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Troubleshooting an OTN Connection

VERIFY SETTINGS IN GOOGLE CHROME
1) Install Google Chrome (the OTN recommended browser)

2) Ensure the settings in Chrome are correct by going to www.otnhub.ca, click on the padlock to
the left of the URL and click on settings.

@ Welcome to Chrome X @ HomePage - CTNhub X e eVisit Help | OTN x | +

> TS

| Connection is secure

Your information (for example, passwords or credit
card numbers) is private when it is sent to this site,
|

Learn maore

E Certificate (Valid)

& Cookies (10in use)

€& Site settings
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3) Change the camera and microphone to “Allow” and then click on the “x” above to close the
tab

an eVisit Help | OTN x <§ Settings X >~

tps%3A%2F%e2Fotnhub.ca

Q, Search settings

< htips://otnhub.ca

Usage
265 B - 4 cookies Clear data
Permissions Reset permissions
Q@ Location Ask (default) -

B Camera Ask (default)

Ask (default)
Allow
Block

& Microphone

4) Return to the tab where you entered www.otnhub.ca and click the reload button

¥ Welcome to Chrome X @ Home Page - OTNhub X

c & otnhub.ca

k

v To apply your updated settings to this site, reload thislpage Reload
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5) Now click on the padlock and ensure that the camera and microphone are set to “Allow”

= to Chrome X @ Home Page - OTNhub X | e

H # otnhub.ca

Connection is secure

Your information (for example, passwords or credit
card numbers) is private when it is sent to this site.

Learn more

B Camera

Micraphone

B Certificate (Valid)
& Cookies (18 in'use)

£ Site settings

6) If you're still having trouble, go back into Settings and click “Reset permissions”. Once you
reload the page you should be able to change the camera and microphone

Q, Search settings

€& htips:f/otnhub.ca

Usage
265 B - 4 cockies Clear data
Permissions Reset permissions
Q@ Location Ask (default
B Camera Allow -
& Microphone Allow -
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VERIFY SETTINGS IN WINDOWS 10

7) If you are using Windows 10, it is important to check the settings on the computer because
these can override Chrome. Click the Start button, enter “Settings” and press Enter. Go to
Privacy and ensure that Camera access is on, that apps can access the camera and that
desktop apps can access your camera. Repeat the same steps for the microphone (also in
Settings)

@

Home Camera

| Find a setting pel | Allow access to the camera on this device

if you allow access, people using this device will be able to choose if
their apps have camera access by using the settings on this page.

Windows permissions

&
)

B

i}

Denying access blecks Microsoft Store apps and most desktop apps

from accessing the camera. It does not block Windows Hello.

Camera access for this device is on

Change

General

Speech

Allow apps to access your camera

If you allow access, you can choose which apps can ach
by using the settings on this page. Denying access block
accessing your camera. It does not block Windews Hell

'EE YOUr camera

apps from

Inking & typing personalization

Diagnostics & feedback

Activity history

Some desire

so TBle to access your camera when
settings on this page are off. 1

App permissions

Allow desktop apps to access your camera

Some apps and Windows features need to access your camera to work
as intended. Turning off this setting here might limit what deskiop apps
and Windows can do.
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8) As a last step you can delete the camera and reload it. Click the Start button, enter “Control
Panel” and click on “Device Manager”. Locate the camera (you might have to click on a few
“>”), right-click on it and select “Uninstall device”. Once that’s done click on the icon on the
top bar which is “Update Device Driver’. The PC should find the camera and load a driver for

it. This may take a few minutes

File Action View Help

as T B HE E X

% Device Manager = | -

v % PCAdmin-65 —

| Audio inputs and outputs
E Computer
' s Disk drives
[OF Display adapters
- DVD/CD-ROM drives
¥ Firrnware
' @@ Human Interface Devices
=5 |DE ATASATAPI controllers

Imaging devices -
-1s Logitech HD Webcam C523 |
iz USE Scanner Device

B SCanner

:‘ﬁ Lewvice
E= Keyboards

) [ﬂ Mice and other pointing devices
[ Monitors

Metwork adapters

VERIFY SETTINGS ON MAC COMPUTER

9) If you have a Mac and see what looks like a video camera with a bar through it, it means that
FaceTime has control. Close FaceTime and if it still won’t work, reboot the Mac
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VERIFY SITE SETTINGS FOR iPHONE

10) If you have an iPhone, go to www.otnhub.ca and then click on the “aA” to the left. Click on
“Website Settings” when the menu appears.

wll TELUS & 2:10 PM @ 64% @ )
@ otnhub.ca <
A 100% A
Show Reader View B
ario
Hide Toolbar Sy

Request Desktop Website

e
@ it
L -

~ R
about programs and solutions at otn.ca

Website Settings

Accessing OTNhub is free for health
care practitioners funded 50% or more
by MOH or OHIP.

Log in or Sign up to access OTNhub

Member Quick Links

Get quick access to support documents,

< M m O

11) Click on “Camera” and “Microphone” and ensure “Allow” is checked.

w! TELUS &

Done Settings for otnhub.ca

WHILE VIEWING OTNHUB.CA

Request Desktop Website

Use Reader Automatically

ALLOW OTNHUB.CA TO ACCESS

Ask
v Deny
Microphone Deny
Location Ask
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VERIFY SITE SETTINGS FOR ANDROID

12) If you have an Android phone, go to www.otnhub.ca and then click on the three dots to the
right

o BABN = 49%@2:42PM

{ @& otnhub.ca

otn:

Powering Virtual Care in
Ontario

OTNhub is your private and
secure community for practicing

virtual care usir variety of ways

to communicate with and care for

patients, and connect with peers
and specialists. Learn more about

programs and solutions at otn.cz

Accessing OTNhub is free for
health care practitioners funded
50% or more by MOH or OHIP.

Log in or Sign up to access OTNhub
LogIn

13) Under "Advanced," tap Site settings and then change camera and microphone

o BABN =l 51%@2:15PM
¢ Site settings (2]
= All sites

Cookies
@ Allowed

@ Location
Blocked

Camera
Ask first
—_

Microphone
Ask first

© Motion sensors
Allowed

Notifications
Ask first

JavaScript
[ary
:I Allowed
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