pevisit Software AG

remote service for profis!

Simple and smart online support

pcvisit EasySupport 10.0 is specifically tailored to the application of profession

online support.

This slimline solution offers you all of the necessary functionality to provide .
professional technical support, without any waste or gimmicks - with it i
innovative remote functions and excellent usability.

Support your customers via the internet - just as if you were sitting at your customer’s PC.

Specification of service

Showing, seeing and remote controlling functions
+  Highly secure encrypted transfer of clipboard contents, files and folder
Invitation function via session link
Remote Comfort Functions
Remote UAC
Remote Restart
Remote User Account Change
+ Uninterrupted support through reconnection mechanisms
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User conventions

pcvisit EasySupport 10.0 0 is a professional online support software tool for remote These instructions are directed at users of pcvisit EasySupport 10.0. There are quick
maintenance. It allows you to examine the screen contents of your customers and, with instructions on numerous subjects for experienced users, as well as detailed descriptions
the new Remote Comfort Functions, you can carry out support on your customers PCs for new users. Each step is numbered so that you can follow every action.
after receiving access to their computer - all without installation. Now account changes
and reboots are possible without anybody needing to be on-site with the customer. Not Quick start
only will you save on travel expenses and time, you will also be in a situation to provide a : 1. Start Host module
worldwide support service via the internet. 2. Follow the instructions of the wizard
: 3. Input the licence number and click

Online support in real time +  Short payback periods Here you can find the meanings of the buttons and mark-ups which are used in the pcvisit
Short response time - Increase in customer satisfaction instructions.
Fast diagnosis and fault elimination - Efficient use of your qualified staff
Flexibility in providing support services | +  Minimized investment risk lcons
Supporter is fully independent of «Own connection server possible
location Advices for using
=
How does it work?

i? Tips for efficient working

+  Open Host Module and send session ID to pcvisit guest via Invitation function
+ Enter the session ID on the Guest Module and click on start support :
« All pevisit session participants are shown in the participant list and the pcvisit session : Special highlighting

can begin
clickable elements, like button or files

Systemvoraussetzungen:

your data surface inscription like tabs etc.
+  Pentium Il, 500 MHz; recommended: Pentium IIl, 1 GHz
+ 256 MB RAM; recommended: 512 MB RAM
+ 20 MB hard disk space © © [0 |- You can enlarge and reduce pictures and graphics within the PDF document
+ 56 Kbit modem; recommended: DSL/Broad-band connection by using the plus and minus buttons or the percent slider.

+  Operating system: from Windows 2000

These minimum requirements ensure the operability of the software. The speed of functionality could

be restricted by a system with a lower hardware configuration.
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= pevisit EasySupport 10.0 Setup

‘Welcome 1o the
pevisit EasySupport 10.0
Setup Wizard

This wizard il guids you theough the nstalstian of peast
EasySupoot 10,0,

Chck Nexk b confinue.

verson: 10.0.3.3599

Quick start
1. File
save & unpack
2. Follow the set-up wizard instructions

3. Complete the setup by clicking

% pewisit EasySupport 10.0 Setup

=
EasySupport 1000,

Frecs Fage Down Lo ses the rect of Lhe agresment,

Licensing Terms of the pevisit Software AG =

End User Licensing Agreement (EULA)}

By using this softrare product {this includes installng and copring it), &

IF yau sccept the berms o the agresment, chok tre ched box below, Vou must acet the
sgresment ko instal pousit EzsySuppart 10,0, Slick Net ta continus

[0 acceot theteims of the Licerse Agrsemsn:

(e
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Unpack
and run the file

Click on and accept the license
agreement. If you do not want to accept it,
choose

Continue to follow the instructions.

Click

Quick start

1. Start the Host module

2. Follow the installation wizard
instructions

3. Enter the licence number and click

3.1 Specify settings and input
licence key

Before your first pcvisit session:

Start the pcvisit EasySupport 10.0 Host
module after installation is complete by
double clicking on the pcvisit EasySupport
10.0 Host icon on your desktop.
Afterwards the startscreen of the pcvisit
software opens itself.

3.2 User Name

Set your user name:

Enter a name under which you would like
to appear when leading a pcvisit session.

