
Revisiting customer sound complaints in
video-conferencing
Understanding the value of sound and unraveling the bigger picture of sound issues in
remote video-conferencing.
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Introduction to the research on sound
complaints

A few components are crucial for compelling video-conferencing: stability of the platform,
sound, and, of course, video. No matter what platform you choose, these three aspects will
define customer experience to a great extent.

Until the very last day of 2019, when scientists reached out to the World Health
Organization �WHO� to tell about the potential novel coronavirus outbreak,
video-conferencing was drastically different. Though video-conferencing tools like Zoom,
Microsoft Teams, and Webex were used for long-distance communication, only a few
companies utilized them as internal communication tools. The majority of conferences were
held in venues without an option to join them online.

Without any acute necessity to foster virtual relationships, video-conferencing was a
pleasant add-on software that didn’t have a significant impact on our lives. But things
changed in 2020, and since then, it has been adapting constantly.

According to Global Market Insights, in 2021-2027, analysts expect the
video-conferencing market to grow by 23%. In simple words, it means
that the number of platforms will grow, remote communication will

thrive, and there will be millions of active users.

From an invention mainly used for individual cases and small meetings, video-conferencing
turned into a mass hands-on tool that changed the way we approach communication.
Witnessing the rapid growth of remote communication tools, we receive feedback from
thousands of customers on an hourly basis.
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Feedback – the driving force for product
development and solutions

The exponential growth of remote communication platforms requires sharp focus and
extant care in product development. Therefore, product development is highly dependent
on the feedback from end-users. And most platforms and corporates internally analyze
their customer feedback to improve.

At Interactio, we want to move even further. As an entirely remote video-conferencing
solution, we know how being in the industry feels. We won’t lie – there are a lot of issues
that the customers face, but there is nothing that we can’t solve by working together.

We want to help virtual solutions advance.

Thus, today we take the first step to share our insights and knowledge about one of the
main aspects of video-conferencing – sound.

By proudly working together with such clients as the United Nations, European Commission,
European Parliament, and hundreds of businesses and communities, we have collected a lot
of feedback related to sound complaints.

We will start by sharing why sound is the most impactful component for virtual
communication platforms. Then, we will take a deeper look into the issues users face and
provide possible solutions to make video-conferencing an even more pleasant experience
for all of us.

3

https://www.interactio.io/about-us
https://www.interactio.io/success-stories


Revisiting Customer Sound Complaints in Video-Conferencing

The meaning of sound in the virtual world

You can think of sound in a simple way. Most of us communicate verbally, and it is pretty
hard to understand body language. It makes sound the primary source of information –
words help us be clear, and hearing a voice can already tell a lot about the message.

In video-conferencing, both sound and video matter. However, telling a story with still
images only is challenging. For example, in video-conferencing, it would be much harder to
give a presentation without speaking in the background. If we add sound, it guides us
throughout the story by telling us how we should feel.

Understanding a bit of hearing physiology could also help us comprehend the meaning of
sound. While crystal clear sound is pleasant for our ears, acoustic problems can damage
our hearing system. Video is less damaging in the virtual world, and our monitors are not
as powerful to immediately damage our sight.

Remember when you forgot to set a lower volume, put your
headphones on, and started playing music on the highest? It

damaged some of your cells, for sure. Our ears are much more
sensitive, and we can quickly feel any changes.

However, we are sure that all of us have experienced sound issues more than once.

Additionally, clear sound can change the way we feel. In 2016, PNAS published a study on
emotional experiences in the auditory domain. Scientists created a digital audio platform
to test whether we can digitally change the speaker’s tone to make an emotional influence
on the listener. As an outcome, the digitally modified sound could alter the emotional state.
It means that in the remote video-conferencing platforms, any issues could affect
customers.
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That said, it’s clear that high-quality sound is crucial for efficient communication through
video-conferencing platforms. In the background of such problems as the zoom-fatigue,
sound research became a priority for us.

Below, we present you the analysis of the sound complaints of our customers, with possible
solutions which could help us move towards a better future.
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Clusterization of sound complaints

Interactio is a remote simultaneous interpretation platform, meaning that many participants
are either interpreters or listeners who speak in hundreds of different languages. Sound
quality is the main factor for top-notch interpretation, mainly when the process occurs
remotely.

Thus, we made sound research one of our priorities. We care about every single complaint,
and our technical support team tries to identify issues and provide immediate solutions.

We have based our research report on qualitative analysis and further research on potential
solutions. These solutions are applicable both for video or audio conferencing platforms and
end-users. After each event hosted on our platform, users could provide feedback. We have
identified the main keywords if they had complaints and clustered them into specific
categories.

Most of the sound complaints have been clustered into two major
clusters: one depicting the issues coming from the participant’s side

and the other from the platform itself.

These categories have smaller subclusters that helped us to identify specific sounds and
acoustic problems.

