
NetSupport Manager  

Mac Manual ï Version 12.00  

 



NetSupport Manager v12.00  

 

 2 

Manual COPYRIGHT (C) 201 9  NetSupport Ltd.  All rights 
reserved.  
The Information in this document is subject to change without notice. 
NetSupport Ltd. reserves the right to revise this document and to 

make changes from time to time in the content hereof  without 
obligation to notify any person or persons of such revisions or 
changes.  
 
The software described in this document is supplied under a licence 
agreement and is protected by international copyright laws. You may 

copy it only for the purpose of backu p and use it only as described in 

the Licence agreement.  
 
Any implied warranties including any warranties of merchantability or 
fitness for a particular purpose are limited to the terms of the express 
warranties set out in the licence agreement.  
 

Program C OPYRIGHT (C) 1991 -  201 9  NetSupport Ltd. All 
rights reserved.  
Trademarks  
NetSupport is a registered trademark of NetSupport Ltd.  
 

NetSupport Manager is an independently created software program 
and has not been authorised, sponsored, endorsed, or otherwise  

approved by Apple, Inc.  
 
All third -party product images and company names are for 
identification purposes only and may be trademarks of their 
respective owners.  
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Software Licence Agreement  
 
Please read this agreement before using your copy of NetSupport Software. This is a legal agreement 
between you and NetSupport Ltd.  If you do not wish to be bound by the terms of this licence 
agreement you must not load, activate or use the software. 
 
TERM: Subject to termination under Termination Clause below the licence shall be perpetual.  
 
GRANT OF LICENSE: Subject to the payment of the applicable license fees, and subject to your 
abidance by the terms and conditions of this agreement, NetSupport Ltd hereby grants to you a non-
exclusive, non-transferable right to use one copy of the specified version of the software which you 
have acquired. 
 
USE: The software is licensed with volume use terms specified in the applicable order 
acknowledgement, product invoice, license certificate or product packaging. You may make, install and 
use as many additional copies of the software on the number of devices as the terms specify. You 
must have a reasonable mechanism in place to ensure that the number of devices on which the 
software has been installed does not exceed the number of licenses you have obtained.  
 
SERVER USE: To the extent that the applicable order acknowledgement, product invoice, product 
packaging or license certificate sets forth, you may use the software on a device or on a Server within 
a multi-user or networked environment ("Server Use"). A separate license is required for each device 
or "seat" that may connect to the software at any time, regardless of whether such licensed devices or 
seats are connected to the software concurrently, or are actually using the software at any particular 
time. Your use of software or hardware that reduces the number of devices or seats that connect to 
and use the software directly or simultaneously (e.g., "multiplexing" or "pooling" software or hardware) 
does not reduce the number of licenses required. Specifically, you must have that number of licenses 
that would equal the number of distinct inputs to the multiplexing or pooling software or hardware "front 
end"). If the number of devices or seats that can connect to the software can exceed the number of 
licenses you have obtained, then you must have a reasonable mechanism in place to ensure that your 
use of the software does not exceed the use limits specified for the license you have obtained.  
 
COPYRIGHT: This software is protected by international copyright laws.  You may copy it only for 
backup purposes.  The software is licensed to you, but not sold to you. 
 
RESTRICTIONS: Neither you nor any reseller may rent, lease, sell licensed copies [on approval], or 
otherwise transfer the right to use this software to another person, except that you may sell or give 
away your original copy, as long as you do not keep any copies. The software may not be modified, 
disassembled or reverse engineered except with the prior written consent of NetSupport Ltd. 
 
LIMITED WARRANTY:  NetSupport Ltd warrants that the software will perform substantially in 
accordance with the accompanying documentation for a period of ninety (90) days from the date of 
purchase.  NetSupport's entire liability and your exclusive remedy shall be either a) the replacement of 
the defective software or b) return of the price paid.  This remedy shall be at NetSupport's option and 

subject to proof of purchase from an authorised source. 
 
Any implied warranties including any warranties of quality or fitness for a particular purpose are limited 
to the terms of the express warranties. NetSupport Ltd. shall not in any event be liable for loss of 
profits, data or information of any kind or for special, incidental, consequential, indirect or other similar 
damages arising from any breach of these warranties or use of the software even if they have been 
advised of the possibility of such damages.  Some countries do not allow the limitation or exclusion of 
incidental or consequential damages, so the above limitation or exclusion may not apply to you.  This 
warranty does not affect your statutory rights, and you may have other rights that vary from country to 
country.  In any event NetSupport's maximum liability shall not exceed the price paid by the end-user / 
licensee. 
 
TERMINATION: You may terminate this licence and this Agreement at any time by destroying the 
program and its documentation, together with any copies in any form.  
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NetSupport Ltd.  may terminate this licence forthwith by notice in writing to you if you commit any 
serious breach of any term of this licence and (in the case of a breach capable of being remedied) 
shall have failed within 30 days after receipt of a request in writing from NetSupport Ltd.  so to do, to 
remedy the breach (such request to contain a warning of NetSupport's intention to terminate). Upon 
termination you will destroy or return to NetSupport Ltd the original and all copies of the software and 
will confirm in writing to NetSupport Ltd that this has been done.  
 
SUPPORT: If you have a problem with the installation of the software you should in the first instance 
contact your supplier. You can separately purchase support and maintenance which will also cover the 
supply of enhancements and upgrades.  
 
GOVERNING LAW: This agreement shall be governed by the laws of England.  
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Welcome to NetSupport Manager  
 

The latest evolution in Remote PC support and desktop 
management.  
 
Networks continue to evolve, growing in capability and com plexity. A 
diverse range of platforms, protocols and physical assets provides PC 
Management and Remote Control Software solutions with the 

continuous challenge of being able to offer support to a variety of 
configurations and to ensure that critical IT inf rastructure is available  

when needed most.  
 
