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Introduction

1 Introduction

1.1 About TeamViewer for Salesforce

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

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

o Remotely control the customer’s device

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

o Create consolidated reports about your company’s teamviewer connections

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

o Support for Pilot Sessions

o

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=aON3AO0000EFmMSYUA1

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 Garmany GmbH

TeamViewer — Remote Support and Access Integration for Salesforce

Starting at $143.92 USD per company per

month @

. SALESFORCE : ;
H TeamVIGWer APP Discounts available for nonprofits
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
ARYWhel'e Aﬂytl me Salesforce Cloud.

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

Overview  Reviews (1)

Figure 1
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2.2.2 Selecting the Salesforce Org to install to

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

¥ Get It Now

How would you like to continue?

Install in production
Includes active, trial or developer orgs

Install in Sandbox
Test in a copy of your production org

Figure 2

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

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

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

2.2.3 Selecting who to make the app available for

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

For TeamViewer for Salesforce Cloud app, you should choose the option “Install for All Users”
- as it’s an application that is intended to be used by everyone who is working on Customer
Service or Sales roles —and click the Install button.

Install TeamViewer for Salesforce
By TeamViewer GmbH

2 22X 2

Install for Admins Only o Install for All Users Install for Specific Profiles...

m Sance)

App Name Publisher Version Name Version Number

TeamViewer for Salesforce TeamViewer GmbH Vi3 1.3

Additional Details  View Components

Figure 3

TeainViewer for Salesforce — Configuration Guide https://integratewww.teamviewer.com/enfintegrate/salesforce/ Page 6 of 63



Installation

2.2.4

Confirming the installation

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

Figure 4

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

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.
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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

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

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

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

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

Installed Packages
Action Package Name Publisher Version Number Namespace Prefix
Uninstall +, TeamMiewer for Salesforce TeamViewer GmbH 131 sftv )
Uninstall +, Salesforce and Chatter Apps Salesforce.com 1.14 sf_chttr_apps |

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

Figure 5
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Configuration

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 sefting enabled, you can also customize the order in which all actions appear, including Post, File, Link, and Poll.

Enable Actions in the Publisher

Figure 6

3.2 Assigning permission set

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

SETUP
Permission Sets

T — TR cierss TED SN e

Permission Sets
On this page you can create, view, and manage permission sets.

In addition, you can use the SalesforceA mobile app to assign permission sets to a user. Download SalesforceA from the App Store or Google Play: i0S | Android

Edit | Delete | Create New View

Help for this Page @

z
H
v

>
2
g

Permission Set Label + Description License

Del| Clone QA Standard
Del| Clone QA Test

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

O clone Salesforce CMS Integration Admin Gives the admin data access and the permissions to integrate Sale Cloud Integration User

O crone Salesforce Console User Enable Salesforce Console User Sales Console User

O Clone Service Cloud User Denotes that the user is a Service Cloud user. Service User

O cione Standard Einstein Activity Capture Access to Standard Einstein Activity Capture Standard Einstein Activity Capture User
O clone Jouew Creator Lets a user create, edit, and delete Surveys Survey Creator User - 1 Seats

Gives access to all necessary objects and pages to manage the Te

Clone Teamviewer Administrator
Clone Teamviewer User

Figure 7

https://integratewww.teamviewer.com/enfintegrate/salesforce/

A|lB|C|D|E|F|G|H|[I|J|K|LIM|N|O|P|Q|R|S|T|U|V | W]|X|Y|Z]|Other [l
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1) Click on one of the permission sets e.g., TeamViewer User.
2) Click on “Manage Assignments”.

SETUP
Permission Sets

Permission Set Video Tutorial | Help for this Page @)

Teamviewer User

[ @ Find Setings % || Clone | Manage Assignments

Permission Set Overview

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

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

Apps

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

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

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

App Permissions
Permissions 1o perform app-specific actions, such as "Manage Call Centers"

Apex Class Access
Permissions 10 execute Apex classes

Figure 8

3) Click on “Add Assignments”.

SETUP
Permission Sets

Assigned Users Help for this Page @

Teamviewer User

« Back to: Parmission St

AB CDEIFIGHIJKILMNOIPIQRIS TIUIV WIX|Y Z|Other AN

Add Assignments || Remove Assignments

| Action Full Name + Alias Username Last Login Role Active Profile Manager
(| | Edit | Login User, Standard suser standarduser@ieamviewer.qa 14.10.2020, 13:32 v Standard User | !

Add Assignments | Remove Assignments

Figure 9

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

SETUP
Permission Sets

Assign Users Help for this Page @

All Users
View: Edit| Create New View

A|B|C|D|E[F|[G[H[I[J|K[LIM|N|O|P|Q|R|S|T|U|V|W|X]|Y|Z|Other All

| Assign| | cancel |

(] Action Full Name + Alias Username Last Login Role Active  Profile Manager
) | ait Admin User, Logicline liAdmin admin@teamviewer ga 19.10.2020, 08:05 v/ System Administrator 1'
0 | Eait Anmol, Test tanmo anmol kumar@logicline de test1 10.09.2020, 15:07 Standard User
| Edit Joseph, Reema riose reema joseph@teamyiewer ga 17.01.2020, 09:25 System Administrator
(] | Edit | Login User, Standard suser standarduser@leamviewer ga 14.10.2020, 13:32 v/ standard User

|Assign| |Cancel|

A|B|C|/D|E|F|G|H|I|J|/KILIM|N|O|P|Q|R|S|T|U|[V|W|X|Y|Z]| Other AN

Figure 10
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3.3 Configuring the page layout

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

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

Salesforce classic

¥ Teamviewer

[ e

{2 Share

$58-244-145

Okt. 2020, 14:09

5/558244145-UPk2BXfyDoBH

Create new Session

Figure 11: TeamViewer Session details in Salesforce classic

¥ Teamviewer History

B Session History (6) ¢
55 -145

Valid untit

Type:

State

Online

Customer Link: 145

Supporter Link: htty om fvi 145-UPk2BXfyDoBH

s66-668-148
Valid untit
Type

State:

Onlfine:
Customer Link

Supporter Link 148-BBegOTLVnoxo

Figure 12: TeamViewer Session history in Salesforce classic

TeainViewer for Salesforce — Configuration Guide https://integratewww.teamviewer.com/enfintegrate/salesforce/ Page 11 of 63
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Salesforce Lightning

Tea‘nViewer for Salesforce — Configuration Guide

Teamviewer

Teamviewer History Morev

E TeamViewer

Session Number

$58-244-145

Valid until

Freitag, 16. Okt. 2020, 14:09

Customer Link

https: //get teamviewer.com/v15/558244145

Supporter Link

https://get teamviewer.com /v15/558244 145-UPk2BXfyDoBH

Create new Session Close Session

Figure 13: TeamViewer Session details in Salesforce ligthning

[ Teamviewer

Teamviewer History. Morew
E.] Session History (6) ¢
s89-851-355
Valid until: Donnerstag, 15. Okt. 2020, 15:47
Type: Remote Control
State: Closed
Online: false

Customer Link
Supporter Link:

555-184-643
Valid until:
Type:

State:

Online:
Customer Link:
Supporter Link:

s01-671-633

Figure 14: TeamViewer Session history in Salesforce lightning

https://get.teamyiewer.com/v15/s89851355
https://get teamviewer.com/v15/s89851355Ky...

Donnerstag, 15. Okt. 2020, 15:39

Pilot

Closed

false
hitps://getpilotteamviewer.com/s55184643
https://get.teamviewer.com/v15/555184643-U...

Teamviewer Connection Report orev
* Start Date *End Date
E 01.10.2020 & 15.10.2020 s ¢

SESSION CODE

$01-471-866

DEVICEID
394970062

DEVICE NAME

SUPPORTER

App Developer User

START DATE

Mittwoch, 14. Okt. 20, 14:46

END DATE

Mittwoch, 14. Okt. 20, 14:46

NOTES

Comment on October 14, 2020 Account test 1

Figure 15: TeamViewer Connection report per case

https://integratewww.teamviewer.com/enfintegrate/salesforce/
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3.3.1 Example flow to add the TeamViewer components to the Case page layout in a
salesforce lightning environment

1) Open a case record in Lightning.
2) Click on the gear icon on top right of the page and select “Edit Page”

3) The edit page will have 4 custom managed components provided from TeamViewer:
a) connectionReport

b) session
c) sessionHistory
d) teamViewerUnattendedAccess

> standard 200

~ custom ©

< G- Mg ()
& won
8 -
) eV nstincieiicrns

Figure 16

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

il Lightning App Builder

Case Record Page (Custom)

Components Page > Tabs
Dev Test Oct 14 +* e i -
arch o . Dt
> Standard (30) 7.
Related  Deta

v Custom (0)

I3 open Activiies (0)
ailat

Activiy History (0)
v Custom - Managed (3)

a - I3 case Comments (0}
B s

[ Attachmants (0)

Figure 17

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

TeaiﬂViewer for Salesforce — Configuration Guide https://integratewww.teamviewer.com/enfintegrate/salesforce/ Page 13 of 63
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7

& Back

il Lightnin, Builder Case Record Pzge (Custom]
im Ligt 5 App B el

Standard

t Manager Targets

Activation...

