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Welcome
Thank you for choosing MobileHelp and welcome to the new MobileHelp
Connect™ web portal. We have created a suite of tools to help you actively
participate in the care of the subscriber.
This guide will help you get familiar with how the portal works and how to take
advantage of all the features MobileHelp Connect has to offer.
MobileHelp Connect is available for all MobileHelp customers. Certain
features may or may not be available depending on the service subscribed.
Features include automatic email and/or text message notifications and the
ability to send a location request that searches for a Mobile Device’s current
location, making it easier to care for a subscriber no matter how far away from
them you are.

Overview
MobileHelp Connect will allow you to be notified when an event happens,
whether it is a system test or an actual emergency. You will also be able to get
battery related alerts and locate a subscriber by searching for the Mobile
Device’s location, assuming the user subscribed to a system which includes
a Mobile Device. You can also customize your settings and chose which
notifications you prefer to receive and how you want to receive these
notifications: email, text message or both.
MobileHelp Connect is intended to be accessed by a person who the user
authorized. Every time you log in to the portal you will be asked to agree to the
terms and conditions of use. This is to ensure you have been given permission
by the user to access MobileHelp Connect.
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Once you are logged in and have accepted the terms and conditions, you will
see the menu options to the left of your screen. Each of these menu options and
all the features offered in this portal will be explained in this guide. Throughout
the portal you will also find blue help buttons you can click to see definitions of
the various terms used.

If you have any questions you can always contact our customer support
team at 1-877-827-6207 and select the customer service option. Our office
hours are Monday through Friday, from 8:00 AM to 7:00 PM EST.

Home Page
On the home page you will find subscriber information, full name and
address. This information is entered into the portal upon placing the order. If this
information is no longer accurate, please have the subscriber call our customer
support team to make changes.
In this page you will also find announcements and usage tips that will help
you fully take advantage of all the new and existing features this portal offers.
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View Activity History Page
Requires System with Mobile Device
The “Locate Mobile Device” button in the top right corner of this page allows
you to send a request for the current location of the Mobile Device if the
subscriber received a Mobile Device with their system.

Results may take up to five minutes
in some cases and the success
or accuracy depends on the current
location and status of the Mobile
Device. If you press this button, it
will disappear while it searches for
the device location. It can be up to
30 minutes for the button to
reappear because the device might
still be processing the last request.
The button disappears to avoid
multiple requests being sent at the
same time which might increase the
time it takes for the Mobile Device
to respond.
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Right above the “Locate Mobile Device” button you will find Location
Request information. You can see how many location requests you have used,
how many you have left and when was the last location request sent.
Every time you press the “locate mobile device” button you use a location
request. You will receive 30 location requests per month and your location
requests expire at the end of every month. Location requests are available to
subscribers that have a system which includes a Mobile Device. If the user
subscribed to a CLASSIC in home system and would like to upgrade to a
Mobile system or if you need to add more location requests to your account
you can do so by calling our customer support team at 1-877-827-6207 and
select the customer service option. Our office hours are Monday through
Friday, from 8:00 AM to 7:00 PM EST.

In the View Activity History page you will be able to see the last known
location of the Mobile Device. The Mobile Device automatically attempts to
obtain a GPS lock periodically throughout the day. Under the Last Known
Location you will see the coordinates for the location of the Mobile Device at
the time of the activity and the Activity Type (button press, location request,
low battery or shut down). You will also find the Activity Time, which is the
time the Mobile Device received the signal and the GPS Time which is the time
the Mobile Device received the location information for this activity. The GPS
time may vary from the Activity Time based upon the time the Mobile Device
received a GPS lock. If it is within 10 minutes or less from the activity time it
will be considered current, otherwise it will be considered not current and
display red on your screen.
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You will also find the recent location history, which is a list of the last four
locations of the device listed from newest to oldest.
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Account Settings Page
The Account Settings page allows the authorized user to change their login
information. You will be able to view the subscriber’s billing information, but you
will not be able to change it at this time. If you need to change billing
information, please contact our customer support department.

