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About this Guide

This guide helps customers through the process of starting a remote support session on common

devices, both desktop and mobile. "You" in this document refers to the customer receiving remote
support.

While this guide speaks directly to the customer, Rescue technicians can also use this guide to learn
more about the customer experience.
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Starting a PIN Code Session: Windows + Internet Explorer

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. "You" in this document refers to the customer

receiving remote support.

LogMeln Rescue is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

Follow these instructions to download and start the LogMeln Rescue Applet.

Important: The appletis a small program that must be running on your computer for the technician
to be able to help you. The applet is automatically removed from your PC or Mac at session end.

," Note: Actual screens and procedures may vary slightly depending on your operating system and
LogMeln Rescue settings on the technician's side.

1. Go to www.LogMeln123.com.
The Support Connection page is displayed.

2. The technician tells you a 6-digit code.
3. Type the code in the box labeled Enter your 6-digit code.

© LogMeln Rescue @

Support Connection

Enter your &-digit code:

How It Works | >

4. Click Start Download.
You are asked to download the Support - LogMel nRescue. exe applet.

5. Click Run to download the applet.
The applet download should take about 15 to 30 seconds.

6. Click Run to execute the applet.
7. Once the applet is running, wait for the technician to activate your session.
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8. You may be asked to give the technician permission to perform certain actions. Click Yes to grant
permissions, or No to deny.

What can you do during a Rescue session?
Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

- Chat with the technician(s)

- View a detailed session log

« Allow or deny the technician the right to perform certain actions
- Send individual files to a technician

- Change the display font size

- Revoke permissions, such as remote control or file management, from the technician by clicking the
large X in the upper-left corner

- End a session by clicking the small X in the upper-right corner
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Starting a PIN Code Session: Windows + Firefox

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. "You" in this document refers to the customer

receiving remote support.

LogMeln Rescue is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

Follow these instructions to download and start the LogMeln Rescue Applet.

Important: The appletis a small program that must be running on your computer for the technician
to be able to help you. The applet is automatically removed from your PC or Mac at session end.

," Note: Actual screens and procedures may vary slightly depending on your operating system and
LogMeln Rescue settings on the technician's side.

1. Go to www.LogMeln123.com.
The Support Connection page is displayed.

2. The technician tells you a 6-digit code.
3. Type the code in the box labeled Enter your 6-digit code.

© LogMeln Rescue @

Support Connection

Enter your &-digit code:

How It Works | >

4. Click Start Download.
You are asked to download the Support - LogMel nRescue. exe applet.

5. Click Save File to download the applet.
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6.

7.

8.
9.

Opening Suppori-LogMelnRescue exe

%ou have chosen to open

[~ Support-LogMeInRescue.exe
which is a: Binary File
from: https: /isecure, logmeinrescue, com

Would vou like to save this File?

| Save File ] [ Cancel

In the Downloads box, double-click Support-LogMelnRescue.exe.

r

7 kB — logmeinre

Clear Lisk Search... o

L .

Click OK if prompted to Open Executable File.

Open Executable File?

e "Support-LogMelnRescue exe” is an executable file, Executable files may contain viruses or other
malicious code that could harm wour computer, Use caution when opening this File, Are you sure wau
want ko launch "Suppork-LogMeInRescue, exe"?

[ ] Don't ask me this again

K J [ Cancel

You are asked Do you want to run this file?
Click Run to execute the applet.
Once the applet is running, wait for the technician to activate your session.

Copyright © 2021 LogMeln, Inc.



Logiieln

E X

LogMeln

Rescue

+

ek

5"; Waiting For technician, ..

11:45 &M Connecking fo Rescue Gateway:

control, appSa. logmeinrescue, com. ..

11:45 &M Connected bo Rescue Gakeway, & suppark
representative will be wikh wou shorkhe,

L PR NP S Sy T SN O S Y S S R

10. You may be asked to give the technician permission to perform certain actions. Click Yes to grant
permissions, or No to deny.

What can you do during a Rescue session?

Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

- Chat with the technician(s)

- View a detailed session log

« Allow or deny the technician the right to perform certain actions
- Send individual files to a technician

- Change the display font size

- Revoke permissions, such as remote control or file management, from the technician by clicking the
large X in the upper-left corner

- End a session by clicking the small X in the upper-right corner
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Starting an Email Session on a Windows PC

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. "You" in this document refers to the customer

receiving remote support.

LogMeln Rescue is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

Important: The appletis a small program that must be running on your computer for the technician
to be able to help you. The applet is automatically removed from your PC at session end.

'," Note: Actual screens and procedures may vary slightly depending on your operating system and
LogMeln Rescue settings on the technician's side.

1. You receive an email from the technician.

2. Click the link that you have received in the email.
The Applet Download page opens.

Applet Download

The Rescue Applet will automatically
start downloading. When prompted,
please click Run:

File Download - Security Waming I =]

Do you ward Lo nun or save this lile?

Secure Remote Support
All communication between you and your technicians is
SSL-encrypted, and you will be able to permit or deny
access at all times during the session.

If your download does not start in a few seconds, please
click the download button:

Download of the Support - LogMel nRescue. exe applet begins.

3. Execute the applet.

' Tip: If you use a Mozilla Firefox browser, open the Downloads Library (Ctrl + J), then
double-click Support-LogMelnRescue.exe.

Copyright © 2021 LogMeln, Inc. 9
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4. Once the applet is running, wait for the technician to activate your session.
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5. You may be asked to give the technician permission to perform certain actions. Click Yes to grant
permissions, or No to deny.

What can you do during a Rescue session?
Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

- Chat with the technician(s)

- View a detailed session log

« Allow or deny the technician the right to perform certain actions

- Send individual files to a technician

- Change the display font size

- Revoke permissions, such as remote control or file management, from the technician by clicking the
large X in the upper-left corner

- End a session by clicking the small X in the upper-right corner
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Starting a PIN Code Session: Mac OS X 10.7 or earlier and
Safari

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. "You" in this document refers to the customer

receiving remote support.

LogMeln Rescue is safe and secure. All communication between you and your technician is
SSL-encrypted.

,"‘ Note: The instructions below only apply to users running Mac OS X 10.7 (Lion) or earlier.
Follow these instructions to download and start the LogMeln Rescue Applet.

Important: The appletis a small program that must be running on your computer for the technician
to be able to help you. The applet is automatically removed from your Mac at session end.

,"‘ Note: Actual screens and procedures may vary slightly depending on your operating system and
LogMeln Rescue settings on the technician's side.

1. Go to www.LogMeln123.com.
The Support Connection page is displayed.

2. The technician tells you a 6-digit code.
3. Type the code in the box labelled Enter your 6-digit code.

Support Connection

How It Works (2,

We take security seriously, Report Abuse

4. Click Start Download.
The applet installer is downloaded.

5. Open the Installer and click Continue to download the applet.

Copyright © 2021 LogMeln, Inc. 1
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Q00 4 Install LogMeln Rescue Applet

This package will run a program to i
determine if the software can be installed.

To keep your computer secure, you should only run

programs or install software from a trusted source. If

@ Destinatig you're not sure about this software's source, click ¥ to
Cancel to stop the program and the installation.

[: Cancel ) E-Emﬁnue)

® Introduct

® Installatio

|
@ Installatig

@ Summaly =——

6. Once the applet is running, wait for the technician to activate your session.

Lo NéNe) LogMein

d Waiting for technician...

[8:26 AM] Connecting...
[8:26 AM] Connected. A support representative will be with you shortly.

B e e S e s S

7. You may be asked to give the technician permission to perform certain actions. Click Yes to grant
permissions, or No to deny.

What can you do during a Rescue session?

Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

« Chat with the technician(s)

- View a detailed session log

- Allow or deny the technician the right to perform certain actions
« Send individual files to a technician

« Change the display font size

« Revoke permissions, such as remote control or file management, from the technician by clicking the
large X at the bottom of the window

- End a session by clicking the small X in the upper-left corner
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Starting a PIN Code Session: Mac OS X 10.8 or above and
Safari

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. "You" in this document refers to the customer

receiving remote support.

LogMeln Rescue is safe and secure. All communication between you and your technician is
SSL-encrypted.

,"‘ Note: The instructions below only apply to users running Mac OS X 10.8 (Mountain Lion).
Follow these instructions to download and start the LogMeln Rescue Applet.

Important: The appletis a small program that must be running on your computer for the technician
to be able to help you. The applet is automatically removed from your Mac at session end.

,"‘ Note: Actual screens and procedures may vary slightly depending on your operating system and
LogMeln Rescue settings on the technician's side.

1. Go to www.LogMeln123.com.
The Support Connection page is displayed.

2. The technician tells you a 6-digit code.
3. Type the code in the box labelled Enter your 6-digit code.

Support Connection

How It Works (2,

We take security seriously, Report Abuse

4. Click Start Download.
The applet installer is downloaded.

5. Click Downloads on your Dock and run the Rescue applet.
6. Click Open to confirm that you want to run the applet.

Copyright © 2021 LogMeln, Inc. 13
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/\% “Support-LogMelnRescue” is an application

downloaded from the Internet. Are you sure you
| a ) want to open it?

Safari downloaded this file today at 10:43 AM from
secure.logmeinrescue.com.

~ ]

| Show Web Page | | Cancel | | Open |

7. Once the applet is running, wait for the technician to activate your session.

Lo NéNe) LogMein

d Waiting for technician...

[8:26 AM] Connecting...
[8:26 AM] Connected. A support representative will be with you shortly.

8. You may be asked to give the technician permission to perform certain actions. Click Yes to grant
permissions, or No to deny.

What can you do during a Rescue session?

Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

« Chat with the technician(s)

- View a detailed session log

- Allow or deny the technician the right to perform certain actions
- Send individual files to a technician

« Change the display font size

- Revoke permissions, such as remote control or file management, from the technician by clicking the
large X at the bottom of the window

« End a session by clicking the small X in the upper-left corner

LogMeln Rescue Step-by-Step Connection Guide



Starting an Email Session on a Mac

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. "You" in this document refers to the customer

receiving remote support.

LogMeln Rescue is safe and secure. All communication between you and your technician is
SSL-encrypted.

Follow these instructions to download and start the LogMeln Rescue Applet.

Important: The appletis a small program that must be running on your computer for the technician
to be able to help you. The applet is automatically removed from your Mac at session end.

'," Note: Actual screens and procedures may vary slightly depending on your operating system and
LogMeln Rescue settings on the technician's side.

1. You receive an email from the technician.

2. Click the link that you have received in the email.
The Applet Download page opens.

Applet Download

The Rescue Applet will automatically
start downloading. When prompted,
please click Run:

File Download - Security Waming I =]

Do you ward Lo nun or save this lile?

Secure Remote Support
All communication between you and your technicians is
SSL-encrypted, and you will be able to permit or deny
access at all times during the session.

If your download does not start in a few seconds, please
click the download button:

The applet installer is downloaded.

3. Click Downloads on your Dock and run the Rescue applet.
4. Click Open to confirm that you want to run the applet.

Copyright © 2021 LogMeln, Inc. 15
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downloaded from the Internet. Are you sure you

% “Support-LogMelnRescue” is an application
want to open it?

Safari downloaded this file today at 10:43 AM from
secure.logmeinrescue.com.

(2 | Show Web Page | | Cancel | | Open |

-

5. Once the applet is running, wait for the technician to activate your session.

el LogMeln.

e

6 Waiting for technician...

[8:26 AM] Connecting...
[8:26 AM] Connected. A support representative will be with you shortly.

What can you do during a Rescue session?

Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.
« Chat with the technician(s)

- View a detailed session log

« Allow or deny the technician the right to perform certain actions

- Send individual files to a technician

- Change the display font size

« Revoke permissions, such as remote control or file management, from the technician by clicking the
large X at the bottom of the window

« End a session by clicking the small X in the upper-left corner

LogMeln Rescue Step-by-Step Connection Guide



Starting a PIN Code Session on an Android Device

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. "You" in this document refers to the customer

receiving remote support.

LogMeln Rescue is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

A Prerequisite: You must have LogMeln Rescue + Mobile for Android from Google Play to use this
tool.

'," Note: Actual screens and procedures may vary slightly depending on your device model and
LogMeln Rescue settings on the technician's side.

1. Download the Rescue + Mobile for Android app.

' Tip: If the app is already installed on your device, tap LogMeln Rescue on your Home page
or app tray.

®

Rescue

To continue, go to Step 2 on page 18.

a) In Google Play, search for LogMeln Rescue + Mobile for Android.

R KoXoN ] = .l 211:39
N Apps Q <

Rescue + Mobile for And
LOGMEIN, INC. ¢

14/10/2013
1.18MB

« TOP DEVELOPER

Rate & review

What's new

Remote control is now available on the latest devices
from Samsung, HTC, Motorola & Sony. For more
information, visit the mobile pages of our website:

https://www.logmeinrescue.com/

b) Tap Install.

Copyright © 2021 LogMeln, Inc. 17



The App permissions screen is displayed.

SAMSUNG
LA=KoNoA ] ST 4l 2 11:40

App permissions
Rescue + Mobile for Android needs access to:

YYour messages
Read your text messages (SMS or MMS),
receive text messages (SMS)

Storage

Disable your screen lock, modify or delete the
contents of your USB storage

Other Application Ul

Draw over other apps

System tools.
Read battery statistics

Bluetooth
Bluetooth settings, pair with Bluetaoth devices

Your applications information
Retrieve running apps

Phone calls
Read phone status and identity

Network communication

c) Tap Accept.
Installation of the app starts.

ue + Mobile for Androi

Q <

iescue + Mobile for Andro
LOGMEIN, INC. *

Installing...

;"n;,.;,.;,.

d) When the app has been installed, tap OPEN.

le for Android

LOGMEIN, INC. ¢

Res

OPEN
UNINSTALL

;;,.;,.;,.

LogMeln Rescue + Mobile for Android opens.

2. You may see a notification screen.

LogMeln Rescue Step-by-Step Connection Guide
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SAMSUNG
SO E ST 4l 211:42

@ Rescue >

Rescue+Mobile is an application used for remate
technicel support.

It allows support techniciars to troubleshoot problems
you may have on your mobile device.

ONLY PROCEED IF DIRECTED TO DO SO BY A
SUPPORT TECHNICIAN YOU TRUST.

[l hide this message in future

Continue

nvw.tic.d by
Logiiei

Tap Continue.

® Note: For certain devices it is also necessary to download an add-on application from Google
Play. If you see the following notification, tap Continue and then Install.

P ——

SAMSUNG \
L) NGBS all @ @ 1545
@) Rescue

LogMeln Rescue requires an
additional component.

Continue

pow 1by
LogMe®

' Tip: To avoid having to repeat this step in the future, select hide this message in future.

3. The technician gives you a 6-digit PIN code.
4. Type the code in the box labeled Enter six-digit PIN code and tap OK.

Copyright © 2021 LogMeln, Inc.
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SAMSUNG

@ Rescue

SAMSUNG
al O @ 15:23

By clicking Accept you explicitly
accept the End-User License

Agreement of LogMeln
Rescue+Mobile.

powered by

Lo;h’l;@

Decline ‘

'," Note: This notification does not appear for consecutive runs.

6. Once the applet is running, wait for the technician to activate your session.
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@ LogMeln

2. Vou are chatting with Technician

[11:32 AM] Connecting...
[11:32 AM] Connected. A support representative will
be with you shortly.

