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RemoteCall is a remote support solution for enterprise that diagnoses and solves problems by
remotely accessing the PC or mobile device. RemoteCall was the first to present the concept of
remote support and has been leading the industry as the standard service for remote support.
Introducing RemoteCall improves both ROI for company and customer satisfaction by reducing
consultation and resolution time.
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Notice

The information contained in this manual and future improvements are subject to change without prior notice.

RSUPPORT Co., Ltd. hereinafter referred to as "RSUPPORT", does not take any responsibility for any marketability

nor compatibility apart from the usage described in the manual.

Under no circumstances will RSUPPORT be liable to direct, indirect, incidental nor accidental damages due to

errors in the manual.

The copyright and intellectual property rights in this manual are held by RSUPPORT and are protected by the
copyright laws of the Republic of Korea and international copyright treaties. Reproducing or copying any part
or the entire contents of this manual without the prior written consent of RSUPPORT is a violation of

international copyright law.

Any third party proprietary trademarks and copyrighted terms expressed in this manual are used for reference

only.
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NOTE

Verify that the mobile device is connected to a Wi-Fi network before initiating a remote support session.

Connecting through a mobile broadband connection (3G / LTE) may result in high data rates and overage

fees.
Glossary
Terms Description
When a problem occurs on a customer's device, a support agent connects over
Mobile support the internet to provide remote support without the customer having to visit a
service centre in person.
Support agent Responsible for providing mobile support to customers
Customer A person who requests and receives mobile support from support agents
Agent A program launched to provide remote support
vi A program that connects and controls customer's device when providing
iewer
mobile support
Viewer in Standby A support agent is on standby for a customer to provide mobile support
Session The support agent and customer are connected
. The number the customer enters on the device to get an access to mobile
Connection code
support
Authentication ) )
A server to verify ID and password upon login
server
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1. Introduction to RemoteCall Mobile Support for iOS
1.1 What is RemoteCall Mobile Support for iOS?

RemoteCall Mobile Support is the standard for online mobile support systems.

RemoteCall Mobile Support is a mobile support tool that can remotely diagnose and troubleshoot
issues on customer devices by sharing iOS mobile device screen online.

With RemoteCall Mobile Support, support agents can assist customers from their own computers
over the Internet, and customers can receive support in any wireless environment without having to

travel to customer service.

1.2 Minimum/Recommended Requirements for Support Agents
We recommend the following requirements for the support agents.
(Currently, RemoteCall Mobile Support for iOS is only available in Windows.)

Minimum Recommended

Operating

Windows 10 or later Windows 10 or later
System (OS)

Supported

. Pentium 4 2.0 GHz, 512 MB or more Pentium 4 2.0 GHz, 512 MB or more
Devices (PC)

Network Authorized IP or Static NAT

Firewalls Out Bound 80 (http) / 443 (https) Port Open

- Note 1: Service will not be available if the company or organization has blocked RemoteCall
related domains, IP address or ports (80/443) for security reasons.

- Note 2: In Windows 8.1 and previous versions, some features may not work properly due to the
end of technical support from Microsoft.

X For support agents in macOS, RemoteCall WebViewer can be used to support customers.

(See the user guide : https://www.remotecall.com/kr/support/tutorials/how-to-use-remotecall-web/)

1.3 Minimum/Recommended Requirements for Customers

We recommend the following requirements for the customers.

Minimum Recommended
Operating ) )

iOS 13 or later iOS 14 or later
System (OS)
Network 3G, 4G, 5G or Wi-Fi
Supported ) ) ) )

iPhone 6S/ iPad 5 or later iPhone 6S/ iPad 5 or later
Models

6
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2. Getting connected

2.1 Mobile support process

Mobile support service follows the five-step process below.

Agent
Log in

Step 1

CHCHCHC)

‘ Request ’
Start (Enter mobile no.)

‘ (Waiting for customer Remote Support ‘ End
to accept)
Request
(Enter 6-digit code)
Step 2 Step 3 Step 4 Step 5

The support agent launches RemoteCall Agent and logs in.
The support agent clicks Start and run a session.
Guide the customer to launch the mobile support app to request support.

Provide assistance to customer on mobile.

