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1. Document Description  
 

The purpose of this document is to provide guidance for troubleshooting on the 
failure of upgrade to version 9.5.3. 

2. Applicable Version  
 

This document is applicable for the failure of upgrade to version 9.5.3 on Sangfor 
WANO.  

The version only applicable to version 9.5.1. 

3. Problem Scenario  
 

The failure of upgrade to version 9.5.3 in this document is referring to the scenario 
that Sangfor WANO version 9.5.1 upgrade to version 9.5.3.  

For failure of upgrade to version 9.5.3, mainly divided into the following scenarios: 

 Mobile users exist 

 Virtual IP addresses for mobile users being assigned 

 Device Has Joined SC 

 Custom/KB patch 

 

 

 

  



4. Troubleshooting Guide 

4.1 Mobile users exist 
Error message 

There are mobile users exist. Please delete the mobile users before trying again. 
The specific screenshot is as below: 

 
 

Root Cause 

WANO 9.5.3 does not support PDLAN users to access VPN. WOC9.5.1 have 
configured PDLAN mobile users, causing upgrade failure. 

 
 

Solution 

Delete the mobile user inside the Local Users 

  



4.2 Virtual IP addresses for mobile users being assigned 
Error Message 

There are virtual IP addresses for mobile users being assigned. Please remove 
them before trying again. 

 
 

Root Cause 

WANO 9.5.3 does not support PDLAN users to access VPN. The virtual IP pool of 
the WOC 9.5.1 is also configured with mobile type. As a result, the upgrade fails. 

 
 

Solution  

Delete the mobile user type virtual IP pool 

  



4.3 Device Has Joined SC 
Error Message 

This system has joined SC. Please remove it from SC before trying again: 

 
 

Root Cause 

WANO Central Management Status is Running causing upgrade failure. 

Path: Status > CM Status 

 
 

Solution 

Click Stop Service at CM Status, and upgrade the firmware again. 

  



4.4 Custom/KB patch 
Error Message 

A lot of weird messages 

 
Keyword: Custom-built 

 

Root Cause 

Device installed with Custom/KB patch  

 
 

Solution 

Contact Sangfor TAC to check on the usage of Custom/KB patch before removing 

  



5. Collect Information 
 

If the problem still unable to be resolve through the troubleshooting steps above, you 
can collect the below information and escalate the problem to Sangfor Technical 
Support with the Community Open a Case feature. Technical Engineer will contact 
you to provide assistance on resolving the issue. 

Information need to be collect: 

i. Server Model and both sides firmware version. 

ii. Screenshot of the System Logs for both sides. 

iii. What troubleshooting step you had gone through. 

 

Open a support case access link: 

http://community.sangfor.com/plugin.php?id=service:case 

6. Request Articles 
 

If you have new document requirement, you can feedback to us with the feedback 
link below. We will provide the troubleshooting guide document based on the 
feedback.  

Feedback Link 

CMS:  http://192.200.19.22/request-articles/ 

Sangfor Community: http://community.sangfor.com/plugin.php?id=service:feedback  

http://192.200.19.22/request-articles/
http://community.sangfor.com/plugin.php?id=service:feedback


 