[11:32 AM) Support session established with
Technician.

Type here

7. You may be asked to give the technician permission to perform certain actions. Click Yes to grant
permissions, or No to deny.

What can you do during a Rescue session?

Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.
- Chat with the technician(s)

« Allow or deny the technician the right to perform certain actions
- Send individual files to a technician

- End a session by tapping Exit, or selecting Menu > Disconnect

Copyright © 2021 LogMeln, Inc. 21



Starting a PIN Code Session on an iOS Device

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. "You" in this document refers to the customer

receiving remote support.

LogMeln Rescue is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

A Prerequisite: You must have LogMeln Rescue + Mobile for iOS from the App Store to use this
tool.

> Note: Actual screens and procedures may vary slightly depending on your device model and
LogMeln Rescue settings on the technician's side.

1. Download the LogMeln Rescue + Mobile for iOS mobile app.

' Tip: If the app is already installed on your device, tap LogMeln Rescue on your Home page
or app tray.

To continue, go to Step 2 on page 24.

a) Go to App Store, and search for the LogMeln Rescue + Mobile for iOS app .

22 LogMeln Rescue Step-by-Step Connection Guide



|
esese Telenor HU = 16114 @ 7 0 78% W)
( Back m =
! Rescue + Mobile for ]
i0s
LogMeln, Inc. »

Dol Foes

b) Tap the download button.

-

GET

Download begins.
c) When the download finishes, tap OPEN.

Copyright © 2021 LogMeln, Inc.
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(. \
o e |
‘ eeses Telckom HU =  11:18 © 99% =4
£ Search LT] =
i Rescue + Mobile for
i0S [+

LogMeln, Inc. >

Detals =

WS R

Screenshots

Screenshot sharing [ @)

To create a screenshot, press S IMPLY €ONNECT

these buttons simultaneously (ROMANRURERY

| Featured _ Top Charts _ NearMe _ Search _ Updates

eeeee Telckom HU & 11:02 © 95% 4

Rescue

Rescue + Mobile is an application
used for remote technical support.
i It allows support technicians to

troubleshoot problems you may
have on your mobile device.

AN

Only proceed if directed to do so
by a support technician you trust!

Hide this message in future

D

——

Tap Continue.

' Tip: To avoid having to repeat this step in the future, slide hide this message in future to
- OFF.
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3. The technician gives you a 6-digit PIN code.
4. Type the code in the box labeled Enter six-digit PIN code and tap OK.

eeeee Teleckom HU = 1115

< Rescue

i Enter six-digit PIN code

1 2 3
4 5 6
7 8 9

) 0

eeeee Telckom HU &  11:03

Rescue

Please accept the End User Licence
Agreement to continue

Decline

\ )
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,‘-“ Note: This notification does not appear for consecutive runs.

6. Once the applet is running, wait for the technician to activate your session.

eseee Telekom HU = 11:07 © 97% 14
= Rescue B
i You are chatting with
'© Technician

| 11:07 AM Connecting...
-! 11:07 AM Support session established with Technician
11:07 AM You have granted control to Technician

11:07 AM Mobile network information requested by and
sent to Technician

11:07 AM Display viewing started by Technician

11:07 AM Battery information requested by and sent to
Technician

11:07 AM System information requested by and sent to
Technician

11:07 AM Process list requested by and sent to
Technician

11:07 AM Connection information requested by and
sent to Technician

| (-] Send

eeeee Telckom HU & 11:07 ©97% 114

= Rescue B

Access request
Can Technician share control of this device?

(To end control at any time, select Exit or
Menu > Disconnect.)
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Click Accept to grant permission, or Deny to deny.
What can you do during a Rescue session?

Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

« Chat with the technician(s)

- Allow or deny the technician the right to perform certain actions

- End a session by tapping Exit in the top right corner of the screen, and then selecting Disconnect.

Copyright © 2021 LogMeln, Inc. 27



Starting a Session on an iOS Device Using Smart Banner

28

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. "You" in this document refers to the customer

receiving remote support.

LogMeln Rescue is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

A Prerequisite: You must have LogMeln Rescue + Mobile for iOS from the App Store to use this
tool.

A Prerequisite: The Smart Banner feature is available only for iOS 6 and above.

When you open the link the technician sent you in an Email or SMS, a so called “Smart Banner” appears.
If you already have the Rescue App, you can start a session from this banner entering directly into a
chat with a support technician. For customers who do not yet have the Rescue App, the banner offers
the option to install it, and then easily start the session.

()

No SIM = 11:28 100% =24

e

& rescuebeta.dev.3amlabs.net ¢

i ' ) Rescue + Mobile for
! i0s
A LogMeln, Inc. OPEN
INSTALLED

Upper banner isn't visible?

It may happen, that our Smart Banner is not
visible for you. You should upgrade your
system, or choose from the following options:

e either go to the App Store manually by
clicking the App Store button
® or use our in-browser chat session

App Store

Chat

Should the Smart Banner feature not work for a device (for example, due to an unsupported iOS version),
the iOS landing page ensures that communication between the customer and the technician is still
possible. In this case you can do either of the following:

- Click App Store to go to the App Store and download the Rescue + Mobile iOS app.
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- Click Chat to initiate a Safari-based chat-only session with the technician.

' Tip: If you experience problems with receiving the SMS or Email from the technician, you can go
to www.oty.com. This will allow you to download the Rescue + Mobile for iOS app. Once you have
downloaded the app, please see Starting a PIN Code Session on an iOS Device on page 22 for
further instructions.

Follow these instructions to start a Rescue + Mobile session using the Smart Banner.

1. You receive an SMS or an email from the technician.

- ——— o~ —
( : ) ( : )
© oD h © eTmEETED 1
J eeese Telckom HU = 16:05 © 93% [}/ ’ eesee Telekom HU = 16:07 © 93% s
< Back (1) 00 36 30 555 5517 Contact ‘ < All Inboxes (8) 7
j Tex11M§fs?ge J From: Technician - LogMeln Hide

To:
Click the link below to

{ ﬁowl\rllllﬁadRand TUHM o | Connection email link
ogMeln Rescue+Mobile. 2014. februar 3. 16:07

http://RescueMobile.com/

837068 Please click the link below to request

a live support session:

Code: 837068
http://RescueMobile.com/717947

Best Regards, Support Team

(O] Send ] 5 [} = i

2. Tap the link you have received in the SMS or email.
The iOS landing page with the Smart Banner is displayed.

3. Ifthe iOS app is already installed on your device, tap Open, and follow instructions from Step 7 on

page 30.
o~ e
(= )

a rescuebeta.dev.3amlabs.net C

i d » Rescue + Mobile for
i0s

INSTALLED

L o202 200 s 000000 00000000

4. On the Smart Banner, tap View.

Copyright © 2021 LogMeln, Inc. 29


http://www.oty.com

P -

( . )

I
No SIM = 1:28 100% ) 4

& rescuebeta.dev.3amlabs.net ¢

i Rescue + Mobile for iI0S
x J

FREE — On the App Store

'Il b2 2222000000000 000020

The LogMeln Rescue + Mobile for iOS opens in the App Store.
5. In the App Store, tap the download button.

‘V ° 1
& o
|
weses Telenor HU & 1614 @790 78% M
( Back m =
i Rescue + Mobile for
‘ 08
LogMeln, Inc.>
oV SV SV S S 3 3 S

When download finishes, the Smart Banner is displayed again.
6. Tap Open.

7. You may see a notification screen.

eeeee Telckom HU &  11:02 © 95% 4

Rescue

Rescue + Mobile is an application
used for remote technical support.
i It allows support technicians to

troubleshoot problems you may
have on your mobile device.

A\

Only proceed if directed to do so
by a support technician you trust!

