Remote Service Manager

Installation & Configuration Guide
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Overview

Remote Service Manager (RSM) is a web-based application that allows managers to leverage the
real-time information in ECi e-automate® to maximize the efficiency and effectiveness of their
teams in the field.

For purposes of definitions, the use of the word Manager used in this guide may also refer to a
supervisor, team lead, or other person performing the duties of directing techs in the servicing of
equipment. Remote Service Manager may also be referred to as RSM in this guide.

Since RSM is a web-based application, RSM is easily installed on your present RemoteTech Server.
Even if you are not currently a RemoteTech user, RSM can be installed on a web server that
connects to e-automate. There is not a dependency on RemoteTech for you to enjoy the benefits of
RSM. In either case, RSM is added as an application to your existing Internet Information Server
(11S) environment.

System Requirements

Remote Service Manager™ (RSM) is a web application that is installed on your company’s web
server which in turn connects via TCP/IP to your ECi e-automate®server. RSM is accessed via a
web browser by your managers. Browsers on such devices as a Laptop, iPhone, iPad, Android
Smartphone, and Android Tablet may be used. Using a browser removes the need to install an
“app” on the mobile device. The specifications below are guidelines to assist you with setting up the
RSM Server.

RSM does not have a dependency on RemoteTech being in use.

We strongly recommend, for security purposes that the RSM software be installed on a separate
server and not on your ECi e-automate® server. If your ECi e-automate® environment includes
add-on products from Digital Gateway such as e-info™ or RemoteTech, RSM may be installed on
that same server. As is the case with RemoteTech, RSM connects directly with the ECi e-
automate® database. SQL Server is not required to be installed on the web server for RSM.

Digital Gateway recommends that you work with a network professional that has Internet
Information Server (11S) skills to meet the server and network requirements and assist with the
installation.

Server Requirements

11S 6+ (IIS 7+ preferred) and .NET 4.0

e-automate 7.6 or higher.

The e-automate server must be accessible by the RSM Server via TCP/IP.
The e-automate server must be SQL Server 2005 or higher.

SQL server is not required to be installed on the RSM Server.

Managers must be able to access the RSM via the Internet.



Client Requirements

e The following are commonly used devices. All devices access RSM via a browser and require an
internet connect via WiFi or cellular service.

Smart Phone (iPhone, Android).

Tablet (iPad, Android).

Computer Workstation or Laptop.

1GB data plans are recommended.

Named User Licensing and Support

Remote Service Manager is licensed as a named user subscription. Continued use of RSM is
contingent on payment of the monthly or annual billing. Technical Support for RSM is included as
part of the customer’s support plan currently in effect with DGI. Training is available via monthly
videos and webinars. Please contact eacustomercare@ecisolutions.com for support or installation
assistance.

The RSM license is bundled with the RemoteTech license. If you are a RemoteTech user, the
license will usually be automatically pushed to RSM. If you are not a RemoteTech user, you will
need to activate your server.

To activate your server, go to the licensing page by clicking the key button.

— Administration %

i

RSM 14.1

Application

Revision aopi2

Database

Revision 0012

Verify that the server is activated and information is correct.

If the server is not yet activated, you will need to enter the customer number and product key they
were provided to activate the server.


mailto:eacustomercare@ecisolutions.com

License Information koY
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A

Server

Customer Number
TAOD

Product Key

Licensed Users
£

C Refresh License

x Deactivate Server

Named Users 5
ANN

DANIEL

GUS

JIMMY

JOHN
It is also good practice to verify that the Named users are correct.

Installing the Application

1. The installer for Remote Service Manager must be run as an administrator. Microsoft does not
provide the option in the right-click menu to run an .msi file as an administrator. To run the
Remote Service installer as an administrator, do the following.



a. Inyour Start menu search field, enter cmd and hit CTRL+SHIFT+ENTER. Your search field
differs depending on which version of Windows you are using.

Windows 7 Search field Windows 8 Search field

EJ:] Cisco AnyConnect VPN Client
Default Programs

|_)\= Adobe Acrobat X Pro
Help and Support

k;I” Windows Mediz Player

Start

Run...

A command prompt opens as an administrator.

BN Administrator: C\Windows\system32\cmd.exe |£|E|éj

Microsoft Windows [Uersion 6.1.76811
Copyright (c> 2808? Microsoft Corporation. All rights reserved.

m| e

C:vUserssegyllenskog>_

b. Type in the full path to where you saved the Remote Server installer. If the path has any
spaces put the path inside quotes, for example, "C:\Users\username\My
Documents\RSM.msi".

c. Hit ENTER and agree to execute the .msi Remote Service Manager installer file. The installer
opens.

