ALLIANCE PARTNER

E. RemedY“ CiTR! X' online

Citrix Online, div. of Citrix Systems Inc.
GoToAssist'

Product Category: Knowledge Management/eSupport Validation Date: 2/22/2005

Product Abstract

GoToAssist enables businesses to securely interact in real time with customers, suppliers and
end users, regardless of location. And for its most popular customer environments — support call
centers and internal help desks — GoToAssist provides best-practices tools, support-infrastructure
integration and detailed reporting.

Traditional phone - and Web-based support agents using GoToAssist have the flexibility to chat
online with customers, show a live product demo, "push" a Web page, transfer files, view
diagnostic information and take permission-based control of the custome r's mouse and keyboard
to resolve a problem. The ability to analyze diagnostic information and share and control the
customer's screen enables agents to quickly troubleshoot problems. Customers can view and
control an agent’s screen for educational and training purposes. The remote-control or screen-
sharing function can be terminated by either party at any time. Session recordings, including
chat transcripts, captured diagnostics, customer survey results and all other session information
can optionally be captured for future viewing.

Since GoToAssist is managed over Citrix Online’s hosted Management Center, deployment of
remote-control access across the entire organization is seamless. Security is maintained by Web
servers or brokers that generate AES session keys to agents and customers. The brokers hand off
sessions to clustered communication servers that bring an agent and a customer together over a
secure, 128-bit AES encrypted channel.

GoToAssist's award winning solution is consistently chosen by support organizations over other
solutions due to better security and faster incident-resolution times.

Integration Summary

GoToAssist integrates seamlessly with standard and customized Remedy Help Desk and Remedy
Customer Service and Support (CSS) applications for a multitude of support sce narios including
Web-initiated and phone-initiated, support sessions. The integrated solution delivers accurate,
real-time information about customers and sessions.

The integration is organized into three parts to easily enable any or all implementation options.

GoToAssist Remedy Data Storage: An installable Microsoft Service Client is provided. This
client can be configured to run in real-time, on demand or on a scheduled basis to download
GoToAssist session data from the hosted GoToAssist Broker into defined AR System® forms on
specified AR System servers. GoToAssist session data includes: Customer website entries (called
SmartBox entries), representative information, survey results, and resolution statistics. The
session chat transcripts, remote diagnostics and highly-compressed screen sharing files can also
be stored directly into the defined AR System forms and/or in local directories for archival
purposes.

GoToAssist Remedy Application Integration: The AR System forms that contain the GoToAssist
session data can be linked with an associated AR System ticket from Remedy Help Desk, Remedy
CSS or any custom AR System application. This allows GoToAssist sessions to be instantly
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reviewed directly from within the AR System ticket tracking application. AR System workflow is
provided for import and easy setup.

GoToAssist Remedy Agent Integration: AR System support agents can initiate GoToAssist
remote control sessions and respond to customers requesting remote control sessions directly
from within AR System applications. The agent-installable GoToAssist HelpAlert integration links
with Remedy User enabling agents to support customers using two methods:

Web Mode: When an agent accepts an incoming GoToAssist request, a new AR System
ticket is instantly created and displayed in Remedy User with the associated customer
information (as entered by the customer in the Support Website SmartBoxes). Agents can
then use the AR System support form to access customer information and manage the
ticket during the GoToAssist session.

Phone Mode: An agent can click a button on the AR System support form to create the
GoToAssist phone mode code and optionally e -mail the URL link containing the code to
the customer to start a screen sharing session.

After the session has completed, the GoToAssist session information is downloaded from the
hosted GoToAssist broker and filled in to the associated AR System GoToAssist forms.

The automated creation of customer support tickets through the initiation of GoToAssist support
sessions and automated session data population of AR System forms reduces support
representative resource requirements and ensures complete, accurate and efficient data capture.

Integration is accomplished by doing the following:

1. Importing the GoToAssist session forms into the Remedy AR System server.

2. Installing the GoToAssist Remedy Client application on either the Remedy AR System
server or on a machine other than that on which the AR System resides.

3. Setting up communication with the GoToAssist ASP Host and the Remedy AR System
using the GoToAssist Remedy Client.

4. Creating workflow within the AR System to integrate with the AR System application.

5. Optionally installing the Agent-side integration to Remedy User.

The GoToAssist Remedy Client is installed on either the AR System server or a Windows
server on the same LAN as the AR System server and communicates with the GoToAssist ASP
Host via the Internet. The GoToAssist ASP Host in turn pushes customer, support
representative, and session information through the GoToAssist Remedy Client to the
GoToAssist session forms using the AR System API. Subsequently, the GoToAssist session
forms can trigger AR System workflow to integrate with standard or customized Remedy Help
Desk and CSS applications.

Your Secure LAN

MNetwork Firewall

AR System API

Remedy GoToAssist Integration
AR Server Services Remedy Client

GoToAssist Broker Server

Figure 1 Integration Between GoToAssist and Remedy AR System
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Support Information

The integration described in this note is supported by Citrix Online. Citrix Online develops,
markets, and supports the installation of GoToAssist and its integration with BMC software.

