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Provide Stephanie (Pearson Technical support) the following information for support.

1. URL of the error where the students are getting the error. 
2. Specific steps on how they are able to get the error. 
3. Diagnostics of at least 1 affected student. Please follow these steps to obtain a text copy of a student's diagnostics on your Blackboard account or you may also ask them to generate the diagnostics on their end by providing the link below:

Go to Course Tools > Pearson's MyLab & Mastering > Roster Information
Hover over the Students Name > Click View Diagnostics > Export

https://help.pearsoncmg.com/integration/cg/student/content/diagnostics.htm 

Pearson Technical Support:
1. Tech Support
1. Pearson System Status 

We recommend Chrome as browser.  
  
1.  Most error messages will clear up once you follow all of these steps.  Log out of all open applications on the computer you are using (your school websites, any Pearson accounts, Canvas/BB/D2L,/Moodle, etc).  Don't just close the applications, but make sure you are fully logged out first.  
2.  Select a browser below to delete cached files (a.k.a., clear your cache) and cookies.  Click on one of the links below to see instructions.  
· Chrome: Delete Cached Files and Cookies  
· Safari: Delete Cached Files and Cookies  
· Firefox: Delete Cached Files and Cookies  
· Edge: Delete Cached Files and Cookies  
3.  Update your browser settings.  Click on one of the links below to see instructions.  
· Chrome: Recommended Settings  
· Safari: Recommended Settings  
· Firefox: Recommended Settings  
· Edge: Recommended Settings  
4.  Turn off pop up blockers.    Click on one of the links below to see instructions  
· Chrome: Turn Off Pop-Up Blockers  
· Safari: Turn Off Pop-Up Blockers  
· Firefox: Turn Off Pop-Up Blockers  
· Edge: Turn Off Pop-Up Blockers  

5.  Restart your computer.  
6.  Then, follow the exact instructions that your instructor gave you.  
If the above does not work, then please fill out a tech support ticket here https://support.pearson.com/getsupport/s/contactsupport and send the support ticket number to the bookstore immediately and to me. If the issue with Pearson Tech support is not solved in 24 hours, please reach out to me. 
 
 
 
 
 

image1.png
@ Pearson+

Reimagined learning,
designed for your students

g





