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Connection Failure

How to find the unreachable gateway?
1. Open inspect by using Ctrl + Shift + i command.
2. Click on the Network tab, and go to the WS section.

3. Click w_socket, you will find the gateway as Host in the Headers tab.
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Connection: Upgrade
Sec-WebSocket-Accept: MBUBBt96eNzqQioIUAWWGEfnVrQ=
Strict-Transport-Security: max-age=15768060
Upgrade: websocket

¥ Request Headers View source
Accept-Encoding: gzip, deflate, br
Accept-Language: en-US,en;q=0.9
Cache-Control: no-cache

Connection: Upgrade

Host: 1abinl.zohoassist.com

Origin: https://assistlab.zoho.com

Reachability issue

When a customer's session connection fails due to a reachability issue (or) an unstable network, the customer will

get the below pop up.

https://help.zoho.com/portal/en/kb/assist/user-guide/general/articles/connection-failure
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@ Network connection problem

The connection with the technician has been
dropped due to network instability. Reconnect by
checking your internet connection, firewall, or proxy
configuration.

Learn more about reconnecting

We provide a help document with troubleshooting steps as well as a button to set the proxy environment.

Troubleshooting steps

Certificate validation failure

When a customer's session connection fails due to certificate validation, the customer will get the below pop up.
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@ SSL certificate validation

Your session with the technician has been
terminated due to a certificate validation error. This
error maybe due to an outdated Windows certificate
or invalid certificate returned by proxy server.

Learn more about reconnecting

Troubleshooting steps
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