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Term Description 

Remote Support Connecting with a customer over the Internet to remotely solve 
problems on their computer. 

Remote Access Connecting to your computer remotely over the Internet. 
Offline A support technician who is not logged in to RemoteCall. 
Available A support technician who is logged in and ready to support a 

customer. 
Busy A support technician who is logged in and currently supporting a 

customer. 
Reservation ! ŎǳǎǘƻƳŜǊΩǎ ǊŜǉǳŜǎǘ for a callback from a support technician. 
Administrator The primary user of the RemoteCall Admin Page used for 

administrating accounts and checking session statistics. 
Customer wŜƳƻǘŜ ǳǎŜǊ ǿƘƻΩǎ ŘŜǎƪǘƻǇ ȅƻǳ ŀǊŜ ǾƛŜǿƛƴƎΦ 

Representative Local user who is ǾƛŜǿƛƴƎ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŘŜǎƪǘƻǇΦ 

Local PC ¢ƘŜ ǊŜǇǊŜǎŜƴǘŀǘƛǾŜΩǎ t/Φ 

Remote PC ¢ƘŜ ŎǳǎǘƻƳŜǊΩǎ t/Φ 

Chatting Chatting with the customer or representative using an instant 
messenger. 

Screen Sharing Process of viewing the remote desktop via the RemoteCall Viewer. 

Remote Control Using either keyboard and/or mouse control on the remote desktop 

via the RemoteCall Viewer. 

RemoteCall Agent !ǇǇƭƛŎŀǘƛƻƴ ƻƴ ǊŜǇǊŜǎŜƴǘŀǘƛǾŜΩǎ t/ ǳǎŜŘ ǘƻ ƭƻƎƛƴ ŀƴŘ ƭŀǳƴŎƘ ŀ ǎǳǇǇƻǊǘ 

session. 

RemoteCall Viewer Application used to ǾƛŜǿ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŘŜǎƪǘƻǇ ŘǳǊƛƴƎ ŀ ǎǳǇǇƻǊǘ 
session. 

Web Chat Representative or Customer web-based chat window 
RemoteCall Client Executable downloaded by the customer to initiate screen-sharing 

Admin Center Administration home page used to configure the RemoteCall accounts, 

permission settings, view reports, and more. 

Support Request 

Page 

The website used to initiate support. The customer can select an 

support channel and wait for an available support representative. 

Connection Page The website used by customer when they have made a reservation 

and have a 6-digit session code. 

Connection Code The 6-digit code used to connect with the representative. 

Web Icon A clickable web icon used to connect with the representative. 

Session Summary 

Page 

Page that is displayed after the session has ended. 

User ID Login ID assigned to a representative. 

User Name wŜǇǊŜǎŜƴǘŀǘƛǾŜΩǎ Ŧǳƭƭ ƴŀƳŜΦ 

Display Name Name displayed to the customer. 

Group Parent directory for user accounts. 

Glossary 
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User Account associated with a specific support representative. 

Support Incidents A quick way to document the reason for the support request. 

Favorites A quick link to commonly used URLs that can be pushed to the 

ŎǳǎǘƻƳŜǊΩǎ t/Φ 

Session Remote connection between the customer and the representative. 

P2P A direct connection between two PCs (bypassing the gateway server). 

Gateway A connection between two PCs which is relayed through a gateway 

server. 

VRVD Virtual Remote Video Driver is w{¦tthw¢Ωǎ ǇǊƻǇǊƛŜǘŀǊȅ ǾƛŘŜƻ ŘǊƛǾŜǊ 

for screen-sharing. 

GDI Graphics Device Interface is a Windows proprietary video driver used 

as a backup. 
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RemoteCall 5.0 Introduction 
 

Â What is RemoteCall? 
 

RemoteCall is a real-time remote support solution that enables single 
support representatives to offer on-demand remote support to 
customers over the Internet. 
 
