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CITRIX HDX REALTIME OPTIMIZATION PACK USER DOCUMENTATION

This document details the installation and use of the Citrix HDX RealTime Optimization Pack which is
intended to provide increased audio/video performance while using Skype for Business in a Citrix
session such as WTS or VDI.

1. SOFTWARE COMPONENTS

The Citrix HDX RealTime Optimization Pack consists of 2 components.
1.1 Media Engine

The Media Engine component is required on the endpoint devices which are typically the physical machines you
are using to connect to the Citrix session. Windows, Mac and Linux clients are supported. The Media Engine
can be downloaded and installed by either one of the following ways:

- via Download Center of Access Portal (for Windows and Mac clients):
e Browse to https://access.sap.com
e Click the Downloads link on the top right of the page
¢ Find item HDX RealTime Media Engine xxxxxxx and click the installer link.

7 HDX RealTime Media Engine 2.9 for Windows - Media Engine 2.9 for Windows

8 HDX RealTime Media Engine 2.9 for Macintosh + Media Engine 2.9 for Macintosh

Or
- via Citrix web site:
https://www.citrix.com/en-in/downloads/citrix-receiver/additional-client-software/hdx-realtime-media-engine-29.html

e Choose one of the Media Engine only installers according to your client OS type

e Reminder: Please DO NOT choose the Media Engine bundled with Citrix Receiver package, as the
Citrix Receiver/Workspace app package version there may not have been tested by SAP IT. Please
visit our Download Center (https://access.sap.com -> Downloads) if you are looking for Citrix Workspace
app installer as well.

HDX RealTime Media Engine 2.9 for Windows

Mar 6, 2020
A4.7 MB - (.exe) & Download File

Checksums
SHA-256 - 2b2B838b12e35ca707C86217345145b61d101c0d153dd531e057f53418de24eba

HDX RealTime Media Engine 2.9 for Mac

Mar 6, 2020
16.1 MB - (.dmg) 8 pownload File

Checksums
SHA-256 - 98b1198ee12e083bb5ac3379048945420799a07539bf40d6e9195bfa083fa74b

© 2020 SAP SE or an SAP affiliate company. All rights reserved. 3
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For Detall Installation instructions, please go to:
- Section 4 media Engine installation procedure for Macintosh.
- Section 5 media Engine installation procedure for Macintosh.

1.2 Connector

The Connector component is installed on the Citrix device to which you are connecting. In the case of a SAP
Desktop - WTS, this has already been installed by the administrators and no user action is needed. If you would
like to use Skype optimization on a VDI, you will need to install the Connector from the access portal download

page.

From your VDI,

e Browse to https://access.sap.com
e Click the Downloads link on the top right of the page
e Find item HDX RealTime Connector (VDI Only) and click the Installer for VDI link

6 HDX RealTime Connector (VDI Only) = nstaller for VDI

2. HOWTOUSE

¢ Once the necessary installations are complete, launch SAP Desktop or your VDI as you normally would
using https://access.sap.com. Full instructions can be found here.

¢ If not already running, launch Skype for Business

e Check the system tray for the following icon:

Citrix HDX RealTime Connector - Connected

o If the icon reports that it is Connected, then Skype Optimization is working properly and no further setup
is needed. If you receive a message stating Un-Optimized or an icon different than the one above,
review the NOTES section below. If your issue still cannot be resolved, please open an IT ticket for the
WTS team to assist with troubleshooting.

3. TROUBLESHOOTING NOTES

Some issues can arise that prevent proper operation of the Citrix HDX RealTime Optimization Pack. Please
review the notes below if having problems.

3.1 Connector reports “Un-Optimized”

© 2020 SAP SE or an SAP affiliate company. All rights reserved. 4
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Citrix HDX RealTime Connector - Unoptimized

If you receive a message that the connector is “Un-optimized” when you hover over the system tray icon, verify
the following:

e Make sure that you have installed the Media Engine on your local computer successfully as explained in
the Installation section above.

