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Rq d IX Introduction

1 Introduction

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.
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2 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.

RadiX & () Dashboard
=

5J Connected devices Q @ Last seen device locations

a3

SRR
©
©

Figure 2-1: Location of Support Center icon in sidebar menu

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.

qui)( =  Support Center
98 Team leader dashboard
£ Dashboord
Q Customer search £ No. of sessions @© session AVG time

1wy 00:00 ==
00:00 min., 00:00 max
Current sessions 2 Last sessions s
Supporter Customer  Devices  Date Duration Supporter Customer Date
Shery Farber 300 1 Today, 1:27 AM 06:43 pw 109 Open E Lior Behar 222 Apr 13, 2026, 8:32 PM
nadav@rodix-int.com 222 Apr 13, 2026, 6:30 PM
Shery Farber 300 Apr 13, 2026, 5:37 PM View log

Shery Farber 300 Apr 13, 2026, 3:36 PM

nadov@rodix-int.com 222 Apr 10, 2026, 8:22 PM

nadav@rodix-int.com 222 Apr 10, 2026, 5:56 PM

Figure 2-2: Support Center Team Leader Dashboard

The fields are as follows:

2.1.1 No. of Sessions
This is 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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Support Center Dashboard

/) No. of sessions

VA

2.1.2 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.

(© session AVG time

. -72.30% ~~
- Minutes

00:31min.  31:20 max.

2.1.3 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.

Current sessions s
Supporter Customer Devices Date Duration

Admin 222 3 Today, 12:52 PM 3216 View log Open Z

You have two clickable options in the Current sessions window:

e View log: Clicking on View log presents you with a history of the service sessions for
that customer:
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History log Feb§,2025 A G x
Today 12:52PM | Admin 8commands &
Device ID = Device name Action Status Time <

13:00:05
0USA2111011085 **Mike - Demo Upload speed test Done ' (125.8Mbps) More info v
Fob 5. 2025
13:00:03
0USA2111011085 **Mike - Demo Download speed test Done | (291.5Mbps) More infg v
Feb 5, 2025
12:59:26
0USA2111011085 **Mike - Demo Upload speed test Done’ (113Mbps) More info v
- Feb 5, 2025
12:59:24
0USA2111011085 **Mike - Demo Download speed test Done) (282.8Mbps) Moreinfo v
Feb 5, 2025
13:08:44
Session Closed ) Mora info v
Feb 5, 2025
12:56:16
Total: 8
Today 12:20PM-12:52PM | 31minutes | Admin 2 commands v
,,,,,,

Figure 2-3: History of servicing activities performed on a customer's devices

e Open: Clicking on Open will open up the Household View console for this
customer:

RadixX =  SupportCenter

@ Household view
88 Dashboard

Q Customer search Customer details Customer log
 Household

Customer name  N/A Address N/A
@ - Customer ID 222 Phone number  N/A

Subscription type N/A

Customer devices (i)

Device type D Main app ¢ Mainappversion @ FWversion ¢ Device name# Network connection ¢ Network speed ¢ Remote ¢

- OUSA2111011085 = - - = Disconnected F v -
- fe3dcoccdd289nic - - - - Disconnected F o et -
- d3d3bcd4sblasds - - - - Disconnected . SRR [ G recomnect ]
- 6bib705c3e0615c2 - - - - Disconnected F e

Lior Behar

Figure 2-4: Household View console shows the customer details and their devices

2.1.4 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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RadixX

Last sessions Ve

Supporter Customer Date

Admin None Today. 3:35 PM View log
Admin 222 Jan 29, 2025, 8:59 PM View log
Admin 222 Jan 29, 2025, 4:48 PM View log
Admin 100 Jan 26, 2025, 5:51 PM View log
Admin 100 Jan 26, 2025, 3:41PM View log
Admin 100 Jan 26, 2025, 3:40 PM View log

If you click on View log for a specific customer, the following window opens:

—
History log Jan29,2025 & (o] & b

Jan29.2025 8:59PM-9:24PM | 24 minutes | Admin 5 commands ~
Device ID = Device name Action Status Time &

21:00:48

Session Approved More info v

Jan 29, 2025

20:59:34
d3d3beddasbfasss My davice Upload speed test Dene) (140.6Mbps) Mare info v

