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SupportSmith v2.0

1 SupportSmith v2.0

SupportSmith 2.0 is an integrated platform that provides Remote Assistance
and Remote Access to another desktop with no network barriers.

You can now get connected safely and instantly to any other PC over the
internet, with unlimited access to provide and receive Customer Support,
transfer files, share single applications and even give presentations remotely.

SupportSmith 2.0 gives you:

* Remote Desktop view, control, and sharing.
* Remote Desktop's System overview.

* Live Customer Support procedures.

* Ticket System for Support Incidents.

* Online Collaboration.

* File Transfer.

* Remote Shell.

* Chat.

It also:

* Provides great simplicity; no network configuration is needed.
* Has unparalleled security.

Disclaimer: The product names and logos used in this help are for identification purposes
only.
All trademarks, registered trademarks and logos are the property of their respective
owners.

Copyright © 2009, Cybele Softw are Inc. All rights reserved.




2 SupportSmith v2.0

2 Components

SupportSmith 2.0 establishes outgoing SSH-2 128-bit encrypted
communications, allowing to pass through firewalls, NAT routers and proxy
servers, in a secure and reliable fashion between its 3 components:

1. SupportSmith Server

- Handles the exchange between the Suppor Manager and the Agents.
- Manages the Ticket system.

- Establishes permission levels and security parameters.

2. Support Manager
- Monitors online Pre-Installed Agents.
- Access System Overview Pre-Installed Agents's positions.

3. Agents
a.l. Pre-Installed Agents
Requests Support.
Enables unattended remote access.
Enables chat, status monitoring and remote System Overview.
Enables File Transfer, Remote Shell, System Information Reports for all
remote sessions.
- Enables to share a Windows Application or the whole desktop with a
Colleague.
- Includes a Pre-Installed Agent Manager that can be password restricted.

b. On-Demand Agents
- Requests Support.
- Enables File Transfer, Remote Shell, System Information Reports for all remote
support sessions.
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2.1 Server
2.1.1 Settings

2.1.1.1 Communications

o SupportSmith Server Manager

Cammunications | ccess Contral | Licenses | General
Cormmunication Paramekers

Bind ko IP: Al unassigned) - Port: 22

Public Host Address
Hosk:
Port: 22

Broker Lisk
Hosk & Park:

&dd Server | | Remove Server

Accept | | Cancel | | Help

Communication Parameters

Bind to IP:
Determines the binding IP address. If you do not assign a specific IP address, this
service binds to all IP addresses assigned to this computer.

Port:
Indicates the listening port where this server can be reached. By default, port
22 will be selected.

Public Host Address
Host

Enter the Public IP for the main SupportSmith Server. This is the IP address that
external users will access when requesting support or using any other SupportSmith
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tool.
Port:

Indicates the listening port where this server can be reached. By default, port
22 will be selected.

Multi server Environment

Broker List

In case you have several SupportSmith Servers to balance your

communications, this box will list any other SupportSmith Server acting as
Broker.

Hosk & Park:

cybelesoftware . com: 443

&dd Server Il Remove Server

Host & Port options

Add Server

Click the 'Add Server' button to add secondary Servers as Brokers. A new
box will come up, to enter Address, port, username and password for the
Server acting as Broker.

SupportSmith Server SAS
Address;
Pork: 443
sername:
Password;

Remove Server

Click the 'Remove Server' button to remove secondary Servers from the
Broker's list.
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2.1.1.2 Access Control

. SupportSmith Server Manager
Communications | Access Control  Licerses | General

GIOUR OF LESET NOMEs;

+SMERCUIR IO Administrators

PR MERCURIO Eackup Operatons
ERMERCURIO GUssts
ERMERCURIO Power Users
ERMERCURID|Remote Desktop Lisers

Logins | Admin Mode | Support Mode | fgent Features

[ s Commurication Server
B 4z Pre-Tnstalled Agenk
B s on-Damand Agent

[ &5 Supportes

[H 45 sharingtlass

A &s 50w

Assigning Permissions

Group or Names

This box shows a list of User Groups or User Names authorized to run
SupportSmith.

Edit

Click the button to Edit the list, adding/removing Users or Groups with the <
and = buttons..

-mtlhll'!ﬂ'm

Bl
CYBELERE TSR Wi fo BRI
CYBELESOFT(TRAM_WIRED Ragtenis de syusds
CYBELESRF FSUPPORE_SSdaisd FRhveenain

oer wrers
PRt wiee
FRpn st

FRaeroaT e
o fRusenitg

bl Greugd O Lotd Crogd 8 Uk

Settings for Each User

e Logins

Allows you to determine which components can be used by each User/
Group.
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¢ Admin Mode

Allows you to customize the access rule for each User/Group while
working in Admin Mode.

e Support Mode

Allows you to customize the access rule for each User/Group while
working in Support Mode.

e Agent Features

Allows you to customize the options available to Pre-Installed Agents
according each User/Group.

2.1.1.2.1 Logins

Select an item from the list above and check the Roles assigned to that User
or Group.

Pre-Installed Agent and Supporter Roles enable the Admin Mode, Support Mode
and Agent Features tab that will require your attention.

9/" This action must be taken for each User or Group.

_ SupportSmith Server Manager
Communications | Access Control  Licerses | General

GroUp OF LSer Names:
CYBELESOFT|partrers
CYBELESOFT\sales

B CYBELESOFTIsupport

Edi
Logns  Adwin Mode  Support Mode | Agent Fesbures

[ e Communication Sarvar
[ s Pre-Installed Agerk

[ 4= On-Demand Agent

[ e Supportes

9/" This Server can manage access additional Cybele Software's products or components,
and that is why you'll see other components listed, such as SharingGlass.

A typical configuration for SupportSmith will require you to work with this
options only:

Logon as Communication Server
Logon as Pre-Installed Agent
Logon as On-Demand Agent
Logon as Supporter
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2.1.1.2.2 Remote Tool Access Rules
Rules for Admin and Support Modes

Permissions to use a remote tools from Technician end are ruled in Admin Mode
and Support Mode Tabs. Each rule specifies whether a request to use a
remote tool will be automatically accepted, denied or end-user managed.

Name
List of remote tools that a Technician can initiate.

Option

Action to be taken in regards to the Technician's request:
e Prompt: Prompts the Remote PC user for permission to proceed.
o Accept: Accepts the request without prompting the PC user.
¢ Deny: Denies the request without prompting the PC user.

Timeout

Specifies amount of time while prompt window will be displayed. Once elapsed
this time, the request will be automatically accepted or denied according to
Accept checkbox.

Accept
Specifies whether the request will be accepted or denied when Timeout
expires.

Group

Allows you to group remote tools in order to specify overriding priority for each
group. When an request to use a specific tool is accepted, all request for tools
with same or lower priority (higher Priority number) belonging to the same
group will be automatically accepted. Pre-defined groups are as follows:

Group Tools

1 Desktop Viewing
Desktop Control

2 File Transfer

3 Port Forwarding

4 Remote Shell

5 Remote Desktop

6 System Information

Priority
Indicates the priority for the tool within the specified group.

By default, SupportSmith will prompt the attendee for permission. You can
change this option to Accept (will accept the request automatically) or Deny
(will deny the access).
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When access is denied, the Remote Customer isn't notified. The Technician will
see an "Access Denied" message.

:Num-a

|Deskeop Contral
|File Transfer
|Post Fooveardirg
|Ponimcite Seheeel
|Pusmicte Deskiop
|Systeen Information
| Applcation Yiewng
|Appécation Control

o oo oo o oo

Lo = O ) B R U

[ 1]

For instance, on the picture below, when the Technician wants to start the
feature "Desktop Viewing", the Remote Customer will be prompted and the
system will await for a response during 6 seconds, to finally Accept the

request unless the Remote Customer denies the permission.

The other features will prompt and the system will indefinitely wait for a

response.

|Deskiop Contred
|File Transfer

|Pott Foevarding
|Poemcibe Sheed
|Poemaiber Drerchbop
|System Infarmation
| Aspplcation Yiewng
|ppication Control

2.1.1.2.2.1 Admin Mode

HEEREEE

L e e T e = R = R ) %

(= = = T = T = = I = =]

Sooooooe

All rules specified in this tab will affect administrative authenticated remote

access.

