Quick Start Guide for Solvia Chatbot

Welcome to Solvia, the Sangfor Al-powered Chatbot! This Quick Start Guide will show
you how to leverage Solvia to provide an intelligent and automated support service. Let's

get started in just a few steps.

1 Why do you need Solvia Chatbot?

1. The extensive product knowledge base comprises over 35,000 question-and-answer

entries and more than 17,000 technical documents.

2. Relevant Question Assistance and Follow-Up Questions Features streamline the user

experience, facilitating precise and efficient inquiries.

3. Leveraging Sangfor's self-developed platform, deliver comprehensive and highly

accurate responses.

4. Answers are fully traceable to the source, allowing users to view the original

knowledge for deeper understanding.

5. Seamless integration of Al-powered services with human agents, one-click access to

Live Support.

2 Tips for using Solvia Chatbot

1. Make sure you are on the correct product line. Solvia can answer questions for eleven
product lines: NGFW, HCI, EPP, SWG, VDI, NDR, aStor, XDR, aTrust, SASE, DMP,

and Sangfor Checks.

a) If your question contains the name of the product, Soliva will automatically

identify and switch to this product line.
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how to login HCI?

To log in to the HCI (Hyper-Converged Infrastructure) console, follow these steps:

Step-by-Step Login Instructions

1. Default IP Address:
© The default IP for the HC| appliance eth0 is 10.250.0.7 with a subnet mask of 255.255.255.0 [1] .

2. Accessing the Console:
© Open a web browser that supports HTMLS and TLS (recommended browsers: Chrome, Firefox, or IE11 and above) [1] .

© Enter the URL in the format: https://HCI TP (replace HCITP with the actual IP address of your HCl appliance) [1].

3. Login Credentials:
© Use the default username and password:
= Username: admin

= Password: admin [1] .

Important Notes

¢ Ensure that your PC can access the HCl configured IP [1] .
* Ifyou attempt to log in with a non-cluster controller IP, you will be prompted to redirect to the cluster controller IP [1] .
* Multiple users can log in simultaneously, but if user login restrictions are enabled. the same account can only be logged in at one IP address at a time [1].

* Currently, only web access is supported; logging in via mobile apps is not yet available [1]

By following these steps, you should be able to successfully log in to the HCI console.

« Can a non-cluster controller host address of the HCl log in to the console?
* How to access the HCl console from the public network?

« What is the default username and password for HCI?

« Can a computer running a Linux system log in to the HCl console normally?

« How do | log into an HCI platform?

GO Vad

| Product Line:  Hyper Converged Infrastructure | B New chat

b) You can manually switch product lines. This method is suitable for scenarios
where the question does not contain a product line, or the automatic product line

identification is inaccurate:

— —_— - —————dClinstallation package.

Athena Secure Web Gateway

| NDR

Athena Network Detection and Respanse

oting steps.
I HCI

Hyper Converged Infrastructure

| astor 'im fp back up the signature before proceeding.

aStor L:

Ivoi 1 ydur server.

Virtual Desktop Infrastructure

Product Line:  Hyper Converged Infrastructure

2. Please use the "Product line + problem description" format and provide as much detail
as possible. For example: "How to use the USB to reset the password for the firewall?"

is better than "How to reset the password for the firewall?"
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How to use a USB drive to reset the password for firewall

@ The steps for password recovery using the Network Secure (NGAF) USB drive are as follows:

1. Prepare the USB Drive:
© Use an empty USB drive formatted as FAT32

2. Create the Reset

© Create anew txt document and copy it to the root directory of the USB drive.

© Note:
= For Network Secure (NGAF) version 8.0.48 and below, name the txt file as “reset-password”.

= Forversion 8.0.50 and above, name it as "reset_password” (the underscore is important).

3.Insert and Restart:
© Insert the USB drive into the Network Secure (NGAF) device and restart the device.

4, Wait for Recovery:

© Once the red LED light on the device goes out, wait for about 10 minutes before removing the USB drive.

5. Check the Result:
© Check the result file reset-password.log on the USB drive.
= If recovery is successful, the file will record the recovered console password; otherwise, it will record the failure information.

= After the operation, even if there is no result file, it is recommended to ry logging in with the default password to test; the final result is based on whether the login was successful.

