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Troubleshooting Audio & Video for 

Telemedicine Visits  
This Tip Sheet will walk through how to troubleshoot Audio and Video issues during Telemedicine Visits 

Overview 
 There are two ways to join a Telemedicine visit, joining via computer or joining via mobile telephone. 

Follow these sections to test your audio before or after joining a meeting. 

 You can also join a test meeting if you want to test your audio and familiarize yourself with meeting 
controls. 

 Special Note: 
o Patients will want to make sure they have stopped/turned off all Streaming services or gaming services 

for the device they’re using for their visit 
 Streaming: Netflix, Hulu, Amazon Video etc. 
 Gaming: Xbox, PlayStation, Nintendo, Online computer gaming (Steam) etc.  

Prerequisites 
 Microphone, such as the built in microphone, a USB microphone or an inline microphone on headphones 

 Speaker or headphones 

For Computers ( Windows or Mac) 
1. After joining a meeting,  but before the Provider opens the visit 
2. Click Test Computer Audio button 

 

 
 

3. This will allow you to test both Audio and Video for your computer 

https://support.zoom.us/hc/en-us/articles/115002262083
https://support.zoom.us/hc/en-us/articles/201362283-Testing-computer-or-device-audio#collapsePC
https://support.zoom.us/hc/en-us/articles/201362283-Testing-computer-or-device-audio
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During the Visit – Computer Audio/Video Options 
1. You can access your audio settings and test your audio when you are already in a meeting.  
2. In the meeting controls, click the arrow next to Mute/Unmute. 

 
3. Click Audio Options.  
4. This will open your audio settings 

Test the Audio Settings 
1. Click Test Speaker to play a test tone.  
2. If you cannot hear it, select a different speaker from the menu or adjust the Volume. 

 
Testing your Microphone 

3. In the Microphone section, you will see the green Input Level bar move when Zoom is picking up 
audio.  

4. Click Test Mic to test your microphone.  
5. Your audio will start recording. Click Recording when you are done and it will play back. You can select 

another microphone from the menu or adjust the input level. 



 

       Epic 2019  4/22/2020          4 
 

6. Check automatically adjusts microphone settings if you want Zoom to adjust the input volume 
automatically.  

 
Microphone Troubleshooting 
 If you are on Mac OS 10.14 Mojave or earlier and can't access the microphone, check your operating 

system permissions to confirm that Zoom has access to the microphone.  
o See Using the Zoom Client and Zoom Rooms with Mac OS 10.14 Mojave for more information. 

 If you are on Windows 10 and can't access the microphone, use the Windows search box to navigate 
to Microphone privacy settings. Switch on the Allow apps to access your microphone toggle, and enable 
access for Zoom. 

While using the Mobile App 
1. The first time you launch a Telemedicine visit with the Mobile App, you will be prompted for the 

following: 
a. Allow Access for Microphone 
b. Allow Access to Video/Camera 

2. Select “OK” for both of these questions 

  

https://support.zoom.us/hc/en-us/articles/360016688031
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During the Visit – Mobile Audio/Video Options 
1. If you are using the Mobile App for your Telemedicine visit, and have joined the visit with your Provider 

but the Provider states: 
a. They cannot hear you 
b. They cannot see you 

2. Tap in the middle of the screen to see the Audio and Video options 

 
 

3. Microphone  - will control Audio connection 

4. Camera  - will control visual connection 
 

5. If either has a  Red Line through it, it is not allowing access 
6. Simply Click on the icon of either microphone or camera to allow access  

 


