
Bomgar 12.1 License Comparison

Features for Support Representatives

Feature Name Description License Type
Multi-Platform Support Customer Representative Enterprise Standard

Windows Windows2000 - Windows7
Server 2003&2008

Windows2000 - Windows7
Server 2003&2008

• •

Mac OS X OSX 10.4 - 10.7 OSX 10.4 - 10.7 • •

Linux Fedora Core 13 - 14
RedHat Enterprise 5and 6
SLED10 SP3and 11 SP1
SLES10 SP3and 11 SP1
Ubuntu 10.04and 10.10

RedHat Enterprise 5 - 6
SLED10 SP3and 11 SP1
SLES10 SP3and 11 SP1
Ubuntu 10.04and 10.10

• •

Mobile Devices Apple iOS4.3+ (iPhone, iPad, iPod
Touch)

Apple iOS4.3+ (iPhone)New
Apple iOS4.3+ (iPad)

• •

Android 2.2+ (Phone)
Android 3.0+ (Tablet)

Android 2.2+ (Phone)New
Android 3.0+ (Tablet)New

• •

BlackBerryOS4.3 - 7.0 N/A • •

WindowsMobile 6.0 - 6.5 N/A • •

Attended Systems Laptops, Desktops,MobileDevices • •

Unattended Systems Laptops, Desktops, Servers, Kiosks, POSSystems, etc. • •

Network Devices Routers, Switchesand Devices via SSH/Telnet • •

Multi-Language Support1 ViewBomgarapplicationsand interfaces in German, EU Spanish,
Latin American Spanish, EU French, Italian, Dutch, EUPortuguese,
Brazilian Portuguese, Japanese, and Simplified Chinese. Supports
international character sets.

All available
languages

English +1
additional
language

Support Toolset Useadvanced troubleshooting tools to interact with remote systems. Enterprise Standard

Representative Console Support remotecomputers, systems, andmobiledevices through an
interfacedesigned specifically for support professionalsand
equipped with troubleshooting tools.

• •

View or Control Vieworcontrol remotecomputers, serversandmobiledevices. • •

Application Sharing Allowcustomers to restrict screen sharing to specific applications. • •

Bomgar Button Deploy a "Get support"button on remotecomputersandmobile
devices.Centrallymanageand report on all deployed Bomgar
Buttons.

• •

Command Shell Directly access thecommand shell for systemdiagnostics, network
troubleshooting, or low-bandwith support, without screen sharing.

• •

1Translated versions of this releasewill beavailableata date later than theEnglish releasedate.
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Feature Name Description License Type
Custom Link Fromwithin a session, click a button toopen yourbrowser toan

associated CRM record orhelp desk ticket.
• •

Elevate Customer Client Elevate thecustomerclient tohaveadministrative rights. Special
actionscan be run in thecurrent usercontext or in systemcontext.

• •

File Transfer Transfer files toand fromthe remote file system. • •

Intel® vPro New Gain in-depth control of remote systems, using Intel®vPro features
such asBIOSaccess, IDE-R, remoteKVM,and remotepoweroptions.

•

Multi-Monitor Support Viewmultiplemonitorson the remotedesktop. • •

Multi-Session Support Runmultiple simultaneous support sessions. • •

Reboot/Auto-Reconnect1 Reboot and automatically reconnect to the remotecomputer. The
end-usercan specify login credentials.

• •

Remote Screenshot New Capturea screenshot of the remote system. • •

Restrict End-User Interaction
Improved

Disable theend-user'smouseand keyboard input toavoid customer
interference.Account permissionsdeterminewhether thecustomer
can orcannot see the screenwhile you areworking.

• •

Session Notes Enternotesabout support interactions. Session notesareaccessible to
collaborating representativesand appear in session reports.

• •

Scripts Run customcommand shell scripts toperformcommon processes. • •

SMS Session Start Send a session key via SMStobegin a remote support session with a
mobiledevice.

• •

Special Actions Improved Accesscommon actions such asRegistry Editor, Event Viewer, System
Restore, etc. Performactions in Useror Systemcontext.

• •

System Information View in-depth system information in an easily navigable interface. • •

Training & Presentation Givepresentations tomultipleattendees, or share your screenwith
yourcustomerduringa support session.

• •

Virtual Pointer Display a pointeron thecustomer's screen, even in view-onlymode. • •

Collaboration Work with other representativesand experts to resolve support cases. Enterprise Standard

Support Teams Collaboratewith other representativeswho share similar skill setsor
areasofexpertise. Based on issue typeor severity, a support request
maybe routed toa teamspecialized tohandle such problems.

• •

Queues Accept support requests fromteamqueuesora general queue. Your
personalqueuecontainsboth youractiveand pendingsessions.

• •

Equilibrium Receive support session assignmentsbased on comparative idle time
and session load.

•

Session Sharing & Transfer Collaboratewith other representativesby sharinga session, or transfer
a session toanother representativeor team.

