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The Radix Device Management Support Center allows you to keep track of support sessions for Radix Device Manager customers and their fleet of devices. By creating a history of device servicing sessions, it can display trends in the number of customer complaints, as well as the average amount of time spent on servicing remote devices.
The Support Center interface will allow you to:
· View statistics regarding the device usage sessions on the devices, and the duration of the service calls,
· Request an active session to service a remote device,
· Search and display the servicing history for customers or specific devices,
· View the entire “household” of a customer’s fleet of devices and their servicing history, and
· Connect to a specific device and analyze the status and performance of its hardware, as well as the apps being used on the devices and any corrective actions that have been made.



[bookmark: _Toc189678810]Support Center Dashboard
The Support Center Dashboard is the first screen that you see when clicking on the Support Center icon in the Radix Device Manager.
[image: ]
Figure ‎2‑1: Location of Support Center icon in Device Manager screen
At first, the Support Center Dashboard screen will show no device servicing sessions. Over time, it will start to display the number of usage sessions, and the average amount of time for each usage session. The data is updated constantly. If you refresh the page on your browser, the session tracking will start over again.
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Figure ‎2‑2: Support Center Team Leader Dashboard
The fields are as follows:
[bookmark: _Toc189678811]No. of Sessions
The number of service sessions held today. It will also show any trends, if there are more or less support sessions compared to yesterday.
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[bookmark: _Toc189678812]Session AVG time
The average duration of each device session. It will also show any trends, if the average duration of support sessions was less or more than yesterday.
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[bookmark: _Toc189678813]Current sessions:
This will show the current support sessions for each client, the number of devices in their fleet, and the duration of the current service sessions. When you initiate an action on a device in the Household View or Selected Devices screen, the session will then appear in the list of Current Sessions.
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You have two clickable options in the Current sessions window: 
· View log: Clicking on View log presents you with a history of the service sessions for that customer:
[image: ]
Figure ‎2‑3: History of servicing activities performed on a customer's devices
· Open: Clicking on Open will open up the Household View console for this customer:
[image: ]
Figure ‎2‑4: Household View console shows the customer details and their devices
[bookmark: _Toc189678814]Last Session:
This window will display the service sessions in chronological order. Each customer being serviced will be assigned a customer ID number. 
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If you click on View log for a specific customer, the following window opens:
[image: ]
It displays:
· The גate and time of the service call
· The duration of the service call
· Who provided the servicing
Clicking on More info in the History log will display:
[image: ]
· The device’s ID and the device name
· The action performed
· The status of the action
· The time and date of the action.
[bookmark: _Toc189678815]Customer Search Screen
When we click on the Customer Search icon in the sidebar menu, this opens the Customer Search console. It allows you to search for customer support history either by Customer ID (to view support offered to the customer’s fleet) or Device ID (to view support offered to a particular device).
[image: ]
For example, we will enter the customer ID “222” in the Search Bar. This displays the following information.
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Figure ‎3‑1: Search by Customer ID
It shows that Customer 222 owns three devices. 
If we choose to search by Device ID, the display appears as follows:
[image: ]
Figure ‎3‑2: Search by Device ID
Clicking on Open on the right displays the Household View Console, which we examine in the next chapter.
[bookmark: _Toc189678816]Household View Console
When you open a customer log from the Customer Search window, the following screen opens:
[image: ]
Figure ‎4‑1: Household View Console
We see that only one of Customer 222’s three devices are presently connected to a Wi-Fi network: the device with Device ID OUSA2111011085.
If we click on Request active session, we will receive a notification in the lower right corner that a session request has been sent.
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The customer will receive a notification on their remote device, and the system will wait for the customer’s approval to initiate a service session.
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Upon clicking on Start speed test on the right, the upload and download speeds for the active devices will be checked.
If we click Connect, the Selected Devices console opens, which we will examine in the next chapter.
[image: ]
Figure ‎4‑2: Location of Connect button in the Household View console
[bookmark: _Toc189678817]Selected Devices Screen
The Selected Devices console will display the following information about the device:
· Device health: Information about the device’s Bluetooth and network connectivity, CPU temperature, the number of reboots performed in the last 24 hours, available memory on the device, and more. The screen also displays any outstanding performance issues.
· Device info: Information regarding the device’s physical location, ID No., and history of previous service sessions. 
[image: ]
If we click on View in the Device info pane, the History Log of the device opens:
[image: A screenshot of a social media post
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Figure ‎5‑1: Device servicing history log
· Apps: This displays the apps installed on the device. A green dot indicates an app that is currently running, while a red dot indicates an app that is presently inoperative. Clicking on the three-dot menu next to an app will open the following grid of commands:
[image: ]
The person servicing the device can start, stop, enable/disable an app, or clear the app data, if the customer has any issues with the functioning of the app.
· Actions: The servicing actions that have been performed on the device. The tests that are currently being performed on the device will be displayed in bold print. In the example below, we see that “Run Speed Test” is being performed presently.
[image: ]