Historically, remote control and PC management software focused on 
removing the need for support staff to physically visit a remote userôs 

PC to resolve technical issues. Consequently, users receive a quicker 
res ponse, resulting in less down time of critical applications. 
However, organisations now require multi - tasking solutions that offer 
effective economies of scale and that can perform a broad range of 
functions, which traditionally would have required multipl e 
applications. Emphasis is now placed not just on providing more 
efficient technical support but also in simplifying management tasks 

and in offering secure remote and mobile working possibilities.  
 
What is NetSupport Manager?  
NetSupport Manager combines powerful PC remote control with 
advanced desktop management functionality leading to one of the 
fastest levels of ROI available on the market today, specifically in 
improving user productivity, customer satisfaction and organisational  

flexibility.  
 
Monitor  multiple systems in a single action; deliver hands -on remote 
support or interactive training; gather real - time inventory and system 

data:NetSupport Manager provides the ability to support Windows , 
Mac and Linux platforms, plus Androi d and iOS mobile devices ī all 

from a single console.  
 
Designed to operate securely over your network ī via mobile 
communications or the internet ī without the need for firewall 
configuration, NetSupport Manager provides a single solution for 
remote suppor t. Adding to traditional Remote Control capabilities, 
NetSupport Manager also provides a range of tools to aid in support, 

including dynamic Hardware and Software Inventory reports, 

Systems Management tools and even the ability to show an 
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operator's screen  in real time to any number of connected systems as 

an integrated training tool.  
 
This user m anual contains instructions for installing and running 
NetSupport Manager.  
 

Conventions Used  

The following logical and easy to understand conven tions are 
used in t his manual:  

 

¶ Step -by -step instructions, which should be performed in 
sequence, are shown as numbered paragraphs, beneath a clearly 
stated, óHow To Doô heading.  

¶ As there is often more than one way of carrying out a task you 
will find óOrô options also included.  

¶ Additional tips or explanatory notes regarding these instructions 
are enclosed in a border under the heading óNoteô. 

¶ Individual items in menu commands are enclosed in braces and 
should be followed in sequence, for example: {Client}{ View }.  

Terminolog y Used  

Control
  

The óControlô is the workstation or device that shows 
to or views/takes over the Client. This is sometimes 

called the Viewer.  

Client   The óClientô is the workstation or device that is being 

shown to, viewed or taken over. This is sometimes  
called the Host.  

Available 
Client   

When the NetSupport Manager  Client program has 
been installed on a workstation, it becomes available 

for connection by a Control. A Client must be 
available before a Control can connect to it.  

Selected 
Client    

A Clien t or group of connected Clients can be 
selected by the Control. The Control  can then 
perform a variety of functions such as, View, Show, 
and Message etc. A Control  can switch between 
multiple Clients, making each of them, in turn, the 

selected Clients.   

Connected 

Client    

All available Clients or group s of Clients can be 

chosen for simultaneous connection. A Control can 
only remote control a Client to which they are 
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connected.  

Known 
Clients   

Having connected to Client machines, NetSupport 
Manager    stores  a list of Clients in the tree view , All 

Computers folder. These are Known Clients.  
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About NetSupport  Manager

  
 
In this chapter é 
 

You will be introduced to the main features and benefits of 

NetSupport Manager.  
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Features  

NetSupport Manager contains a wealth of features to assist you to 
train, support, monitor and manage Clients.  

 
Environment  
¶ Browse, locate and connect to NetSupport -managed systems 

across your network.  
¶ Connect over TCP/IP or HTTP protoco ls.  
¶ Communicate over LAN, WAN, Internet, GPRS, 3G or Wireless 

connections.  

 
Remote Control  
Watch, Share or Control the screen, keyboard and mouse of a Client 
irrespective of colour resolution, network protocol or operating 
system.  
 

Monitor Mode  
The Monitor  mode feature allows a Control to display a thumbnail 
view of all connected Client workstations simultaneously. Thumbnail 
size can be adjusted on the fly, as can the update interval. In 
addition, the Control users can mouse over a specific thumbnail for 

an expanded view of the selected PC.  
 

View  
View more than one Client screen at the same time. The ability to 
record the activity on a Client workstation while it is remotely 
controlled comes as standard.  
 
Auto - Grouping of Remote Systems  

The Control Tree view  provides an instant overview of your IT 
infrastructure by grouping the remote systems based on pre -defined 
criteria such as platform and operating system. For example, you can 

easily identify machines running a particular Windows OS or Linux 
Distribution.  This is particularly helpful when planning upgrades or 
the rollout of new technology.  
 

Show  
Display the Control's screen on individual or multiple Client screens or 
display a selected Client's screen to other Clients. In addition, show a 
selected monitor or replay file to any number of connected computers 
in real time.  
  
Chat  

Conduct a text chat session in real time between the Control and one 
or more users.  
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Message  

Send a message to one or more chosen Clients, or even broadcast to 
all Clients on the netwo rk.  
 
Support Tools  
Remote Client Hardware/Software Inventory  
Powerful hardware/software reporting combined with real - time status 

information for applications in memory, processes running and 
installed services provide all the key information needed to assi st in 
speedy problem resolution. Over 80 items of information are collected 
specifically about the hardware or environment of the Client PC.  

 
Power Management  
If your workstation hardware and software supports "Wake on LAN", 

you can use NetSupport Manager to power on / off your workstations 
over the LAN.  
 
Help Request  
Clients can raise requests for help.  The Control is instantly alerted to 
the Client's need for assistance.  
 

Move Information  

File Transfer and Distribution  
Transfer files between workstation s, using advanced  Drag and Dropô 
technology. Includes support for long file names, remote file edit, 
delta file transfer and more. Copy from one workstation to many 
workstations, distribute software or synchronise folders. To ensure 

security while transfe rring files use encryption on all data being 
transferred.  
 
