
 

Online Church 
Technical Support FAQ 

Sometimes technology just doesn’t want to cooperate. If you’re currently experiencing 
any technical issues at Church Online, check out the FAQs below for some basic 
troubleshooting tips. If you still need assistance, follow the link at the end to let us 
know. We’re here to help!





Q. What should my first response be to any technical issue? 
A. Three great first steps to resolve any tech issue are: 1) Refresh the page, 2) 

Double-check your internet connection, and 3) Try using a different web 
browser. Nine times out of ten, one of those steps will do the trick!





Q. What does “refreshing” a page mean and how do I do it? 
A. To “refresh” a web page simply means to load it again. You can do this by 

pressing the F5 button on your keyboard or by clicking the      symbol at the top 
of the screen.


 

Q. How do I download a different web browser? 
A. Click these links and follow the accompanying directions to download Chrome, 

Firefox, or Opera.




Q. What’s a good way to prevent most tech issues from occurring in the 
first place? 
A. Make sure your web browser, Flash Player, and Java are all up to date prior to 

serving. You can verify that you have the latest version of your preferred browser 
using these links: Internet Explorer, Chrome, Safari, Firefox, & Opera. You may 
also need to follow these links to check Flash Player and Java.





Q. Why don’t I have a Host tag after my name? 
A. If you don’t have a Host tag, chances are you’re still in your first 30 days of 

serving. Never fear—you’ll receive it after your Host Team Leader completes 

https://support.google.com/chrome/answer/95346
https://www.mozilla.org/en-GB/firefox/new/
http://www.opera.com/computer
http://windows.microsoft
https://support.google.com/chrome/answer/95414
https://support.apple.com/en-us/HT204416
https://support.mozill
http://help.opera.com/Windows/12.10/en/autoupdate.html
https://get.adobe.com/flashplayer/
https://www.java.com/verify


your 30-day review. If you already received a Host tag but suddenly don’t have it 
anymore, ask your Host Team Leader to double-check that your role is set 
correctly in the Users section of the Admin panel.


 

Q. What do I do if the video suddenly stops playing? 
A. If the video stops, refresh the page (see above). In some browsers, you may also 

need to click inside the video player to restart the video.




Q. My chat window is now in another language. How can I change it back 
to English? 
A. Click at the top of the chat window—this will default the chat to the language 

you’re currently using in your messages. Refresh if needed (see above).




Q. How do I get the video to play if the screen says it’s “unable to connect 
to the content”? 
A. If you receive the message below, first try refreshing the page (see above). If that 

doesn’t help, click “Watch in low quality” or ”Watch in high quality” under the 
video.





Q. Why can I not see or hear Live Prayer notifications? 
A. First, make sure the volume is turned up on your computer. Second, make sure 

the “Available for Live Prayer” slider under the gear icon isn’t turned to red. 
Next, test Live Prayer by asking another volunteer to click the Live Prayer button 
and seeing if you hear and see the notification. Finally, try using a different web 
browser.





Q. Why can’t I transfer a Live Prayer request? 
A. There is currently an issue with transferring Live Prayer requests. If you have 

trouble transferring a request, politely ask the guest to click the Live Prayer 
button again and have the other Host accept the 2nd request.





Q. Why can’t I mute someone? 
A. The muting feature is only accessible to Host Team Leaders and should only 

ever be used as a last resort. If more than one volunteer tries to mute the same 
guest at the same time, you will usually receive a red error message saying that 
the person cannot be muted. If this happens, refresh the page (see above) and 
try muting the guest again.







Q. How do I report an issue that’s not covered here? 
A. Occasionally things go awry. If none of the FAQs above resolve your issue, 

please send us a Technical Issue Report report at www.truegrace.church/
techissue. Anyone can do this! We’ll be glad to take a look and see how we can 
help.

http://www.truegrace.church/techissue
http://www.truegrace.church/techissue
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