2.1.1 Screenshot mode

For a one-time screen sharing on the customer's device, support agents will provide

instructions on the screenshot mode procedure.

@

@

®
@

When mobile support is provided between the Viewer and an iOS device, the
connection is established in the chat mode.

After clicking the home button on an iOS device, the captured mobile screen is
displayed on the Viewer.

Select the screenshot image on the Viewer, draw and send it to the customer.
The customer checks the image in the chat on the Mobile Support app.

2.1.2 Screen mirroring mode

For a repetitive screen sharing on the customer’s device, support agents will provide

instructions on the screen mirroring mode procedure.

@

® O e

To display the Control Center on the iOS device, scroll from the bottom to the top for
iPhone 8 and previous models, and from the top to the bottom for iPhone X and later
models.

In the Control Center, click the Screen Mirroring button.

In the screen mirroring list, select RemoteCall_XXXXXX and turn on mirroring.

After the session, click [End] or [End Session] to finish support.

FRSUPPORT
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» Note: This feature is not supported during a call or on iOS 16 or later versions. To

continue screen sharing, customers will be directed to Screen Recording mode.

2.1.3 Screen recording mode

For a repetitive screen sharing on the customer’s device, support agents will provide

instructions on the screen recording mode procedure.

@ To display the Control Center on the iOS device, scroll from the bottom to the top for
iPhone 8 and previous models, and from the top to the bottom for iPhone X and later
models.

In the Control Centre, click the Screen Recording button for 3 seconds.

Select Mobile Support from the list, and then click Start Broadcast.

® O e

After the session, click the [End Broadcast] or [End Mobile Support] button to finish
support.

2.2 Support agent login

After entering ID and password, click [Log in] to connect to the Agent.

= etwork Settings 6 kimienny

A Leam more about Wb Views

L — » PC Mobile Video

S

R @

2.3 Waiting page
@O Click Start

@ The Viewer is launched on the support agent's PC and is waiting to connect.

198 307
Phone number »
i =
Web Viewer PCURL  Clipbosrd £ mail

Admin
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@ The support agent provides the customer with the 6-digit connection code displayed on the
Viewer.

@ After selecting SMS to send the app installation information, a page to download Mobile
Support app can be sent.

2.4 Request mobile support

@ Instruct the customer to launch the Mobile Support app installed on the device.
@ If the Mobile Support is not installed, instruct the customer to install the app in the App
Store.

3 After launching the app, the customer must enter the connection code and click [OK].
@ Instruct the customer to accept the Terms of Use and click [Request Remote Support] to
receive support.

* Note: If the box is unticked, the Request Remote Support button will be disabled.

FRSUPPORT
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MobileSupport

Choose Language for

English

Terms and Conditions and Privacy Policy

Please read the following carefully. By checking the
boxes, you acknowledge that you have read and
agree to the following terms. For more information
on how we will process your personal data, please

read our Privacy Policy.
licy)

ONLINE REMOTE TERMINAL OPERATION TERMS
OF SERVICE

1. Notification
1.1 These Terms of Service (hereinafter, “these Terms”)
apply with respect to the online remote terminal
operation services and related services (hereinafter,
the "Services") provided by the Service Provider. In
these Terms “User” shall mean the individual who
installs the Remote Call Mobile Pack user software
(hereinafter, the “Software") on a terminal device, and
utilizes the Software to use the Services.

\\7 | agree.

Powered by RSUPPORT

& If the support agent is available to connect, a consent to remote support pop-up message is

shown. Instruct the customer to tick off "I agree” and proceed to Next.

® When a customer connects to the Viewer from the Mobile Support app, the message “Trying

to connect" is displayed on the support agent’s screen and the Viewer displays the device

screen.

198 307

B B &

PC URL Clipboard E-mail

Piips /113366 comiremalenelp
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2.5 Customer mobile support

When a session is established successfully, the customer's device screen is displayed on the

Viewer.

@
@
®
@

G

During the initial connection, the Viewer and the customer device displays the chat screen.
The support agent instructs the customer to take a screenshot of their background app.

The captured image is displayed as a mobile screen on the Viewer.

The support agent can select the captured image, draw on it, save it, and send it back to the
customer.

