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WELCOME TO VISUAL REMOTE ASSISTANT
for SALESFORCE

Visual Assistant Powered by Al and AR for Contact Centers and
Field Services

Virtual Remote Assistant

Visual Remote Assistant enables contact center agents and field technicians to visually engage with
end users via their smartphone cameras, without the need to download an app or use an SDK. This
allows the visual diagnosis and fast resolution of issues using Augmented Reality (AR) annotations
overlaid on photos or video streams.

By accepting a remote visual session, the customer can ‘transport’ their equipment via the
smartphone camera, enabling the agent to act as a virtual technician. By transforming the interaction
from a case of “tell me what you see” to “show me the problem,” Visual Remote Assistant enables the
agent to provide effective guidance as if they were standing right next to the end user.

Visual Assistant technology is based on Artificial Intelligence (AI) and Computer Vision technologies
that automatically identify devices and their statuses to provide issue resolution content that can be
shared with the customer with a single click.

Visual Remote Assistant and Salesforce

Empower your organization with Visual Remote Assistant for Salesforce, available for various
Salesforce Clouds. Visual Remote Assistant is integrated directly into the Salesforce console making it
easy to initiate a live video session from Salesforce components, such as Work Order, Case, Care Plan
ID, Lead or others. Salesforce Agents deliver interactive AR remote support right from Salesforce’s
dashboard with the industry’s first live video support solution powered by Al and AR, without the
need to download any app or use an SDK on the end user side.

Visual Remote Assistant allows Salesforce Agents and remote Experts to see what their end users see
and guide them to resolutions, while keeping Salesforce information available simultaneously and
creating visual Assistant assets, attached to the Salesforce case.



The current version of Visual Remote Assistant includes new, and powerful features, such as Two-way
Video, Multi-Language support for end users, Digital Engagement, Einstein Bot, embedded Actions
and Recordings. The Visual Remote Assistant emphasis is shifting from Push Topics, to Platform
Events framework.

To get started with the current version of Visual Remote Assistant, do one of the following:

e If you have a previous version of Visual Remote Assistant installed, begin with Upgrading
from Visual Remote Assistant

e If you do not have a previous version of Visual Remote Assistant installed, begin with
Installation on page .

It is mandatory to start with the instructions relevant to your situation, and to follow them carefully.

LICENSING FOR VISUAL REMOTE ASSISTANT 4.0
OR NEWER

It is mandatory to have a Remote Expert license provisioned in your Salesforce Org for using Visual
Remote Assistant.

Licensing Mechanism

Please follow the guidelines in section Permission Assignments for Visual Remote Assistant in order

to apply the licensing configuration properly.

Acquiring a Visual Remote Assistant Remote Expert License

Obtaining a license is feasible via contacting Salesforce and purchasing a license directly for Visual
Remote Assistant.

Visual Remote Assistant Support

If you need any support with Visual Remote Assistant setup & configuration, please contact us at
Salesforce Support and open a Salesforce Visual Remote Assistant ticket.


https://docs.google.com/document/d/1dmWM2ZyyQl4TzMWcQV9Ansy1BqvCkBst/edit#heading=h.ndqllqhiaqxb

PACKAGE INSTALLATION PREREQUISITES

Before installing the app, users need to enable My Domain in a Salesforce instance.

As the My Domain is mandatory to use lightning aura components, please follow the below
document to setup the same.

https://developer.salesforce.com/docs/atlas.en-us.externalidentityImplGuide.meta/externalidentityl

mplGuide/external identity set up_my domain.htm

e We have configurations available for different business needs for multiple objects.
e We support lightning experience currently.

In order to configure and customize the managed package, you will find a Visual Remote Assistant
Configuration tool that will guide you through the setup process, step-by-step.

IP Restriction Handling

In case IP Login Range restrictions are enabled for your account, please whitelist the
following IP addresses to allow VRA to run on your Salesforce organization:
e [P address for AWS Europe region:

34.240.157.183

e IP for AWS North America:
54.83.1.114
3.23.41.216


https://developer.salesforce.com/docs/atlas.en-us.externalidentityImplGuide.meta/externalidentityImplGuide/external_identity_set_up_my_domain.htm
https://developer.salesforce.com/docs/atlas.en-us.externalidentityImplGuide.meta/externalidentityImplGuide/external_identity_set_up_my_domain.htm

INSTALLATION

In Salesforce, users can install the latest package/App in a Salesforce instance.

Perform the following steps:
1. Open a browser and enter the installation URL: https://sfdc.co/visualremoteassistant-install
The Salesforce Login page opens.
2. Enteryour credentials and click Login.
Select Admin/Users/Profiles as per the requirement.
4. Click Done.

w

The installed app can be found in Setup — Installed Packages.

SETUP
Installed Packages
Installed Packages

deploy the components individually using the other features in setup or as a group by ciicking Deploy.

On AppExchange you can browse, test drive, download, and install pre-built apps and components right inte your com Learn More about Installing Packages.
Apps and components are installed in packages. Any custom apps, tabs, and custom objects are initially marked as "In Development" and are not deployed to your users. This allows you to test and customize before deploying. You can a
Depending on the links next to 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 Install Date Limits. Apps Tabs Objects  AppExc
Uninstall | Configure (% Visual Remote Assistant TechSee Augmented Vision Ltd. 1.86 ispa 28/10/2020, 11:57 v 0 7 10 Not Pag

Uninstalled Packages

No uninstalied package data archives



https://sfdc.co/visualremoteassistant-install

To acc

ess a general description of the package installation use this link :

Install a Package

Install Visual Remote Assistant
By TechSee Augmented Vision Ltd.

Install for Admins Only o Install for All Users Install for Specific Profiles...
App Name Publisher Version Name Version Number
Visual Remote Assistant TechSee Augmented Vision  Visual Remote Assistant 1.89
Ltd.

Additional Details  View Components

Notes:

Install for Admin Only: When selecting this option it is necessary to set the appropriate user
and object permissions on the custom profiles. This is relevant for the Enterprise,
Performance, Unlimited or Developer editions. This setting must be done manually.

Install for All Users: Use this option if the Visual Remote Assistant is available to all users.
Install for Specific Profiles: Use this option for profiles which are already defined where the
use of Visual Remote Assistant is limited to these profiles.



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

Custom Settings Limits

When working with custom settings, be aware of the following considerations and limits on the
amount of cached data.

e Custom settings are a type of custom object. Each custom setting counts against the total
number of custom objects available for your organization.
e The total amount of cached data allowed for your org is the lesser of these two values:
o 10MB
o 1 MB multiplied by the number of full-featured user licenses in your org

For more information click here - Custom Settings Limits and Considerations.

The Visual Remote Assistant package requires ~1.13 MB of free space on the custom settings and
contains 25 custom objects.

SETUP
Custom Settings

Custom Settings

Use custom settings to create and manage custom data at the organization, profile, and user levels. Custom settings data is stored in the application cache. This means
Web Services API

Percentage of custo data used: 11.33%
You are currently using 1.13 MEJof custom settings data in your organization, out of an allowed limit of 10 MB

view: [Allv| Create New Vie

For more information regarding Salesforce Features and Edition Allocations click here.


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

Manually Configure VRA for a Profile

Introduction
To install the Visual Remote Assistant, select the Install for All Users option.

Note: If Install for Admins Only is selected, VRA will work for users with System Administrator
profile only. Any other profile will require manual configuration as described in this article.

Make sure to install the latest VRA version from the official URL:
https://sfdc.co/visualremoteassistant-install

Install Visual Remote Assistant
NS By TechSee Augmented Vision Ltd.

300 Mas2 | 2

Install for Specific
Profiles...

Install for Admins Only o Install for All Users

A You're installing a Non-Salesforce Application that is not authorized for distribution as part of Salesforce’s AppExchange
Partner Program. @

| acknowledge that I'm installing a Non-Salesforce Application that is not authorized for distribution as part of Salesforce’s AppExchange Partner

Program.
App Name Publisher Version Name Version Number
Visual Remote Assistant TechSee Augmented Vision Ltd. VRA Summer'21 5.16

Additional Details View Components

Prerequisites

To configure a profile to be used with VRA, the user is required to set specific settings on this profile.
Proceed as follows:

1. Click on the settings icon at the top right-hand corner of the Salesforce window and click on
Setup.

/*

e P

Set
— N\

$ Service Setup

Developer Console 4

AV BT



https://sfdc.co/visualremoteassistant-install

2. From the Quick Find in the left side panel, locate Users.

|

= Setup Home  Ob

Q. Users

v Users
Permission Set Groups
Permission Sets
Profiles
Public Groups
Queues
Roles

User Management Settings

Users

A list of users will open. Each user is assigned to a profile.

Identify the relevant user of the VRA.

4. Click on the user’s profile.
A page with all the user profile configurations will open. In this example, the System
Administrator profile configuration page is displayed.

B-SETUP

Profile

System Administrator

w

. "N TN T T T

[ @ Fing settings... % | (11| [clone| [Edit Properties
Profile Overview Assigned Users
Description
User License Salesforce Custom Profile

Created By  Jill Rooks, 16/11/2010, 7:21 pm

Last Medified By  Michelle Bentley, 6/10/2021, 3:58 pm

Apps

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

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

Object Settings
Permissions to access objects and fields, and settings that specify which record types, page layouts, and tabs are visible

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

Apex Class Access
PErmissions to xecute Apex classes

Visualforce Page Access
Permissions to execute Visualforce pages




This page can display in a different format, depending on the organization’s configuration.

SETUP
Profile Help 1o
System Administrator
Users with this profile have the permissions and page layouts listed below. Administrators can change a user's profile by editing that user's personal information.
If your organization uses Record Types, use the Edit links in the Record Type Settings section below to make one or more record types available to users with this profile.
Login IPRanges [2] | Enabled Apex Class Access [0] | Enabled Visualforce Page Access [0] Enabled External Data Source Access [0] | Enabled Named Credential Access [0 Enabled Custom Mefadata Type Access [2] |
Enabled Custom Setting Definitions Access [9] | Enabled Social Account Access [0] | Enabled Flow Access [0] | Enabled Service Presence Status Access [1] | Enabled Custom Permi ]
Profile Detail View Users
Name  System Administrator
User License  Salesforce Custom Profile
Created By  Sinthanun Boonyod, 29/12/2559, 20:49 1. Modified By  Bualuang Securities, 6/10/2564, 21:23 4.
Page Layouts
Standard Object Layouts
Global  Global Layout Identity Document  |dentity Document Layout
[ View Assignment ] [ View Assignmen
Email Application Not Assigned Individual Indi
[ View Assignment ] [ View Assi
Home Page Layout  Dashboard Home Page Default Insurance Policy  [nsurance Policy La
[ View Assignment ] [ View Assignment |
Access  Access Layouf Insurance Policy Asset  |nsurance P Asset Layout
[ View Assignment ] [ View Assignment |
Account  Varies by Record Type Insurance Policy Coverage  Insurance Policy Coverage Layout
[ View Assignment ] [ View Assignment |
Account Brand  Account Brand Layout Insurance Policy Participant  |nsurance P
[ View Assignment ] [ View Assignment |
5. Verify that the Enhanced Profile User Interface toggle under User Management Settings is
. Q. searchsetup F@eae20@@®
Setup Home  Object Manager
Q Quick Find Hide personal Information
Hide some personal information filds in user records from external users S
Setup Home
Service Setup Assistant
Multi-Factor Authentication Assistant Scramble Specific Users' Data
Honor your users' requests when they no longer want their personal data recognized in Salesforce. After turning on this option, you can invoke the Apex method, obfuscateUser, which permanently scrambles those specific users' data. Keep in mind that e

Release Updates

Lightning Experience Transition
Assistant

New salesforce Mobile App Quickstart
Lightning Usage
Optimizer
ADMINISTRATION
v Users
permission Set Groups
Permission Sets
Profiles
public Groups

Queues

Roles

Users
> Data
> Email
PLATFORM TOOLS.
> Apps
> Feature Settings

> Einstein =

when you invoke that Apex method, those users’ data becomes anonymous, and you can never recover it

Enhanced Profil List Views
Create profile list views with the fields you choose. For example, create 2 lst view of all profiles with the *Modify All Data" permission.