Jan 29, 2025

20:59:33
d3d3bcd445bfas3s My device Download speed test Done | (187.1Mbps) Mare info A

Jan 29,2025

20:59:29

start

Jan 29,2025

20:59:28
0USAZ1110T085 **Mike - Demo Upload speed test Done | (115.9Mbps) Mare info v

Jan 29,2025 —

Total: 5

Jan29.2025 4:48PM-T:14PM | 2hours 26minutes | Admin 5 commands ~
Device ID = Device name Action Status Time &

17:24:26

Total:

e The date and time of the service call
e The duration of the service call
e Who provided the servicing

Clicking on More info in the History log will display:
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History log Feb 5,2025 S c

<>
X

Today 7:10PM | Admin 3 commands v

Today 6:55PM | Admin 4commands A

Device ID = Device name Action Status Time &

— 18:55:37
0USA2111011085 **Mike - Demo Start app ( Done

) More info A
— Feb 5, 2025 j*j
18:55:37
Feb 5, 2025
— 18:55:33

0USA2111011085 **Mike - Demo Enable app Done | More info v
— Feb 5, 2025

— 18:55:21
0USA2111011085 **Mike - Demo Upload speed test (Done | (93.6Mbps) More info v

Feb 5, 2025

Total: 4

Today 6:49PM-7:35PM | 45minutes | Admin 4commands v

Total: 22

e The device’s ID and the device name
e The action performed

e The status of the action

e The time and date of the action.
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Rq d IX Customer Search Screen

3 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).

qu|)( =  Support Center

Q Customer search
8 Dashboord

Q Customer search o] ustomer -

M Household

device ID

For example, we will enter the customer ID “222” in the Search Bar. This displays the
following information.

Support Center

Radiy

Q Customer search
88 Dashboard

Q. Customer search x 222 Q

A Household
Customer Customer devices
OUSA211011085 (**Mike - Demo STB office)
fe3dcPccda2891ic (** Mike Tob Pro)
222 Open A
L] d3d3bcdé4S5blas3s (My device) B
6bfb7a5c3e0615¢2 (**mike_atv_bootcamp)

Figure 3-1: Search by Customer ID
It shows that Customer 222 owns four devices.

If we choose to search by Device ID , the display appears as follows:

Rﬂdix =  Support Center

Q. Customer search
88 Dashboord

Q Customer seorch ®  OUSA21M011085 )] device ID

M Household
Customer Customer devices

222 OUSAZIMON08S (**Mike - Dama STE offica)

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.
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4 Household View Console

When you open a customer log from the Customer Search window, the following screen

opens:
quix =  Support Center
) Household view
88 Dashboard
Q. Customer seorch Customer details Customer log
A Household

Customer name  N/A
‘Customer ID 222

Subscription type N/A

Address NiA

Phone number  N/A

Customer devices m
Device type De Main app ¢ Mainappversion s FWversion s Device name's Network connection ¢ Network speed ¢ Remate ¢
- - OUSAZIMON085 20230602 aﬁ:lﬂetled F 22264 M52 n 8% _
— fe30coccddzgome - - - - Disconnected * v 4 LG Recomec
—— d3d3bcd4dShlosds - - - - Disconnected F 4 -t
—— sbfb7oScIe0615c2 - - - - Disconnected F e r

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 OUSA211101108S.

If we click on Request active session, we will receive a notification in the lower right corner
that a session request has been sent.

Session request sent

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.

Customer devices QOB Waiting for customer approval
Device type ID# Main app # Main app version % FW version # Device name # Network connection # Network speed
Connected
- -- 0QUSA2111011085 - - 20230602 - ) @ 26814 1434
WIFI 80%
- - 190930012482134243 - - -- -- Disconnected - - -t
- - d3d3bcd445bfas3s - - -- -- Disconnected - - -t

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.
Customer devices (i
Device type D: Main app ¢ Main app version ¢ FW versions Device name = Network connection 2 Network speed s Remate +
. 0USA21T1011085. 20230602 f"l’:l"i::'_‘ﬂ P M9 837+ §osx
T 190930012482134243 Dis " P 4 —a
——— d3d3bcdaasblab3s D n F e - [ fucorract

Figure 4-2: Location of Connect button in the Household View console
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5 Selected Devices Screen

The Selected Devices console will display the following information about the device:

Selected Devices Screen

e 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.

e Device info: Information regarding the device’s physical location, ID No., and history
of previous service sessions.

