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Remote support can cut costs

IT IS estimated that 35% of all 1T
staff are Involved in user support.

This-ks_n-ihuge cost burden that is
becoming increasingly difficult to

as the number of remore

workers accessing cotporate net-
works increases,

But remote management toals
are available that can reduce user
sup;pﬁagmm (the minimum.

pﬂl‘!ﬂﬁhlﬂ(ﬂﬂﬁlﬂ?ﬂihﬂm
an average of 5,5 minutes each, not
counting the loss of productivity
while the user’s PC §s down,” says

Tito Pereira, MDD of Blue Lnba]
Technology.

About 61% of these calls are

me:hm&n‘!. 1o 40% of these
are converted into physical calls,
often involving travel,

In many companies the true cost
af support gets overlooked because
it gets buried in general overheads,
says Peréira.

But IT b are

farcing companies to analyse their

I costs. f
"It was costing one. of our cus-
tomers, with 300 PCs, R500 a month
ausubmfnrmeﬂ'ﬂl OFt peo-
Elesmlm out at
150 000 a month.”

T g

Blue Label Technology, alluws a
support technician to access =
user’s PC remotely, over a local or
wide area network, or over the
Internet. For 300 users. a system like
this would involve a one-off invest-
ment of R373 a user.

The user and the technician can
view the screen simultaneously, or
the technician can work on the

the intended
technician,

problem in the background without

Interrupting the user.
“For exam the technician

could look at much memory
and hand-disk capacity is available
on the PC, stop and start services
and close down ns that
are giving trouble, without taking
over the screen.”
A user can also accepl or reject
interaction with the
and an audit of the

remote sessions i

provided.

The tool can also be used to dis-
tribute software upgrades and for
remote training, allowing the user to
view a trainer’s screen and interact,
either by talking to the trainer or
entering text.

A technician or administrator
can scan the entire network and
view several screens ar the same
time to monitor user activity from a
remote location:



