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PROBLEMS

PC Proactive Solutions Technicians’ View

The following pages briefly describe our technicians’ view of our proactive management utility.
Our software application is very technical, to help you understand the software, we show main
snapshots of common screens we work in and briefly described each.

Each area has multiple selections and many levels of configuration. We feel that “seeing” what we
work with helps our clients understand what and how we are able to manage computers from our
office.

Our software minimizes on-site service calls which helps keep on-site service costs down, but
allows us to manage all computers daily.



Daily Auditing

Everything starts with an audit of all machines in our database. Information is collected by the agents
running on the client computer and reports back to our servers. The screen shot below is the Daily Audit
screen where we can make changes to what is audited:
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Monitoring and Network Security Part 1

Once the audit is complete we can configure monitoring and alerting. The next two screens shows our
view. Here we can see what computers need our attention. 24/7 auditing is performed on all machines.
If something happens on any machine, we are emailed with an alert in ten minutes.
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Monitoring and Network Security Part 2

Also in the monitor view, we can set specific alerts which correspond to specific events. There are 20
different areas we can customize to each specific client within the monitor section. SNMP sets are
configured to monitor routers, switches, gateways, servers and many other devices for security risks. If
an intrusion attempt is found, we are alerted and the attempt is logged for reporting.
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Example Problem/Alert

Here is an example of a problem with a server running out of hard drive space. This alarm was emailed to
us from our management console for further action. If this was left unnoticed, the server would have
frozen, and failed, then leads to downtime. We corrected this problem and the client experienced no
downtime.
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Scripting

Scripting and Remote Desktop control work hand in hand. Scripting allows us to run commands from our
console to specific agents that execute the script on the computer without interfering with the user’s day
to day activities. Even a simple “reboot” can be done as shown here by selecting Reboot. Then select the
machine, click RUN NOW. We will show remote desktop later which is where we take over the user’'s
desktop (keyboard and mouse) and correct a problem. Scripting is also used for scanning systems for
viruses and Spyware along with hundreds of other scripting tools all done in the background.
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End User Trouble Ticket System

Our advanced ticketing system keeps everyone informed. The end user submits trouble tickets by
double-clicking the agent icon in the lower right corner of their Windows Desktop. They fill out what the
problem is, and then submit. Our technicians are immediately notified and we begin to troubleshoot.
Below is our view of tickets that come in from our clients:
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Microsoft Windows Updates and Patch Management

All computers running on a Microsoft network must be updated and patched daily. Leaving a workstation
or server un-patched leads to viruses and opens the door to many security risks. In the console below we
can update all workstations and servers centrally. All patches are pre-approved and tested before we

install them to ensure all computer systems will continue to run once applied.
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Remote Desktop Support

Our enhanced remote desktop support allows us to connect to a desktop or server on demand. We can
take over the machine and fix problems or provide end user training. Users have the option to disable
remote desktop control at their discretion. We have the ability to transfer files, chat with end users and
view the current processes running on the end user’'s machine. All sessions are logged and reported
monthly.
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Daily Backup Imaging and Off-Site Storage

We configure backups to create “Images” to ensure that uptime after failure is minimized. Though we can
monitor and manage computers with many different tools, failed devices will happen. But when they do,
we minimize the downtime to hours, not days or weeks. Our backup console allows us to configure the
backup and maintain it daily. If a backup fails, we are alerted. We can also configure off-site backups to
our facility with your permission.
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Monthly Reports

Every month we will schedule reports to be emailed to each client in our database. Our reports are very
detailed and easy to read. Please review some of the sample reports we included. If the end user ever
needs a special report created, we can do it in seconds and email or fax it out. This is our report
configuration screen:
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Example Reports

The following reports are examples of scheduled reports our clients receive monthly. There are hundreds
of different reports we can create, the next few pages show the following:

e Executive Summary — Summary of the entire LAN, Patch Status, Backup and more
e Hard Drive Report — Shows Hard Drive free space of all computers

e Mini Inventory Report — We created a mini inventory report to show specifically, Processor Type
and amount of RAM.

e Security Report — Shows traffic from a gateway/router and reports on usage.