[bookmark: _Toc188550244][bookmark: _Toc189678818]Example of Support Center Features
To illustrate the way in which the Radix Support Center tracks devices, we will start a session that tracks upload and download speed and runs apps on a device.
1. Open the Support Center Dashboard. Initially, we see the following display:
[image: ]
2. We will click on the Customer Search icon in the sidebar menu, to open the Customer Seach Screen. We enter Customer ID “222”, to view the devices enrolled under this customer:
[image: ]
3.  Click on the row of the customer or click “Open”. (You can also click on the “open in a New Tab” icon.)
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This opens the Household View console. It shows that Customer 222 has three Set Top Box devices in their fleet, and that one of the set-top boxes presently has an active Wi-Fi connection. 
[image: ]
4. We will click on Request Active Session, to initiate a new session with the devices. We receive a notification in the lower right corner that the session request was sent to the remote user.
[image: A screenshot of a computer
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5. We will click on Start speed test. It will initiate a test of upload and download speeds on all devices in the list.
[image: A screenshot of a computer
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6. We will now click Connect on the row of the connected device, to open the Selected Devices screen.
[image: ]
7. We can click on the three-dot menu of one of the apps in the list. Let us select ESPN, and click on Start app.
[image: ]
We receive notification that the command was sent to the remote device:
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Let’s go back to the Support Center Dashboard. Our most recent session will be displayed in the Current Sessions window:
[image: ]
As the most recent session, it appears in black, while the previous sessions appear in red.
8. If we click on View log, we can view the history of the session. We see the history of the request that we sent, the check of the download and upload speed, and how we started the ESPN app.
[image: ]
[bookmark: _Toc189678819]Further Resources
We have surveyed the main functions of the Radix Support Center interface, explaining the information displayed on each of the consoles.
Throughout the Radix Support Center interface, you have the option of completing a Customer Request Form by clicking on the dialog bubble in the lower left of the screen. Enter your name, email, and a brief statement of your request, and we will provide a response via email.
[image: ]
Figure ‎7‑1: Customer Request Form
Besides the option to fill out a Customer Request Form, you can also register here for the Radix weekly webinar. The webinar is held every Monday and Wednesday at 3:00 AM EST/10:00 AM CET, and 10:00 AM EST/4:00 PM CET. 
The Radix website also has an option to request a demo of the Radix MDM interface.
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50EBF63FIF34

HA195F3Y

cedd2d812b9ff7f0

6Z2406026N340037 +/ Hotel Demo (Marriot)

R & :

Policies Workfiow More actions

First Register $

new 1 0ct9, 2024, 1

new Dec 10, 2024, 3:37 PM
new (1 es_demo Jul 16, 2024, 10:41 AM
new s January Dec 30, 2024, 5:16 PM
new s January Dec 5, 2024, 8:25 PM
new (1 ptiisos Feb7,2022, 3:40 PM
new Jan 21,2025, 4:04 PM

Last seen v

© Feb 5, 2025, 7:30 AM

© Feb 5, 2025, 4:59 AM

© Feb 4, 2025, 10:31PM

© Feb 4, 2025, 8:40 PM

© Feb 4, 2025, 6:03 PM

© Feb 4, 2025, 5:53 PM

© Feb 4, 2025, 5:41PM

@ Admin

mikeradix@g

radixbett12@

ylposnickag
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