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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

o

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

Remotely control the customer’s device

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

Create consolidated reports about your company’s TeamViewer connections.
View a device list (Correct naming is needed... AVE)

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.
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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.

By leamViewer Germany GmbH

TeamViewer - Remote Support and Access Integration for Salesforce

Starting at $143.92 USD per company per

SALESFORCE L
: L : 3
Discounts available for nonprofits
E TeamViewer APP
RATING LISTED ON LATEST RELEASE
* (1) 9/28/2016 10/27/2020
Field Service

Connecting Anything

® Remotely connect to computers and mobile devices in your
AHYWhere Anytlme Salesforce Cloud.

Start connecting people, places and tnings around the g\obe 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

TeamViewer for Salesforce — Configuration Guide https://www.teamviewer.com/en/integrations/salesforce/ Page 5/68


https://appexchange.salesforce.com/listingDetail?listingId=a0N3A00000EFmSYUA1
https://appexchange.salesforce.com/

Installationwer for Salesforce

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.

| 3 Get 1t 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.
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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...

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.

Approve Third-Party Access

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

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

= 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.

https://www.teamviewer.com/en/integrations/salesforce/
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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 = Installed
Packages, choose the package “TeamViewer for Salesforce” and click uninstall.

Installed Packages beospase @

On AppExchange you can browse, test drive, download, and install pre-buitt apps and components right into your salesforce.com environment. Leam More about Installing Packages.

Apps and components are installed in packages. Any custom apps, tabs, and custom objects are initially marked as “In Development” and are not deployed to your users. This allows you to test and customize before deploying. You can deploy the LRI appexchange
components individually using the other features in setup or as a group by clicking Deploy. ‘

Depending on the links next to an installed package, you can take diferent actions from this page . |
Visit AppExchange | f
Toremove a package, click Uninstall. To manage your package licenses, click Manage Licenses.

Installed Packages

Action Package Name Publisher Version Number Namespace Prefix Status Allowed Licenses Used Licenses Enabled for Platform Integrations Expiration Date Install Date  Limits Apps Tabs Objects AppExchange Ready
" TeamViewer for TeamViewer 3 s Does not 18/06/2025,
- Manage Licenses % ‘Gasforce GmbH 3129 sftv Active Unlimited 0 Expie 1954 0 5 14 Passed

Uninstalled Packages

No uninstalled package data archives

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 home page, Chatter tab, and record detail pages. With this setting 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

forceA mobile app to assign permission sets 1o a user Download Sal

forceA from the App Store or Google Play’ 10S | Android

A/BICDEFGHIJKLMNOP GRS T T UV WXY Z Oner ANl
Description License
Denotes that the user is 3 Sales Cloud user Sales User

Gives the admin Cata access ana e penmissions 10 integrate Saie

alestorce Console User

Denctes that the user is 3 Service Cloud user

ard Einslein Act

4 Einstein Activity Capture User

e, edit, and celet Survey Creator User . 1 Seats

Gives access 10 All necessary objects and pages 10 manage the Te.

Figure 7

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

SETUP
Permission Sets

Permission Set Video Tutorial | Help for this Page @ u
Teamviewer User

Q Find Settings % || Clone | Manage Assignments

Permission Set Overview
APINome  TeamviewerUser

Description
Uicense Nomespace Prefix  sfiv
Session Activation Required Croated By  Logicline Agmin User. 15.09.2020, 08.3¢
Last Modified By [oQiciing Admin User 14.10.2020, 12:37

Apps

Assigned Apps

Sestings that specify which apps are visidle in the app menu

Assigned Connected Apps

Settings that specify which connected apps are visible in the app menu
Object Setungs

Permissions 1o access odjects and fiekss, and setings such 3s tab availabdity
App Permissions

Permissions to perform app-specific actions, such as “Manage Call Centers”

Apex Class Access
PErMIsSIons 10 execute Apex classes
By -

Figure 8

3) Click on “Add Assignments”.

SETUP
Permission Sets

Assigned Users Help for this Page @

Teamviewer User

« Back to: Permission Set

ABCDEFGHIJKLMNOPRQRISTUV WX Y Z Other ANl

Add Assignments | Remove Assignments

] Action Full Name + Alias Username Last Login Role Active Profile Manager
(7] | Edit | Login User, Standard suser standarduser@teamviewer.ga 14.10.2020, 13:32 v Standard User ] I

Add Assignments| Remove Assignments

Figure 9

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

SETUP
Permission Sets

Heip for this Page @

! Assign Users
- All Users
View: |Anusers v | Ed 1 Creane New View
ABCDEFGHIJKLMNOPQRSTUV WXIY Z Ohe ANl
Assign | Cancel
() Action Full Nome + Alies. Usernome Last Login Role Active  Profile Manager
O 1Ea Agmin User_Logiciing liAdmin admin@teamisneroa 19102020, 08:05 v/ SystiamAdminisirator 'I
Eat Aomol Test laomo 20mol kymar@icoicing de jest1 10.09.2020, 15:07 Slangacg User
Eat Josgoh, Reema fnese £00M3 OSEONRICINVIENST G 17.01.2020, 0928 Syslem Aominsiralor
() 1€t | Lopin User. Standacd suser SlandarguseI@IeAMVIENELAA 1410 2020, 13:32 v SlandargUser
Assign  Cancel
A/BIC'DIEF G HIIJKILIMNOIPIQR S TIUVIWIXI Y Z Other 5AN
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
Lightning experience mode.

Salesforce Lightning

Feed Related TeamViewer Session TeamViewer History Connection History
B TeamViewer B> Sign Out
‘ oin Via TeamViewer Client ’ oin Via Web Browser ’ Close Session ‘

Session Type
Remote Control

Valid Until
Thursday 14 Aug 2025, 13:03

Session Code @
5155-215-273 &l Copy

Session Link @
https://get.teamviewer.com/v15/s155215273 % Invite Via Email

Figure 13: TeamViewer Session details in Salesforce ligthning

Feed Related TeamViewer Session TeamViewer History Connection History

Search by type, state, code or session/supporter link ‘ ‘ ¢ ‘

$155-215-273

Created Wednesday 13 Aug 2025, 13:03

Valid Until Thursday 14 Aug 2025, 13:03

Type Remote Control

State Open

Session Link https://get.teamviewer.com/v15/5155215273

Supporter Link https://get.teamviewer.com/v15/5155215273-08tvJHX9LBRN

$129-342-400

Created Tuesday 12 Aug 2025, 11:41

Valid Until Wednesday 13 Aug 2025, 11:41

Type Assist AR

State Closed

Session Link https://getassistar.teamviewer.com/s129342400

Supporter Link https://get.teamviewer.com/v15/5129342400-pPxj56uf8qKJ

Figure 14: TeamViewer Session history in Salesforce lightning

TeamViewer for Salesforce — Configuration Guide https://www.teamviewer.com/en/integrations/salesforce/ Page 11/68
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Feed

