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Supplied Diagnostic Tool Process Flow Diagram


The diagnostic tool serves the purpose of taking the end user on a troubleshooting journey, trying to 
diagnose the cause of the issue they are experiencing with OFNL supplied services. A step by step 
process will help to either solve the issue, or highlight an action point for next steps. 


One of the outputs of the process will be a code number that the website will generate calculated from 
the answers the user has given, which then helps the OFNL engineers to quickly establish the best 
resolution.


As an example - See Sky’s equivalent HERE  
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https://www.sky.com/help/diagnostics/sky-broadband-diagnostic/sky-broadband-diagnostic


General Graphics


Start

Yes - Great News Summary

Sorry - Quote Code

Specific Graphics


Has this Resolved your issue?

Freeview TV

Freeview TV

Are you on a 
site where the 

communal  dish 
is managed by 

OFNL?

Are you 
receiving any 

freeview 
channels?

Is the green DC 
light on the GTU 

illuminated?

Is the green DC 
light on the GTU 
illuminated now?

Are there 
cables connected 

from the GTU 
into the faceplate 

on the wall?

Are you able to 
retune your TV?

Has this resolved 
your issue?

Has this resolved 
your issue?

As the communal 
dish at your site is 
managed by a third 
party and not OFNL, 

you will need to 
contact FTTH or your 

developer.

As you are unable 
to retune your TV, 

please contact a local 
TV repair service or 
TV manufacturer.

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

It appears there is no 
power getting to the GTU.
• Please ensure the

power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

Now there is power to 
the GTU, you should 
receive freeview 
channels. However if you 
can’t, please reboot all 
equipment. 

• Please ensure the
power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

• If this does not fix the
issue, please retune the
TV.

Has this resolved 
your issue?

No No

Cables present but not 
connected to the faceplate

No

No

Yes

Yes

Yes

No

Start
It looks like there is 

internal wiring 
missing. Please 

contact a local TV 
aerial supplier.

Yes

Yes

No

Yes

Yes

Yes

Yes

No

No

No No

As the cables are not 
connected to the 
faceplate, there is no signal 
being sent via the internal 
wiring. 
• Please connect the

cables from the GTU
to the faceplate on the
wall.

All cables are correctly 
connected between the 
GTU and internal faceplate. 
• Please try switching the

cables around between
the GTU and internal
faceplate

As you are unable to 
connect the cables, 

please contact a local 
TV aerial supplier for 
help with the internal 

wiring

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Please check the cables 
are connected correctly 
between your TV and the 
faceplate on the wall. 

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

No No No

Yes

Yes

Unable to re-
wire

Yes Yes

All cables present and con-
nected to GTU and faceplate

No

Freeview TV

Freeview TV

Are you on a 
site where the 

communal  dish 
is managed by 

OFNL?

Are you 
receiving any 

freeview 
channels?

Is the green DC 
light on the GTU 

illuminated?

Is the green DC 
light on the GTU 
illuminated now?

Are there 
cables connected 

from the GTU 
into the faceplate 

on the wall?

Are you able to 
retune your TV?

Has this resolved 
your issue?

Has this resolved 
your issue?

As the communal 
dish at your site is 
managed by a third 
party and not OFNL, 

you will need to 
contact FTTH or your 

developer.

As you are unable 
to retune your TV, 

please contact a local 
TV repair service or 
TV manufacturer.

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

It appears there is no 
power getting to the GTU.
• Please ensure the

power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

Now there is power to 
the GTU, you should 
receive freeview 
channels. However if you 
can’t, please reboot all 
equipment. 

• Please ensure the
power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

• If this does not fix the
issue, please retune the
TV.

Has this resolved 
your issue?

No No

Cables present but not 
connected to the faceplate

No

No

Yes

Yes

Yes

No

Start
It looks like there is 

internal wiring 
missing. Please 

contact a local TV 
aerial supplier.

Yes

Yes

No

Yes

Yes

Yes

Yes

No

No

No No

As the cables are not 
connected to the 
faceplate, there is no signal 
being sent via the internal 
wiring. 
• Please connect the

cables from the GTU
to the faceplate on the
wall.

All cables are correctly 
connected between the 
GTU and internal faceplate. 
• Please try switching the

cables around between
the GTU and internal
faceplate

As you are unable to 
connect the cables, 

please contact a local 
TV aerial supplier for 
help with the internal 

wiring

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Please check the cables 
are connected correctly 
between your TV and the 
faceplate on the wall. 

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

No No No

Yes

Yes

Unable to re-
wire

Yes Yes

All cables present and con-
nected to GTU and faceplate

No

Freeview TV

Freeview TV

Are you on a 
site where the 

communal  dish 
is managed by 

OFNL?

