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GoToAssist Express Reviewer’s Guide

Introduction

Thank you for reviewing Citrix® GoToAssist® Express, Citrix Online’s brand new remote-
support product for individuals and small businesses. This guide is organized to help you
effectively evaluate the remote-support capabilities of GoToAssist Express by introducing
you to the product and outlining the major features. The guide leads you through the
process for setting up and using GoToAssist Express and concludes with purchasing
information.

Note: This guide is based on a pre-release version of GoToAssist Express. Although we
anticipate that the features you use in this version will remain the same when the final
product is released, the final user interface and related Web pages may change.

What Is GoToAssist Express?

GoToAssist Express is a Web-based remote-support tool that enables individuals and small
businesses to provide instant online support to their customers. By viewing and controlling
their customers’ computers remotely, support providers can save time, increase productivity
and dramatically reduce travel costs.

GoToAssist Express delivers affordable remote-support functionality with easy-to-use
features, strong security and a fast ROI. Plus, it downloads on demand so users can provide
support to anyone, anywhere, without having to pre-install the software.

Applications
e IT consultants: Use GoToAssist Express to support more clients online.
e Software companies: Provide more efficient and cost-effective customer service.
e IT managers: Perform remote administration and streamline internal support tasks.

e Accounting technology professionals: Implement software and support clients all
year.

e Computer gurus: Quickly provide tech support to family and friends.

Key Benefits for Users
With GoToAssist Express, remote-support providers will be able to:

e Increase customer satisfaction by providing immediate support.
e Reduce time and money spent on traveling to and from customer offices.

e Accomplish more each day by using productivity-enhancing features and conducting
up to eight sessions at once.

e Provide service even when your customers are away from their computers.
e Support both PC and Mac users from either a PC or a Mac.

e Realize a proven ROI after just a few sessions.
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How Is GoToAssist Express Different from GoToAssist Corporate?

Why did Citrix Online decide to make GoToAssist Express when we already have GoToAssist
Corporate, a well-established and successful product that's been serving the remote-support
market for years now? The addition of GoToAssist Express to the Citrix Online product
offerings fills an important business need for individual professionals and small businesses
who travel to conduct customer support. These individuals don’t need the team
collaboration and administration features that GoToAssist Corporate provides, but they do
need easy-to-use remote-support functions like Screen Sharing, Remote Control, File
Transfer and Remote Diagnostics.

GoToAssist Express is not just a pared-down version of GoToAssist Corporate, however. We
designed and built GoToAssist Express from the ground up, with the individual support
provider and small businesses in mind. It has an entirely different look and feel, it can be
purchased and set up online in a matter of minutes and it offers the ability to provide
unattended support.

GoToAssist Corporate is considered the premium remote-support service available. We were
the first to launch a clientless remote-support product and have the most comprehensive
feature set available. With the launch of GoToAssist Express, Citrix Online now offers
comprehensive remote support for any size business.

GoToAssist Express

GoToAssist Corporate

Type of user

-Individual support provider
in any type of business
-Software consultant
-Accounting tech consultant
-IT support for small business
- Computer guru / consumer

-Multi-agent support team
-Call center

-Consulting firm

-IT help desk

-Professional services manager

Feature needs

-Single-user feature set
-Mac Support

-Unattended Support (work
while customers are away
from their computers)

-Comprehensive feature set
-Mac Support

-Team Collaboration
-Session Transfer
-Customer Surveys
-Session Recording

Company needs

-Basic, single-user reporting
-Log in and start sessions
from any Web-browser

-Centralized administration
-Advanced, multi-agent
reporting

-Log in and start sessions from
locally installed software
-Monitoring tools

-Online support queue
-Branded Web site
-Integration and customization
-Multi-language localization
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Purchasing needs

-Free trial period
-Self-service setup

-Online purchase and account
management

-Many payment options,
including purchase order
-Dedicated account manager
-Customized account options
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Getting Started

Just sign up for a 30-day free trial at www.gotoassistexpress.com and the software will
download automatically.

We recommend setting up two computers at your desk so you can see both the support
representative’s and the customer’s experience with GoToAssist Express at the same time.
Or, set yourself up and try using GoToAssist Express with a few co-workers, friends or
family members. When they accept your invitation a GoToAssist Express executable will
instantly download to their computers and connect you in seconds. Using the Screen
Sharing feature they can then let you see what they see on their screens as well.

The GoToAssist Blog

and the User Guide. The blog can be accessed by anyone at: jhttp://blog.gotoassist.com/.