Related

TeamViewer Session

TeamViewer History

Connection History

&

Session code

View all connections

-] [e]

Session Code
1 N/A
2 N/A
3 $166-089-484

4 s149-130-918
5 s166-758-475

6  s110-884-191

3.3.1

Type v

Remote Control
Unattended

Remote Control
Unattended

Remote Control

Assist AR

Remote Control

Remote Control

Figure 15: TeamViewer Connection report per case

Deviceld

619498258

619498258

342516125

555393825

342516125

342516125

v

Device Name v | Supporter

Jennifer Stein

Jennifer Stein

Jennifer Stein

Jennifer Stein

Jennifer Stein

Jennifer Stein

Start Date

12 August 2025 at
14:35

12 August 2025 at
13:24

12 August 2025 at
10:55

11 August 2025 at
16:13

11 August 2025 at
15:38

11 August 2025 at
15:23

End Date v

12 August 2025 at
14:35

12 August 2025 at
13:27

12 August 2025 at
10:57

11 August 2025 at
16:16

11 August 2025 at
15:39

11 August 2025 at
15:25

Example flow to add the TeamViewer components to the Case page layout in a

TeamViewer for Salesforce — Configuration Guide

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

- Contact
Test User 118.11.22 & + Follo e ContactHierarc angeOwner | Clone | w
» -
il
> Standard 37)
etails Details 2 + 8
~ Custom (0) Rutetad, _ Defols iciaa 0]
2ckd Component(s Kere
We found no potential duplicates of this Contact.
v Custom - Managed (6)
B sessi Opport o) v Set Component Visibility
B Cases (1)
+ Add Filter
g Pro Medum
Dat 1811
Campaign History (0) pa
[J Notes & Attachments ) aFie

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.

https://www.teamviewer.com/en/integrations/salesforce/

Page 12/68



Configurationwer for Salesforce Q

il Lightning App Builder Case Record Page (Custom)
Components Page > Tabs
— Dev Test Oct 14 a ¥
e
Related
> Standard (30)
Relatea :
Vv Custom (0) =
2 Open Activities (0)
B2 Activity History (0)
Al Tat
Vv Custom - Managed (3) i
P2 case Comments (0)
[ connectionreport v Set Component Visibility
E ST ] Attachments (0)
= + A

Figure 17

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

il Lightning App Builder B Pages v Case Record Pige (Custom)
'8! 3 8 B c

Components g Page > Tabs
Dev Test Oct 14 v

> Standard (30) T ° |
Related Det:

Vv Custom (0)
3 Open Activities (0)

No cc ents available =

B3 Activity History (0)

Vv Custom - Managed (3)

E2 case Comments (0)

e . ‘ Detail: —

e ' [ Attachments (0) C
B nHistor v Set Component Visibility

Figure 18

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

! TestUser 1181122 4 + v

Related o

We found no potestial duplicates of this Contact

B

S = ]

e Ovprati r
]

(2] Cases (1

Campaign Wistary (0)

[ Wotes & Attachements

Figure 19

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

TeamViewer for Salesforce — Configuration Guide https://www.teamviewer.com/en/integrations/salesforce/ Page 13/68
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l Test User 1 18.11.22 + . l
5 ‘

v Custom (0) ‘ g TeamViewer Session '
a ]
8
a
Figure 20

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)

Components Page
Dev Test Oct 14 . -

@

> Standard (30)

Tearmviewer History

Vv Custom (0)

Record Page
“ Custom - Managed (3) cord Pag:

B comee ‘
B sessi Case
B sessiontiist

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.
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il Lightning App Builder s Case Record Page (Custom)

Components Page > Tabs
f=—— Dev Test Oct 14 i2 3
ear R

> Sstandard (30)

Vv Custom (0)

n

W Custom - Managed (3)

8
S)
O]

n

Figure 22

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

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

Components Page > connectionReport
Dev Test Oct 14
o8
Desktop Q
> Standard (30)  Desktop
Connection Report
Vv Custom (0)
& ] + A

V' Custom - Managed (3)

B connectionfiep
B ses
8

Figure 23

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

il Lightning App Builder B Pages v Case Record Page (Custom) ‘ € Back 2 Help

: — — . S o unm
Components Page > ch aRapa
_— Doy Tost Oct 14 + -

>
[ Desktod al
> Standard (30)
Connection Report v Set Component Visibility
s s \ -

Vv Custom (0)

Figure 26

15) This will load the case page with added components.
16) 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.
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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.

> Standard (31)

~ Custom (0)

¥ Custom - Managed (5)

]

B sessio
8
a-
]

[] Notes & Attachments ()

Fiters: Al time « AR actiies Al ypes | 5 v Set Component Visibility

¥ Upcoming & Overdue +

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.

« | T tightning App Buikder

> Standard (31)

v Custom (0)

¥ Custom - Managed (5)

a8
E,~‘
a8
a
a8

Unattended Connection ection Report Unattended Connections

v 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 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.
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« | i Ughtring App Builder | [ Pages

> Standard (43)

v Custom (0)

[—

<
o

ustom - Managed (7)

[o]olejejojoje]

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 2 Communication Templates = Email Templates and select the folder
“TeamViewer Templates”. Choose the template you want to edit or create a new
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:
{ITeamViewerCase__c.tvCustomerLink__c}

Best regards
{!User.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”.

| 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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| 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)

2)

3)
4)

5)

TeamViewer Administration page is having a field with name “Asset field for
TeamViewer Partner Id”.

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

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

In TeamViewer Connect to Partner |d 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.

1] Setting

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)

2)

3)
4)

TeamViewer Administration page is having a field with name “Case field for
TeamViewer Partner Id”.

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

Select one of the case field or “none” from the dropdown.
Click on “Execute”.
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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 all the steps below to finish setting up the app

14% Complete

~ (A 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 Search and Connect Ct s K B ) f @
d

@
B b it ot s P A

I Connection reports

App App created

88 Apps & Tokens

2) Create the app with the following permissions:
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P App permissions

List of selected permissions.

Account management

view online state, view account data, view email address, view license.

Event logging

allow requesting all event logs

Connection reporting

read connection entries

Contacts

view entries

Group management

read groups, edit groups, share and unshare groups.

Session management

view own sessions, view all sessions, create sessions, edit own sessions, edit all
sessions of the company.

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

8 App details 0
View and copy app details.

(i) 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
Csujj5SJsx

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

TeamViewer credentials are configured. Changes may take 2-3 minutes to apply.

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 supports 5 Objects, to add support for additional objects G to Supported Objects.

