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Sof twar e 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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Welc ome  to NetSupport Manager  

NetSupport Manager continues to lead the way with innovative 
features to aid in remote PC m anagement. From a desktop, laptop, 

tablet or smartphone, monitor multiple systems in a single action, 
deliver hands -on remote support, collaborate and even record or  play 
back sessions. When needed, gather real - time hardware and software 
inventory, monitor  services and even view system config remotely to 
help resolve issues quickly.  

 

Designed to operate over your LAN, WAN or the internet , securely 
and without the need  for firewall configuration, NetSupport Manager 
provides a single, high speed solution for the remote management of 
multi -platform computers, without the need for a third -party service 
or ongoing subscription costs ï making it the perfect tool of choice fo r 
any IT team.  

  

NetSupport Manager offers comprehensive multi -platform support 
from Window s, Mac, iOS and Android to any Windows, Android, Mac, 
Linux (legacy) and Chrome OS devices.  

 
This user m anual  contains instruc tions fo r installing  and r unning 
NetSupport Manag er.  
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Conventions u sed  

The following logical and easy to unde rstand conven tio ns are 
used  in this manual :  

¶ Step -by -step instructions, which should be pe rformed  in 

sequence, are shown as numbered paragraph s beneath a clearly 
st ated, 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 re garding t hes e instructions 
are enclosed  in a bor der under the hea ding óNoteô. 

 

Terminol ogy u sed  

Control

  

The óControlô is the workstation or  device that shows 

to  or views/takes ov er the Client.  

Client   The óClientô is the workstation or device that is being 

shown to, viewed or tak en over.  

Available 
Client   

When the Net Support  Client prog ram has been 
installed  on a  workstatio n, it becomes avai lable fo r 
connection by  a Control. A  Client must be available 
before a Control can connect to it.  

Selected 
Client    

When a connected Client  is selected, a "one to one" 
session i s establ ished. A Contr ol  can then view, 
show or s end a messa ge etc.  to that Cl ient onl y. A 
Control can also  watch,  control or shar e the selected 

Client's screen, k eyboard and mouse. A Control  can 

switch between multipl e Clients, making eac h of 
them , in tur n, the selected Client .  

Connected 
Client    

All available Clients or group s o f Clien ts can be 
chosen  for simultan eous connection.  A Control can 
only remote control a Client to which they are 
connected.  

Known 
Clients   

Having connected to Client machines, NetSuppo rt 
stores a li st of Clients in the All Co mputers  folder 

in the Tree view . These ar e Known  Clients.  
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About  NetSupport  Man ager

  
 
In this chapter é 
 

You will be introduced  to the main features and benefits of 

NetSupport Manager.  
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Features  

NetSupport Mana ger contains a wealth of features t o assi st you to 
train, support , monito r and manage  Clients.  

 
Environment  
¶ Browse, locate and connect to all systems across your LAN, WA N 

or over the interne t . 
¶ Instal l on Cli ent workstations witho ut  the need to visit the 

individual machines using NetSupport Managerôs Remote 

Deployment ut ility.  
¶ Connect over TCP/IP or HTTP protocols (legacy support provided 

for IPX and NetBIOS).  
 

Remote co n trol  
Watch, Share or Control t he screen, keyboard and mouse of  a Client, 
irrespective o f colour resolution, network protocol or operating 

system.  
  
Moni tor Mode  

The Monitor Mode feature allows a user to display a thumbnail view of 
all connected Client wor kstations simultaneous ly. The s ize of t hese 
thumbnails can be  adjusted to suit. In addit ion, the user can mouse 
over a specific thumbnail for an expanded  view of  each selected PC.  

  
View  
View more than one Client screen at the same time, or sit back and 
wat ch each connected Cli ent scree n in Scan mode. The ability to  
record the activity on a C lient workstation while it is remotely 
controlled, capture a Clie ntôs print output and cut and past e between 

workstation applications comes as standard.  
  
Scan  
Scan mult iple systems, cycle t hrough on e or mul tiple workstations 
displaying their screens on th e Control workstation.  
 
Auto - grouping of remote systems  

The Contr ol Tree view p rovides an instant ove rview of your IT 
infrastructure by grouping the remote systems based  on pre -defined 
crite ria such as platform and operating syst em. For example, you can 

easily identify machines running a particular Windows OS. This is 
particula rly helpful when planning up grades or the rollout of new 
technology. You can also create custom groups to reflect you r 
company  structu re.  
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Geolocation  

Whe n a user connects to a remo te PC, if enabled, the location of the 
device will be calculated based on  its external details.  
  
This  information allows NetSupport Manager to provide an 
approximate lo cation of each remote  device, displaying the town, 
state and  cou ntry (with supporting f lag) within the Control 

application. Devices are automatically gr ouped by  country for easier 
managemen t. The feature can be enabled or disabled at both the 

Control and C lient or simply manag ed via Gr oup Poli cy.  
  
Show  
Show your s cree n, a selected monitor o r just a selected application, 
video or replay file to any number  of conn ected computers for real -

time  instruction.  
  
Chat  
Conduct a two -way chat session in real - time be tween the Control and  
one or m ore users.  

  
Message  

Send a mess age to o ne or more chosen Clients, or  even broadcast to 
all Clients on the network.  
 
Annotate tools  
Anno tate your screen with  a range of drawing tools during a Remo te 
Control session or Show session to highlight areas of focus for an end 

user or to aid in your pre sentation or training.  
 

Scree n capture  
Capture screenshots during a session for future reference . 
 
Screen recording  
Record scr een activity to a video ñreplay fileò for training or security.  

  
Support tools  
Remote inventory and  system information  
A user can  obtain a real - time view of the hardware and software 
installed on each remote PC workstation di rectly from within th eir 

NetSu pport Control. NetSupport Mana ger collects a wealth of 
in formation, specifically about the hardware or environment of ea ch 

PC. In addition, a full software inventory of current installed 
applications is provided as well as all  installed OS hotfixe s. To aid  
further in remote support and  dia gnostics, a user can al so remotely 
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view and, security permitting, control applications  in memory , all 

processes running and currently installed services.  
  

Power management  
Remotely power on/o ff, log on/off and re boot Clie nt workstations to 
minimise po wer consumption.  
  

Request help  
Users can create help requests that can be directed to all  or specif ic 

Control systems based on custom criteria.  
  
Multimedia  
NetSupport Manager provides full audio  and video support.  
 

Launch co mmands  
A local command prompt and a PowerShell window can  be launched 
allowing you to execute comman ds at Clients . 
 
Regist ry edit  

Remotely edit the registry of a remote system.  
 

Scripting and scheduling  
NetSupport Manager incl udes a powerful integ rated Scr ipting 
Language and Sche duler that allows you to automate  repetitive tasks 
from the NetSupport Manager Control  and run the m at a t ime when 
most convenient to you.  
 

Move information  
File transfer and distribution  

Transfer files  between workstations  using a simple drag and drop  
int erface. Directories can be automa tically synchronised on two 
workstations an d appropriate file typ es can b e edited. NetSupport 
Manager utilises intelligent Delta File Transfer to reduce da ta transfer 
ti mes when overwriting files tha t already exist, by chec king individual 

blocks of data wi thin a file and only transferring changed data.  
 
Moving files fro m one PC  to another may be useful, but the real 
benefits come with NetSupport Managerôs ability to copy files from 
one PC to m any in a  single action ï or ñFile Distributionò. 

  
NetSupport Man ager also features live folders. When initi ating a file 

transfer to a rem ote PC, the path to any open folders (Explorer 
windows) on its desktop is displaye d at the top o f the file transfer 
view to ea se quick selection.  
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Lau nch applications  

Remotely launch applications on remote computers.  
  
Connectivity  
¶ Dynamically find  and lis t all Clients on the network.  
¶ Define a range of subnets for extended network b rowsing 

capabiliti es locally.  

¶ Connect d irectly t o known computers by  PC name, DNS name or 
network address . 

¶ Connect via a database of known Clients.  
¶ Discover and connect t o any nu mber of devices in real time 

across differing environments.  
¶ Connect to  machines that have Intel vPro capability.  

 

Uti l ising th e internet  
Deliverin g se amless remote control between PCs  that may be located 
behind different firewalls, the NetSupport C onnectiv ity Server module 
provides a stable and secure method for NetSupport -enabled systems 
to locate a nd communicate via HT TP. The N etSupport Manager 

Gatewa y component needs to be installed  on a PC allocated with a 
static IP and acc essible to both Contro l and Cl ient PCs, even though 

both the Control and Client systems will be secu rely located behind 
their respective firewalls.  The Gate way will only allow conn ections 
from computers using the same Gateway security key.  
  
PIN connect  
Allows a technician to l ocate a user anywhere across the enterprise 

instantly, simply by both parties entering a matching and un ique PIN 
code. Rather  than bro wsing to discover th e us er's PC and needing to 

know their  PC name, address details etc, the PIN proc ess allows both 
partie s to han dshake seamlessly. The new PIN Server module can run 
alone or alongsid e the Gateway module and i s included as standar d 
with Ne tSupport Manager.  

  

Secu rity  
NetSupport Manager provides an exceptional range of security 
options to meet all needs, inclu ding:  

 
¶ Password protection of all systems.  

¶ User acknowledgement (User must be present and authorise each  
inbound connection r equest).  

¶ Data encryption ï confi gurable from 56 -bit DES to 256bit AES. 
¶ Set unique security keys on both Contr ol and Client.  
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¶ Limit c onnectiv ity by user account or originating IP address and 

control HTTP access based on the IP address (o nly allow 
connections  from kno wn locations).  

¶ Recor d an d replay remote control sessions to keep a history of all 
activity during a session.  

¶ Dialback secu rity for  dial -up connections.  
¶ Disable file transfer or specific files and directories.  

¶ Allow a Control t o Watch only.  
¶ Auto lo gout of a  remote system on di scon nect (avoids a system 

being mista kenly left in a logged in state).  
¶ User -defi ned Inactivity Timeout  on open  connections.  
¶ Centrally deploy and manage security configurations from a single 

location.  
¶ Integr ates with existing NT  user pro files and security.  

¶ Inte grate directly with Active Direct ory profiles for user 
validation.  

¶ Supplied with Active Directory template s to enable system -wide 
compliance with pre -defined Client configur ations.  

¶ Profiled functionalit y ï allow different f unctional ity to be available 

depe nding on the authenticated user m aking a connection.  
¶ Full event and history logs including integra tion wit h OS event 

logs.  
¶ Smartcard support -  any login performed on t he Control PC is re -

directed and ap plied on the Client P C. 
¶ Smartc ard authentication -  use r validation for connections 

supp orts authentication using a Smartcard PIN as well as the 
existing  remote login support.  
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Installation   
 
In this chapter é 
 

How to install the required NetSupp ort Manager  components 

on y our Windows -based  PCs.  
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Planning  an insta llation  

In stalling NetSupport Manager is exceptionally easy  and you should 
be up and running  wi thin a very  short time.  

 
De cide w hat func tions to install  
On the  work station from whic h you wil l remote  control other PCs and 
devices, you  will need  to install th e Contro l.  
 
On every machine or device that  you wish to connect to , you will 

need  to install the Client.  
 
Decide whether  you need to c ustomise your instal lati on wi th 
advanced NetSu pp ort Man ager  features, suc h as using Scripting and 
Deploy , or using the mac hine as a Gateway.  
 
Also supplied with NetSupport Manager is the NetSupport School 

training t ool. This  provides trainers  with  the abil ity to instruct and 
visu ally/ audibly monitor, as well  as interact with their trainees, 
individually, as a pre -defined grou p or to the whole  class.  

 
Decide what network protocol to use  

Decide what networking protoco l you have available on the  
work station. NetSupport Manager supports TCP/IP  and HTTP and 
provides legacy support for IPX and NetBIOS.  
 

While NetSupport is multi -pr otocol, whi ch means that the same 
Control can connect to Clients running on different protocols, you 
mus t choose a default. You can  change this later.  
 

Note:  By defa ult,  the Control will be  con figured  to use TCP/IP. If 
you are using a different protocol, y ou must con figure this 
the first time you start the  Control.  

 
You are now ready to install NetSupport Co ntrol and C lient programs.  
 
For details of how to install on:  
Mac mach ines, refer to  In st alling  NetSupport Manager on a Mac -
based system .  

Google Chrome , refer to  Installing a NetSupport Client on Google 

Chrome d evices .  

Android devices, ref er to Installing a NetSup port M anager Android 
Client . 
 



NetSupport  Manager v .1 4.00  

 

 21  

Note : NetSupport Manager provides support for Windows 64 bi t on 
Intel EM64 and AMD64 platforms. The NetSupport Ma nager 
Windo ws Installer  can be use d to install the Net Support  64  bit 
Client . For further info rm ation , please visit  

www.netsupportsoftware.com/s upport  

 

System requirements  

Some areas of NetSupportôs functi ona lity rely on  the presen ce of 

certain files/ applica tions ; please ensure these a re a vailable before 
inst al ling  NetSupport Man ager:  
 
PC requirements:  

Windows 11, Windows 10, Windows  8/ 8.1 (32b it and 64 bit) , 
Windows Server 2022, 201 9 and 2012 , Windows 7*  (32bit an d 
64bit) , 20 08 (32bit, 64 bit and R2), Vista (32bi t and 64 bit)  and  2003  
(Serv ice Pack 1) .  

 
*  For the NetSupport Man ager Control to run on Windows 7, Aero 

needs to be enabled. Choose Start  > Control Panel . In  the 
App earance and Personaliz ation se ction, click Customize Color . 
Choose Windows Aero from the Color Scheme menu and then click 
OK . 

 
TCP/IP , HT TP or legacy (IPX a nd N etBIOS).  
 
NetSupport Manager offers full integration with thin and  zero Client 
environments as well as compatibility w ith Mult iPoin t, MultiSeat  and 
virtual desktop environ m ents from  WYSE Technologies, Microsof t, H P, 

NComputing (X -ser ies and L -series), Mini Frame (SoftXpand) and 

many others.  
 
Mac requir em ents :  

The NetSupport Manager macOS Control runs on macOS 10.15 
(Catalina) and above.  
 
The NetSupport Manager C lient  for macOS is available  on macOS 
10.14 (Mojave) and above.  
 

Mobil e  Contro l :  

The N etSupp ort Manager Mobil e Control for iOS and Android provides 
mobile rem ote control for existing NetSupport Manager remote 
control use rs from any iPad , iPhone, iPod, Android Tablet  and 

sm artphone or Kindle Fire.  

http://www.netsupportsoftware.com/support/
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The N etSupport Manager Mob ile Cont rol is av ailabl e for free downlo ad 

from appropriate App Stores. Visit  
www.ne tsupportm ana ger.com/mobil e.asp  for more information.  
 
Android  Client app:  

The NetSupport Man ager Client for Andro id  can b e install ed on each 
Android devi ce (5 or later) and connected from the Windows Co ntrol 
(12.5 or above).  
 

Chrome OS Cl ient:  

For use in an existi ng or new NetSup port -managed environment, the 
NetSupp ort Manager for Chrome Clien t e xtension can be insta lled on 

each Chro me OS device. From the Control, you can then connect to 
each system, ena bling you to monitor the screens and  interact with 
each Chrome  OS device quick ly and efficiently.  
 
Legacy pl atform support  

Legacy support is pr ovi ded for the following  platfor ms:   
 

Windows NT4, Windows 2000 , Windows XP and Windows 2003 ( pre 

Service  Pack 1 ).  
 
Mac:  

The NetSupport Manager Mac Client supports m acOS version 10. 9 ï 
10. 13  and later  on In tel platfo rms.  
 

Linux  requirements :  

At the tim e of release, the NetSupport Manager Linux Client supports:  

OpenS USE 11.2  and later, S USE Enterprise 11, SUSE Enter prise 
Server 11, Ubuntu/Edub untu  9.04  and above , Deb ian 5 and 6, Red 
Hat En terprise  Linux 6, Linux Mint 9 and above  and Fedora 12 and 
above . 
 

Desktop Managers: GNOME, KDE, Unity 2D, Ubuntu Classic (No  
Effec ts Only), MA TE and Cinnamon.  
 

Pocket PC:  

Operating system: Pocket PC 2003 or Windows Mobile 2003 and 

above . 
Proces sor: Strong ARM  processors . 
ActiveSync / Wi -Fi wireless LAN c apabil ities . 
Device R AM: 32Mb (64M b recommended) . 
Storage: Min imum 2Mb, f ull inst allation  10Mb requ ired. 
 

http://www.netsupportmanager.com/mobile.asp
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Windows CE :  

Operating System: Windows CE  4.2 or above . 
Process or: Strong ARM  processors, X86 Compatible . 

ActiveSync capa bilities . 
Device RAM: 32Mb (6 4Mb recommended) . 
Stor age: 5Mb fre e sp ace required . 
 

Note : An earlier version of NetS upport Manager ma y be  requ ire d on 
these pl atforms and can be downloaded  from  

 www.netsupport m anager.com/downl oads.asp    

 

Starti n g the installa tion  

Download your copy of  NetSupport Manager from 
www.netsup portmanager.c om/ downloads.asp  

 
Click the appropriate langua ge fro m the menu and s elect the op tion  
to install NetSuppor t  Manager.  
 

Select wh ich installer to us e:  setup.exe or MSI fil e. If an Active 
Director y deployment is required , you will nee d to instal l using the 

MSI file.  
 

No tes:  
¶ I f you are upgrad ing your Win dows  operating system, yo u m ust 

ensure t hat you  uninstall NetSuppo rt  Manager prior to  
upgrading. NetSupport Manag er can then be re - installed once 
the o perating sy stem upgrade has  been completed .  

¶ When installing , make sure  that you are logged in  as an 

Admi nist rator.  

 

http://www.netsupportmanager.com/downloads.asp
http://www.netsupportmanager.com/downloads.asp
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NetSupport M an ager setup p r ogram  

The setup program Welcome  screen will appear .  

 

Click Next  to cont inue.  
 

NetSupport Licence Agreement  

The  NetSuppor t Licen ce Agreem ent will be  displayed. Please read the 
Licen ce Agr eement carefully and select ñI a ccept the terms in th e 
Licence A gree ment ò and click Next  to co nti nue.  
 

If you reject the Licenc e Agreement  (ñI do not accept the terms in  the 
Licen ce Agreemen tò) , click Cance l . NetSupport Manager will not be 
installed  and yo u will be  directe d to exit f rom the install  program.  

 

Licence inform ation  

Select Register  and ent er the NetSupport Manager licen ce details 
yo u have been provided  with . 
  
If you are  evaluatin g NetSupport  Man ager , select 3 0 - day  evaluation  
and click Nex t . 
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Se lect Setup Type  

 

Choose the setup  type to install on the workstat ion.  

¶ Typical  
Installs all the componen ts  th at a Control user would genera lly  
need. Excludes the Gateway and  Net Support School compon ents.  
See below  for a description of each  NetSupport Manager 

component.  

¶ Client  
Installs  the Client software.  This feature shou ld be inst alled on 

worksta t ions to be re mote controlled.  

¶ Custom   
Enabl es you  to individually select the mix of components  that are 

appr opr iate for the workstation .  
 
Click Next  to co ntinue.  
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Custom Setup  

If you have chos en to perf orm a Custom Set up, you will b e able to 
select the required compon ents individually  to suit th e re quirements 
of each wo rkstation.  

 

Cl ient  
In stall this componen t  on workstations you want to remote control.  
 

Student  
Installs the Student component of NetSupp ort's training t ool, 

NetSuppor t School.   
 
Configurator  
Clien t sett ings and security  are establ ishe d using the Client 
Configurator. Basic sett ings can be entered  at  the end of the 
installation process but to set more advanced  options, install the 
Configurat or component.  

 

Control  
Install  this component on workstation s that  will be  taking c ontrol of 
Clien t  workstations. It is recommended  th at the Client component is 
also installed  in order to  use the full range of NetSupport Manager 
functions, for example , Sho w.  
 



NetSupport  Manager v .1 4.00  

 

 27  

Tutor  

Instal ls the Tutor c omponent of NetSupport's train ing to ol, 
NetSupport Sch ool.  
 
Tech  Con sole  
Installs the Tec h Console compo nent of  NetSupport School.  Thi s 
provides lab technicians and network mana gers with the main 

NetSupport School fea tures.  
 

Gateway  
NetSup por t  Managerôs Gateway feature provides a means  of 
connecting Clients a nd Control s ac ross the internet, th us delivering 
web-base d remote control wi thou t the need for modifications to 
existing Fi rewall configurations. There is no direc t connect ion between 

the Client and Con trol; all data is passed  via t he Gat eway. The 
Gateway component can , therefore,  be instal led independent ly of t he 
Control and Clie nt . If you choose to install the Gateway compon ent, 
the Gateway Configuration dialog  wi ll appear  after the in sta llation has 
fi nished.  

 

Note : The Gateway can 't be ins talled on a machine that has the 
NetSupport DNA Lo cal  (Server) Ga teway i nstalled on it.  

 
PI N Se rver  
Installs NetSupport Manager's PIN Serv er. The PIN Server provides 
the ce ntral point  whe re a unique PIN code is create d when using the 
PIN Connect f eature . 

 
Remote Deployment Utilit y  ( su p ported on Windows XP  an d 

above)  
The  NetSup port Manager Deploy  uti lity enables you to perform 
multiple Ne tSup port Manager installations without  the n eed to vi sit 
each indi vid ual  workstatio n. See the NetSupport Manager Deploy  
section of this manual for more  information.  

 
Script ing  
Install Net Support  Managerôs integrated Scripting and Scheduling 
suite . Create s crip ts to automate manual tasks and sc hedule  them to 
run at specific t imes. Ideal  for overnight updates. See the NetSup port 

Manager Scripting secti on o f this manual  for mor e information.  
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Ins t a ll Desktop Icons  

Choose whether to create desktop icons , e.g. fo r the NetSupport 
Manager Control, the  NetSupport  School Tutor  or  the NetSuppor t 
School Tech Console , to allo w easy  access to the programs.  
 
In stal l  Start Menu Icons  
Choose whether to  create  Start menu icons fo r the  components you 

are installing.  
  

Note:  NetSupport  Manager  provides exceptional  mul timedia  
support. The Ne tSupport  Manag er  Video Player  enables you 

to run video fi les on Client workstation s, enhancing tr aining 
sessions and demonst ratio ns. This is installed by default with 
the  Tutor component.  

 
Install to:  
By default,  NetSup port  Manager  wil l be installed  in the folder 
C: \ Program File s\ NetS upport \ NetSupport Manager . I f yo u want to 
install in a different fol der, cl ick Change .  

   
Click Nex t  to continue.  

 

Ready to install  

To start the installati on, click Install . To chang e any of  th e previous 

selections, cli ck Back . To quit the installati on, cl ick Cancel .  
 

Note:  If you ha ve e lected to install a C lient, setup wi ll make  the 
required amend m ents  to your System. ini  and / or  registry  to 

loa d the Client as Windows initialises. Net Support  Manager  
will n ot replace  any of your existing driver s.  

 

Insta llatio n complete  

This final screen  con firms that the instal lat ion has been  succes sful.  
 

Run Client  Conf igurator  
At the end of the installation pro cess, you wil l have  the opportunity to 
run the Cl ient Configurato r. This  enab les you to set basic Client 

info rmatio n and security. If the Confi gura tor is being installe d as one 
of the  select ed components, you  will  be able to access more 
advanced configurat ion options.  
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Run Remote Deploy  

Selecti ng this o pt ion will ru n the NetSuppor t  Manager  Deploy utility 
after t he ins tallation process. This  allo ws y ou remotely to instal l and 
configure  NetSup port  Manager  on mu lt ipl e workstations.  
 
Click Finish  to exit the S etup program.   
 

Note:  If you ch oose to in stall th e Ga teway compon ent, the 
Net Support Connectivity Server dialog  will  appear. This  al low s 

you to cre ate a s ecurity key for the  Gate way.  

 

Existing installation d etected  

Thi s sc reen will  appear  if a co py of NetSupport Manager is alre ady 
installed  on the workstation.  

  

¶ Modify  

Change the prog ram  features th at are installed . 
 
¶ Repair  

Repai r any installation errors in the program.  

 

¶ Remove  

Remove NetSupport Manager from th e comput er.  
 

Select the required opt ion and click Next . 
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Uninstalli ng Net Support Manager  

The st andard  method for u ninst alling NetSupport  Manager  is to select 
Net Support Manag er in Control Panel ï Add/Re move Pro gr ams.  

 
For W ind ows XP and above  workstations, NetSupport  Manager  Deploy 
can be used to perfor m mu ltiple  uninstalls fro m  a remote loca tion. 
Refer to the NetSupp ort  Manager  Deploy section of this manual for 
m ore informati on.  
 

Evaluation k it  

NetSupport Manage r is a vailable as an Evaluation kit ei ther from 

distributor s or free as a downloa ded copy from  the interne t. This  
allows you to trial NetSupport  Manager  before y our purchase. The 
Evaluation  Kit so ftw are is ful ly functional, apart from the following 
restric tions:  
 
¶ A maximum of ten  Clients c an b e active on the netwo rk 

simultaneous ly.  

¶ The  Client and the Con t rol p rograms will not run  after the expiry 
dat e has passed.  

 
Upon purchase, these restri ctions are  removed  once  serialisati on has 
been completed . This proc ess up grades the Evaluation Kit in to a  fully 
licensed copy.   
 

To upgrade  an evalu at ion k it to a full y  lice nsed copy  

1.  Click Help   on the caption bar  and select About .  
2.  Select  the License tab.  

3.  Click Update Licens e . 

Or 
 
In the directory that you have inst alled the Program Man ager group  
óNetSupport  Mana gerô, open the file PCILIC .EXE.  

 
The Ne tSupport Manager L icence  dialog box will appear  aski ng y ou to 
ent er your lice nce  details. Please note that all ent ries are case 
sensit ive.  

 
When you have entered the co rrect licen ce details , click Generate . 

You now ha ve a fully licensed copy of Ne tSupport  Manager.  



NetSupport  Manager v .1 4.00  

 

 31  

Advance d inst allation  
 

In this chapter éé . 
 

How to pre pare and run  ósilentô installations across a netw ork.  

Using th e N etSupport Manager Deploy utility to per form 

multip le install ations.  

Installing  NetSuppor t Manager on a Mac based syste m.  

In sta lling a NetSupport  Manager Client on Google Chrome.  

Installi ng a NetSupport Manager Android Client.  

NetSupport Man ager Mo bile Cont rol for iOS and And roid . 
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Creat ing an  administrative (network) 

in stal lation  

An administrati ve instal lation  (dist ribution copy) of NetSupport 
Manager is desi gned to assist Admini strators to instal l NetSuppo rt  
Manag er  on network ed PCs where the installation media  or licen ce 
details may not be rea dily  availabl e and it is ant icipated that a 
number o f install s will  be pe rformed either at once or over a period of 

t ime . 

 
This type of in stallation can als o be pre -configure d to set  up 
NetS upport Manager  with certain opti ons, t herefore ensuring that all 
NetSu pport  Manager  install ati ons are configured  in th e same  wa y. 
 

Once cre ated, the distribution copy can be used  when  perform ing  a 
standar d installation, a silent i nstallatio n, or as part  of  a NetSupport 
Manager Deploy rou tine.  
 
To set  up a distribution co py o f  NetSupp ort  Manager  on a 

Server  
1.  Create a folder  on the n et work that i s accessible to all PCs that 

you may want t o instal l on . 
2.  Copy, f rom your original s ource  medi a, the file S etup.exe .  
3.  Create and co py a valid  NSM.LIC  file to this folder. If a licen ce fil e 

is not present in t he folder when running the instal l, NetSuppo rt  
Manager  will be  installed  using the defau lt E valuatio n licen ce.  

4.  Creat e and copy  a Client32u .ini  file t o this folder . 

 

No te:  You can make the network f older óread onlyô to avoid the 

con figu ration be ing altered by unauthorised users.  

 
To instal l N et Suppor t  Manager  from a server onto individual 
work stat ions  
1.  At the required wor kstation, navigate to the network  folder 

containi ng the NetSupp ort Manager setup files.  
2.  Run Setup.exe.  
3.  Follow instr ucti ons in th e Starting t he In stallation  section .  
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Silent/ u na ttended  installati on s  

A si lent i nstallation is one which tha t re quires no  input from the  user, 
pro viding a conve nient met hod for p erforming a  set installation at  

several machine s. 
 
To p erform a sile n t install  
1.  Crea te a distr ibution cop y of NetSupport  Manager  contai ning the 

required NetSup port  Manager  installation fi les.   
2.  To dete rmine the pr ope rties for the installati on, run I NSTCFG.EXE 

from the NetSupport Manager  program folder. T he Insta ll 
Configurat ion Options dia log will a ppear . (See  the  Install 
Configuration Opt ions dialog sectio n belo w for a full description of 
this  dialog) . Your chosen  pr operties are stored  in a  paramete r 
file :  default name  NSM.ini.  

3.  Choose {File}{Save} and s ave the  óNSM.iniô file to the folde r 
containi ng the distr ibution copy of NetSupport Man ager.  

4.  To perform t he silent install at the required work station, from the 
fol der  containin g created abov e, run:  

m siexec  / i "NetSuppor t  Manager.msi" / qn  (MSI installer)  

setup /S   /v/ qn  (setup .exe installer )  
 

Note : N etSupport Ma nager can be ins talled  via Act ive Directory. The  
softw are installation group polic y ob ject  (GPO) must be ap pli ed 
to orga nisational uni ts (OUs) containi ng computer accounts 
rather than users. Please n ote tha t  for software  installation to 

take ef fect immedia tely , it is nece ssary to enabl e the  "Always 
wait  for t he network at computer start up a nd logon " 
parameter i n t he Comput er Configuratio n| Admini st rativ e 

Templates|  System| Logon| leaf of the group pol icy co nt rolling 
the c omputers that  are subje ct to softwar e installatio n. This 
change will affect  login ti mes fo r Windows XP machines that 
have this appl ied. Without  th is change , an additional  log off / 

log o n cycle is r equired to effect installation.  
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In stall Configuration O p tions d ialog   

When performing a silent installatio n or u sing NetSupport  Manager  
Depl oy , you ca n customise t he installati on to suit indiv idual 
requirements.  This dialog, accessed by running INST CFG.EXE f rom 
the NetS upp ort  Manag er  program fold er if per fo rming  a silent 
installation or , if using NetSupport Manager Deploy, via the  Install 

Prop erties General  tab, ena bles you to spec ify the prope rties for the 
insta llatio n. The information is stored  in a paramet er file, NSM .in i.  

 

Sele ct the relevant  check box es to indicate whi ch NetSupport  Manager  
components will be in sta lled . Choose whether to c reate a de sktop 
icon for  the Control , th e School Tuto r and the Tech Cons ole  and Start 
m enu icons for the c ompo nents you  are install ing . 
 
Client  Parameters  (o p tional)  

I f you have created  a particular Client configuration fil e for  use after 
the i nstallation,  specify t he path and fi le name here. De pending on 

th e location of the file , y ou may need to provide a set  of user 
cred entials  (nam e a nd passwo rd )  to give Cli ents acce ss to the file . In  
order to  specify the parameters in th e cor rec t format, it is suggested  
that you create them in  the NetSuppo rt Manager Clien t  Configurator 
and copy t hem to this field.  
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Leave th e fi eld blank  if you are ins talling f rom your distri bution co py  

or if you want to use the default configuration file  conta ine d in the 
NetS upport  Manag er  setup p ackage.  
 
To specify Client par ameters  
1.  Open your NetSupport Man ager P rogram folder by choosing 

{S tart } {Program s}{NetSuppor t M anager}{N etSupport  Mana ger 

Confi gu rato r}.  
2.  Choose Adv anced .  

3.  Select {Profiles}{Client Para meter s} from the Conf igurator dro p-
down  men u.  

4.  The Client Parameters di alo g will appear . 

 

5.  Click Add  to sp ecify the parameters.  

Notes:  
¶ If user credential s are requir ed,  they mus t precede the 

configurat ion file  name.  
¶ Each set of parameters must be added  sepa ratel y.  

6.  If required, enter the user  credent ials  (user  nam e and password).  
Click OK . Th e appropriate strin gs wil l appear  in the dialog.  

7.  Click Ad d  to spec ify the loca tio n of the configuration f ile . Clic k 
OK .  

 

When the Client Parameters dialog contains the r equired strings, copy  

them individually to the Install Co nfiguration O pti ons dialog (u se 
Ctrl+C to copy, Ctrl+V  to paste).  
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Install Dir ecto ry  

Specify  the directo ry where Net Support Manag er  will b e installed . 
Leave blank to install in the def ault directo ry  \ Prog ram 
Files\ NetSupp ort \ NetSupport Manager.  
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NetSupport Manager Deplo y ï NetSupport  

Manager ôs Remote In stall Ut ility  

The NetSupport  Manager Deploy  Utility provides network  
administrators with the fac ilit y to insta ll and confi gur e NetSup port 
Manager on multip le workstations without the need to visit the 
machines indi vidually .  
 
Within t he NetSupport Manager Deploy utility,  you have the ab ility to 

dep loy using an IP addr ess r ange (specified IP ranges or  com pu ters 

wit h an IP rang e local to the Control) , Wi ndows dom ain or, 
alternatively, you are provided  wi th a view of y our netw ork. T hese 
m etho ds allow you to pick and choose w hich computer s y ou want to 
deploy to .  
 
The NetS uppor t Manager Deploy utility can  be used to de ploy to 
comp ute rs runni ng the follo wing  opera tin g systems:  

 
¶ Windows XP  

¶ Windows 2003  
¶ Window s Vis ta  
¶ Window s Server  2008 \ 2008r2  
¶ Win dows 7  

¶ Windows Server 2012  
¶ Window s 10  
¶ Windows Ser ver 2019  
¶ Wind ows 11  
¶ Windows Serv er 20 22  
 

Note :   Due to operating  sys te m limita tions, the NetSupport Manager 
Deploy ut ility doe s not work w ith  Windows XP Home, 
Windo ws Vista Home Prem ium or W indows 7 Sta rte r/Home 
edition.  

 
With NetSup port M anag er Deploy , y ou can:  

¶ Remot ely install a NetSu pport  Manager  package on multiple  
wor kstations simultaneously.  

¶ Create and download spe cific Cli ent configur ati ons to mul tiple 
wor ksta t ions.  

¶ Remotely up date Net Support  Mana ger  licen ce details on multiple 
works tatio ns.  

¶ Remotel y uninstall a  NetSupport  Manager  pack age from mul tiple 
workstatio ns s im ultaneou sly.  
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Notes :  
¶ When deploying to a Window s Vista (or later) PC with in a dom ain, 

the cons ole user must be e ither lo gged onto th e domain or enter 
the user crede ntial s (wh en promp ted )  of a domain  account that 

has local administrato r rights to  the targ et  PC. 
¶ The  Deploy Prompt U ser option  is not suppo rted on W indows 

Vista  and above . 

 

Installin g th e Deploy Utility  

When inst alling NetSu ppor t  Manager , sel ect Typica l Installat ion  to 

instal l the NetSupport Ma nager  Deploy Util ity automaticall y. 
Alt ernative ly, you can also choose it as part of a  custom i nstallation.  

 
Pla nning  
NetSupport Mana ger Deploy  is a po werful u tility that m ake s installing 
NetSupport Manager pack ages on mu lti ple workstati ons a quick and 
easy pro cess. However, while  we ende avou r to ensur e that there are 
no limitations or inco mpatibili t y issues in the use  of the softw are, it i s 
recommended that a t rial deploy m ent  is performed  on a small 

number of  workst ations to  ensure there  are no conflicts w ith o ther 
similar products su ch a s re mo te contr ol or desktop security packages. 
In add ition , fo r added secur ity  and pro tection , you m ust have  
app ropria te admin istrator rig hts for the machi nes you are deployin g 
to .  
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De plo y ing on Windo ws XP  and above  

To deplo y NetSupport  Manager on  Wind ows XP Profess ional  and 
above , you need access to the  Admin$ s hare on the r emot e machi ne 
in order to  transfe r th e pack age to be deployed . By default , there  is 

no access allowe d to Adm in$ shar e. 
 
To enable  n etwork access :  
1.  In  Admi nistrative Tools , select  Loc al S ec urity Po licy . 
2.  Select {Security Settings}{Local Policies} { Security Opt ions } . 

3.  Selec t {Network access:  Sha ring  and security  model for l ocal 

accounts} . 
4.  Alte r the setting for  this polic y to { Classic ï local users 

authentic ate a s themselves} . 
 
The Admin$ share  will now be available  and you can deploy as 
norm al.  

 

If  upgrading from  Microsoft Win dows XP Service  Pack 1  to Service 

Pack 2, Windows  Firewall will by def ault block all network activ ity 

produc ed by N etSupport Manager. To en able NetSupport  Manager  to 
funct ion correc tly , we have provided a utility that wi ll config ure  
Windows F irew all.  
 
To e nable NetSuppor t Manag er i n  t he Windo ws Firewall 

Configuration  
1.  Downloa d the ICFCONFIG. EXE File (li nk a t  

www .nets up portsoft ware.com/support ) . 
2.  Run this utility on  a machin e with NetSup port  Manager installed 

using t he foll owin g command :  

                 ICFCONFIG -e NSM  

3.  This  will crea te  all the re qui red ent ries i n the Windows Firew all 

configuration to allow NetSup port  Manager t o function correctly.  
 
The ICFCONFIG ut ility can  also be used  to remove a Ne tSupport 
Produc t from the Windows Fi rewall confi guration . S ee our websi te  
www. netsupportsoftware.com/suppo rt/  for all t he ICFCONFIG 
Command line options.  
 

http://www.netsupportsoftware.com/support/
http://www.netsupportsoftware.com/support/
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Ho w does Ne t Support Mana g er Deploy work ? 

Once the De ploy optio ns h ave been configured , the NetSupport 
Manag er Deploy Utility  works by c onnec t ing to the t arget computer 
usin g Fil e and Print Sharing.  

 
This m etho d requires  access to the target computerôs Admin$ and will  
need  to conn ect as a user w ith local adm inistrator  access (user  
details may  be requested ).  
 

Once authenticated, the NetSupp or t M anage r packag e files are copied 

to th e following folder on the re mote  PC using the connection to the 
Admin$ share:  
 
C: \ Windows \ pcirdist.tmp \  
 
Finally, once  the files ha ve been se nt  to the tar get PC, the installer 
file is ex ecuted using the Remote Proc edure  Call s (RPC) Service.  

 

What are the r equirements?  

In order to  successfu lly depl oy NetSupport Manager components to 

you r target PCs, the foll owin g items are  required:  
 
¶ File and Pr int Sharing m ust be enabl ed on the target PC.  
¶ The Sharing and Security for  local acc ounts p olicy must be set  to 

{Cl assic} on the target PC.  
¶ The  use r account used to connect to the target PC must h ave 

local  administrato r permissions o n the target P C. 
¶ Networ k di scovery m ust be enabl ed on Windows Vist a and 

Wind ows 7 tar get PCs.  
¶ UAC Rem ote Rest ricti ons m ust be disable d for  target PCs running 

Windows Vist a and Wi ndows 7 in a workgroup environment.  
 

Star ting NetS u pport Manage r  De ploy   

1.  Select NetSup port  Manager Depl oy  from you r Net Suppo rt 
Manager  Program group . 

2.  The NetSupport Manage r De ploy  mai n wi ndow will appear . 
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NetSupport Manager  Deploy  m ain w indow  

 

The Depl oy m ain w indow is di v ided  in to th e fol lowing 
section s:  
Me nu bar  
The menu bar contains  a ser ies of  drop -down  menus that can be used 

to acce ss the va r ious tools a nd c onfiguration utilities for the deploy  
process.  
 
Le f t - hand  pane  
Contains three tabs:  Network,  Log  Files and Se cur ity.  
 
Ne twork  and Security t abs  

List s, in a Tree view , the availa ble networks,  domains  and 
workgroups  that can be sele cted  for a deploy rout ine.  
 

Log Files t ab  
Lists, i n a Tree view , a histor y of  previou s deployments.  
 

Right - hand  pane  
With  the Network tab  selected , yo u are provided  with  a ra nge of 
general information  about  the work stations located on the selected  
network /domain ( m achine name,  Client  address and MAC addr ess).  
 
The Log  Files tab pr ovides a  breakdown of past deployments 
cat ego rised by type . 

 
The Securi ty tab also lists info rmati on specific to each individu al  
wor kstatio n located on the chosen network/ domain. In additi on to the 
mac hine  name and IP address, yo u will be  able to see t he pl atform  
the machine is running on , determin e if the machine a lready has  a 
NetSupp ort Manager  Clien t installed and which versio n is  running,  
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whether the Client is password protecte d or has user 

acknowle dgem ent set. With this infor mation to hand , you can  deci de 
in a dvance which machines to include or  exclude from t he 
forthcomin g deployme nt. For exam ple, if a current NetSupport 
Mana ger  Client is already installed  at some of the workst ations , you 
might choo se t o ignore it.  
 

Preparing a  d eployment r ou tine  

Ch oosin g  who t o  deploy t o  

1.  From the main window , select the Network or Security  tab. 
2.  A li st of avail able networks, domains and workgr oups  will app ear  

in the left -hand  pane. Expand or red uce the t ree list by c lick ing 

on  the arrows . 

Note:   You can also deploy t o spe cific I P ranges by adding the 
appropriate a ddress range to t he tree. Se lect 
{Tool s}{Add IP Range }  from the menu bar.  

3.  Highligh t th e require d group.  
4.  The names of the workstations b elonging to the select ed g roup 

will appear  in the right -hand  pane . You ca n cha nge the  
appearance of the list view by sele cting {View} from  the menu 
bar . 

5.  Select  the workst ation s to include in the deploy r outi ne . (You can 
use CTRL -Click or SHIFT -Click). Befo re decidi ng to include  or 
exclude a workstation, y ou can view its  propert ies b y right -
click ing on the machine name.  

 

Note :  A Wake on L AN can be sent  to  machine s that are not t urned 
on, ensuring deploymen ts  are  sent  to all required machines. 

Select the requ ired  mach ines and choo se { View}{Wake  
Selected (WOL )} from the men u bar.  
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Cho osing w h at to d eploy  

You can choose:   

¶  NetS upport Manager  package.  

¶  Clien t config uration.  
¶  NetSup port Manager  licence  file.  
¶  Unin st all Net Support Manager . 
 

Note:  The properties f or each o f the above c an a lso be pre -defined if 
it  is not conveni ent to d eploy  immedi ately. See p re -define 

settings for a  future deplo ymen t.  

 
Deploy a NetSuppo rt Manager  p acka ge  

A NetSupport Ma nager  package  is cre ated as standard when the 

Deploy com ponent is selecte d with the installati on. To dist ribut e the 
package,  select the re quir ed workst ations:  
 
1.  Choose {Deploy}{NetSupport Mana ger Packa ge} from the Depl oy 

main window  drop -down  menu.  

Or 
Right -click o n the  select ed workstations and choose { Deploy -

NetSupport Man ager  Package } . 
2.  The Deploy Summary di alog will appear .  

 

This dialog prov ides a summary  of the options you have selected  
for the de ployment. Cli ck Properties  to amend the i nformation 
for the depl oymen t . 

3.  The I nstall Properties dialog will appear . 
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4.  To amend  the  properties for the deployment,  selec t the relevant 

tab.  
 

General  t ab  
Used to s pecify the NetSupport Manager  package t o deploy and 

which comp onen ts are to be installed . 
 
The descripti on for  the  pack age will be set  to NetSupport 
Manager.  
 
By def ault , th e lo cation of the  package to b e install ed is set  to the 

Deploy folder  whe re th e Net Support Manager package has been 
create d. 
 
Click  Edit  to specify the components to install. T he Install 
Confi gur atio n Opt ions dialog will appear . (See the óInstall 
Configuration  Options Dial ogô section of  this man ual for a full 
description of  thi s dial og.)  

 

No te:  Because of the way NetSupport M anager De ploy  handles 
resta rtin g workstations, leave th e Restart Machin e  box 

un-che cked. This  is only relevant when perfor ming a  
silen t install where T he In stall Conf iguration  Options 
dialog is also used  for  specif yin g th e options to install.  
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When you hav e complet ed this dialog , cho ose{ File}{Save} to 

save the N SM.ini f ile to t he fold er co ntaining the distribution copy 
of Net Support Manager . 
 
Choose {Fil e}{Exit } to retur n to th e Install Properties dialog.  
 
Op tions t ab  

Use the  information supplied in the Net work and Security tabs to 
ide ntif y which machines may alre ady hav e NetSup port Man ager  

installed . You  can then choose to:  
 
¶ Ignore th em by c hecking the Skip mach ines alrea dy 

run ni ng NetSupport Manager  box.  
¶ Upd ate the m achines with the latest version by check ing the 

Update new or older s yste ms to current version box . 
¶ After  deployi ng the p acka ge, you can confirm that the Client 

is running  by che cking the Ver ify Clie nt running  after  
r estarting  box. Ensure that  wor kstations  are res tarted 
automatically after the d eploy for  this option to work . See 

Restart tab . 
 

Ack n owledgement t ab  
Consider whether the  workstat ion s wi ll be  in use when 
com mencing th e depl oy . You can choose to:  
 
¶ Inst all NetSuppor t  Manage r Immediately. No prompt will be  

received  at the workstations  bei ng deployed  to . 

¶ Warn user  before  install ing NetS uppo rt  Manager . The user will 
receive a  prompt and  needs to click OK  for the i nstall to 

commen ce. User s cannot cancel this . 
¶ User  can po stpone NetSupport Manager  installation. You can 

specify the number of  tim es a user can postpone th e 
insta llation.  If the user  does choose to postpone, they will b e 
re -prom pte d at  hourly inter vals or the next t ime th ey restart 

the workstation , whic hever com es earli er.  
 
Message t ab  
You can specify  a custom  message to be displ ayed  at each 
workstation whil e the i nstallat ion is in  pr ogress.  

 
Restart t ab  

These options ar e only app licabl e if the targ et PCs re quire a 
fo rced restart to complete the inst alla tion.  
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Not e:  If yo u have asked for verification th at the Cl ient is running 
(see Opt ions tab ) , you must choos e an op tion tha t will 
fo rce  the workstations to be restarted  imm ediately.  

 
¶ Advis e user to res tart mach ine . At th e com pletion of the 

deployment, a  mes sage will  be disp layed at workstations 
asking the  user to restart  the PC at th e next convenient 

opportunity . Do no t choose  if the abov e note applies.  
¶ Insist user restarts machine . A mes sage wi ll be  displayed at 

wo rkstations  advising the user to restart  the  PC to co m plete 
the installation.  

¶ Force restart. At the en d of the deployment,  a m essage is 
displayed advis ing use rs that the wo rks tat ion will be 
restarted . A time bar is displayed in dicating how many  

seconds it i s before t he restart commences.  
¶ Automat ic r estart if  not log ged on. If the workstation being  

deployed  to is not logged on , a restart will commence  
aut omatica lly.  

 

5.  Click OK  to re tur n to the Deploy Summary dialog.  
6.  Click Deploy  to commence the i nstallation. A  progress dia log will 

appear , enabling  you  to monito r the de ployment as it installs on 
each  workstat ion.  

 

The dialog has  two  tabs:  
 
Log t ab enables  you to  monitor  the dep loy m ent as it reaches 

each workstation.  
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Status t ab  lists  the stage th e deployment ha s reached  on each 

workstation. For ex ampl e, the ins tallation  may be complete on 
one machin e but sti ll in progress on anot her.  

7.  Click Close  to return to  the Deploy m ain wind ow  when the 
installation is complete.  

  

Deploy a Client Configuration   

Using  NetSupport Manager Deplo y, yo u can re motely d epl oy a Client 
configuration file  contain ing specific  Client settings.  For more 

infor mation on  con figuring Clients , see th e Co nfiguring the Clien t 
section of this manual.  
 

1.  Select the r equired workstations.  
2.  Choo se {Deploy}{Client Config urati on} from  the Depl oy m ain 

window  drop -down  menu.  
Or 
Right -click  on the sel ected worksta tions and choose  
{ Deploy }{ Client Configuration } . 

3.  The  Dep loy Summar y dialog will appear . 

4.  Click Properties  to enter the details for the de ploy ment.  
5.  Click Browse  to sp ecify  th e fol der conta ini ng th e Client 

configuration file that  is to be de ploy ed. The defau lt configuration  
file is  CLI ENT32 U.ini  and is stored  in the NetSup port Mana ger 
installation directory.  

No te : The d efault configuration file  for Clients pre -v12.50 is  

call ed CLIEN T32. ini . 

6.  Click Ed i t  to access the Advanced Client  Configurator in order to  
mak e changes to the  configu ra ti on file. See the Advance d Cl ient 

Confi guration section of this manual for mor e informa t ion.  
7.  You can specify addi tional Client parameters if re quired. For 

examp le,  this  may be  the location of an addit ional c onfig urat ion 
file to w hich you want to  add spe cifi c user credentials ( name  and  
password) . 

8.  For the  new settings to take effect i mmediatel y, the Client s ervice 
will  be automatically restart ed af ter the deploymen t. I f a restart 
is not required, uncheck  the Restart the  Client  servi ce  box.  

9.  Click OK  to retu rn  to the Summary dialog. Yo u ca n view the  

contents  of the configuration file by clicking on the file  name.  

10.  Click De ploy . A progress dialog will a ppear , enabling yo u to 
mon itor the status of the deployme nt.  

11.  Click Close  wh en complete . 
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Deploy a NetSu pport M ana g er  l icen ce file  

When inst alling a NetSupport Manager  package, a licence  fi le is sent  
to each workstati on. How eve r, there may be occasions  whe n the 
lice nce infor mation needs updating. For exa mple, you  have purchased 
additi onal  licence s and the licence  file  needs u pdating to  reflect  this. 
By using NetSupport Mana ger Deploy , you can  remotely update the 

file on  user work stations.  
 
1.  Select the re quir ed worksta t ions.  

2.  Choose {Deploy}{NetSupport Manag er Licen ce file} from the 
Deplo y ma in window  drop -down  menu.  
Or 

Right -cli ck on the s elected workstations and choose 
{ Deplo y}{ NetSupport Ma nag er Licen ce file}.  

3.  The Deploy  Summa ry d ialog will appear . 
4.  Click  Pro perties  to  enter th e details for the deployment.  
5.  Click Br owse  to specify the fo lder  containing the licen ce f ile t hat 

is t o be deploy ed. The default file is NSM.LIC.  
6.  For the new sett ings  to  take effe ct immediately, th e Clie nt s ervice 

will be automatic ally  restarted  after th e deployment. If  a restart 
is not requi red, uncheck the Resta r t t he Client service  box.  

7.  Click OK  to ret urn to the Sum mary dialog. You can view the 
conte nts of the licen ce file by cl icking on the file  name.  

8.  Click Deploy . A progress di alog  will appe ar, enabl ing you to 
monitor the status of the de ployment.  

9.  Click Close  when  complete.  
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Remote u nins tall  

Usin g Net Supp ort Manager Deploy , you can remotely u ninstall a 
NetSupport Manager  package.  
 
1.  Select t he required workstatio ns.  
2.  Choose {Deploy}{Uninstall  NetS upport M anager} from  the 

Deplo y main window  drop -down  men u.  
Or 
Right -clic k on the sele cted workstations an d ch oose  

{ Deploy}{ Uninstall NetS uppo rt Manager } . 
3.  The De ploy Summary dialog will appea r. 
4.  Click Properties  to enter th e details for the deployment.  The 

Uninstal l NetSupport  dialog  wi ll appear . 

 

5.  Enter the prop erties for t he d eploy ment by selecting the four t abs 
in t ur n.  

 
General t ab  
Provid es a  descripti on  of the package being uninstalled.  