8

Enabled

Enhanced Profile User Interface
Browse, search, and modify settings and permissions in a profile through 2 streamlined user interface.

8

Enabled

profile Filtering
Limit users' visiblity of profile assignments to their own information unless they can manage profiles

Restricted Profile Cloning
Enable only permissions that are

ible to the org during profile cloning. If this setting s disbled, all enabled perms in the source profile are enabled for the clone, even if this org can't currently access the perms.

Enhanced Permission Set Component Views
Use n updated user experience for portions of the permission set user interface.

Permission Set Group Assignments with Expiration Dates (8eta)
Create permission set group assignments that expire on a date that you specify using an enhanced user interface.

J

Disabled

J

Disabled

J

Disabled

J

Disabled

Contactless Customer 360 Identity Users
Allow contactless users in this org. Create lightweight, contactless users to reduce the amount of information collected on user creation. This feature s availzble only for users with the External Identity license.

J

Disabled

6. Refer to the explanation below to configure the profile, assuming the sub-sections Apps and
System are visible on the page.




VRA Configuration for a User Profile
Go to the Profile Overview page and start configuring as follows:

1. Click on Assigned Apps.

a. Click on the Edit button.

b. Scroll down to the line Visual Remote Assistant - Admin
(tspa__Visual_Remote_Assistant) and check the empty checkbox to the right of this
option.

c. Click on the Save button.

d. Return to Profile Overview.

SETUP
Profiles

.
Sales Console (standard_LIgniningsalesConsoe)
Salesforce Chatter (standard_Chater)

Salesforce CMS (standard_SalesforceCS)

000

Salesforce Engage (pl_Sales_Reach)
Salesforce Maps (maps_Salesiorceliaps)
Salestorce Optmizer (standard_Optimizer)
Sample Console (standar_SenviceConsole)

Satmetrix Connector (SatmetrixConnector)

00000

Satmetrx Connector Lightning (SatmetrixConnector_Lightning)
S-Docs (SDOC_S_Docs)

Service (standara_service)

Senvice Cloud Console (Service_Cloud_Console)

Senvice Cloud Marketing Cloud (Service_Cioud_Marketing_Cloud)
Service Console (standard_LightningService)

Supplier Relationship Management (Supplier_Relationship_Managemen)
Target Contact Manager (Target_Contact_Manager)

Test Engineenng (Test_Engineering)

The Permissioner (permissioner_The_Permissioner)

The Permissioner Lightning (permissioner_The_Permissioner_Lightning)
Trust Montor TrustHeatin)

Visual Remote Assistant - Adin (5pa_Visual_Remate_Assistant

Vour Account (standard_OnineSales)

Q@000 00080RO0000080000

Zodiac Australia (Zodiac_Australia_Sales)

2. Click on Assigned Connected Apps.

a. Click on the Edit button.

b. Use the browser’s search tool (Ctrl+F) to look for keywords and search for the word
Visual. The option Visual Remote Assistant appears.

c. Transfer this feature from the Installed Connected Apps panel to the Enabled
Connected Apps panel on the right-hand side.

d. Click on the Save button.
Return to Profile Overview.

SETUP
Profiles

T W e - =
Profile
System Administrator
Find Settings. ® i ||| Clone | |Edit Properties
Profile Overview |> ig [ Apps | v |
Assigned Connected Apps g Cancel
Installed Connected Apps
Salesforce Touch - L\ﬁsual Remote Assistan

Salesforce for Android
Salesforce for Qutlook
Salesforce for i0S
SalesforceA

SalesforceA for Android Add
SalesforceA for i0S L
SalesforcelQ KD
Vidyard Remove

Workbench

Zenkraft Multi-Carrier
Zodiac Website by Tonic
b2bma_canvas
dataloader.io

oAtlas




3. Click on Object Settings.

a.

S

Use the browser’s search tool (Ctrl+F) to look for keywords and search for the word
Observer. The option Observer Details appears.
Click Observer Details.
Click on the Edit button.
From the Tab Settings drop-down menu select Default On .
Check every single checkbox under every section on the page below.
Click on the Save button.
Return to Profile Overview.
Use the browser’s search tool (Ctrl+F) to look for keywords and search for the words
Visual and VRA. A list of Visual Remote Assistant components appears.
Every component that includes the words Visual and VRA should be configured
one-by-one, by clicking on the component:
m  Click on the Edit button.
m  From the Tab Settings drop-down menu select Default On.
m  Click on the Save button.
m  Return to Profile Overview and repeat these steps for each component.

4. Click on Apex Class Access.

a.
b.

d.
e.

Click on the Edit button.

Use the browser’s search tool (Ctrl+F) to look for keywords and search for the word
tspa. A list of options starting with tspa appears.

Transfer these features from the Installed Apex Classes panel to the Enabled Apex
Classes panel on the right-hand side.

Click on the Save button.

Return to Profile Overview.

5. Click on Visualforce Page Access.

a.
b.

Click on the Edit button.

Use the browser’s search tool (Ctrl+F) to look for keywords and search for the word
tspa. A list of options starting with tspa appears.

Transfer these features from the Installed Visualforce Pages panel to the Enabled
Visualforce Pages panel on the right-hand side.

Click on the Save button.

Return to Profile Overview.

6. Click on Custom Permissions.

a.
b.

Click on the Edit button.

Use the browser’s search tool (Ctrl+F) to look for keywords and search for the word
tspa. The option tspa.VisualSessionRecording appears.

Transfer this feature from the Installed Custom Permissions panel to the Enabled
Custom Permissions panel on the right-hand side.

Click on the Save button.

Return to Profile Overview.



7. Click on Custom Metadata Types.

a. Click on the Edit button.

b. Use the browser’s search tool (Ctrl+F) to look for keywords and search for the word
tspa. A list of options starting with tspa appears.

c. Transfer these features from the Installed Custom Metadata Types panel to the
Enabled Custom Metadata Types panel on the right-hand side.

d. Click on the Save button.

e. Return to Profile Overview.

8. Click on Custom Setting Definitions.

a. Click on the Edit button.

b. Use the browser’s search tool (Ctrl+F) to look for keywords and search for the word
tspa. A list of options starting with tspa appears.

c. Transfer these features from the Installed Custom Setting Definitions panel to the
Enabled Custom Setting Definitions panel on the right-hand side.
Click on the Save button.
Return to Profile Overview.

After completing the above steps, the VRA tool should be configured properly and enabled
for the specific profile.

9. Create a Permission Set with the same configurations and assign the Permission Set to a
specific user profile to be enabled for VRA.

10. Request the user of the profile configured to perform a direct login to Salesforce and check
that the VRA works for this user.



Upgrade Visual Remote Assistant

ATTENTION: This is mandatory if you are upgrading an existing Visual Remote Assistant installation
to the Spring ‘22 release version.

To upgrade:
1. Open a browser and enter the installation URL: https://sfdc.co/visualremoteassistant-install

The user is redirected to the Salesforce Login page.
2. Enter the user credentials and click Login.

3. Select Admin/Users/Profiles as required.

4. Click Done.
The upgraded version of Visual Remote Assistant is displayed under Setup — Installed
Packages

Note: The Visual Remote Assistant package will NOT be operational until the Account
Configuration Update process is completed.


https://sfdc.co/visualremoteassistant-install

PERMISSION ASSIGNMENTS FOR VISUAL
REMOTE ASSISTANT

Permission Set License Assignment

1. Click on the Gear icon in the top right corner and select Setup.
2. From Quick Find, search for Users and click on it.

. Q. Search Setup . 2 a @

Setup Home  Object Manager v

Q. user

~ Users

Permission Set Groups Un this page you can create, view, and manage Users.

In addition, download SalesfarceA to view and edit user details, reset passwords, and perform other administrative tasks from your mobile devices: iOS | Android
Permission Sets

Profiles View: [AllUsers | Edil | Create New View

A/B C/D/EF G/H|/I J KIL/IM N O/P QRS T U|V W X Y Z| Other [All
Public Groups

New User  ResetPassword(s) Add Multiple Users

Queues

[ Action Full Name + Alias Username LastLogin  Role Aetive Profile Manager
Roles 11372021

Edit | Login  Abdullaiy, Artem aabdu  arema.p2@techseo ma 12.45AM v Tochsce QA

User Management Settings

- . 12612021,

) | Edit | Login  Ben Avi, Hagai hben hagaib p2@techsee me v v Techsee QA

| e :

3. Click on the username to whom you want to permit Visual Remote Assistant.

| a
User .

Hagai Ben AVl User ProfileHelp for this Page 0
Permission Set [4] | Permission Set Activation Required [0] | Permission Set Group [0] | Permission Set License [3] | Personal Groups[0] |
Public Group 10 | Queue [0 | Team[Q] | Managers in the Role Hierarchy [0] | OAuth Gonnected Apps[12] | Third-Party Account Links [0] | Installed Mobile Apps [0] |

Authentication Settings for External Systems [0] | Login History [10+] | User Provisioning Accounts [0]
User Detail \E\ \m\ |Reset Password | \ﬁ\ \E\
Name  Hagai Ben Avi Role
Alias  hben UserLicense  Salesforce ‘I
Email  hagaib@techsee.me Profile  Techsee QA
Username  hagaib p2@techsee. me Active v
Nickname < r15066920052634316473 | ¢ Marketing User
Title Offline User
Company Knowledge User
Department Flow User
Division Service Cloud User v
Address Site.com Contributor User o

4. From the options on top, click on Permission Set License Assignments.

. Permission Set License Assignments Assignments Permission Set License Assignments Help (2

Actlon Permission Set License Label Date Assigned
Del  Tield Service Mobile 12/30/2020
Del  Field Service Scheduling 12/30/2020
Del  Visual Remote Assistant 1/3/2021

Personal Groups | New Group | Personal Groups | lelp

4
No personal groups specitied Il

Public Group Membership | New Group | Public Group Membership Help 2

No records to display




5. Click Edit Assignment and search for Visual Remote Assistant.

Salesforce CPQ license

Service User

Standard Einstein Activity Capture
User

Visual Remote Assistant

]

Salesforce CPQ.