Components
Dev Test Oct 14

m Page > Tabs

Related

> Standard (30) i ° 1
Rolated D

v custom (0)

Open Acthites (0)

3 Activity History (0)

I3 Case Comments (0)

[ Anachments (0} Dot

v Set Component Visibility

Figure 18

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

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

Companents Page > Tabs

Dev Test Oct 14 + hd

.- )
Related
> Standard (30)
Retatea
= Relat
v Custom (0)
Open Activities (0)
B Activity Histocy (0)
= I
v Custom - Managed (3) a
g I3 Case Commens (0} ¥ e
] i s — [ comieuer \
B sessiontistor v Set Companent Visibility
A

Figure 19

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

Tl Lightning App Builder Case Record Page (Custom)
Components Page
Dev Test Oct 14 + orer v
o- Label
Case Record Page (Custom)
> Standard (30)

Teamviewer De

rdPageCustom

v Custom (0)

Record Page

Case

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 sessionHistory component to it.

TeaiﬂViewer for Salesforce — Configuration Guide https://integratewww.teamviewer.com/enfintegrate/salesforce/ Page 14 of 63
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il Lightning App Builder B Pages v

Case Record Page (Custom)

9

Components Page

Dev Test Oct 14

Case Record

> Standard (30)

Teamviewer History veloper Nami
S —— CaseRecordPageCustom

~ Custom - Managed (3) Record Page

Case

Figure 21

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

12) Click on the newly created tab and drag and drop connectionReport component to it.

il Lightning App Builder Case Record Page (Custom)

Components Page > Tabs
Dev Test Oct 14 + 3
Defaut Tat
Search. -

Related %
> Standard (30) °
- Connection Report
= : L. = Relate

v Custom (0)

= Details

= Teamviewer
v Custom - Managed (3) T

= Teamviewer H

ofolo]

Figure 22

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

i Lightning App Builder Case Record Page (Custom)
Components s e TR
Dev Test Oct 14
o
Dy Q
> Standard (30) P Daciing
Connection Report
Comgenents e Mobile

“ Custom (0) r

sita 8 e s C + Add Filt

v Custom - Managed (3)

0]0]0]

Figure 23
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14) Click on “Save” button and then “Back” button.

‘ ¢ Back ? Helg

i Lightning App Builder | [ Pages v ‘ Case Record Page (Custom)

Components
Dev Test Oct 14

\ Desktog| Q \

> Standard (30)
elated  Detalle ez samylewer Histar Connection Report w Set Component Visibility

~ Custom (0)

Figure 24

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
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

> standsrd 31)

A Related Inattended Connection  Connection Report

Cases (1)

~ Custom - Managed (5) =
[] Notes & Attachments )

~ Set Companent Visibility

2
B Sessic
8
B e
a8

“ Upcoming & Overdue + AddFile

Figure 25

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) Dragand drop “TeamViewer unattended connections” to the tab
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Components Fage > Tabs
o
. =
Qo el connections ‘

> Standard (31)

Unattended Con Unattondod Connections  Unattended Acce:s |l

¥ Custom (0) fepert

o cempenen

Cases (0) New

“ Custom - Managed (5)

Bo

[ notes & artachments (o1 ~ Set Campanent Visibility

tion Repor

+ addrine

Fiters Al Sme +

v Upcoeing & Duerdue

To getthings mroving adkd a fask or st p 2

e past actuiy. Past metings ane tasks markad 25 dene shen

Figure 26
4) Select “Desktop” or “Mobile” from the “Form Factor” dropdown

5) Click on “Save” and click on “Back

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

salesforce classic environment

1)

¥

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

Search search )
Home Chatter Accounts Contacts Soluions Reports Dashboards My Objects &
[ Createew ] & B.(‘J.U TR Customize ale View | Felp for ts Page @
@ Recycle Bin Pp——
Open Activiles (0 | Activily Hisiory fo] | Case Comments (g] | Allachments 9] Case Hisig
Case Detail Edt | Detete| | Glose Case | | Glone || submit for Approval
case owner [ | ooicline Admin User [Change] Staws  New
Case Number 00001163 Priofty  Ledium
Contact Name Contact Phons
Account Name Contact Emait
Trpe  Electical Gaseorigin  Phane
Case Reason
Date/Time Opened 15.10 2020, 12:31 DatefTime Clesed
Created By  Logicline Admin User, 15102020, 12:31 LastModified By  Logicline Admin User, 15.10.2020, 12:31
Subjeet  Dev TestOct 14
Description
Ecit | Deteta | |Ciose Casa| | Clons || submitfor Approval
Solutions View Suggested Solutions o Find Soluion Solutons Help (2

Figure 27

2) Drag and drop the section to the page layout

save v | Quick Save| Preview As... ¥ | Cancel

- @, Quick Find|Ficld Name *

4 undo | A Redo| | [E Layout Properties

TeainViewer for Salesforce — Configuration Guide

Related Lists

Fields
Buttons |+ Secgion H Business Hours. || Case Reason | Contact Fax Contact Phone Date/Time Opened Last Modified By [ Service Case vali... Type
Quick Actions |*E1Blajk Space | Case Number LCase Source H Contact Full Name | Created By Description | Parent Case | status Web Compz
Mobile & Lightning Accouft Name Case Origin [ Closed When Created || Contact Mobile |[ Customer Link || Escalated || Priority Subject Web Email
AEC“GHS [ Asset | case Owner Contact Email Contact Name Date/Time Closed Internal Comments | Service Case || supporter Link | Web Name
xpanded Lookups =
- ¢ »

ase Information (Header visible on it only)
Case Owner  Sample Teft
) case Number GEN-2004{01234
® contactName Sample Tejt
£ AccountName  Sample Tedt
% Type Sample Teft
i Web Information (Header visible on ddit only)
£ ® WebEmail sarah.samfle@company.com
D webName Sample Tejt
2 pateTime Opened  150.202q 13:22

! Additional Information (Header Wgitje opfedit only)

! System Information (Header visible on edit oniv}

* ® status

® Priority

£ contact Phone
£ contact Email
* ® case Origin
Case Reason

2 Web Company
£ Web Phone
£ Date/Time Closed

Figure 28

Sample Text
Sample Text
1-415-555-1212

sarah.sample@company.com

Sample Text
Sample Text

Sample Text
Sample Text
15.10.2020, 13:22
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3) Add a section name as “TeamViewer”

Section Properties x
Section Name Teanmviewer
Display Section Header On [¥ Detail Page

[¥| Edit Page

Layout
@ 1Column  2-Column
OK Cancel
Figure 29

4) Add the Visualforce Page “Session” to the new section

save v | Quick Save | Preview As...¥ | Gancel | | &\ Undo | 7 Redo | | (5] Layout Properties

IS ~ | Qauick Find| Page Name %
Quick Actions e
Mobile'& Lightning [+ Section || Session History |
Actions 4] Blank Space || TVCasePageComponer
Expanded Lookups ConnectionHistory... || TVCaseSessionDetails |
Related Lists Session | TVDetails |
Report Charts .

Visualforce Pages ~

Teamviewer

VF Session

Figure 30

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

- save v i] Quick Save E|_Pneview As... -H CanceIH &\ Undo| 7 Redo| I_LZ;] Layout Properties |

Fields a @, Quick Find| Quick Action Name ‘ x

Buttons File New Account New Event New Opportunity | Question |
Custom Links Link New Case New Group New Task Team\Viewer

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

Actions

Expanded Lookups -

Highlights Panel

Customize the highlights panel for this page layout..

Quick Actions in the Salesforce Classic Publisher !

Post File Link Poll TeamViewer

Figure 31

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

Z) contactPhone 1-41

Section Properties x |sars

| Samr

Section Name |Teamv5ewer History {Sam
Display Section Header On Detail Page

m Edit Page {Sam

'Sarr

Layout 151

@® 1-Column (O 2-Column

| oK | | cancel |

Figure 32

8) Add the Visualforce Page “Session History” to the new.
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Save ¥ | Quick Save  Preview As...¥ | Cancel | | 4 Undo & Layout Properties

i) - @ Quick Find| Page Nar x
Quick Actions ———
| Mobie & Lightning -+ Sectlon [(Ekssie History
Actions: +FBlank Space TVCasePageComponen
Expanded Lookups Connactk TVCaseSessionDetai
Related Lists Session TVDetails

Report Charts

Visualforce Pages

Teamviewer History

V¥ Session History

Figure 33

9) Click on Save
10) Similar way we can configure page layout for account, contact, lead, opportunity, and

custom object.
Add TeamViewer ID field in Assets page
1)
2) Dragand drop “TeamViewer ID” field under Fields to the Asset Information section.

3.3.5
In Classic mode, open an asset and click on the “Edit Layout” option.

Mini Page Layout Mini Console View | Video Tulorial Help for this Page @

[‘GuickFind 1 Search

Expand Al | Cotapse At
Fields.