 
Acknowledg ement t ab  
Consider whet her the workstations will be  in u se when  

commencing the  deplo y. You can choose to:  
 
¶ Unins tall NetSupport Manager  Immed iately. No prompt will be 

recei ved at the workstatio ns being deplo yed  to . 
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¶ Warn  user before uninstalling NetSupport  Manager . The user 

will r eceive a  prompt and needs to click OK  for the unins tall  to 
comme nce. Users cannot cancel  this.  

¶ User  can postpone  unin stall  of NetSupport Man ager . Yo u can 
specify the num ber of times a  use r can po stpone the uninstall. 
If th e user do es choose to postpone, th ey will be prompted  the 
next ti me they restart the work statio n.  

 
Message t ab  

You can spe cify a custom me ssage to  be d isplayed at each 
workst ation wh ile the uninstall is in p rogress.  
 
Rest art t ab  
To completely remove all NetSupport Manager  files , the  

workst atio ns must be restarted . 
 
¶ Ins ist user  restarts ma chine . A mes sage wi ll be  displayed at  

workstation s advising the  user to restart  the PC to complete 
th e process.  

¶ Force rest art. At th e end of the d eployment, a message is 
displayed advising users that the wor ksta tion will be 

restarted .  time bar  is displaye d ind icatin g h ow many seconds 
it is b efore the restar t commenc es.  

¶ Automatic restart if not  logged i n. If the workstati on being 
deplo yed  to  is not  logged in, a restart will  commence  
automatically.  

 

6.  When you ha ve completed all four tabs, click OK  to return t o the 
Deploy  Summary dialog. You can review your sele ctions and  edit 

if required.  
7.  Click De p loy  to co m mence the uninsta ll. A progress  dialog  will 

appear , enabling you to mo nitor the  deployment as it uninstalls  
each workstation.  

8.  Click Clo se  when complete.  
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Pre - d ef ine sett ings f or a f uture d epl oyment  

There may b e occasio ns when you want to defer a depl oyment until a 
more conv enient t ime of the d ay. Wi th Net Sup port Manager Deploy , 
you can prepa re t he settings  in advance and choose whe n to perfo rm  
the deployment.  
 

No te:  You se lect th e works tations to deploy to when  you are ready 
to run the deployment.  

 
To  prepare the s ettings f o r a  futu re d eploymen t  

1.  Choos e {Dep loy }{Configuration} from  the Deploy main  window  
dro p-down  menu.  

2.  The Deploy Li st  dialog wi ll appear . Selec t th e required  Deploy  
Option . (Package, Client Config uration, Licence  File or Uninstall)  

3.  Click  Properties  and enter th e requir ed settings.  

4.  When a ll set tin gs are entered , click  Close  to re turn  to the Dep loy 
main window . 

 

To run t he  deploym en t  

1.  Select the wor ksta tions to D eploy to. See Preparing a 
Deployment . 

2.  Choose {De ploy} from the main window  drop-down  menu.  
Or 
Right -clic k on the  selected wo rkstati ons an d c hoose Deploy . 

3.  Select the required Dep loy option.  
4.  The Deploy Summary dialog  will appe ar , showing your pre -

defined  selections . You c an edit these if required . 
5.  Click Deploy  to start the deploymen t . 
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Log f iles  

When using NetSu ppor t Manager Deploy , inform ation about each 
deployme nt, wheth er a package  install , licenc e update, configuration 
dow nload or uninstall, i s recor ded. This  provides a useful re minder 

each time  you use th e utility of what you have  previousl y deployed. 
The in form ation is s tored  in a log file.  
 
To view log f iles  
1.  From the  NetSupport Manager Deploy  m ain  window , select the 

Log Files tab . 

 

2.  In the l eft -han d pane  of  the main window , inc rease or dec reas e 
the Tree vi ew  to see a description of  each ty pe of deployment, 
the date and t ime the  deplo yment took place and the 
workstatio ns that were deployed  to . 

3.  As you  select an item from th e left -hand pane, ite m ised 

informa tio n about that deployme nt will appear  in the right -hand 
pane.  

 
Printing a lo g f ile  
1.  Selec t the r equire d Log File in the Tree vie w. 
2.  Choose  {Log}{Print} from the Deplo y ma in window  drop -down  

men u. 
 
Delet ing a log f i l e 

1.  Sele ct the  re quired Log File in th e Tree view . 

2.  Choose {Log}{D elete} from the Deploy mai n window  dro p-down  
menu.  
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In stal ling NetSu pport M anager  on a Mac b ased 

system  

A Net Supp ort Manager Control and  Client c an be instal led on Mac 
syste ms, allowing you to r emote control ot her worksta ti ons/devices 
from a Mac a nd  also en ab ling a Control t o co nnect, vie w the s creen of 
the remote user and per form a va riety of remote control task s.     
 

Note s :   

¶ The NetSupport Manager macOS Control runs on macOS 10.15 
(Catalina) and above.  

¶ The NetSupport Manager C lient  for macOS is available  on macOS 
10.14 (Mojave) and above.  

  

Install ing NetSup port Mana ger  
1.  NetSup port Man ager  is provided  as a standa rd m acOS .pkg  fil e, 

this is available from our downloa ds area at 
ww w.n etsu ppor tmanager.c om/down loads.a sp ( full insta llation 
instruction s will a lso be  avai lable he re) . 

2.  Download  the .pkg file a nd doubl e click it t o run the package.  
3.  The installer will  autom atical ly run , follo w th e on -screen 

instructions .  
 
For in formation on using the NetSupport macOS Control, click here.  
 
 
 
 

http://www.netsupportmanager.com/downloads.asp
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Installing and configuring NetSupport Manag er 

on Go ogl e Chrom e OS d evices  

NetSupp ort Manage r provide s r emote control capa bilities for any 
Google Chrome OS device  run ning the Ne tSupport Mana ger Chrome 
OS Client  extension.  
 
The NetSupport Man ager Cli ent  for Go ogle Chrome exte nsion can be 

installed  on each Cli ent machine  runnin g th e Goog le Chrome OS. 

From the  technic ianôs desktop, you can then connect to each system , 
enabling you to monitor an d interact with each  client  quickly and 
efficiently.  
 
Planni ng a n  inst all ation  

For a N etSupport Manager Contro l to be ab le to conne ct and inte ract 
wi th Chrome OS devic es,  the NetSupport Co nnectivity Se rver must be 
installed on a  Win dows Server ; the NetSupp ort Manager Control 
(Windows, Mac or  Mobile) must be  install ed o n the technicianôs 
com puter, and the NetSuppor t Manager Chrome Clie nt exte nsio n 

insta lled onto each Chr ome  device.   
 

The Net Support Manag er Client for Chrome OS can  be used  with y our 
existing NetSupport licences already purchase d ( as long  as yo u have 
suffi cient unu sed licences) , or additional  Chrome O S only Cli ent 
licence s can b e pu rchased  from your  NetSupp ort  reseller.  
 
Insta lling and con figuring the NetSupport Man ager  Client for  
Google Chrom e extension  

1.  Download  the NetSupport Manager for Goog le Chrom e ex tensio n 

from the Google  Chrome st ore . 
https:/ /chrome.google.com/webstore  

2.  Ent er the URL chrome://sett ings/extensions to a ccess the 
óExtensionsô configuration pag e.  

3.  Locate the  NetSupport M anager Client for Google  Chrome 

ex tension and  click Opti ons . 
4.  Enter the Ga teway ad dre ss and port number  of the Gatew ay.  
5.  Optionally, enter a nam e th at identifi es this Clien t . 
6.  Click Save .  
 

Chro m e Incognito Mod e:  
To ensure tha t you ma inta in ful l c ontrol of you r Clients , it is 

recomme nded  that you 'disall ow' Inc ogni to mode  in the Ch rome OS 
User Settin gs. This  can be done ce ntrally via the Google Mana geme nt 
Console.  
 

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

 
En viron m ent  
¶ A NetSupport Man ager Control communicate s, via HTTP , with 

Google Chr ome OS devic es that ar e runnin g the NetSupport 
Manager for Chro me Client extension. For hel p installing a nd 
configurin g the required compo nents, please re fer to the 

docum ents bel ow.   
 

Remot e C ontrol  
¶ A cry stal clear thumbnail of each Chrome  OS Client  screen  can  be 

view ed by the Control  in  a singl e view.  
¶ The Client's sc reen can be discreetly monit ored  (Watch mo de) or 

remote  controlled in real - t ime (Share mode ).  

¶ For real - time  instruc tion or dem ons trations, th e Chrome OS Client 
can b e shown the  Control ( Windows  or Mac) scr een -  in a  browser  
tab or in full scre en  mode.  

¶ The Client can also be shown an appl ication ru nning on the 
Control desktop.  

¶ Mul t i-monitor suppo rt ï monitor  Chrome OS d evic es run nin g 
multiple mo nitors.  

¶ The Client's mou se and keyb oard can b e ólockedô remotel y.  
¶ Chrome OS Clien ts can join  a text óchatô session initiated by the 

Control.  
¶ Chrome  OS Client s can receive  messages sent by th e Control.  
 
Supp ort t ools  

¶ Remote  Clipboa rd -  the c ont ent of the Cl ientôs clipboard can be 
remotely re trieved by  the Co ntro l durin g a view s ession. Clients  

can also be s ent  a copy of  the Controlôs clipboard. 
¶ Reques t Help fac ility -  Clien ts can send a reques t  for help  to a 

Control.  
 
Flexib ility  

¶ PIN Connect -  the Client can  initiate an instant con nection wit h a 
Contro l simpl y by  both p arties ent ering a mat ching PI N code  via  a 
central PI N Server module.  

 
Security  

¶ User Acknowledg ement ï the Client  can authorise each inbound 
con nection request.   
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Insta lli n g and  co nfiguring the NetSupport 

Manager Andro id Client  

The NetSupp ort Manager A ndroid Client app gives an e xist ing 
NetSup port Manager Control user the pow er to connect to  Android 
tablets  and sma rtp hones in use across you r enterprise, enabling r eal -
time i nteraction and sup port . 
 

The  NetSuppor t Manage r An droid Cl ient app w orks on Andro id v4.0 or 

later  tablets and  is available for free from  the Google Pl ay store . 
 

Note : NetS upport  Manager v 12 .50 or  lat er Windows Control  
application required.  

 

Set up and confi gure  the NetSu pport Manager  Android Client  

Laun ch the NetSuppor t Manager Client  app, pr ess  and s elect 
Settings .  
 
General  

Displays the name of t he  device. T his can  be custo mised to a  name of 
your  choosin g.  
 

Securi ty  
Security K ey  
This sets a security key that  must be t he same as th at set at the 
Contro l before the Con trol will be all owed to connect.  This setting is 
optional. If there is no security  key set here , any C ontr ol m ay 
connect , re gardle ss o f the security key  set at the C ontrol.  
 

TCP/IP  
Default por t  
The default registered po rt for NetSupport Ma nager is 5405.  
 
Multicast addres s 
This i s the IP  m ulticast address  that the Client is list ening on .  

 
HTTP  
Use Gateway  
Enable this optio n if  you w ant the Clie nt's curre nt IP address  to 

register with a designat ed ' Gateway' o n start -up. E nter the IP address 
of the Gateway a long with the ma tching G ate way k ey . A secondary 
Gateway address can be add ed.  

 
 
 

https://play.google.com/store/apps/details?id=com.netsupportsoftware.manager.client&hl=en
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PIN Server  

Ent er the IP a ddre ss of the work statio n wh ere the PIN Server  is 
installed  to allow Clients to connect  usi ng PIN Con nect.  
 

To sa ve the configuration settings, select  .  
 
Features su pported on  Andr oi d:  
¶ Connect by PIN : NetSupportôs quick and easy P IN C onnect 

fea ture al lows  seamless and  secu re co nnect ivity be tween Cont rol 

and Clien t devices simply by sharing a ma tching cod e. (The PIN 
Server module, includ ed as standard w ith NetSupport M anager, 

needs t o be installed on a  Windows PC).                        
¶ Sending M essages : Th e Control use r can  broa dcast  messages 

to one, selected, or all connected Client devices . 
¶ Ch at : Both t he Client an d Control can initiat e a one - to -one t ext 

Chat session . The Cl ient ca n also be invited t o join a group 
discussio n initi ated  by the Co ntrol.  

¶ File  Tr ansfer : Th e Con trol user can tran sfer files  to and from the 

Client device.  

¶ Screen Ca p tur e : During a remote con t rol session, the Con t rol 
can capture  screenshots fro m the Cl ient de vi ce.  

¶ Wi - Fi/Battery  Indicators : The Control  can vie w t he current  
status  of wire less netwo rks and di spla y battery strength  for 
connecte d Client devices.  

 

Addition ally , for supp orted devices *:  

¶ The Control can v iew thumbnails o f all connected Android dev ices.  

¶ Zoom in to view a  larger thumbnail of any  selecte d d evice.  
¶ The  Contro l ca n di screetly v iew (Watch  m ode) or re mote contr ol 

(Share m ode) the screen of any connect ed Client devi ce.  
 
*  Suppor ted devices are from  those vendors w ho have provided  the 
add iti onal access privileges needed for screen monito ring on the ir 

devices . Devic es r unni ng Android  5 o r late r al ready have built - in 
screen capt ure capabilities.
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NetSupport  Man ager Mobil e Control for  iOS 

and Android  

The NetS upport Manager Mob ile Control for iOS and Android pro vides 
mobi le remo te c ontr ol for exi stin g NetS uppo rt Manag er remote 
control users  from any iPad, Android Tabl et o r Kindle F ire.  
 
The M ob ile Control allows a  user to quickly  search and conn ect to 
local com pu ters by either I P address or PC name  or to brow se, 
connect an d view remo te computers using  the free NetSupport 

Manager  Internet Gat eway component.  
 
The NetSupp ort Manager Mobile Control  provides full remote  control  
of any remote PC runnin g an exi st ing  Net Support Manager C lient 
(version 11.04 or later),  as well as  chat and mess age  capabilit ies.  
 
The NetSu pport Ma nager Mobi le App can be downloaded  from Google 

Play , the Apple iTunes st ore  or the Amazon app  store .  

 

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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Using th e Contro l  
 
In this chapt er é 
 

You will discover  how to use  the wealth of fea ture s avai lable to 

a Control  user . From how to in itiate a remot e control session 

to h ow you then  moni tor and m anage ac tivity at the end -

userôs desktop.   
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Starting the NetSupport  Man ager  Cont rol  

To s tart the  NetSupport M anager Control  program  
1.  Double click on the NetS uppor t Manager  Control  icon in your 

NetSup port Manager  Program group . 
Or 

Click the N etSupport Manager Control desktop icon ( if you 
installed a  desktop icon for the Control).  
Or 
Choose {Start } {Prog ram s}{NetSupp ort  Manager}{NetSupport 

Manager Cont rol } fr om your o per atin g syste m.  
 
As Net Support  Manag er initialises, you will see a window in t he 

middle of you r screen with the NetSu pport Manager logo and v ersion 
information.  This  only appears for a  few s econds while Net Support 
Manager  loads, a fter whic h the Control wi ndo w wi ll  be displayed and  
the  Welcom e wizard will appear . From he re, you can c onfigure the 
net work  protocol(s) to use , view th e getting start ed guide and see 
whatôs new in this version of N etSupport Mana ger . To just start the 

Cont rol progr am,  click Start .  

 

Note:  By de fault, the  Contro l is co nfigured to support the TCP/I P 
proto col;  however, it  can  support multiple p rotocols 

simultaneo usly.  If you receive a protocol error message when 
sta rting the Con trol or want to configure it to supp ort Clients 
runn ing on di fferent protocols, click Con figure  in the 
Welcome wizard or click the Change the settings for the 

current Con f iguratio n  icon   on the ca ption bar in the 
Control window  and  go to the Conn ectivity sect ion.  
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Th e Control w indo w  

The Con trol w indow  is the pri mary int erface for:  
¶ Configuring the Contr ol 

¶ Connec ting to Cli ent s 
¶ Maintaining Client inf ormation  
¶ Select ing whi ch Cli ents  to wo rk with  
¶ Selecting  tasks to carry out.  

 

The caption bar  
The caption bar indicates t hat you are in the Control window a nd 
displa ys the nam e of the NetSupport Manager Control workstation. 
The f ollo wing options are available:  
 

 Show or hide t he ribbon.  

 

 NetSupport  Manager allows you to set up multiple 
profiles f or different Control user s. Here, you can access 
the Configu rations dialog, whe re you can create and 
manage profiles.  
 

 Access the  set tings for the  current Control configuration 
(profile).  
 

 
Shows how m any windows are open. From here, you 
can access the Window menu.  
 

 
Access the online help and version numbe r, licens ee, 

Techni cal Support and compression informat ion.  
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The ribb on  

The  ribbon provi des access to all the features , tools and sett ings. 
Positioning the cursor over an icon will display a brief description of 
its fun ction. The ribbon is organised in to the following ta bs:  

 
¶ Home  

Provides quick access to the tools needed fo r browsing, locating 

and connecting to Clients. Y ou can also acce ss some c ommonly 
used Client commands  here.  

 
¶ Group  

Provides access to the group functions wi thin NetSupport 
Manager. F rom here,  you can c onnect, organise and carry out 
tasks on groups of Clie nts.  

 

Not e : T his tab will only appear when you ha ve a group selec ted.  

 
¶ Rem ote  

Here, you'll find the remote  and manage  features, such as view, 

file transfer , power on/off  and scan. Yo u can also communica te 
with Clients using the Chat , Message  and Audio feature s. 

 
¶ Desktop  

From here, you can show your  screen  and applicat ions  to C lient s, 
record and playback replay files and send a message or 
announcement to Clients.  
 

¶ Tools  
Provides acces s to addi tional too ls such as File Manager, File 

Distribution and User -Defined Tools.  
 

¶ View  
Allows you to customise the lo ok o f the List a nd Tree v iew and 
search for Clients and objects in the Tree view . 

 

Note :  If you have a Client sele cted, a tab w ill app ear in the ribbon 
displaying the Client name. From here, you can access a  

range of tools and you can view and edit the det ai ls for the 
Client machi ne. If more than one Client is selected, a 

Selecti on tab appears, allowing you to per form  functions to  all 
selected Cl ients.  
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The quick access b ar  

The quick access bar allows  you  to  vie w Clients/ gro up s y ou have 
recently conne cted to . From here , you can  perform a numb er o f 
commonly used func ti ons, including conne cting to and viewing the 
Client.  
 

Note : Clicking Re cent  will displa y a drop -down menu,  all owing you 
to switch between recent  connections and pre -defined groups.  

 

The Tree vi ew  
The Tree view  is wh ere NetSupport objects such as Clients and 
groups are created, displayed and organised. Each set of objects is 
stored in its own  fo lder and when th e fo lder is selec ted, the contents 
are  displayed in the adjacent List view.  

The List vi ew   
The List vie w disp lays the co nten ts of  the curre ntly selected folder in 
the Tree  view . You c an switch the display mode bet ween  large icons,  
small icons, details  view  or  Thumbnail vie w. The information wi thin 

th e List  vi ew can be cust omised to show spec ific information  relev ant 
to you.   
 

The status bar  
The status  bar is displayed at the bottom of the Control window. It 
shows the numbe r of  items in th e folder selected i n th e Tree view , 
along with the number of connected Clients. You can also select 
which o bjects to work w ith, how they are displayed in the List view 
and access the thumbnail settings.  
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Quick access bar  

The quick access bar allow s yo u to view Cli ents/groups you have 
recently co nnected  to . From here , you can see an overview of the 
Clien t details and  perform a nu mber of  common ly us ed fun ctio ns, 

includ ing connecting to and viewing the Clien t.  
 
Click ing Recent  wi ll  display a drop -down  men u, allowing y ou to 
switch the quic k access bar between r ecent connections and pre -
defined groups.  

 

Click ing a Client name brings up a Remote Man agement pane, a nd 
from here, you can see details of the Client and perfor m  a variety of 
functions.  
 
By defau lt, the Client na me, wireless and batt ery indicators (if 
app licable) and security statu s (shows if TLS or en cryption are 
enabled or not) are dis played alongsid e the Clien t on the quick access 

bar. You can customise what i s displayed and  choose to show the 
Client's logged -on user name, IP addre ss, operating system, 

enclosure type and location  by right -clicki ng on the quick access bar.  

 

Note : Changing the Client display options here  will also change them 
on the caption bar,  connected Clie nts list on the stat us bar 
and when zooming into thumbnail s. 

  

Click  to connect to all Clients and  to d isconnect f rom a ll 
Clients . 

 

To hide the quick access bar  
The quick access bar is displayed by default but can be hidden if  
required.  

 
1.  Select the Vi ew tab in the ribbon  and click  Quick Access . 

Note : Click a gain to sho w the quick access bar.  
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Tr ee view  

The Tree view is where you access the inf ormation abo ut the vari ous 
NetSupport Manage r objects. An o bject may be an i ndi vidual Client, a 
group or even a colle ction of help requests  generated by Cli ents.   

 

Each set of objec ts is  stored in its ow n folder i n the Tree view. The 
individual objects in  a folder ar e d isplayed i n the adjacent List  view . 
So, for example, selectin g t he Active  folder will result in the Li st view 
changing to di splay all current ly connect ed Clients.  
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The Tre e view can be exp anded or c ontracted (depending on the 

detail you req uire) by cli cking the   icon to the left of a folder.  
 

Note s :  
¶ The height of  th e items in the Tree view can be reduce d if 

required. Select the View tab in t he ribbon and click the Co mpact  
Mode  icon.  

¶ You c an hide th e Tree view, providing more space when wor king 

with ob jects in the List view. Select t he Vi ew tab in the ribbon 
and cl ick  the Show Tree  icon.  

 
The a vailable f o lders are:  
All Compute rs  
A list of all known Clie nts  that have be en c onne cted e ither du ring the 
current or previous sessions. It is v ery qu ick  and ea sy to connect t o a  

Client from thi s folder as it remove s the need to  first perf orm a 
br owse  or k now the net work address of the Cl ient.  

 
You ca n or ganis e ind iv idu al Client s in to group s. Once a Cl ient is 
included  in a group , th e whole of that  gr oup  can be conn ected  to  and 
worked on simultane ously  without t he ne ed to connec t a nd select 
them indi vidual ly.  

 

Clicking  the  icon next to Al l Computers  will show any g roups that 
have been created.  
 

Auto  Gr oup  

Clients will be  automati cally  gr oup ed acc ording to the  predefined 
criteri a, al lowing  you  to quickly a nd  easi ly see wha t op erati ng system 
Clien ts a re using, the NetSuppo rt  Manager Cl ient  version, the type of 
devi ce a nd the Client loca tion. Thes e groups  are fixed and cannot  be 
amen ded, but  yo u can create your own  groups to reflec t  the  company 
str ucture.  
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Browse  

This is a list of Cli ents discove red by runn ing a brow se acti on i n the  
current sessio n. C onnecting to a C lient from this fol der  causes it s 
details to be s tore d for later use in th e All Comput ers  folder.  
 
Active  
Any Client t hat is c urr ently  connected will be displayed  in this f older.  

 
Help  Reques ts  

Net Support Manager  inc ludes  a functi on at the Client that enab les th e 
Client user  to  send a re quest for help . I f a Control is connected when 
a Clien t sends a hel p request,  the Cont rol wi ll  be imme diately 
notified , a s the Hel p Request s  folder is hi ghligh ted . If  the Co ntrol is  
not  conn ected, i ts Help  Re quest s  folder wi ll be highlighted  the  next 

time it connects to that  Clien t .  
 
vPro Managem ent  
NetSuppo rt Manager ca n locate PC s that h ave vPro  capabil ity and 
perform a v ariety of functions . All PCs with  vPro  capabil ity wi ll be 

display ed in  the Li st view.  Select a vPro mac hine t o access the 
available functions in the Home tab of the ribbon.  

 
Search  
You can search for Clients and objects i n the Tree view and the 
results wil l be dis played here.  This folde r will only be  displayed if you 
have perform ed a sear ch.  
 

Remote Ne twor k s 
Thi s refers to C lient s that have to be con nected  over a dia l-up link. 

They may be Clients on a LAN in ano ther  buildi ng or even stand alone 
workstations.  In eith er ev ent , th ey are refe rred to  as remote 
networks  and the informati on concer nin g the telep hone  numbe r to 
dial  and  the type of connect ion is stored  in this f older.  
 

This fold er is hidden by default . To vie w this, c lick t he Change the 

settings for th e current Configurat ion icon  on  the caption bar. 
Select Control Interface  -  Settin gs  and clear the Hi de Dia l 

Directory  checkbox.  
 

Internet Gat eways  
The primary  role of a NetSupport Manager Gateway is to faci lita te 
seam less remote contr ol between PCs th at may be loca ted  behind 
dif fere nt fir ewalls.  The Gateway provides a stable an d sec ure met hod  

for loc at ing  Clients via HTTP and de livers web -base d remote control 
without the need for m odifications to existing firew all configu rati ons.  
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A lis t of your Gatewa ys will appear  here , and you can  add, edit and 

browse a Gateway.  
 
Automation  
Script s cr eat ed using the NetSuppor t Manager  Script Editor can be 
add ed to this folder . The List view s hows the nam es of each  scrip t 
and ena bles  you to add  new scr ipts to the list . Select a script to 

access the availa ble functions in the Home tab of the ribbon.  
 

Not e : You can hi de folders t hat you don't need to see in the Tree 
view.  Click th e Change the settings for the current 

Configuration icon  on the caption ba r.  Choose Contro l 
Interface -  Settings  and select th e options you wish to hide.  
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List view  

The List  view d isplays  the objects stored in the correspondi ng folder 
in t he Tre e view . For ex am ple, i f yo u se lect the Active  folder, t hen 
the List view will contain  the details of the curr ently conn ected 

Clients.  Similarl y, if you perform a browse  acti on , the resu lts of that 
browse  will be  displayed.  
 
You can  expand the List  view by h idin g the Tree view, giving you  
more spac e to work in. Select the View tab in the r ibbon an d cli ck the 

Show  Tree  icon.  Click thi s again to show the Tree view.  

 
You can easily select which objects to work with and how they are  
disp layed in the List view by selecting the View tab in the ribbon and 
clicking the appropriate icon in the List section or clicking the 
appropriate icon on t he status bar.  
 
When viewing in  large  icons, the ope rat ing  system,  Wi-Fi and batte ry 

indicators and location f lag (if enabl ed) will  be displayed. D etai ls vi ew 
will also d isplay  the  Wi-Fi and battery indicators next to t he Client 

icon. Furth er i nfo rm ation  is available  in Details view by customising 
the columns  displa yed. 
 
By default , the Cl ient locatio n fla gs are enabled . To disabl e the se, 
click the Change the settings for the current Configuration icon 

 on the caption b ar.  Select Contr ol Inte rface  -  Settin gs  and 
clear the Show Cl ient location  checkbox.  

 

Note : By default, double -clicking a Client in th e List view opens a 

View window . You can customise  the action taken in th e 
Control configuration -  Control Interface Setti ngs.  

 
To  custom ise  the  List v iew  
1.  Sele ct the View tab in the ribb on and cl ick Colu mns .  

Or 
Right -click in a blank area of the List view and s elect Columns . 

2.  The Client List Columns  dialo g will appear . 
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The tabs shown at the top of the Lis t  view relate to eac h of the  Clien t 

List windows that are  available for the Cont rol.  

Select t he desi red tab:  the l eft -hand window highlights co lumns that 
are a vailab le for inc lus ion ;  th e right -hand  windo w shows those 
al ready  included. Simply select the col umn name you require  and 
the n Add  or  Remove . 
 

The arrows to the far right of the  win dow are u sed to adjust the  ord er 
in which each column is di splayed ; th e hig her up  the list rep resents  
the pos itio n from  the left  of t he  List  vi ew.  
 

Note : When  viewing in details view, yo u can apply f ilt ers to  the 

colu mn  headings,  allo wing  you  to easily searc h for specific 
Clients. Select the View tab in the ribbon and click  the Filter 
Bar  icon.  
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Status bar  

The status ba r is displ ayed at th e bot tom of the Control window. It 
shows t he n umber  of  items in  the fo lder selected in the Tree view 
along with the number of connected Clients. You can see a list of the 

connected Clien ts  by c licking Connected (you can  also  disconnect a 
Client f rom here).  By d efault, the Client name, wireless and battery 
ind icators (if appl icable) and security status (shows if TLS or 
encryption are enabled or not) are displayed. You can customise what 
is d ispla yed and choose to show the  Client's logged -on user name, IP 

address,  operating system, enclosure type and location by  right -

clicking Co nnected .  

 

Note : Changing the Client display options here  will also change them 
on the quick access bar, caption bar  and when zooming into 

thumbnai ls.  

 
Not e : If a C lient disconnects, the Co nnected  icon will turn red to 
notify you. You can  see which Clien t has disconne cted by op ening the 

list and you can choose to reconnect or remov e them fro m the list.  

 

To disconnect al l con nected C lients, c lick  . 
 
You can easily se lect which objects to wor k with in the List view by 
clicking the appropria te icon:  

 

 Selects all objec ts.  

 Selects all connected Clients.  

 Reverses the current sel ection.  

 Clear the objects selected.  

  
The appear ance of d ispl ayed items in  the List  view can be switched 
bet ween large icons, small icons, list, details and thumbnail view b y 
clicking the  appr opria te icon:  

 

 Details view.  

 List view.  

 Small icons view.  

 Large icons view.  

 Thumbnail  view . 

 
If y ou are in  thu mbnai l view, use the s lider to adjust the thumb nail 

size. Click   to adjust the thumbnail update  frequency. By d efault, 
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when y ou mo use o ver a thumbnail, you zoom into the Client's screen. 

Click  to tu rn this on or off.  



NetSupport  Manager v .1 4.00  

 

 73  

Finding C l ient s  

Before you can open a Vi ew window  for remote control o r to  wor k 
wit h Clien ts, you mus t f irst connect t o th em.  

 
Rather than h av ing to kn ow all the Cli ent na mes and th eir net work 
address es in  adv ance , N et Support M anager provid es a brow se facility 
that enables you to a uto -discover them.  
 
Whe n you ru n a browse  action, th e Con trol se nds a messa ge on al l 

protoco ls f or w hich it has been  configur ed, asking all  Clients to ñsign 
inò with their na me, n etwo rk a ddr ess and prot ocol.  
 
The r esponses are added to the  Browse  folder in  the Tree vie w and 
thei r details are displayed in th e List view.  You can th en conne ct and 
wo rk  wit h these Clients dire ctly or  organise them  into groups for  later 
use.  

 
Once y ou ha ve connecte d to a Client disco vered  by the browse 
function, its details are a utomatically stored in the All Computers  

folder in t he Tree view . These Cli ent s the n become know n Clients  and 
you can su bsequ ently connect to the m without the nee d to run a 
browse  act ion fir st . 
 

Note:  You may  be us ing NetSupportôs Gateway  faci lity t o establish 
Client conn ection s, in which case you ca n choose to include 
Gat ewa y Cli ents when  browsin g. Although th ese wi ll ap pear  in 

th e Br owse  folder alon g with any n etwork Clien ts, they  are 
not stor ed in th e Know n Client list .  

 

To find a Client on a net work  
1.  Go to th e Home tab  on the rib bon.  
2.  In the Prefix  fiel d, ente r the Client n ame ( a partial  nam e ca n be 

entered or leav e bla nk to browse for all Clients).  

Note : Select the d rop -down arrow t o choose from a lis t of 
previous entries.  

3.  Optional criteria can be  specified, s uch as onl y browsing for 
Clients who ha ve requested  help or inclu ding Gateway C lien ts i n 
the search.  

4.  Click Brows e . 
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Or 

 
1.  Select the Browse  folde r in th e Tree view  and d ouble -clic k Look 

for Clie nts  in the  List view.  
2.  The Brows e dialog will appear .  

 

Enter a p artial Cli ent name or leave b lank for a l l Cl ients  

Type in the fir st pa rt of a Cl ient n ame here  to narrow the sea rch. 

If  you have many Clients on your  network, yo u m ay  only  be 

interes ted in  those t hat b egin with a certain word or letter . If you  
have Client s that begi n with A DMIN , typin g this in  would  return  
Clients such as AD MIN1, ADMI N_OFFI CE and A DMINISTRATOR . To 
find all  available Clients leav e this field empty.  
 
Onl y  Clients Reques ting  He lp  
Sele ct th is check box to br owse only for Clients tha t have 

req ues ted help.  
 

Include Gateway Clients  
Select this che ckbox to i nclu de Ga teway Clie nts wh en brows ing.  
 
Click OK  to begin the br owse. A  dialog  wil l advis e you that  the  
Control is b rowsi ng for Cli ents.   
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Click  Cancel  to abort your browse for Clien ts. This will  take  a fe w 

seconds, aft er which  a lis t  of availabl e Clients on t he network meet ing 
th e cr iter ia will be  display ed in the Browse  folder. You c an then  
right -cli ck on i ndividual Clie nts  to conn ect t o the m, display t heir 
properties or carry out t asks.  
 
If the  expected Clients are no t found , it may  be b ecause NetSu pport 

Manager  has not bee n conf igur ed t o browse the requ ired networks. 
See  óConfiguri ng the NetSupport Mana ger Control for subn et  

brow singô for m ore inform ation.  
 
If you only want to browse  for Gat eway Clients,  sele cting the 
Gateway  from the Internet Gatewa ys  folder in the Tree view will 
change the Browse  section in the  ribbon to only sear ch for Gateway 

Clients. Alternatively, double -click Browse Gateway  in the List view. 
Clients browse d for  in this  way will not  appe ar in the Browse  folder.  
 

Note : You can al so search for existing  Clients in the Tree view  by 
entering the search criteria in t he Search section of the View 

tab.  
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Connecting to C l ien t s 

Before yo u can remote contro l a C lient, y ou must f irst connect to it.  
 

To connect to Clients  
1.  Select  the Client you want to  connect  to in t he All Computers  or 

Browse  folder.  
2.  Select the Home  tab in the ribbo n and cli ck Connect .  

Or 
Right -click  on th e Client i con a nd choos e Connect .  

Or 
Doub le-click  on the C lient ic on to connect and  view it 
im medi ately . 
 
If  the Client has been co nfigur ed wit h se cur ity pa sswords , yo u 
wil l be  prompted to enter a  user I D a nd the co rrec t password. 
Thi s m ust  be equal to the  user ID and password t hat has been  set  

in t he Cl ientôs profile.  

 

Note : Net Suppor t Manager p rovi des a  PIN Connect feature which 
allows yo u to  qui ckl y loca te and co nn ect to a Client anywhere 

across  the  ent erprise w itho ut k now ing the Client 's compute r 
name  or IP add ress.  A PIN Server genera tes a uni que P IN 
code w hich bot h the Control and  Client ent er t o est ablis h a 
connection.  
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Connec t ing t o Clie nts u si ng PIN  Connect  

NetS upp ort Manage r prov ides a qu ick an d easy w ay to connec t  to 
Clie nts w ithout ha ving to know the PC name or IP addre ss. A PIN  
Serv er generates a unique P I N cod e;  thi s is th en ent ered  at b ot h the 

Client and Control and th e connec tion is c reat ed.  
 

No t e : A PI N Serv er must be  insta lled and c onfig ured at both the 
Client an d Contro l to use this fea ture.  

 

Installing  and config urin g a P IN Server  

The PIN Server can  be in stalle d as  a standa lone comp onent on a 
machine  or along with othe r NetSupport Manager  com ponents . 
 
To i nstall the  PIN Server com ponent , you mu st select Cus tom  when  
choo sing the type of  NetSupport Manage r installat ion to pe rform .  
 
Client configuratio n  

1.  From  the b asic  or adva nced Clien t Configurator, select 
Connectiv i ty  -  PI N Server . 

2.  Enter  the IP add ress a nd port (de fault  443) for the  PIN Server 
m achine.  

3.  I f yo u are  using  a proxy se rver to connect to the PI N Server,  
ent er th e ser ver address and an appr opr iat e port . 

Note :  This only applies to Windows 8 machines and earlier. 

Windows 8.1 and above machines use automatic proxy 
configured i n Wind ows Sett ings.  

4.  To use the s ame settings as t he NetSupport Gateway, cl ick Copy .  
5.  Click  OK . 

 
Cont rol c onfiguration  
1.  Click the Change the settin gs for the cur rent Configuration 

icon  on the caption bar.  
Or 
To apply the setting t o a specific profile, click the  Profiles  icon 

 on the c apt ion bar. Select t he required profile and c hoose 
Connectivity and Startup Settings .  
Or 

Selec t the Home tab in the r ibbon, click PIN Connect  and then 

click PIN Server Settings (you can skip step 2).  
2.  Select Connectivity  ï PIN Ser ver . 
3.  Ent er the  IP addres s and port (default 443 ) for the PIN Server  

mach ine.  
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4.  If you are us ing a pr oxy server  to co nnect t o t he PIN Serve r, 

enter the server a ddre ss and an app rop riat e port.  
5.  You can us e the same  sett ings as a NetS upport Gateway. Selec t 

the requ ired Gatewa y and clic k Copy . 
6.  Click OK . 
 
Gene rating a PI N f rom t he Con trol  

1.  Select the Home tab in the ribbon and click PIN Connect .  
2.  Click Create PIN . 

3.  The PIN Serve r will generate  a uniqu e code. When  advised , the 
Client ent ers the PIN and a connection is esta blished. 

 

No te : T he P IN code can  be e mail ed to the Cli ent or copie d to the 
clipboard by c licking the a ppropriate ic on.  

 
Entering a PIN at the Control  
1.  The Client will advise  you of the PIN code . 
2.  Select the Home tab in the  ribbon and click PIN Connect .  
3.  Click En ter  a  PI N . 

4.  A keypa d wil l appear . Enter  the PIN code  and c lick Conne ct .  
 

Generating a PIN fr om the C lient  
1.  Double -click the NetSup port Manager Client i con in  th e sys tem 

tray.  
2.  The Client In formatio n wi nd ow wil l appe ar . 
3.  Click Create PIN . 
4.  The PIN Serv er will  gener ate a uniqu e co de. W hen  advised , th e 

Control e nters t he PIN and a connection is establis hed . 
 

No te : T he PIN c ode can be  email ed to the Control or copied  to  
the clipboard by clicking t he appro pria te  icon.  

 
Ente ring a PIN  at the Client  
1.  The Contr ol advi ses th e Client of  the  PIN cod e. 

2.  Doubl e-click the Net Support  Manage r Client icon in the system 
tray.  

3.  The Cli ent Info rmation wi ndow will appear . 
4.  Click Ent er  a P IN . 
5.  A ke ypad will appear . Enter  the PIN  cod e and cl ick Co nnect .  
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Qu ick Connect  

Quick  Conne ct allow s you to directly conne ct to a Know n Client  by 
Client name,  logged - in user name , or  by  net work address. Thi s saves 
you  from  hav ing to perform a netwo rk brow se before  select ing  the 

desi red Clie nt fr om the L ist view.  
 
Clien ts configured for HTTP/HTTPS  con necti ons through a NetSuppor t 
Gatewa y can  also  be selecte d.  
 

To connect to Cli ents  

1.  Select the Home tab in th e ribbon.  
2.  In th e Quick Connect section, enter the Client machine name, 

logged -on user nam e or network add ress in the Text field ( click  
th e drop -down arrow to choose from a list of previous entries) 
and select the required Conn ect By  icon:  

 Connect by logg ed-on user name . 
 

 Connect by machine name.  

 Connect by IP address.  

 

No te:  If the  Client is  configur ed for HTTP connec t ions thr ough a 
Gatewa y, in ad ditio n to the name  or user  name  of th e 

Client , you will n eed to c hoose  the appropriate G atew ay 
name from th e list pro vide d.  

3.  Click  Qu ick  Connect .  
4.  A dialog box will inf or m  you that  NetSu pport Mana ger  is trying to 

connect to the  named  Client.  
 

I f the c onn ection  attemp t is successfu l, the Active  folder wi ll be 
opened  and th e Client detai ls displ ayed  in the Client status . You can 
then view  the Clien t  or  condu ct other one - to -one or group  ta sks.  
 

No te :  If  conn ecting by user  name  and more t han one Client machine 
matches th is crite ria , a list of Clien ts wi ll appear  for you  to  
select from . 
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Conne cting  to C lients on diffe rent p rotocols  

NetSupport  Manager  support s conne cting to  Clients on m ultip le 
t ransports . The sup por ted transports are TCP/IP and HTTP with 
legacy support for IP X and NetBIOS (within NetBIOS, there are 8 

logical adapter s).  

 
Transports can be configured and tested for Clients within the 
Connectivity section of the basic or advanced Client Configurator.  

When t he Con trol performs a brow se, it looks over all con figu red 
t ransp orts. Once Clients have been found, you can connec t to them 

by hig hlighting them and clicking Connect  on the Home tab in the 
ribbon.  

Connected Cli ents on diff erent  transpo rts hap pily c oexist  within the 
Contro l. Operat ions such as File Distr ibu tion , Show  and Scan  work 
over  different t ransports . 
 
I f yo u know that y ou only h ave Clients on one particular  transpo rt , 

then the Cont rol wil l init ialise slightl y qui cker if you on ly configure it 
for thi s t ransp ort . 
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Configuring t he NetSupport Manager  Control  f or  

sub n et b r owsing  

Most corporate networks a re made up of  a number of  small n etworks 
that are connecte d to geth er in order to  provide end u sers with  access 
to netw ork re sources. NetSupport Manager incorporat es featu res that 
allow a NetS upp ort Ma nager installa tion on on e network  to be used to 
remotely  ma nage compu ters on another inte rconnected network . 
 

Usin g Ne tSup port M anager in its default configura ti on  wil l enabl e you 

to remote ly manage computers on a remo te LAN if connect ivity to  
tha t r emote LAN is provide d by a WAN. 
 
Howeve r, there are some confi gur ation  chan ges that are  require d to 
allow a NetSupport M anag er C ontrol  to browse  for Clients  on remot e 
LANôs. The co nfigur ation cha nges required are dependent  on the 

ne twor k tra nsport t hat you  will be using with NetSu pport  Manager.  
The two most common tr ans ports  that  are used  over WANôs are 
TCP/IP and IPX.  
 

Co nfig urin g  the Net Support  Manager Con t rol for IP  subne t 
b rows ing  
Before configurin g Ne tSup port M anager to browse on a remote IP  

sub net , it is useful  to under stand how IP addresses are ma de up an d, 
in par ticular , what an I P broadcast  addre ss is.  
 
For furthe r information, s ee óUnd erstandi ng IP  Addresses ô in the 
Technical Reference sectio n of thi s manu al . 
 

To c on figure the NetSuppor t Ma nage r  Control to br owse I P 

subne ts  
1.  Click  the Change t he settings fo r the current Configuration 

icon  on the caption bar.  
Or 

To edit a named configu ration f ile, click the  Pr ofiles  icon   on 
the caption bar. Select the required configuration and click 
Connectivity and Startup Settings .  

2.  Sele ct Con n ectivi ty  -  TCP/IP . In the Browsing section , clic k 
Settin gs .  

3.  The Configure TCP/I P Client Browsing dialog  wil l appear . 
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4.  Click Add  and  enter the broa dcast  add ress  of the network  you 

wish to browse if known.  

 

To enable NetSupport Manage r to calcul ate t he bro adcast  
addr ess, click Advan ced  and e nter a target I P addr ess followed 
by th e subne t mask o r ent er the requ ired address  range.  

 

5.  Click OK . 

 

No tes :  
¶ When adding the address of a remote s ubnet, y ou must ens ur e th at 

the broa dcast  addre ss for the local subnet is also present. If no t, 

the C ont rol will not find  any loca l Clients when you  per for m a 
brow se.  

¶ Some network  routers wil l suppre ss broad cast pa ckets  from being 
transmitted across WAN li nks. If this is the  case, th en even i f th e 
Cont rol is corre ctly configured , you will not be  abl e to brow se th e 
remote subnet . 
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Conf iguring the NetSup port  Ma nager C ontro l to browse 

r emote IPX n etworks  
Before configuring a NetS uppo rt Manager  Cont rol to brows e a remote 
I PX netw ork , it is usefu l to understand how IPX addresses are 
form at te d. You  will ne ed to hav e the IPX n etw or k nu m bers for eac h 
IPX network that you wish NetSupp ort Mana ger t o browse . T his  
include s the IPX network numb er for the  loca l network on  which the 

NetSuppo rt M anag er  Contr ol is installed .  
 

For further information,  see óUnderstandi ng IPX Ad dres sesô in th e 
Tech nical Referen ce se ction of this manual . 
 
To c onf igure th e Net Support Manager  Contro l to browse 
remote IPX n etwo rks  

1.  Click the Profile s  icon    on  the caption bar.  
2.  Select the required configura t ion  and click Conn ect i v ity and  

Startup Settings .  
3.  Sele ct Con n ect i vity  -  IPX . 
4.  Check the Use IPX and  Record Clientsô Network Nu mbers  

options.  
5.  In  the  Use Networks  field , ent er  each of  the IP X netw ork  

numb ers that  yo u w ish NetSupport Manager to browse. If 

m ult iple netw ork numbe rs are r equi red, se parate each with a 
com m a. 
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NetSup port Co nnectivity Se r ver  

The key  to a succ essful remote  support  soluti on is the ability to locate 
and connect to d evices no  matter whe re  th ey are.  Net Support 

Manager provid es a rang e of c onnecti vity methods as stand ard.  
 
The NetSupport  Connec tivity Server  (Gate way ) is a central hub  for 
ma naging a ll your NetSu ppo rt co nnec tio ns across the internet.  From 
the consol e, you can se e what Net Sup por t Con nect iv it y compone nts 
are install ed and  in us e.   

 

NetSupport Conn ectivit y Server  Console  

To open th e NetSupp ort Co nnec tiv ity Server , right -click  the 

NetSu ppo rt Connect ivi ty Se rver  icon in the system tray and 
select Open  or  dou ble -click the icon.   
 

An overv iew  of  how many C lients are cur rently  conne cted is  
displayed.   

 

Further inf ormat ion can be found  in  each of the tab s:   
 
¶ Features  

Shows you  wha t  compon ents of  the NetS upport Co nne ctivi ty  

Server  are installed . 
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¶ Clients  

Displ ays a list of all the N et Sup port Clients currently connected t o 
thi s NetSuppo rt C onnectivity Se rver and any Connectivity Servers 
kno wn to this one. Det ails for the Clients are displaye d along with 
the  NetSupport Connectivity Server they are c onnected to.  
 

Note : A secure indicat or   will appear  next to the Client if it' s 
running ov er a  secure SSL/TL S connection.  

 

¶ Act ive Sessions  
Displa ys a  list of cur ren t  connections between  a N etSuppor t 
Contr ol and a NetSuppor t C lient  with the  date and time that the 

connec t ion  started . 
 

Note : On ly  sessions on t his NetSupport Connecti vit y Server are  
displayed.  

 
¶ Servi ces  (only appl ica ble  t o the Nam e Serv er)  

Displays a l ist  of NetSupport School Tut ors tha t  are  active in 

Room mode. This allows N etSu pport School Clients  to c onnect to 
the room  throu gh th e N ame Serv er . 
 

¶ Servers  
Displays a li st of Servers kn ow n to this NetSu pport Connectivity 
Ser ver . From here, you c an see detail s of the servers, such as  the 

sta tus, number of C lients co nne cted and any active sessions.  
 

Note : You can  filter the contents of  th e Clients, Act ive Sessions and 
Servi ces ta bs so that  on ly items meeti ng certain criteria are 

displayed. Ent er th e search term  in the Filter field unde r the 
required column he ading and th e matching items will be 

displayed. Click  to clear the filter.  

 

Expo rti ng data  
Dat a ca n be exported to a  .CSV file, allo win g further anal ysis. Select 
the tab you want to expor t dat a from and se lect {File}{Ex port} from 
the drop -down m enu bar.  
 

To configur e the settings for th e NetS up port Connectivi t y Server , 

select { File }{C onf igure Conne ctiv ity S erver} from t he dro p-down  
men u bar . 
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Conn ecti ng to Clients/Controls v ia a NetSuppo r t 

Gat ewa y   

The pri m ary r ole o f a Ne tSupp ort Gateway  (NetS upp ort  Connectivity  
Server)  is to  facil itate seam less remote c ontrol be tween PCs that may  
both be locat ed behind  different  Fire walls. The  Gateway prov ides a  
stable and secu re  metho d for locating and connec ting C lients /Controls 
via HT TP, deliveri ng web -based r emo te control  wi th out the  need  for 
m odificatio ns to existing  Firewal l configurations.  

 

Typically, co mpan ies p ro tect the ir internal net work by u sing  a 
Firewall, o nly allo wi ng conn ections if specific TCP/ IP por ts have been 
opened . On  occasions , you m ay fi nd tha t  a direct  conn ection  betwe en 
a N etSupport Manager Contro l and Cl ient is blocked  because the 
Fire wallôs they  are pro tecte d by are c onfigured  to preven t outgoi ng 
conne ct ions on  all but the standard TC P/IP p orts .  

 
A NetSupport Ga teway solve s this  prob lem  by  acti ng as  a th ird par ty 
th at sit s between the Control an d Client , the HTTP/HTTPS  proto col , 
rather than  TCP/IP, being used for c ommun ication s. 

 

Notes:  
¶ Client an d Co ntro l configu rations can have both TC P/IP a nd 

HTTP/HTTPS  enabled simulta neously , thus ensuring  that l ocal  
conn ectio ns are s till valid . 

¶ In versi on 9.10, port  443 was introd uced  as the de fault for H TTP 

comm un ications, 3085  being used  previous ly. Gatewa y settin gs 
will be preser ved  for existing custome rs who  sub sequently 
upgrade, e nabling 3 085  to  conti nue to be u sed , but t here may  be 

scenar ios when u pgraded Co ntrol s and Clients  will need  the  HTTP 
port m anua lly  reconfiguring t o ensure ope rability . 
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Gate way inst alla tion  

The  Gatewa y is designe d to run o n a machine th at is accessible  from 
both the Cli ent a nd C ontro l. It must , therefo re,  have a fixe d or stati c 
I P add ress .  
 
The Gatew ay can be installed as a  stand alone component  on the 
m achine you  wish t o use  or a lon g w ith  ot her  NetSup port  Manager  

component s. 
 

To install the Gate way com ponent , you must s elect Custom when 
choosin g th e t ype o f NetS uppo rt Manager i nstallation to perform  and 
ensure  the Gateway component is selected.  
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Gate w ay  configuratio n  

At the end o f the installation, the NetSupport Con nectivit y Server 
Configuration utility will  be disp layed, allowing you to confi gure the 
properties for the Gateway.  The following tabs are availab le:  
 
¶ Gen era l t ab  

 

Lis ten ing Po r t and Int erf aces  
Listen o n a ll IP inter f aces  
The NetSupport Connect ivity Server  uses HTTP port  443 by 
default.  This  can be c hang ed to any open  por t to  fit t he 
environment.  
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Note s :   
¶ Mul tiple po rts can be configured.  Separate  ports wit h a  

comma, for  exa mp le,  '443, 308 5C' . 
¶ Addin g a ca pita l 'C' to t he  end of the  port number makes it 

'Client only '. On ly  Client machines can re port  using t his port . 
¶ If the  Control a nd /o r Cl ient are located behin d a fire wall, you 

will need to  enable p ort 443, o r t he configur ed p or t(s ), wit hin  
th e confi gurati on o f your fir ewall.  

¶ In version 9.10, port 443 was introduced as t he  default for 

HTTP commu nica tions, 3 085 bein g used p reviously.  
Net Supp or t Connectivity Serve r settin gs will be preserved for 

existi ng custome rs who subsequ entl y upg rade, enabli ng 3085  
to co ntin ue to be u sed, but there may be scenarios when 
upgraded Contro ls and  Clients will need the HTTP por t 
manual ly recon figuring t o ensure  operability.  