Participant-side issues

Participant-side issues were identified by connecting the examples from feedback to
possible causes. In feedback surveys, some examples were reoccurring: hearing echoes,
muffled or irregular sound, delays, image and sound synchronization problems, and many
other slight observations.
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We have identified 4 subclusters related to the participants:

Hardware issues

The hardware issues were connected to the complaints that included information about
bad, choppy, muffled sound and audio, hearing echoes, having microphones on, but hearing
no sound, etc. These are just a few examples that customers might observe in any
video-conferencing platform.

Causes

Just as the name of the subcluster implies, many issues on the participant’s side originate
from the choice of hardware. Low-quality video-conferencing equipment can produce bad,
choppy sound and poor overall audio quality. Our hardware is responsible for 2 things –
receiving audio and transmitting it effectively.

Microphones, headphones, or headsets are the three main equipment pieces that can
cause or solve the problem. In some virtual events, we observed that none of the
participants who spoke remotely wore their headsets. Sometimes, users did not use proper
equipment.

We identified such problems when other speakers were in the meeting, but only a few of
them had bad-quality sound without delays. Having no delays eliminated other possible
causes, such as connectivity issues.
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It means that these problems can be due to a wrong choice of
microphones, headphones, headsets, or, if it comes from an

interpreter’s side, interpreting equipment.

Solutions

1. Testing your equipment before the event. Check your sound by recording a snippet
using your microphone. Make sure that you can hear a crystal clear sound through
your headset. If any problems occur during the test, try unplugging your headset and
plugging it back in.

2. Identifying the source of the problem. If everyone except you can experience an
issue, it is probably coming from your side. In any other case, if everyone is hearing
unwanted noise, muting all participants could help. The next step is to unmute them
one by one, but it only works in small groups. It is crucial to identify where the
problem comes from, as it could ruin the experience for everyone.

3. Using some equipment is better than using no equipment. Some users might have
to connect from different places (e.g., not their usual workplace), but having
headphones by one’s side could eliminate such problems as echoes.

4. Equipment has to be up-to-date. Sometimes, new computers have better quality
built-in microphones than the ones customers bought years ago. In this case, asking
the meeting moderator which one sounds better could help. However, we strongly
recommend using an up-to-date headset – this is the only way to ensure the best
experience for both interpreters and participants.

5. Choosing the right equipment. If you spend a lot of time in virtual meetings or work
in a virtual environment, investing in a high-quality headset could solve many
problems. Complete equipment sets are a must for interpreters. At Interactio, we
have previously written a guide that overviews all the equipment pieces required for
interpreters, so make sure to check it out if it applies to you.
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Internet connection issues

We have observed a few similar aspects in all of the complaints in this sub-cluster. People
either experience delays in transmission during some talks or unexpected loss of sound,
which makes the audio irregular. As we mentioned before, some of the users observed
non-synchronized sound and video.

Causes

The cause for this problem is quite apparent – a lousy internet connection. In some cases,
the participants were connecting from far-away intercontinental places. Additionally,
connections from some specific countries were prolonged.

Besides that, a bad internet connection might occur due to a wrong choice between
connection types: mobile, Wi-Fi, or wired.

Some participants might have used a mobile internet, which causes
the most problems and is the least stable.

Solutions

1. If possible, use cable internet. We highly recommend a wired internet connection
due to several reasons. If many people are connected to the same Wi-Fi, it can
reduce the speed of the wireless connection. Using the public internet is also neither
safe nor convenient. A cable connection is unique and built for one device
specifically.

2. Choose a better internet connection provider. This might be the only solution if the
internet connection is constantly causing problems: while browsing the internet and
doing other daily activities on your device.
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Participant’s environment issues

During the analysis of sound complaints, we have observed some issues that differ from the
ones that start from hardware problems or internet connection. There is always a human
factor that is highly dependent on our environment and surroundings.

Static sound, humming, or sound interruptions might happen because of external factors.
Choosing the proper workspace is crucial. For example, on-site interpreters work in
interpreting booths. They are soundproof, thus shielding the work environment from
external noise. Besides, ISO standards apply to them, ensuring the highest quality of
interpretation, including sound receiving and transmission.

Below are some examples of what could cause a bad auditory experience.

Causes

In 2021, hybrid meetings became standard practice for many businesses and institutions.
However, it separates two audiences: on-site and remote participants. This situation leads
to variations between these two audiences. From our experience, the muffled sound
sometimes comes from wearing a mask, which is usually a requirement for on-site
participants due to the COVID�19 pandemic.

Other than that, some participants often cause bad sound delivery by
working in open spaces where other people are prominent.