• •

1Reboot/Auto-reconnect is not supported onMaccomputers.
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Feature Name Description License Type
Access Sponsor Request a sponsor toelevate yourpermissionson the remote system

by joining the session orenteringcredentials on yourbehalf.
•

Rep Invite Inviteanyone– internal orexternal – intoa shared session with one-
time, limited access.

• •

Embassy When supportingproductsor servicesprovided bya third-party
vendor, utilize thevendor's support resources.

•

Jump Technology Accessunattended remotedesktops, servers, and other systems. Enterprise Standard

Jump Client AccessanyWindows,Mac, or Linux system.Add password-protection
for security. Centrallymanageand report on all deployed Jump
Clients.

• •

Scripted Jump Automatically initiatea remote support session froman external
programby launchinga JumpClient on a remotecomputer.

• •

Jumpoint AccessunattendedWindows systemson a network,with nopre-
installed client. Connect through proxy serversby storingcredentials.

• •

Jump Zone Proxy Usea Jumpoint asa proxy toaccess systemson a remotenetwork that
donot havea native internet connection.

•

Shell Jump Connect to SSH/telnet-enabled network devices through a deployed
Jumpoint.

• •

Chat and Messaging Communicateeasily with customersand other support personnel. Enterprise Standard

Click-to-Chat Start support sessionswith web-based chat, requiringnocustomer
download. Sessionscan beelevated ifdeeper support is needed.

• •

Customer Client Chat with customersduringboth support and training sessions. • •

Canned Messages Accessa library ofchat responses tocommon questions. • •

Nudge Customer Client New Send audibleand visual alerts through thecustomerclient when end-
user interaction is needed.

• •

Spell Check New Catchmisspellingsand view suggested corrections. • •

URL/File Push Push a URL through thechat interface to launch a browseron the
remotecomputer. Pushinga file through thechat interfaceprompts
thecustomer toaccept thedownload.

• •

Team Chat Chat with all representativeson a teamorwith an individual. • •

Features for Remote Support Representatives by License
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Features for Support Managers

Feature Description License Type
Support Portal Defineand automatecustomer interaction. Enterprise Standard

Agreements/Messages Customizemessages foreach portal.Options include:Customer Legal
Agreement,CustomerGreeting,On Hold Message,Orphaned Session
Message, and Redirect URL. Multiple

Portals
One
Portal

Bomgar Button Customize Bomgar’s single-click "Get support" icon.

Click-to-Chat Brand Bomgar's no-download,web-based chat option.

Connection Options Definehow sessionsbegin foreach portal: Representative List,
Presentation List, Session Keys, Issue Submission,Click-to-Chat.

Customer Client Customize thebrandingand behaviorof theBomgarcustomerclient,
which is used by customers in remote sessions.

Exit Surveys Monitorcustomer satisfaction, and require representativecomments
on support sessions.

HTML Template Edit theHTMLof thepublic site, uploading linked files to the file store.

Multi-Language Support1 ViewBomgarapplicationsand interfaces in German, EU Spanish,
Latin American Spanish, EU French, Italian, Dutch, EUPortuguese,
Brazilian Portuguese, Japanese, and Simplified Chinese. Supports
international character sets.

All available
languages

English +1
additional
language

Apple iOS Configuration
Profiles

Offerpublic orprivate, administrator-configured profiles toApple iOS
deviceusers.

• •

Customer Downloads Provide links for thecustomer todownload thechat transcript and a
Flash videoof the screen sharing session.

• •

Post-Session Redirect Definea URL toautomatically openwhen a customerexitsa session. •

User Management Centrallymanageusersand groups. Enterprise Standard

User Accounts Createan unlimited numberofnamed rep accounts. • •

Group Policies Defineaccount permissions forentiregroupsofusers.

Support Teams Create support teamsbased on skill set orexperience level. • •

Access Sponsor Allowa lower tier representative togain elevated privilegesby
requestinga sponsor toentercredentials on his or herbehalf.

•

Embassy (Vendor Access) Grant limited access to teamsofvendors to receive support or utilize
vendors' resources in support calls.

•

Rep Invite Createprofiles so that representativescan inviteanyone– internal or
external – intoa shared session with one-time, limited access.

• •

User Collaboration Define support session sharingand transferoptions. • •

Team Collaboration Definehowmultiple teamsmay interact. •

Message Broadcast Send a pop-upmessage toall logged-in support representatives. • •

1Translated versions of this releasewill beavailableata date later than theEnglish releasedate.
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Feature Description License Type
Administrative Dashboard Oversee teamsupport activity,monitor representatives' sessionsor

desktops, and takeoveror transfer sessionsowned by someoneelse.
•

License Monitoring Receiveemail alerts on licenseusage. • •

Allocate/Reserve Licenses Allocateand reserve licenses foreach team. •

Inactive Session Timeout Removean idle representative froma support session aftera specified
timeof inactivity.

• •

Routing Automation Automate routingof support requests, and balance support load. Enterprise Standard

Issue Submission Implement issue submission on yourpublic site todirect support
requests to the teamdesignated tohandle the selected issue.

• •

Queues Assign issues to support teams so that customers facinga particular
typeofproblemwill be routed to thecorrect teamqueue.