 
Listen on speci fied IP interfaces  
You can  add multiple I P addresses or  ent er  a specif ic IP address , 
sele ct Add  and ent er the IP address.  

 
Comms. Managem ent Pa cket Interva l  

CMPI  (secs):  
When c onfi gure d for NetSupp ort  Connec t ivity Serv er  conn ect ions, 
the Client wor kstation  confirms it s availabilit y by p eriodicall y 
polling t he NetS up por t Conn ect ivi t y Serv er . By  def ault, a ne twork 
packet is sent  every 60 seconds , but you can c hang e this if 
require d. 

 
Even t Log Fi les  

Gate way ac ti vity durin g an act ive sess ion is recorde d in a t ext 
file, default GW001.L OG. This can be use ful for che ckin g whi ch 
Client s and Cont rols h ave connected through the NetSupport 
Connectivi ty Ser ver . 
 

Locatio n:  
By default, the lo g fi le is stored  in  c: \ program  files\ commo n 
fi les\ nsl\  connectivity serv er \ GW001 .log. Select Browse  to 
specify an alterna tiv e path.  
 

Ma x Fi le  Si ze (KB ) :  
Ove r a per iod of  tim e, the log  file could become quite large, y ou  

can  manage this by  specif ying a maxim um f ile size. Wh en t he 
limit i s reach ed, the  exis t ing information in the  file is  overwritten 
by the new re cords .  
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Note :  For change s t o th e log  file set tin gs to t ake effect , you will  
need  to restart the Gateway32 se rvice.  

 

Automatic recov ery after service stops a bnormall y  
By default, th e Gateway se rvice will automatically recover if there 
is an abnormal shutdown.  
 

¶ Keys t ab  

 
 

Conne ctivi ty Server  Keys  
This act s as a f or m  of securit y key . The NetSupport Con nectivit y 

Server  will n ot accept  connections fro m  a Cont rol  or Client  un less 

a ñConn ectivit y Server  keyò is specified, and that same key is als o 
pres ent at both th e Control and Client  end . The Net Support 
Connectiv ity S erver  can su pport  multiple keys . A t le ast one key 
must be spe cified.  
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Connectivity Se rver  key  da ta i s se nt  encrypte d betw een 

Client/Contro l and the NetSuppor t Connectivity Server . Once 
connected to th e Net Suppo rt Connect ivit y Serv er , all 
Client /C ontr ol se curit y s uch as user names and security  keys wi ll 
function  nor mally.  
 
Select Add  to spe cify  the  key. T he key  mu st be at lea st 8 

characters.  
 

¶ Operators t ab  

 

To enhance security, you can rest rict remote control access to 

specified  opera tors and also  set the opera tor to verify themselves 
using two - factor authentication  before they can conne ct to Clien ts 
on t he Gat ewa y.  
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Restrict  remote  contro l a cce ss to the followi n g us ers :  

Select this option t o restrict access to specified  operator s.  At the 
Cont rol,  a user will be  required to configure a 
username/passwo rd in  order  to  browse a NetSupport Connec t ivi ty 
Server  and con nec t to  Clien ts . 
 
To e nter the o perator details and set a password, click Add . If 

two - factor authentication is r equired f or thi s operator, s elect 
Require 2FA . If you're using Duo Push, you can link this 

operato r to an existing enr olled  Duo  use rname.  
 

Not es :  
¶ For two - fac tor au thenticati on to function, operators must only 

be associated with one user.  
¶ Click Reset Acco unt/QR co de  to reset the acc ount and send 

a new QR code to the operator.  

 
¶ Servers  t ab  
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By default , this C onnectivity Serve r will b e set to be a st andalone 

Primary Connectivity Server . You can set this Connectivity Server 
as a standalone Secondary Connectivity whic h w ill  act as a 
backup if the Pri mar y Connectivity Server is unavailable. Load 
Balancing Connecti vity Servers can also be set up to spread  the 
load of  Clients across multiple  servers.  
 

Operate as a standalone Primary  connectivity server  
Select this option if you  want this Co nnectivity Ser ver to operate 

as a standalone primary Connectivity Serv er (thi s option will be 
enabled b y default).  
 

Note : If Operate  as part of a load bala nced cluster  is 
selected, this option will change to Operate as the 
primary connect ivi ty server . 

 
Oper ate as a stand al one Secondary connectivity server 
(backup)  
Select this  optio n if you wish to us e this C onnectivity Serv er as a 

Secondary NetSupport Connec tivity Server.  
 

Note : It is recommended tha t your Secondary Connectivity 
Server is also c onfigured to be a Load Bala ncing 
Connectivity Server so that configuration changes made a t 

the Primary Conne ctivity server are autom atically 
pro pagated to the Secondar y and the Client load is 
shared. If you do not wish your Clients to load balance 
betwe en the Primary a nd Secondary, set the weight of the 
Secondary Connectivity Server to 0 . If t his 

recommendation is not f ollowed, any cha nges in 
conf iguration will have to be made separately to the 

Primary and Secon dary Connectivity Servers.  

 
Enter the fu lly  qu alified domai n name  (FQDN) and port (443 is 

used by default) of the Primary Connect ivity Server.  
 

Note : This  changes  to Operate as a  cluster mem ber server  if 
Operate a s part of a load balanced cluster  is select ed.  

 

Operate as part of a load balanced clu ste r  
Select this  option if you  are using load balancing.  
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If this Connectivity Server  is go ing to be the Clust er Prima ry 

Connectivity Server, sele ct Operate as the prim ary 
connectivity server . Set the weight of C lients this will take. By 
default, this is set  to 1000 and is based on th e network 
connection speed of the Connectivity Server ma chine.   
 
If this Connecti vity Ser ver is to be a L oad Balancin g Server, select 

Opera te as a cluster member server and enter the fully 
qualified domain name  (FQDN) and p ort  of  the Primary 

Connectivity S erver.  
 
Load Balancing Servers  
This only appears if t he Connec tivity Server is  a Clust er Primary 
Conne ctivity Serv er, and is where you add,  edit or disable the 

Load Balancing Conne ctivity Servers.  
 
Click Add . Enter the f ull y q ualified doma in name  (FQDN) , port 
and weight for the server and click OK . If you wa nt the Lo ad 
Balancing Con nectivit y Server to also  act as a ba ckup for the 

Cluster Prim ary Connectivity Server, click Operate as  
Secondary Server for cluster . 

 

Notes :  
¶ There is a limit of  20 Load Balan cing  Connectivity Servers.  

¶ Any changes made here require  the Gateway service to b e 
manual ly restarted.  
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¶ Licen se s t ab  

 
Display s all li cences st ored in the NetSuppor t Manage r dir ect ory . 
I f you  do  no t have an internet con nect ion , you can manual ly 
activate yo ur NetSupport Manager licen ce here.  

  
An act ivatio n code  is required . Contac t Net Support  or your  
reseller  for  this . Click  Acti vate  and  ent er th e code. You  will then  

need  to  rest art  th e NetSup por t C onnectivity Server .  
  

Not e : If an inte rnet c onnection is a vailable , the licen ce will 
activate  automati cally  and th e NetSupport  Connect ivi ty  

Server  doe s no t need to  be r esta rte d. 
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¶ Secu rity t ab  

The NetSupport Connectivity S erver  pr ovides  suppo rt for a n 
enha nced level of encr ypti on t o b e u sed wh en ini t iating 
communi cations from remote computers.  

 

Enable enc ryptio n of co mmunications t o  rem ote  co mputer s 
When e nabled all  com mu nicati ons  in t he conne cti on p ro cess are 

encrypted.  
  

Note : The re mot e computers  (Cont rols and Clients) need  to be 
run ning v ersion  11.00.005 or l ater.  

 
Block any remote computers not usin g encr ypted 
co mmunications  

Earli er vers ions of the C ontrol and Clien t progr am s do not supp ort  
the  enhanced level of encr yption. Sele cti ng t his opt ion will block  
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connections  from  rem ote  com pute rs run ning versions of  the 

Control or Client software that does not su pport th is.  
 
Certifi cate for SSL /TLS  
SSL or T LS certific ates can be used to ensure that all data being 
sent acros s the Ga tewa y i s en crypted . If y ou already have an 
SSL/TL S ce rti fic ate, you ca n enter it here or allow the Gateway to 

create and use a Let's Encrypt c ertificate.  
 

Note : You ca n config ure  a Client  to only connect  to a Gateway if 
it has a valid SSL/TLS certi ficate. Sele ct the Require  

HTTPS  option in the Client con figu rat or.  

  
DN S name  

Enter the DNS n ame for the Gateway.  
 
Use Let's Encrypt Certificate  
Sele ct this optio n to use a L et's Enc rypt certificate . The Gate wa y 
will automatically create a certificate tha t is val id f or 90 d ays and  

renew  it  every 60 days.  
 

By s elec tin g this o ption, y ou are agreein g to the terms of service. 
Click View Terms  to read the Let's Encrypt  Subscriber 
Agreemen t.  

 

Notes :  
¶ The G ateway must have a public DNS name.  
¶ Port 80 must be open.  

 

Use ot her cer tifi cate  
If  you a lready have an SSL/TLS  certif ica te , you can add it here. 
Click  Set Certificate  and browse for the certificate.  
 
View  Certificate  

Once a certi ficate h as bee n applied,  you can vie w it here.  
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¶ 2FA (two - factor aut hentication) tab  

 

Two - fac tor  auth entica tion p rovides an extra layer  of sec uri ty 
when Control users connect to Clients on a Gateway. NetSupport 
Manager supports tim e-based one -time password  (TOTP) and 
Duo Push.  

 

Note : You can  enable two - factor authen tication for individual 
operator s i n the  Opera tors t ab.  

 

TOTP  

Issuer  
Enter  an iss uer  nam e. This defa ults to the li cenc e name and  is the 
account name that will be displaye d in the authenticator ap p.  
Duo  
API hostname  
Ente r the API ho stname.  
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Auth API  

Integrat ion key  
Enter the integration key . 
 
Se cret key  
Ent er the secret key.  
 

Ad min A PI  
In t egr ation key  

Ent er the integra tion key.  
 
Secret key  
Enter the secret key.  

 

Notes :  
¶ Thi s information can be copi ed from the Duo Admin Pa nel 

Dashboar d.  
¶ An 'owner' level Duo ad ministrator's account is requi red  to 

obtain the Ad min API information.  

¶ The Ga tew ay  mus t  use port 44 3 for Duo Push . 

 
Us ername suffix  

You can enter an operator user name  suffix (this ensures the  
usernam e is unique to t he Gateway).  

 
Timeout  
This is the time t hat the validation lasts bef ore  you need to re -
authenticate (unless th e Contr ol is rest arted). By  default, this i s 

set to 12 hours. If required, enter a different time  here.  
 

Notes :  
¶ The prima ry Gatew ay and all devic es running a uthenticating 

apps must be s ynchronised with UTC regardl ess of t he time 
zone . 

¶ If the timeout is se t to 0, th en two- factor aut hentication is 
requir ed for every connection to a Gateway device.  

 

To display the Net Support Co nnectivi ty Server  icon  in the 
syst em tray, choose {Start}{Prog rams}  {NetSupport 

Manager}{NetSuppor t Manager Connectivity Server Console}. 
Doub le-clicking this icon will displa y the NetSupport Connectivity 
Server Conso le, allowing  you to manage your NetSu pport co nnections 
across  the interne t. You can also access the N etSupport Connectivity 
Server Config uration utility by right -clicking the NetSup por t  
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Co nnectivity  Server  icon and  sele cting Configure Connectivity 

Server .  
 

Note:  You will nee d to note the IP a ddress of the NetSupport  
Connect ivit y Server  machine as this  wil l be  requir ed wh en 
configuring the Cont rol an d Client mach ines . I n addition , you  
wi ll a lso  need  the address of yo ur prox y server if this is  to be 
used  for routing  comm unicati ons.  

 

Client con figurati on  
The Client ma chine nee ds to be configured to use t he H TTP/HT TPS 
protoco l and  be given  the  appro pr iate Gat eway access d etai ls.  

 

1.  From the  Basic or Adva nced Client Conf igurator , selec t 
Conne ctivity  -  HTTP .  

2.  Check Use HT TP /HTTPS . Port  443 wi ll be  configur ed b y defa ult.  

3.  To requ ire a secure connection over HTTPS,  select Require 

HTTPS .  

Note :  An SSL/TLS certificate needs to be applied to the Gateway.  

4.  Confirm which Gat eway to use by entering the IP address (or fully 

quali fied domain name  (FQDN) i f you ha ve sel ected Requ ire 

HTTPS ) o f the Gateway machine. You can ente r details for the 
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secondary G ateway, which will take over if the primary Gat eway  

is unavai lable.  
5.  Enter th e app ropriate Gateway key set  at th e Gateway machine.  
6.  You ca n override the Comms . Man age men t Packet Inte rval that  is 

set at the  Gatew ay by entering a  t im e h ere.  
7.  NetSup port  Man ager  can be configu red to  rou te communications 

th rou gh a  pro xy server i f required . Ent er the server address and 

an a ppropriate port, 808 0 rec ommended.  
8.  Click OK . 

 
Con trol confi guration  
As with t he C lient, HTTP  also  needs to be enab led at  the  Contro l.  
 
1.  To apply  to the current profile, click the Change the set t ing s 

for the current C onfigur ation icon   on the caption bar  and 
choose Connectivit y  -  HTTP . 
Or 

To apply the  setting  to a specific p rofile, clic k the Profiles  icon  

 on the capt ion bar. Select the required profile, click 

Connectivity and Startup Settin gs and select  Con nectivity -  
HTTP . 

2.  Check the  Use HTTP  box . Port  443 is co nfigured b y de fault.  
3.  Click OK . 
 
Add Gat eways  
The Contro l can co mmunicate wi th mu ltiple Gateways and the de ta ils 
of each need to be ad ded at the Cont rol e nd.  
 

1.  From the Control window T ree  vie w, se lect the Internet 
Gat eways  folder and choose Add a Gateway . 
Or 

Select the H ome tab in the ribbon, cl ick New  and select 
Gatew ay . 

2.  The Add a Gateway wizard  will appear . 
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3.  Enter a n ame and d escription f or th e Gate way. Click Next . 
4.  Enter the IP addre ss (or fully  qual ified domain nam e (FQDN) if 

requiring HTTPS/TLS) of the machine where the Gateway is 
installed and conf irm the po rt num ber to use  ï 443 will be 
specified by default . If required, enter a second ary Gateway to be 
used if the primary Gateway is unav ailab le.  

5.  To require a sec ure connection over HTTPS, sele ct Require 
HTTPS/TLS (a n SSL/TLS certificate nee ds to be  applied to the 
Gateway). If  this Gateway is to communicate t hrough a proxy 
server (Window s 8.0 and earlier), enter the IP address and p ort  
to use.  

6.  Click Nex t . 

7.  Enter t he Gat eway  key. This  must match the key s et at the 
Gatew ay and  Clie nt end.  

8.  If an  operato r username  and p assword has been set u p at the 
Gateway (this restricts the use of browsing  and controlling 
remote Clients and decides if  tw o- factor authe ntication is req uired 
for  the operator), you will need to enter it her e. Click Finish . 

9.  The new Gate way will be ad ded to the l ist v iew.  

10.  Repeat the  above proce ss for  any  ot her Gateways that the 
Contro l needs to use.  
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Cont ro l  ï Gateway  -  Clie nt comm unic ations  

Now that all th e elements are in place, you are read y to a ttempt 
conn ections th roug h the Gatew ay. T he Gateway s erves  thre e basic  
purp oses:  
 
To re cei ve  and store  Cl ien t re gis trations  
For a Clie nt to be available t o a Contro l, it  must conne ct and stay  

conne ct ed to the Gate way. The Cl ient indicates its readine ss by 
periodicall y polling the Gateway tha t  it has  been configur ed to  use. 

The Gateway st ores  th e Client det ails i n an  in ternal table.  
 
Resp ond to b r owse comman ds from th e Con trol  
Once the Cont rol has add ed the required Gateways , it can  browse 
the m for Clie nts.  The Gatewa y res pon ds by sca nning  thro ugh its  list  

of avai labl e Clients and r etu rni ng t hose that match the browse 
crit eria.  
 

Not e:  Unlike a sta ndard netwo rk brow se, where known Client  
details are stored  for futu re use , Gateway C lient deta ils are 

lost  wh en th e Control closes.  This  is bec ause the deta ils are  
m aintained  at the  Gat ewa y end. Although the  Client is 
permanent ly connect ed to  the Gatewa y, the Cont rol is  not 
and therefo re needs to  browse the Gateway each t ime it  
wants to f ind Client s. 

 
1.  From the In t erne t G ateways  folder  in the Cont rol  window  Tree 

view , select the  requi red Gat eway and double -cli ck Browse 

Gateway . T he Browse Gatew ay dialog wi ll appe ar . Enter a partial 
Client  name or l eave blank to search for a ll ava ilable Clien ts.  

Or 
Right -cli ck on th e Gat ewa y name in the Tree v iew  and  select 
Open .  

2.  The Browse Gateway dialog will appear. Enter a p artial Client 
name or leave blank to search for  al l avail able Cl ient s. Click OK .  

3.  Found Clients will appear in the List view and you ca n now 
connect and remote control them in the usua l way.  

4.  If yo u have enabled two - factor authen tication, you will need to 
scan a QR code using an authenticator app on your  mo bile  device 
(f or first - time co nnection) and either enter a one - time password 

code (T OTP) or use the Duo Mobil e app to  validate the Cl ient 
connect ion (this is only required for t he first Client you connect 

to).  
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Not e:  You can ask for a combined network a nd Gate wa y browse . 
When browsing for Clients in the Home tab of the ribbon, 
select the Include Gateways  option.  All foun d Clients will 
appear  in the  Browse folder in the Tree view . The Gateway 

Clients will n ot  be added  to the Internet  Gat ewa y s folder . 

 
Pa ss al l d at a betwee n con nected Cont rols and  Cli ent s 

Although d ata is tra nsf erred  between the connected C ontrol and  
Client vi a the  Gateway , this will a ppear  seamless and performance 

wil l not be  affected.  
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Set up  Load Balancing Connectivity Servers  

The NetSup por t  Connectivity  Server ( Gateway ) allows you to use load 
balancing to automatically sp read Client connections a cross mu ltiple 
cluster m emb er server s. When connections occur, the Pr imary 

Connectivity Server wi ll either accept them or automatically allocate  
th em t o one of t he other Load Ba lancing Connectivity Servers using a 
round - robin metho d. You can specify the ca pacity o f each of the Lo ad 
Balancing  Connectivity Servers and also se t a Secondary Connectivity 
Server which will take over in the event the Pri m ary Connectivity  

Server g oes dow n.  

 

Notes :  
¶ You can set up a maximum of 20 Load Balanc ing Connectivity 

Servers.  

¶ Load ba lancing is only ava ilable fo r version 14.00 Clients and 
above . Pre -version 14.00 Clients will still be able to connect to 
the Connectivi ty Serv er, but th ey will not be d istributed between 
Load Balancing Connectivity Servers . 

¶ Load balancing can't b e enabled  on a Connectivi ty Server if  it is 

also a Notification Server  for NetSupport Notify or if  it has any 

classes defined in ClassLink One Ro ste r or  Google Cl assroom (this 
applies to NetSupport School).  

¶ It is NOT intended that N etSupport School stude nts  are to be 
accessible us ing  HTTP con nections from anywhere other than  the 
local TCP/IP network.  

 
Step 1 -  Set up a cluster Primary Connectivity Ser v er  
1.  Open the N etSupport Connec tivity Server Configuration Utility on 

the machine to be used as a Primar y Conn ectivity  Server.  

2.  Select the  Servers tab.  

3.  Select Operate as the primar y connectivity server .  
4.  Selec t Operate as part of a load balanced cluster . 
5.  Set the weight of Clients this ser ver will take.  

Note : By default, this is set to 1000 a nd is b ased on the networ k 
connec tion speed of th e Connectivi ty Server machine. We 
recommend t hat the Primary Connectivity  Server is set to 

90% to allow for the overhead  of  bro kering con nections. 
For ex ample, if the Primary Connectivity Server has a 1Gb 

network, set the weight to 900.  

6.  Click Apply .  
 

Step  2 -  Set up the Load Balancing Connectivity S ervers  
1.  Open the NetSupport C onnectivity Server Configuration Utility on 

the  ma chin e to be us ed as a Load Bal ancing Connectivity Server.  



NetSupp ort M anager v1 4.00  

 

 106  

2.  Select the Servers tab.  

3.  Select Operate as part of a  load ba lanced cluster . 
4.  Select Opera te as a cluster member server . 
5.  Enter the fully qualified doma in name  (FQDN) and port (443 is 

used by default ) o f th e Primary Connectivity Ser ver.  
6.  Click Apply .  

 

Notes :  
¶ The Gateway service will m anually need to be restar ted.  

¶ The  Keys, Operators , L icenses, Classes and 2FA tabs in the 
NetSu pport Connectivity Server Co nfiguration Utility are disabled 

when the Conne cti vity  Server is  being used as a  Load Balancing 
Connectivity Server.  

 

Step 3 -  Config ure the Load Balancing Co nnectivi ty Server(s) 
at the  Primary Connectivity Server  
Once you hav e set up your load balancing  server(s), you now need to 
configure these at t he Prim ary Connec tivity Server.  

 

1.  Open the NetSupport Connectivity Server Configuration Utility on 
the Primary Co nnectivi ty Server machin e.  

2.  Select th e Servers tab.  
3.  Click Add .  
4.  Enter the fully qualified domain n ame  (FQDN) of the Load 

Balancing Connectivity Se rve r and the weig ht of Clients it  will 
take.  

5.  If this Connectivity Server is to be used as a Secondary 

Connectivi ty Serve r, click Operate  as  Secondar y Server for 
cluster . 

6.  Click OK . 
7.  The Load Balancing Connectiv ity Server will be displayed in the 

list. An ico n w ill indicate w hether the Prima ry Con nectivity Server 
can communicate with it.  

Note : You can disable a Load Ba lancing Connectivity Ser ver  by 

clear ing the checkbox next to the ser ver name.  

8.  Add any further Lo ad Balancing Connectivity Servers and when 
done,  click Apply .  

 

No te : The Gateway service will manually need to be restarted.  

 
For furth er information on setting  up and configuring Load  Balancing 
Servers, click here . 

https://www.netsupportmanager.com/pdfs/Implementing_a_NetSupport_Connectivity_Server_Cluster_for_load_balancing_and_failover.pdf
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Setti ng up and using two - factor authentication  

Two - factor authentication pr ovides an extra layer of  security  when 
Control us ers  connect to Clients on a Gateway. The C on trol use r 

nee ds to be valida ted be fore  the first Client connecti on ca n be ma de 
on a Gateway. This validation lasts for 12 hours (this can be 
customised) or until t he Control is restarted. NetSuppo rt Manager 
suppo rts  time -based one -time password (TOTP) or  Duo Push . 

 
Youôll need an authentic ator  app to generate the requi red p assword  

cod es on your mo bile device. We  support  the following authenticator 
apps:  

 
¶ Google Auth enticator  
¶ Microsoft Auth enticator  
¶ Duo Mobile  

 

No t e :  The Prima ry Gateway and all devices runni ng aut henticati ng 
apps must be syn chro nised with UTC regardless of th e time 
zone . 

 
Setting up  TOTP  
1.  Right -click the NetSupport Connectivity Server  icon in the 

syst em tray and select Config ure Conn ectivity Server . 

2.  Go to the  2FA tab.  
3.  Select TOTP . 
4.  If you want  to ap ply the s ett ings to ex isting  ope rators, click Yes .  

Note : O perat ors can  onl y be associat ed with one user.  

5.  Enter an issuer name.  This defaults to t he licence n ame and  is the 

account n ame that will appear in t he auth ent icator app.  
6.  If you need to add a n ew ope rator, go  to the Opera tors t ab.  
7.  If not alrea dy enabled, se lect Restric t re mote control access to 

specified operat ors . 
8.  Click Add , enter the required details a nd ensure Require 2FA 

(TO TP) is s elected.  

9.  Click OK . 
10.  Click Ap ply .  

 
Using TOTP  

1.  Select the Inte rnet G ateways  folder in the Contro l wi ndow Tree 
vi ew and choose the r equired  Gat eway.  

2.  Browse for the Gateway Clients.  
3.  Connect to a Client. A QR code is displayed t he first time you 

connec t  using T OTP. Scan this with an aut henticator app on your 
mobile devi ce and  click OK .  
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4.  A dialog i s disp laye d asking for  a one - time pa sswor d code.   

5.  Open your authe nticator app to generate this code.  
6.  Enter the code and click OK . The Gateway will validate and  allow 

the con nection.  
 

Notes :  
¶ You only need to validate the first Client  connecti on, and once 

you ha ve e ntered the p assword code, no fu rther c odes  need to be 
entered unless the Control is restarted. By default, the password 

code is valid for 12 hours (t his can b e cu stomised in the 
Net Sup port Connectivity Server Configura tion Utility -  2FA tab).  

¶ You can r eset  an operator 's account and  send  a new QR code to 
them t he next time they connect to a Client. In the NetSupport 
Connectivity Server Configuration Util ity -  Operators tab, sel ect 
the  requ ired operator, click Edit  and se lect Reset Acco unt/QR 
code . 

 
Setti ng u p Duo Push  

Note : To use Du o Pus h, you must  have a paid Duo subscription.  

 
1.  Right -click the NetSupport Connectivity Server  icon in the 

system tray an d select  Configure Connec tivity Ser ve r . 
2.  Go to the 2FA tab.  

3.  Select Duo . 
4.  If y ou want t o apply the s etting s to  existing op erators, click  Yes .  

Note : Oper ators can  onl y be associated with one user.  

5.  Enter the API hostname along with the A uth API and Admin A PI 

int egration  and secret keys . 

Notes :  
¶ This information can be copied fro m the Duo Admin  Panel 

Dashbo ard.  
¶ An 'o wner' level  Duo administra tor's  accoun t is  required to 

obtain the Admin API information.  

6.  If you need to add a new operator, g o to the Operators tab.  
7.  I f not al ready enabled, s elect Rest ri ct remote control access to 

spec ified operators . 
8.  Click Add , enter the required de tails and ensur e Req uire 2F A 

(D uo) is select ed. If you want to link this operator with an 
existing enrolled Duo us ername, enter the usernam e here.  

9.  Click OK . 
10.  Click  Apply .  
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Us ing Duo Push  

1.  Select the Internet  Gate ways  fold er in the Cont rol wi ndow  Tree 
view  and choose the requi red Gat eway . 

2.  Browse for the Gateway Clients.  
3.  Connect to a Client. A QR code is displayed the f irst time you 

connect us ing Duo. Scan this with t he Duo  Mobil e app and click 
OK . 

4.  A push notif icati on is rec eived and you need t o ap prove this  in the 
Duo Mobi le ap p.  

5.  The conn ection is mad e.  
6.  The Gateway will validate and allow the connection.  

 

Notes :  
¶ You on ly need to verify the fir st Clien t conn ection, an d once  Duo 

has validated this, no further ve rific ation is needed unless the 
Contro l is resta rted. By default , the  Duo va lida tion lasts fo r 12 
hours (this can be customised in the NetSupport Connectivity 

Serv er Configuration Utility  -  2FA ta b).  
¶ You can rese t an o per ato r's account and send a new QR co de to  

them the  next time the y conn ect to a Clien t. In the NetSup port 
Connect ivit y Server Conf iguration Utility -  Operators tab, select 
the required operator, click  Edit  and select Reset Ac count/QR  
cod e . 

 
For further information on enabling and configuring two - factor 
authentication via Duo,  click here . 

https://www.netsupportmanager.com/pdfs/Configuring_Duo_two-factor_authentication_in_NetSupport_Manager.pdf
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Connec ti ng t hr oug h f irewalls and p rox y 

servers  

It  is pos sible to  have NetSupport M anage r Clients /Co ntro ls runni ng o n 
the  inside of  a fir ewall/ proxy server and st ill  be a vai lable for 
connection t o workstations on the outside  wit hout  compromising the 
securit y of the  network. Lik ewi se,  yo u are able to  conne ct t o Control 
and Clien t  workstat ions  runn ing o ut side firewall s/ proxy  servers.  

 

Note:  Whi le thi s se ction provide s g enera l guidance, NetSupportôs 
Gateway  feature is sp eci ficall y d esigned to provi de seamless 

rem ote cont rol betwee n PCs tha t  may  both be locate d behind 
different fire wa lls. The  Gat eway provides  a stabl e and secure 
method for connecting Clients and Controls an d de livers web -
based  remo te c ontrol w ithout the ne ed for  mo dif ica tions to 
exis ting  Firewall c onfi gura t ions. The  HTTP pro tocol  on por t 
443 is used for  Gateway commu nications . You will need  to  
ensure th at this port is open within  your firewall 

configuration . 

 
Co nnecting to Controls and Clients INSIDE f irewa lls  

For a  Contr ol on the ext erna l network o f a fire wall to co nnec t to 
Clien ts  on t he firew alls  in te rnal netwo rk, yo u must e nabl e some form 
of a ddres s translation. This proc ess translates the address of a 
wo rkst ation on the internal  net work, wh ich would oth erw ise be 
invis ible, into  an  add ress that i s accessible from the ex ter nal n et work.  
You sho uld (depending on t he fir ewall) b e ab le to specify  wh ich I P 
addresses can access t he internal workstation and which port  is open.  

 

TCP/IP po rts used b y NetSupport Ma nag er  
Con tro l t o Client  
The NetS upport Mana ger Cont rol uses T CP/I P por t  540 5 to se nd IP 
reques ts to  Clients, and th e NetSup port  Manager  Client liste ns on 
port 5405 for inco ming requests from the Control.  

 
Clien t to Control  
With the  int roductio n of the Clie nt Connec t  feat ure in NetSup port  
Manager 5. 00, it w as necessa ry f or  an  addi ti onal port to be c reate d to 
ensur e th at  the two  met hods of conne cti on (C ontrol calling Client, 

Client calling Control) could run a long side each other witho ut c onflict.  
Port  5421 is regis ter ed for  this purpose . 
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Co nnecting t o  Contr o ls and Cl ient s INS I DE p ro x y servers  

This will  not be  poss ible  wit h prox y servers, as the y will n ot  provide  a 
means of ad dress translation. A proxy server,  by design, will not 
allo w connection s into  a prot ect ed net wor k.  
 
Connecting f rom wi thin a f i r ewa l l o r  p roxy server  t o a  Clie nt  
on t he outsi de r equ ir es the fol lowi ng :  

¶ Port 5 405  enabled for o utg oing connections on your fire wall or 
proxy server.  

¶ A Client on  the  other side  listening  on  the same  port number and  
vi sib le to the Control o n th e inside of  the  fir ewall/ prox y serv er.  

 
Cli en t  cal ling a C ontr o l  
1.  Enable port 5421  for  outgo ing connections o n y our fir ewall or 

proxy server.  
2.  Right -click the NetSupport Manager Cl ient icon in the system t ray 

and select Call Cont rol . 
3.  Enter eit her the hostname  or IP address of the Control you  wis h 

to conne ct  to . 

4.  The Cont rol wil l then rece ive a m essage stating that a Client  is 
att empting to make a conn ection. They can choose to accept  or 

disconnect the attemp t .  
 

Not e:  Port 5421 is no t conf igu rab le.  

 
Control cal ling  a Client  
1.  Select the Home tab in the ribbon.  

2.  In the Quick Connect section, e nter  the C lien t machine nam e, 
logge d-on user name or network address in the Text field and  

select  the req uired Connect By  icon:  
 

 Connect by logg ed-on u ser n ame.  
 

 Connect by machine name.  

 Connect by IP address.  
 

  
3.  Click Quick C onnect .  
 

Not e:  NetSu ppor t Mana ger  wil l not comm uni cate  directl y with  a 
pro xy server via SO CKS and will on ly work  if a  TCP/I P dir ect  
conne ct ion  is avai lable . 
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Im pleme nting  NetSu p port Manager  in a 

Terminal Server  environment  

A NetSupport Manager  Cont rol can connect to Cli ents within a 
Terminal Server envir onment.  
 
Net Suppor t Ma nag er  provide s a  quic k and easy m etho d t o install and 
use Ne tSupport Ma nager in  a Termina l Server  Envir onmen t.  From 

ve rsi on 11, the Clien t  is n o longer started as an application  when 

each Terminal Se rver Session is started . I nstead , the NetSu ppor t 
Mana ger  Client Servic e i nstal led on  the M icro sof t Terminal Serve r wi ll 
spawn  a new Clie nt process  for each new Termi na l Serv er  Sessions 
star ted.  
 

Note :  The Client  Terminal Server setting s can be configured  in the 
NetSupport Manager Client Co nfigurat or.  

 
For f urth er informatio n r egard ing Te rminal  Ser ver  support, please  
vis it our Knowledge Base  and r efer to prod uct ar ticl e Setting Up 

Net Suppo rt Man ager t o ru n i n a Microsoft Te rmin al Server 
En v ir onme n t .  

https://kb.netsupportsoftware.com/knowledge-base/setting-up-netsupport-manager-to-run-in-a-microsoft-terminal-server-environment/


NetSupport  Manager v .1 4.00  

 

 113  

Intel  vPro  su pp ort  

NetSuppo rt Manager can connect to machines that have Intel® 
vProÊ technology. NetSupport Manager  can browse  and  locat e PCs 

that have vPro capa bility  and p erfo rm a variety of fun ctio ns. 
Connect ion can even  be ma de to  a ma chin e bef ore the operat ing  
system  has loaded . 
 
The Intel Se tup and Configuratio n Service (SCS) provi des tools to 
centrally set up and c onfigure  vPro mach ines . S CS is  a serve r for  vPro 

and is  also c alled a provisio ning  server.  
 
There  are  two  modes  vPro  ma chines  can be confi gu red to use:  
 
Basic m ode  
Scan for vPro ma chines on your netwo rk using an IP addres s range . 
Basic mode uses Digest aut henticat ion -  a user n ame  and passw ord  is 

require d to e stab lish a connection.  
 
Adv anced m ode  

Retr ieve  vPro mach ines  fro m SCS. Adva nced mod e uses  Kerb eros 
authe nticat ion -  a certif icate is required  to  establish a connectio n.  
 

Notes :  
Å To use Kerberos authen tication , th e Cont rol mus t have Win dow s 

XP (servi ce pac k 3) , W indows 2003 (ser vice  pack 2) or  higher.   

Å You can swit ch b et ween  mode s in the  Contr ol configu ratio n.  

 
To  find vPro m achines  

1.  Select the vP r o Management  folder i n the Tree view . 
2.  Click the Scan for  vPro ma chin es  icon.  

3.  I f t he Control  is conf igured  for ' smal l b usiness mode' , an IP r ange 
will  need to  be entere d.  

4.  PCs th at have  vPro  capab il ity will be display ed in the List view.  
5.  Select a PC to access the available functions in the  Home tab of 

the ribbon.  

Note : Y ou c an als o ri ght -click on a P C to access t he available 

functions.  

6.  If connecting via bas ic mode , you will be  requ ired to e nter a user  

name  and p asswor d. If connecting v ia a dv anced m ode, you  will 
need  to s elec t a  cer t ific ate to c onnec t . 
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Fu nctions p rovid ed are :  

Å Power  on 
Å Power off  
Å Reset  
Å Boot to Bios  
Å Boot to media  
Å Web view (manage a machine using vPro th rough your browser).  
 

Not es :  

Å A NetS upport Manage r Client is not required to perfo rm t hese 
func tio ns.  

Å Power off, re set and boot t o Bios o r device  is similar  to pul ling the 
pow er cor d. There  wi ll be no attempt to close any open 
applicat ions , so data  could be l ost . 
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Searching for Cl ients  

You c an  easily  fin d Clients  and objects in the Tree  view  using the  
search feature. The searc h resu lts  will  be displa yed in the Searc h  

fold er o f the Tr ee view (th is fol der will only appear once you have 
performed a sea rch).  

 
1.  Select the View tab in the  ribbon and enter the se arch term  in the 

Search Text  fiel d. You can se arc h for Clients by logged -on user  
nam e, PC name or IP address b y clicking  the  relevan t icon:  

 

 Search  by logg ed-on user n ame.  
 

 Search  by PC name.  

 Connect by IP address.  
 

2.  By defaul t, you w ill only search for  Clien ts. To search for all 

ob jects in the Tre e, click  . 

3.  To make the s earch case -sen sitive, cl ick . 
4.  Click  Sea rch .  

5.  The r esults wil l be d isplayed in  the Search  folder in the Tree view . 
 

Note : When  you hav e performed a search, you  can rem ove the 
search r esults (and  remove the Search  fol der from the Tr ee 
view)  by clicking the Close Search  icon on the ribb on.  
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Dis conn ecting  a C lient  
Whe n you ha ve fin ishe d remote c ontr olling co nne cted Clients , yo u 
mu st disconne ct fro m th em be fore  closi ng  your  NetSupport Manager  
session.  
 

To disc onne ct a Clie n t  
1.  Select  the  Clien t yo u want to di scon nect in the List view.  
2.  Select the Home tab in the ribbon an d click Disconnect . 

Or 

Right -clic k on the  Client ico n and  choos e Di sc onnect . 
Or 
Click Conn ected  on t he stat us bar, select the requi red Client  in 

the list and c lick . 

 

Dis co nn ec ting  al l  Clien ts  

Rather than discon necting Clien ts indiv idually, yo u can disconne ct all 
conn ect ed C lients  in  a single  action.  

 

To disconn ect al l Cli ents  
1.  Select the Home tab in the  ribbon an d cl ick Disconne ct  All . 

Or 

Click  on th e status bar . 
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Cl ien t au toma tic login  

If a generic nami ng convent ion is used  for your PCs, yo u can 
au tomatically  log the Client s in  to save time.  

 
To aut omat ically  lo g in Cli ent ma ch in es 
1.  Select th e Cli ent machine(s) you wish to login . 
2.  Select the Remote tab in the ribbon and c lick Log in . 

Or 
Select t he t ab d isplaying the Client's name in the ribbon (or the 

Selection tab, if more than one  Client has been selec ted)  and c lick 
Login . 
Or 

Right -click and select Login  . 
Or 

Select the  requ ired group from the Tree view, choose the Group  
tab in th e ribbon  (or r ight -click the group)  and click Login . 

3.  The L ogin dialog will ap pear . 

 

4.  Enter t he user  nam e, passwo rd and  domai n an d click Login . The 
user  nam e will appea r on ce the  login has been su ccessf ul . 

5.  You can also  vie w Client s creens from thi s dialo g, s elect the 

requir ed C lient and click Vi ew . 

6.  When  you have f inished , click Clos e  to exit.  
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Cli ent automat ic u p date  

A qu ick and easy way to upda te Cli ents to th e same  ver sion  as th e 
Control is to  use th e au tomatic up dat e facil ity. A ny NetSuppor t  

Manage r com ponent s that are installe d on the Client  machine wi ll be  
upd ate d to the curr ent  Cont rol v ersion . 
 

Not e :  Only availa ble on Windows -based Clients . 

 

To au tomati ca lly u pdate  t he  Clien t  

1.  Select the Cl ient(s)  tha t you wish  to  up date . 
2.  Sele ct the tab di splaying the Client's name in the ribbon (or the 

Selection tab, if more than one Cli ent has be en selected) and cli ck 
Update .  

3.  The Clients will be updated  to the sam e v ersion as the  Cont rol . 
 

Notes :  
¶ The Clients must eit her be  logged  in wit h admi ni stra tor rig hts  or 

logged off  for the upda te s to t ake place.  

¶ The Remote Deployment Utilities mu st be  insta lled o n t he Control 
m achine  to use th is function.  

¶ If Disable File Tra nsf er  and Disabl e Exe cut e  are se lected  in 
the Clien t  Configu rator, you  wil l not be abl e to up dat e th e Client.  
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Power m anage me nt ï Power on/ p ow er off  

Power co nsumpti on equ at es l argely wit h heat generatio n and 
incre ased ene rgy consump tion.  With millions of workstation s in use 

and some ti m es hundreds  located in  the  same company, the desire to 
conse rve  energy has g ro wn fro m a mino r issu e to  a m ajor issue .  
 
Power m ana geme nt is a tech nique t hat  ena bles hardwa re and 
soft war e to reduce  syst em power consumption. It works by shutti ng  
dow n port ions of the ha rdware duri ng p er iods of downtime , meaning 

that t he workstation i s rea dy to work wh en y ou  are a nd co nserve 
energy wh en you are no t.  
 

Cl ient p ower  on  

To power on  a NetSuppo rt Manag er  Client , the workstation must have 

a Wake -on-LAN ne twor k adap te r and a BIOS  that will supp or t  it 
(consult your network adapt er documentation  for mor e inform at ion) . 
The Client m ust als o be known  to t he Con tr ol. The Con tro l sends a 
Wake -on -LAN pack et to th e Client ne twork adapter , which instructs 

the works ta tion  to power  on.  
 
To p ow er on a Ne tSup po rt  Manager  Client  

1.  Select the ico n(s ) of the Clie nt s y ou wish to power on. 
2.  Select th e Remote tab in the ribbon and click Power  On .  
3.  Select the tab displaying the Cl ient's  name in the ribbon (or the 

Selection tab , if  more than one Client has been selected) and click 
Power O n . 
Or 
Right -click  and choo se Power On . 

4.  The Client wo rkstatio ns will now power  on.  
 
To power  on a g roup o f Clients  
1.  Open the All Computers  folder in the Tree view and  select the 

required group.  
2.  Select  th e Grou p tab  in the ribb on and click Power On . 

Or 

Right -click  on th e group and c lick  Power  On  . 
3.  The Client works tat ion s wil l now power  on.  
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Clie nt  p ower o f f  

NetSupport Ma nager  uses th e Adva nced Power Manageme nt (APM)  
feat ures of the W indows  operati ng  system (whe re su pported)  to  
prov ide Client power do wn capabi lities. APM relies on the Clie nt 
wo rkstat ion having an A TX mot herbo ard and ATX powe r supp ly .  
 

A Contro l can remot ely power  off a Client worksta tio n usin g the 
NetSu pport Manager  Power Managemen t fu ncti on . 
 

To pow er o ff a Ne t Supp ort Manager  Client  
1.  Ensure al l open applications at the Cli ent w orksta tions are close d. 
2.  Select t he icon(s) of th e Client s you w ish t o p ower off . 

3.  Select  the Remote tab in the ribbon and click Power Off . 
Or 
Select the tab di spla ying t he C lient' s name in the  ribbon (or the 
Selection tab, if more than one Client has b een s elected) and click 
Power  Off . 
Or 
Right -cli ck and  choose Po we r  Of f . 

4.  The Client workstation s will  now powe r off.  
 
To p ower o ff a g rou p  o f  Clients  
1.  Ensure all op en appli cat ions  at th e Client w ork stations are cl osed . 
2.  Open the All Compu t ers  folder in the  Tree vi ew  and select the 

requ ir ed group . 
3.  Select th e Gro up ta b in  th e rib bon a nd click Power Off . 

Or 

Right -click  on  the  grou p and  click  Power O ff  . 
4.  The Client  workst atio ns wil l now  power  off.  
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Reboo ting or logging out C lients  

Enables  a Cont rol  to  remo tely reboot or log  of f Client wo rkstatio ns 
either i ndividually or by selected  group.  
 
To re boot  or lo g  out  a Cli ent  

1.  Selec t  th e Client in the Contr ol window  List view.  
2.  Select the Remote tab in the ribbon and click Reboot  or Logout .  

Or 
Select the tab in the ribbon displaying the Clie nt's name and click  

Reboot or  Logout . 
Or 

Right -cli ck on th e Clien t icon a nd  select Reboot  or Logout  

. 
3.  Click Yes , to confirm send  reboot/ logout . 
4.  You wil l be immed iat ely disconn ected  from  the Cli ent.  
 
Or 
 

1.  While viewing the Client, select  the Home  tab in th e View window 

ribbo n a nd click Reboot  or Logo ut . 
2.  Click Yes , t o confir m send  reboot/ logout . 
3.  You will be im mediatel y disc onnected  from the Clie nt.  
 
To rebo ot  or log  out  a  g r oup of Clie nt s 
1.  Select th e required group  from the Tree view . 

2.  Select the Group tab in th e ribbon  and  cli ck Reboot  or Logout . 
Or 

Right -click the  group and s elect Reb oot   or  Logo ut  .  
3.  Click Yes , to confirm send  reboot/ logout  to th e group.  
4.  You will be im m ediat ely disconnect ed from t he members of th e 

group . 
 

No te:  Make s ure that all  wor kst at ions wit hin th e group are  available 
and not  being used by o ther sta ff b efore yo u use this 
fun ctio n. 
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Sending Ctrl+Alt+Delete  

You can  send  Ctr l+ Alt+Delete to a w orkst atio n that you  are  view ing  
or sim ply conn ected to . 
 
To send Ctrl+Alt+Delete to  a connected Cli ent  

1.  Press th e Ctrl +A lt+Esc keys si mult aneously.  
 
Or 
 

1.  Select the Remote tab in the ribbon and click Send CAD .  
Or 
Select the tab in the ribb on displayi ng th e Client's nam e and click  

Send CAD .  
Or 

Righ t -click  and select  Send C trl +Alt+Dele te  . 
2.  Click Yes , to confirm send Ctr l+A lt+ Delete.  
 
To send C t rl+A lt+Delete t o a Client  you are v iewing  

1.  Press the Ct rl+Alt +Esc keys simul taneou sly.  
 
Or 

 
1.  Select t he Home tab  on t he View  window  ribbon and click 

Ct rl+Alt+Dele te . 
2.  Click Yes , to confirm  send  Ctrl +Alt+Delete.  
 



NetSupport  Manager v .1 4.00  

 

 123  

Viewi n g C lien ts  

Havin g conn ected  to a  Client , you c an  now remote ly  contr ol it. Thi s is 
called Viewing. The Clientôs screen  will be di spla yed in a  window on 

the  Control  workstati on. NetSupport M anager  will allow  you to view  
multiple Client  scre ens, eac h in i ts own  windo w, simul ta neou sly.  
 

Not e :  Whil e viewi ng  a Client , yo u c an drag and d rop files from the 
Contro l W indows Explorer directl y to  the  Clien t 's deskt op.  

 

To v ie w  a Client  
1.  Sele ct the required Cli ent icon.  
2.  Select the Home or Re mote tab in the ribbon and click View  

Client . 
Or 
Select the t ab in the ribb on displaying the Client's name and click  
View Client .  

Or 
Double -click th e Client icon in the Li st v iew.  

Or 
Right -clic k on the  Client icon and choose View . 
Or 
Click  the appropriate  Client  icon  on  the Quick Ac cess bar a nd 
selec t the View Clien t  icon.  

3.  The V iew window  for  tha t Client wil l no w app ear at  the  Control . 
To aid navigation of the Cli ent screen , a thumbn ail ima ge of the 
screen  is di splayed,  enabling you t o s croll the Client des ktop 
more e asily. C lick an d drag  insi de the t humbnai l to  view  specific 
are as. The navigation panel can be en abled  or disabled by 

selecting Navigation  from the Vi ew w indow ribb on.  
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The View W indow  

The View win dow is  the primary interface for interacting with 
indi vidu al Clientôs. Eac h Client h as its own  View  win dow. The Client 
View wi ndo ws are used  for disp layin g the screens of the Client s at  the 
Cont rol. You ca n hav e m ultiple Client View wind ows open an d 
displa yed si multa neously.  

 

The View window is divided into the follow ing sectio ns:  
  
The caption ba r  

The  cap tion bar displays the n ame  of the Client that you a re cur rently 
viewing .  Clicking the Clie nt name bri ngs u p a Remote Man agement 
pane, and from here, you can s ee details of the Client and perform a 

variety o f fu nction s.  

 

By de faul t, the Client n ame, wireless and battery i ndi cators (if 
applicabl e) and secu rity sta tus (shows  if TLS or enc ryption are 
ena bled  or n ot)  are displayed on the caption bar.  You can customise 
what is displayed and choose to show the Client's logg ed-on user  
name, IP address, o perating system, enclosure type and location by 

right -clicking the Client name.  
 

Note : Chan ging the  Client dis play options here  will also change them 
on  the quick access bar, connected Clients list on the status 
bar and when zoom ing in to thumbnails.  
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The following optio ns are a vailable :  

 

 Show or hide the ribbon.  

 Access the View  settings fo r the cu rrent confi gu rat ion.  

 
Shows how many windows are open. From here , yo u can 
access the Window me nu.  

 
Access t he online hel p and versio n num ber, licens ee, 

Techn ical Sup por t and co m pressio n information.  

  
The ribbon  
The ri bbon provides  access to a ll f eatu res, tools and s et tings  available 
to use at the Client you are cur rent ly viewing. Positioning th e cursor 
over a n icon will dis play  a bri ef  description of it s fun ction. The ribbon 
is organise d into three m ain tabs:  

 
1.  Home  

Allows you to se lect the mod e in  whi ch the Clie nt  wi ll  be r emote 
contr olled, customise how the View wi ndow  is displayed, cut and 

pas te between appl ications on the  Client an d the  Control 
workst at ion s and launc h an app lication a t the Clien t.  
 

2.  Tools  
Provides a selection of tools availa ble to  use at the C lient  you ar e 
currently  viewing.  

 
3.  Audio  

Allows you to e nabl e audio between a Control and a Client an d 

configure the  set tings.  

 

Note: A Monitor ta b will appear in the ribbon when viewing a Client 
with multiple monitors . From here, you can  choose to switch 
the vi ew b etween monitors or view the whole desktop.  

 

The  Client scree n area  

This is use d for  di splay ing t he scr een of t he Cli ent.  
 
Status bar  

The  statu s bar shows the current view mode , the  number of 
connected Clients, the current keyboa rd l ayou t (by defau lt, t his is  set 
to interna tional keyboard ;  click to c han ge thi s), if print c apture is o n 
(click  to enable ) and the FPS counte r.  
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You can s ee a li st  of all connected Clients by clicking  Conn ected 

(clicking a Client name opens a View wi ndo w fo r th em). Right -click  to  
choose how the Cl ient is displayed in the li st.  
 

Notes :  
¶ For accept abl e perfor ma nce whi le view ing, e nsure that  the 

Clientôs Activ e Deskt op  is turned off.  
¶ If t he Contr ol and the Client a re both  using to uch -enabl ed 

device s, the Co ntrol wi ll be  ab le to co ntrol the  Client  machine 

using touch comma nds.  
¶ You can customise the action taken when double -clicking a Clie nt 

icon in  the List view (by d efault, this opens a Vie w window) in the 
Control configuration -  Control Interface Settings.  

 

To  ret ur n to the Contr ol w indo w  
1.  On the captio n bar, clic k .  

 

View  Modes  

You can v iew  a Cl ient in th re e m odes:  
Shar e  
The Clientôs screen will b e displaye d at both the Co ntrol and  the 
Client. Both th e Con tro l and the  user  at th e Cli ent will b e able  to 
ente r keystroke s and mouse movem ents.  
 

Watch  
The Clientôs screen will be  displayed  at both  the  Cont rol  and  th e 
Client . Only the user at the Client will be  abl e t o enter keyst rokes and  
mouse  movements. Th e use r a t  the Con trol will  be locked out.  

 
Contr ol  
The C lient's scr een will be displ ayed  at both the Control and the 

Client . Only the user at the Contr ol wi ll  be able to en ter keys troke s 
and mouse mov ements . The u ser at the Cl ient will  be locked out.  
 

To chang e t h e v iew m ode  
1.  While v iewin g the  Client, select  Sha re , Watch  or Control on the 

View window ribbo n.  
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Viewing multiple Cl ien t  screens simu lt an eousl y   

NetSuppo rt M anager enabl es you to view multiple Clients 
simultaneousl y, ea ch in its o wn window. You c an e ven sca le their 
indiv idual View windows to fit on  the Controlôs screen.  

