
 

LAND LINE FAULTS 

 
Land line troubleshooting 

 
ISSUE: 
No Dial Tone 
 
 
DESCRIPTION 
 
When a customer has no dial tone on the line, they will be unable to make or receive 
calls. This issue is mostly caused by a problem at the exchange or MDF. 
 
 
Possible causes of a loss of Dial Tone are: 

• An Exchange Fault 
• An MDF fault 
• Phone line cut/eroded. 
• Faulty Handset 
• Disconnected service 

SOLUTION  

1 – Remove and replace handset with another.  
 
2 – Perform an isolation test as other devices on the same number can cause 
conflicts e.g. EFTPOS machine, fax machine. 
 
3 – Lodge a fault with Gazal Telecom . Make sure to get the address that this service 
is at, along with the best contact details of the customer.  
 
LinxOnline Example 
 

 
 
 
ISSUE: 
Cannot make calls  
 
DESCRIPTION 
 
When a customer cannot make calls, but can receive calls, often this is due to their 
service being barred. In the case that a customer has a PABX or ISDN service 
though, the system might need to be reconfigured.  
 
Possible causes of a loss of Dial Tone are: 



• Barring of service 
• An MDF fault 
• Phone line cut/eroded. 
• Faulty Handset 
• Disconnected service 

SOLUTION  

1 – Check to see if service has been barred and any notes in our systems. 
 
2 – Remove and replace handset with another.  
 
3 – If the setup allows it, perform an isolation test. 
 
4 – Lodge a fault with Gazal Telecom . Make sure to get the address that this service 
is at, along with the best contact details of the customer.  
 
 
LinxOnline Example 
 

 
 
 
ISSUE: 
Noisy Line 
 
DESCRIPTION 
 
When a customer has any audible noise on the line this can be caused by a faulty 
phone, any other device on the same line, a faulty cable from the phone to the wall, 
faulty internal wiring, an exchange fault or MDF fault. 
 
Possible causes of a loss of Dial Tone are: 

• Faulty equipment 
• Internal wiring 
• MDF fault 
• Exchange fault 

SOLUTION  

1 – Remove and replace handset with another. 
 
2 – Perform an isolation test as other devices on the same number can cause 
conflicts e.g. EFTPOS machine, fax machine. 
 



3 – Lodge a fault with Gazal Telecom . Make sure to get the address that this service 
is at, along with the best contact details of the customer. 
 
 
LinxOnline Example 
 

 
 
 
ISSUE: 
Cannot receive calls  
 
 
DESCRIPTION 
 
When a customer cannot receive calls, but can make calls, often this is due a wiring 
issue with the MDF or an issue with the customer’s rotary system (if they have one). 
 
Possible causes of a loss of Dial Tone are: 

• Rotary issue 
• An MDF fault 
• Faulty handset 

SOLUTION  

1 – Remove and replace handset with another. 
 
2 – If the setup allows it, perform an isolation test. 
 
3 – If the customer has a rotary system with multiple lines and any of the lines are 
faulty, test this line from different handsets. If it is faulty from only one handset, then 
replace it to resolve the issue. 
 
4 – Lodge a fault with Gazal Telecom. Make sure to get the address that this service 
is at, along with the best contact details of the customer.  
 
 
 
 
 
 
 
ISSUE: 
Other 
 
 



DESCRIPTION 
 
There are other types of faults that are not common at all. As you can see above, 
most voice faults consist of the same troubleshooting procedure. Determine what the 
issue is, perform an isolation test, and escalate to Gazal Telecom. Many of these 
faults you do not need to understand what they are, you just need to be able to pass 
the information onto Gazal Telecom. 
 
 
Possible causes of a loss of Dial Tone are: 

• Barring of service 
• An MDF fault 
• Phone line cut/eroded. 
• Faulty Handset 
• Disconnected service 

SOLUTION  

1 – Remove and replace handset with another. 
 
2 – Perform an isolation test as other devices on the same number can cause 
conflicts e.g. EFTPOS machine, fax machine. 
 
3 – Lodge a fault with Gazal Telecom . Make sure to get the address that this service 
is at, along with the best contact details of the customer. 
 
 
 
ISDN service 
 
Response times from Gazal Telecom differ for ISDN services. Generally once the 
fault is logged, Telstra Telecom will contact Gazal Telecom or the customer within a 
2hr period. 
ISDN (Integrated Services Digital Network) is a high-speed switched digital telephone 
network. The regular phone network is analog. Being digital, each ISDN line supports 
up to 128 Kbps - just over 4 times faster than analog modems. Using  
 
ISDN for your Internet connection makes the whole 'Net seem much more 
responsive. ISDN is a cost-effective solution for connecting mid-size LANs to the 
Internet. 
Physically, an ISDN line runs on the same type of wire as your regular phone. If you 
have multiple standard lines running into your home or business, you can easily have 
one changed over to an ISDN line, or your telephone company can run a new line. 
Electrically, an ISDN line consists of "channels". Standard ISDN service uses 2 B-
channels and 1 D-channel. Each B-channel supports up to 64 Kbps. The D-channel 
is used for dialling. The 2 B-channels are combined (the technical term is bonded) to 
deliver up to 128 Kbps. Thus, the standard ISDN service is called 2B+D. 
ISDN is extremely flexible. The telephone company can program each channel to 
handle voice, data, or a combination of voice and data. For the vast majority of 
Internet ISDN connections, data programming is used. The technical term for this 
programming is provisioning. 
To use ISDN for your Internet connection, you need an ISDN phone line and an 
ISDN modem (technically called a terminal adapter) or an ISDN router. An ISDN 



modem is used to connect individual PCs and Macs. An ISDN router connects a 
LAN. 
 
 
PABX – private automatic branch exchange 
 
A private automatic branch exchange (PABX) is an automatic telephone switching 
system within a private enterprise, such as the Panasonic system that we use at M2. 
Some manufacturers of PABX systems offer a Computerized version of a PABX 
system.  
 
 
MDF - A centralised telecommunications hub. 
 
 

 
 
 
This MDF is internal to an apartment block. In this case the customer will need to be 
at the premises to allow a Field Technician to enter the site. Often an MDF is situated 
in the street, where the customer will not need to be in attendance. 
 
 
 
 
 
 
 
 
 
 
 
 

 
Linx Online Voice Faults 
 
 
 
 



 
http://Gazal Telecom wholesale.com/linxonline/service.cfm# 
 
Gazal Telecom ’s LinxOnline (Lols) system is used to pass one of our customers 
faults onto a Gazal Telecom  Service Specialist (remote tester) or a Field Technician 
(goes to the exchange and if need be, the customers premises). 
 

 
 
Once you click on the link to launch LinxOnline, you are prompted to choose between 
an ADSL and a Landline certificate. Choosing either one of these will open up a 
different version of LinxOnline. 
 

 
 
 
1 – Initial Screen 
 



 
2 – Locate a Case 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
3 – Fault Description 
 
 



 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
4 - Problem Diagnosis 
 



 
5 – Notes 

 
 
 
 
 
 
 
6 –Diagnosis Outcome 



 

 
7 – Diversion Request 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
8 – Closure Notification 
 



 
9 - Report Summary 
 



 

 

 

The appropriate details above need to be copied and entered in the customer’s detail in our Active Billing history. 
 


