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Introduction

Welcome to the Service Accent Remote Console installation & setup guide.
This chapter contains the following topics:
e Remote Console Overview

e The Service Accent Document Set

About this Guide
e Documentation Conventions

e Contacting Your Support Provider
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Introduction
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Remote Console Overview

The Host

The Remote Console software is a dynamic link between a remote user and
your Service Accent database that uses the internet or similar WAN.

The remote users uses his web browser (which will typically be Internet
Explorer, or IE for short) to establish a connection with your web server via
the HTTP protocol running on TCP/IP. This is all standard and if are able to
host a web site on your network and the remote user can view it, the
remote console can be installed.

The remote user communicates via the remote console using a pre-
determined web page. This is called serviceaccent.customer.applet.asp or
serviceaccent.engineer.applet.asp although can be changed if required. All
requests made by the remote user go through the page, which also returns
the HTML that is rendered by the browser.

This web page itself contains minimal functionality; its purpose is to
transport the remote requests to the remote console and return the
responses from the remote console back to the remote user. The way this is
achieved is very simple: you nominate a folder on the web server as a
temporary or scratch folder for use by the remote console. The web page
writes the remote user’s request to this scratch folder (each request is
given a unique ID) which is then picked up by the remote console itself
(we'll examine this in more detail later on). The remote console writes its
response back to the scratch folder using the same ID as the request and
this is picked up by the web page. The web page then returns this data
(which is an HTML “web” page) back to the user.

Although seemingly low-tech, this method has various advantages, which
include the ability to run the web server on one side of a firewall and the
console itself on the other side without having to configure complex rules or
network protocols. It also makes porting the console to other non-IIS
platforms much easier (for example, PHP on a Linux platform).

The host software must be running Microsoft Windows NT4 Server,
Windows 2000 Server, Windows XP Professional, Windows Vista, Windows
Server 2003 or Windows Server 2008, with IIS 3.0 or later which is capable
of running ASP scripts.

Because the host is exposed externally, rather than internally on an internal
network, a public IP address must be allocated to it, and ideally DNS
entries will be set up (the ISP normally takes care of this). Additionally, an
always-on connection to the Internet is advised, either in the form of a
leased line, cable or ADSL connection if possible.
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The Service Accent Document Set
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The Service Accent Document Set

The Service Accent document set consists of the following guides:

Service Accent Installation And Setup Guide - this document
describes how to install and configure Service Accent.

Service Accent User Guide - this document describes how to use
Service Accent.

Service Accent Online Meter Billing Setup & User Guide - this
document describes how to configure and use Service Accent Online
Meter Billing.

Service Accent Sage Live Link - this document describes how to
configure and use Service Accent Sage Live Link.

Service Accent Dynamic Mapping - this document describes how to
configure and use Service Accent Dynamic Mapping.

Service Accent Remote Monitoring & Billing - this document
describes how to configure and use Service Accent Remote Monitoring
& Billing.

Service Accent Remote Console Installation & Setup Guide - this
document describes how to install and setp the Service Accent Remote
Console module.

Service Accent Wireless Setup Guide - this document describes
how to install and setup Service Accent Wireless.

Service Accent Wireless User Guide - this document describes how
to use Service Accent Wireless.

Service Accent Mobile User Guide - this document describes how to
use Service Accent Mobile.

Service Accent Remote Customer User Guide - this document
describes how to use Service Accent Remote Customer.

Service Accent Remote Engineer User Guide - this document
describes how to use Service Accent Remote Engineer.

Service Accent Remote Email Setup & User Guide - this document
describes how to configure and use Service Accent Remote Email.

Service Accent Messaging Setup & User Guide - this document
describes how to configure and use Service Accent Messaging.

Service Accent SMS & Email Notifications Setup & User Guide -
this document describes how to use Service Accent SMS & Email
Notifications.
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Introduction

About this Guide

This guide consists of the following chapters:

e Chapter 1: Introduction - describes the intended audience for this
document, documentation conventions, and your support provider
contact information.

e Chapter 2: Getting Started - describes how to install and set up the
Service Accent Remote Console software.

Documentation Conventions

The following icons highlight particular sections.

0 Caution - failure to observe the caution described in this section may
prevent Service Accent Remote Customer from operating properly.

o Note - sections highlighted with this icon contain pertinent information,
such as exceptions to the preceding steps or sections.

o Hint - sections highlighted with this icon contain hints or suggestions.

Contacting Your Support Provider

Web site:www.serviceaccent.com, click on support and assistance

£ Suppar

Telephone and Email details will be provided by your support provider.

Sorvice Accent - Windows Internet Fxplorer
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[ —
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The resources on this page will help you get assistance for any questions and problems you may have about
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—— [y

Meter and

: The Service Aocent dealer you purchased Service Azcent Check: for updates ba Seree Aczent and its componests.

consumables friom, o cktsned your Servee Accent tral frem, i Fines and produst enhancements s mads available

billing rrsponsible for provideg your sppon. I yeu ned to waveral limas & yans aed codates are fres for contract
corkact your suppart providar, plesee dick the link below: ustemars.
3 Conkaet your supporn provider 3 Go to the dowsinads page
|Search for a solution [ nd manuals
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3 o to the knowledge base
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|Setup amd
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Installing The Remote Console

Before starting the installation of the remote console software, please
ensure that the server or workstation that the remote console is to be
installed on, has Pervasive.SQL installed.

The Remote Console Software

To install Service Accent Remote Console

1. Locate the main AccentDB database folder on your network and then
run the program Dbrouter.exe. The following is displayed;

55| Service Accent database locator, g|

Welcome to the Service Accent
database locator

This wizard helps vou select the database vou want Service
Accent on this computer ko use

Ta continue, click Mext

Ment » Cloze
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Installing The Remote Console

2. Click Next and the following will be displayed;
™. Service Accent database locator g|

Service Accent database locator wizard a}

Your database is currently located in C:Program Files, AccentDE_Test.

Click Next below to use the database in C'Program Files' AccentDB_Test.

Database information
™ Dictionary is in Service Accent version 4,13,205 Format
0

LCloze |

3. Click Next to set the database path and the following is displayed;

== Service Accent database locator g|

Finished the Service Accent
database router

You have successfully mapped vour database to C:\Program
Files\AccentDB_Test

To complete this wizard, click Cloze

Cloze
4. Click Close to close database router wizard.
If the Service Accent application has not been installed on this
o computer, then Dbrouter.exe will report an error and you will need to

manual edit the Registry. Please contact your support provider for
further information.

5. Download the latest version of the Service Accent Remote Console
Software from http://downloads.vantagecomputing.co.uk or use the
installation CD provided by your support provider.

6. Locate the remote console software that was downloaded
(ServiceAccent_RemoteSolutions.exe) and run the application.

7. The following is displayed;
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The Remote Console Software

)

Setup Service Accent Remote Solutions

ﬂ Setup Service Accent Remote Solutions
-
.

Publisher: “Wankage Computing Lkd
Web site: bkt S, serviceaccent. com

Setup will lead wou through the steps required bo install
Service Accent Remote Solutions on your computer,

t 7 (—I I'\.
Eﬁ‘“’: | To continue, click Mexk
] ‘ Copyright © 1997-2008 Yantage Computing Ltd.
’ \ This program is protected by copyright law and international
wht treaties, Unauthorised reproduction or diskribution of this

- . pragram, or any portion of it, is a violation of applicable

laws.,

[ Mexk = l [ Cancel ]

8. Click Next to continue and the following is displayed;

Setup Service Accent Remote Solutions E

@ Pervasive.S0L is required on this computer

Service Accent Remote Solutions reguires Pervasive, SOL to be installed on this machine, Setup
has detected the Following version of Pervasive,S0L:

- Pervasive.50L ¥8 (or later) Workgroup

[ Mexk = l [ Cancel ]

9. The setup wizard checks that a version of Pervasive.SQL is installed, if
Pervasive.SQL is not installed on this server, installation will not
continue.

10. If Pervasive.SQL is not installed, click Cancel to abort the installation
of the Remote Console software, install Pervasive.SQL and restart the
Remote Console software installation.

11. If Pervasive.SQL is installed, click Next to continue.

12. If the Remote Console software has been previously installed, the
following screen will be displayed and the original settings will be used
for the installation folder and other component installation. If this is a
fresh installation, please proceed to point 15.
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Installing The Remote Console

]

Setup Service Accent Remote Solutions

TR Update current installation

Service Accent Remote Solutions is already installed on this computer.

