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About I'm OnCall

I’m OnCall is a secure web based online remote support solution that gives you instant, on
demand remote control of your customer’s PC or Mac across the Internet, without the need to

pre-install software. Upon your customers call for help, you can be in full control of their
computer within seconds.

You can start using I’m OnCall immediately. For a free trial account, simply go to
www.imoncall.com and sign up.

Log In To I'm OnCall

Go to www.imoncall.com and at the top of the screen enter the E-mail and Password that you
used to register your I’m OnCall account.

Faorgaok wour passwiord? Start a free trial!

FALs Documentation Case Studies Press Room

Create a Customer Incident
Click the Incidents tab and under Open Incidents click Open New Incident.

) I'm OnCall - Microsoft Internet Enplorer

File Edit W¥iew Favorites Tools Help |ﬁ
Back + = - (D fat | ‘Qhzearch [GelFavorkes  Mediz (4 ‘ S E - =

Address I hittp: v, imoncall. comfincidents. php j @GD
-
Powered By =
!. ~
S
Gregory Smith Friday, 21 April, 2006 - 11:30:65

Open Incidents

nminn;l Open Mew [ncident ! Close Incident I

Criteria:

IF\rstNamejl Search |
Technician + | o | Compary ContactMame | Priority | Category Open Date ouraton | # |

Total Incidents: 0 @ @ @ @ Display: | 20 7| rows Page: 040
Details of Incident <Hide>

Mo incidents were found

=
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The New Incident Details screen will appear for you to populate your customer’s information.
Enter the information and click Save to save and close the screen.

2 I'm OnCall - Microsoft Internet Explorer 18] x|
Ele Edt Wew Favortes Tools  Help ‘
deback - = - @ [2] 4} | @search [iFavortes veds (8| By Sh - H
Aciiress | hitpsjfwnw. moncall comjincident_new.phpl | ¢
Powered By
~ - .
L OnCall
-
Gregory Smith Logot  EH print
New Incident Details

Priority: € Low & Normal € High

Company Name: Phone Number:

First Name: Last Name:

Category: General Help A E-mail:

Notes:

Save | Clear | Cancel |
Search Customer Records <Hide>

To prefill the customer information fields above, search for incidents previously created for this customer by setting your criteria and press Find". Otherwise, enter all

details for a New Incident abawe and press 'Save’
&) Dane [ [ | |4 mtemet

Start a Remote Support Session

From the Incidents tab, select the customer that you wish to start a remote support session

[ ]
with and scroll to the Remote Support Activity section at the bottom of the screen.

e To make a remote connection to your customer’s computer, it is necessary to request and
receive their authorization. This is accomplished by sending them an e-mail with a remote
session authorization link embedded within it, or directing them to
https://www.imoncall.com/go and asking them to input the Session Code showing on your
screen. After choosing your delivery method, clicking OK, and your Remote Desktop Viewer
will begin to load.

Notes

1.  When using the Session Code method of delivery, click the OK button before your customer starts inputting the
remote Session Code.

2. Ifyour PC is running windows XP with Service Pack 2 or Windows Vista, the browser may return a message that the

.exe file for the Remote Desktop viewer cannot be downloaded. Click the Start button beside the Session Code to
start the download.

Remote Support Activity Details <Hide>
Action:  Create Mew Session End Remote Session Connection Method:
' Session Code: 1145610469
Technician ¢ |  StatingTime | Staws | Duration | )
@ E-mail to:
Delivery Method:

' Your local e-mail client ' I'm OnCall server

Tatal sessions: 0 Ok I Cancel |

Note: You can choose to deliver the email requesting authorization to the customer via your local email client or the
I'm OnCall server.
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e Upon opening your email or inputting the session code you supplied, the customer will
receive the following screen requesting their authorization for your access. Their
acceptance will prompt them to download and run a small temporary file onto their PC or
Mac that will allow you remote access to their computer.

i ' Ontall - Microsoft Intermet Explorer
e ER Yew Faodes Tk Hel
bpek - - (D [F) G| Quseench [airevorres Brvede 3| - DB - E
advess | by, el comia i

G isplay your company’s I @onCal

Remote Support

Friday. 21 Apail. 2008 . 10:28:20

Yowr fechnician

Mary Brown
MERHIWNEC0MD anyone.com ‘

Hullo Scolt Parkins,

Do you auUthonze IBMOarary SLoass b your computar?
Vet I No
Click ies" or Grant’ if & Security Wiarning dEalog appears.

| Tems of Use | Privasy Poliey |

Note: The display of the technician’s photo is dependent on the Administrator loading the picture within the technician’s
profile. See Administration Overview for more information.

e After sending the email or session code to the customer, you will be requested to download
and run the file that will present your Remote Desktop Viewer. This viewer will open and
display your customer’s desktop once the temporary remote access files have been
installed on their computer.

e To end your remote session, click the “Close Session” button on the Remote Activity
screen, update your customer incident notes and then Close the Incident.
Note: You or your customer can end the remote session at anytime by clicking the
“Terminate Session button” on the Remote Support Session window.
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USING THE REMOTE DESKTOP VIEWER
The Remote Desktop Viewer includes an advanced toolbar. To display the toolbar, hover the
mouse over the words I’m OnCall at the top of the screen. Functions available are described

below.

