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Product Overview

What is TSplus Remote Support?

TSplus Remote Support enables screen sharing and remote control for your support team so they can provide instant
remote assistance to your teams or clients anywhere. With Remote Support, agents and maintenance teams can provide
instant attended or unattended access to remote Windows PCs. TSplus Remote Support is a solution for IT professionals
to deliver internal maintenance and for customer support teams to assist remote clients.

How does it work?

Security and Servers

TSplus Remote Support enables Windows Desktop Session Sharing. It uses end-to-end encrypted connections for both
support agents and end-users. Connections are facilitated by the TSplus Remote Support relay servers and require no
installation for agents or end-users.
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TSplus Remote Support relay servers are distributed all around the globe to ensure the better performance and experience.
Relay servers are maintained directly by the TSplus development team.

Every Remote Support connection is secured using modern TLS encryption.

With this protocol in place on Remote Support, you can make session sharing with Remote Support with peace of mind.

Two Access Modes Available

Two access modes are available:

"Remote Control" allows you to take control of the remote session using your mouse and keyboard, while
displaying the screen of the distant session.
"Command Line" allows you to display a command prompt in the context of the remote session.*

* "Command Line" mode is only available if the remote computer have enabled unattended access.

Remote Control

Command Line
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Prerequisites

Hardware Requirements

TSplus Remote Support supports 32-bit and 64-bit architectures.

Operating System

The TSplus Remote Support connection client is compatible with the following Microsoft Windows and macOS versions:

Windows

7 Service Pack 1
8/8.1
10 Home & Pro
11 Home & Pro
Server 2008 R2 Service Pack 1
Server 2012 or 2012 R2
Server 2016
Server 2019
Server 2022

macOS

Monterey 12.3 or later

Software Requirements

The required framework is .NET version 4.5.2 or later for all supported Windows versions.

Network Requirements

TSplus Remote Support requires an Internet connection.

Depending on the location of the agent and remote computers, and to ensure the best performance, multiple relay servers
may be contacted by the Remote Support program. For networks with restrictive network policies, please allow outgoing
connections to domain name *.tsplus-remotesupport.com from the agent and the remote computer.
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For End-users: Get Started in a Few Clicks

Share your screen

To share your screen with a Remote Support agent, simply run TSplus-RemoteSupport.exe on your Windows machine.

Note that the Lite version of TSplus Remote Support is intended for end-users. It must be provided by a Remote Support
agent (see Customize Remote Support)

Remote Support doesn't require any installation or configuration by the end-user. When you run the executable, it will
launch the lite end-user interface. It provides an ID and password. The password can be changed by the end-user at any
time.

You will need internet access. The dot at the bottom left will light up green once your connection is ready.

Send your ID and password to your Remote Support agent. They need it to establish remote control of your computer.

You can easily copy your information with the Copy Access Details button.

Your remote support agent will use your user ID and password to establish the connection. Once connected, the TSplus
Remote Support Chat Box will appear on your screen. With this chat box, you can communicate with your remote support
agent.
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The chat box also enables file sharing between the agent and end-user PCs.

Please note that closing the chat box will end the Remote Support Session.

Change your password

You can change your password at any time. Simply enter a new password of your choice, or click on the Refresh button
to have a new password generated automatically.
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Configure Settings
Click on the Settings button to open the settings page.

Choose your display name and preferred language
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Here you can enter the name that will be displayed during your remote sessions. Your computer ID is the name used by
default.

You can also change the language of the interface.

Keep TSplus Remote Support up-to-date

If a new version is available, an Update button will be displayed, enabling one click updates for the connection client.

You can enable or disable the automatic updates. Enabling automatic updates will allow you to always use the latest
version of the software, with all its new features and improvements.

Check "Install new updates automatically". When a new version is available, the software will automatically update
itself when started.
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Share inside an RDP session

How to keep sharing inside minimized RDP session

By default, once minimized an RDP session stops displaying the screen.
As a result, when the Remote Support client is started in an RDP session, minimizing it will prevent anyone from
controlling the screen until it is maximized again.

To allow screen control even if the RDP session is minimized you will need to follow theses steps:

Step 1: Close the Remote Support Client on the RDP session you are in as well as the RDP session itself.

