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Glossary ]

Term
Remote Support

Offline
Available

Busy

Reservation
Administrator

Customer
Representative
Local PC
Remote PC
Chatting

Remote control
Remote Control

RemoteCall Agent

RemoteCall Viewer

Web Chat
RemoteCall Client

Admin Center

Support Request
Page
Connection Page

Connection Code
Web Icon
Queue System

Distribution System

Description
Connecting with a customer over the internet to remotely solve
problems on their computer.
A support technician who is not logged in to RemoteHelp.
A support technician who is logged in and ready to support a
customer.
A support technician who is logged in and currently supporting a
customer.
I Odza i 2 Y S NXQé&allbAtks flionrs sufporfteivnician.
The primary user of the RemoteHelp Admin Page used for
administrating accounts and checking session statistics.
wSY203S dzaSNJ g K2Qa RSali2L) @2dz
Local userwhoisviewid G KS Odzad2 YSNRa RS
¢KS NBLINBaSyidladArAdSQa t/ o
¢KS Odzali2YSNRa t/ o
Chatting with the customer or representative using an instant
messenger.
Process of viewing the remote desktop via the RemoteCall Viewer

Using either keyboard and/or mouse control on the remote desktoj
via the RemoteCall Viewer.

PLILX AOFGA2Y 2y NBLINBaSydal GAQS¢
session.

Application used to view the cilis2 Y S N &
session.

Representative or Customer wddased chat window

Executable downloaded by the customer to initiate screaring
Administration home page used to configure the Remote&aibunts,
permission settings, view reports, and more.

RSalu2Ld

Thewebsite used to initiate support. The customer can select an
support channel and wait for an available support representative.
The website used by customehen they have made a reservation
and have a @ligit session code.

The 6digit code used to connect with the representative.

A clickable web icon used to connect with the representative.

Accepts incoming support regsts and places customers in a priorit
queue

Distributes waiting customers to available representatives in a prio
sequence
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Reservation System

Session Summary
Page

User ID

User Name
Display Name
Group

User

Support Channel

Support Incidents
Favorites

Session
P2P
Gateway

VRVD

GDI

~

Allows the customer to reserve a time for a callback if all the
representatives are unailable
Page that is displayed after the session has ended.

Login ID assigned to a representative.
wSLINBaSyidl G§A@SQa
Name displayed to the customer.
Parent directory for user account
Account associated with a specific support representative.

Representatives grouped together based on skill (e.g., general hel
software, hardware etc.)
A quick way to document the reason for the support request

A quick link to commonly used URLSs that can be pushed to the
Odzati2YSNRa t/ @

Remote connection between the customer and the representative.
A direct connection between two PCs (bypassing the gateway sen
A connectiorbetween two PCs which is relayed through a gateway
server.

+ A NI dz- €

for screensharing.
Graphics Device Interface is a Windows proprietary video driver ut
as a backup.

TdZ t ylYSo

wSY2(030S +ARS2 5NAOSNI A
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RemoteHelpintroduction
A What isRemoteHelp?

RemoteHelp is a redime remote support solution that enables .
organizations to offer on demand support to customers anytime,
anywhere.

RemoteHelpis realtime web based support tool that provides web ctimg and remote
control and instanty distributes customersto waiting representatives.Also, RemoteHelp
introduces a newconcept of remote supporthat uses onlythe web browser to provide
customerswith Text Voice andVideo Chat programwith no need for program instiation.

RemoteHelenables the representate to support multiple customers simultaneously without
stayingin a specific locatiot ¢ KSNB F2 NB X &ud dn eRteyofide oryuSeSaR (i 2

expensive system to provideupport It isnow possible forsmall and medium businesss to
run their ownonline supportcenter

A Recommended specifications fitre Representative and Customer

TheRepresentative provides service throutjle RemoteHelpAgent and VieweheCustomer
needsonly use their browser for gport.

Beloware our recommended system specificatidasthe Representative and Customer.

