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UPDATE FOR ACTIVIO REMOTE SUPPORT 

This document describes the “Support Update” tool that makes it possible for the Activio support staff 

to access your Activio System remotely. The update is an easy 10-minutes process and this guide 

explains this step-by-step.  

PREPARATIONS 

You will need a: 

 USB keyboard 

 USB mouse (optional, the touch screen works too) 

 USB memory stick with 5 Mb free space 

 Identify your system in the chart below: 

 

NICE PanelPC PanelPC Widescreen 

 

This system is using a silver-

colored touchscreen branded 

“MultiQ”. The computer is 

normally mounted on the wall 

in the ceiling level. 

 

This system is a touchscreen 

and computer in one. The frame 

is black matte and almost 

quadratic in shape 

(4:3 proportion). 

 

This system is a touchscreen 

and computer in one. The frame 

is shiny black with aluminium 

sides, it’s widescreen 

(16:9 proportion). 

Access the 2 USB ports on the 

front of the computer, there is 

also 4 ports on the back. 

 

Access the 4 USB ports under 

the screen bezel, there is also 1 

port on the left side. 

 

Access the 2 USB ports under 

the computer on the back. They 

are located on the right side if 

looking at the screen. 
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For the “PanelPC Widescreen” it could be a tight space between the PanelPC and the wall depending 

on how it was mounted originally. If it’s difficult to access the USB ports (use a flashlight to see where 

they are) you will need a Phillips screwdriver (four star point) to lose a screw from below to unlock the 

wall mounting. 

 

STEP-BY-STEP GUIDE 

1. Copy the SupportUpdate.exe file to the USB memory. 

a. If you have got it from Activio in a zip file, make sure you first extract the file to the 

USB memory, otherwise it will not work 

b. If you need to download the file again, click on the link “Download the Support Update 

tool” at: http://www.activiofitness.com/support/remote-support/ 

2. Attach the USB Keyboard, the USB memory and a USB mouse to the system (this guide will 

not require that a mouse is used – it’s only for your convenience). 

3. Shut down the Activio software by pressing “Alt + F4” on your keyboard at the same time. 

 

4. This will open the “Exit Activio Fitness System” dialog box. Press on the Yes button on the 

screen (with your finger) or press the left arrow [] on the keyboard to select the Yes button 

and then press the [Enter] button on the keyboard. 

 

http://www.activiofitness.com/support/remote-support/


 

 

[3/5] 

5. Now Activio is closed and you can run the Support Update tool. (If this fails there is another 

method described in the Appendix last in this guide). 

6. Open the File Explorer by pressing “Windows + E” on your keyboard (the “Windows” button is 

located to left of the space bar). 

  

7. In the File Explorer select the USB memory (D: drive) and double-click on the 

“SupportUpdate.exe” file. 

 

 

On the next page there is an image of the Activio Support tool. You will need to start with the 

“First step”, after this the computer will restart and you need to run the tool again and do the 

“Second step”. (In some older systems a restart is not necessary and the tool will inform you 

if this is the case, then you will do the First and Second steps without a restart). 
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8. Start with the First step and press the “Prepare system” button. After this the system will 

restart. 

9. After the restart the Activio software will start automatically. Follow step 3 to 7 to close 

Activio and run the SupportUpdate.exe tool again. 

10. Continue with Second step and press the “Update” button. After this the system will restart a 

last time and start Activio. 

11. IMPORTANT! Make sure that any USB cable that was previously inserted in the system is 

inserted again – otherwise the heart rate monitoring may now work until this is done. If the 

Activio software already have started before the USB cables are inserted, please restart the 

system again. 

 

After these steps the Activio staff will be able to connect to your system remotely also in the future 

without your supervision. If you have questions or need assistance, please contact 

support@activiofitness.com to schedule a support session. 

  

mailto:support@activiofitness.com
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Appendix – Alternative method to close Activio 

If the default method to close the Activio software fails (with Alt + F4) then follow these steps: 

1. Press “Ctrl + Alt + Delete” to open the Windows Task Manager 

a. On some older systems the “Windows Security” dialog box opens first and you need to 

press the “Task Manager” button also. 

 

2. In the Task Manager, press the Processes tab and select the row with “Activio.exe”. 

3. Press the button “End Process” and press “Yes” in Task Manager Warning dialog box. 

 


