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Introduction

Remote Access Helpdesk is a simple way to provide remote customer support. You can
concurrently support multiple customers and resolve PC related issues. A cost-effective remote
support solution via multi interfaces which saves time and leads to improved productivity.

Features
e Multi Interfaces for anywhere, anytime remote support (via desktop viewer or the web
interface)
e Administrator can manage support sessions via technicians
e Secure communication using 128-bit RC4/SSL encryption over the internet
e Works over most firewalls
e Interact with customers over chat
e Reboot customer's PC and automatically reconnect to continue the support session
e Perform administrative tasks on customer’'s PC
e Two-way clipboard to copy-n-paste information quickly
e Print from customer's PC to a printer at the support end (available with Microsoft

e  Windows 7, Windows Server 2003, Windows XP and Windows 2000.
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Remote Support Session via Desktop Viewer

Manage Technicians

Remote Access Helpdesk offers administrators the provision to manage technicians. For this,
sign up for a helpdesk account. Download, install and login with your username and password via
the desktop viewer application.

Download Desktop Viewer

Steps to install the application:

1. Go to http://www.remotepc.com/helpdesk/download.htm
2. Click Download.
3. Click Save to save the setup file to your local system.

System Requirements

e Any web browser
64 MB RAM
e 10 MB free hard disk space for installation purpose Stable Internet connection

Install Desktop Viewer
Steps to install the Remote Support Viewer application:

1. After downloading the application, double-click the RemoteSupportViewer. The
‘Install Remote Support Viewer’ screen is displayed.

2. Click Next to proceed with the installation. The ‘License agreement’ screen is
displayed. Click the ‘I Agree’ button to proceed with the installation.

3. In the ‘Where to Install?' screen, select the destination folder to which you want to
install the application and click Next. A screen showing the installation progress is
displayed. Click ‘Finish‘ to complete the process.
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Administrator/Technician Login

You can login to the Remote Support Viewer application in the following ways:
o Double-click the Remote Support Viewer icon on your Desktop.
e From the Start menu, go to Programs >Remote Support Viewer

e Right-click the Remote Support Viewer Tray Icon on the system tray and select Login
Screen

T
-
o

frem Ote p C Remote Support Viewer

Username/Technician D mjghn

Password essssss

iII Remember Username and Password

[¥] Faster Connection { Reduced Color )

Encoding Scheme | Typel -

Mew User Upgrade Firewall Send
45 Sign up Account B8 Guidance | Feedback

Copyright ® Pro Softnet Corporafion

Enter the Username or Email address and Password and click the Login button.
The Login screen has the following options:
Remember Username/Password and other Settings:

This option saves the Username and Password so that you do not have to type it on subsequent
logins.
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Faster connection (reduced color)

This option allows you to connect to the customer’s PC faster, with reduced color clarity.
Note: Above options are enabled by default. You can change them as per your convenience.

Encoding Scheme

This option allows you to select either option to send screen updates that impacts performance
and reliability based on the update.

New User Sign up

This option allows you to sign up for a Helpdesk Viewer account.

Upgrade Account
This option allows you to upgrade your account / Plan by increasing the number of concurrent

computers that can be accessed remotely.

Firewall Guidance

This option enables you to adjust the settings such that the Remote Support Viewer application
can work behind the firewall.

Send Feedback

This option allows you to send your feedback/suggestions to the technical support team.

Login

This button allows you to login to the Remote Support Viewer application.

Settings

This button allows you to manage the proxy settings for the application.

Close

This button closes the Login screen.
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Add / Remove Technicians — To conduct remote session & manage
technicians

Remote Access Helpdesk offers administrators the provision to manage and monitor technicians.
Click the '+/- Technician' link on the Technician terminal screen to add or remove a technician(s).

Technician Terminal

=i Technician | Repod

m'emntepc

-~ .'
mjohn +i- Technician h
|Adménéstrator]

To mEabe & SupDon sessin. cick Now Sesson” button
Doulble cick on actve pin to conned! fo the cusbomer.