Click

' You can chang‘ejt at any time under the
Your data tab in the &

»

pcvisit EasySupport
10.0 Host

DCizar Lser,

welcorne to the povisit ucer cornmunity, Just 2 few moare
steps befora you can use all the functions of povisit
communicatian,

mck Neat Cancel

Ta ERsUre optimum communication, all pardcipants in
pevist sessions have a name, Enter the name wou wish
to appear under in your powisit sessians here:

Host

Tau can change wour name &t any tirme [ster in the
povisit settings,

Back Hext Cancel
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For pour security, you can now decide what will ba sent
m1 your session partners in your first session.,

' show all
o Digplay all newly apensd applications

These default settings can be changed st any timein
the window selection.

Back Mext Cancel

Fimally, vau will soan be able to get started, all vou need
to do now is to create o enter o licence, We
recammend using copy & paste bo =rter your exosting
licence,

Flaasa salpct

:

Bogin with o fres test lioanes,
[F's fast and =azgvl

Back Next Cancel

Licence

Finally, you will soon be able to get started. All you need
to do now is to create or enter a licence, We
recommend using copy & paste to enter your existing
licence,

Please select:

Your licence: mrnl20ze
It's fast and easyl
Back Next Cancel
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3.3 Display options - Window
selection

Change Window selection settings. Choose
which applications and windows your
session partner can see during a pcvisit
session..

Defaults activated: Display all newly opened
applications and Show all.

Click
3.4 Licence

Open the licence input field by clicking on

Enter your licence key and click

The start screen of the pcvisit module will
open and is ready for your first pcvisit
session.

i:( You can copy your current licence key by
the keyboard short-cut CTRL+C and insert it in
to the field with CTRL+YV, thus avoiding potential
typing errors.

4.1 Start Host Module

Quick start

1. Open Host Module

2. Select a session mode and then start
3. Connection number is displayed

4. Pass on session ID to other session

participants

Open the Host Module with the
Host icon on your
desktop. The start screen will open.

+ Start a session

Choose between the Support and Show
buttons. By selecting Support, the pcvisit
session will begin in Support mode, i.e.
with the line of sight towards the pcvisit
guest.

Click to begin the pcvisit
session.

With Show, the session begins with the line
of sight towards the pcvisit host.

= You can make changes to a pcvisit guest’s
support settings under the tab Support activity
in the &)
more details.

. See section 5.2 for

+ Join session

With Join session you can take part in

a pcvisit session as a 2nd host (expert
mode). Enter the pcvisit session ID which
has been sent to you and click

»

pevisit EasySupport

10,0 Host

Start session

cofr &

‘ Support

Close

Name and picture:

Show

Join session

000

Personal...

+# Show this start sereen

Support Start
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Session ID 53 53 33 I4
Sesslan password; -
Start: 1352

Activities Histary Participant

i Ting FoF ©USTOME.. ¥ uF CUSTO MSE MUET STart tha guast
module and enber S35 23319 t receive suppart

® C

r ‘Y SesslonID53 533314
Sesslon password: -

‘ 4 Start; 13:52

Transler filags
Participant

Activate remate comfort functions  —E—> e

Online support

Invitation function

Close session

On the Host Module, the pcvisit session ID,
password (if set) and the start time of the
current session are shown.

4.2 Passing on the session ID

Pass on the session ID or session link

to your session partners via email for
example. This is a quick and easy way to
invite session participants to a pcvisit
session.

You can do this through the pcvisit
Comfort button and then selecting one of
the methods for passing on the session ID
found under

Copy guest session link to clipboard: by clicking
on the link, the pcvisit Guest Module

will be downloaded automatically and a
connection to the current session will be
made.

Copy expert link to clipboard: This allows the
host of a pcvisit session to invite a 2nd
host as an additional expert to a session.
The Host module will be downloaded
automatically and a connection to the
current session will be made.

Copy session ID to clipboard: The guest can copy
the session ID (from a messenger or email
for example) and paste it on the start
screen of the pcvisit Guest Module.

YA Note that for every new session started,
the new session ID/session link will need to be
passed on to your session partners. Session IDs
from sessions that have already finished are no
longer valid.

