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About This Guide 

Thank you for evaluating Citrix® GoToAssist® Corporate 9.0. This guide is designed to 
introduce you to the new functionality added to GoToAssist Corporate in version 9.0. For a 
comprehensive overview of all the features of GoToAssist Corporate, please refer to our product 
brochure and Web site. 

Reviewer s Roadmap 

We suggest you start your evaluation of GoToAssist Corporate 9.0 by setting up two computers 
at your desk so you can see both the support representative s and the customer s experience 
with GoToAssist Corporate at the same time. Or, set yourself up as a representative and try 
using GoToAssist Corporate with a few co-workers, friends or family members. Using the 
Screen Sharing feature they can then let you see what they see on their screens as well. 

For specific information about activating your complimentary administrator account, please 
speak with your Citrix Online contact.  

Once you have received your activation information, we recommend that you follow these steps 
for reviewing GoToAssist Corporate: 

1. On a PC, download and log in to GoToAssist Corporate HelpAlert as a representative. 

2. Start a Screen Sharing session. 

3. On the second PC or Mac® computer join the Screen Sharing session. 

4. Using GoToAssist Corporate, remotely control the desktop of the second PC or Mac to 
evaluate the features and benefits of GoToAssist Corporate. 

5. Log in to the GoToAssist Corporate Management Center to review the advanced 
Management features.      
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GoToAssist Corporate 

 
Remote Support Made Easy 

GoToAssist advanced screen-sharing technology enables users to provide fast, easy and 
secure remote-support services to customers and employees outside of their firewall. Instead of 
trying to blindly solve technical issues over the phone, support centers, professional services 
teams and IT help desks can use GoToAssist Corporate to remotely control client computers to 
fix problems, or use reverse screen sharing to demonstrate solutions. This reduces incident-
handling times and support costs while significantly increasing customer satisfaction. 
GoToAssist Corporate includes advanced administration, reporting and other management tools 
and seamlessly integrates with a company s existing support environment. 

Designed for the enterprise, GoToAssist Corporate provides companies an easy way to 
centrally administer multiple teams of support representatives, implementation engineers and IT 
technicians. GoToAssist Corporate can also be customized to meet the unique needs of our 
clients.  

Note: GoToAssist Express, the latest addition to the GoToAssist product line, has recently 
launched and is currently available for purchase online. This solution is perfect for individual 
support providers who do not require corporate administration and management features. For 
more information about the differences between products, refer to the Choosing the Right 
Product section in this guide. 

GoToAssist Corporate can be used by a wide variety of support organizations to satisfy the 
needs of their customers while increasing productivity and lowering costs. 

 

Support Centers can increase customer satisfaction and first-contact resolution while 
reducing costs and employee attrition.  

 

Professional Services Teams can reduce travel expenses while increasing billable 
hours, utilization and profits. 

 

IT Help Desks can diagnose and resolve issues faster, for both internal and remote 
customers.  

Overall Benefits 

 

Instantly connect with customers to resolve technical issues  

 

Reduce call times and escalations  

 

Support both PC and Mac users 

 

Easily manage, monitor and report on service levels  

 

Maximize support team efficiency 

 

Avoid the financial and environmental costs of travel  
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Key Benefits of GoToAssist Corporate 9.0 

In the latest version of GoToAssist Corporate, we ve added support for Mac® computers so that 
Support Centers, Professional Services Teams and IT Help Desks can expand the reach of the 
service they offer to the growing community of Mac users. With Mac Support, technicians can 
quickly connect into a screen-sharing session with an end user s Mac computer to diagnose and 
resolve issues. 

We have also added improved screen-sharing capability for computers running multiple 
monitors a trend that is fast becoming the norm for computer users in businesses large and 
small. With enhanced Multi-Monitor Navigation, the technician will be presented with a visual 
map of the monitors configured on a particular system. Using this map and on-screen navigation 
buttons, the technician can easily move between each of the monitors as well as get a snapshot 
of what applications are displayed. 

Companies providing remote support to both customers and internal end users often look to on-
screen chat solutions to provide a way to instantly communicate and allow multi-tasking of 
technicians who are often burdened with managing several issues at any given time. With the 
enhancements made to GoToAssist Corporate On-Screen Chat representatives and 
technicians can communicate more effectively with the persons they are assisting. 
Improvements such as date/time stamps, typing notifications, message alerts and basic 
diagnostic details not only assist the representative while in session, but provide useful historical 
data, as these new details are also stored in the chat transcripts which are saved with each 
session recording. 

Recently a new trend has emerged in the remote delivery of services and implementations. 
These services often require longer screen-sharing sessions, which may require the end user s 
computer to be restarted more than once. The latest version of GoToAssist Corporate offers a 
seamless way to manage these restarts and allow technicians to be reconnected back into 
session automatically with the computer they are working on. Using this improved Reboot / 
Auto-Reconnect functionality, the end user can securely and privately enter their Windows 
credentials so the technician will automatically regain access. Once restarted, the computer can 
be brought back into full Windows mode, or even rebooted into Safe Mode. GoToAssist 
Corporate s security features always give the end users the ultimate control, however, as they 
may terminate a session at any point in time, should they need to.   
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Feature Enhancements in Version 9.0 

Mac Support 

GoToAssist Corporate now enables support representatives to help Mac as well as PC users. 
Since most support operations are PC-based, we ve bridged the gap between a support 
provider s PC and an end user s Mac.  

Key Benefit: Support providers can reach a whole new set of customers who are Mac users. 

How It Works: Mac users can join GoToAssist Corporate remote-support sessions just like PC 
users, such as by calling in and receiving a connection code from a support rep or entering a 
support request on a Web portal. Then, with the customer s permission, the support rep can 
view and control the customer s Mac screen and chat with him or her online to resolve the 
issue. They can even handle multi-monitor Mac setups. 

There is no special button to push to support Mac users the GoToAssist Corporate software 
automatically detects the Mac environment and adjusts accordingly. 

Mac Support also enables Mac end users to benefit from GoToAssist Corporate s unique team 
collaboration capability, as support providers can as easily collaborate on and transfer Mac 
sessions as PC sessions. Plus, Mac Support works with our advanced administration features 
such as Manager Silent Monitoring and Session Recording.  

Note: Support reps must use a PC to support Mac computers. Some features are not currently available for use with 
the Mac platform, including Reverse Screen Sharing, File Transfer, Annotation Tools, Reboot/Reconnect and Remote 
Diagnostics. Also, Log In as Admin does not apply. 
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Multi-Monitor Navigation 

GoToAssist Corporate 9.0 makes it super easy for support representatives to navigate around 
their customers multi-monitor setups, which are becoming increasingly common. 

Key Benefit: Support providers can quickly toggle between their customers screens to resolve 
issues faster. 

How It Works: First, at the start of a screen-sharing session GoToAssist Corporate gives 
technicians a dialog that shows the end user s multi-monitor setup and lists available hot keys 
that can be used for navigation.          

During the session, arrows appear at the edges of the screen to show the technician where to 
go to see the screens of the customer s other monitors.         
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Plus, throughout the session the technician can always access a mini-map with thumbnail views 
of all the customer s screens at once.  


