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Glossary ]

Term

Description

Remote Support

Remote Access
Offline
Available

Busy

Reservation
Administrator

Customer
Representative
Local PC
Remote PC
Chatting

Screen Sharing
Remote Control

RemoteCall Agent

RemoteCall Viewer

Web Chat
RemoteCall Client

Admin Center

Support Request
Page
Connection Page

Connection Code
Web Icon

Session Summary
Page

User ID

User Name
Display Name
Group

Connecting with a customer over tleternet to remotely solve
problems on their computer.

Connecting to your computer remotely over the Internet.

A support technician who is not logged inRemoteCall

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 G 2 Y Shia gallbsd ffodz% &uipport technician.

The primary user of thRemoteCalAdmin Page used for
administrating accounts and checking session statistics.
wSY2(0S dzaSNJ g6K2Qa RSali2L) @2dz
Localuserwho @A SgAy 3 GKS Odzaii2 YSNRa
¢KS NBLINBaSyidldAgSQa t/ o

¢KS OdzaG2YSNRa t/ @

Chatting with the customer or representative using an instant
messenger.

Process of viewing the remote desktop via the RemotéGalber.

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

LI AOFGA2Y 2y NBLINBaSydal diroS:
session.

Application used t&@ A S &
session.

Representative or Customer wdiased chat window
Executable downloaded by the customer to initiate screlaring

Administration home page used to configure the RemoteCall accol
permission settings, view reports, and more.

The website used to initiate support. The customer can select an
support channel and wait for an available support repraative.

The website used by customer when they have made a reservatiol
and have a @ligit session code.

The 6digit code used to connect with the representative.

A clickable web icon used to connect with thenesentative.

Page that is displayed after the session has ended.

iKS Odzad2YSNRa R

Login ID assigned to a representative.
WSLINBaSyidl GdA@SQa
Name displayed to the customer.
Parent directory for useaiccounts.

FdAd f yIYSo
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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 URLSs that can be pushed to the
Odzai2YSNRa t/ o

Session Remoteconnection between the customer and the representative.

P2P A direct connection between two PCs (bypassing the gateway sen @

Gateway A connection between two PCs which is relayed through a gatewa
server.

VRVD Virtual Remote Video Drivervg{ | t t hw¢ Qa LINZ LINRA
for screensharing.

GDI Graphics Device Interface is a Windows proprietary video driver us
as a backup.
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RemoteCalb.0 Introduction
A What isRemoteCall?

RemoteCalls a realtime remote support solution that enables single
support representatives to offer ordemand remote support to
customers over the Internet.

RemoteCall offers support representatives a quick and easy way to connect with customers and

support themremotely. 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
AONBSY &KFENRARYy3 YR NBY2(0S O2y(iNBf ogXkédK (GKS NBY:
support tools such as file transfer, presentation mode, remote printing and more! Plus this is all

done with no need for prénstallation. The remote control files are downloaded and run only

once. Once the session ends, all files are removed fronDttea 1 2 YSNXQRa aeadsSyo

A 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 spigeifions for the Representative and Customer.

Representative Customer

Operating MS Windows based OS MS Windows based OS
System
Web Browser  Internet Explorer 6.0 or higher Internet Explorer 6.0 or higher

Firefox 2.0 or higher Firgfox 2.0 or higher

Safari 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 Goiwund Ports 80 &43 are blocked.
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Remote Support Introduction

A Agent Download and Installation

1. tothe RSUPPORT homepé&ps://secure.rsupport.com

2.1 fA0] GKS W{dzLIR NI Q YSydzop !
3. / f RRemote@all ISY (1 Q | YR réSantSypp@tex&k (1 KS

4. Doubleclick thercStartSupport.exdo start the installation.

Note: You will be prompted to accept tHdACpop-up request in Windows Vista

Proceed with the installation according to the installation guide.

o

y
6. Once installation completes, a RemoteCall Icé# will be created on your desktop.
If you are using a Proxy Server in your network environment, you need to configure

RemoteCalli2 62NJ] 6AGK &2dz2NJ t NPE& { SNIBISN®» ¢2 O2y TA3d
YSydz Ay wSY2iS/trttQa aSiiAay3aaoe

A Remote Suport Procedure

Agent Chat |::> Direct to |::> gha: olr Remote |::> Close
|:I\; Support ontro
Log In Support Support
: page
|::> Viewer |:> |:> Remote Control |:>
supnort or Chat
Step 1 Step 2 Step 3 Step 4 Step 5

The Representative starts tiemoteCalAgent and logs in.