¢ [f using Windows 10 on your local computer, please check that a firewall exception was added for the
Citrix Media Engine. On use you should be prompted with a screen similar to the following:

In such a case, please accept to create the firewall exception.

@& Windows Security Alert X

@ Windows Firewall has blocked some features of this app

Windows Firewall has blocked some features of Citrix Media Engine Service on all public and
private networks.

Name: Citrix Media Engine Service
Publisher: Citrix Systems, Inc.
Path: C:\program files\citrix\ica dient\mediaengineservice.exe

Allow Citrix Media Engine Service to communicate on these networks:
Private networks, such as my home or work network

Public networks, such as those in airports and coffee shops (not recommended
because these networks often have little or no security)

What are the risks of allowing an app through a firewall?

G Allow access Cancel

3.2 Connector reports “Not Connected”

If you receive a message that the connector is “Not Connected” when you hover over the system tray icon, verify
the following:

o Make sure that you have installed the Media Engine on your local computer successfully as explained in
the Installation section above.

¢ If you have already installed Media Engine but still see this message, it is worth de-installing and installing
the Media Engine on your local computer.

This error has to be cleared otherwise it will prevent you from doing Skype calls on WTS.

© 2020 SAP SE or an SAP affiliate company. All rights reserved. 5
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Citrix HDX RealTime Connector - Not Connected

3.3 Connector reports “Connected” but Version Mismatch

Citrix HDX RealTime Connector - Connected

Version mismatch - Same as Connected but the version match is not exact (different major or minor numbers).
All functionality observed in lower version will be available and the Skype calls will be optimized only newer
features will not work without upgrading to the same newer version.

3.4 No icon is present in the system tray

If you do not see an icon similar to the ones in the screenshots above, verify the following:

Make sure that you are looking at the system tray in the WTS/VDI session — not your local system

Make sure that Skype is running in the WTS/VDI session

If connecting to a WTS desktop other than SAP Desktop, this behavior is expected. Upon special request,
the connector may be installed on Project WTS desktop as well at the discretion of the WTS Team.

If connecting to a VDI, verify that you have installed the Connector from Software Corner as explained in
the Installation section above.

3.5 More Troubleshooting tips from Citrix web site

More troubleshooting tips are available from Citrix Web Site.

3.6 Known issues

There are some know issues of the HDX RealTime Optimization Pack — See here
3.7 Seek IT Help

Should you have encounter any technical issues that you cannot resolve by following this guide, please log a
ticket in ITdirect.

© 2020 SAP SE or an SAP affiliate company. All rights reserved. 6
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4. MEDIA ENGINE INSTALLATION PROCEDURE FOR WINDOWS

This section documents more step-by-step installation instructions as well as some Windows-specific notes for
your reference.

4.1 Installation Steps

Launch the downloaded HDX_RealTime_Media_Engine_for_Windows package (.zip) from your Wndows
computer, and extract and run the installer (.msi).

File Commands Tools Favorites Options Help

i@j r:.: [: ]”’ C@ ‘\@ @ e =

Add ExtractTo  Test View Delete Find Wizard Info VirusScan Comment  SFX

™ iR HDX_RealTime_Media_Engine_2.9 _for_ Windows.zip - ZIP archive, unpacked size 46,952,448 bytes

Name Size Packed Type Modified CRC32
L] File folder
ﬁHDX_RealTime_Media_Engine_2.9_for_Windows.msi 46,952,448 44,046,935 Windows Installer P... 3/18/2020 7:19.. FC6F7877

Note: Make sure you log out from all WTS / VDI sessions before installing the Media Engine or you will receive
the following message.

Welcome to the Citrix HDX RealTime
Media Engine 2.9 Setup Wizard

It is strongly recommended that you exit all Windows programs
before running this setup program.

T Click Cancel to quit the setup program, then close any programs you
Citrix HDX have running. Click Next to continue the installation. |

WARNING: This program is protected by copyright law and
international treaties.