For Sales Support please call 800-549-8541 (outside the United States, call +1-805-690-5729) or
visit the Citrix Online Website at http://www.gotoassist.com/contact.tmpl

For Customer Support, please call 888-259-8414 or visit the Citrix Online Support Website at
http://www.gotoassist.com/contactSupport.tmpl

System Requirements

The following Citrix Online software and BMC products must be installed and operating correctly
prior to the integration:

Remedy AR System 4.0.1, 5.0 or 6.0.1 or later
Optional: Remedy Help Desk 4.0, 5.0 or later
Optional: Remedy CSS: Customer Support 4.0, 5.0 or later
Citrix Online Software GoToAssist 6.0 or later.
Server Requirements
Microsoft Windows 2000, 2003, or XP
Remedy AR System Server Connection & Login
Minimum of Pentium 300 with 64MB of RAM
Stable Internet connection with ISDN or better
Ability to make direct outgoing TCP connections or availability of a SOCKS server

30 MB of available disk space, plus additional space for optional downloaded GoToAssist
session data

Client Requirements
Microsoft Windows 95 or later, Windows NT 4.0, 2000, ME or XP
Microsoft XML 4.0 or higher.

Note: If the Agent-side integration application is installed using the G2AHARemedySetup.exe
procedure, MSXML 4.0 is provided and does not need to be installed.

Java Runtime Environment v1.3 or higher.

Note: Since many applications install the Java Runtime Environment, it may already be
available; however, it can also be downloaded from http://java.sun.com/

15 MB of available disk space

Contact Information

Citrix Online, div of Citrix Systems Inc. BMC Software, Inc.

5385 Hollister Avenue 1030 West Maude Avenue
Santa Barbara, CA 93111 Sunnyvale, CA 94085-2810
Phone: 805-690-5729 Phone: 408-571-7000
Fax: 805-690-6471 Fax: 408-571-7001
Email: gotoassist@citrixonline.com Email: info@remedy.com
Website: www.gotoassist.com Website: www.remedy.com
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Integration Details

This integration note assumes that a GoToAssist portal has been set up and that the Remedy AR
System and GoToAssist HelpAlert are already installed and working correctly as independent
applications. It also assumes that the reader is familiar with GoToAssist HelpAlert and the
Remedy AR System. For help concerning these systems, refer to the appropriate product
documentation.

The GoToAssist Remedy Integration is a ZIP file containing the following:
= GoToAssist Remedy Integration Manual (GoToAssist Integration Services Remedy User
Guide.pdf)
= GoToAssist Remedy Software installer (G2AISRemedy_Setup.exe)

Remedy AR System Server Integration: GoToAssist integration with the AR System is
accomplished by doing the following:
Installing the GoToAssist Remedy Software
Importing the GoToAssist Session forms
Configuring the GoToAssist:AdminPreference form
Configuring the GoToAssist Integration Services Remedy Client
0 Setting up communication between the GoToAssist Broker and the Remedy AR
System server
o Optionally entering the location(s) for the GoToAssist Session storage (i.e.
session recordings can be saved in AR System forms, in local directories or in
both locations)
Importing (or creating) the related workflow within the AR System to integrate
GoToAssist session information with the desired AR System application.

Remedy User Integration: GoToAssist HelpAlert integration with Remedy User is accomplished
by doing the following:

Installing the GoToAssist HelpAlert Remedy application

Configuring the GoToAssist HelpAlert Remedy application

Logging into the AR System via the GoToAssist HelpAlert Remedy application

These steps are discussed in the following sections.

Note: Please refer to the GoToAssist Integration Services for Remedy User Guide for detailed instructions.

GoToAssist Remedy AR System Server Integration

The G2AISRemedy_Setup.exe will guide you through the installation of the GoToAssist
Integration Services Remedy Client (a Microsoft Service) and will create a directory on your
system containing the forms and workflow (.def files) for import.

New Windows Service: You will see the following Microsoft Windows Service installed on
your system: GoToAssist Integration Services Remedy

This service retrieves GoToAssist session data from the hosted GoToAssist Broker using
Secure Socket Layers (SSL) and stores the data into AR System forms.
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New Directory: A new directory will be installed on your system. By default the
installation directory is: C:\Program Files\Citrix\GoToAssist IS Remedy

The directory structure is pictured below.

Citrix\GoToAssist IS Remedy

G2AISRemedy.exe (Microsoft Service Executable:
Retrieves GoToAssist session data from the hosted
Broker and writes data into Remedy forms)

G2AISRemedy.log (log files)

HelpAlert Remedy

Sessions

Workflow

G2AHARemedy_Setup.exe
(Agent executable for installing
the Remedy User integration on
agents’ systems)

Local Replay Viewer with
subdirectory Resources (Java
player for replaying locally
stored screen sharing session

Optional Directory for storing
session data files (chat
transcript, remote diagnostics,
session replay files)

Note: These data files can also
be stored directly in the AR
System forms. This directory
may be useful as another way to

GoToAssist_Forms.def (import file of
GoToAssist forms)

GoToAssist_RemedyHelpDesk.def
(import file for Help Desk integration)

GoToAssist RemedyCSS.def (import
file for CSS Customer Support
integration)

files) GoToAssist_AdminPreferenceRecord.

arx (import file of default settings for
the GoToAssist:AdminPreference
form)

archive session files.