-  cutons Gy .| s
Quick Actions
Lightning Experience Mobie & Lightning
Transition Assistant ﬂ""s‘, i =
anded Lookups
Morsiny Related Lists -

Get Started

Salesforce Mobile Quick Start

Highlights Panel

Home

Administer Quick Actions in the Salesforce Classic Publisher
+

You can overide Tayoutto set s for the put

Release Updates Actions inthi .
» Manage Users

») Manage Apps.

+ Manage Territories

» Company Profile

+ Data Classification

» Customer 360 Privacy Center
¥ Security Controls

+ Domain Management

+ Communication Templates

) Translation Workbench

Salesforce Mobile and Lightning Experience Actions

tion, and have

this layout. If you the

Actions in this Youcan actions o set a customized lst ofaeffons on L

10 override

inherts

Asset Detail - Buttons
(Bl (tats) (it Racnd Typs) [Priidside Vid) o

visible on edit oniy)
Sample Text
Sample Text

+ Data Management Y
> Mobile Administration * © As
+ Desktop Administration

‘Samole Text

ot Sample Text

+ Outlook Integration and Sync e Sample Text Competitor Asset v
+ Gmail Integration and Sync ver  Sample Text Purchase Date 04082021
Usage End Date  04.08.2021

») Email Administration 04.08.2021

+ Google Apps s Sample Text
» Analytics 6467
¥ Einstein Discovery ce 12345€

+) Data.com Administration

Figure 34

3) Click on “Save” button.

3.4

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

Configuring an email template

case with a one-click action.

Go to Setup = Communication Templates = Email Templates and select the folder
“TeamViewer Templates”. Choose the template you want to edit or create a new one. You
must name the template in the description “teamviewer_{Objectname}_template” to
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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 is able to 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 “Execute”

v i Session Setting Eracute

Figure 35

4.1.2 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”.

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

Figure 36

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

SETUP
E Custom Metadata Types

Q Quick Find

Setup Home

Release Updates (Beta)

Lightning Experience Transition Supported Objects
Assistant

View: [AT] Crsate New Visw
New Salesforce Mobile App

New

QuickStart e

Action Label * ‘sdpported Object Name. Namespace Prefix
Lightning Usage Edt o ACcount Cusiom Recipient Seting AccouniCustomRecipieniSeting s
Optimizer Edit %, Case Custom Recipient Setting CaseCustomRecipiEntSeting sy

Eon ¢ Contact Custom Recigient Setling ContactCustomRecipientSetting sfy I
ADMINISTRATION

Edit % Lead Cusiom Recipient Setting LeadCustomRecipientSetting sty
> Users Edt ¢ Opportunity Custom Recipient Setling OpportunityCusiomRecipientSetling sy
> Data
» Email

PLATFORM TOOLS

> Apps

Figure 37

4) Fill “Label”, “Email Template Description”, “supported Object” and “Name Field”.
5) Click “Save”.

Q Quick Find SETUP
n Custom Metadata Types

Setup Home

Release Updates (Beta)
Help for this Page @

Lightning Experience Transition Supported Object

Assistant

New Salesforce Mobite App ‘Supported Object Edit Save | | Save & New| | Cancel

QuicksStart R 1 = Required Information

Lightning Usage Label "W Protected Component [

Optimizer Supported Object Hame | CampaignMapping i A%ow Cusbut Beoplety. (] (
st Tempiae Oeseripton | -icamswer_account ter] Object  [Agoount v | n

ADMINISTRATION -
Supported Obiect || Camp

» Users MName Field
5 B Emai Field
Primary Phone Number Field |
» Email
Descripion Fild | _pong— ‘|
SEATEORM TEBIE Secondary Phone Number Feld [ piona— =l

> Apps
Save | | Save & New| Cancel

> Feature Settings

Figure 38

4.1.3  Setup custom recipient field

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

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

it Setup Home  Object Manager v

Q, Quick Find seTup
i a Custom Metadata Types

Setup Home

Release Updates (Beta)

Lightning Experience Transition Supported Objects
Assistant
View: [A ] Create New View
New Salesforce Mobile App
o New
QuickStart s
Action Label + Supported Object Name Namespace Prefix
Lightning Usage Eot ¢ Account Custom Recipient Setting AccountCustomRecipientSetting sty
Optimizer Ear % Case Custom Recipient Sefling CaseCustomRecipientSetting sty
Eat ¢ Contact Custom Recipient Setting ContactCustomRecipientSetting st
ADMINISTRATION
Eat ¢ Lead Custom Recipient Setting LeadCustomRecipientSetting st
> Users Eat ¢ Opportunty Custom Recipient Setting OpportunityCustomRecipientSetting sftv
> Data

Figure 39
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3) Select the “Allow Custom Recipient?” checkbox.
4) Click on “Save”.

Setup Home  Object Manager

Q. Quick Find 8 SETUP
| | E Custom Metadata Types

Setup Home
Release Updates (Beta)

Lightning Experience Transition Supported Object (Managed) ekp for this Page @)
Assistant
#, This Supported Object is managed. meaning that you may only edi certain atiributes. Display More Information

Mew Salesforce Mobile App

QuickStart
Supported Object Edit Save | | Save & New | Cancel
Lightning Usage — =
Information 1 = Reguired Inormation
Optimizer
Label | Gaso Cusiom Rec l
ADMINISTRATION Supported ObfectName. | CaseCustomR i Allow Cusiom Recipient?
5 Usars Email Termpate Description | agtamyiewer_{er Object
Supportod Object |
> Data
Name Fisid |
3 Emall Email Field

Primary Phane Number Field
PLATFORM TOOLS

> Apps Secondary Phone Number Field

> Feature Settings

> Einstein Save | | Save & New | | Cancel

Figure 40

4.1.4 Setup script token

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

Creating admin token

This token is created in the TeamViewer MCO.

Note: It is assumed that the administrator has created a company profile on TeamViewer.
For more information on how to setup a company profile and add users 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.

F_t!rn'."-lm'r."
2 |
Crmmmrt et Comes rpra My et Mampress e e
—_— - [ Py ———
Figure 41

3) Goto “Apps” and select “Create Script Token” button
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{ Back | Profile settings

frm—— Agps and Scripts atcessing your atcount

Atranced M RAE DESCRIPTION TViPE T i ]
Saturity Tanmcetiow 4

AP Servaceliow Enterpnie Abp

Connoe Loghaen
At logerd . ¥

Trwated [Hrsgdi

BeCavbid AT

Figure 42

4) Setup permission as below

Salesforce Admin token

Admin token for the TeamViewer Salesforce Integration

A

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

Group management
Read groups

Connection reporting
Read connection entries

Computers & Contacts
Wiew entries

Event logging
Allow requesting all event logs

Figure 43
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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.

&» - cmeEm @2 ee @
33 Service  Home Chatter Accouns - Contacts v Casss - Repors ~  Dashboards v MyObjects v Teammiewsr Adminichration ~ X °
~ 0 Seript Token o]

@ supported otjects

The Ape supperts £ Objeses, 1o 209 suppert for adsitorsl chjsce: oo t Suppartad Objacts

) Schedule Asset TeamViewer Ids Update

it token 1o enabie the functianairy

Schedule Connection Report Update
Admin token not set. icase set the scrpt Token ta endbie the functionsin

Figure 44

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.

° Script Token [ e ]

45, to 2dd support for sddition

< Supported Objects

\) Schedule Asset TeamViewer Ids Update [emmane |

Stheduled Job to update Asset Teamviewer 1ds neads 1o be activaled. Go 1o Setup and schedule UpdateDevicelds dass

Schedule Connection Report Update |

Scheduled Job to updats conniction reparTfrom the backend needs 1o be sctivated, Go 10 Setup and schedule LpdateConnectionRepart ciass.

Figure 45

4.2 Signin

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.

E TeamViewer Login to your TeamViewer account

Figure 46

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

Q TeamViewer

Sign In

Please sign in to continue your access request
E-Mail

john@teamviewer.com

Password

| forgot my passwort

Figure 47

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 48

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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e
Seeking guidance on electrical wiring installation for GC5060

voriy Stz e Numb
Low New 00001002

Related  Details ~ TeamViewer  TeamViewer History  Connection Report
E,] TeamViewer

Figure 49

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

Case
+ Follow Edit Delete Change Owner | w
Related Details Teamviewer Teamviewer History Connection Report
[ e

2 Share
Session Number

537:772:242

Valid unti

Samstag, 17. Okt. 2020, 16:32
Customer Link

I getteamviewercom/v15/s37772242

srter Link

hteps: f/get.teamviewer.com/vi5/s37772242-OKykSRgaBu3W

Figure 50

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.

Select E-mall Template

Select

Recipient E-Mail

deepu.soman@logicline.de

Optional Chatter post

Figure 51

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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Recipient £-Mall:

deepu soman@logicline.de

Optional Chatter post

Figure 52

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 53

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

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

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

9) The recipient email will receive customer link.

4.3.3  Starting remote control session

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

Salesforce application.

1) Click on “Join session as Admin” button.
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Case
l + Follow | Edit | Delete  Chang

ity Nuinbei

Medium New 00001164

Related Details Teamviewer Teamviewer History Connection Report

1 Share

sion Numbe

Figure 54

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

External Protocol Request

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

The following application will be launched if you accept this request:
TeamViewer 11

If you did not initiate this request, it may represent an attempted attack on

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

Remember my choice for all links of this type.