Launch Applications  
NetSupport Manager includes a Launch Application feature that allows 
you to remotely start applications on a remote machine, start 

installer routines and much more.  

 
Flexibility  
Connectivity  
¶ Dynamically find and list all Clients on the network.  
¶ Connect by Client name.  
¶ Connect by network address.  
¶ Connect via a database of known Clients.  

¶ Connect entire groups in one step.  
¶ Client/Control connections via NetSupportôs Internet Gateway 

providing seamless remote control between PCs that may both be 
located behind different firewalls.  
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Security  

NetSupport Manager provides an exceptional range of security 
options to meet all need including:  
 
¶ Full data encryption options from 56bit DES to 25 6bit AES 

encryption.  
¶ User acknowledgements and encrypted passwords.  

¶ Security keys to make your copy of NetSupport Manager unique 
and incompatible with other copies.  

¶ Integrate directly with NT administration and authenticate 
connections directly.  

¶ Active Dir ectory Integration and AD templates provided for 
enterprise -wide policy management.  

¶ Profiled functionality allowing different features to be disabled 

depending on which user is attempting to connect to a selected 
PC. 

¶ Full event and history logs including i ntegration with OS event 
logs.  

 
Key features when connecting to Apple Mac and Linux systems 
include:  

¶ Browse and discover systems across your network.  

¶ Full remote control of the system.  
¶ Two -way chat between the Control and Client systems.  
¶ Send messages to o ne, selected or all Client systems.  
¶ An easy to use Client Configurator.  
¶ Remotely Power on or off a system.  

¶ Remotely reboot a system.  
¶ View real - time thumbnails of all connected systems.  
¶ óShowô Control screen to Client systems. 
¶ Dynamically gather a full real - time hardware and software 

inventory from any machine to aid in problem resolution.  
¶ Connectivity via TCP/IP or HTTP via the included NetSupport 

Internet Gateway.  

¶ Configurable data encryption from 56 bit DES to 256 bit AES.  
¶ Restrict connections by IP addre ss, user names and passwords.  
¶ Fully configurable security allowing all features to be enabled or 

disabled.  
¶ A powerful diagnostics tool providing all system information 

needed should support be required.  
¶ Perform remote file transfer to and from systems.  

¶ Request help -  users can create help requests that can be sent to 
the Control.  

¶ Remotely launch applications on remote computers.  
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¶ PIN Connect feature enables a technician to instantly locate a 

user anywhere across the enterprise, simply by both parties 
enterin g a matching PIN code, via a central PIN server module.  

 
 
 



NetSupport Manager v12.00  

 

 17  

  

Installation   
 
In this chapter é 
 

How to install the required NetSupport Manager components 

on your machines .  
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System Pre r equisites  

Some areas of NetSupport Managerôs functionality rely on the 
presence of certain files/applications; please ensure these are 

available before installing NetSupport Manager.  
 
PC requirements:  
Windows 8.1 (32bit and 64bit), Windows 7 (32bit and 64bit), 208 
(32bit, 64bit and R2), Vista (32but and 64bit), 2003  (Servic e Pack 1) 
and  XP (Service Pack 2) .  

 

TCP/IP, HTTP or legacy (IPX and NetBIOS).  
 
Linux  requirements :  

At the time of release, the NetSupport Manager Linux Client supports: 
Red Hat Enterprise Linux 6, Linux Mint 9 and later, Fedora 12 and 
later OpenSUSE 11.2 a nd later, SUSE Enterprise Desktop 11, SUSE 
Enterprise Server 11, Ubuntu/Edubuntu 9.04 or later, Mint 9 and later 
and Debian 5 and 6.  

 
Desktop Manager :  Gnome, KDE, Unity 2D, Ubuntu Classic (No Effects 
Only) MATE or Cinnamon.  

 
Mac requirements :  

NetSupport  Manager C lient compatible with M ac OS X and carries Mac 
Universal certification.  
 
The NetSupport Manager Mac  Control and  Client supports Mac OS X 

Leopard (10.5.8) and Mac OS X Snow Leopard (10.6), Lion (10.7) 
and Mountain Lion (10.8).  
 
Mobile  Control :  

The Ne tSupport Manager Mobile Control for iOS and Android provides 
mobile remote control for existing NetSupport Manager remote 
control users from any iPad, iPhone, iPod, Android Tablet and 

smartphone or Kindle Fire.   
 
The NetSupport Manager Mobile Control is av ailable for free  download 
from appropriate App Stores.  
 
Visit www.netsupportmanager.com/mobile.asp  for more information.  

 
 

 
 

http://www.netsupportmanager.com/mobile.asp
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Chrome OS Client:  

For use in an existing or new NetSupport -managed envi ronment, the 
NetSupport Manager for Chrome Client extension can be installed on 
each Chrome OS device. From the Control, you can then connect to 
each system, enabling you to monitor the screens and interact with 
each Chrome OS device quickly and efficientl y.  
 

Legacy platform support  
Legacy support is provided for the following platforms:  
 
Windows NT4, Windows 2000, Windows XP (pre Service Pack 2) and 

Windows 2003 (pre Service Pack 1).  
 
Solaris:  

The Solaris OS release is available for SUN SPARC systems.  
 