• •

Equilibrium Set rules, based on representative session load and idle time, to
automatically route support requests to the least busy representative
in a team.

•

Support Toolset Equip your support representativeson a user, team, or sitebasis. Enterprise Standard

Representative Permissions Restrict orenable toolset components (ex., VieworControl, File
Transfer, System Information, Reboot, etc.)

• •

Jump Technology Define rules for remoteaccess tounattended systems. • •

Set expiration dates for Jumpoints. •

Canned Messages Store responses tocommon questions tohelp representativesbemore
efficient and consistent while chattingwith customers.

• •

Scripts Createcommand shell scripts for representatives touseduring
sessions, increasingefficiency by automatingcommon processes.

• •

Reports Report on all session activity; customize, filterand export reports. Enterprise Standard

Reporting Permissions Manageeach user’s reportingprivileges. • •

Support Session Reports Viewdetails ofeach support session, includinga completechat
transcript, permissions requested, and files transferred.

• •

Session Recording Videos Record annotated videosof support sessions, command shell sessions,
and presentations.

• •

Support Summary Reports Seean overviewof support activity over time, categorized by
representative, team, orpublic site.

• •

Exit Survey Reports Monitorcustomerand representative surveys. • •

Team and Embassy Reports Viewdetails ofactivity within a teamorEmbassy, including login and
logout times, teamchats, and files shared.

Bomgar Analytics1 Usecustomizabledata visualizations to see trends, identify weak
support areas, and improve servicedesk efficiency.

•

Features for Support Managers by License

1Additional requirements mayapply.
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Features for SystemAdministrators

Feature Description License Type
Mass Deployment Install Bomgarapplicationsonmultiple systems simultaneously Enterprise Standard

BES-Deployable Bomgar
Buttons

Massdeploy BomgarButtonson BlackBerry®Smartphonesvia the
BlackBerry®Enterprise Server (BES).

• •

MSI Installer CreateMSI installerpackages for RepresentativeConsoles, Jump
Clients, Session RecordingViewers, and BomgarButtons (Windows
only).

• •

Identity Management DefineBomgaraccounts usingexistingdata on directory servers. Enterprise Standard

LDAP/Active Directory Use LDAP/ActiveDirectory tomanageBomgarusers. • •

RADIUS [Multi-factor] UseRADIUS formulti-factorauthentication. •

Kerberos [Single Sign-on] UseKerberos for single sign-on. •

Backup and Redundancy Monitorand back up theBomgarAppliance. Enterprise Standard

Backup Integration Client Scheduleautomatic retrieval and storageof softwarebackups. • •

Bomgar Atlas Cluster
Technology

UseoneBomgar siteacrossmultiple BomgarAppliances toenhance
responsivenessacrosswidegeographicdeployments.

•

Appliance Failover Defineand automate redundancy/failoveroptions. •

Integration Integrate Bomgarwith external systems. Enterprise Standard

Custom Link Configurea custom link to includea variable fora session's external
key, pointing theURL toan associated CRM record orhelp desk
ticket. A representativecan access this link fromwithin a session.

• •

API Integratewith external systemsand set APIpermissions. • •

SNMP Monitoring Monitor theBomgarApplianceusingSimpleNetwork Management
Protocol (SNMP).

•

Syslog Integration Send logmessages toan external syslog server. •

Enterprise Integration Client Transfer session logs, session recordings, and softwarebackups from
theBomgarAppliance toan external system. Supported systemsare
Windows-based file systemsandMicrosoft SQL server. Schedule
data transfers to takeplaceautomatically.

•

Software Development Kit [SDK] Createcustom integrations for Bomgar’s Integration Client. •

Features for System Administrators by License
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Additional IntegrationOptions

Additional integrationoptions are available to Bomgar customers,as well.

IntegrationOption Requirements
Service Desk Integrations

Automate your integration ofBomgarwith HP ServiceManageror BMCRemedy
Action Request Systemby requestingpre-packaged integration adapter, and
drastically reduce integration time.

BMCRemedyAction Request System7.x+
Requires Enterprise Bomgar Licenses

HP ServiceManager7.0and up
Requires Enterprise Bomgar Licenses

BMCServiceDesk Express 9.0+
Maintained by BMC; Free

CRM/Ticketing Integration

Use theBomgarAPI tocreatea simple integration between yourCRMor ticketing
systemand Bomgar, allowingsupport reps toa CRM record orHelpdesk ticket
directly fromtheBomgarRepresentativeConsole.

BomgarAPI1.6.0

3rd Party Professional Integration Services

BecauseBomgar’sAPI, SDKand Integration Client conform to industry protocols, it
is possible forcustomers tocontract with a third-party professional services
provider tooutsource integration needs.

Contact Bomgar Sales for References.

Bomgar Professional Services

Contract with Bomgar forcustom integration needs.

Contact Bomgar Sales.

Bomgar Analytics1

Usecustomizabledata visualizations to see trends, identify weak support areas
and improve servicedesk efficiency.

Requires Enterprise licensing. Add-on component.
Contact Bomgar Sales.

Additional Integration Options for Bomgar

1Additional requirements mayapply.
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