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Introduction

1 Introduction

1.1 About TeamViewer for Salesforce

The TeamViewer integration for Salesforce embeds TeamViewer remote control
functionality into your Salesforce Service and Sales Cloud environments.

o Create and join a support session directly from a Salesforce case, account, lead,
opportunity, contacts, and other custom objects added as supported objects.

o Remotely control the customer’s device

o Remote Control Sessions automatically added to the Connection report in the
TeamViewer Management Console

o Create consolidated reports about your company’s TeamViewer connections.

View a device list (Correct naming is needed... AVE)

o Support for Pilot Sessions

(©]

With TeamViewer, you can easily create TeamViewer Service Cases and provide
remote support right from various Salesforce objects such as cases, leads, accounts,
opportunities, contacts, and custom objects. The remote troubleshooting
experience is improved by optimizing communication between users and Call Center
staff. Remote control has been proven to increase efficiency of service desks and
improve customer satisfaction significantly.

1.2 About this manual

This manual describes the installation and configuration of the TeamViewer App for
Salesforce Cloud. Moreover, it provides a short overview of the various features
provided by the application.

TeamViewer for Salesforce — Configuration Guide https://www.teamviewer.com/en/integrations/salesforce/ Page 5 of 84
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2 Installation

2.1 Getting the TeamViewer App

The TeamViewer App is available on Salesforce AppExchange:
https://appexchange.salesforce.com/listingDetail?listingld=aON3A00000EFMSYUA1

Or you can go to https://appexchange.salesforce.com/ and search for “TeamViewer”

on the Apps search field.

2.2 Performing the installation

Before starting the installation process of the TeamViewer package, the Chatter
feature must be enabled. Please review the configuration settings mentioned in 3.1
to find out how to enable the Chatter feature for your org.

2.2.1  Starting the installation

Once you are at the TeamViewer Listing page on the AppExchange, select the “Get It
Now” button on the top right corner of the Listing as shown in Figure 1 below.

n . By 1 Vi r G GmbH
TeamViewer - Remote Support and Access Integration for Salesforce S

Starting at $143.92 USD per company per

SALESFORCE vl
. L 3 A
Discounts available for nonprofits
E»] TeamViewer APP
RATING LISTED ON LATEST RELEASE
* (6)] 9/28/2016 10/27/2020
Field Service

Connecting Anything

. Remotely connect to computers and mobile devices in your
AnyWheI"e Anytlme Salesforce Cloud.

Start connecting people, places and things around the globe on the widest
array of platforms and technology within your Salesforce Cloud environment
from anywhere at any time. Implement the integration quick and easy into your
daily business!

Overview  Reviews (1)

Figure 1
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Installation

2.2.2  Selecting the Salesforce Org to install to

Once you have selected to download TeamViewer, you should see the options
presented in Figure 2 to select the type of Salesforce Org you want to install into.

¥ Get It Now

How would you like to continue?

Install in production
Includes active, trial or developer orgs

Install in Sandbox
Test in a copy of your production org
Figure 2

Note: If you're installing into a sandbox, replace the www.salesforce.com portion of
the installation link with test.salesforce.com. The package is removed from your
sandbox organization whenever you create a new sandbox copy.

For the purpose of this document, we will assume that the user selects to ‘Install in
Production’, which will be the most common case.

Once you have selected the type of Org, you will be prompted to login to the org
you want to install into with your Salesforce credentials.

2.2.3 Selecting who to make the app available for

Once you have logged in, you will see the following options (Figure 3) with regards to
who to make this app available for.

For TeamViewer for Salesforce Cloud app, you should choose the option “Install for

All Users” - as it’s an application that is intended to be used by everyone who is
working on Customer Service or Sales roles — and click the Install button.

TeamViewer for Salesforce — Configuration Guide https://www.teamviewer.com/en/integrations/salesforce/ Page 7 of 84
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Install TeamViewer for Salesforce

By TeamViewer GmbH

2 222

Install for Admins Only o Install for All Users

App Name Publisher Version Name

TeamViewer for Salesforce TeamViewer GmbH Vi3

Additional Details ~ View Components

Figure 3

2.2.4  Confirming the installation

2

Install for Specific Profiles...

m Cancel

Version Number

13

Once you have selected to install the app on the previous step, you will be presented
with the notification screen to allow TeamViewer to contact 3" party websites, as
shown in Figure 4. This is required in order for TeamViewer to function properly as it

needs to contact the TeamViewer servers to set up remote connections.

Absolutely no data outside what is needed to setup the remote control session will

be sent to TeamViewer Servers.

Enable the “Yes, grant access to these third-party web sites” checkbox and click the

Continue button.

This package may send or receive data from third-party websites. Make sure

Approve Third-Party Access

you trust these websites. What if you are unsure?

Website

SSL Encrypted

webapi.teamviewer.com v

Yes, grant access to these third-party web sites

D 3

Figure 4

Following the previous step, you’ll see a message that describes the progress and a
confirmation message after the installation is complete.

TeamViewer for Salesforce — Configuration Guide
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In addition, you’ll get a confirmation message to your Salesforce Org linked email
account as below.

Your request to install package "TeamViewer for Salesforce V2.122"
was successful.

Organization: Organization (000000000001234)
User: Username (000000000001235)

Package: TeamViewer for Salesforce (000000000001236)

Some components, such as custom objects, custom report types, and
workflow rules, must be activated using the package deploy process,
before they are available to your organization.

2.3  Uninstalling TeamViewer from your Salesforce Org

Note: Before uninstalling the app, you will have to unassign the permission set and
remove the components from page layout.

To uninstall TeamViewer from your Salesforce Org, go to Setup = Build =2 Installed
Packages, choose the package “TeamViewer for Salesforce” and click uninstall.

Installed Packages

On Force.com AppExchange you can browse, test drive, download, and install pre-built apps and components right into your salesforce.com environment.

Apps and components are installed in packages. Any custom apps, tabs, and custom objects are initially marked as "In Development" and are not deploye
using the other features in setup or as a group by clicking Deploy.

Depending on the links nextto an installed package, you can take different actions from this page.

To remove a package, click Uninstall. To manage your package licenses, click Manage Licenses.

Installed Packages

Action Package Name Publisher Version Number Namespace Prefix

Uninstall ¥ TeamViewer for Salesforce TeamViewer GmbH 131 sftv ]

Uninstall v, Salesforce and Chatter Apps Salesforce.com 1.14 sf_chttr_apps
Description

This package contains Connected Applications for the officially supported Salesforce apps foriOS and Android and (

Figure 5
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3 Configuration

This section describes how to configure the Page layout in the Cases screen to display the
main TeamViewer components as well as how to make sharing the session code easier
through email or chatter templates.

3.1 Configure chatter

Go to Setup = Chatter = Chatter Settings and enable the Chatter feature in general
(must be done before installation). To view the quick actions, you need to enable
“Actions in the Publisher” setting.

Actions in the Publisher

Add actions you create to the publisher on the heme page, Chatter tab, and record detail pages. With this sefting enabled, you can also customize the order in which all actions appear, including Post, File, Link, and Poll
Enable Actions in the Publisher (&

Figure 6

3.2 Assigning permission set

There are 2 permissions set available with package — TeamViewer Administrator and
TeamViewer user. Admin is able to assign one of this permission set to user.

SETUP
Permission Sets
| |

Permission Sets Help for s Page @
On this page you can create, view, and manage permission sets.

In addition, you can use the SalesforceA mobile app to assign permission sets to a user. Download SalesforceA from the App Store or Google Play: iOS | Android

Edit | Delete | Create New View 5
vew ||[€2 AIBICIDIE|F|GIHII[JIKILIM[N[OP[QIRIS|T|U|V|W|X|Y|Z]|Oter &Il

[] Action Permission Set Label + Description License

[ Del|Clone QA Standard -

Del|Clone QA Test

[J Clone Sales Cloud User Denotes that the user is a Sales Cloud user. Sales User

[J Clone Salesforce CMS Integration Admin Gives the admin data access and the permissions to integrate Sale Cloud Integration User

[J clone Salesforce Censole User Enable Salesforce Console User Sales Console User

[J clone Senvice Cloud User Denotes that the user is a Service Cloud user. Service User

[J Clone Standard Einstein Activity Capture Access to Standard Einstein Activity Capture Standard Einstein Activity Capture User

[J Clone i Loaior Lets a user create, edit, and delete Surveys Survey Creator User - 1 Seats

[J clone Teamviewer Administrator Gives access 10 all necessary objects and pages to manage te Te.

[J clone Teamviewer User -

] »
Figure 7
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1) Click on one of the permission sets e.g., TeamViewer User.
2) Click on “Manage Assignments”.

SETUP
Permission Sets

Permission ?et Video Tutorial | Help for this Page 0
Teamviewer User

[ @ Find settings - % | | Clone | Manage Assignments

Permission Set Overview

Description APIName  TeamviewerUser
License Namespace Prefix  sftv
Session Activation Required Created By  Logicline Admin User. 15.09.2020, 08:39

Last Modified By  Logicline Admin User. 14.10.2020, 12:37

Apps

Assigned Apps
Settings that specify which apps are visible in the app menu

Assigned Connected Apps
Seftings that specify which connected apps are visible in the app menu

Object Settings
Permissions to access objects and fields, and settings such as tab availability

App Permissions
Permissions to perform app-specific actions, such as "Manage Call Genters"

Apex Class Access
Permissions to execute Apex classes

Figure 8

3) Click on “Add Assignments”.

Assigned Users Help for this Page &

Teamviewer User

« Back to: Permission Set

ABCDEFGHIJKLMNOPQRSTIUV W|X Y Z]|Oter [ANl

Add Assignments || Remove Assignments

("] Action FullName + Alias Username Last Login Role Active Profile Manager
) | Eait| Login User, Standard suser standarduser@teamviewer.ga 14.10.2020, 13:32 v Standard User ‘ n

Add Assignments| Remove Assignments

Figure 9

4) Select one of the users and click on “Assign” button.

SETUP
Permission Sets

Assign Users Help for this Page @

All Users
View: Edit | Creste New View

A/B|C DE/FIGIHII'JKILMN/OP QR|SIT/UV WX Y| Z|Other Al

Assign | | Cancel

D Action Full Name + Alias Username Last Login Role Active Profile Manager

O | Eat Admin User, Logicline liAdmin admin@teamviewer.qa 19.10.2020, 08:05 v System Administrator {I
D | Edit Anmol, Test tanmo anmol kumar@logicline de test1 10.09.2020, 15:07 Standard User

| Edit Joseph Reema riose reema joseph@teamviewer ga 17.01.2020, 09:25 System Administrator

[ | Edit| Login User, Standard suser standarduser@leamviewer ga 14102020, 13:32 v/ Standard User

Assign| | Cancel

A/B|C DE/FIGIHII'JKILMN/OP QR|SIT/UV WX Y| Z|Other Al

Figure 10
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3.3 Configuring the page layout

In order to view the TeamViewer components and make it seamless and intuitive for
your users to take advantage of the TeamViewer features, you will need to
customize each object page layout to make the TeamViewer component visible.
There is complete flexibility on how to present TeamViewer, but we have included
below an example of a fairly standardized configuration for each object.

Below are some examples of TeamViewer components layout in cases for Salesforce
Classic and Lightning experience mode.

Salesforce classic

¥ Teamviewer

2 Share

[ e

com/v15/s58244145

https://getteamviewer.com/v15/s58244145-UPk2BXfyDoBH

Create new Session Close Sessios

Figure 11: TeamViewer Session details in Salesforce classic

¥ Teamviewer History

B Session History (6) ¢

Freitag, 16. Okt. 2020, 14:09

Remote Control

45

Customer Link: 5
45-UPk2BXfyDoBH

Supporter Link:

$66-668-148
Valid until
Type:

State

Online:
Customer Link:
Supporter Link:

Figure 12: TeamViewer Session history in Salesforce classic

TeamViewer for Salesforce — Configuration Guide https://www.teamviewer.com/en/integrations/salesforce/ Page 12 of 84
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Salesforce Lightning

TeamViewer for Salesforce — Configuration Guide

Teamviewer Teamviewer History Morew

[ v

{2 Share
Session Number

§58-244-145

Valid until
Freitag, 16. Okt. 2020, 14:09
Customer Link

https://get.teamviewer.com/v15/s58244145

Supporter Link
https://getteamviewer.com/v15/s58244145-UPk2BXfyDoBH

Create new Session Close Session

Figure 13: TeamViewer Session details in Salesforce ligthning

Teamviewer Teamviewer History. Morewv
H Session History (6) ¢
$89-851-355
Valid until: Donnerstag, 15. Okt. 2020, 15:47
Type: Remote Control
State: Closed
Online: false
Customer Link https://get.teamviewer.com/v15/s89851355
Supporter Link: https://get.teamviewer.com/v15/s89851355-Ky...
$55-184-643
Valid until: Donnerstag, 15. Okt. 2020, 15:39
Type: Pilot
State: Closed
Online: false

Customer Link:
Supporter Link:

/Igetpilot.teamviewer.com/s55184643
://get.teamviewer.com/v15/s55184643-U...

s01-671-633

Figure 14: TeamViewer Session history in Salesforce lightning

Teamviewer Connection Report Morewv
* Start Date * End Date
01.10.2020 n 15.10.2020 al|C

SESSION CODE
501-471-866

DEVICEID
394970062

DEVICE NAME

SUPPORTER
App Developer User

START DATE
Mittwoch, 14, Okt. 20, 14:46

END DATE
Mittwoch, 14. Okt. 20, 14:46

NOTES
Comment on October 14, 2020 Account test 1

https://www.teamviewer.com/en/integrations/salesforce/
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Figure 15: TeamViewer Connection report per case

3.3.1 Example flow to add the TeamViewer components to the Case page layout in a
salesforce lightning environment

1) Open a case record in Lightning.
2) Click on the gear icon on top right of the page and select “Edit Page”.
3) The edit page will have 6 custom managed components provided from TeamViewer:
a) Connection Report
b) Session
c) Session History
d) TeamViewer unattended access
e) xAssist Call
f) xAssist Report

i Lightning App Builder | [ Pages v/

> standard G7)

etails Deta T
~ Custom (@) Related Details Detais 2 =

<

Custom - Managed (61
Qpportunities (0} = v Set Component Visibility

+ Add Fiter

(oJolojojelo)

Campaign History (0}

Notes & Attachments (0) pload e

Figure 16

4) The User is able to drag and drop these components to anywhere on the page
layout.
5) We recommend adding these components to a new tab, click on “Add Tab” button.

il Lightning App Builder B Pages v Case Record Page (Custom)

Components > Tabs

o e
Related
> Standard (30) T
Relatea - L
= Rela
“ Custom (0}
Open Activities (0)
3 Activity History (0)
{7
“ Custom - Managed (3)
B3 case comments (0)
B connectionreport v Set Component Visibility
& session Attachments (0) e
essionHistory X
= + il

Figure 17

6) Click on the newly added tab from tab list on right hand side. Click on “Details” and
select “Custom”.