The Representative starts a new Chat or Viesession

The Representative directise customer to the connection page startsupport.com
The Representative supports the customer by text chat and screen sharing.
The Representate ends the session by disconnecting with the customer.

arwNPE
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Remote Support usingkemoteCall

A Login tothe RemoteCal\gent andwait for the austomer

Agent Login
Enteryour User ID and password and click [Login].

(=0 ) Text Gt
Foreot my password [Stert Session |[-]
Create new sccount
Go to Admin Page
Rsupport "il'm' foop dE]

Initiating a Text Chat Session

1. Clickthe E odzitizy FyR Ot A0l We¢SEG /KFEGQ (2
2. A chat window will open ogour desktop and display the-@igit connectioncode.

~38 D~38

Remote Support System Remote Support System
TEXt Ghat Support Web Address Support Web Address
http:/113366.com http://113366.com/calll
Connection Num| ‘Customer can view 1
1 j¢
Start Sesszion 852140
Copv to Clipboard Send E-mail Copy to Cipboard  Send E-mail
w Text Chat
Screen Sharing

Youcan initiateremote control¥ N2 Y (G KS OKIF G aSaaizy |4 Fye
approval).

Note: Clicking the [Start Session] button initiates the last used session type (Text Chat or
Remote Contrdl For example, if you last started a Text Chat session, then the next time you
click [Start Session] a Text Chat session will be irgtiat

Initiating aRemote ControlSession
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1. Click the dropdown menu E from the RemoteCalHome window and select
[Remote Control]
2. The RemoteCall Viewer will launch and display tag@ connection code.

Screen Sharing

Start Session

Text Chat
« Screen Sharing

A Directingthe Customer to the ConnectidPage

1. Advise the customer of the connection page URL and ttligi6 connection code.
Note: You can also send a connectiomail to the customer

2.1 2806 /KIG 6AYR2g6 ogAfft 2Ly 2y (GKS Odzad2YSN
Note: If you select to run a remote control session, yahould notify the customer of
the executable file that willrun to initiate the session.

Chat Session

A webbased chat session betweer
the representative and customer
allowing for basic web chatting anc

" YOUr Name | |

files transfers.
+ connection code :I(E—digit}

Remote ControSession
[Connection Code Method] » A full screen sharing and remote

control support session allowing

the representative tdake control
ofii KS O dzalésigon S N &

Remaotecall RemoteCall2
[Web Icon Method]

* Executable FileFor remote control, a oréme executable will be downloaded and run by the
customer. This will temporarily download the remote control files to their PC.
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A Web Chat

The representative and customer can talk to each other intigsd through their web browser
with no need to install additional softwar&he representative can requastmote controlat

any time by clickinfRemote Controlfin the chat window.

("I £ Matthew CALL =

Chat Session Started
Support Started : 2009-04-01 13:22:01
MatthewCALL(mchoyl)
Hello,

Customer
Hi, Ineed a help

Preparing for remote support, please wait a moment...

Esend Fie (@ whiteboard ® p= %
A= @
h_ Y
Click [Remote Contrel] to request
screen sharing.

[Chat Support]

A Remote Control

After the customer downloads and executes the connection file, the representative can view
YR O2yGNBf (KS OtmReoreSaldeder. TS dubtamrichndzsily y 3
suspend control at anytime simplymoving their mouse or pressing a key.

