
Anders Persson (Zoom) 

Dec 16, 2022, 02:28 PST 

Hello Carolyn, 

  

Thank you for your patience in regards to this issue. We have been checking the matter further with our internal 

engineers and we can confirm the following: 

  

 

• We took a look at the internal web logs for this meeting, and we can see that the manual captions are 

being sent to the meeting immediately (within milliseconds) of the server receiving them. This means 

that the bottleneck here is the send rate of the 3rd party captioning service.  

  

• To that end - From the web logs, we can see a consistent 4 second period between receiving each set 

of captions, which leads us to believe this may be due to some sort of configuration on StreamText like 

I mentioned earlier. Furthermore, on the recording, we can see ~4 seconds (with next to no variance) 

elapsing between each “burst” of captions that shows on the recording, which would line up with 

exactly what our logs are saying. 

  

In conclusion, this does not appear to be an issue with our service, as the web logs corroborate the finding that we 

are immediately sending the captions that we receive from the 3rd party captioning service directly to the meeting. 

Rather, the root cause appears to be related to the fact that we are receiving captions every 4 seconds from the 3rd 

party captioning service. 

 

Suggested Next Steps: From the recording, it appears that the streamtext API is being used. We would recommend 

that the configurations for that are reviewed as per our latest email. So it would be to check if they are possibly 

making use of streamtext as per this article Zoom caption support in 

StreamText.net ? Or if it is set up in some different manner? If applicable, could they please refer to the article and 

https://streamtext.zendesk.com/hc/en-us/articles/115003258163-Zoom-caption-support-in-StreamText-net
https://streamtext.zendesk.com/hc/en-us/articles/115003258163-Zoom-caption-support-in-StreamText-net
https://streamtext.zendesk.com/hc/en-us/articles/115003258163-Zoom-caption-support-in-StreamText-net


the various settings? Specifically the Send on timer/Send on line count, as well as streamtext’s recommendations 

for “If you want captions to appear quickly”. 

  

I hope this clarifies the matter further. Please do not hesitate to let us know if it doesn't.  

  

As a last note, I wanted to let you know that I will be going on leave until the 9th of January starting Monday. I will 

however ask my colleagues to kindly have a look at this case whilst I'm gone as I understand that it is of importance 

to you. I hope that we can get to the bottom of this as soon as possible so that you can have a fully functionable 

experience with the Zoom meetings again! 

  

Thank you for your time and I wish you happy holidays! 

  

Kind regards, 

  

  

Anders Persson 

IT Support engineer 

Zoom Video Communications 

 