TeamViewer for Salesforce — Configuration Guide https://www.teamviewer.com/en/integrations/salesforce/ Page 14 of 84
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il Lightning App Builder

Components

> Standard (30)

~ Customn (0)

No components available.

7) In “Custom Label” field give the tab name as “TeamViewer Session” and
“Done”.

0

Desktop - Shrink To View

Dev Test Oct 14

Related Details

Open Activities (0)

P2 Activity History (0)

3 case comments (o)

Attachments (0)

- © Refresh

Case Record Pege (Custom)
Custom

Standard
Account Manager
Activity

€ Back | 7 Hil

Targets

Activation..

Agreement Terms
Engagement Page > Tabs
Assignments
Build
Categories it Te
Conversation —
Chatter
Dashboard

= Relate
Hierarchy = Dol
Tnsights
Trems - = Detail

Detail: :
Add Tab
Dor .
v Set Component Visibility

Figure 18

click on

2 Standard (37)

~ Custom (0)

~ Custom - Managed (5)

[S]
2
O]
2
2
2

Related Detai Detai

We found na potential duplicates of this Contact,

Opportuntties (0)

Cases (1)

Campaign History (8)

Motes & Attachments (0}

Figure 19

ge > Tabs

Teamiviewer Session

v Set Component Visibility

8) Click on the added tab on page layout and drag and drop “Session” component to

> Standard (37)

~ Custom (0)

~ Custom - Managed (6)

lolojololoje)]
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9) Add another tab for history with name “TeamViewer History” (Click on Add Tab
button -> Select the newly created tab from right hand side -> Click on Details ->
Select Custom -> Fill name as TeamViewer History -> Click on Done button).

10) Click on the newly created tab and drag and drop Session History component to it.

il Lightning App Builder B Pages v

Case Record Page (Custom)

Dev Test Oct 14 + .
Search. & | )

S Case Record Page (Custom)
> Standard (30)
Teamwiewer History veloper Name
« Custom (0) CaseRecordPageCustom

~ Custom - Managed (3) Record Page

Case
Figure 21

11) Add a new tab named “Connection Report” (Click on Add Tab button -> Select the
newly created tab from right hand side -> Click on Details -> Select Custom -> Fill
name as Connection Report -> Click on Done button).

12) Click on the newly created tab and drag and drop Connection Report component
toit.

im Lightning App Builder

Case Record Page {Custom) 3 ?

Components Page > Tabs
Dev Test Oct 14 + v
| | D

@~

Related

> Standard (30)
Connection Report

~ Custom (0)

v Custom - Managed (3)

Figure 22

13) The connection report can have 2 forms — Desktop and mobile. By default, the value
will be Desktop.
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il Lightning App Builder

Case Record Page (Custom)

5 X 8 Q Deskiop v | SninkToview w ' Refie [ soe W aciotion.. |
_

Components Page > connectionReport
Dev Test Oct 14

0
Desktop Q
> Standard (30) +/ Desktop
Connection Repart
eetic] Here Mobile
w Custom (0)

+ Add Filter

“ Custom - Managed (3)

snnecti
B esion
B sess

Figure 23

14) Add a new tab named “xAssist Call” (Click on Add Tab button -> Select the newly
created tab from right hand side -> Click on Details -> Select Custom -> Fill name as
xAssist Call -> Click on Done button).

15) Click on the newly created tab and drag and drop xAssist Call component to it.

> Standard (37)

~ Custom (0) Relsted Details TeamVigwer Session TeamViewer History xAssist Call

~ Custom - Managed (6)
8
a8

S]
8

~ Set Component Visibility

Figure 24

16) Add a new tab named “xAssist Report” (Click on Add Tab button -> Select the newly
created tab from right hand side -> Click on Details -> Select Custom -> Fill name as
xAssist Report -> Click on Done button).

17) Click on the newly created tab and drag and drop xAssist Report component to it.
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B Pages

| il Lightning Agp Buikler

3 Standard (37)

“ Custom 0 Relats Details  TeamViewerSession  TeamViewer History Assist Ca xAssist Report

~ Custom - Managed (6)

g
& =
a-
B«
2]
~ Set Component Visibili
+ u

Figure 25

18) Click on “Save” button and then “Back” button.

il Lightning App Builder B Pages v Case Record Page (Custom)

o & @ 2 Deskiop v - C Refresh Save Activat on...
Components Page > c
Dev Test Oct 14 N
F
-
| Deskiopd Q‘
> Standard (30)
Connaction Raport ~ Set Companent Visibility
» Custom (0)
nt: bl = L] ‘ + Add Filt;
P et
Figure 26

19) This will load the case page with added components.
20) Similar way, add TeamViewer components to other objects like account, contact,
lead, opportunities, assets, and custom objects.

3.3.2 Add TeamViewer unattended access to Assets page

1) Open an Asset record.

2) Click on the gear icon on top right of the page and select “Edit Page”.
3) Add a new tab “Unattended access”.

4) Drag and drop “TeamViewer unattended access” to the tab.
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E 7assee Gt | ook | Gore | w

) 111526 Contact 131322

> Standard (31)

Relsted Details Unattended Connection Cennection Report 1] unattended Connections Unattended Access

~ Custom (0)

il
2

Cases (0)

~ Custom - Managed (5) add Companenis) Here

Notes & Attachments (0)

]
[
g.- Fers: Al s [0 ~ Set Component Visibility
: ~vewnt [l Fier
 Upcoming & Ovesdue + addFie

Figure 27
5) Click on “Save” button and then “Back” button.

3.3.3 Add TeamViewer unattended connections to Assets page

1) Open Asset page and select “Edit Page”.
2) Add a new tab “Unattended connection”.

3) Drag and drop “TeamViewer unattended connections” to the tab.

> Standard (31)

~ Custom (0) Related  Detsils  Unattended Connection  Connection Report Unattended Connections  Unattended Access _
components avaiable |
Cases @ e 3
X 4 Here
) = | ~ Set Component Visibilit
Filters
+

00000 |

~ Upcoming & Overdue

Figure 28

4) Select “Desktop” or “Mobile” from the “Form Factor” dropdown.
5) Click on “Save” and click on “Back.

3.3.4 Example flow to add the TeamViewer components to the Case page layout in a
salesforce classic environment

1) In Classic mode, open a case and click on the “Edit Layout” option.
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#

Home Chatter Accounts Contacts H Solutions  Reports

Search

W Recycle Bin

2) Drag and drop the section to the page layout.

Fields
Buttons
Quick Actions

Mobile & Lightning
Actions

Expanded Lookups
Related Lists -

Save ¥ | Quick Save  Preview A

Dashboards My Objects  +
lf/ 6‘6‘001 163 Customize tale View | Help for this Page &
4 show Feed
Soumons (o] | CpenAciviles(o) | ACvIYHistory (o) | CaseCommenis(o) | Alachments(o] | Case History[1
Case Detail Edit Delete Close Case  Clone | Submit for Approval
caseowner Y ogicline Admin User [Change] Sws  New
Case Number 00001163 Priority  Medium
Gontact Name Gontact Phone
Account Name Contact Email
Type  Electrical CaseOngin  Phone
Case Reason
Date/Time Opened  15.10.2020, 12:31 DatefTime Closed
Created By  Logicline Admin User, 15.10.2020, 12:31 Last Modified By e Admin User, 15.10.2020, 12:31
subject  Dev Test Oct 14
Description
Edit Delate| | Closa Cass| | Cione || Submit fr Approval
Solutions View Suggested Solutions or Find Solution Solulions Help ' ?

Figure 29

v | Cancel| | 4 Undo| < Redo| | [ Layout Properties
@, Quick Find| Field Name ®
‘c:ier ion H Business Hours ‘ Case Reason Contact Fax Contact Phone DatefTime Opened Last Modified By Type
+mBlafk Space Case Number Case Source | Contact Full Name Created By Description \ Parent Case | Status Web Compz
Accouft Name Case Origin Closed When Created | Contact Mobile: Customer Link H Escalated \ ority Subject Web Email
Contact Email Contact Name Date/Time Closed Internal Comments | Service Case || Supporter Link || Web Name

Asset. Case Owner

<

3

Case Owner
£ case Number
© Contact Name
£ Account Name

* Type

£ ® web Email
£ Web Name
£ Date/Time Opened

i Case Information (Header visible on
Sample Teft
GEN-2004§01234
Sample Teft
Sample Teft
Sample Te:

f Web Information (Header visible on

Sample Te:
15,10.202

i Additional Information (Header Wsi

dit only)

it only)

sarah.samfle@company.com

13:22

e opffedit only)

¥ Svstem Information (Header visible on edit onlv)

Figure 30

3) Add a section name as “TeamViewer”.

Section Properties

Section Name

Display Section Header On

®  1-Column

* ® status

® Priority

£ contact Phone
£ contact Email
* @ Gase Origin
Case Reason

£ web Company
2 Web Phone
) Date/Time Closed

Teamviewel

[# Detail Page

[+ Edit Page

Layout

2-Column

OK

Cancel

Figure 31

Sample Text
Sample Text

1-415-556-1212

sarah sample@company.com
Sample Text

Sample Text

Sample Text
Sample Text
16.10.2020, 13:22

4) Add the Visualforce Page “Session” to the new section.
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| Qouekrnd e |x
Quick Actions

Mabile & Lightning +H Section Session History
Actions +FBlank Space TVCasePageComponen
Expanded Lookups [ ionHistory... TVC i i
Related Lists Session TuDetails

Report Charts

Visualforce Pages -

Custom Buttons

ii Teamviewer

VF Session

Figure 32

5) The size and the height of the component can be customized. Default height is 200.
6) Add the “TeamViewer” quick action.

Case Layout v

'save v | Quick Save | Preview As...¥ | Cancel | $\Undo 3 Redo| | [=] Layout Properties |

Fields a QQuick Find‘Quick Action Name ‘*

Buttons File New Account New Event New Opportunity | Question ‘
Custom Links Link New Case New Group New Task TeamViewer

Quick Actions Log a Call New Child Case New Lead Poll Update Case
Salesforce1 & Lightning Mobile Smart Actions || New Contact New Note Post

Actions

Expanded Lookups -

Case Sample

Highlights Panel

Customize the highlights panel for this page layout
Quick Actions in the Salesforce Classic Publisher !

Post File Link Poll TeamViewer

Figure 33

7) Add the TeamViewer History by adding a new section “TeamViewer History”.
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Section Properties

Section Name ‘Teamwewer History
Display Section Header On Detail Page
mj Edit Page
Layout
® 1-Column () 2-Column
OK Cancel
Figure 34

8) Add the Visualforce Page “Session History” to the new.

Contact Phone

x

1-41
sara
Sam
Samr

Samr
Sarmr
15.1

Save v || Quick Save | Preview As... ¥ | Cancel | | §Undo| 7 Redo | | (& Layout Properties
Bl - @, Quick Find| Page Name *
Quick Actions
Mobile & Lightning -+ Section Session History
Actions +F1Blank Space TVCasePageComponen
Expanded Lookups C i e
Related Lists Session TVDetails
Report Charts
Visualforce Pages
=

 Teamviewer History

VF Session History

Figure 35

9) Drag and drop the section to the page layout.

3.3.5 Add the TeamViewer xAssist widgets

Note add this only if you want to use TeamViewer Frontline xAssist, a separate license is needed to

use this feature)

1) Add a section name as “xAssist Call”.
2) Select Layout as 1-Column.
3) Add the Visualforce Page “xAssist Call” to the new.

https://www.teamviewer.com/en/integrations/salesforce/
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Sove | Guick Save | Preview As...v | Cancel | | $\Undo || 4 Redo | | 5 Layout Properties

Quick Actions ~ | QauickFind[PageName | %
Mobile & Lightning e =

Expanded Lookups
Related Lists
ReportCharts
Visualforce Pages

Case Information (Header visible on edit only
Case Owner  Sample Text

us  Sample Text
‘Sample Text

e Te Q ne  1-415-555-1212
2 Account Name  Samle Text sarah.sample@company.com
* Type  Sample Text igin Sample Text
son  Sample Text
isible on edit only)
il saran sample@company.com 3 web Company  Sample Text
Web Name  Sample Text @ WebPnone  Sample Text
) DaterMime Openea  09.12.2022, 1250 ) DaterTime Closed  09.12.2022, 1250
Additional Information (Header visible on edit only
Teamuiewer (Header visible on detail only)
TeamViewer History
xAssist Call
Ve xAssistCall

Figure 36

4) Drag and drop the section to the page layout.

5) Add a section name as “xAssist Report”.

6) Select Layout as 1-Column.

7) Add the Visualforce Page “xAssist Report” to the new.

Visualforce Pages.
W xAsseiCall

i JoRImNR xAssist Report

») Call Center

+/ Omni-Channel

+ Chat

» s0s
v xAssstReport

O CrestedBy Samole Tex ) LastModifed By Sample Text

ole Text
olo Text
Incernal Sample Text
#) User Provisioning Requests
+ Biling - Legal Entity
* Billing Mobile Cards (Salestorce mobile only) '

* Finance Logging
Finetsin 0 Contact Niama

Figure 37

8) Click on Save.
9) Similar way we can configure page layout for account, contact, lead, opportunity,
and custom object.

3.3.6 Add TeamViewer ID field in Assets page

1) In Classic mode, open an asset and click on the “Edit Layout” option.
2) Dragand drop “TeamViewer ID” field under Fields to the Asset Information section.
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Asset Layout = i Paoe Laveut s Gonoe View | Vi Tuora tilp for s Page. 9

o Save * | Quick Save | Preview As... = | Cancel 5] Layout Properiies

W

Lightning Experience

Salesforce Mobile Quick Start Highlights Panel

Hoime

Administer Quick Actions in the Salesforce Classic Publisher &

Relese Updates ACHioNS i IS S8CTON are cumenty infediled Hom the Gobal publisher L8y oal. You ¢an ovsride The giobal publisher (syout 1o se1 8 customized fist of
*) Manage Users

o e puisner on pages nat use 14 ayeet +

Salestorce Mobile and Lightning Experience Actions |

Achions in his sacton are predsfined by Salestorce. You can ovemids the predsfined actons to st & customzad kst olsefns on Lighining Expenience and mabile 8£0 pages tat usa tnis Isyout If you customizs te sc5ons in the Quick Actiens In th Salestarcs Classic Pubkner section, and hava

saver the layout, hen this section inherits Ml 561 of actians by default when you click fa ovarride

Asset Detail
Edit| Delete | Change Recond Type| Printsble View| | Clone| |View Asset Hisrarchy

*/ Data Management
+/ Mabisa Admi

nt Samgle Tex
et Sample Text
P’

* ® AssotName  Sample Text
s

s e 04,08 2021
*) Email ASministration 4082021 04.08.2021
+/ Google Apps s Sampie Text

») Analytics ity 4,67

*/ Einstein Discovery e 12345€

& Oetcom Adwiniatrrion
Figure 38

3) Click on “Save” button.

