@motepc

Access. Assess. Resolve.

Provide technical support or training remotely, anywhere, anytime.

For any assistance, call us at

1 800 949 3555

On business days from 6:00 AM to 6:00 PM PST
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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 customer
service solution, our web-based remote support solution saves time and leads to improved
productivity.

Features

e Administrator can manage support sessions via technicians

e Web-based system for anywhere, anytime remote support

e Secure communication using 128-bit RC4/SSL encryption

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
Windows 7, Windows Server 2003, Windows XP and Windows 2000)
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Administrator: Manage Technicians

Remote Access Helpdesk offers administrators the provision to manage technicians. For this,
sign up and login to your Remote Access Helpdesk account at http://www.remotepc.com/. Click
the ‘Add/Remove Technician’ icon on the web console.

£ Mo Homa My Account Laogout

(ﬁemﬂtepc Your Plan type: Monthly Remote Access HelpDesk

Helpdesk Solution
j = = T
Z = .
B e et
AddRemowe Edit Upgrade Eddit Biing Sexhon Cusnomiration Cancel
Hasi Peahle heesaant Credit card Repan Repar Taal Accoranl

Technical Support Terminal

To connect to your customer's machne remotely, generate and send oul the pn code to your customer.

[ » Refraat

Ganerate Naw Sassion

Stepl, Enter & name for the mew support session,

Cebna

Slepd. Choose any of the oplicns shown below 10 connect with the customer.

() (o) Erad 8 Direct Connect Link
Creabes & uique & dept code Dhal the cuslemer can Creates a umique bak for emaiing bo the
enber s oushomer,

WL MR R S

(] Copry Link 83 Clpoard

Cogntd 1he direst brk 16 the chpbagrd,
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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.

£ Miohn! Hemee My Account Logout
((fe mote pc Your Plan type: Monthly Remote Access HelpDesk
Helpdesk Solution
-y T i — o Lo i
! [— = == o
¢ = g 8B E KL O
AddRemove  AddMemave dit Upgrade dn Billing Senlan Cunsomization Cancel
Techaician Huosis Profile Ao Credit cand Repart Repoai Tool Acoount

Hanage Technicians [ amscx ]

Create an account for your bechrecan by asssgnng an 1D, usng whech the support persennel can kogn from the web to condudt the
remsote support Sessicn.

Tochnlclan 1D Emsall Address Add Mew Technician
techmcan_john  john@mywodd, com ® Technichan 10
technician_sam sam@pmyworid.com b4

Technician Password  Conlirm Password
techeaan_soplhy sephy @myworld.com F 4

Emall Address

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'.

ﬁ Reljhind Homa My Account Logout

((fﬁm DtEpC Your Plan type: Monthly Remote Access HelpDesk

Helpdesk Solution
o - o
 — — == £
o 4 = £ ¥
- e C
AdelResirg Add/Remowe Edit Upgrade Edit Biling Seuon Customdzation Camcel
Technicias Haits Fradle ALCOURE Credit cand Repan Rispart Toul Adiaiinil

MNerw Password Confirm New Password

The passwerd bength must be 4 « 16 characters. It can contain only characters A2, 8-, 0=9.

Email Address

enjohad el com

Country State (Only for US Ressdents)
Ursied Siates ol Amenca > Cabomia >

Nole: Geographic mfarmation i used 1o aptimize your RemotePC connectealy.

Enhanced Seourity

Safeguard access to sensitive nformation e profile, oredit card detads etc - while shaning your RematePC Usermame |
Pasaword with assocates,

[#] Enable enhanced Security

Enhanced Security Password Confirm Security Passwornd

Ll L] (L L]

I would Ik to receive updates on Remote T by email.

Update your profile [ apace

Copyright © Pro Softnet Corporation. All rights reserved.
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You can perform the following functions in your account using the web console:

ﬁ Mjohnl Homa My Aurdrar Logout

(((fem Ute pc Your Plan type: Monthly Remole Access HelpDesk

Helpdesk Solution

e &8 7 5§ 8 E X O

AddRemove Add ermoave Fedn Ui ade Fdn Riling Lensian Cupomigstion Camted
Technlcian Hosts Profile Account Credit card Repart Repoat ALCOUM

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.

= 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 invoice.
Session Report: View the report for 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.