Are you 
receiving any 

freeview 
channels?

Is the green DC 
light on the GTU 

illuminated?

Is the green DC 
light on the GTU 
illuminated now?

Are there 
cables connected 

from the GTU 
into the faceplate 

on the wall?

Are you able to 
retune your TV?

Has this resolved 
your issue?

Has this resolved 
your issue?

As the communal 
dish at your site is 
managed by a third 
party and not OFNL, 

you will need to 
contact FTTH or your 

developer.

As you are unable 
to retune your TV, 

please contact a local 
TV repair service or 
TV manufacturer.

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

It appears there is no 
power getting to the GTU.
• Please ensure the

power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

Now there is power to 
the GTU, you should 
receive freeview 
channels. However if you 
can’t, please reboot all 
equipment. 

• Please ensure the
power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

• If this does not fix the
issue, please retune the
TV.

Has this resolved 
your issue?

No No

Cables present but not 
connected to the faceplate

No

No

Yes

Yes

Yes

No

Start
It looks like there is 

internal wiring 
missing. Please 

contact a local TV 
aerial supplier.

Yes

Yes

No

Yes

Yes

Yes

Yes

No

No

No No

As the cables are not 
connected to the 
faceplate, there is no signal 
being sent via the internal 
wiring. 
• Please connect the

cables from the GTU
to the faceplate on the
wall.

All cables are correctly 
connected between the 
GTU and internal faceplate. 
• Please try switching the

cables around between
the GTU and internal
faceplate

As you are unable to 
connect the cables, 

please contact a local 
TV aerial supplier for 
help with the internal 

wiring

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Please check the cables 
are connected correctly 
between your TV and the 
faceplate on the wall. 

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

No No No

Yes

Yes

Unable to re-
wire

Yes Yes

All cables present and con-
nected to GTU and faceplate

No

Freeview TV

Freeview TV

Are you on a 
site where the 

communal  dish 
is managed by 

OFNL?

Are you 
receiving any 

freeview 
channels?

Is the green DC 
light on the GTU 

illuminated?

Is the green DC 
light on the GTU 
illuminated now?

Are there 
cables connected 

from the GTU 
into the faceplate 

on the wall?

Are you able to 
retune your TV?

Has this resolved 
your issue?

Has this resolved 
your issue?

As the communal 
dish at your site is 
managed by a third 
party and not OFNL, 

you will need to 
contact FTTH or your 

developer.

As you are unable 
to retune your TV, 

please contact a local 
TV repair service or 
TV manufacturer.

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

It appears there is no 
power getting to the GTU.
• Please ensure the

power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

Now there is power to 
the GTU, you should 
receive freeview 
channels. However if you 
can’t, please reboot all 
equipment. 

• Please ensure the
power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

• If this does not fix the
issue, please retune the
TV.

Has this resolved 
your issue?

No No

Cables present but not 
connected to the faceplate

No

No

Yes

Yes

Yes

No

Start
It looks like there is 

internal wiring 
missing. Please 

contact a local TV 
aerial supplier.

Yes

Yes

No

Yes

Yes

Yes

Yes

No

No

No No

As the cables are not 
connected to the 
faceplate, there is no signal 
being sent via the internal 
wiring. 
• Please connect the

cables from the GTU
to the faceplate on the
wall.

All cables are correctly 
connected between the 
GTU and internal faceplate. 
• Please try switching the

cables around between
the GTU and internal
faceplate

As you are unable to 
connect the cables, 

please contact a local 
TV aerial supplier for 
help with the internal 

wiring

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Please check the cables 
are connected correctly 
between your TV and the 
faceplate on the wall. 

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

No No No

Yes

Yes

Unable to re-
wire

Yes Yes

All cables present and con-
nected to GTU and faceplate

No

Freeview TV

Freeview TV

Are you on a 
site where the 

communal  dish 
is managed by 

OFNL?

Are you 
receiving any 

freeview 
channels?

Is the green DC 
light on the GTU 

illuminated?

Is the green DC 
light on the GTU 
illuminated now?

Are there 
cables connected 

from the GTU 
into the faceplate 

on the wall?

Are you able to 
retune your TV?

Has this resolved 
your issue?

Has this resolved 
your issue?

As the communal 
dish at your site is 
managed by a third 
party and not OFNL, 

you will need to 
contact FTTH or your 

developer.

As you are unable 
to retune your TV, 

please contact a local 
TV repair service or 
TV manufacturer.

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

It appears there is no 
power getting to the GTU.
• Please ensure the

power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

Now there is power to 
the GTU, you should 
receive freeview 
channels. However if you 
can’t, please reboot all 
equipment. 