The image sent to the customer is previewed in the chat. The customer can view and save

the image by clicking on the preview.

[Screenshot of background app]

2.6 Ending the support

The start and end times of the support session are displayed with an ending message. To finish

the session, click "End MobileSupport” in the top right dropdown menu.

11
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Consultant : jenny kim @ Chat End MobileSupport

connection?

MobileSupport has started Do you want to end the
@ Screenshot

@ Browser Sharing

C—) End MobileSupport

[Click the dropdown menu] [Click "End MobileSupport”]
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3. RemoteCall Viewer Features

3.1 Top Navigation Bar

System

Menu

Always on top

Position the Viewer on top of other windows at all times.

Write a session log

Create a log for each remote session.

Transfer session

Transfer the currently connected customer to another support agent.

Lock the Viewer

In case the support agent is away during remote session, the Viewer

is locked.

End

Exit remote support.

Draw

Start drawing X

Draw curves on the customer's device.

Type of drawing X

Select a drawing shape.

Drawing colors X

Change the color of the curve.

Line thickness X

Select the line thickness for the drawing.

Erase all drawings X

Delete all curves drawn.

X

Tools

Capture screenshot

Save the customer's device screen as a jpg file on the support agent's
PC.

Send URL

Send the URL to the customer's device.

Send image (PC)

The support agent sends images from PC to the customer.

Send image (server)

The support agent sends pre-uploaded images from the server to the

customer.

Save received image

Save all captured images from the customer’s device to a designated
folder.
(C:WUsersWPublicDocuments#Rsupport#RemoteCallWCaptureWYear-
Month-Day#Support No.WReceive)

Save sent image

Save all images sent to and received from the customer after editing
into a designated folder.

(C:WUsersWPublicDocumentsWRsupport#RemoteCallWCaptureWYear-
Month-Day#Support No.#Send)

* Note: The functions with the symbol (%) are activated when selecting the app screen status, captured or

sent images.

13
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3.1.1 System Menu
3.1.1.1 Always on top

The Viewer always stays on top above other windows.

3.1.1.2 Write a session log

Create/edit customer's information and support report.

Support report X
Details

* 1D :dskim2
* Name : jennykim

* Start support : 02/20/2024 17:41:34

Create support report{Customer)

Custormer name alex

Tel 12345678

E-mail alex@rsupport.com
Details -company: Rsupport

-issue: app program update

Save

3.1.1.3 Transfer session
Transfer the currently connected customer to another support agent.
(D Click Transfer session - > at the top of the Viewer.

@ A message with consent to transfer a session appears on the connected customer’s
device.

® G C0)

Photos  MoblleSupport

Session Transfer agreement

Session transfer has requested.
Accept?

Disagree

[When the app is in foreground] [When the app is in background]

14

FRSUPPORT

© RSUPPORT Co., Ltd. ALL RIGHTS RESERVED. www.rsupport.com



IR :RemoteCall

@ When the customer agrees to transfer the session, a list of support agents in the same
group who are currently online will appear. Click Refresh to update the list of support

agents to request session transfer.

Available agent list

D ~ Nickname Name

shgu marklee

Cancel

@ If the customer declines, session transfer is cancelled and a message appears that the

request has been declined.

@ The other party has denied the session transfer request.

& To transfer a session, support agents must click the [Transfer] button after selecting

another support agent.

3.1.1.4 Lock the Viewer
If the support agent must be away during remote session, this function locks the Viewer to

disable all features. To unlock, password is required that is used to sign in to the Agent.

15
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Viewer is locked

The Viewer is currently locked.
To unlock the Viewer, please enter your password and press [Enter]

[[] sG55 : 1Send] 13.16 KB [Receivel 121 MB | Gateway Wi-Fi | 1080 x 2220, 32 it 00:09:56 20 o
3.1.2 Drawing
Start Draw
Draw style %
Draw color @ ® @
weightT (*) ® @

L

Erase All Drawings

3.1.2.1 Start drawing
Click Start Drawing to draw according to the type of drawing.
The Support agents can select and draw on images captured or sent by customers from
the slide bar. Additionally, draw even on the image details of the shared screenshots and
on the web sharing screens.
- Note: After selecting a captured or sent image, start/stop drawing by right-clicking on

the Viewer mobile screen.

