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JVN - Virtual Hearing Room
WebRTC - Troubleshooting Tips
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1. How do | get information to connect to a Virtual Hearing Room?
The Trial Coordinator will provide the Meeting ID a Participant Passcode with any
updated manuals before the hearing. The codes will change, so please use the information
provided.

2. The Join Meeting ID icon is greyed out?

a) Ensure that you have entered the correct Meeting ID & Passcode OR
b) Ensure that you have entered your name.
c) Reload or Refresh the page (usually in your browser Address field).

&

d) Close the browser by clicking on the X and then Login again.

_@

e) If nothing works, please send an email to JVNVirtualCourtSupport@ontario.ca.

s =) VIN = VIN

JUSTICE VIDEOD NETWORK JUSTICE VIDEO NETWORK

e Bridge JVN Video Bridge

Joining 9990000's Space

> >

3. Getting an error message? “Meeting not
found”

This error message will show if: ﬂ} JVN

e The Meeting ID is entered incorrectly, OR AARTRON I M T
e The Passcode is entered incorrectly. JVN Video Bridge

99990000
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4. What does “Waiting to be admitted into the call” mean?

You will not be able to see or hear anyone because
a) The Host has not logged in yet, OR

b) The Meeting is Locked by the Host — the Host will need to unlock the meeting to allow

late participants joining or re-entry to the meeting

Qp

Waiting to be admitted into the call

5. Can parties/jurisdictions with their video conferencing systems

join the Virtual Hearing Room?

e Yes, other jurisdictions (federal or Ontario Telehealth Network) or company’s with
Video Conferencing systems (codecs), can connect to the Virtual Hearing Room.

e They should dial 999xxxx@jvn.jus.gov.on.ca, where 999xxxx stands for the
Meeting ID and then the Participant Passcode (they may need to press # after the

participant passcode).

e We highly recommend contacting JVN prior to event to do a test to confirm that their

video conferencing system is able to join our virtual hearing rooms.

6. | only see a blank, green or white
screen in my browser, although | can

hear other participants

Sometimes hardware acceleration can cause Chrome
to lag, freeze, or crash. To turn hardware acceleration
off, follow the steps below:

Google Chrome
a) Open the Google Chrome browser and click on
the 3 dots icon in the top right corner of the
browser.
b) In the new menu, click on “Settings”.

MNew tab

New window

History

Downloads

Eookmarks
Zoom
Print...
Cast..
Find..
More tools

EAis
Settings
Help

Exit

B3 Managed by your organization
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c) Inthe new tab, Click on “Advanced” in the left-side menu (near the bottom of the
menu).

d) Click on “System”.

e) In the presented menu in the middle of the screen, toggle off “Use hardware
acceleration when available” option. It should turn from green or blue to grey when
turned off.

f) Clicking on “Relaunch” will close the browser.

g) To enable the change, make sure to click “Relaunch” to restart the browser

do— To! 0 —
[ o o % | Settings x + I~

P % S o »r

C‘g

G a

O &=+ e ® 3

7. Participants can no longer see one participant, but we can

hear them
Possible causes for this issue:

a) The participant stopped sending his video or the Host disabled video from this
participant. The participant will need to click the button to enable his video

You're not sending video
. Audio Off
Video Off ¢ Py

b) The participants connected a headset during the live call or adjusted the G
settings. The participant needs to refresh the screen for a quick fix.

c) The participant is on the mobile phone and muted his/her microphone. This
is normal interaction between mobile devices and video conference. The device stops
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sending video a few minutes after microphone is muted. The device will start sending
video as soon as the microphone is unmuted. The participant is still able to hear and
see everyone else in the hearing room, while his device is not sending video.

8. I'm connected to the hearing. | can hear and see them, but
they can’t hear or see me.

a) Most likely the application didn’'t Allow access to your camera and microphone. You
many see the image below. Logout and Log back in. Ensure that you Allow the
application to access your camera and microphone You may need to clear your cache.

o XN =0l 85%
|- O .

ys://join. jvn jus gov.on.ca/?langren-us E;]

would you like to reqeive_a
“ notifications from this site?

