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1 Introduction 
This document provides assistance with problems encountered when establishing a 

connection to Sunrise™ Exchange. 

When using Sunrise™ Exchange and you require assistance, please ensure you contact 
the Client Service Centre (CSC) on 1800 331 018 or by email csc@ebix.com.au. 

mailto:csc@ebix.com.au
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2 Check Internet Connectivity 
There are a variety of reasons why a connection to Sunrise™ Exchange may fail.  

However, the first component you should always check is your Internet connectivity. 

To check your Internet connectivity: 

Click Start and Run. 

 

Type cmd and click . 

 

Type ping 202.12.184.137 and press Enter. 

If you get 4 replies (similar to above), this indicates your Internet connection is up and 

running.  In addition, it is important that the reply time is not consistently above 200ms. 

Note: 

Some networks may have disabled the „ping‟ command.  If the ping command is 

not successful (you do not get 4 successful replies), another test is to try 

loading a web page through Internet Explorer.  Frequently visited pages may 
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load from memory or “cache”, so try to load a page like www.smh.com.au and 
check it displays today‟s date & time. 

If connection to the Internet fails, please contact your computer technician or Internet 

Service Provider for further assistance. 

If the Internet connection appears to be running okay, the next step is to try and connect 
the VPN.

http://www.smh.com.au/
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3 CISCO Client Software VPN 

Errors 
Outlined below are a variety of Cisco Client Software VPN errors.  An example of the 

error is shown, along with an explanation and possible solutions for each error. 

3.1 Failed to establish a secure connection to the 

security gateway 

 

 Your Internet Connection may be down. 

This error usually indicates that you do not have Internet connectivity on your computer.  
Try following the steps in the Check Internet Connectivity section. 

 It may be a temporary PC issue. 

If the problem is occurring only on your computer, try restarting your computer. 

 Your Group Access Information may be incorrect. 

If the error still occurs after restarting, try following the steps in the Confirming Group 

Access Information section. 
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3.2 Failed to establish a TCP connection 

 

 

 Your Internet Connection may be down. 

This error usually indicates that you do not have Internet connectivity on your computer.  

Try following the steps in the Check Internet Connectivity section. 

 Recent Windows XP SP2 update? 

If you are using Windows XP, and if you or your technician has recently run a Windows 

Update, you may have been upgraded to Service Pack 2. 

To check for this, Right-Click on My Computer (usually found on your desktop or in your 
Start menu) and select Properties.  Note your Windows & Service Pack version. 

If you have Windows XP SP2, check which version of the VPN Client you are using (refer 

Checking your Cisco VPN Client Version). 

For VPN Client v3.6, you will need to upgrade to version 4.0.2(a).  Contact 

csc@ebix.com.au for further instructions. 

For VPN Client v4.0.1, you will need to switch to UDP (refer 4.0.2(a) instructions 

below), then configure Windows Firewall to allow UDP ports 500, 4500 & 10000.  Contact 

csc@ebix.com.au for further instructions. 

For VPN Client v4.0.2(a), you simply need to switch to UDP.  To do this, click Modify 
from the VPN Client initial screen, then select Transport.  Select the option IPSec over 

UDP (NAT / PAT).  Click Save, and try connecting again. 

 A Firewall may be blocking your VPN. 

mailto:csc@ebix.com.au
mailto:csc@ebix.com.au
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If your technician has made changes to your network or pc, or if this is a new VPN 
installation, the issue may be due to a firewall blocking the connection. 

A quick test is to go to a Command Prompt (Click Start> Run, type command and click 

OK).  At the prompt enter telnet 202.12.184.137 10000 and press Enter. 

If a firewall is blocking your connection, you should eventually receive an error similar to 
“Connect Failed” or “could not open a connection to host”.  If you receive a blank window 

with a flashing cursor and/or a message “connection to host lost”, this indicates your pc 

is not being blocked by a firewall.  Contact csc@ebix.com.au for clarification. 

Alternatively, you could try temporarily switching off your firewall, and then try 
connecting to the VPN.  If this is successful, the problem relates to the firewall. 

If you find your firewall is the cause of the issue, you will need your technician to open 

the following ports: 

UDP 500, 4500 & 10000 

TCP 10000 

Step by step documentation for configuring ISA Server, Zone Alarm and Norton Personal 

Firewall is available from csc@ebix.com.au. 

 It may be a temporary PC issue. 

Try rebooting your computer. 

mailto:csc@ebix.com.au
mailto:csc@ebix.com.au
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3.3 Remote peer no longer responding 

 

 

 Your Group Access Information may be incorrect. 

