
 
 

FAQ 
 
I am having a hard time connecting Snap to my Wi-Fi router. 
 
There are a couple of reasons that can cause the Snap app to fail to 
connect Snap to its Wi-Fi router. 
 
First of all, Snap depends on a strong and reliable Wi-Fi connection 
between itself and its associated Wi-Fi router.  It requires Wi-Fi 
strength of at least  -65dbm at the Snap location.  A Wi-Fi extender 
may be required to guarantee a good Wi-Fi connection. There is free 
Wi-Fi analyzer App available for Android devices to help measure the 
Wi-Fi strength. 
 
If Wi-Fi connection is not an issue, check the firewall settings on your 
Wi-Fi router. Some routers setup rules to block IP traffic on some IP 
ports. This is particularly true for an office router. 
 
Some connection attempt could fail due to an invalid Wi-Fi password. 
Your router's name (SSID) and its Wi-Fi password must be a 
combination of the following characters: uppercase and lowercase 
letters (Aa–Zz), numbers (0–9), and symbols 
(~!@#$%^&*()_+{}[];'&lt;&gt;,.?:-/space). Also The Wi-Fi password has 
to be between 8 and 31 characters long. It also must not begin with or 
end with spaces. Spaces in the middle of a string are acceptable. 
 
 
Does Snap support open Wi-Fi network where no password is 
needed? 
 
No, Snap can only join a Wi-Fi network with a valid password to 
protect sensitive video data for our customers.  
 
  



When I change the Wi-Fi password on my router, my Snap 
stopped working, why? 
 
When the Wi-Fi password is changed on your router, Snap has to be 
deleted, reset and re-paired back to the account to use the new Wi-Fi 
password. 
 
What are the supported Wi-Fi encryption methods? 
 
Snap does not support WEP encryption but support all the 
following encryption methods. 
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I was able to connect Snap to my Wi-Fi router, but there is no 
video streaming, or video streaming is intermittent at best. 
 
The quality of the video streaming depends on your Internet 
bandwidth as well as Wi-Fi signal strength. It is normally an indication 
of low bandwidth or weak Wi-Fi signal when live streaming is 
intermittent.  Try move Snap closer to the router if Wi-Fi is an issue. 
 
If bandwidth is not an issue and the live streaming stopped working 
after working for a while, power cycling the Snap normally resolves the 
problem. 
 
  



Where does the video replay start from any instance of the 
motion events under security tab? 
 
Video replay triggered from the motion snapshot screen under the 
security tab normally starts 5 seconds prior to the detected motion 
time. For example, if a motion is detected at 1:00:05pm, then the 
replay will start from 1:00:00pm each time you click replay, so you will 
not miss what happens right before the detected motion.  If no video 
containing the detect motion event was captured, the Snap app will 
alert through a pop-up error message that says "Sorry, video 
containing the motion event "Motion" during xx:xx:xx is not available" 
and the replay will play instead the most recently captured video. 
 
Where does the video replay start if I click “Replay” from the live 
streaming screen? 
 
Video normally starts 10-20 minutes prior to the last available video.   
 
 
When I go to replay screen, why are some historical videos 
intermittent? 
 
Video upload could fail from time to time due to poor network 
conditions. 
 
I can see live video but motion or video replay is not enabled. 
 
Motion and video playback are paid services. You can purchase these 
services inside the app. 
 
Where can I find user manual? 
 
User manual can be found inside the App under “About->User 
Manual”. 
 
How do I know if there is newer firmware available for the Snaps? 
 
From the app, when there is a newer firmware available, a green dot 
will show up right next to “About” in the pull-down menu. Go to “About-
>Firmware Update” to upgrade all Snaps with a single click of 
“Upgrade all”, make sure the Snaps are powered on and connected to 



the Internet during the upgrade. It usually takes less than 5 minutes to 
upgrade one Snap. You will receive a notification on the status of the 
upgrade. If the upgrade is successful, a “Current” indicator will show 
up next to the upgraded Snap along with its current version number 
under the “Firmware Update” screen.  
 
Are videos encrypted? 
 
Yes, the videos are encrypted on both upload and download links 
according to industry standard. 
 
At night, Snap switches in and out of the night vision mode all 
the time. 
 
This problem normally happens when there are objects that are up 
close and are in front of the camera lens. Please clear any objects in 
front of the lens. 
 
I am getting constant notification from detected motion events? 
How can I reduce them, as they are really annoying? 
 
You can temporarily disable all the motions if there are constant 
motions going on in the motion zones you have setup.  Or you can 
adjust the motion zones to avoid the areas where unwanted motions 
can often be detected. Setting the correct motion zones are 
particularly important for outdoor environment where a lot of things 
can be moving around. 
 
I am not getting motion notifications even though there are 
motion snapshots being generated under the “Security” tab? 
 
There are two steps involved in enabling push notification. 
 
First step: Go to the Snap’s live streaming screen in the Snap app, 
click on the “wheel” icon on the upper right of the screen. 
 Enable “Notifications” under the “Security Settings”. 
 
Second step: Make sure your mobile device does not block 
notifications from the Snap App. The link below will take you to 
Apple’s and Android's own support website on notification settings. 



 
iOS Notification Settings  
Android Notification Settings 
 
Note: Depending on the Android OS that runs on your Android 
device, it may take different steps to navigate to the appropriate 
notification setting screens. 
 
Can I change Snap name? 
 
Yes, navigate to Devices Management, click ”>” next to the desired 
bulb and change the Snap name from there. 
 
How can I move my Snap to another account? 
 
It is very simple. Have the owner of its current account remove it from 
his or her account via the App, then reset the Snap to factory default. 
Now it is ready for another account. 
 
Why is it sometimes that the lighting did not work per schedule? 
 
Lighting schedule very much depends on a reliable network 
connection to allow the Sengled cloud to send the light control request 
down into the Snap. If the connection is down during light control, the 
LED light may not be controllable. 
 
Why is live video showing a purple color at night from some of 
my Snaps and those also failed to go into night vision mode? 
 
When you have two Snaps installed side-by-side and face the same 
direction, and if there are objects in front of both, the Infrared light 
from one Snap can be reflected into the lens of the second Snap by 
the nearby objects, thus causing the second Snap to not go into the 
night vision mode and the infrared light causes live video to look 
purple at the same time.  Pointing Snaps to different direction can 
often solve the problems.  
 
  



Can I change email from my existing account and use that as the 
new account login username? 
 
At this time, this feature is not supported. If the user wants to change 
email, he/she should delete the bulbs from the current account, then 
create a new account using the new email, reset and re-pair all the 
bulbs to this new account.  
 
How much bandwidth does a Snap require for video streaming? 
 
The bandwidth required by Snap at any given moment is affected by 
the video resolution set for recording, the level of changes between 
video frames and other factors. For Snaps with firmware version 
2.2.85 and newer, the required bandwidth varies from 5kbps to 
1Mbps. For 720p video streaming, on average, a Snap requires 
250kbps. 
 