Learn more

Facelime HD Camera

Never
- Microphone to share:

 Internal Wi

Mogovon.ca

Would you like to share
your microphone with
join.jvn.jus.gov.on.ca?
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b) Test your camera, microphone and speaker
c) Click Join Meeting

d) If you need to clear your cache. The following is how
to clear your cache in Google Chrome: - o8 X

i.  Open the Google Chrome browser and click on

. . . w is
the 3 dots icon in the top right corner of the
browser. New tab Ctrl+T
i. Inthe new menu, click on “Settings”. New window Ctrl+N
History 3
Downloads Ctrl+)
Bookmarks »
G Google £ Settings Zoom - 100% =+ ::
C ® Chrome | ciMome://settings Print... Ctrl+P
3 Apps M JVN Video Bridge ﬁ Mail - Sethna, Guls.. Wi G
Mare tools »
- You and Google
8 Copy Past
8 Autofill \if Edit 5 opy ase
e Privacy and security Setti i & -
Help 3
@  Appearance
Q,  Searchengine Exit
i, it B3 Managed by your organization
()  Onstartup

iii. Inthe presented menu in the middle of the
Advanced . screen, scroll to “Privacy and Security”.
iv.  Click on “Clear browsing data”.

Extensions &

About Chrome
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Vi.

Vii.

You and Google

e
Person 1
=
Sync and Google services

Import bookmarks and settings

Autofill
O Passwords
B Payment methods

9  Addresses and more

Privacy and security

Cleas browsing data

ookdes, cache. and more

Site Settings
More

Appearance

Ontario @

nformation websites can use and what content they can show you

JVN

JUSTICE VIDEO NETWORK

In the “Advanced tab”, Click on appropriate “Time Range” you want to clear (last
hour, 24 hours, 7 days, etc.).
Make sure that the following 4 items are checked (browsing history, download

history, cookies and other site data and cached images and files).

Click on “Clear data”.

Clear browsing data

Basic
|m9 range  Lasthour

Browsing history
None

Download history

Mone

Cookies and other site data
Mone

Cached images and files
Less than 320 MB

Passwords and other sign-in data

None

Autofill form data

@ Advanced

-
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viii.  To enable the change, Close the browser and then
restart the browser -

e) Once the Host is connected you should be able to hear and see the other participants.

. There is a lot of noise or echo during the hearing

a. Ask all participants in the hearing to connect a headset to their device, if at all possible.
b. Ask the participants who do not have a headset to mute their microphone

It is highly recommended to use a headset/headphones during the video conference as it
usually has echo cancellation and reduces feedback and background noise. Any type of
headset can be used, ranging from simple earbuds to more expensive headsets with a
built-in microphone. If it is hard to hear someone, then it will help direct sound in the
microphone.

My Bluetooth earpiece doesn’t connect to my laptop

e Ensure that you have disconnected your Bluetooth from your cell phone or any other
device or application.

e If you are using a Wireless headset with a USB Bluetooth adapter
(dongle), then turn the wireless headset on.

e Government devices are restricted from adding a Bluetooth device
without a USB adapter are restricted on government devices.

e On non-government laptops, search Bluetooth settings and Add a
new Bluetooth device.

e If you are still having trouble connecting your earpiece. please call your IT helpdesk.

§ &

What web browser can | use for a government laptop?
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Google Chrome is recommended and can be used with VPN. Microsoft Edge can be used
if logged out of VPN.

Google Chrome Microsoft Edge Internet Explorer
Recommended Disconnect from VPN NOT SUPPORTED

12. Why do people get blurry, pixelated or lose connection?

Most likely people are using WiFi or have low bandwidth. Wif-FI / Wireless connection to

internet is not very reliable for video conferencing.

a) Connected to your home internet through a wired connection.

b) Someone in your location may be using video conference or streaming app (like Prime
or Netffilx). If possible, ask them to close video conferencing or streaming apps.

c) A minimum upload/download speed: 2 Mbps (upload) and 3 Mbps (download) is
recommended. To check your upload or download speed, you can use the following
link: https://www.speedtest.net/

d) Try not to walk around or keep moving your device

13. My connection keeps dropping

You may be using unsupported version of the browser, or you are connected on WiFi
and your laptop power supply is not plugged in.

a) Check that your web browser version is supported (refer to Section 15 of this guide) and
updated if required.

b) Plug in the power supply (your laptop most likely has power saving settings that limit
internet connection when on battery power).

c) Connect an internet cable to ensure stable internet connection.

