voice and Broadband services.

= N

% o -
B 1 . H

: Telkom Self-Diagnosis T
>>Click here to start<< | Fixed voice and Broadband e I I(o m

This PDF needs to be viewed in Adobe Reader. Download it here for free!



This tool was built to help you resolve the most common faults encountered
when engaging with our services, and focuses on those of you that use a
PC/laptop or fixed telephone to access them.

The guide is extremely simple to use. You'll see that every page has clickable buttons and
we have kept the text to a minimum. Here are some of the main clickable buttons to look
out for:

Previous page Restart Next appropriate section

This way, we hope to help you identify and fix the problem easily without speaking to an
agent or waiting for a technician. Of course, if the procedures in the guide don'’t solve the
problem, we are more than happy to help you via our normal service channels.
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Please click on the service you’re having trouble with:

Fixed Broadband:

e No connection

e Slow connection

e Unstable connection

e Only e-mails or Internet browsing

Fixed voice:

e Faint speech e Crossed lines

e Noise e Unstable connection
e Ring once e Faulty extension

e Cross talk e Dead line
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Please click on the issue you’re having with your Internet:

=

No connection Slow connection Unstable Only e-mails

Connection drops and will Slower than usual connection or Internet

not reconnect connection while Connection constantly browsing
browsing, e-mailing, dropping and reconnecting Connection works for
downloading or e-mails only or browsing
uploading the Internet
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Try the following steps if you have no connection:

Restart your modem and computer. Wait for 3 minutes.

Restart modem Restart computer

G -

Unplug and replug the power cable
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Check the indicator lights on the modem

Illustrative example
Please refer to your router user guide to
confirm the meaning of each light

In the case of missing lights please
follow all steps below

Click here if your
LAN/ethernet light
is off (it should only be
on if you are connected
through a cable)

Click here if your
power light is off
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Click here if your
Wi-Fi light is off, or
if you are unable to

connect to the
Wi-Fi (only for wireless
connections)

Click here if your
ADSL light is off
(Internet light will be
off too)

Click here if your
Internet/PPP
light is off

Telkom




Try the following steps if you have a power issue:

1 Make sure you have power flowing into the modem. Change the AC-DC adapter and
check if it's properly connected to the modem.

If the cable is connected and the power remains off, the power cable or adapter might be faulty. Use another adapter of the same voltage
and charging factor, otherwise you could break the router. This should also only be a temporary solution until you get an original adapter.
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Try the following steps if you have a power issue:

Hard reset your modem using one of the following methods.

y

111 i gl g © 111 e i g g ©

Hold down the reset button for Insert a pin into the reset hole for
10 seconds 10 seconds

Before attempting this, you must be sure you have your ISP username and password* and know which menu to access to reinsert your
login details, as this will reset the modem to factory settings and only the default “guest” account will be able to access the Telkom

website. Do not do this if you are a business connected via a hub or switch.

*ISP username and password is sent via SMS once the service is activated, alternatively you can contact the Call Centre.
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Try the following steps if you have a Wi-Fi or WLAN issue:

1 Check your Wi-Fi connection settings.

Currently connected to:

CHARLIE-P¢
< Internet acc

Wireless Network C

CHARLIE-PC_Network_1

Name: CHARLIE-PC_Network 1
Signal Strength: Excellent
Secunty Type: WPA2-PSK
Radio Type: 802.11n

SSID: CHARLIE-PC_Network_1

security details

Make sure your wireless connection
indicates “Connected”.
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If not, your device might have lost the key.

Right click the connection, select properties,

A Click if still not working

and retype your Wi-Fi password.
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Try the following steps if you have a Wi-Fi or WLAN issue:

2 If you were connecting via Wi-Fi, try to connect a LAN cable from the Wi-Fi router directly
to your computer®.

*This cable solution is not definitive.
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Try the following steps if you have a Wi-Fi or WLAN issue:

3 Ensure the wireless feature is enabled.

Open your brower. Browse to
10.0.0.2 and log into the router.

Please note that some routers
might require a different access
address, such as
www.routerlogin.net.

Refer to the user manual to
confirm the correct address for
the router.
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If you did not change the login
details when you initially setup
the modem, try ‘admin’ for

both username and password,
or ‘admin’ for username, and
‘password’ for password. Refer to
the user manual to confirm.