 
To v iew multiple  Cl ient screens  
1.  View each Clie nt  you want t o in clude . 
2.  On the caption bar of the  Contro l window or any  Client View 

window, click  Win dow M enu  , sele ct Tile  and  choo se whi ch 
NetSupport Manag er windows you want to displ ay.  

 
Your chosen  windows will be tiled o n the Controlôs screen. If  you  wan t 
to see the en tir e Clientôs screen, click  the Scale  t o fit  icon  on the 

ribbon of each Clientôs View w ind ow.  
 

Not e : Scale to  fit is o n by de fault.  
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Blank ing the Cli en tôs sc reen while v iewing  

For secu ri ty reas ons,  you may req uir e the  Clien t screen to be blank 
while y ou are remotely c ontro lli ng it.  
 

Note : This feature is only available on Clients running Windows 10 
v2004 and above (legacy support is provided for Clients 
running Windows 8 and below).  

 
1.  Select the Home tab in the View window ribbon and click the 

Blank screen icon.  

2.  The Clientôs scre en will be blanked . 
3.  To restore the screen, click the Blank screen  icon again.  
 

Viewin g  a C lient f ull scr een  

Viewing  a Client in Full Screen mode rem oves the caption bar a nd  
ri bbon and maxim ises the View  window.  What  yo u see is exactl y what 
woul d be seen  on t he  remot e works tation.  
 

To v iew a Client in f ull s cre en  mode  
1.  Click the Full S creen  icon in the Client' s View wind ow rib bon.  

2.  The Switch to Full Scr een dialog  will appear . 
3.  A f loating toolba r wi ll be  displayed while in Ful l Scree n mod e, 

allow ing  access to fre qu ently u sed fe atures and to ols. Click  

to e xpand  th e toolba r and acces s the  full range of tools.  Click  
to switch back to windowed mode.  

 

Note :  You can  also return to windowed mode by using the  hot keys  
Ctrl+ Lef t Shift+ Right Shift.  

 

Scal e to Fit Mode  

Scale to fit al lows you  to view a  remote s creen wi thin the av ailable 
size of the View  window  rath er th an  providing y ou  wi th a s eries of  
scroll b ars so t hat you c an p an ar ound the scr een.  
 
This  allows you  vi ew  mu ltipl e screens simulta neously  to m aint ain a n 

ove rview of a number  of  selecte d workstati ons.  
 

No te:  Using  scale  to fit does i m pact on the qu ali ty an d clarity of 
the  vi ew  and  is desi gn ed to a llow  you  to monit or a  scre en as 

oppose d to work  on it. Try it  for y ourse lf  and decide wha t 
level  of s cali ng is acceptable  fo r your p urp oses.  
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To view a Vi ew window  to sca le  
1.  Click the Scale to f it  icon on the  View win dow ribbon.  

 
Di spl ayin g the View  set tings  for  a C lient  

Duri ng  any contr ol se ssion w here you ma y be wor king wit h more th an 
one Client, you can tailor ho w eac h Client interacts with the Control. 
For exam ple, on one Client , you m ay want to  use comp ression 

because i t is  on a  slow link,  but on anoth er , you  ma y wan t to tu rn 
compress ion off. NetSupp ort Ma nager  al lows you  to do this  by 
m odifying the def ault sett ings for the current Control profile . 

 
To ad j ust V iew  settings while  vi ewin g  
1.  Select t he  Client  to view . 

2.  Click   on  the V iew window capti on bar .  
3.  The Se tti ng s d ialog  will  appear . 
4.  Configure which  optio ns wi ll be enabl ed when you  star t a View 

session . (Refer  to th e Control Configuration -  Remote Contro l 

Sett ing s section of th is m anu al fo r det ai led inf orma tion  about th e 
avai lab le options)  

 

Not e:  If you edit the  Clie nt sett ing s,  the chang es you make only 
apply to that Cli ent during th e current Control s ession. I f you  
want to change the settings permanentl y, che ck the Update 
Conf igu r ati on  box.  
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Scan ning  

The Scan fu nction ena bles yo u to cycle throu gh each con nected Client  
in  turn, displayin g its sc reen o n the Control. It is an alternative to 
view ing m ultiple Clients  in  scaled w indow s, which m ay caus e their 
scree ns to  be unreada ble.  

 
Multiple Clien t s creen s can  also  be scanned  in one Scan window . 
 

Scan one Clie nt screen a t a t ime  
1.  Select the Clients to inc lud e in the scan.  
2.  Click t he Remote ta b in th e ri bbon . 

 

3.  Selec t th e One  Client at a tim e  icon  . 

4.  Use t his  slid er control  to specify the interval befor e the  scan is 
advanced to t he ne xt Client. The scan perio d can be set anywhere 
between five seconds t o two minutes.  

5.  Click Sta rt .  
6.  The  Scan wind ow  wil l a ppea r and i mmedia tely  show  you the first 

Client in  the se que nce. It will cycle  throug h t he selected Clien ts,  

show ing  thei r scre ens o n t he  Control  until you end th e scan.  
 

Note:  If y ou wa nt to start scanning  from a p articular Clien t, sele ct 
their n am e in  th e Scan d ial og.  
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Scan ning m ultiple Cl ient screens  

Multiple Clien t s creen s can be scanned si multa neously in one Sc an 
windo w. 
 

Note : You can display up to 16 Client sc reens in one Scan window  at  
a t ime.  

 
To sca n multi p le  scre ens simul tane ou sly  

1.  Select the Clie nts to include in th e scan.  
2.  Click  the Remote tab in the ribbon.  

  

3.  Select the n umber of Cl ient screens to be displayed i n the Scan 

window by clicking the relevant i con:  
 

 
Clients will be arr ange d 2x2.  

 
Clients w ill be a rranged 3 x3.  

 
Clients will be ar ranged 4x4.  

4.  If  yo u are  scanning more than four Clients, you ca n sel ect  a scan 
interval by  usin g the slider. The scan pe riod can be set anywhere 
between five second s to t wo minutes.  

5.  Click Sta rt .  
6.  The Scan window wi ll appear . 
 

To e nd  the  scan  

1.  On the caption bar, click . 
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Th e Scan w in dow  

The  Scan window w il l cycle  thr ough  the sele cted  Clients, showing 
their screens on t he Cont rol  until y ou end t he scan. If you want t o 
sta rt scanning  fro m a par t icul ar Client, highlight thei r icon before y ou 

st ar t  th e scan.  

 

The Scan window  is divided into t he foll owing sect ions:  
 

Th e ca ptio n bar  
The  cap tion bar displays th e name of the Cl ien t you are curre ntly 
scanning (this will not a ppear  wh en scann ing multipl e Cli ents 
simultaneously). Cli cking the Clien t name brings up a Remote 

Management pane, and from h ere, you can s ee deta ils o f th e Cl ient 

and perf orm a  variety of fun ctions.  
 

By default, the Cl ient name, wireless and batter y ind icators ( if 
appli cable) and secur ity status (shows i f TLS or en cryption are 
enabled or not) are displayed on the cap ti on bar. You can customise  

wha t is d isplayed and choose to show the Client's  logged -on user 
name, IP address, operating system, enclosure type and l ocation by 
right -clickin g the Client name.  

 

Note : Changing the Client display options here  will also  change them 

on  the quick access bar,  conne cted Clients list on  the status 
bar and when zooming into thumbnails.  
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The following options are available:  

 

 Show  or  hide the r ibbon . 

 Access the set t ings for  the current  scan  session . 

 
Shows how m any wind ows are o pen. From  here, you can 
access the  Window m enu.  

 
Access the onlin e hel p and version nu mber,  licensee  and  

Technical Sup port informat ion.  

  
The  ribbon  
The fol lowin g ico ns are available fo r a single Client scan:  

 
¶ Previous, Auto Advance  and  Nex t   

Allows  you to  turn  auto timing  on or off , or c hoo se to  move 

forw ards or backwards between indi vidua l Clients. The Previous  
icon shows the previous Clie nt screen  scanned. T he Ne xt  icon 
shows the n ext Cl ient's screen in t he scan  cycle.  

 

¶ Sca le to f it  
It ma y be that  the Clie nt is running i n a higher  resol uti on  th an the  
Control. Selecting th is option wi ll re size its screen to fit the window 

in which it is dis played.  
 
¶ Full Scree n  

Allo ws you to scan in Full Screen mode. You can  use t he Scan 
Floating too lbar to contr ol t he operat ion.  

 

¶ Screensho t  

A snapsh ot of  the  cur rent Cl ient  window can be tak en.  
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The fol lowing additional icons are available for a multiple  Client s can:  

 

¶ Maximis e 

Maximises a selec ted C lient's window. You  can a lso click  in the to p 
right -hand corn er of the  Client window.  

 
¶ Lo ck  

Locks a sele ct ed Client 's k eyboard and mouse.  
 
¶ Chat  

Initi ates a Chat session between a Client and the Control.  
 
¶ Sh are  

To vi ew a Clien t  in S hare mode.  
 
The Cli ent s creen area  
This is use d f or displayin g the sc reen  of the C lien t or mult iple Client 
screens  when perfo rmin g a scan.  

  
The  Status bar  

The status bar sho ws th e scan timer , which indicates how far through 
the sc an interv al you are.  
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Scr een Capture  

Screen captur e allows you to ta ke a sn apsh ot of th e curre nt Clien t  
screen whilst vi ewing or scanni ng a nd sav e this  to  a fi le. Th e Cl ient 

name, d ate and time will be re corded when saved.  
 

Cap t ure a Client's screen  
1.  When viewing o r scanning a Client, select the Hom e tab in the 

ribbon.  

2.  Click Scre ensh ot  .  
3.  The curre nt C lien t  screen will be c aptured and aut omat ically  saved  

as a .p ng to NetS upport Manag er \ Snapshots in yo ur lo cal Pictures 
folde r.  

Note : An indicator will appear  on  the Screenshot  icon s howing 
the number o f scre enshots that have bee n ta ken.  

4.  Clickin g the Screensho t  dro p-down arrow  lists the last nine  
scree nshots  ta ken ( you ca n vi ew or delete  them as required)  and 

you can open the f older  where the images are stored.   
 

Note :  When scanni ng mu ltiple Clients, a C lient screen must be act ive  
(hi ghli ghted) f or scre en c aptu re to  become avail able.  
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Thumbna i l Vi ew / Mon itor M ode  

Thumb nail view or Monit or mo de allows a Control to displ ay a 
thumb nail vi ew of all  connected  Client w orks ta tions simul tane ous ly,  

pro vidi ng  a qui ck an d easy met hod f or m onit oring  Client activi t y. 
While i n Moni tor  m ode , the Cont rol still ha s access to the fu ll  range of 
NetSupport Manag er features such as View, Ch at  and Fil e Trans fer.  

 

To  switch to  t humbnai l vi ew  
1.  Display th e re qui red  Client list  by selec ti ng t he a pprop riat e fo lder 

in the Control  wind ow Tre e view . You  wo uld genera lly  want to 
limit the nu mber  of displayed thumbnails to connected  Clients 

only.  

2.  Select the View  tab in the ribbon and click Thumbnail . 
Or 

Click  on the status bar.  
Or 
Right -click o n a clear ar ea of  th e List v iew  and sele ct Thumbna il .  
 

The List view will di splay  each  Client  thu mbnai l. By mousing ove r a 

thumbnail , you can zoom in to that scre en (t his  can be turn ed off by 

clicking  on the status  bar) . Doub le-clicking  a thu mb nail  will ope n a 
view session to that Cl ient; ri gh t -click  and you c an select fro m the full  
range  of available C lient  features. Fo r example, by  selecting multiple  
thu mbnai ls, you  can invite tho se Clients int o a Chat sessi on.  
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Note : You can change the action taken when double -clicking a Client 
in the Contro l co nfigur ation -  Control Inte rface Settings.  

 
Each thumbnail will show the computer name underneath and if the 
thumbna il width is  144 pixels or larger, the current logged -on user, 
operating system and IP address will a lso be displayed. By default, 
battery  and  Wi-Fi indicators (if rele vant to the devi ce type) and 

security status (shows if TLS or encryption are enabled or n ot) icons 
appear on the thumbnail. You can customise what icons are displayed 

on the thumbnail and choose to show the Client's logged -on user  
name,  IP address, operati ng system, enclo sure type and lo cation by 
selecting the View tab in the ribbon and choosing the requ ired options 
from the Display Options  drop -down list.  
 

You can adj ust  the frequency at wh ich t he thu mbnails are refreshed 

by c lick ing  on the sta tus ba r an d selectin g the  required time 
from  the list.  
 
If a Client is running multiple monitors, icons will b e displayed on the 

thumbnail, allowing you to switch between each monitor or vi ew the 

whole desktop. Click  to access the Dua l Mo nitor menu and select 

what  to view from th e list. Click  to view the whole desktop. Click 

the number icon  to view that moni tor. The icon will turn green to 
show which option is selected.  

 

Note : When zoo ming into a Client screen, you can switch betwe en 

single and multi -monitor by  clicking  . 

 

Gr ouping  Clients in the List view  

Clients  can be conveniently grouped into categ ories u sing a range of 
criteria, including the Clien t  pla tform,  connecti on ty pe etc . 
 
Organis ing  Cl ients into c ategories  
1.  Select the View tab in th e ribbon a nd cl ick Group B y . 
2.  Selec t t he categ ory yo u wish to  organise your  Clients by . 

3.  The  Clien ts will n ow  be group ed by  the cat egory i n the Lis t vi ew.  
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La unchi n g  ap p lica t ions   

This feat ure allows you  to la unch (exe cute ) an application  on an 
individual Clien t wor kstatio n or a group  of Clien t workstations  with out 

the need to  remote co ntrol  them.  
 

Note:  The a ppl ication itself mus t be installed on  or avail ab le to th e 
Client w orkstatio ns. 

 

To lau nch an a pplication at a C lient   
1.  Select  the r equired Cl ient in the L ist vi ew.  
2.  Select the R emote tab in the r ibbon and click La u nch 

Applic ation .  
Or 
Righ t -clic k the Client in the List v iew and choose  Execute at 
Client . 

3.  The Execute Applica tion  at Cli en t dialo g will a ppe ar . 

 

4.  Selec t the Ex ecute t ab.  
5.  Enter  the name and path of t he ap plicati on to exec ute  at th e 

Client.  
Or 

Click   to bro wse for t he applic atio n on the  Control worksta tion.  
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Note:  Check  that Clien t appl ications are stored  in  the sa me 
locatio n a s the C ontr ol to en sure s uccessful execution . 

6.  Select  Add t o List  to sa ve it for f ut ure use in the  Saved Lis t tab.  

Confirm th e descript ion and p ath.  

Not e : T he appli cation will be a dded t o the  Launch Application  
drop -down list in the ribbon.  

7.  If  you only want to e xecute applica t ions to Cl ients that ar e logged 

on , select t he option Exec ut e o nly  if th e Cli ent i s logged  on . 

8.  If you don't want to v iew th e result of th e oper ation, click No 
result required .  

9.  Click  Exec u te .  
10.  The appli cation wil l now be launch ed at th e selec te d Clien t a nd 

th e result of the ope ration is displayed in th e Results  pane . 
 

Or 
 
1.  If you ha ve saved  a list o f applications, sel ect t he req uired 

applicat ion f rom the Launch Ap plication  dro p-dow n list . 

2.  Click Client must be logged on  to launch the application at 
Clients that are logged on and if you don't want to see the results 
of the operation, click No result req uired .  

3.  The applica tion  will be launched at  the C lient and the Ex ecute 
Application at Client dialog will appear , displaying any results.  

 
Qui ck launc hing application s whi le viewing a Client  
A list of applications ca n b e saved  in the  View  win dow,  allowin g you 
to quickly launc h th ese at  th e Client.  

 

1.  Select  the  Home tab i n the  View window ribbon.  
2.  Click Add .  
3.  Enter the name and p ath of the applicati on.  

Or 

Click    to b row se for th e application.  

4.  Click  OK . 
5.  The application  will b e liste d i n the Qui ck Launc h pane.  

 

Note : Click  Mana ge  to edit  or r em ove a li sted applicat ion.  
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6.  You can  now la unch the application at the Client. Select t he 

application in the  list an d click  Launch  or double -click the 
application.  

7.  The app lication wi ll run at the Client.  
 

Not e : You c an also rem otely launch an  app licati on th at  isn't l isted  by 
sele ct ing Launch  Applic ation , entering the name and path of 
the app licat ion and clicking  Execute .  

 

To launch an a ppli cati on on a g roup of  Clients  
1.  Open the All Co mp uters  folder in the Tree view . 
2.  Select the req uired group, g o to the Group  tab in the  ribb on and 

click La u nch  Application .  
Or 

Right -click on the re quir ed gro up  and choose  Execute at C l ient .  
3.  The Execute Application  at C lient  dialog will appear . 
4.  Select the Execute tab.  
5.  Ent er the ful l path of  the appl ication  you  want  to  run.  

Or 

Click   to br owse for the applicat ion o n the Control w orkstatio n.  

Note:  Check that C lient ap plication s are s tored  in t he same 
location as the Contr ol to ensure su ccessful execution.  

6.  Select  Add  to List  to save i t for f utur e use in  the Sav ed Lis t  tab. 
Conf irm th e des cri ption and pa th .  

Note :  The application wil l be adde d to the Launch Appli cation  

drop -down list in  the r ibbo n.  

7.  If  you only want to e xecute applica t ions to Cl ients that ar e logged 
on , select t he opt ion Exec ut e o nly  if th e Cli ent i s logged  on . 

8.  If  you don't want  to v iew the result o f the operation, click No 

result required .  
9.  Click Ex ecute .  
10.  The a ppli cation wi ll now be launched  at all s elected Clie nts i n the  

group  and  the r esult of the operation d isplayed in the Results  
pane . 

 
Or 

 
1.  If you ha ve saved  a list o f applic ation s, sel ect the re quired 

applicati on f rom the Launch Application  dro p-dow n list . 
2.  Click Client must be  logged on  to launch the application at 

Clients that are logged on and if you don't want to see the results 
of the operation, click No r esult req uired .  
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3.  The application will  be lau nched at the Clients in the group and 

the Execute Application at Client dialo g will appear , displaying 
any results.  

 
To save the detail s o f  you r  execu t ed applic at ion for future  u se  
1.  Select the Remote  tab in  the r ibbon and click La unch  

Applic atio n .  

2.  The Execute Application  at Client  dialog will appe ar . 
3.  Click Add .  

4.  The Add/Edit Applicat ion Details  dialog will appear . 
5.  Enter the name and path of the executable app lication.  
6.  Click OK . 
7.  The app lication will appea r i n th e Save d Li st tab.  
8.  Click Close .  

 
Or 
 
1.  Selec t the Remote tab in the ribbon and click the Launch 

Application  drop -down arrow.  

2.  Click Add Application .  
3.  The Add/Edi t Application Details dialog will appear.  

4.  Enter the name and path of the executab le application . 
5.  Click OK . 
6.  Click Close . 

The a pplication will now be av ailable from the Launch Application  
drop -down  list in the ribbon.  
 

Note : A list of applications  to launch can also be s aved in the View 
wind ow.  

 

To e d it a s aved  exe cu ta bl e appl icatio n  
1.  Select the Remo te  tab in th e ribbon and cli ck Launch 

Applicatio n .  
2.  The Execute Application  at Client  dialog will appea r. 
3.  Select the Applicat ion  to e dit.  
4.  Click Ed it .  

5.  The Add /Edi t Applicat ion Det ail s dialo g will appea r. 
6.  Make the required cha nges.  

7.  When  finished, c lick OK . 
 
To re mo ve a s aved e x ecutable app l i cati on  
1.  Select t he Remote tab in the ribbon  and click Launch 

Application .  

2.  The Execute Applica tion  at  Client  dialog wi ll appear . 
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3.  Select  the appl ication  to remove.  

4.  Click Re m ove . 
5.  A confirmatio n dialog i s displayed,  cli ck Ye s . 



NetSupport  Manager v .1 4.00  

 

 143  

Us er  Defined  Tools  

As w ell as a llowi ng  a Control t o launch  appli cation s on Client  
works ta tions, yo u c an autom at ically run a task on a Contro l 
wo rksta tion using a  defined  tool. These  too ls ca n also  be copied  to 
other Cont ro l wo rkstations fo r u se.  

 
To a dd a t ool  
1.  Select the Tools tab in the rib bon an d click Add  in the User 

Defi ned  section . 

2.  The Ad d Tool di alog will appe ar . 

 

3.  Choose to add a  program or scr ipt tool by  selecting the  
appropri ate  tab.  

4.  Enter the required  info rmatio n.  
5.  Click OK . 

6.  The tool wil l be  list ed.  
7.  Click Ed it  to change the pr operties o f a  listed tool or  Del et e  to 

remo ve  the  tool .  
8.  Click Close . 
 
To r un a t ool  
1.  Select the Tools tab in the ribbon . 
2.  Select the tool you wish to run f ro m the Us er Defined  pane and 

click Run .  
Or 

Double -click th e tool in the User Defined  pane.  
3.  The tool will automatically  run . 
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To c opy  user d efi ned t ool s ettin g s to  othe r  Co ntro l machines  

1.  At the Control machine you want to  copy th e settings from, click 

the Ch an ge the  settings for cu rrent Configur ation  icon   on 
the c aption bar.  

2.  Select File Locations . 
3.  In  the  Tools  file sec tion, clic k Change .  
4.  Spec ify an  alte rnate location or n ame  for  the tools f ile.  
5.  Make this f ile available t o the  Control m achine  that  is going  to 

adopt  th is tools  fil e. 

6.  Open the Cont rol Co nfigurator  at this Control machine and follow 

step s 2 an d 3 . 
7.  Sele ct the new tools file, click Open .  
8.  The new tools fi le will  be implemen ted. 
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Showing  the Control s creen to Clients  

As wel l as enablin g you to  remote control Client s, NetSup port 
Manager  all ows yo u t o s how y our  screen to :   

 
¶ A selected i ndiv idual Clie nt  

¶ A p re -defined  gro up of Clie nts 

¶ An ad  hoc selec tion of  Clien ts . 
 

Repl ay Files can also  be shown  to Client s.  
 

Not es:  

¶ Duri ng a Show , NetSuppo rt Manag er  displ ays in real - ti m e all 
act ions un dert aken  by th e Cont rol. In addi tion , the C ontr ol has 
the option to enable  óhotkeysô, ensuring tha t  any key  
combinati ons (e.g. CTR L+V )  used  by the Control d ur ing the sho w 
are  also v isible to  the Cl ients. If us ing a mi xture of  key 
combinat ions  (e.g.  ALT+V+T ),  NetSu pport Manage r wil l o nl y 
displa y two  con secutiv e keystrokes a t any one time. The key 

comb inat ions will not app ear  if the Co ntrol  tas kbar is not activ e.  

¶ To improve  performance when showing to a large number of 
machines, NetSupport Manager's Br oadcast Show facility is 
enabled by  default. This results in the screen inf ormation being 
sent to all machines simultaneously, thus impro ving the speed of 

transfer. Turning thi s feature off  results in the screen information 
being sent to each Client machin e in turn.  Whilst  red ucing ov erall 
ne tw ork tr affic generated  by NetS uppo rt Manager , u sin g t hi s 
feature will  gen erat e additiona l broadcast  pack ets on your 
ne twork. It  is recomm ended that  you co nsult your n etw ork 

administrator  before  using th is feature .  The Show can  be sent to 

Clients u sing m ul ti cast. The br oadcast will only  be sen t  to 
ma chi nes  included in the sp ecif ied  I P multicas t address.  

To s how a Control screen  
1.  Select the Des kt op tab in the ribbon and click Show  Desktop . 

Or 
If showing your screen to a group of Clients, select the required  

gro up in the Tree view an d click Show D esktop  in the Gr oup tab 
in the ribbon or right -click the group and select Show Desktop . 

2.  The Show dialog will appear.  
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In this  dialog, you select the Cl ient (or Clien ts) that y ou will show 
your screen to and set any asso ciated  properties.  
  
Ready to start showin g to :  
Select the Client or Clients that yo u will show your s creen to. You can 
exclud e Cli ents  from the show by clicking the  green tick next to the ir 

name (a red  cross wil l appear).  
 
Create Re play File at Client  

The  Show session can be r ecor ded and st ored in a  Replay File, giving 
Clients the  opportu ni ty to p lay back  the ses sion at a later date.  
 

Sh ow Hotkeys  
To ensure that a ll actions per formed by th e Cont rol are visible t o the 
Clients during a  Show , you can enab le t he use  of hotkeys . Any  key 
combinati ons th at t he Control uses, e.g. CTRL+V, will be d isplayed at  
both the Control and Client s creen s. 
 

Note :  If  using  a mixture of  key combi nations , e.g . AL T+ V+T, 

NetSu pport  Manage r will only display  two consecutive  
keys trok es at any on e time . 
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En able  Audio Su pport  

This turns audio support on . If yo u are s howing t o onl y o ne Client , 
both t he Contr ol a nd Client can speak . If you are showi ng to  many, 
only the Co ntrol c an speak  (announce).  See Usi ng Audio Support  for 
detail s.  
 
Se t Sh ow Mode at C lien t (Win do w ed, F ul l S cr ee n  or Ma xi m ise 

w indow)  
This  option allows  you to s how at the Client  either in a  sm all wind ow, 

full  screen or maximis ed wi ndow. When showing in win dowed and 
m axim ised wi ndow si ze, the Client ôs m ouse  and keyboa rd a re  not  
locked.  
 
Sc reen  Sc ra pe  

NetSup port Mana gerôs favoured  (and  the most effi cient )  me th od fo r 
cap tur ing scr een data  is to ho ok into the Vide o Dr iver  of the 
work sta tion being viewed . However , there may  be occasi ons when 
thi s m ethod will not work  becau se c ertain  application s by pass the 
drive r. In  the se circ um stanc es, you  can enable óscreen scrapeô mode 

in order t o take a  snapshot  of  the scre en. Alth ough  this will h ave  a 
greater impact on the n etwork , it will at le ast provide an accura te 

repres entation o f th e Clie ntôs screen. 
 
Se nd Ph ysical Fo nts  
I n or der to  reduce th e v olume of data being s ent  when shari ng 
informa t ion of this natu re,  NetS uppo rt M anag er  passes the fo nt 
information by ref erence. The target workstatio n will refer  to its  own  

intern al font ma ppin gs to fi nd an appr opri ate  m atch to t he on e th at 
has been se nt . I n most cases , the sam e fonts will b e availabl e, but i f 

there a re insta nces whe re t his isnôt the ca se, you can send the full 
inf ormation. C heck this box to enabl e. 
 
Show Monitor:  
NetSupport  Manager  wil l identify  if the  Control is  runn ing m ultipl e 

monit or s, giving you the  option  to choos e whi ch one to show fro m the 
dro p-down  list.  If you are unsure which  is the correct  scree n, click  
Identify . Alternativ ely, select W h o le Des ktop  to s how all.  
 
To end the  Show  

1.  Double  click on  the Show  icon  in the tas kbar.  
2.  This wi ll display  the Show ing dialo g.  
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Th e butto n s have the follo win g pur pose s:  

End  
Ends  the Show an d r eleases the Client sô scree ns and keyb oards.  
 
Re sume  

Resumes  the Show . 
 
Contin ue  

The Cli ent sô scre ens and keyb oard s wil l remain  locke d wh ile you  
prepar e oth er  work at the  Contro l.  They will n ot be able  to see what 
you are  doin g. E ffec t ive ly , the Show is suspended . 
 
Show Appl ication  
The applica tion being  shown  to Cl ients is displayed . To chang e th e 

appl ication, dra g th e i con to the requi red applica t ion on  the Control's 

desk top and  release (a pi nk border will app ear  aroun d t he se lect ed 
appli cati on as you mo ve the mouse around t he deskt op).  
 

Note :  This opti on will only  appear  when showi ng an appl icat ion.  

 
Or 

 
1.  Right -click  on th e Show  icon on  the  taskba r. 
2.  Click End  Show . 
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Showin g a Cli en t scree n to Cli ents  

With Net Support Man ager , it i s possible t o show  th e Control ôs screen 
to a numbe r of  connect ed C lie nt s. It is also poss ible  to  show a  Clie ntôs 
screen to  a numb er  of oth er co nne cted Cl ients.  
 
For exam ple, it m ay  be that workstati on_1 ha s an application on it 

that y ou n eed to show to th e Accounts department. T herefore, by 
vie wing works tation_ 1 an d the n showing  to a ll  member s of th e 
Account s dep artment , they will now be able t o see wo rkstatio n_1ôs 

screen . 
 
To s h ow a Client ôs screen  

1.  Connect  to  the Clients you wis h to show t o and the  Client  you 
wish  to view . 

2.  View the C lient whose  screen yo u wish to s how.  
3.  Select the Des ktop tab i n the ribbon and click Show . 
4.  The Show d ialog will appear.  
5.  Select the These Clien ts option.  

6. Exclud e the Client you are c ur rently viewing from the Show by 

cli cking the green  tick next to their name (this will  cha nge to  a 

red cross).  If you dƻƴΩǘ do this, you will get an error saying that the 
Control cannot show to this Client while you are viewing it. 

7.  Click Show . 

 
The  Client ôs screen th at is being vi ewed will b e shown  to t he  other 
Clien ts. You can  use features  such a s Scale to Fit an d Full S creen to  
Sho w mo re  of th e Cli entôs screen. 
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Show  Applica ti on  

The Show  featu re enables you  to disp lay the Co ntr ol s creen to 
Client s. Howe ve r, if a nu mber of  progra ms a re open  at the  Cont ro l, 
there may  be occasio ns wh en you w ant to show a s ingle app lication  
in isol atio n.  
 

To s h ow  an app lication  
1.  Select th e Client s to include in the  Show.  

2.  Select the Desk top tab in the ribbon and click Show Ap plication .  
Or  
If showing the applicat ion to a group of Clien ts, select the 
required gro up i n the Tree view and cl ick Show Appli cation  in 
the Gr oup tab in the ribbon or ri ght -click the group and select 
Show Application . 

3.  The  Show A pplication  dialog  will appea r. 

 

4.  Drag the   icon to  the requ ire d app lication  on the Contro lôs 
deskt op and release  (a pink bo rder will appear  aro und  the  
selected applicati on as  you mov e the mouse aro und the d esktop) . 

Or 

Click Select  and choose t he ap pli cati on from the dis played list.  

Not e:  NetSup port Manage r will id ent ify  if the Co ntrol is  ru nni ng 
m ult ip le monitors, gi vi ng you t he option to con firm  wh ich 
one  th e selected ap plica t ion is sited  on . If yo u are uns ure 

whic h is the correct  screen, clic k Ide nti fy . If only one 
mon itor is detec ted , select Whole  Deskt op . 

5.  Click  Sh ow . 
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Audio su p port  

NetSup port  Manager  allows you to use  audi ble comm unications to 

connected Clients  via microphones,  headphones a nd sp eakers . The 
Contro l can also listen  to  microph one output a nd backg roun d sou nds. 
Thi s can be used whi le viewing a Clients screen, showing  your scree n 
to  a Client on their worksta tion or outsi de of a remote control s ession 
by selecting the re qu ired Clie nt. Net Suppo rt  Manager  wil l only 

operate  audio  if t he workstati ons have  Aud io Su pport installed . 

 

Usi n g a udio  support  
1.  Select t he  require d Client in th e List view.  
2.  Select  the Remote  tab in the ribbon and click Audio . 

Or 
Right -click the Client and s elect Aud io . 

3.  Right -click the required Client in the  List view and select Audio . 
4.  The Audio toolbar will be  displaye d.  

  

From here , you can:   
¶ Turn  audio  on o r off . 

¶ Enable only  the  Control or t he Client to  talk.  
¶ List en to the  Client.  
¶ Click Settings  to set th e microph one sensitivity and select 

the audio quality.  

 
Minimising the A udi o toolbar  will disable  the c urrent a udio session, 

this can b e re -sta rt ed by activati ng  th e toolba r. You can s ta rt mo re 
than one audio ses sion, but on ly one sess ion can b e active  at any one 
t ime . 
 
To use  aud io  support when v ie w ing  
1.  The audi o options are d isp layed in t he Audio tab  of the  View 

window ribbon.  
2.  The Audio opti ons wi ll be  displaye d.  These are the  same opt ions 

as on  the Au dio toolb ar . 
 
The Mute  icon  turns th e speaker and m icro phone on and  off.  
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To us e audio support whe n  showing  

1.  In the Show dialog  box, select  Enable Audio Supp o r t .  
2.  The Audio settings set in t he Contro l Configurator  -  Audi o settin gs 

will ap ply dur ing the se sessions.  
 

Au dio  announcement s 

This feature sends an audible a nnouncement to all s electe d Clients 
headph ones or speakers.  They will be  ab le to  hear th e Control bu t wil l 
not b e able to speak back.  

 

Making an  announ cement  
1.  Selec t the D esktop tab  in the ri bbon and click Announce .  
2.  The Announce dialog  will app ear . I nclude  (gr een ti ck)  or exclud e 

(r ed cross)  Clients from the ann oun cement  and  click  Ann oun ce .  
3.  A dialog will appe ar , indicating t hat you c an now anno unce.  
4.  Click OK  when yo u hav e fin ish ed speaking.  
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Adju st ing m icrophone and speaker v o lume   

You ca n adju st the a udio s et tings  with in NetSupport M anager  to 
match the capabilities of yo ur multimedia wo rks tations o r to fi ne  tune 
performa nce.  However, you  should no te that th e higher the q uality  of 
sound yo u sele ct , the gre ater the volume  of dat a that needs to be 
sent . This can affec t scr een  update perf ormance  on slower 

workstations.  
 
To a ccess the volume con trols  

1.  Right -click on the speaker  icon in the task bar . 
 
To c hang e othe r options ,  su ch as sound  qual it y, do o ne of t he 

following:  
 
Gl obal m et hod ( changes  defa u lt sett in g fo r all C lient s) :  
1.  Click the Change the  settings for the current Configuration 

icon   on the cap tion bar.  
2.  Select Remote  Con t ro l  ï Audio .  

 
Indiv idu al  Client met hod (w hile v iewin g ):  
1.  Go t o th e Audio tab in  the View window ribbon  and click  Audio 

setti ngs  .  

 
In b oth  cases, th e Audio S et tin g dialog will be displaye d. This  allows 
you t o set the  fo llo wing p roperties:  
 
Vo lume s ett ings  adju stments  
Threshold  Microphone  sens itivity . 

Micro phon e Volum e of m icro phone . 
Speaker  Volume of speake rs . 
 
Enabl e o ptions  
On  Tur n aud io on . 
Off   Turn audio  off . 

Talk   Set the Co ntrol audio  to talk  function o nly . 
Liste n  Set th e Control audi o to list en  functi on only . 
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Video Playe r supp ort  

NetSuppo rt Ma nager  pr ovid es e xcepti ona l mu lti me dia s up port wit h 
full audio, video and remote  cont rol c apabiliti es. This s ecti on deal s 

spec ifica lly with  the use of th e NetS uppor t Manager  Vide o Player.  
 

Note : The NetSu pport Video Player is onl y availabl e if you ins tall the 
NetS uppo rt S chool Tut or c omp onent d ur ing inst allation.  

 

While the NetSuppor t Mana ger  Video Pla yer can be use d for v iewing  a 

vi deo file  on an in dividual wo rksta tion, the c omb inat ion of NetSupport 
Manag erôs remote control capab ilities wi th full audi o sup port all ows 
you to  use  th is t ool  to enh ance train ing sessions and demonstration s. 
By runn ing a Sho w, then la unch ing  the  NetSu pport  Manager  Video 
Player,  all C lient s will be  able  to watch v ideo fi les from their own  
workstations, w ith full a udio support .  
 

The Video  Player suppor ts all sta nd ard v ideo files , for example, avi  
and mpg. Th e Vide o Player runs  locally o n ea ch Client  wor kstat ion , 

whi le the vi deo file ca n be accessed lo cal ly o r on a network dri ve. I f 
video file s are stored  locally, n etwork traff ic is  rest ric ted to v ide o 
playe r cont rol s and  synchron isation and is therefore  minim al, mak ing  
it possi ble to con trol  vid eo sequen ces r unning o n a large r num ber of  
work stations si mul tane ously.  

 
I f vide o f iles are stored  on a network drive  and C lients have to 
re t ri eve f iles  acr oss th e netwo rk , th ere will be  a greater impact on the 
network.  For op tim um perfor m ance, sto re t he v ide o file s locally on 
each work stati on, yo u may  wish to us e File Distrib ut ion to  do  this .  

 

Other in fluencing fac tors will be :  
¶ The numb er of  Client work stat ion s accessing t he file  

¶ The speed  of the network , e.g.  10/100 M B 

¶ The s ize  of the v ideo file  

¶ Client w ork st atio n mem ory/perf ormance s pecif icatio n 

¶ Oth er traffic on the network . 
 

Notes:  

¶ I f a Client wo rkst ation is requ ired to re trieve files  from  a serve r 
fo r sm ooth o per atio n, ensure th at the C lient workstation has 
sufficie nt acc ess rights to  the relev ant dri ve a nd  fil es. 

¶ The video  adapter of th e work stati on and how the  screen 
res olution is confi gured  will a ffect  the qua lity of th e display.  
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To p lay a  v ideo file  on a wor k sta tio n  

1.  Perfo rm  a Show to the Client workstations you  want to w atch the 
video file . 

2.  While  per fo rmin g the  Show, l aunch Net Support Man ager  Video 
Playe r b y double -clicking on t he Ne t Suppor t Man ager  Video 
Pl ayer  icon in the NetSu pport  Mana ger  Program  folde r.  

3.  The Video Player  control  panel will appear . 

4.  Choose {Fi le}{Op en} from the Video Play er drop -dow n menu s to 
select t he correc t  video fil e.  

5.  The Video Pl aye r vi deo scr een will th en appear  be low t he toolbar 
wi th the sel ected file l oaded , rea dy to b e pl ayed.  

Not e:  NetS up port Manager ôs Video Player utilises the Audi o 
Supp ort software and hardwa re i nst alle d on y our o perating  

system, please adju st th ese to suit  yo ur n eeds.  

6.  Click on the  Play  button  on t he Video Play er toolbar . 
Or 
Choose {Play } { Play} from  the  Video  Player  dr op-down  m enus.  

 
To p ause or stop a v ideo file a nd ret u rn to the be g inning wh ile 

it is p la ying  
1.  Click on the  Pause  or  St op  butto n on the toolbar .  

Or  
Choose {P lay}{Stop  or Pause} f rom t he Video Play er drop -down  
menus.  
 

Note:  The p aus e co mman d blan ks any Clien ts vi deo screen s you may 
be Showing the Video  file to. 

 

To retur n  to the b egin nin g of  t he v ideo file  
1.  Click on the  St ar t  butt on on  the toolba r t o re turn to  the 

beginn ing of the video file.  
Or 

Choo se {Play}{ Start} from the V ideo Player drop -down  men us.  
 
To  f ast f or ward to the end of the video file  
1.  Click on t he End  button  on the to olba r t o fa st  for ward to the e nd 

of the  video file . 
Or 

Choose {Pla y}{ End}  from t he  Video Pl ayer drop -down  me nus.  
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Video P layer cont rol p anel   

The Video Playe r cont rol panel ope rates in a  sim ila r ma nn er t o 
sta ndard  audio and v isual  aids.   

 

Fil e m en u  
The File  drop -down  menu contains  the f ollowi ng o ptions:  

 
Op en  
Allows  you  to  select an d loa d the appropriat e video file.  
 
Close  
Closes the  ope n video  fi le.  

 

Exi t  
Shu ts down  the Video Player.  
 
View m en u  
The View drop -down m enu  contain s th e fol lowi ng op tions :  
 

Toolb ar  
Hid es and displa ys the  Video Player toolb ar.  
 
Status Ba r  

Hides and  displays t he status  bar of th e Video Pla yer.  
 
Zoom  

Resizes the  vide o screen  
 
Play m en u  
The P lay dro p-down  me nu conta ins the foll owing options:  
 
Pla y  

Star ts the  loade d video fil e.  

 
St op  
Retu rns  to the begin ning o f th e loaded  video f ile.  
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Pause  

Blanks  the Clientôs vid eo screen and pau ses the video file at th e 
Control wo rksta t ion.  
 
Repeat  
The video file will b e repeated until the Control stops this.  
 

Start  
Return s to the  begi nni ng of  the vide o file . 

 
End  
Fast  forw ard  to t he end of the video  file.  
 
Mu te C li ents  

If  Clients are n ot  using h eadphones while th ey are watchi ng  a video, 
the sound comin g from ea ch w orkst ation ca n be distr actin g. This  
opti on tu rns  audio off at th e Client  wo rksta t ions but  leave s it on at 
the C ontrol m achine.  
 

Help m enu  
Provides a ccess to t he on line he lp an d general vers ion informatio n.  
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Replay f i le s 

During  a remot e contr ol sessi on , th e scre en, k eyboard a nd mou se 
activity at a  Client or Cont rol  PC can b e recorded , st ored i n a  fil e and  
play ed back. I f th e PCs are conf igured  for audio, any nar rati on th at  
tak es place can also be recor ded . 

 
A Control  can de termi ne how a nd when  recordin gs ta ke pla ce by  
enabling  the a pp ropriate confi guration  option s:  
 

¶ Local recording  
¶ At in dividu al or a ll Cl ient PCs.  
 

Rec or di ng local activ ity  

Activity at  the loca l ma chine c an be reco rde d and pl ayed back. If  

requi red, the replay file can  also b e óshownô to remote  Client s.  
 
1.  Selec t th e Desktop  tab in the  rib bon and click th e Record  icon . 
2.  The  Record  Local Activ ity  dialo g wi ll a ppear . 

 

3.  In Fol der  
Speci fy wh ere  you want the replay  files  stored. I n orde r to  
ide nt ify each file , file name s wil l b e prefixed  with óLocalô and the 
date  and t im e of the rec ordi ng.  

4.  Include Audi o  
In addition  to t he scre en,  mouse an d keybo ard a cti vity , if  the  
workstation  is configur ed fo r audio,  you can record  any n arration 

that ta kes plac e.  Check this b ox to enabl e.  

5.  Re cor d Physical Fonts  
In o rder  to red uce  the vo lume  of data being  sent  when shari ng 
informatio n of this na tur e, NetSup port Ma nager  passes the  fon t  
informatio n b y referen ce. T he targe t wor kstat ion will re fer  to its  
own  inter nal font mappings t o find an a pprop ria te match to the 

one t hat has bee n se nt . In  m ost  cases , the  same fonts will b e 
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available , but i f there  are  instanc es where  this  isnôt the case, you 

can s end the full  info rma tion.  Check this box  to en able.  
6.  Click OK  to st art recording. The Recording  icon will  appear  in 

the taskba r. 
7.  To stop reco rding,  double click the  Recording  icon.  
 

Recording r eplay f iles at  Cli ent PCs  

Activity  at r em ote  PCs is rec orded  whe n a  Control óViewsô a Cli ent t hat  
is con figure d to recor d repl ay files . The option ca n be enable d at 

ind ividual Client level or s et glob ally . 

 
Rec o r d r eplay f il es f or all v iewed Cl ients  
This pr ocedu re enabl es th e Contr ol to cre ate a repl ay file ea ch t im e it 
óviewsô a Client PC . The  settings can be applied  to the cur rent  contr ol 
configurati on or to  a ónamedô configuration.  
 

1.  To update a specific Control profile, cli ck the Profiles  icon  on 
th e caption ba r, select the requir ed profile and c lick Settings . 

Or 

Click the Ch ange the settings for the current Configuration 

icon   on the ca ption bar if u pdating the standard Control 
profile.  

2.  The Settin gs for C onfig uration dialog wil l appe ar . 
3.  Choose Security  -  Repla y Files  and e nab le th e appro pria te 

option s.  
 
Reco rd r eplay f i les f o r i ndiv idual Cl ients  

This proc edure  enables replay files to  be cre ated  at  mach ines wh ere 

the Clien t config uration  has th e Reco r d Rep lay Fil es  op tion en abled . 
 
1.  Run th e Advan ced Clien t Configu rator at the  requ ired PCs . 
2.  Select  the profile to amend.  
3.  Sele ct  Sec urity  -  Replay File s  and enab le t he a pp ropri ate 

options.  
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Watch ing r ecord ed  r eplay  f iles  

Repl ay files can be watc hed by  a Contro l with appropriate acces s 
levels to  the  files . These, in turn, can be shown to Clients.  
 

At a local leve l, the NetSu pport  Manag er  Clien t progra m  also provi des 
a Replay  opt ion enabl ing Clie nts to launch  files.  
 
At the Co nt ro l  
1.  Select the Desktop  tab in th e r ibbon and click Playback .  

2.  A list of the last 20 replay files is displayed. Select the required 

replay file from the lis t or click Browse  to open the folder where 
the repla y fi les ar e stored.  

Notes :   
¶ By default, the list will be  empty. New recordings and replay 

files that have been played will be auto mati cally added to the 
list. To add a replay file to the list without playing it, click 
Browse , sel ect the required replay fil e, c lear t he Playback 
now  option and cli ck Open .  

¶ You ca n delete a replay file by selecting the required replay 

file and clicking Delete  File  . The replay file will be moved 

to the recycle bin.  

3.  The Replay wi ndow  wil l app ear. Use the Replay con tro ls to  
start/ stop  the file.  

 
At  t he Client  
1.  Double -click the  NetSupport Manager Client ic on i n t he s ystem 

tray . 
2.  The C lient Infor matio n window wi ll appear .  

3.  Click the Rep lay  icon.  
4.  Navigate to  the fo lder wh ere the replay  files are sto red. 

5.  Select t he f ile to  replay.  
6.  Click Op en . The Repla y window  will appear . Use the Replay 

contr ols  to start/stop  the fi le. 
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Sh owing  r eplay f il es to Cli ents  

Replay  file s can  be watched  by in dividual Cont rolôs and Client ôs. T he 
Control  also has the option of óshowingô a spec ific file to mult ip le 
Client s.  

 
1.  Select the Clients to show the replay file to.  
2.  Select the Desktop tab in the ribbon an d click Show Re p lay . 

Or 
If show ing th e r eplay file to a group of Cl ients, select th e required 

group in the Tree view and click Show Replay  in the Group tab 

in the ribbon or right -click the group and select Show Replay . 
3.  The Show Repl ay  dial og wi ll ap pear. 

 

4.  Browse f or and sel ect  the requ ired repl ay  file.  
5.  Click Show . 
6.  The Re play wind ow  will open  at  the  Control m achine and  start 

playin g the repla y file  to  the sele cted Cl ients.  

7.  Click  on the Replay win dow caption bar to end the Show.  
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Fi le Tr ans fer  

The File Trans fer  w indo w  
When you choo se t o p erfo rm a File Transfe r o peration  on an 

individu al Cl ient,  the File  Transf er window  is displa yed. At i ts  
sim plest , you transf er  file s by dragg ing  them  from on e location  to  
anoth er.  

 

The File  Transfer window is div ided in to the fo llowing sections:  
  
The cap tion  bar  

The c aption bar shows which Client thi s File Tra nsfer win dow  is 
working with . Clickin g the C lient name brings up a Remote 
Manag ement pane , a nd from here, you can  see d etails of the Client 

and perform a  va riety of  functio ns.  
 

By defau lt, the  Client name, wireless and battery indicators (i f 
app lica ble) and securit y status (sh ows if TLS o r encryption  are 

enable d or not) ar e disp layed o n t he  caption bar.  You can customi se 
what is  displayed and choose to show the Clien t's log ged -on user 
name, IP address, operating system, enclosure type and locatio n by 
right -clicking the Client name.  

 

Note : Changing th e Client display options here  will also  change them 

on  the quick acces s ba r, con nec ted Clients list on the sta tus 
bar a nd when  zooming into thumbnails.  
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The f ollowing o ptions are  availabl e:  

 

 Sho w or h ide t he ribbon.  

 Access the File T ransfe r setti ng s for  the curren t 
configu ration.  

 
Sho ws how many windows are open. F rom here, you  can 
access the  Window  men u. 

 
Access the onlin e hel p and version num ber, lic ensee, 

Technical Sup port and compressi on inf ormat ion.  
  

The r ibbon  
The ribbon provid es acce ss to  al l the task s and t ools when workin g 
with a selected fi le or folde r.  Posi t ionin g the cursor ov er a n icon will 
displ ay a br ief description of its func tio n.  

 
The followi ng sect ions  are ava ilable in  the H ome tab of the ribb on:  

 
¶ Fo lder  

Provides access to t he options for working with folders, su ch as 
copy, delete a nd rename. You must s elect a folder to work with 
before the options  become available.  

 
¶ File  

Provides ac cess to the options for working with indivi dual files , 
such as cop y, d elete and rename. This s ection will only appear 
when you have s elected a file to wor k with.  
 

¶ Selec t  

Allo ws you to  select  the fil es and  fol der s in the List view t hat  are to 
be transferred.  

 
¶ Gen eral  

Enables you to print the co nte nt  of a selected folder or fi le list and 
access a lis t  of recent f iles to send to the  Client . 

 
¶ Favour ite s 

Add or remove the  cur rently  selected folder to the Favour ites  fo lder 
in t he Tree view.  

 
When  a file  or f old er is se lected, a  new tab display ing  its  pr oper t ies 
will appear. The fo llowing sections are avai lable:  

 
¶ Attri butes  

View and set the att ri bu tes f or the  selec ted file o r fo lder.  
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¶ In f ormation  

Provides a summary  of  th e selected  file or fol der.  
 
¶ Action s 

From h ere , you  can perf orm actions such  as open, cop y, delete or 
rename.  

 

Th e local pane  
The local  pane  displays  a Tree view  of the fo lders  of  the Con tro l o n 

th e left -hand s ide  and a  List view of the conten ts of t hos e d irectories  
on the r ight -hand  side. Right -click  on a ny item i n one of the col umn s 
in  th e List view and a r ange of context -sensi tive func tions  become s 
ava ilable.  
 

The r emote  pane  
The remote  pane  disp lays a Tree v iew  of t he  folders  of the Client on 
the lef t -hand  side and a List v iew of the  con tent s of  th ose d irectori es 
on the r ight -hand s ide. Right -click on any item in one of t he co lumns 
in the List view and  a range of context -sensiti ve  funct ion s becom es 

available.  
 

Fi le i nf or m ation area  
The file informa tio n a rea is displayed at th e top of both  the  local and 
remote pa nes. Use the arro ws to  go to t he previous, next or par ent 
folder in the Tree  vie w. Click  to  select from a list  of prev iously 
selected fo lders. The cu rren t  fo lder  path will be displayed  and  you  can 
ente r a  pathname her e to g o direc tly to a  fo lder.  You can  filter, sort 

and  choo se how t o view the contents of t he List view. To provi de 
m ore space whe n working with file s and fo lders, y ou can max imise 

the loc al o r remo te  pane by clicking Window  .  
 
St atu s bar  
The sta tus bar shows the numb er of co nne cted Clients. You can see a 
list of  all con nected Clients by clicki ng Connected (click ing a Cl ient 
name op ens a File Trans fer window fo r them ). Right -click to choos e 

how the Client is displayed in the lis t.  
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Ar ra ngin g  m ult iple File Transfer w indows  

Just as you can view  to more than one Clien t at a t ime, you can h ave  
more t han one Fil e Tran sfer window  open at a time . Thes e File 
Transfer wind ows can be easily a rranged usi ng the Wind ow menu .  
 