This is the most common reason for this error, especially if the VPN software has only 

just been installed on your PC. 

Before checking anything else, confirm your Group Access information is correct (refer 
Confirming Group Access Information). 

 A Firewall may be blocking your VPN. 

If the connection continues to fail after confirming the Group Access information, check 

that there is no firewall blocking the connection.  Refer to Failed to establish a TCP 
connection section for further information. 

 Another user may be logged in with the same username [VPN Client v3.6 only]. 

If you are using VPN Client v3.6 (refer Checking your Cisco Client Software VPN Version), 

someone else in your office may already be logged in with the same user account you are 

trying to access.  If you know who this is, ask them to log out while you try again.  
Alternatively, try using a different username from your Sunrise™ Configuration Sheet. 

Note: 

If you are not prompted for a username & password when you try to connect, 

your details may have been saved previously.  Click Options and Erase User 
Password.  Click Connect and note the username.  These details can be changed 

and a valid password needs to be entered to connect. 
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3.4 Confirming Group Access Information 

You will need to perform the following check if your VPN is failing to connect due to one 

of the following two errors: 

 “Failed to establish a secure connection to the security gateway”, or 

 “Remote peer no longer responding”. 

The steps involved will depend on which version of the VPN Client you are using.  If you 

are unsure which version you are using, refer to the Checking Cisco Client Software VPN 
Version section. 

VPN Client 4.0.1 or above: 

Double click on the VPN shortcut. 

 

The following screen will display 

 

Click Modify. 
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Check the “Name” field under Group Authentication.  The entry should be in lowercase, 
beginning with your state abbreviation followed by “sripsecgrp”.  For example, 

nswsripsecgrp or vicsripsecgrp. 

If the Name field appears to be correct, then clear the Password and Confirm Password 

fields.  Try to re-enter the correct password exactly as it appears in your Sunrise™ 
Configuration Sheet. 

Click . 

Try to connect the VPN again. 
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VPN Client 3.6.3 Users: 

Double click on the VPN shortcut. 

 

The following screen will display 

 

Click on Options, and select Properties. 
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Select the Authentication tab. 

 

Check the “Name” field under Group Authentication.  The entry should be in lowercase, 

beginning with your state abbreviation followed by “sripsecgrp”.  For example, 

nswsripsecgrp or vicsripsecgrp. 

If the Name field appears to be correct, then clear the Password and Confirm Password 
fields.  Try to re-enter the correct password exactly as it appears in your Sunrise™ 

Configuration Sheet. 

Click . 

Try to connect the VPN again. 
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3.5 User Authentication failed 

 

This error indicates your username and, or password has been entered incorrectly. 

 Check your Sunrise™ Configuration Sheet. 

Confirm that your username & password are correct by referring to your Sunrise™ 
Configuration Sheet.  You should be using one of the usernames listed. 

 Your password is case-sensitive. 

Take note of the letters that are upper or lower case, and be careful of similar looking 

characters.  For example, the letter “O” compared to the number “0”, or the letter “l” 
compare to the number “1”. 

Note: 

If you receive this error more than once, you may find that your account has 

become “locked” for security reasons.  If you believe this is the case, you will 

need to send an email to csc@ebix.com.au and request for your account to be 
unlocked. 

Re-Entering User Authentication 

VPN Client v3.6 users: 

Start the VPN Client. 

Click Options and Erase User Password. 

Attempt to connect to the VPN again.  You will be prompted to enter your username and 

password again. 

VPN Client v4.0.1 (or above): 

Start the VPN Client. 

Click Modify. 

Click Erase User Password and click . 

Attempt to connect to the VPN again.  You will be prompted to enter your username and 
password again. 

mailto:csc@ebix.com.au
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3.6 Remote peer terminated connection 

There are two reasons this error may occur: 

 VPN Account is locked in Sunrise Exchange. 

This is due to your username and password being incorrectly entered three times or 

more. 

Contact csc@ebix.com.au to unlock your account. 

In addition to your account being unlocked, you will also need to correct your username 
and password on your computer.  Follow the steps outlined in the Re-entering User 

Authentication section to correct your user information. 

 VPN Account is already in use. 

For VPN Client Version 3.6.x - This error may appear after the status bar reads “Negotiating 

Policy”. 

For VPN Client Version 4.0.x - This error may appear after the status bar reads “Not 

Connected”. 

Both messages indicate that another computer in your office has connected to the VPN 

using the same username and password that is set up for your computer. 

Refer to the steps below if you are unsure which username a computer is using: 

Checking the username saved on a computer: 

Open Windows Explorer. 

