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10+ things support techs say 
(and what they really mean) 

By Jeff Dray 

This list is based on the article "Unlock the hidden meanings in help desk language."

There are a number of key phrases used on a regular basis at help desks around the world. They sound harmless 
enough but often have hidden meanings, understood only by those who have been initiated into the black art of 
the help desk. In this listing of common phrases and their true meanings, I’m sure you’ll see some that you’ve 
heard before and some that you might have even used yourself. 

What we say What we mean 

"To tell you the truth/To be honest…" “I am about to heavily bend the truth.” 

"It would probably be best to re-install the 
software." 

“I don’t know how to fix this, nor does anyone else 
here. By the time we’ve worked out the solution, you 
could have re-installed the package a dozen times.” 

"Hmmm! That’s a good one!" “What the heck are you talking about?” 

"There must be some incompatibility problem." “I haven’t got a clue.” 

"I’ll check with my team leader." “He hasn’t got a clue either.” 

"We have passed the problem on to the 
developers." 

"Even they don’t have a clue.” 

"Let me just check with a colleague." “I’ll press the mute button now because I can’t stop 
laughing.” 

"What operating system are you running?" “Do you know what an operating system is?” 

"Are you getting a login error?"  “You’ve forgotten your password, haven’t you?” 

"Let’s check your system settings."  “I wasn’t listening the first time.” 

"I apologize unreservedly for my mistake." “Damn! I just broke the first help desk law!” 

"Let’s run through that procedure one more time 
and check the exact error message."  

“I need to play for time while I reboot my machine, 
swallow this huge lump of sandwich I just bit off, find 
the relevant help file, or finish making the tea.” 
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Additional resources 
• TechRepublic's Downloads RSS Feed  
• Sign up for TechRepublic's Downloads Weekly Update newsletter 
• Sign up for our Desktops NetNote 
• Check out all of TechRepublic's free newsletters 
• 10 ways to get your help desk ready to support a new rollout (TechRepublic download) 
• Ten good reasons not to provide free tech support (TechRepublic download) 
• 10 ways to seriously annoy your customers (TechRepublic download) 

Version history 
Version: 1.0 
Published: April 18, 2007 

Tell us what you think 

TechRepublic downloads are designed to help you get your job done as painlessly and effectively as possible. 
Because we're continually looking for ways to improve the usefulness of these tools, we need your feedback. 
Please take a minute to drop us a line and tell us how well this download worked for you and offer your 
suggestions for improvement. 

Thanks! 

—The TechRepublic Downloads Team 
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