Launch Application Do Nothing
Figure 55

3) 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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592-410-641 X | 4

Q TeamViewer

Please wait until your partner joins
the session.

www.teamviewer.com

Figure 56

4) On the end user side, once he selects the URL, he/she will be prompted to download the

TeamViewer Quick Support module as shown in the Figure below (for the case of
connecting to a Windows PC).

) downloadteamwiewer.com

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

_ You are not in the ion yet? Try 30310
Do you want to run of save QS_en-idc: L (7.82 MB) from v
This type of file could harm your computer. Run Save v/ Cancel
L ¥ i ®100% ~
Figure 57

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

QuickSupport

Allow Remote Control o

Please wait until an IT support representative
joins the session

Session code

$92-410-641
Your name
Company Admin

Cancel

www. teamviewer.com

® Ready to connect (secure connection)

Figure 58

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.

Case

TeainViewer for Salesforce — Configuration Guide

Related Details Teamviewer

TeamViewer

Session Number
s37-772-242

Valid until
Samstag, 17. Okt. 2020, 16:32
Customer Link

https://get.teamviewer.com [v15/s37772242

Supporter Link

Teamviewer History

https://getteamviewer.com[v15/s37772242-OKyk5RgaBu3w

Connection Report

Create new Session

Close Session

Figure 59

Join session as Admin

[ Share

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

https://integratewww.teamviewer.com/enfintegrate/salesforce/

Page 32 of 63



Using TeamViewer for Salesforce E

e
Seeking guidance on electrical wiring installation for GC5060

rioriy Status e Numo
Low New 00001002

Related  Detalls  TeamViewer  TeamViewer History ~ Connection Report
E,]Tumviewex

Figure 60

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

Case

Related Details Teamviewer Teamviewer History Connection Report

g

[ Share
Session Number
s58-054-056

Valid until

Dienstag, 20. Okt. 2020, 09:05

Customer Link

https: //getpilot.teamviewer.com/s58054056

Supporter Link
https://getteamviewer.com/v15/s58054056-Z1eegss827tV

Create new Session Close Session

Figure 61

4.4.2 Share Assist AR session via SMS

1) Click on “Share” button. A popup will be displayed as in following figure.
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v Send Invite Via SMS To

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

Send Invite Via Email

Figure 62

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

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

v Send Invite Vis SMS To

+919446342569

Phone Number should be in intemational format + ccountry_codes<numbers . Please ommit any
other characters g, parenthesis, spaces efc.

Send Invite Via Email

Figure 63

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 SM5 To

* Phone Number should be in International format + <country_codes <number> . Please ommit any
other characters e.g. parenthests, spaces etc

Send Invite Via Email

-

Figure 64

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.
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4.4.3 Share Assist AR session via email

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

v Send Invite Via SMS To

+919446342569

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

[¥] send Invite Via Email

Recipient E-Mall;

deepu.soman@logicline.de

Figure 65

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

v Send Invite Via SMS To

+919446342569

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

() send Invite Via Email

Recipient E-Mall

deepu.soman@logicline.de

Figure 66

c. If an object has multiple related objects (e.g., account having multiple contacts),
the popup will be displayed as in following figure.
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» Send Inwite Via SMS To

* Phone Number should be In international format +<eountry_codes <numbers . Please ommit any

other characters &.g. parenthesis, spaces etc

[2) Send Invite via Email

Select £-mall Template

Figure 67

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

4) Click on the “Share” button.

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

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

4.4.4  Starting the Assist AR session

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

4.4.5 Closing a Assist AR session

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

1) Click on the “Close Session” button.

Case
+ Follow Edit  Delste  C Owner W
Related Details Teamviewer Teamviewer History Connection Report
E TeamViewer

Session Number
s58-054-056

jid until

g, 20. Okt 2020, 09:05

Create new Session Close Sessio

Figure 68

2) After closing the pilot session, it will be look like as in following figure.
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Seeking guidance on electrical wiring installation for GC5060 + Follo Edit | Delete
Priority Status
Low New

Related  Details ~ TeamViewer  TeamViewer History  Connection Report

E TeamViewer

Figure 69

4.5 Create New Session

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

4.5.1 Create a new session with remote control session enabled

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

1) Click on “Create new Session” button.

Case

Related Details Teamviewer Teamviewer History Connection Report

[ Share
Session Number

§37-772-242

Valid until

Samstag, 17. Okt. 2020, 16:32

Customer Link
https://get:teamviewer.com/v15/s37772242
Supporter Link

https://get.teamviewer.com/v15/s37772242-OKyk5RgaBu3w

Create new Session Close Session

Figure 70

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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+ Follow Edit Delete ch

Related Details Teamviewer Teamviewer History Connection Report

E TeamViewer

Session Number
$58-054-056

@ Share

Valid until
Dienstag, 20. Okt. 2020, 09:05

Create new Session Close

Figure 71

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 72

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.

TeainViewer for Salesforce — Configuration Guide https://integratewww.teamviewer.com/enfintegrate/salesforce/ Page 38 of 63



Using TeamViewer for Salesforce B

Seeking access

Pricrty Status Case Number
Medium New 00001187

Related  Details  TeamViewer ~ TeamViewer History  Connection Report

S Session History (2) o
s92-604-777
Created At Montag, 04. Apr. 202, 1241
Valid unt Dienstag, 05, Apr. 2022, 12:41
Type: Assist AR

Customer Link
Supporter Link:

Montag, 04. Apr. 2022, 11:26
Dienstag, 05. Apr. 2022, 11:26
Remote Control

PO1rGUGPR]IS

Figure 73

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

b. Valid until
c. Type

d. State

e. Online

f.

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

Connection History

Deviceld v | Device Name v | Supporter v | Start Date v  End Date v Notes

394970062 App Developer User 19. Oktober 2020,10:20  1S. Oktober 2020,10:20  case note

Figure 74

4.7 Connection Report

All sessions for a record and its details can be viewed from “Connection Report” tab.
1) Click on “Connection Report” tab.

2) You will be able to sort it based on the date.
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B Siiingacces

+ roow || san | vsete | chngeowmer | v |

priorty Status Case Number
Medium New 00001187

Related  Detalls  TeamViewer  TeamViewer History  Connection Report

“Start Date

“End Date ?‘

01042022 @ | | os0s202 ® —
T T e e T T
[p—— Remote Contiol 359312940 App Developer User 04 Ap2022, 1219 04 Aprl 202, 1219 2nd tst ©
2 520-580-705 Remote Control 899512049 AppDeveloper User 04, April 2022,11:29 04, April 2022, 11:30  caseteston 442022 v
3 520-560-785 Remote Control 899512049 App Developer User 04, April 2022,1220 04, April 2022, 1220 test3 2

Figure 75

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

ﬂ Cs'etking access

|+ Foliow M et | Delete ‘ Change Ovner | v |
pror Status Case Number
Medium New 00001187

Related  Details ~ TeamViewer ~ TeamViewer History  Connection Report

_ s
O] oz

-1 04042022

[a]

Session coot ventog |
sevcen

Y
orwce nave

surronren

‘App Developer User

staar bt

o 0722, 1219

o oute

oni ot 1.2 1219

vores

2nd test

SESSION CODE View Log
E b ST

DEVICEID

899512049

DEVICE NAME

SUPPORTER

‘App Developer User

START DATE

Montag, 04. Apr. 22, 11:29

END DATE

Montag, 04. Apr. 2, 11:30

NOTES

Figure 76

4.7.1 Connection report for Assets

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

o R

Test3

Account Cortact Quoniity
111528981 Test Contact 6

et | ‘Doz | Cione | w

Related Details

E.} TeamViewer Unattended Accass Connect
Agsset Name. Tests

Accout sz
Product:

Comect Test Contact 6.
TeamViswer 4 978795208 [

Competaar Asset a] Erummgunmmumalm H
Sl Nubir Purchass Dt

nstal Date.

Status Filters All ime » Al activties - All ypes | g |

Suny Refresh « Expanc All » View Al

B
~ Upcoming & Overdue

CreotedBy #3 Logicine Admin User, 15072021, 10:12 Lot Mo By 3 Logidine Admin User, 0404 2022 0825

Deseiption

o get things moving ad 3 task o set up & mesting.

e past sy, Pat mestings 2nd tasks marked 5 Son show up here.

Figure 77
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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.