Logins  AdminMode | Support Mode  Agent Featuras

[Diesttop viewing
|Deshrop Contrad
|File Tranefer

|Port Fomwarding
|Pomote Shel
|Pemicite Deskiop
|System Information

Pratmpt
Frampt:
Prathipt
Frafmpt
Prafmpt
Frompt
Frompt

| Timeouk

il odnoonoonoen |

;

AR ADRLARLALARLY

o N B R e e

N T T T

Go Back to Remote Tool Access Rules

2.1.1.2.2.2 Support Mode

All rules specified in this tab will affect end-user requested remote access.
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Logins | Admen Mode | Support Mode  Agent Features

hame Oplicn |Timeout | Accept | aroup Friority |
Diechtop Viewing Frompt o O 1 1
Deshrop Contrel Fraipt o O i 2
File Transfer Fropt o O 2 1
Purt: Forwarding Frofipt: e O 3 1
Rusfucibe Shel Frompt e O 4 1
Rusrncbe Deskbop Frompt 6 O 5 1
Systern Information Frompt e O 6 1

Go Back to Remote Tool Access Rules

2.1.1.2.3 Agent Features

Enabling the features the PC user will see on the tray menu
Select an item from the list above and check the Features that User or Group
will be able to use.

Logins | Admin Mode | Support Mode | Agent Festures

el Get Technical Support
Bl Chat with a Technician

9/" This action must be taken per User or Group.

How does the tray menu looks like?

Work with a Colleague
et Technical Suppork

Chat with a Technician

Help

Abouk
Smith 2.0 I

¢ Work with a Colleague

SupportSmith enables Application Sharing between all Pre-Installed Agents. Two
Colleagues can work together on the same application or assist each other.

e Get Technical Support

Request assistance to the Support personnel with one click.

¢ Chat with a Technician

Get a quick answer for your inquiries chatting with a Technician.

e Help

Opens the Help file that explains how to use the mentioned features.

e About
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This box shows you some copyright information along with the version and

build number for the SupportSmith Agent.

2.1.1.3 Licenses

SupportSmith Licenses

Descripkion

License:
Wehsite
Crganizakion:

Organization Unik:

Description

Configuration | Security

- SupportSmith Server anager

Licenses | General

Supporksmith Concurrent Agents
Supporkamith Concurrent Supporters
Supporkamith Concurrent Channels

hikkp e, cvbelesoft, com
Cvbele Software, Inc.

Suppork

Licensed
10
5
10
|_ Change Key |
Trial wersion, Yalid unkil 2009-07-31,
Accepk | | Zancel | | Help |

e ——

The Description Box shows the Agents, Supporters and Channels allowed by

your License.

Change Key

Click the 'Change Key' button to browse the folders and look for the .xml
License file. The Description Box will show the Agents, Supporters and
Channels allowed by your License.

License

A License can be Registered or Trial. In case you run SupportSmith with a Trial

11
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License, the expiration date will be shown here. To ask for a trial extension,
contact us.

2.1.1.4 General

General Configuration Options

- SupportSmith Server anager =

Configuration | Security | Licenses General

Ticket Farmak
Prefix Mumnber of Digiks Suffix Inicial Mumber
6 [ 1
Preview: oooaool
Language
Enaglish 4

Accept | | Zancel | | Help

Ticket Format

Prefix
Determine a Prefix for your Ticket.

Number of Digits
Select the number of digits for the Ticket.

Suffix
Add a suffix to your Ticket.

Initial Number
Select the number that will start the count on your Ticket system.

Preview
This box will show the preview of the Ticket format as you work on it.
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Language

There are two Language options for the Server interface, English and Spanish.
To change the Language interface, select the option and click Accept.

2.2 SupportTools

2.2.1 User Interface

This section is intended to provide first-time users an initial approach to the basic
functionality of the Support Tools of SupportSmith v2.

Browse though the following sections to start discovering all the Key Features:

Tray Bar Icon and Menu
Login Screen

Support Manager
Support Client

Incident Viewer

2.2.1.1 Tray Bar Icon and Menu

Tray Bar Icon

The Tray Bar Icon can be easily recognized. Its presence
shows that the Support Manager is running.
Make a double click on it to load the Support Manager Window.

"5'(\ @ v fEh 11

Tray Bar Menu

The Tray Bar Menu can be launched by making a right click
over the Tray Bar Icon. The menu has two options:

Manager
Loads the Support Manager Window.

Manager Exit

Exit Terminates SupportSmith. Any Chat or Remote Connection
opened will be closed.

2.2.1.2 Support Manager

Login to the Support Manager
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& Support Manager File

File Help .
- Settings

/\ Opens the Manager Settings window.

R ]
\ ’/ Exit

» : Terminates SupportSmith. Any Chat or Remote
AL 04 oA FLESIAULLELN Connection opened will be closed.
User ID: |
Passwaord: Help

Damain: Help
Save UserID |- signIn Opens this Help File.

Website

Loads the default browser and points to the
SupportSmith's Website: http://
www.SupportSmith.com

About
Opens the About Box.

Disconnected
h

Login

User ID

Enter a valid Windows User ID. The first time you log in, you must enter the user as
DOMAIN\Username. After that, the Domain Field will retain your domain information and
just the Username will be required.

Password
Enter the password required for the Windows User ID.

Domain
This field stores the Domain information you enter at the User ID field.

Save User ID
Check this box to save the User ID.

Save Password
Check this box to save the Password.

Sign In
Press the Sign In button to log into the Support Manager.

2.2.1.2.1 Support Manager Window

First Support Manager View
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4 Support Manager 2 The Support Manager Window is the Start
Fie Help workspace for the Supporter, and it is composed
A< & g | by:
Computer Lisername %
i MERCURIO CYEELESOFTimcatani pr -
& VENUS CYBELESOFTgricardh o ¢ The Main Menu
3 wniswe  uneempess & | ® The Main Toolbar
. NOTEBODE-TS NOTEBOOK-TSigricard |5 e The Right Side Tabs
£ BA-ATOM ___ Ba-ATOMlgricard IS
A& GAMMA C\"BELESDF'I'IMM.EH%_ - Computers
& DELTA CYB{LESDFﬂWraﬁ _ Support Queue
- Incidents

e The Filter Option

e The Status Bar

Each of this items will be described on this
. . section.
Filter: T
Ready

The Main Menu

File
Settings Settings . .
. Opens the Manager Settings window.
Sign ok
Ezxit Sign Out
Closes the current session, and returns to Login screen. Any
Chat or remote connection opened will be closed.
Exit
Terminates SupportSmith. Any Chat or remote connection
opened will be closed.
Help
Help Indexx gelp his Helo Fil
n | le.
Wb Site pens this Help File
About. .. Website

Loads the default browser and points to
http://www.SupportSmith.com.

About
Opens the About Box.

The Main Toolbar

B < dq - B |

Initiate Remote Assistance
Starts a Remote Assistance session with the Computer selected on the list below.

Start Chat
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Initiates a Chat with the Computer selected.

View Remote System Overview
Opens a new window with a System Overview for the Computer selected.

Wake Up
Wakes up the Computer selected. This option might not work for all Computers.

Favorites
Shows only the Favorite Computers. If there are no Favorites, no Computers will be

shown. To add Computers to your Favorite List, make a right click over the Computer
name.

Show Icons
Shows big icons for each Computer, instead of the Detailed View.

The Right Side Tabs

Computers
Shows the Computers with connected agents Agents.
Read More...

Customers
Shows the Customers that started a Support Request.
Read More...

Incidents
Shows a list of past Incidents saved by the Supporter.
Read More...

The Filter Option
= Filter

Enter a word (or even a letter or number) and pres the
Filter button to filter the Computers by Computer name.

Filker: T

‘_;f' The Filter does not work with Domain or User Name, it can just filter Computers. If the
"Show Favorites" option is enabled, Filter will show only Favorite computers.

The Status Bar

Ready 2} Status Bar
Shows the current connection status for the Supporter
Manager.
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2.2.1.2.1.1 About Box

( About SupportSmith v2 [ |
.
\,.:/
L J ~~ el
e aileialeS s danihlcin
\-_.-"k._...}__.-’;.#k._.}- W AU U L) L v 2.00.15

Copryright 2007-2009 by Cybele Software, Inc.

All rights reserved. This computer program is protected by copyright lasy and
irternational tresties. Unauthorized reproduction ar distribution of this program, or
poartion of i, may result in zevere civil and criminal penatties, and will be prosecuted
to the maximum extent possible under the law.

All other trademarks, regiztered trademarks and logos are the propery of their
respective owners.

This box shows you some copyright information and, most important, the
version and build number you are running for the SupportSmith Agent.
This version number should be included any time you report a connectivity
error or other SupportSmith's issue to Cybele Software.