3.1.2.2 Type of drawing

Draw with curves, straight lines, arrows, squares, and circles.

3.1.2.3 Drawing colors

Change the color of lines that are drawn on the customer's device.

3.1.2.4 Line thickness

Change the thickness of the lines that are drawn on the customer's device.

16
FRSUPPORT

© RSUPPORT Co., Ltd. ALL RIGHTS RESERVED. www.rsupport.com



IR :RemoteCall

3.1.2.5 Erase all drawings

This option deletes all the drawing on the captured image.

3.1.3 Tools

3.1.3.1 Capture screenshot
Capture the device screen the customer is viewing, and is enabled on devices that use
AirPlay and screen sharing.
(Save path: C:#WUsers#Public#Documents#RsupportWRemoteCall#Capture#Year-Month-
DayWSupport No.)

3.1.3.2 Send URL

Send the URL to the customer's device to access the web page.

| https://www.remotecall.com/en/ H

R:RemoteCall Ge) =

Anywhere, anything,
get connected with
RemoteCall

Just open up a browser and get connected.
RemoteCall require NO installation at all!

Start Remote Support

< > o) X

[When the app is in foreground] [When the app is in background]

3.1.3.3 Send image (PC)
The support agent sends image from the PC to the customer during remote support.

The sent image will be visible in the chat.

3.1.3.4 Send image (server)
The support agent sends pre-uploaded image from the server to the customer.
- Note: How to upload image

Admin page > Manage consultation tools > iPhone guide image

3.1.3.5 Save received image
When a support agent receives captured images from a customer and the images are
selected at the top of the Viewer, they are arranged in a slide bar at the bottom.
The support agent saves the received images to a specific folder.

- Note: A folder for saving received images:

17
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3136

C:WUsersWPublic#DocumentsWRsupportWRemoteCallWCaptureWYear-Month-DayWSupport
No.WReceive

Save sent image

The support agent edits the captured images provided by the customer and sends them
back, which are arranged in a slide bar at the bottom when the sent images are selected at
the top of the Viewer.

The support agent saves the sent images to a specific folder.

- Note: A folder for saving sent images:
C:WUsersWPublicWDocumentsWRsupportWRemoteCallWCapturetYear-Month-Day#Support
No.WSend

18
FRSUPPORT

© RSUPPORT Co., Ltd. ALL RIGHTS RESERVED. www.rsupport.com



IR :RemoteCall

3.2 System Information

3.2.1

Basic information

Click the System Information ( Q) button to display basic system information of the

device receiving mobile support.

Click the Copy to Clipboard (@) button to copy basic system information of the device to

the clipboard, and paste it into Notepad.

Click the Refresh ( 6) button to update basic system information.

Carrier

It shows the network information stored on the USIM.

Model Number

Go to About - Model Number to see the information.

iPhone Version

Go to About - iOS version to see the information.

OS Version

Go to About - Kernel version to see the information.

Battery Level

Go to About - Battery Level to see the information.

Internal Storage

Go to Storage to see the internal storage information which is

displayed as "Available/Total".

Memory The device's memory information is displayed as "Available/Total".
Build Number Go to About - Build Number to see the information.
Wi-Fi Go to Wireless & Network - Wi-Fi to see the settings.
Screen o ) )
. It shows the screen resolution information of the device.
Resolution
Go to Language & Keyboard - Language to see the information
Language
about preferred languages.
Silent Mode Go to Sound - Silent Mode to enable/disable.

Speaker Volume

Go to Sound - Volume - Media Volume to see the information.

APP Version

It shows the version information of RemoteCall.

FRSUPPORT
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3.2.2 Memory status and process information

Tap the Process Information (EQE) button to show the memory status and running process
information of the device receiving mobile support.

Click the Copy to Clipboard (@) button to copy the memory information or process
information of the device to clipboard, and paste it in Notepad.

Click the Refresh ( C’) button to update memory information or process information.

* Note: The process list is not supported in iOS9 and later versions.

Memory It shows how much memory is currently being used.

Disk It shows the amount of disk space currently being used.
CPU It shows how much CPU is currently being used.

Process It shows information about the currently running process.

