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RemoteHelp Introduction

This quick start guide will give you a brief look at the installation and connection process of RemoteHelp. By
following these easy steps you will have RemoteHelp up and running in minutes.

RemoteHelp is an online remote support tool used to remotely eastmwith andsupportyour customers from
anywhere they happen to be. RemoteHel@isurely webbased service allowing connectioaytime, anywhere,
as long as both parties have an active Internet connection.

As Easy as2-3
1. InstallRemoteHelp

2. Launcha Remote Support Session
3. Connectwith the Customer

Note: This quick start guide assumes you have already setup a User ID and password wweaucgupport.com

Step 1: Installing RemoteHelp

1. Visitthe RSUPPORT home palgg://www.rsupport.com)

2. Select theSupportmenuand clicRemoteHelp]from the Downloads> Programsection.

3. Run the executable file and follow the -@oreen instructiongfor detailed installation instructions, please
refer to the dinstallingRemoteHelp section ofthe RemoteHelp User Manyal
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. Dol needto pre-install software on the remote users PC

QUICK START GUIDES < ‘

(. Arethere anyfiles left behind on the customer's PC?

an RemoteCall Connect to an unaltended computer?

an a support Agent reconnect at any ime?

RemoteCall

low long does each connection last?

an RemoteCall connect over a VPN (Virtual Private Netwark)?

an | connect to a remote PC behind a firewall o proxy?

an | transfer files to and from the remote PC?

REmatENeR

. How does the remote user know when they are connected?

Supportinformation »

I you do ot find the answers
o your support questions
i the FAQ's, please contact

(2. Can I run more than one remote session simultaneously?

(). Canthe Remote sessions be recorded?

email 57 (). Canthe remote user still connect if they don't install the ActiveX controls?

UL . Can I show my deskiop to the customer?

(. Canthe remote user contral the representative’s desklop in presentation mode?

call «/f)
82(70) 7011-0590

(. Can'the customer block any programs they donwant the representative to see?

(. When connecting with a limited user account can | login as an Admin?

Company | News | Contact | Legal | Support
mﬁsupport © 2008 RSUPPORT. Al rights Reserved

Fig [L-1] RemoteHelpDownload
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Step 2:Launching a Remote Support Session

1. Start RemoteHelpnd login with your ID and password.

& RemoteHelp Agent

User ID :
—

Password :

[V Save User ID and Password

[ Start a new session automatically

3% settings

1 forgot my password
Create 3n account

Rsupport

Fig fl-2] RemoteHelpLogin

2. St SO0 a{ (fforifhe HpnSetal
Note: A welchat window willappear displaying the connection URL adigit connection code
Alternatively asession may also be started @yccepting an incoming support request. If a customer
requests support directly through the connection page, you will be prompted to accept the support request.
Onceaccepted the webchat window will appear o your desktop.

' tg thanuallyinitiate a support session.

| =%

Remote Support System

No Active Sessions

Support Web Address
http://startsupport.com/remotehelp

Connection Number is
416 133

Text Chat

| start Session D

Copy to Cipboard Send E-mail

[ &= % si & =P = ]

Fig [L-3] Session Launch Fig fl-4] Waiting Web Chat
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Step 3: Connecting with the Customer

3.a.Initiating a WebChat Session

1. Direct the customer to the connection pageww.startsupport.con

2. Get them to enter the @ligit connectioncode and clickConnect]

@ Rsupport 5.0:: Remote Relay Page - Intemet Explorer provided by Dell B
@O - |E hitp://startsupport.com/svc/gatel 000.aspx - ‘ ‘,‘ x ‘ ‘#,' Live Search 2 v|

i Faverites \ 9% &) Personalize ~ {2 Suggested Sites ~

5~ v [ e v Pagev Safetyw Toolsw

| @ Rsupport 505 Remote Relay Page

(= Customer Chat {RoomNo:774937594) - Wind..

& | http: fstartsupport comjwebchatcustisucichat/cust 1000, 3spx7conn_r

2, Representative (Mike Emersic)

Rsupport

Chat Session Started
Support Started : 2008-12-08 08:11:08

Remote Control Service

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

Connection-No

Copyright® 2008. RSUPPORT ALL rights reserved

] Send File

Done @ Internet | Protected Mode: OFf H100% ~ @ Intornet 00 -

Fig [l-5] Launchingnstant WebChat Fig [l-6] CustomerWeb-Chat

3.b.Initiating a Screen Sharing Session

1. Select the Screen Sharing ic@ from the chat windowand click[Request Screen Sharing]

2. Advise the customer to accept the connection and run the executable file when prompted

mrs =
Chat Session Started &
Support Started : 2008-12-08 08:11:08

(= Customer Chat (RoomNo:§22342909) - Win:

2]

 Representative (Mike Emersic)

Chat Session Started
Support Started : 2008-12-08 08:11:08

You have been imvited to start screen-sharing. :
2008-12-08 11:55:28

W send Fle (@ whiceboard ® D0 you wank 1o s x v s 7
D Hame: 82234290554 exe
Type: appicanon
ond (2 o e
= o =
I (=
b v 4 - ]

Zi Wi flas from the Ieieinal can be usstul this fle lyps can
@ o
) e

| accept [l Decine |

To request screen sharing, click Send Fie

‘Remote Control'
Lo ]
* @

@ intermet Hioow, -

Fig [l-7] ScreenSharing Request Fig fl-8] Customer Screen Sharing Authorization
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Representative Interface

RemoteHelp WekChat G © Memese o]
Screen Sharing Request
Favorites

Web Files

Web Cam

Send File

Whiteboard

Canned Messages

Session Report/Transfer
718
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Fig [L-9] Representative WelChat

RemoteHelp Viewer

Main Menu
Controls
Drawing
DisplaySettings
Tools

Shortcuts
System Name/IP
Status Bar
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Fig [L-10] RemoteHelp Viewer
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