Poc ket PC:  

Operating system: Pocket PC 2003 or Windows Mobile 2003 and 
above  
Processor: Strong ARM processors  
ActiveSync / WiFi wireless LAN capabilities  

Device RAM: 32Mb (64Mb recommended)  
Storage: Minimum 2Mb, full install ation  10Mb required  
 
Windows CE :  

Operating System: Windows CE 4.2 or above  
Processor: Strong ARM processors, X86 Compatible  
ActiveSync capabilities  
Device RAM: 32Mb (64Mb recommended)  
Storage: 5Mb free space required  
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Starting the Installation  

Mac  
Download the NetSupport Manager installer file from 

www.netsupportmanager.com/downloads.asp  
 
Extract the downloaded NetSupport Manager.zip file. Within the 
extracted folder,  you will find the NetSupport Manager.app  installer 
file and NetSupport Manager NSM.lic  evaluation licence file.  
 

Run the app file and proceed with the installation. As the installer file 

is located  in the same directory as the NSM.lic licence file, this licence 
will automatically  be applied during the installation.  
 

Note : If you have already purchased a full NetSupport Manager 
licence, you will need  to replace the evaluation NSM.lic file 
with a copy of  your full NSM.lic licence file.  

 
Choose the appropriate language from the drop d own menu and 
select OK  to install NetSupport Manager.  
 
NetSupport Manager Setup Program  

The Installer Welcome screen will appear.   

 

Click Next  to continue.  

 

http://www.netsupportmanager.com/downloads.asp
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NetSupport Licence Agreement  

The NetSupport Licen ce Agreement will be displayed. Please read the 
Licen ce Agreement carefully and select ñI accept the  terms in the 
Licence Agreementò and click Next to continue.  

 
If you reject the Licen ce Agreement, ( ñI do not accept the  terms in 
the Licence Agreementò) click Cancel . NetSupport Manager will not 
be instal led and you will be asked if you wish to abort the install 
program.  
 

Select Setup Type  

 

Select which setup type to install on the workstation.  

 

Typical  

Installs the Control, Client, Client Configurator and help files.  
 
Control  
I nstalls the Control only and help files.  
 
Client  
Installs the Client software, Client Configurator and help files.  

 

Click Next  to continue.  
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Ready to Install  

To start the installation, click Install . To change any of the previous 
selections, click Back . To  quit the installation, click Cancel .  
 

Installation Complete  

To complete the installation click Finish  to exit the Setup program.   
 
When the installation has finished you will be prompted to restart the 
machine. You  need to do this in order to complete the  setup.  

 
NetSupport Manager Mobile Control for iOS 

and Android  

The NetSupport Manager Mobile Control for iOS and Android provides 
mobile remote control for existing NetSupport Manager remote 

control users from any iPad, Android Tablet or Kindle Fire.  
 
The Mobile Control allows a user to quickly search and connect to 
local computers by either IP address or PC name, or to browse, 
connect and view remote computers using  the free NetSupport 
Manager Internet Gateway component.  

 
The NetSupport Manager Mobile Cont rol provides full remote control 
of any remote PC running an existing NetSupport Manager Client 
(version 11.04 or later), as well as chat and message capabilities.  
 
The NetSupport Manager Mobile App can be downloaded from Google 
Play , the Apple iTunes store  or the amazon appstore .  

 

https://play.google.com/store/apps/details?id=com.netsupportsoftware.manager&feature=search_result#?t=W251bGwsMSwyLDEsImNvbS5uZXRzdXBwb3J0c
https://play.google.com/store/apps/details?id=com.netsupportsoftware.manager&feature=search_result#?t=W251bGwsMSwyLDEsImNvbS5uZXRzdXBwb3J0c
https://itunes.apple.com/us/app/netsupport-manager-control/id548622961?ls=1&mt=8
http://www.amazon.com/dp/B009CC0VY2/ref=cm_sw_su_dp
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Installing a NetSupport Manager Client on 

Linux Platforms  

A NetSupport Manager Client can be installed on Linux platforms, 
designe d to run on a Windows manager, enabling a Control to 
connect, view the screen of the remote user and perform a variety of 
remote control tasks.  
 

Note :  NetSupport Manager currently supports the following Linux 
Distributions: OpenSuSE 11.2 and later, SuSE En terprise 11, 
SuSE Enterprise Server 11, Ubuntu/Edubuntu 9.04 and later, 

Debian 5 and 6, Red Hat Enterprise Linux 6, Linux Mint 9 and 
later and Fedora 12 and later.  

 
1.  The NetSupport Manager Linux Client is provided with a tar.gz 

format, this is available fro m our downloads area at 
www.netsupportmanager.com/downloads.asp . (Full installation 
instructions are also be available here).  

2.  Download to a directory on the Linux machine.  
3.  Extract the TAR BALL . A sub -directory called Install will be 

created.  

4.  Point to the directory and run the installation (as a Root User).  
5.  The NetSupport Manager Client will install to /usr/nsm, providing 

a Linux daemon.  
6.  At the NetSupport Manager Control connect to the Client in  the 

usual manner.  
 

Note : When installing SuSE 9.3 and SuSE 10 distributions, the 
following error message will appear: "SuSEFirewall2: Warning: 

ip6tables does not support state matching. Extended IPv6 
support disabled". This is a standard message and shoul d be 
ignored.  

 
For information on currently supported features please visit, 
www.netsupportmanager.com/linux.asp  

 

 

 

 

 

 

http://www.netsupportmanager.com/downloads.asp
http://www.netsupportmanager.com/linux.asp
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Installing and Configuring NetSupport 

Manager on Google Chrome OS Devices  

Net Support Manager provides remote control capabilities for any 
Google Chrome OS  device running the NetSupport Manager Chrome 
OS Client extension.  
 
The NetSupport Manager Client for Google Chrome extension can be 

installed on each  Client machine running the G oogle Chrome OS. 
From the technicianôs desktop, you can then connect to each system 
enabling you to monitor and interact with each client  quickly and 

efficiently.  
 
