
Troubleshooting Fiber to the Home 

 

Look up customer in MACC or get card and port info from CSR 

 

Like DSL it will tell you where the customer is located.     The number refers to GPON-ONU/ONT 

Once you have that info open the Links Sheet and open the GPON that your customer is located on 

 

All fiber GPON’s are located on the right  

We will go over the Calix GPON info first 

Click on the GPON your customer is on and login 



 

After login in you will need to select the card and GPON and ONT that you want to view 

This will give you the 

information you need to 

verify and troubleshoot the 

customer.  

If online (Enabled on, 

Disabled off) 

Verify the Customer info 

 

 

Uptime (how long they have 

been online for) 

 

The Tx and Rx level dBm 

 

From this info you can see 

whether the customer is 

online and what the Tx Rx 

levels are.  Follow basic 

troubleshooting by having 

the customer reboot the 

router or by bypassing the 

router and hard wiring into 

the POE device.  

When checking make sure the Tx is between +5 and -5 and the Rx is under -20 anything beyond -25 is 

usually trouble 



If the troubleshooting fails to fix the issue have the customer press the reset button on the back of the 

device.  

 

 

 

 

 

 

 

 

 

 

 

 



The Ubiquiti devices are different. Click on the link to the GPON you need to access and login 

 

After logging in you will see the main page Click on ONU List to view customers 

 

 

 

 

 



After clicking ONU list you will see customer info 

Here you can 

see if the 

customer is 

Online 

 

The Customer 

info 

 

Tx and Rx Info 

 

Device 

Uptime (how 

long online) 

 

 

 

 

 

 

 

 

From this info you can see whether the customer is online and what the Tx Rx levels they should be as 

follows the Tx is between +5 and -5 and the Rx is under -20 anything beyond -25 is usually trouble 

 Follow basic troubleshooting by having the customer reboot the router or by bypassing the router and 

hard wiring into the POE device.  

 

 

 

 

 

 



 

Most fiber to the home setups will look like this 

ONU device 

 

 

POE Device 

 

To reboot the POE hav 

customer unplug the POE here 

wait for 30 seconds then plug it 

back in.  

DO NOT tell them to unplug the 

fiber line. They should not be 

touching this line 

 

If these Fail they can reset the 

ONU device by pressing the 

reset button here 

 

 

 

 

After troubleshooting if they are still having issues send a trouble over to dispatch as normal and they 

will send it to the tech. Make sure to include the GPON-ONU/ONT info like you would a DSL 