3.3.7 Add widget to connect to TeamViewer ID

1) Open any record detail page.

2) Click on the gear icon on top right of the page and select “Edit Page”.

3) Drag and drop “TeamViewer Connect To Partner Id” widget to the page.
4) Save.

& | il Lightning App Builder

* P! Name:

xhssist Call  xAssist Report CaseRecordPageCustom

[ xasist contacts

TeamViewer Sezzion Morev

E—)rnmwrww e Header and Right Sidebar

Jojejojojolo

Figure 39

3.4 Configuring an email template

In order to make sharing the session URL easier (explained in more detail in chapter
4), you can configure an email template. This will enable you to send the URL to the
submitter of a case with a one-click action.

Go to Setup = Communication Templates = Email Templates and select the folder
“TeamViewer Templates”. Choose the template you want to edit or create a new
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one. You must name the template in the description
“teamviewer_{Objectname}_template” to make it visible on the share option.
{Objectname} is the name of the object to which you want to send email.

Within the package there is already a default email template defined.

An example email template is shown below:
Dear {ITeamViewerCase__c.ParentRecordName__ c},
A TeamViewer remote support session has been created to solve your case.

Please follow the link to join the remote support session:
{!TeamViewerCase__c.tvCustomerLink__c}

Best regards
{IUser.Name}
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4 Using TeamViewer for
Salesforce

4.1 Setup

To set up the TeamViewer App a user with administrator rights must be logged in.
Select “TeamViewer Administration” from the App Launcher. The TeamViewer

Administration page provides the following options: Session Settings and Supported
Objects.

4.1.1 Session settings

The Salesforce Administrator can allow/restrict functionality to create new sessions
of type: Remote Control Session and Assist AR Session.

1) Check one or both checkboxes “Allow RC Session” “Allow Assist AR Session”.
2) Click on “Execute”.

v i Session Setting

Figure 40

4.1.2 Session Validity

The Salesforce Administrator can set validity of session. The default value will be 24 hours.
The customer can set an integer value in hours.

1) Select time in hours in “Session Validity (Hours)” field.
2) Click on “Execute”.
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i Setting

Figure 41

4.1.3  Setup Asset field for TeamViewer Partner Id
The Salesforce Administrator can set asset field that need to be prefill in “TeamViewer
connect to Partner Id” component.

1) TeamViewer Administration page is having a field with name “Asset field for
TeamViewer Partner I1d”.

2) It will list asset fields having datatypes Picklist, Text, Auto Number, Formula (Text,
Number), Geolocation.

3) Select one of the asset field or “none” from the dropdown.
4) Click on “Execute”.

5) In TeamViewer Connect to Partner Id component, value of selected asset field
will get populated.

Note: If “none” is selected then in Asset page, In TeamViewer Connect to Partner
Id will be empty.

Figure 42

4.1.4 Setup Case field for TeamViewer Partner Id

The Salesforce Administrator can set Case field that need to be prefill in “TeamViewer
connect to Partner Id” component.

1) TeamViewer Administration page is having a field with name “Case field for
TeamViewer Partner 1d”.

2) It will list Case fields having datatypes Picklist, Text, Auto Number, Formula (Text,
Number), Geolocation.
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3) Select one of the case field or “none” from the dropdown.
4) Click on “Execute”.

5) In TeamViewer Connect to Partner Id component of case record page, value of
selected case field will get populated.

Note: If “none” is selected then in Case page, In TeamViewer Connect to Partner
Id will be empty.

Complete 3l the steps below etting 14% Complete

v (& General Settings

Figure 43

4.1.5 TeamViewer Oauth Credentials

The Salesforce Administrator can create a custom client id and secret in the TeamViewer
management console.

1) Login at account.teamviewer.com to create an app:

Settings Q' Search and Connect Ctrl + Alt + K | B O Q @
L ) .

PROFILE lg Apps & Tokens

H Create app or
o A N Simplify your work by integrating your favorite apps or custom scripts with token N
@ Authentication

Create script token

) Licenses NAME T TYPE DESCI
Create mobile SDK

© Active sign-ins PL4 - VENOIS05 APP App App .

ol Connection reports PL4 - VENO1505 APP - CLASSIC App App created ..

B Apps & Tokens

DI A It Pasimnn Mammn Crvims e an ~

2) Create the app with the following permissions:
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lis  Connection reporting -~

[ delete connection entries
[ edit connection entries

read connection entries

% Account management ~ [B]  Meetings -
I:I view online state
) Chat .

view account data

view email address
read messages

view license [] send messages

[ edit account properties

[E  Contacts w
5
L) User management o

= .

2 Remote Access -
(__) Session management ~

[ creste device keys

O delete device keys
creste sessions

request control
edit all sessions of the company

edit own seszions

(__) OEM connections ~
view all sessins
wiew own sessions

E@  TeamViewer policies v
E3  Group management ~

&2 Manage S50 domains -
creste groups
delete groups
edit groups [E  Eventlogging ~
read groups
share and unshars groups sllow requesting all event logs

3) Copy the redirect uri provided in Salesforce on TeamViewer Administration page to
the TeamViewer

4) In Salesforce on the TeamViewer Administration page fill the “Client ID” and “Client
Secret” from the app details provided in TeamViewer

EB App details 0
View and copy app details.

@ Never share this information with someone you don’t know or fully
trust.

Redirect URI
https://business-connect-4254-dev-
ed scratch.my salesforce com/apex/sftv__callback

Client ID
750577~

Client secret
Csujj55Jsx

5) Click on “Execute” button.
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v A TeamViewer OAuth Credentials

Team\iewer credentials are configured. Changes may take 2-3 minutes to apply

Chent D

it Secret

Figure 44

4.1.6 Supported objects

By default, the app support 6 objects — account, contact, lead, case, assets, and
opportunities. Admin is able to add support for additional objects via this section.

1) Click on “Supported Objects”.

° Supported Objects
The App supparts 5 Objects, to add support for additional objects Gq to Supported Objects.

Figure 45

2) This will load the Custom Metadata Types page with existing supported objects.
3) Click on “New” button.

Setup Home  Object Manager v

Q_ Quick Find I SETUP

| ﬂ Custom Metadata Types

Setup Home
Release Updates (Beta)

Lightning Experience Transition Supported Objects Help for this Page &

Assistant

View: [AT ] Creste New View

New Salesforce Mobile App

New
Quickstart
Acton  Label + Sqpported Object Name: Namespace Prefix
Lightning Usage Edit o ACCount Custom Recipient Setting ACCOUNICUSIOMRECIpiENtSelting smv
Optimizer gat % Case Cusiom Reciplent Sefting CaseCustomRecipientSeting stv
Eat % Contact Custom Reciplent Setting ContactCustomRecipientSeting st n
ADMINISTRATION
gan % Lead Cuslom Recipient Sefting LeadCustomRecipientsetting st
> Users £t % Opporuniy Cusiom Recipient Setting OpportunityCustomRecipientSetting st
> Date
> Email

PLATFORM TOOLS

> Apps

Figure 46

n «u

4) Fill “Label”, “Email Template Description”, “supported Object” and “Name Field”.
5) Click “Save”.
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Q Quick Find l SETUP
" ﬂ Custom Metadata Types

Setup Home

Release Updates (Beta)

Lightning Experience Transition Supported Object Help for this Page @
Assistant
New Salesforce Mobile App Supported Object Edit Save | | Save 8 New| Cancel
QuickStart Information 1 = Required Information
Lightning Usage Label [ CampaignMapping | Protected Component [ |
Optimizer Supported Object Name | CampaignMapping G Allow Custom Recipient?
Emil Tempiae Description | 3otcamviewer_account_ter| obiect (Aot <] I

ADMINISTRATION . :

Supported Objoct [ Campaign v
> Users Name Field  ['Name v
> Data Email Field [ None-- v

Primary Phone Number Field \'--None" V)

> Email

Description Field  (_None— v
PLATFORM TOOLS Secondary Phone Number Fleld [ _None— o
> Apps

Save  Save & New Cancel
> Feature Settings

Figure 47
4.1.7 Setup custom recipient field

If you want the “Custom Recipient E-Mail” field needs to be editable, you need to
setup it in supported object.

1) Click on “Supported Objects” from Administration page.
2) Click on “Edit” option of the corresponding object.

Setup Home  Object Manager

Q, Quick Find I SETUP
Custom Metadata Types

Setup Home

Release Updates (Beta)

Lightning Experience Transition Supported Objects Help
Assistant
View: [All v | Creale New View

New Salesforce Mobile App

" New
Quickstart o
Action Label t Supported Object Name Namespace Prefix
Lightning Usage ot Account Custom Recioient Setting AccountCustomRecipientSeting v
Optimizer gat % Case Custom Recipient Sefling CaseCustomRecipientSetiing sy
gt % Contact Custom Recipient Setting CantactCustomRecipientSetting sy
ADMINISTRATION
£on % Lead Cusiom Recipient Sefting LeadCustomRecipientSeting sty
> Users Edit 4, Opportunity Custom Recipient Setting OpportunityCustomRecipientSetting sty

> Data

Figure 48

3) Select the “Allow Custom Recipient?” checkbox.
4) Click on “Save”.
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Setup Home  Object Manager v

QQ k Find = SETUP
E Custom Metadata Types

Setup Home

Release Updates (Beta)

Lightning Experience Transition Supported Object (Managed) Help for this Page @
Assistant

&, This Supported Object is managed, meaning that you may only edit certain attributes. Display More Information
New Salesforce Mobile App

QuickStart
Supported Object Edit Save | [Sove & New| [Cancet
Lightning Usage
Information 1 = Required Information
Optimizer
Label l
ADMINISTRATION Supported Object N = entSett |1 Allow Custo ?
> Users Email Template Description .
Supported Object
> Data
Name Field
> ‘Email Email Field

PLATFORM TOOLS

> Apps Secondary Phone Number Field

> Feature Settings

> Einstein Save | | Save & New | Cancel

Figure 49

4.1.8 Setup APl to import TeamViewer Device Ids

On TeamViewer Administration page, admin can set up import for legacy or managed TeamViewer
devices. In Salesforce if we have an asset having same name as in TeamViewer Console we can map
between those devices.

1) Select the dropdown near “API to import TeamViewer Devices Ids.

~ (4 General Settings eeare |

Figure 50

2) Click on “Execute” button.
3) Click on “Execute” button under the section "Schedule Asset TeamViewer Ids Update"

4) The TeamViewer ID of the asset will get prefilled with the corresponding ID in TeamViewer
Console.

4.1.9 Setup script token

On TeamViewer Administration page admin is able to set a script token to perform
global actions that interact with the TeamViewer backend.

Creating admin token

This token is created in the TeamViewer MCO.

Note: It is assumed that the administrator has created a company profile on
TeamViewer. For more information on how to setup a company profile and add users
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visit https://community.teamviewer.com/t5/Knowledge-Base/How-to-add-Users-to-a-
Company-Profile/ta-p/3573 .

1) Go to https://login.teamviewer.com
2) Go to “Profile” on top right corner and select Administer
<your_company_profile>
Note: You will need to have a Corporate or higher TeamViewer license to be able to
use this functionality.

Lrmgmcbees B Cemienls g fiore Bt Tt =y A Meagre—re Pelered Fopriee

i [ m— [Fr. Pl | N—

Figure 51

3) Goto “Apps” and select “Create Script Token” button.

€ Back Profile settings

=D

Figure 52
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4) Setup permission as below

Salestforce Admin token
Admin token foxr the TeamWiewsr Sal=sforce Integration

o

Session mManagement
Create sessions. wiew all sessions,
wiew oOwn Sessions

edit all sessions of the company. edit own sessions,

Group mMmanagement
Read groups
Connection reporting
Read connection entries
Computers 8 Contacts
wWiew entries

Ewvent logagirnag
Allow requesting all event logs

Figure 53

5) Click “Save” to generate the Script Token.

Setup script token in Salesforce

1) Copy the generated token in the step above and paste in the respective field on
the TeamViewer Administration page.

oe saarcn er OGS |- EIECW ()]
L]

Chatter  Accounts v Contacts v Cases w  Rspos v Dashboards v MyObjscts - Teomviswer Administration

=)

~ 1 Script Token

Seript Toker

© suoporied obiecs
The App supports 6 Objects, to add support for additional objects go to Supported Objects.

Figure 54

Fill the token and click on “Execute” button. If the token is valid, it will be used for all
administrative tasks, especially for to obtain connection reports and match assets.
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o Seript Token [ ]

° Supported Objects
The App supports & Objects, to add support for additional objects go to Supperted Objects.

4) Schedule Asset TeamViewer Ids Update [ Execute J

Scheduled Job o update Asset TeamViewer Ids needs to be activated. Go to Setup and schedule UpdateDevicelds class.

\&) Scheduls Connecti

Scheduled Job 1o upds

n the backend needs fo be activated. Go to Setup and scheduls UpdateConnectionReport class.

Figure 55

4.2 Signin and Sign out

Once you have installed and customize the page layout with TeamViewer components, on
loading the page for first time, you will be prompted to sign in your TeamViewer account.

|7 N N ae—— Y VA S WU T N N e .F-"ll."

| .
E TeamViewer Login to your TeamViewer account

Figure 56

1) Click on “Login to your TeamViewer account”.
Note: If you do not have a TeamViewer account yet a TeamViewer account can be created
directly on the sign in screen, at https://login.teamviewer.com or through the native
TeamViewer client.

Q TeamViewer

Sign In

Please sign in to continue your access request
E-Mail

john@teamviewer.com

Password

| forgot my password

Figure 57

2) You will then need to approve the permissions for the Salesforce application to access
your TeamViewer account.
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Request for permission
Salesforce for TeamViewer is requesting the following permissions:

Session management:
Create sessions, view all sessions, edit all sessions of the company, edit own sessions, view own sessions

Connection reporting:
Read connection entries

Figure 58

3) Once you successfully logged in to TeamViewer account, the TeamViewer session
component will contain a logout button with username from the API. It also has buttons
to start Remote Control session and Assist AR session.

TeamViewer Session Session History Connections

Eb] TeamViewer Logicline Admin User (Y

Mew Remote Control Session

Mew Assist AR Session

Figure 59

4) Click on the logout button, the session widget should be replaced with “Login to your
TeamViewer account” button.

E,.] TeamViewer Login to your TeamViewer account

Figure 60

4.3 Remote control session

Once you have logged in with your TeamViewer account, you will be able to create
sessions and initiate remote connections. Based on your “Session Settings” in
TeamViewer the Administration page, “Remote Control Session” and “Assist AR
Session” will be available.