Rad|x =  Support Center
88 Doshboard
Q Customer search 0 Issues found Device info
A Household
© Selected device Device Health Type NiA
D ou
3 Bluetooth & CcPU el History
. i 0
Issues T tssues ;—) Google account!
o Location
% Hardware T Remote
Apps Actions
@) Memory @ Network *
fssues B oo o e Co)
[ Storage © Homi tos
tssues i T s
5 LiorBen .
If we click on View in the Device info pane, the History Log of the device opens:
STB history log (OUSA2111011085) Il dat c ¢ X

Today 2:03PM | Admin

Today

Today

Today

Today

Today

Today

1:48PM-2:03PM | 15minutes | Admin

1:48PM-1:48PM | lessthanaminute | Admin

1:27PM-1:35PM | 8minutes | Admin

12:52PM-135PM | 43minutes | Admin

12:20 PM-12:52PM | 31minutes | Admin

10:39AM-10:44AM | 4minutes | Admin

4 commands

<

2commands v

2 commands

<

2commands v

8commands v

2commands v

2commands v

Figure 5-1: Device servicing history log

e 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:

All rights reserved by Radix Technologies Ltd.
© Radix Support Center Guide

www.radix-int.com | Telephone: 03-9606350



http://www.radix-int.com/

Selected Devices Screen

Location
O >
Stop app Start app
Apps v X
Enable app Disable app
STING+
V24310 —
N S
m Android Uninstall app Clear app data
V0109
Restart
Bl clock/vza o
@ Toggle sleep
Disney+ / . @ ragesee
VATET384830 *
Close backgr
,, Droid Settings / . :
oy * Set sound foy
sen ESPN / V1106465 ® Send messag
F1TV/ e ! Run speed te
V30300001 *

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.

e 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.

Actions

Hemote
Factory reset

Change resolution

Restart

Toggle sleep mode

Close background applications
Set sound format

Send message

Run speed test
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6 Example of Support Center Features

To illustrate the way in which the Radix Support Center tracks devices, we will start a session
that tracks the upload and download speeds and runs apps on a device.

Example of Support Center Features

1. Open the Support Center Dashboard. Initially, we see the following display:

qu|x =  Support Center
88 Team leader dashboard
98 Doshboard
Q Customer search ) No. of sessions (@ session AVG time
M Household
@ Selected device 50.00% = .
Today . Minutes
00:00 min. 00:00 mox
Current sessions 2 Last sessions 2
Supporter Customer  Devices  Date Duration Supporter Customer Date
Lior Behar 222 4 Today, 11:36 AM 14:05 View log open (3 Shery Farber 300 Apr 13, 2026, 3:34 PM
Shery Farber 300 1 Today, 11:27 AM 22:57 View log open B nadav@rodix-int.com 222 Apr 10, 2026, 8:22 PM
nadav@rodix-int.com 222 Apr 10, 2026, 5:56 PM
Or Ador 222 Mar 12, 2026, 10:08 AM
nadov@radix-int.com 222 Mar 11, 2026, 7:54 AM
nadov@rodix-int.com 222 Mor 5, 2026, 7:00 PM View lo
o LiorBehor

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:

Rﬂdl)( =  Support Center

Q Customer search
58 Doshboord

Q Customer search x 222 Q
£ Househeld
Customer Customer devices
@ Selected device OUSA2110M08S (**Mike - Demo STB office)

fe3deoecda28911e (** Mike Tob Pro)
d3d3bcd445bfos3s (My device)
6bb7o5c3e0615¢2 (**mike.atv_booteamp]

222

3. Click on the row of the customer or click “Open”. (You can also click on the “open in
a New Tab” icon.)

Rad |)( =  SupportCenter

Q Customer search
28 Doshboord

@ Customer search % 222

) Household
Customer Customer devices
PR 0USAZIOTSS (ke - Demo ST8 e ===
fe3dcoccddzes i (+* Mike Tab Pro)
222 Open
d303bed445blos3s (My device) @
6bfb705c360615¢2 (**mike_otv_boolcomp)

