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Arris Advanced Modem Troubleshooting  (see figure 1)

How do I reset the Advanced Modem?
To reset the Advanced Modem, press the recessed reset button 
with a toothpick, pen tip or other pointed non-metallic object 
on the back of the Advanced Modem. Once the online light is on 
solid, connectivity to the network has been restored.

What if I reset the Arris Advanced Modem and I still have no dial tone?
If you have reset the Advanced Modem and still do not have a dial 
tone, please check the status of the lights (LEDs) on the modem. 
For normal operation of the Advanced Modem the Power, DS, US 
and Online lights should all be on solid. The Telephone 1 LED on the 
back of the Advanced Modem should be on solid if the phone is on 
the hook. If the LED is flashing check all your phones to see if one 
is off the hook.

What do the lights (LEDs) mean on the Arris Advanced Modem?
The following table shows the Advanced Modem LED patterns during 
normal operation. The power LED should always be on during normal 
operation. If the power LED is flashing, check the AC power cord to see if it is plugged 
into the modem and wall outlet. Also verify circuit breakers and wall outlet switches are 
turned to ON. The Link LED only indicates the link status of the Ethernet interface. The USB 
interface does not use this LED.

What is the Standby button on the Arris Advanced Modem?
The Standby button may be used to disconnect your computer from the Internet when not 
in use (standby mode enabled). Pressing the button again will reconnect your computer to 
the Internet (standby mode disabled).

The Standby button has no effect before the modem has registered on our network. The 
current Standby mode setting is stored on non-volatile memory. If the Advanced Modem is 
reset or loses power, it returns to its previous state. The Standby button will not affect the 
telephone service.

How do I remove the battery from the Arris Advanced Modem?
To remove the battery from the Advanced Modem, pull down on the latch(s) holding the 
battery door on the bottom side of the Advanced Modem and pull the door toward you. Set 
the door aside. Next, pull the battery out of the bay.
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Note: The WOW! Advanced Modem may have the capability of holding two batteries. WOW! will only 
be using one of these battery slots. In these instances it is important that when putting the battery 
back in to the Advanced Modem, it is returned to the battery slot marked with a one (1).

I purchased a new computer (or completely reloaded my operating system) and I use the USB 
connection of my Arris Advanced Modem; do I need to do anything special to use my Arris 
Advanced Modem?
You will need to install the USB drivers for the Advanced Modem if you use the USB 
connection. For more information about installing the USB drivers, please see the question 
“How do I install the USB drivers for the Advanced Modem?” below.

How do I install the USB drivers for the Arris Advanced Modem?
The USB drivers for the Advanced Modem are on the CD that accompanies the modem. 
After ensuring the Advanced Modem has power, proceed as follows:

1	 Plug the appropriate end of the USB cable into the Advanced Modem and the other end into 
the computer’s USB port.

2	 Insert the USB Drivers CD into the CD drive on the computer.
3	 Click the Next button. The wizard prompts you for the location of the drivers.
4	 Select “Search for a suitable driver...”, then click the Next button. The wizard displays a list of 

search options.
5	 Make sure the CD-ROM option is selected (checked), then click the Next button. The 

wizard searches the specified locations, then displays the location and name of the 
appropriate driver.

6	 Click the Next button. The wizard installs the drivers, then displays a window indicating 
that the installation is complete.

7	 Click the Finish button.

Arris Advanced Modem with External Battery Power Supply Troubleshooting
(see figure 2.1 and 2.2 on the following page)

What do the lights (LEDs) mean on the advanced modem?
The following table shows the advanced modem LED patterns during normal operation. The 
power LED should always be on during normal operation. The Link LED only indicates the 
link status of the Ethernet interface. The USB interface does not use this LED.
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What do the lights (LEDs) mean on the PowerShield?

24W 12VDC NA3 Desktop Power Supply unit?

How do I remove the battery from the PowerShield 24W 12VDC NA3 Desktop Power Supply unit?
To remove the battery from the standalone unit, pull open the door on the front of the unit. 
Push the battery release lever to the right. With your other hand, pull firmly on the battery 
strap to release the battery.

How do I replace the battery if “Replace Battery” light is on?
To replace the battery in your advanced modem, please visit www.wowway.com/
phonebattery or call WOW! at 1-866-4WOW-NOW (1-866-496-9669).

WebSTAR DPX2203CTM Advanced Cable Modem Troubleshooting
(see figure 3, page P-16)

How do I reset the Advanced Modem?
To reset the advanced modem, press the recessed reset button with a pen tip or other 
pointed non-metallic object on the back of the advanced modem. Once the online light 
is on solid, connectivity to the network has been restored. If you have reset the advanced 
modem and still do not have a dial tone, please check the status of the lights (LEDs) on 
the advanced modem. For normal operation of the advanced modem the Power and 
Cable lights should be on solid. The Send and Receive lights will flash intermittently. The 
Telephone 1 LED on the front of the advanced modem should be off if the phone is on the 
hook. If the LED is on, check all your phones to see if one is off the hook.