1Chy 4, pearch apps or items. Visit AppExchange
pp Launcher P f g

App Launcher Cases Enhanced Letterheads Macros Scorecards

Approval Requests Chatter Files y Objects Streaming Channels

Assessment Indicator Definitions Consumption Schedules Faorecasts Opportunities Tasks

nent Task Definitions Contact Point Type Consent Groups Orders TeamViewer Connection Report

Contact Requests Home Org Metrics TeamViewer MyDevices

Contacts Images People Teamviewer Administration

Authorization Form Contracts Individuals Price Books User Provisioning Requests

Authorization Form Consent Dashboards Leads Products Visits

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

Autharization Form Text Data Use Purpose Lightning Usage Recommendations

Calendar Duplicate Record Sets List Emails Recycle Bin

Figure 78

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

“Start Date “End Date

01032022 B | os0a202 &) C

Record | Session Code v Type v Deviceld | Device Name | Supporter v | StartDate v EndDste v Notes v

00001187 529580795 Remte Contiol 899512049 App Developer ser 04 April 2022, 1219 o4, April 2022, 1219 andtest -
2 ooootier 529-580-795 Remte Control a9ssiz0ds App Developer User 04, April 2022, 11229 04, April 2022, 1130 caseteston 442022 -
3 ooootter 529580795 Remte Contol 899512049 App Developer User 04, Aprl 2022, 1220 o4, April 2022, 1220 tests -
& Testcontsctz $73-567-090 Remte Control a9gs12049 App Developer User 10.Msrz 2022, 0945 10.Marz 202, 095 -
5 Testcontact2 $73-567-030 Remte Control 899512049 App Developer User 10.Marz 2022, 0344 10, Marz 2022, 0944 -
6 Testcontact2 7385126 Remte Contiol sossi204e App Developer User 04, Marz 2022,09:00 04, Marz 2022,09:00 -
7 Testcontact2 74084533 Remte Contol 899512049 App Developer User 04, Marz 2022, 10:45 04, Marz 2022, 1046 -
s cor so2-267-029 Remte Contiol ssss12049 App Developer User 31wz 2022, 1808 31 Mz 2022, 1809 2nd meeting -
s contact131322 s02-267-029 Remte Control 899512049 App Developer User 31, Marz 2022, 16:10 31, Marz 2022, 1611 note send on 31322 -

Figure 79

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.
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Al v Q Search. EPT: 22952 K8 | - ? {
e e [+ oW o)
Service  Home Chatter Accounts v Contacts v Cases v Repors v Dashboards v MyObjects v P
Reports
Recent Q search recent reports. New Report New Report (Salesforce Classic) 8t +
2hems
rm— v | pessretien o [ o v | cresteny v | createaon « | subscrive
Co e ———— Fe—— P ———— 322021,940 >
Welche Flows werden ausgefdrt, welchen
N Created by Me Status haben die einzeinen Interviews und
Beispiel-Flow-Bericht: Bildschirm-Flows = Public Reports Automated Process 18.7.2020, 6:09 v
Austilen gr Bidschirme?
Public Reports
Al Reports
FoLoers
Createa by e

Shared with Me

FAVORITES
Al Favorites

Shared with Me

Figure 80

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

ver in debug mo

cmemE 8 2 «a @

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

Reports
All Folders Q search allfolders NewReport  New Report (Salesforce Classic) | @~
2items
REPORTS Name v | createay v | createdon v | Last Modined By v | Last Modined Date v
Recent Logicline Admin User 322021,9:49 Logicline Admin User 322021, 949 v
TeamViewer Reports 322021, 1001 322021, 1001 v
| creotyme P . E :

Private Reports
Public Reports
AllReports

FOLDERS

All Folders.

Figure 81

4) 1t will show the available reports with the app.

e Lightning Components Debug Mode Enabled. Sal in debug mode.

Al Seaih e EEE) EE) % |- 28 A
i1 Service  Home Chatter Accounts v Contacts v Cases v Reports v Dasnboards v MyObjects v ¢
Reports
All Folders > TeamViewer Reports Q Search alifoiders. NewReport | New Report (Salesforce Classic) | %~
2items
REPORTS Name v | pescription v | Folder v | createasy v | createaon v | subscribed
B Recent Teamviewer Connections TeamViewer Reports 322021, 1001 B
TeamViewer with Connection amViewer Report
R amViewer Sessions with Connections TeamViewer Reports

322021, 10:01

Private Reports
Public Reports
All Reports

FOLDERS,

I anroisers
Figure 82

5) Selecting “TeamViewer Connection” will open the report containing only connections.
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You Have Lightning Corng

Al v | Q searcn e, I X (% |+ 268 @

Service  Home Chatter Accounts v Contacts v Cases v Repors v Dasboards v MyObjects v TeamviewerAdministati. o X TeamViewsrConnection.. v X ¢

Report: Teamviewer Connections. Q v|le
TeamViewer Connections

Tots! Records
89
ParentRecordName |¥| | Team\Viewer Connection: TeamViewer Service Case (¥ | Type ¥]| Device 1d [¥] | Devics Name [¥] | Supporter +] | Session Start Date (7] | Session End Date [¥] | Notes +| | ParentRecordtink [+
1 | oooo117s 17187936 Remote Contral - 394970062 AppDeveloperUser  03022021,09.56  03022021,09:56 Parent Record Link
2| TestAccount1 44-153.69 Remote Contral 394970082 - AppDeveloper User 190120211213 19012021, 1214 Testaccount 1-19.121 Parent Record Link
3 | cocontes 50571412 Remote Contral 394970082 - AppDeveloper User  18012021,1729  18012021,17:30 Case 1168 session 1 Parent Record Link
4 | Test Contact2 563.999.743 Remote Contral - 394970062 App Developer User  18012021,17:26  18012021,17:26 Test contact 2 session 1 Parent Rocord Link
5 | TestAccount1 545980939 Remote Control 304970062 - AppDeveloper User  18012021,17:22  18012021,17:22 Test account 1-session 2 Parent Record Link
6 | TestAccount1 545980939 Remote Control 3949700682 - App DeveloperUser 180120211721 18012021,17:22 Test account 1-session 1 Parent Record Link
7 | Test Account 1 68704833 Remote Control 304970062 - AppDeveloper User 160120211652 14012021,16:52 test Parent Record Link
8 | TestAccount1 568704833 Remote Control 394970062 - AppDeveloper User  14012021,1607  14012021,16:07  Scheduler test at 430 pm Parent Record Link
9 | TestAccount1 568704833 Remote Control 394970062 - AppDeveloperUser 160120211521 14012021, 15:21 testaccount 1-schedule for 15.01.2021 Parent Record Link
10 | Test Account 1 568704833 Remote Control 394970062 - AppDeveloperUser 160120211520 14.012021,15:20 Parent Record Link
11 | ooco1168 215469671 Remote Control 304970082 - AppDeveloperUser 130120211636 13012021, 16:36 12138 - case 1168 - test contact 2 Parent Record Link
Test Contact 2 519103640 Remote Contral 394970082 - AppDeveloper User  13012021,1626 130120211624 v2.138 -Test Contact 2 Parent Record Link
13 | Tost Account 1 200.766-189 Remote Control 394970062 - App Developer User 130120211618 13012021,16:19 2138 Test account 1 Parent Record Link

Figure 83

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

Alw | Q Searcn cor: 55T EREEND

Service Home  Chatter Accounts v  Contacts ~ Cases ~ Reports v Dashboards v  MyObjects v  *Teamviewer Administrati. ~ X *TeamViewer Connection . ~ X

Report: TeamViewer Sessions with Connections all ®ax
TeamViewer Sessions with Connections &

Total Records

299
[ i coum 1 (1] Comtomer e ~| Duration [¥|  Notes +| | Session Start Date || Session End Date |¥|  Supporter ~| | Parentld ~| | Parent Record Name ~| ParentRecordlink |+
w0718 (M) |- 0000:23  v2138-Testaccount 1 130120211618 130120211619 App DeveloperUser 0013X000031ALXpQAO  Test Account 1 Parent Recerd
500-899-307 (1) | Contact Classic Normal Dec 16 - - - 0033X00002WIANDQAU  Contact Classic Normal Dec 16 Parent Record Link
s00-910-169 (1) | My Opp - - 0063X000019BA=dQAG My Opp Parent Record Link
s00-986-074 (1) |- 000008 Casetest] 14102020,1513  14102020,1513 App DeveloperUser 5003X00001,THbmQAG 00001161 Parent Record Link
01471866 (1) | Test Account 1 000017 Comment on October 14, 2020 16102020,14:46 14102020, 1646 App DeveloperUser 0013X000031ALXpQAD  Test Account 1 Parent Recerd Link
Account test 1
s01-561-028 (1) | Abhilash Soman - - 0033X00002WWBWQAE | Abhilash Soman Parent Record Li
01671633 (1) | Test Account 1 - - - 0013X000031ALXpQAO  Test Account 1 Parent Record
s01-842-266 (1) | Deepu Soman - - - 0033X00003NescQQAR | Deepu Soman Parent Record Link
S01-842-249 (1) | Test Contact 1 . - .- 0033X00003NIOPQAR  Test Contact 1 Parent Record
s02-612-222 (2) | OpprLight Quick action 000011 OpprLight Quick action-same link-second time ~ 24.102019,15:59 24102019, 1559 App DeveloperUser 0063X000010YjqcQAC  Oppr Light Quick action Parent Record Link
OpprLight Quick action 00009 Oppr Light Quick action - success 24102019,1550  24102019,1550 App Developerlser 0063X000010¥jqcQAC  Oppr Light Quick action Parent Record Link
s02-607-895 (1) | Miriam Kunde Lticke - - - 0033X00002MIWGQAC  Miriam Kunde Licke Parent Record Li
03461978 (1) | Teamviewer Account-May 13 00:00:20  connection test 07.092020,14:50  07.09.2020, 1450 App DeveloperUser 0013X00002hyFQEQAM | Teamviewer Account - May 13 Parent Record Link
s04-055-772 (1) | 00001009 = - 5003X00001HHISQAE 00001009 Parent Record Link
04-005-929 (1) |- - - - 0013X00002U0)nvQAH  Burlington Textiles Corp af America  Parent Record Link
04301411 (1) | Bertha Boxer - - - 00Q3X00001BXGqAUAH | Bertha Boxer Parent Record Li
s04-350658 (1) | Sample - - 0063X000019B6xKQAS  Sample Parent Record Link

Figure 84

4.9.1 Importing the report data from the TeamViewer Backend

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

@ Schedule Connection Report Update

Scheduled Job to update connection reportfrom the backend needs to be activated. Go to Setup 2nd schedule UpdateConnectionReport lass.