A technician_joha! Home My Account Logout
(lermote pC
Helpdesk Solution
Technical Support Terminal [t Prodile Sevwcm Aeport

To initiate 3 naw remote suppodt sessicn, chck the Mew Sesslon button, Once the customer’s sessicn status is achve, click the
Conmvect icon [ roublsshant ramately,

Pin Code | Session Name | Status Duration | Conmect | Send/Datote Pin  ETIT]
054685  Robert Inactive ooscoe  Wp By N [ ¥ Mascaatalon
559051  Peter Inmctive oo W By X [
420851  Cebne Active 00: 00100 e B x &

T el stasion can b commanndy I o the Gt Acrmen Link 1y cowtacmr

i_d Tha & Code i not Seing uses by any ouctomaer. _f Laava » mete for your collssgus

ii Tha Farmabe SEtais i i progeaas '_‘f' ::;l.l..ll:-':ﬂ itatun musd indicife 'In Uk’ 2 leive &

A Dalats e Bin 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 had
disabled the access, while 'In Use’ implies that the technician is already troubleshooting.

= Duration: The duration of the session from start till end.
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= Connect: If the ‘Status’ is ‘Active’ then upon clicking this icon would allow you to 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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fremotepc User Manual

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 b4

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 unigue & digit code that Creates a unigue link for emailing to
the customer can enter at the customer.

WA .I’EITlEtEpE COMm
{C) Copy Link to Clipboard

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' for remote
support for the first time, on a particular computer.

T Bebpe s wewemaemotepcned - Remobe Aooess, Remobe Dnline Meeking, Remobe Helpdesh - Hion B Fwpor e .M
R Thas e gt v e U Fisbomotrng Sictvect cusitrol Toesaohed o wamwatr’ friovm Thoo Sadtret Conpl. Cheh bert b st

Je] o ot

(fﬁmntepc

Helpdesk Solution

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

E. Hemole Areesa = Migreaalt Inbeenel Explarer
Fle ik Vess Fyworber  Tooks Ml

Qs - D - (=] [F] G Psen Sirwnss )| (25 5 ] B

mm|v&'|?¢|m v el tek e prefieg (et _sclye, pp Hebem g ﬂ
I This sbe might reuare thes Folloring Active)! conirol: FamoberC Viewer' from Fro Softret Corp'. Clck here bo instal..

et th Funkc?
Teformation Bar Help

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

3. IF you have not been promptad and you have waited more 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
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Customer: Avail Technical support

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

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

Downlaad Overview Demo Pricing Partners Support Fag

((‘ Lsemame of Bmad address Password | Forget Password 7
Femotepc — izgin

Remote Access
with superior performance*

Acoess your Office PC from Anywhere; Try out the RemotePC service
Iree for 30 days

Support
1 800943 35

Bushaari iy &-00 AM 1o 6-03 Pl PST

Remote Access for Consumer

Seourg ramoba C0EE B0 you

home computer. Mo s Customer
Bashe Plan: USD 4.05 Allow the technician to remotely access your PC to
EDCE T troubleshootytrain.

Plus Plan: USD 2.95
par manth fer thras BC8

Signup = Enter the six-digit Pin Code:

|

Remote Access lor Small Bes
25-100 rémote Somputer SO

Morg »
o
Small Huslne_;; Pan: USD \ﬂl.’!lﬁ—m Enle six-digit Pin Code:
par month for 38 PCe =
Skgnup (+ View Demo

News | Reviews » PFRWEE - RemotePC Launches Bemote Afdess Helpdesk for SMB Marker

¥ RemetePs deskren Wiemer hpphoaben oienects 18 youl remote somputes i about fve sezemds, faster chan medt competng producty, Bhpraving your
owerall productivity.
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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.

RemoteSupportHost - Status il

Your PC iz ready to be acceszed. To modify settings,
night click on the host tray icon and zet pour ophions.

<« DR asdEm

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).

Remote Support Pin Code
Enable Remote Support Hast
Disable Remote Suppart Hosk

v Enable allowe [ Deny Prompk
v Disable Sleep Mode

View Log
Inskall Remote Printing Support

About Lis
Exit

reed 00 2 11:43 AM

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

® RemoteSupportHost |

& Remaote HelpD esk Viewer iz attempting to connect to your deskiop bo gain
remote accass,

Deny Access Deny and Dizable Access |
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Conduct the Remote Support Session

Once the customer’s computer is ready for the remote Helpdesk session, the 5@ icon is visible
on the Technical Support Terminal. Click the icon to see the customer’s desktop screen on your
monitor.