G2ARDParser (Converts locally
stored remote diagnostics .xml
files into .txt files)

Importing the Remedy GoToAssist Session Forms

The GoToAssist Session forms and associated Active Links must be imported into the AR System
server. Use Remedy Administrator and select the GoToAssist_Forms.def file located in the
subdirectory: Citrix\GoToAssist IS Remedy\Workflow

The GoToAssist Session forms are as follows:

GoToAssist:Session — This is the primary form containing the GoToAssist session data. There
are three tables on this form: (1) SmartBox table; (2) Customer Ratings table and (3)
Representative Ratings table. Three backend forms are used to create these tables:

GoToAssist:SmartBox
GoToAssist:CustomerRating

GoToAssist:RepRating

GoToAssist:AdminPreference - This is the preferences form set by the AR System administrator
to define the names of the GoToAssist forms.

GoToAssist:HomePage - (For Agent Integration) This is the default form displayed whenever the
Agent logs into the GoToAssist Remedy User integration.

GoToAssist:Representative — (For Agent Integration) This form is used to define the agent’'s AR
System login with his/her corresponding GoToAssist logins for single sign-on.

GoToAssist:PhoneCode - (For Agent Integration) This is form used to manage phone mode
codes. Optionally, agents can e-mail a URL containing the phone mode code to a customer for
instant GoToAssist session connection.
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Setting Form Preferences

The GoToAssist:AdminPreference form must be configured. Import the default settings and
modify them as needed. You will only need to modify the settings if you rename the GoToAssist
session forms. If you are integrating the GoToAssist:Session requests with AR System
application requests, then you will also need to select the name of the primary AR System
application form.

Use Remedy Import and select the GoToAssist:AdminPreference form and the
GoToAssist_AdminPreferenceRecord.arx file located in the subdirectory: Citrix\GoToAssist IS
Remedy\Workflow to import the default settings.

Open the GoToAssist:AdminPreference form and modify as appropriate.

”i Remedy User - [GoT oAszist:AdminPreference [Modify]]
[5] Ele Edit Yiew Tools Actions Window Help =l

2@ 2|®| 27| &l B| 2|

f.- ._M'u_dify GoToAssistAdminPreference 000000000000001

GoloAssist” CiTRIX'| online

Citrix GoToAssist
Administrator Preference

GoToAssist Home Page  |GoTobssistHomePage

GoToAssist Session Information

Session Form IGnTuﬂ«ssist:Sessinn
SmartBox= Form IGnTu&ssist:SmaltBox
Cuztomer R ating Form IGnTu&ssist:EustnmerHating
Reprezentative Rating Form IGDTu&ssist:HepHating

GoToAssist Application Integration

Reference Form IHF'D:HeIpDesk

GoToAssist Agent Integration

Reprezentative Form I GoTodszsish Representative

Phone Code Form IGDTu&ssist:F’honeEode

Phone Code Email Text GoTobssist Session Request ﬂ _I

Pleaze join my sezzon at
$URL$

Mate: Uze the variable $URLE where you want the
GoTabdzsist Seszion wil to appear in your email meszage.

|Fieady [ |Demo [z
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Configuring the GoToAssist IS Remedy Client

The Remedy Client allows you to capture sessions from multiple portals simultaneously. Each
portal appears as its own tab in the Remedy Client’s interface.

GoTofssist Integration Services Bemedy = =] =S I
GoloAssist
Support Fortal I Escalation Partal I

Connection —Updates
Mot Logged On I Mot Updating
Logon I Logoff I Stark Update I Stop Updake

Session Id: I

: ]
etk Session I Upraliz= 1ek I

Local Storage Monitor

Sub Portals:

Tokal Sessions Recorded:

I ] Preferences |

addrPortal I DeletePartal I Schedule |
Get Sessions For DatefTime Range I Cancel I ik |

Portal Nicknames — These are the common names of your portals displayed on the tabs in the Remedy
Client.

Logon — This connects you to the broker, allowing you to retrieve session data in real time. Note that you do
not need to be logged in when you retrieve data on-demand (Get Session for Data/Time Range) or when
you retrieve data via the Schedule.

Logoff — This ends your connection with the broker (affects Real Time updates only).
Start Update - This starts the Real Time updating process.

Stop Update - This stops the Real Time updating process.

Session Id - This allows you to retrieve session data for a specific session.

Local Storage Monitor — This allows you to see which sessions are in queue to be downloaded and to see
when the application will make the first attempt to download the data file.

Add Portal - This allows you to add and enter details for a new portal.
Delete Portal — This allows you to delete the currently selected portal.