Synchronize connections with TeamViewer backend
Download connection entries from TeamViewer backend.

Brecute

Cleanup entries with no reference to this Salesforce Org.
0 connection(s) o not belong to this Salesforce Org;

Figure 85
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Schedule Connection Report Update

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

set and executed after the update.

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

button.

Schedule Connection Report Update

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

Figure 86

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

a. Click on “Setup” link.

Schedule Connection Report Update

Schedule Job toupdate connection eportrom the bckend needs o b actated c: ehedule UpdateComnectionteportcass

Figure 87
b. Click on “Schedule Apex” button.

' . EAEEm - m 2 ea l
HI Sewp | veme ot
— EApex Classes

Apex Classes

Apex Cote i an oiectcreried programming argusge s akows deveopersfo evelop on-demard busiess appicatons o i Lighnng Pisorm

(@ . ot m o o 85 : . e p——

Figure 88
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) Enddate
vi) Preferred time

d. Click on “Save” button.
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. Search senip e EOEEE [ 2B A4 t}

5 Getip BB Gk e

Setup Hame

Service Setup Assitant I
Mt Factor Authenticaticn Assstant Schedule Apex verp i e e @

upas Senadule an Apex eSS That Implem=nts T ‘SenaTuATIE” PHeTACE 10 68 BitoMatCs

Lightri
Assistant

s

Hare | TeamViswer Cannection Rey|
TpdateConmecionReport ] &l

Cptimizer Frequeney.

e Salesforce Mobile App CuickStart

Lightning Usage

& aracy Recurs every week on
> ey
ADMINISTRATION Dyswnow
> Users o
» ot s
[
5 tmal
R
PLATFORM TOOLS ey
Sahdey
> Apos
5 Featurs Settings st 25022022 | (2590220221
» Einstein End [25033027 | (28072002}
Pretera st Tne 5
5 Objectsand fields )
> Everts

3 Process Automation

Figure 89

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

o et et cEpomm [ B 7 s a8

5 Setup [kl Ooet s v

Q sched e
ﬂ Scheduled Jobs

~ Feature Settings

o sales
 Products All Scheduled Jobs vartsratun B
Product Schedules Settings. The All Schadu of e jobs. duled by vour users. Mullivie job types may gsplay on this psge. You can deiete scheduled jobe if ¥ou have the permission to do so.
+ Environments v
2 ooe A
| Action. JoaName ¥
o Metsiyics Data Loade 1o orOrg - S0DAXB0003 1aBoE
o8 taics st Runver Job for Oy
Didt i what youine Jooking for? [[reres e moamusvarcomnectan g st ]
Ty sing Gisbsi Searen
2 ove A

Figure 90

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 .

his s appiicabie only if you have upgraded from an older version of the TeamViewer for Salesforce
package. ATe you sure want to continue?

Figure 91

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
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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 afield in the TeamViewer TeamViewer Session object
2) Create a process that fills the newly created field
3) Create a custom report type using the linked data

4.9.2.1 Add a field in the TeamViewer TeamViewer Session object

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

1) Go to Setup -> Object Manager and search for TeamViewer.

= -

. Search Setup v [N I o 4 .p ()]
235 Setup Home  Object Manager

= [b | o tearmil | schemaguider | creste v

a2 Object Manager —_—

3 Items, Sorted by Label

LABEL < APINAME TYPE DESCRIPTION LAST MODIFIED DEFLOYED
TeamViewer Connection sftv_TeamvViewer_Generic_Session_Detail_c Custom Object L e B T L G 08/02/2021 v v

record using Parent ID field,

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

TeamViewer Session(Deprecated) sftv_Teamviewer_Session Detail _c Custom Object 08/02/2021 v v

Figure 92

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.
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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

This field is required.

Cancel

Figure 93

b. Click on “Save”.

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

Choose Object and Specify When to Start the Process

Object* @

TeamViewer Session

Start the process *

only when a record is created

° when a record is created or edited
> Advanced

Figure 94

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 parentlD, this can be found e.g., in the
URL of the browser when looking at a parent Object (e.g., an account):
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l @ Process Builder | f x & | Salesfc X | @ TestAccount 1 | Salesforce X = @ TeamViewer Session | Salesf: X +
‘ < » C @ ‘O 8 = & h a-teamviewer-dev-ed.lightning force.com/lightning/r/A l 13X00003 1 ALXpQA } Q‘
© You Have Lightning Components Debug Mode Enabled. Salesforce is siower in debug mode. Ask your admin how to disable it, or see Enable Debug ¥
. A earch Accounts and more Ly 2515 <3645 k4
it Service Home Chatter Accounts v Contacts »» Cases » Repots v Dashboards v  MyObjects v

Account

Test Account1 & + Follow Ean

Type Phone Website Account Owner Account Ste Industry
#$ Logicline Admin User 5

Figure 95

e. The criteria definition should then look like this:

START

Define Criteria for this Action Group

Criteria Name* @

ParentlD

Criteria for Executing Actions®

© Conditions are met
TRUE IMMEDIATE ACTIONS m sTop Formula evaluates to true

” No criteria—just execute the actions!
/' AddCaseRelation d

FALSE + Add Action Set Conditions
Field Operator* Type® Value®
[sftv_TeamView...Q, Startswith ¥ String v 500
+ Add Row
<+ Add Criteria TRUE IMMEDIATE ACTIONS
Conditions*

© Allof the conditions are met (AND)
FALSE Any of the conditions are met (OR)

Customize the logic

s7op 5 Aeieriedd
Figure 96
f. In the flow diagram click on “immediate action” and set the following parameters:
i) Criteria for updating the Records: No Criteria
ii) Field: select the field that was introduced in Step one to the session object
iii) Type: Formula

iv) Value: [sftv__TeamViewerCase__c].sftv__Parentld__c
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START Update Records
Action Name* @
TeamViewer Se
Set Account lookup to parentid
Record*

[sftv__TeamViewerCase__c]

ParentRecordid
is related to
account

TRUE

W sToP
Criteria for Updating Records*

Updated recc eet all conditions

FALSE + Add Action © No criteria—just update the records!
Set new field values for the records you update Eg;,;fj‘é'i"f""g'Caﬁefr]‘sm’
Field* Type* Value*
Account v Formula - [sftv__TeamViewerCase...
+ Crite TRUE MMEDIATE ACTIONS
+ Add Row [sftv_TeamViewerCase_c].sftv_Parentld_c
Figure 97

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

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

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

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

update cases;

4.9.2.3 Create a custom report type using the linked data

To show the Report with linked data go to Setup -> Analytics -> Reports Dashboards ->
Report Types

1) Click continue and select “New Custom Report Type”

2) Choose the object you want to show the linked data with TeamViewer and salesforce
(the one you also used in step 2) a primary object

3) Fill in the form with meaningful information
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New Custom Report Type

Step 1. Define the Custom Report Type

Report Type Focus

Specify what type of records (rows) will be the focus of re'pnris generated by this report fype.
Example: If reporting on "Contacts with Opportunities with Partners,” zelect "Contacts” as the primary object.

Primary Object Il Cases - ]
Identification

Heport e Lobel || TVsessionsAndCases |

Hegit yps Name: I TVsessionsAndCases i

Note: Description will be visible to users who creale reporis.
Hescopson Showing linked data between Jgamyigwsr session and 3alesforce cases
Y

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 admini and their del

Deployment Status @ In Dewvelopment

() Deployed

Figure 98
4) Click on “Next”

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

6) Click on “Save”

Mew Custom Report Type

TVsessionsAndCases

Step 2. Define Report Records Set

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

A B
Cases
Primary Object
| TeamViewer Sessions o~ i El
A to B Relationship:
@) — ch "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)

Figure 99

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

Report Types
L
Edit Properties | |Create New Section -
= Notin Page Layout
Used in Page Layout
Cases Edit | Delee
Account Name Asset Business Hours Case R R
/Added via Look:
/ CaseNumber Case Origin Case Owner Case Reason R w
Closed Closed by Sel. Closed When C. Contact Full.. View:
Viewer Sessions Fields v
Contact Narme Created By Customer Link DatefTime Clo. AdH Tields relaiosivis ook,
Date/Time Ope. Description. Enttiement N. Entitiement P. e S
NextPage (5 |

Entitiement P. Escalated Created At Service Case
Customer Link Lost iodifed... TeamViewer Se. Last Hodifed
Supporter Link Type TeamViewercas. Service Case
Parent Record. New SelfServ. Parent Case prioriy
Groupld Case Product Self Service

Last odificd Date.
Created By Service Case. Servioe Case s Piot Sess. Display As: Last liodified Date

Defau State: Unchecked

Source Object: TeamViewer Sessins.
Senvice Contr PareniRecordL. Ouiner Last Hodified. ‘ vy
status Is Active Customer Emal Stopped
Last Modified. ‘Stopped Since Subject ‘Supporter Link.
Tpe Natified Visbk in Se. Cusiomer Name
Parentid Web Company Wb Emal Web Name
Web Phone Created Date

Figure 100

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

4.10 Eventlog

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

1) Click on the down arrow button in connection history

2) Click on View log

Connection History

Davicold ~ DevicaName v | Supporter

99512948

890512048

599512943

Figure 101

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.
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v i Setting

Figure 102

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.

