
Remote Work IT Support: Fixing Video Calls & VPN Issues 

Part 1: Office Roleplay Dialogue 

Scenario: A remote employee, Tom, contacts the IT technician, Emily, 
because he is having trouble with Zoom, Teams, and his VPN 
connection. 

 

Tom: Hi Emily, I’m having trouble with Zoom and Teams today. My 
video keeps freezing, and the audio cuts in and out. 

Emily: Hi Tom, that sounds frustrating. Let’s check a few things. Since 
Zoom and Teams use VoIP (Voice over Internet Protocol) for audio 
and video calls, any network issue can affect call quality. 

Tom: That makes sense. Could it be my internet connection? 

Emily: Possibly. Do you notice slow speeds on other websites, or is it 
just during video calls? 

Tom: Mostly during video calls. Sometimes my VPN disconnects as 
well. 

Emily: That could be a bandwidth issue. Bandwidth is the amount of 
data your network can handle at one time. If multiple devices in your 
home are streaming, downloading, or using video calls, it might slow 
everything down. 

Tom: I see. My family is watching videos and playing online games 
right now. Could that be affecting my connection? 



Emily: Yes, definitely. If too much bandwidth is being used, it can 
cause jitter, which is when your audio and video break up because 
data packets aren’t arriving smoothly. 

Tom: That’s exactly what’s happening! Is there a way to fix it? 

Emily: Try asking your family to limit streaming while you’re in a 
meeting. You can also move closer to your Wi-Fi router or use a wired 
connection for better stability. 

Tom: That’s a good idea. What about my VPN disconnecting? 

Emily: Your VPN (Virtual Private Network) encrypts your internet 
connection for security, but it can be unstable if your network is slow. 
If you’re having trouble, try switching to a different VPN server or 
disconnecting the VPN during video calls if your company allows it. 

Tom: Got it. I’ll check my VPN settings. Also, Teams sometimes won’t 
recognize my microphone. 

Emily: That might be an endpoint issue. An endpoint refers to any 
device like a laptop, phone, or headset that connects to the network. 
If your microphone isn’t working, try unplugging it and reconnecting it, 
or check if another app is using it. 

Tom: I see. I’ll restart my computer and test everything again. Thanks 
for your help, Emily! 

Emily: No problem, Tom! Let me know if you need any further support. 

 

Part 2: Comprehension Questions 



1. What is causing Tom’s video and audio to freeze during calls? 
(A) His computer is overheating 
(B) Too many devices are using bandwidth  
(C) His account is blocked 
(D) His microphone is broken 

2. What does a VPN do? 
(A) It encrypts an internet connection for security  
(B) It increases bandwidth 
(C) It makes calls louder 
(D) It speeds up Wi-Fi 

3. What is jitter? 
(A) A network issue that causes audio and video to break up  
(B) A type of computer virus 
(C) A method for increasing bandwidth 
(D) A setting in Zoom 

4. What is an endpoint? 
(A) A part of a network that improves speed 
(B) A type of internet browser 
(C) Any device connected to a network, such as a laptop or headset  
(D) A tool for fixing Wi-Fi routers 

 

Part 3: Key Vocabulary Definitions in Japanese 

1. VoIP (Voice over Internet Protocol) (ボイスオーバーインターネ

ットプロトコル) – インターネットを利用して音声通話を行う

技術（例: Zoom、Teams）。 



2. VPN (Virtual Private Network) (仮想プライベートネットワーク) 

– インターネット接続を暗号化し、安全にデータを送受信でき

るようにする技術。 

3. Bandwidth (帯域幅) – ネットワークが一度に処理できるデータ

の量。帯域が不足すると通信速度が低下する。 

4. Jitter (ジッター) – 音声や動画のデータが不安定になり、途切れ

る現象。ネットワークの遅延によって発生する。 

5. Endpoint (エンドポイント) – ネットワークに接続されるデバイ

ス（パソコン、スマホ、ヘッドセットなど）。 

 

 

Part 3: Answers 

1. What is causing Tom’s video and audio to freeze during calls? 

     (B) Too many devices are using bandwidth  

 

2. What does a VPN do? 

     (A) It encrypts an internet connection for security  

 

3. What is jitter? 

     (A) A network issue that causes audio and video to break up  
 



4. What is an endpoint? 

     (C) Any device connected to a network, such as a laptop or 
headset  
 

 

 