To  arr ange mult ip le File Tra nsfe r  win dow s 

1.  Make s ure a F ile Transfer window  or the Co ntrol wind ow  is act ive.  

2.  On the caption b ar,  click Wi n dow Menu   and select  Tile -  
Fi le Tr ansf er Win dows . 

3.  All open File Transf er  windo ws wi ll be arran ged  so that  they 
proport ionality fill t he Control scre en.  

 

Notes:  
¶ Whe n worki ng with multi ple File Transfe r window s,  refer to the 

File Transfer  win dowôs capt ion bar to check which Client is bein g 
view ed in a par tic ular Fil e Tr ansfe r window .  

¶ You can use th e Tile wind ow s fun cti on  to  simila rly ar range all 
open View and Control  window s.  

 
Applying  a filter to fil es in List  v ie w  

You c an ap ply a filte r to the co ntents of a l ocal  or r emote List view, so 
that only file na mes whi ch meet certa in criteria or c ertain fil e types 
will be d isplayed. You do this by  using the Filter  field in the  fil e 
inf or ma t ion a rea (located above b oth pane sô List vie ws).  

 
Any f ilter setti ngs app lied t o th e local Lis t view will  not  affect the 
disp lay of the  remote Li st view and vice  versa.  

  
Filt er se ttings w ill remain app lied until  you reset them or close the 
File Tra nsfer window . 
 

To appl y a filter  to f ile s in t he Li st  view  
1.  Click in the Filter  field a bove  the pane w hose List v iew you wish 

to filt er.  
2.  To fil ter by fil e name, enter th e search t erm follo wed by * .*.  For 

exampl e, if you wa nte d to  view all file n ames begi nni ng  wit h the 
letter MKT, then you  would t yp e MK T*. * in the  Filt er text box . 

Or 

To fi lte r by  file  type,  enter the file  extension in th e Filte r  field 
(ente r *. before the extension ty pe) or click  to select from  a 
list of  current file types .  

3.  Press En ter  to apply the  fi lter  
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To  reset the f ilter to  f iles  in t he List vie w  

1.  Click the  cross in the  Fil t er  field  above the pane  
whose List view  you wi sh to reset.  

 
Changing the V iew format in  the F ile T r an sf er 
w ind ow  

The conten ts of the L ist view  of the local pane a nd remote pa ne can 
be displayed  in diff erent format s.  You can also sort the cont ents  of 

the Li st  vie ws in or der  to make  them easier to navigate.  
 
There are three  typ es of view in which yo u can di splay the contents  of 
the List vi ew in a File Tra nsfer window :  

 

Ico n view    Displays the fi les and fold ers as i cons.  

Details v iew   Displ ays the files an d fold ers as ic ons.  
 

Note :  The column order can be chan ged  by  

dr agg ing and dropping the colum n 
header s. 

 

Small icon view   Display s t he file and fold er nam es onl y.  

 
By defa ult , the contents o f the Li st view will  be displayed in  Details 
vi ew . You can chan ge the view by clicking t he  relevant icon in the File 
info rma t ion above  the local or remote p ane.  
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Cha n gi ng th e sort  order s in a Fil e Transf er  w indo w  

Typ ically, the con te nt s of the  List views in a F ile Transf er win dow  can 
be sorted  into the follo wing ord ers:  
 

Sort Or der  Desc rip tio n  

By Name  The  cont ent s will  be sorted alphanu mer ically 
by fi le n ame.  

By  Ty pe The co ntents will be  sorted alpha nu me rica lly  

by f ile extension. This is n ot applicable to 
driv es and fol der s in the List  view.  

By File Descri ption  The cont ents wi ll b e sorte d accordi ng to th e file 
descrip tion.  

By Modified  Da t e The conte nts will  be sor ted accor ding to the 
date  they were last mod ifi ed.  

By  Size  The con te nt s wil l be sorted  according  to the 

size of the  fi le. This  is not applicable  to driv es 
and  fold ers in  the  List view.  

  

Note :  You can a lso specify whe th er t he con tents are to be so rte d in 
ascen din g o r d escending order.  

 
To  cha ng e the so rt o rde r  
1.  Select t he a ppr opr iat e p ane (local  or  rem ote).  

2.  Click  So rt   and select the required  option  fro m the lis t.  

 

Notes:   

Å When  the List view is d isp layed  in Details vie w, yo u can  click on  
the column  headings, su ch as nam e and d escription, to sort  the 
ord er b y an  appropr iate column  headi ng. Clicki ng on a  colu mn  
hea din g a secon d t ime will toggle the order d irecti on.  The current 
ord er direction wil l b e i nd icated by a small ar row on t he  top of the 
column  heading.  For  exam ple,  an arrow po inting u p indicates th e 
List is s orted  in a scendi ng ord er.  

Å The or der  of the  columns  can be chan ged  by dragging and  
dropping t he col umn  headers.  
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Transferring  f iles an d f older s 

Net Sup port Manager  includes  sophistica ted File Transfer functio nality 
that  enables  yo u to transfer  files to and fro m a Control and Cl ient 
works tation.  

 

No tes:  
¶ To help imp ro ve  perfo rma nce, Ne tSuppor t Mana ger uses D elta 

File T ransfer te chnology , me anin g th at on ly the c hanged p arts of 
a file that  may alre ady exist in the  destinatio n folder  are 

tra nsferred . This  can prove mo st useful when u pdating da tabase 
files be tween two lo cati ons wh ere  either  bandwi dth us age or 
ava ilability i s an iss ue. 

¶ File Tr ansfer fu nctiona lity can be configured by clicking t he 

Change the settings for the curr ent  Conf iguration icon  
on the caption bar and choosing Fi le Transfe r . 

¶ While viewing a Clien t , you can d rag and  dr op files  from the 

Contro l W indows E xplorer dire ctly to  the Cl ient' s de skto p.  

 

To transfer files between a Control and a Client  
1.  Select t he req uir ed Cl ient in the L ist view.  

2.  Select the Home or Remote ta b in the ribbon an d click File 
Transfer .  
Or 
Right -click on  the Client  icon in t he list view and ch oose Fil e 
Tr ansfer .  
Or 

If you are viewing the Client, select t he Tools tab in the View 
window rib bon  and click the File Transfer  icon.  

3.  The Fil e Trans fer win dow  to th at Client  will o pen. 
4.  From the local or remote pa ne Tree view,  select th e d estination 

drive or fold er into wh ich the i tems will be copied.  

Note : The path to any open folders (Explorer windo ws)  on t he 

Client desktop will b e di splayed at the top of t he remote 
pane to enable qu ick selectio n.  

5.  From the local or remote Lis t vi ew, se lect the item(s) to be 
copi ed.  To sel ect all f iles, click the Files  icon on the ri bbon. To 
select all folders, click the  Fold ers  icon. If you want to  transfer 

all files and fol ders, click the Al l  icon.  

Note : NetSupp or t Manager provid es a list of fi les that  th e Control 
has recently w ork ed with , which  can be sent to a Client. 
Click Recent  Files (the last 20 files are displ aye d) an d 
select a file from t he  list. The file will be cop ied to the 
current  folder a t the Client . 
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6.  Click Copy Fil e . 

Note : The se lected ite m(s) can also be ódraggedô fro m  the L ist 
view and ódroppedô into the destination drive or folder.  

7.  A confi rmation dial og will  be displayed . Click Yes . 
8.  The Copy Pro gress dia log will a ppe ar , showi ng the  pr ogres s. From  

here, you can c hoo se to ig nore any error mes sages a nd o verwrite 
prom pt s until completio n. T hese will th en  be displayed  in a  
summary window at the end of the o per at ion. 

 

To t ransfer files bet we en Clients  
1.  Display t he  File Tr ans fer window for each Clie nt.  
2.  Arrang e the Fil e Transfer windows so you can see bo th Clients 

and simply drag files/fo lde rs fr om one to the other.  
  

Note : You can s ee more of a Client ôs files and  fold ers  by clicking  

Wi nd ow  , locat ed above  the  rem ote  pane . 

 
Ma naging fi les a nd folders  

You can  easily manage th e file an d folders you wi sh t o work with 

dur ing a File  Transfer ope ration.  
 
To creat e folde rs  
New fol ders can be crea ted at the  Control or the Cl ient.  

 
1.  Select t he local or remo te Tr ee view.  
2.  Select  the drive or fo lder in which the f older you  want to creat e 

wi ll appea r.  

3.  Click the Cr ea te Folder  icon  on  the ribbo n.  
4.  The Cre ate  Folder d ialog wi ll be d isp layed.  
5.  Enter a n ame for  the folde r and click OK.  

 
Add a folder to Favourites  
Folde rs th at need to be a ccessed regularl y can be added to t he 
Favour ites folder in  the  Tree vi ew . 

 
1.  Select t he  required folder  in  the local  or  remote  pane.  

2.  Click  the Add  icon o n t he ribb on . 

3.  The f older w ill appear  under Favou rites in the Tree vie w. 
 

To renam e a file  
1.  Select e ither t he local or remo te pane List view.  
2.  Select th e file to be r enam ed.  
3.  Click the Rename Fi le  icon on the r ibb on or pres s F2 .  
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4.  Ente r t he new na me for t he file . 

5.  Press En te r .  

 
Cha nging  file attr ibutes  

You m ay wan t t o change the  attributes of a  file, for  exam ple, to read -
only.  

 
1.  Select the file whos e attribute s you want t o vi ew or ch ange.  
2.  Click the  Properties  icon o n the ribbon.  

Or 
Right -cli ck and choose Properti es . 

Or 
Selec t the tab  disp laying the  file name i n the rib bon and clic k 
Modify . 

3.  The Fi le Prop ert ies d ialog  will appear.  
4.  Check  or clear the at tributes yo u wish to se t.  
 

Editing a remote file  

You  can edit a file  on the Clien t  ma chine at the Con trol mac hine an d 

send the u pdated ve rsion  back  to t he Client.  
 

Note: You can quickly edit a file using NetSupport Manager's internal 
text editor by right -clicking the required file and selecting 
Quick Edit .  

 
1.  Double  click the requ ired file in the  remote  pane.  

Or 
Select the required fi le in th e remote pane. Clic k the Open Item  
icon on the ribbon to o pen the file using  the default appl icatio n o r 

click the drop -down arrow  to sel ect an ap plication to open the file 
with.  

Not e : The Open Item  icon is not availa ble  for certain file types 
such as .exe,  .cmd and .bat file s. You can choose an 
application to ope n these with by ri ght -clicking the file, 
selecting Open With  and clicki ng Choo se  Applic ation . 

2.  A dialog will appear asking y ou to confirm that you wish to uplo ad 
the f ile and open it. Click Open .  

No te : This dialog won 't appear for .bmp, .png, .jpg, .gif, . tx t and 

.doc file types. You ca n ad d to a nd edit the list of safe file 
types i n the Fil e Transfer settings (even if  .exe, . cmd and 
.bat file types are added to t he li st,  you will still be 

prompted b efo re you can choos e an application to open 
these ).  

3.  Make t he  relevant change s to the file  and  save and  close it.  
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4.  A promp t will  appear. C lick Yes  to send the updated file to the 

Client. You can change the name of the fil e by entering a new 
name in the Save As  field. If you cl ick No , the file wo n't be 
copi ed to th e Client  and an y ch anges you mad e wi ll be  los t.  

Not e : You will be adv ised if th e fil e has changed wh ile you were 
edi ting  it.  You can cho ose to save your co py o f t he fi le 
with a d if fe rent nam e, overwr ite the remote file  at th e 
Client or c ancel and l ose any changes you mad e.  

 

Deleting file s an d fol ders  
You c an delete fi les an d f olders fr om eith er a Control  or Client 
machine.  

  

To  delete a fi le  
1.  Select the file you wis h to delete.  
2.  Click the Delet e File icon on the ribbon.  
3.  A confi rmation dialo g will be displayed . Click Yes . 

To  del ete a folder  

1.  Sele ct th e fo lder y ou wish to d elete.  
2.  Click the  Dele t e F older icon o n the ribbon.  
3.  The Remove  Folder dial og will be displaye d.  
4.  Select th e Include C on te nts  chec kbox.  
5.  Click Yes . 

 

Notes :  
¶ You canno t remove more  than one folder at  a time.  If you  hav e 

several fol ders  sele cted  in th e List view when p erf orming th e 

delet e operation,  only the last selec ted folder will be removed.  

¶ By defa ult,  al l fil es deleted fr om  the loc al pane w ill be sent to  the 
Recycl e bin. This c an be changed in th e File T ransfer  set t ings.  
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Prin t  Fil e  Tra n sfe r l ist  

The File  Tran sfer window  pr ov ide s an  option to print a list  of file s 
from e ither  the loc al or r emote pane. This  can be useful if a re cor d of 
file tr ansf er operation s is requi red.  

 
You can print a comple te folder  tr ee or f ile list o r a selected area.  
 
To  p ri nt a  f o lder  o r file l ist  
1.  I n eit her the  loca l or remote  pane, selec t  the  fo lder  tree o r 

ind ivi dual fi le list to  be printed.  

2.  Select th e Print  icon on  the  ribbon.  The Prin t Opt ions  dialo g will 
appea r. 

3.  Con fir m wheth er  yo u are printing  a fo lder  tre e or  fil e lis t and i f it 
is the full li st  or  select ed area. You can  also cho ose to i ncl ude th e 
appli cation icon a ppropriate to  each file b y check ing  the Print 
I mage s  box.  

4.  Click OK  to pri nt.  

 

Synch ronising f ol ders  

You can sy nchronis e the content s of se lected  folders on t he Control 
and Clie nt.  When  you sy nchr onise two fol ders , any  new  or up dated 
files in eit her  folder  will  be automaticall y copied to  the  othe r fo lder.  
 
To sy nchronise f old er s 
1.  Selec t t he fo lder from t he  local pan e Tree v iew to be 

syn chronis ed wit h the Client.  
2.  Select the folder fro m the  remote  pan e Tree view t o be 

sync hron ised w ith the Cont rol.  

3.  Click the Syn chr onis e Folders  icon on the r ibbon.  
4.  The Sy nchroni se Folders  dialog  wil l b e displ ayed.  
5.  Check the displayed  paths of t he two select ed fold ers. 
6.  Choose to incl ude the subfolders by selec ting In clud e 

Subfolders .  
7.  To autom atic ally o verwrite new er v ersions of e xi sti ng f iles, select  

Overwrite All . 

8.  Choo se OK . 
9.  A co nfi rm ation dialog  wil l be displ ayed,  click  Yes . 
10.  The Folder  Synchron isation Progr ess dia log wi ll be display ed. 

11.  When completed,  th e res ult wil l be  displayed  in  the  Folder 
Synchro nisation Res ults  dialog. 

12.  Click OK . 



NetSupport  Manager v .1 4.00  

 

 173  

File Distribu ti on  

 

Th e F i le D istr ib ut ion w in dow  

The Fil e D istribu t ion window  is used  for distributi ng f iles to multipl e 
Clients  simulta neously.  

 

The File  Distributi on window is divi ded into the followin g sections:  

  
The ca ptio n bar  
The ca ption bar shows whi ch g rou p of Clients thi s particular  File 
Distribution window is  worki ng with. The following options a re 
avail able:  
 

 Show or hide th e ri bbon.  

 Access  the settings for the  curren t con figu ration.  

 
Shows how man y wind ow s ar e open.  From  here, you can 
access t he  Windo w menu.  

 
Access the o nline he lp and version numbe r, lic ensee  and  
Technical Sup port info rma ti on.  

 
The  rib bon  

The ribbo n pr ovide s access t o all the tasks and t ools wh en working  

with a sel ected file or fo lder . Po sitioning th e cursor over an ic on w ill  
disp lay a brief  description  of its f unction.  
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The fo llowing sections are available in the H om e tab o f the r ibbon:  

 
¶ Clients  

Enables y ou to choos e a destination fol der on th e selec ted Client to 
where the files will  be sent and pre vent the Client fol ders from 
being automat ical ly upda ted whe n you change the loc al folde r.  

 

¶ Folder  
Provides access to t he  options for wor king with fol ders , such  as 

copy, delete and rename. Y ou must  select a  folder to work with 
before  the option s become available.  
 

¶ File  
Provide s access  to the options for work ing wit h individual files , 

such as cop y, delete and rename. This s ection will only ap pear 
when yo u ha ve sel ect ed a file to work with.  

 
¶ Se lect  

Allows you to selec t the fi les and  fol ders in the List view that are t o 

be transfer red.  
 

¶ General  
Enables you to pri nt t he  content of a sele ct ed folder or f ile list  and 
access a lis t of recent files t o send to th e Cl ients.  

 
¶ Favourit es  

Add or remove the  curr en t ly sele cted folder to the Favourite s fold er 

in the Tre e view.  
 

When a fil e or fo lder is  sele cted , a new tab disp laying  its p roperties 
will  appear. The following sections are  ava ilable:  

 
¶ Attribu tes  

View and se t  th e attr ibu tes for  the selected file o r f older. 

 
¶ Info r m ation  

Provides a summary of the select ed file  or folder.  
 
¶ Actio ns  

From  here, you c an perform actions s uch as  open,  copy, delete or 
rename.  
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The local pane  

The loca l pane displa ys a Tree view  of  the  folder s of  the Contr ol on 
the left -hand sid e and a Li st  view of the contents  of those fol ders  on 
the r ight -hand s ide. Rig ht -click on  any  ite m  in  one of  the  colu mn s in 
the l ist  view an d a range o f context -sensi tive functio ns become 
ava ilable.  
 

File infor mati on are a 
The file in formation area is  displ ayed at th e to p of the local pane. Use 

the arr ows to go to the previous, next or p aren t f olde r in  the Tree 
view. C lick  to select  from a lis t  of previously selected folders. The 
cur rent folder path will be disp laye d and yo u can enter  a pathname 
here to go di rectly t o a folder. You can filter,  sort and  cho ose how t o 
view the contents  of th e List vi ew.  
 
The r emo te pane  
The remote pane  shows the Clients t o whom the files will b e 
dist r ibuted . Right -click  on any item  in one of  th e columns in the  list 
view and a  range of c onte xt -sensitive fun ctions become av ail able.  

 
Sta tus bar  

The status bar show s t he n umbe r of connected Cl ients . You can see a 
list of all connected Clients by clicking Conn ected . Righ t -clic k to 
choose how the Cl ien t is displ ayed in the list.  
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Dis tr ib u ting f i le s 

You can d istribut e f iles t o  
¶ All conne cted Clients . 
¶ Selec ted Clients . 
¶ A pre -defined group  of C lients.  

 

No t e :  To improv e p erformance when distributin g files, NetSupp ort 
Manager's Broadcast File Distribution facility is enabled by 
default. This results in the files being sent  to all machines 

sim ultaneously, thus improving the speed o f transfer. If this 
feature is turn ed off , t he files are sent to each C lient mac hine 
in  turn.  

 
Whilst  reduc ing ove rall net work traffic  gen erated by 
NetSup port  Manager , u sing t his  feature wil l gener ate  
additiona l broad cast pac ket s on you r networ k. I t  is 

rec om mended that you consul t your netw ork admin istrator 
before  using this  feature.   

 

          File Dist ributi on  can be se nt to Clients u sing  multic ast.  The 
broa dcast wi ll only b e sent  to mac hines inc lud ed in the 
specifi ed IP mu lti cast add ress.  

 
To  d istr ibute  fil es to a defined g rou p of Cl ient s 
1.  Select the group  of Clients you w ish to dis tribute  fi les to from  the 

All  Comp uters  fo lder in the Tree  view . 

2.  Select the Group  tab in the ribbon and click File Di stribution .  
3.  The Fil e Distr ibution window  will appear . 

4.  From  the  Tree vi ew , select  th e item (s) to  be copied to t he Client s.  
5.  The loc ation o n the Cli ent wo rkstatio ns where the  files/ folders  are  

copied  to  is ca lled  th e d est inatio n folder . Unless otherwis e 
spec ified, the Clien t  destination fo lder  will be  the sam e as th e 

it em(s) location on the  Contr ol w or ksta t ion. I f th e Client does not 
have the  same fol der  available,  the  item(s)  will be  copied  to  the C 
Drive by defa ult  and t he fol ders automaticall y create d.  
Or 
To set a specifi c destination folder  on the Client w orkstat ion,  
right -click  on th e Client icon  in th e remot e pane and ch oose Set 

Destinat io n . Spec ify a destinat ion,  click OK . 

Note : To set the destination folder for all C lient s in the group, 
click the Set D estination  icon on t he ribbon. You can lock 
the destination  fol der at Clients by clicking Lock  Folde r .  

6.  Click  Copy  File . 
 



NetSupport  Manager v .1 4.00  

 

 177  

To  distri bute f ile s to  a select ed number of Clients  

1.  Open the All Comp u ters , Browse  or Active  folder  in the Tree 
view . 

2.  Select the Tools tab in the ribbon an d click File Distribu tion .  
3.  The Fi le D ist rib uti on window  will appear . 
4.  I n th e remo te pane, indicate which Client s you wis h to co py files 

to by ensuring a green tick appears beside the Client name ( click  

this  to remove the Client from the file distribution).  
5.  Fro m th e Tree vi ew , se lect the item (s ) to b e copied to th e Client s.  

6.  The l ocation  on  the Cli ent wor kstati ons wh ere the f iles/ fo lders  are 
copied  to  is call ed t he destination folder . Unless o therw ise 
specifi ed, th e Client d estin ation folde r will  be th e sa m e as the 
item(s) lo cation  on the Contr ol  works ta ti on . If the  Client doe s not  
have t he same fol der ava ilable , the item(s) will be copied  to th e C 

Drive by defaul t  and the folder s automatically crea ted.  
Or 
To set a specific d estin ation folde r on t he Cli ent work statio n, 
right -click  on the Client icon  in th e remo te Pan e and ch oose Set  
De stin ati on . Spec ify a destina tion, click OK . 

Note : To set the destination fold er for all Clients in the group, 

click the Set Desti nation  icon on the ribbon. You can lock 
the destina t ion folder at Clients by clicking Lock  Fol der .  

7.  Click Copy  File . 
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File  Man ag er  

The File Ma na ger w indow  

The NetSupp ort Ma nager  File  Mana ger s erve s the  same purpose as 
Microsoft Ex plor er.  Rath er  than ex it ing t he NetSuppo rt Man age r 
program and ed iting the Control  workstati on, do it fro m withi n 
NetSupport Man ager. 

 

The F ile Man ager window  is di vi ded into  th e following se ctions :  
 

The cap tion bar  

The c aptio n bar shows that you  are in t he  File Mana ger wind ow . The 
following options are available :  
 

 Show or hide the r ibbon.  

 Access the  settings fo r the current con figuration . 

 
Shows how man y wind ow s are open.  From here, yo u can 
access the  Window menu.  

 
Access t he online hel p and vers ion number, licensee  and 
Technical Sup port inf orma ti on.  

 
The  rib bon  
The ribbon pr ovides acc ess to all  th e tasks  and tools when wor king 

with a selec ted file or  folde r.  Positio nin g the cursor o ver an  icon will  
display a bri ef de script ion of its fun ction.  
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The followin g sectio ns are available in the Ho me t ab of the  r ibbo n:  

  
¶ Folder  

Provi des access  to the op tio ns for wo rking with fold ers, such as  
cop y, delete and rename. You must select a folder to wor k with 
before the option s bec ome available.  
 

¶ File  
Provide s access to the options  for working with individual  files , 

such as  cop y, delete and rename. T his sectio n w ill only a ppear 
when you  have select ed a  file to work with.  

 
¶ Select  

Allows you to sele ct t he f iles and fo lders in the  List  view.  

 
¶ General  

Enables you to  print  the content of  a selected folder  or file l ist.  
 
¶ Favou rite s 

Add or r emove th e curr ent ly s electe d f older  to t he Favourites folder 
in th e Tree vi ew.  

 
When a file or folder is selected, a  new  tab  displaying  its propert ies 
wil l appear. The fol lowing se ct ions a re  available:  

 
¶ Attributes  

View an d set the file attrib utes  for the s elected file o r folde r.  

 
¶ In for matio n  

Provid es a summar y of the sel ect ed fil e or fo lder.  
 
¶ Actions  

From here, you can perf orm actions suc h as, open, copy , delete or 
rename.  

 
Th e loc a l pane  
The local pane  displays  a Tree vie w of the folder s of t he C ontro l on  
the  left -hand side a nd a Li st view of  th e contents of those folder s on 
the r ight -hand side. Right -click on any item in o ne o f the colum ns in 

the li st v iew  and a range of cont ext -sensit ive  fu nctions becom es 
available . 

 
Fil e inform ati on area  
The fi le informa tion are a is  displaye d at t he top o f the  local pane. U se 
the arrow s t o go  to  the p revious, next o r parent folder in the Tree  
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view. Clic k  to selec t fr om a list of previou sly selec te d fold ers. The 

curr ent  folder pat h will  be disp lay ed and you  can  enter a p athname 
here  to  go di rectly  to  a fo lder.  You can filte r, sort and cho ose how  to 
vi ew  the contents of the List view.  
 
Stat u s bar  
The stat us bar show s the  number of connected  Clients . Yo u can s ee a 

list of  all connecte d Clie nts by cli cking Conn ecte d (clicking  a Clie nt 
name o pens  a File Tran sfe r wi ndow for them) . Right -clic k to  cho ose 

how t he Client is d isplayed in the list . 

 

Mana ging f ile s on the Contr ol wo r ks ta t ion  

You can  ma nage files on a Co ntrol workst ati on using the  File Ma nager 
windo w. This  is simila r to  th e File Tr ansfer window  but o nly  displays 
the  contents  of  the  Control  workstatio n.  
 
To di splay the  File Mana ger window , se lect the To ols tab  in the r ibbon 
and click Fil e Ma n ager .  

 

The  Tr ee view  
¶ To s elec t a dr ive or fol der  in th e Tree view , simply cl ick on it . T he 

cont ents of the  selecte d i tem will th en be  displ ayed  in the List 
view ( on the rig ht).  

¶ If t he selecte d drive or  fol der contain s subfo lders tha t are n ot 
displa yed , th e following  icon will be  display ed to the  left of the 

item.  
¶ To expand the c onte nts  of a dri ve or folder  so tha t  its sub folders  

are visible  in th e Tree  view , eith er double click on the drive or on  
the folder , or c lick on th e  icon to the lef t  of t he dr ive or folder  

yo u wish to expand .  
 

Th e Li st view  
¶ To select  an item in the List  vie w, simply  click on it.   
¶ To sele ct mul tiple items  in the Lis t vi ew :  

¶ If t he items  are ad jacent  to one a nother, se lect  the f irst  item,  
hol d down t he Shift key and  th en select  the  last  item.  

¶ If  the items  are  not  adj acen t t o one another, then select the 
fir st i tem , then  ho ld down th e Control  key a nd select e ach of 

the ot her it ems . 
¶ If all fil es and/or folders a re require d, click All  in the ribbo n. 

To s elect all  files,  click Fi les  and  to select all  folders, cl ick 
Fold er s . 
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Whe n a file or fo lder has been select ed, the  icons on  the ribbon wi ll 

becom e a ctive, allo wing you to  per fo rm  act ions such a s open, co py, 
delet e or renam e. A new t ab w ill also ap pear in  the ribb on  disp lay ing  
it s p ro perties, and fro m here, you can view  and edit  the attributes 
and work with the file  or  folder.  
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Control/Clie nt Ch at ses sions  

NetSup por t Manager  allows you to  óChatô to any nu mber of conne cted  
Clients sim ultan eous ly via a scr olling text wi ndow.   

 
1.  Select  the  Client s or group  of Clients y ou w ant to chat t o in the 

List vi ew. If you d o not sele ct a Client icon, all conn ected  Clien ts 
will be includ ed. 

2.  Selec t th e Remote  tab in  the  ribbo n and cli ck Chat .  
Or 

Right -click  on an ind iv idual C lient and  choose Ch at .  
Or 
If yo u want to chat to a group of Cl ients, select the required 
group in the Tree view and click Chat  in the Group  tab in the 
ribbon or right -click  the group and select Chat .  

3.  The Creat e Discussion dialog  wil l appear .  

 

The dial og  has the fo llow ing  options:  

To pic  
If requir ed,  en ter  a title or  description fo r th e subjec t to b e 
discussed  in the Chat sessio n. This  wi ll a ppear  in th e Title  bar  of 
the  Chat  win dow  that  is displayed  at the Client ma chin es. If left 

blank, the Con t rol  name  wil l appear . 

 
Op ti ons  
Mem be rs can decline  to j o in  
If  checked, a  messag e wi ll a ppear at  the Clien ts ma chine inviting 
th em to jo in the Cha t  session. The y can ch oose to join or decl ine.  
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Mem be r s canôt leave the chat  
If check ed, the optio n for Clie nts to  leave  the  Chat se ssion will be  
removed . 

Chat W indow  is alw ays visible  
If che cked , t he Chat window  rema ins on the Clients d esktop for  
the dura ti on  of the Cha t  sessi on . Members canno t mi nimis e t he  

wi ndow . 
 

Members  
To exclud e a C lien t from th e Chat ses sion , remo ve the green t ick 
next to t he Client ôs name . 
 
Click OK  to  start t he Chat session . 

4.  The Chat window  wi ll appear  on the Co ntr ol and  Client  
worksta t ions.  

 

The Chat w in dow  

This window  is dis played at eac h pa rti cipa tin g member ôs m achi ne and 

lists  the  progress of th e Chat  session.   
 
Unless the  optio n is  disabled i n the Create Discussi on  dialog, Clients 
can c hoose  to leave the  session . 
 
The  fol lo wi n g options are  av ailable fro m the Chat wi ndow : 

Chat Men u  
The content of a Chat s ession ca n be store d for fut ure ref erence . 
Choose Save  to create  a file  cont ain ing the text or choose Copy  to 

be able  to paste  the Cha t cont ent in to another ap plica t ion or f ile . 
 
Should the  Chat  m embe rs not resp ond,  you  can se nd an  aud ib le beep 
to ea ch wor kstation by selecti ng  Send B eep . (The Clien t  can a lso do 

this fr om thei r C hat window .) You can configure the  Client a nd 
Contro l worksta t ions  to play  the beep t hrough either the  PCs internal  
speake r, t he default, or v ia t he ins ta lled so und  card t o speakers 
attached to the PC.  Select Clien t C onfigura t ion -  Client Setting s or 
Contr ol Config ur at ion -  Sett ings . 
 

Wi ndow  Me nu  

Only t he Contro lôs Chat  windo w wi ll hav e a window  drop -dow n menu. 
Thi s me nu en able s you to swa p betw een opened scr een s or  Tile  
th em .  
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Chat Progress  

The mai n body of t he Chat window  is use d to record  the prog ress o f a 
Chat ses sion. It ho lds d et ai ls o f m embers wh o have jo ine d or left t he 
discu ssion, as wel l as the  messages t hat hav e be en s ent by each 
me mber.  
 
Message  

This  is wh ere  yo u typ e your comments. Type the mes sage  and hit 
Enter or  cli ck Se n d .  

 
Auto Send  
Each m essage  is r estricted  to 128  charact ers . Check t his box to 
automa ti call y se nd t he mess age wh en the l imit is rea ched . 
 

Clos e 
Ends the Chat se ssion.  
 
Members  
Mem bers  curr ent ly included in the Chat ses sion ar e li sted here . The 

Contro l can  add  or remove Client s from the C hat session  as r equi red.  
Unless disa bled, Cli ent s hav e the opti on t o leave  the session  of their 

own  accord . 
 
I nvit e  
The Chat  Properties dialog  is initially used to se lect th e Cl ients to 
include/ excl ude f rom th e Chat se ssion.  To add  Clients when th e Cha t 
session i s in prog ress, cli ck Invit e . The  Add  Mem bers di alog will 

appe ar, select the req uire d Cl ients a nd clic k Add . You can s end  a 
copy o f t he Chat progress to new mem bers by  che cking the  Send 

di scus sion h ist or y box.  
 

No te:  Clients  that  have been remov ed or ha ve decided t o leave t he 
Chat sessio n ca n be invite d back . 

 

Eject  
To remove Clients  fro m  th e Chat session , select the Cli ent  in th e 
Memb ers l ist and click Eject . E jected Clients can b e invite d back in to 
the  session if  req uired.  
 

 

Note:  Clients can i ni tiate Chat s essi ons  with th e Cont rol by opening 
the Client  inf ormation  wi ndow  and clicking the Ch at  icon .  
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Disa bl e C hat sessions  

The Chat  featur e can b e d isable d in a Clientôs confi gurati on , 
preven ting eithe r th e Client or Control fro m ini t iating  a Chat  session . 
 
To p revent  t he Control  from  init i ating  a Ch at s ess ion  
1.  At the requir ed Client wo rks ta tio n(s), choose NetSuppo rt  

Manag er  Configurat or  from  the  NetS upport  Mana ger  Progra m  
group . The NetSupport  Client Co nf igurator will appear . 

2.  Select Ad va nced  and ch oose the  profi le to a me nd.  

3.  Select  Secur ity  -  Access Pr ivil ege s . 
4.  Check t he Disa ble  Cha t  opt ion . 
5.  Click OK . 

6.  Save th e pr ofi le and r esta rt the Cl ient.  
 
If the Con tro l attempts to ope n a Cha t sess ion , they will be ad vise d 
that  they do not have  acces s righ ts to p erform t he tas k at th at  Client.  
 

Note:  To p reven t  the Cont rol from chat ting to  al l  Clients , d isabl e the 

feature in t he Control conf igu ration . Click  the  Profi les  icon   
on the  capt ion b ar, select the r equir ed configur ation and 
select Sett ings . In the Settin gs for Configuration dialog, 
sele ct Con trol  Interface  -  Funct ions  and check the Disab le 
Chat  op tion.  

 
To  prevent the  Cl ie nt fro m i nit iating a Chat ses sion  
1.  At  the requi red Cli ent  workst ation(s), choose  NetS upport 

Manager Config urator  from  th e NetSupp ort Man ager  Progr am  

gro up . T he NetSupp ort Cl ient C onf igurator  will a ppear . 

2.  Select Advanc ed and choos e the pr ofi le to ame nd.  
3.  Select Client Interface  -  Clie nt Sett ing s . 
4.  Check  the Disa ble  Cha t  option.  
5.  Click OK . 
6.  Save  the pro fil e and restart the  Client . 

 
The Ch at opti on will b e unav ailab le at  the C lient.  
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Sen din g m essag es to C lients  

With NetSup port Ma nag er, you  can sen d a me ssage to an i ndividual 
Client , a group  of  Clients or all Clien ts o n t he n etwor k.  

 
To send a me ssa ge  
1.  Select  the required Clie nt i n th e List view.  
2.  Select the Remote  tab and click  Send a message .  

Or 
Select the Desktop tab in the ribbon  and  click  Br oadcast 

Message .  
Or 
Select t he tab in th e rib bon display ing the Client's name and c lick 
Send a message . 
Or 
Right -clic k and  cho ose Messag e .  

3.  The Messag e di alo g will appear . Choose wh ether to s end the  

messa ge t o all  avail able Clients, all connec ted Clien ts o r only the 
current ly  selecte d Clie nt (s) . Ente r the mess age and d ecide 
whethe r to sh ow it  at Client PCs for  a spec ifie d tim e. 

4.  Click Send .  

 

The m essage  wil l b e displayed in a dialog at the Cli ent scr eens a nd 
will r emain  unt il t he user  closes th e di alog or t he  specified ti me limi t  
expi res. I n ad dition to  the  mes sage itself,  a custom ised t itle  can be 

included . This is set i n the  Control confi gura tion.  Click the Change 

the settings for the current Co nfig uratio n  icon  on the captio n 
bar and select Gene ral . 
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De al ing  wit h h elp r equ est s  

NetSupp ort  Manag er allows a user  at a  Client w ork statio n to  request 
help from  a specified Cont rol workst ati on.  

 
If a Controlôs List  vi ew has been  set t o Details  view and customised to 
display help m essages, a Cli ent's help request me ssag e will be 
imme diate ly displa yed  in  the List view. The Help Reques ts  folde r in  
the Tree vi ew  wil l also be highlig hted . 
 

Net Sup port Ma nager also allow s yo u to configu re a Control's help 
request warning settin gs and avai lability.  
 
To adjust a Co ntrol ôs he lp r eque st war ni ng sett ings  
1.  Click the Change the settings f or the curre nt Con figu ration 

icon   on t he caption bar.  
2.  Selec t  Cont rol  I nterfa ce  -  Help Reques ts . 
3.  In  the  'When  a He lp Request Arriv es' se ction, there ar e th ree 

additiona l warni ngs that a Control can ch oose to re ceive  whe n a 

Client sends  a hel p request:  

¶ Have the C lient  selected in the List view . 
¶ Displa y an indepe nden t help  request me ssage on the 

Control ôs screen. 
¶ Play a sound when a he lp  req uest message ar r ives. 
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To adju st a  Co ntrolôs h el p  r equest a vai lab il ity  

A Cont ro l can also choose to be in one of thre e state s of avail abili ty to 
receive Clie ntsô help  request s.  
 
1.  Click the  Change the settings for  the  current Con figur ation 

icon   on the caption bar.  
2.  Selec t  Con t r o l In te rface  -  Help Request s . 
3.  In the 'Con trol Statu sô sectio n, a  Contro l c an choose  fr om the 

fol lowing three  setti ngs:  

¶ Ava ilable to take  all help req uest s. 

¶ Unavail able to take any help reque st s. 
¶ Busy  at the  mom ent (ensu re that you spe cify t he number  of 

Client s yo u wish to  be c onnect ed to, in orde r to  be co nside red 
busy ) .  

 

No te :  When bro wsi ng fo r Cli ent s, Contro ls hav e th e op tion to browse  
only for Clien ts  who  have req uested help.  

 

To clear a  he lp  request  

Once a help  req ues t has been d ealt w ith , you can clear this. A Clien t  
can  also clear  previous  help  requ est s from  the R eques t H elp dia log.  
 
1.  Select th e Help Reque sts  fo lder  in the  Tree view . 
2.  Right -click on  the r equire d Client's request  and  sele ct Clear 

Help . 
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Cap tu r ing a C lientôs printed outpu t  

Print  capt ure r edi rects pri nte r o utpu t fr om a local pri nter at the Cli ent  
to the p rin te r, PDF/XPS do cument  or  fil e at the Contro l. You wou ld 
use this whe n runn ing an a ppli cat ion on  a Clien t b ut want an y printed 
outpu t redirect ed to  the  printer th at  is local to you . 

 
To r edirect a  Cl ient ôs pr int  output  

1.  Click th e Profiles  icon    on  the c apt ion bar.  

2.  Select appropr iate conf igurati on. 
3.  Click Setti ng s .  
4.  Select  Remot e Co n t ro l  ï Pri n t  Cap tu re .  

 

5.  Check the Enable Print Capt ure  che ckbox.  
6.  Choos e t o send the  Clien tôs printer output to  a PDF/XPS  

documen t an d whether to autom atically print th is.  
Or 
Select  a printer  to redire ct the C lien tôs out put to . The def au lt 

printer w ill be displayed. Click Change  to sele ct another printer .  

Or 
Select a fi le to  capture t he pri nt  file  to . 
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Note :  In ad dition to enabling  thi s o ptio n at the Co ntrol , you also 
need to ens ure  that print capture is enabl ed in the C lientôs 
configu ration . The privilege s are enabl ed by default . 

 

Remo t e clipboar d  

Durin g a Vi ew session , you can c opy the content of the clip board  
bet ween Co nt rol and Clien t PCs.  
 

The Clipboard  secti on  on  the H ome tab of the  View windo w ribbon 

prov ides the fo llowi ng options:  
 
Sen d  
Used  when copying fro m the Cont ro l to a  Client and us ing the 
{ Edit} { Cut / Copy} menu  opt ion.  
 
Retrieve  

Used when co pying  fro m the C lient  to the Co nt rol and using th e 
{ Edit }{ Cut/ Copy} m enu option.  

 
Au to  Clipboa rd  
When  enabl ed, provi des the  qu ickest met hod  fo r co pying data. Use 
the shortcu t  keys ( Ctrl + C and  Ctr l+ V) to  autom atic ally  cop y to  and 
from  the clipboard at both the C ontr ol and Client  machines . 

  
Se nding the cont en t  o f th e c l ipboa rd from a Cont r ol to a Cl ient 
work stat ion  
1.  View th e req uir ed Client.  
2.  Open appr opriate applicati ons on the  Client and Control 

wo rkstati ons.  

3.  Select  and co py t he re quired data from the applic ation  at the 
Cont rol.  
If Auto  Cli pboa rd  is enabled u sing  Ctr l+ C copie s th e data 
dir ectly to th e clipboar d.  
Or 
If you h ave u sed  {Edit}{Cu t/C opy }, r eturn to the Clie nt's View 
wi ndow a nd c lick the Send  icon  on the ribbon.  

4.  To pa ste th e d ata at  the Client appli catio n, c hoose { Edit} from 
the  Client  Application  dr op-dow n men u, select Paste . 

Or 
Use the sho rt cut  keys  (Ct rl + V) to p aste the  data.  

 
Se ndi ng the content of the cl ipboar d  fr om  a Cli ent to a Contr o l  
works tation  

1.  View the requ ired C lient . 
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2.  Open  appropriate ap plica t ion s on th e Client and C ont rol 

workstations.  
3.  Copy th e req uired data from the  application  at the Cl ien t  as 

above but , if u sing menu  op tio ns ra ther than the sh ortcut key s,  
click  the  Retrieve  icon on the ribbon.  

4.  Retur n to  the C ont rol app lication a nd pas te th e dat a us ing the 
appropria te  men u options or the  sho rtcut  keys ( Ctrl + V).  
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Inte g ration w it h Explorer   

Net Support Ma nager integ ra tes  dir ect ly wi th Window s Expl orer , 
allowing y ou to laun ch key  functionality  direct ly  from your s yste m 
without needi ng to first s tar t t he NetSuppo rt Man age r Control .  
 

By sel ecti ng a PC ico n from within Network Places /N eigh bou rhood , 
yo u can es tablis h a r em ote  sessi on and  perform a rang e of common 
task s.  
 

Not es:  
¶ The f unctionality i s only avai lable if t he NetSupport Manag er  

Control co mpo nen t is instal led. 
¶ A rem ote  contro l sessio n wi ll only be establi shed  if the targe t 

ma chine is running  a NetSupp ort Ma nager  Clie nt and  the Client 
nam e is set  to the def ault m achi ne name . 

 
To u se Ne tSup port Mana ger  f u nctio nality  from wi t h in Explore r  
1.  Open Explorer f rom your de sktop and navi gate to Ne twork  

Places/Neigh bou rho od to  find the li st  of a vailabl e PCs. 
2.  Right -click on t he requ ired PC.  

 

3.  Select  the  appro pri ate Net Support Ma nager  funct ion. You ca n 
choo se:  

Remot e 
Cont rol  

To view th e selected Clien t screen.  

Chat  To open a C hat sessi on w ith the se lected     

Client.  
Inv ent ory  To retrieve a fu ll hardware / softwar e inventory      

of the  selected PC.  
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To  dis able NetS up por t Manager  f un ctiona li t y  

If re qui red , Net Sup port Man ager  Exp lorer functional it y can be 
disab led i n the  Control Co nfigurator.  
 

1.  Click  the Profi l es  icon    on the caption bar.  
2.  Select th e Control pro fil e to a pply the changes to. 
3.  Choos e Setting s . 
4.  I n the Set ti ngs for Con figurat ion  dial og, select Contr o l  Int erface  

ï Setting s .  

5.  Select  th e Di sabl e She l l Extension  op t ion . 
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Re mo te Command Prompt  

By launch ing the Command Pr ompt window , a Co ntro l can  rem ot ely 
execute  comman d l ine i nstructions at a  conne cted C lient.  

 
1.  Connect to the  requir ed Cl ient .  
2.  Select t he Home or Remote  tab in the ribbon a nd click Remot e 

Comm and .  
Or 

Right -click on the  Client i con and se lect Remote Comman d 

Prompt .  
Or 
Sele ct t he tab  displaying the Client's na me in the ribbon  and click  
Remote Command .  

3.  The Remote C om mand Pro mpt window  will app ear .  

 

The wind ow is divi ded into the fol lowing se ctions:  
 

The c apti on ba r  
The capti on bar shows the na me of the Client t he Remote 

Com m and  Promp t w indow is open for. C lick ing t he C lient name 
brings up a Remote Management pane,  and from here, you can 
see d etails of  the Cl ient and p erform a variety  of funct ions.  
 

By d efaul t, t he Client nam e, wireless a nd battery indicat ors  ( if 
appli cabl e)  and  secur ity  status (shows  if TLS o r encryption  are  

enabl ed or not) are displayed  on the ca ption bar. You can 

customise what is  displayed and choose to show the C lient's 
logged -on user name, IP address, op erating system, enclosure 
type and location by rig ht -clickin g t he Client name.  
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Note : Changing th e Cl ient d isplay opti ons here  will also change 
them on  the quick access bar, con nected Clients list on the 
status b ar and when zooming into thumbnails.  

 
The  following options are available:  

 

 Show  or hi de t he ri bbon.  

 
Shows how many windows a re open. F rom h ere, y ou can 
access the Wi ndow me nu.  

 
Access the onlin e hel p and v ersion n um ber, lic ensee , 
Technical Sup port and compre ssion informat ion.  

 
Th e rib bon  
A range of tools is available vi a the  rib bon, enabl ing you, f or 

example, to clear the ou tpu t windo w and  chang e the displ ayed 
font.  
 
Outp ut/results  pane  

Shows the results of the c om m and tha t has  bee n run at the 
Client.  
 

Inpu t pane  
This  is whe re yo u ent er the commands to run at the Client  and 
can be re sized  if requir ed.  While t he window is open, each  
com mand  is st or ed by the  Control  -ena bl ing you to recall prev ious 
instruc ti ons that  you may w ish t o ru n aga in. Either scroll thr ough 
the entries u sing  the u p and dow n arrow keys an d press  Ente r  

whe n th e req uired  com mand i s displayed  or press F7  to  sho w al l 

comman ds in a wi ndow . Click on the required  comma nd and pres s 
Enter .  

 
A ma ximum of  50 comman ds is sto red. To clear th e history , press 
F8 . Once th e Co ntrol closes th e Remote Comman d window  the  
hist ory is cl eared  aut omatic al ly.  

 
Status bar  
The statu s b ar show s the  numbe r of  connec ted Clients. You  can 
see a  list of all connected Cl ients by  clicking Conne cted  (clicking 

a Cli ent name o pens a Remote Comm and P rompt  wind ow for 
them). Right -click to  choose how the C lient  is displa yed  in the list.  

 

 



NetSupp ort M anager v1 4.00  

 

 196  

Pow erSh ell w indo w  

A PowerShell win dow can b e launched, allow ing a Control to exe cute 
Power Shell commands at Clients. 

 

Not e :  Powe rSh ell will not  be avai lable fo r Cl ients  runn ing versio ns 
pr ior to  NetSu pport Man ager  12.50 . 

 
1.  Connect t o the requi red Clients.  

2.  Select the  Home or Remote  tab in the ribbon  and click 

PowerShell . 
Or 
If launching  a PowerShell at an individual Client, right -click the 
Client icon and select PowerShell  or s elec t the tab  displaying the 
Client's  name in the rib bon a nd click  Po werShell . 
Or 
If  launching a PowerShell at a group of Clients,  select the 

required group in the  Tree view and click PowerShell  in the 
Group tab in the ribbon or right -click the group and s elec t 

Powe rSh ell . 
3.  The PowerShell win dow will appear.  

 

The window i s div ided into the following s ections:  

 
The  caption b ar  
The ca ption bar shows the  name of the C lien t the  PowerShell 

window is open for  (or the c urrently  sele ct ed Client if the 
PowerShell i s fo r m ult ipl e Clie nts). Clicking th e Client name bri ngs 
up a Remote  Mana gement pane, and from her e, you can se e 

details of the Cl ient and perform  a var iet y of fun ctio ns.  
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By default, the Client name, wire less and  batt ery i ndicato rs (if 

applicable) and se curi ty st atus  (shows if TLS or encryp tion are 
enabled  or n ot) are dis play ed on the capti on bar. You can 
customise what is displaye d and choose to sho w the Client's  
logged -on user name, IP address, operating system, enclosure 
ty pe and location by right -clic king  the C lie nt name.  
 

Note : Changin g the Client dis play options her e wil l also change 
them on  the quick access bar, connected Cl ients list on 

the st atus bar and when zooming into thumbnails.  

 
The following opt ions are  ava ilabl e:  
 

 Show  or  hide t he ribbo n.  

 
Show s h ow m any windows are open . From he re, you  
can access the Windo w menu.  

 
Access th e onlin e hel p and ver sion numb er, li censee, 
Technical Su pport and c om press ion i nform at ion.  

 
The ribbon  
A range of to ols is a vail able via the ribbo n, enabling you , fo r 

exam ple , to  change the displaye d font. I f the P owerS hell is 
lau nched  at multiple Clients , they wil l be listed  in t he C lients  
pane, allowing you to easily a ccess t he re quire d Clien t session.  

 
When a PowerShell is l aunc hed a t  multiple Cl ients,  if any s essi ons 
repor t an  error or  there are any diffe rences betwe en them, you  

wil l be notified in the Errors  and Differenc es se ctio ns in the 

ribbon. An indic ator will a ppear a dvisi ng ho w many erro rs or 
differences there are an d yo u can  scroll throu gh these and cl ear 
them w hen  req uired.  

 
Inpu t/output  pane  
Thi s is wh ere y ou enter th e com mands to run at the Client( s) and 

the res ults are displa yed.  
 

While the  wind ow is open,  each c omman d is stored by the Control 
-  enabling you to r ecal l pre vious instruc tions that  you may wish 

to r un a gai n. Either  scroll through t he entr ies u sing the up and 
down arrow keys and press  Ente r  when the requi red comman d is 
displayed or pr ess F7  to s how all  comm ands in a wi ndow. Click 

on the required comman d and pre ss Enter .  
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St atus bar  

The s tatu s bar shows the number of connect ed Clients and a ny 
errors or dif ferences between multiple Client sessions.  You ca n 
see a list  of all connected Clients by clic ki ng Connected  (click ing 
a Client name open s a Powe rShell wind ow for them) . Rig ht -clic k 
to ch oose  how t he Client is disp laye d in the list.  
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Usin g t he C lient  
 
In this  ch apter é 
 

How t he rem ote user can inte ract w ith a connected Con tr ol.  
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The C lien t In f orma t io n  w indo w  

Whe n a Client double cl icks th e Net Support M anager C lient icon i n 
the ir sys tem tray,  the  Client In form ation window ap pears.    

 
The Cl ient  Info rma ti on wi ndow  has three m ode s: full screen,  smal l 
screen and  connec ted.  
 
Full  scr een  

 

The C lient is pr ovided  wi th a n ov erv iew of their system and u ser 
detai ls and t he NetSuppor t Man ager l icence de tail s. From he re, the 
Client can:  

 
¶ Crea te or ente r a PIN c ode 
¶ View R eplay Files that  are stored  on the  Client co mputer  
¶ View an  inv entory  of the Client  
¶ Request hel p from th e Co ntro l.  

 

Sm all scree n  
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If the C lient doe s not wi sh to view  all  th eir sy stem info rmat ion and 

licenc e details, they  can c lick t he  icon at the  bot tom  of the  window 
to s witch to  small scree n mod e. The Client will  still  be able to cre at e 
and ent er a PIN code , vi ew Replay Files and inv entor y and req uest 

hel p from the C ontro l. Cli ck the  icon  to switch  back to full scree n 
m ode . 

 
Con nect ed  

 

Thi s m ode wil l be displayed w hen  a Contr ol is c onnec ted  to a Cli ent. 
From h ere, t he C lient can s ee det ails of the Co ntro l th at is connected 
to them . The y also ha ve the o pti on to dis conne ct fro m the Con trol  or 

chat w ith the Control.  

