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One support document that will differ from the 
support that you would include in a face-to-face 
classroom, and that you may want to include in an 
online setting, is a resource to help your learners 
call for technical help.

As learners visit the online space on their own 
time, they may encounter unfamiliarity and even 
some technical problems with accessing the 
course space or some of its components. Unlike 
in a classroom where learners can raise their 
hands to ask a question and receive a solution 
right away, this type of immediate feedback 
from an instructor will likely not be possible in 
an online space. The best option for learners 
who require a solution to a technical problem 
will be the technical help services that many 
institutions have in place to support their learning 
management system or other platforms. 

While using language in an authentic experience, 
like calling technical support, can be a valuable 
learning opportunity, it can also be a frustrating 
experience for language learners. Your learners 
will benefit if you provide scaffolding to help them 
converse with technical support, and in turn, they 
will feel more confident about the online space 
and about learning a language through online 
learning.

On the next page is a text document that you 
can distribute to your learners to help them with 
calling technical support. This information is also 
presented in video.

Helping Learners Call Tech 
Support

“Your learners will benefit 
if you provide scaffolding 
to help them converse 
with technical support.”
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Calling Tech Support

At times you may need to call technical support to help you with technology used for learning. 
Describing technical problems in English can be challenging, but it is also a great opportunity to use 
and practice your language skills. Here are a few tips to help you when calling tech support. 

1. K N O W T H E P R O B L E M

Know the problem before you call. Practice how to describe the problem exactly, and write it down 
if you need to. 

2. S TAT E T H E P R O B L E M D I R E CT LY

Try to be concise and exact in stating the problem. Some expressions that may be useful are:
 ¢ I can’t…
 ¢ My computer won’t…

Examples: 
 ¢ I can’t log into my account.
 ¢ I can’t access the course material.
 ¢ My computer won’t let me download the assignment.

3. B E  AT YO U R S C R E E N 

If possible, have your computer screen open and at the point where you are experiencing 
problems. Often, technical support will be able to guide you through smaller problems as you talk. 
Also, they may ask you to take screenshots and send them by email. 

4. H AV E S M A L L D E TA I L S R E A DY

After you have stated the problem concisely, the tech support staff may ask you for additional 
details. How long has the problem been occurring? Has the problem ever happened before? Which 
browser are you using?

5. A S K TO S LO W D O W N O R R E P E AT

When needed, ask the tech support staff to slow down or to repeat what they have said. Tech 
support workers are not language teachers, and they may not have experience talking to language 
learners. It is your responsibility to ask them to slow down and repeat. Here are some phrases you 
can use:

 ¢ Sorry, could you please repeat that again?
 ¢ Could you please say that a bit slower? I’m having trouble keeping up.
 ¢ What does _______ mean? 
 ¢ What do you mean by _______?
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6. C L A R I F Y T H E N E X T S T E P S
At the end of the call, ask for clarification about the next steps. An excellent way to do this is to 
repeat back what you understand will happen next. For example:

 ¢ Ok, just to make sure I understand everything – you are going to send me an email, and then 
I should wait for 3 days.

 ¢ Then end by asking “Is this correct?”

Below is an example dialog betwen a tech support staff and a language learner. Read the dialog and 
listen to the audio provided.

Tech Support Staff (T): Tech Support. Can you please hold for a moment? *click*
Learner (L): Ok…uh…

T:  *click* Hi. Thanks for holding. What course are you calling about?

L:  Oh, I’m in the ESL200 course. My teacher is Jane.

T:  Jane? Ah, what’s her last name?

L:  Oh, sorry. It’s Smith.

T:  Ok. And what’s the problem?

L:  I’m logged into the course and my computer won’t download the course 
  assignments. I can’t access the course content.

T:  Ok. Let me look into that….ESL200, right?

L:  Yes.

T:  And you say that you are logged in?

L:  Yes, correct.

T:  What files are they?

L: Uh, I’m sorry could you say that a bit slower? I’m having trouble keeping up. English  
 isn’t my first language.

T:  Oh, right. Sorry. What type of files are the course assignments?

L: I think they’re PDF files. This is the first time this has happened to me before, I’ve 

  been able to download PDFs easily in the past, but not in this course.

T:  Ok. What happens when you try and download the PDF?

L: Nothing really. A banner comes across the top of my screen and just says “Error,  
 unable to download.”

T:  Ok. Are you at your computer now? Can you try right-clicking on the download file?

https://centre.bowvalleycollege.ca/elearningtoolkit/wp-content/uploads/2016/11/ETR5.tech_support_dialog.mp3
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L:  I’m sorry, could you say that again?

T:  Oh, sorry. Try right-clicking on the file.

L:  Ok. I right-clicked and there are a few options….

T:  Can you see where it says “Save as”?

L:  Yes.

T:  Ok. Try selecting “Save as” and save it to your computer. Then you can open the PDF  
 from your own computer.

L: Ok. One moment…Oh, hey, it worked. Thanks very much.

T: No problem. You should send an email to your instructor about this. Likely other  
 people have had the same problem. If you find any more problems, call us back.

L:  Ok. Thanks again. Oh, and just to make sure – when I need to download a file I  
 should right-click and use the “Save as” option?

T:  Yes, that’s right.

L:  And I should also let my instructor know about this problem? Can I have your name,  
 so I can let them know who to contact?

T:  Yeah, it would be best to send her a short email. I’m Dave. Is there anything else I  

 can help you with today?

L:  No, that’s great. Thank you for your help.

T:  Ok. Have a great day. Bye.

L:  Bye.