2.2.1.2.2 Support Queue Tab

Support Queue
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This Tab shows Support Requests waiting for
assistance and those who are already being

Waiting F isk .
aiting for assistance assisted.

sdathdiwo s

% TKT-000004-MX ) )
iz il Each Support Request has its own Ticket

(9
=
§ Identification assigned by the SupportSmith
‘o
L]

Server.

=3

% Waiting for assistance

=1

L

' TKT-000006-MX I

Being assisted ) CYBELESOFT: == - T :
Custarner Supparker ) _!, Initiate Remote Assistance
) Start Chat

i\ Display System Info

Access the available options by right-clicking
over the Ticket or using the toolbar.

Once the remote assistance process starts, the
Customer will be moved to the 'Being Assisted’
panel.

Being assisted

Customer | Supporker Local IP I

2 Start Chat

i ' Display Fwstem Info

L4 [ >

This list shows the following details for each Customer:

Customer's Name
Supporter's Domain\User
Local IP

External IP

MAC Address

Access the available options by making a right click over the Customer's name.

The Main Toolbar

The Main Toolbar will be active anytime a Customer is selected, enabling the following options:
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A< G !

Initiate Remote Assistance
Starts a Remote Assistance session with the Computer selected on the list below.

Start Chat
Initiates a Chat with the Computer selected.

View Remote System Overview
Opens a new window with a System Overview for the Computer selected.

Wake Up
Wakes up the Computer selected. This option might not work for all Computers.

2.2.1.2.3 Incidents Tab

Case Archive

2 |y This Tab shows all the incidents saved.

=
Ticket Customer  Supporter H . . .
TET-040015  Mary CVBELESOFT'I,SUDDDrtEI% After each Support session, an incident file
TKT-0E0071  Lily CVBELESOFTISupparter o, | Will be saved for future references.
TET-000075  Meg CVBELESOFT'l,Suppnrtmﬁ

TET-000065  Claire CYBELESOFT|Suppartel 5 . .
g ok CYBELESOFTiSupportel 8 These files can be accessed from this

TKT-00D024 Peter  CYBELESOFTPHip | Window or using the Incident Viewer.

apIaul

Make a double or right click over the Ticket
code to open it.

2.2.1.2.4 Computers Tab

Computers Currently Connected
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The Computers Tab lists all Computers with Agents

i1
& _% currently connected to the SupportSmith Server.
Compuker Username: %
& MERCURIO  CYBELESOFTimcatan & This list shows the following details for each computer:
A YENUS CYBELESOFT\gricardi =
A NATY MATY|Nakalia g ¢ Computer Name
& WINES-XP  WINES-XPiprusbal |3 e Username (Domain\User)
A BA-ATOM Ba-aTOMigricardi | & e Local IP
A GAMMA CYBELESOFTihsanog) — e External IP
A NOTEBOOK-.. NOTEBOCK-TS\gricar 2 e MAC Address
(]
=i
“
£ »
Filker: T
The Main Toolbar
=] N
R4 B l

Initiate Remote Assistance
Starts a Remote Assistance session with the Computer selected on the list below.

Start Chat
Initiates a Chat with the Computer selected.

View Remote System Overview
Opens a new window with a System Overview for the Computer selected.

Wake Up
Wakes up the Computer selected. This option might not work for all Computers.

Favorites

Shows only the Favorite Computers. If there are no Favorites, no Computers will be
shown. To add Computers to your Favorite List, make a right click over the Computer
name.

Show Icons
Shows big icons for each Computer, instead of the Detailed View.

The Filter Option

Filter
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Filker: — Enter a word (or even a letter or number) and pres the
' - Filter button to filter the Computers by Computer name.

9--"' The Filter does not work with Domain or User Name, it can just filter Computers. If the
"Show Favorites" option is enabled, Filter will show only Favorite computers.

The Status Bar

Ready 4} Status Bar
Shows the current connection status for the Supporter
Manager.

2.2.1.3 Support Client

The Support Window

The Support Client contains the most important SupportSmith Tools for the
Technician, and becomes the main workspace during a Remote Support session.

[ Suppmtimth 2 Suppert Clesst

I . = -
St | Rt Cortec | s Manacer | Remcts Sl | Srshes Information -

& W Sapstnan Chgrvmes | oty

R -
T T T

oot i Srilemn:  Moroproceie ACE] e B

Gened: TEAI00S S P Madel;  Srptien Miractrer Sydtinn M

Lokt Doty SM0T00 072008 am
Dargtcn: @RETD

Lol Irdomusbom TR ] o bt Pt s 4 - 2200 Mg
- Cachar: BARLL + S12ARL2 + QALY

Lhies hams: CYBELE 'Marara o Do pickion! 1

Pl g | Al Misasacrud Rogical per com! 1

Campary: Anzd kLo Mabrdard: 2500 T Cormputer P, BBl

Cotel: & hossracrubBghaal com Memary: 1500 M
i i Wpraling dyilem; Wirdcwss X Profesmoral [2.1.5500]
Servin pack: 20
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This workspace has the following pages:

| Stark | Remoke Conkrol | File Manager | Remote Shell | Swstem Information | - '

Start Page

Remote Control

File Manager
Remote Shell
System Information



22 SupportSmith v2.0

2.2.1.3.1 Start Page

First Overview to the Remote Computer

The Start Page is the first view of the Support Client once started the remote
connection.

SupputSmeth w7 - S upporber Module

Hat | Femcte Corted Pl Manager | Bemcts Shell | Sysbem Information -
| Syshen Choprver  Hoasy
taaterd -
hathiry; B-ATOM l
Mambomrs | CVIEAE S00HFRAE Syitem: Do fiultprccinad alF
Tarted: EALFDO0S B 24 05 PW Mahel:  Aoee ACA1S0

Lait sark; QNS L0 JECI0HD
Drston: QG HES

[l Indamaben EP: 1 o bt At RGP - A0 iz
Cache; B2 EILD +0KDLE + DKDILE
U e B4 AT DM Comw per package: 1
T T — Ligical grer ddwni 3

e Mainboand; Ao

{8l rioiSopbeleac com Memaary: 1011 MO
. LR
| e Wi iy SFbem;  WirEkcen P Hoere |5, 1. 2600]
L] Swvie pack: L0
Mo RLonppedd erer;  gread —
Wi Soorwe: (G5 T-C0E000 ) D], i
Campuber: BAATOM Larsiuaage: Dol (et e acdn mbieneconl )

Faddem: TRIBN Dipley scligibar: Mol Faa1] 505 Drpeind Chicast arvly

Myl 204 M

Lweeit Lo
Extablihing Soturs Coffecion wilh Ba.A PO 250
Corrariat, Manilor:
Farrl with BA-A P{M openy Dami (el 1km
s Vo Erodentain Prama—

Aitaas edfirded [  (Ae11kem
Marifior:

Do [(Oel]km

ool $TUINITAS - 135470 400 (ATA) =

Tools Bar (Tabbed)
Session Bar

System Overview
Notes

Incident

Customer Information
Event Log

2.2.1.3.2 Remote Control

Remote Control Window
Available options for remote sessions:

e Shared View Mode

Supporter joins in the remote desktop, with no mouse control. Useful when the
remote-user needs to explain a behaviour or show an error message without
Technician direct intervention. The Supporter can request mouse control.

e Shared Control Mode
Both, Supporter and Supportee, have Desktop view and mouse control.

e Exclusive Mode
The Supporter needs to log in and closes the current user's session, if any.
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Each of this options can be optimized by selecting High Color View, Show
Wallpaper, and Smart Sizing attributes:

¢ High Color (16 bit)

Gives better fidelity and image quality, but can slow down the connection speed.

e Enable Wallpaper
Shows the remote desktop wallpaper's. This option is not recommended unless
both ends have broadband and high speed transfer rate.

e Smart Sizing (checked by default)
Enlarges or reduces the remote screen to match the local, allowing the
Supporter to work better.

SuppoilSmith 2 Suppoil Chent

Seact Remote Control | Fle Manager !nmeshel | Syakedi Irformation | -
o Skart in Shared Wew Mode Start in Shared Control Mods Start in Exchisioe Mode
High Color (16 bit)
Ensble Wallpsper

J Smart Sizing

23
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2.2.1.3.2.1 Remote Session

Remote Control Session

During a Remote Control Session, the Supporter will have the Tabbed Bar and the
Main Connection Menu on the top of the screen.

" SuppoitSmith v2 Suppoit Clhent ==
| Start Remote Control | Fie Manager | Remate Shel | System Information | -

L[| - | Wi

14 Inicio

(minimized)

Main Connection Menu

* SuppertSmith v2 Support Client
| Start Remote Control | Fie Manager | Remote Shel | Sy

[lim || % -] #m|

b ST

This menu contains the following buttons:

o Disconnect
Terminates the Remote Control session, without closing the main
connection.