It shows the PID information of the currently running

PID
process.

Running Time It shows the running time of the current process.

= f;l Draw f:\" Tools

@I E - ®
[} Process Infe
i
: U {
- (32) (+ 5
Memory (%) Disk (%) CPU (%)
Process ~ PID Run Time
Empty
‘E'_.
>
D iPhone 11 : [Send] 2.73 KB [Receive] 17.06 KB | Gateway Wi-Fi | 828 x 1792, 32 Bits | True Color | 40 % 00:00:20
l 20
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323 Chat

Chat or send files to a device with mobile support, and the mobile support log is

displayed. Click the tab button to switch between the chat/notification windows.

Click the Copy to Notepad ( @ ) button to enter the chat/notification information and

mobile support logs into Notepad.

PM 05:42 Consultant : jenny kim

MobileSupport has started. MobileSupport has started.

PM 05:42
i 20240304174221 jpg
= 62.1KB
= Folder | Open

PM 05:42 Hello. This is Jenny Kim.
Hello. This is Jenny Kim. P

PM 05:43 Click 'General' please

(D) Click 'General' please

Click 'General please

Q chat | (D Motification =

| H
000132

[Chat - Support Agent] [Chat - Customer]

3.24 Session Report

Click the Session Report ( @) button to search and display previous history based on the
UUID of the supported device.

Click the Copy to Clipboard (@) button to copy the application information to the
clipboard and print it to Notepad.

Session Report

I8} ~  Duration

dskim2 2024/03/04 15:41:45 ~ 2024/03/04 15:47:25 =
dskim2 2024/03/04 15:40:38 ~ 2024/03/04 15:41:11 =
dskimz 2024/03/04 153517 ~ 2024/03/04 15:39:19 =
dskim2 2024/03/04 15:27:30 ~ 2024/03/04 15:34:16 =
dskim2 2024/03/04 15:25:38 ~ 2024/03/04 15:27:08 =

21
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- Note: Click the Session Report list to view the session details.

Click the Copy to Clipboard (@) button to copy the session details to the clipboard and

paste it to Notepad.

[ session Report

u' D ~ Duration

E@E dhahn 2024/071/31 09:31:02 ~ 2024/01/31 09.31.37
dskim2 2024/02/21 11:04:38 ~ 2024/02/21 11:11:21
@ dskim2 2024/02/21 11:01:24 ~ 2024/02/21 11.03.57
dskim2 2024/02/21 10:48:24 ~ 2024/02/21 11:00:35
_E_, dskim2 2024/02/20 17:46:01 ~ 2024/02/20 18:01.07
‘T__{' dski Representative : dskim2

dskil
dskil
dskil
dskil
[ asi

dskil

dskij

3.3 Notifications

2024/02/20 17:41:34 ~ 2024/02/20 174538

Support Contents

-company: Rsupport

-issue: app program update

Notifications are available for seamless mobile support.

* Note 1: Each notification has different guidance image and text depending on the iOS version.

* Note 2: The notification for screen mirroring is not displayed on iOS 16 and later versions

because the screen mirroring function is not available. See the instructions for setting up screen

recording and getting started with screen recording.

Screen recording setup guide

Screen recording start guide

Speakerphone OM

Take a Screenshot

Request access to photo

Maintain Remote Support Services

Kill all other Applications

[Devices compatible with iOS 16 and above]
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3.4 Screenshot

The support agent can capture the device screen during screen sharing.

Captured images can be edited and resent in the slider bar of the captured images.

< @®
| Screenshot g

(Save path : C:WUsersWPublicWDocumentsWRsupportWRemoteCallWCapturetYear-Month-
DateWSupport No.

3.5 Send Image

Edit and send captured or sent images to customers.

&) Ll - @®

| Screen Sharing |

3.6 View Customer

When a captured image is displayed in the Viewer, click "View Customer” to display the device

screen in the Viewer.

) E d =@

| View Custnmeré

3.7 Hide/Show Slider Bar

Enable or disable the slider bar at the bottom of the mobile screen in the Viewer.
Select from a list of images that a customer has captured, or images that have been sent after

editing when a slider bar is enabled.

| Show status bar | Hide status bar |a'|

——

[Show slider bar] [Hide slider bar]

FRSUPPORT
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3.8 Request/Stop Screen Sharing
The support agent can request or end screen sharing of the customer’s device using the screen
sharing feature.
- Note: Transfer session is disabled and this feature is not available during screen sharing.