A Click if still not working

VPI: 8 (0-25%)
vCL: 35 (32-65535)
Service Category:  UBR Without PCR. +

Protocol: PP Over Eihernet (PPP0E)
[acapsulation Mode: LS BRDGVG =

Enable multiple PPP contections over one
VC/VIAN tag sption avallables

BO2.1P Prieeity [0-7F 1
BOZIQVIANID [0 4094 1

Input the following ATM and

connection-type settings:

e VPI=8

e VCI=35

e Encapsulation = PPPoE

o Multiplexing Method =
LLC Based
Wireless = Enabled

Telkom


http://10.0.0.2

Try the following steps if you have a LAN or ethernet issue:

1 Change the port the cable connects to on the modem — ADSL modems usually have
4 ports to choose from.

1 2 3 4 1 2 3 4
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Try the following steps if you have a LAN or ethernet issue:

2 Try changing your cables and filters for known working ones.

Working
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Try the following steps if you have a LAN or ethernet issue:

3 Check if your LAN adapter is working properly.

PCI Sict 0 (PCI bus 63, device 0. function 0)

|| Device status _ ,
(7= S @ worirm ety =]

# & Sound, wdeo and game controllers
# G Storage controllers

# | System devices

# § Unwversal Serwl Bus controllers

Go to ‘Start’.

Type ‘Device Manager’ in the search bar.
Click on ‘Device Manager'.

Click on ‘Network adapters'.

Check if device is working properly.

Telkom Self-Diagnosis
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Try the following steps if you have a LAN or ethernet issue:

LI Hard reset your modem using one of the following methods.

y

111 i gl g © 111 e i g g ©

Hold down the reset button for Insert a pin into the reset hole for
10 seconds 10 seconds

Before attempting this, you must be sure you have your ISP username and password* and know which menu to access to reinsert your
login details, as this will reset the modem to factory settings and only the default “guest” account will be able to access the Telkom

website. Do not do this if you are a business connected via a hub or switch.

*ISP username and password is sent via SMS once the service is activated, alternatively you can contact the Call Centre.
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Try the following steps if you have an ADSL issue:

Check the cables that connect the modem and the phone to the filter, and the one
1 between the filter and the wall socket. Make sure they are clipped in the correct position
and seated properly.
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Try the following steps if you have an ADSL issue:

2 Make sure you have power flowing into the modem. Change the AC-DC adapter and
check if it's properly connected to the modem.

If the cable is connected and the power remains off, the power cable or adapter might be faulty. Use another adapter of the same voltage
and charging factor, otherwise you could break the router. This should also only be a temporary solution until you get an original adapter.
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Try the following steps if you have an ADSL issue:

3 Try changing your cables and filters for known working ones.

Working
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Try the following steps if you have an ADSL issue:

LI If possible, try connecting your modem to a friend’'s ADSL line and see if it works, or
try connecting another ADSL modem to your line.

Your modem

Friend’s ADSL line
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Try the following steps if you have an Internet or PPP issue:

1 Check your ISP username and re-enter your password.

VPL: 8 (0-25%)
vCE: 35 (32-65535)

Protocol: PP Over Ethernet (PPP0E)
[acapsulation Mode:  LCSNA BRIDGVG =

Enable multiple PPP conmections over one
VC/VIAN tag sption avallables

BO2.1P Prieeity [0-7F 1
BOZIQVIANID [0 4094 1

Open your brower. Browse If you did not change Retype your ISP username
to 10.0.0.2 and log into the login details when and password.
the router. ) you initially setup the

modem, try ‘admin’
Please note that some for both username Input the following ATM
routers might require and password, or and connection-type
a different access ‘admin’ for username, settings:

address, such as and ‘password’ for e VPI=8

www.routerlogin.net. password. Refer to e VCI=35
Refer to the user manual

to confirm the correct
address for the router.

the user manual to Encapsulation = PPPoE
confirm. Multiplexing Method
= LLC Based
Wireless = Enabled
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Try the following steps if you have an Internet or PPP issue:

2 Check that your computer does not have a virus.

If you have an antivirus If you do not have an
software installed antivirus software installed

AcA
LD

Download a free antivirus software from an alternative

i connection and transfer it to your computer
Run your antivirus software

When installing a new antivirus software, you should be sure to
uninstall any current antivirus software so it does not conflict with
the new software.
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Try these last steps if nothing has worked:

Perform an isolation test by removing/turning off all devices (except the ADSL modem/
router) that could be affecting the ADSL line, such as:

//%@
] © 8 o

Answering House alarms Cordless ADSL modems Electric Fluorescent
machines phones fences* lamps