14. My camera works on my PC, but not with WebRTC

e Check that you are not using another video conferencing software.
e Click on “This PC” on your desktop.

e Click on “Properties”.
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Pin to Quick access

Manage
Rec i
Unpin from Start
B Scan for threats...
Cisc Map network drive...

Disconnect network drive...

Create shortcut
Delete

Rename

e Check your operating system. WebRTC is compatible with Windows 7 or 10 only.

|_.] System

4 5 ControlPanel » All Control Panel ltems » System

File Edit View Tools

Control Panel Home - e .
iew basic information about your computer

& Device Manager
g Remote settings

Windows edition

Windows 10 Pro
9 System protectig

© 2019 Microsoft Corporation. All rights reserved,
G Advanced sysfem settings

System

Manufacturer:
Model:

Government of Ontario
Windows 10 Professional x64 - COW1064V29 March 26, 2018
Intel{R) Core(TM) i5-7440HQ CPU @ 2.80GHz 2.81 GHz
8.00 GB (7.60 GB usable)

Processor:

Installed memory (RAM):
System type: 64-bit Operating System, x64-based processor
Pen and Touch: No Pen or Touch Input is available for this Display

e |If your computer is on Windows 8.1 Operating System, please request your IT
department to update your computer to Windows 10. Otherwise, use Cisco Jabber for
Telepresence Software.
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15. What Web browser can | use for a non-government laptop?

Some Operating Systems and Browsers are not supported or compatible, so please review
the information below.

Comments/Limitations

PC

(Windows 7 or 10)
Apple — iMac or
MacBook (OS
Mojave, Catalina)
Apple Mobile
Devices

(iPads & iPhones)
Android Mobile
Devices

(phones & tablets)
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16. | am unable to select or “validate” my camera and

microphone

1. Ensure you are using a web camera that is capable of 1280 x 720p resolution.
2. Try resetting the browser settings/cache and enabling allow/deny pop up prompts for
notifications/camera/microphone

a.

In Google Chrome, open
the "Clear Browsing Data
menu by clicking on the
three dots at the top right,
selecting "More Tools and
"Clear Browsing Data."

Select the "Advanced" tab and
change the "Time range" to "All

time."

Ontario @

& JVN

JUSTICE VIDEC NETWORK

@ English (US)

M S

New Tab =T
New Window N
New Incognito Window TMN
History *
Downloads i A
Bookmarks »
Zoom = +

Print.. ®P

Check the box next to "Content settings"
(some versions of the Google Chrome
browser may say Site Settings) then click

"Clear Data."

I\/ln
O @8 O C

Save Page As..  1:3
Ci Browsing
Extensions
Settings Task Manager
Help >
Developer Tools % 1|
X

Clear browsing data

= Cached mages and files

CLEAN DATA

d. Open the WebRTC link for your event in Google Chrome.

S o0

Allow.

A pop up will appear asking you to "Show notifications". Click Allow.
A second pop up will appear asking to use your microphone and camera. Click

g. You should now see the screen below. Verify your camera, microphone, and
speakers are working correctly, and then click "Join Meeting."

Page 12 of 19




Cluster ' JUSTICE VIDEO NETWORK

T o Ontario @ 4o -J VIN

17. I’'m connected to the event but not seeing any incoming video

Refresh or Reload the browser window by pressing the page refresh
button. G

If video still doesn't show, try refreshing the page again. If all else fails, tell the Court you
will logging out (before you leave) then press End Call and try connecting again use the
same Meeting ID and Participant Passcode.

A\
Google Chrome G Google @ X
C google.ca
Mozilla Firefox 8e0e Where is the reload button | Firefox Support Foru

E“‘ Zimbra: inbox (17} x @ Where is the reload o, \
T3 | € ) & Mozilla Foundation (US) hitps:/ /suppor 15 c E’ * Coot
&

# Safari File Edit View History Bookmarks Develop Window Help’
Bano
[«]»][c]K 15 |up://www.google.com/

Web  Imagespeicad W corent page 300 Gmail more v

Apple Safari

A\

Microsoft Edge = a| Sta? X |+
& = 0O 2 Search or enter

18. How to | bookmark the browser link in Google Chrome?

In Chrome, on the top right of the address bar,
a) Click on the “Bookmark this tab” button (the star)
b) You can type in JVN Video Bridge in the Name
c) Click Done
d) The bookmark should be on the top of the web-browser under the address bar

X

Edit bookmark

Name JVN Video Bridge b i
M JVN Video Bridge x -
Folder Bockmarks bar - < C @ joinjvnjus.gov.on.ca/?lang=en-US
i Apps i mtre.epslz> % JVN Video Bridge

Page 13 of 19




+ Justice
I Cluster

Ontario @

If you cannot see Bookmarks bar in your
browser, follow these steps to make it visible:

Click on the last icon next
to the address bar with
three dots

Go to “Bookmarks” and
then select “Show
bookmarks bar”

You should now see
bookmarks

Jir

Bookmark this tab...