RemoteCall offers support representatives a quick and easy way to connect with customers and 
support them remotely. With RemoteCall you can instantly start a web chat session that 
supports both text chatting and video/voice chatting. Once connected you can also initiate full 
ǎŎǊŜŜƴ ǎƘŀǊƛƴƎ ŀƴŘ ǊŜƳƻǘŜ ŎƻƴǘǊƻƭ ǿƛǘƘ ǘƘŜ ǊŜƳƻǘŜ ǳǎŜǊ ŀƴŘ ǳǘƛƭƛȊŜ wŜƳƻǘŜ/ŀƭƭΩǎ ŀŘǾŀƴced 
support tools such as file transfer, presentation mode, remote printing and more! Plus this is all 
done with no need for pre-installation. The remote control files are downloaded and run only 
once. Once the session ends, all files are removed from the ŎǳǎǘƻƳŜǊΩǎ ǎȅǎǘŜƳΦ 
 

Â Recommended specifications for the Representative and Customer 
 
The Representative provides service through the RemoteCall Agent and Viewer. The Customer 
needs only use their browser for support. 
 
Below are our recommended system specifications for the Representative and Customer. 
 

 Representative Customer 

Operating 
System 

MS Windows based OS MS Windows based OS 

Web Browser Internet Explorer 6.0 or higher 
Firefox 2.0 or higher 
Safari 2.0 or higher 

Internet Explorer 6.0 or higher 
Firefox 2.0 or higher 
Safari 2.0 or higher 
Opera 9.0 or higher 

Network Internet enabled network Internet enabled network 
Firewall Out Bound 80/443 Port Open Out Bound 80/443 Port Open 

 
RemoteCall may not function in a network where Out-bound Ports 80 & 443 are blocked. 
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Remote Support Introduction 
 

Â Agent Download and Installation 
 

1.  to the RSUPPORT homepage https://secure.rsupport.com 
2. /ƭƛŎƪ ǘƘŜ Ψ{ǳǇǇƻǊǘΩ ƳŜƴǳΦ 
3. /ƭƛŎƪ ΨRemoteCall !ƎŜƴǘΩ ŀƴŘ ŘƻǿƴƭƻŀŘ ǘƘŜ rcStartSupport.exe. 
4. Double-click the rcStartSupport.exe to start the installation. 

Note: You will be prompted to accept the UAC pop-up request in Windows Vista 
5. Proceed with the installation according to the installation guide. 

6. Once installation completes, a RemoteCall Icon  will be created on your desktop.  
 
If you are using a Proxy Server in your network environment, you need to configure 
RemoteCall ǘƻ ǿƻǊƪ ǿƛǘƘ ȅƻǳǊ tǊƻȄȅ {ŜǊǾŜǊΦ ¢ƻ ŎƻƴŦƛƎǳǊŜ ǘƘŜ ǎŜǘǘƛƴƎǎ Ǝƻ ǘƻ ǘƘŜ άtǊƻȄȅ {ŜǊǾŜǊέ 
ƳŜƴǳ ƛƴ wŜƳƻǘŜ/ŀƭƭΩǎ ǎŜǘǘƛƴƎǎΦ 
 
 

Â Remote Support Procedure 

 
 

1. The Representative starts the RemoteCall Agent and logs in. 
2. The Representative starts a new Chat or Viewer session. 
3. The Representative directs the customer to the connection page startsupport.com 
4. The Representative supports the customer by text chat and screen sharing. 
5. The Representative ends the session by disconnecting with the customer. 

 
 

  

Agent  

Log In  

Viewer 
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Chat or Remote 

Control   
Close 

Support  

Step 1 Step 2 Step 3 Step 4 Step 5 
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Remote Support using RemoteCall 
 

Â Login to the RemoteCall Agent and wait for the customer 
 
Agent Login 
Enter your User ID and password and click [Login]. 
 

   
 
 
Initiating a Text Chat Session 

1. Click the  ōǳǘǘƻƴ ŀƴŘ ŎƭƛŎƪ Ψ¢ŜȄǘ /ƘŀǘΩ ǘƻ ƛƴƛǘƛŀǘŜ ŀ ǘŜȄǘ ŎƘŀǘ ǎŜǎǎƛƻƴΦ 
2. A chat window will open on your desktop and display the 6-digit connection code. 

 

   
 
You can initiate remote control ŦǊƻƳ ǘƘŜ ŎƘŀǘ ǎŜǎǎƛƻƴ ŀǘ ŀƴȅ ǘƛƳŜ όǳǇƻƴ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ 
approval). 
 