• Please ensure the
power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

• If this does not fix the
issue, please retune the
TV.

Has this resolved 
your issue?

No No

Cables present but not 
connected to the faceplate

No

No

Yes

Yes

Yes

No

Start
It looks like there is 

internal wiring 
missing. Please 

contact a local TV 
aerial supplier.

Yes

Yes

No

Yes

Yes

Yes

Yes

No

No

No No

As the cables are not 
connected to the 
faceplate, there is no signal 
being sent via the internal 
wiring. 
• Please connect the

cables from the GTU
to the faceplate on the
wall.

All cables are correctly 
connected between the 
GTU and internal faceplate. 
• Please try switching the

cables around between
the GTU and internal
faceplate

As you are unable to 
connect the cables, 

please contact a local 
TV aerial supplier for 
help with the internal 

wiring

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Please check the cables 
are connected correctly 
between your TV and the 
faceplate on the wall. 

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

No No No

Yes

Yes

Unable to re-
wire

Yes Yes

All cables present and con-
nected to GTU and faceplate

No

Freeview TV

Freeview TV

Are you on a 
site where the 

communal  dish 
is managed by 

OFNL?

Are you 
receiving any 

freeview 
channels?

Is the green DC 
light on the GTU 

illuminated?

Is the green DC 
light on the GTU 
illuminated now?

Are there 
cables connected 

from the GTU 
into the faceplate 

on the wall?

Are you able to 
retune your TV?

Has this resolved 
your issue?

Has this resolved 
your issue?

As the communal 
dish at your site is 
managed by a third 
party and not OFNL, 

you will need to 
contact FTTH or your 

developer.

As you are unable 
to retune your TV, 

please contact a local 
TV repair service or 
TV manufacturer.

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

It appears there is no 
power getting to the GTU.
• Please ensure the

power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

Now there is power to 
the GTU, you should 
receive freeview 
channels. However if you 
can’t, please reboot all 
equipment. 

• Please ensure the
power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

• If this does not fix the
issue, please retune the
TV.

Has this resolved 
your issue?

No No

Cables present but not 
connected to the faceplate

No

No

Yes

Yes

Yes

No

Start
It looks like there is 

internal wiring 
missing. Please 

contact a local TV 
aerial supplier.

Yes

Yes

No

Yes

Yes

Yes

Yes

No

No

No No

As the cables are not 
connected to the 
faceplate, there is no signal 
being sent via the internal 
wiring. 
• Please connect the

cables from the GTU
to the faceplate on the
wall.

All cables are correctly 
connected between the 
GTU and internal faceplate. 
• Please try switching the

cables around between
the GTU and internal
faceplate

As you are unable to 
connect the cables, 

please contact a local 
TV aerial supplier for 
help with the internal 

wiring

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Please check the cables 
are connected correctly 
between your TV and the 
faceplate on the wall. 

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

No No No

Yes

Yes

Unable to re-
wire

Yes Yes

All cables present and con-
nected to GTU and faceplate

No

Freeview TV

Freeview TV

Are you on a 
site where the 

communal  dish 
is managed by 

OFNL?

Are you 
receiving any 

freeview 
channels?

Is the green DC 
light on the GTU 

illuminated?

Is the green DC 
light on the GTU 
illuminated now?

Are there 
cables connected 

from the GTU 
into the faceplate 

on the wall?

Are you able to 
retune your TV?

Has this resolved 
your issue?

Has this resolved 
your issue?

As the communal 
dish at your site is 
managed by a third 
party and not OFNL, 

you will need to 
contact FTTH or your 

developer.

As you are unable 
to retune your TV, 

please contact a local 
TV repair service or 
TV manufacturer.

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

It appears there is no 
power getting to the GTU.
• Please ensure the

power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

Now there is power to 
the GTU, you should 
receive freeview 
channels. However if you 
can’t, please reboot all 
equipment. 

• Please ensure the
power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

• If this does not fix the
issue, please retune the
TV.

Has this resolved 
your issue?

No No

Cables present but not 
connected to the faceplate

No

No

Yes

Yes

Yes

No

Start
It looks like there is 

internal wiring 
missing. Please 

contact a local TV 
aerial supplier.

Yes

Yes

No

Yes

Yes

Yes

Yes

No

No

No No

As the cables are not 
connected to the 
faceplate, there is no signal 
being sent via the internal 
wiring. 
• Please connect the

cables from the GTU
to the faceplate on the
wall.

All cables are correctly 
connected between the 
GTU and internal faceplate. 
• Please try switching the

cables around between
the GTU and internal
faceplate

As you are unable to 
connect the cables, 

please contact a local 
TV aerial supplier for 
help with the internal 

wiring

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Please check the cables 
are connected correctly 
between your TV and the 
faceplate on the wall. 

