TROUBLESHOOTING INTERNET CONNECTION

If you had a working Internet connection at one time, and then suddenly you cannot get onto the
internet you may have a setting wrong, a cable may have gone bad, etc. We wrote this troubleshooting
guide to help you diagnose your issue, and to get you back up and running as fast as possible. Let’s go
on to our steps that we need to check.

1.

First, we will need to make sure our computer is getting the correct IP. Click on the start

menu.
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Then click on run if you are using Windows XP, or click in the little dialog box that pops up if
you are running Windows Vista.

[start Search Fe

.] Liog QFF ﬁ| Shut Down

Inside the Run box on Windows XP type CMD and press ok. On Windows Vista, type CMD in the
Start Search box. Then when you see the icon show up at the top of the menu be sure to Right-
Click then goto Runas Administrator. Then select allow when the dialog box comes up.

Type the name of a pragram, folder, document, ar
Internet resource, and Windows will open it for o,

e C:AWINDOWS\system 3 2\cmd.exe

Inside the black box (Command Prompt), type ipconfig /all. You should see output like below.
Be sure to take note of the IP address you see here. It is circled in red in the example below.



5.

6.

o C:\WINDOWS\system32\cmd. exe

IC:\>ipconfig ~all
Hindows IP Configuration

Host Mame - - . : Iceman

Primary Dns Suffix . : isa.cornerpostsw.com
Hode Type H

IP Routing Enahbled.

WINS Proxy Enabled. .

DNS Suffix Search Li

Ethernet adapter Local firea Connection:
Connection—specific DNS Suffix . : isa.cornerpostsw.com
Description : Broadcom MetXtreme 57xx Gigabit Cont

roller
grysical Addr B-18-8B-BE-2D-&F

DHE Servers
Lease Obtained

Lease Expires

Ok, now we have all of the information that we need. You should have some numbers
separated by a period. For example, my IP was 10.0.0.86. Now you have to find out if you
have a router that is connected to your World Wide Packets Switch (the box we installed for
you.) If you are using a router it will probably have a Cat-5E cable going from the World Wide
Packets switch, into a box that will probably say Linksys, Belkin, or even Netgear. Then from
this box you will have another Cat-5E cable going from this Router, into your computer. If you
do have this then your IP will most likely start with one of the following examples:

e 192.168.some number.some number

e 172.16 through 31.some number.some number

¢ 10.some number.some number.some number

Where “some number” represents any number from 0 to 255. If you do not have a router
between your computer and the World Wide Packets switch, then you should see an IP that
does not resemble these above IPs. If you do or do not have a router and your IP is the one
below:

e 169.254.some number.some number

Again, “some number” represents any number between 0 and 255. If this is the IP you are
getting, then this is most likely the reason you are not getting out to the Internet. If this is the
IP you are getting the go to the next step. If you got one of the above IPs and you are using a
router go to STEP 7, and if you are getting an IP and it isn’t any of the above numbers
including the 169.254.some number.some number address, and you aren’t using a router then
proceed to STEP 8.

Inside of your black box (Command Prompt), type the following:

e Ipconfig /release



INDOWS\system32\cmd.exe

Ethernet adapter Local Area Connection:
Connection-specific DHS Suffix

- d.8.8.8
: B.8.8.8

CisDocuneénts and SettingsBennyk

Once this finishes you should see an IP Address of 0.0.0.0. Then type the following command:

e Ipconfig /renew

e CAWINDDWS\systern32%cmd. exe

C:sDocuments and Settings>BennuXipconfig Arenew

Mindows IF Configuration

Ethernet adapter Local Area Connectiom:

Connection-specific DNE Suffix

Subnet Mask .

You should now see an IP of one of the 3 examples | gave you in step 5. In this example | got
an IP in the 192.168.some number.some number, so this would be correct with a router. If you
got one of the ranges | specified in step 5, then go ahead and try to surf the internet. If you
are still unable to surf the internet, then please go to STEP 8. If you are able to get to the
Internet, then you are finished troubleshooting your issue.