 

Not e :  You ca n co nfig ure t he it em s t hat are  displaye d in the Cl ient 
In forma tion window in the Client set ting s section o f the 
NetSu pport Man ager  Client  Con figurator . 
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Di sconn ecting fr om a Con t ro l  

When a Contr ol is connected  to a Client, the Client can choo se to 
discon nect . 
 

Note : Thi s optio n can b e disable d at  the Cl ient in  the Clien t setti ngs  
section  of th e Ne tSupport Ma nager Clien t  Configu rato r.  

 
To d iscon nect  fro m a Co ntro l  

1.  Double -click th e NetSuppo rt M anag er Cl ien t icon in the system 
tr ay.  

2.  The Cli ent Inf ormat ion w indow will app ear . 
3.  Click  the  Disconnect  icon.  
4.  A di alog box will  app ear , li sting the Contro ls to  which yo u are 

currently conn ected . 
5.  Sele ct the Co ntro l(s)  from whic h you want to d isconn ect.  

6.  Choo se OK  to disconnect  fro m t he select ed Control . 
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Raisi ng a h elp r equest  

NetSup port Mana ger allo ws a user  at a Client wor kstati on  to requ est 
help fro m  a des igna ted Control wor kstati on .  
 

To reque st he lp at  t he Clie nt  
1.  Double -click the NetSu pport Mana ger Clie nt ico n in  th e system 

tray and cl ick Request He lp . 
Or 
Pres s the hot keys , usual ly ALT+LS HIFT+ RSHIFT.  

2.  This  opens the Reque st  Help dial og i nto which  Clients t ype thei r 
name a nd help r equest me ssage . 

3.  Clients  can also choo se to cancel their pr ev ious  hel p reques t by 
click ing  Cancel Previ ous Req uest . 

4.  Clients then cl ick OK .  
 

I f a Con trol i s connect ed w hen a Clie nt s ends a help req uest, the He lp 
Reque st fo lder will be highl ighted , not ifying the Cont rol. If th e Contr ol 
is n ot c onnect ed,  its Help Re quest folde r will b e hig hlig hte d the next 
time it c onnec ts to tha t Client . 

 

Chattin g to a Contro l worksta tion  

When  a Client is connected  to a Control , the y can i nitiate  a chat 
session.  
  
To ini t i a te a Cha t  sessio n  
1.  Dou ble -cli ck t he NetSup port Ma nager  Client i con in t he system 

tr ay.  
2.  The Cli ent Infor mati on w indow will  appear . 

3.  Click th e Ch at  icon.  
4.  The C hat window will  app ear . 
5.  Type th e m essage a nd pres s Ent er  or  click Send .  
6.  I f yo u need  to alert the C ont rol  user  that yo u hav e in iti ated  a 

Chat session,  choo se {Chat} {Send Be ep}  from t he  Chat  windo w 

drop -down  m enu.  
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Rece ivin g m essages from  a Con trol w orks tati on  

Clien t works tatio ns ca n recei ve mess ages  from Cont rol worksta t ions.  
Thes e messag es are au tom atic ally disp layed  on a Clientôs screen in  a 
message  box.  

 

The message b oxôs tit le bar  inc ludes the name of  the  Contr ol t hat has 

sent  the me ssage, along wit h t he date and tim e the  mess age was  

sent .  
 
Having r ead the message  sent by a Control,  click  OK  t o re move the 
message .  
 
 
 

 
 

 
 
 
 

 
 
 
 
 
 

 

 
 
 
 



NetSupport  Manager v .1 4.00  

 

 205  

Configuri ng  the Client  
 
In this  cha p ter  é 
 

How to  use the Client Confi gurato r.  

 

Whet her y ou want to  secure  the Clie nt against unwante d 

con necti ons or prevent  Control user s from perfo rm ing certa in 

tasks  at s elect ed Clients, NetS upport  Mana ger provi des a va st 

range o f confi gurati on option s th at c an be set  at individual  

Client level.   
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Con f igur ing  t he Cl ient  

NetSup port  Manager  Clients are c onfigure d usi ng th e NetS upport 
Configura tor. This  make s all th e required  change s to a nd sets u p th e 

in itiali sati on commands.  
 
The con figura tor is s tarte d from the  Net Sup port Conf igu rator icon  in 
the Ne tSupp ort Man ager Pr ogra m grou p. This  will di splay  the i nitial 
Client  Conf igurat ion dialog . 
 

You can also load  the con figurator fr om th e comm and line by e nter ing 
th e ap propriate parame ters.  For e xamp le, ñc: \ program 
fil es\ nets upport \ ne tsu pport ma nager \ pcicfg ui.ex e. If NetSuppo rt 
School components  have been insta lled , you can load the NetS upp ort 
School Cli ent Configurato r by  ent ering,  ñc:\ program files \ netsup port \  
nets uppo rt  ma nager\ pcic fgui .exeò /s. 
 

Not e:  When p erformi ng a  custo m insta llation , th e Conf igurator 
compon en t  mu st ha ve been sel ected  for this option t o be 
availa ble.  

 
The  Client Configurat or  enab les yo u to set all the possib le o ptions for 
the C lient . It a lso enab les you to test  the  net work to ensure that  the 
networ k stac k that you are  att aching  the Client to is ins talle d and 

opera ti ng co rrectly.  
 
You can  run the configurat or in tw o m odes, basic or  adv anced . Some  
of the option s ar e accessible in both modes.  
 

Ba sic Clien t  con figur atio n  

Basic conf igu ration i s used for s tanda rd sett ings su ch a s the Client 
name, th e t ran sport s that it wil l use  and simple secu rity s uch a s a 
passw ord befo re a Contr ol  will  be al lowed to conn ect to the  Client.  
 

Note :  Basi c Client config urat ions can  also be set  as part of  th e 
NetSup port Ma nager  inst allatio n proc ess.  

  

Choo se this o ption if :   
¶ You ar e using the C lient  Configura tor  for the fi rst  time . 

¶ You on ly w ish  to set  simple  secur ity and c onfi gura tion o ptio ns.  
¶ You do  not n eed t o crea te m ulti ple p rof iles fo r di ffer ent Cont rol  

user s w ho migh t con nect to this  works tatio n.  
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No te:  Do no t use th e Basic  option if you have set up mul tiple 
profil es using t he Advan ced  opt ion, as  this will al so change  
the  mas ter  pr ofil e in the Advance d Con figura tion . 

 
Advanc ed Cl ient conf igur ation  
The Advanced  option provi des a ccess t o NetS uppor t Mana gerôs 
wea lth of  confi gurat ion and secur ity o pt ions. It  lets you ta ilor the 

respo nse of t he Client to  diff erent Control user s who  may a ccess the 
work statio n and  provi des link s to are as such  as NT Security.  

 

No te:  Whe n perfo rming  a cu stom in stalla t ion,  the C onfigurat or 
com ponent  must  have been se lecte d for this  optio n to b e 
ava ilabl e.  

 

Choo se t his  option  i f:  
¶ You are  an exper ienc ed user . 
¶ You n eed the Cl ient t o rea ct dif fere ntly  depe nding on w hich  

Control use r is connec ting.  
¶ You wi sh to  enable /disab le in dividu al featur es.  

¶ You want  to l ink to NT Sec urity . 
¶ You want  to restrict  a Control  use rôs access to spec if ic dr ives, 

folders  or fi les.  
 

Note :  Any changes you ma ke to  the m aste r pr ofile  in  the Adv anc ed  
option wi ll overwrit e any s ettin g tha t you h ave ma de us ing 

th e Basic  option.  
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Edi ting o r creating config ur ation file s 

Choosi ng th e Adva nced  opt ion f rom  the Cl ient  Configurato r c reates 
configur ation  file s. This  will displ ay  the  Advanced  Confi gu rati on 

wi ndow . 
 
The de fault  configuration file  is call ed C lient 32 u.ini  and  is sto red in 
the N etSupport Mana ger  instal lati on directory of the Clien t 
work stat ion. You  can us e ei ther  this fi le or a dif ferent file on a server 
to whic h th e Clie nt h as access.  

 

Note s:   
¶ The default con figur at ion file  for C lients  pr e-v12.50 is  called 

Client 32. ini . 

¶ Once crea ted,  a config urat ion file  can also be remot ely d eplo yed 
to  mul t iple  Client ma chin es s imultane ous ly using  the NetSupp ort 
Manager Deploy  util ity.  

 

To create a ne w conf igura t ion file  
1.  Choose Net Support Manager Conf igu ra tor  from the  

NetS upp ort Man ager  Program grou p. Th e Ne tSup port Manag er 
Client Config urato r wi ll  app ear . 

 

2.  Choose Advan ced . The  NetSupp ort  Manager  Client  Conf igura tor 
wil l appea r. 
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. 

3.  Choose {File}{New}  from the  Advanced Confi gurat ion window  
drop -down  m enu . 

4.  A new fil e will b e c reated  with a defaul t ma ster prof ile.  

 
To o pen the default or a n  exi stin g conf igura tion  file  
1.  Choo se { File}{Open} fro m  the Ad vanced Confi gurat ion win dow  

dro p-down  men u.  
2.  Select the con figu ratio n file  you wa nt  and click Open . 
 

To set the configurat ion file  th e C lien t wi ll use  
The configu rati on f ile  th at t he Client uses w hen it init iali ses can b e on 
the s ame work station or on anoth er work stati on or  server  to whi ch 
that wo rkstati on has a ccess.  Mult iple Clients can s hare the same 

configur ation  file  for  ease of  admin istr at ion. The configurati on f ile  to 
use  is set  by choosing { Prof iles}{ Clie nt P arame ters}  from  the  
Adv anced Co nfi guration  drop -down  m enu.  
 

To set  the Cl ient  n ame  
1.  Choose {Profile s} { Client P arameters} an d ins er t a Client name.  
 

No te:  The Client  nam e is separ ate fr om  th e conf iguration  fil e and is 
store d on the local w orkstation.  Mak e su re th at you do not 
choo se the s ame  Client name as  is u sed o n anoth er 

work stat ion. S etting the Clie nt  nam e to be an asteris k is a 
useful strateg y, as the C lient nam e wi ll  then be set  to be the 
same as t he  com pute r name . The computer name  should 
alwa ys b e un ique.  
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To  crea t e a  new  p rofile  

1.  Open or cr eate th e con figur ation f ile  you  wan t to u se.  
2.  Choo se {Pro fi le}{ Add} from the Adva nced Configuration window  

drop -dow n menu . 
3.  Ent er the name  fo r the  profile . 
 

Note:  You can combin e profiles from othe r configuration  file s by  
choosing the Incl ude File  op t ion. This is u seful  wher e you 
are usin g configur ation file s on th e local w orkstation bu t wan t 

to include inf ormati on st ored on  a cen tra l configurati on fi le or 
vice ver sa. F or e xample , if  the local works tati on was usin g a 

diffe rent  NetBI OS adapt er numbe r. Each pro file co ntain s a 
number o f prope rty sheets  where t he actu al  par amete rs are 
set . 

 

To ed it  an existing p rofile  
1.  Open  or creat e th e configuration file  you wa nt the C lient  to use.  
2.  Selec t the profile yo u wa nt to edit.  
3.  Choose { Pro file}{E dit}  fro m the Ad van ced Conf igurati on wi ndow  

drop -down  menu . 
4.  Edit the  profile .  
 

Not e:  If you l eave the chec kboxe s greyed, the se ttings  from  the 
m ast er pro fi le wil l be  used. 
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Basic  Client  confi g ura tion  

For use  in a s imple e nvir onment  where you do n ot  req uire the Client 
to  reac t differently accordin g to the Contr ol use r con nec ting  to it and 
do  not ne ed to enab le/dis able  individual func t ions. 
 

To open  the  Basi c Cl ient C onfi gura tor  
1.  Open  yo ur NetSu pport M anage r Pro gram fo lder by  cho osing 

{Start} {Program s} { Net Suppo rt Manager}{N etSup port Manager 
Configura tor} .  

Or 

Doub le cl ick  th e Confi gu rator  icon in the NetSup port  Manag er  
group .  

2.  Select Ba sic . The Ba sic Client Co nfi gurator  cov ers three ar eas:  

¶ Connec tivity  
¶ Security  
¶ Audio  
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Adv ance d Clie nt configuratio n  

The  NetSupp ort M anager Cl ient is exc eptiona lly con figura ble and 
suppo rts th e ab ilit y to set differi ng levels o f se curi t y an d response  
accordi ng to th e i dentity of the Cont rol user  that  is con nect ing. This  is 
achieved  by th e use  of configura tion fi les at the C lient, w hich 

determine  the app rop riate l evel of  acces s for eac h Co ntro l user  by 
means of  a profi le. 

Configu rati on f i le  

A configuration fil e is a text  file  consistin g o f secti ons cal led pro file s. 
 
You can specify t he  con figur ation file  th at th e Client will use  when  it 
initialise s. The configuration  file s them selves are st ored  in a chec k-
summed  fi le, n ormal ly Cli ent3 2u.in i. 
 

Not e :  Clients pr e-v12.50 w il l use a c on figur ati on  file  called  
Client 32. ini . 

 
This file can be  eithe r on the Cli ent wo rksta ti on or on anoth er 

wor kstat ion (such  as a serve r)  to w hi ch th e Clie nt workst atio n has 
access. You can eve n set  the Client  to use a fal lback configuratio n file  

if the serve r is un avail able.  
 
Profi le  
A pr ofil e is a  set of paramet ers th at de termine s how the C lient will 
respond  to a par ticular C ontrol user  and wh at  func tional ity it  wi ll 
allow  that Cont rol user to have . 
 

For exam ple,  one  Cont rol  user m ay b e al lowed  to view th e Client  in 

wat ch-on ly mode , while  ano ther m ay be allowed f ul l fu nctio nality , 
inclu ding File Transfer. Y ou can  even  set up t he profi le to pre -
determi ne exa ctly what  fil e access a  Control user will h ave. 
 
A pro file  set  at t he Client over ride s a p ro file  set at the C on trol.  
Secu rit y is , there fore , alwa ys ensured.  

 
When connecti ng to a profi led C lient, the Control user wil l be 
prom pted  for  a user  ID  and a passwo rd. The N etSu ppor t Mana ger 

Client will then  inte rrogat e th e fi rst m atching p rofi le in  its curren t  
config uration  file  to d eterm ine what leve l of f unctionality ha s been 
assi gned to that Contr ol  user.  
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Mast er p ro file  

Each conf iguratio n f ile mus t conta in a m aster pro file . This is the 
standard pr ofile  and is the  one  use d if you  only s et a  basic 
confi gu ration. W hatever  is s et  here will , by de faul t, app ly to all other  
profi les y ou cr eate.  
 
Howeve r,  you can then amend those  profiles  to enab le or disa ble 

par ticula r feature s fo r Control user s whose use r ID and p asswor d 
ma tch those  set  in th e prof ile.  

 
As t he  m aster profile is th e fir st one that th e Cl ient c hecks , you 
shou ld  alw ays set ma ximum se curit y features here to avo id le aving a 
security back door open.  
 

The m aster prof ile is a lso us ed for setting a num ber o f glob al 
param eters  th at  appl y acro ss all ind iv idual pro files.  
 
Indi vidua l p rofi l e 
An i ndiv idual profile allows yo u to  enab le or  disable  indi vi dual 

features for a parti cular Con trol user o r group  of Con trol users. Whe n 
th ey c onnect , th e Client wi ll pr ompt  them f or a  user nam e and 

password . It  will th en  search  its inte rnal profi les unt il it f inds  a mat ch 
and then app ly  the  sett ings to the s ubseq uent Control ses sion.  
 

Note : For further information on creating an d applyin g pr ofil es, click 
here . 

 

Th e advanc ed Client C on f igur ato r cover s seven  area s:  
 

¶ Conn ectivi ty  
¶ Secu rity  
¶ Remote C ontr ol 
¶ Clie nt Interf ace 
¶ Prof ile Optio ns 

¶ Termi nal Servi ces 
¶ Advanced  
 

Note : A se arch bar is provided at th e top of th e windo w, al lowin g you 
to locat e th e sett ings you're looki ng f or. T ype in the se arch 

bar (you can ent er a f ull o r partial term) and click . Any 
section s contain ing the search term will be high lighted. Click 

 to cl ose the search.  

 
 

https://kb.netsupportsoftware.com/knowledge-base/creating-multiple-client-profiles-within-netsupport-manager/
https://kb.netsupportsoftware.com/knowledge-base/creating-multiple-client-profiles-within-netsupport-manager/
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Connec tivit y options  

The  Conne ct iv ity o ptions  are us ed to  set whic h protoc ols  the 
tr ansport  will allow  a Contro l to conn ect to it  by . The  Net Supp ort 

Manager  Client sup ports m ulti ple proto cols  m eaning that  you can se t 
it to respo nd to Net Sup port Manager  Cont ro ls w hether  they a re 
talki ng  ove r TCP/ IP, IPX or N etBIO S. You ca n also conf igure t he Clie nt 
for remote commun ication v ia a  m odem or  est abli sh a  conne ction 
th rough a NetSupp ort Gate way. The Gateway pr ov ides a me thod for  
connect ing via  HTTP and deliver s web -based  remot e contr ol witho ut  

the  need  for modifica tions  to exist ing Fire wal l confi guratio ns.  You can 
also con figure th e Cl ient to u se t he P I N Server , enablin g you to  
connec t  to  Clients usin g the PIN Connect fea ture.  
 

 



NetSupport  Manager v .1 4.00  

 

 215  

Set TC P/IP connect ion  

 

Use T CP/IP  
Check  thi s opt ion  if yo u wish the Client t o be able to comm uni cate 
over TCP/IP.  
 
Por t  
The TCP/IP  protocol require s th at a port number b e all ocated fo r 

applic ati ons to communi cate through.  To ena ble the C ontr ol to 

com muni cate  wit h a Cl ient  and  for the  Client  to rece ive  the i ncom ing 
request , the de fau lt register ed port  for NetSu pport M anage r is 5 405.  
 
Select IP  Address  t o Liste n  on:  
This op tion can prove  useful  for  preven ting un wanted connections 
when the C lien t has mul tipl e n etwor k card s instal led, for  exampl e, 
when bot h a pu blic and privat e networ k are used . Yo u c an f orce 

conne ctions on th e requ ired n etwork by  specify ing the I P address  tha t 
the  Client u ses to l ist en  for incomin g Control connection s.  

 
Mul t icas t address :  
This is th e IP m ulticast  address  that t he Clien t is list ening on . 
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Click Test  to c heck that t he prot ocol is co rrectly  inst al led  on t hi s 

works tation.  
 

Not es :  
¶ Changing  the  port c ou ld interfere with ot her T CP/IP a pplications.  

¶ If you are usi ng routers, you m ust ensu re tha t they a re 
confi gured t o pass t hrou gh data usi ng  this por t.  

¶ To enable Clients to  initiate a connection t o the Contro l, the  
default reg ister ed port is 5421.  

 
Set  IPX connect ion  

 
 
Use IPX  
Check this  option  if y ou wish the Client to be  able  to communica te 

over I PX/SPX.  
 

Click Test  to check that the proto col is correctly installed  on  this 
works tation.  
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Set  Net BIO S conne ction  

 

Use  Ne tBIOS  
Select t hi s option if you wish  the Client to be able to communic ate 
ove r Ne tBIOS/NetBEUI . If  you  are u sing Net BIOS, yo u must also  
select a NetBIO S adapter numb er.  

 
Click Test  to check  that the pr otocol is co rrectly inst al led  on this 
work sta ti on.  
 
Adapters (s elect  one or more)  
As you c an ha ve more  than one NetBIOS stac k loade d, W indows uses 
the c once pt of adapter numbers.  Each s tack  is allo cated an  adapter 

numbe r by the  operating system . So,  for ex ample, NetBE UI may be 
al located adapter 1,  NetB IOS over TCP, adapter  2 and so on.  

 

By defa ult, the Cli ent uses adapter numbe r 0. De pend ing on how yo ur 
netwo rk is configur ed, this  m ay no t  be the  corre ct adapter  number  
for  your wo rkstation. To ove rcome this , you must se lect the req uire d 
stack from t he list.  
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Note : NetS uppor t Manager  allows you t o sel ect mul tiple NetBIOS 
adapters . Make sure  only the one s yo u wa nt are  selecte d. If 
changing the selected ad apter , you must  first desele ct the 
existing or  default a dapter  numbe r.  

 
Set HTTP  conne ct ion  

This optio n ena bles you to c onfigu re t he  Client to a ccept  conne ctio ns 
via  a NetSuppo rt Gateway . (For  mor e info rmation see, C onnecting  to  

Client s/ Controls  via a  NetSupport  Gatew ay)  

 

Use HTTP /HTT PS:   
Check  this option  to enable t he Client to commu nicat e over  HTTP. 
 
Re qu ire HTTPS  
Sele ct th is opti on to require a secure  connection  over HTTPS. The 

Gate way mu st have an SSL/T LS cert ificate and a public DNS name.  
 

Note : You c an apply an SSL/TL S certific ate at the Gateway in th e 
NetSupport Conne cti vi ty Ser ver utilit y -  Securit y tab.  

 
 



NetSupport  Manager v .1 4.00  

 

 219  

Gateway  Addr ess:  

Enter the IP addre ss of  the worksta tion where th e N etSupport 
Gateway componen t is in stalled . 
 
Se condar y  Ga te w ay (opti onal):  
I f r equired, enter  th e IP addre ss of the secondary Gatew ay.  
 

Port:  
NetSup por t Managerôs default  port for H TTP communicatio ns is  443.  

 

Note:  In versio n 9.10 , port  443 was introduced  as the  defau lt for 
HTTP comm unicati ons, 308 5 being u sed pr evio usl y. Gatew ay 
set t ings will be pre served  for  existing customers who  

subsequentl y upgra de,  enabling  308 5 to c ontinu e to be used , 
but the re ma y be s cenarios when up graded  Controls an d 
Clients wil l ne ed the HT TP port  manually  reconf iguring to 
ensure  operability . 

 
Gate way Key :   

The key  set  her e must  also be set at  the Contr ol a nd match  the key 
that  has bee n co nfigur ed in the G at eway  itself. This p rovide s 
additional s ecurity that enables  Control user s t o connect only  if they 
hav e speci fied t he  sam e k ey as at the Clien t.  

 
CMPI  ( secs):  
You can ove rride the CMPI that is set  at a Gat eway by entering a 
value here . By  defau lt,  th e CMPI is set to 60 s ecs at the Gatewa y. 
 
Use a proxy server to co nnect to the Gate way  

NetSu pport Manager  can be c onfigured  to route communications 

throu gh a proxy server if re quir ed. En te r the server addr ess an d an 
appropriate por t , 8080 r ecom m ended .  
 

Note : T hi s option only appli es to Windows 8 machines and  earlier. 
Windows 8.1 and  abo ve machin es use automatic  proxy 
configur ed in Windows Settings.  
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PIN Serve r  

Conf igure the P IN Se rv er so Clients can connect us ing the PIN 
Conne ct feature.  

 

PIN Serv er  

PIN  Server  Address  

Enter t he IP a ddress o f the workstation  where  the PIN Serv er  is 
installed . 
 
Port   
The  default port number for the PIN Server is  44 3.  

 
Use a  pro xy ser ver to conn ec t t o the PIN Server  ( Windows 8.0 
and earlier)  
Selec t this option if  you a re using  a proxy serv er t o co nn ect to the 
PIN Server. Enter t he serve r address and por t numb er for the proxy 

server.  
 

Not e : This op tion only applies to Wind ows  8 machines an d ear lier. 
Windo ws 8.1  and above machines use aut omati c prox y 
configured in Window s Settings.  
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Copy set ti ngs  fro m  Gatew ay  

If you are us ing a N etSuppor t Gateway , you can use the same 
setti ngs for the PIN Server. Select Copy  and the G ateway addr ess 
and p ort  wi ll  be used. 
 

Di al in  Bridge settings  

This op t ion  is used to set up dial- in NetSupp ort Manag er lin ks ei ther 
to th is wo rks tation  or to  any  NetSupport Manager  Client on t he sa me 
LAN as  this o ne.  

  

Protocol  
By d efault, NetSuppor t  Manag er is set to hav e no tr ansport for the 

Bridge selected. Choos e to us e NetBIOS, IPX  or TCP/IP p rot ocols for  
NetSuppo rt  Manager Bridge.  
 
Br id ge  Op t io ns  

Load Bridg e on Sta r tup  
Setti ng thi s option will cause  th e Net Suppo rt M anager  Br idge to 

initi alise when the  Client loads. If  you do  not set it , the n the user  at 
the Client must load it  manually from the menu on the NetSupport  
Manager  Client bef or e dial - in access will  be avai lable.  
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In acti vi ty Timeout  

Specify, in minu tes, a m axi mum t im e span of in activi ty at the  Bridge 
befor e th e Cont rol disconnects.  
 
Dialb ack File  
You can set up the Bridge to support  both passwords and dial -back  
with the addition al fun ct ionality of  dial ling back di ffer ent t elephone 

numbers according t o the  passwo rd.  
 

Modem/ISDN  
You must select a  modem  from t he l ist of  modems installe d in th e 
Contro l Panel of the workstation  for the Br idge to use.  
 
Du al Channel  Bonding   

I f en abled, b oth cha nnel s o f y our ISDN line are combined , thus  
incre asing the amount of  avail able band width  to 128k . Ho wever,  in 
increasing t he spee d of tra nsmission , you are , in effect , making  two 
calls.  
 

MS N (M u l ti p le Subsc ri ber  Nu mb er )  
Specify  a num ber that you want the Bridg e to accept i ncom ing 

connectio ns from . Depend ing on the ch anne ls in use, you need on ly 
spec ify the trailing digit(s). For example, if th e I SDN lines in use are 
01 81 123456 and  0181 12 3457, specify 6 or 7.  
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Adv anc ed  sett ing  

 

Tickle period  

While a Co ntrol is connected, th e Clien t sends t ickle packets to the 
Control to veri fy  that it is st ill ñaliveò. You can  disable  ti ckle p ackets 

for ISDN  link s b ut  be a ware  that the Client may not detect  that t he 
Control h as dis connect ed unexpectedly . 
 
The normal  per iod be tween tickle pac kets is  18 seconds but you can 
increase o r decrease t his value. Sett ing this t o zero d isable s t ickle  

packe ts en t irely.  
 
Aut o con f igu re for XP SP2  firewall  
Enabled by defau lt, th is ensures th at the N etSu pport Manager  Control 
and Cl ient  conti nue to function for tho se users  who are using  XP 

Service Pack 2.  
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Sec u rity options  

These options  are used to set secu rit y a t the  Client.  

General setti ngs  

These are u sed to  set passwords to pr otect the Client configur ation 
and to prev ent un authorised acces s to th e Client . 

 

Identification  

Client Name  

Each NetSupport Manage r Client o n the network requires  a uni que 
nam e. You can  eith er set a na me of your ow n choosing or use an  
aste r isk to defau lt  the Clien t name to be th e same a s the  wor kstati on 
name.  
 
You ne ed to b e logged  in as an administrator to change the Client 

name.  
 

Notes :  
¶ If s etting the Cli ent name  in Ad vanced Configu rat ion, choose 

{Pro files} {Client Parameters} from th e Adv anced Configu ration  
windo w drop -down men u. 

¶ For  NetSup port  Manag erôs I ntegration  with E xplorer  feature to 
work, the Client name  must remain set  to t he default  m achine 
name . 
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Configu r ator Passw ord  

As an  ex tr a l evel of  security,  you can  associate a passwo rd wi th a 
configuration file . This  prevents u nauthori sed a mend ment o f this 
Clientôs configu ration. When the Configurator is next started , the user 
must enter the required passw ord b efo re bei ng able to cha nge any 
Client para meters  in this  conf iguration file . Choose Set  to se t your 
passw ord.  

 
Client Password  

This helps  to pr otect the Client  from u nauthori sed access from a 
NetSupport Manager  Control. T he Con trol user will be  requir ed to 
en ter th e password bef ore  obta ining a ccess to t he Clie nt.  
 
Client Security  Key  

Provides addi ti onal secur ity that enable s Contro l use rs t o conn ect 
only if the Control  has the  same security key as the Client. Opti onally , 
this ca n be set  as the s erial n umber. Y ou mus t  set  the secu rit y key  at 
bot h th e Clie nt and the Control . 
 

Quiet Mo de (Cl ient not v is ible on ta skbar )  
Hide s th e Client  icon  on the ta skbar . 
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Access P rivileg es ( b asi c)  

Thi s opti on can be used  to  lim it  the r ange  of remote  control options 
that a re av ail able to th e Control user . 

 

User Acknowle dgement Required  
Prevents acces s to the C lien t un less a  user is  pr esent . The user a t  the  

Client wi ll h ave  to  accept the request to conn ect b efo re access is 
granted . 

 

Note : To enhance security, from NetSupport Manager version 14.02, 
user acknowledgement is enabled by default on all new 

installations. If you are upgrading to version 14.02, your 
previous settings will apply.  

 

Disable File T ransfer  
This  prev ents a  Control user  fr om bein g able t o transfer  files to and 

from the Clien t . The Control use r wi ll not be  able to  copy, v iew or  
otherwise  man ipu late files o n t he Clie nt using th e NetSupport 
Manager  Cont rol File Transfer opt ions.  
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Disable Execute  

This prev ents a Control user from remotely exe cuting applications at 
the Client from within the Con trol progr am.  They can s till start  
app lications on the Client  while  rem ote co ntrollin g the wor kstation.  
 
Di sa ble Remote Registry Ac cess  
Stops a Con trol user fro m re motely managing and editing the regi stry 

of Clients.  
 

W atch  Only  
Enables  th e Control u ser  to be abl e to v iew the screen of the C lient 
work sta tio n but p revent s th em fro m bei ng able t o ente r keyst rokes  or 
mouse m ovements.  
 

Di sable Re ceive Sh ow  
Prevents t he C lient workstation fr om b eing able  to  display a S how 
sent  by  a Net Sup port  Manager Contr ol.  
 
Disable Remote  Reboot  

This prevents a Control use r f ro m bei ng abl e to  reboo t the Client 
remotely . 
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Ac ce ss Pr ivileges ( adv anced)  

This  option  can be us ed to  limit the rang e of  remo te  con trol opti ons 
that  is available t o the Contr ol user . 

 

Di sab le W atch  

Prevents a Co ntrol from view ing the  Client. File  Trans fer,  scripting 

and other function s are stil l a vai lable.  
 

Disab le Share  
Allows a Co ntr ol to view  a Client  in Watch -only mode.  

 

Di sa b le Control  
Prevents a Cont rol from being able to lock o ut t he Clientôs keyboard 
and mouse.  

 
Disable File T ran sfer  

Disab les Fi le Transfer  to and f rom the Clien t  in all c irc ums ta nces.  
 
Disa ble  Execut e 
This  pre ven ts a Control u ser f ro m remotely ex ecuting a pp lications at 
the Clie nt fro m  wi thin the Co nt rol  program.  They c an still start 

applica tions using the standa rd remote con trol f unct ions.  
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Disable Reboot  

Disables  th e ability  of  the Con t rol u ser to reb oot the Client 
workstation fr om within the Control wind ow.  You ca n stil l reboot  while  
rem ote contro llin g.  
 
Di sable Shutdown Clien t  
Prevents the user  at th e Control f rom being ab le to shut  down the 

Client  program from a script.  
 

Dis ab le Cha t  
Prev ents  the Control from initiat ing a Ch at se ssion with t he C lient. 
However, C lients  can sti ll ope n a Chat sessi on w ith  th e Control via the 
Client . 
 

Disable File Trans fer when no User  is Logge d  on  
Disables  File Transfer  when  no use r is  logged on. This  m eans that the 
Con trol user woul d have to  log on with t heir own  user  I D if they hav e 
a val id user  ID an d password  for this workstation to use File Tr ansf er.  
 

Dis able Remot e Command Prompt  
Prevents  the Control from  being able  to ru n com mand  line 

instructions a t the Cl ient.  
 
Disable Po werS hell  
Prevents the  Contr ol from being able to open a  PowerS hel l session at 
the Cli ent.  
 

Disable Blank Scree n  
Prevents the Control user from being able to bl ank the C lient  screen.  

 

No te : This feature is only available on Clients running Windows 10 
v2004 and above (legacy support is provided for Clients 
running Windows 8 and below).  

 

Disab le  Ctl+Al t+Del  
Igno re C trl+Alt+D elet e sent from the menu  option in t he C ontrol 
interface.  
 
Disa ble Logo f f  

Preven ts the Control user from being able to log off from the Clie nt 
workst ation via th e Log out  option in  the Control window . You can 

still log off wh ile remote cont roll ing.  
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Disable  Cl ipboard Acces s 

Prevents t he C ontrol us er fro m being able to use th e rem ote 
clipb oard .  
 
Ig n ore Messages  
Ignore s messages sent by c onnec ted  Control s. 
 

I gn ore Br oadca st Messages  
I gnores broadcast  me ssag es from a Contro l, whe ther connec ted  or 

not.  
 
Disable Pri n t Capture  
Prevents the Cont rol user from be ing able  to use NetSup port 
Manage rôs pri nte r re-direction  functio n.  

 
Disable Registr y Acc ess  
The  Scri pt f un ction and l ate r versions  of NetS upport Ma nager include 
a functi on to enable a Co ntr ol us er to remotel y m anage and edi t the 
Regis t ry on NetSup port Ma nager  Clients . S etting  this optio n will 

disabl e that function . 
 

Task Manager  
These op tions ar e di sable d by d efault ; cle ar the checkb oxes to enable 
them . If enabled, the followin g tasks can be perf ormed when th e 
Task Manager is open for a selected Client.  
 
Disa ble Cl os e Applications  

If che cked, prev ent s the Control from being able to c lose a curren tly  
run ning app licati on  or  pr ocess.  

 
Disable  Se rvice Mana gem en t  
If c hecked, prevent s th e Control from being able to  sto p or  start a 
service at  the Client mac hine.  
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User Va li dation  

 

Usernam es  
User  names  are u sed  for setti ng  the v alid user ID and password  for 

Cont rol user s when th ey connect to the Cli ent. The user ID is als o 
used to d etermine whic h Cli ent prof ile will  be app lied.  
 

You can  ente r mul t iple user nam es, each  wit h its own  password.  You 
do th is by cli cking on Chan ge  and a dding the individual user  names 
and passwor ds.  
 

By entering speci fic user names an d passwords , th e Client will restrict  
access to Contro ls en teri ng  a mat ching  user nam e and password 
when  con nec ti ng . 
 

Notes:   
¶ If this is an NT wo rkstatio n and you hav e el ecte d to use the NT 

Security option to  vali date  the C on trol userôs ID  and password , 
th en you do not nee d to sp ecify the user nam e and passwo rd. 
How eve r, you ma y s til l wis h to set  th is option  to  pro vi de an 
additio nal filt er  when using  NT security valida tion  to restrict 

access to particular NT users and determ ine which Client  profil e 
they wil l use . 
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¶ Rather tha n conti nually prompt  the Control user  for a user name,  

a defau lt  ID  can be set  in the Contr ol Conf iguration -  General  
settings.  

 

NT Options  
Authenticate User and Passwo rd  with NT  
This  only ap plies to N T Clients. If this  optio n is set , the n the  user  ID  
and  pass wor d entered  at  the Contr ol mu st  be a valid N T ID  on  the  
Client work station  or its defaul t dom ain.  

 
Restric t Ac ces s to members of the following group s 

You can  furth er  restrict acce ss by s pecifying groups. Click on Browse  
to select a g roup( s).  
 
Ena ble Smart car d  Authent ica ti on  
I f th is op t ion i s selecte d, then  the  Control wil l be  requ ired to ente r a 
user ID  and pa sswo rd as well as the smartcard and pin to  conn ect to 

the  Client.  
 

Active  Direct ory Option s  
Authenticate user and password with Act ive Dire ctor y  
If in use , you can c onf igure the Client to validate a use r c onn ection 
against me m bers o f the  grou ps d efin ed wi th in  Active Di rectory. A 
connecting Control will be prompted  for their user ID a nd passwor d, 

wh ich will be val idated  against t he Act ive Dire cto ry.  
 
Restric t Acce ss  to  Me m bers of t h e following Groups :  
As an a ddi tional le vel o f securit y, yo u can  res tric t access to members  
of speci fied groups.  

 
RADIUS  

You can configure the Client to val idate a user connection with 
RADIUS. Once ena bled, w hen a Contro l con nects to the Clie nt,  the 
conne ction will be valid ated using the method set in  RADIUS.  
 

Note : R ADIUS authent icat ion can be used over TCP/IP and 
HTTP/HTTPS communications.  

 
Authenticat e usi ng RADIUS  

Enable  RADIUS authentication.  
 
Serv er addr ess  

Enter th e ful ly qua lified doma in name  (FQDN) or IP address for  your  

RADIUS server.  
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Por t  

The default port f or RADIUS is 1812 . 
 
Secret  
Enter your RADIUS secret key.  
 
Always Prompt for Usern ame and Pass word  

If checked, the C ontro l wi ll be  pr ompted  for a user  nam e an d 
password each time i t a t temp ts t o connect  to the Cli ent.  

 
 



NetSupp ort M anager v1 4.00  

 

 234  

User Ack n ow ledge men t  option s 

These security options display a prompt at the Client machine 
advising that a Control user is attempting a remote connection. The 
Client must acknowledge the message before a remote control 

session can be instigated.  
 

Note : To enhance security, from NetSupport Manager version 14.02, 
user acknowledgement is enabled by default on all new 

installations. If you are upgrading to version 14.02, your 

previous settings will apply.  

  

User  Acknowledge m en t  
Use r A cknowled gement  Requ ired   

When a Control user  at tempts to connect, a me ssage will b e 
displayed  at the Cli ent. Unle ss the  user at  the Cl ient exp lici tl y a ccepts  
the reques t, the conne ction wil l be refuse d. 
 

Except w he n no  User  Logged On  
Only appli es when user a cknowledgement has been set . This  me ans 
that the Client ca n be conf igured  to allo w remot e contro l wh en th e 

work station is at the log in  screen. The Control  user  would have to 
have a v alid ID and passwor d to be a ble to  log in.  
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Except w hen conn ecting as curr ent  logged  on user  

This  enables y ou to bypass u ser acknowl edgem ent if the  remo te 
conn ecti on is b ein g made  using the use r nam e/ pass word  of the 
currently  logg ed-on user. For  example , i f a user  locks  his office 
works tat ion a t the end of the day,  they can then connect to it from 
home  without having to physically acce pt th e co nnecti on  at  the 
remot e machin e. User v alidation must  be set to allo w connect ion . 

 
Ac knowl edge Connection  At tempt s f r om othe r  Cont r o ls  

The Clie nt r eceives a mes sage tha t anothe r Control is at tempting to 
connect . 
 

Not e : For the message to be display ed at  the  Clien t , th e Allow  mor e 
than one  Contr o l to Connect at a  t im e  optio n must  be 
enabled  in C lient Confi gur ation ï Secu rity Connect.  

 
Ackn owledge Con n ecti on D isplay  Text :  
Specify  a customised ac knowledgement message to be dis played  at  
the Client work stati on. The te xt  can also inco rporate  a choice  of 

default se ttin gs shou ld y ou wish t he Clien t to know, for exampl e, the 
nam e of the  Contr ol user . Ther e are four a vaila ble synta xes:  

 
$loginname$  Retur ns the logged -on user nam e of t he user at 

the Control.  

$fulln ame$  Retur ns th e full name  of the  logged -on user at 
the Cont rol.  

$compu tername$  Returns the m achine name of t he Cont rol . 

$userd om ain$  Retu rns the doma in o f th e logged -on us er at t he 

Control machi ne.  
 

Note:  The standar d NetSupp ort Manager  graphic in th e User 
Acknowle dgeme nt dial og  can  be r epl aced  with a customis ed 
graphi c by p lacing an  icon fi le wi th the name help desk.ic o in 
the in stalle d di rectory f or t he produ ct on  the C lient mach ine.  

 
Acknowled ge Connection Timeout:  
Specify a time limit, between 0 -255 se cond s, for  the user 
acknow ledgeme nt prompt  to  be display ed a nd decide w hat actio n to 

tak e if the user has no t  acknow led ged the connec t ion after th e 
specified time. You can  choose Reject Connecti on  to cancel the 
connec ti on atte mpt  or Accept Connection  to al low the Co nt rol  to 

con nect . 
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This can b e u seful if  there  is an urgent  nee d fo r th e Con trol to  

connect , but they want to allow the remote use r a few s econds to 
complete a task  or c lose  down fi les . 
 
View  Ac knowled geme nt  
Ac k now ledge switc hing  to  xx xxx  view mode  or highe r.  
Displays a promp t  at the  Client mac hine i f, wh ile being  vie we d, th e 

Control use r wishes  to switch  to a  higher View m ode . For example, if 
the l evel is s et  to Co ntro l , the pro mpt wil l ap pear  if t he mode is 

chan ged fr om Share  or W atch . The  Client can choos e to a ccep t or 
rejec t  the c hange . 

 

Enable  Sma rt card log on  

Enabling this option at th e Client a llows a Co nt rol t o log  on  to Cl ient  
ma chin es that use smartcard  authenticatio n.  

 

Smartcard  support i s automati c and  no additional inst allat ion is 
req ui red . Suppor t i s dynam ical ly lo aded at the Cli ent when a Control 
conn ection is made . When loaded , an addi tio nal  hard ware d evice will 
be avai lab le call ed NSL Pseud o Smar tc ard Reader .  
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Whe n the Control opens a win dow  to the connected Client , they will  

need  to  ins ert the ir own  sma rtca rd in to the reader a ttac hed at  the  
Control and enter  the Client ôs PIN to log on  to  th e rem ote  userôs 
machine.  
 
If mul ti ple Client View window s are open at the C ontrol, smartcard  
inserti on an d removal events are sen t  to the Client  curre ntly in  focus.  

 

Note :  In an Active Direc tory  envir onme nt , it is  possible  to e nable 

smartcard  sup por t u sin g the  NetSu pport  Manager  ADM 
Tem pla te.  

 

Connect op tions  

This  option  is used to a dm ini ste r whi ch Con t rol user s or Cont rol  
wor kstatio ns can connect  to this Cl ient. You can also set th e level of 
encryption to be used . 

 

Secur ity Key   
Prov ides addi tional secu rit y that enab les Contr ol user s to co nnect 
on ly if the Co nt rol  has the  same secur ity key a s th e Clien t. Opt ionally , 

this c an be set as  the serial number in you r NetSuppor t Manager  
Licence file . You m ust set  th e secu rity ke y a t both the Contr ol a nd 
Client . 
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Allo w  Con nect ions fro m  these Con trol Machines  

This enables  yo u to res t rict access t o Cont rols  ru nnin g on IPX , TCP/IP 
netw ork s or over HTTP.  This feat ure can al so be used to limit access 
to Cont rol w orks tation s with specifi c address es. Wildc ards can be 
used  in the a ddre ss field.   
 
For exa m ple:  

194.182.*.*  all work sta t ion s on  TCP/I P sub net 194, 182  
000 0000 1-*  all  workstations on I PX network 1  

 

Note : Acces s can als o be limite d to a specific IP  rang e, e.g. 1 0.0.0. 1-
24 wo uld all ow  access  fro m  10. 0.0.1  up to 1 0.0 .0.2 4. 

 
Set M inimum le vel of Enc ry pti on  

With encryption tu rne d on , al l the  infor ma tion th at is sent  between 
the Control a nd C lient is very difficult  for others  to read. NetSupport 
Manager  offer s a r ange  of en cryptio n optio ns, rangi ng f rom 5 6 bit  
DES to 256  bit  AES, ena bling you  to find t he  necessary balance 
betwe en secu rity  and perfor ma nce. Th e higher th e level  of 

encryption , th e higher the potential fo r decreas ed performa nce.  
 

Choose the level  of en cryp tion t o be us ed whil e a Contr ol i s 
con necte d. By de fau lt, encry ptio n is set to none fo r all  connections 
and 56 b it DES for HTTP connec ti ons.  
 
Disab le encr yption fo r file trans fer from Control for better 
performanc e  

By defaul t, NetSupport Mana ger e ncryp ts f ile tr ansfers  from t he  
Contro l to  the Clien t. Selec tin g th is op tion  disables  encryptio n and  

improves performance . 
 
Allo w mo r e th an  one  Control t o c onn ect at a ti me  
NetSupport Mana ger  allows multiple Contr ols to co nnect and v iew the 
Client sim ultan eousl y. This  is useful  for group w orki ng. Check ing t his 

opti on enab les t he f unction.  
 
Advanced Conne ction Security (Only v12 .50 Cont r ols o r  lat er  
can co n nec t )  
As a n added s ecurity meas ure from version 12.50, Clien ts can 

challenge Con trols that make a conne ction  att empt a nd  only  Contro ls 
runnin g ve rsion  12.5 0 and ab ove  wil l be able  to conne ct. Select ing 

this option will rejec t c onne ctio ns fr om  Contr ols run ning  earlie r 
versi ons of NetSupp ort Manager.  
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Disconnect opti ons  

The options  here  provid e additional security when a Control user  
disconnects from th e Client machin e.  This  is use fu l if t he co nnect ion 
to the Clien t is  unex pect edly lost . 

 

Lock t he W ork sta tion if n ot init i al ly logge d  on ï NT o nly  
When the Control  user disconnects , th e works tation will be  locked. 
The Cont rol use r wi ll be  able to re connect  and unlo ck the  workst ation. 
This op ti on i s use ful i f the Contr ol unexpe cted ly loses the conne cti on.  

It pr events a  user a t t he works tation  inh eriting th e Contr ol userôs 
rights  (assum ing they have logged in as an Administ ra tor , for 
example). This  only appli es if  the  works ta tion was log ged off w hen 
the C ontro l was conne cte d. 
 

Lo goff  if not i nitially log ged  on  
When the C ontrol use r discon nects,  the  workstati on will  be 

automat ically logged  off. This  only applies if the worksta t ion was 
log ged  off when the Contro l con nect ed.  
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Res tart  if not  in itially  log ged o n  

When the Cont rol user disco nnects , the workst ati on  will b e 
automa tically  restarted . This  only applies i f th e works tation was 
logged  off  when the Control connected.  
 
Logoff  i f  user has  changed  
If a Control nee ds to  log  on  to  a Client wo rk st ation u nde r a di ffe rent 

name t o th e user,  for  example , as an Adm in istrator,  it prev ents th e 
user from  inher it ing  the Cont rol  use rôs right s should the con nectio n 

be unexpectedly lost.  
 
Disconn ect Di spl ay Text  
Specify a customi sed m essage to be displayed  at  the  Client  
works tat ion when a Cont rol dis conn ects. The  text ca n als o 

incor porate  a choic e of default parame ters shoul d y ou w ish the  Client 
to know, for e xample , the name of the Control user . The av ail able 
options are:  
 
$login name$  Returns t he  logged -on  use r n ame of the us er 

at the Cont rol.  

$fulln ame$  Returns the full  name  of the  logge d-on use r 

at the Cont rol.  

$compu terna me$  Returns  th e mach ine name of the Contro l.  

$userdomain$  Returns the d oma in of the  logged -on user at 
the Co ntrol  mac hine.  
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Prot ect Con figu rat ion set t ings  

This opti on allow s yo u to protect the Cl ient configurations.  

  

Configurator P as sword  
Nom inate a security password  for the Client  prof ile.  

 
Authe nticate  Us er and  Pa ssword with  NT  
This on ly a pplies to  NT Cli ents and th erefore only prote cts  Client 
Config urato rs on NT  wo rksta tion s. If  this option is set , the user  ID 
and password entere d at the Co ntrol must be a valid ñAct  as part  of 

th e Operating  Systemò NT ID on the  Client workst atio n or it s de fault 
dom ain. Thi s user r ight is n ot granted by NT as de fault.  
 
To grant th i s u ser r igh t  
1.  Run {Program s}{A dministrative Tools}{User Manager} . 

2.  Select { Policies}{User Rights} fr om th e dr op-dow n men u.  

3.  Check the Show  Advan ced  User Right s  checkbox.  
4.  Select th e r ight.  
5.  Click Add .  
6.  Select whi ch users and/or  groups  thi s ri ght shou ld be gra nted . 
7.  Click OK . 
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8.  For this user r ight  to be recogn ised , you  must re - log into your 

wo rksta tion . 
 

Note :  You can a lso p oint th e Client to  val idate t he I D in ano ther  
dom ain.   

 
Rest r ict A cc ess to Members of the fo l lowi ng Groups  

You can furt her re str ict access by specifying groups. Click Browse  to 
select a grou p(s).  

 

Fi le Transfer settings  

This op tion  is used to c ontr ol f ile access.  

 

Dis able File Tra nsfer   

Disables File Transfer t o and fro m the Client in a ll ci rcumsta nces. 
 
Di sa ble File Tr ansf er wh en  no  User is Logge d On  
Disa bles File Transfer o nly if  no user  is lo gged on. This  m eans th at 
the Control user could  log on as th emselves if they have a valid user 
ID and password for this  wor kstat ion.  
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Im per sonate Logg ed on User  when  Tra nsferring Files  

When using  Net Sup port Manag er  File Transfer, the Co ntro l user wi ll 
hav e the  same file  access as t he logged -on user.  
 
I mpersonate Lo gged on User for Networ k Drives  
The Control user will have  the  same access  to n etwork driv es as t he 
logge d-on  user.  

 
Acc ess Rights  to  Files an d D irec tor ies  

This  is used to expl icit ly allow or den y access to ind ivid ual driv es, 
directories and files . This  on ly applies to File Tran sfer within  
NetSupport Manager.  
 
It  is hierar chical , so you cou ld , fo r exa mpl e, disabl e access to  dri ve 

C: \  in g ene ral but explic itly grant acce ss to sub - fol ders.  
 

Note:  Any access r igh ts set  in  the  mast er profile appl y to all profiles  
unless overridden.  

 

Replay Fil es settings  

Replay files  enable  the Control to record an d playback the scre en 
activity th at t akes  pla ce at a Clie nt workst ation while it is being  

remote contr olled/viewe d.  
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Record Replay Files  

Check th is opt ion to  enable  th e re cor ding  of repl ay files.  A repl ay file 
wi ll be cr eated  each  t ime  the Contro l views a  Client  PC with the  
opt ion  enable d.  
 
Pre fix Files With Cl ient Nam e 
In order to  identify each replay file, file  names ca n be prefixed  with  

the Client nam e and the dat e/t ime of the recor din g. Altern ati vely , 
with  the  option un checked , the files will be named sequ ent ially in the  

for mat 000000 01.r pf etc . 
 
In Folder  
Specify w here the replay files should be store d. If savin g to a  network 
share , th is al lows  you  to stor e each Clients  fi les in indivi du al folder s. 

 
As Use r  
The user  name  and pa sswor d used to write to t he log file.  
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Event  Lo gging  

Log fi les record the activit y t hat takes place  at a Client mach ine whi le 
it is being remote  controlled. Information such as the name of the  
Control that initiated the c onne ction , and t he date  and time that  the 

session started  and  ended , can be recorded if r equir ed. The text files 
tha t a re created prov ide a useful audi t trail  but y ou can also enh ance 
Client security using this feature.  

 

Enabl e L ogging  
Select  this  check  box t o enab le log ging.  
 
Log  t o NT Even t Lo g  

Sets the  log t o be maint aine d within the NT E vent L og.  
 
Log  to File  
Sets  th e log to be m aintained  withi n a text fi le. Thi s f ile can be on the 

local workstation or on  a server. Multipl e Clients can write to the 
same log  fil e.  

 
Pr imary L og Fi le  
Specif y th e path, an d file  nam e (*.l og),  where the log fi le wil l be 
sto red . 
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Secondar y L og File  

Specify the path for  a secondar y log f ile.  In the ev ent that  the 
primary path cannot be found , for examp le, the server is down, t he 
file wi ll  be stored  here.  
 