ﬂ Pause

Pauses the data transmission.

Pa Mouse Control
Requests mouse control.
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2

] A |

&

Send Keys

Sends keystrokes to the remote PC:
Ctrl+Alt+Del

CtrI+ESC (Start Menu)

Set Alt-Key Down

Set Alt-Key UP

Set Ctrl-Key Down

Set Ctrl-Key Up

Select App
Select one of the applications currently running to

Set 256
Reduces color quality on slow internet connections.

Show Wallpaper
Shows the remote PC wallpaper. This might lower your connection
speed.

Smart Sizing
Resizes the remote screen to fit yours.

Full Screen
Maximizes the remote PC screen to fit the local monitor.

2.2.1.3.3 File Transfer

File Transfer Window

Transfer files from your local PC to the remote one or viceversa. The left half of
the window shows your PC, while the right side shows the remote drives and

folders.
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:-'_I'm'nnull:a-hd e Fiahar | Pmcts Shad | Sysbe Infomation | -
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| ] _
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L AN | 4 | b [ 00 3L P e Fokder (3 LAGONE §300%
o o e T | e LR [y BN 1L A et Fokder (] 14100000 1351
LI Denumants s SeErgs [T DR L7 AR N ] pe—— Folder (07 LEG00R 352
T File Fder Ti1 300 L2 bty Fokler 10/ 140000 D505
MO ke il Fokdar AR R M
Py s Pl Bater Ti0 41 e
LIS [ TR LA T
I wWEwd Pl Bokter BT X3 A
oo LEN FAD P 1[I0 FAT A
o Errer. b FILIE By inace BT (18
= arciat a0 LED TP IR0 15 P
= sniaellam LEB 5Pl AfTEI AL
= et aag ED BOMPE A0 4L P
= sarcdatell mm LB S0MPle A AL
= sqpncatacd ED BOMP TR 1
= ST EE LEB S5MPle AT 35
= sapracgRal e VED ROMPe A0 4L P
= SRR LEE S5MPle AT AL
= sarracgRl. ED ROMP A0 4L P
= SR LEE 5Pl AfT I 1N
& ol aoow SIS Applcation ARIT0R |20 P
B g tiodhiiola oo DIARE Ao Wl ER B30 303
i | |
Main Menu
|# O | |#|azR|oX
|E:| C:\Test\Programs J ZiiProgram FilesiSupportSmith v2iAgent)
Mame = I Size I Type Mame I Size I Date Modified I
1,535 KE  Application [Chlocale Folder 07/14/2009 13:51
BB supportsmithBeta. zip 27,892 KB Archivo WinRAR ZIP SsActionMarSry.ssp 650,97 kb 07/14/2009 13:51
i T §71.47 Kb 07/14/2009 13:51
[Fssaqnt.exe 554,97 kb 07/14/2009 13:51
e ||Elsshaliser exe 1.0l Mb  07/14/2009 13:51
- %] SsBridge.di 3.33Mb  07/14/2009 13:51
Flsscm.exe 391 Mb  07/14/2009 13:51
=) ssFtsre.ssp 417,47 kb 07/14/2009 13:51
2] ssHaak,di 66,97 kb 07/14/2009 13:51
| %] ssPluginLib.ocx 424,97 kb 07/14/2009 13:51
F5sProvy.exe 373.47 Kb 07/14/2003 13:51
[E) 5skrdsrv.ssp 3G2.47 Kb 07/14/2009 13:51
Flsssatite.exe 1.31 Mb  07/14/2009 13:51

07 M A oo 40, 0

There are three menus on this window:

Local Menu

This menu contains the following buttons:

@ Up One Level

Goes one level up.

m Create Folder

Creates a new folder on the current directory.

Remote Menu
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This menu contains the following buttons:

Disconnect
Terminates the File Sharing session, without closing the main
connection.

X

Home
Goes back to the root view.

B

Up One Level
Goes one level up.

B

Refresh
Reloads the view.

=

Create Folder
Creates a new folder on the current directory.

]

Delete
Deletes the folder or file selected. This action cannot be undone.

X

Transfer Menu

This menu contains the following buttons:

[T5saq
ﬁ SsRg
o | Mssag
- | %] SsEri

5w

SsFLe

Select a file or folder and press the blue arrow to transfer. Making a right click
over the file selected will show up the contextual menu with more options.

2.2.1.3.4 Remote Shell

Remote Shell Window

This Tool can be used to remotely execute command line tools and scripts.
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SuppoilSmith ¥2 Suppoil Clent

Start | Remote Control | File Manager  Remote Shell | System Information
ek WEREE

Mic rosoft Windows 2000 [Version 5.00.2195]
(C) Copyright 1985-2000 Microsoft Corp.

C:\=>dir
Volume in drive C has no label.
Volume Serial Number is DC24-526A

Directory of C:\

10/14/2004 12:15p Documents and Settings
05/13/2009 09:4Ba | > MyCaptures
07/14/2009 04:58p =| New folder
06/30/2009 10:03a 3 Program Files
06/01/2009 06:50p ] Temp
03/18/2005 04:35p 3 : WINNT
03/18/2005 04:36p : WUTemp
06/19/2009 12:20p 4,647,188 zQ6.exe
06/19/2009 12:20p 630,536 zQEIE.cab

2 File(s) 5,277,724 bytes

7 Dir(s) 2,624,344,064 bytes free

Oh LINE Z2)05 iConnected bo 127.0.0,1:13497

Main Menu

2 BBls |

This menu contains the following buttons:

|  Disconnect
—  Terminates the Remote Shell session, without closing the main
connection.

=y| Copy
—  Copies the current selection.

G Paste
—  Pastes text from clipboard.

| Print
—  Prints the screen.

2.2.1.3.5 System Information

System Information Window

This tool gets data from the system via several paths (e.g., process monitors,
internal database), and after some processing, and presents it in different tabs.
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The data gathered is not stored in the incident file, only a brief resume (the
System Overview) will be saved for further analysis.

- Supporfimith v Suppor Cliant
St | Rewote Cortedl | File Manhager | Rewcte Shell  Rysbem Information -
STARTUE
Haarme Location Commmiared Lt
ddobae POF Link Helper D CoPrograen Fley | Comrmen Fler Adobe s osbat b cve XA o oEHeperShamLdl
Adobe POF Link Helper D CPragram Fley Common FlsAdobeibsoatidcve AL D EH e Shim.dl
Adobe POF Link Helger D CPragram Fley i Common iy Adobeisopatidcve N A pEH e Shim. )
Adobe Reader Speed Launchar Regeiry P P Adohe i Reacer 3.0 Redderi Reaie_F e
BootExecuin Fepsiry AR wtachis ~
ctimon exe Fageiry CWRIDC S stem3 g cfman e
Gy GFS Browser Helper EHD C:\PROGRA~ L MECROS~2\0 el 21 GRASE L~ DL
Gy GFS Browser Helper BT L\ PROGRA~ L MICROG~-2\ 0wl FIGRASE L~ UL
Gy GFS Browser Helper EHD L\ PROGRA L MICROG~-2\ 0wl F1GRASEL~1 UL
Logan_S2P Regairy C\Pragram Flay | Samny i Samng SIS0 Seras SPanelPENSondoc ane
HE] Wireleas Uity SRartun Foider [\ Program Fley HS [ Common iRl ane 4
L Regeiry “CiProgra Pl ingaers Lve | Messengerimenmagr ane (S ound
‘Bamsung PanalMor Fepwtry CWRIDOAYS Sarmeung ' Pare Mg S EMHgr s (rbonn
SCARSAVE EXE SYSTEM.ME gen.scr
vhell SYSTEM.MI  Exodirdrdme
shell Ragutry Exgbrar, sot
Shell SYSTEMLBIE  Explosr.ce
oy Fegutry ' WProgram Pt ko | Phone S me” (ndsosh fmineged
Shoype add-on (mastermingd) 2] CPragraem Flas| Sood Tosbari\Irbemat Explonr BopalEriugn &l
Shoype add-on (mastermingd) 2] CPragrien Flas S04 Tosbari\ Iriemet Exinr S lEtiugn &
Shoype add-on (mastermingd) =] CPragraen Flas Sod Tosbari\ Iremat Expionr B iBtiugn &l
SupportSmth v2 © Supporter Hansger  Fagety G WP Pl BagpptE il v Rusoer TS ebo iy e
WHware hatray Ragatry G Presgrasn Pl Whlaand [ VHwing Plve Rty de”
Ratup | eteaes  [reacreant | el Foldee | Wotfeosr Lecsls | Precss et | Deiver Lt | Saavies Lt

Detailed view of the tabs bar:

-"*\Startup ,-{Su:nftware ,-{Environment /\5hel FoldersJ{HutFixes /Locale J-{F‘ru:u:ess List /| Driver ListﬁlService Lisk / I

2.2.1.4 Incident Viewer

Working with Incident Files

Open to read or edit the Incident File created during the Remote Support Session.
Click the Browse button to find and select the files you saved.