Representative Customer
Operating MS WindowsasedOS MS WindowsasedOS
System
Web Browser  Internet Explorer 6.@r higher Internet Explorer 6.@r higher
Firgox 2.0or higher Firgox 2.0or higher
Safari 2.0r higher Safari 2.0r higher
Opera 9.0or higher
Network Internet enabled network Internet enabled network
Firewall Out Bound 80/443 Port Open Out Bound 80/443 Port Open

RemoteCall may not functimin a network whereOut-bound Pors 80 & 443are blocked.
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Remote Support Introduction

A Agent Download and Installation

Go tothe R&JPPORMomepagehttps.// securersupport.com
Clickii KSupp¢Q Y Sy dz

Click'RemoteHelpAgentand downloadthe RemoteHep.exe
Doubleclickthe RemoteHelp.exdo start the installation
Proceedwith the installation according to the installation guide.

: , e
Once installation completes,RemoteHelp Icon’4 will be created onyour desktop.

o agkwnhpE

If you are usinga Proxy Serverin your network environment, you need to configure
RemoteHelp to work with youProxy Server.¢ 2 O2y FA3IdzNBE G(KS aSddAay3aa
{ SNISNE YSydz Ay wSY23GSI StLIQa aSdidAiay3iao

A Remote Support Procedure

RemoteHelsessiongan beinitiated in2 ways, asshownbelow.

Remote support usinghe SupportRequestpage

The customer may visit the Support Request page and fill out a request form for support. If an

available support representative accepts the incoming request, a support session will be
initiated.

Availabl
Agent Accept |:> T :> Chat or Close

Log In |:> Request |:> — |:> Screen |:> Support
Sharing
|:> Reservation |:>

Step 1 Step 2 Step 3 Step 4 Step 5

=

TheRepresentativestarts theRemoteHelp Agerdnd logsin.

TheCustomer accessebhd SupportRequesipage and requests support

3. The Representativewill be prompted to accept the incoming support request.
Customer details such as Nanggylail, and Reason for Support are available.
TheRepresentative supports the custonigy text chat andemote control
TheRepresentativeends the session by disconnecting with the custamer

N

ok
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Remote support usinghe Connection Page

The Representativecan start a support session manually and direct the customer to the
connection page where the customer can enter -didit session code to connect with the
representative.

Agent Start Connection Chat or |::> Close
Log In |:> Support |::> Page |::> Remote Support

Session (6-digit code)
Chat or
Start Connection
Remote control
Support Page
Session (6-digit code)
Step 1 Step 2 Step 3 Step 4 Step 5

=

The Representative starts the RemoteHelp Agentlags in.

2. TheRepresentativadirects the customer to the Connection Page and advises them of
the 6-digit connection code.

3. The Representative supports the customer by text chatranabte control

4. The Representative ends the session by disconnecting hatlctistomer.

Remote support usinghe SupportRequest page

A Login tothe RemoteHelpgAgent andwait for customer
Therepresentative logs in tthe RemoteHelp Agerdnd waits foran incoming support request.

Oncelogged inthe Representative can checke waiting/reservation list tacheck all existing
support requests.

A Support Request Page

This is the page that customeises to initiate support with a techniciaithe customer can
choose the appropriate support channel to request support. If all repried@es are busy or
not available, the customer can make a reservation for a callback.

Copyright € 2008 RSUPPORT Co., Ltd. ALL RIGHTS RESERVED.
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nemotel-IEIp For Reservation Only

Click Connect Now to connect
with your representative

Connect Now

!"! Available
Immediately

help
remaotehelp

Status Description
Available Representative are availablefor support. The customer will
be instantly connected with a representative.
Busy All representativesare busy with other customersThe

customer will have to wait for an available representative
support them.

ReservationOnly The maximum number of waiting customers has be
exceeded. The customer must make a reservation fc
callback.

Offline All representatives are currently offline. The customer

leave a reservation request.

Admin Page fieldsdr customizing the queue system

Available Queuet Number of customers that a representative can suppt
simultaneously.
Busy Queuet Numberof custorrers thata single representative can have in th

queue. (E.g., If this is set to 2 and there are 5 representa
logged in, the customer queue will allow up to 10 waiti
customers at one time.)

ReservationQueue#  Numberof customers that cabook areservation for a callback.
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A ReservedCustomers or Connection Code Customers

This is the page that customerses when they have made a reservation and have been
provided with a &digit connection codeThe customer enters their name and the Connection

/| 2RS (2 AYAGAIGS GKS O2yySOiGA2yd ¢KAa LI IS Aa
main Support Request page (see previous page for more details).

k3Rsupport

- Remote Control Service -

Enter Connection-No that will be given to you
from your representative.
Name

I

Connection-No

Connection

Copyright® 2008. RSUPPORT ALL rights reserved

A ChatSupport

Therepresentativ®@d & G+ (1 dza | dzi 2 Y vaildbl@ivtiefi Beshd bds N0 k& a (2 W!
Agent.When a customer requests support from the Support Request page, apogndow
gAft FLIISEN 2y (GKS NBLINBaSyidaladAg@gSqQa RSa
¢KS NBLINBaSyGaliA@dS OFry OAyYD]/ GzZKAAYBNFR?2
to accept the incoming connection.

