Zoom Troubleshooting

1. Close all other programs

All open apps appear on the black bar at the bottom of your screen
(the taskbar). To close them:

8 Skype for Business 2016

a. Right-click on the app you wish to close. A box will pop up
with several options. 38 Unpin from taskbar

b. Left-click on “Close Window” (or “Close All Windows” if you
are closing an internet browser such as Chrome or Firefox)

X Close window

2. Double-check that Skype is closed

a. Follow the stepsin Tip #1.
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e. If you are connected to the VPN, you will see “SBISDVPN
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f. If you are not connected to the VPN, you will see the
option to Connect. Do not connect; no action is needed.
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4. Check for Zoom Updates

a. Open Zoom and click your initial in the top right corner a 5 @ 2 E{>|EI

b. Select “Check for Updates” in the drop down menu
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¢. You should have version
5.0 or higher. > 5
i. If updatesare a2 Search [ <]
available, please © Zoom Update X o
run them. Call
Technology
Service at (713) 1

You are up to date

You are on the latest version 5.0.5 (26213.0602). Release notes

| Close |

251- 8324 if you \
have any
questions.

ii. If you have
a nyth i ng |0W€I’ a No upcoming meetings today

than 5.0, please
refer to Page 6 of
this document for
Zoom Upgrade

New Meeting Join

Schedule Share screen

instructions.

5. Check your device for updates

a. Click Start
b. Click the power symbol ONCE (immediately above the start button)
c. Click “Restart”
i. There is a difference between restarting your computer vs shutting it off then turning it on. If
you do not restart your laptop regularly, it will not receive necessary updates.

6. Connect your device to Ethernet instead of wireless

a. Ethernet helps your internet connection go much faster
than wireless.

b. If you are on campus, doc your computer.

If a doc is not available:
i. Unplug the Ethernet cord that runs from the back
of your classroom’s phone into the wall
ii. Plus the cord into your device so it is connected to
the wall.

d. If you are at home, unplug the Ethernet cord from your
modem/ router, and plug it into your laptop (this cord
runs into the wall).

e. You should now see the wifi symbol change to an Ethernet g
symbol in the bottom right corner of your desktop (next to the &

time & date)

Example of an Ethernet cord

Wifi Symbol Ethernet
Symbol
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7. Connect External Screens via HDMI cable

a. If you are sharing an external screen (such as ActivBoard, tablet, or phone), use a cable to connect your
device to that screen.

b. The preferred method is usually via HDMI cable (pictured below). Please contact your campus technician
if you have any questions.

8. If your camera isn’t working...

a. Ensure nothing is covering the

camera Closed

i. Some models of laptops Open Slide to O
have a cover over the Ready to Use SRR
Camera Lens

camera that will also cause

audio issues. Ensure this

switch is open if you have a

7400 model. (pictured right)
b. Follow steps 1-5

9. If you are experiencing audio issues while using Zoom on your
phone...

Troubleshooting Speaker Issues

If you cannot hear other participants in a Zoom meeting, follow these steps to troubleshoot

the issue.

= Ensure your speaker is turned on. If you see the speaker icon in the top-left corner

is turned off, tap it to turn on your speaker:

* Increase the valume on your mobile device using the volume buttons or notification
panel. Even if the speaker is turned on in Zoom, your device's volume might be set
to mute or vibrate only.

« Try using earphones.

» Restart your mobile device.

= Reinstall Zoom from the Apple App Store or Google Play
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Troubleshooting Microphone Issues

If you are experiencing issues using your microphone with the Zoom mobile app, follow these steps to troubleshoot
the issue:

Ensure the microphone is not on mute. If you see the muted Audio icon in the meeting controls, tap it to
unmute yourself:

]

Audio
If you are still muted, the host may have muted you upon entering the meeting. Ask to be unmuted by
sending a chat message to the host.

Ensure you have connected your mobile device's audio. If you see the following Audio icon in the meeting
controls, tap it and select Call via Device Audio. If prompted, allow Zoom to access your microphone.

Try using earphones with a microphone.
Ensure Zoom has access to your device's microphone.
e iOS: Go to Settings > Privacy > Microphone and switch on the toggle for Zoom.

e Android: Go to Settings > Apps & notifications > App permissions > Microphone and switch on the
toggle for Zoom.

Ensure that no other applications are using the microphone at the same time.
e iOS: Double-tap the "Home" button to view apps currently running. Swipe up to close an app.

e Android: Tap the multi-task button (the square icon usually in the bottom-right corner) to view apps
currently running. Swipe left of right to close an app.

Restart your iOS device.