2. Double-click on the RSM.msi file to open the Remote Service Manager installer.



-
ﬁ' Remote Service Manager Setup = | —

i SERVICE .

CWOREMOTE WiMién  welcome to the Remote Service Manager
Setup Wizard
The Setup Wizard will install Remote Service Manager on
your computer. Clids Next to continue or Cancel to exit the
Setup Wizard.

Back [ Mext | [ Cancel
L5 -

3. Click [Next] to begin the installation.

The End-User License Agreement window displays.

rﬁ‘ Remote Service Manager Setup = | N
et P REMOTE Siviges

Please read the following license agreement carefully

1. Definitions. Capitalized terms used in this Agreement shall have =
the following meanings: |:|

{a) “Confidential Information™ means this Agreement, the Software,
the Documentation, trade secrets embodied therein and any other written or
electronic information that is either (i) marked as confidential andior
proprietary, or which is accompanied by written notice that such information
is confidential andfor proprietary, or (i) not marked or accompanied by
notice that it is confidential andior proprietary but which, if disclosed to any
third party, could reasonably and foreseeably cause competitive harm to the
owner of such information. Confidential Information shall not include
infarmation which, as demonstrated by the receiving party, is: (i) publicly

Avmilakhla fiid lasadfualle abtainad ke A onarhe fraen third . nabine sasithonoaot

[¥]1 accept the terms in the License Agreement

[ Print l [ Back " Mext ] [ Cancel ]

4. Read through the License Agreement and check the | accept the terms in the License
Agreement checkbox.

5. Click [Next]. The Web Application Settings window displays.



4 Remote Service Manager Setup li‘_l-g_hj

Web Application Settings ()] SERVICE
Click Next to install with the selected web site and applicann.R E M OTE MANAGER

Web site:

|Default Web Site -

Application name:

IRsM

[ Back H Mext l [ Cancel ]
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6. In the Web site field, you specify where you want to install the web site. Use the dropdown
menu to select the desired option. Typically you would select Default Web Site.

7. In the Application name field, enter a name that identifies Remote Service Manager in the
virtual directory such as RSM.

8. Click [Next]. The Destination Folder window displays.

4 Remote Service Manager Setup li‘_l-g_hj
Destination Folder ( I::}ﬁﬁg M OTE SERVICE
Click Mext to install Remote Service Manager to the selected folder, MANAGER

Install Remote Service Manager to:

|C: \inetpubwwwroot\DEI einfo server\RSMY

[ Back H Mext l [ Cancel ]
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9. In the Destination Folder window you choose the location where you want to install the Remote
Service Manager components. Do one of the following.



e If you want to install the Remote Service Manager components in the default location, leave
the path that is displayed in the Install Remote Service Manager to field.

ﬂ Remote Service Manager Setup [ = éj
Destination Folder () SERVICE
fﬁ‘EMOTE MANAGER

Click Mext to install Remote Service Manager to the selected

Install Remote Service Manager to:

o -_,_,.-—"'-__
< |C:‘|.inet|:|ub‘|,wwu\'root‘lDGI einfo server\RSMY
.."-'-__

Change:™. :

[ Back ][ Next ] [ Cancel ]

o If you want to choose an alternate destination, do the following.
a. Click [Change...].

( ﬁ Remote Service Manager Setup El_léjj
Destination Folder (v SERVICE
Fﬁg M OTE MANAGER

Click Mext to install Remate Service Manager to the selected

Install Remote Service Manager to;

|C:\.inet|:nub\,wwW einfo server\RSMY

The Change destination folder window displays.



ﬂ Remocte Service Manager Setup ﬁ

Change destination folder (@) SERVICE
Browse to the destination folder T R EMOTE MANAGER
Lookin: = -
D 2f1335d772ca2345231796d1e853c¢37d DPErﬂ_Dgs
(CAoel [(Arrogram Files
[(JDownloads i) Program Files {x86)

[CFirefox [CIroBOHELP 10
2 inetpub 5] temp
((dintel [Ausers
[ 1l )
Folder name:
|C: Y
[ oK ] [ Cancel

b. Navigate to the location where you want to save the Remote Service Manager
components.

c. Click [OK] to save the destination and to return to Destination Folder window or click
[Cancel] to return to the Destination Folder window with the default location selected.