Setup will update Service Accent Remote Solutions using wour exisking
configuration. If vou need to change the configuration, vou will need to uninstall
Service Accent Remote Solutions and re-install it again.

Mext == ] [ Cancel

13. Click Next to continue.

14. The following license agreement details are shown;

]

Setup Service Accent Remote Solutions

r@ B Please read the following license agreement carefully

[ “ 1 SECTIOM 1: EMD USER LICEMSE AGREEMENT, INTERMATIOMAL ~
! i WERSION EXCLUDING NORTH AMERICA

\’"' SECTION 2 END USER LICENSE AGREEMENT, NORTH AMERICA (US4

AND CANADA] OMLY

END-USER LICENSE AGREEMENT, SECTION 1
LICENSE FOR SERYICE ACCENT REMOTE SOLUTIONS
INTERNATIONAL YERSION [EXCLUDING NORTH AMERICA)

IMPORTAMT - PLEASE READ THIS CAREFULLY: This End-User Licenze
Agreement [MELLA' iz a legal agreement between you [az a company or
organization] [the "Licenzee"] and W antage Computing Limited for the Service
Accent Femate Solutions zoftware product (the S ofware™), w

™ I accept the license terms

15. Read and accept the license agreement by ticking I accept the
license terms.

16. Click Next to continue. If Remote solutions has been previously
installed, proceed to step 17 else the following is displayed;
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The Remote Console Software

X]

Setup Service Accent Remote Solutions

e Please read the following information

Please read the following R

General

Service Accent Femote Solutions should only be installed on one zerver or workstation
dezignated as the Service Accent Remote Solutions server. Running Service Accent Remote
Solutionz on mare than one computer could cauze senous and unpredictable communication
problemms.

Inztalling and/or running more than ane instance of Service Accent Remate Solutions iz nat
supported by WCI ar its suppliers and distributors and could possibly incur additional suppart
cozts chargeable to the user. By installing this product, you agree to indemnify YTl or its
suppliers and distributors against any interruption in your business caused by failure to install
thiz product in the manner prescrbed.

Running Service Accent Wireless

The wirelezs camponents must be installed on a PC nning Windows NT . Windows 2000, b’

[ Mext == l [ Cancel l

17. Please read the information shown as it contains important information
on Service Accent Remote Solutions. It is recommended that a hard
copy is taken, by clicking the Print... button.

18. Click Next to continue.

Setup Service Accent Remote Solutions E

@& service Accent Remote Solutions will be installed in this directory

IF wou would like to change the default installation Folder, use the section below to do 5o,

[::7 Install Service Accent Remote Solutions to:

C:1Program Files\Service Accent\Remate Solutions

[ Mexk = l [ Cancel ]

19. By default, the Remote Console software will install into a folder called
c:\Program Files\Service Accent\Remote Solutions. To select a different
installation folder, click the Browse button. However, it is
recommended that the default location is used.
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Installing The Remote Console

20. Click Next to continue.

Setup Service Accent Remote Solutions

]

G Install additional components

Service Accent Wieless [BIRE<) reguires the Microzoft Simple Object Access Protocol 3.0
["M5 S0AP"] to be installed. If you are going to be using Service Accent Wireless [AIRE),
you must ingtall S S0AP by hicking the option below.

ou do not reed toinstall MS SOAP if wou are not going to be uzing Service boccent
Wwireless,

[ Install Microsoft S0AF 3.0 components

-1 The Microsoft S0AF installer requires Windows Installer to be present on your
computer. If it iz not prezent, it will be installed automatically.

I Mewt > ] [ Cancel ]

21. If this is a new installation, and Microsoft Simple Object Access Protocol
3.0 ("MS SOAP”) is not installed on the server, you will be prompted to
download and install MS SOAP. You only need to install MS SOAP if
you are going to be using Service Accent Wireless (AIRIX). Please
contact your support provider for further information. Enable Install
Microsoft SOAP 3.0 components to install MS SOAP.

22. Click Next to continue and the following is displayed;

Setup Service Accent Remote Solutions g|

G Install additional components

Service Accent wWirelezs requires the Microsoft MET 2.0 Framewark to be installed. Setup
has niot detected the Microsaft MET 2.0 Framewark, on thiz computer and you must therefore
inztall it uszing the link below,

- 'ou do not need toinstall the Microgoft HET 2.0 Framework if you are not going
H‘E) to be using Service Accent Wireless,

Chck here to download the Microsoft NET 2.0 Framework

I Mt = ] [ Cancel ]

23. If this is a new installation, and Microsoft .NET 2.0 Framework is not
installed on the server, you will be prompted to download and install
Microsoft .NET 2.0 Framework. You only need to install this if you
are going to be using Service Accent Wireless.

24. To install Microsoft .NET 2.0 Framework, click Click here to download
the Microsoft .NET 2.0 Framework. The following will be displayed;
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The Remote Console Software

Setup Service Accent Remote Solutions

Semic
haz nof
itstall i

kY

Click

e
g File Download - Security Warning E|

Do you want to run or save this file?

Mame: dotnetfx exe
Type: Application, 22.4ME

From: download.microsoft,com

Run l ’ Save ] I Cancel

patentially harmn your computer. IF pow do not truzst the source, do not

léj ‘while files from the Internet can be uzeful, thiz file twpe can
N
= Tun or save thiz software, What's the rigk?

3

[ Mext 33 l [ Cancel

l

25. Click Run to download and install dotnetfx.exe.

Setup Service Accent Remote Solutions

Y

Service A 0
hasz not def bre

inztall it Lisi

| 24% of dotnetfx.exe from download.microso... |Z||§|D__(|

dotnetF:, exe From download, micrasaft, com

3

(Fesswnnwnan i
Estimated time left 1 min 17 sec (5,34MB of 22, 4MB copied)
Download to: Termparary Folder
Transfer rate: ZZ5KE]Sec
Cloze thig dialog bow when download completes
[ Mest »» l [ Cancel

]

26. After dotnetfx.exe has been downloaded, the following will
displayed;

be

Copyright © Vantage Computing Ltd 2009. All rights reserved
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Installing The Remote Console

Setup Service Accent Remote Solutions E|
/ Install additional components

Internet Explorer, - Security Warning

Do you want to run this software?
i Mame: dotnetfx.exe
Publisher: Microsoft Corporation

Mare opkions Run ] [ Don't Fun

‘while Files From the Internet can be useful, this file bype can patentially harm
wour compuker, Only run software From publishers wou trust, What's the risk?

O,

I Mewt > ] [ Cancel ]

27. Depending on the version of Microsoft Windows you are running, this
security warning may or may not be displayed. Click Run and the
following will be displayed;

iis Microsoft \NET Framework 2.0 Setup

Welcome to Microsoft NET Framework 2.0
Setup

This wizard will guide vou through the installation process,

[ Mext = ][ Caniel ]

28. Click Next and accept all the defaults for the installation. After the
installation has completed, the following will be displayed;
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The Remote Console Software

i Microsoft .NET Framework 2.0 Setup

Setup Complete

Microsoft .NET Framework 2.0 has been successfully installed.

It is highly recommendead that wou download and install the latest service packs and
security updates For this product,

Far mare information, visit the Following \Web site:

Product Support Center

29. Click Finish to continue and the following is displayed;

Setup Service Accent Remote Solutions E

@ Install additional components

Service Accent wireless requires the Microsoft WET 2.0 Framework to be installed. Setup
haz nat detected the Microsoft MET 2.0 Framework. on this computer and you must therefore
inztall it using the link below.