Get Sessions for Date/Time Range — This allows you to retrieve sessions for a specified time period. You
do not need to be actively logged on, since the logon process will be performed during the on-demand update.

Schedule - This allows you to assign scheduled times for sessions to be captured in bulk (batch mode). You
do not need to be actively logged on, since the logon process will be performed during the scheduled update.

Cancel - This closes the window but leave the GoToAssist Integration Services Remedy Service running (for
Real Time and Scheduled Updates).

Quit — This ends the GoToAssist Integration Services Remedy Client and stops the service.
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To launch the GoToAssist Remedy Service Client for the first time, go to the Windows Start Menu
and select:

Citrix -> GoToAssist IS Remedy -> GoToAssist IS Remedy

B citrix
(=) En GAMES » T GoToAssist HelpAlert Remedy

=

IS coTosssist IS Remedsy d B GoToassist 15 Remedy
User Guide

When the Remedy Client is selected from the Windows Start Menu for the first time, you will be
prompted by the dialog shown below to enter information for your portal.

Portal Nickname - This is the
common name of your portal
(choose any name you want) and is
displayed on the tab in the Remedy

Client. GoToAssist 1S Remedy Pref:: x|
Update Intt_erval_ (Seconds) — The GDTD,-'&\..‘SSIST

amount of time, in seconds,

between each poll to the GoToAssist Settings |L|:||:a| Storage I AR Server |

Web Service broker, when updating

in real time. Default interval is 10 )
seconds. Portal Nicknarne:

Username - This is the username I
assigned by your GoToAssist
account manager to login to your Update Interval [Seconds)
GoToAssist Portal. I1 0

Note: Make sure you have administrative
logins to the GoToAssist Broker to access
your portals. This is a different login than Pazsword: I
the Management Center login and is set up
internally by Citrix Online. The login can
only be used ONCE per instance of access
to the Broker.
Password - This is the password
assigned to you by your account
manager to login to the GoToAssist
Portal.

| zermame: I

[ Star Update at start-up

Note: If you enter wrong credentials and
attempt to log on three (3) times, the system
will lock you out for five (5) minutes. After
10 failed logins, you will be locked out
permanently if hard lockouts are enabled
for your portal.
Start Update at start-up - When
checked, the Remedy Client will
start real time updates on this
portal whenever the service is
started.

Cancel Apply

Note: Real time updates will only capture
session data that occurs while the service is
runninag in updatina mode. It will not
retrieve any sessions from the past. Please
use On-Demand capturing for this purpose.
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Configure Local Storage

The Remedy Client allows you to capture session data files for storage in a local or network
mapped drive for later review. To enable this, select Preferences for the portal, then click the

Local Storage Tab to get the dialog shown below.

Store Data Locally — This enables
the local storage of data in a local
directory

Store Data in Remedy - This
enables the local storage of data in
the AR System (in the Review tab of
the GoToAssist:Session form)

Data Channels to Store — This
chooses which data channels you
wish to download and store.
Selections are: Local Screensharing,
Remote Screensharing, Chat
Transcript, and Remote Diagnostics

Storage Location - If the Store
Data Locally box is checked, then
you can specify the drive or network
path where you wish to store the
files. By default it is stored in the
sub-directory Sessions

Note: Use a local drive or full network path.
Since this is a service, the user settings
such as network mapped drives may not be
known.

Decompress (unzip) files — The
locally stored data is normally
stored in zip files. Each file is
named with the unique Session ID
as follows: Session_<sessionld>.zip
Selecting this option will
automatically unzip this file into its
individual parts. The zip file is
deleted when using this option.

Note: You may want to upzip the files to
take advantage of the ability to use
command line arguments to display the
files. (For more information, refer to the
section in this manual that describes the
Command Line Arguments.) If you have a
security key define d, this will be preserved
(i.e. they key will be requested on each data
channel file before a user can view it).

GoloAssist
Settings Local Starage I.ﬁ.R Server I

¥ Store Data in Remedy

—Select Data Channels Ta Store

Storage Location:
I C:\Program FilesCitrix) GoToAssist IS Rel

Erowse |

™| Decompress (unzip) files

Cancel | apply | (04 I
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Specify AR System Server

The Remedy AR System server must be specified to allow you to capture the GoToAssist session
data into the AR System forms of that server. To enable this, select Preferences for the portal,
then click the AR Server Tab to get the dialog shown below.

AR Server — This specifies the host
name or IP address of the Remedy

AR System server. o
y GoToAssist 1S Remedy Prefe x|

AR User - This is the AR System A
administrator login to the AR GDTD;“*..‘:JSIST
System server. The login must have

. i AR Server
change permissions to the Settings | Local Storage |

GoToAssist session forms. AR S
BFVEr!
AR Password - This is the AR I
System password for the AR User
specified above. AR User:
AR Server TCP Port - This is the I
TCP port number that represents AR Password:
the port number of the AR System I
server.
&R Server TCF Park:
AR Server RCP Port - This is the ID
RPC (Remote Procedure Call)
number that represents the AR Server RPC Pork:
program number of the specified AR II:I
System server, _and enables you to GoTohssist Preference Form:
connect to a private server :
) P I GoTodssist AdminPreference
GoToAssist Preference Form -
This is the GoToAssist
administrator preferences form that
specifies all of the GoToAssist forms
and the AR System application

integration form.

