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TROUBLESHOOTING 
 
 

General Troubleshooting Guide 
Solutions to Equipment Problems...  
Most problems have several possible causes, hence several possible solutions. This guide will help troubleshoot the malfunc-
tion using a logical progression of tests and observations, to isolate and identify the problem. 
 
 
 
 
 
 
 
Need help or additional information? 
Our STYLELINE® trained technicians are here to assist you.  Call Toll Free 800-237-3940. 
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Problem Possible Cause(s) Solution/Corrective Action 

Doors Do Not Close 
(gaskets do not seal) 

No tension on door 
  

1. Set door tension in accordance with the installation instruction. 
2. If you cannot set the tension the bushing is likely stripped or 

cracked. 
3. Remove the door. 
4. Replace the bushing. 
5. Reinstall the door. 

Gasket does not contact 
the stainless 

1. Inspect the gaskets condition and replace if torn. 
2. Make sure the gasket dart is fully inserted into the door vinyl. 
3. Make sure there is a magnet in the gasket. 
4. Make sure the gasket is not rolled over on the hinge side. 
5. Inspect the door to make sure it is not warped (racked). 
6. Verify the frame has been installed correctly: 

• Shim should have been used at all frame-mounting screws to 
prevent the frame from being twisted during installation. 
Loosen the mounting screws and install shims. Retighten 
screws. 

• Verify both ends of the frame are plumb. If not reset the 
frame. 

Nylon washer at the bot-
tom hinge pin missing 

1. Install new nylon washer. 

Hold open cam bent 1. If hold open cam is bent then replace. 

Doors Do Not Stay 
Open Missing hold open cam or 

bottom slide pin 

1. Replace the hold open cam. 
2. Replace the bottom slide pin (if backer-plate stripped then re-

place backer-plate). 

Hold open cam or bottom 
slide pin are not to specs 1. Replace. 

Damaged hold open cam 
or bottom slide pin 1. Replace. 

Some procedures require troubleshooting electrical circuits.  DO NOT inspect any 
electrical wiring problem if you are not qualified to troubleshoot and repair electri-
cal circuits.  The information provided here is for educational purposes only. CAUTION! 
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Problem Possible Cause(s) Solution/Corrective Action 

Condensation Be-
tween Panes of Glass 

Failed glass unit 
1. Replace door. 

Condensation on 
Unheated Doors 

Store conditions 
(condensation on sev-
eral doors of multiple 
frames) 

1. The store is too cold: 

• Correct the store conditions. 

2. The store is too humid: 

• Correct the store conditions. 

3. The temperature in the box is too cold: 

• Correct the temperature inside the box. 

4. Evaporator fans blowing on the back of the door: 

• Stock the shelves or redirect the air. 

Defective door 
(condensation on one 
door) 

1. Replace the door. 

Gasket does not contact 
the stainless 

1. Inspect the gaskets condition and replace if torn. 
2. Make sure the gasket dart is fully inserted into the door vinyl. 
3. Make sure there is a magnet in the gasket. 
4. Make sure the gasket is not rolled over on the hinge side. 
5. Inspect the door to make sure it is not warped (racked). 
6. Verify the frame has been installed correctly. 

• Shim should have been used at all frame-mounting screws to 
prevent the frame from being twisted during installation. 
Loosen the mounting screws and install shims. Retighten 
screws. 

• Verify both ends of the frame are plumb. If not, reset the 
frame. 

Condensation on 
20//20 Doors 
  
  
  
  
  
  
  
  
  
  
  
  
  
  
(continued on next page) 

Store conditions 
(condensation on sev-
eral doors of one or 
more frames) 

1. The temperature in the box is too cold: 
2. Correct the temperature inside the box. 

No heat to the door 
(condensation on one 
door) 

1. Check that the door cord is connected and screwed to the recep-
tacle. 

2. Check for power to the door: 

• Unplug the door cord. 

• Confirm 115 Voltage at the receptacle in the frame (center of 
the three contacts is ground). 

• If there is no Voltage reading then proceed to step 3. 

• If 115 Voltage reading then proceed to step 2. 

3. Check for ohm reading on the door: 

• Determine ohm reading between the two outside pins. 

• Compare to the ohm reading on another door that is free of 
condensation. 

• If no reading, then replace the door heat, or 

• Repair the door heat. 