4.3.1 Create remote control session

1) Click on “New Remote Control Session” button.
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TeamViewer Session Session History Connections

E] TeamViewer Legicline Admin User ¢

Mew Remote Control Session

Mew Assist AR Session

Figure 61

2) New remote control session will be created as you see in the following figure.

TeamViewer Session Session History Connections

E] TeamViewer Logicline Admin User ¢

Share

Join session as Admin Join as admin from browser

Session Number

s19-717-938

Walid until

Samstag, 10. Dez. 2022, 12:13

Customer Link
https://get.teamviewer.com/v15/519717938

Supporter Link
https://get.teamviewer.com/v15/519717938-qgMhyo986K9C

Craate new Session Close Session

Figure 62

4.3.2 Share remote control session

1) Click on “Share” button.

2) If “Allow Custom Recipient?” check box is not checked for the object, a popup will
be displayed as in following figure. The “Recipient E-Mail” field will be non-
editable.
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Select E-mail Template

Recipient E-Ma

deepu.soman@logicline.de

Optional Chatter post

Figure 63

3) If “Allow Custom Recipient?” check box is checked for the object, a popup will be
displayed as in following figure. The “Recipient E-Mail” field will be editable.

Select

Recipient E-Mail

deepu.soman@logicline.de

Optional Chatter post

Figure 64
4) The “Recipient E-Mail” filed will be auto populated with the email address value
of the related object.

5) If an object has multiple related objects (e.g., account having multiple contacts),
the popup will be displayed as in following figure.

Recipient E-Mail

Figure 65
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6) In this case selecting a contact from “Select Contact” drop down will auto
populate the email.

7) Select an email template in “Select E-Mail Template” drop down.

8) Click on “Share” button. You can also enter text in the Optional Chatter post which
will appear in the Chatter stream.

9) The recipient email will receive customer link.

4.3.3  Starting remote control session

Note: Please note that to do a remote control session you will need to have the
TeamViewer application installed on your computer. Please download TeamViewer from
http://www.teamviewer.com/download before you start using the TeamViewer for

Salesforce application.

1) Click on “Join session as Admin” button.

TeamViewer Session Session History Connections

ET&amViewer | App Developer User (1) ‘

| Share A ‘

Session Number

s112-558-617

Valid until

Samstag, 12. Apr. 2025, 11:25

Customer Link

https://get.teamviewer.com/v15/5112558617

Supporter Link
https://get.teamviewer.com/v15/5112558617-ZIrNuNhZPVxC

Create new Session ‘ | Close Session

Figure 66

2) Once you have selected the Supporter Link (assuming you have already installed the
native TeamViewer app), you will see a pop up asking you for permission to launch an
application. On Chrome the pop up will be as the Figure below.
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External Protocol Request

Google Chrome needs to launch an external application to handle
teamviewer8: links. The link requested is teamviewer8://instantsupport/?
sid=5924106418tt=zMi7b6bXTLuQ.

The following application will be launched if you accept this request:
TeamViewer 11
If you did not initiate this request, it may represent an attempted attack on

your system. Unless you took an explicit action to initiate this request, you
should press Do Nothing.

Remember my choice for all links of this type.

Launch Application Do Nothing

Figure 67

3) Click Launch Application. The supporter will then be connected to the TeamViewer
remote control session and the image below will appear.

[ s92-410641 x  + = 0 X

G TeamViewer

Please wait until your partner joins
the session.

www.teamviewer.com

Figure 68

4) On the end user side, once he selects the URL, he/she will be prompted to download the
TeamViewer Quick Support module as shown in the Figure below (for the case of
connecting to a Windows PC).
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&) download.teamviewer.com %

TeamViewer is downloading
now and will take you to the
session automatically...

You are not in the session vet? Try 3gain

Do you want to run or save idc2azch7z-i (782 MB) from i ?

Q5.

@ This type of file could harm your computer. Run Save ¥ Cancel
¢ typ b P ®100% ~

Figure 69

5) Once the Quick support module is downloaded and launched a pop up asking the user to
Allow the connection is shown and the connection is established.

=N

TeamViewer

QuickSupport

Allow Remote Control e )

Please wait until an IT support representative
joins the session

Session code
$92-410-641
Your name
Company Admin

Cancel

www. teamviewer.com

® Ready to connect (secure connection)

Figure 70

4.3.4 Closing remote control session

Once the remote control session complete, the supporter needs to close the session.

1) Click on the “Close Session” button.
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TeamViewer Session Session History Connections

ETeamView.er l App Developer User (M l

Share 3

Join session as Admin Join as admin from browser

Session Number

s112-558-617

Valid until

Samstag, 12. Apr. 2025, 11:25

Customer Link

https://get.teamviewer.com/v15/5112558617

Supporter Link
https://get.teamviewer.com/v15/5112558617-ZJrNuNhZPVxC

Create new Session

l Close Session

Figure 71

2) After closing the remote control session, it will be look like as in following figure.

TeamViewer Session Session History Connections

E] TeamViewer Logicline Admin User ¢

Mew Remote Control Session

Meaw Assist AR Session

Figure 72

4.4 Assist AR Session

If the “Assist AR Session” option is selected in TeamViewer Administration page, the “New
Assist AR Session” button will be available in the TeamViewer section.

441 Create Assist AR session

Click on “New Assist AR Session”. Assist AR session will be created as you see in the
following figure.
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TeamViewer Session Session History Connections

@ TeamViewer Logicline Admin User (%

Share

Join session as Admin Join as admin from browser

Session Number
s24-365-401

Valid undil

Samstag, 10. Dez. 2022, 12:17

Customer Link
https://getassistar.teamviewer.com/s24365401

Supporter Link
https://get.teamviewer.com/v15/524365401-DHmbicl9yJIf

Create new Session Close Session
Figure 73

4.4.2 Share Assist AR session via SMS

1) Click on “Share” button. A popup will be displayed as in following figure.

* Phone Number should be in international format +<country_code><number> . Please ommit any

other characters e.g. parenthesis, spaces etc.

Send Invite Via Email

Figure 74

2) “Send Invite Via SMS To” option is checked by default. If a phone number is
provided in the related object (normally the contact) the field will be
prepopulated with it. If mobile and phone number values are provided in the
contact, the text field is get auto filled with the mobile value.

3) If no phone number is available, the field is left blank and the number the
TeamViewer Assist AR session will be shared with as to be entered manually.
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+ Send Invite Via SMS To

+919446342569

* Phone Number should be in intemational format +<country_cade><number> . Please ommit any
other characters e.g. parenthesis, spaces et

Send Invite Via Email

close

Figure 75

4) If an object has multiple related objects (e.g., account having multiple contacts),
the popup will be displayed as in the following figure.

Select Contact

Select
v Send Invite Via SMS To

* Phone Number should be in international format +<country_code><number> . Please ommit any
other characters e.g. parenthesis, spaces etc.

Send Invite Via Email

Figure 76

5) In this case selecting a contact from “Select Contact” drop down will get auto
populate by the mobile number/phone number.

6) Click the “Send” button.

7) The recipient will receive the customer link to join the remoter support session on
his phone.

4.4.3 Share Assist AR session via email

Assist AR session supports one more option for sharing and that is via email.
1) Select “Send Invite Via Email”
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v Send Invite Via SMS To

+919446342569

* Phone Number should be in international format +<country_code><number> . Please ommit any
other characters e.g. parenthesis, spaces etc

[¥]) send Invite Via Email

Reciplent E-Mail

deepu.soman@logicline.de

Figure 77

2) The “Recipient E-Mail” filed will be auto populated with the email address value
of the related object.
a. If “Allow Custom Recipient?” check box is not checked for the object in
Custom Metadata Types, the “Recipient E-Mail” field will be non-editable.
b. If “Allow Custom Recipient?” check box is checked for the object, a popup
will be displayed as in following figure. The “Recipient E-Mail” field will be
editable, and the session will be sent to the e-mail address entered.

v Send Invite Via SMS To

+919446342569

* Phone Number should be in interational format +<country_code><number> . Please ommit any
other characters e.g. parenthesis, spaces etc

[¥] send Invite Via Emaill

Select E-mall Template

Select

Recipient E-Mall

deepu.soman@logicline.de

Figure 78

c. If an object has multiple related objects (e.g., account having multiple
contacts), the popup will be displayed as in following figure.
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Select Contact

~Select—

v Send Invite Via SMS To

* Phane Number should be in international format +<country_code><number> . Please ommit any
other characters e.g. parenthesis, spaces etc

[¥) send Invite Via Email

Select E-mail Template

~Select—

Recipient E-Mail.

Figure 79

3) In this case selecting a contact from “Select Contact” drop down will auto
populate the email.

4) Click on the “Share” button.

5) This will send the Assist AR session to recipient via both SMS and Email.

6) If you want to send the session only via email, uncheck the “Send Invite Via SMS
To” check box.

4.4.4  Starting the Assist AR session

1) Click on the supporter link or “Join session as Admin” button to start the Assist AR
session.
2) From customer side, click on the session link received via either email or SMS.

4.4.5 Closing a Assist AR session

Once the Assist AR session complete, the supporter needs to close the session.

1) Click on the “Close Session” button.
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TeamViewer Session Session History Connections

TeamViewer Logicline Admin User ¢

Share

Join session as Admin Join as admin from browser

Session Number

s24-365-401

Valid until

Samstag, 10. Dez. 2022, 12:17

Customer Link
https://getassistar.teamviewer.com,/s24365401

Supporter Link
https://get.teamviewer.com/v15/524365401-DHmbicl9yJIf

Create new Sassion Close Session

Figure 80

2) After closing the pilot session, it will be look like as in following figure.

TeamViewer Session Session History Connections

E] TeamViewer Logicline Admin User (%

New Remote Control Session

Mew Assist AR Session

Figure 81

4.5 Create New Session

User is able to create new session either from Remote control session or from Assist AR
session.

4.5.1 Create a new session with remote control session enabled

In Administration page, only Remote control session is enabled and on creating new
session from an existing remote control session is always creating a new remote
control session.

1) Click on “Create new Session” button.
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TeamViewer Session Session History Connections

E] TeamViewer Logicline Admin User (%

Share

Join session as Admin Join as admin from browser

Session Number

<06-746-033

Valid until

Samstag, 10. Dez. 2022, 12:22

Customer Link
https://get.teamviewer.com/v15/s96746033

Supporter Link
https://get.teamviewer.com/v15/596746033-udDbSxQciMdT

Create new Session Closa Session

Figure 82

2) This will create a new remote control session with new customer and supporter
links.
4.5.2 Create a new session with Assist AR session enabled

In Administration page, only Assist AR session is enabled and on creating new
session from an existing pilot session is always create a new Assist AR session.

1) Click on “Create new Session” button.

TeamViewer Session Session History Connections

@ TeamViewer Logicline Admin User (%

Share 3

Join session as Admin Join as admin from browser

Session Number

s94-600-152

Valid until

Samstag, 10. Dez. 2022, 12:24

Customer Link
https://getassistar.teamviewer.com,/s94600152

Supporter Link
https://get.teamviewer.com/v15/594600152-spHytjDuEQzn

Create new Session Close Session

Figure 83

This will create a new Assist AR session with new customer and supporter links.
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4.5.3 Create a new session with both remote control and Assist AR sessions enabled

If both remote control and Assist AR sessions are enabled in administration page, the new
session will allow the user to opt for either remote control or Assist AR sessions. This
feature is available in both remote control and Assist AR sessions.

1) Click on “Create new Session” button.

2) Click on “New Assist AR Session” will create a new Assist AR session.

3) Click on “Remote Control Session” will start a new remote control session.

Confirm Session Type

Figure 84

4.6 TeamViewer History

The history of all the sessions created for the selected record will be available under History
tab.

1) Click on “TeamViewer History” tab.

Seeking access

Brionty Status ase Number
Medum New 00001187

Related  Details  TeamViewer  TeamViewer History  Connection Report

E Session History (2) o

Figure 85

2) The History tab lists all the sessions with its details like
a. Sessionid

b. Valid until

c. Type

d. State

e. Online

f. Customer link

g. Supported link
3) Click on the session id will open a popup with selected session’s details.
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Connection History

Deviceld Vv | Device Name v | Supporter Vv | Start Date Vv EndDate v Notes

394970062 App Developer User 19. Oktober 2020, 10:20  19. Oktober 2020, 10:20  case note

Figure 86

4.7 Connection Report

All sessions for a record and its details can be viewed from “Connection Report” tab.
1) Click on “Connection Report” tab.
2) The Start date will be selected based on the record creation date.

3) By default, it list already fetched connections. To get the latest connection use “Refresh”
icon.

4) You will be able to sort the list based on the date.

case
Seeking access

Related  Details  TeamViewer  TeamViewerHistory  Connection Report

v Type v | Deviceld v DeviceName v | Supporter v | StrtDate v | EndDate v | Notes v

Figure 87

5) If you select the Mobile view during the page layout configuration, it will be as
follows.

Seeking access + i | bee) | GasowE | v

Prioi . Cose Numbe:
Medum New 00001187

Related  Details  TeamViewer  TeamViewer History
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Figure 88

4.7.1 Connection report for Assets (Unattended connections)

A widget is introduced with the name “TeamViewer unattended connections” to
show all connections that were made to the asset placed in this parent object. The
connection will be shown only on request.

1) Click on the refresh icon.

Assat

Test3 Edit | Delste | Clone | w0
Accou Cantact Quantiy
9111528991 Test Contact &

Related Details E TeamViewer Unattended Access

Test: gl11528991
Test Contact &

976795208 HTeamvlewe« unattended connections
Staws Filters: All time » All activites - All ypes | @
uantiy Refrech « Expand All « View All
Price

~ Upcoming & Overdue
¥ Logidline Admin User, 15.07.2021, 10:12 Lact Mockied By 8 Logid h User, 0404.2022, 0925

No next steps
70 get things moving, add 2 task er set up & meeting.

No past activity, Past mestings and tasks marked as done show up here.

Figure 89

2) The connection report for the selected device will be displayed based on the
configured desktop view or mobile view.

4.8 Companywide Connection Report

The companywide connection report shows all TeamViewer connections that were held in a
selected time frame. The companywide connection report is available for users with
administrator privileges.

1) Select “TeamViewer Connection Report” from the App Launcher.