Zancel Apply | I I

Additional options, such as Service Dependencies and Proxy Service can also be specified. See
the manual for configuring these options.

At this point, you may run the GoToAssist Remedy IS Client to write the GoToAssist data into the
fields of the GoToAssist session forms. If you wish to associate the GoToAssist:Session form
with an AR System application, continue to follow the directions below.

GoToAssist Remedy Application Integration

Creating GoToAssist fields on AR System Forms

Copy the hidden fields on the GoToAssist:AdminPreference form onto your AR System
application form. Examples below show the Remedy Help Desk form (HPD:HelpDeskK) and the
Remedy CSS Customer Support form (SPRT:Issue€).

It is important that you create the GoToAssist fields on your AR System application form first
before importing (or creating) the application integration workflow.
Note: Since the fields voi1 conied from the GoToAssist-AdminPreference form were hidden voii will need to

be sure to uncheck the “Hide” box for the non temporarv field. Note: For Remedv CSS Customer Support,
you must also create a Work Log diary field for GoToAssist for progress information.
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Remedy Help Desk Form

#w Remedy User - [Help Desk Cases [Search]]
@ File Edit “iew Toolz Actions '“Window Help = IE’ Iil
ala| vl «7| alal B x|
BE3Rem: Remedy Help Desk
Help Desk Case
Summary™ I - | I Casze T_vpe'l '-I
Descriplion'l | L e I Status™ I 'I
Category™ I - | Service I - | Pending I 'I
Type* I - | Group+ I - | Clazure Code I 'I
Item™ I - | Individual+ I e | Ezcalated? I 'I
Auto-Fesssiori® Fequest Impact I VI Priority= I 'I
Fequester Information Solutions |
Case Log Time Information
whork Log I @ Azszigned I _I
Fiesolved I
Time Spent Resolving Case Aal Time I
Eztimated Total Time | 3: Start Clock | Stop Clock I Create Date _I
Other Activities
Start Time I— I ;
] LR t! 'I
Citrix GoToAssist FruEs nieasanmen
: . = Segsion D [Start Time [End Time [Eesalition
Time Spent [mir) I 3.
Tatal Time Spent [min]l e
Wigw | Refresh I Launch GoT obssist |
= |
|Ready [Demo [thollandtest 2

Remedy Customer Service and Support Form

Remedy User - [Issues [Search]]
@ File Edit Yiew Toolz Actions 'Window Help = Iﬂlil

ala| S| =] slal B] W

Remedy Customer Support

Issue Information Customer Profile

Summary* | Company+ I
Details | Site+ I
Categorp™ - I e A0 First Hame=+ I
Type™ - I Impact® Vl Last Hame™+ I
Item™ - I Priority™ Vl Phaone I

Status™ vI Ezcalated? ‘l Edit I Create I

Additional nformation I Solutions I Audit trail
Citrix GoT oAssist wiork Log
Session 1D [Etart Time [End Time [Fesaltion Qi

£k i Sadead

Wi I Fefresh | Launch GoT ofssist

Search Print lzsue Cloze Help
|Ready [Demo [thollandtest 2
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Importing/Creating the AR System Application Workflow

The GoToAssist Session forms can be associated with Remedy Help Desk, Remedy CSS (Customer

Support) or any customer AR System application.

You can import the associated workflow for

installed AR System applications or follow directions in the manual to create workflow if you have

a custom AR System application.

Use Remedy Administrator and select the desired workflow file located in the subdirectory:

Citrix\GoToAssist IS Remedy\Workflow

For Remedy Help Desk: GoToAssist RemedyHelpDesk.def

For Remedy CSS Customer Support: GoToAssist_ RemedyCSS.def

At this point, you may run the GoToAssist Remedy IS Client to write the GoToAssist data into the
fields of the GoToAssist session forms and associate the GoToAssist:Session requests with your
AR System application. Newly created GoToAssist:Session requests will create an associated AR

System trouble ticket. If you wish to also add the
the directions below

GoToAssist Remedy Agent Integration

Remedy Agent integration, continue to follow

Installing the Remedy Agent Integration Application

Follow the directions to install the G2ZAHARemedy_Setup.exe. This installation procedure will
install an application called GoToAssistHelpAlertRemedy.exe in the user's AR System User

directory (where aruser.exe is located) and create

a new item in the Remedy Agent’s Start Menu

called GoToAssist HelpAlert Remedy. The agent will then use this executable to log into

Remedy User and into the GoToAssist integration

with the AR System.