Important Notes:
* Network Secure (NGAF) has supported password recovery using USB drives since version 2.0, For versions before Network Secure (NGAF) 2.0, please contact tech support@sangfor.com for
assistance.
The txt file on the USB drive can be created as a blank tt file on Windows, simply rename it to the required file name,

* The USB drive can be single-partitioned or multi- . A single-partition USB drive must be formatted as FAT32; for multi-partitioned USB drives, the txt file must be placed in the first
partition, which must also be formatted as FAT32.

Password recovery using the USE drive requires a device restart. It is recommended to perform this during business downtime.

If the recovery is unsuccessful this time, you can change the USB drive and repeat the above steps to recover again.

After the USB drive successfully recovers the password, the default login username and password are admin/admin,

The USB password recovery will not restore the Network Secure (NGAF) configuration; it will only restore the password to the default [1] [2] [3] [4] [5] [6]

~ How to use a USB drive to reset the password for Network Secure (NGAF)

= Could you provide instructions on using a USB drive to restore the admin password for the NGAF device?

= Can the Sangfor Network Secure - Next Generation Firewall (NGAF) console be used to reset the password?

«Isitonly possible to recover the admin password of the Sangfor Network Secure - Next Generation Firewall (NGAF) device using a USB drive if it's forgotten?
« How to reset the password for the Sangfor Network Secure - Next Generation Firewall (NGAF) permission-separated account?

& O

3. Relevant Question Assistance and Follow-Up Questions Features

a) The question input box recommends relevant questions in real time, prompting
users to ask more accurately.

Solvia

« SLP check account password

« How to recover the password for Cloud Security Center if forgotten?

New chat

Hello! I am Solvia, and | am glad to assist you.
Please tell me your problem, and | will do my best to provide you with a solution. Please describe your question accurately by following the example below:
Example: How does IAG recover passwords? (Product line+problem description)
Reminder:

. . L N &
1. The robot might make mistakes. If the robot's answer s incorrect/does not solve your problem, you can rate the robot's answer and leave a review, = ©
effort and particination in evaluatina the chathot are hiahlv annreciated.

Your

How to retain backup configurations
How to manage the backup firewall

How to enable backup configuration
How to change to backup control \

How to configure thirdparty backup integration

how to backup

b) Based on the user's questions and the content of the answers, the chatbot will

provide follow-up questions.
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Solvia

How to reset the password fol

e Network Secure NGAF

To reset the password for the Sensitive Network Secure (NGAF) device, follow these steps:
1. Recover the Admin Account: You need to first recover the admin account.

2. Log into the Backend: Once you have recovered the admin account, log into the backend using the admin account.
3. Reset Privilege Account Passwords: After logging in, you can reset the passwords for the three privilege accounts.
Note: It is recommended to first use the USB drive method to recover the password for the admin account. After that, coordinate with an engineer for remote assistance in

troubleshooting and locating the issue [2] .

« How to change the password for the Network Secure (NGAF) device?

+ How to reset the password for the Sensitive Network Secure NGFW (NGAF)?

« Can the Network Secure NGFW (NGAF) console be used to reset the password?

« How can | change my password the next time | log in to the Network Secure (NGAF) system?

« How to reset the password for the Network Secure NGFW (NGAF) permission-separated account?
OH P

3:54 PM ¥ Back to Bottom

ProductLine:  Hyper Converged Infrastructure &) New chaﬂ

4. Citations and Attributions

a) Hovering your mouse over the reference number in the answer allows you to
view the source of the knowledge.

Solvia
© eI UIE USD UNVE 111L0 U1 AUH T0SU ANy 1P 1010 U1 SUr vivi

o Leave the USB drive plugged in for a while.

4. Restart the Host:
o Restart the host. The password reset will be completed automatically upon reboot.

5.Log In
o After rebooting, remove the USB drive and log in to the SCP interface using the default admin credentials.

Recommendations

« Itis recommended to deploy another SCP in primary-backup mode. This way, if the primary SCP fails or the password is forgotten, you can switch to the backup SCP to
continue operation [1] (B}

« How can | reset my SCC ¢ How to change the password for Cloud Security Center? >

« How to change the passv

The steps to change the password in the Cloud Security Ce

nter are as follows: 1. You can access the console interface

of the Cloud Security Center. If you enter the command-lin

e interface (as shown in Figure 1), you can use the hot key

Alt + F7 to switch to the configuration interface (as shown i

n Figure 2). Figure 1: I[](https://zhuge-cdn.sangfor.com/sit/f

53¢58e351694213861d80d7e7841750.png) Figure 2: I[](htt & @
psi//zhuge-cdn sangfor.comysit/7c87d89a83cadf2abdfee64

ProductLine:  Hyper Converged Infrastructure ) New chat

+ How to reset the passwor
« SCP check account passw

« How to recover the passv

b) The reference number corresponds to the retrieved reference documents. You
can view the complete original content of the source document at the top of the

answer:
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@ Total of 15 reference documents identified.