Planning an installation  

For a NetSupport Manager Control to be able to connect and interact  
with Chrome OS  devices, the NetSupport Connectivity Server must be 
installed on a Windows Server;  the NetSupport Manager Control 
(Windows, Mac or Mobile) must be installed on the  technicianôs 
computer, and the NetSupport Manager Chrome Client extension 
installed  onto each Chrome device.  
 

The NetSupport Manager Client for Chrome OS can be used with your 

existing NetSupport  licences already purchased (as long as you have 
sufficient unused licences), or additional  Chrome OS only Client 
licences can be purchas ed from your NetSupport Reseller.  
 
Installing and Configuring the NetSupport Manager Client for 
Google Chrome extension  

1.  Download the NetSupport Manager for Google Chrome extension 
from the Google Chrome  store.  

2.  Enter the URL chrome://settings/extensions to access the 
óExtensionsô configuration page.  

3.  Locate the NetSupport Manager Client for Google Chrome 

extension and click Options . 

4.  Enter the Gateway address and port n umber of the Gateway.  
5.  Optionally, enter a name that identifies this Client.  
6.  Click Save .  
 
Chrome Incognito Mode:  
To ensure that you maintain full control of your clients, it is 
recommended that  you 'disallow' Incognito Mode in the Chrome OS 

User Settings. T his can be done centrally  via the Google Management 
Console.  

 
 

https://chrome.google.com/webstore/detail/dilkdnaihnkfembidikggnigimnbjcjn
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Key features when connecting to Chrome OS óClientô systems include: 

 
Environment  
¶ A NetSupport Manager Control communicates, via HTTP, with 

Google Chrome OS devices  that are running the NetSuppo rt 
Manager for Chrome Client extension. For help installing  and 
configuring the required components, please refer to the 

documents below.   
 
Remote Control  
¶ A crystal clear thumbnail of each Chrome OS Client screen can be 

viewed by the Control  in a single vi ew.  
¶ The Client's screen can be discreetly monitored (Watch Mode) or 

remote controlled  in real time (Share Mode).  

¶ For real - time instruction or demonstrations, the Chrome OS Client 
can be shown the  Control (Windows or Mac) screen -  in a browser 
tab, or in fu ll screen mode.  

¶ The Client can also be shown an application running on the 
Control desktop.  

¶ Multi -monitor support ï monitor Chrome OS devices running 
multiple monitors.  

¶ The Client's mouse and keyboard can be ólockedô remotely. 

¶ Chrome OS Clients can join a text óchatô session initiated by the 
Control.  

¶ Chrome OS Clients can receive messages sent by the Control.  
 
Support Tools  

¶ Remote Clipboard -  the content of the Clientôs clipboard can be 
remotely retrieved  by the Control during a view session. Clients 
can al so be sent a copy of the Controlôs clipboard.  

¶ Request Help facility -  Clients can send a request for help to a 
Control.  

 

Flexibility  

¶ PIN Connect -  the Client can initiate an instant connection with a 
Control simply  by both parties entering a matching PIN c ode, via 
a central PIN server module.  

 
Security  
¶ User Acknowledgement ï the Client can authorise each inbound 

connection request.  
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Using the Control  

 
In this chapter é 

 

You will discover how to use the wealth of features available to 

a Control user. From ho w to initiate a remote control session 

to how you then monitor and manage activity at the end -users 

desktop.  
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Starting the NetSupport  Manager  Control  

To start the NetSup port Manager Control program  

1.  Double click on the NetSupport Manager  Control icon in your 
/Applications/NetSupport/ NetSupportManager directory . 

 

As NetSupport Manager initialises, you will see a window in the 
middle of your screen with the NetSupport Manage r logo and version 
information. This only appears for a few seconds while NetSupport 
Manager  loads, after which, the Control window  will be displayed.  
 

Note:  By default, the Control is configured to support the TCP/IP  
protocol :  however, it can suppor t multiple protocols 
simultaneously. If you receive a protocol error message 
when starting the Control or want to configure it to support 
Clients running on different protocols select 

{Network}{Configure ï Connectivity } from the Control  
Window  drop down menu.  
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The Control Window  

The Control window  is the primary int erface for:  

¶ Configuring the Control.  

¶ Connecting to Clients.  

¶ Maintaining Client information.  

¶ Selecting which Clients to work with.  

¶ Selecting tasks to carry out.  

 

The Title bar  
This indicates that you are in the Control window  and displays the 
name of the NetSupport Manager  Control workstation.  
 
The Menu bar  
The menu bar contains a series of drop down menus that can be used 

to access the various  tools and configuration utilities.  These menus 

can also be used for connecting to and selecting Clients to work with 
as well as maintaining and organising Clients into work groups.  
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The Toolbar  

The toolbar  contains shortcuts to the most frequently used tasks and 
tools. Options of a similar nature are grouped within the same icon. 
You can also add or remove icons to  suit your personal preferences. 
See Customising The Toolbar . 

 

The Quick Execute bar   
The Quick Execute bar  enables you to execute a previously saved 
application to a Client, without having to direct your way through the 

drop down menu. By clicking on the  button containing the required 
application, you immediately execute it on the selected Client or 
group .  
 

The Thumbnail Toolbar  
The Thumbnail toolbar  provides quick and easy access to a 
convenient thumbnail view of each connected Client screen and 
allows you to amend the thumbnail settings.  
 
The Tree view  
The tree view  provides an explorer like structure for creating, 

displaying and organising NetSupport Manager  objects such as Clients 
and group s.  
 
The List view   
The List view displays the contents of the currently selected folder in 
the tree view .  You can switch the display mode between large and 

small icons, detailed view or thumbnail view. The information within 
the List view can be customised to show specific information relevant 
to you.  
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The Status bar  

The Control Status b ar is displayed at the bottom of the Control 
window . It shows the current Status of the Control, the number of 
currently connected Clients and the number of items in the folder.  
 