10. In the Destination Folder window, click [Next]. The Database Connection Information window
displays.

4 Remote Service Manager Setup li‘_l-g_hJ

Database Connection Information ()] SERVICE
Click Next to install with the database connection informalon ﬁgM OTE MANAGER

SQL Server:

Full Access Password:

Company ID:

|sample

11. Enter the appropriate information in the provided fields.

SQL Server: Name of the server on which you are installing Remote Service Manager.
Password: Full Access password.



Company ID: Name of the company database to which you want Remote Service Manager
connected.

12. Click [Next]. The Ready to install Remote Service Manager window displays.

4 Remote Service Manager Setup li‘_l_z_hj

Ready to install Remote Service Manager ([IT:::} R E M OTE EHHEEH

Click Install to begin the installation. Click Back to review or change any of your
installation settings. Click Cancel to exit the wizard.

[ Back ][ Install ] [ Cancel

L

13. Click [Install] to install Remote Service Manager.

When the installation is complete the Completed the Remote Service Manager Setup Wizard
window displays.



-
ﬁ' Remote Service Manager Setup

“WREMOTE W& Completed the Remote Service Manager
Setup Wizard

Click the Finish button to exit the Setup Wizard.

Back Cancel

L

14. Click [Finish]. Remote Service Manager is now installed.

Enabling the Emailing Functionality in Remote Service Manager

In order to be able to use the emailing functionality in Remote Service Manager, you must properly
configure your Internet Information Services (11S).

Internet Information Services (lIS) 7

To configure 11S 7 so you can use the email functionality in Remote Service Manager, do the
following.

1. Open your Internet Information Services (11S) 7 Manager.



| 8 Adobe Acrobat Distiller X
E— Adobe Acrobat X Pro
B Adobe ExtendScript Toolkit C55
. Adobe ExtendScript Toolkit C56
i AdobeHelp
E Adobe Reader XI
@ Apple Software Update
@ Barracuda IM Client
@ Cisco AnyConnect VPN Client
@ Default Programs
[t/ Desktop Gadget Gallery

EE Intel(R) WiDi
rternet Explorer

Internet Information Services (1IS) 7 Manager

S join.me

] Windows DVD Maker
525 Windows Fax and Scan
 Windows Media Center
@ Windows Media Player
Q Windows Update
& XPS Viewer
1. Accessories

. Adobe LiveCycle E52

. Adobe RoboHelp 9

. Adobe RoboHelp 10

Elise Gyllenskog

Documents

Pictures

Music

Computer

Devi_es and Printers
Default Programs
Help and Support

Run...

wntrol Panel

-
& Internet Information Services (IS) Manager

File

@_@ [ » Start Page

View  Help

[

Connections

l'ai Start Page|
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Hz &

Mame
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Server

localhost

Connect to localhost
Connect to a server...
Coennect to a site...
Connect to an application...

S News and Information
1S Downloads

1S Forums

TechNet

MSDN

ASP.NET News

1S News

IS News is disabled, click the Enable IS News link to get the most recent online news.
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Ready




2. In the left pane of the 1S 7 Manager, expand the menu for your server.

-
"J:E] Internet Information Services (IIS) Mana

. =
@ 5\_:) |'gj b EGYLLEMSKOG-LT
File  View Help

Connections
Q- id &
- Start Page

p 1% EGYLLENSKOG-LT (ECISOLUTIONS
|2} Application Pools

(@ Sites

3. In the left pane, expand Sites > Default Web Site and click on the Remote Service Manager
application. The name varies depending on what you decided to name it. In the example below
it is labeled RSM.

EE—)

p
W5 Internet Information Services (IIS) Manager

@@ [ » EGVLLENSKOGLT » Sites » DefoultWebSite » RSM » | & @ -
File  View Help
Q-2 8 S /RSM Home B Eeore

Edit Permissions...

B Basic Settings...

-5 Start Page
a 93 EGYLLENSKOG-LT (ECISOLUTIONS\g
L2} Application Pools ASP.HET

Filter - 60 - GShow All | Groupby: Area - -

4.