MobileHelp Connect is intended to be accessed by a person who the user
authorized. Upon activation an email is sent containing an account ID, a
temporary password and an internet link to access the portal. The first time you
log in to the portal you will be able to create a new password of your choosing.
Your password must be at least 8 characters long, contain a number or special
character, and a capital letter. You will receive an email and/or a text message
confirming your new password.
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Notification Settings Page
This page will allow you to control what notifications each automated
notification responder will receive and in what way each responder will receive
their notifications.
On the notification settings page you will see “Active Profile,” this is the
current address we have on file for the subscriber along with the "Call List
Responders" and the "Notification Responders" associated with this profile.

If the subscriber has multiple addresses or has moved, you might see "Inactive
Profiles" listed on your account with different responders. If the subscriber has
multiple addresses we recommend they notify customer support of the location
change two weeks prior to moving so that they can update their "Active
Profile" and their "Responders" if necessary.
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To see the responders associated with each profile, click on the round button
that says “view” located to the right of your screen (see picture above.)
Remember although you are able to see the list of “Call List Responders,”
only MobileHelp’s customer support department can change them.

You can add "Notification Responders" by clicking on the “add”
button to the bottom left corner of your screen.
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Once you click this button, a box will open where you can fill in the name, email,
and phone number for the responder and chose whether you want them to
receive email notifications, text messages notifications or both.

To edit Notification Responders
information click on the pencil
icon to the left of your screen.
If you want to delete a
responder click on the trash
can icon.
You can have as many Notification Responders as you want listed on your
account and you can choose for each responder to receive: system status
alert notifications, non-emergency event notifications, and emergency
event notifications via text message and/or email message.
Call List Responders listed in the subscriber’s emergency profile
can also receive notifications. This would be set up by customer service.
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Depending on what system the user subscribed to, Notification Responders
and Call List Responders might get the following notifications via text and/or
email:

System Status Alerts
■■

The Mobile Device is low on battery

■■

The Mobile Device shut down due to 0 battery life

The Cellular Base Station was disconnected from a power
outlet
■■

■■

The Cellular Base Station is low on battery

The Cellular Base Station was re-connected to a power
outlet or power was restored while in battery power mode

■■

Non – Emergency Event
■■

The user is doing a system test

■■

Help button was inadvertently pressed / false alarm

Emergency Event
Help has been dispatched (emergency help or call list
responders, depending on the type of emergency and the
user’s preferences listed in their security profile)
■■
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Medication Reminders

Requires Cellular Base Station
If you subscribed to the Medication Reminders service, please read the
following instructions.

Scheduling Reminders
Click on the “Medications” tab to the left of your screen.

You will see the reminder history, which is a list of reminders that have been
accepted or ignored by the user.
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To schedule a new medication or view the list of medications for which
reminders have been scheduled click on the Medications button on the top
right corner of your screen.

Medications will be listed according to the time they are scheduled to be taken.
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To add a new medication to the list, click on the Add Medications towards
the bottom left corner of the page.

On the name field, please write the name of the medication.
The enable reminder button means that this specific medication is currently
being taken by the user and a reminder is going to be sent through the Base
Station. If you want to list a medication for which a reminder is not needed at
the time just turn the reminder off and no message will be sent to the Base
Station for this medication.
Enter the dosage, this information would be only for your records and will not
be displayed on the Cellular Base Station screen when the reminder is being
sent.
Please select the days when the medication has to be taken and select the
time from the drop down menu. If you click on the help button next to "Days"
you will see that the days are shown as follows:
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You can delete any medications by clicking on the trash can icon. If you do
this, you will see a message asking you to confirm you want to delete this
medication reminder. You can click OK to delete or cancel to go back to the
list of medications. If you click OK, the medication will be deleted from the
list.

To change a medication dosage, schedule or name you can click on the
pencil icon. Once you make the change, click to save. Again you will see a
message asking you to confirm if you would like to proceed with the change,
if you click OK the change will be saved. If you click cancel your change will
not be recorded.
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Finally press the save button on the top on the screen.

Important:
Every time you make a change or add a new medication the update device
button will start flashing red. You will need to click on the update device
button to sync the information you have in the portal with what is currently
being sent to the Base Station. It will take up to five minutes for the Cellular
Base Station to process the reminder list.
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If an error message appears indicating the device failed to be updated,
please call technical support at 1-877-827-6207.

Reminder History
When you navigate to the reminder history page, you will see that the
accepted reminders are shown in green with a green check mark, and
the ignored ones will be displayed in red with a red "X".