Note: Clicking the [Start Session] button initiates the last used session type (Text Chat or 
Remote Control). For example, if you last started a Text Chat session, then the next time you 
click [Start Session] a Text Chat session will be initiated. 
Initiating a Remote Control Session 
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1. Click the drop-down menu  from the RemoteCall Home window and select 
[Remote Control].  

2. The RemoteCall Viewer will launch and display the 6-digit connection code. 
 

   
 
 

Â Directing the Customer to the Connection Page 
 

1. Advise the customer of the connection page URL and the 6-digit connection code. 
Note: You can also send a connection e-mail to the customer 

2. ! ²Ŝō /Ƙŀǘ ǿƛƴŘƻǿ ǿƛƭƭ ƻǇŜƴ ƻƴ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŘŜǎƪǘƻǇ ŀŦǘŜǊ ŎƭƛŎƪƛƴƎ ώ/ƻƴƴŜŎǘϐΦ 
Note: If you select to run a remote control session, you should notify the customer of 
the executable file that will run to initiate the session. 

 

 
[Connection Code Method] 

 
[Web Icon Method] 

 

Chat Session 
A web based chat session between 
the representative and customer 
allowing for basic web chatting and 
files transfers. 
 
Remote Control Session 
A full screen sharing and remote 
control support session allowing 
the representative to take control 
of ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ desktop. 

 

 
 
* Executable File: For remote control, a one-time executable will be downloaded and run by the 
customer. This will temporarily download the remote control files to their PC. 
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Â Web Chat 
 
The representative and customer can talk to each other in real-time through their web browser 
with no need to install additional software. The representative can request remote control at 
any time by clicking [Remote Control] in the chat window. 
 

 

 

 
[Chat Support] [Pending Remote Control Request] 

 
 

Â Remote Control 
 
After the customer downloads and executes the connection file, the representative can view 
ŀƴŘ ŎƻƴǘǊƻƭ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŘŜǎƪǘƻǇ ǳǎƛƴƎ the RemoteCall Viewer. The customer can easily 
suspend control at anytime by simply moving their mouse or pressing a key. 
 

 

 

 
[Remote Control]        [Web Chat] 

 
 

Â Session Summary Window 
Once the session has ended the customer is shown a summary of the support session with 
details such as Session Start/End Time and Representative Name. 
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RemoteCall 5.0 Features 
 

Â Agent 
 

 
Home 

Representative Profile View/Edit Representative Profile (Name, Screen Name etc.) 

Start Session Start a new (Chat or Remote Control) support session 

 
Network 
Settings 

Authentication Server 
Server port and IP address for logging in 

Login encryption option (yes/no) 

Proxy Server 
Manual: Manually enter Proxy Server details 
Automatic: Automatically retrieve Proxy Server details 

 
Connection 

Settings 

Display Quality 

Network: Choose network type (LAN or WAN) 

Driver: Choose video driver mode (VRVD or Polling) 

Color Depth: Choose the display color in the Viewer 

Advanced 

Text Size: Choose the Viewer display text size 

Disable Desktop Wallpaper: Automatically disable the remote 
desktop wallpaper to improve performance 

5ƻƴΩǘ ǎƘƻǿ ǿƛƴŘƻǿΩǎ ŎƻƴǘŜƴǘǎ ǿƘƛƭŜ ŘǊŀƎƎƛƴƎ: Improve 
ǇŜǊŦƻǊƳŀƴŎŜ ōȅ ƴƻǘ ǎƘƻǿƛƴƎ ǿƛƴŘƻǿΩǎ ŎƻƴǘŜƴǘǎ ǿƘƛƭŜ ŘǊŀƎƎƛƴƎ 

Auto Start Session Recording: Automatically start recording the 
session when the session begins 

Maintain Connection Stability: Maintain the connection in an 
unstable network when the connection times out 

Lock Viewer After: Automatically lock the Viewer during a 
session after a certain amount of inactivity 

 
Shortcuts 

Favorites Add/Edit frequently used URLs 

Folders Add/Edit frequently used Folders 

Programs Add/Edit frequently used Programs 

Documents Add/Edit frequently used Documents 

Canned Messages Add/Edit frequently used Messages 

 
Support 
Sessions 

Remote Support History View and save the remote support history to an Excel file 
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Â Chat Window 
 
Chat Window Features 
 

 
Send File Transfers files to the customer while chatting. 