Fnable permission set license for Salesforce CPQ

Enables Salesforce admin to track distribution of Service User
licenses. Permission set assignment not required

Standard Einstein Activity Capture

Provides access to visual remote assistant. [or use with the
product's package.

| save | | Cancel |

User Permissions

= Allow access to all Pardot features
- Campaign Influence

Object Permissions

« Snippets: Read, Create, Edit, Delete, View All, Modify All

User Permissions.

« Access to View-Only Licensed Templates and Apps
= Use Einstein Activity Capture Standard

Custom Permissions

- tspa.RemoteExpert

6. Check the checkbox and click on Save.




Permission Set Assignment

1. Inthe user detail page, from the options on top, click Permission Set Assignments.

Actlon Permission Set Label
Del ESL Mobils License

Del  ESI Resource | icense

Del  ESL Resouice Permissions

Del  RemoteExpert

Edit Assignments

Permission Set Assignments

Date Assigned
12/30/2020
12/30/2020
12/30/2020
1/2/2021

Permission Set Assignments Help (2

Required

No records to display

Permission Set Assi its: Acti

Edit Assignments

Permission Set Assignments: Activation Required Help 1 n

No records to display

Permission Set Group Assignments

Edit Assignments

Permission Set Group Assignments Help (2

2. Click Edit Assignment and search for RemoteExpert in available permission sets and click on

Add.

Permission Set Assignments

SETUP
Permission Sets

Help for this Page @

Salesforce Console User

Service Cloud User

Security Center Integration User

Standard Einstein Activity Capture

Hagai Ben Avi
save | |Cancel
Available Permission Sets Enabled Permission Sets
Order Management Operations Manager - FSL Mobile License -
Order Management Shopper FSL Resource License
Queue Manager Add |FSL Resource Permissions
RemoteExpert »
Sales Cloud User P
Salesforce CMS Integration Admin Rgmjve

3. Click on Save.

Once the SF admin completes the above two steps then the user will be permitted to use the Visual

Remote Assistant package.

Note: Remote Expert Permission Set Assignments is only available after the Visual Remote Assistant
package is installed (as remote expert permission set is created by the package installation)



Visual Remote Assistant Permission Sets Table

Permission Set

Package

User Type

Description

Remote Expert

Visual Remote
Assistant

Admin & Agent

The user will be
permitted to use the
Visual Remote
Assistant package.

VRA Community End | Visual Remote End User The end user will be

User Assistant permitted to send a
session request in the
community site.

VRA Experiences Sites | VRA Scheduling End User The end user will be

permitted to join the
lobby page by a link
that will be sent by
email

VRA Scheduling

VRA Scheduling

Admin & Agent

The user will be
permitted to use all
functionality of VRA
Scheduling.




PLATFORM EVENTS PREREQUISITES

1.

7. Select tspaVisual Remote AssistantPublishEventsHandler.

Go to Setup — Profiles, select the relevant profile and click on Object Settings.
2. Search for Visual Remote Assistant.

—

SETUP
Profiles

Vi AL istant - 0: N
Vol I}

Voucher Definitions

Vouchers

VB Histories

VRA Notifications b
VRA Observers

VRA Sanily Check

VRA Session Notifications
Warranty Terms

Web Quote Lines

Web Quotes

Work Qrger Line items
Work Orders

Work Order Volumes
Work Rules

Read
Read

Read
Read
Read
Read
Read
Read
Read.
Read
Read
Read

Read.

Read

Read

Read

Create,
Create,
Create
Create,

Create,

Create,

Create,
Create
Create,

Create,

Create,
Create,

Create,
Create,

Create,

Create,

Create

Create,

o e e ey
Edit. Desete. View All, Modify All, View Setup
Edit. Delete, View All, Modify All, View Setup

. Eqit, Delete, View All, Modify All, View Setup,

Edit, Delete, View All, Modify All, View Setup,

Edit, Delete, View All, Modify All, View Setup.
Edit, Delete. View All, Modify All, View Setup,
View Setup, Edit Setup, Delete Setup
View Setup, Edit Setup, Delete Setup
View Setup, Edit Setup, Delete Setup
View Setup, Edit Setup, Delete Setup
View Setup, Edit Setup, Delete Setup
Edit, Delete, View All, Modify All, View Setup,
Edit. Delete, View All, Modify All, View Setup
Edit. Delete. View All, Modify All, View Setup

Edit, Delete, View All, Modify All, View Setup.

Edit, Delete, View All, Modify All, View Setup.

Edit, Delete, View All, Modify All, View Setup,

Edit. Delete. View All, Modify All, View Setup.

Edit Setup
Edit Setup.
Edit Setup.
Edit Setup.

Edit Setup
Edit Setup.

Edit Setup.
Edit Setup.
Edit Setup

Edit Setup

Edit Setup

Edit Setup
Edit Setup

Dot Sewp
Delete Setup
Delete Setup
Deiete Setup
Delete Setup

Delete Setup
Delete Setup

Delete Setup
Delete Selup
Delete Setup

Delete Setup

Delete Setup

Delete Setup
Delete Setup

Default On
Default On
Default On
Default On
Default On
Default On
Defautt On

Defautt On

Default On

Default On
Default On

Default On

R ISUGH TYCTIONS PSSt TYCUON NIy Loy our
Visual History Layout

Visual Image Layout

TechSeeSessions Layout
NotificationsFromTechsee Layout

Voice Call Layout

Not Assigned

Not Assigned

Warranty Term Layout
Web Quote Line Layout

Web Quote Layout

Not Assigned

Not Assigned

FSL Work Order Line item Layout
FSL Work Order Layout

Work Order Volume Layout

Varies by Record Type

Grant the following permissions:

e Read
e Create
e View Setup

Go to Setup — Profiles — Apex Classes:

Search for tspa
Click on Edit

SETUP
Profiles

System Administrator

| |Q Find Setlings...

Erofiie Qverview > Apex Class Access | v |

Apex Class Access

Available Apex Classes

% | (1| |clone| | EditProperties

Save Cancel

Enabled Apex Classes

pi. TaskinsertErrorTest
pi_Taskinserter

pi TaskSaveResult

pi. TaskSaveResultTest

pi. TestUserTest
pi.UserAPIKeysHandler
pi.UserAPIKeysHandlerTest
pi.UserEncryptionHandler
pi.UserEncryptionHandler Test
pi.testAccessController

sbaa ApprovalRestApiProvider
sbaa ApprovalRestApiProviderTests
sbaa ApprovalTreeProcessorTests
sbaa ApproveRejectRestApiModel
tspa.VRAPublishEventsHandler

tspa InviteTechSeeControllerTest
tspa.JSON2Apex

tspa JSONToApexForSessionReport
tspa.PSLEntitiementReport

tspa PostinstallHistoryConfiguration
tspa.PostinstallinviteConfiguration

tspa.PostinstallinviteConfiguration_Extension

tspa.SendCustomNotification

tspa.SendCustomNotificationTest
tspa.SessionSummaryController
tspa.SessionSummaryControllerTest
tspa.TestDataFactory

tspa. VRAActionController

tspa. VRA_API_UtilityHandler

tspa VRA API UtilityHandler Test it




Account Configuration Update

In order to use the upgraded Visual Remote Assistant after the managed package upgrade, an
account configuration update is required.

There are two options to update the configuration:

Visual Remote Assistant Configuration Tool

1. Once you finish upgrading the version of Visual Remote Assistant will be shown under Setup
— Installed Packages.

2. Click on the Configure button, next to the package and go to the Flow Testing section in the
left menu.
Your Visual Remote account configuration will be updated automatically

Visual Remote Assistant Invite \ Visual History Component

1. Go tothe object (e.g. Case \ Work Order \ etc.) on which the Visual Remote Assistant
component is already configured.
2. The following alert will appear on top of the component:

g Visual Remote Assistant

o VRA account Svnc Now
configuration update :

was not completed
successfully. Please try
again later. If the
problem persists -
please contact your
System Administrator
or Support

3. Click Retry’ - Your Visual Remote Assistant account settings are updated automatically.
The Invite \ Visual History components are available again.

For upgrade process, upon successful completion of this process, please skip to Digital Engagement
for Visual Remote Assistant.



VISUAL REMOTE ASSISTANT - GETTING STARTED

Visual Remote Assistant contains an Admin configuration panel, which guides the Salesforce Admin
step-by-step, from initial configuration to flow testing.

Each screen contains detailed instructions and screenshots in order to simplify the configuration
process.

1. Go to App Launcher and search for Visual Remote Assistant - Admin.
The Getting Started page appears.

Getting Started

Prerequisits

i Step 1. Enable Identity Provider
|
Step 2. Connected App - Edit Policies
Step 3. Connected App - Manage Getting Started
Profiles
PSL License Org ID

Step 4. onnected App - Custom

Attributes Remote Expert - 25 users hfygf774t63ryrudieuwbdkoduwuwoe8r7565g
ibut

Step 5. SAML Login Information Choose your domain name:

https://  customer techsee.me/ 0 Available

Account Activation
Check Availability

Prerequisits - Post Activation

Language
Step 1. Configure Remote Site Settings
English -
Step 2. Configure CSP Sites
Region

Step 3. Configure ACS URL AWS North America AWS Europe

Step 4. Provision new user for Visual
Remote Assistant

Next
Configuration

Step 1. Salesforce Object Support
Step 2. Visual Assistance Configuration
Step 3. Visual History Configuration
Step 4. Look-and-Feel

Sanity Check

Authentication Information

The following information is retrieved:
The Permission Set Licenses quota for Remote Expert

e Salesforce Organization ID
e Salesforce Organization Type
e Salesforce Organization Name



Selecting Domain Name

1. A domain name should be registered under the techsee.me primary domain name.
2. Enter the desired domain name and click Check Availability.

An indication appears on the screen whether the requested domain name is available or not.
3. Domain name validation:

o Maximum of 10 characters in Production org.
o Maximum of 8 characters in Sandbox org.
o Uppercase letters will be automatically converted to lowercase letters.

Selecting Language

1. Choose the End User UI language, from the dropdown menu. English is the default language.
For Salesforce UI language customization, please refer to the Configuration section.

Selecting Region

1. Choose the region in which the account and the video site will be created, there are two
options:
o AWS North America (default)
o AWS Europe
2. Inthe case of APAC region, please contact Salesforce Support in order to configure the
account to use AWS Sydney video site.
3. Click Next to move to the part that handles Prerequisites.



PREREQUISITES HANDLING

In order to create an account on the Salesforce platform, there are several prerequisite requirements
to be handled.

Please review each prerequisite carefully, as each one of them is mandatory in order to set up your
Visual Remote Assistant account.

Enable Identity Provider

1. In order to use Visual Remote Assistant, Identity Provider has to be enabled in your Salesforce
organization, since the package relies on SSO authentication.

2. Click Enable Identity Provider link shown at the top of the screen.
You are redirected to Setup — Identity Provider page.

3. If Identity Provider is not enabled, then click Enable Identity Provider.
o A certificate is shown in the dropdown list in the screen.
o Click Save.