 

Locate the following directory: C:\Program Files\Cisco Systems\VPN 
Client\Profiles 

mailto:csc@ebix.com.au
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Open the file with the extension .pcf in notepad.  Usually this will be called 

„sunrise.pcf‟. In this example, the file is called „insnet.pcf‟ 

Select “Notepad” to open the file, if requested. 

Scroll down until you locate the Username. 

 

To determine if another computer has the same username, repeat this process on each 

computer in your office that has the VPN installed. 
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3.7 VPN subsystem unavailable 

Restart your computer and try connecting to the VPN again.  If the connection continues 

to fail and, if you currently use VPN Client Version 3.x, it is recommended that you 
upgrade your Client Software VPN to the latest version.  You may need to consult your 

technician for assistance with this upgrade.  The VPN Software can be downloaded from 

our website. 

http://www.insnet.com.au/support/vpndetails/vpnclient48is.exe 

Note: 

This error commonly occurs after there has been an upgrade to your computer.  

If you have recently upgraded your system, it is your technician‟s responsibility 

to ensure that the new hardware can connect to the VPN. 

If your technician has not completed this test, or is unable to do so, please contact 
csc@ebix.com.au.  However, should you require assistance with the re-installation of this 

software, as a result of a system upgrade, you may incur support charges. 

3.8 User authentication application failed to start 

This error usually indicates that you may have failed to disconnect the VPN before 

logging off your computer.  Therefore, when you logged back in and attempted to 

connect to the VPN again, the application could not be started due to an old process still 
running. 

Restart your computer and try connecting to the VPN again.  If the connection continues 

to fail, please contact csc@ebix.com.au. 

3.9 Connection manager failed to respond 

Restart your computer and try connecting to the VPN again.  If the connection continues 

to fail, please contact csc@ebix.com.au. 

3.10 Manually Disconnected by Administrator 

 

This error indicates that someone else in your office has connected their VPN using the 

same username that you are using.  This will cause your VPN connection to disconnect. 

Check within the office to see if someone else has just connected their VPN.  If you need 

to confirm the usernames of the computers, please refer to the Checking the username 

saved on a computer section of this document.

http://www.insnet.com.au/support/vpndetails/vpnclient48is.exe
mailto:csc@ebix.com.au
mailto:csc@ebix.com.au
mailto:csc@ebix.com.au
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4 Formwork screen does not 

load correctly 

 

 

If you receive either of these errors when trying to load a Sunrise FormWork product, 

then your PC is not configured to use a Java Virtual Machine (JVM). 

You will need to follow the steps in the Checking your JVM Configuration section of this 

document. 
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4.1 Checking Your JVM Configuration 

Launch Internet Explorer. 

 

Select Tools and Internet Options. 

 

Select the Advanced tab. 

Try to locate a heading called Java (Sun) or Microsoft VM [Hint: If installed, they will 

appear above the Multimedia section]. 



Formwork screen does not load correctly 

© EbixExchange Australia Pty Ltd  Page 18 

 

If you can only see “Java (Sun)”, ensure the “Use Java 2…” checkbox is ticked and 
click . 

Close Internet Explorer and try to load a Sunrise formwork product again. 

If you can only see “Microsoft VM”, ensure the “JIT compiler” checkbox is ticked and 

click . 

Close Internet Explorer and try to load a Sunrise formwork product again. 

If BOTH headings are listed, ensure that only the “Use Java 2…” checkbox under 

Java (Sun) is ticked, and all options under Microsoft VM are not ticked 

Click . 

Close Internet Explorer and try again to load a Sunrise formwork product. 

If you cannot see any of these headings, you will need to install Sun Java on your PC. 



Formwork screen does not load correctly 

© EbixExchange Australia Pty Ltd  Page 19 

4.2 Installing Sun Java 

Click on the following link: http://java.com/en/download/manual.jsp 

When the page loads, click the Windows XP/Vista2000/2003/2008 Offline file. 

Click . 

Specify your desktop as the location to save the file and click . 

After downloading is complete, click Open to begin the installation. 

Follow the prompts to install Sun Java. 

Once the installation is complete, try to load a Sunrise formwork product again. 

If the formwork product still does not load correctly at this point please contact 

csc@ebix.com.au.

http://java.com/en/download/manual.jsp
mailto:csc@ebix.com.au
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5 Checking your Cisco Client 

Software VPN version 
To check your Cisco Client Software VPN version, double click on your VPN icon. 

 

If the following screen appears, your VPN version is 3.6. 

 

Alternatively, if your screen looks similar to the one below, your VPN version is 4.0.1.or 

higher. 

 