Not es:  
¶ To ma ke th e tra cking of  log fi les easier, particularl y if multiple  

Client log f ile s are s tore d on the same ser ver,  the fi le name s 
specified ab ove can include the Clients computer name and the  

date that the log was creat ed. For exam ple : 
\ \ Logse rv er1\ log file s\ $com pute rname $$dd$$ mm $$ yy$.l og . In this 

instance , you wo uld be a ble to build up a daily  rec or d of activity o n 
a particu lar Cli ent m achine.  

Acceptable formats for the date are:  
$d$$m$$y$ whi ch for 7th December 2021 ret urns  17122 1.  
$dd$ $mm$$ yy $  return s 10 71221 . 
$dd d$$mmm$$yyy $  r eturn s 1T ueDec2021.  

$ddd$$dd $$mmm $$yyy$ returns 1Tue07 Dec2021.  
$dddd$$dd$ $mmmm$$yyyy$  ret urns 1T uesday07December2021.  

¶ For Windows XP and above , this file must be a UN C pat h name as 
a mapped driv e is  not  ava ilabl e until  you  log in.  

 
As U se r  
Log File  use r is the user  name and password used to be able  to write 
to t he log fi le w hen the path sp ecif ied is  a UNC pat h.  
 
Append to log file  

By checking this box, NetSupport  Mana ger will continually add  to the 

exis t ing  entr ies in th e log f ile.  If u nchecked, ex isti ng i tems get 
overwritten.  
 
Reje ct  connection i f no log  serve r availab le 
By enabling this  opt ion , yo u can app ly add itiona l security. With 
logging enabled, if a Control at te mpt s a connection and neit her of t he 

log files can  be found , th e con necti on r equ est is r eject ed. This  
ensures that a ny audit checks  that you m ay have in p lace will not be 
com pro mised  due to t he  activi ty no t being logged while the servers 
are down.  

 
Keep log values for  
Specify the n umbe r of d ays to keep th e en tries  in the l og fi le for. Any  

old er en trie s will be cleared a fter the specified number of days (once 
a new  log entry i s received) . Leave this blank to  keep all entries 
indefinitely.  
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Only log while C onnected  

This option ens ures  tha t a cti vi ty is only l ogged du ring the p eriod  th at 
the C ontr ol is  phy sically co nnected. Whe n logging is enabled , some  
addit ional info rmat ion is r ecor ded tha t you  m ay prefer to i gnore, 
Client configuration data , for e xam ple.  
 

Note:  Another useful item  of info rmati on that can be recorde d is 
the r eason why a Contr ol is con nect ed to the Client . This  
comes into effect when  óUser  Acknow ledgem ent  ô is enabled  

at the  Client m achine and t he Control Security settings 
option is con figured  to óPrompt for addition al i nfor mation  

when c onnecti ngô. 

 
Log  use r name  

By d efault, the  use r nam e of  the Control user w ho in itiated the 
connectio n i s recorded in th e log file. I f y ou don' t want to record this  
information, clear this checkbox.  

 
Log connectio n  

By default, connect and di scon nect e nt ries are rec orded in the log 
file. If you don' t wa nt to  rec ord this informatio n, cl ear this checkbox.  
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Remo te Control  optio ns  
The follow ing remo te con tr ol at tribute s can be adju sted:  
 

Vie w settings  

 

Op tions  
Sen d  Phy si cal  Fonts   
When a W indo ws Client is sending  its screen to  a Cont rol, it pass es 
the font  info rmatio n by r efer ence to reduce the volu me  of dat a sent.  
 
The Cont rol refer s to its own  intern al f ont ma pp ings and use s th e 
closest  matc hing that it has  to the o ne being di splayed  at t he C lient . 

In most cases , the  same fon ts will  be availabl e at  both t he Cl ient a nd 
the  Control and so what is displayed o n the scree n will appear  
identical.  

 
However, ther e may be occasions w hen a clo se m atch canno t be 
found . In these  cases, it is desirable  that  the Client sends t he  Control  

the  full i nformation t hat it requ ires to dis play t he d ata in the same 
fon t . 
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Set t ing  this option  forces TrueType  text to b e sent as  gly phs (i .e . 

char acter s hapes)  rathe r tha n cha racter codes . This guara ntees t hat 
they wil l be displayed correctly  at the Contr ol.  
 
This will, how ever , impac t on per fo rmance,  especially on dial -up 
line s,  and is not usual ly requi red.  
 

En able Scr een Scrape  
NetS upport  Manager ôs favoured and  the  m ost  effi cient  method  fo r 

cap turi ng scre en data is  to  hook  into the Video D river of the  
worksta tio n being vie wed. 
 
Howev er, t her e may be occasions when this met hod wi ll not work  
becau se certa in appli cation s bypass the driv er. In  these 

circumst ances, you c an  enab le óscreen scra peô m ode  in order t o take 
a snap shot of the screen. Al though  this will hav e a greater im pact  on 
the  netw ork , it will  at least provide an ac cura te  representation o f the 
Clientôs screen.  
 

Disable fon t sm oothin g  
This option d isables font  smoo thing when viewin g a  Clie nt.  

 
Disable drop shado ws on  desktop  
This option  disables drop shado ws on appli cati ons whe n viewing a 
Client.  
 
Cache Size  

Screen data tha t has been recently  sen t  to t he  Contr ol b y t he Clien t is  
cach ed to  im prov e per for mance . A larger cache improve s 

per form ance  at t he expe nse  of using mor e me mo ry at bot h th e Clien t 
and th e Con trol.  
 
Setting this option enables you to tailor the cache  size used for 
maximum perf orma nce. T he lower  of the  cache s ize set at  th e Client 

and Cont rol will  be used  so you must  set  at both end s for thi s t o be 
effect ive.  
 

You can determine how efficiently the cache is working by clicking  
on the caption bar and  selecting  About  -  Cache  from the Client View 

window at the Control.  This will display  st atist ics of  hi t s etc . 

 
Max Colo ur Depth  
The  higher the colour d ept h at the Cli ent the gr eat er the vol ume of 
data that n eeds to be sent  to the C on trol f or each screen update. 
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Restricting the Colour dept h wil l improv e performance on s lower 

links.  
 

Note : Th e settin gs h ere wil l override  the colour d epth  setting in the 
Cont ro l Configurat ion.  

 
Inact ivi ty Time ou t   

When a C ontrol con nects to a Client, it can prevent other Controls 
from  connecti ng to that same  Client  un less the Allow Mul tiple  

Con ne cti ons  option  has be en set.  
 
If the operator at the Contr ol forget s to termin ate  the conn ecti on, 
then a case  m ight  aris e where oth er  Control  user s who need access 
are locked out.  

 
Setting th is o ption me ans that if a c onne cted Control  has not car ried 
out any m ouse, keybo ard or  file tr ansf er activity for the specified 
peri od, the Cli ent  will ass ume  that  the connec ti on  is no longer 
requ ir ed and d isconnect automatically . It will then be  available  to 

other Co ntrols.  
 

Enable  DVD  Play back a nd Direct 3 D suppo rt  
Net Sup por t  Manager  uses th e Microso ft Mirror  Dri ve r to captu re 
scre en data for v iew  sessions. How eve r, while ho oked into t he Mirror 
Driver , it is not  possible to play DVDs. Therefor e, if you do  need the 
capabilit y t o play DVDôs, Net Support Manag er provi des op tio ns whi ch 
load a nd  un load the Mirror Dr iver  as req uired . 

 
Exce pt  While View ed  

If  checked, DVD s upport is e nabled but will be  disabled for the  
du ration of a view session while t he Mir ror Dr iver is load ed. 
 
Exc ep t  Wh i le C onnect ed  
If checked, DVD supp ort is suspen ded while a conn ectio n to  the Clien t  

is in place.  
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Show settings  

 

Recei v e Sho w  Op tions  
Disable  Receive Sho w  

Prevents the Contr ol from bei ng  able to show to the Client.  
 
Show  to  a Window  
Enables the Client to recei ve a S how in a win dow  rath er  than in full 
screen  mode.  

 
Scale  to F it  
Aut oma tica lly scales t he Receiv e Sh ow window  to resize the d isplayed  
screen in t he available area . 
 

Scrollbars  

Dete rm ines if scroll bar s will be  displa yed  with the Receive Show 
window  for n aviga tion.  
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Aut o - Scroll S pee d  

When y ou are  viewing a Sh ow in  a wi ndow  on t he C lientôs screen,  the 
Clien t can auto m ati cally scr oll the co ntents when the  m ouse moves 
close to the ed ges of the window . Adjusting the  slidin g control sets 
the speed at whic h the  vie w scrolls, f rom not at  al l to ver y fast .  
 
Scroll Del ay  

When aut o-scroll  is enabled, yo u can chang e th e delay b efo re the 
scroll is act ivated . If yo u w ant the vie w t o scroll as s oon as the 

m ouse is at the  edge o f t he screen, move the slider towards Min . If 
you prefer a longer dela y b efor e th e Auto Scroll takes  eff ect, mo ve the 
slide r towards Max .  

 

Audio  set tings  

This option  pr ov ide s configuration options for usi ng A udio Supp ort at 
the C lie nt.   

 

Volu me  
Thres hold ï m icrophone sens it ivity  
Micropho ne ï vo lume of  the  m icrop hone  
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Speak er ï vo lum e of  the speaker s 

 
Test  
Check  th is option  to test  all of th e above sett ings.  
 
Compatibility  
Ena ble Au dio Hooking  

Enable or disable  audi o hooking .  
  

Note : A reboot i s requi red  fo r the  settin gs t o take eff ect.  

 
Hoo k  au dio acc eler at ion  
Sets the hardwa re accelerat ion level f or the Clien ts.  
 

Never  
Leaves  the accelera t ion  level a t full.  
 
While Connec ted  
The ac celeration level will be  move d to bas ic while con nected.  

 
Always  

The ac celera ti on level will be move d to basi c.  
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Cli ent Int erfa ce o pti ons  

The  Clien t Interface s etti ngs are used  for customising the interface 
betw een the Client and th e Contro l.  

 

Client settings  

 

Disab le Client Menu items  
Disa ble Request Help  
Prevents the Clien t  user f rom b eing ab le to use the Requ est Help 
fun cti on.  
 
Di sabl e Call Con t rol  

Disables the Call C ontrol  option at the Client.  
 
Dis able Dis co nnect  

Prevents the Client user  from b eing a ble to force th e Co ntrol user to 
disconnect.  
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Disable Chat  

Prevents  the Client  from initi ati ng a  Chat session with a Con trol.  
How ever,  the  Contr ol ca n s t ill op en  a Chat  session wi th th e Client.  
 
Disabl e Repla y  
Prevents the Client from bein g ab le to o pen Replay files.  
 

Di sabl e Local Invent ory  
Prevents the Clie nt from being able to pe rform a loc al inve nto ry.  

 
Clie nt p rogr am  option s 
Ic on in  Sys tem Tr ay  
The N etSupport  Manage r Client icon will be displa yed i n the system 
tray (clicking this open s t he Client inf orma tion window) rather than 

as an active application on the taskbar (clicking t his opens a window 
with drop -down menus providing ac cess to the Cl ient fea tures).  
 
Alw ays on Top   
The NetSupport Manager  Client  window  can becom e ob scured b ehind 

oth er window s. S etting this opti on me ans that it is  alw ays visi ble and 
the  user at the  Client will al ways know  when s omeo ne is viewing 

them.  
 
Hide wh en I dle  
The NetS upport Manager  Client i con will n ot b e displayed unless a 
Control  is conn ecte d or vie wing  the Client . 
 

Quie t Mode (Client n ot vi si bl e on task bar )  
Select this option t o hide the C lient icon in the system tray.  

 
Si lent  Mode ( no refres h)  
Allow s th e Co ntro l to  connect and view a C lient withou t the Client ôs 
knowledge . If sil ent mode  is not selec te d, th e Cl ientôs sc reen and 
mouse icon will f lick er , notify ing th e Client that a connecti on  has been 

made  and their screen is  being  view ed. 
 
Use internal  spe aker  for  bee p  
By default, the audibl e w arning  beep, which can be sent  betw een  
mac hine s in  function s such as Ch at a nd Vi ew, comes from the P Côs 

inter nal sp eake r. T here may be occa sions when it i s m or e appropriate 
to use the w ork sta tions  sound car d to gen erat e th e be ep t hrough 

speakers, in whic h c ase un check this box.  
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Beep whi le b ein g Vi ew ed ( ev ery n seco n ds)  

While a Co ntro l is viewing the Client , an au dible  beep  wil l be 
sounded.  
 
Show UI  whe n  co nn ected to  
When the Control conn ects  to  the Client , the Client I nforma tion  
window will be displ ayed . This  allows the Client to see d et ail s of  th e 

Con trol that is connecte d to  them . Th ey also have the  opti on t o 
disc onne ct f rom  the Control or  chat wit h t he Control.  

 
Disable Geolocation  
The locati on of a Cli ent ca n be displayed  in the Control. Selecti ng th is 
optio n disables the Geolocati on fea ture  at th e Client.  

 

He lp Request  set ting s 

This op tion  is us ed for con fig ur ing th e Cli entôs help  req uest  access. 
You can spec ify t he NetSupp ort Mana ger Controls that the Client c an 
for ward help  request s t o or e ven link  to  a third -party we b-based 
helpde sk s ystem.  
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URL  for Help Req u est  

If  you use a third -party web -based he lpdes k appli cation , you can 
direc t Cli ents  to this rather than have  them use NetS up port 
Manager ôs help request  feat ur e. To enable, select  Use U RL  and ente r 
the appr opriate  URL. 
 
Availa ble Contro ls  

Lists the Control s that are availa ble to connect to  fro m th e Help 
Reques t and  Call Contr ol dialog s. 

 
Options  
Disabl e conne ct io ns from He lp R eq u est dia log  
Check this box to  disallow the opt ions  in the He lp R equ est dialog for  
the Cl ient  to choos e wh ich C ontrol they wish to s end a help  reque st  

to .  
 

Always sho w C ontr o ls in  Help R eques t  
Check thi s bo x to ensu re that the Cl ient He lp  Request dia log shows all 
Control s available fo r t he  Client to s end their help  req ues t  to . 
 

Hotkeys  for Re qu es t He lp  
This sets t he hotkeys that the user at the Clien t c an press to rais e a n 

alert for help.  The ale rt will norm ally be displayed when a Contr ol  
connects to  the  Client. I f you a re  using a k eyboa rd  that does n ot  
support thr ee s can  codes, config ure you r Client  to u se o nly t wo 
hotkeys.  
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Customis ab le Te xt  

This option  enab les you to add custo misa ble m essages wh ich are 
displayed  at  the  Client machine.  

 

Display Cu st omi sa ble  Text  

In About Box  

Sets  the  me ssag e that wil l be di splayed  in th e Clientôs About Box.  
 
When C on necte d  
Sets the message that will  be displaye d at the  Client w hen a C ontr ol 
connec ts . L eave blank  if yo u do  not want any m essage displayed . 
 

When View ed  
Sets  th e message that will be  disp lay ed at the Clie nt when  it is b eing 
view ed by a Control . Leave bla nk if y ou do not want any message 
disp laye d.  
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Pr o fi le Op tions  

 

Di sable this  Pro f i l e  when a user is  logged on  
I f s om eon e is logged in at the C lien t , then  this prof ile  wil l be 

dea ctiva ted and therefore not availabl e to a Control user. The value 
of t his  is th at it preve nts a  Contr ol user  from inher iting righ ts on the 
works tation tha t  th ey  wou ld not othe rw ise have.  
 

Note :  You can have two profiles with  th e sa me u ser  ID  but wi th  
diffe rent righ ts, depending on whether t he Client user  is 
logged on at the tim e th e Cont ro l connects . In  this e vent , 
mak e su re that th e prof ile with this setti ng i s the first in th e 

list , as i t wil l then mov e on and use the s econ d p rofi le if the 
Client user  is logge d in . 

 
User of this Profile ha s Prior ity o ver other (non - priority )  Use rs  

This  wo rk s in con junc ti on wi th t he op tion  to allow more t han one 
Control to conn ect  simultaneously.  If one  pro file has t his set  whi le t he 
ot her does not , the latter will be auto matica lly disconnected.  
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Ter min al  Serv ic es settings  

You can confi gure  the settings for  the Client Termi nal Server here.  

 

Note : Ter mina l S erve r and othe r thin clients  may n ot b e configured 
to use the Ne tSuppor t Gat eway.  

  
Terminal Servic es Sett in gs  

Run  Client i n  Con so le sessio n  
Uncheck ing this o ption wil l stop  the Clien t  fr om  run ning in a C onsole 
sessi on . 
  
Run Clien t in remote sessio ns  
Unch ecki ng this op tion wi ll  stop  the C lien t  from running in remote 

sessions . 
  

Base Port  
Enter the requ ire d base port  number . T he default v alue  is 2 5405 . 
  



NetSupport  Manager v .1 4.00  

 

 261  

Clien t Name  

Ente r th e required  nam e for the Client . I f left bla nk , a unique ID will 
be displayed  (de fau lts to %CLIENT NAME%).  When en terin g a Client 
name , you must incl ude at least one environment variab le, e.g . 
%c om pu tername%.   
  

Not e : Fo r fu rther  inf ormation reg ardi ng Termin al Server supp or t , 
ple ase visit  our Kno wled ge Ba se and ref er to pr oduct  art icle 
Sett ing Up NetSu ppor t M an ager  to run in  a M ic r osoft  

Terminal  Server Envi ro nme nt .  

  

Advanced options  

 

Key board F ilter Driver  

Should  you en counter any issues with your  keyboa rd  filte r driver,  we 
pro vide a ch oice of d rivers to sw itch  betw een.  Select th e requ ired 
driver fro m the drop -dow n m enu.  
 

https://kb.netsupportsoftware.com/knowledge-base/setting-up-netsupport-manager-to-run-in-a-microsoft-terminal-server-environment/
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Configuring the Contr ol  
 
In t h is  chapter é 
 

How to c onfig ure t he C ontrol.  

 

Create ind iv idua l profiles  ensur ing e ach Contro l user  can o nl y 

per form certain tasks at Clie nt P Cs. 
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Configurin g the C on tr ol  

NetSupp ort Man ager  allows you to fully con fig ure how the Control 
Progra m will  oper ate . To p rovide maxim um f lex ib ilit y, NetSupp ort 

Manager  also allo ws you to se t up mu ltiple profile s for differ ent 
Control  user s, ea ch with  the ir own  access and functionality levels.   
 
To a ccess the Control Configurat or  
1.  Click the  Change the s etti ngs for the  curr ent Configuration 

icon  on t he caption bar.   
2.  The Setting fo r Configu rat ions dialog for the current prof ile  wil l 

appear . 
 

Note :  If yo u want to cha nge the settings for a different  Cont rol 

profile, click the  Profiles  icon  on the caption  bar , choose 
th e pro file you want to con figure an d click Settings .  

 

The Control Configu ratio n opt ions are categorised as f oll ows:  
Ge n er al   

Enables you to set t he i dentifi cat ion details for the Con trol.  
 
Conne ct ivi ty   

Enab les you to s pecify which transport proto cols th e Control will 
ope rate  over.  
 
Secur ity   
NetSu pport Manager offers a  wea lt h of securit y features that can  be 
applied  to  each Control  pro file.  
 

Remo t e Co ntrol   
Enable s you to adjus t the  Remote C ontrol  features tha t ap ply  to  each 
Contr ol pr of ile. 
 
Control  Int erface   
Enable s you to conf igure the v ario us componen ts av ailable  to the 
Contr ol from the Control window  interface.  

 
Show  
Allows you to  configure the  settings f or a Sh ow.  

 
File Transfe r   
These opti ons conf igur e the Fi le Transfer  settings in N etSupport 

Manager . They all ow you  to a lter the way in  which  in for mation is 
displayed and  enab le you to set saf ety features such as conf irmat ion 
befo re performi ng a dama ging  operat ion.  
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Star t up   

Allows you to  con figure  th e o ptions  that affec t NetSuppor t Manager at 
star tup.  
 
vP ro  
Enable s you t o co nfigure the sett ings for  vPro ma nag em ent.  
 

Fi le L ocations   
Allows yo u to s pecify whe re to st ore th is named configuration , Client, 

group, rem ote  netwo rks, tools and scrip ti ng  fi les. 
 

Note : A search  bar is p rovided at the top of the windo w, allowing you 
to locate the settings you're lookin g for. Type in  the se arch 

bar (you  can  enter a full or partial ter m) an d click . Any 
sections containing the s earch term wi ll b e highlight ed. C lick 

 to close the search.  
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Multiple Cont rol  p rofile s 

NetS upport Manager  all ows y ou t o set up  mu ltipl e profil es 
(c onfigur ations)  for di fferent Control user s, eac h wit h their  own 

access and f un ction ality levels.  
 
Each configurat ion  can  be prote cted  by a password  and an i con can 
be cre ated on the d esktop t o load  the  Contro l wit h a partic ular  named 
conf igura ti on.  
 

You must hav e Net Support M anager  Administrator right s to pr ofile  or  
change a Cont ro lôs configuration.  
 
To create a pro fil e 

1.  Click the Profi les  icon   on the caption bar.  
2.  The Con figurat ions  dia log wil l be  displayed . 

 

3.  Sele ct the conf iguration  you wa nt  to chang e.  
Or 
Choose New  to create a new one. B y defaul t , NetSupport 
Manager  is inst alled  wit h a sing le prof ile called Stan dard. This is 
set u p for  full functionality . 

4.  Click Sett ings  to  tail or  the global  functionality o f this pro fil e.  

Or 
Click Con nect i v ity and St ar tup Set tings  to tailor the basic  
funct ionality . 
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To create de sk top i con s 

Having saved th e profile,  you  can  cre at e a des kt op ic on cont aini ng 
the parameters required to lo ad the c onfi gurat ion.  
 
1.  From the Config urations dialog , cl ick Icons . 
2.  The I con Mainten ance dial og will b e displ ayed.  
3.  Click any wh ere in  the dialog an d dr ag to  th e desktop . 

4.  The Create or Ed it I con dial og  will a ppear .  
5.  Enter the required configura t ion deta ils a nd click  OK  to cr eate th e 

icon.  
 

Adjust ing Clie nt set ting s for a Con trol  session  

During any Contr ol  sessio n w here you may be w orking wit h mo re 
than one Clien t,  you can  tai lor how each Client in teracts w ith t he 
Contr ol. For e xample,  on one Client , you may  want to u se 
compress ion b ecause it i s on a sl ow link, but on another , you ma y 
want t o turn compres sion  off.  NetSupport Ma nager  allows you  to do 

this by  m odify ing the  defaul t se ttings for the curr en t Co nt rol profile . 
 

To  adjus t View settings  
1.  View  the req uired  Client . 

2.  Click Settings   on the View window caption bar.  
3.  The Remote Control S ett ings wi ll appea r.  
4.  Configure which op ti ons will b e ena bled wh en you start a V iew 

session.   
 

Note:  If  you edi t the Clie nt  set t ings, the  changes you make only 
apply to  that Cli en t duri ng  the current C on trol session. If you 

want to  change the  set t ing s permane nt ly , select  Update 
Configuration .  
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Genera l setti ngs  

This optio n allows you  to gi ve the  Contro l a speci fi c name . If left 
blank,  the ma chi ne nam e is u sed.  

 

Identificati on  
Contr ol  Name  

The name  wh ich t he NetSupport Ma nage r Cont rol pro gram uses w hen 

conn ecting to Clients to  iden t ify itself. Und er NetBIOS , thi s name is 
registered  in the N etBIOS  tran sport.  
 
Des cr ip tion  
Enter a descrip ti on fo r t his Con trol configuration.  
 
Def ault  Use r I D 

If user val ida tion  is requir ed befo re  a Cl ien t connectio n can be made , 
Contr ol users wil l n eed to log  on with a  valid us er  name  and 

password. Rath er t han continually pr ompt for  the use r name , a 
default ID ca n be set  here. Th e follo win g var iables can be used  in 
order t o defau lt to  the c urren tl y con nec ted username :  
%u serdomain% \ %use rname%.  
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Se nd  Message  

Tit l e 
Enable s you to add a c usto mi sed title  to the Send Message  dial og.  
 

Connectivity  opt ions  

Before yo u c an  conne ct to  Client s o n your netwo rk, you must select  
and confi gu re  the transpo rts to us e. The tr ansport  proto cols must  be 
conf igured  in the op erating  system bef ore a ttempting to use t hem.  

 

Se t TCP/IP connect ion  

 

TCP/IP  
Us e T CP/IP  
Check  this button  to enable the Cont rol to use  the TCP/IP prot ocol . 
This p rotoco l is used  wit h th e internet , loca l and w ide  area n etwork s. 

In order to  con nect  to TCP/ IP Clients , you  need  to specify the por t  
number that the  Client is l iste ning on . 

 
Port  
This va lue is used  for all  interacti ons w ith TCP/IP Clients. The defau lt 
regi ster ed port for  Net Supp or t Manager  is 5 40 5. Yo u c an co nfigure 

Clients on your ne twor k to  run on a  differ ent  port  number  if  requir ed. 
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This is u sefu l to pr ovi de additiona l se curity, as othe r NetSupp ort  

Manager  Contr ol users would nee d to kn ow on which por t yo ur C lients 
are confi gu red . You can also spe cify a port number  whe n creat ing or  
connec tin g to a Client . 
 

Note:   To e nable Clients  to initiate a co nn ectio n t o the Contro l, the  
defaul t  registere d port is  5421.  

 
Connect by H os tname (DH CP/W INS)  

Normally , the C on trol con nec ts to a Cl ient by IP address  rat her th an 
by n am e. In  an  envi ronment that us es DHCP (Dyn amic Ho st 
Configurati on P ro tocol ), this may be  und esirable as the addres s ma y 
cha nge when th e Client workstati on is restart ed. Check ing this  option 
forces t he  Cont rol  to connect by hostname.  

 
Test  
Select t hi s optio n to check  the configuration a nd vers ion of  the TC P/IP  
stack in stal led. The v ersion of Wi nsoc k is returned  along with it s 
current stat e. 

 
Brows ing  

Subne ts used  whe n browsing fo r clie nt s 
When you are  runnin g o n a network w ith multiple subne ts o r 
addr esses, yo u nee d t o con figure the bro adca st address es for each 
ef fec tive  network . When a browse  is perf ormed , the broadcast 
m essages are sent  to these  addre sses.  
 

Br oa dc ast Se ttings  
Enable Br oadca st  Show and File  Distribution  

When  per form ing a sho w or di str ibuti ng files to C lient s, t he scr een 
inf or ma t ion/file s are sent  to each Client mach ine in turn. En abli ng 
Bro adcast  Show and File Dist ribution  results  in th e screen  in fo rmat ion 
and files be ing sen t to all machine s simultaneously.  In s ome network 
env ironm ent s, wh ere there is limit ed n etwork  bandwi dt h available  or  

wh en br oad casting to l arge r numbers of ma chin es, th is wi ll provide  
significa nt perfor mance  benefit s. 
 
Whils t  reduci ng  overall netwo rk  traf fic  generated by  NetSupport 
Manage r, u sing  this fea tu re wi ll gener ate  additio nal b roadca st pac kets 

on  yo ur network . It  is rec omm ended that  you c onsult your net wo rk 
admin istra tor before using thi s feature . 
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Not e : Show and Fi le Distr ibution can be s ent usi ng  m ulticast inst ead 
of UDP/broadc ast. This  m eans t ha t the  mul tica st packet wil l 
onl y be  sent  to mach ines included  in th e spe cif ied IP multi cast  
address.  

 
Sett ings  
If th e Bro ad cast Show  an d File  Distribu tion  opt ion is enabled , 

select  this option  to set the  m ul ticast or  bro adcast address. T he 
Broadcast  Sett ings di alog  wil l appear . If multi ple  Control s are 

at te m pting to  use  UDP/Br oad cast Show si m ult aneously on the  sam e 
subn et , it is recomm end ed tha t each us es a uni que  port to av oid 
conf lict.  
 
Wireless Ne twork  

Check this optio n in order to  opt imise  show perfor ma nce a cros s a 
wireless netw ork.  
 

Not e : NetS upport  Manager will  aut om atica lly  detect  any wire less 
Clients an d en able t hi s o pt ion to im pro ve per formance.   

 
Maxim um th roughput  

Cont rols  the level of da ta  sent  across the netwo rk to your wirele ss 
access point.  The def ault  dat a rate is 8 M bps . I f r equired , this  can  be 
alter ed to refle ct the speed  of  the  router.  
 

Note :  Whe n a Co nt rol  detects wi reless Clients  or is itsel f w ir elessly 
connected , it will automa ti cally  red uce  the maxim um data 
output to  what ever  has bee n confi gure d in  the m aximum  
throu ghpu t setti ngs, r egar dless of whet her the  wi reless 

netw ork c heckbox has been s elected . Thi s behaviour  cannot 
be turned off.  

 



NetSupport  Manager v .1 4.00  

 

 271  

Se t IPX  connecti on  

Note : This option is only available in the Control Configurator if you 
open it from the Contr ol configurations  dialog . Click the  

Pro files  icon  on  the cap tion bar, se lect  the required 
configuration and click Connectivity and Startup Setting s .   

 

IP X 

Use IP X 
Check thi s b ox to enabl e the  IPX transport  pro tocol. Th is protoc ol is 

use d on loc al an d wide ar ea netwo rk s.  
 
Reco rd Cl ientsô Net w ork Num bers  
When IP X ad dresses  are record ed for  a clie nt, the network numb er is 
norm ally  set to 0  if t he Clien ts a re on t he same IPX ne tw ork  as the 

Control  (t his pre vents  subsequent  pr oblems  when a f ile serv er is  
down). T hi s sett ing forces netwo rk  numb ers  to be r ecorde d and used  
when e stabl ishi ng  a con nection . 
 
Use Networks  

The Contro l no rmally ob tain s a l ist of n etwo rk numb ers  from the 
neares t  NetWare serve r o r bridg e. On some netwo rks, ther e is no 

Net Ware s erver  to ask , or  the l ist generat ed is  unreli able. Enter  one 
or  more  net work nu mbers  to use, whi ch repl aces  the normal  
dis covery m ech anism . The n um bers can be deci mal or hex adecimal  
and mu st be separate d by  a comma . Such as ñ0x1, 0x2 , 
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0x34 db1d69ò. You can  also use the Tes t  func ti on to det ermin e these  

va lues aut omati cally.  
 
Ign ore Net works  
Thi s list o f netwo rk n umbers is g enerated in  the  same  way  as for Use 
Netwo rks , except  th at when brow sing, these networ k numbers are  
igno red . You can  also use the Tes t  fu nction to determ ine thes e 

values au tomat ically.  
 

Test  
Sele ct this opti on  to check  the I PX ne twork configu rati on . This  
determin es if th e IPX  netwo rk s tack is  available and c onf igured 
correc tl y. You can  also  scan the n etw ork fo r network  number s that  do 
and d o no t re spond.  

 

Set  NetB IO S con nec t ion  

Not e : This opti on i s only available in the Control Configurator if you 
open it from the C ontrol configurations  dialog . Click the  

Profiles  icon  on the caption bar, select the required 
configuratio n and click Connectivity and Startup Se ttings .   
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NetB IOS  

Use NetBIO S 
Check  this box t o enabl e the use  of th e NetBIO S transport. Net BI OS 
is a n on - routed pr otocol and is only  used  on Local Ar ea Netw orks  
(LAN) . Using NetBIOS re qu ires th at you s elect  one o r mo re adap ter s 
to use . See adapters be low.  
 

Adapter s  
Con ta ins  the N etB IOS  adapters th at have been detected  in  your 

wo rk station . Select one  or more of these adapters for use  in t he 
con t rol. NetBEUI  is the most com mon ada pter us ed here,  as it is used 
pri mar ily by W ind ows systems. The  adapter num ber s will var y fro m 
wor kstati on to wor kstation,  but the  name s will re ma in  con st ant .  
 

Test  
Allows yo u to  test  the NetBIOS stack and de termi ne t he  adapt ers 
ava ilab le. You ca n also displ ay d etailed information about each 
ada pte r f ound . 
 

Set HT TP connection  

This opti on enables you t o c onfigure the  Control to c om mun icate  via 
HTTP. For m ore info rmation , see Connectin g Client s/ Controls  via a  
NetSup port  Gateway.  
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Use HTTP:   

Check t his b ox t o enable  the Cl ient  to communicat e ove r HTTP. 
 
Port:  
NetSupp ort Manage rôs default port for  HTTP commu nica tions is 4 43. 
 

Not e:  In  ver sion 9.1 0, port  44 3 was in trodu ced  as th e defaul t for 
HTTP commu nicatio ns, 308 5 being used  previously. Ga teway  
set ti ngs wi ll  be p reserv ed for exist ing c ustomer s who 

subsequently upgrade , enabling  308 5 to continue  to  be used , 
but t here may b e scenarios when  up grade d Controls  and 

Clients wil l need  the  HTTP port  man ually reconfi guri ng to 
ensure compatibility.  

 

PIN Se r ver  

 

PIN Serv er  
PIN Server  Addr ess  

Enter th e I P addre ss o f the wo rkstation where th e PIN  Server is 
instal led. 

 
Port   
The default  por t n umber for the PIN Server is  443.  
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Us e a prox y serve r  to  con nect to th e PIN  Server  

Select this option if you  are  using  a p roxy server t o c onnect to the 
PIN Server.  Ente r the s erve r addres s and port  number for t he proxy 
serv er.  
 

Copy Set tings  f rom G atewa y  
If you have set up a NetSup port G atew ay , you  can us e the  sam e 
settings  for the PI N Server.  Select the Gate way to copy  th e settings 
fro m using the drop -down  list and s elect Co py .  The Ga teway addr ess 

and p ort from  the selected  Gateway wi ll be  used . 

 

Remo te Dialup settings  

This op tion  provides c onfig ur ation opt ions  for  the dial -up settin gs f or 
remote  net work ing. Before you can dial remote network s, y ou  m ust  
enter  infor mation  abou t your modem h ardware. To dial a remote 
ne twork at sta rtup, click the Change the  settings for t h e curr ent 

Configura tion  icon  on the caption bar and choos e St artup .  
 

Note : This option is h idden by default. To view this, click the Cha nge 

the settings for the current Configuration icon  on the 
caption bar. S elect Control In terface  -  Settings  and cl ear 

the  Hide Dial Di rect ory  checkbox.  
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Modem  

NetSupport  Mana ger  displays all available  mod ems  her e. Sim ply 
select whi ch m odem you w ish to use.  
 
Du al Channel Bon d ing  
If  enabled, both channels of your IS DN line ar e comb ined , thus 
increas ing t he a m ount  of availabl e ba ndwidth  to 128k. However, in 

incre asing the speed of t ran smission , you are, in effe ct , ma king two  
calls.  

 

MSN (Mul tip le S ubs criber Numbe r)  
Specify a number that yo u wa nt  the Contro l to a nswe r an inc om ing 
dial -back f rom a Client Bridge.  
 
Dia gnost ic s 
None  

Sele ct this  option to perfo rm  no diagno sti cs o n your m odem . 
 
Basic  

When  th e mo dem s connect, t he  Contr ol  checks the  fo llowing :  
 
Flow control is corre ctly set  (XON/OFF  is disable d, etc ) . 
There i s a NetSu pport Bridg e at t he remote number . 

There are not  excessive de lays in  transferring data . 
 
Exten ded  
The  extend ed sett ing perform s t he s ame  checks as f or  basic  and 
includes :  
 

Line re liabil ity  

Throughput . 
 
Logging Lev el  
None  
Select  this op ti on to disp lay the  prog ress mes sage s on the screen 
only.  

 
Bas ic  
Logs the fo llowing inf or mation to MODE M.LOG:  

 
The nam e o f the mo dem  used 
The numbe r d iall ed 
Result s of d iagnosti c test s 

Conne cti on spee d. 
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Ve rbose  

Thi s r ecords  the  same informa t ion  as Basic but  incl udes ti mestamps.  
 

Use thi s option i s y ou are hav ing  pro blems e stablis hing dial -up links.  
 
View L og  
Opens a wi ndow t hat dis play s the  MODEM.LO G f ile gen erated by 

Ex t ended  and Verbose  Dia gnostic a nd Log ging settings.  
 

Advan ced sett ings  

 

Tic kle Period  
Specif y the period  in seconds betw een t ickle p ack ets  that  are se nt  to 

the Clien t . These  packets chec k t o make sure t hat a connected C lient 
is st ill act ive . I f the Clien t fa ils t o respond, the Contro l assumes th at 
it is  no lo nger  presen t and will close  dow n the connecti on . 

 
Name Lo oku p De lay  

Specify the  delay in seconds  between broadc ast pack et s. Use this 

value in conjunctio n with Name  Loo kup Attem pts  to  reduce the 
amount of ti me spent p er forming browse s. The brow se is more likely 
to  miss Clients if  th is valu e i s to o small . You  should not  spec ify a 
value that , when mult ip lied by the  Na m e Look up Att empts  value , is 
less than 4 seconds . 
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Nam e Lookup  At tempts  

Specify the number of n ame lookup  packets t he Con trol  broadc asts 
du ring a bro wse. The fewe r broa dcas ts that  are sent , the low er the 
net work traffic  and the  quicker t he bro wse wil l comp lete . 
 

Security op tions  

The  Contro l Co nfigura tor pr ovides a w ealth of securit y featu res  
catego rise d as f ollow s:  

 

Settings   
Event Lo gging   
Replay F ile s  

User Permiss ions   
 

Security  set tings   

 

Passwor d  

Enter the secu rit y password , wh ich yo u will b e prom pted for when 
sta rt ing th e Contro l us ing th is co nfigur ation . You must click on the  
Set  bu t ton  next to t his  Cont rol t o set  the password.  
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Security Key  

The security  key  is used  whe never you co nnec t to a Client . Unle ss t he 
key enter ed her e m atche s the  security ke y on the  Client , yo u wil l be 
denied  access to the Cl ient workstat ion . Press the Set  bu tto n to 
chang e the key. Optionall y, this can  be set  as the seri al numb er i n 
your Net Supp ort Manager  Licence fi le. 
 

Prom pt f or A ddi t iona l In format ion  w hen conn ecting  
If th is box is check ed, you wil l be  requir ed to supply a reason  for  

connecting  to a Cl ient  workstation . This  is sent to a nd d isplayed at  
the  Client  so that the u ser knows why yo u ar e conn ecting wh en t he 
Client  has user acknow ledgem ent  enab led.  
 
Try Last  Username b efore displayi ng logi n  Pr om p t  

Rememb ers the user  name and password a ttached to a  nam ed 
configu rati on and will  attempt  to lo g in using t his inform at ion.  
 
Use C ompr ess io n  
Check this box to en able th e use of compression.  When you are  

commun icat ing with a Cl ient, wh et her  it is a File Tra nsfer , View o r 
Chat sessio n, the data  bei ng sent  and re viewed will be compres sed. 

This  also pr ovides a mea ns of se cur ity,  as the data wil l also b e 
encry pted . 
 
Us e Encry ption  
With encryption t urned on, a ll the info rm at ion that is sen t  betwe en 
the Control an d Client is very d ifficult  for  others  to read. NetS uppo rt 

Manager  offer s a ra ng e of en cryp tion  op t ions, ra nging fr om 56 bit 
DES to 256 bit AES, e nabling  you  to f ind the  neces sary balance 

betw een securit y and p erfo rm ance. The h igher th e lev el of 
encryption,  the higher t he po tential for decreas ed p erformance . 



NetSupp ort M anager v1 4.00  

 

 280  

Event Logging  

Event  log ging e nable s a NetSup port  Manager  Control  to re cord, in a 
te xt f ile, the  act ions it h as per form ed while r em ot e cont ro lling  a 
Client . This  may be  useful for  mai ntaining a hi story o f how often  a 

par ti cula r Client was connected  to and f or wh at purpose.  

 

Ena ble Log ging  

Check thi s bo x to enable the Lo g to  File  opt ion.  Once enabled, e ach 
time th e Co ntro l subseque nt ly  conne ct s to a Cl ient( s) , the  activ ity for 
tha t session will be  record ed. 
 
Log  to  File  
Specif y th e path and file name  for th e log  file. The Net Supp ort 
Manager  default i s PCICTL.log. Th is f ile ca n be stor ed o n th e local 

work st ation or on  a Ser ver. Multi ple Contro ls can writ e to th e sam e 
log file.  
 

As U ser  
Log File use r is th e user name  and p asswor d used to be able to wri te 
to t he lo g file when th e pa th spec ifie d is  a UNC Path.  
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Append to Lo gfile  

By chec king  this  box,  NetSu ppor t Man age r wi ll continuall y add to t he  
exist ing entr ies in the lo g file. If un checked, existi ng item s get  
overw ritten .  

 

Re p la y  Files  

Replay  files  enable  the Cont ro l to r ecord an d pl ayba ck the screen  
activity that t akes p lace at  a Client work stati on w hile i t  is being  

remote contro lled/viewed.  

 

Record Repl ay F iles  
Check t his option  to  enab le the r ecording o f replay  files. A  replay file 
will  be create d each time the  Control  views a  Client PC.  
 

I nclude  Audio  
In addition to record ing t he scr een,  mous e an d keyb oard  activity, if 

Client  m achines are configured  for a udio , you ca n include  any  
narr ation th at takes p lace.  
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Prefi x Files  With  Cli ent Na me  

In o rde r to  identify e ach repl ay  file, file  name s are  prefi xed with the 
Client nam e and  the date/t ime of th e re cord ing. A lternatively, by 
unc hecking this box , the file s wi ll be  nam ed sequent ially in th e for mat 
00 0000 01.rpf etc . 
 

In Fo lder  
Speci fy where t he  replay files should be stored . 
 

Us er P ermissi on s 

These  settin gs restrict the ite ms th at a  user runn ing a confi gurat ion 
can m odi fy . Only i f this  con figuration  is ru nning as a NetS upport 

Manager  Admini strator can you  restri ct  th e privileges  of othe r users.  

 

Per m it a user of this C onfigurat ion to  
Ac t as an Admi nistrat or  

When this  box is checked , there  are  no restric tions  appli ed to the  

user o f this  configuration . This shoul d be enab led for  at lea st one 
account  to al low you t o alt er other con figurat ions . 
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Cha ng e S ettings  

This box is only avai lable w hen the co nfig uration  is not ru nning as an 
Admi nistrato r. Check this b ox t o pre vent the  user r unn ing this 
configuration  fro m chan ging an y setting s from within the user 
int erface.  
 
Config u r e User Int erface  

This check  box is only available wh en the co nfigur at ion is no t ru nning 
as an Admin istrator,  and Ch ange Set ti ng s  is checke d. Check this 

box  to  pr even t th e user of the conf igur ation fr om al tering an y 
setti ngs tha t affect th e user inte rface . 
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Remote Cont rol setting s 

The follow ing  settin gs enable you to  configu re  the behaviour of  the 
remote con trol opt ions  when view ing Client  work statio ns.  

View   
Keyboard/Mouse   
Print Capt ure   
Audio 

 

View  Settings  

This op t ion pro vi des th e configura t ion options fo r view ing Client 

workst at ion s.  Whe n editing  the  Clien t  settings,  all chan ges you  mak e 
will only apply  while you are connect ed to t hat Client . If yo u wis h to 
ma ke your ch anges to the Contro l default,  check Update 
Co n fi gurat io n .  

 

Options  
BIO S Key board  

Checking t hi s op t ion  cause s the Contro l to emul ate keyst rok es on the 
Client at the B IOS level  rather than the hardw are  level . Use this if an 
app licati on at the Cl ient does n ot appear to be cor rec tl y acc ept ing 
keystroke s from t he  Contr ol . Only u se thi s option i f you  are 
experi encing  prob lem s wi th the de faul t low - level keyboa rd option.  
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Con f irm Switch to Full Screen  

When  this box  is checked , you wi ll  be prompted  to c onf irm switc hing 
to Full  Scree n mo de. 
 
Ful l Screen  
Check ing this option will force  the C ontrol to v iew a Clien t  in  Full 
Screen m ode  rather th an i n a window . 

 
Scale to Fit  

Check this option  if you want  th e cont ents of t he Vi ew wind ow to  be 
automati cally  shrunk to fi t th e size able frame.  
 
Dis co nn ect w h en Clo sed  
Check t his o ption to  disconn ect fr om a Clien t  when a  View  window  is 

closed . 
 
Screen Scrape  
NetSupport Manag erôs favoured, and the mos t  efficient  met hod  for 
capturi ng sc reen da ta is to  hook int o th e Video Driver  of th e 

wo rk st ation  being vi ewed. H owever,  there may be oc casion s whe n 
this meth od will no t  work  becaus e certai n a pplica tion s bypass the 

driver. In t hese  circum stances , you can en able Screen Scrape  mode 
in ord er to  take a  snap sho t of the screen. Although t his wi ll h ave a 
greater im pact  on t he net work , it wil l at least provi de an a ccurate 
repres entation  of  the Clien tôs scree n.  
 
Scrollbars  

You can turn off s crollba rs on the View win dow s by un che cki ng this 
option . This  is use ful w hen  using auto-scroll, as you gain  a lit tl e extra 

worksp ace.  
 
Use  Com pre ssion  
Check  this  box to ena ble com pr ession when viewing a Clientôs screen . 
The  stat e of this checkbox is al so r eflecte d in the General settings.  

 
Wal lp aper  
Check this box i f you w ant t he Clientôs wallpaper to be vi sibl e when  
viewing . Normal ly  this i s turne d off to im prove  performanc e, so 
exp ect  the scre en upda te spe ed to be imp acted  by s electing this 

option.  
 

Blank  Client  Screen  
This  ena bles the Contro l user  to blank th e Cl ient scr een in a ny of the  
View modes.  
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No t es:   
¶ This feature is only available on Clients running Windows 10 

v2004 and above (legacy support is provided for Clients running 
Windows 8 and below).  

¶ I f anoth er Con t rol , wi th the  Blank Clien t Sc reen s etting checked, 
attempts  to connect  to a Client bei ng  controlled  in Blank Client 
Screen mode, th e or igin al Contro l will be  disconn ected . This  is to 
prevent l ess privi leged users from ósurfi ng inô on the back  of a 
m ore pr ivileged  user.   

 
Vide o  Ski ppin g  
NetSu ppor t Manag er  Controls can be configure d for view ing 
perform ance . The Co nt ro l pr ogram  wil l not display  Client s creen  
up dates if a sub sequent  update to the area of t he scre en is made . 

Unti cki ng the  box will  resu lt  in al l Cl ient  scree n updates being 
displaye d at  the Co ntrol.  
 
Au to Clip board  
Whe n en abl ed, it provides  the  quickes t  me thod  for co py ing data. Use 

sho rtcut  keys to automatically  copy fro m  (Ctr l+C)  and pas te to  
(Ctrl+V ) t he clip boar d at  both  the  Cont rol a nd Cl ien t ma chin es.  

 
Default Mode  
By default, when  you vi ew a Client, you s tart viewing in Share mode . 
If you prefer t o st art viewing  in a different way , cha ng e th e mo de 
from the list  pr ov ided.  
 

Cache Size  
The NetSuppo rt M anager  Cont rol  conta ins a cac he to  hel p im prov e 

overall performance . The cache s izes  range from 256k to 16Mb  and a 
separat e cache is allocat ed to each C lien t co nnecti on . If you are 
runni ng ap pl icat ions on the Clie nt  that u se lot s of or larg e bit m aps , 
incre ase th e cache size t o im prove  the perf orma nce.  
 

Max Colo ur Depth  
When you connec t to  a Clie nt, you can r estri ct the colour  depth that 
is sen t . This  is d one to r educe the  amount of traffi c bet we en the  
Client and Co nt ro l. Reduce t he colour depth t o 16  colour s if y ou a re 
using a pplicatio ns th at do no t re ly o n a nyt hing other than the 

stan dard  16 -colour palette.  
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Not e : The col our  depth set here  will be  ove rr idden by the se tting s in 
the Clie ntôs Confi gu ra tion, preven ti ng  you fro m setti ng the 
colour  depth at  a high er  lev el. To alter these sett ings at the 
Client, load the Advanced Configur ator  and se lect { Remote 

Control  ï View }  and a m end the  Max Co lour Dep th  to the 
required le vel.  

 

Ch ange DOS F ont  
Use th is dialog to sel ect the f ont t o use  when di splay ing DOS scr eens . 

This  will  be eit her fro m  DOS Clients  or Win dows Client s running Full 
Scree n DO S boxes . Windows uses a graph ic charac ter  set for 
displa ying DOS  scr eens. Th e higher the reso lution tha t y ou are 
ru nn ing Windows in , the l arger  the font siz e you  will need  to set  to 
get a n a ccura te rep resen tation o f a DOS scre en . 

 
Ch ange Japanese Font  
Use this di alog to select the fon t t o use whe n displaying Ja panese 
DOS screens.  
 

Update C onfigurat ion Stand ard  
Check th is box to upda te  the cu rrent ly se lected config uration.  
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Keyboar d / Mou se sett ings  

 

Keyboard  Layout  

I nternatio nal  ke yboa rd  
An internatio na l keybo ard l ayout  will be  used at  the Con t rol du ring  a 
view  session. 
 

To specify a diff eren t ke yb oard layout to be used at  th e Contr ol 
during viewing, sel ect  the r equ ired layout fro m the dr op-down list . 

These l ayouts ma p keys on  th e Contr ol  to keys  on th e Client 
works tatio n. If bo th Cl ient and Co ntrol are u sing  th e sam e keyb oard 
layout, you shou ld s elect Unmapped Keyboard  fr om t he list . 
 
Hotkeys  
When you ar e view ing  a Client in Full Screen  m ode , hot keys  provide a 
way of returning  to  th e (p ossibly hidden)  user  inte rface. If the scre en 

resolution at  the Cl ient  is sma ller than the resolution  of the Cont ro l, 

you can simply click your  mouse button outside the Vie w window  to 
stop view ing an d displa y th e View window  aga in . Check  the boxe s i n 
this gr oup to deter mi ne  the ke ys that are used  as hot keys.  
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If you ar e usi ng a  keyboar d that  does  not sup port  thr ee s can co des, 

choo se only two  opt ions as  your hot keys.  
 
AutoSc rol l Spe ed  
When you are vie wing a C lien tôs scre en, the C ontrol ca n automa tica lly  
scro ll the content s w hen the  mouse mov es clos e to the edges of  the 
window. Adjus t ing the sliding  contro l se ts th e sp eed a t which the view 

scro lls,  from n ot at all to very fast .  
 

Scro l l De lay  
When auto -scroll  is ena bled, yo u can cha nge the d elay bef ore the  
scrol l is activate d. If  yo u want the v iew to scrol l as soon as  the 
m ouse is a t the edg e of  the s creen, move  the slid er  tow ards Min . If 
you pre fer a longe r delay before the aut o-scrol l tak es effect, move  

the sli der towards Max .  
 
Mo use Delay  
Adjusti ng t he mou se delay allows you  to re duce the ra te at w hich 
m ouse update s a re sent  from  th e Cont rol to the  Client  whe n 

cont rol ling or  sharing . Move the slid er cont rol towards Infinite  to 
redu ce the  rate and conse rve band widt h or tow ards Min  for the b est 

mous e re sponse. Thi s is useful  on  dial -up or very slow ne twork s. 
 
Disable Nu m L o ck Syn chr oni sati on  
I f using a l apto p as  the Cont ro l ma chine , check this op tion  to ens ure 
that the keyboard ôs b ehavi our corresponds wit h that o f a standard  
desktop machine.  

