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Disclaimer

Legal disclaimer

This guide and its contents (the "Guide") are provided by NXGEN. All rights to the Guide and to the intellectual property 

embodied in it — including, without limitation, trademarks, trade names, logos and similar marks appearing in or on it — are 

protected by law. All right, title and interest in the Guide and in any related intellectual property rights belong to and remain 

with NXGEN and its licensors.

The Guide is provided free of charge, "as is" and for informational purposes only, without warranty of any kind. It is neither 

intended nor suitable to establish any legal relationship between the reader and NXGEN or its affiliates, including, without 

limitation, any obligation of NXGEN or its affiliates toward the reader.

The obligations of NXGEN and its affiliates in respect of NXGEN products or services purchased by a customer are governed 

exclusively by the terms of the agreement under which those products or services were purchased.

For clarification

The reader bears the entire risk as to the use, results and performance of the Guide. To the fullest extent permitted by 

applicable law, NXGEN disclaims and excludes all warranties, whether statutory, express or implied — including, without 

limitation, implied warranties of merchantability, fitness for a particular purpose, title and non-infringement of third-party 

rights — as well as any liability or warranty arising from suggestions, specifications or samples related to the Guide.



G C  S U R G E   ·   S U P P O R T

https://docs.nxgen.cloud/gc-surge/support/troubleshooting-alarms 2 / 2

Troubleshooting Alarms
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This guide provides troubleshooting steps to resolve issues when no alarms are received from a device 

integrated with GC Surge. For platform, activation and SMTP issues beyond the device itself, see 

Troubleshooting Guide. Covers: Symptom: No Alarms Received from Camera.

Symptom: No Alarms Received from Camera
If GC Surge is not receiving alarm events or video clips from a configured camera, perform the following 

troubleshooting checks in order:

1.  Check if motion events are enabled  Verify that motion detection is active on your camera's 

administrative interface. Make sure the motion detection zones are correctly configured and that 

sensitivity thresholds are high enough to trigger events. 

2.  Check if SMTP credentials are added and valid  GC Surge often relies on SMTP/email alerts sent by 

the camera to ingest alarm events. Check the camera's SMTP settings. Verify that the server address, 

port, email address, username, and password are correct. Run a test email from the camera interface 

to confirm. 

3.  Verify camera network connectivity  Ensure that the camera has internet access and can reach the 

external SMTP/API server. Check DNS configurations on the camera so it can resolve external domains. 

4.  Verify alarm schedules  Check the schedule settings in the camera's configuration. Ensure that 

motion events and alarm transmissions are scheduled to run 24/7 or during your desired active shifts. 

5.  Inspect camera system logs  Access the camera's log section and look for any SMTP connection 

errors, authentication failures, or event trigger failures. This can provide specific error codes for further 

troubleshooting. 
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