Fin Code 2ession Mame Duration

@ 701076 ateve 012922
InUse

g TEEEOD david 00000
AClive

EI E31065 sandy 0:00:00
Inacte

|52 New Session | | & Refresh |
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Create an account for your technician(s) by assigning an ID — using which the technician can

login via the desktop viewer application to conduct support sessions.

# Hemate Suppart Viewer - Manage Technician

Add New Technickan

Technicion Slave

Technician Name stove

Technician Passward ansEEEE

Confiom Password sassEEm

Ernal Address stevaghmyworid.com

Add | | Reset

Technician List

Technician D Technician Home Emal Acdress

eve sleve steve@myword.com

robed roben lﬂbﬁﬂ@mfﬂﬂﬂ.ﬁm

williarns wilkams williamsi@myworld.com

| Refresh | | Delelc | | Clse |

Note: While you can create as many technicians as required, the number of concurrent support
sessions that the technician(s) can conduct will depend on the plan.
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Technician: Initiate the Remote Support Session

Login to the Remote Access Helpdesk account via the desktop viewer application by entering the
ID sent by the administrator (via email).

Note: In case you have not been assigned an ID to conduct the remote support sessions, contact
your administrator.

The 'Technician Terminal' screen is displayed from where you can create or conduct a support
session

.-Ti.‘ﬂl'lll.iﬂi-illl Terminal

= Bapard
'{ﬁ’emﬂtepc

joh
Fl"échrr:ldan] Q

To inkiste 8 support session, clck Hew Session’ bution.
Doukde cick on actve pi 1o conmect {o the cusbemer

Pin Code Session Mame Duratian

';E‘ 701076 alave 02922
InUse

g TEEEOD david 00000
Active

EI B31065 sandy 0:00:00
Inactne

|& Wew Session | | & Refresh |
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Start a remote support session:
1. To start a session, click the 'New Session' button on the Technician Terminal screen.
2. Enter a session name to identify your customer.
Choose any one of the 3 options to start the remote session.

e Get Connection PIN - You may opt to send a six-digit pin-code that the customer
can enter at www.remotepc.com to get connected for the remote session.

e Email a Direct Connect Link — Create a unique direct connect link and email it to
the customer through which to connect for the remote session.

e Copy Link to Clipboard — The direct connect link is copied to the clipboard.

= Remaote Suppart Viewer - Generale a new Session

Step 1: Enter a name for the new suppor session.

steve

Slap 2: Choose any of the oplions shown balow lo cennect with the cusbomer.

(8) |  Get Connection PIN (B} | Email a Direct Connect Link |

Creales a unique B digd code that Creales a unique ik for emading io the
the cusiomer can anier ot CLEhamer.
nittpsclwww. rematepe. com

(c) mmucw”

Cogies the drsct nk to the cioboard

The customer’s computer can now be accessed remotely once the status on the 'Technician
Terminal' screen indicates 'Active’.
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Mouse over the session list and click on the ‘Connect' button from the popup displayed to take
charge of the customer's desktop. The customer’'s desktop screen is displayed on the monitor
and is ready for troubleshooting.

Other options on the popup are:

Delete: Remove a support pin code generated earlier.

Email: The direct connect is sent to the customer via email.

Fin Code
E' TO107E
InUse
E TGEE00
Active
EI B31065
Inacthe

.-Ti'.‘-l:hl'lirlial'l Terminal

{" H-Technigian | Ragort
ﬁfemntepc

mijohn -
[Admanisiratar] ﬂ

To inRiate & support sesson, clck Hew Sesson’ butlon.
Doukdr chok on achive pin e connect fo the customer,

Seggion Mame Duration

slEve 0aczz
david 0o | =Y | LoD | [t
sandy 0:00:00 david

THEED0 Actie

| &) New Session | | & Refresh |

The options displayed on the Technician Terminal are follows:

New Session: Start a new support session with the customer.

Refresh: Find the status of the different support sessions. Changes made on the Technician
Terminal is displayed.
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View Report:

Click on 'Report' link in the "Technician Terminal' screen to view a report of the sessions handled

by you (technician).