Figure 45

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

I Setup Home  Object Manager v

Q. Quick Find IE\H;,

| Custom Metadata Types

Setup Home

Release Updates (Beta)

Lightning Experience Transition Supported Objects Help for this Page @
Assistant
View: |Al v | Crea w Vie
New Salesforce Mobile App
e New
QuickStart
Action Label Sqpported Object Name Namespace Prefix
Lightning Usage &, Account Custom Recipient Setting AccountCustomRecipientSetting sty
Optimizer Edit &, Case Custom Recipient Setting CaseCustomRecipients 9 st
*#, Contact Custom Recipient Setting ContactCustomRecipientSetting sftv n
ADMINISTRATION
#, Lead Custom Recipient Setting LeadCustomRecipientSetting sty
> Users Edt & Onporunty Custom Recipient Setting OpportuntyCustomRecipientSetting sty
> Data
> 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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4.1.7

Q Quick Find

Setup Home
Release Updates (Beta)

Lightning Experience Transition
Assistant

New Salesforce Mobile App
QuickStart

Lightning Usage
Optimizer
ADMINISTRATION
> Users

> Data

> Email
PLATFORM TOOLS
> Apps

> Feature Settings

N Einctain

=

SETUP

Custom Metadata Types

Supported Object

Help for this Page @

Supported Object Edit

Information

Label

Supported Object Name | Campaigniapping

[Compeigritepping

Save |  Save & New| Cancel

Email Template Description [[agteamviewer_account_ter|

Supported Object [ Campaign v]
Name Field  |'Name v
Email Field  [_None- v
Primary Phone Number Field  [_None-. v
Description Fied [ _None-- v
Secondary Phone Number Fiekd [ _None-- v

Setup custom recipient field

Save | | Save& New| Cancel

Figure 47

Protected Component
Allow Custom Recipient?

Object

1 = Required Information

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 v

Q Quick Find

Setup Home
Release Updates (Beta)

Lightning Experience Transition
Assistant

New Salesforce Mobile App

B Cus

Custom Metadata Types

Supported Objects

View: |Al v | Create New View

Helpt

A New
QuickStart &
Action  Label + Supported Object Name Namespace Prefix
Lightning Usage Eat ¢ Account Custom Recipient Setting AccountCustomRecipientSetting sy
Optimizer Edt % Case Custom Recipient Setting CaseCustomRecipientSetting sty
Edt ¢ Contact Cusiom Recipient Setting ContactCustomRecipientSetting st
ADMINISTRATION
Eot % Lead Custom Recipient Sefting LeadCustomRecipientSetting stv
> Users Edt 4 Opeotuniy Custom Recipient Setting OpportunityCustomRecipientSetting sty

> Data

Figure 48

3) Select the “Allow Custom Recipient?” checkbox.
4) Click on “Save”.

TeamViewer for Salesforce — Configuration Guide https://www.teamviewer.com/en/integrations/salesforce/ Page 23/68



Using TeamViewer for Salesforcewer for Salesforce

Setup Home  Object Manager v

Q Quick

Setup Home
Release Updates (Beta)

Lightning Experience Transition
Assistant

New Salesforce Mobile App
QuickStart

Lightning Usage
Optimizer
ADMINISTRATION
> Users

> Data

> Email
PLATFORM TOOLS
> Apps

> Feature Settings

> Einstein

SETUP
? E Custom Metadata Types

Supported Object (Managed)

&, Tnis Supported Object is managed, meaning that you may only edi certain atiributes. Display More Information

Supported Object Edit save | [ save & New| | Concel

Information

Save | | Save & New | Cancel

Figure 49

4.1.8 Setup API to import TeamViewer Device Ids

Allow Cu

1 =Required Information

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.

~ (A General Settings

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: Itis assumed that the administrator has created a company profile on

TeamViewer. For more information on how to setup a company profile and add users

TeamViewer for Salesforce — Configuration Guide
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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.

BTeamViewer Settings Q. search and Connect Al g o 0 a

:2 l-‘\,pﬁf & Tokens

@ Jennifer Stein I
ify your work by integi ripts with TeamViewer © Tensc
¥ ! ©  Gnine +
@ Athenticetion NAME T TYPE DESCRIPTION —
CX v2 localhost App Management Console
o R A Help
o Connection reports MeCandoEverything Script
Sign out
& Apps&Tokens Postran Toker Script
C tomizatior
Salesforce Agentforce App Agentforce
5) Admin settings
lesforce Agentforce Demo 9 App The app for newly created Salesforc.
Salesforce Agentforce Demo 9 Admi..  Script his is the admin token for newly cre
Figure 51
“" ” “" . ”
3) Goto “Apps” and select “Create Script Token” button.
- - ~ .
80
a1} AppS & Tokens Create app or token Vv
Simplify your work by integrating your favorite apps or custom scripts with TeamViewer.
Create app
NAME 1 TYPE DESCRIPTION Create script token
CX v2 localhost App Create mobile SDK
MeCandoEverything Script
Postman Token Script
Figure 52
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4) Setup permission as below

P Script permissions
List of selected permissions.

Event logging

allow requesting all event logs

Chat

read messages

Connection reporting

read connection entries

Contacts

view entries

Group management

read groups

Devices

read operations

Session management

view own sessions, view all sessions, create sessions, edit own sessions, edit all
sessions of the company.

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.

& v e enAEEED - 3 2 o a @

65 Sevice  Home Ohtlw Accowis v Contach

v i Seript Token

@ supported objects

he App supports 6 Objects, to objects 5o to Supported Objects.

Schedule Asset Te Ids Update

Schedule Connection Repert Update
dmin token not set. Please set the script token to enable the functionait

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.

TeamViewer for Salesforce — Configuration Guide https://www.teamviewer.com/en/integrations/salesforce/ Page 26/68



Using TeamViewer for Salesforcewer for Salesforce @

° Script Token [ |

@ supported objects

The App supports 6 Objects, to add support for additional

 to Supported Objects.

(/) Schedule Asset TeamViewer Ids Update [ ]

Scheduled Job to update Asset TeamViewer ids needs to be activated. Go to Setup and schedule UpdateDevicelds dlass.

\4) Schedule Connection Report Upd

Scheduled Job to update connection report from thy

& backend needs 1o be activated, Go to Setup and schedule UpdateConnectionReport class.

Figure 55

4.2 Sign in 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.

Feed Related TeamViewer Session TeamViewer History Connection History

B TeamViewer 2 Login

Authentication Required

Please sign in to your TeamViewer account to connect.

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.

B TeamViewer

Signin
Welcome back! It's nice 10 see you again

Email

Continue
-+ Continue with Microsoft
G Continue with Google Remote support like
never before
3 Continue with Apple
Everything you need on one

(@ By eicking Cornrun with Micrasott/Googie/Appie”. you acknowledge that platf O =

your data may be processed outss

 the Eurcpean Union
and securo experience with the
New to TeamViewer? Create an account SO TaenViewss.
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Figure 57

2) You will then need to approve the permissions for the Salesforce application to access
your TeamViewer account.

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

1. 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.

