HOME BROADBAND EMERGENCY DIAGNOSTICS SHEET

Print before you need it. Keep beside your router / utility cupboard.

UK home broadband.

PRIVACY: account references and ONT serials can identify your service. Store this sheet privately. Do not write passwords or PINs.

1. SERVICE DETAILS - complete this while broadband is working

Broadband provider (ISP)

Account reference / account number

Connection type: FTTP / FTTC / Cable / 4G-5G

Router / Hub model

ONT serial number (FTTP only)

ONT location in home

Master socket location (FTTC / copper only)

Provider support number

Provider app installed? Yes / No

Usual service light state

Do not disconnect or clean an optical fibre connector just to complete this

sheet.

2. FIRST 6 CHECKS DURING A TOTAL OUTAGE

[] 1. Test more than one device.

[] 2. compare Wi-Fi with Ethernet if safe / practical.

[] 3. Record router / ONT light colours and flash pattern before restarting.

[] 4. check power and visible cable seating. Do not bend or unplug

[ 5. Restart the router once, then wait for sync / authentication.

fibre.

[[] 6. Check the provider service-status page or provider app over mobile data.

3. FAULT RECORD - write this down before calling support

Fault first noticed: date / time

Provider fault reported: date / time

Provider fault reference

Status page / app result

Router light state

ONT PON /LOS / LAN state

Ethernet result: works / fails

Master socket test result (if applicable)

Notes / engineer instructions

4. RESTORATION & COMPENSATION RECORD

Service restored: date / time

Engineer visit date / time

Compensation credited? Yes / No

Amount credited

Keep the provider-recorded fault time and reference. Ofcom automatic compensation rules depend on provider participation and scheme conditions.

Current LinkSpeed guide: linkspeed.co.uk/troubleshooting-guides/broadband-down.php

5. SAFETY / DO NOT MAKE THE OUTAGE HARDER

TO DIAGNOSE

[ Do not repeatedly reboot the router during a line fault.

[ Do not factory-reset equipment while an external outage is confirmed.

[] Do not look into, unplug, clean or force the optical connector on an FTTP lead.

1 1f you rely on Digital Voice / VolP, remember the phone may fail when broadband is down.

Free printable resource from LinkSpeed - linkspeed.co.uk