*Faulty electric fences can cause impulse noise on the ADSL line which may prevent the ASDL line from syncing. Check for any arcing
(electrical breakdown) from the fence due to faulty/cracked isolators, plants or any foreign objects touching the fence.
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Try these last steps if nothing has worked:

Listen for a dial tone when you pick up the landline phone.

|»))) R
i

I hear a dial tone I don’t hear a dial tone
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Try the following steps if you have a slow connection:

1 Check with your ISP if you have reached your Internet cap, and top up if that is the case.
If your ISP is Telkom, follow these steps:

Your Telkom Intermet Detalls

Userrame

9 Moo ANt Mbcn

Vavvene?

suoMmY

The Tehom termet Usage Tracking Tood is used by cusiomerns
ot viewing 80d masaging Bk Takom latamet broadband uasge

Browse to

https://secure.telkomsa.net/
titracker/

Type your Telkom Internet

username and password and
select ‘Submit’.

«C |
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) Your Internet usage is
displayed.

If the bar is red and your
current In-bundle Data Used
is 100%, you have reached
your Internet cap.

Select ‘TopUp’ from the

My Tools menu.

Username Login cnime 451107 Gcul IgBan i komas net

Teor Interrwt. crepad vervices

W 0%

Taplp pos eviing emet sccowt wih sddborel DU S

29 Camrg A30 08 ) o remn

 Comrg seves

B e e b
vran

G 20 DA P S0 Bncie Cet A4 on Seckage i vl b X0
£

e Weven Arban E99 por s
M o g g e v B §nby ot sy 0 SO o (o
Tanh Uy Aygn T Tummn) ow Samnny Ve

Tretunhe et Ak ok age ekt o 00 oy

Select ‘Telkom Internet DSL ) °
Select ‘Submit’

A Click if still not working

Username Login® onlise2433157@dsd 2gbsh

Purchase Topllp

Toowp Ouerlity b G (10 G0N 4

Cond Holdwr [
Comt Nurtar [
own
oy O [T e 1 (o) 1V
CotTe I ssnonr Card v

1 indicuten mandetory B

L1 haws soa and undontind B Tormm aod Contiions
T Ty bharath Fage

SUBMIT  mEsRT

Select the quantity

(in GBs) you want to
purchase.

Type in the credit card
payment information.
Ensure “I have read and
understand the Terms...”
is selected, and select
‘Submit’.
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Try the following steps if you have a slow connection:

2 Check if the slow connection happens on a single website, or on multiple websites and
click on the appropriate option.

Single website Multiple websites
e eee
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Try the following steps if you have a slow connection:

This does not indicate a problem with your ISP or network provider, but rather with the
3 website itself, so you should not consider this as a fault. However, some points can be
useful to check:

e

Try logging onto the Try a different Try logging onto Perform a speed test
site again after a browser the site from a different from www.saix.net
few hours computer while connected with
the guest account.
Username:

guest@telkomadsl
Password: guest

[elkom
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www.saix.net

Try the following steps if you have a slow connection:

LI Try deleting your temporary Internet files.

wnwﬂm”h
T~ InPrivate Fitering data g
u"--u""' ~ ".!'..." ....."'?.‘Z.‘.'.'.“.".' S

| e e[ o]

Tools—Internet
Options—Delete

Telkom Self-Diagnosis
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Tme angeto o N -

A All selected tems will be cleared.
"k Thit action cannot be undone.

[¥]|Browsing & Download History
[VI|Form & Search Historey

‘Ctrl’ + ‘Shift’ + ‘Del’
—Select
“Everything”—
Clear Now

A Click if still not working

Show Top Sites
Show History

Back

Fonward

Home

Search Results SnapBack

Reopen Last Closed Window

Reopen All Windows from Last Sessior

# Home - Telkom Residential
4 Home - Telkom Business
# Home - Telkom SA Limited

Clear History...

Settings— Show o History—
advanced settings @ Clear History
—Privacy—Clear

browsing data
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Try the following steps if you have a slow connection:

5 Restart your modem and wait for 3 minutes. If possible try connecting through another
modem.

Restart modem Swap modem

XD -

Unplug and replug the power cable

Make sure the router is in a well-ventilated space.
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Try the following steps if you have a slow connection:

6 If your modem is connected through a telephone extension cable (not usually designed
to carry data), try removing that cable and replacing it with the provided cable.

If

[elkom
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Try the following steps if you have a slow connection:

7 Check that your computer does not have a virus.

If you have an antivirus If you do not have an
software installed antivirus software installed

AcA
LD

Download a free antivirus software from an alternative

i connection and transfer it to your computer
Run your antivirus software

When installing a new antivirus software, you should be sure to
uninstall any current antivirus software so it does not conflict with
the new software.
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Try the following steps if you have a slow connection:

Perform a latency test.