Feed Related TeamViewer Session TeamViewer History Connection History

@ TeClmViewer [ Sign Out

Create new session

Add a TeamViewer session to this object and send a connection invite

Remote Control m

Figure 59

2. Click on the Sign Out button, the session widget should be replaced with “Login to
your TeamViewer account” button.

Feed Related TeamViewer Session TeamViewer History Connection History

B TeamViewer & Login
O
ab

Authentication Required

Please sign in to your TeamViewer account to connect.

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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Feed Related TeamViewer Session TeamViewer History Connection History

@ TeGmViewer [ Sign Out

Create new session

Add a TeamViewer session to this object and send a connection invite

Remote Control

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

Figure 61

Feed Related TeamViewer Session TeamViewer History Connection History

B TeamViewer B Sign Out

‘ Join Via TeamViewer Client ’ Join Via Web Browser Close Session

Session Type
Remote Control

Valid Until
Thursday 14 Aug 2025, 13:16

Session Code @

$149-631-020 & Copy

Session Link @

https://get.teamviewer.com/v15/5149631020 % Invite Via Email

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.

deepu.soman@logicline.de

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.
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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.

Figure 65

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.

3. Click on “Join via TeamViewer Client” button.
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Feed Related TeamViewer Session TeamViewer History Connection History

B TeamViewer B Sign Out

Close Session ‘

‘ Join Via TeamViewer Client ’ Join Via Web Browser

Session Type
Remote Control

Valid Until
Thursday 14 Aug 2025, 13:16

Session Code @
5149-631-020 &l Copy

Session Link @
https://get.teamviewer.com/v15/5149631020 ¥ Invite Via Email

Figure 66

4. 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.

() TeamViewer

Connect to 1149631020 [ x]

Select from the options below to establish the TeamViewer connection. We
recommend that you install the fll TeamViewer version for best expenence

>

Launch installed
TeamViewer

Remember the selection

Figure 67

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

Please wait until your partner joins
the session.

Figure 68

2) Onthe 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).

) TeamViewer

Connect to 5149631020 x|

Select from the options below to establish the TeamViewer connection. We
recommend that you install the full TeamViewer version for best experience.

Launch installed
TeamViewer

Download single-use
TeamViewer

O Remember the selection

Figure 69

3) 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.
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3 Tean
Session code 14SSSiEG. 3
—
O .
N @
Waiting for the user to start the
session
Once the session is started, you'll be able to join.
Close app J

® 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.

Feed Related TeamViewer Session TeamViewer History Connection History

@ TeQmViewel" [ Sign Out

‘ Join Via TeamViewer Client ‘ Join Via Web Browser ‘ﬁlose Session ‘ '

H

Session Type
Remote Control

Valid Until
Thursday 14 Aug 2025, 13:16

Session Code @

$149-631-020 &l Copy

Session Link @

https://get.teamviewer.com/v15/5149631020 % Invite Via Email
Figure 71

5. After closing the remote control session, it will be look like as in following figure.
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Feed Related TeamViewer Session TeamViewer History Connection History

@ TeClmViewer [ Sign Out

Create new session

Add a TeamViewer session to this object and send a connection invite

Remote Control

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.

4.4.1 Create Assist AR session

Click on “Assist AR”. Assist AR session will be created as you see in the following figure.

B TeamViewer b SignOut

Join Via TeamViewer Client ’ Join Via Web Browser ‘ Close Session

Session Type
Assist AR

Valid Until
Thursday 14 Aug 2025, 13:23

Session Code @
5188-637-794 &l Copy

Session Link @
% Invite Via Email
https://getassistar.teamviewer.com/s188637794 &] Invite Via SMS

Figure 73

4.4.2 Share Assist AR session via SMS

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

*Send invite via SMS to the following phone number:

(212) 555-5555

* The phone number should be entered in the following format +<country_code><number> . Please omit
any other characters e.g. parenthesis, spaces etc.

C e

Figure 74
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2) 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.

*Send invite via SMS to the following phone number:

@

Complete this field.

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

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

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 shouid 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 “Invite Via Email”
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Select E-mail Template

--Select--

Custom Recipient E-Mail:

info@salesforce.com

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.

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

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.
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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.

e Tequiewer [ Sign Out

‘ oin Via TeamViewer Client ’ oin Via Web Browser Close Session ‘

Session Type
Assist AR

Valid Until
Thursday 14 Aug 2025, 13:23

Session Code @

5188-637-794 &l Copy

Session Link @

% Invite Via Email
https://getassistar.teamviewer.com/s188637794 &] Invite Via SMS

Figure 80

6. After closing the Assist AR session, it will be look like as in following figure.

Feed Related TeamViewer Session TeamViewer History Connection History

B TeamViewer b Sign Out

Create new session

Add a TeamViewer session to this object and send a connection invite

Remote Control m

Figure 81

4.5 Create New Session

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

TeamViewer Session Session History Connections

H TeamViewer Logicline Admin User (Y

Share 3

Join session as Admin Join as admin from browser

Session Number

$96-746-033

Valid until

Samstag, 10. Dez. 2022, 12:22
Customer Link

https://get.teamviewer.com/v15/596746033

Supporter Link

https://get.teamviewer.com/v15/596746033-udDbSxQcMdT

Create new Session Close 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.
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TeamViewer Session Session History Connections

@ TeamViewer Logicline Admin User (Y

Share 3

Join session as Admin Join as admin from browser

Session Number
$94-600-152

Valid until
Samstag, 10. Dez. 2022, 12:24

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

Supporter Link
https://get.teamviewer.com/v15/s94600152-spHytjDuEQzn

Create new Session Close Session

Figure 83

This will create a new Assist AR session with new customer and supporter links.

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.
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Feed

Related TeamViewer Session TeamViewer History

Connection History

Search by type, state, code or session/supporter link

5187-620-526

Created
Valid Until
Type

State
Session Link

Supporter Link

5188-637-794

Created
Valid Until
Type

State
Session Link

Supporter Link

Wednesday 13 Aug 2025, 13:28

Thursday 14 Aug 2025, 13:28

Remote Control

Open

https://get.teamviewer.com/v15/5187620526
https://get.teamviewer.com/v15/5187620526-k4TjsQ4HCciS

Wednesday 13 Aug 2025, 13:23

Thursday 14 Aug 2025, 13:23

Assist AR

Closed

https://getassistar.teamviewer.com/s188637794
https://get.teamviewer.com/v15/5188637794-JyBTstnmLygq

Figure 85

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

~o a0 oe

4.7

Created

Valid until
Type

State

Session Link
Supporter link

Connection History

All sessions for a record and its details can be viewed from “Connection History” tab.

7. Click on “Connection History” tab.

1) The Start date will be selected based on the record creation date.

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

icon.

