Onboarding for End Users

(updated February 3, 2026)
Dear valued IPConnectX customer,

Welcome to IPConnectX Support. We have been selected by your management and IT support
team to help and maintain your computer system. We are happy to have you as a customer and
look forward to assisting you. Below you will find important information you will need to know
before contacting IPConnectX Support. Please read through this package and keep it in a handy
location.

Our system has two main elements:
B Support ticketing portal
B Remote monitoring and management agent

Installing the Remote Management Agent

As afirst step, we need to get you connected with our system and deploy our remote management
agent. This document was probably included in an email with a link to download an .MSI
installer (for windows devices) or .DMG/.PKG installer (for Mac devices). The naming
convention for the installer will always be:

B Mac: NinjaOne-Agent_<sequence>-<org name>-<location>-Auto.dmg (or .pkg)

®  Windows: NinjaOne-Agent-<org name>-<location>-Auto.msi

i Important: If the file is not in this format, DO NOT INSTALL it and contact us as soon as
possible.
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Remote Management Agent on Windows

The windows installation is simple click to run the agent installer. No further action is required.
The installation will deploy three main components on your machine:

B NinjaRMM Agent

B Splashtop Streamer

B SystemsTray application

Please make sure your device remains connected. The entire installation is done in two phases
and takes 15 minutes on average to complete but can run up words of 30 minutes on slow internet
connections. Once the agent is installed, you can see it at the bottom left corner of your screen.

Clicking on the icon will give you a few quick links and tools (as this is an actively developed tool,
links may change occasionally)

For immediate support, call 416-477-5%29
1 Open Support ticket on-line
Z  Help Request Form
3 Chatwith Support (beta)

4 Speedtest

L Display Device Mame

Option 1: will open our online support ticket submission form in your default browser. Please
follow the instructions in the IPCC Ticketing Portal document to complete the form.

Option 2: will open a help request form for you to complete on your device and the system will
send the form via email to our ticketing system. The form will include some basic debug
information to help us to troubleshoot the issue

Option 3: will open a chat window with our support team in your default browser. Please note
this is still in Beta testing and not fully functioning.

Option 4: Run a public (cloudflare) and private (ipconnectx) speedtest

Option 5: Run a local script to tell you your device name to enter in online support ticket
submission form (option 1 above).
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The last (optional) step is the check that the main agent components are running by opening
the Services Monitor and searching for ninjarmm components.

% Services
File Action View Help
e Doz Hm »unw

2, Services (Local)
Select an item to view its description,  Name - Description  Status Startup Type  LogOnAs
"G Network Store Interface Service This service... Running  Automatic Local Service
@NinjaRemote supervisor Running  Automatic Local Syste...
S,l, NinjaRMMAgent Running  Automatic Local Syste...
&:}« Offline Files The Offline ... Disabled Local Syste...
\.‘.3, OpenSSH Authentication Agent Agent to ho... Disabled Local Syste...
QOptimize drives Helps the c... Manual Local Syste...
P o amreerae [ PO [ - 3
g Special Administration Console Helper Allows adm... Manual Local Syste...
ﬁ Splashtop Software Updater Service Splashtop s.. Running Automatic Local Syste...
@&Splashtop@ Remote Service Splashtop R.. Running Automatic Local Syste...
W Cm s Vfai e M eihlimm b Blemaal Tl I mmal Cumdem
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Remote Management Agent on Mac
The Mac installation requires some interaction with the user. The installation will deploy three
main components on your machine:

B NinjaRMM Agent

B NRStreamer

B Splashtop Streamer

Start by downloading the agent and running the installer package.
@ 3 [} ninjarmm-macagent 9.0.4181

k

NinjaOneAgent.pkg

You may be asked to enter your password to permit the installation. Once completed, navigate
to Applications/NinjaRemote folder and run the NRStreamer application. You will be asked to

grant permission to access your system.
&

> =~ @~ [ Applications 9 Q

Date Modified

v [l NinjaRemote Today al 3:28PM
> B3 logs

a NASU23Me!  ————

&) Splashlop Streamer Today at 3:19 PM
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Review System Access is computer

NinjaRemote requires your permissions to access ¥ & Security
system capabilities to provide its functionality.
Please review the permissions below.

If you or other need to access this Mac remotely,

Screen Recording and Accessibility permissions are
required.
Screen Recording
X Denied

jgsom

Request Access...
Accessibility

X Denied Request Access...

Request Access...

Close

A few minutes later the second phase of the installation will be deploying the Splashtop
Streamer. If the streamer doesn’t start on its own, please run it from the Applications directory.

Remote Desklop

~ “Splashtop Streamer” would like to allow for this
computer to be controlled remotely

Lé This will allow anyone using this app to view or control
your computer. Only allow access if you trust the
person who may be viewing or controlling your
computer with this app. You can control access in
Privacy & Security settings.