Bookmark all tabs.

Show bookmarks bar
Bookmark mana ger

Impaort bookmarks and settings...

intra.ops.myops.gov.on.ca/cms/tiles.nsf/pgNonC...

M JVN Video Bridge

P
o

Google

% JVN

(3

Ctrl+

Ctrl+Shift+8

Ctrl+Shift=0

JUSTICE VIDEC NETWORK

- X
* [

New tab Ctrl+T
New window Ctrl+N
Histary
Downloads Ctrl+)
Bockmarks
Zoom - 100% -
Print... Ctrl+P
Cast...
Find... Ctrl+F
More tools
Edit Cut Copy Paste
Settings
Help
Exit

B2 Managed by your organization

19. | keep seeing an error message in my browser
It is possible that the link opened in the unsupported browser.

Copy https://join.jvn.jus.gov.on.ca into a supported browser (such as Google Chrome),

and paste the link into the address bar at the top of the browser.

oy pasber ' e

» Co back fo she

IMPORTANT - OPS computers
usually open links with Internet
Explorer (IE), which is not a
supported browser.
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20. Where do | paste the link? | don’t see the login page.

Paste the link https://join.jvn.jus.qov.on.cal into the address bar at the top of the browser not

the search bar in the centre of the browser.

+

G Google

c

M JVN Video Bridge

# google.ca

Google Address Bar.

Copy & paste the link
https://join.jvn.jus.gov.on.ca/

55 Apps G Google

About  Store
here.
o |
Google Search I'm Feeling Lucky
This is the Google search
" Google offered in: Francais

window. Do not paste

the link here.
Canada
Advertising Business How Search works

Gmail Images &if m

=

Privacy Terms

& JVN

JUSTICE VIDEO NETWORK

Setlings

If you see a list of options, like below, you probably typed the Weblink (or URL) in the “Search
Field” instead of the “Address bar” at the top of your browser.

I bt v bing.coemsmans h gz hbtps 520 5IF S0Py jur ol curre PRCAEM B
I MM Camada | Cutlock, Office.. [ ronsom s govon.ca®iit-... G htpsilioinjmjusgovoncallla X 4
File Bt View Favonter  Took  Help
v [B) eSMTBMC Remedy (Sear... o Justice Videe Network [] Homse - Justice Video Net.. [ VN Operations - Heme & labber Guest Ciseo  Cis & c

8 Apps i intra.opsmyopsgo...

b https:/fjoinjvnjus.gov.on.ca moQ
Google
ALL IMAGES VIDEOS MAPS NEWS SHOPPING
W Show resulls from Governmenl of Onlarie >
645,000 Resuts Date * Language * Region *
Login - Ontario
hitps:fiwww.jyn_attomeyg | jus.gov.on.calen/A L
Please enter your user name and password ;.'-qlﬂ'!" 1 you don't have a
Create a New Website Account - Ontario
hitps:/fwww.jyn_attormeygeneral jus.gov.on calenfAccount/Register =
L Password are required to be a mnimum of 8

& character, and a lowercase characlier

Video Conferencing - Ontario
https:/iwww.Jvn.attorneygeneral. jus.gov.on.calen -
The Justice Video Network (JVN) provides video conlerancing, audio-visuals and converged

COMMUNICANton service: o thee justice Sector of Ontand Government (Such as

Courts, Corrections, Police, Coroners, and others)

JVN-Mobile Edition - Ontario
hitps:/fwww.jyn._attormeygeneral jus.gov.on calen/Services/JVN-ME/About -
Aboul JYN-ME. Justioe Vi 1 (JVN-ME) s the evolution of video

19, JVN-ME is a cosl-effective.
VEY CWN COMpULEr

M Cisco Mesting App

https-//join jvn jus gov on ca/?lang=en-US X

QAI Q Maps @ News [ Videos ¢ Shopping i More Settings

About 424,000 results (0.60 seconds)

www.linkedin.com » company » ontario-ministry-of-th... ¥

Ontario Ministry of the Attorney General | LinkedIn
About us. Ontario Ministry of the Attorney General | Ministére du
Website: hitp:/fontario.ca/MAG

Join Linkedin today for free
Procureur général de Ontario
Missing: jvh- jus- gov- lang=

www.Cisco.com » Home » Support ¥

Cisco Jabber DNS Configuration Guide - Service (SRV ...