D Yiou do not need to install the Microzoft MET 2.0 Framewark, if you are not going
\:!{) to be uzing Service Accent Wireless,

Click here to download the Microzoft MET 2.0 Framework

[ Mest > l [ Cancel

30. Click Next to continue and the following is displayed;
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Installing The Remote Console

]

Setup Service Accent Remote Solutions
R Setup is ready to install Service Accent Remote Solutions

Click Install to begin the installation using the settings below,

If vwou want to change any of vour installation settings, click the back button, Click Cancel to
exit the wizard,

Please read the following summary ~

Disk space required; 39,3 MG
Free space on drive: 3.5 GE

Destination Folder:
Ci\Program Files\Service AccentiRemote Solutions),

Shortcut Folder:

I Install ] [ Cancel ]

31. A summary of the installation details are shown. If anything needs to
be changed, click Back and amend as required. If all details are
correct, click Install and the following is displayed;

Setup Service Accent Remote Solutions le

@ Please wait while the wizard installs Service Accent Remote Solutions

Installing Ci'Program Files\Service AccentiRemote
Solutionst ServiceAccent_RemoteSolutions _wWebComponents, exe

]
0 If the remote console software is already installed and an upgrade is
been performed, various messages will be displayed regarding existing

files, always click No not to keep the existing file, unless advised by
your support provider to do otherwise.

Update Service Accent Remote Solutions

The target Folder already contains a file named 'C:Program Files) Service AccentiRemaote
! Solutions)agateway  scr',

Do you wank ko keep the existing File?

[ Yes ] [ Mo
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The Remote Console Software

32. After installation is complete, the following is displayed;

Setup Service Accent Remote Solutions

l Service Accent Remote Solutions has been
L
rm

X]

updated

F 1IN

et i)
k-'-'lu h ' Click Finish to complete setup
-
r Click here to get support with Ehis product

33. Click Finish to complete the remote console software installation.

34. The following shortcut will be placed on the desktop;

The next step is to enter a valid license key.

To enter a license key

1. Double click the Service Accent Remote Console icon on the desktop
and the following is displayed;

%\ Service Accent Remote Solutions E|

Welcome to the Service Accent
Remote Solutions Activation
Wizard

This wizard helps vou ko activate Service Accent Remote
Solutions

& If you have already activated Service Accent
Remote Solutions and have been issued a new
activation key, please check the details sent
to you with your new activation key to ensure
they are correct before you enter your new
activation key

@ This product has already been activaked. Click next to
see your license details

To continue, click MNest

Close
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Installing The Remote Console

2. Click Next to activate Service Accent Remote Solutions.

%% Service Accent Remote Solutions r5—<|

Activate Service Accent Remote Solutions Eﬁ'\k
Enter vour activation details ﬂ!‘

In the boxes below, type your activation key

If wou do not have an activation key, please contact your support provider Eo request one,
Once you have entered your activation key and name, click MNext.

| have an onling Activation [0

Activation key:
| | | | |

Enter the licensee name given to you:

< Back Cloze

3. If you have been given an Online Activation ID key by your support
provider, click I have an online Activation ID and the following is
displayed

%, Service Accent Remote Solutions rls_<|

Activate Service Accent Remote Solutions E‘Q\k
Enter wour ackivation details {I!‘

In the boxzes below, type your activation key

If wou do not have an activation key, please contact your support provider ko request one.
Once vou have entered your activation key and name, click Mext,

| hawe an online Activation [0

Enter your Online Acivation ID:

Fietriewve it

¢ Back Cloze

4. Enter your activation ID and then click the Retrieve it button and your
licence key details are automatically entered.

5. If you do not have an onlince Activation ID, enter your license key and
license name as provided by your support provider, manually.

16 » Service Accent Remote Console Installation & Setup Guide Copyright © Vantage Computing Ltd 2009. All rights reserved



The Remote Console Software

6. After entry of the license key, the following will be displayed;

%. Service Accent Remote Solutions ﬁl

Activate Service Accent Remote Solutions E‘Q\K
Enter your activation details ﬂ!‘

In the boxes below, type your activation key

If wou do not have an activation kev, please contact vour suppart provider ko request one,
Once vou have entered your activation key and name, click Mext,

| have an online Activation |0

Activation key:

|99999 99999 -|99999 -|99959 -|9sgga

Enter the licensee name given to you:

|Peter

< Back Mest » | Cloze ‘

7. Click Next and the following is displayed;

9. Service Accent Remote Solutions

Activate Service Accent Remote Solutions E‘Q\K
Confirm your activation details ﬂ!‘

Please check your license details then click Next to save them

You are licensed for the following modules:
" Service Accent Remote Custonmer
¥ Service Accent Remoke Engineer
¥ Service Accent Wireless {Airix)

¥ Service Accent Mobile
" Service focent Wireless (Maomad)

Expiry date: e
@ Click Back, if wou need to enter a different activation key

< Back

8. This confirms which remote solutions product you are licensed to run.
Click Close to close the activation wizard.

9. Icons will appear in the task bar to indicate that Service Accent Remote
Console is installed and running. Depending on the remote solutions
products licensed, not all of these icons will be displayed.

The Service Accent Remote
Solutions icons
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Installing The Remote Console

Installing the Web Components

If you are using or planning to use Service Accent Remote Customer,
Service Accent Remote Engineer or Service Accent Mobile, you will need to
install the Web components. You will need to be running Microsoft Internet

Information Services (IIS), version 5.0 or greater.

To install the web components

1. To install the web components on your web server, locate the program

ServiceAccent_RemoteSolutions_WebComponents.exe. This is installed
“Remote Console”
Files\Service Accent\Remote Solutions) after the remote console

in your

folder

software has been installed.

B Remote Solutions E|E@
"‘l

(the default

VCi

':‘Go

: File Edit Wiew Favorites  Tools  Help
: @ Back ~ 7 ] ? Vo Search il Folders -
: Address wj CiiProgram FilesiService AccentiRemate Salutions
Folders X Mame
15 NetMeeting A~ D ATRTE
Nebwork Associates "_:l Backup
# | Nextair f_jDUCS
1) MokesSoL [ZiLogs
® | OfficeUpdatell Wi, exe
15 online Services HEtpEW . exe
Outlook Express [ MIE it exe
QuickTime EMallGW.exe
Real gMSjcrlptEngmajns‘exe
Reahing W vomadaw exe
Remote Display Control Ra RemoteGW exe
| |3 Roxio &) rswatchdog. exe
=
Seagate Software -, iceAccent_Remol
Service Accent SMsGW.exe
‘_3] Freslmage.dl
() AIRIZ Enspgp.d
I53) Backup %] PeP_sok.di
I2) Docs ‘_ﬁ] e _ernl. dl
I3 Logs % coateway.css
) I.j Service Accent,SBE jremotegw.ln\
# | J) Sigmatel 12} jobsheet, htm
TextPad 4 (3] order htm
Wigwpoint &]remotegw_release_notes.htm
WMMetSry @jRemoteSqutions_release_notes.htm
wWeb Publish mb\mcon.lco
171 windewwe CF Tacle ¥| =) cgateway.inc
4 ¥ £

Size

684 KB
200 KB
457 KB
588 KB
659 KB

68 KB
1,000 KB
60 KB
493 KB
580 KB
744 KB
92 KB
00 KB
36 KB
5 KB
3KE

7 KB
9KE
25KB
26 KB
1KE
11 KB

Type

File Folder

File Folder

File: Folder

File: Folder
Application
Application
Application
Application
Application
Application
Application
Application
Application
Application
Application Ext
Application Ext
Application Ext
Application Ext
Cascading Styl
Configuration ¢
HTML Documer
HTML Documer
HTML Documer
HTML Documer
Ican

Include Fil

>

is C:\Program

~

»

2. Run ServiceAccent_RemoteSolutions_WebComponents.exe either by
double clicking or by right clicking and then select Open. If the Service
Accent web components have been previously installed, the following is

displayed;

Setup Service Accent Web Components

Service Accent Web Components is already installed on vour system, It is highly recommended ko uninstall the application

before re-installing, Do vou want ko uninstall Service Accent Web Components before re-instaling?

I

Ves l ’ Mo

][ Cancel ]

3. Click Yes to uninstall and re-install and then follow the steps as
outlined from point 4. Click No to install without removing the previous

version.
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4. The following is displayed;

Setup Service Accent Web Components

ﬂ Setup Service Accent Web Components
-
R

Publisher: Wantage Computing Lkd
Wweb site: bkt ffwwv, serviceaccent. com

Setup will lead vou through the steps required to install
Service Accent Web Components on your computer,

-,
‘ F (_I II\.
gi? | To continue, click Nesxt

Copyright © 1997-2009 ¥antage Computing Ltd.