(o w8

Related Details

E TeamViewer Unattended Access

Test

E TeamViewer unattended connections

Filters: Alltime - Al

~ Upcoming & Overdue

¥ Logicline Admin User, 15.07.2021, 10:12 Lost Modifed ¥ Logicline Admin User, 04.04.2022, 09:24

None
To get things moving, add

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

Figure 103

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

Schedule Asset TeamViewer Ids Update

Figure 104
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 105

b. Click on “Schedule Apex” button.
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wEmEmn 8?2 ea @
Selup  Home  Object Manager
a ueind e
Apex Classes
——
R — -
Wolibscto athenien s ||| APEX Classes [ps——

Release Updates

Ughtning Experisnce Transition
assistan

New Salesforce Mobile App QuickStart
Lightning Usage

Optimizer

TRATION
> Users
) et
3 Email
PLATFORM TOOLS
> Apps
> Feature Settings

5 instein

Apex Code ' an objectariented pragramming language 1net allons developers (o Gevelop on-demand business apoiicalions on the Lightning Flatform

[ @y Percent ot Avex sea: 2%
| & ou are cumeany wsing

= o rgantzanon it Note ha e amaunt in Classes ang yeur organzaton
SIS SRR R
A1BiCIDIEIFIGIAI Kitiw ° T
| Deeloper Cansabe Wew| | Generate from WSOL »i..nin.j. Schedute Ases
Rolversion  Samtuz S Without ey s Trace Fisgs
a0 acwe P Toamiower for § sesiorce, 04 04 2022 0697
sy 20 ]
e 20 =
e 5g 147
K a0 Er
Eal e a0 Achue 187
Eal Secuty o v 80 seee 65 coicine sdra User 0404 2022, 07 &7
Eat e =0 Aewe 55 Lo Ao User 0404 202207 47

Figure 106

c. InSchedule Apex page give the following details

i) Valid Apex name

ii) Select “UpdateDevicelds” from Apex Class picklist

i)

iv)

Frequency — Weekly or monthly

Start date

v) Enddate

vi)

Preferred time

d. Click on “Save” button.

>

Setup  Home

emmEmn 82 sa 8

Object Manager v

Q QuickFnd

Setup Home
Service Setup Assistant

Multi-Factor Autherication Assistant

Relaasa Updatet

perience fransiion

New Salestorce Mobde App QuickStart
Lghtning Usage

Optimizer

ADMINISTRATION

» Data
il

PLATFORM TOOLS
» agps

> Feature Settings
 Emstein

» Objects and Fiekis
> Events

» Brocess Automation
3 User infrtace

~ Custom Code

e. Under
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ﬂ Apex Classes.

Schedule Apex epiorans pue @

Schedula an Apex dass Ial Implem ents tna ‘Schodusabie’Inlartace 10 be aulomaticaly execuled on 3 wesky ef moninly nierval

Sove | [Cancel
R =
Apes UpdateDevicalds 1%
Schesuln Apas €
P ey

s every wesk on
Moty

(I suntay
[
et
B eonesasy
B umasy
ey

samray

s |06 042020 | [9g0e2002)
= [05052022 | lnsnaz2
[Ew )

Preterrea Start Toms

Figure 107

“Scheduled Jobs” section admin can see the newly scheduled job
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wopnemEm DB 2 ee @

BI Setup  Home  ObjectManager v
Q sche senup
Scheduled Jobs
v Daa
Sehema Seflings

! All Scheduled Jobs

e
Figure 108
6) After the update, the asset gets assigned the corresponding TeamViewer ID and
“Connect” button gets enabled.

Related Details B TeamViewer Unattended Access

E:_] TeamViewer unattended connections. (-]

~ Upcoming & Overdus

imin User. 15.07.2021. 10:12 Last Macified By

@

Acimin User. 04042022, 03:25 e next stepe
o gt things maving. add 3 task s set up 2 mesting.

M@ past activity, Past mestings and tasks marked 25 don show up here,

Figure 109

7) Click on the “Connect” button will generate a connection link with the format
teamviewer10://control/?device=594543228

4.12 TeamViewer Webbased Version

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

1) In TeamViewer Administration page, admin can configure “Allow Web Based Client”
option.

2) By default, it is enabled.

[ ] 1 o ENEEm*- @ 2 ¢ 8 B
231 Service  Mome  Chamer accounts v Contacts v Cases v Reporis o Oashboards v MyObjects v Teamwiewer Adminitration o X

@ script Token

cnpt Toker

Figure 110
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3) |Ifitis disabled, both Remote Control and Pilot session will work as normal.
4) Ifitis enabled,
a. the Pilot session will behave as before.

b. in Remote control session, there will be a new button “Join as admin from
browser”

& o-ENEEmx- @ ? & & &

$ Senice  Home Chate Aot v G

case
Test case

Figure 111

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

4.13 Optional Session Context

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

feature.

1) In TeamViewer administration page, there is an option “Share Context Information with
TeamViewer backend”.

2) By default, it is be checked.

. orv: (0 R - 2 08 B

: Service  Home Chater Accounts v Contacks v Cises v Reports v Dashboards v MyObjecs v

v i Setting Erecut

° Seript Token [

Figure 112

3) Ifitis checked then, on creating a session, context information like customer name,
email, description will get shared to TeamViewer backend.
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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. A TeamViewer connection will be
instantiated to the device once you click on the button.

TeamViewer MyDevices

MyDevices List

| (@) User neecs 1o be logged n o the same TeamViewer azcount as in Salesforce to be able to connest o the devices below.

Show| 10 ¥ |entries

Alias -

TeamVieweriD

Groupid

Search:

Description

acbook

Teny Peter

Test
Test
Test3
Test4
Tests

Victor

Vishnu

723545944
724266433

724009197

978795207
978795205
978795208
978795210
978795211

978795204

723545944

9110135911
9110135911

q78479111

111528991
111528991
9111528991
g111528991
111528991

g110133e11

978479111

Teny logicline

Vishnu logicline Device offline

Showing 1 to 10 of 10 enfries

Figure 113

Previous ‘ﬁ Next

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
Motification

Service Case Mumber 00001000
Subject: Starting generator after electrical
failure

Description;

LEUL L AISUA

force. com

Figure 114

B4

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.
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4.15.1 Enable TeamViewer notification in Salesforce classic

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

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

Home Page Layouts Help fo this Page @

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

A|BIGIDIEIFIG|H[I[J[KILIMIN[O|P|Q|R[S|TIU|V|W|X|Y|Z]Other Al
Page Layout Assignment | | New
Action Name + Created By, Last Modifizd By
Edit| el  Home page Arun Menon, 10/0/2017 12:15 PM Arun Menon, 10/10/2017 12:45 PM
A|BIGIDIEIFIG|H[I[J[KILIMIN[O|P|Q|R[S|TIU|V|W|X|Y|Z]Other A&l

Figure 115

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

Edit Home Layout el for tis Page @

Choose the components to include on your home page fayout

LayoutName [ Home page

Select Wide Components to Show | = Reguired Information
items to Approve (1] Calendar
Tasks [ Dashboard Snapshot [

Paused Flow Interviews 7]

Select Narrow Components to Show

Create New... [ Recentltems ||
Messages & Alerts ] Custom Links
Tags [ Customer Portal Welcome

TVSessionNofification (g

Next | Cancel

Figure 116

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

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

User Interface Help tor tis age @

Modify your organization's user interface with the following settings

User Interface

¥ Enable Callapsible Sections
% Show Quick Create
¥ Enable Hover Details
% Enable Related List Hover Links
7] Enable Separate Loading of Related Lists
¥ Enable Separate Loading of Related Lists of Extemal Objects | §
¥ Enable Infine Editing
% Enable Enhanced Lists
¥ Enable the Salesforce Classic 2010 User Interface Theme

I /), Some features like Chatter require the Salesforce Classic 2010 user interface theme. Disabling this theme automatically disables Chatter in both Salesforce Classic and Lightning Experience.