# haeps:) ) et ppsc et remsobeps jup :ml_-mhp-“-h-lﬂ.n—!t*:n"

ETERE O

MO EE

fetsra nPaogen

m s VEY sem

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

File Transfer with < sandy(192.168.1.58)>-RemotePC
| [ CocalmacHNE  E|E| | ][ REMOTE MaCHINE  [Ea|E|
Name | size Modified | MName | size Muodified |
w[C] Local Disk __sena>> | w(C] Local Disk
we D] Lacal Disk e | we (D] Laocal Disk
L[ Desktop] CO[Deskiop]
wrE:] Local Disk Delete | we B Local Disk
ww [Fr] CD-ROM we [F1] CD-ROM
CO[ My Documents | CO[ My Documents |
New Fold |
CO[ Metwork Favori... SW TO98T 1 | [ Metwark Favori.
Rename |
Minimize |
Close |
| |
Histary Connected..
Progress |
| Connecked. ..

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 ‘Progress’ bar present at the bottom indicates the status of file transfers.

File Transfer options:

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.

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.

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.

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.

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.
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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: It has the following options:
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.
Host Screen Blanking: Blanks out the display on your customer’s computer.
Refresh: Lets you refresh the screen with latest updates made on the customer’s computer.
Text Chat: Allows you chat with your customer.

Switch Monitor: Swap between the monitors at the customer’s end.
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
Support: Lets you contact the RemotePC support team for any queries.

Disconnect: Allows you to disconnect the Support session.
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Remote Support Host Tray Menu
Upon clicking the Remote Support Tray icon, the customer has the following options:
Remote Support Pin Code

Enable Remote Suppork Host
Disable Remote Support Hosk

Enable &llow | Dery Prompk

Disable Sleep Mode

View Log
Install Remoke Printing Suppork

abouk s
Exik

o) 0 1143 am

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 you 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.

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.

0]
Power Schemes | Advanced | Hbemate | UPS |
e Select the power schame with the most spproprste seitings bor
this compaster. Mote thal changing the ssttings below will modify
the sedected scheme.

Saveds. |  Deiste

~ Settings lor Home/Office Desk povwer scheme —

Tun off morstor: |Nevet _ﬂ
Tunoff heddisks:  |Never =
Syetem standby, |arter 30 mins =l
Sydemhbemates  |Never =]

ok | Cancel Aoy |

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 Printing

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 Image Printer’ is
automatically installed.

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.

(hrat 21 x|
General l
 Select Prinbar

#dd Printer

|

Slabus.  Foady I Prink io fis= Fgﬂuml

Lecation:
Commmant: Fird Pyinisd... I
- Page Rlange 1
= Al Number of copies: [1 =]
€ Selection A CymentPaps
i Pases F '-i'l S all __:_I'
5 [ -—I' BEN 1 3
Pt Cancel | Anpiy I

3. Adialog displaying the transfer process of the file from the customer’'s computer to the
technician’s machine is displayed.

RemotePC - Printing El

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

Welcome to the Photo Printing Wizard

Thiz wizard helfps you foemat and print photographs fiom a dagital
CAMES Of SEannel

'ou can alzo uge this wazard o pint photographs o other bpes of
images drectly from your comguler

To contnue, chiok Mext.
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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.

&g Photo Printing Wizard

Picture Selection
Pictures with check maiks: will be pinted. To pent al pictules, click Select Al

4 O

SeiectAl | Coman |

<Back [ bt 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
Sedecl the pirter and paped wou want 10 e,

‘What prinber do you wanlt 1o use?

At HP Lasar)et 1200 Senes PCL & o hana Imghall Prirkes,,. I

Yo prets wil look best § pou sabect the comect papsr befone pinling. To select paper, chck
Prirflineg Preferences.

Fiiriing Freferences |

4 Back Mest » Carecel
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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

Layout Selection
Sedecl alayaul from the choces below,

fovalabis lapouts: Print prewia.

Full Page Frints

Full page photo prink:

PTYe ropped and iatated to il

Contact Sheel Prinls

=

Numpber of mes 1o use sach pcture: [ :|

< Back Hest > Carcel
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Compatibility

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

Windows 7

Windows Vista

Windows 2003 Server
Windows XP Professional
Windows 2000 Server

Windows 2000 Professional

System Requirements

Copyright © Pro Softnet Corporation. All rights reserved.

Any web browser
64 MB RAM
10 MB free hard disk space for installation purpose

Stable Internet connection
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Technical Support

Pro Softnet Corporation,
RemotePC Division,

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

Telephone:

1-800-949-3555 ext 3 within USA
1-818-594-5972 ext 3 outside USA
Monday - Friday, 6:00 AM to 6:00 PM PST

Fax:
1-800-787-2595

Email Address:
http://www.remotepc.com/support.htm
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