This program is protected by copyright law and inkernational
treaties, Unauthorised reproduction or diskribution of this
prograrm, or any porkion of it, is a violation of applicable
laws,

[ Mext == l [ Cancel l

(]

5. Click Next to continue and the following is displayed;

Setup Service Accent Web Components

i

—
X

Please read the following license agreement carefully

& SECTION 1: EMD USER LICEMSE AGREEMEMT, INTERMATIOMAL -~

| WERSION EXCLUDING NORTH AMERICA

\J SECTION 2 END USER LICENSE AGREEMENT, MORTH &MERICE [USA
AND CAMNADA] OMLY

EMD-USER LICENSE AGREEMENT, SECTION 1
LICENSE FOR SERYICE ACCENT REMOTE SOLUTIONS
INTERNATIONAL YERSION [EXCLUDING NORTH AMERICA]

IMPORTANT - FLEASE READ THIS CAREFULLY: This End-User Licensze
agreement [MELLA iz a legal agreement between you [az a comparny ar
organization) [the "Licenzes”] and Wantage Computing Limited far the Service
Accent Fermate Gateway zoftware product (the S ofware™), w

[ I accept the license terms

x]

6. Read and accept the license agreement by ticking I accept the

license terms.

7. Click Next to continue and the following is displayed;
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Setup Service Accent Web Components

s Please read the following information

About the Remote Solutions Web Components

The web components are neceszany for pour remaote uzers bo access the Service Accent Remote
Solutions via the intermet,

You can select whether to install the companents far Internet Information Services [I15) under
Microzoft Windows or Apache for Microsoft Windows or Linus. The Apache components require
FHF to be installed.

If you are going to install the Apache components acrozs a network, to a Linug serer, you must
zpecify the full network share name to that server. Altematively, you can specify a local installation
folder and then copy the contents of that falder to vour Linux server.

I Mext == ] [ Cancel ]

8. Please read the information shown as this includes important
information on the installation of the Remote Solutions Web
Components. Once read, click Next and the following is displayed;

Setup Service Accent Web Components §|

'z Service Accent Web Components will be installed in this directory

I wou would like bo change the default installation Folder, use the section below bo do sa,

[::‘7 Install Service Accent Web Components to:

C:\Inetpublwearootihelpdesk,

I Mext > ] [ Cancel ]

9. The setup program will install the web components in your wwwroot
folder (typically this is c:\inetpub\wwwroot) and create a sub-folder
called Helpdesk. The wwwroot folder is setup as part of the IIS
installation. You can install to a different location by clicking the
Browse button.

10. Both the components for Internet Information Services (IIS) under
Microsoft Windows and Apache for Microsoft Windows or Linux. The
Apache components require PHP to be installed.

If you are going to install the Apache components across a network to a
Linux server, you must specify the full network share name to that
server. Alternatively, you can specify a local installation folder and then
copy the contents of that folder to your Linux server.

11. Click Next to continue and the following is displayed;
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Setup Service Accent Web Components

X

@ Setup is ready to install Service Accent Web Components

Click Install to begin the installation using the settings below,

If wou wantk ko change any of your installation settings, click the back button, Click Cancel to
exit the wizard,

Flease read the Following summary

B3

Disk. space required: 255 KB
Free space on drive: 4,5 GE

Destination folder:
CiiInetpublvaar oot helpdesk)

Shortcut Folder:

£

[ Install l [ Cancel ]

12. Click Install to install the web components and the following is
displayed while installation continues; _
Setup Service Accent Web Components X|

@ Please wait while the wizard installs Service Accent Web Components

Finishing setup. ..

13. The following is displayed after the installation has completed;
Setup Service Accent Web Components E|

l Service Accent Web Components has been
-
e

updated

g - 2 .I LY
n ‘ ﬁ
k! h ' Click Finish to complete setup
‘
Click here bo get suppork wikh khis product

14. Click Finish to exit the web components installation wizard.
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Wi

Configuring the web components

By default, a scratch folder called scratch is created in the Helpdesk folder.
The web page writes the remote user’s request to this scratch folder (each
request is given a unique ID) which is then picked up by the remote console
itself. The remote console writes its response back to the scratch folder
using the same ID as the request and this is picked up by the web page.
The web page then returns this data (which is an HTML “web” page) back
to the user.

To configure the web components

1. To change the location of the scratch folder, you need to edit the
configuration file for the web components. Locate the file
Webconfig.inc. By default, in c:\inetpub\wwwroot\helpdesk or the
folder where the web components were installed in the previous
section.

",'

: File Edit WView Favorites Tools  Help
1 @ Back ~ (@ | ? - search | [ Folders -
| address (|5 CiInetpubiumsroatihelpdesk. | . G
Folders X Mame Size  Type Date Modified  #
[ Deskron | Eiobshest ipg 7KE JPGFile 15{12/2003 17:2
# (5 My Documents Elugln_button‘g\f 2KE Paint Shop Pro 7 Im...  21/11/2001 13:4
= _J Wy Computer Elugoz‘g\f 11KB Paint Shop Pro 7 Im...  05/01/2004 11:2
= 62 Local Disk (C) iz ipg BKE IPGFilz 22/10/2004 15:3
& £ C#Pragrams E“-_;Iago.gw SKB Paint Shop Pro 7 Im... 26f06/2002 135
E 3 del Hiogo.ipg 3KE IPGFil: 14{02]2001 15:0
=) Dacuments and Settings marker.qif 1KE Paint Shop Pro 7 I,  14/02/2001 14:3
drivers L masthead.jpg 15KE PG File 04/04 /2006 09:4
386 Emsaremotecustomer.glf 26 KB Paint Shop Pra 7 Im... 04/04/2006 09:5
= ) Inetpub Emsaremoteenglneer.glf 27KB Paint Shop Pra 7 Im...  04/04/2006 09:5
|21 Adminscripts .yjpda‘asp 1KB Active Server Docu,,,  27/04/2006 1005
[# ) iissamples -ngDSt-aSD 2KB  Active Server Docu,.,  06f05/2005 15:2
# 1) mailroot E‘-Squery.glf 1KE Paint Shop Pro 7 I, 28/05/2004 09:5
155 Scripts Eremove.glf 1KE Paint Shop Pro 7 Im..,  18/05/2004 15:4
= [ wwwroot .yjserwceaccent.customers.asp 1KB Active Server Docu.,,  27/04/2006 10:5
_private I.';]serwceaccent.customers.php 1KE PHP File 20/05/2004 15:1
_vti_log = .Q]serwceaccent.Englneers.asp 1KB Active Server Docu,,,  27/04/2006 1005
aspnet_clisnt Iﬂserwceaccent.Engmeers.php 1KE PHP File 20/05/2004 15:2
helpdesk .ﬂserwceaccent.nda.asp 1KE Active Server Docu..,  27/04/2006 1005
53 images Eshr\ek.glf 1KE Paint Shop Pro 7 Im..,  28/05/2004 09:5
= £ msa Egsltesealz.glf 2KB Paint Shop Pro 7 Im...  27f11/2001 16:2
H [ test Etlck.glf 2KB Paint Shop Pro 7 Im... 22f11/2001 15:2
# ) My Documents Ewarnlng.glf 1KE Paint shop Pro 7 Im.., 14/07/2003 14:4
I3 My Music % webapp.inc 14KB  Include File 27/04/2006 10:5
) PICK C 2KB  Include File 27/04/2006 1005
=) Program Files ¥
o = b ~| % ¥

2. Using notepad, open this file (either directly from Notepad or by right
clicking and selecting Open). The following will be displayed;

B webconfig.inc - Notepad

Fil= Edit Format View Help
< ~

' WEBCONFIG.INMC - Remote Solutions Server Side Com;_fonents

" Copyright (C) 2004,2005 vantage Computing Ltd. a1l rights reserwved
' THIS FILE IS USER-MODIFIABLE

e

<%

' Sﬁec‘ify the temporary working folder.
' This can be an absolute path, e.g.:

" workingFolder = "CiZScratch”
'or a relatiwve path, e.q.:
" workingFolder = "scratch”

Cwhich will actually be C:\Inetpubdwwwroothscratch)

workingFolder = "scratch"

' set this to an appropriate email address in case of errors

PostMaster = "webmaster@yourdomain. com”

' set the timeout wvalue of this script. If we get no response from the
' gateway in this time, we will send an error message to the remote user

GatewayTimeout = § v
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3. Locate the line that begins WorkingFolder =

B webconfig.inc - Notepad
File Edit Format Wiew Help

<% A

' WEBCONFIG.INC - Remote Solutions Server Side Comﬁuonents
" Copyright (C) 2004,2005 vantage Computing Ltd. a1l rights reserwved

' THIS FILE IS USER-MODIFIABLE
e
<%

' Sﬁec‘ify the temporary working folder.
' This can he an absolute path, e.g.:
" workingFolder = "Cinscratch”
'or a relatiwve path, e.g.:
" workingFolder = "Scratch”
Cwhich will actually be Ci:nInetpubhwwwroothscratch)

arki1ngFolder

' set this to an appropriate email address in case of errors

PostMaster = "webmaster@yourdomain.com”

' set the timeout wvalue of this script. If we get no response from the
' gateway in this time, we will send an error message to the remote user

GatewayTimeout = 5§ v

4. Change the text in the quote to the exact path to the scratch folder. By
default, this is set to “scratch” indicating a subfolder of
C:\Inetpub\wwwroot\Helpdesk.