For a pcvisit session with password,

pass on the password to your session
partner so that they can join the session.
More information about assigning
passwords can be found under point 7.2.

Three-way pcvisit session
Usually, up to three session participants
can take part in a pcvisit EasySupport
10.0 session. The host has the possibility
to either support two pcvisit guests in a
session or invite another host.

W Do you need more session participants? We
would be happy to discuss it with you. You can
contact us at vertrieb@pcvisit.de or on +49 (0)
6023/94 33 0.

The session can either start with all three
participants in attendance, or a third
session participant can join at a later time.
A session is established when the first
session participant joins (matching session
ID and password).

= Under the Participant tab on the Host
Module you will find a list of all pcvisit session
participants, allowing you to keep an overview.

[ | Session ID 53 53 33 14
Session password: -

‘ 4 Start: 13:52

guast 1
quast 1

®

Participart

<>
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4.3 Start Guest Module

To join a pcvisit session you have two
possibilities.

+ Accept session link:

Click on the session link that you have
received from a pcvisit session host. The
guest module will be downloaded and you
will be automatically connected with the
quest current session.

Session ID + Enter session ID:
Open the Guest Module by either double
clicking on the pcvisit Guest icon on the
desktop or downloading it from

. The pcvisit Guest Module
does not require installation.

Cancel Start support

On the start screen of the Guest Module,
enter the 8-figure session ID that has been
given.

Click on to join the session.

May | begin with support?

Yes No Details

The session will be established and you
will receive a pop up box before support
can be given. Click and your session
begins.

= |f desired, you can change the session
name by which you appear during a session.
Click on the session name field and make your
change, then click Start Support.

5.1 Overview of the Host Module

Session ID 30 T 93 77
Sesslon passwaord: -

Start: IT:06

3 |

Support moda: You are Sup porting gus st ramonaly: Ao ve

) Activities

@ U o=

Stop button - Stop showing host's screen

Title bar - buttons: Minimise, Settings, Help, Close

Session information area - information about the current session
Activities - record of session activity, e.qg. file transfer

History - chronological record of all session activity

Participant - list of all session guests

pcvisit Comfort button - gives access to pcvisit functions
Navigation arrows - switch between tabs

© N UAWN
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000

Name and picture:
cofr 47

Personal...

' Support Show

+# Show this start screen

Close Support Start |
Support permission: Customer will not be asked -
Support permission: Customer can refuse -

May | begin with support?
Remote controlz Yes
Show applicatiens: All [change...)

Yes Mo
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5.2 Support = Support mode

-the pcvisit session starts in
support mode, i.e. with the line of sight on
the pcvisit guest. The guest will receive
support request from the host in the
form of a pop up box. The host can decide
under the which options
are made available in the pop up box.

+ Deactivate permission request

The pcvisit session will start without the
guest receiving a permission request

from the supporter. The host is then able
to use remote control and see functions
immediately.

You can activate this by selecting Customer
will not be asked under the Support permission
option. This is found under the Support activity
tab on the

¥ This mode is ideal for a quick session
start as the Host receives full support access
immediately without needing to ask the guest.

+ Activate permission request
Customer can refuse the guest will receive a
pop up box with the options and No.
By clicking the support session will
begin with full support access granted
(remote control & seeing).

By choosing the host will not be
given any support access, i.e. neither see
nor remote control functions. The host
will also receive an entry in his activity
history.

Yar This mode is suited to technically
inexperienced guests by giving them one simple
Yes/No choice.

Select Customer can change settings and the
Guest can see in the dialog box.
By clicking on Details the Guest can select
shown applications, monitor selection and
remote control settings. Provided that
the Guest has more than one monitor
available, monitor selection means that
the Guest define which monitor screen is
displayed during the pcvisit session.

After the guest agrees to the permission
request, the session will begin under the
selected conditions. The host will receive
appropriate commentary about the guest’s
settings under the Activity and History
windows.