102L3 LINS
aSOHNR DK

Instant Support

This is when the support session is initiated almost immediately after the customer requests
support. A message like below wilppear on theNB LINS & S gesktopiwhed Sharé is a
request froma customer.The representative can start a chat session with the customer by
aAYLXt e OftAO01lAYy3d WhYQo

#3 RemoteHelp Agent x
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Customer Queue ipport

This is when the customer must wait for an available support representative before receiving
support.When ready, theapresentative caraccept the incoming support request and initiate
the support session.

E ;il Select a customer from the queue to connect. @

Phone Duration Waiting
2008-12-22 )
John Doe hhR-123-456 02-05:01 0041

Reservation Support

This is when the customer leaves a reservation for a callback request. The representative can
check a list of reservations fro the RemoteHelp Agent and select a customer to call back.
Once the customer is ready, the representative may initiate a manual support session and
advise the customer of the -@igit connection code. The customer can then visit the
W/ 2yySOGA2Y tet khalrSgamel iR coniettion code to connect with the
representative.

I =Fz A

[==T—]
2008-10-21 2008-10-22
09:44-04 14:00:00

2 MEE 02-473-4430
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A Remote control

RemoteControl During Chat Session

If remote controlis requiredduringthe chatsessionthe representative can request view the

customers screen from the chatwindow. The epresentative can controthe Odza i 2 Y S N &
desktopremotely after the customer accepts the request.

1. The epresentative clickshe bottom left icon(Remote controlicon) on chat window
and clicka w S Y oit®E @

2. The RemoteHelWiewer willlaunch and wait for the customer to confirm thremote
control request.

3. Once confirmed by the customer, themote controlsession will begin.

To request screen sharing, click )
'Remote Control'.

Waiting for the customer to accept...

Remote Control

Remote SupportJangthe Connection Page

A ManuallySarting aSession

Logging In
Login to the Agentby entering your User ID and Password

~% ¥~3

Saen Sharng
start sesson [ -]
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Initiating a Text ChatSession

1. Click¢{ G NIi {Saarz2yQ (2 AYAGAFGS | GSEG OKIG &
2.1 OKFi 6AYyR2¢ oAttt 2Ly 2y (KS-diyifsessida Sy Gl G A
code for the customer.
BE—
¥~3
Text Chat Support Web Address
http:Nstansupf)crt';zc':lnbferre:otehelp
» Copy to Clwgba:: 6:’Ssend E-mai
Screen-Sharing

Therepresentative can initiateemote controlfrom the chat session at any time (upon the
Odza G2 YSNX& | LILINR Gl f 0 @

Initiating a RemoteControl Session

1. Clickthe drop-down menu E from the RemoteHelp Home window and select

[Remote Contrd|.
2. The RemoteHelp Vieav will launch and display thedgit connection code for the
customer.

Connection URL: httpd/startsupport.com/remotehelp”

Screen Sharing

Start Session

Text-Chat
+ Screen-5Sharing
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A Guidingthe Customer to the Connection Page

1. Advise the customer of the connection page URL and ttligji6é connection code.

Note: You can also send connection guide emaiio the customer
2. The epresentativedirects the customer to enter the-@igit connection code or click

the waiting icon. @
3. The epresentative shouldotify the customer of the executable filehat will be

downloaded to initiate the connection. The custonoenly needs to clickRun]to

initiate support.

ChatSession
Connection-No A web based chat session between t|
representative and customer allowing
for basic web chatting and files
| Connection | transfers.

[ConnectionCode Method] RemoteControl Session

. A fullremote controland remote
. control support session allowing the
' . representative to control the

= =~ O dza (i 2 corBpNELA

TR GeEC - B9t HT

0] IS &8 E= KTTHAIASLID?