(¥ Enable Tab Bar Organizer

|| Enable Printable List Views

¥ Enable Customization of Chatter User Profile Pages | i
[ Enable Salesforce Notification Banner

Sidebar

L Enable Colapsinie Sidebar
¥ Show Custom Sidebar Components on All Pages |

Figure 117
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4.15.2 Enable TeamViewer notification in the Salesforce console

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

Apps

Help for this Page @

An app is a group of tabs that werk as a unit to previde functionality. Users can switch between apps using the Force com app drop-down manu at the top-right comer of every page

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

| @ Gcustom apps workin conjunction with User Profile Tab Visibily sefings.  View Usst Profiss now

Apps Help (2

Apps Quick Start| | New | |Reorder

Action App Label Console  Cusfom  Description

Edit Apo Laungher ApD Launcher tabs

Edit Community Salesforce CRM Communities

Edi Content Salesforce CRM Content

Edit| Del  Force.com v Start Here

Edit Marksting Bestin-class on-gsmand marketing automation

Edit Platform The fundamental Force.com platiorm

Edit Sales The world's most popular sales force automation (SFA) salution

Edit Salesforce Chatter The Salesforce Chatter social network, including profiles and feeds

Edit Sample Console v (Salesforce Ciassic) Lets agents work wih muttple records on one sereen |

Edit Senvice Manage customer service with accounts, contacts, cases, and more

Edi Site.com Build pixel-perfect, data-rich websites using the drag-and-drop Site.com application, and manage content and published sites.
Subtab Apps

Action  App Label
Edit Profile (Cthers;
Edi Prafile (Sef

Description
The tabs displayed when users view someone else’s profile

The tabs displayed when users view their own profile

Subtab Apps Help (2

Connected Apps

No Apps found.

New

Figure 118

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.

Comscis 1] | Osporivnfies(t] | Cases[ll | OpenActutes(] | AstiviyHisiory 0] | Notes

0 | Pane=l

Account Detail

cCa34267

= Gustomer- Channel
Consutting
50.000.000 €

1301 Hoch Drive
Lawrence, KS 65045
UsA

Created By  Arun Menon, 22/62017 324 PM

eait | [Detete | [include Offine

eait | [Detete | | Include Offine

Submit for Approval

Submit for Approval

e (785)241.5200
X (785)241-6201
e hitpyiickenson-consulting com

‘Shipping Addres

o
Lawrence, KS 63045
Usa
LastModified By Arun Menon, 22/6/2017 324 PM

[2] contacts

New Contact | [ Merge Contacts

Action  Contact Name Tite Phone.

Edit| Del Angy Young SVP Operstions (725) 2415200

Interaction Log Save Log| |Save & New Log| | Clear Log

Name. [ _None-— - Related To | Account: Dickenson pic v Enter your notes here.

Subject | -

I
TV Session Notification

Figure 119

4.15.3 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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. Q,  Search Setup

wse .
ses Setup Home  Object Manager v

Q Quick Find

Setup Home

Lightning Experience

ADMINISTRATION
» Users
> Data

> Email

Go Mobile Visit AppExchange

BLATEQRM TaDES Prepare the Salesforce] mabile app for your usars Extend Salesforce with the #1 business app marketplace

¥ Apps
Get Started Get Started

App Manager

AppExchange Marketplace

» Connected Apps
Most Recently Used
Installed Packages

10 items.
> Mobile Apps
NAME TYPE
Package Manager
> Feature Settings Systern Administrator Profile
> Objects and Fields ServiceCloudConsole Custom App
> Process Automation .
Sites Custom App
2 User Interface
Collaberation Custom App
> Custom Code
» Environments contant Custom App
Integrations (BETA) Community Custom App
SETTINGS Marketing Custom App
httpsy//eul L lightring force. S et NaAGa8oH
Figure 120
1) The notification can be added only in Apps with App Type Lightning.
2) Edit the app in which you need to add notification.
3) When you edit the app, you will see a section Utility Bar.
4) Click Add and select Visualforce.
€« (<] ‘ns,m.g\m feull I sop7sourc 1507626677071 +@voBe

Edit App
APPOETANSBURANDING  APPOPTIONS  UTITY BAR  SELECTITEMS  ASSIGN T0 USER PROFILES

Utility Bar

Utiity Bartems

e utity Gar for this apg, add 2 ity tem.

& Notes =
[ open T senpnone
@ oo

[ Aecent Toms

& Report chart
B wenText

[0 viuaroee

v Custom (@)

Deplay My Gomain i
companents nera

Figure 121
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g

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.

3 c \ & Secure | hutps//eul1lightni j o s i 1507626677071

Edit App

APP DETAILS & BRANDING ~ APPOPTIONS  UTILITY BAR  SELECTITEMS  ASSIGN TO USER PROFILES

~Label o

Visualforce

fcon

& taliback X

Panel Width

350

Panel Height

430

Load in background when app opens

w Component Properties
Label

Leave biank for default

feualionce Page Name

tvSessionNatification

Heignt (in pixels)

Figure 122

4.16 Support for Experienced Cloud

“@eocde

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

4.16.1 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”

$5 Setup! [GEE) ohieammiger >

Q alsites

« Feature Settings
+ Digital Experences

| Al

serup
All Sites

wgmEEm 22 se B

Digital Experiences

it our Traiazer Commuriymar o s Page @)

iyacie nel the URL i inked: Aschived sis ihisiel
Maximum number f pubiished 3nd UARUBIshed §fes: 100

Tty using Giobal Search.
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Al Shes [eew]
enen e ceseronen e
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Figure 123
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4) Click on “Home” picklist and select the object in which you want to add the components

i | Home -|e o O 7 Publsh  Preview
Tompiaie Header T
- Signe
.

-
5 actin

Tempiate Hesder Sortany

WELCOME!

ASKAQUESTION
FEATURED DISCUSSIONS MY FEED

Emor ® NOTRENDING TOPICS YET

TRENDING TOPICS ARE THE MOST USED
TOPICSFROM THE PAST HOUR

Figure 124

5) Click on the lighting icon

il CoseDeil v CoseDeml v @ 9 O 9 Publih | Previen

Tempiate Header Top

Searcn.

Tempiate Header Botiom

Conent Header

+ Follow | Edit | Delete  ChenseOwner | w

Priacity status Casetiumber
Medium Neve 00001116

Figure 125

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

H HoME  TOPICS

Tempiate Header Bottam

Content Header

priac sutis Case Number

Medlum New 00001116

Cantent Footer

Tempiaie Footer

Figure 126

8) Select each component and add value in “Community Prefix” field.
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B CaseDetal - CamsDmmi -

g

Publish

Previen

n Tempiate Header 150
-

Communty Suffar

Template Header Bottom

[ reamviewer B S

, 28, Nov. 2019, 1655

(ewer ZomAVL 5542704595

Figure 127

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.

B Conevew - CueDant - o

) 2 2 | pubish | Preview

L.

Template Header Botton

Content Header

Pricaty Status Caseriumbes
Medium New 0001116

E.] TeamViewer 2 Share

Figure 128

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

Publish your site?

Publish changes 1o

@ a-teariewer-developer-adition eu29.ferce com/s

iides is focked while publishing. We'l send an email confirmation when your

2 your sife’s perfomance? Leam aBout changing your domain 1o my site.com.

Figure 129
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4.16.2 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

TVSFAPP-855 case |

QU TVSRAPP-455 case 3 inaa TeamViewer

00001206

Cae + TVSEAPP 455 cave

Doritseeit?  Ask thecommunity.

Figure 130

3) It will load the corresponding record

Case = = = T =
TVSFAPP-455 case 3 + Faliow Edit | Delete | ChangeOwner |

Priarity Status Case Number

Meadium New 00001208

E TeamViewer 4 Sharz

Session Number
s21-917-415

nstag 30 Aug 2002 16:37

Customer Link

https-/igat teamwiewer comitv 152219174155
Supparter Link

https:iget teamviewer.comA 15221917415 TTemWsFRYn

Creata nawSessian Close Session

[._3 Session History (2) ¢
21017475
Crested At Montag. 25. fug. 3022 16:37
Vialid until Dhenstag, 30 Aug. 2022 16:37
Ty Femate Contral
St Opzn
Custamer Link: hitps gt seanniewer.comivls, 415
Supparter Link Pty pes seamiewer ComVLS/s2 1 917415 TTemWerTYLn
S67-635717
Creatzd At Montag, 29. Aug. 2022, 16:24
Valid until: Disnstag, 30 Aug 2022, 15:24
Type: Remate Contral
State: Closad
Customer Link: amiewer comA1S 5
Supparter Link ssmuiswercomAvl5is57633717-HOAnFRLBAAGR.
“Stare Date *EncDate

01082022 & 30042022 gllc

SessionCode v | Type v | Dmicsld  + | DevicoNeme v | Supporter v | StartDater v | EndDate. v | Notes v
e 3 AppDeseioper 2% fugmtI0EE 29 Augier 202

1 7 B e 4 = 3 -

1 521917415 RemoteControl  B99517947 s pen piiim e shareon

¥ s7632TIT FemotsConwrol 899512347 pplacew  hpmatan -

Uzer um 1526
” — S AppDeeloper 2% Augie 3023
3 s67-533717 RemcteContrnl  B79512549 i e -

Figure 131
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