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2 SupportSmith v2.0

1 Quick Setup Guide

If this is the first time you run a SupportSmith v2.0,
we suggest you to 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
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- Required Setup files:

e Server
SupportSmith v2 Server.msi

e Suporter Tools
SupportSmith v2 Suport Tools.msi

e Pre-Installed Agent
SupportSmith v2 Agent.msi

¢ On-Demand Agent Creator
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.

Q 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
e OS: Windows XP, Windows Vista.
e CPU: 128MB of RAM (256MB recommended)
e Free hard-disk space: Server 10MB; Supporter 15MB; Prelnstalled
Agent 25MB ; On-Demand Agent 5MB.

- Configuration Information you will be required:
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Proxy settings (if applies)

Domain, User and Password (to test Login as Technician)

Private IP/URL & Port to access the server (for network access)
Public IP/URL & Port to access the server (for external access)

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

1.1 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.

& Supportsmith Server Manager

Communications | Access Control | Licenses | General
Communication Parameters

Bind ko IP: (Al unassigned)

Public Host Address
Hosk:

Port: 22

Braoker Lisk
Hosk 2 Park:

e

Piork: 22

Rermove Server

Zancel

Help

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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r

- SupportSmith Server Manager =
Configuration | Security | Licenses | General
Diescripkion Licensed
SupportSmith Concurrent Agents 10
SupportSmith Concurrent Supporters 5
SupparkSmikh Concurrent Channels 10
|_ Change Key |
License: Trial wersion, Yalid until 2009-07-31,
Website: http: /s, cybelesoft, com
Croanization: Cybele Software, Inc,
Crganizakion Unik:  Suppork
Accept | | 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 Contral  Licerses | General

Group OF USEr names:

s SMERCURECY Admingstrabors
PRMERCURIO Eackup Operstors
ERMERCURIO Gussts
ERMERCURID|Power Users
ERMERCURID|Remote Deskbop Users

Logins | Admin Mode | Support Mode | Agent Features

[ s Commurication Server
[ 2z Pre-Instalied Agert
[ ke One-Damnand Apent

[ s supportes

[ 45 sharingtlass

[ 4 50w

_— e ey e

1.2 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 L
Status | Conmection | fccess Control | Liser Information | General
Conmection Settings
Use Proscy Server
Accept Incoming LAN Conmsctions
Communication Server

bl Sarver

Licensa Enformation
E-Mai:

Comparry 10

foply | Caneel || Help
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1.3 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 & CompanylID you'll find on the .txt license file.

| Supporter Settings s
camed:m Personal Information | Incidents | Gensral
Procy Selttings

o LEe Froxy Server Settings

COMMUNIC SO Serer

Settings
License Information
E-Mad:
Comnpany ID:
b - Cancel Help

1.4  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.
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Login Screen Supporter Manager
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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.

15 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.