In this step we are going to check to see that your Router is getting the correct IP address as

well, kind of like we did with your computer. First you will need to open an Internet Browser
(Internet Explorer, Firefox, Opera, or Safari any of these will suffice.) From there go to your
address bar.

@http:,l',l'www.gnngle.cum,l’ | | g | |

This is the bar in IE 7, but it should look about the same in any of the above listed browsers.
Ok, now in the little black box (Command Prompt), after you did the ipconfig /renew, you
should see something 2 lines down from the IP Address called “Default Gateway.” Write this
number down. Ok, in the browser window type http:// followed by the IP of the Default
Gateway. If the default gateway is like the previous picture it would be http://192.168.1.1
but it can be any number. Once this is typed in, press enter, and soon you should be prompted
for a username and password. If you have been in the router before you probably know what
the credentials are to get in, if you don’t know, then we will try the defaults. If you are using




a Linksys Router then leave the “Username” field empty, and in the “Password” box, type
admin. Then press ok. If you are using a Belkin Router, then leave both “Username” field and
“Password” field blank, and then press OK. If you are using a Netgear Router, then the
Username is admin, and the password is “password.” Below are examples:

Linksys Router:
Username:
Password: admin

Belkin Router:
Username:
Password:

Netgear Router:
Username: admin

Password: password

For once you are logged into the Router you will need to do the following.
e For the Linksys
Linksys®

A Division of Cisco Systems, Inc. Finmeiare Version:

Wireless-G Broadband Router WRKS4G

Status Applications Status
&

Setup ess Security e

Router | alwork

Router Status
Information

This screen provides the
Firmware Version: 1.55.02, May 21 2004 Router's current status

information in a read-only
Current Tima: Mar. 13 2006 Mon. 8:05:47 format.

MAC Address: HXROOOOOKXKXKK Login Type
This field shows the Internet
B e
PPPoE, RAS, PPTP, or HBS as

DHCP the login method, you can click
the Connect button to log in. If
you ciick the Disconnect
button, the Router wil not dial up

Login Typs:
Internet IP Address: 0.0.0.0

‘again unti you click the
Subnat Mask: 0.0.0.0 Cennect button.
If your connection is DHCP or
Deiad Gutpicag] (MO00 Static IP, the Status screen wil
show you the Internet [P
DNS 1 0.0.0.0 Address, Subnat mask,
DNS 2. 0.0.0.0 More...

DNS 3: 0.0.00

DHCP Release DHCP Renew

e Click on Status on the far right, then router, and then click DHCP Renew. Once
you click the DHCP Renew you should see the Internet IP Address have some
numbers (anything except for 0.0.0.0). After about 1 minute, refresh the page
if it doesn’t for you. If you see the IP that has 0.0.0.0, then proceed to STEP
8.

e For the Belkin



Cadiled DS

L Gatwway Router Setum Lty
Home |Help | Login:  lilsmmel SEatis:

Tark e Status

DHEP Gt Ll

Canraction Tea ou will nead to kog in before you can chamnge any sethngs.

oNE

o
B Firmmare ¥ersion  <2.00.002 LAM/WLAM MAL  00-30-B0-C6-04-04
Channsl and 5510 Baot ¥ersion w0.00,010 1P address 152.168.2.1
Enoryption Hardware o Subpet mask 295.255.295.0
[ - ferial No. A34E5005441 DHLCP Server Enabided

Application. Gulswys
Wirtual Servens

roencsoinge Wl

ilard IF Fotars WAM MAL address  00-30-BD-CE-01-0% HAT Ensbied

MAL Addrars Fillerng Conpedtion Type PPFOE Firemall Settings Enaidad

[VH Sul [ SSID kms
Endryplian 135-Aikn
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Securiiy L
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e C(Click on System Settings on the far left bottom corner. Then check the WAN IP,
it should have some numbers out from it. If it shows 0.0.0.0, or it is blank, try
to reboot the router, or see if you can find a place that says DHCP renew. This
may be in different locations on the Belkin routers, but should be in this area.
After rebooting it (unplugging from the wall for about 20 seconds, then
plugging it back in), check to see if the router has an IP. If you see the IP that
has 0.0.0.0, or is blank, then proceed to STEP 8.

