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Introduction 

Expand your global reach 

The Language Weaver Instant Translation for Salesforce LiveAgent app allows customer 

service Agents to communicate in their native language with their customers in their 

native language via online chat. Translation of the chat is performed in real-time. 

How it works 

The solution is designed for any organization that works with customer support in 

different countries and requires their mono-lingual Agents to communicate in multiple 

languages. 

 

Language Weaver Instant Translation App connects to RWS’s Language Weaver machine 

translation allowing Salesforce Live Agent users to perform chat sessions with users in 

different languages. As an example, the Agent user can communicate in English to their 

customers, and those Visitors can communicate using their native language. The chat 

messages are instantly translated to and from English into the target language and 

presented to the Agent and Visitor in their preferred language. 

 

 

Language Weaver Setup 
Language Weaver Instant Translation will connect your Salesforce LiveAgent to your 

Language Weaver account. If you administer your own instance of Language Weaver, 

create an API key for use with the integration. If not, contact your Language Weaver 

Account team to complete these steps. 
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Salesforce Prerequisites 

You will need to have System Admin rights to the Salesforce Org to which you want to 

install Language Weaver Instant Translation. 

The download for production environments is on the Salesforce AppExchange here: 

https://appexchange.salesforce.com/listingDetail?listingId=a0N3A00000EJHWOUA5 

From this link you can also choose to install a 30-day trial version to a non-production 

environment. 

Pre-installation Steps 

1 Omnichannel Configuration 

Set up Omnichannel by following the instructions provided in the Salesforce help 

documentation. Refer to the following link for detailed steps: 

https://help.salesforce.com/s/articleView?id=sf.console_lex_service_setup_omnichannel.

htm&type=5 

2 Chat Button Setup: 

Configure the chat button by referring to the Salesforce help documentation. Refer to 

the following link for detailed steps: 

https://help.salesforce.com/s/articleView?id=sf.live_agent_create_buttons.htm&type=5 

  

https://appexchange.salesforce.com/listingDetail?listingId=a0N3A00000EJHWOUA5
https://help.salesforce.com/s/articleView?id=sf.console_lex_service_setup_omnichannel.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.console_lex_service_setup_omnichannel.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.live_agent_create_buttons.htm&type=5
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Salesforce LiveAgent Setup for Lightning 

To enable translation for Live Agent Service Console 

Configure Chat Button 

1. In Setup, navigate to Chat > Chat Buttons & Invitations and select Edit for the Chat 

Button. 

 

2. Update the Custom Chat Page to “LanguageWeaverCustomVisitorWindow”. This 

will ensure that the Chat button launches the Application’s customer facing 

window which is capable of translations. 

 

3. Update Online Image to ”online_Image”. 

4. Update Offline Image to ”Offline_Image”. 

5. Update Pre-Chat Form Page to “PreChatForm”. 
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Configure Sites 

1. In Setup, navigate to User Interface > Sites and Domains > Sites and click on the 

desired site label where the new window should be shown. 

2. Select Public Access Settings and select Edit. 

 

3. Navigate to Standard Object Permissions and give Read and Create permission to 

the Document Object. 
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4. Navigate to the Custom Object Permissions and give Read, Create, Edit and 

Delete Permissions to the Live Agent Setting and Live Chat Logs object. 

5. Select Save. 
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Navigate to Enabled Visualforce Page Access 

1. Select “Edit” 

 

2. Select “SDL_LC.LanguageWeaverCustomVisitorWindow”, 

“SDL_LC.LanguageWeaver_Widget”, ”SDL_LC.PrechatForm” and select “Save”. 

 

 

Console App 

1. Navigate to Apps Manager and Edit the Lightning Console App. 
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2. Add “LanguageWeaver_Widget_Lightning” Utility item and enable “Start 

automatically” 

 

3. Add the tab “RWS LanguageWeaver Setting” from the navigation item. 
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Configure the RWS Language Weaver for Live Agent 

1. Select App launcher > View all 

 

2. Select “RWS Language Weaver Settings”. 

3. Configure the URL, Client ID and Client Secret, Trace App, Trace App Version and 

Trace App Meta info provided by Language Weaver  

 

4. Turn on translation for service console – this must be marked True in order to 

use the translation service  

5. Select “Save Basic Settings”. 

6. Select the refresh icon in the “Language Pairs” section to get all available 

language pairs and then select the language pairs you need. 

