Customer troubleshooting guide

Data

Set the correct APN
in device
configuration and
restart the device

Run Diagnostics in [Try the same SIM in a| P
2Control platiorm and [—Problem still exist—»|  different device, if 7533:‘1;;::.3;':32
follow instructions possible

Is the APN correct? Please, contact Tele2

i

No

Please, activate the
SIM card

loT Techsupport

Deactivated

Is the SIM slate
Active/Test ready or
Deactivated in
2Control platform?

Was the device able
to use data service
before?

Device can't open a
data session

Data was working before

Restart the device if
possible or send a
Cancel Location
request from 2Control

latform

Records in audit trail
indicate that
— % |communication plan has

been changed

Check Call-oft
documentation if Comm | If the network,
Plan allows roaming in is not allowed

necessary network

Please, contact your
respective sales
representative or
account manager

It didn't help

Check the Audit Trail
tab in 2Control for any Audit displays |
changes made to the changes

SIM Records indicates about

Rules activation - data
usage limitation, efc) -

Find explanation in Control
Center's Knowledge Base

SIM term expiration, SIM

or contact Tele2 loT

Ho new records in audit trail

status change, or other
changes

Techsupport

Check 2Control
Are there other nggtgggér i%c;'m:r If there is an active data
devices working in " d \ [—— session or absolutely —
the same network? section - does logs no activity from the device

Please check the
device or contact
device manufacturer,

shows an active data or Tele2 loT
session or errors Techsupport for more
information

Visible emors

Please, contact Tele2

He loT Techsupport

Link to Control Center Knowledge base: https://tele2.jasperwireless.com/provision/ui/help/help.html?bookmark=/assets/documentation/lang_en/operator
f/iot/Content/home-page/home.htm

Link to Data Connectivity Troubleshooting Checklist: bookmark=/assets/documentation/lang_en/operator/iot/Content/troubleshoot/checklist_data.htm

SMS MO/MT


https://tele2.jasperwireless.com/provision/ui/help/help.html?bookmark=/assets/documentation/lang_en/operator/iot/Content/home-page/home.htm
https://tele2.jasperwireless.com/provision/ui/help/help.html?bookmark=/assets/documentation/lang_en/operator/iot/Content/home-page/home.htm
https://tele2.jasperwireless.com/provision/ui/help/help.html?bookmark=/assets/documentation/lang_en/operator/iot/Content/troubleshoot/checklist_data.htm

Device fail to send

SMS MO

Device fail to receive

SMS MT

Please add country

Please add Com Plan
which allows SMS
MO service or contact

Please check device
configuration or
contact device

Does the destination
number has country
code added

—Yes—»

allows SMS MO
service

Communication Plan

—Yes—»

code you account manufacturer
manager
J; Mo If warks in different device
Does the Please reboot the

device or try test SIM
card in another
device if possible

If not working in
another device

T

Mo

Has device been able
to send SMS before

fes

Does the destination
number has country
code added

—es—m

Mo

)

Please add country
code

Please add country
code

T

Mo

Has the originating
number provided
country code

T

Mo

Has device been able
fo receive SMS
before

Link to SMS Troubleshooting Checklist:

e s—

—"es—»|

Fleaze check
2Control platform i

Spotlight

there iz any activity
under SMS History/

f

Mo

v

configuration or
contact device
manufaciurer

Flease check device

Please add Com Plan

which allows SMS MT

service or contact you
account manager

fes—

What is status of
SMS MO?

Please contact Tele2
10T Techsupport

Y

Status Pending
or unclear

Status Delivered

Check destimation
device side

Please check device
configuration or
contact device

manufacturer

.T.

No

Does the
Communication Plan
allows M3 MT
service

If works in different device

s

Please reboot the
device or try test SIM
card in another
device if possible

Please check if
device is online

Device is offline

Please check device
configuration or
contact device

manufacturer

Device is online

If not working in
another device

Please contact Tele2
0T Techsupport

https://tele2.jasperwireless.com/provision/ui/help/help.html?bookmark=/assets/documentation/lang_en/operator/iot/Content/faqgs/faq-sms-troubleshooting.

htm


https://tele2.jasperwireless.com/provision/ui/help/help.html?bookmark=/assets/documentation/lang_en/operator/iot/Content/faqs/faq-sms-troubleshooting.htm
https://tele2.jasperwireless.com/provision/ui/help/help.html?bookmark=/assets/documentation/lang_en/operator/iot/Content/faqs/faq-sms-troubleshooting.htm

	Customer troubleshooting guide