Oct 23, 2018 - 1-800-553-2447 US and Canada. Worldwide phone numbers. Small Business
Products. 1-866-606-1866 US and Canada. Worldwide phone

Missing: jen- jus- gov- lang=
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21. How do | share my screen in Mozilla Firefox
After you press the Screen Share button.

© & 2% H nttpsy/foinjvnjus.gov.on.ca/?lang=en-US
| [y Willyou llowjoinjomus govion.cato seeyour 1 Firefox will ask you to share your screen from
O e e the browser address bar. Click on the
Window:or Scrmen o dhans dropdown “Select Window or Screen”.
Select Window or Screen N _.

[[] Remember this decision

Allow Don't Allow
& 25 W & https://join,jvnjus.gov.on.ca/llang=en-US Please select a screen you would like to share
= from the dropdown list (e.g. Screen 1).
r'n Will you allow join.jvn.jus.gov.on.ca to see your
screen?

Window or Screen to share:

‘ Select Window or Screen ~ ’
JVN Video Bridge - Mozilla Firefox |
Firefox - Sharing Indicator

Screen 1

Screen 2

25 MM LRy https://joinjvn.jus.gov.on.ca/?lang=en-US

Click “Allow” to Share the desired screen.

r‘ Will you allow join.jvn.jus.gov.on.ca to see your
D screen?

Window or Screen to share:
| Screen 1

All visible windows on your screen will be shared.

A\ Only share screens with sites you trust. Sharing
can allow deceptive sites to browse as you and
. steal your private data. Learn More

[a==s e .

[C] Remember this decision

==

Don't Allow
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22. How to enable screen sharing on MAC (OS Catalina)
e When you first join a WebRTC meeting on macOS (operating system) Catalina,
you’ll be asked to enable the Screen Recording permission for Google Chrome.

When you see the following dialog, click "Open System Preferences".
Screen Recording

“"Google Chrome"” would like to record this
computer's screen.

E 0; Grant access to this application in Security & Privacy
preferences, located in System Preferences.
2

Open System Preferences m

e If you do not see the dialog above or you are unable to screen share, manually
open System Preferences, click the "Security and Privacy" icon and then choose
"Screen Recording" in the sidebar.

] < i55F System Preferences

egion

"\ Security
& Privacy
el

[
i
&
®
P

e In the Screen Recording section click the box next to Google Chrome to allow
screen sharing for your WebRTC video calls. You may need to click the unlock icon
in the bottom-left.
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u Microphone

w Speech Recognition
@ Accessibility
Input Monitoring
Full Disk Access

Files and Folders

General

Security & Privacy Q

FileVault  Firewall g0

Allow the apps below to record the contents of your
screen, even while using other apps.

‘. Google Chrome

\

- Screen Recording

"'\F Automation

E-'(' Advertising

/

|.] Click the lock to make changes.

JVN

JUSTICE VIDEO NETWORK

e Next, click "Quit Now". You will not be able to screen share until you quit and restart

Google Chrome.

a Micropg

“ Speeclnewugmuon
@ Accessibility

Input Menitoring
Full Disk Access

Files and Folders

i Screen Recording

. ""!‘ Automation
&

Advertising

Security & Privacy Q
“Google Chrome" will not be able to record

the contents of your screen until it is quit.

You can choose to quit "Google Chrome" now, or do it

on your own later.

v G Google Chrome \

of your
Later

[&] Click the lock to make changes.

e Rejoin your video call. You should now be able to screen share!
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23. Still Need Support?

If you still require assistance or support, please email the Justice Video Network
Team at JVNVirtualCourtSupport@ontario.ca and one of our staff will get back to
you as soon as possible.

Please provide the following:

1) The description of the issue, and
2) The best number to contact you.
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