App Launcher [ [ ] Visit AppExchange
App Launcher Cases Enhanced Letterheads Macros Scorecards

Approval Requests Chatter Files My Objects Streaming Channels

Assessment Indicator Definitions Consumption Schedules Forecasts Opportunities Tasks

Assessment Task Definitions Contact Point Type Consent Groups. Orders TeamViewer Connection Report
Assessment Task Orders Contact Requests Home Org Metrics TeamViewer MyDevices

Assets Contacts Images People Teamviewer Administration

Authorization Form Contracts Individuals Price Books User Provisioning Requests

Authorization Form Consent Dashboards Leads Products Visits

Authorization Form Data Use Data Use Legal Basis Lightning Bolt Solutions Quick Text

Authorization Form Text Data Use Purpose Lightning Usage Recommendations

Calendar Duplicate Record Sets List Emails Recycle Bin

Figure 90

2) You will be able to filter the report based on the date.
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o o s

£33 Sales  wome Opportunities v leads v Tasks v  Fles v Accounts v Confacts v Campaigns v  Dashboards v FReporfs Chatter Groups Calendar v  People v Cases v ° TeamViewer ConnectionR.. X Maore ¥ #
1
*End Date 1
] 18102024 s [¢]
Racoed v | session code v | e v | Desteste v | Devics Mame 2 spperr v | strtDete v | endDate v | Notes [V — v

NA Remote Control Unattended 1343506408 348505406 App Developer User 17. Oktober 2 [+

N attended 1343506408 loper User 17. Okt [+

[ attended 1343506408 1348806408 App Developer User 15. Oktober 2024 um 20:55 [+

B p Rem 15696408 seas0408 App Developer User 15 0

WA 4 1343806408 348506408 app Developer User 17, Okt =

Figure 91

4.9 TeamViewer Reports

The TeamViewer package is available with 2 reports by default — TeamViewer Connections
and TeamViewer Session and Connections

1) Click on the “Reports” tab.

2) Click on “All Folders” option from the left side menu.

o v ecEmemmx- @ 2 ¢ 4 &3
::g Service Mome Chatter Accounts v Contacts v Cases v Repomts v Dashboards v  MyObjects + <

Reports
Recent Q ses e New Report (Salest assic) | @
2items
REPORTS Report Name. v | Description v | Foider v | Created By v | createdon v | Subscrived
Recent v
Created by Me
Mooy e B 187.2020,6:09 =

Private Reports

Public Reports.

All Reponts

Figure 92

3) Select the latest created reports “TeamViewer Reports”.

L v Qs cmeEzma*- @ ? ¢ & B

D Service wome Cramr Awm v Comacw v Cems v Aeorm v Dabowm v MyODcE v «

Reports

All Folders Q Search all foiders NewReport  New Report (Salesforce Classic) | @ -
2 ems
REPOR Mam v | created on ~ | Last Modified By v | Last Modified Date ~
Recent - 322021, 949 Logiciine Aamin Uses 322021, 949 -
e oy ae 322025, 1001 { 322021, 1001 .

Private Reports
public Reports

All Reports

FOLDERS

All Folders

Figure 93

4) It will show the available reports with the app.
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Contacts

Casss » Repoms w  Dasnboards v MyObjects v

o (N D [ 2n e @

Service Home  Chatter  Accounts
Reports
All Folders > TeamViewer Reports
2 nemns.

- er Sessions with Co

Private Reports

Public Reports

All Reports

LDERS

1 oo

~ | Description ~

Q searchal

Folger ~ | Createa By ~ | createa on

Teamvies

322021, 1001

3230211001

Figure 94

New Report New Report (Salesforce Classic) o

~ | subscribea

5) Selecting “TeamViewer Connection” will open the report containing only

connections.

Service Home  Chatter  Accounts v

Contacts v

Cases v Reports v Dashboards v MyObjects v * Teomviewer Administrati..

Report: TeamViewer Connections
TeamViewer Connections

1168
& | Tost Contact2

5 | TestAccount1

6 | Testa

Tost Account 1

Tost Account 1 3-704-833

TeamViewer Connection: TeamViewer Service Case +

Type ¥ Deviceld v Device Neme (v  Supporter . Session Start Date v  Session End Date v

Notes

03022021,09

030220210956

te Control App Developer User

App Developer

19012021

femote Control App Devesoper User
App Deveioper User
App Deveiper Ussr Tost accaunt 1
App Developer User Tost accaunt 1
App Deveioper User 10 o
Romete Control o Devsloper User 1.0 Schedhulr
Remote Control App Developar User 16012021, 1521 test oce
Remote Control App Deveiopar User 160120211520
Remote Control App Developer User 1636 130120211636 2138 case 1168 test contact 2

Developsr User

0120211624 v2138

App Developer User

1618

21,1619 Test account 1

Figure 95

ParentRecordlink |+

Parent Record Link

Parent Record Link

Parent Recard Link

Parent Record Link
Parent Record Link
Parent Record Link
Parsnt Rocord Link
Parent Record Link
Parent Record Link
Parent Record Link

6) Selecting “TeamViewer Session and Connections” will open the report containing
all sessions details including the connections.

Home  Chatter

Service

Accounts ~

Contacts v

Search...

Alw | Q

Cases » Repors v  Dashboards v  MyObjects v  * Teamviewer Administrati.. ~ X

o, EE5T0 T

* Team Viewer Connection ... ~ X

Report: TeamViewer Sessions with Connections

TeamViewer Ses:

Total Racords

299

Service Case 1 ||| Customer Name 2
500-766-189 (1)

<00-899-307 (1) Contact Classic Normal Dec 16
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s00-986-074 (1)
s01-471-866 (1) Test Account 1
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01671633 (1) | TestAccount1
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s01-942-249 (1) | Test Contact 1
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Duration [

00:00:23

00:00:08

00:00:17

00:00:11

00:00:9

00:00:20

Notes | | Session Start Date [ Session End Date |~ Parentld

“

Supporter -

v2.138 - Test account 1 13012021,1618  13.012021,16:19 AppDavelopar User  0013X000031ALXpQAO

- - 0033X00002wIAnDQAU

- - 0063X000019BAadQAG
Case test 1 14102020,1513  14.102020,15:13 App Developer User 5003X00001yTHbmQAG
Comment on October 16, 2020 16102020, 1646 14102020, 1446 App Developer User  0013X000031ALXpQAO
Account test
- - 0033X000020WbWQAE
- - 0013X000031ALXpQAO
- - 0033X00003NescQQAR

- 0033X00003NdIOPQAR
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Parent Record Name

ParentRecordLink [~

Test Account 1 Parant Racord Link

Contact Classic Normal Dec 16 Parent Record Link

My Opp Parent Record Link

00001161 Parent Record Link

Test Account 1 Parent Record Link

Abhilash Soman Parent Racord Link

Test Account 1 Parent Record Link

Deepu Seman Parent Record Link

Test Contact 1 Parent Record Link

Oppr Light Quick action Parent Record Link

Oppr Light Quick action Parent Record Link

Miriam Kunde Licke Parent Racord Link

Tearmviewer Account - May 13 Parent Record Link

00001009 Parent Record Link

Burlington Textiles Corp of America  Parent Record Link

Bertha Boxer Parent Record Link

Sample Parent Record Link
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4.9.1 Importing the report data from the TeamViewer Backend

To keep the data between the TeamViewer backend and salesforce synchronized 2
new options are introduced in the TeamViewer Administration section:

Schedule Connection Report Update
Scheduled Job to update connection repart from the backend needs to be activated. Ge to Setup and schedule Upda

i Synchronize connections with TeamViewer backend

Anection entris from Teamyiswer backend,

Figure 97

Schedule Connection Report Update

A scheduler has been introduced that fetches the data from the TeamViewer
Company’s account (set by the administrator) from the TeamViewer backend. This
scheduler should be set and executed after the update.

1) Admin is allowed to update the connection report manually by clicking the
“Execute” button.

Schedule Connection Report Update

Scheduled Job to update cannection report from the backend needs to be activated. Go to Setup and schedule UpdateConnectionReport class.

Figure 98

2) Admin can also schedule the connection report update by setting up it via
“Setup” link.
a. Click on “Setup” link.

Schedule Connection Report Updats
Scheduled Job to update connection report from the backend needs 1o be activated. G to Setup afd schedule UpdateConnectionReport clas :

Figure 99

b. Click on “Schedule Apex” button.

. Search Setup e CAEEDR - 2aa@

81 Setup  Home  OvjectMamager

E Apex Classes

VUl Factor Authanication Assitant Apex Classes s e s @

ADMINISTRATION

Users
y e e Prefix Size Witho Commentbmimattbicas  HeTecFees
> oam ™
> Email e

a3

3535 5¢

PLATFORM TOOLS
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Figure 100

c. In Schedule Apex page give the following
i) Valid Apex name.
ii) Select “UpdateConnectionReport” from Apex Class picklist.
iii) Frequency — Weekly or monthly.
iv) Start date.
v) End date.
vi) Preferred time.
d. Click on “Save” button.

. search sep monmm e ? s e @

31 Setup  Home  ObjectManager v

serup
Apex Classes

N
Schedule Apex vaip o e g @

Seneduls BN Apex CIEsSS At IMplEmEnts e ‘ScnesUIBDIE’ (MeEMAce 1o be AUBMANcally executed on 3 Wesky of MoNTly menva:

deumane | Team\iewer Connection Ref|

“s | DpdateConnectionReport | &I
o Exezuicn

Freawener ooy

) Monirly
ADMINISTRATION -

> Users

> Datz

> Email

PLATFORM TOOLS

> Apps

» Festure Settings. st

«t [25.022022 | raseaaeaz)
> Einstein =a 25032022 | (2802202)
Preterea san e [ETIE

Exact start ime wil depend on job qusue actty,

Figure 101

e. Under “Scheduled Jobs” section admin can see the newly scheduled job.

. o (0 [~ 2 a @
Q sched serup
ﬂ Scheduled Jobs
v Sales ¥
v Products All Scheduled Jobs p——
Product Schedules Settings The Al ol h

Figure 102

Synchronize connections With TeamViewer backend

This functionality is needed to synchronize data between the data format in the
older versions of TeamViewer’s salesforce plugin.
1) Click on the “Execute” will open a popup.
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This is appl
package. Are you

Figure 103

2) Accepting “Yes” will synchronise the connections with backend.
Note: Please note as it was formerly possible to see data from sessions
created in other salesforce orgs it can be that there are orphaned entries
now, these can be shown and removed

4.9.2 Create Reports with TeamViewer and Salesforce data

TeamViewer offers two pre-configured reports for data generated by the TeamViewer
sessions and connection within the TeamViewer app. This guide shows how to create reports
within Salesforce with data across different objects using TeamViewer data and data provided
from Salesforce.

For this, 3 steps are needed:

1) Add a field in the TeamViewer TeamViewer Session object.

2) Create a process that fills the newly created field.

3) Create a custom report type using the linked data.

4.9.2.1 Add a field in the TeamViewer TeamViewer Session object

The data field used to link the objects needs to be stored in the TeamViewer Session object.

1) Go to Setup -> Object Manager and search for TeamViewer.
Search st Fo22c8@

ses [l
:2: Setup Home  Object Manager

2 Object Manager

3 Items, Sorted by Label

§ LABEL - API NAME TYPE DESCRIPTION LAST MODIFIED DEPLOYED

Store the Teamwiewer session details and link that to parent

TeamViewer Connection sfty_Teamviewer_Generic_Session_Detail_c Custom Object
record using Parent ID field,

08/02/2021 v v

This is a generic object to store the case details created in
TeamViewer Session sftv_TeamViewercase_c Custom Object TeamViewer. Can be linked to any sales cloud and service 08/02/2021 v v
cloud objects like Leads, Accounts, Contacts, Opportunities etc

TeamViewer Session(Deprecated) sftv_Teamviewer_Session_Detail _c Custom Object 08/02/2021 v -

Figure 104

2) Select the TeamViewer session Object and select Fields & Relationships from the
navigation bar.
3) Click “New” and create a field with following parameters by going through the wizard:
i) Stepl: Select Lookup Relationship.
ii) Step2: Related To: the parent object you want to use for linking, e.g., Account or
Case.
iii) Step3: For fieldname use the name of the Parent object in step2
(recommendation) and use defaults or set the other fields to your needs.
iv) Step4: Use defaults.
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v) Step5: Untick the checkboxes as this information is not needed to be displayed.

4.9.2.2 Create a process that fills the newly created field
Go to Setup -> Process Automation -> Process Builder and select “New”.

a. Fillin the fields and select “A record changes” when to process should start.

New Process

Process Name™ APl Name™ @
UpdateSessionsWithCaselnformation H UpdateSessionsWithCaselnformation

This field is required. This field is required.

Description

This process adds informtion of the case to the session object

The process starts when ™

A record changes

This field is required.

Cancel Save

Figure 105

b. Click on “Save”.
c. Select an object in the following screen, in our case TeamViewer Session.

Choose Object and Specify When to Start the Process

Object* @@

TeamViewer Session

Start the process ™

only when a record is created

o when a record is created or edited
» Advanced

Figure 106

d. Click on the diamond symbol in the flow diagram to define an action criterion and set
the following parameters:
i) Execute when conditions are met
ii) For field select sftv_TeamViewerCase_c
iii) Operator: “start with”
iv) Type: “String”
v) Value: select the 3 beginning digits of the parentID, this can be found e.g., in the
URL of the browser when looking at a parent Object (e.g., an account):
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# Process Builder | Salesforce ®X @@ 3023X000022MDwo | Salesfc X | @8 Test Account 1 | Salesforce x| @@ TeamViewer Session | Salesic X +

< > O @ | Q 8 = B hitpsiiga-teamviewer-dev-ed.lightning force.comightning/riacco * 001 3000031 ALK \.ih:‘ o |
© You Have Lightning Components Debug Mode Enabled. Salesforce is slower in debug mode. Ask your admin how to disable il, o see  Enable Debug Mods

. Al v Search Accounts and more, 2 82516 436.45 K3

wes . .

20 Service Home  Chatter  Accounts s+  Contacts s  Cases -+  Reports -~  Dashboards -~ My Objects -«

Account )
Test Account1 & + Follow Edit
Type Phane Website Account Cramer Account Site Industry

t‘* Logicline Admin User g

Figure 107

e. The criteria definition should then look like this:

START Define Criteria for this Action Group

Criteria Name* @

ParentlD

Criteria for Executing Actions*

© Conditions are met

IMMEDIATE ACTIONS W s Formula evaluates to true
/' AddCaseRelation No criteria—just execute the actions!
FALSE + Add Action Set Conditions
Field* QOperator* Type* Value*®
. [sftv__TeamView...Q, Starts with v String - 500

+ Add Row

+ Add Criteria TRUE IMMEDIATE ACTIONS
Conditions ®
° All of the conditions are met (AND)
FALSE Any of the conditions are met (OR)
Customize the logic
sToP > Advanced

Figure 108

f. In the flow diagram click on “immediate action” and set the following
parameters:

i) Criteria for updating the Records: No Criteria

ii) Field: select the field that was introduced in Step one to the session object
iii) Type: Formula

iv) Value: [sftv__TeamViewerCase__c].sftv__ Parentld__c
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START Update Records o

Action Name* @

Set Account lookup to parentid

Record*

[sftv__TeamViewerCase__c]

ParentRecordld
is related to
account

TRUE IMMEDIATE ACTIONS W sToP

Criteria for Updating Records*

Updated records meet all conditions

FaE + Add Action © No criteria—just update the records!
Set new field values for the records you update [sfgmﬁir\!:;werl:ase7(] sis
Field* Type* Value*
Account v Formula A [sftv__TeamViewerCase...
+ Add Crite TRUE IMMEDIATE ACTIONS
+ Add Row [sftv_ TeamViewerCase__c].sftv_ Parentld_c
d
Figure 109

g. Click on “Save” and activate the process.

