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Troubleshooting Guide for 
Printers 
STEP-BY-STEP SUPPORT PROCESS FOR DESKTOP SUPPORT TECHNICIANS 
(TIER 1 HELPDESK) 

TEBOGO MATSEDING 



Identify the Printer Issue 

Check Physical Connections and Power 

Verify Printer Status and Error Lights 

Confirm Network or USB Connectivity 

Test with a Different Application or File 

Check Printer Queue and Clear Stuck Jobs 

Verify Printer Drivers and Software 

Perform a Test Print and Check Printer Settings 

Restart Printer and Workstation 

Escalate the Issue or Contact Vendor Support 

 

 

 

 

 

 

 

 

 

 



Identify the Printer Issue 

Start by asking the user what exactly is happening. Common issues include: 

• Printer not responding at all. 

• Printing but with poor quality (streaks, faded ink). 

• Print jobs stuck in queue. 

• Error messages on screen or printer panel. 

 

In Tier 1 support, asking the right questions is essential. It not only helps with 

troubleshooting but also builds a skill you’ll use for every IT issue, not just printers. 

The way you ask questions can save time for both you and the user, and it shows 

them you’re paying attention to their problem. 

 

 

 

 

 

 

 

 

Check Physical Connections and Power 

• Ensure the printer is plugged into a working power outlet. 

• Confirm that power cables are secure. 

• Verify that the printer is switched on and shows normal startup behavior (lights, 

screen display, etc.). 

• If it’s a shared printer, check if others can power it on successfully. 

Don’t underestimate this step many issues are resolved by fixing a loose cable or 

making sure the printer is simply turned on 

 

 

Tier 1 tip 

You’d be surprised how many tickets are 

just a loose cable or a switched-off printer. 



Verify Printer Status and Error Lights 

• Look at the printer’s display panel or indicator lights. 

• Check for error messages such as “Paper Jam,” “Low Ink/Toner,” or “Out of Paper.” 

• Resolve obvious physical issues first (refill paper, replace toner/ink, clear jams). 

Tier 1 tip: You’d be surprised how many tickets are just a loose cable or a 

switched-off printer. 

 

 

 

 

 

 

 

Confirm Network or USB Connectivity 

• If connected via USB, make sure the cable is firmly attached to both the PC and 

printer. Test with another USB port if necessary. 

• If networked, check that the Ethernet cable or Wi-Fi connection is active. 

• Ping the printer’s IP address from the workstation to confirm network reachability. 

Tier 1 tip: Many “offline printer” problems are just connection issues. 

 

 

 

 

 

 

 

 

 

 



Test with a Different Application or File 

• Try printing from another program (e.g., print a test page from Notepad). 

• If the problem only happens in one application, it may be an application-specific 

issue, not the printer itself. 

Tier 1 tip: This prevents you from wasting time troubleshooting the wrong thing. 

 

 

 

 

 

 

 

 

Check Printer Queue and Clear Stuck Jobs 

• On Windows, open Devices and Printers or Printers & Scanners, then select the 

printer. 

• Check the print queue for stuck jobs. 

• Cancel or clear all print jobs if one is preventing others from processing. 

Tier 1 tip: Clearing a jammed queue can fix most “printer not working” calls. 

 

 

 

 

 

 

 

 

 

 

 



Verify Printer Drivers and Software 

• Ensure the correct printer driver is installed. 

• If outdated or corrupted, reinstall or update the driver. 

• Check that the workstation is set to the correct default printer. 

Tier 1 tip: Wrong or outdated drivers = endless headaches 

 

 

 

 

 

 

 

 

Perform a Test Print and Check Printer Settings 

• Print a test page directly from the printer settings (this bypasses applications). 

• Confirm that the paper size, orientation, and quality settings are correct. 

• If available, print a configuration or diagnostic page from the printer itself. 

Tier 1 tip: A test print helps you confirm if the issue is with the printer itself or the computer 

setup 

 

 

 

 

 

 

 

 

 



Restart Printer and Workstation 

• Power cycle the printer (turn it off, wait 30 seconds, turn it back on). 

• Restart the workstation. 

• Test printing again after both devices restart. 

Tier 1 tip: Simple restarts solve more problems than you think 

 

 

 

 

 

 

 

 

 

 

 

Escalate the Issue or Contact Vendor Support 

If the issue persists after all steps: 

• Document what you’ve tried so far. 

• Escalate to a higher-level technician if the problem seems hardware-related (e.g., 

fuser failure, mechanical issues). 

• Contact vendor support if the printer is under warranty or requires specialized 

service. 

Tier 1 tip: Your role is to handle the common, simple issues. Once you’ve done your 

checklist, escalate with good notes so others don’t repeat your work. 
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