Step 2: On your workstation, download and run this reg file available here.
It will create the DWORD registry key RemoteDesktop_SuppressWhenMinimized in
HKEY_CURRENT_USER\Software\Microsoft\Terminal Server Client and assign the value 2.

Step 3: On your workstation, open a new RDP session in which you want to share the screen, then start the
Remote Support Client inside the RDP session.

You will now be able to minimize the shared RDP session without interfering with the person currently controlling the
screen of the RDP session.
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Get Started with TSplus Remote Support

Download and launch TSplus Remote Support

The latest release of TSplus Remote Support is always available for download here: https://dl-
files.com/remotesupportv3/RemoteSupport.exe.

To get started, download RemoteSupport.exe and run it on your Windows PC.

The main TSplus Remote Support interface will open, enabling you to:

1. Take remote control of a Windows PC
2. Share your screen with others

Internet access is required. The green dot at the bottom left will indicate if your connection is ready.

TSplus Remote Support does not require any setup and no reboot will be required.

Please refer to the Prerequisites for more information about technical requirements.

Initiate a Remote Support Session

Via the interface

The Remote Computer Access section located on the right side is where a Support Agent initiates a new Remote
Support Session.
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To connect to a remote session, the agent will need the end-user's access details (ID and password). Please refer to the
documentation section Share your screen for more information on sharing Access Details.

Enter the provided ID in the Remote ID input box. Then, click on the Connect button.

Via command line

If needed, you can also initiate a connection to a remote session via a command line directly, by specifying the end-user
ID and password in the following command line:
RemoteSupport.exe /id <end-user-id> /password <end-user-password>

Access modes

Two access modes are available:

"Remote Control" allows you to take control of the end-user's PC. This mode gives Support Agents control of the
end-user's mouse, keyboard and other accesories and streams the session to the Agent's display.
"Command Line" allows you to display a command prompt in the context of the remote session.*

* "Command Line" mode is only available if the remote computer have enabled unattended access.

Enter the password provided by the end-user and click Connect to initiate a Remote Control session.

Once the connection is established, the remote computer's active session will appear on the support agent's screen.

The menu on the right gives agents access to critical information about the end-user PC, as well as a chatbox to
communicate with the end-user, file sharing, and other helpful support functions.

For more information on how to interact with a remote session, please read Interact with the Remote Session.
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TSplus Remote Support is available as a free, fully featured 15-day trial. The trial begins when the first remote session is
initiated. Please do not hesitate to contact us for any techincal assistance during your discovery of TSplus Remote
Support.

Share your screen

The Share your Screen section located on the left contains the ID and Password that support agents need to intiate a
Remote Support session. The Copy Access Details button makes it easy for end-users to share their connection
information with a support agent.

Please refer to the documentation section Share your screen for more information about sharing your screen.
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Interact with the Remote Session
While connected to a remote session using the "Remote Control" access mode, information and administration tools are
available on the right side of the shared screen.

A quick breakdown of the tools available to support agents:

Capture UAC Screens

Request a remote client restart as an Administrator to capture future UAC screens.
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You will be asked first to provide Administrator credentials.
Important: the user sharing his session will then need to allow the application to be restarted as an Administrator
through an UAC prompt.
please note that you won't be able to allow the application yourself. Only the user sharing his session can
authorize it through the UAC prompt in this situation.

More information on UAC screens is available on this page.

Settings

Give the Support Agent the ability to change settings such as the current Remote Support client language.

Start Recording

Capture and save video of the Remote Support session.
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Take Screenshot

Capture and save screenshots within the Remote Support session.

System Tools

This section contains quick links to the remote computer's Task Manager, Services Manager, Control Panel, System
Configuration, Registry Editor, Command Prompt and Windows PowerShell.

Send Command

Enables the Support Agent to send the ctrl+alt+del keyboard command or start Task Manager on the Remote Computer.
Blocking End-User inputs is also possible from this menu if the End-User has started his Remote Support client as
an administrator.

Multi-monitor access

Quickly scroll through available displays if the Remote Computer uses a multi-monitor configuration.

Enable/Disable Clipboard Synchronization

Controls the Remote Agent's ability enable or disable clipboard functionality between the Agent and End-User PCs.

Remote Computer Information

Displays OS, Hardware and User Account data from the Remote PC, as configured in Advanced Administrator Settings
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