e For the Netgear

‘ 2 NETGEAR Router - Microsoft Internet Explorer

Ele Edit View Favorites Tools Help Q-9 BN B | B> % |addess 92,168

] | e

router manager
Wireless Router

Setup Wizard Router Status A

Account Name
Firmware Version

MR814v3
V5.4_06

Basic Settings
Wireless Settings

Internet Port
Logs MAC Address
Block Sites IP Address

00:0rb5:1b:C 181
209.216.188.199
2 pHCP PPPOE

Block Services T 255 265.255.0
Schedule Domain Name Server 209.216.160.2
S 209.216.160.131

LAN Port
MAC Address
1P Address

Router Status 00:07b5:1b:c1:60

192.162.0.1

Attached Devices

Backup Settings
Set Password

Router Upgrade

DHCP
IP Subnet Mask

256.256.255.0

Wireless Port

Hame (SSID) NETGEAR
Port Forwarding Region United States
WAN Setup jEhennol i

Wireless AP on
LANHE: Seurm Broadcast Name on

Wireless Setup
Dynamic DNS
Static Routes

Remote
Management
uPnP

Knowledge Base

Documentation

Logout

[ cone

[__Show Statistics

][

Connection Status

]

4D Internet

e Click on Router Status on the mid-left side. Then check the IP Address under
“Internet Port”, it should have some numbers out from it. If it shows 0.0.0.0,




or it is blank, try to reboot the router, or see if you can find a place that says
DHCP renew. This may be in different locations on the Netgear routers, but
should be in this area. Try clicking show statistics, and connection status and
finding a button that says DHCP Renew. After renewing the IP, or rebooting it
(unplugging from the wall for about 20 seconds, then plugging it back in),
check to see if the router has an IP. If you see the IP that has 0.0.0.0, or is
blank, then proceed to STEP 8.

8. If your router was unable to get an IP address (either blank or 0.0.0.0) then we need to check a
few things. First check to see that you have a Cat-5 (looks like a big phone cable), going from
Subscriber Port 1 on the World Wide Packets Switch, into the Internet Port on the Router.

Cuet to the Internet

[ Subscribet Port 1

Subscriber Box l

cats cahle

Wireless Router

LLLL L I p

If you don’t have it set up like this, then please change it to where it will be like this, and then
repeat STEP 7. If you do have it set up like this, check the front of the Router for blinking
lights on the Internet port, as well as the World Wide Packets switch for a blinking light on
Subscriber Port 1. If you do not have any blinking lights (if you see the World Wide Packets
blinking only, then you should be ok), then you probably have a bad Cat-5 cable. Just to be
sure check to make sure that the World Wide Packets switch has the power cord attached, and
is plugged into a working outlet, and the same with the router. You should see a power light.
If you still see no blinking lights on Subscriber Port 1 on the World Wide Packets switch, try
replacing this cable with another cat-5. You can get these at Wal-Mart for pretty cheap. Once
you have blinking lights, you should have Internet Connectivity, so try to surf the Internet. If

not repeat STEP 7, and if the router does have an IP now try to surf again. If you still have no
luck, then proceed to STEP 9.



9. Repeat STEPS 1, 2, 3, 6. For STEP 6 come back here instead of going to STEP 8. You should
now have an IP on your computer at this point. Inside of the black box (Command Prompt),
type ping www.google.com. You should see something that looks like this.

e C:AWINDOWS\system32\cmd . exe

C:~>ping wuuw.google.com

[Pinging www.l.google.com [64.233.167.991 with 32 hytes of data:

Reply from 64.233.167.99:

Reply from 64.233.167.99:

[Ping statistics for 64.233.167.99:
Packets: Sent = 4, Receiw = 4, Lost = @ <B% loss).
in milli-seconds:
Mininun = 27ms, Maximum = 31ims. Average = 2%ns

CzsD

If you see the “Reply From”, then you are in great shape. This shows you have internet
connectivity; we just need to adjust the browser settings. If you see a “Request Timed Out”,
you have followed all the previous steps, your computer has an IP of something other than
169.254.some number.some number, and you have blinking lights on the World Wide Packets
switch Subscriber Port 1, and the Router Internet Port, then call Sunset Digital Technical
Support. If you see the “Reply From” go to the next step, and we will have you up in no time.