(Figure 2.1)
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What do the lights (LEDs) mean on the Advanced Modem?
The following table shows the advanced modem LED patterns during normal operation. The 
Power LED should always be on during normal operation. The Link LED only indicates the 
link status of the Ethernet interface. The USB interface does not use this LED.

How do I remove the battery from the Advanced Modem?
To remove the battery from the advanced modem, press front panel as indicated above the 
WebSTAR logo and the door will pop open. Next pull battery firmly by the strap and remove.

How do I replace the battery if “Replace Battery” light is on?
To replace the battery in your advanced modem, please visit www.wowway.com/
phonebattery or call WOW! at 1-866-4WOW-NOW (1-866-496-9669).

How do I install USB drivers for the WebSTAR modems?
Follow these steps to install the WebSTAR cable modem USB drivers.

1. Insert the USB Cable Modem Driver Installation Disk into the CD-ROM drive of your PC.
2. Wait for the Power and Cable indicators on the cable modem to illuminate solid green; then 

plug the USB cable into the USB port on your PC. 
Result: Found New Hardware Wizard window opens

3. In the Found New Hardware Wizard window, select Install from a list or specific location 
(Advanced) and then click Next.

4. In the Found New Hardware Wizard Window, select Search removable media (floppy, CD-ROM), 
and then click Next. 
Result: The Hardware Installation window opens

5. In the Hardware Installation window, click Continue Anyway to continue the installation. 
Result: The Found New Hardware Wizard reopens with a message that the installation has 
finished.

6. Click Finish to close the Found New Hardware Wizard window. 
Result: the USB drivers are installed on your PC and your cable modem is now ready for use.

(Figure 3)
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911 Information
What is the difference between 911 and E911 service?
Basic 911 service simply connects the caller to a local Public Safety Answering Point (PSAP). Although 
the call is connected to a dispatcher, the dispatcher may not have all of the caller’s information such 
as name or address. Enhanced 911 (E911) provides a data stream along with the call so that when a 
customer is connected to a PSAP, the dispatcher has the caller’s name and address for faster response. 
Similar to major phone companies, WOW! Phone provides our users with E911 service.

Does WOW! Phone support E911?
Similar to major phone companies, WOW! Phone provides customers with E911 service so that when 
their call is connected to the local Public Safety Answering Point (PSAP), their name and address will 
appear on the dispatcher’s screen.

Do I have to do anything to activate the WOW! Phone 911 service?
No! E911 service is a standard feature with WOW! Phone and included in all WOW! Phone packages. 
Your WOW! Phone number, name and address are provided to your local Public Safety Answering Point 
(PSAP) through an industry database so that if/when you call 911, you will be connected to your local 
PSAP immediately and the dispatcher can identify your name and address.

Is 911 active the minute my WOW! Phone service is installed?
Basic 911 service is immediately available upon installation. That is, you may place 911 calls that will 
be routed to your local Public Safety Answering Point (PSAP) immediately. E911, the customer data 
including your name and address, however, may not be immediately available. In accordance with 
industry standards, this information is updated after customer installation. This is so the shared 
industry database is populated with the most accurate information possible.

Once WOW! sends the information to the industry database, it may take 24 to 48 hours for that 
database to update and get the information to the local Public Safety Answering Point (PSAP). This 
is the industry’s standard timeframe for updating 911 information when a customer changes phone 
providers.

Regardless of whether you call 911 one day or one year after your installation, it is important to always 
identify yourself and your address to the 911 dispatcher.

How reliable is WOW!’s 911 service?
Because WOW! manages 911 call routing and data streaming the same way as other major phone 
providers, our customers should not have any issues connecting with their local Public Safety 
Answering Point (PSAP) for 911 services. However, it is important to note that completing phone calls 
on WOW!’s network is contingent on power. If you are without power for more than 4 hours, you will 
most likely not be able to place any phone calls on the WOW! network until power is restored. The 
phone modems provide about four hours of back-up battery to assist with minor power outages, but 
similar to cordless phone, the continued use of the phone modem is reliant on a power source.

Will 911 service work if there is a power or cable outage?
Because the equipment used to support WOW! Phone in the customer’s home (advanced phone 
modem) relies on a power source; power outages can have an impact on your ability to place and 
receive calls, including 911 calls. WOW! provides battery back-up power to the advanced phone modem 
which will provide an additional four hours of standby power in the event of a power outage. However, 
if the power outage lasts longer than the battery back-up, you will be unable to place a 911 call (or any 
call) after the battery back up has expired (approximately four hours). Phone usage while on battery 
back-up power will impact the total back-up time of the battery.

WOW! Phone relies on the cable network for delivering a call to the local switch. If the WOW! cable 
network is down, or the cable network in your home is not working, you will be unable to make or 
receive phone calls, regardless of whether or not there is power.
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