Hide this message in future

D

Tap Continue.
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' Tip: To avoid having to repeat this step in the future, slide Hide this message in future to

OFF.

8. If prompted, accept the End-User License Agreement by tapping Accept.

-
(

eee00 Telckom HU = 11:03 @ 95% [ )+

Rescue

Please accept the End User Licence
Agreement to continue

Accept

Decline

," Note: This notification does not appear for consecutive runs.

9. Once the applet is running, wait for the technician to activate your session.
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eeeee Telckom HU =  11:07 © 97% 4

= Rescue =

You are chatting with:
'© Technician
11:07 AM Connecting...
11:07 AM Support session established with Technician
11:07 AM You have granted control to Technician

11:07 AM Mobile network information requested by and
sent to Technician

11:07 AM Display viewing started by Technician

11:07 AM Battery information requested by and sent to
Technician

11:07 AM System information requested by and sent to
Technician

11:07 AM Process list requested by and sent to
Technician

11:07 AM Connection information requested by and
sent to Technician

(-] Send

Telekom HU & 11:07 © 97T% (14

Rescue

Access request
Can Technician share control of this device?

(To end control at any time, select Exit or
Menu > Disconnect.)

Click Accept to grant permission, or Deny to deny.
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Starting a PIN Code Session on a BlackBerry

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. "You" in this document refers to the customer

receiving remote support.

LogMeln Rescue is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

Follow these instructions to download and start the LogMeln Rescue Applet.

Important: The appletis a small program that must be running on your device for the technician
to be able to help you.

'," Note: Actual screens and procedures may vary slightly depending on your device model and
LogMeln Rescue settings on the technician's side.

1. Download the mobile applet.
' Tip: If the app is already installed on your device, go to Step 2 on page 35.

a) Go to www.oty.com

| *#2BlackBerry

@® Download LogMeln Rescue edge Tl

LogMeln Rescue Mabile Applet

|Set Application Permissions

Download JechleC]]

b) Click Download.
The download process starts.
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“2z BlackBerry

Downloads edge Tl

_ LogMeln Rescue

Done 392/392 KB

c) The first time you run the applet, you see a notification about application permissions.

e

“2z BlackBerry
Downloads edge Tl
B *Application Permissions

~ Would you like to grant LogMeln Rescue
Trusted Application status?

2Kk8

Click Yes to grant LogMeln Rescue Trusted Application status.

For more information about changing the application permissions later on, see Setting BlackBerry
Application Permissions: An Example on page 40.

d) For a brief period, you may see a notification when the download process is finished. Click OK,
or wait for the Mobile Applet to continue.
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“2z BlackBerry

Downloads edge Tl

_ LogMeln Rescue

Done 392/392 KB

[+ ] The application was successfully
installed.

2. The technician gives you a 6-digit PIN code.
3. Type the code in the box labeled Enter six-digit PIN code and tap OK.

e

“2:BlackBerry

@ LogMeln Rescue [ .

Enter six-digit PIN code

4. Once the applet is running, wait for the technician to activate your session.
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“2z BlackBerry

2 You are chatting with Technician O Rsce]

10:34] Connecting...
1€

4 support will be with you shortly.
10:34] Support session established with Technician.

Type here and press Enter to send

5. You may be asked to give the technician permission to perform certain actions. Click Yes to grant
permissions, or No to deny.

What can you do during a Rescue session?
Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

- Chat with the technician(s)

- Allow or deny the technician the right to perform certain actions

- Send individual files to a technician

- End a session by pressing the Menu key and selecting Exit or Disconnect
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Starting a Text/SMS Session on a BlackBerry

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. "You" in this document refers to the customer

receiving remote support.

LogMeln Rescue is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

Follow these instructions to download and start the LogMeln Rescue Applet.

Important: The appletis a small program that must be running on your device for the technician
to be able to help you.

'," Note: Actual screens and procedures may vary slightly depending on your device model and
LogMeln Rescue settings on the technician's side.

1. Click the link that you received in a text/SMS.

i' *izBlackBerry

» @lick the link below to download and
run LogMein Rescue+Mobile.

http://RescueMobile.com/BB/228067

Code: 228067

The download process starts.
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“2z BlackBerry

Downloads edge Tl

_ LogMeln Rescue

Done 392/392 KB

. For a brief period, you may see a notification when downloading the applet is finished. Click OK, or

wait for the Mobile Applet to continue.

e

“2z BlackBerry

Downloads edge Tl

_ LogMeln Rescue

Done 392/392 KB

[+ ] The application was successfully
I installed.

. Click Yes to grant LogMeln Rescue Trusted Application status.
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“2z BlackBerry

Downloads edge T.al |l
B *Application Permissions -
~ Would you like to grant LogMeln Rescue e
Trusted Application status?

For more information about changing the application permissions later on, see Setting BlackBerry
Application Permissions: An Example on page 40.

4. Once the applet is running, wait for the technician to activate your session.

e

“2:BlackBerry

] sgiin
2 You are chatting with Technician O Roscuel
34| Connecting...
4] Connected. A support representative will be with you shortly.
:] Support session established with Technician.

Type here and press Enter to send

5. You may be asked to give the technician permission to perform certain actions. Click Yes to grant
permissions, or No to deny.

What can you do during a Rescue session?

Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

« Chat with the technician(s)

- Allow or deny the technician the right to perform certain actions

- Send individual files to a technician

« End a session by pressing the Menu key and selecting Exit or Disconnect
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Setting BlackBerry Application Permissions: An Example

You can grant or deny permissions to the technician who helps you.

This example shows you how to allow the technician to make screen captures of your mobile device.

1. Go to the Options > Applications or Options > Advanced Options > Applications BlackBerry menu,
depending on your device model.

2. Select LogMeln Rescue.

e

*iBlackBerry

Application Management A
Appli.‘clatlons ‘

1 |
&= Hesearch In Motion Limited :

Hel
Research In Motion Limited

Home Screen
Research In Motion Limited f

LogMeln Rescue
~" LogMeln, Inc.

. Media
Research In Motion Limited

s MemoPad
Research In Motion Limited

3. Press the Menu key and select Edit Permissions.

e

*iBlackBerry

Application Management A
Applications ‘
All= |

Switch Application !

View Properties
Edit Permissions
Delete

Modules

Edit Default Permissions

Help

4. Expand the Interactions section and select Screen Capturing.
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5. Press the trackball to set the permission to Allow.
6. Press the Menu key and select Save.

“2z BlackBerry

: LogMeln Rescue L]
Themes

Switch Application

Save

Set as Defaults m

Apply Defaults set Allow ~

Edit Defaults I While Locked Benviy

Prompt Exceptions Custom ~

Help Allow ~

You can either start the Mobile Applet from the www.oty.com website or, if the applet is already installed,
start it as any other application.
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Starting a Text/SMS Session on an Android Device

42

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. "You" in this document refers to the customer

receiving remote support.

LogMeln Rescue is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

A Prerequisite: You must have LogMeln Rescue + Mobile for Android from Google Play to use this
tool.

" Note: Actual screens and procedures may vary slightly depending on your device model and

LogMeln Rescue settings on the technician's side.

1. You receive a text/SMS message from the technician.

" Note: In some cases, the text/SMS automatically launches the mobile app. If so, go to Step 4

on page 43.

2. Tap the link that you have received in the text/SMS.

f{ SAMS!

v e

< B LogMenn

. Click the link below to
download and run LogMeln
Rescue+Mobile.

http://
RescueMobile.com/226134
21

Code: 226134

Rescue + Mobile for Android opens in Google Play.
,‘ Note: If you do not have LogMeln Rescue+Mobile for Android installed on your device, you
must first complete the installation steps in Google Play to be able to continue starting a Rescue

session. For step-by-step instructions on how to install the app, see Starting a PIN Code
Session on an Android Device on page 17.