Select the 'From' and 'To' date for which you want to see the report and click the 'Get Report'
button.

nEsion Log Heport

Wiew the logs of he Remole Suppod

Fom 00k @+ To Mmooen m-[ Get Report J

View Cormplale Fapsed

PinCode Session D Seasionbame St Time End Time Dutaten  Techoician D

5ESE3  (EFOS1IZ  stowe HHO-MT00ZHIS  FOIN0E20 025138 OOTAZ  mjohn

SGASE3  1XMIT40  dovid HN0-04-20 02247 20100420 023314 DOOSET  drasie

SP8551  ZBS16100  sndy 00-04-20 010748 20100420 021015 0NOF2T  carel

4 = ;
o =

The report displays details like the pin-code, session duration, start and end time, the session
identity and the technician's name.
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Conduct Remote Support Session

Once the customer’s computer is ready for the remote Helpdesk session, the & icon is visible on
the Technical Support Terminal. Click the icon to see the customer’s desktop screen on your
monitor.

= 164,
File Wiew Tocls Refresh File Tramsfer Chat Help

# Remats Support Host

SHREION K A CIOGTREE %mc

LEIATUSE Irsbaiorg B corratinmn

CSTATUIS: The Risrchs 5 uppert Hiost in connecisd

AETATUS:: Encrppbon vel | remole pappost megmon i secuns]
CSTATUS: Vou FC it seady o e Sooised by e ivchrcan
ASTATUS: & ey gatand, yeas i shop pous PC rom bewsg accansad by

cb'ln'fmﬂwokm

SETATLIS: o Cars et e Prompd fos Presr son” apion i e Flemole
Sugigaimt Huth by, 8 e feirided o alimrre] e binthrintanr b aocein s
FL

CERATUIS:: Aesporse yecesssd oo techncaw. The pappoet seson i n
Erigein

Emier s dni Gaigw
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File Transfer: Allows you to transfer files and folders between your computer and that of your
customer.

e File Transfer: On clicking this option, the following screen is displayed.

| Remote Computer (Stave}
([ Desiton)
Colearsiobnm Deskiop CHlsersiAdministrator Deskdap

Hama Size Hame Size

[Cr--1 Faider
| )| Pretures ) Faider
|

5.1 Fokier =
L[ Pectures | Foider :ﬂ
[Bws_siseipg 14872KB  OL192000 1509 Arehesehe il 153KB Q4072010 11:47
=] Photography gud.. 1,53 K8 04072010 11:20 ; | ﬂ-mﬁugmph}' Gul.. 151KB 040720 1118
=] Remote Access V.. 191K QL7200 11,42 ] « i@'uﬁuslﬁw T4ST2KE  OM1RZ0I0 105
Archtectorertl  153KB  OUOTZDI0 147 peenl 1 |

- ;:ilc[u'lu'Fuldl:fis:c @ @ @ @ ;ﬂFilc[u]n'Fu_ld:fi::- E‘ = @ @
Statusw

CHMTID 112209 - Fetching fées and fokders on the ooal computer..
Q4710 11:22:09 - Fetching fies and Tolders on the remale computer.,
D470 11:2211 - Ready

Left pane: Displays the files and folders present on the technician’s computer.
Right pane: Displays the files and folders present on the customer’s computer.
The ‘Status Window” present at the bottom indicates the status of file transfers.
File Transfer options:

e Send: To transfer data from your local computer to the remote machine, select the
desired files / folders on the local computer and the destination on the customer’s
computer (right pane) and click the ‘Send’ button.

e Receive: To transfer files / folders from the customer’'s computer to your local computer,
select files / folders on the remote computer (right pane), select the destination on the
local computer (left pane) and click the ‘Receive’ button.

e Delete: To delete files/folders, select files / folders either on the local or host machine>
click the ‘Delete’ button > the selected files / folders get deleted.

e New Folder: To create a new folder, select the destination where you wish to create a
folder > click the ‘New Folder’ button > enter the folder name in the subsequent dialog >
click the ‘OK’ button > the folder gets created.

e Rename: To rename a file/folder, select the file/folder and click the ‘Rename’ button,
enter the name > the file/folder gets updated with the new name.

14
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e Minimize: Minimizes the ‘File Transfer with Remote Access Helpdesk’ window.

e Close: Closes the ‘File Transfer with Remote Access Helpdesk’ window.

View: The following options are available to view the customer’'s PC
e Full Screen: Adjust your customer’s desktop to fit the screen of your local computer.

e Normal Screen: It displays the customer’'s desktop in the normal size on your
computer.

e Scale to Fit: This will fit the host computer's desktop within the Remote Support
Viewer’s window.

e Full Colors: It provides a realistic feel of the remote computer.

e Reduced Colors: It increases the speed of access and updates on the remote
computer while optimizing the colors.

e Zoom: Enlarge or reduce the size of the customer’s desktop.

Cntrl+Alt+Del: Launches the Task Manager on the customer’'s computer.

Refresh: Lets you refresh the screen with latest updates made on the customer’s computer.

Chat: Allows you chat with your customer.

Reboot: Lets you reboot the customer’'s machine. You have three options:
e Normal Reboot and Reconnect
e Forced Reboot and Reconnect

e Safe Reboot and Reconnect

Disconnect: Allows you to disconnect the Support session.

15
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Customer: Avail Technical support

To avail technical support, the customer needs to follow the steps below:

User Manual

1. Enter the six-digit Pin-Code sent by the technician at www.remotepc.com. In case you
have been sent the direct connect link, just click on it.

Davwm load

(E’émotepc

Remote Access lor Consumer

Squurg remole access ko you
home COMputer. Mok s

Basic Plam: USD 4.95
per month for one PC

Plus Plan: USD 9.9%
car manth fer thres PS8

Shgnup (v

Remaole Access lor Small Bus
25-100 remobe compuber Bty
Mo =

small Business Plan: USD 49
par manth fer 25 POy

Shgnup i+

euerall produttivity.

Overview Dema Priging Partrers SupEat

Usamame of Emad addrass  Password | Forgok

Fag

Password 7

HEHIN |

Remote Access
with superior performance*

Aconss your Office PE from Anywhere; Try oot the RemotePC senvioe

Iree lor 30 days

Customer

Allow the technician to remotely access your PC to

troubleshoot/train.

Enter the six-digit Pin Code:

|

Busbnatss clays: 6-08 AW 10 B-D3 FM ST

Login

949 35

Bk ﬁ {nhﬁv-dlqll P Codes
Py e —

View Demo

Mews | Reviews > PREWER - RemotePC Launches Remote Agcess Helpdesk for SME Markes

* RematePs dedkisn Viesds BERhIANSR SRASEEL 18 POUF FEMSTE SSmMBules R Bbaut frve sesardl, (RIDES ChER FRSIT SEMEENS] Breduste, SREREVIRG U
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2. Install the Remote Support Host application when prompted.

3. The remote support tray icon turns ‘Blue’ indicating that your computer is ready for the
remote support session.

.

Computer

# Remole Support Host

Session is in progress

<STATUS:: Intialzing the connection.

¢STATUS > The Remale Supgait Host is connected,

<STATUS:: Encrypbion set | remole suppart session 13 secuie).

(ETATUS:: Your PC i ready to be accessed by the techrician.

<STATUS > Al eny point, you can glop yow PC lrom being accessed by
clazing thes appication.

<STATUS: You can select the ‘Prompt for Permission’ opteon from the Remole
Supporl Host tray, 1o be plompted for alowing the bechnician to access you

¢STATUS: Aesponse tecaived hom lechnician The suppoit session is in
plOGHESE:

Copyrighl @ Pro Soflnel Corporation

ITDE AM

By default, the technician will be able to access your computer to troubleshoot.

However, you can ask to be prompted for permission before the support session (by enabling the
'Enable Allow / Deny Prompt' from Remote Support Host tray).

Remoke Suppaort Pin Code
Ematle Remate Support Hosk
Disable Remote Suppaort Hosk

v Enable allow [ Deny Prampk
v Disable Sleep Mode

Yiew Log
Install Remote Prinking Support

Aboutk s
Exit

o) 00 2 11:43 AM

To allow the technician to troubleshoot, you must click the ‘Allow Access’ button.
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& RemoteSupportHost x|

& Remote HelpDesk Wiewer iz attempting to connect to wour desktop to gain
remoke access,

Deny Access Deny and Dizable Access |

You can use the Remote Support Viewer to change the screen size, appearance, transfer
files/folders and so on.

Conduct the Remote Support Host Tray Menu

Upon clicking the Remote Support Tray icon, the customer has the following options:

Femote Support Pin Code
Enable Femote Support Hast
Disable Remake Suppaork Hosk

Enable Allow | Deny Prompt

Disable Sleep Mode

Yiews Log
Install Remote Printing Suppork

About Us
Exit

reeyd € 1143 4m

Remote Support Pin Code: Allows you to view the pin code of the current session.

Enable Remote Support Host: Allows the technician to remotely access the customer’s
computer.

Disable Remote Support Host: Ends the remote support session.

Enable Allow/Deny Prompt: On enabling this option, you are prompted to allow or deny remote
access to the technician to troubleshoot on your machine

Disable Sleep Mode: This option will be enabled by default and will not let your computer to go
into the sleep mode even when it is set to ‘System standby’. Click Disable the sleep mode for
details.
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View Log: Allows you to view the logs.

Install Remote Printing Support: Allows you to install RemotePC printer on his computer. Click
Installing RemotePC printer for details.

About Us: Displays the version and release date of the Remote Support Host application.

Exit: Logs you out from the Remote Support Host application.
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Disabling Sleep Mode:

To know the setting of the ‘System standby’ of the host computer, go to Programs > Settings >
Control Panel > double-click ‘Power Options’. The ‘Power Options Properties’ screen is
displayed.

2%
Power Schemet | Advanced | Hibemats | UPS |
W Sebect the powet ncheme with Lhe mosk sppropnate sebtings bor

"2y this comguier, Nole that changig the tattings beio wil mody
the selected schems.

Powssr pchwmes

Savahs. | Delete

~ Selings lor Home/Office D ek povwer schems

Tun off morior [Mever =]
Tuen olf haed dizks | Never ~]
Syshenm standber I.ﬂdt:r 30 s :J
Syatem hibemates th-e- ‘:J

T o |

On clearing the selection of ‘Disable Sleep Mode’ option in the tray menu, the host computer will
behave according to the option set in the ‘Power Options Properties’ window.

Installing RemotePC printer

To install a remote printer, right-click the RemotePC tray icon and select ‘Install Remote Printing
Support’ from the shortcut list. The ‘RemotePC Image Printer’ is automatically installed in the
Printers and Faxes directory.
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Remote Support Session via Web

User Manual

Remote Access Helpdesk offers administrators the provision to manage technicians via the web
to your Remote Access Helpdesk account at

interface. For this, sign-up and login
http://www.remotepc.com/.

Click the ‘Add/Remove Technician’ icon on the web console.

(ﬁemotepc

Helpdesk Solutien

1 =
AddiRemove
Hasti

eenerate New Session

Celna

™

enber 5t
WAL FEMObERE M

A

—

Edit
Peakile

il

Upqgrade
Aceaa

Stepl, Enter @ name loF the pew support session.

Created & uidid & Sl code hat (M8 Sullemer can

£ Mo Home My Account Logout

Your Plam type: Monthly Remole Aooess HelpDesk

| — J.EE F .ff
= A

Edit Biling Sesvion Customiration Cancel
Credit cand Repan Epart Taal Micemunl

Slepd. Choose any of the opticns shown below 1o comnect with the customer.

[{:5] Evasll & Dinectt Connect Link

Crestes & ufgué Lk far emalsng s the
customear,

(] Loy Link i Ciplseand I

Caguad e dirgst bk 1o the chpboard,

Technical Support Tenmdnal

Ta conned to your customer s madhne rémobily, generate and sénd oul the pen code b your customer.

| o Refraat
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Create an account for your technician(s) by assigning an ID — using which the support personnel
can login from the website to conduct the support session.