All the Supporter, Customer & System information will be available for further consults,
as well as any Supporter Notes and the event log.
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- SupportSmith v2 - Incident Viewer

rucice
Hlumnbeer:
Statad
Dot st

Custonrer Information
Uszer Name:

Fudll M ame:

Compary
E-Mai

Noles:

Compuber;
IP taddrass:

Event Log

9/" The folder where Incident Files will be saved was defined by default at:
C:\Documents and Settings\User\My Documents\Cybele Software\SupportSmith v2\
You can change this path from the Support Manager's Settings window.

2.2.2 Settings

This Section describes the Settings window and indicates you how to configure
the SupportSmith's Support Tools properly.

e Connection

e User Information
e Incidents

e General

2.2.2.1 Connection

Connection Settings
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T

Settings

Prowxyw Setkings

Proxy Settings

{|Personal Information | Incidents | General

Use Proxy Server

Communication Server

Public Server

License Information
E-Mail;

Company I0:

Use Proxy Server:
Check this option to use a Proxy Server. From the Proxy Settings box you
can either use Internet Explorer Proxy settings or define your own.

Communication Server

Settings

Settings |

i-—---gan::el -i |

Click on Settings button to enter the SupportSmith Server communication

parameters:

s cybsieoltime e

Paipep.  Sreeress

Carel

Address: Enter the server IP Address or DNS
Name.

Port: Enter the server port to connect to.
Username: Enter the username required for a
proper authentication. Include the domain name
whether necessary.

Password: Enter the password required

for a proper authentication.

9/" There's a grayed out option for Public Server. At this time we are not running a Public
Server for SupportSmith. However, this option might be available in the future. If you
require more information regarding this matter please contact us.
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License Information

E-Mail
Enter the email associated to your Company.

Company ID
Enter the ID assigned to your Company. It consists on 4 groups of 8

characters each (letters and numbers), separated by a dash (-). Its format
will be: 12345678-12345678-12345678-12345678

2.2.2.2 User Information

Technician's Profile

Settings B

Conneckion | Personal Information | Incidents | General

Company Mame:

Support Group:

Iser Mame:

Full Marme:
E-Mail: |

Phone;

Maokes:

l—-— ok -—J |-- Cancel --| | Help

This profile will be saved within the SupportSmith Incident file:
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Supporifmith w3 = Incident Virmer

= bl

bncident

Hugber TETO0000STEST

Deargtoory O04585

Curtidne Dl Grimation

FullMare dared

Conpuir  TLAMMRS1
FAdbeis 13T1ER04T

Ewnet Lo

Sladect BN 10000 LT 0 P

Vo M T ILAMRS 1L [l

Compary Solemps [ nomsmng

Eddal darei ruarvalfiere s s

7 4] Channd for “Syiem ndonmation” ciopsd

Syiem Owprvew  Notes  Suppirber inforinaton

Uied Hame: CVEELESOF T vcatirs
FullHamar John St
Compary. Dyble Softwas
[#ad pppeanBcybebech com
Phirw 3002950505

UEH

St Getugy

Supparter Profile az shown
an the Incident Yiewer.

It is recommended to be filled out with the Supporter's contact information:

¢ Organization Unit

e Full Name
e E-Mail
e Phone

2.2.2.3 Incidents

Incidents Settings

Settings

Save Opkions
Falder:

Custom Fields

CiUser'sDocstCybele Software! Supportamith w2 Incidents),

Conneckion | Personal Information | Incidents | General

[f] Sawe incident automatically

Mame

Label

Type Values

EISIENT

|
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Save Options

Folder
Select the folder where the Incidents will be saved.

Save Incident Automatically
Check this option to save the incidents automatically at the end of the
Support Session.

Custom Fields

Create custom fields to archive extra information.

Mame Label Type Yalues

FollowUpDay  Day ko Faollow up Calendar

BrowsersInst,,, Browsers Installed CombaoBox  IE|Mazila| Opera

< >
G .

' Add a Custom Field.

~— Removes the selected Custom Field.

—— Moves the selected Custom Field one row down.

-

+ .
' Moves the selected Custom Field one row up.
2.2.2.3.1 How to Add a New Field

Custom Fields
Create custom fields to record extra information inside the Ticket Incident.

1. Go to the Support Manager Settings:
From Main Menu: File > Settings
From the Start Menu: Start > Programs > SupportSmith v2 > Supporter
Manager

2. Add a Custom Field.
3. Click on the Field's Name to edit it.

4. Click on the Field's Label to edit it. The Label will be shown at the Ticket
interface.
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Marme Label Type Yalues
Field 1 Label TextBox

5. Click on the Field's Type to edit it.

Mlame Label Type

Calendal®
TextBox
ZomboBiox
CheckBox
alendar

Yalues

[

6. If you created a Custom Field that requires Values (ComboBox), click on the Value

column to enter them.

Marme Label Type Walues
FallowldpDay  Daw ko Fallow up Calendar
BrowsersInst, .. Browsers Installed ComboBox  IE|Mozilla| Opera

£ I||||]

7. The fields you created will be added to the Ticket Interface above the Note's field.

- Supportfmith v - Incident Viewer sl

bl Sptem droirvin NS Dpperter Infermaten
Tkl ncident Pkl
Mt TET-DOODO2HEL Gy b Folo ups DRDNTO0R (10 vcwwnsrs Iratalec: [N ~

Sewted | SUORSEN V10340
Dusstiors D0V5T1

W Al o |ILH

Cuaine Informalion

Incident Fields

Upss g CYIRLESOFTncalarn

e | Dy bo Follow up: 06062009 Browsers Installed: (|22 EEA|

Compary: Cobaie Soleps
R e e

||

Phone: JNG-290-000
Hides

Compuier 1] RCLIRL)
P asdess TRIEE0NIE

Eenet Lo

174 2650 Iptaiging nacure Sormecton wih -
e o a0
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2.2.2.4 General

Settings e

Connection | Personal Information | Incidents | General

Supporter Module Setkings

Chat Preferences
_1 Mo save
@ Save in: i
" Ask

Sound Motification

File: Motify wan il |

Language

English -

[l (Wescancelam | Hep |

.

Supporter Module Settings

Run Manager at Start Up
Check this option to run the SupportSmith Manager at Windows Start Up.

Chat Preferences

Do not save Chat logs
Select this option if you prefer not to save the Chat logs.

Save in
Define the folder where all chats will be saved.

Ask
Select Ask to be always presented with a "Save in..." window.

Sound Notification

Whenever a Customer starts a Support Request, the system will play the
Notify.wav file to make a Sound Notification. Browse to select another .wav
file.

Language
There are two Language options for the Support Manager interface, English
and Spanish. To change the Language interface, select the option and click

Apply.
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2.3 Pre-Installed Agents
2.3.1 User Options

Contextual Menu

The contextual menu for SupportSmith Agent options can be
accessed from the Tray bar icon.

9/" Important: Some of this options may had been disabled by your
System Administrator.

@ Launch the menu by
making one right or left click
over the icon, to enable the
following options:

o Work with a Colleague

SupportSmith enables Application Sharing Work with a Colleague
between all Pre-Installed Agents. Two et Technical Support
Colleagues can work together on the same Chat with & Technician
application or assist each other. Help

About —
Sraith 2.0 o ) q
| s oz am
8; Friday

e Get Technical Support
Request assistance to the Support
personnel with one click.

e Chat with a Technician
Get a quick answer for your inquiries
chatting with a Technician.

2.3.1.1 How to Work with a Colleague

1. Make one right or left click over the SupportSmith Agent icon on the Tray Bar
to launch the menu.

2. On the menu, make a click on the option that says "Work with a Colleague".
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r

SupportSmith v2 Application Sharing K

WorkKiwithialGolleague

13

Select the application yaou want ta share;
.ﬁ.ppli;atinn 'u'-.-'ir!u:h:uws
[Deskkop]

Cwtlank Express Cutlaok Express
Help & Manual - Win...  Help & Manual I
Firefox Firefox Updated - Maozilla Firefox
219cope Classic z/5cope Classic wa, 2

[

AeNES0

Apy open application can be shared.

share with user: | -
e

Twpe in your Colleague's Windows user; e —
DOMAINNser share! | Cancel |

T

3. Make one click to select from the list the application you want to share. The
application to be shared must be already open. If the application is not listed,
open it and then click on the Refresh icon to reload the list.