5. Click File and Save. Close Notepad.
Setting the ability to view invoices

In order for your customers to view their invoices from the Remote
Customer module, you must setup a network location. When your customer
requests to view an invoice, the invoice is copied from your AccentDB folder
to this publically accessible folder. Your customer can then view the invoice
as a PDF (providing it has been saved as a PDF in Service Accent) and if
required, reprint the invoice.

To configure the ability to view invoices

1. Locate the file Webconfig.inc in c:\inetpub\wwwroot\helpdesk or the
folder where the web components were installed in the previous

section.
B helpdesk D|E®
¢ File Edit View Favortes Tools  Help :,'
@ Back - >} [ 'ﬁ' F ) Search ‘ i{ Folders 2
| Address |5 CoInetpublsesrootihelpdesk ¥ &d G0
Folders X Mame Size | Type Date Modified
(@ Desktop | EBjbshect.ing 7KB PG File 15122003 17:2
[ (2 My Documernts 3 E lagin_button.gif 2KB Paint Shop Pro 7 Im... 21j11/2001 16:4
= ) My Computer E\ngn?.gi?‘ 11 KB Paint Shop Pra 7 Im... 05/01/2004 11:2
= g Local Disk (C1) B lngoz.jpg BKB PG File 22/10/2004 15:3
 [C3) C#Programs B"; logo.gif SKB Paint Shop Pro 7 Im... 256/06/2002 13:5
5 del I@\ngnqu 3KB JPGFile 14/02/2001 15:0
[ Documents and Settings E marker . gif 1 KB Paint Shop Pro 7 Im...  14/02/2001 14:3
hiare th_".]masthead.ipg 15KB IPGFile 04/04/2006 09:4
i385 E msaremotecustomer. gif 26 KB  Paint Shap Pro 7 Im...  04/04/2006 09:5
Tnetpub E msaremoteengineer . gif Z7KB Paint Shop Pro 7 Im...  04/04/2006 09:5
25 Adminscripts ﬁpda.asp 1 KB Active Server Docu..,  27/04)2006 10:5
) iissamples Qpnst.asp ZKB Ackive Server Docu...  D6/05(2005 15:2
B & mairoot ¥ query i {KE Paint Shop Pro 7 Im...  Z8/05/2004 03:5
5 Seripts E remove.gif 1 KB Paint Shop Pro 7 Im...  1BJ05/2004 15:4
2 (@ wwwroot !Iserwtea[[ent.(ustnmers.asp 1 KB Active Server Docu...  Z7/04/2006 10:5
) _private B serviceaccent. customers. php 1 KB PHP File 20J05/2004 15:1
15 _wti_log = .g]serwceaccent.engineers.asp 1KB Active Server Docu..,  27/04/2006 10:5
aspret_client m serviceaccent .engineers.php 1KB PHPFie 2005/2004 15:2
# 123 helpdesk .ﬂserwceaccent.pda‘asp 1KB Active Server Docu..,  27/04/2006 10:5
2 images E shrigk.aif 1 KB Paint Shop Pro 7 Im...  28/05/2004 02:5
@ ) msa B‘g sitesealz. gif 2ZKB PaintShopPro 7 Im... Z27/11f2001 16:2
) test E tick. gif 2ZKB PaintShopPro 7 Im... Z22/11f2001 15:2
& [Z5) My Documents E warning. gif 1KB Paint Shop Pro 7 Im... 14/07/2003 14:4
5 My Music =] webapp.inc 14 KB Include File 27[04/2006 10:5
= PIcK ine 2KB Inchude File 27/04/2006 10:5
it ~
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2. Using notepad, open this file (either directly from Notepad or by right
clicking and selecting Open). The following will be displayed;

B webconfig.inc - Notepad

File Edit Format Yiew Help
<5

' WEBCONFIG.INC - Remote Solutions Server Side Comqonents
' Copyright (C) 2004,2005 vantage Computing Ltd. all rights reserved

' THIS FILE IS USER-MODIFIABLE
e
<%

! Sﬁecify the temporary working folder.

" This can be an absolute path, e.g.:

' workingFolder = "CihnsScratch”

'or a relatiwve path, e.q.:

' workingFolder = "scratch”

" fwhich will actually he C:i\Inetpubiwwwroothscratch)

workingrFolder = "scratch”

' set this to an appropriate email address in case of errors

PostMaster = "webmaster@yourdomain. com”

' set the timeout walue of this script. If we get no response from the
' gateway in this time, we will send an error message to the remote user

GatewayTimeout = §

3. Locate the line that begins WorkingFolder =

I webconfig.inc - Notepad
File Edit Format Wiew Help
<

' WEBCONFIG.INC - Remote solutions Server Side Comﬁuonents
' Copyright (20 2004, 2005 vantage Computing Ltd. all rights reserved

' THIS FILE IS USER-MODIFIABLE
B
<

specify the temporary working folder.
' Tﬁ"ls can be an absolute path, e.g.:
" workingFolder = "CiNscratch”
' or a relative path, e.g.:
" workingFolder = "sScratch”
"twhich will actually be Ci\Inetpubiwwwroothscratch)

| WorkingFolder

' set this to an appropriate email address in case of errors

PostMaster = “webmaster@yourdomain. com”

' set the timeout value of this script. If we get no response from the
' gateway in this time, we will send an error message to the remote user

GatewayTimeout = §

4. On the next line (underneath WorkingFolder) add the following line:

NetworkLocation = "\\Your_server\inetpub\wwwroot\helpdesk"
where Your_Server is the name of your server that hosts the Remote
Customer website. This server name MUST be accessible on your
internal network. For example, if your server name is Webserverl, the
line will read as follows:

NetworkLocation = "\\Webserveri\inetpub\wwwroot\helpdesk"

5. Click File and Save. Close Notepad.
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Setting security rights on the scratch folder

Because the client scripts wil
on behalf of the anonymous
access rights to achieve this.

To set security rights on the

1. Using Windows Explorer,

®% scratch

| be reading and writing to the scratch folder
remote user, you must specify the necessary

scratch folder

navigate to the scratch folder.

Edit

File Wiew Favorites  Tools  Help

@Back L > | .? /._.‘ Search ‘[[___

" Folders

: Address il|j CiiInetpubiwewrootihelpdeskiscratch

Folders
@ Desktop
5] iﬂ My Documents
=] 1{ My Computer
= == Local Disk ()
# (3 C#Programs
&) del
# |23 Documents and Settings
& () drivers
H () i3
= 5 Inetpub
I5) AdminScripts
# | iissamples
[# 2 mailroot
lf'j Scripks
= (@ wwroat
I5) _private
I3 _wti_log
# |3 aspriet_client
= ) helpdesk
(&) <cratch
u_j images
# ) msa
# () test
& |23 My Documents

x

Mame Size  Type

-

2. Right-click on this folder.

& scratch
: File Edit Miew Favorites Tools  Help :;l
1 @ Back ~ () .? P ) Search ‘[[__ Folders '
7 = -
- Address || CyInetpubiwesrootihelpdeskiscratch V| Go
Folders x Marme Size  Type
@ Dgsktop sl
5] irl_} My Documents
= 1{ My Computer
= Expl
= == Local Disk (C:) OXD ore
# 23 C#Programs Bl i .
= Browse With Paint Shop Pro 7
& () del Sl
# |23 Documents and Se S
& () drivers Sharing and Security, ..
# () i3a6 :
B ) netpub B Scan For viruses...
5 Adminseripts | & winzip 4
[# 1) iissamples
[# [ mailroot Send Ta 4
) Seripts cut
= (@ vAreok Capy
) _private
123 _wtidog Delete
|3 aspret_cli Rename
= 15 helpdesk
(=]l
I5) images
# 5 msa
[ () test
& |23 My Documents v % 5
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3. and select properties

scratch Properties

General | Sharing || Security || Wweh Sharing || Eustomizel

’J |sc:latch |
Type: File: Falder

Laocation: C:MInetpubhwwrootshelpdesk,

Size: 0 bytes

Size on digk: 0 bytes

Contains: O Files, O Folders

Created: 26 September 2008, 14:57.09
Attributes: [E] Read-only

[T Hidden
[ kK l [ Cancel Apply

4. Go to the Security tab

scratch Properties

| General || Sharing| Secunlty | wieb Sharing || Eustomizel

Gmup ar User names:

[PETERAdm
€7 CREATOR DwWNER

ﬁ Ewerpone

&

w

s

Add...

