MACHLINK fﬁﬁQUICK START GUIDE

\ MNeed help? Contact our Helpdesk at {563) 263-2631

We're here for you...

We have designed this Quick Start guide so that you can begin enjoying your
MachLink® Internet service as quickly as possible. If you are unable to connect to
MachLink, call the MachLink® HelpDesk. Y ou will be connected to a specialized
technician at our central support desk who can diagnose the problem. Y ou will be
asked a series of standard questions that will help the technician pinpoint the problem.
The MachLink® HelpDesk can address many of your problems over the telephone.

Y ou can also email any questions or issues to MachLink®.

Remember, we're here for youl!

MachLink® HelpDesk
Phone: (563) 263-2631

Email: helpdesk@machlink.com

Troubleshooting Tipsfor Vista

Can't Get Online?

There are some things that you can do to start troubleshooting your own
connection if necessary. Just start at the top and work your way down as far as you
can; this troubleshooting checklist is used in the HelpDesk as well.

Physical Troubleshooting

1. If you have a second computer and any of the computers sharing the Internet
connection are working, then your problem is with your home network and you
should contact your home network installer.

If we provided your home network, then continue down the troubleshooting
checklist.

2. If thetwo lightsclosest to the end are Power and then Online, your modem
iIsa CM450 (see below) and has a Standby switch on the end. Y ou may have
accidentally activated the Standby button.



« If the Power light isgreen and solid but the Onlinelight isgreen
and slowly flashing on and off - about once a second - push the
Standby button one time. Y ou should now see both the Power and
Online lights green and solid.

« |If thismodem isworking properly, your lights should show...

Arris Touchstone CM450
Ethernetj{USB||Cable|jOnline || Power

« Power & Online: green and solid
« Cable: green and solid most of the time...should flash
occasionally
« USB & Ethernet: One should be off and the other should be
green and flickering fast
« If your lights indicate that the modem is not working properly, give
usacall at 563-263-2631.

3. If thetwo lights closest to the end are Power and then DS, your modemisa
CM550 (see below) and has no Standby switch. If the modem is working
properly, your lights should show...

Arris Touchstone CMS550
Link{iOnline |JUS|IDS||Power

« Power, DS, US, & Online: green and solid
« Link: green and flashing on and off about two times per
second
« If your lights indicate that the modem is not working properly, give
usacall at 563-263-2631.

4. Hasthe internet worked before, where the PC, modem, and/or router are
currently located? If not, isit anew install or have the PC, modem, and/or
router recently been moved? In either case, give usacall and we'll start
troubleshooting from here. The location may be the issue.



How many cables are plugged into the back of the modem?

Power||USB||Ethernet Coaxial

Y ou will only ever need three cables plugged in. The power and coaxial will
aways be plugged in for the modem to work properly. The only option is
whether you use USB or ethernet. Y ou should always use ethernet — which
looks like an over-sized telephone connector — whenever possible. The majority
of laptop and desktop computers built in the last five years — whether
Macintosh, Linux, or Windows — will have one or more ethernet ports. If you
wish to use ethernet and your computer doesn’t have a port, you can pick up a
very easy-to-install ethernet card for aslittle as $10, locally.

If you have four cables plugged in, remove the USB from the modem and your
computer and then put it away: see the explanation above for detail.

If you havethree or fewer cables plugged in, make sure that the coaxial and
power cables are plugged in. Now make your third — running from the modem
to your computer — the ethernet cable. If you cannot use the ethernet cable, use
the USB. If you cannot plug in either one, you will probably want to acquire an
ethernet card.

Is your modem hooked directly into your PC? If in doubt, trace the networking
cable — whether ethernet or USB — from the middle of the back of the modem
and note what the other end is plugged into. If you find it hanging free, note
that instead. To trace that cable:

1. Start at the back of the modem and reseat the end of the cable.

To reseat an ethernet cable...
1. Unplug the cable from the modem.
2. Immediately plug the cable back into the modem.
3. Gently wiggle the plug to make sureit isfirmly in the socket.

2. Start at the modem and — using your hands, if possible — trace the
networking cable from the end plugged into the modem to the opposite
end.

« Isthe other end of the ethernet cable hanging free? Plug it into
the back of your PC. Make sure to gently wiggle the plug to
make sure it isfirmly in the socket.



If your PC istoo far away for the modem'’s ethernet cable to
reach, look for arouter near your modem. The router will
probably be slightly larger than your modem, may have up to
four (wired) ethernet portsin the back, and will almost
certainly have one or two antennae (see a couple examples,
below).

Plug the free end of the modem’ s ethernet cable into the back
of therouter. If your router has multiple ethernet ports, all but
one of them will be numbered: plug the modem’ s ethernet
cable into the non-numbered port and then gently wiggle the
plug to make sureit isfirmly in the socket.

Take note for future troubleshooting as to how your modem is
connected: to your computer or to arouter.

Do you have a router? If you see cables plugged into the back
of your router other than the one coming from the modem, you
should now do a cable trace — for each other ethernet cable —
from your router to any other device plugged into it.

Take note for future troubleshooting how many computers are
connected to your router, and how each is connected
(wirelessly or with an ethernet cable).



Troubleshooting on your Computer

1. Open the Control Panel.

File Edit View Tools Help
! Fﬁilﬁ&m:lﬁi.sfrative Tools U= Phone and Modem Options
Control Panel Home ff Date and Time Programs and Features
= Classic View ﬂ Device Manager ﬁ Regicnal and Language Options
EI Folder Options @ Security Center
Internet Options @ Sync Center
L Mail ‘12 Text to Speech

‘-;'E Mztwork and Sharing Center u Welcome Center

_ B Performance formati:bn and Tools ﬁwmdcmrs Firewall

2. Choose Network & Sharing Center.
3. Under Network & Sharing Center, select Manage network connections
from the Tasks panel on the left side of the page.

