
VPN Troubleshooting Guide for NETGEAR AirCards and Mobile Hotspots 

VPN issues can be challenging to troubleshoot, so this VPN troubleshooting guide provides you 

with some of the basic troubleshooting steps to help resolve various VPN issues with AirCards 

and Mobile Hotspots. 

Symptoms: 

When trying to connect to VPN server the connection may: 

 Try to connect, but cannot authenticate. 

 Try to connect and authenticate but you cannot pull internal web pages or access internal 

network resources. 

 Try to connect and authenticate and you can pull internal web pages but you cannot access 

internal network resources. 

 Not connect at all.  

To troubleshoot VPN issues: 

Before attempting to troubleshoot the VPN issues it is important to ask the following questions 

and take into consideration the following: 

 Do I have VPN Passthrough enabled on my Mobile Hotspot? 

 Do I have Windows Mobile Broadband Disabled in AirCard Watcher? 

 Does my carrier support VPN? 

 Does my mobile account support VPN? 

 Does my VPN server have NAT transversal enabled? 

 Do I have a problem on my VPN server? 

 What error messages do I see when my VPN client attempts to connect to my VPN Server? 

 If you are not sure whether VPN services are supported by your carrier or enabled on your 

mobile account please reach out to your carrier to find out. If VPN is not enabled or on your 

account carrier will need to make changes to your account before VPN can be used. 

 If you are not sure whether VPN Passthrough is enabled, please consult your Mobile Hotspot 

user guide for instructions on how to enable VPN Passthrough. 

 If you are having issues with VPN while using AirCard USB modem you will need to disable 

Windows Mobile Broadband see below for KBs describing how to disable Windows Mobile 

Broadband 

 Why doesn't my VPN connection work on Windows 7 when using an AirCard? 

 Why can't I connect to my VPN network using my AirCard 340U? 

http://kb.netgear.com/app/answers/detail/a_id/22907
http://kb.netgear.com/app/answers/detail/a_id/23914


Note: Alternatively, you can use Dial-Up Networking (DUN) connections, which are not affected 

by this problem. If DUN connection is required please see KB below for step by step instructions 

on how to create a DUN connection 

 AirCard: How do I create a Dial Up Networking (DUN) connection with a HSPA/ LTE modem 

(Windows 7, Vista)? 

MTU size can also have an impact on VPN services to rule out MTU size problem please consult 

the KB article below detailing how to test and resolve VPN connection for MTU size issues. 

 VPN troubleshooting using Ping command AirCard? 

For issues such as specific error messages received while connecting and VPN server related 

issues such issues with VPN credentials or inability to access specific resources, contact your IT 

department. If the issue turns out to be related to the AirCard then follow the instructions 

above or contact your carrier for support.  

Wi-Fi connection shows “Limited or no Connectivity” or “Local Only” when connected with 
AirCard Mobile Hotspot. 

Symptoms: 

 Wi-Fi connection shows Limited or no Connectivity when connected with an AirCard Mobile 

Hotspot 

 Wi-Fi connection shows Local Only when connected with an AirCard Mobile Hotspot 

To resolve the Limited or No Connectivity or Local Only issue: 

1. Upgrade your Windows Vista to Service Pack 2.  For instructions on how to upgrade to 

Service Pack 2 go to: http://support.microsoft.com/kb/935791 

2. Apply the Windows Vista hotfix from the Microsoft support web site under the “Fix it for 

me” section:  http://support.microsoft.com/kb/928233 

Common AirCard SIM/Mobile Hotspot Alerts and Errors 

This article lists common AirCard SIM/Mobile Hotspot device errors/alert messages and how to 

resolve them. 

Symptoms: 

 Device shows a SIM related error on screen. 

 Device shows an error followed by an error number. 

Below are some common SIM/Mobile Hotspot device alerts and how to fix them: 

 SIM not installed 

Ensure that the SIM card is installed correctly. 

http://kb.netgear.com/app/answers/detail/a_id/23262
http://kb.netgear.com/app/answers/detail/a_id/23262
http://kb.netgear.com/app/answers/detail/a_id/22957
http://support.microsoft.com/kb/935791
http://support.microsoft.com/kb/928233


 IM Error - Check SIM 

Ensure that you have a SIM card inserted in the Mobile Hotspot. If there is still a problem, 

contact your ISP (Carrier). (The SIM may be damaged and need replacing.) 

 SIM Locked 

  

1. Contact your ISP (carrier) for the PIN to unlock the SIM. 

2. Go to the Mobile Hotspot Homepage. 

3. Log in as Administrator. 

4. Enter the SIM PIN when prompted. 

5. Click Save. 

 SIM MEP Locked 

Contact ISP (carrier) for the MEP unlock codes and tool to unlock your Mobile Hotspot 

device. 

 Troubleshooting Connection Alerts 

If you receive any of the following connection alerts, contact your ISP (carrier) and provide 

them with the name and number of the alert. 