4. Go back to the Visual Remote Assistant - Configuration tab and check the Identity Provider is
enabled checkbox.

5. Click Next.

i3t Visual Remote Assi...  Visual Remote Assistant C... v

Getting Started
Prerequisites
Step 1. Enable Identity Provider
‘ Step 2. Connected App - Edit Policies
Step 3. Connected App - Manage Profiles

Step 4. Connected App - Custom Attributes

Step 5. SAML Login Information

Account Activation

Enable Identity Provider

Prerequisites - Post Activation . .
Go to Enable Identity Provider

Step 1. Configure Remote Site Settings > How to Enable Identity Provider

tep 2. Configure CSP Sites
Step 2. Configure €SP 5 v Identity Provider is enabled

Step 3. Configure ACS URL Next

Video Dashboard




Connected App - Edit Policies - IP Relaxation & Permitted Users
Configuration

To use Visual Remote Assistant, edit the Visual Remote Assistant connected app policies for IP
Relaxation and Permitted Users.

1. Click the Manage Connected App link shown at the top of the screen.
You are redirected to Setup — Manage Connected App page.

2. Click the Visual Remote Assistant connected app from the list shown.

3. Click on Edit Policies.

IP Relaxation

1. Go to OAuth Policies — IP Relaxation.
2. Select Relax IP Restrictions from the dropdown list.

Manage 'Visual Remote Assistant' Connected App - Edit Policies
Go ta Manage Connected Apps
~ How to Edit Policies
« In order to use Visual Remote Assistant, it's required to edit the ‘Visual Remote Assistant’ connected app policies for ‘IP Relaxation’ and ‘Permitted Users’.
+ Click on the 'Manage Connected App' link shown at the top of the screen.
You will be redirected to Setup — Manage Connected App page
« Click on the 'Visual Remote Assistant’ connected app from the list shown.
s Click on "Edit Policies’

IP Relaxation

- Go to 'OAuth Policies' —» IP Relaxation
« Select the 'Relax IP restrictions’ from the dropdown list

E o

Connected App Hop tor thes Page @

Remote Visual Assistant

Connected App Edit

Version 33
Description
Basic information 1 « Roqured intrmason
SunuRL ; Motsle Start URL
OAuth Policies
Permitted Users. | Admin approved users are pre-authorized v P Relaxation | Relax IP restrictions v
Enable Singls Logout : Reresh Token Policy: [ Enforcs IP restrictions

Enforce IP restrictions, but relax for refresh tokens
Relax IP restrictions for activated devices
Relax IP restrictions




Permitted Users

1. Go to OAuth Policies — Permitted Users.
2. Select Admin approved users are pre-authorized.

3. Go back to the Visual Remote Assistant - Configuration tab and check the Connected App -
Policies Edited’ checkbox.
4. Click Next.

Permitted Users
- Goto 'OAuth Policies' —» Permitted Users
+ Select'Admin approved users are pre-authorized’
- Go back to the 'Visual Remote Assistant - Configuration’ tab and check the 'Connected App - 'Policies Edited’ checkbox.
+ Click ‘Next'
ﬂ SETUP
Gonnected App _ Help for this Page @
Remote Visual Assistant
Connected App Edit
Version 33
Description
Basic Information | = Required Informason
Start URL Mobile Start URL
OAuth Policies
Permitied Users | Admin approved users are pre-authorized v 1P Relaxation  |'Relax IP restrictions ~|
Enable Single Logout [ Alll users may self-authorize Rabosh Telun Posiay? @ Refresh token is valid until revoked
‘Admin approved users are pre-authorized Immediately expire refresh token
) Expire refresh token if not used for Day(s) v/
) Expire refresh loken after | Day(s)
~ Connected App - Policies Edited
Next




Connected App - Manage Profiles

To use Visual Remote Assistant, assign application profiles to the Visual Remote Assistant connected

app.
1. Click on the Manage Connected App link shown at the top of the screen.

You are redirected to Setup — Manage Connected App page.

Click on the Visual Remote Assistant connected app from the list shown.

Go to Profiles.

Click Manage Profiles.

Select the profiles that will use the Visual Remote Assistant package.

Go back to the Visual Remote Assistant - Configuration tab and check the Connected App -

Profiles Assigned checkbox.

7. Click Next.

ouhkwd

Manage 'Visual Remote Assistant’ Connect App - Manage Profiles

Go to Manage Profiles

 How to Manage Profiles

« In order to use Visual Remote Assistant, it's required to assign application profiles to the ‘Visual Remote Assistant' connected app.
* Click on the "Manage Connected App' link shown at the top of the screen.
You will be redirected to Setup — Manage Connected App page
« Click on the 'Visual Remote Assistant' connected app from the list shown.
* Goto ‘Profiles
« Click ‘Manage Profiles'
* Choose the profiles that will use the 'Visual Remote Assistant' package.
* Goback to the 'Visual Remote Assistant - Configuration’ tab and check the ‘Connected App - "Profiles Assigned checkbox.
« Click Next'

E\”W

Application Profile Assignment Heip for s Page @

Select the approps

profiles 10 choose which users have access o this application

Prafies Description
Analytics Cloud Integration User

soooeesoof

Customer Community User

~ | Connected App - Profiles Managed

Next




Connected App - Custom Attributes
To use Visual Remote Assistant, configure the custom attributes that will be used to identify the
Salesforce user in TechSee.
1. Click on the Manage Connected App link shown at the top of the screen.
You will be redirected to the Setup — Manage Connected App page.
Click on the Visual Remote Assistant connected app from the list shown.
Go to Custom Attributes

Click New.
Enter the following values (both the key & value are case sensitive):

s wN

Attribute Attribute value
key

lastName SUser.LastNam
e

firstName SUser.FirstNam
e

6. Go back to the Visual Remote Assistant - Configuration tab and check the Connected App -

Custom Attributes Created checkbox.
7. Click Next.

Custom Attributes

New
Action Attribute key Attribute value

* Goto 'Custom Attributes’
= Click New'
*  Enter the following values (note: both the key & value are case sensitive)

Attribute key Attribute value
lastName SUser.LastName

firstName SUser.FirstName

Go back to the "Visual Remote Assistant - Configuration' tab and check the 'Connected App - ‘Custom Attributes Created' checkbox.

Click "Next'

ﬂ SETUP

Create Custom Attribute

Save | |Cancel

~ Custom Attributes Created

Next




SAML Login Information

To use Visual Remote Assistant, it’s required to configure the SSO (SAML) authentication URLs in the
Visual Remote Assistant connected app.

1.

2.

w

6.

Click on the Manage Connected App link shown at the top of the screen.

You will be redirected to Setup — Manage Connected App page.

Click on the Visual Remote Assistant connected app from the list shown.

Go to SAML Login Information.

Copy the following URLs:

o Metadata Discovery Endpoint:
Go back to the Visual Remote Assistant - Configuration tab, and paste the URL in the
Metadata Discovery Endpoint input field.

o Single Logout Endpoint:
Go back to the Visual Remote Assistant - Configuration tab, and paste the URL in the
Single Logout Endpoint input field.

Go back to the Visual Remote Assistant - Configuration tab and check the SAML URLs Copied

Successfully checkbox.

Click on Create Account.

SAML Login Information
Go to SAML Login Information

Metadata Discovery Endpoint

Single Logout Endpoint

~ How to Get SAML Login Information

« In order to use Visual Remote Assistant, it's required to configure the SSO (SAML) authentication URLs in the 'Visual Remote Assistance’ connected app.
+ Click on the '‘Manage Connected App' link shown at the top of the screen.
You will be redirected to Setup — Manage Connected App page
+ Click on the 'Visual Remote Assistant' connected app from the list shown.
« Go to 'SAML Login Information'
« Copy the following URLs
© Metadata Discovery Endpoint:
Go back to the "Visual Remote Assistant - Configuration’ tab, and paste the URL in the 'Metadata Discovery Endpoint’ input field
o Single Logout Endpoint:
Go back to the 'Visual Remote Assistant - Configuration’ tab, and paste the URL in the 'Single Logout Endpoint’ input field
« Go back to the 'Visual Remote Assistant - Configuration' tab and check the 'SAML URLs Copied Successfully' checkbox
* Click on the ‘Create Account’ Button

E o

SAML Login Information
View and downioad SAML endpoint metadata for your organization, communities, o custom domains,
Your Organization Dewnioad Metadata

Metadata Discovery Endpoint TechSes, Py
Single Logout Endpoint dev-ed my
~  SAML URLs Copied Successfully

Create Account

\aPnitiated Login URL i dev-ad.

SPdnitiated POST Endpoint dev-ed

SP-initiated Redirect Endpoint




CREATE & ACTIVATE ACCOUNT FLOW

Account Creation

Account Creation flow provisions a new Visual Remote Assistant account on the Salesforce platform.
The account is created in Pending state until it is activated by the Salesforce Admin user.
1. The Salesforce Admin clicks Create Account.

The Verify Prerequisites popup appears:

Verify Prerequisites

Before creating the account, please make sure you have
completed all the required prerequisites

In this popup, the Salesforce Admin is prompted to verify that all prerequisites have been completed
successfully, as instructed in the previous steps.

o Clicking Cancel allows the Salesforce Admin to go back and review the prerequisites steps.

o Clicking Continue creates an account on the Salesforce platform.



Account Activation

When the Salesforce Admin clicks Continue, the account creation operation is performed.
The following screen appears:

Account Activation

tis ready to be activated

AWS Nortn America

The Salesforce Admin can activate the account within 48 hours from the time the account had been
created.

Activation Expiration
Account Activation-expires after 48 hours.

Once the Salesforce Admin clicks on Activate Account and the expiration due date has passed, a
message appears on the screen, asking the Salesforce Admin to start the process again.

Successful Activation

Upon a successful activation, the following popup window appears:

Account Activated Successfully

Your account hz01ltom.techsee.me has been created.

When the user clicks Ok, the Salesforce Admin is redirected to the Post Activation - Configuration
steps.



POST ACCOUNT ACTIVATION - CONFIGURATION

After successful activation of the Visual Remote Assistant account, a few steps should be taken to
complete the configuration: CSP Trusted Sites, Remote Site Settings, and ACS URL configuration.

Remote Site Settings

Copy the 'Visual Remote Support API' URL by using the 'copy to clipboard' button.
Click on the 'Configure Remote Site Settings' link on the screen.

The 'Remote Site Settings' configuration will open in a new tab.

Edit the 'RemoteVisualAssistant_SessionlInitiation' value and paste the copied link.

Copy the 'Visual Remote Image’ URL by using the 'copy to clipboard' button.

Click on the 'Configure Remote Site Settings' link on the screen.

The 'Remote Site Settings' configuration will open in a new tab.

If the account Region in the Account Activation tab is set to AWS Europe Modify prodeu.
If the account Region in the Account Activation tab is set to AWS North America Modify
produs.

Copy the 'Visual Remote Support Stats API’ URL by using the 'copy to clipboard' button.
Click on the 'Configure Remote Site Settings' link on the screen.

The 'Remote Site Settings' configuration will open in a new tab.

Create a new remote site for ‘Visual Remote Support Stats API’ and paste the copied link.