From now on all created sessions will be available for reports in the salesforce report
section in the service cloud

Note: To add the information to existing records the following script can be executed and in
the development console. It will access the entries once without changing the containing
data

List<sftv__ _TeamViewerCase__c> cases = [SELECT Id FROM
sftv__TeamViewerCase_ c];

update cases;

4.9.2.3 Create a custom report type using the linked data

To show the Report with linked data go to Setup -> Analytics -> Reports Dashboards -> Report
Types
1) Click continue and select “New Custom Report Type”.
2) Choose the object you want to show the linked data with TeamViewer and salesforce
(the one you also used in step 2) a primary object.
3) Fillin the form with meaningful information.
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New Custom Report Type

Step 1. Define the Custom Report Type

Report Type Focus

Specify what type of records (rows) will be the focus of reports generated by this report type.
Example: If reporting on "Contacts with Opportunities with Partners,” select "Contacts” as the primary cbject.

Primary Object I[ Cases - ]

Identification

SR Dl || TVsessionsAndCases |

LEE IR I TVsessionsAndCases s

Note: Description will be visible to users who create reports.
DL Showing linked data between Jeamyigwsr session and galesfrce cazes
Y

Store in Category I[ Other Reports v

Deployment
A report type with deployed status is available for use in the report wizard. While in development, report types are visible only to authorized inistrators and their del

Deployment Status (@) In Development

() Deployed

Figure 110

4) Click on “Next”

5) Inthe form select “Teamviewer Sessions” as related object and select the second
option for the A to B relationship

6) Click on “Save”

Mew Custom Report ype

TVsessionsAndCases

Step 2. Define Report Records Set

This report type wil generate reports about Cases. You may define which related records from other objects are returned in report results by choosing a relationship to another object.

A B
LY Cases
Primary Object
TeamViewer Sessions = E
A to B Relationship:
@— ch "A” record must have at least one related "B” record.
AT records may or may not have related "B” records. A B

(Click to relate another object)

Figure 111

7) Select to fields which should be available for the report in the layout editor.
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SETUP
Report Types

it Properties | | Create New Section
Hot in Page Layout
Used in Page Layout

e o]
Account Name: Asset Busness Hours. Case 0 prar——
o Cose umeer Case Orign Case Ouner Cass Resson oL L
chossa clsed by sel. clssavmenc. comtetrut -
Contact Hame: Created By Customer Lnk DateTime Clo. Ad ieids related -
DatelTime Ope. Descriptbn Enttioment Entboment P TeamViewer Sessuns Fiekds [Fageidl]
MextPage + |

[Rr—r Eacaies crastsa Serven case
Customer Link Last Modified. Teamiewer Se. Last Modified.
Supporter Link Type. ToaniewerCas.. Servce Case
Paren Recers. e sersars.. Puan case ronty
Group e case Product SetServies
Created By Service Cose Servce Cose Is Pt Sess,
Servios Cont p—— Owner Last it Frr—
e i Acive Custome Emat stssped
Last Modified Stopped Smce. Supect Supporter Link
Type Habted ‘Viskle in Se. Customer Hame
Parsna o campany ao cnsa e nams
Web Phone Creoted Dot

Figure 112

8) Afterwards the new record type is available in the Salesforce Report section and can
be used to create dashboards.

4.10 Eventlog

TeamViewer provides the ability to create event logs for events which are generated during
a session. They are available for the session info widget and shown as soon as a connection
selected.

1) Click on the down arrow button in connection history.

2) Click on View log.

Connection History

Deviceld v  DevicaName v  Supportr ~ | StartDate v EndDate v

899512943

App Developer 04, April 2022 o4, april 2022,
User 1221

899512049

Figure 113

The log will be displayed with event and time.

4.11 Enable Unattended Access to Registered Devices

User is able to enable unattended access to registered devices in salesforce which
have a matching entry in the “TeamViewer MyDevices”.

1) In Administration page, admin can configure “Match unattended devices groups
with account” option.

TeamViewer for Salesforce — Configuration Guide https://www.teamviewer.com/en/integrations/salesforce/ Page 61 of 84



Using TeamViewer for Salesforce °

v T setting

Figure 114

2) Ifitis not checked, then device’s alias name is used to match against asset name.
3) Ifitis checked, device’s alias and group name id is used to match against asset
name and account name.

B i 5 | oo | cme I

Related
Details B TeamViewer Unattended Access

E,] TeamViewer unattended connections

v Upcoming & Overdue

Figure 115

4) In Administration page, admin is allowed to update the TeamViewer ID manually
by clicking the “Execute” button.

Schedule Asset TeamViewer Ids Update .
Seheduled Job to update Asset TeamViewer ids needs o be actvated. Go to Setup and schedlule UpdateDevicelds dass

Figure 116

5) Admin can also schedule the TeamViewer ID update by setting up it via “Setup”
link.
a. Click on “Setup” link.

Schedule Asset Team

er Ids Update
Scheduled lob to ewer Ids needs to

Figure 117

b. Click on “Schedule Apex” button.
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Setup  Home  Objectmanager v

Q Quik TP
B Apex Classes
Setup Home
Service Setup Assi I e
Wt actor Adrentiaion Asssart ||| APEX Classes
Release Updates Apex Code is an obiect oriented programming language that allows developers o develop on-demand business apicaions on the Lightning Platiorm

Lightning Expenence Transition (20 vercst o ape s o -
assistant | &9 Vou'sre comeatsy

@aT 1 your organczaton. out ofan allowed i o § 000 000 characters Note that the amount n uss Apex Glasses ang raniz
New salesforce Mobile App QuickStart
Esfimale your o0anizalon's code Gavsrave [§
ightning Usage
Optimizer
<Prevcus Page | Nast
ADMINISTRATION A1 1040 | EIEISIWILIKI IR O3 RI0 | RIAETIVAN] RI¥ 12 s
Developer Console) | New] | Generate from WSDL| | Rum AN Tosks| | Schecuie
> Users -j fe
Action Name > Namespace Prefn Roiversion stz Size wienoue e By Has Trace Fisgs
L Eat , accout 1 s 0 Acte e Teamiewer for Sajestorce, 04 04 2022, 0807
> Email Edi| Securty %) AssetSaiector o 520 Actve 928 Teamviewer for Salestorce, 04 042022, 05.07
Edi | Secunty b Al " 520 Aewve s Teamviewet for Salesforce, 04,04 2022 08,07
PLATFORM TOOLS
Ean Secunty o BakhSenosies Y %0 Actve 1478 Teamiiewes for Sslesforce, 04042022, 08,07
>itpes Eat Socuy by CatBackom e w0 Actve 2420 Teamiewes for Salesforce, 04,04 2022 08,07
> Feature Settings Eat 4, ColBackom Test st 190 Achve 1870 Teamiewer for Salesforce, 04 042022 08,07
i 1| Secuty ) CaseConwoter v o 2 cojcine Admen User 04 042022, 0747
5 Einstein Ed | Secuily an 360 Aciwe 653 A 04042022,07-4
Eat 4, CaseContorertast " 80 Actve 5581 Logicine Agun User 04 04 2022, 0747

Figure 118

c. InSchedule Apex page give the following details

i) Valid Apex name

ii) Select “UpdateDevicelds” from Apex Class picklist
iii) Frequency — Weekly or monthly

iv) Start date

v) End date

vi) Preferred time

Click on “Save” button.

ch Setup

@2oa®

Home  Object Manager

Q, Quick Find SETUR
Apex Classes

Setup Home

Service Sstup Assistant

! Schedule Apex

Schedule an Apex ciass hal implemants e 'Scheduiable’ inlartace 1o be automalicaly execuled on a weekly of monnly interva:

Multi-Factor Authentication Assistant

Release Updiates

Lightning Experiencs Transition
Assistant

Name
Hew Salesforce Mobile App QuickStart e || Upsat=DevicaiD
Lightning Ussge Aoexless | UpdateDevicelds a)

Schedule Apex Exscution

Canorl

Optimizer Froquency o
@ weekly Recurs very week on
O Monttty
ADMINISTRATION suncay
3 Users 2 Menazy
> Data 2 Tuesday
R 2 vioanesaay
& Thumsday
PLATEORM TOOLS
> Asps [ Satrcng

> Feature Settings san 0604200 | [osoazem)

5 Einstein s 05052022 | romes2e2)
» Objects and Fiekds freerea s tme (TG0 <)

> Events

Excact stast time il depend an job quewe acivty
» Process Automation
5 Userinierizce

~ Custom Code save | [Cancet

Figure 119

e. Under “Scheduled Jobs” section admin can see the newly scheduled job

Home  Object Manager

€U
ﬂ Scheduled Jobs

I All Scheduled Jobs

Schema Settings

v Feature Settings

The All Scheduled Jobs page ists al of the jobs schaduled by your users. Multpl job types may display on his page. You can delete scheduled jobs if you have the permission to do so
v sales
View: [R5 Somadued Joba ) Geaae New Vew
v Products
LiMINO(PIOIRISITIUIVIW 2 ovec 1

Product Schedules seftin
odhct Sehpickies Settings Acon r— Sutmites By pr— Trve

+ Objects and Fields ool Metalics Data Loader Job for Org - 00D3X000001uBpE inisator, Salestorce 12062021, 0359 Autencmous Data Loader Job

el Metaiytcs Dataflow Runner Job for Org - 00DIX000001uBpE nistraor, Salesforce 091020210225 Autonomous Data Flow Job
Schema Builder

Manage | Del_UpdateConnectonRepont ‘a0me User Logicine 04042022, 1013 Schecuies Apex
~ Environments. Manage | O ‘Agmin User Logicine 06.04.2022,06.45 Scheduled Apex
v Jobs A cirlein KiLiw Plairis|T " 2 over AW
Scheduled Jobs
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Figure 120

6) After the update, the asset gets assigned the corresponding TeamViewer ID and
“Connect” button gets enabled.

» a seonh asr2eca
31 Service  Home Chatter Accounts v Contas v Cases v Reports v Dashboards v MyObjects v Teanmiewer Administration ~ X * festdsset|Asvet v X o
=] S it | oeletz | Clon |

TestAsset - Defere | Con h

Account Contact Quantit

TestGroup Test Contact &

| Related  Details  XAssist E TeamViewer Unattended Access
Ascet Narme TestAssst ' Account s
Broduct # Contect @ N —/
B TeamViewer Unattended Connections Il
Serial Number £ Compeitor dsset s —
TeamViewer kd 76766747 £ Purchase Date 4

Figure 121

7) Click on the “Connect” button will generate a connection link with the format
teamviewerapi://remotecontrol/?remotecontrolid=<deviceld>&thirdpartyname=
<thirdpartyName>&thirdpartyid=<thirdpartyld>

a. devicelD = TeamViewerld
b. thirdPartyname = tv.salesforce

c. thirdpartyid = <OrglD>-<ParentID>

4.11.1 VPN Connections for Unattended Access

User can use VPN connection mode for the unattended connections. To use it

1) Click on the downarrow near the ,, Connect” button.

» [a soen @e2ead

235 Service Home  Chatter  Accounts v Contacts v Cases “  Reponts “  Dashboards v MyObjects v Teamviewer Adminisiration ~ X * TestAsset | Asset v X o

m Assef
TestAsset
<

| Related  Details  XAssist i Ev-mvlnw-r Unattended Access connect

AssetName TestAsset # Account TestGroup 4

Figure 122

2) This will show another option ,, Connect via VPN“,

] whinsset

Aecount Contact
TestGroup Test Contact &

¥ Related  Details  XAssist  Connection Report Sessions  Connection Report
st Nome TestAsset £ s E_]“.mwm, [ somout o J
4 Cont ’
New ion
Nomber 4 Competitor Accet r
643643874 4 Buschase Date. s
4 Usage End Date s
7
# E Session History (0) [e
7
Legiching Admin User- 14.04.2022. 06:41 Last Modifed By Logid! n User. 30.04.2025, 0655
Description s

E,] TeamViewer Unattended Connections [

E TeamViewer Unattended Access

Ereamvlewercunneu To Partner Id

Figure 123
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3) Click on ,Connect via VPN“ will open a URL in new tab with mode=vpn.

4.11.2 File Transfer for Unattended Access

User can use Filetransfer connection mode for the unattended connections. To use it
1) Click on the downarrow near the ,, Connect” button.

2) Click on the ,,Connect vis File Transfer” button.

» Q search [~

231 Service  Home Chatter Accounts v Coefacts v Cases o Reperls v Dashboards v MyObjects v * TestAsser| Asset X

Related  Details  Xassist  Connecticn Report Sessions  Connection Report
Testasset ’ ] = -
rd £
s s
643643874 I ra
rd ra
Y
’ H Session History (0)
Prce ra
Crested By B Looie 1 User, 14.04.2022, 0641 Lact Mockfied B
Deseription

E TeamViewer Unattended Connections

H TeamViewer Unattended Access

ET«mVim« Connect To Partner Id

Figure 124

4.12 TeamViewer WEB based Version

TeamViewer has created a web based client. This client allows supporters/admins to
join sessions out of a browser window.

1) In TeamViewer Administration page, admin can configure “Allow Web Based
Client” option.
2) By default, it is enabled.

Connectvia VIN

Connect via File Transier

e ) eEDEEmi- B ? ¢ & @

231 Service  Home  Chatter Accounts v Contacts v Casts W Reports v Osshboards v MyObjscts v * Teamwiewer Administration v X

v 1 Setting

° Script Token

Figure 125

3) Ifitis disabled, both Remote Control and Pilot session will work as normal.
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4) Ifitis enabled, both Remote Control and Pilot session will be having a new button
“Join as admin from browser”.

o : oo (0 EEE |- - (o

2 Sevice Home chamsr acoums v Conan v | Gmm v Repos v Dashbowds v wyobjs v °

Case
Test case

Priority ot a5e Number

Mediurn New 00001207

“Start Date “End Date
()

01082022 &

3

E TeamViewer o Share

Figure 126

5) Clicking on this button will allow the supporters/admins to join session out in a
browser window. TeamViewer client installation is not required for supporter in
this case.

4.13 Optional Session Context

In normal case when a session is created, the app sends the context information like
customer name, email, description to the TeamViewer backend. Admin can deactivate
this feature.