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

Feed Related TeamViewer Session TeamViewer History Connection History
Session code
View all connections v ] [ ¢ ]
Session Code Type v | Deviceld v | Device Name v | Supporter Start Date End Date v
Remote Control : : 12 August 2025 at 12 August 2025 at
1 NA 1 f
Unattended 619498258 Jennifer Stein 1435 1435
Remote Control ) ) 12 August 2025 at 12 August 2025 at
/
2 N/A Unattended 619498258 Jennifer Stein 13:04 13:27
3 5166-089-484 Remote Control 342516125 Jennifer Stein 12 August 2025 at 12 August 2025 at
10:55 10:57
4 $149-130-918 Assist AR 555393825 Jennifer Stein 11 August 2025 at 11 August 2025 at
16:13 16:16
5 5166-758-475 Remote Control 342516125 Jennifer Stein 11 August 2025 at 11 August 2025 at
15:38 15:39
6  5110-884-191 Remote Control 342516125 Jennifer Stein 11 August 2025 at 11 August 2025 at
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3) If you select the Mobile view during the page layout configuration, it will be as
follows.

[ Seeking access + - l

Connection Report

a2

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.

| 8 et | ooee | Oone ,‘

E.] TeamViewer Unattended Access

978795208 petitor Asse Bnamvlewer unattended connections D
] a I 1yF

~ Upcoming & Overdue

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.
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App Launcher

App Launcher

Approval Requests

Assessment Indicator Definitions

Assessment Task Definitions

Assessment Task Orders

Assets

Authorization Form

Authorization Form Consent

Authorization Form Data Use

Authorization Form Text

Calendar

Cases

Chatter

Consumption Schedules

Contact Point Type Consent

Contact Requests

Contacts

Contracts

Dashboards

Data Use Legal Basis

Data Use Purpose

Duplicate Record Sets

Bearch.apps ot items

Enhanced Letterheads

Files

Forecasts

Groups

Home

Images

Individuals

Leads

Lightning Bolt Solutions

Lightning Usage

List Emails

Macros

My Objects

Opportunities

Orders

Org Metrics

People

Price Books

Products

Quick Text

Recommendations

Recycle Bin

Visit AppExchange

Scorecards

Streaming Channels

Tasks

TeamViewer Connection Report

TeamViewer MyDevices

Teamviewer Administration

User Provisioning Requests

Visits

Figure 90

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

a a
oEnEEmx- Be 2 & B

Repomts v Omer Giows v Cilenc v Feople v Caies vt TeomViewer Comecton R v X

WA Ramote Control Lramended 1148806408 1188006408 App Develspur Utet

ut O WA Ramcte Conrol Lnamtenced 1348006400

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.

2 . wEnEEm- 0 ? ¢ a8

T Service  Home Crumer  Accours v Comats v Cases v

L4

Report Name v | Description v | Foldec v | Created By ~ | Created On v | Sebscribed

Recent

Created by Me

Privae Reports

Pubic Repons

a1 Peports

Shaced wen Mo

Figure 92

3) Select the latest created reports “TeamViewer Reports”.
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Figure 93

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

& - cEmEEm - @ ? o a &

333 Service  Wome Cramer Accounts v Conxty v Caws v epoms v Danoosds v My OGS v ¢

All Folders > TeamViewer Reports Q Noow Brgeet Poowe Report (Sasestorce Cla -

Nara v | Description v | Folder v | Crestec iy v | Crested On v | Subscribes

Figure 94

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

connections.

& - oEnexm - @ ? ¢ a8

Decont Teamyiewss Connections
TeamViewer Connections

Figure 95

6) Selecting “TeamViewer Session and Connections” will open the report containing
all sessions details including the connections.
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© You Have Lghtning Componernts Debug Mode Enabied, Selesforte fs siower in debug mode. Ask your adimin how 1o disebie It or see Enabie Debiua Mode for Lshinios Componerits,

o v o FET) R

i Service Home Chattor Accounts v  Contacts ~  Cases ~  Reports v Dashboards ~  MyObjects v Teomvicwer Aaministratl. X * TeomViewer Cannection . v X

Report: TeamViewer Sessions with Connections N T
TeamViewer Sessions with Connections

Figure 96

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

with 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.

4.) Schedule Connection Report Update

Figure 98

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

\4) Schedule Connection Report Update

Shadulad 1o 1 Update Comnaction rpeet biom the Backend needi 1o be actiated

Figure 99

b. Click on “Schedule Apex” button.

&n esch s ooameEm F @ 2 % a @

Setup Home  Object Manager

Q QuickFind Sti0e
ﬂ Apex Classes

- Apex Classes

Apex Code ts an object onented programming language that aliows developers fo develop on-gemand business applcations on the Lightning Plattorm.
Lightning Experience Transition

© ircemoravax usea:
aro curenty us:

‘characters of Apex Gods (excusing comments and @isTest annotated classes) i your organzation, out of an allowod e of & 000,000 characters. Note hat the amount n use Inciuges both Apex Glasses and Triggers defined in your organization
New Salesforce Mobile App QuickStart

htning Usage

Optimizer

ADMINISTRATION

sers
) Nomespace refn Hos Trce Flags
> Data i
> Email -
-
PLATFORM TOOLS s %0 Ao 1479 Team\Viewe for Saestorce, 30 07.2021, 1820

Figure 100

c. InSchedule 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.

& T - S R W)

Setup Home  Object Manager

Apex Classes

U

Setup Home

Service Setup Assistant |
Mult-factor Authentication Assstane || 1| SChedule Apex voipter s Page @)
Release Updates Schedule an Apex ciass ihat Implements tne ‘Sehecuiaoie’ ntertace fo b

New Salesforce Mobile App QuickStart. ™ [ TeamViewsr Connection Ref|

Ape UpdateConnectionReport |
Lightning Usage UpdateConnectionReport | &I
Optimizer =
 ontmy
ADMINISTRATION

> users

> Data

> Email

PLATFORM TOOLS

> Apps

> Feature Settings s | 25022022 | 1259220221

> Einstein oo |B02022 | l2sea)
Preerred tar T .

> Objects and Fields 01:00

> Events Exactsaet e it depernd o o queue ach

> Process Automation
> Userinterface

v Custom Code

Figure 101

e. Under “Scheduled Jobs” section admin can see the newly scheduled job.
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. rch setup eEREED - B 2 o a @

Q sched seTue
Scheduled Jobs

| All Scheduled Jobs [R—— )

duct Schedules Settings uled by you users. Multile job types may Gisplay on this page. You can delete scheduled jobs if you hiave the permission to do <o.

Oar ANl

Org - 00DIX00000 1uB5E
b for Org  00D3X00000108pE

S

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.

This is applicable only ded from an alder version of the Teamviewer for Salesforce
package. Are you sure want to continue?

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.
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Fie) TR T@a20@® @

EES Setup Home  Object Manager

SeIw

Object Manager

T S afi O

TYPE DESCRIPTION LAST MODIFIED

1 DEPLOYED

LABLL - APl NAME

1 Store the Teamviewer session detads and link that to parent
TeamViewer Connection sftv_Teamviewer Generic Session Detail_c Custom Object > 9 Jeene S ochy 08/02/2021 v v
record ysang Pareat 1D field
This is a generic object to store the case details created in
TeamViewer Session sitv_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 elc
TeamViewer Session(Deprecated sttv_TeamViewes_Sesson_Detal_c Custom Object 08/02/2021 v 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.