You can hide or display the Status bar from the View  m enu options on 
the Control window  drop down menu bar.  
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Customising the Toolbar  

 

To enable you to customise NetSupport Manager  to your exact 
requirements, a va riety of User Interface customisation features are 

available. One of these is the ability to set which icons you want to 
display on the Control toolbar . 
 

To customise the Toolbar  
1.  Choose {View}{Toolbar}{Customise} from the Control window  

drop down menus.  
Or 

Right -click on the toolbar and select Customise . 

2.  The Customise Toolbar dialog will appear.  

 

The two lists you can see contain the buttons that can be added to 
the toolbar  and those already on the toolbar .  To group the buttons 
together you can place sepa rators between them.  

 

Available Buttons  
Displays a list of all the buttons that can be added to your toolbar .  
This list shows the icon and the associated text that will be added.  
 
Current Buttons  
Displays the current buttons on your toolbar .  Separators a re shown 

as a horizontal broken line.  You can add a separator by selecting the 
item in this list to insert after and pressing the Separator  >> button.  
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Add >>  

Choose an item from the Available Buttons  and select the position 
for this item in the Current B uttons  list.  The item is inserted after 
the selected item when you press the Add button.  
 
Separator >>  
Press this button to insert a separator into the Current buttons  list 

after the selected item.  Separators are used to visually group 
buttons together.  
 
<< Remove  

Choose an item from the Current button  list to remove and then 
press this button.  The item will be added to your Available buttons  
list unless it is a separator in which case it is just removed.  

 
Reset  
Pressing this button restores the Current button  list to the defaults 
provided by the User Interface.  
 
Press this button to move the selected toolbar  button up one position 
in the Current button  list.  

 

Press this button to move the selected toolbar  button down one 
position in the Current button  list.  
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NetSupport Manager Control Toolbar Buttons  

 
The appearance of a blue arrow on some of the buttons indicates that 
a number of related tasks can be accessed via the icon.  

 
The follo wing buttons are set by default:  
 

Button  Name  Function  

 

New  Create a new Client, group , remote  network , 

script object, or Gateway.  

 

Connect  Connect to the selected Client or group  of 
Clients.  

 

Disconnect  Disconnect from the selected Client or group  of 
Clients.  

 

Browse  Search the network  for available Clients.  

 

Actions  Perform a number of remote operations at the 
selected Clients. Launch the Remote Command 
Prompt, display a hardware/software Inv entory, 
Chat with the Clients, s end a Message and 

Execute a program at the Clients.  

 

Desktop  Perform a variety of Remote Control tasks. 
View Client screens, Show the Control screen to 
Clients, Playback or Record Replay Files.  

 

Manage  Manage the selected Client PCs. Reboot, 
Logout, Send Ctrl -Alt -Del, Power  On and Power 
Off the Client PCs.  

 

File  Access the various File/Folder Management 
options. File Transfer, Distribution and 
Manager.  

 

Registry  Edit the Registry of a Client workstation . 
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View Client  View the selected Clients screen.  

 

Inventory  Retri eve a hardware / software inventory for 
the selected Client machine.  

 

Show  Show your screen to the selected Client(s).  

 

Properties  Display the Properties for the selected Client or 
group . 

 

Settings  Change the Settings for the current 
Configuration.  

 

Logout  Logout the selected Client.  

 

File 

Distribution  

Display the File Distribution window to the 

selected Clients.  

 
These buttons can be added to the toolbar as and when required:  
 

Button  Name  Function  

 

Add to Group  Add the selected Client to a new  or 
existing group . 

 

Chat  Chat with the selected Client.  

 

Disconnect All  Disconnect from all currently connected 
Clients.  

 

Execute  Execute a program at the selected 
Client(s).  
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File Manager  Display the File Manager window  for the 
Control Workstatio n.  

 

File Transfer  Display the File Transfer window  for the 
selected Client(s).  

 

Login  Automatically login the selected 
Client(s).  

 
Message  Send a Message to the selected 

Client(s).  

 

Playback  Play back a previously recorded Client 
session.  

 

Power Off  Power Off the selected Client PCs.  

 

Power On  Power On the selected Client PCs.  

 

Quick Connect  Quickly connect to a Client by supplying 
its name or address.  

 

Reboot  Reboot the selected Client.  

 

Remote 
Command  

Load the Remote Command prompt 
windo w.  
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The Control Window ï Tree view  

 
The tree view  is the access point for information about the various 
NetSupport Manager  objects. An object may be an individual Client, a 

group  or even a collection of H elp Requests generated  by Clients. 
Each set of objects is stored in its own folder, as displayed in the tree 
view , in the Control window .  

 

The individual objects in a folder are displayed in the adjacent List 
view. For example, selecting the Active folde r will result in the List 
view changing to display all currently connected Clients.  
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The Tree can be expanded or contracted depending on the detail you 

require, by clicking your mouse pointer on the relevant icons to the 
left of a heading.  
 
The available folder s are:  

All Computers  

A list of all Known Clients  that have been connected either during the 

current or previous sessions. It is very quick and easy to connect to a 
Client from this folder as it removes the need to first perform a 
Browse or know the n etwork address of the Client.  

 
Selecting the drop down arrow next to All Computers will show any 
group s that have been created.  
 

You can organise individual Clients into group s. Once a Client is 
included in a group , the entire group  can be connected and wo rked 
on simultaneously without the need to connect and select them 
individually.  
 
Auto Group  

Clients will be automatically grouped according to the pre -defined 

criteria, allowing you to quickly and easily see what platform Clients 
are us ing and the NetSupport Manager Client version. These groups 

are fixed and are unable to be amended.  
 
You can hide the Auto Group folder in the Tree view, select 
{View}{Settings for current configuration -  Control Interface -  
Settings} from the Control wind ow drop down menu.  
 