? | Open System Settings |

L —_ E—

You will be asked to grant permission to access your system (like what you did with NRStreamer
application).
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A few minutes later the last component will be installed.
B & T

For immediate support, call 416-477-5929
Open Support ticket on-line
Help Request Form

Chat with Support (beta)

Cloudflare Speedtest

IPConnectX Speedtest

Clicking on the icon will give you a few quick links and tools (as this is an actively developed tool,
links may change occasionally)

For immediate support, call 416-477-5929
1 Open Support ticket on-line
2 Help Request Form
3 Chat with Support (beta)

4 Speedtest

Option 1: will open our online support ticket submission form in your default browser. Please
follow the instructions in the IPCC Ticketing Portal document to complete the form.

Option 2: will open a help request form for you to complete on your device and the system will
send the form via email to our ticketing system. The form will include some basic debug
information to help us to troubleshoot the issue

Option 3: will open a chat window with our support team in your default browser. Please note
this is still in Beta testing and not fully functioning.

Option 4: Run a public (cloudflare) and private (ipconnectx) speedtest

The last (optional) step is the check that the main agent is running by opening the Activity
Monitor and searching for ninjarmm-macagent.

—

o - Acfmt'y Monitor » [(l. ninjd o),

Process Name Mem.... Threads Ports PID User

ninjarmm-macagent 43.4 MB 48 107 18084 root
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Opening a support ticket

To request support for a new case, please use one of these methods:
B Customer portal: www.IPConnectX.ca/support Please follow the instructions in the
IPCC Ticketing Portal document to complete the form.

Help request form

B Email: support@IPConnectX.ca

Phone: 416 477 5929 option 2

To request support for an existing case, please use one of these methods:
B Customer portal: With your login credentials

B Email: reply to an earlier email you received regarding this case. If you cannot find such
email, please email support@IPConnectX.ca

B Phone: 416 477 5929 option 2
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Remote Management Agent on Mac troubleshooting
This section is intended to assist with troubleshooting mac agent installation.

Please take a look at the following and make sure they both exist and are enabled the same way
as it shows in the screen grabs below:

STEP1 — Open Settings > Privacy&Security > Accessibility. You should have NCstreamer and
Splashtop Streamer enabled.

Accessibility

& notifications
# sound
nestreamer

-C Focus

g Sisien Tita Splashtap Streamer
S

t

B Lock Screen
W privacy & Security
- Touch ID & Password

g Users & Groups

@ Internet Accounts
0 Game Center

n iCloud

B Wallet & Apple Pay

. Keyboard
8 Trackpad

’ Printers & Scanners

STEP2 — (this step is only applicable to Sophos deployment) Open Settings > Privacy&Security
> App Management. You should have 6 different Sophos services enabled.

App Management

(8 sophos Diagnostic Utility

B scohosCleanD

. SophosScanaAgent

- SophosServiceManager

. SophosUpdater

E SophosUseragent
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STEP3 —Open Settings > Privacy&Security > Files&Folders. You should have the highlighted in
Red as base services and those yellow as optional (if Sophos deployed).

Files & Folders

pplicatic

i ncstreamer

Full D

» a OneDrive

. @ Sophos Diagnostic Utility

) Sophos Installer

> @ sophos Scan Extension

Touch |D & Password
' ) . SophosCleanD

ﬁ" Users & Groups
» - SophosScanAgent

@ Intarnet Accounts
. . SophosServiceManager

G Game Center

Sophoslpdater
@ icioud @ sorhosup
B wallet & Apple Pay » (B sephosUseragent

! Keyboard Splashtop Streamer

' Trackpad

@ whatsapp

STEP3A —Open Settings > Privacy&Security > Full Disk Access. You should have the highlighted
in Red as base services and those yellow as optional (if Sophos deployed).

Full Disk Access

:streamer

e OneDrive

@ Sophos Diagnostic Utility
@ sophos Scan Extension
. SophosCleanD

. SophosScanAgent

. SophosServiceManager
. SophosUpdater

@ SophosUseragent

Splashtop Streamer

B whatsapp
+
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STEP4 —Open Settings > Privacy&Security > Microphone. You should have Splashtop Streamer

enabled.
»00

q Spotight

' Wallpaper

’i Netifications
& sound
W Focus

3 Screen Time

B lock Screen
w Privacy & Security

word

Microphone

s meetily
B Microsoft Teams

Splashtop Streamer

' WhatsApp

STEP5 —Open Settings > Privacy&Security > Screen&System Audio Recording. You should have
NCstreamer and Splashtop Streamer enabled.

Screen & System Audio Recording

Screen & System Audio Recording

ncstreamer

o Splashtop Streamer

STEP6 - Open Settings > General > Security Extension > By App. Click first on Sophos Detection
and turn on Security Extension, then click on Sophos Network Extension and turn it on as well.

o0 e

& Search
& wi-Fi
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U MNetwork

%4 Energy
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(=) Menu Bar
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| Wallpaper
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w Sound

G Focus

u Screen Time
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STEP6a - You might get another popup like this. If you do click “allow”.

STEP6b — If you are still experiencing issues with Sophos, please refer to this link >
https://docs.sophos.com/central/customer/help/en-us/index.html?contextId=protect-

devices-endpoint-Mac-security-permissions
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