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You're probably reading this because this HDbaseT kit didn't work out of the box. If you follow the troubleshooting steps below, you're very likely to get it working. 99% of the people that call us claiming that their unit is defective end up discovering that it was another issue that they didn't think about troubleshooting. 

We have tens of thousands of our extenders deployed throughout the world. If you purchased one of our 4K60hz 18gbps HDR units, please know that it does do exactly what it claims. If you find that you can only get lower resolutions to appear on your display, it isn't the fault of the extender...there is something on your end that needs to be fixed. 

I only received one power supply, don't I need two?

No, you only need the power supply connected one end. The other end will get power from your CAT cable

Your extender doesn't support Dolby Vision

Our 18gbps extender supports HDR10, not Dolby Vision. As of July 2019, there is no technology that supports Dolby Vision over CAT cable at 4K60hz..the technology doesn't exist yet. 
I connected my power supply to one end, but my other end isn't getting power when I connect my CAT cable
1) First, please note the distance limitations. Depending on the unit that you purchased, you're limited to 230 feet (70 meters) or 330 feet (100 meters).

2) For a simple test, move your transmitter and receiver right next to each other, and use a short (3ft-10ft) CAT cable to connect between them. If both units power up with a short CAT cable, but not your long CAT cable...something is wrong with your long CAT cable. 

3) Take a look at the ends of your CAT cable. Every CAT cable needs to be wired in a certain color order...either TIA568A or TIA568B. Many people assume that they can use ANY color order, as long as both ends are consistent...this is not true at all.  There is an industry standard that must be followed in order to a have a successful connection. If you paid a contractor, and they used a random color order, you should demand that they come back to redo the ends. Please note: 568B is ALWAYS preferred over 568A. Below are the 2 color orders that must be followed:  
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4) Let's assume either your transmitter or receiver isn't getting power with your long CAT cable. You tried step 2, and it worked with a short CAT cable. You then tried step 3, and found nothing visually wrong with your 2 CAT ends. What now? Go on amazon and search CAT6 tester. You'll find many options under $10 that will allow you to test your 2 ends. The tester will tell you if you have any shorts in your wiring, or if your ends are bad. 

I do have power on both ends, but I'm not getting any video on my display

For this section, lets assume that you're using a DVD as your source, and a TV as your display. The most common cause for this is a defective HDMI cable...either plugged in to the TV from the receiver...or plugged into the transmitter from your DVD. 

1) Take your DVD next to your TV. Test the DVD directly connected to your TV HDMI inputs with EACH OF THE HDMI CABLES IN YOUR SETUP. We want to make sure that all the HDMI cables in your run are tested to work perfectly. HDMI cables are very notorious for being defective. If there is an HDMI cable that doesn't give you a picture on your TV when directly connected to your Cable Box, throw the HDMI cable away and get a new one.

2) Now that you know all the HDMI cables in your run are perfectly working, bring the DVD back to the transmitter and make your connections again. If your transmitter has DIP switches, you'll want to test each DIP switch option. Set it to RX, then pull the power on your DVD and TV, and then plug them both back in. If you don't get a picture within 30 seconds, set the DIP switch to TX, and then pull the power on your DVD and TV, and then plug them both back in

I'm not getting any video on my display, and I'm using multiple sources through a surround sound receiver (Denon, Marantz, Yamaha, Pioneer, Onkyo, etc)
The video output ports of surround receivers are notorious for causing issues with HDMI extenders. This is because most surround receivers don't have great video processing when it comes with HDMI handshaking. So if you experience dropouts, discolorations, or a fuzzy screen....it most likely is caused by your surround receiver. Also, please know that if your surround receiver doesn't support 4K HDR 18gbps, its not going to pass-through 4K HDR 18gbps...even if the port is labeled pass-through.

1) Try bypassing your surround receiver. Connect your media sources directly to our HdbaseT transmitter via HDMI. Are your video issues solved? If so, then we know that the issue lies in your surround sound receiver video switching, and can start troubleshooting there

2) Here is an example of how one of our clients fixed his Yamaha Aventage video issues:

Turns out, it was Yamaha HDCP messing things up. When I plug in to the auxiliary HDMI input on the front of the Yamaha, which does not support HDCP, everything works perfectly. But when I plug my sources into any HDCP HDMI inputs, problems exist. 

3) Here is an example of how one of our clients fixed his Denon video issues:

I found out that my Denon doesn't support Chroma 4:4:4 or 4:2:2. So I had to dumb down the video settings on my PS4 pro and Apple TV to 4:2:0. 

4) Every surround receiver is different. You may have to do some troubleshooting with the video settings within your surround receiver. Remember, if you run into a video setting in your surround receiver menu that is set to AUTO, you should change it to a defined option. Here are some examples of settings that you should tweak within your surround receiver:

1) turn off any special features that you won't use

2) turn off ARC

3) experiment with any HDMI pass through settings

4) turn off video conversion

5) turn off i/p scaler

6) experiment with any resolution settings

I'm getting video on my display, but the image doesn't look right. Either the video drops out randomly, I get a pink screen, or other distorted issues are happening. 

99% of the time, this is fixed by replacing your HDMI cables. Otherwise, if you have a dip switch on your transmitter, you should test each DIP switch option. 

Set it to LOCAL, then pull the power on your media source and display, and then plug them both back in. If your issues aren't fixed, set the DIP switch to REMOTE, and then pull the power on your media source and display, and then plug them both back in

I'm using your transmitter, but I'm not using your receiver, because my display has a built in HDbaseT input port...but I'm having display issues. 

Never use the HDbaseT input port. Always use our matching receiver. The HDbaseT port on your display isn't guaranteed to match the firmware or resolution of our HDbaseT chipset