@ 018! 254377983438.exe
=¥ g8 o= 358K8
A% authreso.cokr

[anm [ "mme ][ #5#z ]
() UFLERS NATE REEUINE £ nelnTE S
[WeblconMethod] R

* ExecutableHle: A one-time executabléfile that downloads the temporary control fileg
0KS Odzat2YSNRa O02YLWzi SN ¢KSasS FAtSa oAttt 06S N
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A ChatQupport

The epresentative and customer can talk to each other intaak throughtheir web browser

with no need to install additional softwar&he epresentatve can requestemote controlat
any time by clickinfRemote Controlfrom within the chat window.

(@) © isplay 072 Tools |7 RemoteHelp = m X .i
i g

Chat Session Started
Support Started : 2008-12-23 23:58:22

rchang(rchang2)

Hello
Customer

Hi, How are you?
Customer

Ineed a help

Hsend Fle (@ whiteboard @

Waiting for the customer to accept...

Click [Remote Control] to
request screen sharing.

Remote Control

R Rsupport | www.rsupport.cokr Resolution

[Remote controRequestDuring Chat Sessio

[Chat Suppoit

A Remote control

Oncethe customer download and executeshe connection filethe representative cawiew
and control the dza (i 2 YW&INAR asindkemoteHelp VieweThe aistomer can easily
suspend control at anytime by movitigeir mouse or pressing a key their keyboard.

o 65 ospiy 45 Toos L e s ¥ =
Chat Session Started =
Support Started : 2008-12-23 23:58:22
rchang(rchang2)
hello,
Customer
how are you?

R send Fle @ whiteboard @

Send

RE ) |
It) Rsupport | www.rsupport.coks

2Bits | T

[Remote contrd| [ChatDuring Remote contrd|
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RemoteHelpFeatures

A Agent
Agent(Representative) Status @
g Online The representative is logged in and ready to receive customers.
TE} Away The epresenative is away andinavailable for support
'_% Busy The representative is currently in a support session.
'_% Offline The representative is not logged in to RemoteHelp.

AgentWindow Features
K,

Home
Support Request
Network Settings

Connection&ettings

Shotcuts

SupportsSessions

Reservatiors

A Chat Window

Chat Window Features
= Send File

Whiteboard
SessiorReport

SessionTransfer
Remote control
Shortcuts
Shared Files
Video/Voice Chat

BEED® & &

Where the representave launches support sessions.
Showsa list of waiting customers.

Configures network settirgfor remote connections

Configures performance and display settings for remote
connections

Manage shortcutsuch as Favorites, Foldeasyd Programs.
Showsthe NB LINE & Sséssibrijisto@.S Q &

Showsa list of customersvho made reservations

Transfers fes tothe customer while chatting.

An interactive drawing board for representative and customer.

A reporting tool to log session details such as customer phon
reason for support and more.

Transfer tle active session to another representative.

Initiate aremote controlsession with the customer.

Quick access to commonly used URLs.

Quickly send files to the customer such as drivers and patches.

Chat with the customer using voice and video.
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Send File
1. Clickthe [Send FiIeJ button in the chat window.

2. Select afile to transfer gnd cIi{}Epen]. o 3
3. /2y TFANY (KS YCB¥BH SESRéE@I 21 R
4. Transferred files appean the chat window as clickdle web link.The epresentative
or customer can clicthis link to initiate a download.
Note: Executable files such as .exe, .msi, .bat, .sh and .cmd are prohibited.
Whiteboard

1. Clickthe [\Nhiteboard]@.button in thecha:[ windqw. o A
2. TheWhiteboardwill laun&k 2y GKS NBLINBaSydal GdAdSQa
to accept the invitation in their chat window.

D,_Q_ e | B Request Whitehoand

| You have been mvited to start a Whiteboard session.
| Would you like to start now?

Connecting...
Please wait to load Whiteboard. Accept Decline
[Representative chat windgw [Customer chat windojv

3. When the customer click [Accept], they will be prompted to[Run] a onetime
execuable file to initiate the Whiteboard

Whiteboard Features

Select/ Move Pencil
E Eraser Text
€ Circle i Rectang
Line Openlmage
Line Color Bl inewin
Print Save(.PNGformat)
Saveto Clipboard Add a newwVhiteboard tab

Session Report

1. dickthe icons >M to open the Session Report window.
2. Edit the infomation as neededand clicKSave]when finished

Note: the session report details may be edited later from the
Admin Center.
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