]’ Rem

OvE l

Permizzions for Administrators Allow

Drerw

Full Contral

tadify

Fead & Execute
List Folder Contents
Fead

Far special permiszsions or for advanced settings.,
click Advanced.

(]S ][ Cancel l

Apply
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5. Click Add and add the IUSR_XXXXXX local account to the list with Full

Control (where XXXXXX is

the machine name). Please refer to your IT

technician for details on adding users and setting security controls.

scratch Properties

General Shalingl Security |'W'eb Sharing | Customize

GIDUD ar User names:

ﬁE Administrators [PETER \Administratars) ”~
€7 CREATOR OWNER
€T Evervane 0
ﬁ Intermet Guest Account [PETERMIJSR_PETER]
€7 Launch 15 Process Account [PETERNWAM_PETER) hd
< | =
Add.. l [ Remove l
Permizsions for Internet Guest
Azcount Aullowy Dy
Full Cantral O &
Madity Il
Fiead & Execute O
Lizt Folder Contents O
Fiead |
WiTite B
C il | Dmrrmimmimne !

Far special permissions ar for advanced settings,
click Advanced.

| ok

][ Cancel ][

Apply ]

6. Click Ok to save the settings.

The previous security settings are based on Windows XP and Windows 2000
server. However on Windows 2003 Server there are several other settings

that need to be applied.

Windows 2003 server special settings

1. Open the Internet Information Services (IIS) Manger from

Control Panel -> Administrative tools.

t Internet Information Services {II5) Manager (- [O] =]
"fg File Action ‘Yiew ‘Window Help |;[i|£|
B[22 =5
Thirte riFarrnation Computer I Local I Wersion I Skatus
B350 MANIAC (local computer) | S man1ac (local computer) Yes 115 ¥6.0

< | 2l
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VCi

2. Expand the Local computer until the Helpdesk web site is displayed.
t Internet Information Services {II5) Manager =]
‘fg File  Ackion Wiew window  Help |;|E|L|
€= | BEXEHRB(@ (2] 50
?g Inkernet Information Services | Mame | Fath | Status -
= A MANIAC (local computer) scrakeh

_J Application Pools [ | bevel.gif
= tieb Sites | | critical, qif
=) Defaul Web Site | cross.of

-‘b ats
_| aspnet_client
-—q}g helpdesk:

1 I+

---__J ‘Wehb Service Exkension: |

|=] customer-logo.jpg
|=| customer, asp

| default.asp

| | enginesr-logo, jpg
|=| engineer.asp

| | get.asp

=] go.gf
|=|info.gif

| | jobsheet.jpg

| | login_buttan.gif
| | logo.gif
|=]logo.jpg

= logoz.gif
|=logaz jpg

| marker .qif

4|

o

3.
displayed;

Right click on Helpdesk and select Properties and the following is

helpdesk Properties E

Directary |Dcu:l.|rnents I Direckary Security I HTTF Headers I Custom Errors I

The content for this resource should come From:

* The designated direckoryi

") & share located on another computer
" A redirection to a URL

Local path:

l Scripk source
¥ Read

r Write:

™ Directory browsing

| Yhelpdesk

v Log wisits
¥ Index this resource

arcess

Starting poink:

Application pool:

Application settings

Application name:

Execute permissions:

I helpdesk, Remove |
<Default Web Site = help. ..

Configuration. .. |
IScripts only j
IDeFauItAppPUDI j Unload |

o1 |

Cancel | Apply Help
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4. Click the Configuration button

)
| Application Configuration E3
1

, Mappings |Opti0ns I Debugging I

¥ Cache ISAPI extensions

—Application extensions

Executable Path

C TMDOW S Microsoft METVFramew, .. GET,HEA..

ET,HEA,

\a5ax

A5 CAWINDOW S Microsoft  MET\Framew, .. GET,HEA..

\ashy COMWINDOW S Microsoft MET\Framew, ..  GET,HEA..

a5 CAWINDOW S Microsoft, MET\Framew, ..  GET,HEA.. =

4| B
add... | Edit... Remove |

‘wildcard application maps {order of implementation):

Move Up | Mowe Down |

Insert. .. |
Edit.. . |
Remoye |

o]

Cancel | Help

5. Ensure that Cache ISAPI Extensions is ticked (the default setting)

6. Click Ok to close the Application configuration screen.

7. Click OK to close the Helpdesk properties screen.

t Internet Information Services {I15) Manager [_ (O] x|

|=| customer-logo.ipg

_| aspnet_client a :
Y e s |=| customer. asp

_,_J ‘Web Service Extension: | l default.asp
|=| engineer-loga. jpg

|=| engineer . asp
=] get.asp

=] go.gf

| =] info.gif

| | jobsheet.jpg
| | login_buttan.gif
| | loga.gif

1= logo.ipg

= logoz.gif
=] logaz.jpg

| marker.gif

2l | > [

‘_'fg File  Action Wiew window Help |;|i|5|
2 | O@E XEFRHRE (2> "0
Eg Internet Information Services | Mame | Fath | Stakus -
- A MANIAC (local computer) Jscrakch
---__J Application Poals '-| bevel gif
EI—-—J tieb Sites | | critical. aif
= Defaulk web Site | = p
.l =] cross.gi
wad ats

Copyright © Vantage Computing Ltd 2009. All rights reserved

Service Accent Remote Console Installation & Setup Guide « 29




Installing The Remote Console

Wi

8. Click Web Service Extensions and the following is displayed;

t Internet Information Services {IIS) Manager [_ (O I
¥9 Fle Action Wiew Window Help | &) x|
e Bm PB 22> =
F:g Internet Information Services . Web Service Extensions
= 8 MANTAC {local computer)
) ""DD"CE_'UU“ Pacls i | ‘Weh Service Extension | Skakus
E‘ E|J SbDSI:eslt weh Sit “F Al Unknown ISAPI Extensions Prohibited
'F. ?auts s e Allow “F Al Unknown a1 Extensions Prahibited
: ] —_ ] L
" L | Active S P. Prohibited
B[ — RSP NET V1 14322 Alowed
: helpdesk - HEDwL e
. =] Properties Internet Data Connector Prohibited
Server Side Includes Prohibited
webDuy Prafibited
Tasks
I 5dd & rew Web service extension...
I pllow oll web service extensions For a
specific application...
I prohibit all web service extensions
@ Open Help
« | o
| | _’I Extended A Standard /

9. Ensure that Active Server Pages and Server Side Includes are set to
Allowed. This is done by highlighting the relevant web server extension
and then clicking the Allow button. After allowing these two items, the
screen will appear;

t Internet Information Services (I15) Manager =] I
‘_'_“g File Action Wiew window Help | _|E'|ﬂ
- | OEFRB| @2 =

?‘g Internet Information Services . Web Service Extensions

=5 8 MAMIAC {local computer)
A '°'PD"CE_'“°” Pouls + | web Service Extension | status

= - Web Sites ) " Al Unknown ISAPI Extensions Prohibited
Eg Ef;zutlst tieb Site Al “F &l Unknown CGI Extensions Prohibited

) aspnet._client W Active Server Pages Allowed

’qb helpdes_k - @ ASPMET +1.1.4322 Allowed
"] Weh Service Extensior: Properties Internet Daka Connectar Prohibited

@ Server Side Includes Allowed
WebDay Prahibited

Tasks

I 54d & rew Web service extension...

