2:00 AM Examining network configuration...

2:00 AM Connecting to Rescue Gateway: control.app02-11.logmeinrescue.com...

2:00 AM Connected to Rescue Gateway. A support representative will be with you shortly.

2:01 AM Support session established with Mercia Sujitha G.

2:01 AM Remote Control started by Mercia Sujitha G.

2:01 AM Sarwar: Sarwar..

2:01 AM Mercia Sujitha G: Hi, this is Mercia

2:01 AM Sarwar: Sarwar Here..

2:01 AM Mercia Sujitha G: Let me check on your computer..

2:02 AM Sarwar: ok..

2:02 AM Sarwar: My phone (mobile): +880 1713 245 293

2:04 AM Mercia Sujitha G: Can you show me the issue on the computer..

2:04 AM Sarwar: ok

2:04 AM Mercia Sujitha G: I'll call you in other 10 minutes, am sorry..

2:05 AM Sarwar: ok no prob..

2:05 AM Sarwar: Can u see??

2:05 AM Mercia Sujitha G: Yes, its a folder with an .exe

2:06 AM Sarwar: Yes..

2:06 AM Sarwar: But it contains the name from an image file..

2:06 AM Sarwar: Prevoius time (for folder.exe virus) we have seen name was taken from folder name..

2:07 AM Sarwar: & makes the image file hidden..
2:07 AM Mercia Sujitha G: The folder contains images??

2:08 AM Sarwar: yes..

2:08 AM Sarwar: folder contains image type files..

2:09 AM Mercia Sujitha G: I do see, but the Norton will not change the folder name..

2:10 AM Mercia Sujitha G: There is some issue with the settings on the computer
2:10 AM Mercia Sujitha G: But give me minute.

2:10 AM Mercia Sujitha G: Let me check on it right now..

2:10 AM Sarwar: Not changing the folder name..

2:11 AM Sarwar: Just creating a file with .exe extension..
2:11 AM Mercia Sujitha G: You having issues with creating an .exe file???

2:12 AM Sarwar: yes.. Specially..

2:13 AM Sarwar: 2nd thing: Can not delete previous folder.exe from removable device/ existing folders..

2:13 AM Mercia Sujitha G: Ok, if you do suspect that Norton the firewall is causing this issue..

2:13 AM Sarwar: No..

2:13 AM Mercia Sujitha G: Can we uninstall the Norton from the computer and can we check on it..

2:14 AM Sarwar: Yes u can..

2:14 AM Mercia Sujitha G: May iknow how did you purchase the Norton??

2:14 AM Sarwar: Nortong is not detecting & deleting those .exe files
2:15 AM Sarwar: I am a technical person from Computer Source Ltd. (Bangladesh..)

2:16 AM Sarwar: CSL is a authorized distributor of NORTON products..

2:16 AM Mercia Sujitha G: Norton is only a security program.. It will only scan for files on the computer to check for infections..
2:16 AM Sarwar: Now I am on customer PC..

2:17 AM Mercia Sujitha G: If it finds any infections on the files it will give prompts to fix the infection on the computer..

2:17 AM Sarwar: yes.. 

2:17 AM Mercia Sujitha G: Whereas these .exe files we need to check why we are not able to selete it..

2:17 AM Mercia Sujitha G: Sorry, delete

2:18 AM Sarwar: There is no prompts & deletion..

2:19 AM Sarwar: Customer wants these files to be deleted.. automatically by Norton AV..
2:20 AM Mercia Sujitha G: I'll call you and explain to you..

2:20 AM Sarwar: ok..

2:20 AM Mercia Sujitha G: Thank you..

2:21 AM Sarwar: Is it not possible to delete?

2:23 AM Mercia Sujitha G: As i told you the Norton will not delete the files..
2:23 AM Sarwar: In this office there are total 9 computers.. all have the same conditions..

2:25 AM Sarwar: Then what is the solution to get rid of the problem (.exe)

2:27 AM Mercia Sujitha G: I'm giving you a call..

2:29 AM Sarwar: +880 1713 245 293

2:29 AM Mercia Sujitha G: Could you please give me the mobile number without the country code..

2:30 AM Sarwar: 01713 245 293 (local)

2:33 AM Mercia Sujitha G: I'm getting a message as the number is no long in use..

2:34 AM Mercia Sujitha G: What happens when you right clcik on the file and delete it..

2:34 AM Sarwar: You just dial: 880 1713 245 293

2:35 AM Mercia Sujitha G: I dialled the same..

2:35 AM Mercia Sujitha G: I also tried calling Manju, but her phone is engaged..

2:36 AM Sarwar: My phone & number is ok.. and active..

2:37 AM Sarwar: if i delete .exe file is deleted.. & the folder is clean

2:38 AM Sarwar: but if I uncertainly click on any .exe files the pc bocomes slow..

2:39 AM Sarwar: .exe files are created again

2:40 AM Sarwar: The major problem: any running program crashes suddenly (eg. Illustrator, Autocad, photoshop.. etc)
2:41 AM Sarwar: Please provide a better solution..

2:41 AM Mercia Sujitha G: Let me explain, the Norton will scan for infections on the computer because Norton is just the security program..
2:42 AM Mercia Sujitha G: Its not the claen up program..

2:42 AM Sarwar: Today I have tested some of those folders transferring to another pcs with Macfee & Kaspersky..

2:43 AM Sarwar: Macfee & Kaspersky.. instantly detects & deletes those files..
2:47 AM Mercia Sujitha G: Only if the file or folder is infected, the Norton will remove the infection.

2:48 AM Mercia Sujitha G: There may be some clean up features in the other programs which you told me..

2:48 AM Mercia Sujitha G: Norton is completely a security program which will scan only for infections..

2:48 AM Mercia Sujitha G: Its not a clean up program..

3:04 AM Mercia Sujitha G: Is there any thing else i need to assist you with today..

3:04 AM Sarwar: My problem is not solved..

3:06 AM Sarwar: Customer is not satisfied with this solution..

3:09 AM Mercia Sujitha G: Can you call in again, as we are not able to call the Bangladesh number..

3:10 AM Mercia Sujitha G: I'll give you a refernce number for the call

3:10 AM Mercia Sujitha G: 498817126 

3:10 AM Sarwar: I have just tallked with Manju..

3:10 AM Sarwar: Wil you please contact with her..

3:11 AM Mercia Sujitha G: Let me check with her..

3:31 AM Mercia Sujitha G: www.norton.com/virushelp

3:33 AM Sarwar: +880 167 133 99 37 

3:37 AM Remote Control by Mercia Sujitha G stopped.

3:37 AM Mercia Sujitha G has ended the session.

