Virtual Care

Technical issues - troubleshooting guide

Good quality audio and video are essential if users are to have a positive
experience of virtual care. Poor quality sound or vision can make people reluctant
to use technology to access their care.

Please test devices before beginning a consultation. Then check this document to
troubleshoot issues that may arise. If you are unable to quickly resolve an issue,
contact the Conferencing Services Support Team on 1300 679 727. Refer to the
Support and reporting section on page 4 for more details.

Issue: web page not loading

Troubleshooting options
Plugged in and connected

Issue: Web page not loadin Check that all your devices are correctly plugged

e Pluaged in and connected in and that the battery has enough charge.
Check that you are connected to the internet.

* Recommended system requirements The cellular data icon il or Wi-Fiicon & should
appear in your desktop toolbar or top corner of

Issue: No audio or video your mobile device.

e Check browser settings You can check your internet by accessing your

_ device network settings.
e Change yourinput source

i myVirtualCare Recommended system requirements
ii. Pexip

Videoconferencing platforms will only perform
properly in a supported browser such as these:
Apple’'s Safari, Google Chrome, Mozilla Firefox

and Edge.
cecC

If your default internet browser is not a
recommended browser, you will need to copy and
paste the link into a recommended browser rather
than clicking on the link.

Issue: Screen frozen

e Refresh

Clear your cache

Support and reporting

Ask your local IT officer to suggest the
recommended browser you should use as your
default browser.
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Issue: no audio or video

Check browser settings

The first time you access a videoconferencing
platform, you will be prompted to allow access to
your microphone and camera. When this pop up
appears, select Allow.

myVirtualCare.health.nsw.gov.au wants to
& Use your microphone

W Use your camera

Allow Block

If the camera icon in the web page address bar
has a red cross, it indicates that your device does
not have access to your microphone or camera.
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Click on the camera icon and select Continue
allowing.

( o] )

Camera and microphone allowed
This pags is accassing ysur camers and microphone,
@ Continue allowing hitps./
rypirualcaresso health.naw.govau to access
your camera and microphone
(O) bways black camera and micraphone sccass
Microphane:  Default - Microphane {Logitech Wek

Camera: Logitech Webcamn C230e (04640843}
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You will need to refresh the page for the setting
changes to take effect.

You can also check the site settings of the browser
to see if you have allowed access to your audio
and video devices.

In the address field, on the left side of the address,
click on the padlock.

@myvirtualcaresso.heaIth.nsw.gov.au/provider/#/vv‘e[com9

This will open a window that shows this site
settings.

N

Connection is secure
Your infermation (for example, passwords or credit
card numbers) is private when it is sent to this site.
Learn more

@ Location | Block v‘

administrator

B Camera Allow

Microphone Allow -

<=

[24  Pop-ups and redirects | Alow - ‘

Allowed by your
administrator
Certificate (Valid)

a
@ Cookies (9 in use)

\Q Site settings )

Use the drop-down arrows to ensure the camera
and microphone access is set to Allow.

Change your input source

If you have more than one audio or video source,
you can switch devices. This may improve your
audio or video.

i. myVirtualCare

From the home page top bar, click the Audio and
video settings button.

Select different audio or video devices using the
drop-down menu.

Test Audio and Video Settings X

Audio Settings

Default - Microphone Array (Intel® Smart Sound Technolo.._E]
Test Microphone
Say something and we'll play your voice back to you.

Video Settings
HP HD Camera (30c9:000f) D

Test Video

Camera Preview

\. J

Click on Test microphone and speak. You should
hear yourself or an echo.

Click on Test video. You should see yourself in the
preview window.
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ii. Pexip

The device settings can be accessed when first
logging into Pexip or through the host controls.

Click the three dots to access settings.

N
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Or click Select media devices within the host
controls.
((— Control )
§  Lock meeting

Mute all Guests

Disconnect all

Select media devices

Ol |® e

Get media stats

P

Add participant

Change layout

(nn
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The device settings menu will open.

(Settir'-gs )
Oa e
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Select the audio or video icon for the input you
wish to change.

Available input sources will be shown.

Click on the output you want and then click the
arrow next to ‘select’ to return to the device
settings window.

(QSelect microphone \

Default

Intel® Smart Sound...

Microphone Array (Intel® Smart Sound Technology (Intel® ...

None

You will receive audio but will not be heard. To enable your mic
during the meeting, you will have to reconnect

. J

Issue: screen frozen

Refresh

If the browser is frozen or there is a poor
connection, refreshing the browser can reload the
webpage and improve the connection.

For Windows, click on the refresh button, C
which is found in the top left corner.

For Mac, select Command + R

myVirtualCare also has a screen refresh button in
the top bar that can be used.

Refresh C
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Clear your cache

Every time you use a browser, it saves information
from websites in its cache. This saved information
can sometimes cause issues with how the browser
functions. Clearing your cache can fix problems
such as webpages not loading correctly.

In top right-hand corner of browser, click on the
three vertical dots. Select Settings. You may need
to initially click more and then settings will present
as an option.

In settings menu, on the left, select Privacy and
security.

Select Clear browsing data.

On the Basic tab, ensure the Cached images and
files option is ticked.

(Clear browsing data \

Basic Advanced

Timerange  Alltime v

Browsing history
Clears history and autocompletions in the search box

Cookies and other site data

Signs you out of most sites.

Cached images and files
Frees up 398 MB. Some sites may load more slowly on your next visit.

~

On the Advanced tab, ensure the time frame is set
to All time.

Click Clear data at the bottom of form.

You will need to close all open browsers and reopen
the page for the setting changes to take effect.

Tip
On the Advanced tab, unticking

Passwords and other sign-in data
will keep any saved passwords.
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Support and reporting

The eHealth Conferencing Support Team can
assist NSW Health staff with technical issues for
myVirtualCare and Pexip.

eHealth Conferencing Services Team
contact details

Phone: 1300 679 727

Email: videoconf@health.nsw.gov.au

Any technical issues should be reported.
Contacting eHealth Conferencing Services team by
phone or email will automatically generate a ticket.

Technical issues can also be reported by
completing an enquiry on Search and Request
Anything (SARA). This will be resolved by the
eHealth Conferencing Services Team.

https://sara.health.nsw.gov.au/customerportal

[@)ev-no |

© State of New South Wales NSW Ministry of Health 2021.
Creative Commons Attribution No derivatives 4.0 licence.

Agency for Clinical Innovation

www.aci.health.nsw.gov.au


mailto:videoconf%40health.nsw.gov.au?subject=
https://sara.health.nsw.gov.au/customerportal