3. In Google Play, tap OPEN
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le for Android

LOGMEIN, INC. ¢

Res

OPEN
UNINSTALL

o b2 e
v2d2sdasdasss 40000000020

Tip: Your mobile device may offer the option to open the Rescue + Mobile for Android app
directly from your device.

4. You may see a notification screen.

SAMSUNG
SO E ST 4l 211:42

@ Rescue >

Rescue+Mobile is an application used for remate
technicel support.

It allows support techniciars to troubleshoot problems
you may have on your mobile device.

ONLY PROCEED IF DIRECTED TO DO SO BY A
SUPPORT TECHNICIAN YOU TRUST.

[l hide this message in future

Continue

i by
Logiiei

Tap Continue.
' Tip: To avoid having to repeat this step in the future, select hide this message in future.

5. Enter the 6-digit PIN code you received in the text/SMS in the box labeled Enter six-digit PIN code,
and tap OK.
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-

SAMSUNG

@ Rescue

Enter six-digit PIN code

939677

2

-

SAMSUNG

@ LogMeln

2. Vou are chatting with Technician

32 AM] Connecting...
32 AM] Connected. A support representative will
be with you shortly.

32 AM) Support session established with
Technician.

Type here

7. You may be asked to give the technician permission to perform certain actions. Click Yes to grant
permissions, or No to deny.

What can you do during a Rescue session?
Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

« Chat with the technician(s)

- Allow or deny the technician the right to perform certain actions
- Send individual files to a technician

- End a session by tapping Exit, or selecting Menu > Disconnect
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Starting an Email Session on an Android Device

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. "You" in this document refers to the customer

receiving remote support.

LogMeln Rescue is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

A Prerequisite: You must have LogMeln Rescue + Mobile for Android from Google Play to use this
tool.

® Note: Actual screens and procedures may vary slightly depending on your device model and
LogMeln Rescue settings on the technician's side.

1. You receive an email message from the technician.

' Tip: The subject of the email is Connection email link.

2. Tap the link that you have received in the email.

O i@

< Direct Connect Link

LogMeln - Remote Sup... ,
direct-connect@LogMelnRescue.

2014/05/07 15:16

Please click the link below to request a live
support session:

http://RescueMobile.com/658924

Best Regards, Support Team

Rescue + Mobile for Android opens in Google Play.
P," Note: If you do not have LogMeln Rescue+Mobile for Android installed on your device, you
must first complete the installation steps in Google Play to be able to continue starting a Rescue

session. For step-by-step instructions on how to install the app, see Starting a PIN Code
Session on an Android Device on page 17.

3. In Google Play, tap OPEN
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le for Android Res
LOGMEIN, INC. ¢

OPEN
UNINSTALL

e \

' Tip: Your mobile device may offer the option to open the Rescue + Mobile for Android app
directly from your device.

Complete action using

‘O . Chrome

“ Internet
0 Rescue

4. You may see a notification screen.

SAMSUNG
SO E ST 4l 211:42

@ Rescue >

Rescue+Mobile is an application used for remate
technicel support.

It allows support techniciars to troubleshoot problems
you may have on your mobile device.

ONLY PROCEED IF DIRECTED TO DO SO BY A
SUPPORT TECHNICIAN YOU TRUST.

[l hide this message in future

Continue

poviered by

Logiiee

Tap Continue.

' Tip: To avoid having to repeat this step in the future, select hide this message in future.
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5. Enter the 6-digit PIN code you received in the email in the box labeled Enter six-digit PIN code, and
tap OK.

-

SAMSUNG

@ Rescue

Enter six-digit PIN code
939677

2

-

SAMSUNG

@ LogMeln

2. Vou are chatting with Technician

32 AM] Connecting...

32 AM] Connected. A support representative will
be with you shortly.

32 AM) Support session established with
Technician.

7. You may be asked to give the technician permission to perform certain actions. Click Yes to grant
permissions, or No to deny.

What can you do during a Rescue session?
Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

« Chat with the technician(s)
- Allow or deny the technician the right to perform certain actions
- Send individual files to a technician
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- End a session by tapping Exit, or selecting Menu > Disconnect
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Starting a Rescue Lens Session on an Android Device

Starting a Rescue Lens Session on an Android Device by PIN Code

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. "You" in this document refers to the customer

receiving remote support.

Rescue Lens is LogMeln Rescue's video-enabled support solution with integrated VolP. With Rescue
Lens, support technicians are able to use the camera of a customer's mobile device to provide a secure,
live camera feed to the LogMeln Rescue Technician Console, thus allowing them to see the actual
situation the customer is facing and help them solve complex set-up, configuration or troubleshooting
issues.

Rescue Lens is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

A Prerequisite: You must have Rescue Lens for Android from Google Play to use this tool.
A Prerequisite: Rescue Lens is available only for Android 4.1 and above.
P," Note: Actual screens and procedures may vary slightly depending on your device model and

LogMeln Rescue settings on the technician's side.

1. Download the Rescue Lens for Android mobile app.

' Tip: If the app is already installed on your device, tap Rescue Lens on your Home page or
app tray.

To continue, go to Step 2 on page 50.

a) Go to Google Play and search for the Rescue Lens for Android app .

b) Tap the Install button.
The App permissions screen is displayed.
c) Tap Accept.
Installation of the app starts.
d) When the app has been installed, tap OPEN.
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2. You may see a tutorial.

' Tip: To read the tutorial, swipe left/right.

Let an expert see
what you see

Tap Skip or OK.

3. To grant the app access to the device camera and microphone, tap ALLOW.

N T al 78% W 16:44

©

Allow Rescue Lens to take 0, Allow Rescue Lens to record

pictures and record video? audio?

DENY ALLOW 2 0f 2 DENY

4. The technician gives you a 6-digit PIN code.
5. Type the code in the field labeled Enter your six-digit PIN code and tap Connect.

LogMeln Rescue Step-by-Step Connection Guide



Enter six-digit PIN code

Important: The camera image is already displayed on the mobile device. However, it is not
yet streamed to the technician.

6. Accept the End-User License Agreement by tapping Accept.

By tapping Accept, you agree
to LogMeln's End User License

Agreement

ACCEPT

7. Once the applet is running, wait for the technician to activate your session.
,‘ Note: The exact way of starting the session depends on settings on the technician's side.

When the session is activated, the moving image captured by the device's camera is streamed to
the technician. Lens Audio enables the customer and technician to communicate via a VolP
connection.

What can the participants do during a Rescue Lens session?
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Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

- You can Pause streaming, Mute the device microphone or Disconnect at any time during the session.

‘ Important: Lens audio is automatically muted in case of an incoming call to your device.

Tip: During an active video stream, you can tap the Flashlight button to turn on your device's
flashlight.

> Note: The camera stream is also paused when the Lens app goes to the background. When
you return to the app, streaming automatically resumes.

« The technician can use the Whiteboard feature to draw on the camera image appearing on the screen

of the customer mobile device to highlight particular areas or objects. For example, the technician can
highlight a part that needs to be removed or a plug/switch that needs attention.

LogMeln Rescue Step-by-Step Connection Guide



SAMSI \
oME= N T al 72% 8
Just hold the camera and | will mark it for you with
i o redcircle.
|

Whatever the technician draws on the screen stays attached to the object that appeared behind the
drawing at the time of annotation. When you move the mobile device, the annotation will move on the
screen together with the object to which it is related. For example, if the technician uses the Whiteboard
to highlight a specific switch on a device, the highlight will stay with that particular switch when its
relative position on the screen changes.

« You can communicate with the technician via chat. You can extend, minimize, and close the chat
dialogue on the screen of the mobile device by swiping up or down.

SAMSL

N T .l 76% 8 16:50 ‘

Q Important: The text input field is displayed only when the chat dialogue is extended.
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' Tip: You can scroll in the chat history even when the chat dialogue is minimized.