7. If available, select the required dictionaries from the dropdown. 
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8. Select “Save Language Pairs”. 

Configure chat transcript page layout 

1. In Setup, navigate to the “Lightning App Builder” and select 
Chat_Transcript_Record_Page 

2. Select “Edit” 

 

3. Create a custom tab by selecting “Add Tab”, name it with a unique name, and use 

the dropdown to select it as the default tab. 

4. Drag the "LiveAgentChatWindow" component onto the newly created custom tab. 
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5. Select “Save” to finalize your changes. 

Configure the Custom Settings 

1. To handle the size of logo. please navigate to the custom setting Prechat logo 

size, create a record of custom setting with the exact name as logo dimension 

and provide the LogoWidth with the required value  

2. Select “Save”. 

Changing the Customer Logo of the Visitor Chat Window 

(Optional) 

 

http://localhost/
http://localhost/
http://localhost/
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Update the Document Folder 

3. Switch to Salesforce Classic view and select the plus (‘+’) symbol available at 

extreme right of tab bar  

4. Select the Document Folder. 

5. Select the Live Agent Folder 

6. Select the customer Document from the list and replace the document you’re 

your desired logo.  

7. Select “Save”. 

Configure Embedded Service Chat  
1. Configure the Embedded service by following the guidance provided in the link: 

https://help.salesforce.com/s/articleView?id=sf.snapins_chat_overview.htm&type

=5 

2. Add the Pre-chat form page to the Embedded Service configuration. You can use 

any Pre-chat Lightning component, be it the general pre-chat form included in the 

package provided by RWS or a customer-defined pre-chat form. See below 

screenshot. 

 

Configure embedded chat using the pre-chat form included 

in the RWS package 

Enable the Apex class “SDL_LC.BeGlobalChatWidget_Controller” for the site used in 

embedded service setup. 

● In Setup, navigate to User Interface > Sites and Domains > Sites and select the 

desired site label where the new window should be shown. 

● Select “Public Access Settings” and select “Edit”. 

● Navigate to “Enabled Apex Class Access” 

● Select “Edit” 

● Select “SDL_LC.BeGlobalChatWidget_Controller” and select “Save”. 

https://help.salesforce.com/s/articleView?id=sf.snapins_chat_overview.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.snapins_chat_overview.htm&type=5
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Configure embedded chat with customer-defined pre-chat 

form 

Set up browser cookies with the visitor’s selected language. 

Note: Determining and storing the visitor’s language requires some development. The 

below section is intended as a guideline but the task can be achieved in many ways. The 

guideline below only provides examples of how to do this. 

 

1. Get the Language Weaver language code. 

o Determine what language visitor intend to use. 

o Store the language selected by visitor in a variable. 

o Run the below query to get the LWcode of visitor selected language 

SDL_LC__BeGlobal_Language_Pair__c LWcodeEntity = [select 
SDL_LC__FromLangCode__c,SDL_LC__FromLanguage__c from 
SDL_LC__BeGlobal_Language_Pair__c where SDL_LC__FromLanguage__c 
=:visitorLang limit 1 ]; //visitorLang fetched in steps 2. 

o Extract the LWLanguageCode from above query like below: 

LWLanguageCode = LWcodeEntity.SDL_LC__FromLangCode__c; 

o Once found, use the resolved language code in the following steps to set 

the cookie. 

2. Use the following snippet as a guideline to set the cookies  

document.cookie = 'languageSelectedbyVisitor = '+'LWLanguageCode'; 

3. Get the Salesforce-generated code for the embedded service and add a static 

resource file in the code before deployment: LanguageWeaverEmbeddedJs 
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4. Use the below snippet to add the static resource file in the Salesforce-generated 

code 

embedded_svc.settings.externalScripts =["LanguageWeaverEmbeddedJs"];  

Refer to the below screenshot. It is part of Salesforce-generated embedded code. 