) . © © - ®©
! Request screen share | g Stop screen sharing |
[Screen sharing disabled] [Screen sharing enabled]

When a support agent requests screen sharing, a screen broadcast pop-up message appears on
the customer's device. Instruct the customer to check the name "MobileSupport” in the broadcast
list and click [Start broadcasting]. The customer’s device screen is continuously transmitted to the

Viewer.

The support agent can turn off screen sharing while it is still in progress. When the screen
broadcast pop-up message appears on the customer’s device, instruct them to check the name
“MobileSupport” in the broadcast list, and then click [Stop broadcasting].

Everything on your screen, including
notifications, will be recorded. Enable Do Not
Disturb to prevent unexpected notifications

Everything on your screen, including
notifications, will be recorded. Enable Do Not
Disturb to prevent unexpected notifications.

O]

Screen Broadcast Screen Broadcast

MobileSupport MobileSupport

Start Broadcast Stop Broadcast

[Start broadcasting requested] [Stop broadcasting requested]

24
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3.9 Bottom Status Bar

It shows the information about mobile support status.

Device name

It shows the model name of the connected device.

Data traffic

It shows the amount of display data communication.

(This does not include the amount of transmitted captured images)

Network status

It shows the network connection status.
Mobile support connections: P2P or Gateway

Device network connectivity: Wi-Fi, 3G, LTE

Screen
resolution of

device

It shows the screen resolution information of the device.

Display color

It shows the color of the display as it appears in the Viewer.

Display ratio It shows the ratio of the display in the Viewer
Support . .
. It shows the duration of the mobile support
duration
iPhone 11 : [Send] 2.73 KB [Receive] 17.08 KB | Gateway Wi-Fi | 828 x 1792, 32 Bits | True Color | 40 % 00:00:20

[The status bar at the bottom during mobile support]

FRSUPPORT
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4. Mobile Support App Features

4.1 Key Features

4.1.1 Check for updates
When launching the Mobile Support app, the server is checked for updates. If newer

modules are available, they can be updated with the customer's consent.

4.1.2 Mobile App > Menu > Chat

After launching the Mobile Support app, click the top left menu > Click Chat to be
redirected to the page.

Consultant : jenny kim @ Chat

MobileSupport has started
i @ Screenshot

@ Browser Sharing

C—) End MobileSupport

4.1.3 Mobile App > Menu > Screenshot
After launching the Mobile Support app, click the top left menu > Click Screenshot to be
redirected to the page.
- Note: The consent to screenshot image is available after setting up on the Admin Page >

Group Options > Security Settings > Screenshot Consent.

Chat =
Consultant : jenny kim @ Chat

MobileSupport has starte:
@ Screenshot

@ Browser Sharing

[}) End MobileSupport

[Click on the Screenshot]
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414 Mobile App > Menu > End Session
After launching the Mobile Support app, click the top left menu > Click End MobileSupport

to terminate the current mobile session.

Chat

Consultant : jenny kim @ Chat

MobileSupport has started
i @ Screenshot

@ Browser Sharing

End MobileSupport
| G) End MobileSupport I

Do you want to end the
connection?

No

[Click End MobileSupport] [Confirm to exit]

4.2 Other Features

After launching the Mobile Support app, click the top menu bar on the connection code page, and

click Settings in the drop-down menu to be redirected.

z = Settings

Server m.startsupport.com
@) About
S ————

SSL Authentication (1]
Update settings
oy . Ay d;
Enter the 6 digits connection code o update 0o
provided by the representative. Proxy Settings
Use proxy Turn OFF

Reverse connection settings
2 3 » Use reverse connection (0]

1
4
7181 9
=

0
[Click Settings] [The Settings]

4.2.1 Server settings
Configure the server in the settings. Change the server address only when necessary and
under the guidance of a support agent, as mobile support may not be available during this

process.
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422 Update settings

Automatic updates can be configured on the app.