To reset a forgotten password, the method varies depending on the system you are using. Below are the procedures for
different scenarios:

For VDC (Software)

1. Versions prior to VDI5.4.0:
@ Engineers need to perform a remote backend recovery. You can follow the WeChat public account to submit a ticket
or request manual processing [3] .

2. For VDI5.4.0 and later:
@ Download the VDC global configuration from the VMP console under [administration and management] - [Backup
and Restore] and send it to customer service fer the extraction password |

3. For VDC version 5.6.0 and later (HCI two-in-one scenario):

& @ Total of 15 reference documents identified. v
Reference 1:How to recover a forgotten password?

Reference 2:How to recover forgotten password?

Reference 3:How to recover the password?

Reference 4:How to change the password

Reference 5:Forgot login password

Reference 6:How to recover Windows password?

Reference 7:What should | do if | forget my account password?

Reference 8:How can | reset my vIAG password if | forgot it?

Rafaranca GiHmu #a rarmvar tha cancala maccuned i farmnttan?

3 How to Connect to Live Support

If you are not satisfied with the Al's answer, you can chat with our Live Agent using the

following methods:

1. Click the "Live Support" button in the upper-right corner of the page. Please note that
you must first ask a question in the chat for the "Live Support” button to become

clickable.

. T e——
&3 solvia (@ chatbot Evaluation ) (9 Live Support )

By following these steps, you will be able to effectively monitor the utilization of your cache disk.

How to view the cache disk utilization?

Does the cache disk contain data?

Where can | check the working status of the cache disk?

Check disk usage

Is there a way to monitor HCI storage usage?

=]

Product Line: Hyper Converged Ifrastructure @ New Chat

P
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2. Type "live support" or "chat with human" in the input
box.

&3 solvia (@ ve support Evluation )

Connecting you to our Live Agent

You are now connected to a live agent. Lim Kok Jing will assist you.

Lim Kok Jing

Hi there! Thanks for choosing Sangfor. | am Lim Kok Jing. How can | assist you today?

Lim Kok Jing
e

® 8 B [ End Session

3. Ifyou are dissatisfied with a specific response from the chatbot, you can click the
"Unresolved" button below the answer to provide feedback. Check the "Contact Live
Agent" checkbox and click "Submit Feedback" to chat with our Live Support

Agent.

Feedback

Supplementary instructions (optional)

(@ Contact Live Agent

Submit Feedback

4 Your Feedback Matters

Your feedback is the most effective way to guide our development and help us refine your

experience.

1. Ifthe answer is wrong or incomplete, please click and provide feedback to us:
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Feedback

Your feedback(t

bmit Feedba

2. Click the Chatbot Evaluation button in the top right corner to rate the service
provided by the Solvia
chatbot.

@ sohis

o Method 2: In the HCI console, you can select to display by run location in the upper left corer. This will allow you to see the number of VMs running on each host. Note that

powered-off VMs wil also be displayed, indicating that the host running the VM before it was shut down is still on this host [2].

By following these steps, you can effectively monitor the status of your VMs and determine how many are currently powered on in the HCl platform.
How can I tellif a VM is currently powered on or off?

How to view powered-on VMs in HCI?

v

Product Line: Hyper Converged Infrastructure & New Chat

Product line: Hyper Converged Infrastructure . If you d product line, the Al chatbot will automatically provide an answer using the corresponding product line.
Evaluation : ”

Very Satisfied
“Label:  |nctant response, no noticeable wait Clean & user-friendly Ul
Accurate and detailed answer Highly relevant Fully resolved
Feedback : | up to 200 words

“
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5 Data Security

1. Solvia's data is stored in compliant data centers located in Asia-Pacific countries. The
sessions and data undergo security processing such as encryption and desensitization

to ensure that user privacy is not compromised.

2. To ensure the accuracy and professionalism of the answers, Soliva is restricted to
using only the Sangfor knowledge base (it does not use the data from generic large
language models). If the user's question cannot be answered based on the Sangfor
knowledge base, it will answer: "Sorry, I couldn't find relevant information to
answer your question at this time." Users can click "Live Support" or

call +60 127-117-129 (7511) or email tech.support@sangfor.com for assistance.
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