Add the above snippet at the “//snippet placeholder” comment. 

 

5. Configure Console app 

a. Refer to the Console App section above. 

6. Once the Console app is configured, perform the below steps for the Agent page 

and deploy the component in the page layout. 

a. Refer to the Configure chat transcript page layout section above. 

7. Set-up custom setting 

a. Refer to the Configure the Custom Settings section above. 

8. Configure the setting Page of the application 

a. Refer to the Configure the RWS Language Weaver for Live Agent section 

above. 

9. Configure the site 

a. Navigate to Standard Object Permissions and give Read and Create 

permission to the Document Object for the sites. For details, refer to the 

Configure the Custom Settings section above. 

Language Weaver Instant Translation 

Smoke Test 
It’s a good idea to run a test through the system to ensure all of the settings have been 

made correctly and fully. Here are some steps to walk through an end-to-end process. 

● Agent 

o Login to your Salesforce LiveAgent Console 

o Ensure your console is set to “Online” 

● Customer 
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o Impersonate the customer by using the test app provided to open the 

Salesforce native chat window. 

o Select the language you intend to use from the menu dropdown. 

o Enter some text in the chosen language and hit “Send”. 

● Agent  

o You will see a notification of an incoming chat in the Agent console. 

o Accept the incoming chat. 

o You will see the incoming text in the native console in the Agent’s default 

language (configurable in the Agent’s Salesforce profile), as well as some 

metadata showing the original language of the user and the time of the 

chat message. 

o Respond to the customer in the Agent’s default language. 

● Customer 

o You will see a response from the Agent in the customer’s chosen language. 

o Respond to the Agent in the customer's chosen language. 

● Agent 

o If you want to use the Salesforce “Sneak Peak” feature to see what the 

customer is typing, you can toggle to the Salesforce native Conversation 

view. 

o Select the Language Weaver Translation Widget from the bottom toolbar. 

Use this to enter your English text and see a translation plus back-

translation. If the back translation does not read clearly, adjust your 

content by simplifying the words and phrases used. 

o Note: Be sure to switch back to the custom Language Weaver tab to be 

able to respond to continue to use the automatic chat translation feature 

● The Agent and the Customer can both end the chat 

● The Agent and the Customer can both save the full chat transcript. The Agent’s 

transcript will include both the original and translated messages, while the 

Customer’s transcript will include only messages in their native language. 
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About RWS 

RWS Holdings plc is a unique, world-leading provider of technology-enabled language, content and intellectual property services. Through content transformation 

and multilingual data analysis, our unique combination of technology and cultural expertise helps our clients to grow by ensuring they are understood anywhere, 

in any language.  

Our purpose is unlocking global understanding. By combining cultural understanding, client understanding and technical understanding, our services and 

technology assist our clients to acquire and retain customers, deliver engaging user experiences, maintain compliance and gain actionable insights into their data 

and content.  

We work with over 80% of the world’s top 100 brands, more than three-quarters of Fortune’s 20 ‘Most Admired Companies’ and almost all of the top 

pharmaceutical companies, investment banks, law firms and patent filers. Our client base spans Europe, Asia Pacific and North and South America. Our 65+ global 

locations across five continents service clients in the automotive, chemical, financial, legal, medical, pharmaceutical, technology and telecommunications sectors.  

Founded in 1958, RWS is headquartered in the UK and publicly listed on AIM, the London Stock Exchange regulated market (RWS.L).  

For further information, please visit: www.rws.com  

© 2023 All rights reserved. Information contained herein is deemed confidential and the proprietary information of RWS Group*.  

SDL Inc. is registered with SAM.gov with Unique ID #NTLJMHXJF217.  

*RWS Group shall mean RWS Holdings plc for and on behalf of its affiliates and subsidiaries. 

http://www.rws.com/