Chat Session Started "
Support Started : 2009-04-01 13:22:01
MatthewCALL(mchoy1)
Hi, How may T help you?'
& Send Fie  (@'Whiteboard @

[Web Chat

[Remote Contrgl

A Session Summary Window
Once the session has ended the customer is shown a summary of the sapgsidn with

details such as Session Start/End Time and Representative Name.
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RemoteCalb.0 Features

A Agent

RepresentativeProfile

Home Start Session

E Authentication Server

Network

Settings ~ Proxy Server

Display Quality

=

Connection

Settings  advanced

Favorites

Folders
Programs

Shortcuts

Documents

CannedMessages

=P

Support Remote Support History

Sessions

Copyright &

View/Edit Representative Profile (Name, Screen Name etc.)
Start a new(Chat or Remote Control) supp@gssion

Server port and IP address for logging in

Login encryption option (yes/no)

Manuat Manually enter Proxy Server details

Automatic Automatically retrieveProxy Server details

Network Choose network type (LAN or WAN)

Driver. Choose video driver mode (VRVD or Polling)

Color DepthChoosethe display color in the Viewer

Text SizeChoose the Viewatisplay text size

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

52y Qi AaK2g @GAYR26Qa O2mpine
LISNF2NXYIFyOS o6& y2i0 akKz2gAy3d .
Auto Sart SessionRecording Automatically start recording the
session when the session begins

Maintain Connection Sability: Maintain the connection in ar
unstable network when the connection times out

Lock ViewerAfter: Automatically lock the Viewer during
session after a certain amount of inactivity
Add/Editfrequently usedJRIs

Add/Edit frequently used Folders

Add/Edit frequently used Programs

Add/Edit frequently used Documents

Add/Edit frequently used Messages

11

View and save the remote support history to an Excel file
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A Chat Window

Chat Window Features

Send File Transfers files to the customer while chatting.

Whiteboard Aninteractive drawing board for representative and customer.

z) a B

Canned Messages Quickly send commonly used messages to the customer

A reporting toolfor loggingsession details such as custonmaime,phone

ion Report
Session Repo #, reason for support and more.

Session Sharing  Transfer the active session to another representative.
Remote Control A S¢ | yR O2y{iNRf G(KS 0Odzad2YSNRa&
Shortcuts Quick access to commoniged URLs

Shared Files Quickly send files to the customer such as drierdpatches

RGEEND# & |«

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

How to Senda Filein a Chat Session

Click theSend Filé ™ button in the chat window.

Select a file to transfer and clipRpen].

/| 2YFANY GKS YS&aal3aS a!LX2FR /2YLX SGSR¢
The tansferred file appeas in the chat window as a clickable web link. The
representative or customer can click this link to initiate a download.

PR

Note: Executable files such as .exe, .msi, .bat, .sh and .cmd are prohibited.

How to Start awhiteboard Session

1. Click thgWhiteboard] ) button in the chat window.
2. ¢KS 2KAGSO02FNR gAff flFdzyOK 2y (GKS NBLN
to accept the invitation in their chat window.

&) Request whiteboard i } _--‘\ ﬁ ;

Wou have besn inviced to start a Whiteboard session,
‘Would you like ko skart now?

Connecling...
[ Accept ][  Decline | Please wait to load Whiteboard.
[Whiteboard Request] [PendingWhiteboardSessior}

3. After the customer clickgAccept] they will be prompted to[Run] a onetime
executablefile to initiate theWhiteboard session.
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Whiteboard Features

Select / Move 24 Pencil

Eraser Text

Circle Rectangle @
Line Open Image

Line Color Line Width

Print Save PNGformat)

Save to Clipboard Add a new Whiteboard tab

Session Report

e write service I

. . = . .
1. Click the |cons> i to open the Session Report window.  yeport

2. Edit the information as needed and cli@ave]when finished. Transfer
Session -
Note: the session report details may be edited later from th
Admin Center.

Session Sharing

1. Click the |cons> to initiate a filetransfer.
2. Select an available representati\;ﬂ in the window and clickTransfer Sessidn

5 'b RemoteCall Agent X
M5 S5Select a reprezentative to share Matthew CALL {mchoyl) is requesting
= ’ Please click [OK] to accept the

User IO MName

£\ mchayl Matthew CALL
& memersic Milee Emersic Allow Reject

transfer.

