
Students'	Troubleshooting	Guide

Do	you	have	access	
to	a	PC	or	laptop	

at	home?

We	may	be	able	to	loan	you	a	
laptop	with	free	internet	access.

You	must	meet	the	criteria	-	ask
parents	to	email	the	House	Office.

There	is	support	available.	Ask	your
parent	to	contact	your	House	Office.

See	the	contact	list	below.

NO

Do	you	have
Internet	access	

at	home?

YES

There	is	support	available.	Ask	your
parent	to	contact	your	House	Office.

See	the	contact	list	below.

We	may	be	able	to	loan	you	a	
WiFi	dongle	with	free	
internet	access.

NO

Do	you	know	
your	username?

YES

Usernames	are	in	the	format:
[year	joined]+[surname]+

[first_initial]@mosslands.co.uk

e.g.	20bloggsj@mosslands.co.uk

NO

Do	you	know	
your	password?

YES

You	will	need	to	ask
ICT	Support	for	a	password	reset

See	the	contact	list	below.

NO

Can	you
access	all	of	your	
online	classes?

YES

All	Google	Classroom	codes	are	
on	the	Remote	Learning	section	

of	the	school	website.

NO
If	you	are	copying	and

pasting	codes	from	the	website,
please	check	that	the	code	has

copied	correctly

The	House	Office	can	provide	you
with	a	list	of	your	class	codes.

See	the	contact	list	below.

Are	you	having	
issues	accessing	a
document(s)?

YES

Q:	Did	you	Turn	In	your	work	by
mistake?

A:	Please	return	to	the	assignment
and	click	Unsubmit

YES
Q:	Is	your	work	available	but	cannot

be	edited	(Read-Only)

A:	Ask	parents	to	email	the	House
Office.	See	the	contact	list	below.

Are	you	
isolating	and	there's	no	

new	work	online

If	you	still	cannot	access	Google
Classroom	using	your	username	ask
parents	to	contact	ICT	Support.

See	the	contact	list	below.

Teachers	will	be	uploading	
classwork	regularly	

(this	may	not	always	mirror	the
timings	of	the	school	day)

NO

Any	other	
technical	issue?

Most	technical	issues	are	usually
resolved	by	logging	out	of	Google,
closing	the	browser	and	then	

logging	back	in.

The	Remote	Learning	section	of	the
school	website	contains	links	to
additional	resources	you	can	use.

NO

YES

YES

NO

Contact	the	House	Office	
for	any	other	help.

	See	the	contact	list	below.

For	any	other	technical	issues,	ask
your	parent	to	contact	ICT	support.

See	the	contact	list	below.

House	Office	Contacts
faraday@mosslands.wirral.sch.uk,
grenfell@mosslands.wirral.sch.uk,
ruskin@mosslands.wirral.sch.uk

ICT	Support
ictsupport@mosslands.wirral.sch.uk

If	this	does	not	work,	
try	to	restart	your	computer.

It	is	recommended	that	you	use	the
Chrome	browser	when	
using	Google	Classroom.

If	you	have	a	mobile	phone	see
the	How	to	access	work	via	a

smartphone	guide

If	this	is	concerning	you,	ask	parents
to	contact	the	House	Office.

See	the	contact	list	below.

Use	the	private	comments	in	your	assignments	to	
contact	your	teacher	so	that	they	can	
try	to	resolve	any	issues	you	may	have.

Teachers	receive	email	notifications	of	any	comments	you	make	
and	can	respond	within	an	acceptable	timeframe.