© come 0B | > O 8

1242225775 [lalp

In the Full Screen mode, the “pin” is used to display or release the I’'m

W @ OncCall toolbar
@ Disconnects your Remote Support session

'

Provides a Refresh view of the customer’s remote computer screen

Zarlffl Ah iD=l

You can select this function to pass the Ctrl-Alt-Del key combination and
reboot the remote computer (Not available when supporting a MAC
computer).

e | g

LY

Yiewing Modes

Color Modes
Local Input

Whiteboard
Erase Whiteboard

Audio - Yolume
File Transfer
Chat
Ckrl-alt-Del
Refresh

Disconnect

Options toolbar

Viewing Modes - allows you to select your preferred desktop viewer
screen view during the session

Full Screen ¢ YRR R
W Fit Window Fit all Sides
Artual Size

Color Modes - allows you to select the viewers color settings during the
session. 8-bit provides the fastest performance but lowest color
resolution.
v 5-bit
16-bit
24-hit
32-hit

Local Input - manages your local keyboard input. By default, local
keyboard input is allowed. Deselecting “Local Input” will disable local
keyboard input.

Whiteboard - selecting Whiteboard allows the user to draw on screen by
holding down the left mouse button and moving the mouse pointer around.
Deselect Whiteboard to return to normal mouse use (Not available when
supporting a MAC computer).
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Erase Whiteboard - select Erase Whiteboard to clear the screen of all
marking made while using the Whiteboard (Not available when
supporting a MAC computer).

File Transfer - Provides the interface to transfer files and folders
between your computer and your customer’s computer (Not available
when supporting a MAC computer). See File Transfer

Chat - Opens up a Chat window on both the host and remote screen
allowing for text messages to be sent between computers (Not available
when supporting a MAC computer).

Ctrl-Alt-Del - You can select this function to pass the Ctrl-Alt-Del key
combination and reboot the remote computer (Not available when
supporting a MAC computer).

Refresh - Provides a Refresh view of the customer’s remote computer
screen

Disconnect - Disconnects your Remote Control session

:

Fit \Windaw

Fit to Window Viewer Mode - Displays a complete image of your
customers remote desktop, scaled to fit within the Viewer. This selection
also allows you to size the Viewer to your preference. You do this by
clicking the border of the Viewer and dragging till you have achieved the
sizing you require.

n
(2t
1]
[n1]
a

The Viewer will size to fill your screen. In this mode you will only see
your customers remote desktop. Your Local PC’s desktop will be hidden
as well as the I’m OnCall toolbar. To view the toolbar again, scroll to the
top of the screen. Once your cursor has reached the top of the screen,
select the “I’m OnCall” toolbar button, the toolbar will present itself.

Actual Size

The Viewer will display the actual image of customer’s remote desktop
and may require you to scroll to navigate your desktop.

W

B_’;t—)

File TransFer

|

Provides the interface to transfer files and folders between your local
and remote computers. Remote computer is the one with I'm InTouch
installed. Select the file(s) or folder(s) you wish to transfer from either
the Local or Remote Computer window pane by selecting the file(s) or
folder(s) icon, and then drag and drop to the appropriate folder of either
the Local or Remote Computer. You can select one or more files in the
same folder. - You can delete file(s) or create new folders on either of
the two computers (Not available when supporting a MAC computer).
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JRI=TET
LocALCOMPUTER | 8 X % £% REMOTECOMPUTER | 8 X = &%

[ca |

MName ‘ Size | Modified | Mame | Size | Modified ‘
1 Documents and Settings il Falder 2514 Floppy Disk
[} Program Files File: Faolder =J[C:] Local Disk
(5] System Volume Information  File Folder @ [D:] CD-ROM
C1WINNT File Folder S2F] Metwork Drive
DWUTemp File Folder S2(G:) Metwork Drive
[T AUTOEKED. BAT Obytes  10/29/2003 10:44 2(H:) Metwork Drive
boat.ini 218 bytes  10/29/2003 05:36 =) Metwork Drive
BOOTSECT.DOS E12bptes 10423/2003 05:14 (K] Metwark Drive
[T COMMAND.COM S1EBKL  04/231193317.22 2(0:] Metwark Drive
COMFIG.SYS Obytes 10/29/2002 10:44
10.5vS 21717Kb 04/23/193917.22
MSD05.575 9 bptes 04/231193317.22
[TINTDETECT.COM FEE Kb 10429/2003 1106
ntdr 209.40Kb  10/23/200317:40
pagefile, sys 19200 Mb  03/16/2004 09:39

Found: 10Filg(z] / 5 Directony(ies]

History: | > 03/16/04 11:22:27 - Connected =l

| Connected...

D Opens up a Chat window on both the host and remote screen allowing for
text messages to be sent between computers (Not available when

supporting a MAC computer).
Pporting puten)

_ Session Code Display - Identifies the computer that you are supporting.