Unauthorized reproduction or distribution of this program, or any
portion of it, may result in severe civil and criminal penalties, and will |
be prosecuted to the maximum extent possible under law.

Next Cancel

Click Next at the Welcome screen.
Click Next to accept the terms in the License Agreement.

Click Install to confirm the installation.

© 2020 SAP SE or an SAP affiliate company. All rights reserved. 7
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[%-‘ Citrix HDX RealTime Media Engine 2.9 Setup — x

Ready to Install the Application Citrix HDX

Click Install to begin the installation, Click Back to review or change any of your installation
settings. Click Camcel to exit the wizard.

Back Install Cancel

Click Yes to allow this app to install software on your PC.

Installing Citrix HDX

Please wait while the Setup Wizard installs Citrix HDX RealTime Media Engine 2.9.

Status:

Cancel

User Account Control

Do you want to allow this app to make
changes to your device?

B Citrix XenDesktop

Verified publisher: Citrix Systems, Inc.
File origin: Hard drive on this computer

Show more details

Yes

© 2020 SAP SE or an SAP affiliate company. All rights reserved.
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The installation will go on and complete successfully.

1%1 Citrix HDX RealTime Media Engine 2.9 Setup = X

Citrix HDX RealTime Media Engine 2.9
has been successfully installed

Click the Finish button to exit the Setup Wizard.

4.2 Verification of Media Engine
Now you can launch your virtual desktop WTS or VDI to get a real run of the Skype Optimization.
On WTS or VDI, launch Skype for Business. Check both Private and Public network buttons when you

receive the Windows Firewall dialogue window, and then click “Allow Access” to add Media Engine Service to
the firewall exception

&P Windows Security Alert X
ty

@ Windows Firewall has blocked some features of this app

Windows Firewall has blocked some features of Citrix Media Engine Service on all public and
private networks.

‘.—i' Name: Citrix Media Engine Service
Publisher: Citrix Systems, Inc.
Path: C:\program files\citrix\ica dient\mediaengineservice.exe

Allow Citrix Media Engine Service to communicate on these networks:
Private networks, such as my home or work network

‘ Public networks, such as those in airports and coffee shops (not recommended
because these networks often have little or no security)

What are the risks of allowing an app through a firewall?

& Allow access Cancel

© 2020 SAP SE or an SAP affiliate company. All rights reserved. 9
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Verify the HDX icon on the taskbar and it should display Connected status.

Citrize HD X RealTime Connector - Connected

L=) = (= ENG

Please refer to Section 3 Notes if you encounter any technical issue in installing Media Engine and verifying the
HDX status.

© 2020 SAP SE or an SAP affiliate company. All rights reserved. 10
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5.  MEDIA ENGINE INSTALLATION PROCEDURE FOR MACINTOSH

This section documents more step-by-step installation instructions as well as some Macintosh-specific notes for
your reference.

51 Installation Steps

Launch the downloaded HDXRealTimeMediaEngine package (.dmg) from your Macintosh computer, choose
Install HDXRealTimeMediaEngine and launch it.

] = LlENERE TN
Downloads

Favorites Name

E Al My Files = |nstall HDXRealTimeMediaEngine.pkg

™ iCloud Dri & Uninstall HDXRealTimeMediaEngine
" 4 iCloud Drive

@) AirDrop

¥3 Applications
=] Desktop

@ Documents
0 Downloads

Click Continue in the Welcome screen.
Click Continue in the Software License Agreement dialogue window. Click Agree to proceed.

w Install Citrix HDX RealTime Media Engine [

To continue installing the software you must agree to the terms of
the software license agreement.

o Click Agree to continue or click Disagree to cancel the installation and
Lic quit the Installer.