4. Write the username of the Colleague you wish to share the application with.
This Colleague must be running SupportSmith's Pre-Installed Agent as well. While
your colleague’s is logged on the same domain as you, no domain name is required;
otherwise it must be entered as DOMAIN\Username.

5. Once you have selected the application and the user, click on ‘Share!".
SupportSmith will show you the progress on your request.

Waork with a Colleague s

Hotifying “cybelesoftimcatant™. ..

(o)

6. Your Colleague must accept the invitation.

Work with a colleague (A
WINES-xP|pnusbal wanks bo start an onbns work

SEFSN,

Do you Scceptt

s - ]

7. If your Colleague accepts the invitation, you will be able to see the application
he/she wanted to share.
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Atendee's View

2.3.1.2 How to Request Support

1. Make one right or left click over the SupportSmith Agent icon on the Tray Bar to
launch the menu.

2. Click on the option "Get Technical Support". This will launch the Remote Assistance window.
Complete the required information (if any) and press the Get Help button.

e\
N7

—
ey Y e T TR Tl ]
o Nt | | o M e i e e W s e

Press "Get Help® butkon bo initisbe the Support process.
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3. Once the connection is established, keep your Ticket Number for future reference.

O\
N7

ey N N e e S T =l
T N | e | o N o M e W W W W
"o

The Supporter has been notified, please wait.
Ticket Murnber: TET-000071

4. The Supporter will see your incoming request on the Support Manager window, and will take
care of your Support Request.

5. Once the Supporter starts the session, on the lower right corner of your screen you will see
the Session Manager window, with an button to start a chat with your Supporter and an
button to close the session.

" & CiDocuments and .. & suppertsmith User ... €D 12:58

6. This is how the SupportSmith's Support Client window looks like during a remote support
session (picture minimized):
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 SuppoiSmith v2 Support Chent L
[ start Remote Control | Fie Manager | Remate shell | System Information | -

[ m |3 o #wmma

& Inicio

2.3.1.3 How to Chat with a Tecnician

1. Make one right or left click over the SupportSmith Agent icon on the Tray Bar to
launch the menu.

2. Click on the option that says "Chat with a Technician.

Waork with a Colleague

Get Technical Support
Chat with & Technician

3. Use the chat window to talk to the Supporter you selected. Type in the text and press the
'Send' button. Your chat logs will be saved according to the preferences you set by the
Administrator.
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SupportSmith v2 . Messenges

Halla
Hi
[ need help. Can you check my printer settings?

ho problam. Would you lke ma o connect now?

fes, pease.

Last message receivod af 1755 58 on 23062009 - | [

2.3.2 Settings

SupportSmith v2.0: Pre-Installed Agent Settings

Pre-Installed Support Agents allows Technicians to have administrative/
unattended access to the remote PC, plus benefiting from all Administrative
Tools available to this scenario.

Pre-installed agents enable:

Administrative/unattended Remote Access
Real time Status Monitoring.

Working with a Colleague

Request Technical Support

Agent Settings

Any Agent configuration can be managed from the Agent Settings window. Go to
Start, Programs, SupportSmith v2 and launch the SupportSmith Agent Manager:
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Agent Settings 24} Agent Settings
Status Conneckion | Access Contral | User Information | General | Admin Access
e Status
atatus ) e Connection
SupportSmith Agent e Access Control
Enables Remote Access bo wour campuker, B
; e User Information
< Connected ko balogic.com. ar: 443
e General

o Clase - Help ;

2.3.2.1 Status

Connectivity Status

Skaktus

SupportSmit Agent
Enables Remote Access bo wour computer,

i Connected

43

The SupportSmith Agent enables Remote Access to you computer. This screen shows

it's connectivity status.
When your SupportSmith Agent is enabled and connected, you will see a brief
note about the connection host, port and encryption type.

Disconnect/Reconnect SupportSmith Agent by clicking on the green check
mark.

92‘ If the connectivity status window shows an error, verify the Communication Server
settings and License information entered under the Connection tab.

2.3.2.2 Connection

Connection Settings
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S

Agent Settings A
Statues  Connmechion  feeess Cortral  User Informstion | Ganeral | Admin Access
Corfsction Sattings
| Acospk Incoming LAN Connections

COmmniCation Serer

buadosgic . cofm, ar: 443 Settings

License Infarmation
E-Mal: supporti@cybelesoft. cam

Compary 10 SHESTIZ-FI002EED-JEEATERD-TOSFI5F

Connection Settings

Use Proxy Server:

Check this option to use a Proxy. From the Proxy Settings box you can either
maintain Internet Explorer Proxy settings or define your own.

Accept Incoming LAN Connections:

This option is checked by default. Uncheck to deny access to incoming LAN
connections.

SupportSmith Server

Click on Settings to enter the SupportSmith Server Settings:

(CoswayR e o Berver el
e Address:_ Enter_the server's host.
= = Port: Define which port should be used.
Ussramss | cybalemttpmats Username: Enter the username required to log
AP ———— in.
Password: Enter the password required
- to log in.

= There's a grayed out option for Public Server. At this time we are not running a Public
Server for SupportSmith. However, this option might be available in the future. If you
require more information regarding this matter please contact us.

License Information

E-Mail
Enter the email associated to your Company.

Company ID
Enter the ID assigned to your Company. It consists on 4 groups of 8
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characters each (letters and numbers), separated by a dash (-). Its format
will be: 12345678-12345678-12345678-12345678

2.3.2.3 Access Control

Access Settings

Agent Settings [E5
Status  Connection | Access Contral | User Informstion  General | Ademin Access
Wabid Credentialc
Pasoword Settings

Bccess to External Resources
Allows remote access bo the following resources:

Examphs: 192,168.0,10:23;10.10,1.*%:3699;10,10,2.5:%;
192.168.1.[114-2551:[80,443]

Valid Credentials

Windows Logon

This option will be selected by default. To configure the Access permissions
to this computer click on Settings. Select Local/Global Groups or Users within
those available to have granted access to your PC. When attempting to
connect to this computer, they will be required to enter domain, user and

password.
Solect Users or Groups 1]
i) Skt
PR ety ke SR gty o
R T it FRagtaris de syuds
R irorsdo
Foer_wers
po SR
* | fRonmsbal
Rprshal
PR eeceT v
uewn
-
Clobesl Groaga ok Las
Local oups # Locsl Useex
[ CanoHl
Password

Assign a Password to this computer. Anyone who tries to access it using SupportSmith
will be required to enter this password you specified.
This password can be changed as many times as you wish.
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9/" Keep your safety! Do not choose the same password you use for other private
information (Home Banking, eMail Accounts, etc.), specially if many people has rights to
access your computer.

Access to External Resources

Allow remote access to the following resources
Check this option to list all the resources (ip:port) you need to share.
For example:

192.168.0.10:23

10.10.1.*:3899

10.10.2.3:*

192.168.1.[114-255]:[80,443]

2.3.2.4 User Information

User Profile

The following information will be shown every time someone requests
assistance through this Agent, along with the System Overview.

Agent Settings s
Stabus  Connection  Access Cortrol | User Information | General | Admin Access
Crganization Linit:
Full Mame:
E-fai:

Prhcures:

peehpplyssm | Cancel Help

This profile will be also saved within the SupportSmith incident file, as seen
below:
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Hobir TEF000067
Slarie  EPR005 250w
Dotz 001235
(e D drialaon
s M POV LEN
Full M (IR
Compary
Eddnd

Mora

SE

Comgeater IRFOGHT
Faddeia 1T 10620
Eerrt Loy

| Ratuatd e apiag

1] Bt P mangion B control B depidon

Ty i Crver vt

Hachiss:
System:
Modek:

Last Boot:

=210
i

Pactes  Sgmerte DformblEe

BIFC1E241

AP Mtpenoumar P
Gigabyte Tachaaiogy Ca..
VIO

19008/ 209 034323

L, B4

1 % Brviwl Penciom Dunil E2180

1560 HHg

HIBL = I KELR «2KEL
Core per
pacags *

Logical pey |

e "

Gghye Tadwaiogy Co.
VIR
193 M

14381

A (e EERL

Ld

It is recommended to be filled out with the main PC user's contact information:

Company Name
Full Name
E-Mail

Phone

There is a field for Notes that can be used to include some extra information

regarding the PC, like who uses it, it's physical location, etc.