1) In TeamViewer administration page, there is an option “Share Context Information
with TeamViewer backend”.
2) By default, it is checked.

» EmEmmE- @ 2 w8 @

x (]

i3 Service  Home Chater Accounts v Conlack v Cases v Reporis v Dashboards v MyObjects

v i Serting

© scipeToen

Figure 127

3) Ifitis checked then, on creating a session, context information like customer
name, email, description will get shared to TeamViewer backend.

4) Ifitis unchecked, on creating a session, context information will not get shared to
TeamViewer backend.
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4.14 xAssist Call and Report

To use the xAssist call and to get the reports, you need to set up the frontline administration
end point.

4.14.1 Frontline Administration setup

1) Load Frontline Administration tab.

» - mEnEEm- @ 2 2 & & @

31 Service  Home Chner Acow v Conck v Caes v Rapors v Oubboads v MyObecs v | - Admemmion v X °

(41} Connect Salesforce to Frantline Server recute |

Named Credential 1o connect Salesforce with your Frontling Backend must be et up. The API Could NOT be accessed

Frontline Server URL |

) Schedule Frontiine Call Report Update

Frontline server credentials are not configured, Please configure it to enable the functionality

Figure 128

2) Fill Frontline Server URL, Username and Password and click on “Execute” button.

° Connaect Salesforce to Frontline Server

Named Credential to connect Salesforce with your Frontline backend set ug comectly, The APl could be accessed.

er URL: itps:frontinewarker. comsslesforce logicine-dev

(A1) Schedule Frontline Call Report Update 2=
Figure 129
4.14.2 xAssist Call
1) When you load the “xAssist Call” tab for first time it will look like.
L .

XAssist Call XAssist Report

EI-] xAssist Contacts Login to xAssist
Figure 130

2) Clicking on “Login to xAssist” button will load a new browser tab with Frontline login
page.
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a TeamViewer

Frontline

Sign in to Frontline

Figure 131

3) Enter username, password and click on “SIGN IN” button and you will get logged into FCC
page.

4) Click on TeamViewer Salesforce browser tab and refresh the page. xAssist contact list will
be displayed with all contacts from API.

5) The contacts who are online will have a “Call” button and the contacts who are offline will
have a “Notify” button.

6) The call list will get updated automatically every 5 seconds.

7) The call widget also has an option to invite an external user.

XAssist Call XAssist Report

xAssist Contacts

@ logicline
Figure 132

4.14.2.1 Notify user

1) Click on “Notify” button of an offline user.
2) An email will be sent to the user with option to join the call.
3) A new tab will be displayed with Frontline Command Center to initiate the call.
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4.14.2.2 Call user

1) Click on “Call” button of an online user.
2) A call request will be sent to the user.
3) A new tab will be displayed with Frontline Command Center to initiate the call.

4) An email will also be sent to the user.

4.14.2.3 Invite external user

1) Clicking on “Invite external user” button will open a popup to fill the Name and option to
fill the phone number and email.

* Full Mame

Send invite via SMS to the following phone number

Send Invite Via Email

2) You can send the invitation either via email or via SMS or both. For that select the
checkbox for SMS or email or both.

Figure 133

* Full Mame

¥| Send invite via SMS to the following phone number

* The phone number should be entered in the following format +<country_code» <number> . Please omit

any other characters e.g. parenthesis, spaces ete.

Send Invite Via Email

Custom Recipient E-Mail:
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Figure 134

4.14.3 xAssist Report

The reports generated for xAssist calls can be viewed in xAssist Report tab.
1) Click on the “xAssist Report” tab.

XAssist Call XAssist Report
Eh] xAssist Call Report
Attachments (0) A

., Upload Files

Or drop files
Figure 135
2) Click on “Refresh” button.
KAssist Call XAssist Report
Eh] xAssist Call Report
Attachments (1) v

a XAssist-Call-Report-5003X00002drEv3QAE.pdf

14122022 « Attachment

m
I

Figure 136

4.14.3.1 Manual Report update

1) You can manually update the xAssist reports on the Frontline Administration page.
2) Click on “Frontline Administration” tab.
3) Click on “Execute” button.

Schedule Frontline Call Report Update |
Scheduled Job to update Frontine Call Reports nesds o be activated. Go to Setup and schedule LpdatefrontineCallieport cass.

Figure 137
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4.14.3.2 Schedule Report update

You can schedule the report update on the Frontline Administration page.
1) Click on “Frontline Administration” tab.
2) Click on “Setup” link.

(A1) Schedule Frontline Call Report Update =
Scheduled Job to update Frontling Call Repors needs to be activated, Go. \5 schedule UpdateFrontlineCallReport class,

Figure 138
3) Click on “Schedule Apex” button.

» wEDEED - @ 27 %8

Setup Home  Object Manager

SETUP
Apex Classes

Setup Home

Service Setup Assistant !

it Factor atbhentication scsisune ||| PPEX Classes e @
Lightning Experience Transition Porcontof Apsx Used: 0.28%

Agsistant You are currently using 16 642 characiers of Apax Code (BXCIUdIng Comments and OIgaNIZation, out of an allowsd Ima of 6 000 D00 characters. Note that the amount in Use INCIUCEs both Apex Classes ang TrgQers denned in your Srpancation

New Salesfores Mabils App Quickstart

Lightning Usage

Optimizer

ADMINISTRATION AlBIC B IEIFIGIHII 4 KILMINOIPIGIR STV WX

. Davaiapar Conzaie| | Naw| | Generate trom wsoL mnmﬂnul Sensauss Apex I
3 Users )
Acien Name + Namespace Prefix Apiversion  Suatus Size Wi Commants Last Magifed By Has Trace Fiags

> oata £on 4, aceount 1 st “oo acwe e Losising Adnin Usss 15.11.2022. 1551

> email o secumy b ametSeecte e 20 acke a8 Logiine Ao User 15 112022 1551
I ot Securty  oby Aamelt s 20 acwe o Logiine aome uses 15112022 1551

PLATFORMTOOLS o | Securty 4. macnmenteiecter s 50 e ™ Logiine Apnun User 13122022, 050§

> heps conisocumy iy Batehsehupstep . 8o acke ras

> Feature Settings EatSecurty o CatBacion oy w0 amwe 242 Leieins soms Uses 15 112022 1551

> slack o 4. Calmasei Test i 00 s 1870 Losiine Some User 15112022 1551

Figure 139

4) Fill job name and select “UpdateFrontlineCallReport” from the Apex class.
5) Fill in the other details and click on “Save” button.

mEnEmE [ @82 aa @

Home  ObjectManzger

Q Quick Find SETwp
Apex Classes

Setup Home.

Service Setup Assistant

! Schedule Apex

Schedule an

Multi-Factor Authentication Assistant

class that implements the 'Schedulable’ interiace to ba automalically axecuted on a weakly or monthly inferval
Release Updates o

Lightning Experience Transition
Assistant

New Salesfores Mobile App QuickStart seomame | UpdateFrontineCallReport
Lightning Usage mpexcizs | UpdateFrontineCallReport | ‘&)

Schedule Apex Exscution

save | [Cancel

Gptimizer Frenuency :
e Racurs svery weak on
ADMINSTRAT © Montny
ADMINISTRATION O sunasy
> Users G anasy
> Data 2 Tesaay
> Emai 1 wesnesoay
G Trursaay
PLATFORM TOOLS & Froay.
> Apps O sasay
> Feature Settings
¢ s |[12122022 | (1e1z202)
» Slack End 14012023 | [sa122022]
o Einstein Frtered St T 0200
» Objects and Fields
Ecactstar ime wil depend on job queus aclivly
> Events
» Process Automation
3 Userinterface o, [Comoni]

Figure 140

6) Refresh the Frontline Administration page.
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° Schedule Frontline Call Report Update [
Scheduled Job has been created

Figure 141

4.15 TeamViewer MyDevices

To access devices that are assigned to your TeamViewer account out of your salesforce
application. TeamViewer provides the MyDevices overview. From the App Launcher, select
“TeamViewer MyDevices”. In the tab a table with the devices is and if that device is online,
you will be able to see a Connect button in that row.

1) Click on Connect button will open a new browser tab with URL
“teamviewerapi://remotecontrol/?remotecontrolid=<deviceld>&thirdpartyname=<third
partyName>" where

a) deviceld is TeamViewer Id
b) thirdPartyname="tv.salesforce

TeamViewer MyDevices

MyDevices List

‘ @ User needs to be logged in to the same TeamViewer account as in Salesforce to be able to connect to the devices below.

Show| 10 ¥ | entries Search:
Alias 4 TeamViewerlD Groupid Description
723545944 9110135811 Device offline
Macbook 724266433 9110125211 Device offline
Teny Peter 724009197 978479111 Teny logicline
Test 978795207 0111528991 Device offiine
Test 978795205 9111528991 Device offline
Test3 978795208 9111528991 Device offline
Testd 978795210 9111528991 Device offline
Tests 978795211 9111528991 Device offline
Victor 978795204 9110135911
Vishnu 723545944 978479111 Vishnu logicline Device offline
Shawing 1 to 10 of 10 entries Previous ‘1_‘ Next
Figure 142

4.16 TeamViewer Session Notification

TeamViewer app provides a notification feature where the Salesforce user will get a desktop
notification when a customer connects to a TeamViewer session. The salesforce user can join
the session by clicking the notification. Below is the screenshot of the notification. Look and
feel will be slightly different in different browsers as the notification depends on browser.

TeamViewer for Salesforce — Configuration Guide https://www.teamviewer.com/en/integrations/salesforce/ Page 72 of 84




Using TeamViewer for Salesforce °

Teamviewear Session Active LR
Motification

Service Case Mumber 00001000

Subject: Starting generator after electrical

failure
Description:

c.eullvisual.force.com
Figure 143

To get the notification, you need to enable the notifications in browser settings. The steps to
enable notification might be different for different browsers. The notification feature is
available in Salesforce lightning, classic and console. But the configuration step is different for
each of them.

4.16.1 Enable TeamViewer notification in Salesforce classic

We have included a home page component for notification to show notification in
Salesforce classic. Below are the steps to enable the notification in Classic.

1) Assign home page component to a home page layout by going to Home Page Layouts
section in Setup.

Home Page Layouts el fortis Page @

This page allows you to create different tab layouts for the Home Tab.

AlBICIDIEIFIGIHITIJIKILIMINIOIPIQIRISITIUVIWIX]|Y|Z]|Other [AN

Page Layout Assignment | | New

Action Name + Created By Last Modified By
Edit| Del ~ Home page Arun Menon, 10/10/2017 12:15 PM Arun Menon, 10/10/2017 12:15 PM

AlBICIDIEIFIGIHIIJIKILIMIN|O|P|Q[RISIT|U|V|W]|X|Y|Z]|Other [AN

Figure 144

2) Click Edit in the home page layout where you want to add the notification component.

Edit Home Layout el fortis Page @

Choose the components to include on your home page layout
Layout Name | Home page

Select Wide Components to Show | = Reguired Information

Items to Approve Calendar

Tasks Dashboard Snapshot

Paused Flow Interviews.

Select Narrow Components to Show
Create New... Recent ltems

Messages & Alerts Custom Links

Tags. Customer Portal Welcome

TVSessionNotification (g

Next | Cancel

Figure 145

3) You need to tick the checkbox next to TVSessionNotification component to make it
available in home page.

4) In order to make the home page component to be available in all pages, we need to
enable that option in Setup -> User Interface.
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User Interface Hei fortris Page @

Medify your organization's user interface with the following settings:

User Interface

& Enable Gollapsible Sections.
@ Show Quick Create
& Enable Hover Details
¥ Enable Related List Hover Links
Enable Separate Loading of Related Lists
| Enable Separate Loading of Related Lists of External Cbjects | 1
 Enable Inline Editing
# Enable Enhanced Lists
 Enable the Salesforce Classic 2010 User Interface Theme

/b, Some features like Chatter require the Salesforce Classic 2010 user interface theme. Disabliing this theme automatically disables Chatter in both Salesforce Classic and Lightning Experience.
& Enable Tab Bar Organizer

& Enable Printable List Views

& Enable Gustomization of Chatter User Profile Pages | i

& Enable Salesforce Notification Banner

Sidebar

Enzable Collapsiple Sidebar
i Show Custom Sidebar Components on All Pages

Figure 146

4.16.2 Enable TeamViewer notification in the Salesforce console

We have included a console component in our package to show session notification in
Salesforce console. Below are the steps to enable notification in the console.
1) Edit the console app in which you need to include the notification

Apps Help for this Page &
An app is a group of tabs that work as a unit to provide functionality. Users can switch between apps using the Force.com app drop-down menu at the top-right comer of every page:

You can customize existing apps to match the way you work, or build new apps by grouping standard and custom tabs

| @ custom apps work in conjunction with User Profile Tab Visibility setings. View User Profiles now.

Apps Quick Start | | New | |Reorder| Apps Help (2
Action App Label Console Custom  Description
Edit Apo Launcher App Launcher tabs
Community Salesforce CRM Communities
Content Salesforce CRM Content
Force.com v Start Here
Marketing Best-in-cl; d d marketing
Platform The fundamental Force.com platform
Sales The world's most popular sales force automaticn (SFA) solution
Salesforce Chatier The Salesforce Chatter sacial network, including profiles ana feeds
Samole Console v (Salesforce Classic) Lets agents work with multiple records on one screen |
Senvice Manage customer service with accounts, contacts, cases, and more
Edit Site.com Build pixel-perfect, data-fich websites using the drag-and-drop Site.com application, and manage content and published sites.
Subtab Apps Subtab Apps Help (2
Action  App Label Description
Edit Profile (Others) The tabs dizplayed when Users view someone else's profile
Edit Profile (Self] The tabs displayed when users view their own profile
Connected Apps _New Connected Apps Help (2

Mo Apps found.

Figure 147

2) Select TVSessionNotification component in the section Choose Console Components and
add that to Selected Items.
3) The notification component will be added at the bottom right corner in Console app.
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Contscts[1] | Qpperiunites[1] | Cases[dl | OpenActivites[] | Activiy bistory (1] | Notes & Attschments [0l | Parnersfl]

Account Detail Eait | | Delete | Include Offtine | | submit for Approval

Resount Owrer [y enon ohance

Account Name  Dickenson ple [View Hierare hy] Phone  (785) 2416200
Fax  (785)241-6201
Website  hitpJidickenson-consulting com
Ticker Symbol

Parent Acsount
AccountNumber ~ CCB34267
Account site

Type  Customer - Channel Ownership  Private
Employees 120
SIcCode  E752

Industry  Consuling
50.000.000 €
1301 Hoch Drive Shipping Address 1301 Hoth Drive

Lawrence, K3 68045 Lawrence, K3 58045
Usa Usa
Created By Arun benon, 22/8/2017 324 PM Last Modified By Arun Menon, 22/6/2017 324 PN
Description
Edit | [Detete | nclude offine | | submit for Approval
E Contacts New Contact] Merge Contacts Contacts Help (2
Action  Contact Nams Title Emait Phons
Edit| Del Andy Young SVP. Operations 2 vouno@aickenson com (785) 2415200
Interaction Log Save Log| |Save & New Log| | Clear Log
Name | _none— ~ Related To | pccount: Dickensen plc i Enter your notes here.
subject | =

TV Session Notification

Figure 148

4.16.3 Enable TeamViewer notification in Salesforce lightning

In the lightning experience, to enable notification you need to go to Setup -> Apps -> App
Manager.