Configure Remote Site Settings

Go to Configure Remote Site Settings
Visual Remote Support APl URL: https://sdowin24-api.techsee.me
Visual Remote Support Stats APl URL: https://stats-sdowin24-api.techsee.me &

Visual Remote Image URL: https://media-sdowin24.cdn-us.techsee.me

v How to Configure Remote Site Settings

* Copy the "Visual Remote Support’ URL by using the ‘copy to clipboard' button

* Click on the "Configure Remote Site Settings' link on the screen

* The 'Remote Site Settings’ configuration will open in a new tab

* Edit the 'RemoteVisualAssistant_Sessionlnitiation’ value and paste the copied link

* Copy the "Visual Remote Image URL" URL by using the ‘copy to clipboard' button
* Click on the ‘Configure Remote Site Settings’ link on the screen
* The 'Remote Site Settings’ configuration will open in a new tab
If the account Region in the Account Activation tab is set to AWS Europe Modify prodeu
If the account Region in the Account Activation tab is set to AWS North America Modify produs

* Click on the 'Remote Site Settings Configured’ checkbox
¢ Click on the 'Next' button

Click on the 'Remote Site Settings Configured' checkbox



e Click on the 'Next' button

Configure Remote Site Settings

Go to Configure Remote Site Settings Manage Connected App

Visual Remote Support API URL: example.techsee.me il

> How to Configure Remote Site Settings

Remote Site Settings Configured

Important Note: If one or multiple Remote Site Settings URLs are not configured, a notification will
appear in the Visual Configuration Panel that indicates this issue. The notification includes a link that
directs to the Remote Site Settings configuration page instructions. After completing to configure all
the Remote Site Settings URLs, this notification will disappear.

Getting Started

Prerequisites

Step 1. Enable Identity Provider

Step 2. Connected App - Edit Policies

Step 3. Connected App - Manage Profiles

Step 4. SAML Login Information

Getting Started

Account Activation

PSL license o Org ID [ Edition
Prerequisites - Post Activation 10 - Visual Remote Assistant 00D1Q000001pcKkUAI Enterprise Edition
Environment Language Region

Step 1. Configure Remote Site Settings Production English AWS North America



CSP Trusted Sites

e, -

Configure CSP Trusted Sites

Configure CSP Trusted Sites

Visual Remote Image URL: https://media-sdowin24.cdn-us.techsee.me & Visual Remote Support APl URL: https://sdowin24-api.techsee.me
Visual Remote Recording URL: httpsi//rec.techsee.me & Visual Remote Support Main URL: https://sdowin24.techsee.me
Visual Remote Desktop Sharing URL: https://sdowin24.sf-na.desktop.show & Visual Remote Support DNS Zone URL: https://sdowin24.sf-na.techsee.me

> How to Configure CSP Trusted Sites

CSP Trusted Sites Configured

Next

1. Click on the clipboard icon next to the 'Visual Remote Support API URL' in order to copy the
related URL.

2. Click on the 'Configure CSP Trusted Sites' link on the top of the screen.

3. The CSP Trusted Sites configuration will open in a new tab.

4. Click on the Edit button next to 'VisualRemoteAssistant_APIURL' and paste the copied link
in the Trusted Site URL section (replace the existing link with the copied link).

5. Click on the 'Save' button.

6. Repeat steps 1, 4 and 5 for every URL that is presented in the configuration panel. Update
the required CSP Trusted Sites with the matching URL presented in the configuration panel,
as displayed in the following table:

URL From The Configuration CSP Trusted Site
Panel
Visual Remote Support Image | If the account region in the If the account region in
URL Account Activation tab is set to | the Account Activation tab
AWS Europe Modify: is set to AWS North
VisualRemoteAssistant_ImageU [ America Modify:
RL_EU VisualRemoteAssistant_I
mageURL_US
Visual Remote Support If the account region in the If the account region in
Recording URL Account Activation tab is set to | the Account Activation tab
AWS Europe Modify: is set to AWS North
VisualRemoteAssistant_Recordi | America Modify:
ngURL_EU VisualRemoteAssistant_Re
cordingURL_US




Visual Remote Support
Desktop Shearing URL

VisualRemoteAssistant_Deskto
pSharingURL

URL

Visual Remote Support Main

RemoteVisualAssistant_SSOAut
henticationURL

Zone URL

Visual Remote Support DNS

VisualRemoteAssistant_DNSZo
neURL

7. Click on the 'CSP Trusted Sites Configured' checkbox.

8. Click on the 'Next' button.

> How to Configure CSP Trusted Sites

CSP Trusted Sites Configured

Next

Important Note: If one or multiple CSP trusted sites are not configured, a notification will appear in
the Visual Configuration Panel that indicates this issue. The notification includes a link that directs to
the CSP trusted sites configuration page instructions. After completing to configure all the CSP

trusted sites, this notification will disappear.

Getting Started

Prerequisites

Step 1. Enable Identity Provider

Step 2. Connected App - Edit Policies

Step 3. Connected App - Manage Profiles

Step 4. SAML Login Information

Getting Started

Account Activation

Pl license @

10 - Visual Remote Assistant

Prerequisites - Post Activation
Environment
Step 1. Configure Remote Site Settings Production

orgip @
00D1Q000001pcKkUAI
Language

English

Edition

Enterprise Edition

Region
AWS North America







ACS URL Configuration

1. Copy the ACS URL using the copy to clipboard button
Click on the Manage Connected App link shown at the top of the screen.
You are redirected to Setup — Manage Connected App page.
3. Click on the Visual Remote Assistant connected app from the list shown.
Click Edit Policies.
5. Go to SAML Service Provider Settings — ACS URL and paste the copied URL.

B

Configure ACS URL

Configure ACS URL
ACSURL: example.techsee.me

> How to Configure ACS

ACS URL Configured



ADDING VIDEO DASHBOARD TO APP MANAGER

After the account activation is completed successfully, add the docked lightning utility bar object
Video Dashboard to the Salesforce objects for which you would like to have Visual Remote Assistant
configured to.

© N

Go to Setup.

In Quick Find, search for App Manager.

Choose the Lightning object for each item you added Visual Remote Assistant support to.
Verify it is Lightning and not Classic object.

Click Edit.

14 Service Console LightningService (Lightning Experience) Lets support agents work with multiple records across custome...  10/27/2020, 10:49 PM  Lightning v
15 Site.com Sites Build pixel-perfect, data-rich websites using the drag-and-drop Site.com application, a... ~ 8/3/2020,12:25PM  Classic o
16 Visual Remote Assistant - Admin  Visual_Remote_Assistant Visual Remote Assistant - Connectivity & Flow Check 11/ 312[’20, 9:54 PM Lightning (Managed,

Go to Utility Items (Desktop only)

il Lightning App Builder | i AppSettings | [ Pages v Commerce

App Settings Utility Items (Desktop Only)

App Details & Branding Give your users quick access to productivity tools and add background utility items to your app.
App Options

Utility Items (Desktop Only) Add Utility Item Utility Bar Alignment @  Default v
Navigation Items
The utility bar is a fixed footer that opens components in docked panels. Available only when the app is viewed in

Navigation Rules Lightning Experience on a desktop.

User Profiles

. % @ e

To enable the utility bar for this app, add a utility item.

Click on Add Utility Item.

Go to Custom Managed at the bottom of the menu.

Click on the Visual_Remote_Assistant-Video_Dashboard.

Check the Start Automatically checkbox at the bottom of the screen.



Utility Items (Desktop Only)

Give your users quick access to productivity tools and add background utility items to your app.

Add Utility Item Utility Bar Alignment @ = Default v

Visual_Remote_Assistant-Vide...
4 - = PROPERTIES Remove
VideoSession

‘v Utility Item Properties

*Label o

VideoSession

Icon o
4 fallback X

Panel Width (]
340

Panel Height (]
480

v Start automatically [:

Cancel Save

10. Click Save.



FLOW TESTING

Upon successful completion of the account creation & activation process, prerequisites handling and

post activation configuration - now you are ready to test the Visual Remote Assistant Flow.

Inside the Visual Remote Assistant Configuration tool, you will find a Flow Testing section. This

section will allow you to easily test the entire product flow, end-to-end, from sending the invitation,

through a live video session and viewing session summary with visual history records.

Invite Flow Testing

1. Choose Invite via SMS or Invite via Email tab.
The Customer Reference Number is set with the username of the Salesforce Admin who is
running the flow testing.
2. Enter a phone number or email address and click Send.
B Visual Remote Assistant
Invite via SMS Invite via Email
Something does not work properly? Need Help? Contact Support
* Reference Number
hagaib.p2@techsce.me
Session type
Video Mode -
p——
3. Theinvitation is sent using the method requested.
4. Once you receive the test flow invitations, click on the invitation URL inside the message.
Video Dashboard Testing
At the bottom left corner of the screen, you will see a docked lightning utility bar object,
named Visual Remote Assistant - Video Dashboard.
B Visual Remote Assistant - Video Dashboard  _ = [

In order to start a new Visual Remote
Assistant session, go to the 'Visual
Remote Assistant' tab and send a new
session invitation

m« Visual Remote Assistant - Video Dashboard




The Video Dashboard is automatically triggered as the invitation is delivered to the end user.
The end user connects to the session by clicking on the invite link. The end user accepts the
Terms of Service and grants camera permissions.

5. The video dashboard will show the live video stream.

B Hagai Ben Avi - Call in progress I

[] iPhone 6,... & Mobile Sa... B Ha-Shomer ha-Tsa'ir St 3, ...

Gallery

—

Powered by TechSee Session ID 5fa2b5cfc4d13c7e8a6d9de?

=« Hagai Ben Avi - Visual Assistance

Once the video dashboard - the system is configured properly for Visual Remote Assistant.

Note: If the "Send Invite" button is grayed out, refresh the page and try again.



Session Summary & Visual History

1. Click the End Session red button at the bottom left corner of the video dashboard.
The following message appears on the screen:

Session Ended

The Visual Remote Assistant session

ended.

click 'Ok’ to close the session

m Video Session

2. Click OK.

3. Atoast notification will appear on the screen - New Visual Remote Assistant history record

created

4. The Session Summary screen appears:

Device Type
iPhone 6, 65, 7 or 8

Session ID

SMS Sent

No

Started On Time
15:23:36
Customer Number
none

T&C Approved
Yes

Session Summary

Something does not work properly? Need Help?

Device Browser

Mobile Safari v14

Session Type

Sfa2b968c4d13c7e8abdofbs Video Mode

Time to Start
4.11.2020 16:30:21
Started On Date
04/11/2020

Time to Connect
4.11.2020 16:30:31
SMS Delivery Time
00:00:00

Invite Destination (Email/ Phone)
hagaib@techsee.me

Location

Ha-Tsofim St 16, Rishon LeTsiyon, Israel
Duration

00:00:24

Started On

04/11/2020 15:23:36

Session Status

closed

Video Duration

04:34

Contact Support




Comments

Write a comment...

Images

Description  Tags

Write a comment.




Visual Remote Assistant - Convert Image Links to Files Automated Process
Prerequisite

This Visual Remote Assistant action sample allows Visual Remote Assistant session history images to
be linked as files inside the record from where the session was initiated. To use this feature, the
following prerequisites are required.

Remote Site Settings

1. From the session summary of flow testing click on the download button of image thumbnail.
2. When the image opens in the new browser tab copy the base URL
for example,
Image link -
https://preprod-eu.techsee.me/test-eu-central-T.XXXXXXXXXXXXXXXXXXXXXXXXXXXX

xx-Amz-SignedHeaders=host
base URL - https://preprod-eu.techsee.me
3. Click on the Gear icon from top right corner and select Setup.

ees  Setup Home  Object

Q, remote site settings

Security

Remote Site Settings

Didn't find what you're looking for?
Try using Global Search.