- At the end of the session, you can get information about the duration and data usage of the closed
session.

Connection closed
successfully

Duration

00:56

Transferred data

7.56 MB

NEW SESSION

Starting a Rescue Lens Session on an Android Device by SMS

54

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. "You" in this document refers to the customer

receiving remote support.

Rescue Lens is LogMeln Rescue's video-enabled support solution with integrated VolP. With Rescue
Lens, support technicians are able to use the camera of a customer's mobile device to provide a secure,
live camera feed to the LogMeln Rescue Technician Console, thus allowing them to see the actual
situation the customer is facing and help them solve complex set-up, configuration or troubleshooting
issues.

Rescue Lens is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

A Prerequisite: You must have Rescue Lens for Android from Google Play to use this tool.
A Prerequisite: Rescue Lens is available only for Android 4.1 and above.

 Note: Actual screens and procedures may vary slightly depending on your device model and
LogMeln Rescue settings on the technician's side.
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1. Youreceive an SMS message from the technician. Open the SMS message, and tap the link to launch
the Rescue Lens app.

» Note: If the Rescue Lens app is not already installed on your device, you will be redirected
to Google Play to install the app first.

'," Note: The download procedure may vary depending on your operating system.

2. You may see a tutorial.
' Tip: To read the tutorial, swipe left/right.

Tap Skip or OK.
3. To grant the app access to the device camera and microphone tap ALLOW.

Allow Rescue Lens to record
audio?

Allow Rescue Lens to take \!J

pictures and record video?

DENY ALLOW DENY ALLOW

Important: The camera image is already displayed on the mobile device. However, it is not
yet streamed to the technician.

4. Accept the End-User License Agreement by tapping Accept.
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By tapping Accept, you agree
to LogMeln's End User License

Agreement

5. Once the applet is running, wait for the technician to activate your session.
'," Note: The exact way of starting the session depends on settings on the technician's side.

When the session is activated, the moving image captured by the device's camera is streamed to
the technician. Lens Audio enables the customer and technician to communicate via a VolP
connection.

What can the participants do during a Rescue Lens session?
Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

- You can Pause streaming, Mute the device microphone or Disconnect at any time during the session.

NI T al 76% B 16:50
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* Important: Lens audio is automatically muted in case of an incoming call to your device.

Tip: During an active video stream, you can tap the Flashlight button to turn on your device's
flashlight.

> Note: The camera stream is also paused when the Lens app goes to the background. When
you return to the app, streaming automatically resumes.

- The technician can use the Whiteboard feature to annotate the camera image appearing on the screen
of the customer mobile device to highlight particular areas or objects. For example, the technician can
highlight a part that needs to be removed or a plug/switch that needs attention.

SAMS

> 6 = = N F al 72% W 16:5€
‘ Just hold the camera and | will mark it for you with
i o red circle.
[ o5

Whatever the technician draws on the screen stays attached to the object that appeared behind the
drawing at the time of annotation. When you move the mobile device, the annotation will move on the
screen together with the object to which it is related. For example, if the technician uses the Whiteboard
to highlight a specific switch on a device, the highlight will stay with that particular switch when its
relative position on the screen changes.

« You can communicate with the technician via chat. You can extend, minimize, and close the chat
dialogue on the screen of the mobile device by swiping up or down.

Copyright © 2021 LogMeln, Inc. 57



58

.

N T .l 76% 8 16:50

Q Important: The text input field is displayed only when the chat dialogue is extended.

' Tip: You can scroll in the chat history even when the chat dialogue is minimized.

- At the end of the session, you can get information about the duration and data usage of the closed

session.

Connection closed
successfully

Duration

00:56

Transferred data

7.56 MB

NEW SESSION
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Starting a Rescue Lens Session on an Android Device by Email

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. "You" in this document refers to the customer

receiving remote support.

Rescue Lens is LogMeln Rescue's video-enabled support solution with integrated VolP. With Rescue
Lens, support technicians are able to use the camera of a customer's mobile device to provide a secure,
live camera feed to the LogMeln Rescue Technician Console, thus allowing them to see the actual
situation the customer is facing and help them solve complex set-up, configuration or troubleshooting
issues.

Rescue Lens is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

A Prerequisite: You must have Rescue Lens for Android from Google Play to use this tool.

A Prerequisite: Rescue Lens is available only for Android 4.1 and above.

» Note: Actual screens and procedures may vary slightly depending on your device model and
LogMeln Rescue settings on the technician's side.

1. You receive an Email from the technician. Open the Email, and tap the link to launch the Rescue
Lens app.

» Note: If the Rescue Lens app is not already installed on your device, you will be redirected
to Google Play to install the app first.

'," Note: The download procedure may vary depending on your operating system.

2. You may see a tutorial.
' Tip: To read the tutorial, swipe left/right.

Tap Skip or OK.
3. To grant the app access to the device camera and microphone tap ALLOW.
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0, Allow Rescue Lens to record
audio?

Allow Rescue Lens to take

pictures and record video?

DENY ALLOW DENY ALLOW

Important: The camera image is already displayed on the mobile device. However, it is not
yet streamed to the technician.

4. Accept the End-User License Agreement by tapping Accept.

By tapping Accept, you agree
to LogMeln's End User License

Agreement

ACCEPT

5. Once the applet is running, wait for the technician to activate your session.
'," Note: The exact way of starting the session depends on settings on the technician's side.

When the session is activated, the moving image captured by the device's camera is streamed to
the technician. Lens Audio enables the customer and technician to communicate via a VolP

connection.

What can the participants do during a Rescue Lens session?
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Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

- You can Pause streaming, Mute the device microphone or Disconnect at any time during the session.

‘ Important: Lens audio is automatically muted in case of an incoming call to your device.

Tip: During an active video stream, you can tap the Flashlight button to turn on your device's
flashlight.

> Note: The camera stream is also paused when the Lens app goes to the background. When
you return to the app, streaming automatically resumes.

- The technician can use the Whiteboard feature to annotate the camera image appearing on the screen

of the customer mobile device to highlight particular areas or objects. For example, the technician can
highlight a part that needs to be removed or a plug/switch that needs attention.
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Just hold the camera and | will mark it for you with
i o redcircle.
|

Whatever the technician draws on the screen stays attached to the object that appeared behind the
drawing at the time of annotation. When you move the mobile device, the annotation will move on the
screen together with the object to which it is related. For example, if the technician uses the Whiteboard
to highlight a specific switch on a device, the highlight will stay with that particular switch when its
relative position on the screen changes.

« You can communicate with the technician via chat. You can extend, minimize, and close the chat
dialogue on the screen of the mobile device by swiping up or down.

SAMSL

N T .l 76% 8 16:50 ‘

Q Important: The text input field is displayed only when the chat dialogue is extended.
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' Tip: You can scroll in the chat history even when the chat dialogue is minimized.

- At the end of the session, you can get information about the duration and data usage of the closed
session.

Connection closed
successfully

Duration

00:56

Transferred data

7.56 MB

NEW SESSION

Starting a Rescue Lens Session on an Android Device by Link and Messaging
Tool

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. "You" in this document refers to the customer

receiving remote support.

Rescue Lens is LogMeln Rescue's video-enabled support solution with integrated VolP. With Rescue
Lens, support technicians are able to use the camera of a customer's mobile device to provide a secure,
live camera feed to the LogMeln Rescue Technician Console, thus allowing them to see the actual
situation the customer is facing and help them solve complex set-up, configuration or troubleshooting
issues.

Rescue Lens is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

A Prerequisite: You must have Rescue Lens for Android from Google Play to use this tool.

A Prerequisite: Rescue Lens is available only for Android 4.1 and above.
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» Note: Actual screens and procedures may vary slightly depending on your device model and
LogMeln Rescue settings on the technician's side.