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

No No No

Yes

Yes

Unable to re-
wire

Yes Yes

All cables present and con-
nected to GTU and faceplate

No

Intermediate Q’s Graphics


Freeview TV

Freeview TV

Are you on a 
site where the 

communal  dish 
is managed by 

OFNL?

Are you 
receiving any 

freeview 
channels?

Is the green DC 
light on the GTU 

illuminated?

Is the green DC 
light on the GTU 
illuminated now?

Are there 
cables connected 

from the GTU 
into the faceplate 

on the wall?

Are you able to 
retune your TV?

Has this resolved 
your issue?

Has this resolved 
your issue?

As the communal 
dish at your site is 
managed by a third 
party and not OFNL, 

you will need to 
contact FTTH or your 

developer.

As you are unable 
to retune your TV, 

please contact a local 
TV repair service or 
TV manufacturer.

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

It appears there is no 
power getting to the GTU.
• Please ensure the

power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

Now there is power to 
the GTU, you should 
receive freeview 
channels. However if you 
can’t, please reboot all 
equipment. 

• Please ensure the
power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

• If this does not fix the
issue, please retune the
TV.

Has this resolved 
your issue?

No No

Cables present but not 
connected to the faceplate

No

No

Yes

Yes

Yes

No

Start
It looks like there is 

internal wiring 
missing. Please 

contact a local TV 
aerial supplier.

Yes

Yes

No

Yes

Yes

Yes

Yes

No

No

No No

As the cables are not 
connected to the 
faceplate, there is no signal 
being sent via the internal 
wiring. 
• Please connect the

cables from the GTU
to the faceplate on the
wall.

All cables are correctly 
connected between the 
GTU and internal faceplate. 
• Please try switching the

cables around between
the GTU and internal
faceplate

As you are unable to 
connect the cables, 

please contact a local 
TV aerial supplier for 
help with the internal 

wiring

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Please check the cables 
are connected correctly 
between your TV and the 
faceplate on the wall. 

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

No No No

Yes

Yes

Unable to re-
wire

Yes Yes

All cables present and con-
nected to GTU and faceplate

No

Freeview TV

Freeview TV

Are you on a 
site where the 

communal  dish 
is managed by 

OFNL?

Are you 
receiving any 

freeview 
channels?

Is the green DC 
light on the GTU 

illuminated?

Is the green DC 
light on the GTU 
illuminated now?

Are there 
cables connected 

from the GTU 
into the faceplate 

on the wall?

Are you able to 
retune your TV?

Has this resolved 
your issue?

Has this resolved 
your issue?

As the communal 
dish at your site is 
managed by a third 
party and not OFNL, 

you will need to 
contact FTTH or your 

developer.

As you are unable 
to retune your TV, 

please contact a local 
TV repair service or 
TV manufacturer.

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

It appears there is no 
power getting to the GTU.
• Please ensure the

power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

Now there is power to 
the GTU, you should 
receive freeview 
channels. However if you 
can’t, please reboot all 
equipment. 

• Please ensure the
power supply is plugged
in and that the socket
is switched on.

• Try an alternative
socket supply

• If this does not fix the
issue, please retune the
TV.

Has this resolved 
your issue?

No No

Cables present but not 
connected to the faceplate

No

No

Yes

Yes

Yes

No

Start
It looks like there is 

internal wiring 
missing. Please 

contact a local TV 
aerial supplier.

Yes

Yes

No

Yes

Yes

Yes

Yes

No

No

No No

As the cables are not 
connected to the 
faceplate, there is no signal 
being sent via the internal 
wiring. 
• Please connect the

cables from the GTU
to the faceplate on the
wall.

All cables are correctly 
connected between the 
GTU and internal faceplate. 
• Please try switching the

cables around between
the GTU and internal
faceplate

As you are unable to 
connect the cables, 

please contact a local 
TV aerial supplier for 
help with the internal 

wiring

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Has this resolved 
your issue?

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Great news, your 
fault has been 

resolved and you 
can enjoy your TV 

services again,

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

Please check the cables 
are connected correctly 
between your TV and the 
faceplate on the wall. 

Please reboot all your 
equipment:
• Unplug GTU from mains
• Power off TV and Set

Top Box connected to
the GTU

• Plug GTU back in and
switch on

• Power on TV and Set
Top Box

We are sorry this 
hasn’t fixed the issue. 
Please call OFNL to 
book an engineer 

appointment. Quote 
code xxxxx.

No No No

Yes

Yes

Unable to re-
wire

Yes Yes

All cables present and con-
nected to GTU and faceplate

No

O
fn

l  
D

ia
gn

os
tic

 T
oo

l