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 ] [ 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 v

This field is required.

Figure 105

b. Click on “Save”.

c. Select an object in the following screen, in our case TeamViewer Session.
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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):

(] The Inked image cannt b dsplayed. Th le may hav been ove renamed, o deleted.Very tht th ik poits o he corect leandlocaton

Figure 107

e. The criteria definition should then look like this:
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START Define Criteria for this Action Group
Criteria Name* @
TeamViewer Sessi...
ParentID

Criteria for

IMMEDIATE ACTIONS W sopP luates to true
No criteria—just execute the actions
/' AddCaseRelation Iaanedasustexeancieachon
+ Add Action Set Conditions
Field* Operator* Type* Value*
[sftv__TeamView...Q, Starts with v String v 500
+ Add Row
+ Add Criteria TRUE IMMEDIATE ACTIONS
Conditions *
o | of the conditions are met (AND)
FALSE
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

(] The nked image cannot b displayed. The e may

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
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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) Fill in the form with meaningful information.

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 object.

Primary Object I‘ Cases w |

Identification

Report Type Label | TysessionsAndCases |

Rtepoctiypellane I‘ TVsessionsAndCases i

Note: Description will be visible to users who create reports.
Description | o 0ing linked data between Teamyigwer session and salesforce cases
A

Store in Category I‘ Other Reports |

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

(O 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”
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New Custom Report Type

TVsessionsAndCases

Step 2. Define Report Records Set

This report type will 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
Cases
Primary Object
TeamViewer Sessions %
A to B Relationship:
@— 8_Each “A” record must have at least one related "B” record.
"A” records may or may not have related "B” records. A B
(Click to relate another object) — e
Figure 111

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

ane
Report Types
Lt Propactien  Craate Mew Secion e
Mt Page Loyt
Casen | Oslete Used 1 Page Layout
I e —
Accout hame A Daaness e Cane0 7Oty
¥ Cane e Gane Ongn Cane e Cane Besen R L)
Cosed Coved by Sel Coved When G Contect it
Contact liame Crestes By Contomer L. CateiTene Co.
DwwiTime Oge. Descreeon Erctement i trtremerts.
tetremert Eacoues Crowted a2 Servce Case
Customer Lkt Lant Mostes Tesrvewer se LantModtes
Susgerter Lk Tive TeaVwwertes Sercen Cone
Parem Recers New Set.Serv. Pavent Case Frecty
A can Product SatServce
Crestes By Sarves Case Service Case BPetSen [Owcuy Ax Lastuootes Oute
Cotat Siate Urcnecies
Source Comet Tasmtvawe Sestens
Sarvcs Contr. Farwsecsn Owser Lontoates. T ]
St » Ackve Costore Emal Ucpoed.
antusates Shgoed ace Senct Supsortar Lk
Tyee Notted Vinble i Se Cuntomer Name
] itk Compary. Vet et Woeo Hame
Ve Phane Crested Oute
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.
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Connection History

Deviceld v  DevicoNsme v  Supporter ~ |StartDate v EndDate v

. App Developer 04, April 2022 04, April 2022,
Ll User 1220 1220
899512949

899512943

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.

i 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.

T —

=TT Y —— T

E TeamViewer Unattended Access

E.] TeamViewer unattended connections

v Upcoming & Overdue
= oot Modiod . o, 04042022 08:24

Figure 115

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

Scheduled Job to update Asset TeamViewer

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 TeamViewer Ids Update

Figure 117
b. Click on “Schedule Apex” button.

&3 wmmezm @2 ea @

Figure 118

c. In Schedule 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
d. Click on “Save” button.
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. oEREEEn [ @ 2 o @

231 Setup | Home  ObjectManager v

serue
ﬂ Apex Classes

o I Schedule Apex s o Pace ©

Schedule an Apex ciass that implements the ‘Scheduiable’ nterface to be automatically execuls

JobNeme  [[UjpdateDevicelD

> S

........

@Weskl  gecurs every week on

it O Mnttly
ADMINISTRATION [ sune
> Users
> Data
> Email
PLATFORM TOOLS
> Apps [ Sanrday

> Feature Settings st 06042022 | 108042022

> Einstein e 05052022 | 1950420221
> Objects and Fiekds Fraterrsa stan Teme
> Events

> Process Automation
> User interface

v Custom Code —

Figure 119

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

& Searchseup wEREEm @ 2 o e &

331 Setup  Home  ObjectManager v

Q sche €1up
Scheduled Jobs

I All Scheduled Jobs e tor i page @

an
Schedules settings
v Objects and Fields
Schema Builder R
« Environments Scheculed Apex
2k =cioE FiGIHlisIKkiLMINIOIPIaIRSIT an
Scheduled Jobs

Figure 120

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

& Q seach A ee2x2e @

i1 Service Home Chatter Accounts v Contacts \ Cases v Reports \ Dashboards v  MyObjects ~  * Teamviewer Administration ~ X  * TestAsset|Asset ~ X o
e i | owas | e ]
TestAsset Edit | Delete | Cone |w

| Related  Details  XAssist E TeamViewer Unattended Access c Bl |
TestAsset s Aces *
P . (o]
> E TeamViewer Unattended Connections c
s | =]
76766747 s 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>
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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.

& [ sewen x@me222 @
31 Service  Home Chatter Accounts v Contacts v Cases v Reports \ Dashboards v MyObjects v Teamviewer Administration N X * TestAsset|Asset o X o
Testhsset et [ osee [ cone | ]

Account Contact
TestGroup Test Contact 6

Asset Name TestAsset

Figure 122

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

[ wiinset (Csot [ oeee T com [ ]

Account Contact Quantity
TestGroup Test Contact 6

Related Details XAssist Connection Report Sessions.

Connection Report

szt Name TestAsset £ account ’ S-rmwm, signout &
Product 4 Contact s

‘Serial Number ¥ 3 Competitor Asset 4

TeamViewsr id 643643874 # Purchase Date ’ A AR S
Install Date #  Usage End Date L4

Status /

= 7 E Session History (0)
Price 4

Created By 109 Leaicine Admin User, 14042022, 06:41 Last Modsfied By ) Logicine Admin User. 30.04.2025, 06:55

TeamViewer Unattended Connections
O]

E TeamViewer Unattended Access

ETumVleromn'l'n Partner Id Connect via File Transfer

Figure 123

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.

® = reer2za @
i1 Service  Home Chatter Accounts v Contacts v Cases v Repots v Dashboards v MyObjects v ° TestAsser|Asset X o

;‘::A-n Edit | Delete | Clone | v
Account Contact Guantiy

TestGroup Test Contact 6

Related Details XAssist Connection Report Sessions.

