
Connection Issues – Unable To Start A Video Conference

If all participants on a video conference are using an up-to-date web browser, on reasonably modern computer and have a good 
consistent internet connection, video conferences should almost always be trouble free.

If one or more of these factors isn’t right, you might experience difficulties with getting a conference call started.

*Please note that this is a 3rd party application that we have no 
association with, however we have used it many times to help 
customers in the past without issue

When you start or join a video conference, you should see 6 green 
lights next to ‘host’ and ‘guest’ in the ‘Connection Status Panel’ at 
the top left corner of the screen. This indicates that all the steps for connecting
the video call have been completed successfully and you should be able to see, 
hear and talk to the other participant on the call.

If you do not see all 6 green dots:

1. Wait for about 15 seconds – if one of the participants on the call has a slow 
internet connection it can sometimes take a few moments to connect

2. Reload the webpage (keyboard shortcut for this is CTRL + R (Windows PC) 
OR ⌘ + R (Mac)

If the above does not solve your issue then you may be using an out of date web browser. Check by opening the following link in the 
browser you intend to use for your video conference https://www.whatismybrowser.com if your browser shows as not up to date then please update it.*

If you can see all 6 green dots but are not able to, for example hear your client. This is likely to be an issue with their microphone set up. Please 
see our guide to solving issues with webcams, microphones and headphones.

If you are still experiencing connection issues please contact us at support@bilateralbase.com
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