Switch to graphical view will display the information on the reminder
history on a bar graph.
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To switch back to text, click on switch to text-based view.
Advanced search allows you to filter the information.
By selecting any medication from the list, you will see the reminder history
for only that medication.
You can also search by deleted medications; these are medications that
have been deleted from the list.
Inactive Reminders are medications that are on the list but are not
currently being taken, so reminders have been turned off.
Basic search allows you to return to the regular view.

You can also view reminder history for a range of dates. For example if you
only want to see the log only for January 2014, enter 01/01/2014 as your
start date and 01/31/2014 as your end date and then click search.
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Medication Reminders User Experience
The name of the medication will be displayed on the Cellular Base Station
screen just like it has been entered in the portal.
The Cellular Base Station will announce "Medication Reminder - Please Press
Reset to Accept" once a minute for 30 minutes and the blue "reset" button will
flash until "reset" button is pressed.
If the user presses the blue “reset” button the reminder will be recorded as
accepted. If the user does not press the "reset" button within 30 minutes, the
reminder will be recorded as ignored.
If you have any questions, please contact our customer support department
at 1-877-827-6207.
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Glossary of Terms
Active Profile - Current address we have on file for the subscriber and the
Call List Responders and Notification Responders associated with this profile.
Activity History - indicates the four most recent locations of the Mobile Device
at the time of any activity (location request, button press, etc.)
Activity Time - Is the time that the activity signal was received by the Mobile
Device.
Activity Type - The activity type indicates what type of signal was received by
the Mobile Device. It can be a location request, button press, low battery, or
shut down due to 0 battery life.
Automated Notifications - users can receive notifications by email and/or text
message to alert them about system status alerts, non-emergency, and
emergency events.
Call List Responders - are called by the central station operator in the event of
an emergency that requires help to be dispatched. If Call List Responders were
set up to receive email and/or text message notifications, they will receive
these as well.
Emergency Event - notifications indicating help has been dispatched. Help could
be family member or paramedics depending on the situation and the preferences
listed of the subscriber’s profile.
GPS Lock - when the Mobile Device receives latitude and longitude
coordinates from the Global Positioning System.
GPS Time - Is the time the GPS coordinates were received by the Mobile
Device. Current GPS time means the coordinates were obtained within 10
minutes or less from the time of the activity otherwise GPS time is not current and
will be displayed in red. Please keep in mind the Mobile Device is best able to
obtain a GPS lock when it has an unobstructed view of the sky, otherwise the
GPS time may be displayed as not current.
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Inactive Profile(s) - other addresses that are associated with
subscriber's account.

the

Last known location - the most recent GPS location data received from the
Mobile Device.
Location Request - used to identify the location of the subscriber. This can be
accomplished by clicking on the “Locate Mobile Device” button, once you do this
a location request is sent to the Mobile Device. The Mobile Device will then send
back the latest location information. The location information will remain
unchanged if the Mobile Device isn’t able to obtain an updated GPS position.
Non-emergency Event - notifications
inadvertent button presses / false alarms.

that include

system test

and

Notification Responders - are listed on your MobileHelp Connect account to
be notified when certain events happen.
System Status Alerts - notifications relating to battery life on the Mobile Device
and/or the Cellular Base Station, depending on the system selected.
If you need to make changes to the user’s profile, please have the user
contact our customer service team at 1-877-827-6207 and select the
customer service option. Our office hours are Monday through Friday, from
8:00 AM to 7:00 PM EST.
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MobileHelp®

An Integrity Tracking LLC Company

Corporate Headquarters:

Customer Service and Support:

3701 FAU Blvd., Suite 300
Boca Raton, FL 33431

phone: 1-877-827-6207
email: support@mobilehelp.com
Customer Service hours:
Monday - Friday 8am to 7pm EST
Technical Support hours:
Monday - Friday 8am to 8pm EST

phone: 561-347-6255
fax: 561-347-6288
web: www.mobilehelp.com

Sales:
phone: 1-800-800-1710
email: sales@mobilehelp.com
hours: Monday - Friday 8am to 8pm EST
Saturdays 9am to 5pm EST

Emergency Support:
Available 24/7 via MobileHelp System
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