Connection Report

Rsset Nome TestAsset 7 account s E,] TeamViewer Sign Out O
Product 7/ Contat b 4 p

| New Remote Control session
Serial Number 7 Competitor Asset 7 L
TeamViewer ld 643643874 /7 burhaseDue ’
Install Date #  UsgeEnd Date ’
Status ’
Quantity »
Price 7

nin User. 14.04.2022, 06:41 ) Logicine Admin User. 30.04.2025, 06:55.

[ session History @ (]
€

Connect via File Transier

Figure 124
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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.

o [EREDE - B ? & A f.\

&®

31 Service Mome Chamer Accounts v Contacs v Cases v

v 1 Setting

© vt Tokan

Figure 125

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

oo () G - 258

I Sevice  Home Chtter Acous v Contachs v |G

o

Test case

Priority eotus ase Number
Medium New 00001207

*Start Date: *End Date o
0 30082022 = E TeamViewer @ 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.
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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.

&  assee e encemx- @ ? ¢ & @

i Service

i Setting

© scrorroian

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.

4.14 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
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E-] TeamViewer MyDevices

MyDevices List

v User neods o be logged in fo the same TeamViewer account as in Sakesforce to be able to connect  the devices below

Show| 10 v entres

Search

Alias +  TeamVieweriD Groupid Description

723545944 9110135911
Macbook 724265433 9110135911
Teny Peter 724009197 Q78479111 Teny logkiine m
Test 976795207 9111526991
Test ST8795205 Q111528991
Tests 978795208 Q111528991 e
Testd 978795210 9111528991
Tests a78795211 9111528991
Victor 970795204 g110135911 m
Vishnu 723545944 gre4791M1 Vishnu kogicline e

Shawing 110 10 of 10 entries
Figure 142

4.15 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 Session Active
Notification

Service Case Number: 00001000

Subject: Starting generator after electrica
failure

Description:

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.

4.15.1 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
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Apps

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 corner of every page

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

Help for this Page @

| @ custom apps work in conjunction with User Profie Tab Visibilty setings. - View User Profies now

Apps Quick;Start] | New,| || Reordes] Apps Help (2
Action App Label Console Custom  Description
Edit App Launcher App Launcher tabs
Edit Community Salesforce CRM Communities
Edit Content Salesforce CRM Content
Edit| Del Force.com v Start Here
Edit Marketing Best-in-cl demand marketing
Edit Platform The fundamental Force.com platform
Edit Sales The world's most popular sales force automation (SFA) solution
Edit Salesforce Chatter The Salesforce Chatter social network, including profiles and feeds
IE(HZ Sample Console v (Salesforce Classic) Lets agents work with multiple records on one screen I
Edit Service Manage customer service with accounts, contacts, cases, and more
Edit Site.com Build pixel-perfect, data-rich 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 displayed when users view someone else’s profile
Edit Profile (Self, The tabs displayed when users view their own profile

Connected Apps

No Apps found.

New

Figure 147

Connected Apps Help (2

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.

Account Detail

Semeall | Steraetes(n) | Somsi | Suesweesld | Attt D | NemdApeesa @ | Sxcesd

B | Dviess | Inckate OMine | | Sotmnn foe Azpuoval

Meosn iohanoe!
Okkenson pic [Vigm Higrarchal

CoaeT

Lot Madmed By Ann

[ Contacts

Acton  Contact Mave

New Contast | Merge Centasts

Tioe Ernat

w Angy Young SV Operations
Interaction Log Savelog | Seve & Newlog  Clew Log

Name | _pome v Releted To ' Account Dickenson b -

Subject I -

Figure 148

4.15.2 Enable TeamViewer notification in Salesforce lightning

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

Setup Home

Search Setup

Object Manager v

Q Quick Find

| Setup Home
Lightning Experience
ADMINISTRATION
Users
Data

Email

PLATFORM TOOLS

Go Mobile

Prepare the Salesforcel mobile app for your users

Apps

Get Started

App Manager
AppExchange Marketplace
Connected Apps
Installed Packages
Mobile Apps
Package Manager
Feature Settings
Objects and Fields
> Process Automation
User Interface
Custom Code
Environments

Integrations (BETA)

SETTINGS

1)
2)
3)
4)

€& C | @ secure | httpsy/eulLiightning.force.com/one/one.appsour

Most Recently Used

10 items

NAME

System Administrator
ServiceCloudConsole
Sites

Collaboration
Content

Community

Marketing

httpsi//eul1lightning.force.com/one/one.app#/setup/NavigationMenus/home

Figure 149

235 Setup  Hume  CtjectManae v

Visit AppExchange

Get Started

TYPE

Profile

Custom App

Custom App

Custom App

Custom App

Custom App

Custom App

The notification can be added only in Apps with App Type Lightning.
Edit the app in which you need to add notification.
When you edit the app, you will see a section Utility Bar.
Click Add and select Visualforce.

Extend Salesforce with the #1 business app marketplace.

* @ 9

PR

cme

Q Quick

Satup Hom

Uightning &

ADMINTS'

» Users

7 Data

> gl

PLATFCRI

~ Apos
A
Appex
¥ Cony

7 Mot

Fackag
» Feature!
» Objects|
> Process
¥ User tniy
» Custam)

> Environ

Edit App

APP DETAILS & BRANDING  APP OFTION STILITY BAR ELECT ITEM: ASSIGN TO

Utility Bar

Utiity Bar Ttems A

the utility bar for this app, add a utilty item.

v Custom (0)
— O e

Domaln 1o se¢

Fixed footer that opens companents in docked panels.

£R PROFILE

Integrations (BETAY

SETTINGS

- company Sottlnes
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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 | hitps//eulllightning.force.com, tionM: 7 w @ e me :

- (5. Lisrs ] E2Ha s

v Component Properties

Figure 151

4,16 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.

& x|~ 224 A 6
33 Service  Home Chater Accounts v Contacts v  Cases v Repots v  Dashboards v  MyObjects v - Teamviewer Administration v X * TestAsset|Assel v X °
D TVSFAPP-653 Test 7 + Follo
|
E TeamViewer App Developer User @ ‘

W TeamViewer History
E TeamViewer Connect To Partner Id

E Session History (1)
e

Created At: Ersitan 11, Aoe. 2025 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
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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”.

4.16.1 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.
& | @ search *@a2ea2 @

MyObjects v * Teamviewer Administration v X " TestAsset | Asset v X

Home Chatter Accounts v  Contacts v Cases v Reports v  Dashboards v

ervice

Case
D TVSFAPP-653 Test 7

[ reomviewe

~ TeamViewer History
E.) TeamViewer Connect To Partner Id

E-] Session History (1) (e [ partn

$112-558-61

Crantead A+ Ersitan 11 &ne 515 1095

Figure 153

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

MyObjects " Testdsset|Asset X * leamviewer Administration ~/ X

331 Service  Home Chatter Accounts v Contacts v Cases v  Reports v Dashboards v

[ 355345436

' TeamViewer History | |
PartnerID  Unattended Access

E-] Session History (1)

$168-820-51
Created At
Valid untit:
Type:
State:

(<] E TeamViewer Connect To Partner Id

235345436

Apr. 2025, 1558
2

Connect via File Transer

V xAssist Call

Figure 154

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

4.16.2 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.