3. The selected representative will receive a pgpdialogue on their desktop to accept
the incoming transfer.
4. The representative can clifRccept]to allow the incoming transfer request.

Note: It is possible for both representatives to support the customer simultaneously.
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RemoteCall

1. Click the Screen Sharing icon and sdleemote Control]

2. TheRemoteCalt A S SNJ g A f f

Click [Remnote Control] to request
screen sharing.

| Remote Control '

AYAGAFEAT S 2y (GKS

authorization message will be sent to the customer.

OWSLINBASY Gl dA

-

E': Request Screen-sharing

‘fou have been invited to start a Screen Sharing session.
‘fou can suspend conkrol at anytime by mowing vour

mouse oF pressing a kew, Do vou wank to share wour
desktop?

¥ Request Mouse/keyvhoard contral

| Adree || Decline |

W/ dzai2yYSNQa t

3. When the customer clicg\ccept], they will be prompted t§Run]a onetime
executable file to start screen sharing

Internet Explorer - Security Warning

Do you want to run this software?

¥ IMore optians

Mame: rsupport_connectS,exe

Publisher: Rsupport Co., Ltd.

Run

x|

| Don't Run I

@ wWhile Files from the Internet can be useful, this file type can potentially harm
wour computer, Only run software from publishers you trust, What's the risk?

Copyright &
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A Viewer> Features

Home

Controls

Draw

Display

Tools

Shortcuts

Start a New Session

Settings

hLiSy WwwSOSA

Received Files
Session Transfer

Lock Viewer

Reboot and Reconnect

Reboot in Safe Mode

Run as a Service
Exit
Mouse/Keyboard
Mouse Chase
Laser Arrow

Laser Pointer

{SYR W/ NI b {SYyR

Draw (1-way, 2-way)

Display Settings
Remote Monitor
Zoom

Scale to Fit
Actual Size

Full Screen
Screen Capture
Send URL

Send File
Receive File
Clipboard Sharing
Show My Screen
Whiteboard

Text Chat
Remote Sound
Favorites
Diagnostics

Processes

Copyright &

Open a new session to support another customer
Remote access and control settings

Open the folder where receivdiles are saved

Shows a list of files received from the customer
Transfers the active session to another representative
Locks down the Viewer during a sessiestricting access
FyYyR NBO2yySOi
wSo6220 FYyR NBO2yySOlG 6AGK GKS O

Runs RemoteCall with Administrator privileges allowing unattende
rebootsand switching user accounts.

wSoz22i gAGK (GKS O

ExitRemoteCalViewer
¢F1S a2dzaSkYSeo2NR O2y(iNBE 27F i

Displays the remote cursor

5AalLXlFea Fy FNNRg 2y GKS Odzad2Y!
Displays a laser pointahK S Odza 2 YSNRa RSai a2
W/ GNI b !'td b 58tQ 02YYl"

Draw shapes and lines on the customers desktop

Adjust the scale of thRemoteCalViewer window
Select which remote monitor to view

Adjusts the scale of thRemoteCalViewer window

wSa0Ft S GKS Odzai2YS NRemoteRSNGelveal 2 LI |
+AS8Ss GUKS Odzaidiz2YSNesoutkral d2L) G
+ASs GUKS Odzali2YSNO&a RSajlid2LI Ay |
¢F1S &aONBSy Ol LIidz2NBa 27T itforliSk O dza (
tdzaAK | !w[ (2 GKS Odzaiz2YSNKRa RS

Transfer afiletoth® dza § 2 YSNXQ& O2 Y LJdzi S NJ

52gyt2FR I FAES FNRY GKS Odzaidzvy:
Send and receive clipboard contents between computers

S5AaL e GKS NBLINBaSyidlGAgSQa RS:
Draw, type, ancdit image files together with the customer

Instant messenger applet famstantcommunication

Hear audio coming from the remote computer on your local speakers
Quickly open commonly used URLS, Foldgitss, and Programs

+tASg GUKS NBY2:GS O02YLlziSNRa aegad!

View a list of running processes on the remote computer
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