4. Open mullion cover. 
5. Check for 115 Voltage on black/yellow and white wires. 
6. Check for loose connections on black/yellow and white wires. 
7. Trace the power back to the building source to determine the 

point of open circuit and repair.  Check for door heat. 
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Problem Possible Cause(s) Solution/Corrective Action 

Condensation on 
20//20 Doors 
(continued from previous 
page) 

No heat to the door 
circuit in the frame 
(condensation on sev-
eral doors) 

1. Locate the first mullion on the left end of the frame and open 
the mullion cover. 

2. Check for 115 Voltage on black/yellow and white wires. 
3. Check for loose connections on black/yellow and white wires. 
4. Trace the power back to the building source to determine the 

point of open circuit and repair. 

Condensation on 
Freezer Doors 

Store conditions 
(condensation on sev-
eral doors of several 
frames) 

1. Check that the frame is fully caulked. 
2. Check for power to the frames. 
3. The store is too cold: 

• Correct the store conditions. 

4. The store is too humid: 

• Correct the store conditions. 

5. The temperature in the box is too cold: 

• Correct the temperature inside the box. 

6. Evaporator fans blowing on the back of the door: 

• Stock the shelves or redirect the air. 

No heat to the door 
(condensation on one 
door) 

1. Check for power to the door: 

• Unplug the door cord. 

• Confirm 115 Voltage at the receptacle in the frame (center of 
the three contacts is ground). 

• If there is no Voltage reading then proceed to step 3. 

• If 115 Voltage reading then proceed to step 2. 

2. Check for ohm reading on the door: 

• Determine ohm reading between the two outside pins. 

• Compare to the ohm reading on another door that is free of 
condensation. 

• If no reading, then replace the door heat, or 

• Repair the door heat. 

3. Open mullion cover. 
4. Check for 115 Voltage on black/yellow and white wires. 
5. Check for loose connections on black/yellow and white wires. 
6. Trace the power back to the building source to determine the 

point of open circuit and repair.  Check for door heat. 

No heat to the door circuit 
in the frame 
(condensation on several 
doors) 
  

1. Open mullion cover. 
2. Check for 115 Voltage on black/yellow and white wires. 
3. Check for loose connections on black/yellow and white wires. 
4. Trace the power back to the building source to determine the 

point of open circuit and repair. 
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Problem Possible Cause(s) Solution/Corrective Action 

Condensation on 
Frame or Mullion(s) 

Store conditions 
(condensation on sev-
eral frames) 

1. Make sure the three-way switch on the frame is on high. 
2. Check that the frame is fully caulked. 
3. Check for power to the frames. 
4. The store is too cold: 

• Correct the store conditions. 

5. The store is too humid: 

• Correct the store conditions. 

6. The temperature in the box is too cold: 

• Correct the temperature inside the box. 

7. Evaporator fans blowing on the back of the door: 

• Stock the shelves or redirect the air. 

No heat on frame or 
mullion(s) 
  

1. Before starting, observe the problem frame and compare to all the 
other frames in the store. 

• If all the frames are exhibiting the same symptoms, the problem 
will be either the store conditions or lack of building power to 
the frames. 

• If all the other frames are performing correctly, there is likely a 
power or heater problem with that frame. 

2. Check that 115 Voltage is provided to the black/yellow and white 
wires inside the junction box at the connection to the problem 
frame. 

3. Remove the first mullion cover from the left of the frame. 
4. Confirm 115 Voltage is supplied to black/yellow and white wires. 
5. Remove the connectors on the black/yellow and white wires. 
6. Check for an ohm reading on each of the circuits (3 or 4).  The 

circuits are as follows: 

• Frame heater wrap #1. 

• Frame heater wrap #2 (this is for a freezer frame – make sure 
the three way heat switch is on high). 

• Mullion heater #1 mullion. 

• Power feed to the rest of the mullions #2 to the end of the 
frame. 

• The last set of black/yellow and white will be the power from 
the junction box. 

• Contact the factory for correct readings. 

7. Follow the following repair procedures: 

FRAME HEATERS 

∗ Trace the heater circuit to the connection with the heater wire. 

∗ If the black/yellow or white wire connection to the heater wire is 
broken, repair the connection 

∗ Replace the heater wire – call the factory for detailed trouble-
shooting and instructions. 

MULLION HEATERS 

∗ In mullion #1, trace the heater circuit to the connection with the 
mullion heater wire. 

∗ If the black/yellow or white wire connection to the heater wire is 
broken, repair the connection. 

∗ Replace the heater wire. 

