Technical Support

Technical Support Definition

Technical support is a service designed to aid users of technology products
such as computers, software, hardware, and electronic systems. The primary
objectives include troubleshooting issues, providing guidance on product usage,
performing repairs, and ensuring the optimal functionality of technology. This
service can be delivered through multiple channels, including phone, email, online
chat, or in-person interactions.

Technical support is not just about solving problems; it is about educating
users and empowering them to utilize technology efficiently. Historically, tech
support evolved from basic customer service roles to specialized positions requiring
in-depth technical knowledge. Today, tech support is a sophisticated service

integrating various communication technologies to provide real-time assistance.
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Levels of Technical Support

Technical support is usually divided into levels to deal with different kinds of user problems. Each

level handles certain issues, and more difficult problems are passed to higher support levels.

Level 1 Technical Support
Level 1 is the first support level users
contact. Support staff answer simple
questions, fix basic problems, and help people
use the product. Their main goal is to solve
common issues quickly, often by following
ready-made instructions or scripts.

Level 2 Technical Support

At this level, support representatives
tackle more complex issues that require a
deeper understanding of the product and its
functions. These technicians assist Level 1
personnel by validating problems and
exploring known solutions for more
complicated issues. They may also perform
diagnostic tests and utilize remote tools to
resolve issues.

Level 3 Technical Support

This advanced level of support is
provided by experts or developers who
possess in-depth knowledge of the product.
Level 3 technicians handle the most
challenging problems, often involving software
bugs or system failures. They are responsible
for researching and developing solutions for
new or unknown issues, sometimes involving
deep system checks and working together with
product development teams.

Level 4 Technical Support
Level 4 support usually means getting
help from outside experts or vendors. This
level is used when a problem needs special
knowledge or tools that the company's own
support team does nat have.
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Types of Technical Support

Technical support can be categorized
based on the nature of the technology
involved. Each type addresses specific
aspects of technology and requires
different expertise.

Hardware Support
This type of support focuses on physical
devices like computers, printers, and
scanners. Technicians in this field resolve
issues related to hardware components,
such as malfunctions or installation
problems.

Software Support
Software support deals with applications
and programs. Technicians address
issues such as software installation
failures, bugs, or user interface problems,
ensuring that applications run smoothly.

Network Support
Network support involves resolving issues
with network infrastructure, including
routers, switches, and firewalls. This
support ensures that users have reliable
and secure network connectivity.

Security Support
Security support focuses on protecting
systems and networks from external
threats. Technicians in this area
manage antivirus software, firewalls,
and intrusion detection systems to
maintain system security.

coLIVEWORKSHEETS



https://quizlet.com/ua/1109969978/unit-71-technical-support-flash-

cards/?funnelUUID=63771e7c-035b-46a3-914f-994b50be48af

Technical Terms from the Text

® General Terms

technical support
service

technology products
electronic systems

& Processes / Actions

troubleshooting

provide guidance
perform repairs

ensure functionality
escalate 1ssues

validate problems
explore solutions
perform diagnostic tests
utilize remote tools

research and develop solutions

deep system checks

€ Tools / Resources

ready-made instructions / scripts
external specialists / vendors

product development teams
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SURNAME NAME GROUP

Task 1. Read the statements and decide if they are True (T) or False (F).

1. Technical support only deals with repairing broken hardware.

B

e

Technical support can be provided through phone, email, chat, or face-to-face
communication.

Level 1 support usually handles the most difficult technical problems.

Level 3 technicians often work on software bugs and system failures.

Level 4 support always belongs to the company’s internal support team.
Network support focuses on keeping connections stable and secure.

Task 2. Match each term from the left with the correct definition on the right.

Term Definition
1. technical support A. Tools, guides, or instructions used by support
staff
2. troubleshooting B. Experts from outside the company
3. ready-made instructions /

scripts

C. Examining a system to find and fix problems

4. perform diagnostic tests

D. Following prepared steps to solve common

problems
5. external specialists / vendors E. Tests to identify technical issues
6. escalate 1ssues F. Send problems to a higher level of support

7. research and develop solutions | G. Help provided to users of technology products

8. deep system checks

H. Study and create answers for new or unknown
problems

Task 3. Complete the sentences using words from the box.

explore solutions, technical support, validate problems, product development teams,
perform repairs, ensure functionality, utilize remote tools, provide guidance

ST e b B

Level | staff advise users and on how to use a product.

Level 2 technicians problems reported by Level 1 staff.

When a machine stops working, support staff may need to to fix it.
The main goal of technical support is to of technology.

Level 3 experts sometimes need to unknown issues.

Specialists often to access the system from a distance.

Complex problems may require cooperation with
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8. Troubleshooting is an important part of

Task 4. Choose the correct answer:

1. Who is usually the first point of contact for users?
a) Level 3 technician
b) External specialists
c¢) Level 1 technical support
2. What is the purpose of “deep system checks”?
a) To write new scripts
b) To examine the system carefully to find problems
c) To escalate issues automatically
3. “Escalate issues” means:
a) Solve them immediately
b) Send them to a higher support level
c¢) Ignore the problem
4. “Utilize remote tools™ allows technicians to:
a) Fix problems without being on-site
b) Train users
¢) Perform hardware repairs manually
5. Who develops new solutions for unknown problems?
a) Level 1 support
b) End users
c¢) Product development teams or Level 3 technicians

Task 5. Complete the sentences using the correct form of the
word in brackets:

1. The technician was called to repairs the broken printer.
(PERFORMANCE)

2. It is important to problems before moving them to Level 3.
(VALIDATION)

3. The team will solutions for the new machine error. (RESEARCHER
AND DEVELOPER)

4. Users receive guidance from support staff on how to use new
software. (PROVIDER)

5. Technicians sometimes need to conduct system checks to find

hidden faults. (DEEPEN)
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Task 6. Match the first part with the correct second part to form
common phrases from technical support vocabulary:

First Part Second Part
1. technical a) solutions
2. perform b) new protocols
3. explore c) system checks
4. utilize d) support
5. ready-made e) remote tools
6. research and develop f) instructions / scripts

Task 7. Match the type of support with the correct description.

. Hardware support
. Software support
. Network support
. Security support

Onw»

1. O Protects systems from viruses, attacks, and unauthorized access
2. 0O Fixes problems with programs, applications, and interfaces
3. 0 Works with physical devices and equipment

4. [ Ensures stable and safe connections between systems

Task 8. Complete the text using suitable words from the unit.

Technical support is organized into 1) to handle different types of
problems. When a user contacts support, they usually start with 2) support.
If the problem cannot be solved, it is 3) to a higher level. More difficult
problems are handled by technicians with deeper 4) knowledge. The most
complex issues may require cooperation with product 5) teams or even
outside experts.
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