1. In your messaging tool, you receive a message containing a link from the technician. Tap the link to
launch the Rescue Lens app.

» Note: If the Rescue Lens app is not already installed on your device, you will be redirected
to Google Play to install the app first.

'," Note: The download procedure may vary depending on your operating system.

2. You may see a tutorial.
v Tip: To read the tutorial, swipe left/right.

Tap Skip or OK.
3. To grant the app access to the device camera and microphone tap ALLOW.

SAMSL \

NG T 4l 78% W 16:44 NI Tl 78% M 16:44

Allow Rescue Lens to take \!/ Allow Rescue Lens to record

pictures and record video? audio?

DENY ALLOW DENY ALLOW

Important: The camera image is already displayed on the mobile device. However, it is not
yet streamed to the technician.

4. Accept the End-User License Agreement by tapping Accept.
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By tapping Accept, you agree
to LogMeln's End User License

Agreement

5. Once the applet is running, wait for the technician to activate your session.
'," Note: The exact way of starting the session depends on settings on the technician's side.

When the session is activated, the moving image captured by the device's camera is streamed to
the technician. Lens Audio enables the customer and technician to communicate via a VolP
connection.

What can the participants do during a Rescue Lens session?
Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

- You can Pause streaming, Mute the device microphone or Disconnect at any time during the session.

NI T al 76% B 16:50
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* Important: Lens audio is automatically muted in case of an incoming call to your device.

Tip: During an active video stream, you can tap the Flashlight button to turn on your device's
flashlight.

» Note: The camera stream is also paused when the Lens app goes to the background. When
you return to the app, streaming automatically resumes.

- The technician can use the Whiteboard feature to annotate the camera image appearing on the screen
of the customer mobile device to highlight particular areas or objects. For example, the technician can
highlight a part that needs to be removed or a plug/switch that needs attention.

SAMS

> 6 = = N F al 72% W 16:5€
Just hold the camera and | will mark it for you with

i o red circle.

[ o5

Whatever the technician draws on the screen stays attached to the object that appeared behind the
drawing at the time of annotation. When you move the mobile device, the annotation will move on the
screen together with the object to which it is related. For example, if the technician uses the Whiteboard
to highlight a specific switch on a device, the highlight will stay with that particular switch when its
relative position on the screen changes.

« You can communicate with the technician via chat. You can extend, minimize, and close the chat
dialogue on the screen of the mobile device by swiping up or down.
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Q Important: The text input field is displayed only when the chat dialogue is extended.

' Tip: You can scroll in the chat history even when the chat dialogue is minimized.

- At the end of the session, you can get information about the duration and data usage of the closed

session.

Connection closed
successfully

Duration

00:56

Transferred data

7.56 MB

NEW SESSION
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Starting a Rescue Lens Session on an iOS Device

Starting a Rescue Lens Session on an iOS Device by PIN Code

68

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. 'You' in this document refers to the customer
receiving remote support.

Rescue Lens is LogMeln Rescue's video-enabled support solution with integrated VolP. With Rescue
Lens, support technicians are able to use the camera of a customer's mobile device to provide a secure,
live camera feed to the LogMeln Rescue Technician Console, thus allowing them to see the actual
situation the customer is facing and help them solve complex set-up, configuration or troubleshooting
issues.

Rescue Lens is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

A Prerequisite: You must have Rescue Lens for iOS from the App Store to use this tool.
A Prerequisite: Rescue Lens is available only for iOS 8 and above.
P," Note: Actual screens and procedures may vary slightly depending on your device model and

LogMeln Rescue settings on the technician's side.

1. Download the Rescue Lens for iOS mobile app.

' Tip: If the app is already installed on your device, tap Rescue Lens on your Home page or
app tray.

To continue, go to Step 2 on page 68.

a) Go to App Store, and search for the Rescue Lens for iOS app .

b) Tap the download button.
Download begins.

c) When the download finishes, tap OPEN.

2. You may see a tutorial.
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i Tip: To read the tutorial swipe left/right.

Let an expert see
what you see

Tap Skip or OK.

3. To grant the app access to the device camera, tap OK.

4. The technician gives you a 6-digit PIN code.
5. Type the code in the field labeled Enter your six-digit PIN code and tap Connect.
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Important: The camera image is already displayed on the mobile device. However, it is not
yet streamed to the technician.

6. Accept the End-User License Agreement by tapping Accept.

Show EULA

7. To grant the app access to the device microphone, tap OK
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8. Once the applet is running, wait for the technician to activate your session.
',‘ Note: The exact way of starting the session depends on settings on the technician's side.

When the session is activated, the moving image captured by the device's camera is streamed to
the technician. Lens Audio enables the customer and technician to communicate via a VolP
connection.

What can the participants do during a Rescue Lens session?
Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

- You can Pause streaming, Mute the device microphone, or Disconnect at any time during the session.

* Important: Lens audio is automatically muted in case of an incoming call to your device.
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> Note: The camera stream is also paused when the Lens app goes to the background. When
you return to the app, streaming automatically resumes.

. M

- The technician can use the Whiteboard feature to annotate the camera image appearing on the screen
of the customer mobile device to highlight particular areas or objects. For example, the technician can
highlight a part that needs to be removed or a plug/switch that needs attention.

Which button do | nead to push to copy.
document?.

N

- J

Whatever the technician draws on the screen stays attached to the object that appeared behind the
drawing at the time of annotation. When you move the mobile device, the annotation will move on the
screen together with the object to which it is related. For example, if the technician uses the Whiteboard

to highlight a specific switch on a device, the highlight will stay with that particular switch when its
relative position on the screen changes.

- You can communicate with the technician via chat. You can extend and minimize the chat dialogue
on the screen of the mobile device by swiping up or down.
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Q Important: The text input field is displayed only when the chat dialogue is extended.

' Tip: You can scroll in the chat history even when the chat dialogue is minimized.

- At the end of the session, you can get information about the duration and data usage of the closed
session.

Connection closed
successfully

01:21

97 MB

Starting a Rescue Lens Session on an iOS Device by SMS

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. 'You' in this document refers to the customer
receiving remote support.
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Rescue Lens is LogMeln Rescue's video-enabled support solution with integrated VolP. With Rescue
Lens, support technicians are able to use the camera of a customer's mobile device to provide a secure,
live camera feed to the LogMeln Rescue Technician Console, thus allowing them to see the actual
situation the customer is facing and help them solve complex set-up, configuration or troubleshooting
issues.

Rescue Lens is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

A Prerequisite: You must have Rescue Lens for iOS from the App Store to use this tool.

A Prerequisite: Rescue Lens is available only for iOS 8 and above.

'," Note: Actual screens and procedures may vary slightly depending on your device model and
LogMeln Rescue settings on the technician's side.

1. Youreceive an SMS message from the technician. Open the SMS message, and tap the link to launch
the Rescue Lens app.

A

©

> Note: If the Rescue Lens app is not already installed on your device, you will be redirected
to the App Store to install the app first.

'," Note: The download procedure may vary depending on your operating system.
You may see a tutorial.
' Tip: To read the tutorial, swipe left/right.

Tap Skip or OK.

2. You may see a tutorial.
' Tip: To read the tutorial, swipe left/right.

Tap Skip or OK.

3. To grant the app access to the device camera, tap OK.
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Important: The camera image is already displayed on the mobile device. However, it is not
yet streamed to the technician.

4. Accept the End-User License Agreement by tapping Accept.

5. To grant the app access to the device microphone, tap OK
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6. Once the applet is running, wait for the technician to activate your session.
',‘ Note: The exact way of starting the session depends on settings on the technician's side.

When the session is activated, the moving image captured by the device's camera is streamed to
the technician. Lens Audio enables the customer and technician to communicate via a VolP
connection.