Configuring the Agent’s GoToAssist Remedy HelpAlert Application
To launch Remedy Service Client for the first time, go to the Windows Start Menu and select:

Citrix -> GoToAssist HelpAlert Remedy

When the GoToAssist HelpAlert Remedy application is launched, you will be prompted by the
dialogs, shown below, to enter information for your Remedy HelpAlert Integration.

Remedy Username - This is the login
name for your Remedy AR System
server (i.e. the login you use with the
Remedy User Client).

Remedy Password - This is the
password assigned to the Remedy
Username to access Remedy AR
System server (i.e. the password you
use with the Remedy User Client).

Remedy Server - This is the Remedy
AR System server you are accessing.

Note: This login will attempt to also log you into your
GoToAssist HelpAlert logins as defined in the
GoToAssist:Representative form. The AR System
password you enter here will be tried first as the
password for your HelpAlert logins. If this password
is incorrect, you will be prompted for your
GoToAssist HelpAlert password.

% GoToAssist HelpAlert Remedy Login )
GoloAssist

Remedy Username: I

Remedy Password: I

Remedy Server: I

Ik | Cancel |

Note: The last entries of these values (except
Password) are stored in the registry as default
values.
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The Advanced Button displays:
Preference Form - This is the

GoToAssist administrator preferences Advanced |
form that specifies all of the GoToAssist

forms and the AR System application Preference Form: IGDTD.ﬁ.ssist:.ﬁ.dminPreFerence
integration form. Your administrator

will let you know the name of this AR Server TCP: I 1]

form. By default it is:

GoToAssist:AdminPreference AR Server RPC I u

AR Server TCP Port - This is the TCP [ Show GoToassist Question Queusls) (Web Mode);
port number that represents the port

number of the AR System server. ok I Cancel

AR Server RCP Port - This is the RPC

(Remote Procedure Call) number that
represents the program number of the
specified AR System server, and
enables you to connect to a private
server.

Show GoToAssist Question Queue(s)
(Web Mode) - This indicates that you
would like to always show the
GoToAssist HelpAlert Queue for all
Web Mode logins. It is not necessary to
view the HelpAlert queues during the
integration support.

Defining AR System Representative GoToAssist Logins

The GoToAssist:Representative form contains information about the support agents who will be
using the Agent Side Remedy Integration. It is used as the reference form for agents to log into
their respective HelpAlert logins when they log into Remedy User, using the GoToAssist HelpAlert
Remedy Agent application. The data should be maintained by the Remedy Administrator.

""i Remedy User - [GoT oAssist-Hepresentative [Modify]]
@ Fil= Edit “iew Toolz Actionz Window Help = IE'iI

@ ol 2] @@ B w2

% Modify GoToAssist:Representative 000000000000006

GolToAssist™ CITRIX" online

Remedy Login Hame

ISupport Agent

GoToAszist Login [Email) Portal Type
I sUpport@compary. con| I IWeb Mode LI

|Ready [ [Demo =

Remedy Login Name - This is the username the agent uses to login to Remedy User.

GoToAssist Login (Email) — This is the email address the agent uses to login to GoToAssist
HelpAlert.

Portal Type — This is the type of GoToAssist portal referred to by the email login.

Note: An acgent mav have multinle GoToAssist loains for different portals. This form should contain all the
lonin information sn that when the anent Inns intn Remedyv Llser via the GoToAssist HelnAlert Remedv
Application, he/she will be also be logged into each of the assigned GoToAssist HelpAlert logins as well.
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Sample Scenario

To start the GoToAssist HelpAlert Integration using Web Mode, the agent logs into the Remedy
Application via the GoToAssist HelpAlert Remedy application:

@ Accesszories
@ Action Requeskt Swskerm

@ Adobe Acrobat 4.0
(=
=

ACL Instank Messenger

f"'/‘ GoToAssist Helpalert Rermedy
@ eFax Messenger Plus EB GoToMeeting
(3 Gateway Utilities

The agent launches this application and enters his AR System login information.

% GoToAssist HelpAlert Remedy Login 4|
GolToAssist”

Remedy Username: I Bob Backline

Remedy Password: I

Remedy Server: I Test|

Adwvanced I
(8] 4 I Cancel

He enters his password and then selects OK. He is then logged onto the Remedy AR System
server via Remedy User and also logged onto all of his GoToAssist HelpAlert logins.

Upon login, the Remedy User client displays the GoToAssist Home Page

#% Remedy User - [Home Page [Search]]
@ File Edit ¥Yiew Tools Actions “Window Help _Iﬁllﬂ

Ad| 82 «7| gl& 2| ¥

GoloAssist” CITRIX' online

Citrix GoToAssist
Remedy Integration

|Ready [ |Dema ltho 7

The agent also sees the GoToAssist HelpAlert Remedy icon in the system tray.

]
D ﬁ%&) 2:19 PM

The agent can view or hide the HelpAlert interface by right-clicking the mouse on the GoToAssist
HelpAlert Remedy icon
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Cancel Phone Codes

hiowe Helpalert Queuels
ide Helpalert Queuels

=

If the agent is using phone mode, he can optionally cancel any outstanding phone mode codes he
may have created anywhere using his account.