&4 Miotnd Homm My Account Logiut

(ffemotepc

Helpdesk Salution

¢ & o 5 B

Your Plan bype: Honthly Remole Acoess HelpDesk

TN '
_— C 'f_'f
- N
AddiSemove AddMemaye Edi Upgrade Edn Billing Sauskan Cigomization Cancel
Techaickan Hosty Profile Acooant Concdit caed Report Repodt Tool Acoount
Creste an stcount for vour techmasn by asssymmg a0 [0, wing wiech the support personnel can lagmn from the web to conduct the
MOl SUPPOIt SEEsion.
Techniciam 1D Mame and 1 mail Addie [hefele Add Mew Tochnician
technican_john John@mywodd.com X Tachnician 10 Tachnician Mame
technican_sandy sandy@myworid.com XK
techenan_sleve sleveBmywarld.com A

Tochndckam Password Conlirm Pavsweord

Email Address

Add Tednidan

While you can create any number of technicians, the number of concurrent support sessions that
the technicians can conduct will depend on the plan.
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In case you are required to share your Remote Access Helpdesk login credentials with others,

you can protect the privacy of critical information like credit card details etc. by enabling the

Enhanced Security Password under 'Edit Profile.

((ﬁmntepc

Helpdesk Soluthon
- -
o & ol
- -
Addfemeve  AddTRemove Edit Upgrade
Techniclan Haritd Prodls ALLOURE

Wpdate your prafile [ apacm

Mew Password

b Ehohnt

[Edit
Credit card

Homa My Accounk Logout

Your Plan type: Monthly Remote Access HelpDesk

8 % ©

Biling
Repan

Sewion
Repart

Canael
AL count

Customdration

Confirm New Password

The passwerd bength must be 4 « 16 characters. Ik can contan only characters A2, a-z, 9.

Email Address
Fjohniempadid cam

Coumtry

Ursied Siates o Amenca v

State (Only for US Ressdents)

Cabfaimnis

Note: Gesgraphic mfarmabon i used 15 aptimise your RemotePC connectnity.

]

Enhanced Security

Password with assocates,

[#] Enable enhanced Security
Enhanced Security Password

I woudd ke o receive updabes on RematePC by email,

Safeguard access to sensitive nformation bee profile, oredit card detads etc - while shanng your RematePC Usermame |

Caonfirm Security Password
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You can perform the following functions in your account using the web access:

A mjohnt Homa My Accaumt Logout

('r!Em Ute pc Your Flan type: Honthly Remole Access HelpDesk

Helpdeik Selution

¢ & L d 50 F X

AdAAEm e Add Mamove Fdn Upgiade Fdin Rifing Sarunban Cuinmigation Camsped
Technician Hipais Profile Aot Credit cand Repori Repoai Tizead! [T

Add/ Remove Technician: Assign an ID to your technicians to conduct the support session.
Add/Remove Hosts: Add or remove hosts from the remote session.
Edit Profile: Update details like password, email address, phone number etc.

e Enhanced Security: Protect your sensitive information given in the profile like credit card
details, email etc. before sharing your RemotePC Helpdesk account credentials with your
associates.

Upgrade Account: Upgrade to a higher Helpdesk plan.

Edit Credit card: Update the credit card details on record and make outstanding payments
towards your account, if any.

Billing Report: View all the payments made towards your subscription and generate an invoice.
Session Report: View the report of all the support sessions conducted by the technicians.

Customization Tool: Incorporate the pin code entry field on your website to allow customers to
directly enter the six-digit pin.

Cancel: Cancel your Remote Access Helpdesk account.
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Technician: Initiate a Remote Support Session
Steps :

1. Login to the Remote Access Helpdesk account by entering the ID sent by the
administrator (via email).

Note: In case you have not been assigned an ID to conduct your remote support
sessions, contact your administrator.