Solutions

1. Inform colleagues that you’re in a meeting. It is very apparent if other people enter
the room. They usually start talking, and participants switch their microphones on
and off. It can cause triggering sounds. We have to transform on-site work ethics into
our personal space, and other meeting participants will appreciate the ones who are
following etiquette rules.
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2. Get to know the alternatives for COVID�19 regulations, such as the requirement to
wear face masks. Sometimes, if you’re practicing social distancing, you might take
your face mask off. Ensuring ventilation for on-site participants is also crucial. If
you’re wearing a mask, make sure that you are not constantly trying to touch or move
it as it creates a sound too. Choosing a face mask that fits you could help as well.

3. Ensure a separate workspace. Even if it is comfortable to work from any place at
your home, having a separate workroom can improve the experience for both the
participants and organizers.

Participant’s behavior issues

Current and previous subclusters overlap. However, in this case, simple changes in behavior
can change the whole situation.

Causes

Participants can cause lousy sound quality or worse auditory experience if they speak too
fast. It might not particularly impact sound quality, but it definitely adds to the overall
experience.

We still observe participants checking in from moving cars,
forgetting to turn their microphones off after finishing their speech
or simply never muting themselves. These are all behavioral causes,

and remote moderators can help fix the issue in a few ways.

Solutions

1. Meeting organizers should provide general meeting rules before the event. Such a
gesture could set a common ground for all participants and organizers. As mentioned
before – don’t forget to implement a meeting etiquette.
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2. If there’s a meeting moderator, they can interfere with solving the problem. In some
of the meetings, participants could hear such things as background noise or
background breathing. Asking participants to mute themselves or muting them on
your own can quickly eliminate the background noise.

Platform-side issues

This section is intended to help RSI providers improve their service by understanding the
main issues from the platform side. It has only been a few years since remote conferencing
became a new normal. It means that no platform is perfect, and some issues may occur due
to bugs, product imperfections, and other similar aspects.

There are two main categories of the issues occurring on the platform’s side:

For some of the issues that come from the platform side, identifying the cause might be
difficult. In those cases, we offer solutions that might require additional software to work.

Varying sound levels

Interestingly, many sound complaints were related to varying sound levels. It was apparent
that, usually, remote speakers have a much louder sound than on-site speakers. Some
other examples of this issue came from the interpreter’s side: there are volume variations
between different booths.

Causes

The platforms receive different inputs and make the sound different in hybrid meetings.

Some platforms might use incorrect sound processing algorithms or
have flaws in their internal volume mixers.
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Solutions

1. Modifying volume levels manually. If the problem is not very common, modifying the
speakers’ volume manually can help improve customer satisfaction.

2. Modifying volume levels using the software. Implementing algorithms that could set
the average sound levels and make them seem similar between different channels.
Such tools exist in audio editing software, and developers might use them as an
inspiration for alternatives in video-conferencing platforms. Digital sound processing
might help, but we will discuss that in a further section.

3. Doing a soundcheck before the meeting. It is usually a mandatory practice when
technicians are supporting the event, but some people want to skip it. Skipping the
soundcheck results in big variances in audio levels.

Sound processing issues

Sound processing can change your audio quality and alter it in many ways. Sound
processing might reduce echoes, remove background noise, and even fix audio and video
delays depending on the situation.

However, not all video-conferencing platforms use this technology. We have previously
mentioned varying sound levels, which could also be due to a lack of sound processing. By
using additional software, there is a way to fix this problem.

On the other hand, the lack of sound processing or misusing this technology can cause
many problems. If everyone in a particular meeting has low sound quality and is hearing
continuous jittering, noise, and any other kind of distortion, there is a high chance that the
platform lacks digital sound processing.

Sometimes, industry experts name this technology digital sound processing �DSP�. But take
this note: sound processing is not encouraged by everyone, and it is still yet to be decided
whether it is beneficial for everyone.

There is a possibility that sound processing could be detrimental to
sound quality. On the other hand, World Health Organization actually

recommends its use. This clearly shows that there is some research
lacking on this issue.
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Solutions

1. Try using hardware with sound processing. When choosing hardware for
video-conferencing, check if it has sound processing. Currently, headphones with
noise reduction technology are top-rated, and this technology is recommended by
WHO. Check if it works for you and makes your sound quality better.

2. Implementing digital sound processing in existing software. DSP could be the next
step for video-conferencing platforms. Time is needed to produce efficient tools that
will solve all problems, but it can already fix separate sound issues, so make use of it.

3. We remind you once again that you need to use this kind of technology very carefully.
While it might make you sound better for some people, it is very unlikely that the
sound perception will be universal for all the participants.
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Finishing words

Let’s be honest – none of the platforms, including ours, are perfect. We hope that in
collaboration with our customers, we can improve the remote conferencing experience for
each user: whether you’re a speaker, listener, or interpreter.

We know that remote conferencing will stay in a global environment, and we will expand by
providing the solutions our customers need.

We have focused on sound complaints this time, but it is up to you to decide what comes
next. Thoughtfully analyzing customers’ feedback is just the first step we are taking. It’s
time to go on this journey, so let’s step into the crystal clear sound world together!
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