Citrix
De Your
nnical
ns . . icable
Read License Disagree Agree | —
ns tricas.
R m— | T
Summary licenses this PRODUCT and provides SUPPORT in Europe, the Middle East, and Africa, and

licenses the PRODUCT in Asia and the Pacific (excluding Japan). Citrix Systems Asia Pacific
Pry Ltd. provides SUPPORT in Asia and the Pacific (excluding Japan). Citrix Systems Japan KK
provides SUPPORT in Japan. BY INSTALLING AND/OR USING THE PRODUCT, YOU ARE
AGREEING TO BE BOUND BY THE TERMS OF THIS AGREEMENT. IF YOU DO NOT
AGREE TCr THE TERMS OF THIS AGREEMENT, DO NOT INSTALL AND/OR USE THE
PFRODUCT.

1. GRANT OF LICENSE. This PRODUCT contains software that provides services on a
computer called a server (“*Server Software™) and contains software that allows a computer
to access or utilize the services provided by the Server Software (“Client Software™). This
PRODUCT is licensed under a wser model (“User Model™), a deviee model ("Device
Model™} or concurrent user madel (“Concurrent User Model"y. Server Software is activated
by licenses that allow use of the Server Software in increments defined by the license model
{“Licenses™).

Print... Save... Go Back Continue

Click Install in the Install dialogue window to kick off the installation process. Input your credentials when
prompted and then click Install Software.

© 2020 SAP SE or an SAP affiliate company. All rights reserved. 11
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s

Installing Citrix HDX RealTime Media Engine

@ Introduction
@« License
« Destination Select
@ Installation Type Preparing for installation...
© Installation
Summary
- Installer is trying to install new software. Type
Li your password to allow this.
Username: g ', Le
Password: |

Cancel Install Software ntin

e

The installation will continue and complete successfully.

The installation was completed successfully.

o

The installation was successful.

The software was installed.

5.2 Verification of Media Engine
Now you can launch your virtual desktop WTS or VDI to get a real run of the Skype Optimization.

On WTS or VDI, launch Skype for Business. Click Allow to add RTMediaEngineSRYV to the firewall exception
when you receive the Firewall dialogue window.

Do you want the application
“RTMediaEngineSRV" to accept incoming
network connections?

Clicking Deny may limit the application’s behavior.
This setting can be changed in the Firewall pane of
Security & Privacy preferences.

Deny Allow

Whenever you are prompted whether to use your microphone and webcam with this virtual desktop, click Yes..

© 2020 SAP SE or an SAP affiliate company. All rights reserved. 12



CITRIX HDX REALTIME OPTIMIZATION PACK USER DOCUMENTATION

Do you want to use your microphone and
wehcam with this virtual desktop?

Don't ask me again

Mo Yes

Verify the HDX icon on the taskbar and it should display Connected status.

Citri HDX RealTime Connector - Connected

= EMG

5.3

Troubleshooting / Checking on Mac

Verify RTMediaEngineSryv is in the firewall exception with status “Allowed Incoming connections”

Block all incoming connections

Blocks all incoming connections except those required for basic Internet services, such as
DHCP, Bonjour, and IPSec.

@B citrix viewer ® Allow incoming connections ¢
I M RTMediaEngineSRY ® Allow incoming connections ¢ l
+

v Automatically allow signed software to receive incoming connections

Allows software signed by a valid certificate authority to provide services accessed from the
network.

Enable stealth mode

Don't respond to or acknowledge attempts to access this computer from the network by test
applications using ICMP, such as Ping.

? Cancel OK

P

[l Cickthe lock to prevent further changes. Advanced... ?

Click the Citrix Toolbar at the center top of your virtual desktop window, choose Preferences.

SAP Desktop

] = Ty

Home Ctri-Alt-Del Preferences Windowed Disconnect

L

Choose “Mic & Webcam”, and check either “Use my microphone and webcam” or “Ask me each time”
button.

© 2020 SAP SE or an SAP affiliate company. All rights reserved. 13
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el &G A & e

Choose how to use your microphone and webcam with your applications:

Use my microphone and webcam
Don't use my microphone and webcam
* | Ask me each time

More troubleshooting tips are available in Section 3 Notes.

© 2020 SAP SE or an SAP affiliate company. All rights reserved.
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