2.3.2.5 General

Other General Configuration Settings

Language

Agent Settings x|
Status  Connection | Access Cortrol | User Information | General | admin Access
Language
Enghsh -
Chat Frefensmnoes
Mo save e
] e '
Sy i i e
Ask
Supporter Preferences
Rock Assistance Group:
Display Assistance Group Lisk
Display Supporter Lisk
Apphy Careel Help

There are two Language options for the Agent interface, English and Spanish.
To change the Language interface, select the option and click Apply.
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Chat Preferences

Do not save Chat logs
Select this option if you prefer not to save the Chat logs.

Save in
Define the folder where all chats will be saved.

Ask
Select Ask to be always presented with a "Save in..." window.
Supporter Preferences

Root Assistance Group
Assign an Assistance Group to the Agent.

Display Assistance Group List
Check this box so the 'Get Support’ window will show the list of Assistance
Groups.

Display Supporter List
Check this box so the 'Get Support' window will show the list of Supporters.

2.3.2.6 Admin Access

Admin Access Settings
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( Agent Settings =X
Status | Conneckion | Access Control | User Information | General | Admin Access
| Pratected Admininistrative-Options Access

F'EISSI.-'-.IDrd' sheekshbokohkbkekebk

Save on this machine

Protected Administrative-Options Settings

Password
To lock the Access to this settings check the option and enter an
administrative password. Checking this option and adding a password will hide

Admin tabs on this menu.
To show all tabs the Admin password must be entered.

Status | User Information | General | Admin Access

| Protected Admininistrative-Opkions Access

Passwiord;

| Save on this machine

Save on this machine
Check this option to save the Admin password information locally.

2.4 On-Demand Agent Creator

2.4.1 Settings

How to create you own On-Demand Agents

Pick up your preferred options and enter your SupportSmith Server settings to
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create you own On-Demand Agents. The company logo, required fields, texts
and other settings can be easily configured.

CompanyMame - Remoke Assistance

CompanyName

Marne: | |

E-Mail: | |

Press the button to initiate the Support process.

Get Help

Customize your On-Demand Agents

e User Interface

Communication Server

Any text string

Miscellaneous options for the Agent
General options for the Creator
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2.4.1.1 User Interface

User Interface Settings

SupportSmith v2 - On-Demand Agent Creator X

User Interface | Misc | Communications | Gemeral | Strings

Lo File: |?|

Background: [ Mone -

Cusktomer Information

Ask For Comparny: Mame Mandatory:
| ask For Full Mame + | Mandatory
| Ak For E-Mail Mandatory

Ask for Phone Mandatory

Ask for Mokes Mandatory

Logo File
b2

[:% Click on the Add button to browse the PC for a Logo file. The Logo file
could be GIF, JPG or PNG.

Background
Change the background color to match your Company Logo or Corporate
Image.

Customer Information

The On-Demand Agent might ask for Company Name, Full Name, E-Mail, Phone
and Notes. This information might be set as mandatory to start the Support
Request.

This is how an On-Demand Agent looks like when all the fields are required:
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Remolte Assistance

AL A _.-'-..-\: - |

_—
e Al
..,_,.,_H;_,,;_,-,__;_ iU L UL U U

Company; |C';.=I:uele Software

rame: |Claire

E-Mail: |claire@cybelesuft.cum

Phane: |3|:|2-892-9525

Motes: | Meeding assistance with printer}

Press "Get Help” button to initiate the Support process.

Get Help

2.4.1.2 Misc

Miscellaneous Settings

Supportsmith ¥2 - On-Demand Agent Creator e

User Interface | Misc:  Communications | General Skrings

Options

[] Auko-Start [~ Open Chat
D Auto-Accept Permission Dialogs

shared Application:
Supporter Seleckion

Rook Group:

[] Allow ko choose & supporter group
Allaw to choose a specific supporker

| 1] Custam Ticket Format

Prefix Mumber of Digiks Suffix Inicial Mumber
TKT- 6 = 1
Prewigw; | TET-000001

[ Create J Ir—'Sage---qJ I_ Close J l Help J
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Options

Auto-Start
Makes the On-Demand Agent to start the support request automatically when
it is run.

Open Chat
Opens the Chat box as soon as the session starts.

Auto-Accept Permission Dialogs

Auto-accept any permission-request prompt to view desktop, file transfer,
etc.

Shared Application

Choose a single application to be shared instead of sharing the whole desktop
and enter the path here. For example: "Microsoft Excel"

Supporter Selection

Root Group

Allow to choose a supporter group

If there are different support groups, allows the User to choose an specific
group to work with.

Allow to choose a specific supporter

Allows the User to choose an specific supporter to work with.

Ticket Format

Prefix
Allows you to create a prefix for the Ticket.

Number of Digits
Select the number of digits.

Suffix
Add a suffix to you Ticket.

Initial Number
The number that will start the count on your Ticket system.

Preview
This box will show the preview of the Ticket format as you work on it.

2.4.1.3 Communications

Communication settings
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SupportSmith ¥2 - On-Demand Agent Creator X

User Interface | Misc | Communicabions | General | Strings

Cammunications Server

Address;
Port:
ser:

Passwiord;

License Information
E-Pail;

Company I0:

Create  Saye -|| Close

e ——

Communication Server

Address: Enter the server ip address or dns name.

Port: Enter the server port.

Username: Enter the username required for proper authentication.
Password: Enter the password required for proper authentication.

License Information

E-Mail

Enter the email associated to your Company.

Company ID

Enter the ID assigned to your Company. It consists on 4 groups of 8
characters each (letters and numbers), separated by a dash (-). Its format
will be: 12345678-12345678-12345678-12345678

2.4.1.4 General

General Settings
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SupportSmith ¥2 - On-Demand Agent Creator X

User Interface | Misc | Communications — @eneral Skrings

Destination Directary

Language

Enalish -

Create  Saye —-|| Close

Destination Directory
Define an already existing destination directory for the On-Demand Agent that
will be created.

Language

There are two Language options for the On-Demand Agent Creator interface,
English and Spanish. To change the Language interface, select the option and
click Apply.

2.4.1.5 Strings

Strings Settings
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3

SupportSmith ¥2 - On-Demand Agent Creator X

x
User Interface | Misc | Communications | General | 3trinds
Skring Mew Skring
Remote Assistance Lemoke Assists
Get Help et Help
Press "Get Help" button to initiate the Press "Get Help" bukton bo initiake the Support proce:
Establishing secure conneckion, Estahblishing secure connection,
Zonnection established. Zonnection established.
Ticket Mumber: s Ticket Mumber: %os
Disconnecked Disconnected
Could't establish the connection ko the Couldt establish the connection to the Commmunicatio
The Supporter has been notified, plea: The Supporter has been notified, please wait,
Would wou like to save the chat sessio Would you like ko save the chat session?
Says Says
Please, pick a supporter or group from Please, pick a supporter or group from the list,
There are not supporkers available,  There are not supporkers available,
application not Found. Application not Found.
Connection cosed, Connection cosed,

Create Save Close

You can translate or customize all the strings.

Quick Setup Guide

It this is the first time you run a SupportSmith v2.0,
we suggest you follow this guide step by step:

Install and Configure the SupportSmith Server
Install and Configure an Agent

Install Support Tools

Try the first Support Session

Install On-Demand Agent Creator

ahWONPE

- Required Setup files:

e Server
SupportSmith v2 Server.msi

e Suporter Tools
SupportSmith v2 Suport Tools.msi

¢ Pre-Installed Agent
SupportSmith v2 Agent.msi

¢ On-Demand Agent Creator
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SupportSmith v2 On-Demand Agent Creator.msi

e License files (.xml and .txt)
Get yours! Apply for a 30-day free evaluation License on our website.

’0}' Get registered at:
— www.supportsmith.com

- After Setup, files can be found at:
e Start > Programs > SupportSmith v2
e C:\Program Files\SupportSmith v2
e C:\Documents and Settings\*user*\Application Data\Cybele Software
\SupportSmith v2\
e C:\Documents and Settings\*user*\My Documents\Cybele Software
\SupportSmith v2\

- General System Requirements:

Intel Pentium or equivalent processor

0OS: Windows XP, Windows Vista.

CPU: 128MB of RAM (256MB recommended)

Free hard-disk space: Server 10MB; Supporter 15MB; Prelnstalled
Agent 25MB ; On-Demand Agent 5MB.

