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About me!
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It's a good day when….
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It's a bad day when….
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Canvas Support 

● How to Access Support
● What is a Field Admin?
● Knowledge Base
● Best Practices
● Resources
● Q/A
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How to Access Support
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● Help Menu
○ Links should populate by 

role
● support.instructure.com 
● Field Admin Console

○ Can open via chat or 
webform 

● Phone numbers are 
Institution Specific (do not 
share publicly) 

http://support.instructure.com


Field Admin 
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Field Admin 
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Crafting your Knowledge Base
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● Example KB Entries
● Entries limited to 10 top Case Drivers for Canvas Support
● Be Concise
● Use the Tool bar to emphasize Information
● Evaluate every 6 Months

○ Set a Calendar Reminder
● Reach out to your CSM if unsure where to categorize 

information

https://docs.google.com/document/d/1rKiMh-lwkXp-QHUz73GjzTMp6ZizsQNZyTYDpoSUffc/edit?tab=t.0


Best Practices:
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Template for Admin Escalation 

○ Scope
○ Screen Shot
○ Screen Recording
○ Course or User Link
○ Timeline (ie. Grades are due in 3 days…)

https://docs.google.com/document/d/13TAw-OtAYRmFOCnxdMwBEf6Xm4CuIKUb_e9XXz-7l60/edit?tab=t.0


Resources:
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● Guides:
○ Contact your CSM vs. Support
○ How do I get help with Canvas?

● Field admin Guides:
○ How do I log in to the Field Cloud Admin Console?
○ How do I use the Field Admin Console?
○ How do I view my customer KB in the new Field Admin Console?
○ How do I view and manage cases in the new Field Admin Console?
○ How do I create a case in the new Field Admin Console?

https://community.instructure.com/en/discussion/265819/support-vs-csm-when-to-file-a-ticket-and-when-to-ask-your-csm/p1#toc-hId-1650278959
https://community.instructure.com/en/kb/articles/662779-how-do-i-get-help-with-canvas
https://community.canvaslms.com/t5/Admin-Guide/How-do-I-log-in-to-the-Field-Cloud-Admin-Console/ta-p/237
https://community.canvaslms.com/t5/Admin-Guide/How-do-I-use-the-new-Field-Admin-Console/ta-p/177
https://community.canvaslms.com/t5/Admin-Guide/How-do-I-view-my-customer-KB-in-the-new-Field-Admin-Console/ta-p/228
https://community.canvaslms.com/t5/Admin-Guide/How-do-I-view-and-manage-cases-in-the-new-Field-Admin-Console/ta-p/130
https://community.canvaslms.com/t5/Admin-Guide/How-do-I-create-a-case-in-the-new-Field-Admin-Console/ta-p/143


Scenario 1: 
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The Scenario: At Panda University, finals week is in full swing. 
Professor Plum frantically emails the Canvas Admin team because the 
grades he entered yesterday for his Biology 101 final exam have 
completely vanished from the Gradebook. The admin logs in, checks 
the Page Views, and verifies the instructor's activity, but can't find any 
trace of what happened or any specific error messages. Time is ticking 
before grades are officially due to the registrar.

The Question: Who should Panda University contact? 



The Answer: 
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Open a Support Ticket

The "Why": Canvas Support is the go-to for reactive, technical 
troubleshooting. Any time something breaks, yields a system error, or 
data mysteriously vanishes, Support is equipped to investigate 
back-end system logs and escalate to engineering if necessary.



Scenario 2: 
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The Scenario: Canvas Academy has recently decided to transition 
from their legacy Student Information System (SIS) to a brand-new 
cloud-based SIS. They have a timeline of six months to complete the 
migration. The administrative team needs to plan how to manage the 
transition within Canvas, ensure courses remap seamlessly without 
losing historical data, and want to learn how other institutions have 
successfully managed this shift.

The Question: Who should Canvas Academy contact? 



The Answer: 
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Your Canvas CSM 

The "Why": CSMs handle strategic conversations, adoption, and broad 
account changes. Switching to a different SIS requires proactive 
planning, timeline discussions, and best-practice sharing. Your CSM is 
there to help orchestrate the strategic side of this massive transition.



Scenario 3: 
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The Scenario: Canvas Champion State just purchased a brand-new, 
third-party LTI tool for interactive video quizzing. The admin team has 
the Consumer Key and Shared Secret from the vendor, but they aren't 
sure whether they should install it at the root account level or the 
departmental sub-account level for the best faculty experience. 
Furthermore, they want advice on how to encourage their somewhat 
hesitant teaching staff to actually adopt and use the new tool.

The Question: Who should Canvas Champion State contact? 



The Answer: 
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Your Canvas CSM 

The "Why": Questions about adoption, rollout strategies, and 
configuration best practices belong with your CSM or Dedicated 
Consultants. It's also important to note how Support handles this: 
Canvas Support generally cannot troubleshoot third-party LTIs and will 
point you directly to the vendor's own support team (unless it is a 
Canvas-owned product, like Studio). Your CSM, however, can guide you 
through the structural rollout strategy and can even collaborate 
internally with the Canvas Partnerships team if deeper ecosystem 
alignment is needed.
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https://www.instructure.com/events/instructurecon/louisville

