ENAAIr

ENA Air Wi-Fi - End User and Technology Staff Issue Reporting

Most common questions asked by the ENA Customer
Technical Assistance Center when an issue arises:

» What type of device are you using?

« Specifically, when did this last occur?

» What room or area of the building are you in?

» What wireless network (SSID) are you connected to?

» How many other networks do you see available on your device?

» What operating system (OS) are you using and what is the
OS version? (You can find OS information by going to
Settings > General > Software Update.)

» What is your device’s MAC address? (You can find the MAC
address on your device by going to Settings > General >
About and then scrolling to the Wi-Fi address.)

» How many other wireless devices are in the same room?
Are they experiencing the issue?

« Are you able to use a different device with the same result?

« If you take your device to another part of the building, do
you experience the issue?

« Did you change your device’s network settings for school
or at home?

+ Did you recently install any apps or updates on your device?

» Can you connect to an internal resource (e.g., Intranet, file
share, printer, etc.)?

+ Can you connect to an external resource (e.g., Internet website)?

Item 1: “I keep losing access to the Wi-Fi Network!”

* How long are you connected before the issue occurs?

» Does a specific application stop working properly?

« Are you able to browse the Internet?

* Does your Wi-Fi dock/menu bar icon show connected,
disconnected, or any error condition?

« If you can locate the access point (AP) in the room, what
color is the light on the AP?

+ Did you recently change your password?

Item 2: “The wireless is slow!”

+ Are you trying to download an application, look at a webpage,
or stream a video?

» What time of day did the slowness occur?

» Was anyone else trying to do the exact same thing, or trying
to do other things, and report a similar situation?

« If you use a wired device, is it slow as well?

Item 3: “I cannot connect to the Wi-Fi at all!”

» What steps did you take to try and connect?

« Can you see an access point from where you are sitting?

+ Do you receive an error message?

» Have you recently changed your password?

» Have you been given access to the Wi-Fi password by
your administrator?

Technology Staff Checks

» What 802.11 radio does the client device use
(e.g., 802.11b/g/a/n/ac)?

« Are the issues on both the 2.4 and 5GHz bands?

+ Can you traceroute thru the network (e.g., 8.8.8.8) and obtain
a screen shot of the results?

» Can you connect to a webpage by using its IP address?

» Can you ping the network’s default gateway?

* Are other Wi-Fi or hot spot APs in service near the end
user’s device?

» Have the end user devices recently been updated or had
new drivers installed?

* Is there power at the MDF and IDF Hive Switches?

+ Have cable connections between APs and all IDF/MDF switches
that are both customer and ENA managed been verified?

« Is the building or district Internet access operational?

» Have any changes been made to security appliances or other
Layer 3 services?

Visit help.ena.com to access help documentation and tutorials for ENA Air on the ENA Help Center.

CONTACT US TODAY!

For more information about ENA Air, contact your ENA account service manager or visit our website at www.ena.com.
ENACTAC 888-612-2880 | support@ena.com

General Inquiries: 866-615-1101 | info@ena.com
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