I allow all veh service extensions for
specific application...

1L profibit all Web service extensions

@ Dpen Help

1] |

< | % Extended A Standard Fi

10. Finally, set the security and permissions as outlined in To set security
rights on the scratch folder on page 25.
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Installing The POA Module

The POA Module is an optional extra and enables the automatic emailing of
a PDF copy of the proof of acceptance (POA) to the contact who logged the
original job from Service Accent Mobile or Service Accent Wireless.

To install the POA module
1. An icon will appear in the task bar to indicate that Service Accent
Remote Console is running.

The Service Accent
Remote Console icon

2. Right click the Service Accent Remote Console icon and click Open
Remote Console.

¥ Service Accent Remote Console

File  Settings

'-,'-'?g Service Accent Remate Console | e e oy o—

¥ Configuration — —

+- 25 Interfaces ime ata

+ Evenls

Hi 1
< | »

Feady

3. Highlight Configuration

¥ Service Accent Remote Console

File Settings
'-.'-'?g Service Accent Remate Console |Conﬁguratinn 5 ikems
FIR s Ccrifiguiration
R Property Y alue
+- 2y Interfaces Ll
4 57] Events Script timeout B0 geconds
T i Tranzaction folder C: M netpubiwmwrootshelpde:
£] fransactong Databasze path chprogra™lhaccent™1
Database werzion 413205
Drate format dd/mmypy
< >
Ready

4. Double click Configuration or click on the + sign to expand the
configuration details.
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¥ Service Accent Remote Console

File Settings

| Configuration 5 items

= quration
[3y' Email settings :“:fpte:_t-"’ t |:Dalue 3
"5 . cript timeou zeconds
:‘ g;‘;g::m settings Tranzaction folder C:\netpubhwwenswroathhelpde:
Databasze path chprogra™1haccent™1
#i 2y Interfaces Diatabase version 413,205
+-{f] Events Date format dd/mmAmy
14| Transactions
<4 >

Ready

5. Click Options

¥ Service Accent Remote Console

File Settings

E‘g Service Accent Remote Console |Options 1 item

- Cnnfiguration

E5' Email zettings

' Advanced settings
=2 [ pliohs
+- 5 Interfaces

+-[g] Ewents
14| Transactions

Property Walue
POF licenze key

[
|

Ready

6. In the right hand viewing area, double click PDF license key
Service Accent Remote Console -
Enter the walue for PDF licenze key

Cancel

B
_ Canes |

7. Enter your PDF license key as provided by your support provider.
8. Click Ok and the following will be displayed

¥ Service Accent Remote Console

File  Sektings
Service Accent Remate Conzole |Optiu:|ns 1 ikerm
= Configuration
' Email zettings .Prop?rt}- velue
£5 Advanced settings iPDF licenze key 993-995-535.933-9595-4,0.4,
' Options
+- 28 Interfaces
+ Events
Tranzactions
£ H

Ready
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9. Click on Email settings

¥ Service Accent Remote Console

File Settings
E‘g Service Accent Remote Consale |Emai| settings 3 items
- Configuration
el setings Prpery [ vae
= . FEMvEr
1 Ad d zeth .
%‘ 0 \:ance sEngs Drefault mail fram addr.
=1 Uphions [Couble-click to test]
+ % Interfaces
+ &7 Everts
14| Transactions
< | >
Ready

10. In the right hand viewing area, double click SMTP server

Service Accent Remote Console

Enter the value for SMTF server

Cancel

11. Enter the name or IP address of your SMTP email server.

12. Click Ok
¥ Service Accent Remote Console
File  Settings
-.L?_g Service Accent Remote Conzsole |Emai| settings 3 items
- Configuration
o . . Property | W alue
" Email settings
:w Advanced Eettings iSMTF =erver amtp, zerver. co. Lk
S Drefault mail from addr...
=" Hptions [Double-click to test]
+ S8 Interfaces
+)-[g] Ewents
14| Tranzactions
S k4
Ready

13. In the right hand viewing area, double click Default mail from addr...

Service Accent Remote Console &|

Enter the value for Default mail from address

14. Enter the email address from who the email will be sent from. The will
be the senders address that shows when your customer receives the
email.

15. Click Ok
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¥ Service Accent Remote Console

File Settings

E‘_EI_ Service Accent Remote Congole |Emai| sektings 3 ikems
- Canfiguration

+

+- g Eventz
14| Transactions

Ready

Property | YWalue

SMTP zerver amtp.zerver oo,k
iDefault mail from addr...  Remote@®/ antagecomputing
[Double-click to test]

' Email settings

M Advanced zettings
' Options

2 Interfaces

16.

17.

18.

19.

20.

21.

To test if the SMTP server details have been entered correctly, double-
click [Double-click to test]

Service Accent Remote Console §|

Enter an email address to test
Cancel

Enter an email address to send the test message to test and then click
OK.

If the SMTP server and test email address are correct, a test email will
be received.

The next step is to install the PDF software on the same server that is
running Service Accent Remote Console.

Using Windows Explorer, navigate to the folder that Service Accent
Remote Solutions was installed in. The default is c:\Program
Files\Service Accent\Remote Solutions.

Locate and run the application pinPDFAxSetup.exe.
fis! Setup - pinPDF g|§|g|

Welcome to the pinPDF Setup
Wizard
Thisg will install pinPDF on wour computer.

It iz recommended that pou cloze all other applications before
cantifiuing.

Click, Mext to continue, or Cancel to exit Setup,

Mewxt » l ’ Cancel
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22. Click Next

! Setup - pinPDF

Licenze Agreement h
Please read the following important information before continuing. G

Flease read the following License Agreement. v'ou must accept the terms of this
agreement before continuing with the inztallation.

Software License Agreement =
hetween
Pintexx GmbH(""Owner"})
and 3

() | acoept the agreement

(*) | do not accept the agreement

23. Read the software license agreement and confirm your acceptance by
enabling I accept the agreement and click Next

! Setup - pinPDF

Select Destination Location ~ )
‘Where should pinFDF be installed? .

.;J Setup will install pinPDF into the following Folder.

To continue, click Mext. If wou would like to zelect a different folder, click Erowse.

I:i:"-.F'n:u:uarnFiIE PintexstpinPD | [ Browse...

At least 5.1 ME of free disk space is required,

< Back " Meut » ][ Cancel
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24. Accept the default location and click Next

iio! Setup - pinPDE

Select 5tart Menu Folder H
YWhere should Setup place the program's shortcuts?

Setup will create the program's shortcuts in the following Start tMenu folder.

To continue, click Mext. If you would like to zelect a different falder, click Browse.

| [ Browse...

[ Don't create any icons

[ < Back H Mewxt » l’ Cancel

25. Accept the default start menu folder and click Next

ila! Setup - pinPDE

Ready to Install h
Setup iz now ready to beain installing pinPDF on vour cormputer, .

Click Install to continue with the installation, or click Back if pou want to review or
change any sethings.

Destination location:
C:\Program FileghFintesspinPDF

Start Menu folder:
PintesshpinPDF

< Back ” Install l[ Cancel
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26. Click Install

il Setup - pinPDF

Installing H )
Pleaze wait while Setup installs pinPOF on pour compter. /

Eutracting files...
C:\Program Files\Fintess\pinPDF4pinPDF.dil

Cancel

27. After several minutes, the following will be displayed
5! Setup - pinPDF E|§||X|

Completing the pinPDF Setup
Wizard

Setup has finished instaling pinPDF on your computer. The
application may be launched by selecting the installed icons.

Click Firish to exit Setup.

28. Click Finish

29. Stop the Service Accent Remote Console and then restart Service
Accent Remote console by double clicking the icon on the desktop.

30. The POA module is now installed and whenever a job is completed from
Service Accent Wireless, a PDF copy of the proof of acceptance will be
automatically emailed to the person who logged the service call.

If the person who logged the call does not have an email address setup
o in the contacts record (See the Service Accent User Guide), no POA will
be emailed
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VCi

Configuring The Remote Console

After the Remote Console and web components (and the optional POA

module) have been installed, the next step is to configure the Remote
Console.