)7 See more results

[(rm"

Programs (1)

[ﬂ cmd.exe

« C |
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A Click if still not working

ﬂ Chsnndoashsystem32emed. exe

I't Windows [Wersion G.1.7081]
AA? Hi: F

ing ping.telhkomn

v [rom
Reply from
Reply from

Go to ‘Start’.

Type ‘emd’ in the search bar.
Click on ‘cmd.exe’.

Type ‘ping ping.telkomsa.net’.

Fi. Corpmral ion.

A1l right=

: of

I"‘H:‘iﬂl‘“.'l‘!ll.

data:

The average response time should not be above 200ms.

Tell

om



Try the following steps if you have a slow connection:

9 Perform a speed test.

Open your browser Browse to speedtest.net and Check the results and compare
click ‘Begin Test’ them to your profile

Bear in mind that the number of
connections on the same line will
affect the final speed.
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http://www.speedtest.net

Try the following steps if you have a slow connection:

Check that your PC network settings are still the same. Uninstall any new software
1 O or firewall. If you are unsure of what has been installed, restore your computer to a
previous stage when the Internet was working.

Uninstall any new Restore your computer to
software or firewall a previous stage

. Click on ‘Start’.

4 \ . Select ‘All Programs’.

. Select ‘Accessories’.
. Select ‘System Tools’.

ﬂ . Select ‘System Restore’.
. Follow the instructions

>>Click here for visual aid<<

Software Firewall

Please note that you may lose any data that was created after
the selected restoration point date.
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Restoring your computer to a previous stage

Q 1Tunes

e Ocfonk Progms D Bluetcoth Fie Tander R o S ondove

5"‘52‘ SQL Server Masugerment Studio L) Cakculater )
B Command Proenge

2 Connect to a Netwark Projector

Bl Conmect to a Projecter

4 Getting Searted

o) Msth Input Panel

1) Notepad

2l Paint

&, Remote Desktep Connection

3 Run

X Seipping Tect

1, Scwnd Recorder

B Smcky Neees

@ Syne Center

4 Windows Explocer

B Windows Mobiity Center

I Weedoad

5 Character Map

) Compnster

B Centeol Panel

% Dvsk Cleanup

& Ovsk Defragmenter

) Torecnat Dxplores (No Add-ong)
[ Private Charactes Editor

&) Resource Mondtor

() Task Scheduder 5

& Windows Easy Transter Reports
&) Windows Lasy Transfer
b Teble P
b Windows PowerShell
b Adminatrative Tooks

. Click on ‘Start’.
Select ‘All Programs’. ey
Select ‘Accessories'. it
Select ‘System Tools'. T
Select ‘System Restore’. ‘ Y
Follow the instructions

Sy Bt e b e o A it e o g
i n @ s oy,

T e e T M € et B ehied vt

o L B w e et

Coment W e O b

v i T ———

“J Microsoft Azcess 2010

g‘ Windows Fax and Scan

»  ANPrograms ] Z
Secrch progeams and fies ol

e ——————— e

Condrm your restone powrt
T o A e e e € e Te e
e b—

.
Comopbon.

SUARNLH 13RI B o200
o e

O A D ) D

bl i e

<t [ teh | | tens |
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Try the following steps if you have an unstable connection:

If you are using a Wi-Fi connection, check if your signal is ‘Very Good' or ‘Excellent’.
1 Move your computer closer to the modem until you have ‘Excellent’ or maximum signal
strength.

Fair signal Excellent signal

p—
vy
i
. CEED
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Try the following steps if you have an unstable connection:

2 Restart your modem and computer. Wait for 3 minutes.

Restart modem Restart computer

G -

Unplug and replug the power cable
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Try the following steps if you have an unstable connection:

Check the cables that connect the modem and the phone to the filter, and the one
3 between the filter and the wall socket. Make sure they are clipped in the correct position
and seated properly.

-+
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o
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Try the following steps if you have an unstable connection:

LI Try changing your cables and filters for known working ones.

Working

[elkom
- c | Fixed voice and Broadband A Click if still not working




Try the following steps if you have an unstable connection:

5 Make sure you have power flowing into the modem. Change the AC-DC adapter and
check if it's properly connected to the modem.