4. From the Quick Find, search for Remote Site Settings and click on it.
5. Click New Remote Site.

SETUP
Remote Site Settings

Remote Site Edit Help for this Page &

Enter the URL for the remote site. All s-controls, JavaScript OnClick commands in custom buttons, Apex, and AJAX proxy calls can access this Web address from salesforce.com.

Remote Site Edit Save | |Save & New | | Cancel

Remote Site Name Il |

Remote Site URL I‘

Disable Protocol Security OG

Description

Active

Save | | Save & New | Cancel

6. Provide the unique name in remote site name
for example, Visual Remote Assistant_Image_Automation
7. Paste the Root Url in remote site url.


https://preprod-eu.techsee.me/test-eu-central-1.xxxxxxxxxxxxxxxxxxxxxxxxxxxxxx-Amz-SignedHeaders=host
https://preprod-eu.techsee.me/test-eu-central-1.xxxxxxxxxxxxxxxxxxxxxxxxxxxxxx-Amz-SignedHeaders=host
https://preprod-eu.techsee.me/test-eu-central-1.xxxxxxxxxxxxxxxxxxxxxxxxxxxxxx-Amz-SignedHeaders=host

8. Click Save.



CONFIGURATION

Your Visual Remote Assistant account is now ready to be configured and customized in your
Salesforce organization.

The configuration steps include the following:
1. Salesforce object support:
Pay extra attention to this step, as this will be the basis for sending session invitations.
In this step you need to determine which object in Salesforce will be configured to work with
Visual Remote Assistant.
For example - Lead, Work Order, Case, Service Appointment, etc.

For each object you selected, you will need to choose the Reference Number field which will
be the unique identifier.

You can also determine which fields will be used to retrieve automatically the Email Address
and Mobile Phone number to which the invitation will be sent.

2. Visual Assistant Configuration:
Customizing the invite flow - which country codes will be used \ delivery method (SMS \
Email) and UI customization options

3. Visual History Configuration:
Customizing the way visual records are created and collected per each Visual Remote
Assistant session.

Adding Visual Remote Assistant to Salesforce object:
Detailed guidance on how to customize the page layout in order to add Invite Form and Visual
History lightning components - in order to make them available for your users.



Add Visual Remote Assistant to your Cloud Objects

uAELON =

In the App Launcher, go to Visual Remote Assistant - Admin.
Go to Configuration.

Go to Salesforce Object Support.

Click on Add new obiject.

The following screen appears:

Salesforce Object Support

Campaign v
Primary Contact Name v
Pt
v
Primary Contact Phone

In the Select Object field, select the desired Salesforce object, to which the Visual Remote
Assistant application will be correlated.

If the Select Object dropdown field doesn’t open, refer to the manual procedure to
complete this step (see below).

Note: You can correlate Visual Remote Assistant with multiple objects.

Configure the following session invite fields:

to send Email invitations

Field Type Description

Customer Optional Select which field in the selected Salesforce object will be used
Name to show the customer name information

Email Optional Select which field in the selected Salesforce object will be used

Reference the Visual History records will be correlated

Phone Optional Select which field in the selected Salesforce object will be used
as the mobile phone number to which SMS invitations will be
sent

Customer Mandatory | Select which field will be used as the unique identifier, to which



https://docs.google.com/document/d/1dmWM2ZyyQl4TzMWcQV9Ansy1BqvCkBst/edit#heading=h.4h042r0

Field Type Input Source

Object Name | Mandatory | Go to Object Manager
Object Manager — API Name field
The Salesforce object to which the Visual Remote Assistant will
be configured

Customer Mandatory | Go to Object Manager

Reference Object Manager — Label — Fields & Relationships — Field Name
Choose a field which a Unique Identifier, e.g. ID field

Customer Optional Go to Object Manager

Name
Object Manager — Label — Fields & Relationships — Field Name
Choose a field which represents the customer name

Email Optional Go to Object Manager
Object Manager — Label — Fields & Relationships — Field Name
Choose a field which is the Email address to which the invitation
will be sent

Mobile Optional Go to Object Manager

Phone

Object Manager — Label — Fields & Relationships — Field ame

Choose a field which is the Mobile Phone to which the SMS
invitation will be sent




8. Click on Save
The outcome looks as follows:

Object Name Customer Name Email Phone Reference Field
Lead Name Email Phone LastName

Case Contact_Name__c ContactEmail ContactPhone CaseNumber
Contact Name Email Phone LastName
Opportunity Primary_Contact_Name__c Primary_Contact_Email__c Primary_Contact_Phone__c Name

Account Name Primary_Email__c Phone AccountNumber

Action

Edit

Edit

Edit

Edit

Edit

Delete

Delete

Delete

Delete

Delete

Add New Object

Add Visual Remote Assistant to your Cloud Objects - Manual

Configuration

If for some reason you are unable to open the Select object dropdown field, please follow these

steps in order to complete this step manually:

In the App Launcher, go to Visual Remote Assistant - Admin.

Go to Salesforce Object Support.

Click on Add new object.

Configure the following session invite fields:

Go to Object Manager in order to retrieve the object name.

Note: You can correlate Visual Remote Assistant with multiple objects.
Click Save.

The outcome looks as follows:

a0~

o

Object Name Customer Name Email Phone Reference Field
Lead Name Email Phone LastName

Case Contact_Name__c ContactEmail ContactPhone CaseNumber
Contact Name Email Phone LastName
Opportunity Primary_Contact_Name__c Primary_Contact_Email__c Primary_Contact_Phone__c Name

Account Name Primary_Email__c Phone AccountNumber

Action

Edit

Edit

Edit

Edit

Edit

Delete
Delete
Delete
Delete

Delete

Add New Object



VISUAL REMOTE ASSISTANT - SESSION TYPES
CONFIGURATION

VISUAL Remote Assistant 4.0 includes the following features:
1. Updating the Visual Remote Assistant Session Types
Video & Audio
Mobile Screen Mirroring
Desktop Sharing
Visual Remote Assistant to-go (Visual Remote Assistant on Mobile & Tablet)
Visual Remote Assistant for Field Services Technicians

ok WwN

In Visual Remote Assistant 5.0, the following session type is added:
Video Application

Updating Visual Remote Assistant Session Types

In order to update the Visual Remote Assistant Session Types list, it’s required to access the Visual
Remote Assistant configuration tool

Visual Remote Assistant Configuration

In order to allow the Visual Remote Assistant Audio channel, follow these steps:

1. Go to App Launcher — search for Visual Remote Assistant Configuration
The following message should appear - Session Types Updated.

Video & Audio

Visual Remote Assistant 4.0 includes an Audio channel option as part of a Visual Remote Assistant
Live Video session.

A new toggle is added for Video sessions only - Audio toggle.

If the agent enables the Audio toggle, then the Visual Remote Assistant session allows both the
Agent and the End User to communicate via an audio channel.

Visual Remote Assistant Configuration

In order to allow the Visual Remote Assistant Audio channel, follow these steps:
1. Go to App Launcher and search for Visual Remote Assistant Configuration.


https://docs.google.com/document/d/1dmWM2ZyyQl4TzMWcQV9Ansy1BqvCkBst/edit#heading=h.xlr80cxzs82k
https://docs.google.com/document/d/1dmWM2ZyyQl4TzMWcQV9Ansy1BqvCkBst/edit#heading=h.faseb4u67mgv
https://docs.google.com/document/d/1dmWM2ZyyQl4TzMWcQV9Ansy1BqvCkBst/edit#heading=h.4tjrjb5vt8f
https://docs.google.com/document/d/1dmWM2ZyyQl4TzMWcQV9Ansy1BqvCkBst/edit#heading=h.vzv4sx5u8mn1

2. Go to Configuration — Step 2 — Features Configuration — Audio — Enable Audio =
Enabled.

Desktop Sharing

Visual Remote Assistant 4.0 includes a new session type - Desktop Sharing. This session type allows
the PC user to share his desktop screen with the Visual Remote Assistant Agent.Sending an invitation
to this session type is available only via Email.

Visual Remote Assistant Configuration

In order to allow the Visual Remote Assistant Audio channel, follow these steps:

1. Go to App Launcher — search for Visual Remote Assistant Configuration
2. Go to Configuration — Step 2 — Features Configuration — Visual Remote Assistant Session
Type by Platform - Configuration — Desktop Sharing Configuration — Desktop — Enable

Mobile Screen Mirroring

Visual Remote Assistant 4.0 includes a new session type - Mobile Screen Mirroring. This session type
allows a mobile user to mirror his entire mobile screen device.

Sending an invitation to this session type is available only via SMS.

Visual Remote Assistant Configuration

In order to allow Visual Remote Assistant Audio channel, follow these steps:

1. Go to App Launcher — search for Visual Remote Assistant Configuration
2. Go to Configuration — Step 2 — Features Configuration — Visual Remote Assistant Session
Type by Platform - Configuration — Mobile Screen Mirroring — Desktop — Enable

Video Application

Visual Remote Assistant 234.1 includes a new session type - Video Application. This session type
allows the end user to connect to a Visual Remote Assistant video session via a native video
application. The native video application includes full camera control: - Zoom in & out via pinch
gesture, focus & exposure, audio destination selection and background activity support.

Sending an invitation to this session type is available only via SMS.
Visual Remote Assistant Configuration

In order to allow Visual Remote Assistant Audio channel, follow these steps:
1. Go to App Launcher — search for Visual Remote Assistant Configuration



Go to Configuration — Step 2 — Features Configuration — Visual Remote Assistant Session Type by
Platform - Configuration — Video Application — Desktop — Enable

MOBILE AND TABLET SUPPORT

Visual Remote Assistant 4.0 includes the ability for Salesforce agents to use Visual Remote Assistant
on-the-go (Mobile & Tablet).

Visual Remote Assistant will be available within Salesforce official application as a Lightning
component.

Note: Since the Salesforce dashboard on mobile web supports only Classic mode, using the
application for Visual Remote Assistant is mandatory.

In order to allow Visual Remote Assistant to run on Mobile & Tablet devices, go to:

Setup — New Salesforce Mobile App QuickStart — New Salesforce Mobile App for Tablet — Give
All Users Access — Enable the toggle

New Salesforce Mobile App for Tablet

Give All Users Access

Turn the new Salesforce mobile app tablet experience on or off for all users. This single-column experience on
matches what users see on their desktop and phone.

Guidance for Salesforce Mobile Application

To download the Salesforce official application, refer to the following URLs:

e Apple App Store - Salesforce on the App Store
e Google Play Store - Salesforce - Apps on Google Play

Visual Remote Assistant Configuration

In order to allow Visual Remote Assistant to run on mobile & tablet, follow these steps:
1. Go to App Launcher —Search for Visual Remote Assistant Configuration
2. Go to Configuration — Step 2 — Features Configuration — Visual Remote Assistant to-go —
Mobile & Tablet Support — Enable Visual Remote Assistant on Mobile & Tablet = Enabled


https://apps.apple.com/us/app/salesforce/id404249815
https://play.google.com/store/apps/details?id=com.salesforce.chatter

FIELD SERVICES CONFIGURATION

Visual Remote Assistant is designed to operate on Service Cloud. Take the following steps in order to
configure the prerequisites required.