. Search Setup

Setup Home Object Manager

Q, Quick Find

Setup Home

Lightning Experience

ADMINISTRATION

Users
Data
Email
Go Mobile Visit AppExchange
PLATFORM TOOLS Prepare the Salesforce mobile app for your usars Extend Salesforce with the #1 business app marketplaca.
Apps
Get Started Get Started
App Manager
AppExchange Marketplace
Connected Apps
Most Recently Used
Installed Packages
10 items
Mabile Apps
NAME TYPE
Package Manager
Feature Settings System Administrator Profile
Objects and Fields ServiceCloudConsole Custom App
Process Automation B
Sites Custom App
User Interface
Collaboration Custom App
Custom Code
Environments Content Custom App
Integrations (BETA) Community Custom App
SETTINGS Marketing Custom App

httpsi//eull lightning force.com/one/one.app#/setup/NavigationMenus/home

Figure 149

1) The notification can be added only in Apps with App Type Lightning.
2) Edit the app in which you need to add notification.

3) When you edit the app, you will see a section Utility Bar.

4) Click Add and select Visualforce.
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& - C | Secure | httpss/eunt

@ ocme

Edit App

APP DETAILS 8 BRANDING  APP OPTIONS  UTILITYBAR  SELECT[TEMS  ASSIGN TO USER PROFILES

Utility Bar

Give your users quick access to commen productivity tools.

Utiity Barltems Aaa

v e

& notes -
Open CT1 Sotphone

B ouip

[ Recent ltems

@ Report Chart

B ricnText

w Custom (0)

— ) e g —

Daploy My Domain to see custom
components here

Figure 150

5) Provide a suitable label and select tvSessionNotification from the dropdown list for
Visualforce Page Name. Make sure that you tick Load in background when app
opens checkbox.

€ & C | @ secure | htps//eutLiightni 1507626677071

v @eome :

Edit App

APP DETAILS & BRANDING APP OPTIONS UTILITY BAR SELECT ITEMS ASSIGN TO USER PROFILES
*Label o

Visuatforce

Icon

4 falback X

Panel Width

340

Panel Height

480

Load in background when app opens

v Component Properties
Label

Leave biank for default

Visuaitorce Page Name

tvSessionNotification

Height (in pixels)

300

|

Figure 151
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4,17 TeamViewer Connect to Partner ID

1) To connect to a TeamViewer ID directly load any record detail page in which
“TeamViewer Connect To Partner Id” is already added.

2) If asset detail page is loaded and asset field is set in TeamViewer Administration page,
the Partner Id field will get populated with corresponding value.

3) If not, fill in a TeamViewer ID and click on “Connect” button.
» == @area ®

HI Service  rome chusr dwouns v Comms v | Gmm | nepons v Dwhbowds v wyobjads v - Rammieweradmiimton v X - muamalase v X

[ Fseapp-653 Test 7 + ot [ o [ oo

E-] TeamViewer app Developer User & |

=Ty

ro—

ession Number

~ TeamViewer History

E.] TeamViewer Connect To Partner Id

E Session History (1) @

connect | v
5112-3566
Created At: Ereitan 11. e 2075 1025

Figure 152

4) This will open a new browser tab with URL
“teamviewerapi://remotecontrol/?remotecontrolid=<deviceld>&thirdpartyname=<third
partyName>&thirdpartyid=<thirdpartyld>" where
a. deviceld is TeamViewer Id
b. thirdPartyname is tv.salesforce
c. thirdpartyid is <OrglD>-<ParentID

5) Click on “Launch Installed TeamViewer” and click on “Open TeamViewer”.

Note: The session made via TeamViewer Partner ID will be displayed with type as “Remote
Control Unattended” and session code as “N/A”.

4.17.1 VPN Connections for Partner ID

User can use VPN connection mode in TeamViewer connection to Partner ID widget. To use it

1) Click on the downarrow near the ,, Connect” button.

» HBe20a @

i Service Home Chatter Accounts * Contacts “ Cases “ Reports “ Dashboards v MyObjects v Teamviswer Administration v X TestAsset | Asset v X

case
E TVSFAPP-653 Test 7 4 Follo

[ esrver poe—— l

ccoon Number
a-617
il

12. Apr. 2025, 11:25.

ey

Create new Sessio Close Session
~ TeamViewer History
BTaamviewer Connect To Partner Id

E—] Session History (1) ¢ {

Figure 153

2) This will show another option ,, Connect via VPN,
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» Q seard ,.yaqz:n@

i3] Service  Home Chefter Accounts v Comtacts v Cases v Repos v Dahbomds v MyObjecs v festdmet|Asel X Feomyiewer Adminstation X

D case
235345436

Session Nurmber

v TeamViewer History i
Partner 1D Unattended Access

E'] Sessian History (1) [L‘ E'ream\rmm-rc\mnen To Partner Id
68820513
Created At: Freitag, 25. Apr. 2025, 15:58 235343436
Valid untik: Samstag, 26, Apr. 2025, 16:58
Type: Remote Control
State: Open
~ xhssist Call
Figure 154

3) Click on ,Connect via VPN will open a URL in new tab with mode=vpn.

4.17.2 File Trasfer for Partner ID

User can use File transfer connection mode in TeamViewer connection to Partner ID widget. To use it
1) Click on the downarrow near the ,, Connect” button.

2) Click on ,Connect via File Transfer” button.
» | a sexa ‘*"9?0"'6

832 Service  Home Chater Accounls v Contacts v Cases v Repors v Dasboads v MyObjects v - estdsset|Asset X * Teamviewer Administation v X °

B Case
235345436

et o - ¥
Create new session | | close session I

N

Partner ID  Unattended Access

< [ reamviewer Connect To Partner 14

235345436

Figure 155

4.17.3 Connect to Parter ID on Case

In normal case Connect to Partner ID in Casse record page works as mentioned above. But there is an
option to pre-populate the connect to partner id on case with the TeamViewer id stored on asset.
This is possible only is the asset is linked to the case. If an asset is linked on a case and it has a
TeamViewer ID linked to it, the TV id shall be displayed on the connect to partner id widget. This
overrules the settings in Administration page.

4.18 Support for Experienced Cloud

In experience cloud following 3 components are available — Session, Session History and
Connection report.

4.18.1 Add TeamViewer components to the experience cloud layout

1) In Salesforce, click on the gear icon on top right of the page and select “Setup”.
2) Load “All Sites” page.
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3) Click on “Builder”.

6 ou Have Lightning Componants Debug Mode Enabled. Salesforce is siower in debug made. Ask your admin how o disabie i, o see Enahle Debug Mode for Lightring Canp

Search Setup er(EREED |- 28 @
Home  Object Manager v
Q Allsites SETuR
All Sites

~ Feature Setiings

+ Digital Eperiences - - B

e l Digital Experiences stor Ta

| ansites | |

The st shows Experiance Cloud sfes i your org. Clcking on e URL takes you deecly o fhe sfe. I you'e nol 3 site member.the URL isa'l linked Archived sies arerit included in his list Check: the Di ‘ence app in Lightning your archived stex
Maximum number of published and unpuBished sites: 100

Didn' find what yeure looking fer?
oy using Global Search All Sites e

ams: Deserptan 3 s

sten
Werksaces c. L Ne—v— it 3. e vl cperson

2479 fores com Preview

Figure 156

=

Click on “Home” picklist and select the object in which you want to add the
components.

Home -|c ) =] 9 Publish  Preview

Pages
+ o=
Home ... -

Account Management

> Action Plan | Gaens Tempiate Header Botiom

> Action plan Template | Gsjec:

v Cese O WELCOME!

Case List
FEATURED DISCUSSIONS MY FEED

Case Related List
Contact Support
Create Record

> Dashbosrd | Sapeet

Emor @® NOTRENDING TOPICSYET
TRENDING TOPICS ARE THE MOST USED

Eeed Detail TOPICS FROM THE PAST HOUR

Figure 157

5) Click on the lighting icon.

i  CaseDetail ~  CaseDetal <~ b5} Q 2 Publish  Preview

Template Header Top

- * o=

Tempiate teager Botiom

Gonlent Header

case + Follow Edit Delste Change Owner | w

Prioeity Status Case Humber
Medium Newr 00001116,

Figure 158

6) Scroll down to view the “Custom Components”.
7) Drag and drop each component to the detail section.
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s @

Menu

Request Buttan & i, Template Header Botiom

Conlent Header

Content Foater

Tempiate Footer

Figure 159

8) Select each component and add value in “Community Prefix” field.

Case Detail v CaseDeml ~ ) O 9 Publish  Previen

Tempiate Header Top

Search SEARCH a e (Ussris7ie:

Tempiate Header Bottom

e TeamViewer

@S

Figure 160
9) This need to be filled in case you indent to use it in a community which has URL
suffix.

Note: To know the suffix, click on “Workspaces” in “All Sites” page -> Click on
“Administration” -> Click on edit icon

10) After filling the values click on “Publish” button.

il CoseDeull v  CaseDewmil <~ bs) [=] 2 Publish | Preview
n Tempiate Heager Top
Search.

$ HOME  TOPICS

Confent Header

+ Follow | Edit  Delete | ChangeOwner w

Priority Status Case Number
Medium New 00001116

E.] TeamViewer 1 Share

Figure 161
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11) This will open a confirmation popup and click on the “Publish” button in the popup.

Publish your site?

Publish changes to

® qa-teamuiewsr-devsloper-adition.eu29.force.com/s

 is locked while publishing. We'll send an email confirmation when your

Figure 162

4.18.2 View the TeamViewer components in the experience cloud

Once the components published, to view the components in experience cloud.
1) Open the Experience cloud URL.
2) Search for the record to be displayed and select it.

TVSEAPP-455 case §
Q. TVSFAPP-55 case 3" inga-TeamViewer

00001206

Dorftseeit?  Ask the communi ity

Figure 163

3) It will load the corresponding record.
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Case - - ~ -
TVSFAPP-455 case 3 + Follow Edit Delets ChangeOwner | +
Priarity t Case Number
Medium Maw 00001205
E TeamViewer 4 Shars

Session Number

521-917-415

Disnstag, 30. Aug. 2022, 15:37
Customer Link

it

1TemWsFFYn

w Session Cloze Session

E Session History (2) ¢

521-917-415

Montag, 2%, Aug. 2022, 16:37
Dienstag, 30. Aug, 2022, 16:37
Remate Control

Open

415
T415-1TemWsFFe]Jn

Montag 2 Aug 2022, 1624

Dienstzg, 30. Aug. 2022, 16:24

Remate Control
52

T-HOAnFRLESGR

*End Date
ol08.2022 = 30.08.2022 & o
SessionCode | Type w | Deviceld v | DeviceMName | Supporter w | Start Date w | End Date W | Motes w
221-317-215 259512545 ;‘*f:'DE'rEkPE' st -
App Developer
T 67633717 Rema 899512545 fop Derop :
3 567633717 Remat 235512945 i‘f:'DErelcpe' .

Figure 164

4.19 TeamViewer Session Insights
In Connection report, there is an option to view connection summary. This includes the
Title, Summary, and Workflow Steps in table format as well.

1) Load Connection Report.
o a

*@Be2ua @

831 Service  Home Chatter Accounts v Contacts v Cases v Reports v Dashboards v MyObjects v * Teambiewer Connection R v X €
Remote Control

15 00001234 A 1328304107 App Developer User 1Al 2025um0E53  11.Apri 2025um0s3  Test
Uratiended

Remote Control
" 3 v 25 58 2028 5 t
N/A raenen 1320304107 App Developer User 1. April 2025 um 09:56 1. April 2025 um 00:56 Tes

Remote Contral
¥ veloper . 25 um . April 202 : t v
N/A Urattended 320204107 ‘App Developer User 11. April 2025 um 1001 11 April 2025 um 10:01 Tes (=]

Figure 165

2) Click on the down arrow of a connection record.

3) Click on "View Session Insight".

TeamViewer for Salesforce — Configuration Guide https://www.teamviewer.com/en/integrations/salesforce/ Page 82 of 84



Using TeamViewer for Salesforce

Q sew i @ae?sa
Service  Home Chater Accounts v Contats v Caes v Repors v Dmshbowds v MyObjecs v | - amviewsr Comection R v X
Remote Cantrol
15 00001234 N/A smote Contro! 1320304107 App Developer User 11, April 2025 um 09:53 11, April 2025 um 09:53 Test -
Unattended

Remote Control
16 00001234 WA 1320304107 4pp Developer User 1, Aprl 2025um 0956 10, April 2025 um 0956 Tast ~
- Unattended 3 o 3 J

Remate Control
|- 3 /A 1320304107 App Developer User 11, April 2025 um 10:01 11, April 2025 um 10:01

18 0oom23t S101-721128 Remote Control soas12048 Intemal Test User 3 10 April 2025 um 1642 10, April 2025 um 1642 -

Figure 166

4) A modal dialog is displayed with connection summary.

Connection Summary Details: Navigation Through Windows Explorer and Microsoft Edge

Connection Report:00001226
Summary:
The user navigated through various applications including Windows Explorer and Microsoft Edge. They focused on Microsoft Edge and explored different tabs before switching to ERIS-UI, which displayed

the title Matrix42 Software Depot. This workflow involved transitioning between applications to access specific content.

Workflow Steps
St... v | Application “  Action Description ~ | Commands v
. Changed focus to Windows Explorer and clicked on the
1 Windows Explorer N
Microsoft Edge button.
Changed focus to Microsoft Edge and navigated through vari-
2 Microsoft Edge ous tab items, including tab-0, Karte, and an unnamed
element.
f IS- ith the wi i ixd
3 ERIS-UI Changed focus to ERIS-UI with the window title Matrix42

Software Depot.

Close
Figure 167
Note: Insights will be displayed only if the connection is made between managed devices.
Summaries provided by the ai-summaries/session insights feature of a TeamViewer
connection originating from a case is added to the case activity log.
Case
ﬂ TVSFAPP-678
Created By Last Modified By
0 Legicline Admin User. 30042025, 13:42
Subject
TVSFAPP-678 4
Description
rd
Internal Comments
rd

Open Activities (0)

Activity History (1)

Subject Name Task Due Date

30.04.2025 ]

View All

Figure 168
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