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How To Diagnose Problems with your broadband account

We hope you never have any problems with your South West Internet (SWI) broadband connection, if you do please do contact us. 
We do understand how frustrating it can be when problems do occur, so this document describes a few simple tests you can perform that will help diagnose the location of network problems & what action you should take. If you do these tests before contacting us it will help us to fix the problem faster & you never know, it might help you fix the problem yourself.

There are lots of fancy windows programs you could run, but the most useful are also the simplest & they are available on all computers.

The rest of this document assumes you are using a Windows XP system, however the information is generally correct for most operating systems & makes of computer.

The tools we use are available from the Command Prompt (In windows). To navigate to the command prompt from the desktop :
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Figure 1
Using the Start menu, select All Programs. 
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Figure 2
Using the Accessories menu a select Command Prompt. This should then open a command prompt window that looks something like Figure 3 :
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Figure 3
The Command prompt is where you can run various system tools to test for correct operation. If you have an internet problem the first thing to find out is how is your internet connection configured. There are two ways to do this, a short way (See Figure 4) or a long way (See Figure 9).

The command “ipconfig” displays the Internet Protocol CONFIGuration (IPCONFIG) for your computer. To invoke the short form from the command line, enter the command ipconfig and the enter key, the resulting output (on my computer) is shown in Figure 4.
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:\Docunents and Settings\Tin Snape>ipconfiy

indous IP Configuration

thernet adapter Local Area Connection:

Connection-specific DNS Suffix udi.co.uk
IP Address. - - . . - . . - 192.168.2.196
Subnet Mask . . . . . . . 2552552550
Default Gateway . - . . | . 1921168221
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Figure 4
You can see from this screen that the address of my machine is 192.168.2.196 & the address of my gateway machine (my nearest neighbour) is 192.168.2.1

This looks good so far, but what if my computer is not connected up at all what would I see then, for the purposes of this document I have now disconnected this computer from its Ethernet and will now run the ipconfig program again. It is illustrated in Figure 5 below.

[image: image5.jpg]\Docunents and Settings\Tin Snape>ipconfig

indous IP Configuration

thernet adapter Local Area Connection:

Media State . . . . . . . . ... : Media disconnected
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Figure 5
I reconnect my computer to the Ethernet and check the output of ipconfig again (shown in Figure 6), & now it has an internet address again :

[image: image6.jpg]:\Docunents and Settings\Tin Snape>ipconfiy

indous IP Configuration

thernet adapter Local Area Connection:

Connection-specific DNS Suffix udi.co.uk
IP Address. - - . . - . . - 192.168.2.196
Subnet Mask . . . . . . . 2552552550
Default Gateway . - . . | . 1921168221
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Figure 6
The next test is to determine if your computer can talk to its nearest neighbour – its gateway address. From Figure 6, you can see my nearest neighbour is 192.168.2.1.

[image: image7.jpg]:\Docunents and Settings\Tin Snape>ping 192.168.2.1
inging 192.168.2.1 with 32 hytes of data:

192.168.2.1: bytes=32 time<ins
19211681211: bytes=32 time<ins
19271681211: bytes=32 time<ins
192116812111 bytes=32 time<ins

192.168.2.1:
Packets: Sent = 4, Received =8 B2 loss),
Approxinate round trip times in milli-seconds:
Mininum = Ons, Maxinum = Bns. Average = Ons
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Figure 7
To test for connectivity to another machine on the internet we use a tool called ping. It is called ping, because it pings a message out to the machine we are testing connectivity to, and the remote machine pongs a response back.

In Figure 7 above, we are testing connectivity to our gateway machine using the command ping 192.168.2.1
The ping command performs 4 ping/pong operations & the time taken to ping/pong each test packet across is shown. In Figure 6 it shows time<1ms, ie it takes less than 1 millisecond to echo a packet out.

If you have got this far, your machine is able to talk to its nearest neighbour. If  your Internet connection is not working, your objective is to find out why & where it is broken so now you need to selectively ping different addresses on the network to find the break.