€| [ »

Management
[ Configuration Editor

4-[@] Sites Lz .NET Authorization Rules @‘NET Compilation maldil ULISEETSE
440 Default Web Site [Z].NET Error Pages @ NET Globalization Manage Application ~
> [ aspnet_client [ NET Profile (S NET Trust Levels o ——
5[ bin [ Application Settings =i Connection Strings ) ‘JPP’ :
o (@ aystalreportviewers1 7 Machine Key =) Pages and Controls [81] Beoevse EAN[REE)
bt i Sescion State [Z4SMTP E-mail vanced Settings...
z '5 :lantfo s ® Hep
> \: images | ASP of, Authentication Online Help
> PublicAPT ) Compression | & Default Document
NEXSY [ Directory Browsing (& ]Ermror Pages
5 TS k ‘2 /|Handler Mappings {1 HTTP Response Headers
b scripte ElLogging i3 MIME Types
o ¥ SEOTG ‘FHModules (34 Output Caching
o [ sigma 42| Request Filtering 0 S5 Settings

Ready

[=1 Features View | I3 Content View

View Virtual Directories

%

In the Features View, double-click on SMTP E-mail.
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Wﬂ Internet Information Services (IIS) Manager
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File View Help
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RSM Home
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-\ Start Page
Filter: - [fiGo - (g Show All | Group by:
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bl ess £, Session State [ SMTP E-mail
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o q IS S : -
b - einfo Configure e-mail address and delivery options to send e-mail from Web
b2 images 42|ASP A olications
L. PublicAPI ] Compression | @ Defaule DGETTRERt
b [ RsM| [ Directory Browsing Error Pages
. RTS FHandler Mappings HTTP Response Headers
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Management
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Ready

B Explore
Edit Permissions...

View Virtual Directories
Manage Application (6]
Browse Application
Browse *:80 (hitp)
Advanced Settings..

@ Hep

Online Help

The SMTP E-mail window displays in the middle pane.

-
'3 Internet Information Services (II5) Manager

Configuration: 'Default Web Site/R5M' web.config

) | @ » EGYLLENSKOG-LT » Sites » DefoultWebSite » RSM »
=) |
File View Help
. &)  SMTP E-mail
= -mal
Q- |& |8 5,
-5 Start Page Use this feature to specify the e-mail address and delivery aptions to use when sending e-mail from a Web application.
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4[] Sites N P
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= ! Deliver e-mail to SMTP server:
3 aspnet_client
b5 bin SMTP Server:
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In the E-mail address field, enter the e-mail address you want as the sender for emails sent
from Remote Service Manager.
Select one of the following.
o Deliver e-mail to SMTP server: When selected, e-mail messages deliver immediately.
This requires an operational SMTP server for which the user has appropriate credentials.
a. Either enter the unique name of your SMTP server in the SMTP Server field, or check
the Use localhost checkbox to set the name to LocalHost.
Note: When you set the name to LocalHost, ASP.NET uses an SMTP server on the local
computer. Typically, this is the default SMTP virtual server.
b. In the Port field, enter a TCP port. Port 25 is the SMTP standard TCP port and is the
default setting.
Note: If all servers are configured by using different IP addresses, more than one
virtual server can use the same TCP port.
c. In the Authentication Settings region, you specify the authentication mode and
credentials if your SMTP server requires these.
Select one of the following.
Not required: When selected, your SMTP server does not require authentication
credentials.
Windows: Windows authentication is not supported for Remote Service Manager and
Remote Tech.
Specify credentials: When selected you can specify the authentication credentials by
clicking the [Set...] button. The Set Credentials window displays where you can specify
a username and password.

- ~
Set Credentials l 9 &J

User name:

Password:

LConfirm password:

Cancel

e Store e-mail in pickup directory: When selected e-mail messages are stored in a file
location on disk for late delivery by the PHP application (or by a Microsoft ASP.NET
application or by a user or administrator).

Enter the batch e-mail location in the provided field or click the [Browse...] button to
navigate to the e-mail batch location.



7. In the right- pane of the IIS 7 Manager window, click [Apply] to save the SMTP e-mail settings.

p N
5 Internet Information Services (IIS) Manager =N
@_Ej [3 » EGVLLENSKOG-LT » Sites » DefaultWebSite » RSM » @ < @~

Eile  View Help
Connections P | Actions
+ = SMTP E-mai
7 | & [E, Er
5 Start Page Use this feature to specify the e-mail address and delivery options o use when sending e-mail from a Web application Al iy
493 EGYLLENSKOG-LT (ECISOLUTIONS\e pecly e 9 PP ‘ ) pry T
2 Application Pocls Ermail address: y
- Online Help
48 Sites.
4 403 Default Web Site i
- @ Deliver e-mail to SMTP server:
» - aspnet_client
L bin SMTP Server
b2 crystalreportviewers12
] Use lgcalhost




	Overview
	System Requirements
	Server Requirements
	Client Requirements

	Named User Licensing and Support
	Installing the Application
	Enabling the Emailing Functionality in Remote Service Manager
	Internet Information Services (IIS) 7