Browse  

This is a list of Clients discovered by running a browse  action in the 
current session. Connecting to a Client from this folder causes its 

details to be stored  for later use in the All Computers folder.  
 
Active  

Any Client that is  currently connected will be displayed in this folder.  
 
Help Requests  

NetSupport Manager  includes a function at the Client that enables the 
Client User to send a request for help. A Control can be notified that 
it has received a Help Request from a Client in a variety of ways.  



NetSupport Manager v12.00  

 

 38  

If a Control is configured to receive all Help Request messages, the 

Control will be immediately notified, as the Help Request folder is 
highlighted, it may even receive an audible beep. To alter the way in 
which a Control is notifi ed of a Help Request and when it is available 
to receive them adjust the Help Request tab in the Control 
Configurator.  
 

Internet Gateways  

The primary role of a NetSupport Gateway is to facilitate seamless 
Remote Control between PC's that may both be locate d behind 

different firewalls.  

 
The Gateway provides a stable and secure method for locating Clients 
via http and delivers web -based remote control without the need for 
modifications to existing Firewall configurations.  
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The Control Window ï List view  

The List view displays the objects stored in the corresponding folder 
in the tree view . For example, if you select the Active folder, then the 
List view will contain the details of the currently connected Cli ents. 

Similarly, if you perform a browse  action the results of that browse  
will be displayed.  
 
By choosing {View} from the Control window  drop down menu, or 
right -clicking in the List view, you can change the appearance of the 
displayed items.  The available options are Large icons, Small icons, 

List, Details and Thumbnail.  
 
With Details selected you can tailor the information that is displayed 
about each Client.  
 
To customise the List view  

1.  Select {View}{Columns} from the Control window  drop dow n 
menu.  

2.  The Columns dialog will appear.  

 

The tabs shown at the top of the List view relate to each of the Client 
List windows that are available for the Control.  
 
Select the desired tab , the left -hand window highlights columns that 
are available for inclu sion, the right hand window shows those 
already included. Simply select the column name you require and 
then Add  or Remove .  

 
The arrows to the far right of the window are used to adjust the order 
in which each column is displayed; the higher up the list re presents 

position from the left.  
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Finding Clients  

Before you can open a View window  for remote control or file work 
with a Client or Clients, you must first connect to them.  
 
Rather than having to know all the Client names and their network 

addresses in advance, NetSupport Manger provides a browse  facility 
that enables you to auto -discover them.  
 
When you run a browse  action, the Control sends a message on all 
protocols for which it has been configured, asking all Clients to ñsign-

inò with their name, network address and protocol. 
 

The responses are added to the Browse folde r in the tree view  and 
their details are displayed in the List view.  You can then connect and 
work with these Clients directly or organise them into groups for later 
use.  
 
Once you have connected to a Client discovered by the browse  

function, its details are automatically stored in the All Computers 
folder in the tree view .  These Clients then become Known Clients and 
you can subsequently connect to them without the need to run a 

browse  action first.  
 

Note:  You may be using NetSupportôs Gateway  faci lity to establish 
Client connections, in which case you can choose to include 
Gateway Clients when Browsing. Although these will appear in 
the Browse folder along with any network  Clients they are not 
stored in the Known Client list.    

 

To find a Client o n a network  

1.  Choose {Network}{Browse} from the Control window  drop down 

menu.  

Or,  

Click on the Browse  icon on the Control window  toolbar . 

Or,  

Select the Browse folder in the Control tree view  and click on the 

Look for Clients  icon in the List view.  

2.  The Brow se dialog will appear.  
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Enter a partial Client name or leave blank for all Clients  

Type in the first part of a Client name here to narrow the search.  If 

you have many Clients on your network, you may only be interested 
in those that begin with a certain  word or letter.  If you have Clients 
that begin with ADMIN, typing this in would return Clients such as 
ADMIN1, ADMIN_OFFICE and ADMINISTRATOR.  To find all available 
Clients leave this field empty.  
 
Only Clients Requesting Help  

Select this check box to b rowse only for Clients that have requested 
help.  

 
Include Gateway Clients  

Check this box to include Gateway Clients when browsing.  

 
Click OK  to begin the browse. An information box will advise you that 
the Control is browsing for Clients.  
 
Press Cancel  to abort your browse for Clients. This will take a few 
seconds, after which, a list of Available Clients on the network  

meeting the criteria will be displayed in the Browse folder. You can 
then right click on individual Clients to connect to them, display t heir 

properties or carry out tasks.  
 
If the expected Clients are not found it may be because NetSupport 
Manager  has not been configured to browse the required network s. 
See   óConfiguring The NetSupport Manager  Control For Subnet 

Browsingô for more information.  



NetSupport Manager v12.00  

 

 42  

Connecting to Clients  

Before you can remote control a Client, you must first connect to it.  
 

To connect to Clients  

1.  Select the Client you want to connect to i n the All Computers or 

Browse folders and choose {Client}{Connect}.  

Or,  

Right click on the Client icon and choose {Connect}.  

Or,  

Double click on the Client icon to connect and view  it 
immediately.  
 
If the Client has been configured with security passwords you will 
be prompted to enter your user ID and the correct password. This 

must be equal to the user ID and password that has been set in 
the Clients profiles.  
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Quick Connect  

 
Quick Connect allows you to directly connect to a Known Client  by 
Client Name,  Logged In User Name , or by Network Address  

saving you having to perform a network brow se and then selecting 
the desired Client from the List view.  
 
Clients configured for HTTP connections through a NetSupport 
Gateway  can also be selected.  

To directly connect to Clients  

1.  Choose {Client}{Quick Connect} from the drop down menu.  

2.  The Quick Connect dialog  will be displayed.  

 

3.  Choose the required connection method, Client name, logged in 
user name, or  network addres s. 

Note:  If the Client is configured for HTTP connections through a 
Gateway , in addition to the Name or User Name  of the 
Client you will need to choose the appropriate Gateway 

name from the list provided.  