* » Control Panel » Network and Sharing Center

File Edit View Tools Help

Network and Sharing Center
Tasks
View full map

AN @

p MPW1155 Metwork Internet
Manage network connections (This computer)

View computers and devices

Connect to a netwaork

Set up a connection or network

Diagnose and repair
See akso E,‘ Metwork (Public network) Customize

Internet Options Access Local and Internet

Local Area Connection View status

Symantec LivelUpdate Connection

Windows Firewall



4. Inthe Local Area Connection Status window, make sure that your Media
SateisEnabl ed.

U Local Area Connection Status ﬁ
ki
General
Connection
IPv4 Connectivity: Internet
IPvE Connectivity: Limited
Media State: Enabled
Duration: 03:32:14
Speed: 100.0 Mbps
Activity
Sent LH._,. Received
=4 |
Packets: 3,638 2,389
[ @Eruperﬁes ] [ @J Disable ] [ Diagnose ]
[ Close

5. Click on Details.

Metwork Connection Details J_E-J
Metwork Connection Details:

Property Value 2
Connectionspecific DN...  machlink.com [
Descrption Imtel{R} PRO/1000 Met|
Physical Address 00-16-76-B7CO-19 |
DHCF Enabled fes s
IPv4 IP Address 66 207 27 27 3
IPwd Subnet Mask 255 285 2550
IPvd Default Gateway 66207 27 1
IPwd DHCP Server 66.207.0.3
IPvd DNS Servers 66.207.0.3 !

6620702
4| 1 F
[ Close

6. From thiswindow, note the valuesfor...

« DHCP Enabled: should be Yes

« |IPv4 1P Address: If your computer ishooked directly tothe
modem - i.e. you don't have arouter - this should start with either
66. 207... or 69. 207. ..

o |Pv4 Subnet Mask: will usually be 255. 255. 255. 0. It doesn't
mean disaster if thisisn't 255. 255. 255. 0, but definitely mention
thisfact if you haveto call in to the HelpDesk for guided
troubleshooting.

« |Pv4 Default Gateway: Take your |P Address (see, above) and
replace the numbers after the third period with the digit 1. In the
reference picture above, the IP Addressis66. 207. 27. 27. A

computer with this IP should, therefore have Default Gateway of
66. 207. 27. 1

o |Pv4 DHCP Server: should be66. 207. 0. 3



o |IPv4 DNS Servers: should have at least two...66. 207. 0. 2 and
66.207.0. 3
7. Click on Close.
« |f DHCP Enabled was not Yes then...

1. Click onthe Properties button. Thiswill get you the window shown
below. Note that if you don't see Internet Protocal...(TCP/IPv4)
listed, you may need to scroll down; it should be the last item on the
list.

U Local Area Connection F'r_L‘rpEI't-IES 1 ﬁ

.

MNetworking
Connect using:

‘-:." Imtel{R) PROS1000 PM Metwork Connection

This connection uses the following tems: | P ——

1% Cliert for Microsoft Networks
.@ File and Printer Sharing for Microsoft Networks
i Intemet Protocal Version & (TCP/AIPvE)

I8 Intermet Protocol Version 4 (TCPAIPvd)
Install... Uninstall Properties |
Description

Transmission Control Protocol/Intemet Protocol. The default
wide area network protocol that provides communication
across diverse interconnected networks.

| ok || cance |

2. Select Internet Protocol...(TCP/IPv4) by clicking on its name - we
want the check-box in front of it to remain checked - and then click
on the Properties button just below. Thiswill get you the window
shown below. Confirm - for both the General and Alternative
Configuration tabs - that your settings ook like they do in the picture
below.

—————_1'“ 2 B
Internet Protocol Version 4 (TCP/IPv4) Propertizs @lﬂj

General | Alternate Configuration |
You can get IP settings assigned automatically if your network supports
this capability, Otherwise, you need to ask your network administrator
for the appropriate IP settngs.
i@ 0btain an IP address automatically:
{71 Use the following IP address:

i@ Obtain DNS server address automatically
(71 Use the following DMS server addresses:




3. Click on the OK button to close the TCP/IPv4 Properties, then click
on OK to close the Local Area Connection Properties.



4.

Click on the Diagnose button.

On the other hand, if you have avalid IP (one that doesn't start with
“169...” and you have a Default Gateway, the issue may be your security

software.

1. Turn off your firewall.

2. Wait 30 seconds.

3. Try to browse the Internet again. If this works, then your firewall
security was the issue; contact whoever makes your firewall.

4. Turn off your anti-virus software.

5. Wait 30 seconds.

6. Try to browse the Internet again. If this works, then your security
software was the issue; contact whoever makes your anti-virus.

7. If we've gotten to this point and your still can’t browse, the next

step isto turn your security back on and then call one of the local
computer repair shops: you may, unfortunately, have an
infestation.

Try a 30-second power cycle.

1.

abrown

6.

Do afull shut-down (not just areboot) of any PCs using this
connection.

If you have arouter, unplug its power cable.

Unplug the modem'’s power cable.

Once everything is powered down, wait 30 seconds.

Plug in the modem's power first, then plug in the router's power (if
you have one) and, finally, turn on any PCs using this connection.
Once each PC is done loading, try to browse the Internet using
your preferred browser (Internet Explorer, Firefox, Opera, etc.).

If you only have one PC, and that PC works, you're back online!
Congratulations!

If you have more than one PC and any of them work, then your issueis
not with your Internet connection but with your home network; you will
need to contact your home network installer. If we provided your home
network, then give usacall at 563-263-2631 and we will be glad to
assist you.