Enable Field Services (Service Cloud only)
Go to Setup — Service — Field Service Settings — Field Service — enable the toggle
! ﬂ SFi:lpd Service Settings

Field Service Field Service

aaaaaaa

To get started, see Set Up Field Service

Enable Notification:

Go to Setup — Service — Field Service Settings — Notifications — enable the Enable Notifications
toggle

Notifications @

Notify relevant users in Lightning Experience, the Salesforce mobile app, and the Field Service mobile app about
updates to work orders and service appointments.

v Enable notifications

FSL Licensing - Add On License Configuration (Service Cloud
only)

Note: If the Add On License is already enabled in your Salesforce organization - then this toggle will
not appear.

IF THIS TOGGLE DOES NOT APPEAR - PLEASE SKIP THIS STEP

Go to Setup — Feature Settings — Service — Field Service — Field Service Settings — Field Service
— Work Orders — enable the toggle



. Q. SearchSetup e 2ea®

Setup Home  Object Manager v

Q_ Quick Find SETUP

Field Service Settings

Setup Home

Service Setup Assistant

Multi-Factor Authentication Work Orders
Assistant

Track the work your team performs on customer products. Work Orders

Release Updates Enabled

To access the full range of field service features including workforce management and schedule optimization, get the Field Service add-on

Lightning E i T iti
'gntning Experience fransition license. Then, come back here and turn on Field Service.

Assistant

FEED TRACKING CONFIGURATION

Add the following text as a tooltip on the button:

1. Go to Setup — Feature Settings — Feed Tracking:

2. On the Objects table on the left, search for the object that should be supported for Visual
Remote Assistant (e.g. Case \ Work Order \ Service Appointment).

3. For each object, enable the toggle called Enable Feed Tracking.

SETUP
Feed Tracking

Feed Tracking Help for this Page @
Enable feed tracking for objects 5o users can follow records of that object type. Select fields to rack 50 users can see feed updates when those fields are changed on records they follow.

joriect Tracked | Fields in cases

Account 2 Fields

Appointment Dependency Save | Cancel| Enable Feed Tracking Restore Defaults
Asset You can select up to 17 fields.

Asset Downtime Period Account Name (] asset O

Asset Relationship AssetWarranty () Business Hours ()

Asset Warranty

Assigned Resource Case Origin - (J Case Owner

Campaign Case Reason [ Case Source [

Case Closed When Created () Contact Name ()

Checkout Billing Push Notification

Checkout Customer Description Escalated ()

Checkout Invoice ParentCase [ Priority

Checkout Invoice Item Status subject O

Checkout Log

Checkout Payment Intent Tyee O

Checkout Stripe Mock Response

Checkout Strips Mock Response Header You can also display feed activity for related objects.

Checkout Subscription All Related Objects (]

Checkout Subscription Plan

Checkout Transaction

Communication Subscription

Communication Subscription Channel Type |Save | Cancel Enable Feed Tracking Restore Defaults

4. Verify that it is enabled for each of the Visual Remote Assistant supported objects.



SFS MANAGED PACKAGE NOTIFICATION (FIELD

SERVICE ONLY)

Follow this section's guidelines to add Chatter & Push Notifications.

Prerequisites

To use Visual Remote Assistant with the SFS application, the following prerequisites are required:

1. Go to Setup — Installed Packages:

SETUP
Installed Packages

Installed Packages

On AppExchange you c:

right into your salesfe Learn More about Installing Packages.

evelopment and are not deployed to your users. This allows you to test and customize before deploying. You can

P 9
Visit AppExchange »

Publisher Version Number  Namespace Prefix  Status Allowed Licenses Used Licenses _ Expiration Date

Salesforce 228.0.17 FsL Active  Unlimited o Does not Expire

s: NA
[
ki
s NA
[
ki cted Applications for the officially supported Salesfore apps for iOS and Android and Chatter applications on your deskiop.
s Field Service App Package  Salesforce 151 Sf_fieldservice Free NA NA NA
[ n
ki ge contains the Salesforce Field Service Connected App for all officially supported mobile devices

4, Visual Remote Assistant TechSee Augmented Vision Ltd.  2.65 tspa Free N/A NA NIA

Install Date
12/8/2020, 3:31 PM
8/19/2020, 12:34 PM

10/6/2020, 4:00 PM

12/9/2020, 1:06 PM

8/19/2020, 1:14 PM

Limits Apps  Tabs
2 6

v o o

0 0
v o 0
v 1 12

Objects  AppExchange Ready.
47 Not Passed
0 Not Passed

0 Passed

0 Not Passed

13 Not Passed

2. Verify that the following package is listed as Installed - FSL.
3. If the Field Service lightning package is not installed, please refer to the following link to
install it on your SF org -

Salesforce Field Service App Package

To install the Salesforce Field Service App Package app:

1. Use the following installation link -

Visual Remote Assistant configuration for SFS

Once the package is installed, take the following steps:

Salesforce Field Service for iOS - Connected App - Edit Policies - IP

Relaxation



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

1. Click on the Manage Connected App link shown at the top of the screen.

You are redirected to Setup — Manage Connected App page
2. Click on the Salesforce Field Service for iOS connected app from the list shown.
3. Click on Edit Policies

IP Relaxation

1. Go to OAuth Policies — IP Relaxation
2. Select Relax IP restrictions from the dropdown list.

Salesforce Field Service for Android - Connected App - Edit Policies - IP
Relaxation

1. Click on the Manage Connected App link shown at the top of the screen.

You are redirected to Setup — Manage Connected App page
2. Click on the Salesforce Field Service for Android connected app from the list shown.
3. Click on Edit Policies.

IP Relaxation

1. Go to OAuth Policies — IP Relaxation
2. Select Relax IP restrictions from the dropdown list

Salesforce Field Services Settings - Allow Chatter Notifications

Click the App Launcher icon.

Search for Field Service Settings.

Click on Dispatch from the left menu bar.

Go to the Scheduled Jobs tab.

Enable the Mention assigned user when the Service Appointment is dispatched toggl

a0~

Search
Dispatch

+ Getting Started
SCHEDULED JOBS

+ Service Appointment Life Cycle

Mention assigned user when the Service Appointment is dispatched v
+ Global Actions

Dispatch Chatter Post Destination Service Appointment Feed
. Scheduling

- Dispatcher Console Ul Set recurring auto dispatch jobs

+  Optimization m

Dispatch +  Auto Dispatch Run now

Sharing

+ Automated Scheduling Restore Defaults m

+ Health Check



Visual Remote Assistant Configuration

In order to allow Visual Remote Assistant for Field Services, follow these steps:

1. Go to App Launcher — search for Visual Remote Assistant Configuration

2. Go to Configuration — Step 2 — Features Configuration — Invite Mobile Field Services
Technicians to Visual Remote Assistant Sessions — Enable Visual Remote Assistant For
Mobile Field Service Technicians = Enabled



SFS APP EXTENSION (FIELD SERVICE ONLY)

VISUAL REMOTE ASSISTANT CAN BE TRIGGERED FROM THE SALESFORCE FIELD SERVICE (SFS)
APPLICATION.

Visual Remote Assistant triggering is feasible via App Extension which adds custom items to the
Action menu.

When the SFS mobile technician clicks on the custom added item, the technician is redirected from
the SFS app to the Salesforce application - directly to the relevant Work Order on which the
technician is working.

Note: If your organization does not use the SFS application - you can skip this part.

Configuration Steps

1. Go to Setup — Service — Field Service — Field Service Mobile — Field Service Mobile
Settings.
2. Scroll down to the App Extension section and click on Add.

App Extension Helpfor this Page @

App Extension Edit [ save | [save & New | |Cancel|
Information I = Required Information
Field Service Mobile Settings  Field Service Mobile Settings. Label | Visual Remote Assistant|
Launeh Value [ hitps/supportlightning 1] ScopedToObject Types  (WorkOrder |

Installation URL

Save | [Save & New | |Cancel

3. Two configuration steps are required - one for iOS and one for Android.

Parameter Value Comments

Type iOS

Launch Value https:// <your SF Replace <your SF
myDomain>.lightning.force.com/light | myDomain> with the
ning/r/WorkOrder/{!1d}/view actual SF myDomain

Label Visual Remote Assistant Customizable

Name Visual Remote Assistant Customizable

Scoped To Object Types WorkOrder




Parameter

Value

Comments

Type

Android

Launch Value

https:// <your SF

myDomain>.lightning.force.

com/lightning/n/tspa__Vis
ual_Remote_Assistant_Mo
bile_Dashboard?c__record
Id={!Id}

Replace <your SF
myDomain> with the
actual SF myDomain

Label Visual Remote Assistant Customizable
Name Visual Remote Assistant Customizable
Scoped To Object Types WorkOrder Choose the relevant object

type




CUSTOMIZE PAGE LAYOUT FOR MOBILE & TABLET

Add Invite Form and Visual History to Desktop and Mobile your
Page Layout

Now that you have successfully added Visual Remote Assistant to the desired Salesforce objects and
added the Mobile & Tablet configuration, the next step is to customize the page layout of the
supported object by adding the Visual Remote Assistant Invite Form component:

1. Go to the relevant object to which you added support (e.g. Work Order, Case, etc.)
2. Click on the Setup Gear icon at the top right corner of the screen
3. Click Edit Page.

X[ @ ? &

¢ Service Setup

Setup for current app

$ Setup

Developer Console

Edit Page

Edit Object

Desktop Layout

1. Inthe layout view, choose Desktop

‘ O] Desktop ¥ | Shrink To View v

CJ Desktop

D Phone

2. Inthe left bar menu, the following option will appear under Custom - Managed



{l Lightning App Builder

Components

Search...

> Standard (32)

> Custom (1)

V' Custom - Managed (4)

Visual_Remote_Assistant-Config...
Visual_Remote_Assistant-Invite_...
Visual_Remote_Assistant-Sessio...

Visual_Remote_Assistant-Visual _...

3. Drag & drop the Visual_Remote_Assistant-Invite_Form into the main screen layout
4. Drag & drop the Visual_Remote_Assistant-Visual_History into the main screen layout

> Custom (1)

v Custom - Managed (4)

Visual_Remote_Assistant-Config.
Visual_Remote_Assistant-Invite_...
Visual_Remote_Assistant-Sessio...

Visual_Remote_Assistant-Visual _...

Details

Visual History

Visual History

i Filter by

All Sessions -

v

Session 1D

5fat190948d58c0d82b19710

SMS Sent
No

Started On Time
16:23:53

Customer Number

0546666920

T&C Approved
NA

Desktop Sharing Approved
NA

Session Summary

Related

Session Type
Video Mode
Time to Start
Invalid date
Started On Date
05/11/2020
Time to Connect
Invalid date

SMS Delivery Time
00:00:00

Camera Approved

No

Treated by Agent

Duration

00:00:30

Started On
05/11/2020 16:23:53
Session Status

closed

Video Duration

Invalid date

Elad Mazar




Mobile Layout

1. Inthe layout view, choose Phone

‘ 0 Phone v Shrink To View v | ¢
O Desktop
D Phone

2. Inthe left bar menu, the following option will appear under Custom - Managed.

il Lightning App Builder

Components
Search... o
> Standard (32)
> Custom (1)

Vv Custom - Managed (&)

Visual_Remote_Assistant-Config...
Visual_Remote_Assistant-Invite_...
Visual_Remote_Assistant-Sessio...