5.3 Show = presentation mode

If the host begins the pcvisit session in the
presentation mode, the line of sight points
towards the host, i.e. the host's screen
contents is shown.
To do this, select on the start screen
and then click on

Support permission: Customer can change settings -

Start: IT:08

n Session ID 20 97 83 77
g S5|.0M pASsWorT: -

Activities Histary Participant
on TR0 000 = Lare uppor

Tl 10, 2000 TeRhRd
heat iz starting Fupp et for quast - ritheut remate contral
I L0, 2000 2z

hoxti=s =tarting =upport for guest - with remote control

10 19,2010 52629
gue et has left cha secslan (as guest)

A0 10 2010 52837

o T——— Send | €3
O_,./ — v

[ol-1-]

Name and pleture: 4
cofr &

Persanal...

Supgort | show

Activate this SMITCN 10 STOW yOUr SCreen auring the
| Showthls session ie.g. far nemonstracions)

Close Shaw Start
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Snline sugport

Invitaticn function

Close sessian

<>

Faaiicipant

Iy

Q00

5.4 Pointer mouse

If you don't have remote control rights,
you are still able to draw attention to
certain places on the screen of your
session partner with the pointer mouse.

Click the left or right mouse button on the
desired area. As a result, a mouse cursor
will flash (with your session name) on the
screen of the showing session participant.

5.5 Mini-view

To switch to mini-view on the pcvisit
module, click on the ¥ button.

pcvisit functions are also available in the
minimised view. Click on the respective
buttons to use the desired function.
With the € ¥ navigation arrows you can
scroll between the Activities, History and
Participant tabs.

@ Click on the pcvisit Comfort button
on the Host Module to use various pcvisit
functions such as the Remote Comfort
Functions and Invitation function.

6.1. Transfer files

Exchange files or folders with your session
partners. View the desired file/folder
through the pcvisit Module or use the pcvi-
sit Comfort button.

e Automatic mode
With the File transfer automatic mode
setting on the Host Module, the host can
set all files to be automatically transferred
without requesting permission. Activate
this mode under the Support activity tab in the
. Automatically transfer-
red files/folders are always saved to the
desktop.

e Manual mode

View the desired file through the pcvisit
Module or use the Transfer file(s) function
under the pevisit Comfort button menu. Your
session partner will receive a pop up box
with options to accept or reject the file
and where to save it.

BT A pop up box as well as the Activity window
give real-time information on all file transfers.
Thex Cancel button on the Activities window
will stop the transfer.

@- [] <>

Click here o access povisi suppart functicns I

Sesslon ID 30 &7 93 77
5

asslon password: -
Start: IT-06

Bctivitios History Perticipank

Rmcemiving clipbo ard from guest
o

Slipboard raleas ad far quest
0o

File “bow=hot_web zip” being tranafem=d

ET R

@ o o
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Oe9

Open sesslon autematically on Start

File transfer automatic mode +
Cliphoard autamatic mode o
Support permisslon: Customer will not be askod =

Set password:

Generate password:

Cancel 0K

Transfer fila(s)_..

Participant
Activate remote comfort functions

L)

wniine support

Invitation functie

Cloge

x

6.2 Clipboard automatic mode

The Clipboard automatic mode prevents
typing mistakes with licences and pass-
words for example, but can also be used to
exchange formatted texts or more compli-
cated clipboard content such as images or
tables.

Clipboard automatic mode can be found in
the under the tab Support
activity. Tick the box to activate.

By activating this, clipboard contents will
be automatically transferred after remote
control rights have been granted.

6.3 Remote Comfort Functions

Remote Comfort Functions enable you to
service your customer’s PC, without the
customer needing to be at all present,
once you have been granted full support
access (See & Remote Control). Therefore,
support work can be carried out by the
supporter when more time is needed

and also change accounts and carry out
restarts.

T |f a customer decides to stay by their PC,
instant messages will keep them abreast of the
processes being carried out on their machine.

+ Activate Remote Comfort Functions
Having knowledge of the administrator
logins is a basic requirement in order to
successfully activate the Remote Comfort
Functions.

Call up these functions by clicking on the

on the module
and selecting Activate Remote Comfort Functions.
After a few seconds you will receive
information about the guest’s operating
system and admin rights..

= The Remote Comfort Functions can only be

activated while remote controlling is under way.
If this condition is not fulfilled, the module will
display an explanation.