Agents can use both modes of GoToAssist HelpAlert: Web Mode (customers request support
through SmartBox entries) or Phone Mode (customers connect with the agent using a phone
mode code generated by the agent). The integration with The AR System is seamless:

Web Mode: When the agent accepts the customer request to connect via GoToAssist, a support
ticket is instantly created with the fields of the form filled in with the values entered in the
SmartBox by the customer (such as customer name, company name and question). The agent
supports the customer using the Remedy Help Desk support form.

Note: SmartBoxes are fields on the hosted website where the customer enters information to request
a GoToAssist support session.

The Web Mode works like this:

Agent Responds
to Pop-Up
. — P GoToAssist Question x| &
| Be En vew Fyotm Tk b e [ ¢ ] New Ticket
[t = w - DD & Qrown Grovem Goeds 3 B D % Dol o0 Licee Displaved i
e [0 s ot oo ottt =] (0G0 ﬁ Rauestion: Fleas help me wih my ﬁ Isplayed in
ek lapplcation,
Gorges [ it -| @ |7 Gt ” Remedy
AR System
Like being there: To 1612035
Portal: Web
Wb Moda Langiaget English
1 Do yiou veant bo connect bo this customer?
YOURLOGOMERE
VOUF CUSIOIT MRS SagE hare, Lt
h[.:.— ¥ freredy User - [Help Desk Cave (Modify)] =100
I e J slol gle| 27| slal B] v
[Plesie holp e with sy spplot o] ] ER&I‘I"IEdy l-'h,mn,u,jy H(,;Ip Desk
- | Help Desk Case
Summary”  [Finas ek mn veih my ook ston =| ] Caun Typor[Gumston =l
Bossription [ Plesse hek me vih my i S HOOB00000000TS Status”  [Aswgned =]
T P | | O s | Y| momm—
ly I'Id Typea® [Cemd =] G [ =] CloweCode =
;iow i Hem® [Detai | etickaals Fiaricin Fiontied T =]
- AutcRmssioisl Aequest Impact [Law =] Prioiitys  [Law =]
Facuaster Infoimation | Activity | Dupbcstes | Schutions | Felsied ltsms | Problem Mansgsment |
Login®s  [Joe Dser Regien [ =]  Seuce et =
% 5 A ] T | TN
GoToAssist Session U - SRS s— R - a—
- IMHMMMW Otfica ’WW
form filled in after :
= Mo Assols used by this ioquester were lound.
end of session - = .

)

e T ] A
i ]
o Menu to Display | ey Holland [THOLLANDTEST =

This example shows the Remedy Help Desk ticket as the support form. Note that any AR
System form could be used.

1 March 05 Citrix Online GoToAssist Integration Note Page 15



Citrix Online

Phone Mode: The agent can click a button on the AR System support form to initiate a phone
mode code. An AR System form is instantly displayed with the required Phone Mode Code and
URL. The agent can optionally e-mail the URL to the customer for easy session initiation.

The Phone Mode works like this:

Agent Clicks “Launch GoToAssist Phone Code
GoToAssist” button on form Displayed in

Support form Remedy AR System

7 Flemedy Uyor - [Goludnss. PhoneCeds (o]

) e Lt Mo Dok fctons peckwr Hiok

B LR fem [k jtons g e

GoloAssist”
Agent E-mails

MDA 3
T T o Phone Mode
N | =l URL to
LognNamers[lon Uoee
oo Customer
Rt Emal [oemeonparyecom | Emsunl | >
I'f
Ot Dore FremE TN ‘
% GoToAssist Session Request - Message (Plain Text) = =10l x|
Bis  Edt  Yew [nsert Format  Jools  Actions  Help
Sagend |G | 6 Ma Bl 0 W E ST B Y (S omens.. A @
£l lLAILB L 1 : iE £F =
To,.. [100 Lser
e |
Customer =
GoToAssist Session ReceivesE- | g RN oo S e, 3
form filled in after + mail, clicks Please clisk on this VAL So start our session.
end of session on URL and http://broker.gotoassist.com/h/demophone 2Quest ion=DREBE2 209
Session i iy ey
Begins

This example shows the Remedy Help Desk ticket as the support form, but any AR System form
could be used.

The agent can review the GoToAssist session information by selecting highlighting the
GoToAssist:Session request and selecting the View button.

Especially valuable is the Remote Diagnostics feature. During the GoToAssist session, the agent
can request Remote Diagnostics from the customer. Upon capture of this information, the
Remote Diagnostics information is instantly captured into the GoToAssist:Session form.

Below is an example of an associated GoToAssist session:
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The Request tab displays all the information about the customer’s support request and the agent
who responded to the request. The request tab shows the portal where the customer posted the
gquestion, the question, the time the question was posted, the response time and all the
SmartBoxes entry values. If this session was transferred from or to another session, it will be
displayed here.

