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Help desk quality is becoming increasingly important in the 
assessment of companies and products. After all: Customer 
loyalty and image are often closely tied to the support offered 
by the company. The help desk is also a central contact point 
and the face of the IT department. Not only is there a focus on 
user productivity but also cost-effective working and quick 
response times.
 
The solution: Efficient support for help desk service pro-
cesses in the Sun Ray environment

The VERA Monitoring Tool (Virtual Environment Remote Assi-
stance/Administration/Application) which has been developed 
especially for the Sun Ray Session Broker supports administra-

VERA – Ease of use and transparency right from the initial screen:

Trend: Help desk quality demands on the rise 

tors and help desk staff in the management of Sun Ray servers 
and client sessions.

The essential features of any help desk software are ease-of-
use and functionality. This is why lean design, well-arranged 
displays and a variety of sort functions are standard features in 
VERA. The initial screen provides information about the current 
user, selected language and available areas based on the 
individual’s particular permissions. The customizable table-
based display makes it easy to sort relevant content at any time. 
Moreover, lists can also be filtered by key words.
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Our focus: Session mirroring and controlled  
remote access to the user desktop
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Mirroring is one of the most frequent demands made on help 
desks: A demand VERA can meet with such ease that Sun Ray 
environments with mixed VDI and terminal server environments 
can now be mirrored. Help desk staff can use VERA for direct 
access to a Sun Ray user session via remote access, which 
means they are able to have controlled access to an end user‘s 
PC to assist them in solving the issue and to provide direct, 
remote support to the end user offsite.

The authentication of service employees is a standard feature 
as is authorization by the user notified of the access via an on-
screen alert.

This procedure satisfies all data protection requirements. The 
session log also keeps a detailed record of all session activities 
including information about users, access times, durations and 
type of control:
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Architecture

Citrix, VMware

Citrix, VMware

Computing centre 1
6 x Sun Ray Session Broker

Computing centre 2
6 x Sun Ray Session Broker
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System benefits from the oraise enhancements: 
Role structure, mirroring and clear display in text fields

VERA is based on a role and rights structure: The session type, 
rights and properties are individually assigned to the user 
(token) in question via a smartcard.  The advantage: Beginning 
immediately, tokens can be managed automatically and help 
desk staff members do not access the Sun Ray admin environ-
ment directly. 

There is no restriction on the number of text fields that can be 
created; the restriction to a single text field has been removed. 
This makes it possible to integrate customer requirements and 
internal process requirements easily, flexibly and transparently 
at any time. 

These oraise enhancements increase transparency, usability 
and security, and maintenance time is reduced considerably. 

The product is installed on every Sun Ray server and can be 
used via a browser without being installed on the client.  
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The advantages at a glance: 

■	 Efficient modular help desk support tool for Sun Ray environments 
	 • Better service quality through simplified modeling of internal and customer-related requirements 
	 • Less work for administrators as user admin tasks can also be carried out by help desk staff

■	 Role and rights-based system: Enhanced user management of Sun Ray token management

■	 Dynamic, user-friendly interface

■	 Clear display in multiple text fields whose entries are in turn (optionally)   
	 summarized in a single text field

■	 Satisfies data protection requirements by providing transparent information  
	 about accesses and session status; no connection possible without end user approval 

■	 More security and reduced error rates as users cannot access Sun Ray environment

■	 Operating systems: MS Windows, Linux, Solaris 

■	 Integrate custom scripts and databases

■	 View only mode 

■	 Copy to the clipboard 
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Contact details and further information:

oraïse GmbH
Haferwende 10 a
28357 Bremen
www.oraise.de

Contact person: Mr. Thore Bahr

Tel.: 		 +49 (0) 421-3 35 53 - 3
Fax: 		 +49 (0) 421-3 35 53 - 55
E-Mail:	 t.bahr@oraise.de
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Management:
Markus Hengstenberg | Thomas Viohl

oraïse Beteiligungs- und
Verwaltungs GmbH & Co. KG

Register court AG Bremen
Commercial register section A - HRA 24070

Management:
Markus Hengstenberg

Thomas Viohl

oraïse Schweiz AG
Churerstrasse 20

8808 Pfäffikon SZ


