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1 Introduction
The Department of Justice & Community Safety provides the ability for external participants to call its video conference systems.  External participants may do so by a large number of compatible devices including mobile devices such as iPhones or iPads.
2 Document purpose

This document is to be distributed to anyone who would like to utilise this service so that it may provide solutions to common faults, or explanations to common error messages users may experience.
3 Contact Details for Support
These details are only to be used when indicated to do so by the explanations provided in the blue text in the next sections.
Table 1:
Contact details for Support
	Unit
	Phone Number
	Email

	DJCS Video Conferencing Coordination Unit (VCCU)
	03 9217 7664 
	vc.prisons@justice.vic.gov.au 

	DJCS TS Video Conferencing Support Helpdesk
	03 8684 6888
	telecomms@justice.vic.gov.au

	Jabberguest Test Dial
	https://videocall.justice.vic.gov.au/call/test 


4 Before You Begin
Before attempting to use the Jabberguest service, please ensure that your device has the following:
· Connection to the internet.  This can be by either a direct connection via your service provider’s cellular network, or by wifi and ADSL.  You can test your internet connection by browsing to www.google.com.  However, this does not guarantee your current internet connection will be sufficient to provide the bandwidth needed for a video call.
· If using a direct connection through your service provider via 3G or 4G, ensure you have enough data on your plan to accommodate the download of the app and the requirements of the call.  A video call uses approximately 10MB per minute.

· No other apps or programs are open that use the camera or microphone on your device.  Several apps on your device can use the camera or microphone and these apps can conflict with one another.  This usually only occurs with a PC or Laptop.
· The volume on your device is set to a level so that you can easily hear the other side.

· Your microphone is not muted on your device or computer.
· Test your camera to ensure it is functioning.

5 Supported Operating Systems and Browsers

In order to access Jabberguest, ensure that your system meets these requirements.

Support Microsoft Windows

· Microsoft Windows 7 or later

· Mozilla Firefox Version 10 or later

· Google Chrome Version18 or later

NB: Chrome window may require to be full screen (see common errors).

· Microsoft Internet Explorer Version 8 or later 

Support Mac OS X

· Mac OS X Version 10.10 or later (Except Catalina 10.15, Jabberguest has a known bug which prevents video working in callers end)

· Mozilla Firefox Version 10 or later

· Google Chrome Version 18 or later 

NB: Chrome window may require to be full screen (see common errors).

· If there is access issues using particular browser in PC or Mac, we recommend using another browser. E.g., if there is issue with Safari in a Mac, Chrome can be used to check if Jabberguest works. 
6 Making a Call & Sharing Content during A call

6.1 Figure 1:
Making Call
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Once the Jabberguest Link is clicked it will add an extension in the browser and this window will appear in the browser. Please click call to connect.
6.2 Figure 2:
Sharing the Screen 
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Press the red marked button with an upward arrow to share content from callers desktop

Figure 3:
Shared Screen
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Everything within the red border will be shared to the other side. You can then open documents, videos etc to present to the other side. To return to normal, press red arrow once again.
7 Common Error Messages with Connecting a Call
7.1 Figure 4:
Call Busy
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The video conferencing system assigned in your link is currently in a call.  Please contact the VCCU to resolve.
7.2 Figure 5:
Link not active yet
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The scheduled time for your conference has not begun.  If you believe this is in error, please contact the VCCU to resolve.

7.3 Figure 6:
Link Expired

[image: image6.png]eoo elstra 4G

Ready to call:

2335zrktz9aq

11:46 am

Call Failed!

We're sorry, it seems this link has
expired.





The scheduled time for your conference has expired.  If you believe this is in error, please contact the VCCU to resolve.

7.4 Figure 7:
Call Cannot Be Completed
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This fault can be caused by an incorrect link provided by the department.  Please contact the VCCU to resolve.

7.5 Figure 8:
Link Not Found
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This fault can be caused by an incorrect link provided by the department.  Please contact the VCCU to resolve.

