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Your appointment email invitation and the Pexip app enable you to join a videoconference using your iOS device 
(e.g., iPad or iPhone) and a mobile broadband or Wi-Fi connection. Your email invitation contains a link, which 
is your key to gaining special access to the videoconference. It is a unique and secure link. The videoconference 
organizer might also give you a PIN for additional security, as only those with the PIN can join the conference.

To help ensure your privacy and security, be sure to understand the risks and follow the best practices described  
in Video Visit Privacy and Security .

Technical Requirements

Equipment & Connection Testing Your Internet Speed
•	 iOS version 15.2+

•	 Wi-Fi or 4G-LTE service

Minimum Internet speeds
•	 Upload: 768 Kbps - 1 Mbps per call
•	 Download: 5 Mbps

•	 Call your internet service provider and  
ask for a test, or 

•	 Use the test your internet connection 
link found in your email invitation

Tips for Quality Videoconferencing
•	 Use your front-facing camera and center yourself in the video. If you have 

a stand for your device, use it. The camera should broadcast you straight on, 
so that you appear to be making direct eye contact.

•	 Make sure there is enough light. More light equals better details. If your 
area looks a little dark, either turn on more lights or set up a lamp that can 
add some light. Avoid sitting in front of a window.

•	 Close all programs on your device except those necessary for your 
videoconference, to free-up its resources.
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Installing the App
Your appointment email invitation contains the link you need to install 
the Pexip app, which is available free from the Apple App store.

1. Open your appointment email invitation  
and tap the iPhone/iPad link.

An “Open in App Store” popup appears.

2. Tap Open.

An	App	Store	“Pexip	Infinity	Connect”	screen	appears.

3. Tap the Get button to download/install the app and  
follow the on-screen prompts. For example, Install.

4. In the Infinity Connect pop-up, click OK to allow access  
to your Calendar.

5. In the Welcome screen, type the name you want displayed  
to other participants in the Name*	field.

6. Follow the on-screen prompts to allow access to your Calendar,  
Camera, and Microphone.

When you are ready to join the video visit,  
you do not need to open the app.

Your appointment email invitation has a “Start eVisit” link.

Sample email 
invitation

Sample 
App Store 
screens

* The name entered is what others will see during the video visit. 
 The name is saved in the Pexip app settings and used to populate future video visits. 
 To protect your identity and limit what personal information will be seen by others, take 

the time to check that the name is entered correctly and accurately. 
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Testing Your Internet Connection

A Welcome to eVisit. For a successful video visit...  
screen appears.

1. In the section Good internet connection, click .
The internet speed test begins.

2. Wait a few seconds as the test completes.

When complete four tiles appear with results for Download, 
Jitter, Ping, and Upload.

3. Review the test results.

•	 Download speed measures how long it takes to send a 
signal to your device.

•	 Upload speed measures how long it takes to receive a 
signal from your device.

•	 Jitter measures the variation in the time for a round trip  
of sample data sent to and from your device.  
A small number is a good result.

•	 Ping is the reaction time of your connection. It shows how 
fast your device responds to a signal from the test site. 
A fast ping means a more responsive connection, which 
means a better video experience.

4. If the test shows poor results, you might have problems with 
videoconferencing.

•	 Try the test a few more times to see if the conditions are  
constant or if it was a temporary problem.

•	 Close any apps running on your device that are not related 
to your video visit. Other apps running in the background 
can use up your device’s processing power.

•	 Ask people in your residence to not watch streaming TV, 
YouTube videos, or play online games while your video visit 
takes place.

•	 Try lowering the maximum bandwidth used by the 
videoconference.

•	 Contact your Internet Service Provider (ISP) or network 
support	staff	to	investigate	improving	the	quality	of	your	
network connection.

Your appointment email invitation contains a link that enables you to test your internet connection.

The internet connection test measures various components including download and  
upload speeds, ping, and jitter.

•	 For a high-resolution call, a minimum of 1.5 Mbps upload  
and 1.5 Mbps download is needed.

•	 For a medium-quality call, a minimum of 1 Mbps upload  
and 1 Mbps download is needed.

1. Open your email invitation tap the link in the Make a Test Call section.

Internet 
speed test

Test in progress

Completed test report
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Joining a Videoconference
Your appointment email invitation contains the link you need to join 
the videoconference. The person who sent you the appointment email 
might	also	supply	you	with	a	Personal	Identification	Number	(PIN),	for	
privacy and security reasons.

Notes:  (1) These steps assume you have already installed the app.
 (2) The Name displayed to other participants is set when 

you  install the app. If you want to change the display name, 
see Changing your Display Name .

1. Open your appointment email invitation and tap the Start eVisit 
link (it might appear as a button or as a text link).