 
Whiteboard An interactive drawing board for representative and customer. 

 
Canned Messages Quickly send commonly used messages to the customer 

 
Session Report 

A reporting tool for logging session details such as customer name, phone 
#, reason for support and more. 

 
Session Sharing Transfer the active session to another representative. 

 
Remote Control ±ƛŜǿ ŀƴŘ ŎƻƴǘǊƻƭ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŘŜǎƪǘƻǇΦ 

 
Shortcuts Quick access to commonly used URLs. 

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

 
Video/Voice Chat Chat with the customer using voice and video. 

 
 
How to Send a File in a Chat Session 

1. Click the [Send File]  button in the chat window. 
2. Select a file to transfer and click [Open]. 
3. /ƻƴŦƛǊƳ ǘƘŜ ƳŜǎǎŀƎŜ ά¦ǇƭƻŀŘ /ƻƳǇƭŜǘŜŘέΦ 
4. The transferred file appears in the chat window as a clickable web link. The 

representative or customer can click this link to initiate a download. 
 
Note: Executable files such as .exe, .msi, .bat, .sh and .cmd are prohibited. 

 
 
How to Start a Whiteboard Session 

1. Click the [Whiteboard] button in the chat window. 
2. ¢ƘŜ ²ƘƛǘŜōƻŀǊŘ ǿƛƭƭ ƭŀǳƴŎƘ ƻƴ ǘƘŜ ǊŜǇǊŜǎŜƴǘŀǘƛǾŜΩǎ ŘŜǎƪǘƻǇ ŀƴŘ ǇǊƻƳǇǘ ǘƘŜ ŎǳǎǘƻƳŜǊ 

to accept the invitation in their chat window.  

   
  [Whiteboard Request] [Pending Whiteboard Session] 
 

3. After the customer clicks [Accept], they will be prompted to [Run] a one-time 
executable file to initiate the Whiteboard session. 
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Whiteboard Features 
 

 
Select / Move 

 
Pencil 

 
Eraser 

 
Text 

 
Circle 

 
Rectangle 

 
Line 

 
Open Image 

 
Line Color 

 
Line Width 

 
Print 

 
Save (.PNG format) 

 
Save to Clipboard 

 
Add a new Whiteboard tab 

 
 
Session Report 

1. Click the icons >  to open the Session Report window. 
2. Edit the information as needed and click [Save] when finished. 

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

 
 
Session Sharing 

1. Click the icons > to initiate a file transfer. 

2. Select an available representative  in the window and click [Transfer Session]. 
 

 

 

 
 

3. The selected representative will receive a pop-up dialogue on their desktop to accept 
the incoming transfer. 

4. The representative can click [Accept] to allow the incoming transfer request.  
 
Note: It is possible for both representatives to support the customer simultaneously. 
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Remote Control 
1. Click the Screen Sharing icon and select [Remote Control]. 

 

  
 

2. The RemoteCall ±ƛŜǿŜǊ ǿƛƭƭ ƛƴƛǘƛŀƭƛȊŜ ƻƴ ǘƘŜ ǊŜǇǊŜǎŜƴǘŀǘƛǾŜΩǎ ŎƻƳǇǳǘŜǊ ŀƴŘ ŀƴ 
authorization message will be sent to the customer. 
 