Reinstall Zoom from the Apple App Store or Google Play

If you are still experiencing Zoom issues after completing all of these

steps, please call (713) 251-8324 or your campus technician for
assistance.


https://support.zoom.us/hc/en-us/articles/203650445-In-Meeting-Chat
https://itunes.apple.com/us/app/zoom-cloud-meetings/id546505307?mt=8
https://play.google.com/store/apps/details?id=us.zoom.videomeetings&hl=en_US
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Zoom 5.0 Upgrade

e Ensure that you are logged into the machine as yourself.

e Ensure that your machine is connected to your home
Intern et. - Configuration Manager Remote Control

Hostname: TESTLAB-3380
IP Address: 10.254.224.20

RecycleBin Skype ware
O it p i BIOS Ver: 1.9.0

OS Version: 10.0.18363

Last Reboot: 3 days 14:38:18

If ZOOM is already installed:

Join Meeting...

- Ensure that you do not have an
active ZOOM session opened

Share Screen...

Open Zoom
Settings...
- Ensure that the ZOOM application Switch Languages
has been closed by viewing your il
system tray (in the bottom right- | ::Out
hand corner) and exiting out of the |PNEF-yrew——- St
ZOOM application.
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|
e Uninstall any previous versions of ZOOM by navigating to

your START menu and in the search box type in “appwiz.cpl
” (without quotes)

e Select the top option

All Apps Documents Web More ¥ a
Best match
" appwiz.cpl

Control panel item

Search the web

appwiz.cpl
pe) appwiz.cpl - See web results > Control panel item
Location CAWINDOWS\system32

Last modified

7 Open
Run as administrator

)
Lo
I} Open file location
I

Copy full path

O | 2 appwiz.cpl




In the

[ Programs and Features
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pop

- v 4 @ » Control Panel > All Control Panel ltems > Programs and Features

Control Panel Home

View installed updates

® Tum Windows features on or
off
Install a program from the
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Organize ~

Uninstall or change a program

up window,

To uninstall a program, select it from the list and then click Uninstall, Change, or Repair.

Uninstall  Repair
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Click Zoom once and the option to uninstall will appear.

Uninstall or change a program

Zoom.

To uninstall a program, select it from the list and then click Uninstall, Change, or Repair.

Organize «

Uninstall Repair

-~
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Programs and Features

Are you sure you want to uninstall Zoom?

[] Inthe future, do not show me this dialog box Yes l E No ;

e Select YES to Confirm

Open Google Chrome and navigate to www.zoom.us
© Video Conferenc
& C & zoomus % /7 0 :

WebConfe X 4 - X

snferencing,

REQUESTADEMO  1888.799.9666 RESOURCES v  SUPPORT

Zoo' l . SOLUTIONS v PLANS&PRICING  CONTACT SALES JOINAMEETING ~ HOSTAMEETING v SIGNIN SIGN UP, IT'S FREE

We have developed resources to help you through this challenging time. Click here to learn more.

Educating Over Zoom

Zoom is removing the 40 min time limit on our Basic free account
for K-12 schools affected by the COVID-19. Click ‘Request Offer’
for more information.

¢

,}/))')

s daily on all things Zoom.

One Consistent Enterprise Experience.

n P Type here to search


http://www.zoom.us/

Zoom Troubleshooting

In the upper-right corner hover your mouse over RESOURCES
and select the option Download Zoom Client in the drop-down

menu.
@ Video Conferencing. Web Confe: X 4 a X
<« C @& zoomus * 7 o :

ZOOMN  sowrons - pia

Committed to safety,
security, and privacy for
all Zoom customers

Explore resources and features

n £ Type here to search

Select the first blue download option under the Zoom client for
Meetings section

© Downlosd Center - Zoom » BB 8 %
<« C @ zoomus/downicad#ciient smeating T o :
200m LUTIONS = PLANS & PRICING NTACT SALE JOINAMEETING  HOSTAMEETING = SIGNIN
Download Center Download for 1T Admin

Zoom Client for Meetings

-

Zoom Plugin for Microsoft Outlook

The Zoom Py ! n the Microsoft Outlook tool bar to enable

Download C 5000,0407
Add Zoom a5 an Add-in for Outlook on the web
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e Click once on “Zoomlinstaller.exe” so Zoom will

open once it finishes downloading

=
| [
Zoom will
start
Initializing.

Zoomlinstalier.exe A

Initialize...

J Zoom Installer X

Installing...

9%

e The installation will complete and you will be
presented with the sign-in screen.

O J Zoom Cloud Meetings -

Z00Mm

Sign In
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