
Chromebook Troubleshooting 
We recommend troubleshooting general issues with your Chromebook in the 
following order. If you are having a more specific problem (i.e. Chromebook won’t 
turn on) see the specific issues section towards the bottom of this document. 

Step 1: Hard reset your Chromebook 

To fix some Chromebook problems, you might need to reset your Chromebook hardware, also called a 
Hard Reset. Try a Hard Reset if you are having issues with internet connectivity, frozen screen,sound, or 
keyboard/touchpad issues. It will restart your Chromebook hardware. 

For most Chromebooks, follow the steps below: 

1. Turn on your Chromebook. 
2. Press and hold Refresh  + tap Power .  
3. When your Chromebook starts up, release Refresh . 

 

Step 2: Clear browsing history/reset browser 

Clear browsing history 

You may need to troubleshoot your browser if you are having issues in your browser such as web pages not 
loading properly, error messages, etc. The first thing you should do is to clear your browsing history and 
cookies. To do this: 

● In your browser, click the 3 dots in the top right corner & choose Settings 
● In the search bar on the window, type history 
● Under privacy and security,  select clear browsing data 
● Select the Advanced tab, and then All time in the Time Range field 
● Select at least the first four boxes, then click Clear Data 

○ you can select all eight boxes to clear all data, just be aware this will erase stored 
passwords/content you have saved in the browser 

● Restart your Chromebook and see if the problem is fixed 

If the previous steps did not resolve your issue, try resetting your browser. To reset your browser: 

Reset browser 

You can restore your browser settings in Chrome at any time. You might need to do this if apps or extensions 
you installed changed your settings without your knowledge. Your saved bookmarks and passwords won't be 
cleared or changed. 

● On your computer, open Chrome 



● In your browser, click the 3 dots in the top right corner & choose Settings 
● Scroll down to the bottom and click Advanced 
● Under "Reset settings," click Restore settings to their original defaults & click Reset settings 
● Close Chrome and reopen Chrome for changes to take effect 

 

Step 3: Wipe the device 

If the first two steps have failed to resolve your issue, try wiping your device. Keep in mind, wiping the 
device will clear all locally stored data on the device, so any pictures, documents, etc you have stored 
will be erased. This will not affect anything in your Google Drive. To wipe the device: 

● With your Chromebook powered on, simultaneously press ESC,  Refresh  + Power . 
● You will be brought to a screen that says “Chrome OS is missing or damaged…”    
●  Now simultaneously press CTRL + D, then press Enter. 
● You will be brought to a screen that says “OS Verification is OFF.” Press Ctrl + D once more and 

you’ll receive a message that your Chromebook is rebooting in verified mode.  
● Your device has now been powerwashed. Let it boot up, connect it to Wi-Fi,  and you’ll be good 

to go. 

 
Specific Issues 

If you are having specific issues with your Chromebook, AND have tried the above recommended 
troubleshooting section, look for the solution below. If you are having an issue that isn’t listed below, 
submit a request here (hyperlink to an email address or ticket system?) 

Can’t connect to Wi-Fi 
To connect to the Internet, use a compatible Wi-Fi network. 

1. At the bottom right, select the time. 
2. Select Not Connected . 

Note: If you see your Wi-Fi network name and a signal strength, your Chromebook is already 
connected to Wi-Fi. 

3. Turn on Wi-Fi.  
4. Your Chromebook will automatically look for available networks and show them to you in a 

list. 

Pick a network and connect 

Connect to an open Wi-Fi network: 
 



1. At SCHOOL select SERSD-Chromebooks 
2. At HOME, select your available Wi-Fi (enter your HOME Wi-Fi password, if required) 

 
 

Battery Won’t Charge 

First, check that: 

● The charger or adapter cables are completely plugged in, both to your Chromebook and the 
wall. 

● The power outlet is working. 

If your Chromebook still won't charge: 

1. Unplug your charger from the wall and your Chromebook. 
2. Plug your charger back in to your Chromebook, then the wall. 
3. Charge the device for at least 30 minutes. 

 

Keyboard Issues 
Keyboard typing incorrect letters. You may have the incorrect language selected 

1. At the bottom right, select the time. 
2. Select Keyboard  
3. Choose US keyboard 
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