
Accessing IT Support From Home 
A Guide for Pupils and Parents 

 

Introduction 

While the physical school buildings are closed and you are accessing learning activities remotely, there may be times 

when you need different types of support for the IT hardware, software and services that are helping you learn. This 

document aims to describe how to access that help, what types of help you can expect and how we can 

communicate safely and effectively to help you make the most of the IT available to you. 

What types of help can we provide? 
The type of help that we can provide will be limited, however, we can try to help you with issues that are directly 

affecting your ability to use IT for the learning activities that you have been set by your teacher. These could be 

based around accessing and using Office365, an internet-based subject resource, Planet eStream, Classlink, or one of 

the other web-based applications used by the school. 

What can’t we help with? 

There are certain things for which we cannot provide help. These include, but are not limited to, hardware issues 

with peripherals, your home computer or laptop (you should contact your supplier to deal with these issues), 

software and online services that you have purchased yourself, your internet connection or home network, and 

malware protection. 

What checks can I do before contacting IT support? 

There are a number of checks that you can carry out in the first instance to see whether you can resolve the issue 

first, before contacting IT support. Details of the checks you can run through can be found at the end of this 

document. 

How can I access help with an IT issue? 
If you have an IT issue please email itRemoteSupport@warwickschools.co.uk and provide as much detail as possible 

about your issue, as explained below. 

When can I access help with an IT Issue? 

The Foundation IT Team will monitor requests for help each weekday between the 8.00am in the morning and 

4.00pm in the afternoon. 

What information do I need to provide to the IT Support System? 

It is important that you provide as much detail as possible about the issue you have, this should include, wherever 

possible, a screenshot of the issue, any error messages that appear, your school email address and information 

about the device you are using. 

How do I create a screenshot? 
How to create a screenshot on Windows 

The Print Screen button on your keyboard can take a screenshot and save it as a file. 

How to create a screenshot on MacOS web link 

To capture the entire screen, press Command-Shift-3. The screen shot will be automatically saved as a PNG file on 

your desktop with the filename starting with “Picture” followed by a number, for example Picture 1, Picture 2, and 

so on. 

How to create a screenshot on IOS 

Press and hold the Power Button and the Home Button at the same time. The screen will flash and the screenshot 

will be stored in your camera roll. 
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What will happen once I have asked for help? 

Once you have logged your issue on the IT Support System the IT Team will review it and if it is something we can 

support, we will prioritise it. We will then contact you through your school email address and confirm whether we 

can provide support or not.  

If we can provide support, we will contact you through your school email address either telling you that the issue has 

been resolved or explaining the next steps in resolving your issue. If we need to discuss the issue with you, we will do 

it through Microsoft Teams. 

Our aim is to try and resolve any issue as quickly as possible, but we cannot promise any timescales for resolution. 

What we can promise is that we will keep you regularly informed about the progress of resolving your issue. 

Troubleshooting – things to try first 
 

 

 


