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Demo Messages:

· Support enhancements reducing IT costs with Remote Assistance – See how Office Windows XP running on the desktops of your organization can drastically change how you support your user base.
· Remote Assistance initiated through Instant Messenger

	SECTION
	ACTION
	VOICE SCRIPT

	Intro
	· No action … speaking only
	As every corporation looks for way to decrease their IT support costs, new tools and features hit the market every day which aid this quest. Remote Control-type software (or software that lets you take control of another computer from a remote location) has been on the market for sometime. However, up until now, it has been exactly that – additional software. With the introduction of Windows XP, we now have the ability to remote control a desktop computer built right into the operating systems itself.

	enabling remote assistance
	· Right-click on the My Computer icon and select properties.

· Select the Remote tab

· Check the box enabling Remote Assistance.

· Select the ‘Settings’ box and point out the various properties.

· Click OK and OK again.
	To illustrate this, let’s create a scenario:

Initiate Play (Remote Assistance Demo)

Let us say that we have a user here named James Jones who has just seen our wonderful demo on how the Internet Connection Firewall works and is trying to configure his own laptop for better protection. However, James is not that technically literate and may need assistance from his company’s IT department.

The first thing James needs to do is enable Remote Assistance. He can do this through the properties pages associated with his computer and the tab labeled ‘Remote’ where remote access to the machines is enabled.

Suggested Pause @ 0:17

NOTE: Remote assistance feature are not enabled by default. You must expressly enable them before they can be used. This is done as a security precaution.

Resume Play

Once activated, we can then specify how long we want Remote Assistance invitations to remain in effect. This will make sense as the demo progresses and we will refer back to it, but for now, we will change it from 30 days down to 5 days.

	instant messenger
	· Point cursor over to where the Instant Messenger icon is in the System Tray and double-click.

· Right-click Carla Webb and select “Ask for Remote Assistance.”

· When the IM client appears, point out the invitation verbiage being sent to Carla.
	Suggested Pause @ 0:47

Now that we have enabled Remote Assistance, we must send an invitation to another person who is able to connect to our computer. This can be done several ways including e-mail and using the Instant Messenger service. For this demo we will use Instant Messenger.

Resume Play

James already has the Instant Messenger client loaded and when he opens his list of contacts, he sees that Carla Webb is on line and coincidentally, she is a member of the IT staff at his company.

Suggested Pause @ 0:55

When we right-click Carla’s contact, we see what we have a number of options we can perform from sending e-mail to sending an instant message. New to Windows XP is this last option titled “Ask for Remote Assistance”

Resume Play

What this will do is launch the Instant Messenger client and make Carla aware that James is asking for Remote Assistance from the message you see here. Remember when we set the 5-day limit for Remote Assistance connections? This invitation we just launched will be in effect for 5 days – or in other words, Carla has up to 5 days to respond to our request should she not be sitting at her computer when James sent his message.

Suggested Pause @ 1:05

THINK ABOUT THIS. Windows XP is extending the functionality of the instant Messenger client to give your company a current list of who is and is not on-line to request remote assistance from. With Exchange 2000 you have the ability to setup your own private internal Instant Messaging server that can be configured with accounts specifically created to offer Remote Assistance on a rotating basis let’s say. This is the value of Microsoft’s .NET strategy to provide you with the industry’s only end-to-end software solution.

	Remote assistance
	· Point to the notification on the task bar and open it.

· Click on the “Accept” hyperlink in the message text.

· Type message to James, “Hi James. What’s the problem?”

· Point out James’s reply in the Remote Assistance window.


	Resume Play

Now let’s view things from Carla’s perspective. Carla gets an alert from James asking for Remote Assistance and accepts it. This will initiate the process of creating a link between the two computers and initializing the Remote Assistance screen. When it is complete we can see James’s computer desktop in the application window, while Carla can still retain control of here desktop simultaneously.

On the left side of the screen, we have the ability to exchange messages back and forth during the Remote Assistance session. In this case, Carla is trying to find out what James needs. If we look at James’s screen to the right, we can see him typing a reply message in real-time. James asks for assistance with his firewall settings and Carla obliges.

	taking control
	· Click the Take Control button on the Remote Assistance toolbar. 

· Move windows out of the way to get ot the firewall screen.

· Configure the firewall for logging but DON’T click OK (This will cutoff your Remote Assistance session!)
	Suggested Pause @ 2:16

THINK ABOUT THIS. No doubt you can already see how Remote Assistance can be of benefit in an IT support situation. No longer does someone have to physically traverse a hallway to assist someone with his or her computer issues. Most of things can be taken care of remotely.

Now let’s take this to the next level. Not only can we view what James is doing on his computer, but also we can actually take control of his machine and make the changes for him. However, we first need to ask permission to take control.

Resume Play

When we click the button on our toolbar asking to take control of the session, we send a prompt to James computer to get his approval before we can do anything. We can see in his screen that he has been notified and we are in turn notified that he has accepted.

Now Carla can actually work within James’s screen and adjust it so that she can work on his firewall.

	sending files remotely
	· Type Instant Message back to James letting him know you are done and offer to send him a file to help him in the future.
	Once the modification have been completed, Carla sends James an instant message letting him know that she is done BUT first she wants to send him a file to assist him with future maintenance of his firewall.

From the “Send a File” button, we are presented a means for choosing and sending files through a Remote Assistance session and in Carla’s case, we send over a text file on Firewall configuration.

Suggested Pause @ 3:41

THINK ABOUT THIS. How often do support calls involve getting someone a file or a hardware driver needed to complete a task? Before this, you may have e-mailed that file to them if it was small enough. You may have directed them to the Internet or a corporate network server, or maybe even had them come down the hall for a CD-Rom. Think about the value of this feature for your organization.

Resume Play

Once the file is out the door of Carla’s computer, we can see in the Remote Assistance screen that James has accepted the file and the transfer is complete. We let James know that he is all set and we disconnect the session.

	summary
	· No action … speaking only
	You can begin to see that Windows XP is fully aware of the latest technology for making desktop management simpler and easier to do. Watch for announcements about the upcoming release of Windows XP and what other features will be included to add value to the way your organization operates.
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