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Wireless Speed Complaint Procedure

1. Customer calls - Says internet connection speed seems slow.
2. Acknowledge customer’s issue - Ask to put customer on hold while bringing up account.

a. Bring up the customer’s account.
b. Create ticket for customer issue.

3. Get back to customer - Say you’ll look into the matter and call back within the hour.
4. Check Platypus:  Find antenna’s IP address (Services tab) and ping it.

a. Is the latency high? (100’s of milliseconds)

i. High latency might be PI, customer using BW, or high jitter.

ii. Consult Gil for high latencies.

b. Is the latency low/normal? (Between 20 & 50 milliseconds)

5. Check the Canopy page (Put IP address in browser address field and hit “Go” button.)

a. Status page – Scroll down and see if customer is set for proper BW.
i. “Subscriber Modem Stats” section:  
1. Sustained Uplink Data Rate - 512 kb, 1 Mb, 1.5 Mb, etc.
2. Uplink Burst Allocation – 4000, 8000, etc.

3. Sustained Downlink Data Rate - 512 kb, 1 Mb, 1.5 Mb, etc.
4. Downlink Burst Allocation – 4000, 8000, etc. 

6. Check MRTG / Traffic Page
a. Look at the customer’s antenna traffic pattern.

i. Are they close to their maximum BW allotment (See Platypus)?
1. Yes – Speed will seem slow.

a. They might be using a lot of BW legitimately.

b. They might have a virus or spyware using BW.

2. No – Issue might be with the computer.
a. System resources might be overtaxed.

i. Processor, memory, etc.
b. Might have too many programs running at once.

i. Visible programs on the taskbar.

ii. Invisible programs running in memory.
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