4.  Click Connect .  

5.  A dialog box will inform you that NetSupport Manager  is trying to 
connect to the named Client.  

If the connection attempt is successful the Active fo lder will be 
opened and the Client details displayed in the Client status. You can 

then view  it or conduct other one to one or group  tasks.  
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Notes:  
¶ If you are using TCP/IP the address is in the form 

>192.168.100.20.  

¶ If connecting by User Name and more tha n one Client machine 
matches this criteria, a list of Clients will appear for you to 
select from.  

 

Connecting to Clients on different Protocols  

NetSupport Manager  supports connecting to Clients on multiple 

transports. The two  supported transports are TCP/IP and HTTP.  
 

Transports can be configured and tested within the Connectivity  
option Client Conf igurator.  
 
When the Control performs a browse  it looks over all configured 
transports. Highlight the desired Client and select Connect from the 
Client menu.  

 
Connected Clients on different transports happily coexist within the 
Control. Operations such as File Distribution  and  Show  work over 

different transports.  
 
If you know that you only have Clients on one particular transport 
then the Control will initialise slightly quicker if you only configure it 

for thi s transport.  
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Configuring The NetSupport Manager  Control For 

Subnet Browsing  

Most corporate networks are made up of a number of sm all networks 
that are connected together in order to provide end users with access 
to network resources. NetSupport Manager incorporates features that 
allow a NetSupport Manager installation on one network to be used to 
remotely manage computers on another  interconnected network.  
 

Using NetSupport Manager in its default configuration will enable you 
to remotely manage computers on a remote LAN if connectivity to 

that remote LAN is provided by a WAN. 
 
However there are some configuration changes that are req uired to 
allow a NetSupport Manager Control to browse for Clients on remote 
LANôs. The configuration changes required are dependant on the 

network transport that you will be using with NetSupport Manager. 
The most common transport used over WANôs is TCP/IP .  
 
Configuring the NetSupport Manager Control for IP Subnet 
Browsing  

Before configuring NetSupport Manager to b rowse on a remote IP 

subnet it is useful to understand how IP addresses are made up and 
in particular what an IP broadcast  address  is. See óUnderstanding 
IP Addresses ô in the Technical Reference section of this manual for 

more information.  
 
To Configure th e NetSupport Control to browse IP subnets  

1.  Select {Network}{Configure} from the Control window  drop 
down menu.  

2.  Select Connectivity -TCP/IP. In the Browsing area click Settings . 

3.  The Configure TCP/IP C lient Browsing dialog will appear.  

4.  Click Add  and enter the broadcast  address  of the network  you 
wish to browse if known.  

 

Or,  
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To enable NetSupport Manager  to calculate the broadcast  

address , click Advanced  and enter a Target IP address  followed 
by the Subnet mask or enter the required address  range . 

 

5.  Click OK . 

Notes:  
¶ When adding the address of a remote subnet, you must ensure 

that the broadcast address for the local subnet is also present. If 
not, the Control will not find any lo cal clients when you perform 

a browse.  
¶ Some network routers will suppress broadcast packets from 

being transmitted across WAN links. If this is the case then even 
if the Control is correctly configured you will not be able to 
browse the remote subnet.  
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Con necting to Clients/Controls via a NetSupport 

Gateway  

The primary role of a NetSupport Gateway  is to facilitate seamless 
remote control between PCs that may both be located behind 
different Firewalls. The Gateway provides a stable and secure method 
for locating and connecting Clients/Controls via HTTP delivering web 
based remote control without the need for modifications to existin g 
Firewall configurations.  

 
Typically, companies protect their internal network by using a 

Firewall, only allowing connections if specific TCP/IP ports have been 
opened. On occasions you may find that a direct connection between 
a NetSupport Manager  Contro l and Client is blocked because the 
Firewallôs they are protected by are configured to prevent outgoing 
connections on all but the standard TCP/IP ports.  

 
A NetSupport Gateway solves this problem by acting as a third party 
that sits between the Control an d Client, the HTTP protocol , rather 
than TCP/IP, being used for communications.  
 

Note :   Client and Control configurations can have both TCP/IP and 

HTTP enabled simultaneously thus ensuring that local 
connections are still valid.  

 
Gateway Installation a nd Configuration  

The Gateway is designed to run on a machine that is accessible from 
both the Client and Control. It must therefore have a fixed or static IP 
address.  

 

Note s:   
¶ The Gateway component must be installed on a Windows 

machine.  

¶ You can also configure NetSupport Manager  to communicate via 
proxy servers if used.  

 

To install the Gateway component you must select Custom  when 
choosing  the type of NetSupport Manager  installation to perform.  
 
You will also need to configure the properties for the Gateway , 
primarily the Port to use in communications and the encrypted Key 
for verifying connections from a Control or Client.  
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Client Configuration  

The Client machine needs to be configured to use the HTTP protocol 
and be given the appropriate Gateway access details.  

 

1.  From the Client Configurator select {Connectivity }{ HTTP}.  

2.  Check the Use HTTP  box, port 443 w ill be configured by default.  

3.  Confirm which Gateway to use by entering the IP address of the 
Gateway machine, you can specify a secondary Gateway, which 
will take over if the primary Gateway is unavailable.  

4.  Enter the appropriate Gateway Key as set at the G ateway 
machine.  

5.  NetSupport Manager  can be configured to route communications 

through a proxy s erver if required. Enter the server address and 
an appropriate port, 8080 recommended.  

6.  You can override the Comms. Management Packet Interval that is 
set at the G ateway by entering a time here.  

7.  Click OK . 

 










































































































































































































































