Activate any of the listed functions under
Activate Remote Comfort Functions by
ticking the relevant box. If necessary,
enter the Admin login and click

From this moment, all dialogues will
transfer to the account control of the host
and can be controlled remotely.

6.4 Online support

You can find the Online support function
under the pcvisit Comfort button. You will
also find a choice of other functions.

+ Begin online support

By clicking on Begin online support, either
your meeting partner will receive a pop
up box request to begin support or full
remote support will begin immediately,
depending on the settings activated under
the Support activity tab.

Remote comfort functions
activated on the PC of guest

Cuest syster|

Service Pack 3 {build 2600,

Logged-in user has: Admin rights
Fila ¢ Which remaote comfort functions dao you want to
came felease? Select and click OK.

W1 Qestore session after restart ~
Fila b

w4 User accounts can be switched during the ses._ -f
hast

T oK Cancel

B STis StarEng SUpE et for QUesT - with remote cantral b

Enter message send | €
€=y

Start: IT:06

Session ID30 97 93 77
@ Session password: -
L)

Transfer file(s)...
Participant

Activate remote comfort functions buest to host

Online support

Invitation function Zoom status: active
Show own screen

Close session

Enter message Send | <>
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n Session ID 30 &7 93 77

- Sesslon password: -
Start: IT:06

Transfer file(s)...

Activate remate comfort functions

Online support

Imatation function

Clase session

Start: I7:06

Sesslon D 30 97 93 77
'O Sesslon password: -

Transfer file(s)...

Activate remoke comfort functions
COnline supgort

Invitation function

Close session
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Participant

QuasTie hoot

Show own screen

Participant

Show own sereen

The guest has the option to remove
support access rights at any time with the

« Activate Show screen/Zoom

The screen view settings relate to the
optimisation of the shown screen contents
on your screen.

Zoom status active: Scaled
representation.

Zoom status inactive: Corresponds to
the actual screen size of the supported
system.

You can toggle between these modes by
clicking on the current setting displayed.

+  Show own screen

Change the line of sight in the current
session towards your own screen. By
activating this function, you will transmit
your screen contents to all uses which
have the correct rights. You can make
changes to the application transfer
settings in the Settings menu.

To activate, click on Show own screen.

6.5 Invitation function

Invite a guest or another expert to your
pcvisit EasySupport 10.0 session quickly
and easily. Click on the pcvisit Comfort
button, choose and
select an option by which to pass on the
session ID.

Copy guest session link to clipboard: a link is

automatically generated, the pcvisit Guest
Module is automatically downloaded and a
connection is made to the current session

Copy expert link to clipboard: The host can invite
a 2nd Host as an additional expert to a

pcvisit session with this function. The Host
Module is automatically downloaded and a
connection is made to the current session.

Copy session ID to clipboard: The guest can copy
the session ID (from a messenger message
or email for example) and paste it on the
start screen of the pcvisit Guest Module.

w Note that for every new session started,
the new session ID/session link will need to be
passed on to your session partners. Session IDs
from already finished sessions are no longer
valid.

6.6 End connection
In order to finish the session, click on

the pcvisit Comfort button and choose

o With the * button (at the top right
of the module) you can choose to either Close
pevisit or Close session.

Sesslon ID 81427779
Session password: -
Start: 12:25

Transfer file(s)

Participant

st startthe guest
Eupport,

Activate remote comfort functions
Online support
Invitation function

Copy guest session link to clipboard

Close session Copy expert link to clipboard

Copy session ID to clipboard

0000

Verbindungsnummer: 20 14 25 44
Sitzungspasswort: -
Start: 12:51

en) dbertragen
ellnehmer
Remote-Komfort-Funktionen aktivieren
online-Support

Einladungsfunktion

Sitzung schliefen

\/‘

Seite 19



@ pcvisit Software AG

000

Your logo/picture a

Personal...

Name host

Telephone +49 351 796 59 30

E-mail info@pevisit.de|
Cancel OK |

Open session automatically on Start

File transfer automatic mode <

Open session automatically on Start
File transfer automatic mode +

Clipboard automatic mode +

Open the settings menu with thei®)
button.

7.1 Your data

Under the Your data tab you have the possi-
bility to make your account more acces-
sible and personalised by entering a name,
telephone number and email address. For added
customer care you can insert a personal
picture or logo.