 
 

ώwŜǇǊŜǎŜƴǘŀǘƛǾŜΩǎ t/ϐ ώ/ǳǎǘƻƳŜǊΩǎ t/ϐ 
 

3. When the customer clicks [Accept], they will be prompted to [Run] a one-time 
executable file to start screen sharing.  
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Â Viewer > Features 

 
Home 

Start a New Session Open a new session to support another customer 

Settings Remote access and control settings 

hǇŜƴ ΨwŜŎŜƛǾŜŘ CƛƭŜǎΩ Open the folder where received files are saved 

Received Files Shows a list of files received from the customer 

Session Transfer Transfers the active session to another representative 

Lock Viewer Locks down the Viewer during a session restricting access 

Reboot and Reconnect wŜōƻƻǘ ŀƴŘ ǊŜŎƻƴƴŜŎǘ ǿƛǘƘ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŎƻƳǇǳǘŜǊ 

Reboot in Safe Mode wŜōƻƻǘ ŀƴŘ ǊŜŎƻƴƴŜŎǘ ǿƛǘƘ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŎƻƳǇǳǘŜǊ ƛǎ {ŀŦŜ aƻŘŜ 

Run as a Service 
Runs RemoteCall with Administrator privileges allowing unattended 
reboots and switching user accounts. 

Exit Exit RemoteCall Viewer 

 
Controls 

 

Mouse/Keyboard ¢ŀƪŜ aƻǳǎŜκYŜȅōƻŀǊŘ ŎƻƴǘǊƻƭ ƻŦ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŎƻƳǇǳǘŜǊ 

Mouse Chase Displays the remote cursor 

Laser Arrow 5ƛǎǇƭŀȅǎ ŀƴ ŀǊǊƻǿ ƻƴ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŘŜǎƪǘƻǇ 

Laser Pointer Displays a laser point on ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŘŜǎƪǘƻǇ 

{ŜƴŘ Ψ/ǘǊƭҌ!ƭǘҌ5ŜƭΩ {ŜƴŘ ŀ Ψ/ǘǊƭ Ҍ !ƭǘ Ҍ 5ŜƭΩ ŎƻƳƳŀƴŘ ǘƻ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŘŜǎƪǘƻǇ 

 
Draw 

Draw (1-way, 2-way) Draw shapes and lines on the customers desktop 

 
Display 

Display Settings Adjust the scale of the RemoteCall Viewer window 

Remote Monitor Select which remote monitor to view 

Zoom Adjusts the scale of the RemoteCall Viewer window 

Scale to Fit wŜǎŎŀƭŜ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŘŜǎƪǘƻǇ ǘƻ Ŧƛǘ ǿƛǘƘƛƴ ǘƘŜ RemoteCall Viewer 

Actual Size ±ƛŜǿ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŘŜǎƪǘƻǇ ŀǘ ƛǘǎ ƴŀǘƛǾŜ resolution 

Full Screen ±ƛŜǿ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŘŜǎƪǘƻǇ ƛƴ ŀ Ŧǳƭƭ ǎŎǊŜŜƴ ŦƻǊƳŀǘ 

 
Tools 

Screen Capture ¢ŀƪŜ ǎŎǊŜŜƴ ŎŀǇǘǳǊŜǎ ƻŦ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŘŜǎƪǘƻǇ ŀƴŘ ǎŀǾŜ it to disk 

Send URL tǳǎƘ ŀ ¦w[ ǘƻ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŘŜǎƪǘƻǇ 

Send File Transfer a file to the ŎǳǎǘƻƳŜǊΩǎ ŎƻƳǇǳǘŜǊ 

Receive File 5ƻǿƴƭƻŀŘ ŀ ŦƛƭŜ ŦǊƻƳ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŎƻƳǇǳǘŜǊ 

Clipboard Sharing Send and receive clipboard contents between computers 

Show My Screen 5ƛǎǇƭŀȅ ǘƘŜ ǊŜǇǊŜǎŜƴǘŀǘƛǾŜΩǎ ŘŜǎƪǘƻǇ ǘƻ ǘƘŜ ŎǳǎǘƻƳŜǊ 

Whiteboard Draw, type, and edit image files together with the customer 

Text Chat Instant messenger applet for instant communication 

Remote Sound Hear audio coming from the remote computer on your local speakers 

 
Shortcuts 

Favorites Quickly open commonly used URLs, Folders, Files, and Programs 

Diagnostics ±ƛŜǿ ǘƘŜ ǊŜƳƻǘŜ ŎƻƳǇǳǘŜǊΩǎ ǎȅǎǘŜƳ ŘƛŀƎƴƻǎǘƛŎǎ 

Processes View a list of running processes on the remote computer 


