
Video Call: Troubleshooting

D
oes your device m

eet these m
inim

um
 

requirem
ents?

W
indow

s PC
                                                     

i5 processor w
ith 3G

B of RAM
 W

indow
s 7      

or later 

Apple M
ac                                                        

i5 processor and 3G
B of RAM

 M
acO

S 10.12 
(Sierra) or later 

Android tablet or sm
artphone                 

Android 5.1 or later

Apple iPhone or iPad                                    
iO

S 12 or later 

Latest w
eb brow

ser?
Check version at w

w
w

.w
hatism

ybrow
ser.com

G
oogle C

hrom
e Version 74+                           

(W
indow

s, Android, M
acO

S) 
Apple Safari Version 12+                                
(M

acO
S, iO

S)                                               
Firefox Version 69+                                                
(W

indow
s, Android, M

acO
S)

M
icrosoft Edge Version 79+ 

(W
indow

s M
acO

S) 
M

icrosoft Edge Version 44+ 
(Android)

R
EFR

ESH 
Issues in a call? C

lick refresh.
C

an’t hear others?
Speakers/headset: 
Volum

e at audible level?
(If external) Plugged in securely? 
(If pow

ered) Sw
itched on? 

C
orrect speakers/ headset selected? 

C
heck correct audio output selected in com

puter settings. 
H

earing an echo?                                           
If using external speakers position them

 further aw
ay 

from
 your com

puter and reduce the volum
e. Try using a 

headset or headphones if the echo persists.  

M
ore: vcc.healthdirect.org.au/speaker

C
an’t see?

W
eb cam

era:
(If external) Plugged in securely?
C

hrom
e using the correct cam

era?
C

lick cam
era icon in C

all Screen’s address
bar; check access and selected cam

era.
O

ther softw
are using the cam

era?
(Exam

ple: Skype also running)
Q

uit other application but m
ay require com

puter reboot. 
Firew

all settings allow
 video stream

?
If you are still experiencing issues speak to your IT 
departm

ent. 

M
ore: vcc.healthdirect.org.au/cam

era

O
thers can’t hear you?

M
icrophone:

(If external) Plugged in securely?
Correct m

icrophone selected?
C

heck correct audio input selected in                
com

puter settings.
Chrom

e using the correct m
icrophone?

C
lick cam

era icon in C
all Screen’s address

bar; check access and selected m
icrophone.

M
uted?

Either C
all Screen, or device’s audio settings.

O
ther softw

are using the m
icrophone?

(Exam
ple: Skype also running)

Q
uit other application but m

ay require com
puter reboot. 

M
ore: vcc.healthdirect.org.au/m

ic

Poor im
age/sound quality?

Connection to Internet okay?
C

heck speed and latency at w
w
w.speedtest.net

M
inim

um
 speed is 350Kbps upstream

 and dow
nstream

. 
O

thers on the netw
ork using lots of bandw

idth?
(Exam

ple: other video calls in progress)

M
odem

/router w
orking properly?

(W
ireless netw

ork) G
et closer to access point.

Ensure you have line of sight and are close to an    
access point.  

If issues persist, please contact your clinic.

Still having issues?

Further troubleshooting
 

vcc.healthdirect.org.au/m
akingcalls

Inspiro R
eception: 9738 8801  

H
ours: 8.30am

 - 5pm


