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 [intro music] 

>> RICK: Hi, I'm Rick Yuzzi.  

>> RICK: I'm here with Scott Helms, Chief Technology Officer at ZCorum, and we're going to talk 

about WiFi. 

>> RICK: Scott, WiFi is more and more important for subscribers, and it is for service providers as 

well because there's a big operational cost involved in WiFi support, right? 

>> SCOTT: Yes, absolutely. 

>> SCOTT: It actually drives a lot of cost for the operators because if you think about all of the 

devices that consumers have gotten over the last decade or so, the vast majority of them speak 

WiFi, and that really leads us to having 40 or 50% of the tech support calls coming in on average be 

really related to WiFi. 

>> RICK: So, what can a technician do in order to help more rapidly respond to a trouble ticket on 

WiFi issues? 

>> SCOTT: The good news is the problems really are fixable. 

>> SCOTT: The challenges that most of the time technicians really don't have access to the kind of 

information that they need to be able to fix the problem.  

>> SCOTT: You have to determine are you looking at a problem related to coverage in a house, 

which is kind of the first problem that most people think about, or is the problem where you've got 

interference on a specific channel, or you just have an access point that's set up in the wrong 

location. 

 



>> SCOTT: It's very difficult to fix a problem if you don't understand what the underlying cause is. 

>> RICK: Right. Ok. Well, let's take a look at TruVizion because TruVizion actually has a WiFi tab in it 

where we can actually look at the WiFi connection within the customer's home.  

>> RICK: So, Scott we're looking at TruVizion right now, and we're looking at the WiFi tab which is 

something that collects WiFi data from the in-home network. Why don't you tell us about what 

we're looking at here. 

>> SCOTT: Sure Rick, so the first thing that we want to do is we want to know what is the status of 

the access point and then also the clients that are connected to it. 

>> SCOTT: In this case, we can actually see that this is a pretty common Motorola SBG6580, and 

we can get some details about how the WiFi network in the access point is behaving. 

>> SCOTT: The first thing we can see is that, and this is very important, is that the device is actually 

running an 802.11n modem which is the most current version of WiFi that runs at 2.4GHz. It 

supports older modes which are normal, and it's currently running again at 2.4GHz. 

>> SCOTT: We can also see that it's a 20 MHz wide channel and the auto-channel refresh is set 

right now for every 900 seconds. 

>> SCOTT: Now, there are some other pieces that we see at the SSID level including the ability to 

set the pre-shared key. 

>> RICK: That's a big deal and quite often a common question, right? 

>> SCOTT: That's a very common question. Unfortunately, customers don't always remember what 

their pre-shared key was, don't always understand the instructions that we provide them in the 

user interface to be able to change it, so we want to be able to change it for them in this interface if 

we need to. 

>> SCOTT: Now we can see that we don't have any errors or discards or repeats, so the overall 

stats on the SSID look good, but when we come over here to the client side, this is where we start 

seeing some issues. 

>> SCOTT: Now, in this case, we have four devices that are actually connected. It looks like most of 

these are actually Apple devices and one laptop. 

>> SCOTT: The laptop has a little bit of a questionable uplink rate, but it's downlink rate is good. 

 

>> SCOTT: The Apple devices, on the other hand, all look pretty bad both on the uplink and the 

downlink. 



>> SCOTT: One of the things that is not necessarily obvious to customers is that every time they 

are moving around with their device, it's constantly updating the speed that it sends and receives 

at, so one of the key pieces to understand when you're troubleshooting a problem is whether or not 

it's really related to the WiFi network. 

>> SCOTT: In this case, if this customer was trying to watch Netflix or Hulu or some other over-the-

top video provider, it would really have a problem simply because the low speed profile that they 

are training at. 

>> SCOTT: This is one of those areas where if you're trying to troubleshoot this without this kind of 

information, you would really have a problem because you wouldn't necessarily jump to the WiFi 

side of things right away. You might try and troubleshoot the signal level on the cable modem or 

even at the neighborhood level and waste a lot of time. 

>> RICK: Thanks Scott. 

>> RICK: If you'd like to learn more about TruVizion, just go to www.TruVizion.com or give us a call 

at 800-909-9441. 

 

 

 

 

 

 

 

 

 