A Welcome to eVisit screen appears.

2. Tap .

An “Open this page in Infinity Connect” popup appears.

3. Tap Open and follow any on-screen prompts to access the app.

A Pexip app “You’re invited to” video screen appears with your  
self-view and three options.

If headphones  are detected, these will be used automatically. 
Otherwise the device’s speaker  will be used.

4. Tap the Video  option.

If no PIN is required, skip to step #7. 
If a PIN is required, a PIN dialog box appears.

5. Type the PIN given to you by the videoconference organizer and 
then tap .

6. When connected, a video window appears. 
•	 If	you	are	the	first	participant	to	enter	the	conference,	 

you will see a “Waiting for the host...” image in the large panel 
and your self-view at the top right*.

•	 Your camera automatically turns on when you connect.
•	 After the host joins, you will be connected and see both them 

and your self-view.
•	 For a description of the video window and its controls,  

see Using the Video Pane on page 5.

7. To end the conference:
i. Tap anywhere in the video image to view the control bar and 

then tap the End Call icon .

ii. Click 	in	the	confirmation	pop-up.

iii. Tap your device’s Home button to exit the app.

*  If you start your videoconference but remain in the “waiting room” (that is, the Waiting for the host... screen continues to appear), 
it could be because the host has locked the conference. Contact the host and ask them to unlock the event.

Appears only if a PIN is required

Headset
icon

Video 
option

https://dropbox.otn.ca/pcvc-help/otn-evisitv-guest-display-name.pdf
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Using the Video Pane
The video pane contains several features to help you control your video session. 
Specifically	a	control	bar	and	a	participants	panel.

Video Control Bar

When you are in a call, a self-hiding Control Bar appears below the  
video image. The Video Control Bar remains visible for only a couple of  
seconds and then it hides. 

1. To view the Control Bar when it’s hidden, tap once anywhere  
in the main part of the screen.

2. To hide or view your self-view, tap the self-view picture-in-picture.

3. Tap an icon to toggle through its functions as listed below.

Icon Description

Camera	-	broadcast	image	on	or	off.

 
 You’ve put yourself in privacy mode. 

         (You see/hear others but they cannot see you.)

Microphone volume - on or muted.

 
 You’ve muted your microphone.

End call - Disconnects the call.

Presentation - Share images or PDFs with all other participants.

Participants Panel

After the host joins a videoconference, the Participants Panel lists everyone 
involved. This panel is also where you can change the peripherals in use.

To view  or hide the Participants Panel on an iPad, tap the show/hide arrow  on  
the left side of the video image. On an iPhone, the participants panel is available 
only  when the device is in a vertical orientation and is always in view.

Icon Description

Tap to view a chat panel. The chat feature is disabled for video visits.  

Tap to view the Participants panel. 

Identifies	a	participant.

More Options: Opens a menu with additional options. 
To access options for your camera, microphone, and headset,  
tap  Select media devices.
To close the Control options, tap the  at the top-left of the panel.

•	 Front Camera / Back Camera toggles between 
activating the two cameras.

•	 Microphone / Headset toggles between microphone 
peripherals used by your iPhone or iPad.

•	 Speaker / Headset toggles between the speaker or 
headset on your iPhone or iPad. 

Video pane with control bar

Video  
control bar

Show/hide participants panel 
(available only on an iPad  
in landscape position)

Expand or 
contract
participants  
panel

Video on an iPad

Video on an iPhone

Participants panel

Participants 
panel
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Sharing Images or PDFs

You	can	share	one	or	more	files.	The	shared	files	can	be	 
a combination of images (JPEG, BMP, PNG or GIF)  
and PDFs (if supported by your device).

For example, if you are in a clinical video visit and the 
doctor needs a better view of something, you can take a 
photo with your device’s camera and share it while in the 
video visit.

1. Tap the  Presentation button in the control bar.

A Presentation panel appears.

2. To	access	the	options	for	accessing	image	files	on	your	
device, tap .
•	 You can take a photo, access your Photo Library, or 

browse	for	a	file	on	your	device.

3. Navigate to the appropriate album/folder, select the 
desired image(s), and tap Done. 

A Selected image panel appears with a preview of your 
selected	files.	

4. Review	the	selected	files	and	to	start	sharing	 
the images, tap .

•	 Tap an individual image to select and deselect it.

•	 To add more images, tap .

5. The Pexip app creates a slide show of the selected 
images and it appears in the main video panel.
•	 To advance to the next image or return to a previous 

image, tap the left <  or right > on-screen controls. 
(If you do not see the on-screen controls, tap the 
video image to show the controls.)

•	 In the participants list, a small blue screen icon  
appears beside the name of the person sharing.

•	 The participants video appears as a thumbnail  
at the top left. 