What can the participants do during a Rescue Lens session?
Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

- You can Pause streaming, Mute the device microphone, or Disconnect at any time during the session.

* Important: Lens audio is automatically muted in case of an incoming call to your device.
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> Note: The camera stream is also paused when the Lens app goes to the background. When
you return to the app, streaming automatically resumes.

. M

- The technician can use the Whiteboard feature to annotate the camera image appearing on the screen
of the customer mobile device to highlight particular areas or objects. For example, the technician can
highlight a part that needs to be removed or a plug/switch that needs attention.

Which button do | nead to push to copy.
document?.

N

- J

Whatever the technician draws on the screen stays attached to the object that appeared behind the
drawing at the time of annotation. When you move the mobile device, the annotation will move on the
screen together with the object to which it is related. For example, if the technician uses the Whiteboard

to highlight a specific switch on a device, the highlight will stay with that particular switch when its
relative position on the screen changes.

- You can communicate with the technician via chat. You can extend and minimize the chat dialogue
on the screen of the mobile device by swiping up or down.
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Q Important: The text input field is displayed only when the chat dialogue is extended.

' Tip: You can scroll in the chat history even when the chat dialogue is minimized.

- At the end of the session, you can get information about the duration and data usage of the closed
session.

Connection closed
successfully

01:21

97 MB

Starting a Rescue Lens Session on an iOS Device by Email

LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the
end-user experience during a remote support session. 'You' in this document refers to the customer
receiving remote support.
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Rescue Lens is LogMeln Rescue's video-enabled support solution with integrated VolP. With Rescue
Lens, support technicians are able to use the camera of a customer's mobile device to provide a secure,
live camera feed to the LogMeln Rescue Technician Console, thus allowing them to see the actual
situation the customer is facing and help them solve complex set-up, configuration or troubleshooting
issues.

Rescue Lens is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

A Prerequisite: You must have Rescue Lens for iOS from the App Store to use this tool.

A Prerequisite: Rescue Lens is available only for iOS 8 and above.

'," Note: Actual screens and procedures may vary slightly depending on your device model and
LogMeln Rescue settings on the technician's side.

1. You receive an Email from the technician. Open the Email, and tap the link to launch the Rescue
Lens app.

A

©

> Note: If the Rescue Lens app is not already installed on your device, you will be redirected
to the App Store to install the app first.

'," Note: The download procedure may vary depending on your operating system.
You may see a tutorial.
' Tip: To read the tutorial, swipe left/right.

Tap Skip or OK.

2. You may see a tutorial.
' Tip: To read the tutorial, swipe left/right.

Tap Skip or OK.

3. To grant the app access to the device camera, tap OK.
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Important: The camera image is already displayed on the mobile device. However, it is not
yet streamed to the technician.

4. Accept the End-User License Agreement by tapping Accept.

Show EULA

5. To grant the app access to the device microphone, tap OK
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6. Once the applet is running, wait for the technician to activate your session.
',‘ Note: The exact way of starting the session depends on settings on the technician's side.

When the session is activated, the moving image captured by the device's camera is streamed to
the technician. Lens Audio enables the customer and technician to communicate via a VolP
connection.

What can the participants do during a Rescue Lens session?
Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

- You can Pause streaming, Mute the device microphone, or Disconnect at any time during the session.

* Important: Lens audio is automatically muted in case of an incoming call to your device.
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> Note: The camera stream is also paused when the Lens app goes to the background. When
you return to the app, streaming automatically resumes.

. M

- The technician can use the Whiteboard feature to annotate the camera image appearing on the screen
of the customer mobile device to highlight particular areas or objects. For example, the technician can
highlight a part that needs to be removed or a plug/switch that needs attention.

Which button do | nead to push to copy.
document?.

N

- J

Whatever the technician draws on the screen stays attached to the object that appeared behind the
drawing at the time of annotation. When you move the mobile device, the annotation will move on the
screen together with the object to which it is related. For example, if the technician uses the Whiteboard

to highlight a specific switch on a device, the highlight will stay with that particular switch when its
relative position on the screen changes.

- You can communicate with the technician via chat. You can extend and minimize the chat dialogue
on the screen of the mobile device by swiping up or down.
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Q Important: The text input field is displayed only when the chat dialogue is extended.

' Tip: You can scroll in the chat history even when the chat dialogue is minimized.

- At the end of the session, you can get information about the duration and data usage of the closed
session.

Starting a Rescue Lens Session on an iOS Device by Link and Messaging

Tool
LogMeln Rescue is a tool that technicians use to access remote computers and mobile devices. While
this guide speaks directly to the customer, Rescue technicians can use this section to understand the

end-user experience during a remote support session. 'You' in this document refers to the customer
receiving remote support.
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Rescue Lens is LogMeln Rescue's video-enabled support solution with integrated VolP. With Rescue
Lens, support technicians are able to use the camera of a customer's mobile device to provide a secure,
live camera feed to the LogMeln Rescue Technician Console, thus allowing them to see the actual
situation the customer is facing and help them solve complex set-up, configuration or troubleshooting
issues.

Rescue Lens is safe and secure. All communication between the customer and the technician is
SSL-encrypted.

A Prerequisite: You must have Rescue Lens for iOS from the App Store to use this tool.

A Prerequisite: Rescue Lens is available only for iOS 8 and above.

'," Note: Actual screens and procedures may vary slightly depending on your device model and
LogMeln Rescue settings on the technician's side.

1. In your messaging tool, you receive a message containing a link from the technician. Tap the link to
launch the Rescue Lens app.

A

©

> Note: If the Rescue Lens app is not already installed on your device, you will be redirected
to the App Store to install the app first.

'," Note: The download procedure may vary depending on your operating system.
You may see a tutorial.
' Tip: To read the tutorial, swipe left/right.

Tap Skip or OK.

2. You may see a tutorial.
' Tip: To read the tutorial, swipe left/right.

Tap Skip or OK.

3. To grant the app access to the device camera, tap OK.
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Important: The camera image is already displayed on the mobile device. However, it is not
yet streamed to the technician.

4. Accept the End-User License Agreement by tapping Accept.

5. To grant the app access to the device microphone, tap OK
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6. Once the applet is running, wait for the technician to activate your session.
',‘ Note: The exact way of starting the session depends on settings on the technician's side.

When the session is activated, the moving image captured by the device's camera is streamed to
the technician. Lens Audio enables the customer and technician to communicate via a VolP
connection.

What can the participants do during a Rescue Lens session?
Exact capabilities may vary according to LogMeln Rescue settings on the technician's side.

- You can Pause streaming, Mute the device microphone, or Disconnect at any time during the session.

* Important: Lens audio is automatically muted in case of an incoming call to your device.
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> Note: The camera stream is also paused when the Lens app goes to the background. When
you return to the app, streaming automatically resumes.

. M

- The technician can use the Whiteboard feature to annotate the camera image appearing on the screen
of the customer mobile device to highlight particular areas or objects. For example, the technician can
highlight a part that needs to be removed or a plug/switch that needs attention.

Which button do | nead to push to copy.
document?.

N

- J

Whatever the technician draws on the screen stays attached to the object that appeared behind the
drawing at the time of annotation. When you move the mobile device, the annotation will move on the
screen together with the object to which it is related. For example, if the technician uses the Whiteboard

to highlight a specific switch on a device, the highlight will stay with that particular switch when its
relative position on the screen changes.

- You can communicate with the technician via chat. You can extend and minimize the chat dialogue
on the screen of the mobile device by swiping up or down.
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Q Important: The text input field is displayed only when the chat dialogue is extended.

' Tip: You can scroll in the chat history even when the chat dialogue is minimized.

- At the end of the session, you can get information about the duration and data usage of the closed

session.

Connection closed
successfully

01:21

97 MB
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