Some useful addresses to ping are :

· 10.2.1.2 – the main Crowcombe to Elworthy Link

· 10.3.1.2 – the main Upton to Elworthy Link

· 10.4.1.2 – the main Luxborough to Elworthy Link

· 10.1.1.2 – the main Elworthy to Taunton Link

· 10.1.1.1 – the main Taunton to Elworthy Link

· 87.86.54.19 – the mailserver at Elworthy

· 87.86.54.2 – the router at Taunton Priorswood depot

· 62.84.224.3 – the backup dns server at Bournemouth University

If all those work & you are still unable to access the web there is one more ping test to try 

[image: image8.jpg]\Docunents and Settings\Tin Snape>ping wwu.bbe.co.uk

212.58.224.125:
Packets: Sent = 4, Received = 4, Lost = B <O loss),
Approxinate round trip times in milli-seconds:
Mininum = 2ins. Maximum = 20@ns, Average = 113ms
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Figure 8
In Figure 8, we are pinging the web site for the bbc. If ping can access this web site then there is nothing wrong with your internet connection.

If this ping command fails & all the other ping commands (using the numbers 192.168 etc) worked. Then you problem lies with the name resolution system you are using.

[image: image9.jpg]\Docunents and Settings\Tin Snape>ipconfiy sall
indous IP Configuration

Host Name . . . . . .
Prinary Dns Suffix’ |
Node Type . . . E
IP Routing Enabled.
WINS Proxy Enabled. ©
DNS Suffix Search List

Connection-specific
Description - - -

Physical Address.

Dhcp Enabled. . .

Autoconfiguration

IP Address. . . . 192.168.2.196

Subnet Mask . . 2552552550

Default Gateway 1921168121

DHCP Sorver . . 192.168.2.1

DNS Servers . . 62.72.162.2
62.84.224.3

Lease Obtained. 10 May 2086 16:52:86

Lease Expires . 10 May 2086 17:02:86
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Figure 9
To query the DNS server you are using, use the ipconfig command again, but this time in it’s long form ipconfig /all . Figure 9, shows the output of this command & it also shows the addresses of the DNS servers you are using.

My dns servers are 62.72.162.2 & 62.84.224.3, yours will probably be different. If you have no dns server, then that is your problem.

Additional Information

As I explained at the beginning of this document, there are many other tools you can use for diagnosing problems, some good, some bad, some indifferent. The tools and tests described here are the simplest & in many ways the most useful. It would be good idea to work through this document & try these tools out when your broadband is running fine.
It is always worth reminding people, the best & most useful tool of all is your brain.

Support Contact

If you are reading this because of a real network outage & you need help. Run thru these diagnostics first, before trying to contact us. If the problem is close to you, then there is a good chance we are unaware of it, so it is important you tell us about it. If the problem is remote from you ie the link between Taunton & Elworthy, then we almost certainly already know of the problem & will be too busy dealing with it, to answer the phone.
To report problems :

· Email tim@wdi.co.uk – I will respond to it and reply as soon as I receive it. If you get no response within 2 hours assume I have not received the message & send it again
· Ring the main office 01305 871543 – I have 5 lines coming into the office & there is one of me, so I cannot always catch all calls.

· Ring my mobile 07976 259325 – I am on the Orange network, so if I am in Dorset or Somerset there is a good chance I will be unable to get a signal – Please don’t leave messages on the mobile as I rarely pick them up

· If you are on Skype my account name is tim-snape, if I am at my PC 

· Ring my Skype number 0208 123 1101 – If I am at my PC this will come through to me, wherever I am

· In extremis ring Richard, 01825 790039. I am in constant contact with Richard all through the day, so Richard always knows where I am and can always pass on messages.

· If all else fails I have a fax machine by my desk 01305 871688

Finally
If you need a mega reliable service you need to plan for failures & have backup connections. We can supply all customers with free dial up accounts, which can be used if everything else fails. 
These backup dial up accounts use BT dial services and can be used anywhere in the UK. If you use them you will be charged by BT for a normal telephone call on the BT low call tariff rate. 
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