The GoToAssist Express Forum

feedback at'http://forums.gotoassist.com/. You must log in as a registered participant to
access the forum.

Supporting Mac Users

GoToAssist Express allows support providers to view and control Mac® computer desktops
as well as PCs. It's a terrific convenience to be able to support both Mac and PC users from
either a PC or a Mac. There’s no special button to push to activate this feature; when you
start a session with someone who uses a Mac, the software automatically recognizes the
different platform and adjusts accordingly.

Note: Some features are not yet available for use with the Mac platform, including File
Transfer, Drawing Tools, Reboot/Reconnect, Log In as Administrator and Unattended
Support. Remote Diagnostics, Live Chat and Multiple Sessions are also unavailable for
sessions launched from a Mac.


http://www.gotoassistexpress.com
http://blog.gotoassist.com/
http://forums.gotoassist.com/
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Using GoToAssist Express

How to Log In
1. Locate and double-click the GoToAssist Express icon €0 in the system tray.

2. In the Login window, type in your email address and password.

3. Click Log In. A new support session should begin automatically.

:-: Login - GoToAssist Express

Returning users please log in here:

Email | | :
Don't hawve a
Passwiord GoTodssisk Express
accounk?
[ ] Remember me on this computer Fegister row!

Forgot vour paszword?

Login window

How to Log Out

To log out, right-click the system tray icon and select Exit from the menu.

¥6 GoloAssist

Starkt Support Session...

Yiew Unattended Support Computers, .,
Help

Preferences, .,
about,

Exit
System tray menu
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Inviting a Customer to a Support Session

When you log in to GoToAssist Express, a support session is opened automatically. Now you
need to connect with your customer.

There are 3 ways to invite a customer to join your session:

1. Phone: To connect with a customer, direct the customer to www.fastsupport.conj and
tell them to enter the nine-digit support key shown on your screen.

2. Email: Click the “Email Support Info...” button. GoToAssist Express will launch an email
using your client (currently limited to Microsoft Outlook) and copy the support key link into
the email for you.

3. Copy: Copy and paste the support key URL into a chat window or email client by clicking
the “Copy Support URL" button.

Invite Customer
Direct your customer to www.fastsupport.com

and ask them to enter the Support Key: 519-921-028

Email Support Info Copy Support URL

Main support screen

The Customer Toolbar

Once your customer has joined your support session, a small toolbar will appear on their
screen, which enables them to stop and start screen sharing, send you a chat message and
initiate a file transfer. The customer can also end the session at any time by clicking the X in
the top right corner of the toolbar.

o2 GoToAssist Express - %

LT ¢

Stop Sharimg Screen Chat File Transfer

Customer toolbar


http://www.fastsupport.com
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Starting a New Session

Because each session requires its own unique Support Key, you'll need to start a new
session every time you want to connect to a customer. You can conduct up to eight
support sessions simultaneously.

To start a new session, click the Session button in the Viewer window and follow the steps
above to connect with your customer.

®.

Session button

Each customer’s session will be represented by a thumbnail in the upper left corner of your
Viewer window.

a GoToAssist Express

Customer 1

Email Support Infa...

ek FMEEE S i




GoToAssist Express Reviewer’s Guide

Features

Screen Sharing and Remote Control

A request to start Screen Sharing and Remote Control of your customer’s computer is sent
automatically when the customer accepts your invitation to join a support session, so you
can get right to work. A dialog window will ask for your customer’s permission to share their
screen, and when they click “Yes,” you will see their screen in your Viewer window (see
example below).

Screen Sharing and Remote Control can be easily stopped and started by clicking the
Screen Sharing button on your Viewer window and selecting the appropriate option. Note:
Each time that Screen Sharing is stopped, you need to request permission to see and
control your customer’s screen to start it again.

During Screen Sharing, your customer can see everything you do on their screen and can
take back Remote Control at any time simply by moving their mouse or hitting a key on
their keyboard. The customer can stop Screen Sharing at any time by clicking the Screen
Sharing button on their toolbar. They can start Screen Sharing by clicking the same button.

You can also share your own screen with your customer for instructional or other purposes.

] Request

(]

Screen Sharing button

Full Screen

Screen Sharing menu
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Your Viewer Window

Here's an example of your GoToAssist Express Viewer window with one support session

open and Screen Sharing running. In other words, the screen shown in the Viewer window

is your customer’s screen. Notice that with Screen Sharing and Remote Control on you can
access your customer’s GoToAssist Express toolbar as well as your own.
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