•	 To switch the content shown in the main video 
panel, tap the thumbnail (i.e., show either the 
presentation or the participants in the large panel).

•	 To move the thumbnail, tap and drag it to a 
different	location	on	the	screen.

6. To stop sharing, tap the  Presentation button in the 
control bar.
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Reconnecting to a Videoconference
If you get disconnected from the videoconference, you can reconnect and join the 
videoconference without needing to provide your name again or give permission 
for the app to use the camera and microphone. 

Note:  These steps are similar to when you originally joined  
the videoconference, except the permissions and  
Name pop-ups do not appear.

1. Return to your appointment email invitation  
and tap the Start eVisit link.

A Welcome to eVisit screen appears.

2. Tap .

An “Open this page in Infinity Connect” popup appears.

3. Tap Open.

A Pexip screen appears, followed by a “You’re invited to”  
video screen with your self-view and three options.

4. Tap the Video  option.

If no PIN is required, skip to step #6. 
If a PIN is required, a PIN dialog box appears.

5. Type the PIN given to you by the videoconference organizer and 
then tap .

6. When connected, a video image appears and if the other 
participants are still connected, you will see both them and  
your self-view.

 

Note:  If you try reconnecting but remain in the “waiting room” (that is, the Waiting for the host... screen 
continues to appear), it could be because the host has locked the conference. Contact the host 
and ask them to unlock the event.

This dialog appears 
only if a PIN  
is required



8  v 8.3

Video Visits via iPhone or iPad

Changing Your Maximum Bandwidth

Bandwidth is a measure of the quality and strength of your  
network	connection,	which	can	affect	the	audio	and/or	video	 
within your videoconference.

For example, if the videoconference is trying to use more bandwidth than 
your connection allows, it can cause the video to appear blurred, freeze, or 
break up. Or it can cause the sound to be choppy or to fade out.

To improve the perceived quality of your videoconference, you can lower 
the maximum bandwidth used by the videoconference for future calls. 

1. If you are in a video call, Disconnect. 
If	you	are	not	in	a	video	call,	open	the	Pexip	Infinity	Connect	app.

A Pexip preview screen appears.

2. In the Pexip screen, click the More  icon under the video preview,  
at the top right.

A settings panel appears.

3. Tap the  Bandwidth link.

A Select bandwidth panel appears with four options appears  
- Low, Medium, High, and Maximum.

4. Select the value lower than the currently highlighted value.  
For example, if “Medium” is highlighted, select “Low”. 

5. To return to the Settings panel, tap   at the top-left of the panel.

6. To close the Settings panel, tap  at the top-left of the panel.

The Pexip app changes its maximum bandwidth usage to  
match your selected level.

The next time you participate in a videoconference, the new settings  
will	take	effect.

Changing the bandwidth affects future calls (not the call you’re in).

Self-view 
before joining 
videoconference



9  v 8.3

Video Visits via iPhone or iPad

Checking Your Video Image (Self Test)

The “Welcome to eVisit. For a successful video visit...” screen also 
contains a link that lets you see how the videoconference will work.

Use this test to check your on-screen image.

1. Open your appointment email invitation  
and tap the link in the Make a Test Call section.

An OTN test for success screen appears.

2. Scroll down until you see the Self Test section. Tap .

The test connects you to a videoconference where you are the 
only participant. 

The steps are the same as described in Joining a 
Videoconference on page 4.

Your self-view appears in a small picture-in-picture image at the 
top right of the video pane.

3. Check your self-view for both the quality of the video signal and 
your video image. For example:

•	 Ensure that your video image is:
•	 Centered with your head and shoulders in the frame.
•	 Not too zoomed-in or zoomed-out.
•	 Well lit — lighting should be bright and even.

•	 Ensure that the video signal is clear and smooth  
(that is, not jittery, blurry, or broken up).

4. To end the self test:
i. Tap anywhere in the video pane to view the control bar and 

then tap the End Call icon .

ii. Click 	in	the	confirmation	pop-up.

Self 
view
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Removing the Pexip App
You un-install the Pexip app the same way you remove any other app from 
your iPad or iPhone.

1. Go to the iPhone or iPad Home screen.  
(Press the Home button below the screen, or touch all 
five	fingers	to	the	screen	and	pinch	them	inwards.)

2. Find the Pexip app icon  and press and hold it for a 
few seconds.

It (and all the other icons of removable apps) will start 
to jiggle and a small  appears at the top left corner of 
each removable app.

3. Tap the  on the Pexip app icon. 

A	confirmation	dialog	box	appears.

4. To	confirm	that	you	want	to	delete	the	app,	tap	Delete.

5. After you have deleted the app, to go back to the normal 
state (without jiggling icons), press the Home button.

Pexip app icon  
with X
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