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Introduction to Realtime Publishers

by Don Jones, Series Editor

For several years now, Realtime has produced dozens and dozens of high-quality books
that just happen to be delivered in electronic format—at no cost to you, the reader. We've
made this unique publishing model work through the generous support and cooperation of
our sponsors, who agree to bear each book’s production expenses for the benefit of our
readers.

Although we’ve always offered our publications to you for free, don’t think for a moment
that quality is anything less than our top priority. My job is to make sure that our books are
as good as—and in most cases better than—any printed book that would cost you $40 or
more. Our electronic publishing model offers several advantages over printed books: You
receive chapters literally as fast as our authors produce them (hence the “realtime” aspect
of our model), and we can update chapters to reflect the latest changes in technology.

[ want to point out that our books are by no means paid advertisements or white papers.
We're an independent publishing company, and an important aspect of my job is to make
sure that our authors are free to voice their expertise and opinions without reservation or
restriction. We maintain complete editorial control of our publications, and I'm proud that
we’ve produced so many quality books over the past years.

[ want to extend an invitation to visit us at http://nexus.realtimepublishers.com, especially
if you've received this publication from a friend or colleague. We have a wide variety of

additional books on a range of topics, and you're sure to find something that’s of interest to
you—and it won'’t cost you a thing. We hope you’ll continue to come to Realtime for your
educational needs far into the future.

Until then, enjoy.

Don Jones
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Copyright Statement

© 2010 Realtime Publishers. All rights reserved. This site contains materials that have
been created, developed, or commissioned by, and published with the permission of,
Realtime Publishers (the “Materials”) and this site and any such Materials are protected
by international copyright and trademark laws.

THE MATERIALS ARE PROVIDED “AS IS” WITHOUT WARRANTY OF ANY KIND,
EITHER EXPRESS OR IMPLIED, INCLUDING BUT NOT LIMITED TO, THE IMPLIED
WARRANTIES OF MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE,
TITLE AND NON-INFRINGEMENT. The Materials are subject to change without notice
and do not represent a commitment on the part of Realtime Publishers its web site
sponsors. In no event shall Realtime Publishers or its web site sponsors be held liable for
technical or editorial errors or omissions contained in the Materials, including without
limitation, for any direct, indirect, incidental, special, exemplary or consequential
damages whatsoever resulting from the use of any information contained in the Materials.

The Materials (including but not limited to the text, images, audio, and/or video) may not
be copied, reproduced, republished, uploaded, posted, transmitted, or distributed in any
way, in whole or in part, except that one copy may be downloaded for your personal, non-
commercial use on a single computer. In connection with such use, you may not modify
or obscure any copyright or other proprietary notice.

The Materials may contain trademarks, services marks and logos that are the property of
third parties. You are not permitted to use these trademarks, services marks or logos
without prior written consent of such third parties.

Realtime Publishers and the Realtime Publishers logo are registered in the US Patent &
Trademark Office. All other product or service names are the property of their respective
owners.

If you have any questions about these terms, or if you would like information about
licensing materials from Realtime Publishers, please contact us via e-mail at
info@realtimepublishers.com.

GoloAssist”

CORPORATE

About Citrix GoToAssist Corporate

Citrix GoToAssist Corporate is the fast and effective remote support and service solution proven
to improve your services margins and customer satisfaction. To learn more about GoToAssist
Corporate and the power of remote service delivery, please visit www.gotoassist.com or call 1-
800-549-8541. If you are calling from outside the U.S., dial +1-805-690-5729.
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Simplifying the Troubleshooting Process
with User-Centric Remote Control

The first article in this series explored the dilemmas of today’s Help desk environment:
higher customer expectations, the challenges of an increasingly mobile workforce, and the
need for shorter support calls and first-call resolution. The article also introduced you to
user-centric remote support solutions that meet user needs and streamline the Help desk
process. This article focuses on the Help desk troubleshooting process, and how a user-
centric remote solution simplifies that process for users and agents alike.

Benefits of User-Centric Remote Support and Control

A user-centric remote support solution provides immediate, direct support for mobile and
remote users. Rather than spending time attempting to resolve computer issues on their
own, users may initiate a remote support session with a live agent by phone, over the Web,
or through email. To obtain assistance over the Web, a customer can use a standard Web
browser and an ordinary Internet Protocol (IP) connection. The burden of resolution
transfers to an experienced Help desk agent, and the user gets back to work more quickly.

Note

Users who call in for support can choose to remain on the phone with the
agent or switch to Web chat once a remote session begins.

Many of today’s remote support solutions are based on Software as a Service (SaaS), which
delivers many types of services over the Internet. Because a SaaS-based remote support
solution is remotely hosted, organizations don’t have to worry about security and staffing
to support a third-party solution. They can instead focus on their organization’s core
competencies.

Improves Efficiency

Rapid entry into sessions—quick connections to support queues with live agents standing
by—speeds call resolution times. In addition, many remote support solutions enable agents
to handle multiple calls or sessions simultaneously, viewing side-by-side sessions in
separate on-screen windows or in tabs. To address common questions and keep one user
engaged while working with other users, agents use Web chat to push pre-scripted
messages to users. As a result, agents can handle higher call volumes than is possible for
traditional telephone support technologies.

Note

Another method for reducing call volumes is to eliminate repeat calls by
teaching and demonstrating to users how to solve common problems for
themselves.