If the cable is connected and the power remains off, the power cable or adaptor might be faulty. Use another adaptor of the same voltage
and charging factor, otherwise you could break the router. This should also only be a temporary solution until you get an original adaptor.
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Try the following steps if you have an unstable connection:

6 Perform an isolation test by removing/turning off all devices (except the ADSL modem/
router) that could be affecting the ADSL line, such as:

//%@
] © 8 o

Answering House alarms Cordless ADSL modems Electric Fluorescent
machines phones fences* lamps

*Faulty electric fences can cause impulse noise on the ADSL line which may prevent the ASDL line from syncing. Check for any arcing
(electrical breakdown) from the fence due to faulty/cracked isolators, plants or any foreign objects touching the fence.
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Try the following steps if you have an unstable connection:

7 Stick to the maximum number of filters (3) on a line. Check if all analogue devices are

connected via filter.

[elkom
- c | Fixed voice and Broadband A Click if still not working




Try the following steps if you have problems with your phone:

1 The fault could be in the cabling between the telephone and the wall socket. Try the
following steps:

If

L

Check if the phone cable is properly Try using another known working cable
connected and has power, if applicable
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Try the following steps if you have problems with your phone:

2 Make sure that every phone is placed back onto the hook and that any cordless phones
have been disconnected from a previous call.

Check that all phones are on Check that all cordless phones are
their hooks disconnected from calls

Make sure the cordless phone is charged.
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Try the following steps if you have problems with your phone:

3 The fault could be in the telephone device itself. Try using another known working
telephone.

Working
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Try the following steps if you have problems with your phone:

The problem could be interference from other sources. Perform an isolation test by
LI removing/turning off all devices (except the ADSL modem/router) that could be affecting
the ADSL line, such as:

//%@
] © 8 o

Answering House alarms Cordless ADSL modems Electric Fluorescent
machines phones fences* lamps

*Faulty electric fences can cause impulse noise on the ADSL line which may prevent the ASDL line from syncing. Check for any arcing
(electrical breakdown) from the fence due to faulty/cracked isolators, plants or any foreign objects touching the fence.
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Try the following steps if you have problems with your phone:

5 If the phone is connected through afilter, try removing it and reconnecting it straight to
the wall socket.

iyl >

The intention of this procedure is just to check if the problem lies in the filter. Keep in mind that a phone must
be connected through a filter so it doesn't interfere with your ADSL connection.
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Try the following steps if you have problems with your phone:

6 Too many instruments on the same line can cause poor speech/hearing or even prevent

phones from ringing

Try connecting only one Make sure the ring volume on the
phone to the line phone is high
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Connection works for e-mails only or for browsing the Internet only

Try the following procedures if your connection works for one given functionality, but not

for another.

E-mails affected only

Browsing affected only

Cannot send e-mails

Cannot receive e-mails

Cannot send or receive e-mails

Cannot navigate the Internet

Description

This could be related to SMTP,
which allows an e-mails client
to deliver e-mails to a server.

This could be related to POP3,
which allows an e-mail client to
download e-mails from a server.

This might be a connection
configuration for the e-mail
program.

Software version

9_1 Outlook2010

9_1 Outlook2010

94 Outlook2010

=) My

= o/
Windows 8 indows™"

L -

Wlnd%’ws? Windows Vista

e Check with your ISP if you have reached your Internet cap, and top up if that is the case.

¢ Go to ‘File' — Info’ — ‘Account Settings’ — ‘Account Settings'.
e On the ‘E-mail’ tab, select your e-mail account — ‘Change’ — ‘Properties’.

Possible resolutions

e On the ‘SMTP servers' field,
type: smtp.dsl.telkomsa.net

e On the ‘POP3 servers' field,
type: pop3.telkomsa.net

e Go to ‘Connections’ and
uncheck: “Always connect
using this ACC”.

e Go to — 'More settings’ — Advanced’ — ‘Incoming server and type “110".
e (o to ‘Outgoing server’ and type ‘25".

¢ Go to ‘Start’ — ‘Control panel
— ‘Internet Options’ —
‘Connections’.

e Select ‘Never dial a
connection'.

¢ Go to ‘LAN Settings’ and
unselect all boxes.

¢ Go to the ‘Security’ tab and
click ‘Reset all zones to default
level’.

If nothing resolved your issue, please reset your modem (by holding the button down or inserting a pin behind it. If after that the

problem still persists, phone Telkom technical support at 10210)

Telkom Self-Diagnosis
Fixed voice and Broadband

-C Telkom



If nothing resolved your issues,
please call Telkom on 10210
and our agents will be happy

to assist you.

Make sure you inform them on
the steps you followed.
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