10. Most users use either Internet Explorer, or Mozilla Firefox, so | will be giving examples of
changing the settings in these browsers. Chances are that if you are using a different version
like Opera, that you already know how to change the settings, and if not they are similar to
that of Mozilla Firefox.

Internet Explorer

e Open Internet Explorer, and wait for it to stop loading. Once this is done click
tools -> Internet Options.



B -8 &-GFree-lg -
Delete Browsing Histary, ..

Pop-up Blocker »
Phishing Filker »
Manage Add-ons k

Work Offline

Windows Update

Full Screen Fi1
Menu Bar

Toolbars »

Windows Messenger
Ciagnose Connection Problems. ..
Sun Java Console

Internet Options

From here click on the Connections Tab, then click on LAN Settings.

Internet Options 2

General | Security || Privacy | Content | Connections | pragrams | advanced

To set up an Internet connection, dick

Setup,

Dial-Up and Virtual Privake Network settings

&3 Lee County | add..

Settings

Chonse Settings IF you need to configure a proxy
serwer For & connection

() Never dial a connection
) Dial whenever a network connection is not present
O Always dial my default connection

Local Area Metwork (LAM) settings

LAN Settings do not apply to disl-up connections LAN settings

Choose Settings abowe for diakup settings.

Also, be sure that the “Never Dial a Connection” option is marked.

Be sure that there is nothing set in the next box. It should look like the figure
below.

Local Area Network (LAN) Settings E‘

Aubomatic configuration

Autamatic configuration may override manual settings. To ensure the
use of manual settings, disable automatic configuration.

[] Automatically detert settings

I:‘ Use autamatic configuration script

Proscy server

DUse a progy server For your LAN (These settings will nat apply to
dial-up or ¥PM connections),

When this is set like this, click on everything, then close and open Internet
Explorer. You should now be able to surf on the internet.




Mozilla Firefox

Click Tools, then Options.

©) Mozilla Firefox

File Edit  Wew History Bookmarks BEEES Help

. Web Search Chrl+k B
€9 b [O] "= I
= Y — ) Downloads Chrl+3
L] Customize Links [ | First Mational Bank add-ans

|} {Untitled) Error Consale

Page Info

Clear Private Data... Cbrl+Shift+Del

Opkions. ..

From here click Advanced, select the Network Tab, and click the Settings
button.

Options _- |
e \ = = s
[ S
e 0 @ @ & | e
Hain Tabs  Caontent  Fesds  Privacy  Security | Adwanced
| General | Metwork. | Update || Encryption
[ Connection
Configure how FireFox connects ko the Internet
Cache
Useupto |50 ME of space For the cache
[ ok ][ coancet ] [ rele ]

You will need to be sure that you have the option set to “Direct Connection to
the Internet.” If you don’t change it to this. Your settings should look like
below.

Connection Settings 3

Configure Proxies ko Access the Internet

@®

() Auto-detect proxy settings Far this netwark

() Manual proxy configuration:

O Automatic proxy configuration URL:

[ OF 1 [ Cancel ] [ Help ]

Don’t worry about the grayed out area in the picture, yours may be different.
All that matters is you have the top option checked. Once this is done, click

Ok, on all the windows, then close and reopen Firefox. You should be surfing
now.



At this point if you are still unable to get to the internet, and you have
followed everything there may be a bigger issue. As a last resort, try
rebooting your computer, and then try some of the steps listed in the
guide. If you still have no luck, then please call our Sunset Technical
Support for further troubleshooting.