- Configuration Information you will be required:
e Private IP/URL & Port to access the server (for network access)
e Public IP/URL & Port to access the server (for external access)
e Proxy settings (if applies)
e Domain, User and Password (to test Login as Technician)

- Got questions? Email us! support@cybelesoft.com

3.1 Install and Configure the SupportSmith Server

Run SupportSmith v2 Server.msi setup and proceed with the installation. At finish,
start the SupportSmith Server Manager from the Start/Programs menu:

1. Enter the public host address and port:
This is the internet IP or DNS name of your server. It is required for
Agents or Support Tools running outside your company.
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r !

. SupportSmith Server Manager = | =

Communications | Access Conkrol | Licenses | General
Communication Parameters

Bind ko IP: {all unassigned) - Part: s

Public Host Address
Hosk:

Broker List
Haosk & Part:

Add Server | | Rernone Server

Accept | | Cancel || Help

e —

2. Add the License File.
Load the .xml License file we sent you (no matter if it is a trial or a
registered license) and save the changes.
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.

~ SupportSmith Server anager =

Configuration | Security | LICENSES | General

Description Licensed
Supportsmith Concurrent Agents 10
Supportamith Concurrent Supporters 5
SuppartSmith Concurrent Channels 10
|_ Change Key |
License: Trial wersion, Walid unkil 2009-07-31.
Wiehsite:; hikkps f fenans, cvbelesoft, com
Crganization: Cvbele Software, Inc,

Organization Unit:  Suppork

Accepk | | Cancel | | Help

3. Set the access permissions.
Click on Edit to add your domain users/groups with access rights. Then select
them and determine the Login mode for each one.
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_ SupportSmith Server Manager
Communicatiors | Access Control  Licerses | General

Group OF LUSEr names:

+SMERCLIRION Adminestrators
PRMERCURIO Eackup Operabors
PRMERCURION Guasts
ERMERCURIC|Power Users
PRMERCURIONRemote Deskbop Users

Logine  Adwin Mode | Support Mode | Agent Feabures

[ &5 Communication Server
[ s Pree-Inst slbad Sgenk
[ as on-Demand agent

[ éus Supporter

[ a5 sharingGlass

[ 4 50w

hecept || Cancel | Help

3.2 Install and Configure an Agent

Run SupportSmith v2 Agent.msi setup and proceed with the installation.
At finish, start the Agent Manager from the Start/Programs menu to

configure the Connection Settings:
1. Server

Enter the host address and port, along with a valid DOMAIN\User and
Password.

2. License information
Enter the Email & CompanyID you'll find on the .txt license file.

Agent Settings kS
Status | Cormection | Access Conkral | Liser Information | General
Connection Settings
Use Prooy Senmer

Bccapk Incoring LAN Conections

Commiunication Serner

b Server

Licenss Infarmakion
E-Muail;

Compary 1D:

Bioply | Caneed || Hep
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3.3 Install Support Tools

Run the Support Manager Setup at the Supporter's PC and proceed with the

installation. At finish, start the Support Manager from the Start/Programs menu, this

will launch the page to configure the Connection Settings:

1. Server

Enter the host address and port, along with a valid DOMAIN\User and

Password.

2. License information

Enter the Email & CompanyID you'll find on the .txt license file.

| Supporter Settings
camed:m Personal Information | Incidents | Gensral

Prosy Settings
o Lise Proxy Server Settings

CommuniCation Serns

Settings
License Infonmation
E-Mad:
Coenpany 10:
® - Ganded

Help

3.4 Trying the first Support Session

After following these steps, you are ready to provide and receive Remote

Support:

a. Accessing the remote PC through the Support Manager.

Login Screen

Supporter Manager
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| & Supporter Manage | & Supporter Mg
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1. Launch the Supporter Manager.
Login to the Support Manager (DOMAIN\User and Password).
2. Select a Computer to start a remote session.

b. Requesting Support from the Pre-Installed Agent's menu at the
remote PC.
1. Make a right click over the Agent's icon at the tray bar.
2. Click on Get Help.
3. Go to the Support Manager, open the tab for Customers with
opened support requests and start the remote session.

3.5 Install On-Demand Agent Creator

Run On-Demand Agent Creator setup and proceed with the installation. At
finish, start the Agent Creator from the Start/Programs menu:

1. Create your own On-Demand Agent and run it.
2. Go to the Support Manager, open the tab for Customers with opened
support requests and start the remote session.

4 Software Registration

By purchasing SupportSmith v2.0 you will access to technical support, free upgrades and
updates and the activation of advanced features in your edition.

We offer Technical Support by e-mail and/or phone, which also includes free updates and
upgrades during the covered period and our full commitment to timely fix bugs and
problems.

We encourage users to renew the annual maintenance contract in order to be eligible for
technical support and product upgrades. The maintenance fee after the first year will still
be 20% of the updated price of the purchased product.

If you have any other question, contact us at sales@cybelesoft.com. Our sales
representatives will get in touch with you to assist you with your purchase.
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4.1 Registering your Trial Version

I you downloaded SupportSmith’s Trial version from our web site or a distribution site and

you have already purchased a license, you must follow these steps in order to register the
product:

1. Upload the License File to your Server.
Load the .xml License file we sent you and save the changes. The right
column will show how many Agents, Supporters, Channels, etc. you have.

SupportSmith Server Manager
Configuration | Security | Licenses | General

Dresoripdica Licensed

SupportSmith Conourrent Agents (1]
SuppartSmith Conourrent Supparters o
SupportSmith Conourrent Channets 1]

Licenge; Server License not found,
Wibsike:

Organization:

Organization Lind:

Recert Closs bep

2. Set the License information within the Supporter Settings.
Launch the Supporter Settings, and enter the Email & CompanyID (you'll find
them on the txt License we provide you) under the Connection Tab.
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Connection | personal Information | Incidents | Ganeral
Prosy Settings
o Lk Proocy Server | Settings

Setlings

Licerse nformation
E-iad:

Cosnpany I0:

o - Help

3. Set the License information within the Agent Settings.
Launch the Agent Settings, and enter the Email & CompanyID (you'll find
them on the txt License we provide you) under the Connection Tab.

Agent Settings X
Status | Cormection | Access Conkral | Liser Information | General
Connection Settings
Use Procy Server Settings
Accapt Incoming LAN Confections
Commiunication Serner

Pubdc Server

Licenss Infarmakion
E-Muail;

Compary 1D:

Copyright © 2002-2009, Cybele Softw are Inc. All rights reserved.

4.2 How to Place an Order

There are many ways to order your SupportSmith's licenses:
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e Contact us at sales@cybelesoft.com. Let us know about your licensing needs and we wiill
send you an official quotation. Our sales representatives will get in touch with you to
assist you with the purchase.

¢ You can also call us anytime to any of these phone numbers and place the order
immediately:

Toll Free: 1-866-462-9768
Local line: 1-302-892-9625
Fax: 1-302-295-9995

e You can also contact us through Live Chat by pressing this icon in our website:

Live Help - Online

click for live support

and immediately have a conversation with a representative without even having to pick up
the phone.

There are several payment options, and we also accept Purchase Orders.

When you buy SupportSmith, you will receive a Key to register the Trial version. For
instructions on how to register SupportSmith when you purchase a license, see Registering
your Trial Version.

Copyright © 2002-2009, Cybele Softw are Inc. All rights reserved.

Obtaining Technical Support

Cybele's goal is to offer high quality products and services. Using registered Cybele
Software's applications not only allows you to receive free product upgrades and updates but
also the certainty that you will have our team of experienced developers and technical
support representatives working hard to assist you with any issue, thus making the product
much more accessible in any situation.

We are here to help you out from monday to friday 9 a.m. to 5 p.m. eastern time on the
phone numbers:

Toll Free: 1-866-462-9768
Local line: 1-302-892-9625
Fax: 1-302-295-9995

If you make your call outside this hour range, you can leave a message and we will get back
to you.

You can send us an email to support@cybelesoft.com and we will write you back timely. You
can also contact us through Live Chat by pressing this icon in our website:
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Live Help - Online

click for live support

and immediately have a conversation with a representative without even having to pick up
the phone.

£EYSELE

oftware
Cybele Software Inc.
3422 Old Capitol Trail, suite 1125
Wilmington, DE - 19808
Phone: (302) 892-9625
Fax: (302) 295-9995
e-mail: support@cybelesoft.com
http://www.cybelesoft.com

Copyright © 2002-2009, Cybele Softw are Inc. All rights reserved.