To configure the Remote Console

1. If the remote console software is not running, start it by double clicking
on the Service Accent Remote Console icon on the desktop.

2. Once the remote console is running, right click on the icon (E) on the

task bar
Open Remote Console
Right click the remote Pause

console icon

3. Click Open Remote Console

¥ Service Accent Remote Console

File  Settings

E‘g Service Accent Remote Console | e e o —
+ Configuration — | —
+- 5 Interfaces ime ata

+ Ewents
H ’

|A
|

Feady

4. Click File

¥ Service Accent Remote Console

GICN Settings

Configuration Chrl4+C

| Transactions 0 items
License details

Tirne | Data

‘Wiew today's ackivity log

Pause gateway Chrl+P
About
Exit

[
|

Ready

5. Click Configuration
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#% Configuration

Remote Console configuration @
=

Transaction folder: |C:\netpubhmunirontikelpdesk acratch J

D abe format: |dd oAy

[ Use HTTF prawy for intermet gateways

Edit remotequ.ini |

kK | Cahicel

6. Next to the Transaction folder prompt, enter the path to the scratch
folder you created earlier. This does not have to be the same path; it
just has to be the same folder. So, for example, you might create the
folder C:\Inetpub\WWWRoot\Helpdesk\Scratch on your web server, but
in the remote console, the same physical folder might be referenced as
\\IIS_Server\C\InetPub\WWWRoot\Helpdesk\Scratch.

0 The scratch folder can be anywhere on your network as long as it
accessible by both the web server and the Server/PC that the remote
console is running on. It is recommended that it is placed on the web
server for security reasons.

7. The Date format should be set to the format for your region
automatically. If not, amend as necessary.

8. If you are unable to access the transaction folder across your internal
network (for example, there is a firewall between your web server and
internal network), you must Use HTTP Proxy for internet gateways
(see page 40 for further details).

0 For further information on configuring the remote console, please refer to
the applicable setup and user guides for the other modules (Service Accent
Wireless, Service Accent Remote Customer, Service Accent Remote
Engineer, Service Accent Mobile, Service Accent Notifications, Service

Accent Remote Email and Service Accent Messaging).
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Using the HTTP proxy

The standard method of operation of the remote console requires a folder
that both your web server and the Remote Console can read and write to.
Under certain circumstances, this is not feasible, especially if a firewall
exists between the web server and the Remote Console. Normally this
would require specific NetBios ports to be opened on the firewall,
synchronising of login names between the two domains and so forth.

To get around this, the HTTP proxy can be implemented. This uses the
standard HTTP protocol to allow the Remote Console to communicate with
the Web Server that the shared folder described previously normally does.
As seen, without using the HTTP proxy, the web server writes a small file to
the shared folder; the Remote Console reads this and writes a response
back to the same folder; the web server picks this up and sends it to the
remote user. Using the HTTP proxy, the web server writes the same file to a
local folder; the Remote Console calls an ASP (script) file on the web server
which sends that file to the Remote Console; the Remote Console then
posts its response back to the Remote Console which is picked up and sent
to the remote user.

Using the HTTP proxy is discouraged if its use can be avoided as it adds a
very small delay to each remote request (the Remote Console must
continually poll for new requests; this polling interval is configurable via the
remotegw.ini file). It also increases local network traffic as the HTTP
protocol requires more bandwidth than the native NetBios protocol.

Configuring the HTTP proxy

To configure HTTP proxy

1. If the remote console software is not running, start it by double clicking
on the Service Accent Remote Console icon on the desktop.

2. Once the remote console is running, right click on the icon (E) on the
task bar
.
Pause

3. Click Open Remote Console

Right click the remote
console icon

¥ Service Accent Remote Console

File Settings

'E'g Service Accent Remate Console |Transactinns 0 items

+ Configuration = | o

+- 25 Interfaces (T2 ata

+- &0 Events

H Tranzactions
3 >

Ready
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4. Click File

¥ Service Accent Remote Console

FIEN Settings

Configurakion ChrlH+C

License details

Transactions 0 items

Time Data

Wiens bodaw's activity log

Pause gateway Chrl+P
About

Exit

Ready

|

5. Click Configuration

% Configuration

Remote Console configuration

Transaction falder: |E:'\Inetpub'\wwwmot\helpdesk\scratch
D ate farmat: |dd A

I Usze HTTP prosy for internet gatewaps

Edit remategw.ini |

T

Cancel |

6. Click Edit remotegw.ini

& NI Editor,

File Edit Wiew Help

(2] 0| [

Kep Mame

| K.ey Data

|

™

7. Click File and then Open and browse to the

location of the

Remotegw.ini file (usually c:\program files\Service Accent\Remote
Solutions) and double click to open. The following is displayed;
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&/ INI Editor,
File Edit View Help
| d| Q| 7|8
o | m Key Mame | Key Data
[ [Firewsall] AppMame FSA
3 HTTPGW] Appier 228
[ MHTTA) ScriptMamew/ithtersion agateway-Zver’.sor
(23 [Prowy]
(23 [Remote gateway]
(2 [Smtp]
< J >
C:ARemote Conzole Developmentiremotegu.ini

8. On the left, select [HTTPGW]

€ INI Editor

File Edit Wiew Help
= H| Q] 7[-E
[ [iriv] Key Mame | Keyp Data
[ [Firewsal Host localhost
a Interval 1
I HTTA
(2 [Proze]
[Z [Remate gateway]
(3 [5mep]
< k4
C:\Remote Conzole Developmentsremotegw.ini

9. On the right, double-click Host

&1 INI Editor
File Edit “iew Help

=@l ]| 7|4

] [A.iri:-:] Key MName | Key Data
(20 [Firewall] lozalhost
g [HTTPGW] Interval 1

[HTTF]
(2 [Prosw]
[Z [Remate gateway]

(0 [5mtp]

|
| ™

C:\Remote Conzole Developmenthremotegw.ini

10. The following is displayed;
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=(a] af 7|4

[ l Kep Data
[ [Firewall] localhost

£ HTTPGW :
% {HTTP] ] Modify Key Data
i (0 [Fros) Section Mame
[ [Remote gat l':'” =gy =
[ [Smip] £ i fos

Data

locahost

Ok Cancel
£ 0 . >

£

11.

In the Data box, enter your website’s URL. This URL is the host name

of the web site containing the remote client files (the ASP script files
you installed earlier). Remember to enter the URL of your website as
the HTTP proxy is using the HTTP protocol to communicate.

location. If your web

The data entry is the URL of your web site and not the physical

site is internally accessible as http://

www.xyz.com/helpdesk, enter www.xyz.com/helpdesk and not
x:\inetpub\wwwroot\helpdesk.

o[ [iis] | Key Mame | KeyData
[ [Fireswall] | [+€] Host localhost
3 HTTRGW] i
-3 TR Modify Key Data
O [Prawl Section Mame
-3 [Remote gat [HTTRGW] [Host
<[ [Smig] . E
Data
Iwww.ourdomain.c:om.-"helpdesk]
ak. Cancel
) ' J 2
C:\Remote Console Developmentiremotegu.ini | -

12. Click OK and then click File and Save to save your configuration.

13. In the Remote Console configuration screen, tick Use HTTP proxy for
internet gateways and restart the Remote Console.

I Configuration

Femote Console configuration

3
o
~

Tranzaction folder: |E:\Inetpub\wwwroot\helpdesk\scratch

Date format: Idd!mma’yyy_l.l

Iv 52 ATTE nrowe forintemet aatewans

Edit remategw.ini |

Cancel

[ oc ]
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Additional Information

Obtaining the latest script engine

Under certain circumstances, you may need to download and install the
latest Microsoft Script Engine. If directed by your support representative,
you can download version 5.6 for Windows 2000 and XP from:

ftp://ftp.vantagecomputing.co.uk/public/downloads/MS_ScriptEngine_5p6.exe
Running Norton Anti-Virus

If you are running Norton Antivirus 2002 either on your web server or the
PC that is hosting the Remote Gateway, you must disable script blocking.

By default, script blocking is on and this will prevent the web site and/or
the remote console from operating.

Error 500 when viewing web site
If an error 500 is displayed on the web page while viewing, the following

needs to be performed. At the command prompt, go to the
\Windows\System32 folder and type regsvr32 vbscript.dll.
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