Visual_Remote_Assistant-Visual_...

3. Drag & drop the Visual_Remote_Assistant-Invite_Form into the main screen layout.
4. Drag & drop the Visual_Remote_Assistant-Visual_History into the main screen layout.

Details Visual History Related - W
> Custom (1) R
Visual History
~ Custom - Managed (4)
Visual_Remote_Assistant-Config Filtr by

i Al Sessions v
Visual_Remote_Assistant-Invite_..

) ~ Treated by Agent Elad Mazar
Visual_Remote_Assistant-Sessio... reated by Age
Visual_Remote_Assistant-Visual_...

SessionID Session Type
50419094858c082619710  Video Mode
s Sent Time to Start Duration
No Invalid date 000030
Started On Time Started On Date Started On
162353 05/11/2020 05/11/202016:23:53
Customer Number Time to Connect Session Status
0546666920 Invalid date closed
TBC Approved SMS Delivery Time Video Duration
A 00:00:00 Invalid date
Desktop Sharing Approved Camera Approved
N No

Sesslon Summary




Embedded Services/WebChat(Live
Agent/ChatBot)

In Digital Engagement, once an End User requests transfer to an Agent from Einstein Bot or without
the bot, the Web Chat initiates between the Agent and End User. Visual Remote Assistant allows
Agents to initiate visual sessions with customers.

Prerequisite

The Admin needs to make sure that Web Chat/embedded services and omnichannel are already
configured as prerequisites. If they are not, then follow the resource below to configure it:

e Omnichannel

h //help.

o Web Chat
https://help.salesforce.com/articleView?id=sf.live_agent intro_lightning.htm&type=5

e https://trailhead.salesforce.com/en/content/learn/projects/build-an-einstein-bot/prep-for-ei
nstein-bots

Configure Visual Remote Assistant for Web Chat

To configure the Visual Remote Assistant, the Admin sets up the template for a Chat Notification
using Visual Remote Assistant Configuration.

Configure Notification Template

1. Click the App Launcher, then first type and then select Visual Remote Assistant
Configuration.

2. From the left panel, select Step 3. Visual Assistant Configuration.


https://trailhead.salesforce.com/en/content/learn/projects/build-an-einstein-bot/prep-for-einstein-bots
https://trailhead.salesforce.com/en/content/learn/projects/build-an-einstein-bot/prep-for-einstein-bots

3. Select Invite Message Customization tab.

Q Search

31 Visual Remote Assis...

Visual Remote Assistant Co. v

Getting Started

Prerequisites Visual Assistance Configuration

Step 1. Enable Identity Provider

Manage Visual Invite  Labels  Notifications

Step 2. Connected App - Edit Policies

Template Setting for Live Agent

Step 3. Connected App - Manage Profiles
{tspa_customerLink_c}

Step 4. SAML Login Information
{tspa_desktopShareCode_c]

Account Activation

Prerequisites - Post Activation

Step 1. Configure Remote Site Settings

Step 2. Configure CSP Sites

Step 3. Configure ACS URL

Video Dashboard

Flow Testing

te Assistant - Video Dashboard
Qoo |

Error Handling

Welcome to Visual Remote Assistant, please tap on the link

and enter the following code in order to join the session , if applicable

Invite Message Customization

Select to Insert
CustomerinviteLink

InviteCode

@

@220 @

4. The Admin can create or modify the template using the left panel.

click Update in the top right corner.

Once the text is updated,

Note: The merge fields from the right section must be included in the template.

Update Page Layout

From the Visual Remote Assistant Configuration page, go to the step Adding Visual Remote
Assistant to Salesforce Objects and follow the steps to add the Digital Engagement for Visual
Remote Assistant component in the lightning record page of the Chat Transcript object.

sse
eee

Search Chat Transcripts and more...

Service Console — . Chat Transcripts ~ o @00000071 v X @O00000077 v X

* |

W a0909000.. v X FVisualCo.. v

X

~

200 @&

W Recently .. v X

@ 00000071 B8 Utkarsh Si. v X

Conversation Past Chats Details

‘ Visual Assistance

*Reference Number

57009000000RIq5AAG

*Session type

Desktop Sharing

* Language

English

Visual History Send Invite

Chat Started: Wednesday, June 16, 2021, 19:47.30 (+0000)
(2s) Eve: Hi, I'm Eve’, a digital assistant
( 3s) Eve: {ChatWindowButton:Order Related,Appointment Related Send Invite, Transfer To Agent,End Chat,VRA Invite Menu}
(4s) Utkarsh: Transfer To Agent
Agent Chatbot successfully transferred the chat to button VRA DE Chat Team
Chat Started: Wednesday, June 16, 2021, 19:47:39 (+0000)
Chat Origin: VRA DE Chat Team

» Macros @ History @ Omni-Channel (Online) W Visual Remote Assistant - Video Dashboard

getChatlog

sendMessage

E Contact Details v
Name
Utkarsh Singh
v Title Account Name
Email Phone
v utkarsh singh@techsee
.me
D Chat Transcript Details hd
Chat Transcript Name Status
00000071 Completed
Request Time Ovmer
16/06/2021, 20:47 Utkarsh Singh
Case Details hd




o' omniChannel

® Messaging - Available

New (1) My work (0)

New Messaging Case 5
B vra summer21°| o

31s

4 Visual Remote Assistant 4 Visual Remote Assistant

2N




SMS Gateway

After working through the previous sections, the Admin can configure the Visual Remote Assistant
and add an SMS gateway as a Channel in the Visual Remote Assistant - Invite Form.

Prerequisite

SMS gateways should be preconfigured and integrated in the Salesforce organization.

Configure Gateway in Visual Remote Assistant

e Click the App Launcher, then type, and then select Visual Remote Assistant Configuration.
e From the left panel, select Step 2. Features Configurations.

e Scroll to section Digital Engagement - Custom Gateway.

e Click on Add new Gateway to add the gateway channel in the Visual Remote Assistant.

231 Visual Remote Assis..  Visual Remote Assistant Co.. v
| Facebook_US_100623645534120 I
> Digital Engagement - Custom Gateway
Custom Gateways
Unigue Name. Name Channel Action
TechSee GW w1 sMs -
Add New Gateway
Add New Gateway
Joicpe Norwe
Email GW GW2 Emai v
=3

¢ Visual Remote Assistant - Video Dashboard

e Unique Name: The name which is saved in the Visual Remote Assistant-Session Invites
records which represents a session.

e Name: Represents the user the value in Channel dropdown of the Invite form.

e Channel: Represents the invite via the section in the Invite form, and defines in which invite
the gateway will be visible.

e From the left panel, select Step 3. Visual Assistant Configurations and in the session invite
delivery method, multiselect the picklist. Move the Gateway option to selected.

e Once this is configured, the Invite form looks like this:
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The messaging channel dropdown represents the gateway available for that Invite via section and the
default value represents the Visual Remote Assistant gateway.

Now the Admin can build a Process Builder or Apex trigger on the Visual Remote Assistant-Session
Invites object. Fields to be considered in automation:

e Digital Engagement(tspa__Digital_Engagement__c) — value is always “Custom Gateway”
e DE Channel/Gateway(tspa__DE_Channel__c) — Unique name of gateway

e Country Code(tspa__Country_Code__c) Country code from invite via SMS

e Phone Number(tspa__Phone_Number__c) — Phone from invite via SMS

e Email(tspa__Email__c) — Email from invite via Email



VISUAL REMOTE ASSISTANT IMAGES LIBRARY

The visual library stores picture files that can help you during several different sessions. A picture of a
device, for example, may help the End User find the required device faster and easi¢ r than trying to
describe it verbally. The pictures are available in the Visual Library tab in the session window, where
you can click Select next to the picture that you want to be shown to the End User.

Images Library Prerequisites
Enable the following settings:

1. Go to Setup — Feature Settings — Salesforce Files — General Settings.

2. Enable the Libraries in Salesforce Files:

B seTup
LN General Settings

_—

Salesforce Files Settings

Use this page to modify Salesforce Files settings for your organization.

v~ Files uploaded to the Attachments related list on records are uploaded as Salesforce Files, not as attachments | i
v~ Libraries in Salesforce Files. i
v~ Skip triggers execution and validation rules on asset files | i

Display alternative file previews | i

Allow site guest users to upload files | i

v~ Setfile access to Set by Record for files attached to records i

Edit

Upload Image Files to Salesforce File Object
1. Go toFiles

2. Add Library files and folders for future use.
By default, when Visual Remote Assistant is installed, the following folder is created - Visual
Remote Assistant Library.

Files
Libraries
4 items - Sorted by Last Activity

Owned by Me Name
Shared with Me m Asset Library
Recent m VRA Library

Following

Libraries




VISUAL REMOTE ASSISTANT SCHEDULING

VRA Scheduling allows you to schedule future VRA meetings with your customers using Salesforce
Field Service or Salesforce Scheduler. With this feature configured, Agents can create Service
Appointments for VRA meetings and schedule them. A short time before the scheduled meeting, the
End User will receive an email inviting them to a virtual lobby where they can wait until the Agent is
ready to start the meeting. The Agent will receive a notification reminding them that the meeting is
about to begin.

VRA Scheduling Prerequisites

To install and configure the VRA scheduling, you must perform these prerequisite steps - you must
install the VRA package and configure it, enable Field Service, and install either Salesforce Field
Service or Salesforce Scheduler.

Install Scheduling for your organization

1. Verify you have VRA version 5.25 or newer installed on your Salesforce org.

2. Enable Field Service. For more information Click Here.

3. Install Salesforce Field Service or Salesforce Scheduler on your organization. In order to install
the Salesforce Field Service, Click Here. In order to install the Salesforce Scheduler, Click Here.

Install VRA Scheduling

The VRA Scheduling feature requires a separate package from the VRA package since it requires
several prerequisite steps that the VRA package does not. Specifically, you do not need the Service
Appointment object for regular VRA meetings. However, as mentioned above, the Service
Appointment object is essential for the scheduling of VRA meetings.

If you install the VRA Scheduling package without having the Service Appointment object, you will
receive an error message. If this happens, please go back to the “Enable Field Service” prerequisite
step above.

Click Here and install the package. Supported from version 5.25 and onwards

Note: Make sure you enable Field Service. Please go to the App Launcher, search for
Service Appointment, and make sure you have the object on your org.


https://help.salesforce.com/s/articleView?id=sf.fs_enable.htm&language=en_US&r=https%3A%2F%2Fwww.google.com%2F&type=5
https://help.salesforce.com/s/articleView?id=sf.pfs_install.htm&type=5
https://help.salesforce.com/s/articleView?language=en_US&type=5&id=sf.ls_set_up.htm
https://login.salesforce.com/packaging/installPackage.apexp?p0=04t69000000bAPEAA2
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