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.
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qui}’ =  Support Center
) Household view
8 Dashboord
Q customer seorch Customer details Customer log
M Household
Customer name  N/A Address NiA ew ry
Customerld 222 Phone number  N/A

Subscription type N/A

Customer devices (TSRS

Device type (X} Main app ¢ Main app version FWversion ¢ Device name ¢ Network connection ¢ Network speed ¢ Remate ¢

OUSAZITION08S - - 20230602 - ;‘:F"I"Eﬂ?n F 21634 885+ [] o

d3d3bcg4dsblas3s - - - - Disconnected F -

[— ==
- - fe3dcoccdd289c - — - - Disconnected F e .
=
e

6bfb7a5c3e0615c2 - - - - Disconnected F o et

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.

Customer dvices B ——

Device type -] Main app & Main app version & FWversion ¢ Device nome ¢ Network connection ¢ Network speed & Remote &

OUSA21T011085 - - 20230602 - 5:‘:‘"”‘“ F 2634 BES 0 o

feddcPcedd289Me - - - - Disconnecte Foek et

a
d3d3bcdas5bfos3s - - - - Disconnecte: 3 —— - -

6bb705¢300615c2 - - - - Disconnecte F o et

5 LiorBehar . Session request sent
a

5. We will click on Start speed test. It will initiate a test of upload and download speeds
on all devices in the list.

Radi)( =  SupportCenter

) Household view
8 Dashboard

Q Customer search Customer details Customer log
# Household

Customer name  N/A Address. N/A

Customer ID 222 Phone number  N/A

Subscription type N/A

Customer devices Witing fr customes oppraval

S ———
Device type D Main app ¢ Main app version ¢ FWversion ¢ Device name ¢ Network connection ¢ Network speed & Remote &
P Connected

- OUSAZINON08S - - 20230602 - WIFI F 634 BBF T n 0% -
- fe3dcoccddzenic - - - - Disconnected F o e -
=" d3d3bcd4450fasds - - - - Disconnectad [ - m

—— &bfb7aSc3e0615c2 - - - - Disconnectad F 4 ot

6. We will now click Connect on the row of the connected device, to open the Selected
Devices screen.
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Example of Support Center Features

quix =  Support Center
578 View connccted (IR eoris torcustome soproval
88 Dashboord
Q Customer search 0 Issues found Device info
M Household
© Selected device Device Health Type N/A
D OUSA2111011085
% Bluetooth o @ CcPU 1% FWversion 20230602 @ History
Main app N/A W
e & cks Coma )l @ - Coma ) Google ascoumtNt o
Location Mop
w2 ® v 2 -
B Hardware o Gop  Hx Rl @ Remote
Apps Actions
tssues T i ssues ]
No issue & ui}
.
() Memory urreet copochy 489% @ Network ViFi Connected (rguest) .
s B ovscesisce Covoma ) > 23 o (Coves ) .
.
(@ Storage Current copacity NIA © Homi 192011080 40fps
.
" ol [7 C Expond ) Issues Z 3
.
o LiorBehor

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.

RadixX =  Support Center
STB View Connocted - Walting for cusiomer oppiove

88 Dashboard

Q Customer search 0 Issues found Davice iifo
A Household
e e Device Health Type i
] OUSA! 01085
% Bluetooth o @ cPU 165 BWyverion |2 @ History
Mainopp  N/A View
lesues £ 0 device: oy tssues 8 o " Google accountNot connected
No issues vt connectea L J Noissues A J
Location
% Hardware ;: . T Remote
Apps Actions
issves o : ssves .
=R = >
\
Stop opf Stort opp
@ Memory Cusner copacky 5003 @ Network WiFi Connected (rguest) B » Sl
v X
A 76 ) ~ N . — ¢
il B o5 csiisice 7 2163 D) il e o
m
1 [ ] €]
@ Storage Cusrent capocity NA © Homi 1301099, 6085, gt Uninstoll opp Cleor opp doto
\
il 3 o) el Z] v - ESPN/VII06674  ® @
F11V Z
o LiorBehar B o000 e

We receive notification that the command was sent to the remote device:
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Device info

Type NfA

ID OUSAZIMONM085

FWversion 20230602 O History

L

Main app NJA View

Google accountlNot connected

Location Map

Apps Actions
B u B

\
Stop app Start app it
[brry
S
v b'e Jlution
Enable app Disable app
H 0
\ .
[ ] @ | mode
g 0 i -