CuT/CoPY AND PASTE TEXT BETWEEN COMPUTERS

You can also cut/copy and paste text between your customers remote PC and your local PC.
This capability exists both ways: remote customer text can be copied to your local PC or your
local text copied to the customer’s remote PC (Not available when supporting a MAC
computer).

To copy and paste between PCs:

e Select the text you want to cut or copy by left-clicking your mouse and dragging the cursor
over the text.

e Right-click your mouse on the selected text and choose Cut or Copy.

e Place your mouse in the location where you want to paste the text and left-click your
mouse.

e Right-click your mouse and select Paste.

Reboot

It is possible to reboot your customer’s PC or Mac. To do this, click the Reboot button,
available from within the Remote Support Session window that displays on the customer’s
desktop, after they have authorized your remote access.
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RemoteSupport session

Thiz computer iz being controlled by a technical suppaort perzon.

“'ou can terminate thiz remote control seszion at any time
prezzing the Terminate Session bukhan,

Teminate Sezsion Beboot Chat

After clicking Reboot, your customer’s computer will shutdown and re-start. It is necessary for

the customer to be present at their computer to enter any required Windows or Mac login
credentials.

On your end, the Remote Desktop Viewer will disconnect, indicating that the customer’s
computer has been shutdown and that the remote connection has been dismantled. Click the
Start button beside the Session Code to download the Remote Desktop Viewer again. You will
automatically re-connect with your customer’s computer, once it is back online.
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ADMINISTRATION OVERVIEW

Only applicable to the system Administrator

I’m OnCall allows you to configure Users of the system and tools to customize the system to
your preferences.

Activating Users

Select the Users tab to add new users on the system.

Fle Edt Yew Favoites Tools Help

GBack » = - @) [ &} | Qeeach GFavortes Pmeda | BN S B - 2

ndhess [ hitpij . imoncall.comfusers php | @e

Powered By

S

-

OnCall”

John Smith Friday, 21 April, 2006 - 10:15:32

User Management User Profile

Action: ad | Rerme | Busgendl | Last Login: Apr 21, 2006 - 05:04:47
Login Time: Apr 21, 2006 - 05:07:45
User List: First Name: [aahn
Usger Mame + | User Type | Status: | .
Gragory Smith Technician Logged out Last Name: T

Technician
Administrator

Logged out Photo

Supenvisor User Type: 1 =
Reports to: MiA
E-mail: huhnsm\lhpa\@yahuu com
Password: [

Confirm Password: [==

Motes: ;I po

*Required Field
Save Reset

&) Done: || [# mtemet

Once a user has been created, you have the option to load a photo of this user that will be
presented to the customer during a remote session. Select the Photo button below the user’s
name.

23 'm OnCall - Microsoft Internet Explorer E == x|
Fle Edt Wew Favortes Took Help ‘

deBack ~ = - (D[] A | Qoearch Garavortes @veda 4 | By S B - =]

Aress | hetpsffuwser moncal. comjusers prp = @
Powered By
= —
§ J OnCall

John Smith Friday, 21 April, 2006 - 10:16.03

User Management User Profile

Action: Add | Remove | Suspend |
Use a JPEG or GIF file with dimensions up to 80 x 110
User List: Pizels, and a maximum file size of 6 kbytes.
User Name # | User Type | Status |
Gregory Smith Technician Logoed out

Techi d out

an

Supenisor Lagged out

I Browse
Add Remaove Close

/&) Done [ [@ meemet
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Configuring System Preferences

Select the Admin tab

Corporate Branding Section

Upload your corporate logo for display on system interfaces.

Corporate Branding <Hide>

Use a JPEG file with dimensions up to 500 % 75 Pixels, Your Current Logo Image
and a maximum file size of 10 kbytes.

Logo: | |[ Browse.. | e

Remaove
;] e
Theme Color: Maroon hd

[ sawe ] [ Reset [¥] Stretch Image

On Demand Session Invitation Section

Use the default e-mail message that will be delivered to your customer, or customize
your own.
Subject: Remaote Support Session Link

First paragraph: In order to support vou better, | am requesting temparary access to ;l
vour computer.

To start the remote support session, | require you to select the
fallowing link or type it into your weh browser address bar. -

Session URL: "hitps:ffgo.imoncall.comi?98765432abcd2566cd 00324 932"

Last paragraph: Regards,
_sae |

STECHMICIAN%

SYOLR_COMPANY_NAME %
Reset

IMPORTANT: At the time of sending the Remote Session Invitation E-mail, all occurrences of the labels BCLIENT%, %WTECHMICIANY and %
YOUR_COMPANY_NAME", will be replaced by the customer's first name, currenttechnician's full name and your company name respectively.

Incident Categories Section

Categorize customer incidents by adding products that you support or descriptions of
typical incident types for later incident searching.

Incident Categories <Hide>

Categories:

General Help j Edit |
[

M3 Office
PC Cleanup
Spyware

Email
Remaoyve |

Enter a new Cateqgory:
[ Add

On Demand Session Settings

Choose the system default values or update them to your preference.

On Demand Session Settings <Hide>

Session Code validity period: |30 minutes

Session inactivity time-out: 100 minutes Save Reset I
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