 Alert  Description 

0 Unknown Network/SIM Status 

8 Operator Determined Barring 

25 LLC or SNDCP failure 

26 Insufficient resources 

27 Missing or unknown APN 

28 Unknown PDP address or type 

29 User authentication failed 

30 Activation rejected by GGSN 

32 Service Option not supported 

33 Service Option not subscribed 

34 Service Option temporarily out of order 

36 Regular deactivation 

37 QOS not accepted 

38 Network failure 

39 Reactivation required 

40 Feature not supported 



41 Semantic error in the TFT operation 

42 Syntactical error in the TFT operation 

43 Unknown PDP context 

44 
PDP context without TFT already 
activated 

45 Semantic errors in packet filter(s) 

46 Syntactical errors in packet filter(s) 

67 Connection error 

81 Invalid transaction identifier value 

95 Semantically incorrect message 

96 Invalid mandatory information 

97 
Message type non-existent or not 
implemented 

98 
Message type not compatible with the 
protocol state 

99 
Information element non-existent or not 
implemented 

100 Conditional IE error 

101 
Message not compatible with the 
protocol state 

111 Protocol error, unspecified  

256 Invalid Connection ID 

257 Invalid NSAPI 

258 Invalid PRI NSAPI 

259 Invalid Field 

260 SNDCP Failure 

261 RAB Setup Failure 

262 No GPRS Context 

263 PDP Establish Max Timeout 

264  PDP Activate Max Timeout 

265 PDP Modify Max Timeout 

266  PDP Inactivate Max Timeout 

267 PDP Lower layer Error 

268  PDP Duplicate 

269 UE RAT Change 

 



Creating a Support Case through MyNETGEAR 

PowerSHIFT Account: 

1. Navigate to MyNETGEAR and login with your account credentials. 

2. Click My Products on the top of the left sidebar.  

3. Select the radio button for the product that you want to create a case for.  

4. Under the "Online Support" section, click Open a case.  

5. A Contact NETGEAR Support window displays.  

6. 5. Enter a subject in the "Subject" field.  

7. 6. Provide a detailed description of your inquiry in the "Query Type/Describe the symptoms" 

section.   

8. Click NEXT.  

Non PowerSHIFT Account: 

1. Navigate to MyNETGEAR and login with your account credentials. 

2. Click My Support at the top of the left sidebar.  

3. Click CONTACT SUPPORT.  

 

How do I create a NETGEAR Support’ Case? 

If NETGEAR Support does not have an article that addresses your problem, or if you need to 

request a replacement product, follow these steps to submit a NETGEAR support case. 

To create a NETGEAR support case: 

1. Visit https://www.netgear.com/mynetgear/registration/login.aspx. 

2. Enter the email and password associated with your MyNETGEAR account. 

Note: If you do not have a MyNETGEAR account, see How do I create a MyNETGEAR 

account?. 

3. Click LOG IN. 

4. In the left sidebar, select My Support. 

5. Click CONTACT SUPPORT. 

6. Click on the link for your support type to jump to that section: 

 Get answers about NETGEAR products before I buy 

 Get help on my NETGEAR product 

 Replace my defective product 

  

https://my.netgear.com/
https://my.netgear.com/
https://www.netgear.com/support/default.aspx
https://www.netgear.com/mynetgear/registration/login.aspx
https://kb.netgear.com/26902/Using-MyNETGEAR-for-the-first-time
https://kb.netgear.com/26902/Using-MyNETGEAR-for-the-first-time
https://kb.netgear.com/000060585/How-do-I-create-a-NETGEAR-Support-Case#Get%20answers%20about%20NETGEAR%20products%20before%20I%20buy
https://kb.netgear.com/000060585/How-do-I-create-a-NETGEAR-Support-Case#Get%20help%20on%20my%20NETGEAR%20product
https://kb.netgear.com/000060585/How-do-I-create-a-NETGEAR-Support-Case#Replace%20my%20defective%20product


Get answers about NETGEAR products before I buy 

1. Select the product category that you would like to learn more about. 

2. Select a NETGEAR support option. 

  

Get help on my NETGEAR product 

1. Select your registered product from the drop-down menu. 

Note: If you need to register your product, click the link below the drop-down menu or 

see How do I register a product on MyNETGEAR?. 

2. Click Next. 

NETGEAR Support articles appear. 

3. If the suggested articles do not address your problem, click I cannot find an answer to my 

problem, I would like to contact NETGEAR support. 

4. Select a NETGEAR support option. 

  

Replace my defective product 

1. Select your registered product from the drop-down menu. 

Note: If you have not registered your product, click the link below the drop-down menu to 

register your product or see How do I register a product on MyNETGEAR?. 

2. Click Next. 

3. Select Call us. 

4. Write a brief, detailed description of the problem. 

5. Click Next. 

6. Record your case number. 

7. Call NETGEAR Support within 24 hours. 

 

https://kb.netgear.com/26904/How-do-I-register-a-product-on-MyNETGEAR
https://kb.netgear.com/26904/How-do-I-register-a-product-on-MyNETGEAR