7.6 Figure 9:
Server Error
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This fault can be caused by any one of the following:

· There is a communication problem with the device that has been assigned for this conference.

· Incorrect link provided by the department.

· Incorrect device entered into the conference link.

Please contact the VCCU to resolve.

7.7 Figure 10:
Cannot open the page or Cannot connect to the server
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This fault occurs if the link entered is incorrect.  Please check the link provided by checking the address filed on your web client.  If the link shows Jabberguest as above instead of videocall then you have been provided an incorrect link.  Please contact the VCCU to resolve.
7.8 Figure 11:
Link is Disabled
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The link you have been provided has been disabled.  Please check the link is the correct one provided for your booking, if you continue to experience issues contact the VCCU to resolve.
7.9 Figure 12:
Turn Error
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This is caused by a firewall issue with your local IT systems.  Please contact your local IT service provider to resolve.  The details the provider needs to allow are:
UDP port 3478 is not blocked. You must allow this port outbound to the public Internet to videocall.justice.vic.gov.au.
7.10 Figure 13:
Unsupported Operating System and/or browser
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In order to access Jabberguest, ensure that your system meets these requirements.

Support Microsoft Windows

· Microsoft Windows 7 or later

Mozilla Firefox Version 10 or later

Google Chrome Version18 or later

Microsoft Internet Explorer Version 8 or later 

Support Mac OS X

· Mac OS X Version 10.10 or later (Except Catalina 10.15, Jabberguest has a known bug which prevents video working in callers end)
Mozilla Firefox Version 10 or later

Google Chrome Version 18 or later 

NB: Chrome window may require to be full screen (see common errors).
If there is access issues using particular browser in PC or Mac, we recommend using another browser. E.g., if there is issue with Safari in a Mac, Chrome can be used to check if Jabberguest works. 

7.11 Figure 14:
Could not process this “GET” Request
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Ensure your link ends with /call/<random letters>.  Please try the link again and contact the VCCU if problems continue.

7.12 Figure 15:
404 Error
[image: image15.png]HTTP Status 404 - /call/

(7S Status report
nessage el
TEEEIETY The requested resource (jcalf) is not availble.





Ensure your link ends with /call/<random letters>.  Please try the link again and contact VCCU if problems continue.

8 Common Errors During A Call

8.1 Figure 16:
Cannot hear the other side clearly, the audio is very faint
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Ensure the audio on your device is being output to the speaker, and that your volume is not too low.
· Click on the speaker icon

· Check the volume level is high enough.
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· Click on the audio output button

· Check that the audio is going to the speaker.
If using a PC or laptop, increase your volume and you are using the earphones should they be plugged in.
8.2 Figure 17:
The other side can’t hear you.
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Ensure your microphone is not muted by clicking on the microphone button.  It should not be blue, and there should not be a mute indicator on the left.

If using a PC or laptop, ensure your microphone is not muted in your volume control settings.

8.3 Figure 18:
The other side can’t see you.
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Ensure that you are sending video and the video icon in the middle is not blue.  Check your image in the picture by clicking the camera icon in the top right.  You should be able to see an image of yourself.  Reverse the camera if needed.

8.4 You can’t see the other side.

Ask the other side to check that their camera is not closed.  Contact the VCCU if you are unable to resolve.
8.5 Image is blurry and audio is delayed.
It is likely there is a connection problem with your internet access.  The current internet connection method you are using is too slow or congested to support the video traffic.

Please try a different internet connection or device and try again.

8.6 Call disconnects and fails to reconnect.

It is likely there was a connection problem with your internet access.  Please give the call a few minutes to clear and reset.

Please try again after few minutes.  If it continues to fail to connect, please contact the DJR KITS Video Conferencing Support Helpdesk.
8.7 Figure 19: Caller can only see black screen
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It is a google chrome specific issue where caller can see black screen. To fix the issue the user need to right click and press full screen.
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