-4 Q HBe?ee
L

s Ko e G et & e T R, Seie o ¢ TR St %

0= =TT
235345436 + Oeiete romer | v 81
sy e s e e neer ComAS/S 1685 ]
Close session I

v TeamViewer History
ff |
Partner ID Unattended Access
S E.] TeamViewer Connect To Partner Id

E Session History (1)

168-829-51
Created At:

Freitag, 25. Apr. 2025, 15:58 235345436
Samstag, 26. Apr. 2025, 16:58

Valid until:
Type: Remate Control
state: Open

vV xAssist Call
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Figure 155

4.16.3 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.

4.17 Support for Experienced Cloud

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

4.17.1 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.
3) Click on “Builder”.

© You Have Lightning Components Debug Mode Enabled. Salesforce is siower in debug mode. Ask your admin how 1o disable it or see Enable Debug Mode for Lightning Components.

. Search se o EDEEE |- 208 @

Figure 156

4) Click on “Home” picklist and select the object in which you want to add the
components.
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im | Home le 9 =} 9 Publish  Preview
- Tempiate Header Top
Pages
el
s O

unt Management
> Action Plan ' GEject

> Action Plan Template  Gaject
v Case Obet

CaseList
Case Related List FEATURED
Contact Support
Create Record
> Dashboard Sbiect

Ermor

Feed Detail

il CoseDetail

DISCUSSIONS

v CaseDetall <~

Tempiate Header Boftom

WELCOME!

ASKAQUESTION

MY FEED

® NOTRENDING TOPICS YET

TRENDING TOPICS ARE THE MOST USED
TOPICS FROM THE PAST HOUR

Figure 157

Click on the lighting icon.

Publish  Preview

Case

Medium

New 00001116

Tempiate Header Bottom

Content Header

Figure 158

Scroll down to view the “Custom Components”.
Drag and drop each component to the detail section.

333 HOME  TOPICS

Case

priority
Medium

o

B TersngTopis

v Custom C

Content Header

Change Owner  w

Status Case Number

New 00001116

Content Footer

Tempiate Footes

Figure 159

8) Select each component and add value in “Community Prefix” field.
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Case Detail ~  CaseDetasl ~ 9 Q|

i view
Template Header Top
Session X
recordid
s

Tempiate Header Bottom

E TeamViewer @ Share

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 CoseDetail v CaseDetall <~ 0> =1 2 |m.mm\ Preview
' Tempiate Header Top

Content Heade:

oty Status CaseNumbes
Medium New 00001116

S TeamViewer @ Share

Figure 161

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

Publish your site?

Figure 162
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4.17.2 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.

TVEFAPP43S cane

QU “TVEFAPPASS come 3" nga TeamViewse

3)

TeamViewer for Salesforce — Configuration Guide
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It will load the corresponding record.

Case
TVSFAPP-455 case 3

Priarity Status

Medium New

Case Number
00001205

TeamViewer

Session Number
521-917415

Valid until

Dienstag 30. Aug. 2022, 16:37

Customer Link

https:/; viewercomAr15521917415

Supporter Link

https:/ viewercom/v15/521 15-1TemWsFfYjJn

B Session History (2)

521-917-415

Creat: Montag. 29. Aug. 2022, 16:37
Valid : Disnstag, 30. Aug. 2022, 16:37
Type: Remate Control

State:

Customer Link:
Supgorter Link

viewer.comv15/:
mviewer.comivl!

1917415

$67-633-717
Created At: Montag. 29. Aug. 2022, 16:24
Valid until: Disnstag, 30. Aug. 2022, 16:24
Remote Control
Closzd
Customer Link: https: viewer.com/v1! 717

Supporter Link: https: wer.com/\V:

*Start Date *EndDate
01082022 s 30082022
SessionCodz v | Type v | Deviceld v | DeviceName v | Supporter
el
1 521917415 RemoteConrol 839512945 Cf:roe e
it
2 567633717 RemoteControl 839512549 i
3 567-633-717 RemoteControl 899512949 Gf:oe"'c"“

917415-1TemWsFfY]Jn

7-HO1nFRL84xGR

Start Date v

29. August 2022
um 16:38

+ Follow Edit Delete

Change Owner v

% Share

Create naw Session Close Session
<
8¢

End Date v | Notes v
29. August 2022 N
um 16:40 sharzen -
29. August 2022

:“_ — Note - noshare v
um 16:27

29. August 2022
um 16:30

https://www.teamviewer.com/en/integrations/salesforce/

Page 66/68



Using TeamViewer for Salesforcewer for Salesforce @

Figure 164

4.18 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.

Record v Session Code v | Type v | Deviceld ~ | Davice Name v supporter v StartDate v tndDate v | Actions
1 1 jober
1 0000104 $169-496-017 Assist AR 555393825 Nils Larcher 0 Oaher s Oy Ot A View Connection Details
21 1522
N/A Remote Control 619499268 Nits Larcher 30 September 2025 at 30 September 2025 at
Unattended 2249 250
$112.997-633 Assist AR 1627700650 Nils Larcher J0September2025at 30 Septembec 20238 (o, Connection Details
2248 2248
30 September 2025 at 30 tember 2025 at
4 00001067 5135000823 Remote Control 1680384340 Nis Larcher o i
2245 2246
Figure 165

2) Click on “View Connection Details”.
3) Anew tab is displayed with connection summary.

Connection Details

Details  EventLog  Chatlog  Session Recording  Action Steps

Session Type End User Supporter

Remote Control Unattended Nils Larcher

End User's Email Duration

00:00:48

Notes

unattended connection

Summary

The user granted remote access in TeamViewer and cleared the DNS cache using Command Prompt. They then accessed desktop
properties via Windows Explorer and increased the maximum size setting to 51000 MB before saving the changes. These steps
achieved both remote session setup and system configuration adjustments.

Close

Figure 166

Note: Insights will be displayed for Remote Control, Assist AR and Remote-Control
Unattended Connections. To display the Al summaries/ Session Insights in an Assist AR
Connection, enable the live captions during the connection. Summaries provided by the ai-
summaries/session insights feature of a TeamViewer connection originating from a case is
added to the case activity log.
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TVSFAPP-678

| I,

Last Modified By
9 Logicline Admin User. 30.04.2025, 13:42

Subject
TVSFAPP-678

Description

Internal Comments

Activity History (1)

Subject

TeamViewer Al Summary
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