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Top 10 Petcube Play Troubleshooting Solutions

@ LED remains solid yellow and doesn’t blink green

If the LED indicator on your Petcube Play stays solid yellow for more than a few
minutes after you power it up, please perform a factory reset on your device.

To do so, use the reset pin that came with your Petcube Play, locate the small hole
on the bottom of your Petcube Play, insert the reset pin, and hold it down for 8
seconds until Petcube Play makes a sound. Release it and wait until the camera
boots up and starts blinking green. Then, open the Petcube App, go to the 'Home’
tab, select 'connect your device' and follow the steps on the screen.

@ Petcube Play cannot be found by setup

If you are having a problem setting up your Petcube Play via Bluetooth, there’s an
alternative setup approach that you can try.

Turn your Petcube Play off and back on. Start the setup process again. When you
power on your camera, the LED indicator will glow solid yellow for up to a minute
(although it may look light green), so wait at least 1 minute until it starts blinking
green. If it doesn’t start blinking, use the reset pin that came with your Petcube
Play, locate a small hole on the bottom of your Petcube Play, insert the reset pin
into it and hold it down for 3 seconds until it changes to green.

If you’re using an iOS device:

Open the Petcube App, go to the 'Home' tab and select 'connect your device'.
Select Petcube Camera from the list of options instead of Petcube Play. Follow the
steps on the screen. On Step 3, open 'Settings’ on your phone, go to "Wi-Fi
settings’, connect to Petcube Play Wi-Fi and return to the Petcube App.



Wait for the app to exchange data with the Petcube and scan for available Wi-Fi
networks, then select your home Wi-Fi network from the list, put in your network
password and hit 'Join’. If you don’t see your home network on the list or if you're
using a hidden network, connect to your home Wi-Fi by entering the name of your
network and password manually and then hit 'Join’ (keep in mind that it is case
sensitive). Once the LED light on your Petcube Play changes to solid white, you are
ready to play..

If you're using an Android device:

Open 'Settings’ on your phone and temporarily disable cellular data (mobile data)
so that you are only using Wi-Fi during setup. Open the Petcube App, go to the
'Home' tab and select 'connect your device’, then tap and hold down your finger on
the Petcube Play icon on the next step for about 10-15 seconds until it takes you to
the next step (Mmake sure you don’t move your finger while you’re holding it down).
Now, slide left to step 2 in the Petcube App and make sure the light on the camera
is blinking green. Slide left again to Step 3 in the Petcube App and press 'Connect
to Petcube network'.

Wait for the app to exchange data with the Petcube Play and scan for available
Wi-Fi networks, then select your home Wi-Fi network from the list, put in your
network password and hit ‘Connect’. If you don't see your home network on the list
or if you're using a hidden network, connect to your home Wi-Fi by pressing
'Connect manually’, then enter your network name and password and hit 'Connect’
(keep in mind that it is case sensitive). Once the LED light on your Petcube Play
changes to solid white, you are ready to play. If you are still having issues with
setup, try to perform a factory reset on your device by following the steps listed
under Question 1 above.

@ ‘Oh bummer’ setup error
If during setup you're getting an 'Oh Bummer’ error message, turn your Petcube
Play off and back on, wait up to 1 minute until it boots up and starts blinking and

start the setup process over again.

If you are still having issues with setup, try to perform a factory reset on your
device by following the steps listed under Question 1 above.

@ Petcube Play is blinking yellow and doesn’t turn white after setup

This may occur if you have entered an incorrect password for your home Wi-Fi



network during registration. To change it, open the Petcube App, go to the 'Home'
tab, select 'Settings’, then '"Wi-Fi'. Power on your Petcube Play, wait 1 minute until it
starts, use the reset pin that came with your Petcube Play, locate the small hole on
the bottom of your camera, insert the reset pin into it, hold it down for 3 seconds
until the light turns green and then follow the steps on your screen.

If that doesn’t help, below are a few other possible reasons this could be
happening:

1. You are using a FIOS or Xfinity router or your router might be setup to transmit in
WEP encryption mode, which is not supported by Petcube due to security reasons.
Petcube Play works with newer WPA/WPA2 encryption technology that aims to
provide stronger wireless data encryption than WEP. We recommend changing
your security encryption to WPA/WPA2, which won't require you to reconnect the
devices back to the network or change your password. To access your router
settings, you may either call your ISP or look at the bottom of your router, it usually
has the login and password for the router settings or call Petcube Customer Care
for assistance at 1-844-747-2823 (toll-free within US and Canada).

2. Your router may have some security settings such as a firewall or MAC address
filtering that don't allow Petcube Play to connect to the Internet. Call your ISP or
reach out to Petcube Customer Care for assistance.

3. You have a WPS pin on your router, which works like a secondary Wi-Fi password
that is not supported by Petcube due to security reasons as it is considered to be

a vulnerability on the network. You may call your ISP or reach out to Petcube
Customer Care to resolve this issue.

@ Petcube Play is pulsing orange and doesn’t turn white after setup

A flashing orange LED light normally means that the device was connected to your
wi-fi router, but the router doesn't allow it to connect to the Internet. This can be
because of certain security settings on your router, such as firewall or MAC address
filtering. Call your ISP or contact Petcube Customer Care for assistance.

@ Laser movements are not accurate

To get the most out of laser games with your pet, we recommend calibrating the
laser after setting up your camera. Go to the camera’s Settings menu in the app,
look for Calibration and follow the steps on the screen. If the laser still doesn’t



perform well, contact Petcube Customer Care to see whether your Petcube Play
requires a firmware update.

@ Poor video quality or poor network conditions

Like with most video streaming services and products, video quality is often
affected by router performance and/or your Internet connection. This can be
improved if you place Petcube Play closer to your home Wi-Fi router or by
arranging it so there aren’t any obstacles between it and your router (i.e. walls,
floors, etc.).

Petcube Play also requires at least a 1 Mbps Internet connection upload and
download speed (2 Mbps is recommended). If your Internet connection speed is
less than 1 Mbps, we recommend upgrading for the best experience and highest
video gquality. To check your Internet speed, we recommend performing a free
online speed test. If you are not getting the full speed you subscribed for, contact
your Internet Service Provider.

Petcube Play is ‘disconnected’ or ‘online’ but you can’t play with it

If your Petcube Play is online on the Petcube App, but you are unable to connect to
it, try switching to a different wi-fi network on your phone or use mobile data. If
you are still unable to play with your device, contact Petcube Customer Care.

@ Petcube Play has been blinking orange rapidly for over 10 minutes

If your Petcube Play suddenly went offline and the LED light has been blinking
orange rapidly, it means that your Petcube is receiving a firmware update. This
process normally takes about 5 minutes. However, if the LED light status keeps
blinking orange for over 10 minutes, contact Petcube Customer Care.

There is an echo when using 2-way audio

You may experience an echo while using 2-way audio if you are in the same room
as Petcube Play. This is why we recommend using the 2-way audio feature only
when you’re away from home. However, if you experience an echo when you are
away from the camera, we recommend adjusting the volume level on Petcube Play.
To do so, open the Petcube App on your phone, go to the Home tab, select



Settings, look for the Volume level under Alert at the call start option and set it to
70% instead of 100%.
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