Add your information and then click
7.2 Support activity

Open session automatically on start

By ticking the box, the pcvisit session will
begin automatically in Support mode as
soon as the pcvisit Host Module is opened.

File transfer automatic mode

By activating the setting File transfer auto-
matic mode on the Host Module, the host
can transfer files automatically without
requesting permission.

Clipboard automatic mode

The Clipboard automatic mode prevents
typing mistakes with licences and pass-
words.

By activating this, clipboard contents will

be automatically transferred after remote
control rights have been granted.

Support permission

+  Customer will not be asked

The pcvisit session will start without the
guest receiving a permission request
from the supporter. The host is then able
to use remote control and see functions
immediately.

w This mode is ideal for a quick session
start as the Host receives full support access
immediately without needing to ask the guest.

+ Customer can refuse

The guest will receive a pop up box with
the options and No. By clicking

the support session will begin with full
support access granted (remote control &
seeing).

By choosing the host will not be
given any support access, i.e. neither see
nor remote control functions. The host
will also receive an entry in his activity
history.

w This mode is suited to technically
inexperienced guests by giving them one simple
Yes/No choice.

+ Customer can change settings

The guest make changes to the settings
under in the pop up box. The guest
can customise shown applications and
remote control settings.

Support permission: Customer wiil not be asked -

Support permission: Customer can refuse -

May | begin with support?
Remote control: Yes
Show applications: All (change...)

Yes Mo

Support permission: Customer can change settings -
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000

Open session automatically on Start

File transfer automatic mode v
Cliphoard automatic mode v
Support permission: Customer will not be asked -
Set password: S4CNDYTYST

Generate password:

Cancel OK
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Set password

On the Host Module you can set a self
chosen password for your session or
generate one by clicking on Generate
password button.

Click

Pass on the password to your session
participants who will receive a pop up box
requesting them to enter the password to
start the session.

7.3 Window selection

Choose which applications your session
participants are allowed to see during a
pcvisit session.

As a default Show all and Show new applications
are activated. Change this by ticking the

boxes manually (multiple choice possible).

= At the beginning of a session, guests to a
pcvisit session are given the possibility to set
the window selection via a pop up box. This
choice depends on the settings chosen by the
pcvisit Host. Customer can change settings =

guest has choices.

Monitor selection

By clicking on the monitors depicted,
the host can set which monitor should
be transferred during a pcvisit session in
show mode.

=/ Monitor selection can be made from the
Guest via click on . Therefore the Host
has to activate Customer can change settings.

; Audio CD - Track 15 - VLC media player

3 Unbenannt - Editor
[ Adobe InDesign €53 - L.
{7 Desktop

Show all

L8 AAAL

Show new applications

Cancel OK
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000

Licensed product

Your licence:

Your licence data

pevisit EasySupport 10.0.3.3399

NP | 20 skt ko

Licence holder: pcvisit EasySupport 10.0
Licensed product: pcvisit EasySupport 10.0

Used channels: I of 2

Max. participants: 3

Licence features:

Cancel

OK

zur Inhaltsubersi

7.4 Licence

This tab shows data about your licence
as well as the licenced product and the
version number.

The licence key can be changed here.
Enter your licence key in the licence field
and then click

w Before you enter a new licence key, make a
note of the old one as it will be overwritten.

7.5 Connection

Basic settings

As a default, automatic is selected. This
allows pcvisit to find the optimum
connection settings automatically.

In unstable environments (unstable
internet connection) it is possible to switch
to the . This mode will also
allow a connection through resistant
firewalls and proxies.

Advanced settings
You find more settings under Advanced
settings.

+ NoSSL

Activate this mode for proxies that link up
with encoded connections and co-read and
filter everything.

« Transparent proxy
Use this mode for proxy servers that hide
their location.

+ User Agent
Choose which browser should be emulated
in order to establish a connection.

Offread (recommended for Wi-Fi, UMTS, etc.) v
Automatic +
Proxy server (address:port)

Advanced seftings...

Cancel OK

No S5L

Transparent proxy

User agent Internet Explorer & | hd |
Basic settings...
Cancel 0K
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