#¥ Remedy User -

[Z] Bile Edit Wiew Tools Actions Window Help 18| x|

2@ % 27| 8w B| &

f.- Modify GoToAssist:Session 000000000000301

[l =y L] .
GoloAssist CITRIX' online
Seszszion 1D |'|2|:|'| 2B92 Reference D | HOOO00000000:303
Status © Mew © InSession ® Finished © Emar Ticket Details

Request |Sessi0n| Heviewl

Response Time |1/25/2005 8:07:33 AM Rep Screen Name | Bob

Portal IGDTD.t’-‘n.ssist Demo - Wweb Mode _I
Question Pleaze help me with my application. _I
Poszt time |1£25£2DDE B:07:29 AM Rep Mame IBob Backline _I

Ll

Representative Ibob.backline@lemedy.cnm Team Mame ICIient Demo
Transfened Fram| Rep P [10.1.21.165
Transferred Ta I Custamer IP |1D.1.21 78
Smart Box Entries

| shel W alue

idoe User

Company iRemedy

-
1| | v

|2 entries returned - 2 entries matched [Dema [THOLLAMDTE 2
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The Session tab displays the details about the session. These details are the start time, end time
and duration (in minutes), the resolution (entered by the agent), the locale (this value may be
blank if the locale is set to a default, such as English), the results of any reboot/reconnect of the
customer’s system, any session end label and data entered by the agent (such as a ticket number
referring to another call tracking system) and the customer’s and representative’s ratings of the

session.

- 105X
&)X

a@| 1l#| 27| 8lal B| &

f.- Modify GoToAssist:Session 000000000000301

GoloAssist”

CiTR!X‘ online

Session ID |12EI1 2692 Reference 1D

Status © Mew © InSession ® Finished © Enor

HD 0000000000303

Ticket Details

Request Session | Fleviewl

Start Tirme |1a"25.-"2|:||35 2:07:56 AM J
End Time |1£25£2DDE 2:10:51 AM _I

Resalution Iresolved

Locale I
Duration |3

Reboot/Reconnect® Mo © Successful © Reconnect Failed

Session End LabeIIEase |0 Mumber Session End D ata I

Custamer Fating

Label ['¥alue

How was pour experience with $Hickname? {Positive

rull iEverything's working great now!
rull i Thanks for the excellent support.

Reprezentative R ating

L abel |.Va|ue
Do vou feel zatisfied with the cutcome? il am pleazed with the outcome.
Wwhat wagz the segzion outcome’Y i Rezohed

l

o/

|2 entries returned - 2 entries matched

[Dema

[THOLLAMDTE 2
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The Review tab allows the agent to review the entire session. The agent can review the chat
transcript, the remote diagnostics (both in text form and in xml form) and replay the screen
sharing session recordings -- the local (agent’s desktop) and the remote (customer’s desktop). If
the session recordings are not saved within the AR System form, they can be replayed directly
from the GoToAssist Management Center by selecting the respective URLs.

emedy User - [GoToAssist:Session {(Modify)] i = |EI|£|
@Eile Edit Wiew Tools Actions Window Help _|E’|5|

A8 2% 27| Sl& B %

e. Modify GoToAssist:Session 000000000000301

GoloAssist” CITRIX'| online
Seszszion 1D |12|:|1 2E92 Reference 1D | HDOOOOOOOO00303
Status © Mew © InSession ® Finished © Enor Ticket Details I

Reguest | Session

Chat Tranzcript ;
iIe arne | Max Size | attach Label | RizpresEidle ClEsm
2] chatTranscript1 2012692, kxk 1KE Chat Transcript I _I
Feprezentative Camment
Joe needed a patch for wersion 4.5, |
Fiemaote Diagnostics
File Mame | Max Size | Attach Label |
remokeliagnostics. bxt S0 KB Diagnostics Texk
remokeDiagnostics 12012692, <ml - 56 KB Rermate Diagno. ..

Session Recordings Femote Replay URL

File Name | Max size | Attach Label | Ihltps:a’a"broker.gotoassist.coma’managen"sess
remokeScreenl2012692,92a 107 KB Remote Screensharing Local Replay URL

localScreenl2012692.92a 156 KB Local Screensharing Ihltps:a’.n"brnker.goloassist.coma’managen"sess

sessionl 2012692, properties 1 KB Properties e

Fieplay Remote I Feplay Local I

=
1 | »

[Ready [ |Dermao [THOLLAMDTE 2

Citrix Online LLC and BMC produced this integration note to assist customers with joint BMC /
Citrix Online LLC implementations. BMC and Citrix Online LLC have made an effort to ensure
that the information contained in this document is accurate, but do not guarantee any accuracy
now or in the future.

Copyright 2000-2005 Citrix Online LLC: GoToAssist, HelpAlert are registered trademarks of
Citrix Online LLC.

Remedy, AR System, Remedy Help Desk, and Remedy Customer Service and Support are
registered trademarks or trademarks of BMC Software, Inc. All other trademarks are the property
of their respective owners.

©Citrix Online LLC 2005. Rights to reproduce this document by written permission of Citrix
Online LLC only.
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