4.2.3 Proxy Settings
If the device is connected to the network via a proxy server, it will receive that information.
Enter the password to connect to the Mobile Support app.
@D Go to the 'Settings' on your iOS device, select Wi-Fi, and then choose the network you
want to connect to.
@ Under HTTP proxy, select 'Manual' or 'Automatic’.

(3 Enter the server information.

£ Back Configure Proxy < Back Configure Proxy Save
Off Off
Manual v Manual
Automatic Automatic v
Server URL
Port
Authentication C
Username
Password
Your credentials may be sent unencryptec
[Manual] [Automatic]

- Note: If proxy server information is unavailable, contact the internal network

administrator to find out.

424 Reverse connection settings
When reverse connection is enabled, a connection code will be displayed on the mobile
screen and the support agent enters the code to connect with the customer.

For more information, see [5. Reverse Connection].

425 About
It displays information about the Mobile Support application.
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5. Reverse Connection

5.1 About Reverse Connection

The support agent enters the connection code for the customer. This feature is for situations
where customer is in difficult situation to enter the connection code. After installing the app,
settings must be configured in advance. This is a useful function when providing mobile support
for designated device.

- Note: The reverse connection is only available when an administrator enables the function.

5.2 Switch Viewer with Reverse Connection

Switch to reverse connection by clicking [Enter code] in the top right corner of the waiting page
on the Viewer.

- O x

Enter code =

181894

&) X

PC URL SMS Clipboard E-mail

hitps=//113366_com/remotehelp

- Note: In order to return to the page where customer enters the connection code, click
[Connection code] in the top-left corner of the Viewer.

= RemoteCall

€ Connection code

Enter the 6 digits connection code from the customer.

()
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5.3 Change App Settings with Reverse Connection

After launching the Mobile Support app, click the top menu bar on the connection code page, and
click Settings in the drop-down menu to be redirected.

MobileSupport

-
-
-
O Settings

@) About

Enter the 6 digits connection code
provided by the representative.

121 3

[The settings]

To use reverse connection, toggle on o the button, then click [SAVE] at the bottom of the
screen to save. When reverse connection is activated, the app displays a connection code instead

of opening a page for code entry. The customer must provide this code to the support agent.

Server settings

Server m.startsupport.com
SSL authentication o
Update settings
Auto update a Inform the support agent to enter the
following 6 digits code.
Proxy Settings

Use proxy

Reverse connection settings
Use reverse connection o 6 !i 7 1 5 6
Register device e

O Expires in 4:54

SAVE

Powered by RSUPPORT Powered by RSUPPORT

[Enable reverse connection] [The connection code for reverse connection]
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5.4 Open RemoteCall Mobile Support using reverse connection
This is similar to the general way of accessing RemoteCall Mobile Support.
@ Prepare for a remote support (download and install the Agent).
@ Log into the Agent.

(3 Switch to reverse connection by clicking [Enter code] in the top right corner of the waiting
page on the Viewer.

Enter code

181 894

B © B X

PC URL SMS Clipboard E-mail

hittps:/f113366 com/remotehelp

@ Download and install the app — After launching the app, select [Use reverse connection] in
the Settings. <See page 29 for changing reverse connection in the app>

& Notify remote connection instructions — Confirm the connection code from the customer and

enter it into the Viewer, then click [Connect] to provide mobile support.

€& Connection code

Enter the 6 digits connection code from the customer.

(647 156)
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For more information about RSUPPORT, please visit
https://www.remotecall.com
https://www.rsupport.com

Korea Japan China
9F-15F S-Tower, 10, Wiryeseong-daero, Songpa- T 105-0001 RREFEXFE/FY 1-2-20 IEHEHXEEERAEH 6 5
gu, Seoul, Korea 05544 3 ROMEBERLIL 7 B F51EERR A EE 2708
B ARIOTHEE : 03-6273-3871 BIEEIE : +86-10-8256-1810
Call +82-70-7011-3900 FIZHIBR—K 1 03-6273-3872 EXZHBFE : co-china@rsupport.com
Fax +82-2-479-4429 BEVEDE : https://help.remotecall.com

Technical inquiries : support.kr@rsupport.com

Sales inquiries : sales.kr@rsupport.com
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