 
Update  Con f ig u ra tio n Standard  

Check  this b ox to  upda te the curre ntly selecte d conf igu rat ion . 
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Prin t Capt ure settings  

Prin t Ca pture re directs p rinter ou tput fro m a local pri nt er at the C lient  
to t he printer  or fil e at this Control . You wo uld use  th is wh en ru nning 
an appl icat ion on a Clien t but want any printe d ou tput re directed to 

the printe r that i s lo cal to you.  

 

Enable Pr int Capture  
Select th is optio n to enab le the Print Capture featu re.  I f thi s option  is 
unche cked,  the output will b e pr in ted  at  the Clien t.  
 

Notes:   
¶ This  opt ion c an  also be enabled whilst  view ing a C lient . Click 

Print Capture  on the View window sta tus bar and select Enable . 
Alternatively , select Op tions  to c onfigu re al l pri nt se tt ings.  

¶ In additi on to  enab ling th is op t ion at  th e Control , yo u also  need t o 
ensur e t hat Print Capture is enab led  in t he Clie ntôs Configura ti on . 

The privil eges are ena bled by de fault .  

 
These o pt ion s specify wh ere the printed  outp ut wi ll be r edirec ted to 
on  the Cont rol . This can be a lo cal  or  network ed printer, a PDF /XPS  
doc ument, or a file.  
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Cap t u re to PDF/XPS docu ment  

Allows you  to redirect  the Cli ent print ing to a PDF / XPS docum ent. If 
an  XPS dri ver  or a  PDF pr inter is instal led, this will be  use d as t he 
default pri nter . If b oth are  available , the PDF printer takes 
prefe renc e.  
 

Aut omatically pri n t  document if p ossi ble  

If printing  is availabl e, this option al lows the doc ument to b e 
pri nted automa ti cal ly  at  the Control.  

 
Capture  to P r inte r  xxx  
Select this  opti on to red irec t the Client prin t ing t o a local or network 
prin ter . The  name o f the default pr inter that is curr ently  set  up is  
displayed.  

 
Change  
Select th is option  to  display a  wind ow co ntain ing  al l of the p ri nters 
configure d on your local w orks ta t ion . 
 

Cap t u re to File  
Allow s you  to redir ect  the Client printing to a  fil e th at can be printed  

lat er . This file ca n be  on a local or netw ork path . 
 
Brows e 
A file browse windo w wi ll app ear  when y ou select t hi s o ption , allowing 
you to  find  a lo cation for th e capture  file.  
 

Use C lient Printer  Dri v er  
When you enable Print Captu re a nd c onnect to a Client, a printer 

matchin g th e Control's  local p r inter will be a utomatica lly created  at  
the Cli ent. In so me c ases, s ay  wh ere  the  Control and Cl ient have 
differe nt o perat ing systems, th e pr int dr iver ma y no t  inst all 
automatically. In thi s ca se, you wil l need  to man ually install the  pri nt  
driver at th e Cl ient.  

 
Please co ntact our  Support tea m  fo r furt her in format ion. 
 
Repor t Drive r u sed  
Whe n you c onne ct to a C lient , a dialog box will a ppea r infor ming you 

of th e pr inter dr iver  tha t has bee n used . If n o ma tching  dri ver s are 
found , you  will  be i nf ormed  whet her you  select this o ption or not.  

 

Note:  Print output is cap ture d only f rom th e po rt to which t he d efault 
printer is attache d. Note th at t he Clie nt may change this  when 

Print Capt ure is ena bled.  

http://www.netsupportsoftware.com/support
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If y ou e xpe rie nce p roblems w it h the W indows Client , try :  

¶ Disabl ing 'fast p rinti ng  direct  to port ' at t he Client . 

¶ Remo ving  any connectio n to a net work printer at the Client.  

¶ Chang ing  the  pri nting prior ity at the Cl ient  to Low  in Pr int 
Manager, Options, Bac kgro un d printing .  

 

Update C onfiguration St and ard  

Check this bo x to  upda te  th e cu rrently  selec te d c onfiguration . 
 

Not e :  I f you are edit ing the Cl ient Settings, any changes you make  
here  will only apply  while you are  con nected  to tha t Cl ient. I f 
you wish to make y our  changes to the Control defau lt,  che ck 
th e Upd ate  Config uratio n  opt ion .  
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Audio set tings  

This option  pr ovides config urat ion opti ons f or using Audio Support.  
 
If yo u are editing the Client  settings, a ll chang es yo u make wi ll only  

appl y while you are c onnect ed to that Client . If  you wish to m ake 
your c hanges to the Co nt rol default, chec k the Updat e 
Configura tion  box.  

 

Volu m e 
Thres hold ï m icrophone sensitivity . 
Micro phone ï volume of microph one . 
Speake r ï volu me  of  speake rs . 

Test  ï Click Test , to test  the vo lume settin gs as you adjust.  
 
Enab le  
On ï  turn audio  on . 

Off ï tu rn audio  off . 
Talk ï tur n the Contr ol audio  to talk  function  only . 

Listen ï turn the Contr ol aud io to listen  function only . 
 
 



NetSupp ort M anager v1 4.00  

 

 294  

Selecti ng  the Ch ange  Trans mission  Fo rmat  button  allows yo u to 

change  the t ransmi ssion format. Use o nly the le vel you need for 
accepta ble quality . High qual ity  setting s can affect scre en updat e 
perform ance. O ver remote com munica tion link s, we recommend you 
use  a t ransmis sion format of less  th an 2  kb/sec.  
 

Control  Inter face settings  

These opt ions  enable you to c on figure the different  compon ents 
available to the n amed c onfigu rati on.  

 

I n ter face  setting s 

This opti on  enables you  to co nfigur e the  differe nt  compo nents 

available to the nam ed conf igu ration.   

 

Se ttings  
H ide Client Lis t  

Check  this o ptio n to di sable  th e display of know n Clie nts for secur ity 
reas ons . The All Computers  fol der is hidden in  the Tree view.  
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Hide G r oup List  

Check this box to disable all the display of group s for securi ty  
reasons . Any groups tha t have been creat ed in the All Computers  
fol der will be hidden . 
 
Hid e Dia l Directory  
Check th is box  to disabl e a ll remote network functions . The Remote 

Net works  folder is hidden in  the Tree view.  
 

Note : T his option is enabled by d efault.  

 
Hid e Ga teway  
Check this b ox t o dis able t he Gateway fun cti on. The Internet 
Gateways  folder is hidden in  the Tree view.  

Disable Br owse  
Check this box to d isable the  browse  function . The Browse  folder is 
hidden in  the Tree view.  

Use intern al  speake r  f o r Beep  
By de fau lt, the a udible warning beep, wh ich sou nds betwee n 
ma chines in functions such as  Chat and View,  comes from th e PCôs 
int ernal speak er. There may be occasions  when it  is more appropri ate 

to use  the workstation ôs soun d card to gene ra te the beep through 
speake rs, in wh ich case un check this b ox.  
 
Hi de Auto Gr oup List  
Allow s you to remove th e Auto Group function from t he Tree vi ew.  
 

Hide e mpty auto g rou ps  
Allows y ou to hid e any  auto group s that  don' t have any 
Clien ts  associated to  them . 

 
Client  List Read - only  
Check this b ox to remove the abilit y to al ter the Kn own Client lis t . 
Clients are  stil l av ailable in the Tree view, but you cannot modify or 

create new Clients.  

Group  List r ead - only  

Check this box to  remove the abi li ty to a lte r the Groups  lis t . Groups 
are  still availab le in the Tree vi ew, bu t you cannot modi fy o r create 
new groups.  
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Dial Di re ctory Read - only  

Check t his b ox to remove the ability to alte r the  Remote  Netwo rks 
list . The Remote Networks  folder is still available in the Tree view, 
but  you cannot modify or cr eate new items.  

Gateway  Rea d - only  
Check this  box to remov e the abil ity to a lte r the Gateway lis t . The 
Internet  Gateways  folder is still available in the Tr ee view, but you 

cannot modify or create new items.  

 
Message on Disconnect  
When chec ked , the Control user wi ll be  prom pted t o send a message 
to t he Client  when disc onnecting. This  may be us efu l to not ify the 
user on the Clien t work stati on that the Cont ro l user  has finished  
using th e workstation and  advise what action has been tak en . 

 
Sile nt Disconnect  
Sho uld a C lient inad verten tl y disconnect du ring  a sessio n, a promp t 
appears a t the Control mac hine.  Check this option to disabl e the 

warni ng.  
 
Shell Exten si on   

NetSuppor t Manager integrates directly wi th  Window s Explorer , 
allow ing you  to launch  key f un ctionality dire ct ly  from you r system 
without need ing to first s tar t  NetSup port Mana ger . 
 
Disable Shel l Ex tensi on  
Check this option  to  rem ove  NetSuppor t Manager  fu nctionality fr om  

the Explorer shell.  

 
Loca ti on details  (Geolocation)  
Show Cl ient loc ati on  
This option  wi ll displ ay the location  of the Clie nt i n the  Control . 
NetSup por t Man age r will dis play  the app roximate locat ion of each 
Client (the town,  state and c ountry  -  with supporting  flag).  Clien ts  

can be grouped  by country/loca tion in th e Auto G rou p feature.   
 
Default Client command  
By default, double -clicking a Client in t he List view opens a View 

window. Here, you can change the action that is p er formed.  
 

Double - clicking  a Client in the list  

Select what happen s wh en a Client is double -clicked from the drop -
down list . You can choose  to open a  View, File Transfer, Edit Regis try, 



NetSupport  Manager v .1 4.00  

 

 297  

Inventory, Task Manager, Remote Command Prompt or  Remote 

PowerShell  wi ndow . 

 
Funct io n s 

This option enables you  to restric t the functiona lity tha t i s avai lable to 
th e Cont rol.  

 

Re str ict F unc t ionality  

You can preve nt the follow ing featur es from appearing in the Control 
profil e by checking the approp ria te box es:  
 
¶ Disable File Transfer  

¶ Disable Ch at  
¶ Disable  Send Messa ge 
¶ Disable Broadcast Me ssage 
¶ Disab le File M anager  
¶ Disa ble Du plicate C lient Ch eck *  
¶ Disable PIN Conn ect  

¶ Disable Quick Connect  

¶ Disable Execute  
¶ Disable Remote Command Pr ompt  
¶ Disable PowerShell  
¶ Disable R eboot  
¶ Disable Logoff  
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¶ Disable Replay  

¶ Disable Reg istry Editi ng ( this op ti on i s disable d by def aul t )  
¶ Disable Blank Screen  
¶ Disable Inv entor y 
¶ Disable Task Manager  
 
*  Whe n br owsin g fo r Clien ts,  NetSupp ort Manager  checks for 

dupli cate Client details, onl y c onnecting to the first occu rrence of a 
part icular add ress. Depen ding on the  set -up of y our  network  

in frastructure , the re may  be instances whe re d uplicate IDs  are in  
use . You can d isab le th e che ck using  this option.  

 
Remote Contro l  
The following items disab le the  different view funct ions within the 

NetSup port  Manager Co ntrol:  
 

¶ Disable  Contr ol  

¶ Disabl e Share  

¶ Disable Wa tch  



NetSupport  Manager v .1 4.00  

 

 299  

Help Request setti ngs  

This option  provides config uration opt ions f or rec eiv ing help  request s 
from Clien ts .  

 

When a Help Requ est arri ves:  
Hig hlight the Cl ient  in th e H elp Req ues t l ist  

Check this box to highlight t he Client icon in the Li st view when a 

help  request  is sent .  
 
Display a m essage  
Check this  box to hav e help  request  mess ages  displayed on the  
Cont rol screen.  
 
Play a soun d  

Check t his  box to  play a soun d wh en a Clien t s ends a help request . 
Select Browse  to specify the sound.  

 
Co ntrol Status (for inc oming Client Connections)  
Avai lable to take Help Reque st s 
Check  this box  to be a vailable t o r eceive all in coming  help messa ges.   
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Not available to tak e He lp Request s 

Check th is box to  not receive any help mess ages .  
 
Busy at the mome nt  
Check this box to be  ava ilable to receive all inco ming h elp messages, 
bu t  no t  whe n connecte d to xx x nu mber  of C lie nts. Ensure  th at y ou 
specify  the  num ber of Clients  you n eed to be conn ected  to  in order to  

be considered busy.  
 

Set  Status to óBusyô when connected to xxx or more  Clients  
Specify the number of  Clients you need to be conn ect ed to  in o rder to  
be conside red  busy.  
 

Show setti n gs  

The Sho w feat ure allows you to display the Control s creen on all , 
some or on e of the Client's scre ens. From here, you can configu re the 

settings for a Show. 

 

Scr een Scra pe  
NetS up portôs favou red , an d the m ost effic ient  me thod  for capturing 
screen da ta i s to hook into t he V ideo Driver of the workstation bein g 

viewed . However, there  may be occasions whe n this method will not 
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work  beca use certain applicatio ns byp ass the dr ive r. In t hese 

circu mst ances, y ou can  ena ble s creen  scrape  mode in order to  take  
a sna pshot of t he scr een.  Although this will have  a greater impact on 
the network, i t will at least prov ide an accurate representation o f the 
Clientôs screen.  
 
Ma x Col ou r Depth  

Allows yo u to se lec t the max imum colo ur de pth when show ing to 
Clients.  By defau lt, this will be set  to 256 (high) colours.  

 
Show Hotkeys  
To ensure that all action s performed by the Control are visible to 
Clients d uring a Show, you can en able  the use of hot keys. A ny  key 
comb inations t hat th e Contr ol uses, e .g.  CTRL+V, will be  displaye d in  

a balloon  at bo th t he Control and Client screens.  
 
Sen d Physical Fonts  
In orde r to  reduce the vol um e of data being sent  when shar ing 
information of this natu re , N etSupport Manager  passes the  font 

info rmat ion by re ference. T he target workstation will r efer  to its ow n 
inte rnal  font mappings to find an appropria te match to the one that  

has been sent . In mo st cases , the same fonts will be available, but if 
the re a re  instances  wh ere thi s isnôt the  case, you  can  send the  full 
info rma t ion. Check this bo x to e nabl e.  
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File Transf er settings  

This option  prov ides  conf iguration opt ions for transferring files . They  
all ow you to  alter the way in which information is display ed and 

enables you  to se t safety f eat ures such as confirmation befo re 
performing a damagin g operati on.  
 
I f y ou are edi t ing t he Client setting s, a ll ch anges you mak e will  onl y 
apply  while you are co nnec ted  to tha t Clie nt. If you wish to make 
your changes to  the Control default, ch eck the Updat e 

Configuration  box.  

 

Displa y Options  
Show System/Hidd en fil es 
Check this box t o displ ay  all files with syste m  and hidden attri but es. 

By default, this o ption is u nchecked.  
 
Show file  details  

Select this option to disp lay multiple columns of information for each 
file in the list . Thes e show the file size, mo dified d ate,  attr ibutes and  
short fi le name . You can to gg le between this st ate  and  the file  names 
on ly sta te by using th e list  sty le buttons in the File Transfer use r 

interface . 
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Show file na mes only  

Select this option to only displ ay file  names in the fi le lists . This 
al low s you to  display mo re files at the  sam e time  than with f ile 
detai ls. You can toggle  betwe en t his state and th e details state  by 
using the list style  buttons in the File Tra nsfer user interface . 
 
Confirm  

When you p erform potentially da ngerous file oper at ion s, such  as 
delet ing  a directory o r fi le, you  can make t he Con trol  display a 

Confirm ation dial og box . This hel ps p revent accidental loss of data . If 
you are familiar with th e use r inte rface , you can turn these opti ons 
off as required . By default, a ll t he  confirm atio n setti ngs are turned 
on . 
 

Fo lder  copy  
Make th e user  con firm before copyin g a di rect ory struct ure.  
 
Fold er  delete  
Make the user confirm bef ore deleting a directory  str ucture.  

 
File overwrite  

If checked, d isplays a confirmat ion dialog befo re o ve rwr it ing  an 
existin g file. However, if unchecke d, the confi rmati on m essage will 
still appear  if system/hid den fi les are about to be overwritten.  
 
File delete  
Display a confirm ation  dialog  before deleting one or more f iles.  

 
Use Recycle Bin for local dele ti ons  ( when  ava ilable)  

All  files delete d from the  Local pane will be s ent  to the recycle  bin . 
This  is enable d by d efau lt . 
 
Use Compression  
Check this box  to enable the use of co mpres sion . When you are 

communicating with  a Client, whether  it is a File Trans fer, View or  
Chat sess ion,  the data bei ng  sent an d received will b e compressed . 
This  also prov ides  a means o f secu rity , as the data will also be  
encrypte d.  
 

Delta File Transfer  
Delta File Transfer improves performance by skipping the t ransfer of 

inform atio n tha t  is unch anged. I f the file being  tra nsferre d already 
exists  in t he destination dir ectory , on ly the ch anged p art s of the file  
will be  updated.  
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Del ta File Transfer is enab led  by defa ult . 

 
Priority (when also View ing)  
When you are transferring fil es and  vi ewing a Client ôs scre en at the 
same  t ime, ea ch operatio n imp acts the performance of  the o ther . You 
can  reduce  th e priority of a file transfer operat ion to make the 
viewing mo re respon sive and vice -versa . Slide the  control to the left 

to give the f ile tr ans fer highe r prior it y or to the ri ght to give Client 
vie ws hig her p riority . If you ar e not view ing  a Cli ent, th is setting is 

ignored . 
 
Automatically c lose progress when copy  finished  
Closes the File Transfer Progre ss dialog autom atically on completi on. 
Unti ck this option if you want to s ee th e File Transfer re sults.  

 
Safe  file types  
When opening  a remote Client file, a warning appears asking you to 
confirm before continuing in case the file is unsafe. A list of safe file 
types is provided  and y ou won' t b e prompted before opening these 

file types.  By de fault, .bmp, .png , .j pg, .txt and .doc file t ypes are 
included in the list. You can edit or add additional file types to the list 

(separate each f ile type with a semi -colon) as required.  
 

Note : Certain fi le ty pes such a s .exe, .cmd a nd .bat files wil l stil l 
receive a promp t ev en if they have been add ed to the list.  

 
Update Configuration S tandard  

Check this box to upd ate the currently selected configura tion.  
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Start up settings   

Thi s sec ti on configures the op tio ns that a ffect  NetSupport Mana ger at 
startu p. You can co nnect to a  Client , group , remo te net wor k or  even 

perf or m a browse . Thi s enabl es you to perform a repeti t ive task t hat 
you  would nor ma lly  do every time you sta rt  the Contr ol.   

 

At Startup  

Dial  Rem ote Ne tw ork  
Select thi s check box  if you want to d ial a remote networ k when the 
Contr ol starts . When th is item is checked , the list  of rem ote ne tworks  
config ured is en able d. Select one of  thes e netw orks t o c onti nue.  
 
Connect to Client  

Select this  checkbox  to con nect to  a Clie nt when t he Contro l starts . 
All of the  Clients in your Known Client s List  will b e displa yed he re , 
with th e tran sport appende d to the n ame , for example, TE ST1<T CP>.  
 

Connec t t o Group  
Select this checkbox  to  connect  to a gro up of C lients when th e 

Control starts . All of th e groups cr eated will be  displ ayed  in this list . 
 
 
 



NetSupp ort M anager v1 4.00  

 

 306  

Br ow se for Clients starting w it h  é 

When  th e Control  starts , it can p erfo rm a  browse  using  the 
info rmation s uppli ed. Enter  a parti al  Clien t name or  leave th is bl ank 
to find all available Cl ients . The Clients  found will appear in the  
Brow se  fol der  in the Tree  view . 
 
Start Vi ewing  

When y ou have selected  one of th e checkb oxes  abov e, you  have t he 
op t ion to  view  the Client when the contro l sta rts . Select this ch eckbox  

to enable  the three options  below . This  all ow s you to cho ose how  the  
Client  is vie wed . 
 

Wa tch  
Start watc hing  th e Clie nt or Client s whe n th e Co nt rol starts.  

 
Share  
Start  sharing  the Client o r Clients wh en the Control  starts . 
 
Con tro l  

Start controlling  the  Client  or  Client s when the Con tro l sta rts.  
 

I cons  
This util ity  all ows you  to  creat e icons on y our d eskt op t ha t load a 
NetS upport Mana ger Cont rol with a  specifi c named conf igur ation . This  
means that you can h ave s evera l sho rtcuts that au tom atica lly conne ct 
to o ne or  m ore Cl ients whe n run .  

 

Disco nnect  
The follow ing options are o nly avai lable on non -administr at ive  

config urations.  
 

Exit Pr ogram on Dis co nn ect  
Select this checkb ox  to f orce the Control to shut  down  when  you 
discon nect from a Client . This op tion is v ery usefu l w hen used  in 

conju ncti on w ith the  op tion a bove and con necti ng t o a Client a t 
start up.  
 
Ex it Pr og ram a f ter Hangi ng up the phon e 
Select  this ch eckbox  to force th e Con trol to shut  down  once a dial -up 

sessio n has been c omple ted. This is most  usef ul w hen  used  with 
dialling a remo te netw ork at sta rtup.  
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vPro  

Allows you to cho ose which mode to use when looking f or and 
connectin g to In tel  vPro machine s. 

 

Configura tion  
Basic (Smal l Business) Mode  
Select  this o pti on to sca n f or  vPro m ach ines on your n etwork using  an  

I P addr ess range. You wi ll b e required to enter a user name  and 

password t o establish a connection.  
 
Ad vance d  ( Enterpr ise) Mod e 
Select  this  option to ret riev e vPro machi nes from the SCS server . A 
cer tif icate wil l b e requi red to establish a connection.  
 

Inte l® Set up and Conf igurat ion Se rvice  
These options will only be available w hen using Advanced mode.  
 

HT TPS M ode:  
SCS S ervic e U RL 
Enter  the URL for the SC S se rvice.  
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WMI mode:  

SCS Server Name  
Enter th e n ame of th e SCS serv er.  

 

File Locatio n settings  

This option  provides configuration optio ns f or C lient, gro up, r emo te 
networks, tools and scri pting f ile locat ions. This facility all ows a 
Cont rol use r to have  un ique  Control file s, enabling a Con tr ol u ser t o 

access the ir Control files from any Cont rol workstatio n.  

 

Client File  
Click Change  to s pecify a n alternat ive loca t ion for all C ontrol ôs,  Client 
det ails. To ma ke fi les read -only , c heck th e Client L is t  Read Onl y  
check box  in the  Control Configur at ion User Interface se tti ngs.  

 
Group File  

Click Chang e  to specify a n alternative location for all  pr ofiled 
Controlôs, group de tails. To ma ke files read-only , check the Gr oup 
List Read Only  che ckbox  in t he Cont ro l Confi gur ation User Interf ace 
settings.  
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Remo te Networks File  

Click Change  to specify an alter native locati on for all profiled 
Controlôs, remote  netwo rk  details. To make files r ead-only, check  the 
Di al Director y  Fol der  Read Only  chec kbox in th e Control  
Conf igura tio n User Interface  settings.  
 
Tools  Fi le  

Click Change  to s peci fy an alternative locat ion for all profil ed 
Controlôs tool details. The re i s n o fac ility to m ake thes e file s r ead -

only.  
 
Script s File  
Click Cha n ge  to specify an altern ative l ocati on f or al l pro fil ed 
Controlôs, script details.  

 
Us e s har ed data files  
Checkin g this option allows y ou to share data wi th other users.  
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Managing and o rganisin g 
Clients   
 

In th is ch apt er  é 
 

You  will fin d out how  to b etter manage  your da tabase of  Client  

PCs. Group Client s by departme nt  or geogra phic locat ion and 

customise t he prope rties of each Clie nt.  
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Add a new Client  

NetSup port M anager m aintains a datab ase of all Known C lients. This 

is stored in the All Computers  folder in the Tree  view  and  provides  a 
fast way to connect to t hose Clients without having to perform a 
brows e.  
 
You c an also see add it ion al infor m ation about  the C lient , such as 

names, c ont act numbers  etc .  

 
To p opulate the k n own Client s database  
1.  Use the browse  fun ction to  look  up available  Clients and connect 

to the m. A ll required information about that Client will then  be 
stor ed in t he  Al l  Comput ers  fol der.  
Or 

Select t he Home tab in th e ri bbon  and  click New . 
Or 
Select the All Computers  folder and d ouble -click New C lient . 

2.  You wil l then be prompted  for the following  information:  

¶ The na m e of  the C lient . 
¶ The network  addres s of the Clie nt . 

¶ The networ k t ransport it is r unni ng  under . 

Note : Sel ect Iôll choose  the  nam e f rom a Browse list  to 
perform a browse and s elect a Clie nt fro m t he Browse  list.  

3.  Click Next . 
4.  To enter addit iona l information  to  be stored with  the C lientôs 

detail s,  select Ye s, ent er more inf ormation . To fini sh add ing 
th e Client, s elec t No . The informati on you can additionally store 
is:  

¶ An alte rnativ e name to be disp lay ed at the Control for that 
Client . 

¶ A tex t desc ription about  tha t C lient . 
¶ A con tac t na me. 

¶ A contac t telephon e num ber . 
5.  Click Fin ish . The  newly cr eated Client  wil l now a ppea r in the All 

Comput ers  folder and be displa yed  in the List v iew.  



NetSupp ort M anager v1 4.00  

 

 312  

Delete a Cl ient  

As par t  of ma intaining a datab ase of known Cli ents, g ood  
housekeeping  requ ires deleting unuse d p reviously sav ed Clients from 

the All C omput ers  folder i n the Control Tree view . 
 
To delete a  k n own C lient from  t he d atabas e 
1.  Select  the Al l Computers  folde r in th e Tree view  and  select the 

required Client.  

2.  Right -click  th e Client an d c lick  Delete  .  

3.  A pro mpt  will appear asking  for  confi rmation.  
 

Renaming  a Client  

Ins tead of displaying the  Client ôs phy sical name,  NetSu pport Manager  

all ows you  to set a di ffere nt name t hat  will  be displa ye d at  the 
Cont rol.  
 
For  example, a wo rkstation running  a Client may hav e a descr iption 

allocat ed b y you , such as Sales 2. This workstat ion  m ay move to  the 
Accounts depart men t , and a s such , you wish to ren ame it to  Accounts 

3.  
 
To r ename a C lie nt  
1.  Select the All C omputers  folder in the Tree v iew  and sele ct  the 

required Client.  
2.  Select th e tab in th e ribbon displaying the Client's name and cl ick  

Properties . 

Or 

Righ t -clic k the Client a nd click Prope rti es  . 
3.  The  Client Properties dialog wil l appear.  

4.  Selec t  the Deta ils tab.  
  

This is where you can  store background information abou t the 
Clien t workstation . The fol lowing op t ions a re available:  
 
Di spl ay  n ame  

Use the disp lay  name to provide a f riendl ier n ame  fo r the Client  
to be displayed at the  Control . By def ault, t he physical  Client 

name is use d. 
 
Description  
Here, you can enter any  useful  inf ormation abou t the Cli ent.  
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Co n tact a nd Phone number  

Stor e the name of the wor kstat ion user and a re levant  tele phon e 
number  for  the workstation.  
 
Mac/Eth ernet  address  
Store the Ma c/Etherne t address of the Clien t wo rkstation.  
 

Note:  This only chan ges the stored nam e on t he Cont rol . It d oes not  
affect t he physi cal  name of the  Client that will be  displayed  at 

ano th er Contr ol or i f yo u do a browse.  

 

Setting Client p r operties  

You can store additio nal infor m ation ab out a C lient w orkst ation  and 
it s user . This information  can then be v iewed  in  th e detai led L ist view. 
You choose which  colu mns  are displayed in the List  view by se lecting 
th e View t ab i n the  ribbon and clicking Columns . 
 
To  adjust Cl ient p rop ertie s 

1.  Select the All  Comput ers  folder  in the  Tre e view  and select the 
required Client.  

2.  Select the tab in the ribbon displaying the Client's name and click  
Properties . 
Or 

Right -click the Client a nd cl ick Propert ies  . 
3.  The  Client  Proper ti es dialog  wi ll be  displa yed.  The followin g t abs  

are av ailable:  
 

Gene ral  

This ta b displays the physi cal Client name and location, the 
transport t he Clie nt is using and the Client' s n etwork address.  
You can also decide if  the Client  is in clud ed in  shows /sc ans.  
  
Detai ls  
This t ab al lows you to store  backg ro und in formati on  abo ut the  

Client, such as the name  you want displayed at the Control for 
this C lient, the description you want to  associate with th is Client, 
the contact name and pho ne nu mber , and  the M ac/ Ethernet 
addre ss.  
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Sy ste m Info rmation  

This t ab will  only b e displ ayed once y ou hav e connected t o the 
Client.  It displays the following system infor m ation about the 
Client:  
 

¶ The mach ine  and logg ed on user na me  
¶ The IP addres s of the Cl ien t  
¶ The last c onn ection date and tim e 

¶ The o perating s ystem the Client i s run ning  on  
¶ The loca tion  of the Clien t  

¶ The type of device the Clie nt is using  
¶ What version of Net Suppor t Man ager the C lient is runn ing . 
 

vPro  
This tab will  only be  displaye d if the Cl ient i s r unning  on  a vPro 
machine.  It  shows the vPro version.  
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Cre ating a  n ew g roup  

NetSup port Manager  allows  you to or ganise Cl ients i nto group s for 
easier  acces s and manageme nt. For e xampl e, yo u might gr oup all the 

Client s in t he Acco unts d epartm ent in to a single gr oup cal led  
Accounts. You can als o create sub -groups  whi ch are attached to a 
gr oup, this  may be  useful if th e Account s depar tment has different 
offices , y ou can then  have a sub-gr oup  for the L ondon offi ce and  one  
for t he Camb ridge office . 
 

Note : Client s are  also g rouped by pre -define d cri te ria, platform and  
Client version in the Auto  Group  folder in the Tree view . 
These groups are fixed and are un able to  be changed.  

 
To  create  a g r oup  
1.  Make sure  the require d Clien ts have  previo usly been con necte d as 

this  will  store  them in the All Comp uters  folder and make t hem 

available for grouping.  
2.  Select the Home tab in the ribbon, click the New icon drop -down 

arrow and select Group . 
3.  This will  di splay the A dd a group wizard,  which will guide  you 

throug h the proces s of  add ing or removing Clients in your new  
group.  

4.  Click Finish .  

 
To create a sub - group  
1.  Select the group that you wish to attach the  sub -group to.  
2.  Select the Group tab in the ribbon and c lick New . 
3.  This will display t he Add a group wi zard, which will guide you 

through the process  of adding or removing Clients in your new 

group.  
4.  Click Finish .  

 

Note: Clients specified in a sub -group will also appear in the group 
above it.  
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Adding/ r emovin g Cl ien ts  in a g r oup  

NetSup por t  Manager  allow s you to gro up  sele cted  Clie nts together to 
allo w eas ier managemen t.  

 
For exa m ple,  you may have  a number of  works tations all associated 
with the Sales depart ment. B y pl acing  each of  the individual Clients in 
a pred efined  group, you c an t hen  perf orm o perat ions in a si ngle 
action  to a ll members wi thin  th at gr oup.  
 

To a dd Cli ents to a  g rou p  
1.  Open t he  Al l Compu ters  fold er and select the g roup y ou wa nt to 

add the  Client to . 

2.  Right -click  and select Prope rt ies  .  
Or 
Select t he Gro up tab in the rib bon and click Properties . 

3.  Choose t he Memb ers tab  
4.  Select wh ich Client you wish to add to  the group.  
5.  Click Ad d .  

 

Or 
 
1.  Sele ct th e Clien ts in the List v iew.  

2.  Right -click  and choose Add t o Gro u p  . 
Or 
Select the Selection tab that appears in the  ribbon and click  Add  
to Group . 

Note : This tab will only appear if multiple Clients are selected.  

3.  Select the required  grou p and cli ck Add .  
 
Or 
 
1.  Selec t the Client in the List vi ew.  

2.  Left -click  and d rag and  dr op  the Cl ient into the rel evant  group.  
 
To  r em ove  Clients fr om a g roup  
1.  Open th e All  Com puters  folder  and se lect  the group  you want to 

remove Client s from .  

2.  Right -clic k and  select Properties  .  
Or 
Select the Group tab in the ribb on and click Propert ies . 

3.  Choose the Memb ers tab  
4.  Select  the Client (s) y ou wis h to re move fr om the group and cl ick 

Re mov e .  
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5.  When you have f in ishe d a djusti ng the members  of y ou r group, 

click OK .  
 
Or 
 
1.  Open the All Computers  folder and select the group you want to 

remove Clients from.  

2.  Select the Client(s) you wan t to remov e from the gr oup in the 
List v iew.  

3.  Select the Group tab in the ribbon and click Remove from 
group .  

 

No t e : T o m ove a Client to a different group, select  the Client  icon 
and drag  and  drop to the new group. This will  rem ove  the 
Client from a ll leve ls in  the previous  group . 

 

Setti ng g ro up p rop erties  

Havin g cre at ed a group , you may b e requi red to re view or change its 

name, descr iption or member s.  
 

To adjust a g rou pôs p ro perties  
1.  Highlight  the req uir ed gr oup  fr om t he Tree view . 
2.  Select the Group tab in  the rib bon  and c lick  Properti es . 

Or 

Righ t -cli ck the group  and c lick Pr opert ies  .  
3.  The Grou p Prope rt ies  dialog  will be  displayed . T his has two tabs:  
 

General  

Shows the name an d a desc riptio n o f th e gr oup, yo u can also  

cust omis e the  appearance of th e clie nt icons . 
 
Mem ber s 
Lists the Cl ient s in the group . From here , you  can add or r emove 
Clients in the group . 
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NetS upport S cr iptin g  
 
I n this chapter é 
 

Learn about NetSuppo rtôs powerful scr iptin g la nguage and how 

it c an be used to aut omate re petitive tasks.  
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NetS upport Scr ipti ng overvie w  

NetSupport  incl udes a po werful  Scrip ting Language and  Scheduler  
that al lows yo u to  automate the tasks you would normally  perform 

repet iti vely in t he NetS up por t Manag er  Control.  
 
For example,  you migh t set up a script th at  runs  unattende d 
overnight to connect to a nu mber of remote  NetSupport Manag er 
Clients a nd upload or downl oad fil es to them.  
 

This  is a s impl e case, but NetSupport Scrip t ing also co ntains a wealth 
of desktop m anagemen t function s suc h as the  abilit y to in terroga te 
Clients  and retrieve information such as t he ir fre e disk s pace , what 
operat ing s ystem they are ru nning , etc. 
 
You c ould even use NetSu pport S cripti ng to distribu te appli cati ons by 
using  a comb ina tion of File T ransfer, R emotel y Execu te appl ication s 

and e di t the Re gistry.  
 
Anything that you do manua lly with NetSuppo rt Manager , you ca n do 

automatically wi th NetS uppo rt Scri pting.  
 
The follo wing ar e just  a few of the h ig hligh ts:  
¶ A powe rf ul, struct ured language .  

¶ A wide rang e of te xt man ipulati on func t ions.  
¶ The  abili ty to work with multiple connected Clients .  
¶ Local and r emote ope rati ons are supported .  
¶ Full  logg ing of activitie s.  
¶ The abili ty to supple m ent  the system  log wit h yo ur own  log 

m essages .  

¶ All of the sec urity feat ures as socia ted with  the 32 -bit co ntrol ar e 
available .  

¶ Your scripts will not c on tain  visib le human - read able  password s to  
deve lop your scripts . 

 
A full descripti on of  the Script Editor  can be found  in the o nlin e help.   
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Starting  the Script Edito r  

The Scriptin g Editor allows you to edit and creat e automated  

Net Support M anager  script s. 
 
To  st art the Sc ri pt Ed i tor  
1.  Choose {Start }{Prog rams} { NetSupport M anager }{ NetSup por t 

Manager  Script  Edit or}.  

2.  The Script Editor m ain window  will a ppear . 

 
The S cript E d i t or i s divide d  into four main sections:  
¶ The menu  bar  and tool bar  
¶ The Comma nd win dow  
¶ Edit  dialog window  
¶ Scr ip t Out put Frame.  
 

Cre ating a simple  script  

NetSuppor t Scr ipting contains so many functions that it  is n ot 

possi ble to cover t hem all . I nstead, we will take  yo u syste ma tic al ly 

th roug h creati ng, testing  and r un ning a simple  scri pt . You  can  then 
explo re the fu ll fu nctionality y ourself.  
 
To c r ea te a scri pt  
1.  Choo se {F ile}{Ne w} from the Scrip ting drop -down  me nu bar . 

2.  A new  Script  dialog  window wi ll appear . 
3.  Doubl e click  on the  Func ti ons f olde r and th en again on  the Client 

sub - folde r. A list of  fun ctions  rela ting to t he Cl ient will be  
displayed.  

4.  Select  a fu ncti on and dr ag and dro p it into th e Scr ipt dialog  

window . 
5.  A di alog bo x will appear , prompting  you for the var iables you 

nee d to enter.  
6.  Sele ct  a tra nsport  for the scri pt to run on by se lecting  the  

SetTranspo rt functi on, d rag and drop it into the Sc ript dia log 
window . 

7.  A dialog bo x will appea r, select which  transp orts y ou  wish  to use  
and cl ick OK . Th e correct syntax  will a utomati cally  be ins erte d in  
the  script.  

8.  Select t he  Connect func tion,  drag a nd d rop it into  the Scri pt 

dialog window . 
9.  Enter the Clie nt( s) wo rkst ation t o connect to  and run you r scr ipt 

over.  
10.  Continu e in t hi s man ner unt il you have compl eted your script . 
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Note s  :  
¶ To access help for a fu ncti on, select the re qu ired function , rig ht -

clic k and choose Di splay Hel p On xxx . 
¶ It is ad visable to reg ularly c heck  the sy nt ax of your  script , cho ose 

{ Run}{Check  Syntax } from  the dr op-down  m enu . The script  will 
then be c hecked  and the  resul ts  display ed in th e output fra me at  
th e bottom of the sc reen.  

 

Sch eduling an d r unning a scr ipt  

You schedu le a script to r un  usin g the NetSupp ort Man ager Scripting 
Agent. Start thi s from the Net Support  Mana ger  pr ogram group . 
 
The S crip ting  Agent cont ains ma ny  func t ion s for tai loring the 
sched ule to your e xact needs. Yo u create  a schedule  by choosing  
{S cript}{ Add} an d selectin g or ad ding t he deta ils you  want i n the 
Sche dule dialog.  

 
You can  set ma ny  scri pt s t o ru n in  the  same schedul e. You c an even 

set  the ru nn ing o f one script to depend o n the  results from  another.  
 
Net Sup port Scri pting i s an excepti onally pow erful tool  and th ere are  
an al most un limited  number  of ways o n which it can  be use d. Here  
are ju st  a few ideas fo r you to cons ider :  

 
¶ Connect to  Clients at  remo te s ites ov ernight via a  dial -up link and 

retrieve their  dayôs sales . 
¶ Conne ct  to  every  Client o n the Loc al LAN and  retrie ve i ts  free d isk 

space. Raise an aler t if it is l ess tha n a cer ta in limi t.  

¶ Send  a comma nd to every Cli ent to l og in to the File Server and 

downloa d a database.  
¶ Send  a message to  all Clients t o be rea d by  the users first th ing 

in t he mornin g.  
¶ Downloa d an ap plic at ion ove rnight and use  the Ex ecu te 

Command t o run i ts set -up . 
¶ Updat e your NetSuppo rt Manager  Client s to t he latest  version.  
 

The l ist is endl ess.  
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Techn ical r eference  
 
In  this chapter é 
 

Addit iona l techn ical informa tio n is provided , which wil l furth er 

enhance  your unde rstandi ng of NetS upport Manage r featu res.  
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Un loadin g a NetS up po r t M anager  Client  

This  allow s you to stop  the NetSuppor t  Manage r Cl ient pr ogram  from 
running . 

 
1.  Use Net Stop Clien t32 fro m the  command  line.  

 

Restar ting a Cli ent  

In orde r t o sav e any chan ges made  to a profi le, the file Client3 2U.in i 

must be sav ed. Once saved , the Cl ient  should  be restarte d f or the se 

chang es to take  effect . You can sto p/ start  the Cl ient from the Client 
Configura tor dia log box.  
 
To  sav e ch ange s made to a pr ofi le  
1.  Choose {File } {Save} fr om th e Client Con figurator dr op-down 

menu . 

Or 
Click the Save  icon on the toolbar . 

 

To  restar t the Cli ent from  the Clien t Confi gurat o r dialo g box  
1.  Click th e Restart icon  on the t oolbar.  A dial og  with th e Client  

infor mation and lic ence det ails will appear . 
 

Or 
 
1.  Choose {File}{ Restart Clie nt} f rom the  Clien t Configurator  dr op-

down  m enu.  
2.  A dialog box will  appea r inform ing you th at the Clien t32 s erv ice is 

being s tarted . 

3.  A dialog with t he Clie nt info rm ation and lice nce deta ils will 

appea r. 
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Usin g compress ion effe ct ively   

Compression can  be conf igur ed to t hr ee differe nt settin gs, on, off or 
alw ays . When co m pressio n is tu rned on , screen d ata and file  transfe r 

oper ati ons ar e compre ssed. However, if a fi le is tr ansferred  that is 
al ready  sto red  comp ressed (such  as a  zipped file or certain gra phi c 
fil es) , NetSup port Manager  wi ll sto p trying  to compre ss it f urthe r after 
64KByte s. If Use Compres sion  is turne d on , the file  is comp ressed  
no  m at ter what its inte rnal  str ucture is . T his ca n be us eful  for 
enc rypting the file.  

 
The compres sing and decom pressing  of the inf or m at ion tak es time. 
On a dia l-up  link , the ov erhea d of com pressin g and d ecompressi ng is 
minimal c ompar ed to the  trans fer spe ed of  the modems. Howev er, on 
a local LAN, if eit her the  Control and /or  Client a re lo w specificati on 
workstation s, the t ime taken t o com press, tra nsfer the data  and then 
decompr ess c an be gr eater t han jus t sending the information dire ctly. 

In t his c ase, it is pr obabl y better to turn com pression off.  
 
You can us e th e Compre ssion tab  in  the About box to determine if f ile 

and scre en info rm ati on is being comp ressed  efficiently . Time copyi ng 
files  of kno wn size s to deter mine if compress ion is speedin g up yo ur 
con necti on to  the Client.  
 

Usi ng cache effecti vely  

NetS upport Manag er  can store areas  of the Client  screen in l ocal 

me mo ry.  This  enab les th e Contro l to deter mine wh ether  it need s to 
get  the a rea from t he Client (relat ivel y slow) or  from  local m em ory  
( fas t) . T his is commo nly  referred  to as a cache.  

 
The  Client and Control use t he same size cache . T he siz e of the  cache 
for th e Client is set  via  the Con figurator  and  the  size of  the Control  

cache is set in the  View settings. The lower of t he Control an d Client 
values is used .  
 
Use the Cache ta b of  the Abou t box to de termine h ow ef ficiently the  
cache is curr ent ly wo rkin g. If t he  hi t rate is low , then  not many items  
have b een re quested  from t he cach e (or your  remote control sess ion  
has not be en very inten sive) . You could s ave memo ry by reducing th e 

size o f th e cache. If  the hit rate is high , then  the cache is being us ed 
heavily.  I n this cas e, you may l ike t o increase  the si ze of th e cac he to 
speed up  the remot e control session.  
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The cache on the  Control is  cre ated  for each  Client when it is viewed , 

bear t his in mind if you regul arly view multiple  Clientôs screens. If 
each  Client  has a 4Mbyt e cache and you v iew 6 of t hem, th e Cont ro l 
wil l alloc ate 24M b of memor y. If the total size of  all the ca ches 
exceeds your  phys ical memo ry size , then the operatin g syste m  wi ll 
start  paging memo ry to  disk, this  will affect  the  perform ance  of the  
cache.  

 
If you have Cli ents with diffe rent ca che si zes set , confi gure th e 

Controls  to be as big as the l argest Clien t  setting. Tha t wa y, th e 
Contro l will a lways allocate  the  larges t  cache the Clie nt can s uppor t.  
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Remote inventory and system information  

For many support teams, an important part of the problem resolution 
process  is knowing not only what platform the wo rkstation is running 

but its ha rdware specifications a nd  the applicatio ns i nstalled on the 
workstation. NetSupport Manager provides a real - time view of the 
hardware and software inventory of the remote PC.  

  
In addi tion to it s sophisticated hardware/softwa re reporting, where a 
wealth of  information is collect ed specifically a bout  the hardware or 

environment of the Client PC, you can obtain details of installed 
hotfixes and use the Task Manager to view and manage appl ications, 
processes and services that are  currently running.  

  
As well a s the real - time reporti ng , NetSupport Ma nage r also provides 
the tools, security permitting, to allow you to remotely stop and start 
services, end applications and processes.  

 

Display t he invento ry for the selected Client  

1.  Select the req uired Clien t  icon in the Cont rol  window  List  view . 

2.  Select the  Hom e or Remote tab in the ribbon and click Inventory .  
Or 
Select the tab displaying the Client's name in the ribbon and click 
Inventory . 
Or 
Right -click and select  Inve ntor y . 

3.  The I nventory  wind ow  for t he s elected  Client will  appea r.  
 

Note :  Once collected, the  var ious Client inventor ies are stored loc al ly 

in  the  NetSupport Manager progr am folder , me aning  that you  

do  not need  to be connected to  the target P C to be able t o 
view the infor mati on at a  later date. Simp ly  select the 
requi red Client from the List view a nd c hoose the I nventory  
option. However, if  you subs equently wan t to ref resh the 
inventory , you  do need to conne ct t o the t arget  PC. 
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The Inventory w indow  

The Inven tory window  is t he primary interf ace for accessing t he 
we alth of in fo rm atio n that NetSuppo rt  Manager ôs invento ry featur e 
provides.  

 

The c aptio n bar  

The cap tion bar displ ays the name  of the  remo te Clie nt PC  whose 
system inventor y is being viewed. Clicking  the Client name  brings up 
a Remo te M anagement pane,  and from here, you can see de tails of  
the Client and pe rf orm a var iety of functio ns.  

 

By default,  the Client name,  wirele ss and battery ind icators (if 
applicable) and se curity status (shows  if TLS or encryptio n are 

ena bled or not) are disp layed  on the caption bar. You can customise 
what is displayed and choose to show the Client's log ged -on use r 
name, IP address, operating s ystem, enclosur e t yp e and location by 
right -clicking the Client name.  
 

No te : Changing the Client  display options here  will also change them 
on  the quick access bar, connected Clients list on the status 
bar and when  zooming into thumbnails.  

  
The follow ing  op tions are ava ila ble:  

 

 Sho w or hide the rib bon.  

 
Shows how many wind ows are o pen. From here , you can 

access the Window menu.  
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Access the o nli ne hel p and versi on numbe r, licensee  and  

Technic al Sup port infor ma tion.  
 
Th e ribbon  
The ribbon provides ac cess to the inve nto ry componen ts and you can 
re fresh, pr int and export the  current vi ew.  

 

The  fol lowing inventor y view s are available:   
 

¶ Har dwar e  
NetSupport Manage r collects  a range of i nformation specif ically 
about the  hardwar e or environm ent of the  Client PC, providing  al l 
th e key i nformation needed  to assist in speedy proble m 
resolut ion.  

 

Not e:  The inventory  fu nction s included w it h NetS upport  
Mana ger are designe d to run o ver TCP /IP. T he Network 
adapte r details  will  not be  displayed if TC P/IP is no t 
ins tal led . 

 
¶ Softwar e  

Prov ides a full software inv entory  report for a ny selec ted Clien t 
PC. Incl ude s the name of ea ch ins ta lled pr oduct, the 

ma nuf act urer, product icon , version numb er and even the 

associated  exe file . 
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¶ Ho t  Fixes  

NetSupport Mana ger  scans f or and ch ecks the s tatu s of any óhot 

fixesô th at  have  been insta lled on the  selected Clien t workstat ion. 
The hot fix  ID is listed  along wi th its s tatus . T he hot fix  ID  links to 
the a ppr opriate Micro sof t support p age, where detail s o f the fix 

can  be found . 

 

When ve ri fying th e st atus of each fi x,  Net Support Manager  
retu rn s one  of  three indicator s:  

 

 Veri fi es that the  fix is present o n the ta rget PC and is 

current.  

 
An expected file may  not be prese nt or  is not t he 
correct versio n. It would be a dvisable to  install th e fix 
again.  

 
NetSupport Manage r wa s un able to gath er  the required 
informatio n for it t o be able to verify the status . 
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Statu s b ar  

The sta tus bar shows the num ber of con nected Clients.  You can see a  
list of all conn ected Clients by clicking Co nnected  (c licking a Cli ent 
name opens  an  Inv entory window for t hem).  Right -click to choose 
how the Client is dis played in the list.  
 

Running the Task Manager  

1.  Select the required Client icon in the List view.  
2.  Select the Home or Remote tab in the ribbon and click Task 

Manager .  

Or 
Select the tab di spla ying the Client's name in the ribbon and cl ick 
Task M anager .  
Or 
Right -click and sele ct Task Manager .  
Or 
While viewing the Client screen, s elect the Tools tab in the View 

window ribbon and click the Task Manager icon.  
3.  The Task Manager w indow for the sel ecte d Client will appear.  

 

The T ask Mana g er win d ow  

NetSuppor t Manager allows you to remotel y o pen the Tas k Manager  
and  manage applications, processes and serv ices on the Client.  

 

The capt ion bar  
The capt ion bar di splays the  name of the Cl ient you ar e runn ing  the  
Task Manage r f or.  Clickin g the Client name brings up  a Remote 

Managem ent pane, and fro m her e, you can see details of  the Client 
and perform a variety of  functions.  
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By defau lt, the Client name, wirel ess an d bat tery indicators (if 

appli cable) and s ecur ity status ( sho ws if TLS or encryption are 
enabled  or no t) are displayed on the capti on  bar.  You can customise 
what is displayed and choose to show the Client's logged -on user 
name, IP address, operating system, enclosure type and loca tion by 
right -cli ckin g the Client na me.  

 

Note : Changing the Client display o ptions here  will also change th em 
on  the quick access bar, connected Clients list on the status 

bar and when zooming into thumbnails.  

 
The following op t ions  are availa ble:  
 

 Sho w or  hide th e ribb on.  

 
Shows how ma ny wind ows are open. From her e, you can 
access the Win dow menu.  

 
Access t he  online hel p and version number, licensee  and  
Technical Sup port inf or mati on.  

 
The ribbon  
The ribbon pr ovides ac cess to the Task Ma nager task s and tools. The 

availa ble options cha nge dep end ing on what view is  select ed. You c an 
refres h, p rint and e xpor t t he  data from al l views.  
 
The following view s are av ailable:  
 
¶ Appl icat io ns  

Shows a list  of app lications currently ru nning o n the  Client 

machi ne. You can cl ose a selected appli cation from  the list by 
clicki ng  the  Close Application  icon. 
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¶ Pro cesses   

Prov ides a l ist of processes curre ntly ru nning on the Clien t 
machine. Yo u can  close a selecte d process f ro m the list by  
clicking  th e Kill Process  icon.  
 

No te :  Click Monitor Resources  to  see the usag e d ifferences 
(+/ - ) for t he running  process es.  

 

¶ Services  
Provides a list of services curre ntly ru nnin g on the Clien t 
machine. The Con tro l can stop, s ta rt, pause  and restart servic es 

by clicking the require d Serv ices icon . 

 
 

Note:  By default , th e clo se proc ess/applicat ion and st art/stop 
services feat ures are disabl ed. You can enable these in th e 
Advan ced Client Configu rator  ï Access Pri vil eges settings . 

 

Status bar  
The status bar s hows the  number of connect ed Client s.  You can see  a 
list of al l connected C lients by click ing Connect ed  (clicking a Cl ient  
name opens a T ask M anager window for them). Right -click  to choose 
how  the Client is dis pla yed in the li st . 
