∗ Follow the same procedure for the other mullions by opening each 
mullion and locating the black/yellow and white connections. 
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Problem Possible Cause(s) Solution/Corrective Action 

Handle(s) Loose Loose screws 
1. Tighten the handle screws. 
2. If handle is still loose, then loosen the handle screws and take 

the handle out of the door extrusion. 
3. On the inside of the handle you will find two brackets; retighten 

the two screws that hold the brackets. 
4. If the brackets or the handles are stripped, replace the handle. 
5. Re-install handle. 

Locks Not Working Cannot turn the lock 
with the key inserted 

1. Try another key. 
2. Check to make sure the lock tab is not interfering with the door 

or lock bracket on the frame. 
3. If there is no interfering then replace the lock tumbler. 

Lock tab does not make 
contact with the lock 
bracket 

1. Adjust Bracket  (loosen the bracket mounting screws and slide 
the bracket closer to the door). 

2. The bracket may be bent; straighten. 

Lock shell is loose in the 
door 

1. Sculptured handle doors-replace door. 
2. Full-length handle doors-repair or replace the lock. 

Cannot remove key 1. Replace the lock tumbler. 

Sawtooth Frame(s) not square 
1. Reposition the bottom of the door using the saw tooth adjust-

ment (see installation manual). If Sawtooth is still present, then 
continue to step 2. 

2. Remove any existing caulk in the perimeter of the frame. 
3. Remove doors. 
4. Loosen the frame mounting screws (DO NOT REMOVE THE END 

SCREWS). 
5. Reposition the bottom or top of the frame until square (diagonal 

measurements should be within 1/8” per frame). 
6. Install shims at all mounting screw locations. 
7. Tighten screws (do not over-tighten). 
8. Re-caulk the frame if necessary. 
9. Install doors. 
10. Reposition the bottom of the door using the saw tooth adjust-

ment (see installation manual). 

Shelving Problems Posts are not attached 
to the frames 1. Check that a top and bottom bracket supports all front posts. 

2. Check the post numbering on the back of the post to make sure 
the posts are not upside down. 

Product does not slide 
on shelves 

1. 24, 30, 36, 43 inch deep shelving: check that rear shelf pegs are 
2 holes higher than the front  (1 hole for glass bottle products). 

2. 60 inch deep shelving: check that the rear shelf pegs are 5 holes 
higher than the front (3 holes higher for glass bottle products). 
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Problem Possible Cause(s) Solution/Corrective Action 

Lights Not Working No power supplied to 
the light circuit (all 
lights on one frame not 
working) 

1. Turn light switch off (located at the top left of the frame). 
2. Remove mullion cover and/or lens to expose the ballast and wir-

ing. 
3. Disconnect black and white wires from ballast. 
4. Connect a Voltmeter to the black and white/red power wires com-

ing from the frame. 
5. Turn light switch back on (should read about 115 V). 
6. Trace the power back to the building source to determine the 

point of open circuit and repair. 

Ballast shut down 1. Turn light switch off (Located at the top left of the frame) for 30 
seconds. 

2. Then turn switch back on. 
3. Continue to next possible cause if no light. 

Lamp(s) not seated 1. Turn light switch off. 
2. Remove and reinstall the lamp(s). 
3. Turn light switch on. 
4. Continue to next possible cause if no light. 

Lamp(s) burned out 1. Turn light switch off. 
2. Remove lamp(s) and replace with working or new lamp(s). 
3. Turn light switch on. 
4. Continue to next possible cause if no light. 

No power to the ballast 1. Turn light switch off. 
2. Remove mullion cover and/or lens to expose the ballast and wir-

ing. 
3. Disconnect black and white wires from ballast. 
4. Connect a Voltmeter to the black and white/red power wires com-

ing from the frame. 
5. Turn light switch back on (should read about 115 V). 
6. If no reading, then repeat steps 1-5 on each mullion toward the 

left of the frame. 
7. If no voltage reading then trace power from the building power to 

the ballast. 

Damage to sockets or 
wiring to sockets 

1. Turn light switch off. 
2. Remove mullion cover and/or lens to expose the ballast and wir-

ing. 
3. Inspect connections and continuity on wires connected to sockets. 
4. Inspect sockets for damage. 
5. Replace wiring or sockets if damaged. 
6. Turn light switch back on. 
7. Continue to next possible cause if no light. 

Ballast burned out 1. Replace ballast. 

Lamp is too cold (dim 
light) 

1. Check that the pins of the lamp are seated correctly inside the 
socket. 

2. Confirm freezer lights have two tube guards (ALS – make sure 
there is a tube guard inside the lens). 

3. Check that the lighting assembly is not missing any parts. 
4. Check that the temperature inside the box is not lower than stan-

dard temperatures for freezer and cooler. 
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