
Hardware issues



This Power Point will have some instructions on how to 
solve issues with your work devices (mouse, keyboards, 
etc)
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Broken / Damaged Screen

Normally this situation happens when the new hires take their 
computers home.

Maybe during the trip the computer gets damaged or there are 
some issues with the cable connectivity once they are working at 
home.

Agents should do the following before contacting the line or opening a 
ticket:
- Check if he cables are properly connected;

- Swap the cables in both screens (VGA, DVI or HDMI;
- Touch the power button to double check;
- See if the power cables are well attached to the back of the computer



Broken / Damaged Mouse

We can have situations where the mouse of our computer stops 
working properly.

When this happens:
- Make sure you verify the cable connection;
- Swap the USB ports with the ports of any other working devices. 

Just to confirm if the problem is with the port and not with the 
mouse;

- If you have a personal computer, also test the mouse there.

If by any chance the mouse is damaged (broken buttons, worn out 
cables, etc…), please take a picture and attach it to a ticket so this can 
be confirmed and you can swap it for a functional one.



Broken / Damaged Keyboard

One thing that also needs our attention is the 
keyboard.

Not only we need to be careful when cleaning, but also 
when we’re drinking near it. We don’t want any drinks 
spilled on top of it.

Also check if the cable is worn out or swap the USB 
ports with those of the functioning devices to confirm 
if this is a connection issue or a port malfunction.

If by any chance the mouse is damaged (broken 
buttons, worn out cables, etc…), please take a picture 
and attach it to a ticket so this can be confirmed and 
you can swap it for a functional one.



Broken / Damaged Headsets
As we mentioned on the previous slide, there needs to be 
an extra amount of carefulness when handling your work 
materials.

When you finish using your headset at the end of the day, 
make sure you put it on top of the screen, by the 
adjustable head band.

If you any problems, regarding the sound of the calls, 
check first if the issue is with the cables. Look for any signs 
of:

- Visible wires;
- Worn out isolating cable;
- Loose adapter, USB entry or cables;
- Try all the USB ports in order to test the headsets.

Should you open a ticket about this problem, please take 
a picture of the issue and attach it to the ticket.