Realtime 4
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The screen-sharing and remote control features of remote support solutions eliminate the
need for mobile users to follow instructions over the phone, reducing the time needed to
resolve problems for “technically challenged” users. With these tools, agents can show a
user how to perform a task, or fix a problem for the user while the user watches the agent’s
actions.

The first-contact resolution rate is an important metric that Help desk managers watch
closely. The first-contact resolution rate is tightly tied to a Help desk’s overall efficiency
and performance rating.

Note

Using a remote support solution, your organization can experience a 50- to
95-percent increase in first-contact user resolution rates at the tier-1 support
level.

This stems from users getting into the support queue quickly, the agent’s ability to
diagnose problems accurately using the remote control feature, and the user’s ability to
resume work with minimal downtime. In addition, agents can spend extra time with some
users coaching them on computer tasks so that users become less dependent on support in
the future.

Help desk callers get an immediate benefit from a user-centric remote support solution
because they can be productive again in a few minutes. A remote solution fosters increased
customer loyalty through newly acquired soft skills and faster incident resolutions.

Saves Money

Because you pay for services over the Web rather than the infrastructure costs of a Help
desk, a remote support solution can greatly reduce an organization’s operating costs. Many
vendors claim that you should see a return on investment (ROI) within the first year of
implementing a SaaS-based remote support solution; some say you’ll achieve actual ROI in
as little time as 3 or 4 months.

By allowing agents to fully control a PC remotely, some organizations save thousands of
dollars in travel costs. Let’s look at a few examples:

e Salespeople can easily set up sessions to provide demonstrations using a remote
support and control solution at a fraction of the travel costs. For example, if a
prospective customer is 4 hours away from the main office, a salesperson can
eliminate the initial sales visit by expediting a demo with the prospect remotely. If
the prospect is highly motivated to buy, the salesperson can then make a visit to
close the deal.

e A user-centric remote support solution with file transfer capability eliminates the
need for IT staff to travel to remote locations to perform upgrades and routine
maintenance. To minimize downtime, agents can handle these tasks remotely,
during off-peak hours when remote employees are not working.

Donltirao
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Note

The file transfer feature of a remote support solution also reduces the
complexity of having to ship laptops used by mobile or remote employees to
a centralized IT department for repair or maintenance.

Ensures Security

When receiving assistance, users don’t have to worry about the security of their computers
or stored data. Remote support sessions operate via port 80, 443, or 8200 without any
firewall reconfiguration. In addition, they use the Secure Sockets Layer (SSL) and 128-bit
end-to-end Advanced Encryption Standard (AES) encryption. Agents must provide strong
passwords to gain access to the system, and they must get customer permission to access a
remote PC before establishing a support session. Users must also enter a unique connection
code into the Web interface when first invited to participate in a support session.

Note

Multi-level security features help organizations maintain compliance with
regulations, such as the Health Insurance Portability and Accountability Act
(HIPAA) and the Gramm-Leach-Bliley Act (GLBA).

Improved Problem Investigation and Diagnosis

Today’s user-centric remote support solutions are vastly improved as compared with older
remedial screen-sharing programs. Using just a small plug-in downloaded over the Web,
users gain access to remote control sessions that enable agents to run sophisticated
diagnostic tools and resolve technical issues.

For example, real-time direct access to a user’s PC or Mac permits agents to see for
themselves the problems a user is experiencing. Over a secure connection, a Help desk
agent can log in as the administrator on a user’s PC to dig into system configuration,
settings, drivers, and software—and can even access hidden system files. The agent may
also run diagnostic utilities to collect user system information, including operating system
(OS) details, total and available memory, applications and services currently running, and
more—with just one click. If a reboot is needed, the agent can send a Ctrl+Alt+Del to restart
the remote PC, without interrupting the session in progress.

Tip

Because of differences between the OSs, remote support for Macintosh
systems from a PC has always presented challenges. If your Help desk
supports a heterogeneous environment of Macs and PCs, look for a solution
that allows PC-based agents to view or share control of Mac users’ desktops
as well as PC users.
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To enhance the user experience, annotation tools and shared control provide an easy,
transparent mechanism for sharing key information items and observations. An agent may
use a pen or highlighter tool to draw attention to something on the user’s screen, such as
circling a menu or drawing an arrow to a particular part of the screen. The user can use the
same tools on his or her end to clarify a question or pinpoint a problem for the agent. In
addition, some remote support solutions support multi-monitor navigation, enabling an
agent to easily navigate around a user’s multi-monitor computer setup.

Agents may contact another agent or a group in the background to collaborate on a difficult
or unfamiliar customer issue—the exchange remains invisible to the user. Alternatively,
another agent can be brought into the session to work as a team with the user and the
original agent (referred to as visible collaboration). If the incident must be escalated to a
higher level, the agent can seamlessly transfer the session to the appropriate person. This is
a key feature in incident handling and necessary to preserve a high level of customer
service.

Finally, remote support solutions allow session recording for later review, training
purposes, and to maintain a record of support encounters. You can incorporate recorded
session data into your customer relationship management (CRM) tool in polling intervals,
on demand, or per a custom schedule.

Tip
If integrating session data with your CRM system is important to your
organization, look for a remote support solution with a data replicator

feature that automatically downloads session data to a local Microsoft SQL
Server database.

Coming Up Next...

The third article in this series will examine how remote control and diagnosis features
address typical user problems.
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