3 Uninstall

\

Command sent to device

= ESPN [ V1106674

F1TV /
= V30300001 V The command was successfully received
by the client

Let’s go back to the Support Center Dashboard. Our most recent session will be displayed in
the Current Sessions window:

qu|)( =  Support Center
95 Team leader dashboard
&8 Doshboord
Q Customer seorch ) No. of sessions (@ session AVG time
M Household
@ Selected device 2500% W . T1.55% W
Today B Minutes
16:24 min 16:24 max.
Current sessions = Last sessions i
Supporter Customer Devices  Date Duration Supporter Customer Date
Lior Bahar 222 4 b Today, 11:52 AM 09:00 View log open [ Lior Behar 222 Today, 11:36 AM View log
Shery Forber 300 1 Today, 11:27 AM 3417 viewlog  Qpen [4 Lior Behar 222 Apr 13, 2026, B:32 PM 0q
nadav@radix-int.com 222 Apr 13, 2026, 6:30 PM View log
Shery Farber 300 Apr 13, 2026, 5:37 PM viewiog
Shery Farber 300 Apr 13, 2026, 3:34 PM view0g
nadav@radix-int.com 222 Apr 10, 2026, B:22 PM 0a
o LiorBehor

As the most recent session, it appears in black, while the previous sessions appear in red.
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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.

Example of Support Center Features

History log Apris,2026 e s x
Today T:52AM | Lior Behar 6 commands ~
Device ID = Device name Action Status Time =
12:00:26
QUSA2111011085 “*Mike - Demo STB office Start app Dane More info v
Apr 14, 2026
OUSAZ111011085 Mike - Demo STB off Do 120018 More info
“*Mike - Demo STB office Start o ne fo v
P Apr 14, 2026
OUSAZINON08S Mike - Demo STB offi e 1:58:52 —
**Mike - Demo STB office tart a ne fo v
e Apr 14, 2026
1:54:15
n juest sent
Sessio &3 Apr 14, 2026
11:53:02
OUSAZ1N011085 **Mike - Demo STB office Upload speed test Done | (88.9Mbps) More info ¥
Apr 14, 2026
Total: 6
Today 1:36AM-11:52AM | 16minutes | Lior Behar 3 commands ~
Device ID = Device name Action Status Time =
T I: 2
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Further Resources

/ Further Resources

We have surveyed the main functions of the Radix Support Center interface, explaining the
information displayed on each of the consoles.

In addition, the Radix Device Management platform has a Help Center icon.

quix =] 1n1 Dashboard

— 999 o 26

) Devices Total devices Active devices

LIBRARIES

() Deployment >

k=]

[g) Configuration

3 Automation
MODULES
@3 Device Templates

(® streams: Content Delivery

Schedule 3 live demo

@ Views: Web Launcher
& Device Health

£ Support Center

@ Command History

@ 24H 2264

When you click on the Help Center icon, you have the option of:

¢ Visiting the Radix website: This directs you to the home page of the Radix website.

Radi) R = -

We Turn MDM into AI-
Powered Device Operations

v

Drive Protegted

. 1 ’ _1‘
| * —— '

e Visiting the Radix Help Center: This accesses a knowledge base of articles that can
help you utilize the features of the Radix Device Management platform.
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Radix Device Management Knowledge Base

Help Topics

ion? Wa probably have th foryouin ige bass section

Browse By Category

Search the knowledge base or get in touch with an experienced support agent. We're here to help

Device Management Guides General

Promoted articles

e Contacting user support: This opens a form where you can specify any difficulty
you may encounter and submit a request for assistance.

Submit a request

Your email address
Could you kindly provide your full name (ogtonal)

Product (This feld is mandstory)

Plesse: enter the detais of youe request. & membier of aur support staff will espond as soan as possble

Atachments (opiana)

8y Add Tl cn s s bere

e Scheduling a live demo: This allows you to send a message and request a personal
demo of the Radix platform. Enter your name, email, and a brief statement of your
request, and we will provide a response via email.
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Request a demo!

Experience Radix in z S i
i ! 783 4 B
action! B LWL

mmmmmmmmmm

Fill inthe | J( J

form to - ]

request a — o

personal ) e )

demo. = i :
{ J

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.
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