2. The ‘Technical Support Terminal’ is displayed using which you can conduct or create the
support session.

# technician_joha! Home My Account Logout
(rerote DC
Helpdesk Solution
Technical Support Terminal m Sevacn Aeport

To initiake a naw remcte suppoet session, chok the Mow Sesslon button, Once the customer's session status is activg, dick the
Connect icon o roubleshast ramotely,

Session Name | Status Duration | Conmect | Send/Detete Pin ST
U54E85  Robert Inactiva IR I S areremm—
555051  Pater Inactive ooy g g M [F
420851 Celne Activie 000 60000 _ ™ B X F

— Tha custcrmer hazs antersd e Fin Code and the
:& E Sand Ervw Ciredd focaes Lok o your sewtame,
remote technizal seaskan tan e commanced
B Tha Ma Code ia not baing used by any cestomar. S Laave u mote for your collesgus

_.Irl Tha daisess ikitul Muil Hdicate 'Ih Uia' b2 leiva @

o Tha » in i i
S Tha famate sexsicn i in pregrees Sl
A

\ Dalata e Din Coda

It has the following options/features:
= Pin-code: Refers to the six-digit number that has been sent out to the customer.
= Session Name: Indicates the name of the customer.

= Status: Indicates whether or not the customer has enabled remote access to his
computer for troubleshooting. Active implies that the host was successfully installed
on the customer’s computer and enabled using the pin code or link; Inactive shows
that the customer has disabled the access, while 'In Use’ implies that the technician
is already troubleshooting.

= Duration: The duration of the session from start till end.

= Connect: If the ‘Status’ is ‘Active’ then upon clicking, this icon would allow you to
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connect to the Host computer.

= Send/ Delete Pin: Send the direct link to your customer /delete the pin code / leave a
note for your colleague (like the nature of the customer’s problem, tasks undertaken
etc).

= Refresh: Reflects updates on the support terminal.

= New Session: Initiate a new support session by sending the pin code or direct
connect link to the customer.

= Edit Profile: Update your password etc.

= Session Report; View a report of the support sessions handled by you.
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Start a remote support session:
1. To start a new session, click the ‘New Session’ button.

2. The ‘Generate New Session’ screen is displayed from where you can send out the pin
code or the direct connect link to your customer.

Generate New Session e

Stepl. Enter a name for the new support session.

|Ce|ine |

Step2. Choose any of the options shown below to connect with the customer.

(A) Get Connection PIN (B) Email a Direct Connect Link
Creates a unique 6 digit code that Creates a unigue link for emailing to
the customer can enter at the customer.

'r"."r"."r".'.r'Erl'ICtEpl:.l:Crl'l
(c) Copy Link to Cipboard |

Copies the direct link to the clipboard.

= Enter a name for the new support session: You (technician) can provide a logical
description to identify the customer’s computer that you will access. You can use either
the pin code or the direct connect link to initiate the remote technical session.

= Get Connection PIN: A pin code is a six-digit number generated at the technical support
end, to be used by the customer to initiate and authorize the support personnel to
troubleshoot.

= Email a Direct Connect Link: A link that you can send to your customer over email. At his
end, the customer needs to click it to initiate and authorize you to troubleshoot.

= Copy link to Clipboard: A link that you can send over instant messenger etc. to your
client.
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3. If you are using Internet Explorer, you will be prompted to install 'ActiveX Control' for
remote support for the first time, on a particular computer.

I Bty e remotbepenet - Remobe Aocess, Remole Dnbne Meeting, Remobe elsdesk - Micr it Enpliee =)

“ This s e ireght regure Ui Fllowng Aot contr o Fertald viewer” Mrom Tro Softset Conp', Ol bere b2 irmstall .

[ 2 o

(ffemutepc

Helpdesk Solution

1. From the top bar, click "Install ActiveX Control’ to proceed.

ﬂ Hemuolde Afcesa - Migreaslt nbeenel Explarer

Gm'u}'.!. .ﬂ al /l-s“‘d' Ty Fwertes ) | 0 \vﬁl'/l,'ﬂ |
| Aekrass | 8] bt foowms s esuitinp. s osmoge g Besithry_actn. i thbsscmrihs =
W Thiz site might reuire the Following At coniral: FamoberC Viewer' fram Fro Softret Corp', Clck here bo inatal. .

Vebat'y tha Pk
Irformation Bar Help

2. In the security-warning dialog, click the 'Install” button,

3. If you have not been promptad and you have waited mare than a couple of
minutes, click here

4. If the customer has enabled the option to be prompted before allowing remote access,

you may have to wait for the customer’'s permission you may have to wait for the
customer’s permission
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Remote Printing

User Manual

To use the remote printing feature, install the ‘Remote Support Host' application on the host

machine and then follow the steps given below:

1. Right-click the ‘Remote Support Host’ tray icon. Select the ‘Install ‘Remote Printing

Support’ option from the shortcut menu. The ‘RemotePC

automatically installed.

Image Printer’

is

2. On the customer’'s machine, open a file and select ‘Print’ option from the ‘File’ menu.
The ‘Print’ screen is displayed. Select the ‘RemotePC Support Printer’ option and

click OK button.

B 2=
General |
 Sedect Printer
: ) -
B < B
Add Printer  RemmotePC
Image Printer
e I Pinttofie _Preerences |
Lecahan
== P ke |
~ Page Range
2o Humber of coptes: [1| =]
C Selenlion € Coment Paps
T Poger [ F Calse T
Bint I Larced | By I

3. Adialog displaying the transfer process of the file from the customer’s computer to the

technician’s machine is displayed.
RemotePC - Printing ) x|

Transferring print file for preview

Minimize | Cancel I
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4. On completion of the transfer process, a ‘Photo Printing Wizard’ appears as shown
below. Click the ‘Next’ button.

This wizard guides you through a step-by-step approach on how to print your files using the

Remote Support Viewer.

&g Photo Printing Wizard : X

Welcome to the Photo Printing Wizard

Thes waizard helps you format and prnt photographs flom a dagital
CEMERS OF Searnet

“ou can alzo uge thiz wazard to pint photographs or obher bpes of
images drectls lnom youw compuler

To continue, chick Rext.

Cancel
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5. The ‘Picture Selection Wizard’ displays the number of pages in the form of pictures as
shown below > select the check box for the page that you wish to print > click the ‘Next’
button.

If you wish to print all the pictures, click the ‘Select All’ button.

Fictuie Selection
Pichures with check marks wil be pirted. To pent al pictules, click Select Al

= O

SelectAl | Deaal |

<Back [ e Cancel |
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6. Select the printers connected to your computer (host) and click the ‘Next’ button.

&g Photo Printing Wizard

Printing Dplions
Sedect the plinter 2nd paper you want 1o use,

‘Whal prinbar do you want o use?
Aito HP Laser)et 1200 Senes PCL 6 on hana Ingtall Frinkes. .. I

“r'oue printz will look best § wou select the comect paper before pinting. To select paper, chck
Pririting Prefesences,

Printing Freferences |

4 Back st » Careel
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7. Inthe ‘Layout Selection’ screen, select the required layout and click the ‘Next’ button to
commit the picture for print.

&g Photo Printing Wizard

Layoul Selection
Sedect a layaul fram the choeces below

Avalabls lapouts Pririk previswr

Full Page Prints

Full page photo pant:

ropped and iatated 1o fi

Contact Sheet Prints

=]

Number of times 1o use sach picture: |7 :|

< Back Mest » Carzel
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Compatibility

Remote Access Helpdesk can be used on the following Operating Systems:
e Windows 7

e Windows 2003 Server

e Windows XP

e Windows 2000

Technical Support

Pro Softnet Corporation,
RemotePC Division,

26115 Mureau Road, Suite A,
Calabasas, CA 91302.

Telephone:

1-800-949-3555 ext 3 within USA
1-818-251-4200 ext 3 outside USA
Monday - Friday, 6:00 AM to 6:00 PM PST

Fax:
1-818-878-9208

Website: http://www.remotepc.com/heldesk/

Email address:
support@remotepc.com
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