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Introduction

The target of this the TeamViewer-Dynamics CRM integration is to enable Customer Service agents and
Sales representatives use remote control and remote assistance to support their customers,
troubleshoot any issues faster and more efficiently and remotely guide their customer through the use
of a Product or Service.

Audience
This document intends to address CRM support users.

Prerequisites
It is assumed that the reader is familiar with using Microsoft Dynamics CRM. The support user needs to
have a valid TeamViewer login/password and an associated valid license.

Email router/SMTP/Outlook configuration should be configured already in Microsoft Dynamics CRM.

Please note all the screenshots are used as per Microsoft Dynamics CRM2016 On-Premise.

Software Requirements
TeamViewer Integration for Dynamics CRM is supported on the following versions of both Cloud and On-
premise versions

- Dynamics CRM 2016-Online and On-premise
- Dynamics 365: Online

The TeamViewer integration for Dynamics CRM will be supported only on the Microsoft Dynamics CRM
supported browsers. Microsoft recommends latest version of Internet Explorer browser.

About TeamViewer for Microsoft Dynamics CRM
The TeamViewer integration for Dynamics CRM embeds TeamViewer remote control functionality into
your CRM Service Cloud and On-premise environment. This allows you to

e Create and join a support session directly from a CRM service case
e Remotely control the customer’s device
e View and Manage TeamViewer Sessions in the TeamViewer Management Console

With TeamViewer, you can easily create TeamViewer Service Cases and provide remote support right
from your Dynamics CRM cases. The remote troubleshooting experience is improved by optimizing
communication between users and Call Center staff. Remote control helps to increase efficiency of
service desks and to improve customer satisfaction significantly.

About this manual

This manual describes the installation and configuration of the TeamViewer App for Dynamics CRM
Cloud and On-premise environments. It also provides a short overview of the various features provided
by the application.

3|Page



Installation

Installing the TeamViewer application is optional. In case you do not install TeamViewer, a run-once
version of TeamViewer is downloaded when you try to join/initiate a TeamViewer session. Else, the
TeamViewer window will be opened automatically. We recommend installing the TeamViewer
application as this will reduce the time required to join a session. However, please note that you will
need administrator access on your system in order to install TeamViewer.

To install the TeamViewer App, follow the below steps

- Download the TeamViewer installer by invoking the following URL:
https://download.teamviewer.com/download/TeamViewer Setup.exe

- Run the downloaded application. Choose the “Basic Installation” option as shown below and
then click the “Accept — Finish” button

r[—_'-] TeamViewer13 Setup ) - E]

Welcome to TeamViewer
Remote Suppart, unattended access, meetings and presentations

How do you want to proceed?

Installation to access this computer remotely {unattended)

(=) Run anly {one time use)

["| show advanced settings

License Amresment: By gontinuing, you agree 1o the terms of the lioense

SRR Accept - finish J

- In case the User Account Control dialog pops up, click the “Yes” button. TeamViewer installation
will proceed and complete.
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¥yl User Account Control e

%) Do you wantto allow the following program to make

"/ changes to this computer?

Program name:  TeamViewer
Verified publisher: TeamViewer GmbH

File arigin; Hard drive on this computer

T

(v Show details Yes || Mo

Change when these notifications appear

Using TeamViewer for Microsoft Dynamics CRM
You may create a service case against any of the following entities

- Account

- Contact

- Opportunity
- Llead

- Case

You are allowed to create one service case per instance of the entity. Creating a service case initiates a
new TeamViewer session. The below snapshot shows the various Ul elements that will be available for
the purpose of integrating with TeamViewer. While the snapshot shows an Account entity, the
integration related Ul elements will be common across all of the above entities.
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Microsoft Dynamics CRM = v Accounts | v  Account

+ new [§DEACTIVATE &3 CONNECT | ~ [MADD TOMARKETINGLIST S8 ASSIGN @ EMAILALINK X DELETE I SWITCHPROCESS [EIFORM  =s» =

ACCOUNT

— Annual Revenu No. of Employ Cwner
ACCOU nt = “r\ ual Revenue N of Employees .ma

4« TeamViewer

New Service Case Join As Admin | ‘ Send Customer Link ‘ | Close Service Case |I

Service Case Id s61-174-490

Supporter Link hitps://get.teamviewer.com/v13/s61174490-vSzFDiRszSyX

Customer Link https://get.teamviewer.com/v13/s61174490

Service Case Valid Until 12/20/2017 10:37 AM

4« Summary
ACCOUNT INFORMATION POSTS ACTIVITIES NOTES Primary Contact
Sample Contact
Customer Name™ Account
Enter post here pPOST

Phone =
Fax _ Both Auto posts User posts B Email contact@sample.c |
ki _ =S L.\cmunt» S . Business

The above image shows the state of a newly created account record. Since no service case has yet been
created, the “New Service Case” button is in an enabled state. The remaining buttons are disabled.
Here’s a quick note of the functions of the various buttons. These will be explained in more detail in the
subsequent sections.

New Service Case

As the name suggests, this button allows you to create a new service case i.e. to establish a TeamViewer
session. This button remains enabled as long as no valid service case exists for this entity instance or if
the service case has expired.

Join As Admin

In case the TeamViewer app is not installed on the system, clicking on this button either downloads the
use-once TeamViewer app and then opens the corresponding TeamViewer session; else, it directly
opens the relevant TeamViewer session. This button remains enabled as long as a valid and unexpired
service case exists for this entity instance.

Send Customer Link

Clicking this link opens up the default email client with the addresses of all relevant contacts (i.e. all
contacts associated to the entity instance) added to the “To” list and with the relevant email links (that
enable the end users to join the TeamViewer session) in the body. This button remains enabled as long
as a valid and unexpired service case exists for this entity instance.
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Close Service Case
Clicking this button closes the service case associated with the current entity instance. This button
remains enabled as long as a valid and unexpired service case exists for this entity instance.

Alerts

You will see an alert in case the customer has joined TeamViewer session corresponding to the current

entity instance.

Creating a TeamViewer Service Case

As mentioned earlier, In order to create a new service case, click on the “New Service Case” button. This
will open up a new popup pointing to the TeamViewer site as shown below. Please note that the popup

may get blocked by the browser’s popup blocker as shown below. In such cases, please instruct the
browser to allow popups from the TeamViewer site.

. : = ched on this page
Microsoft Dyna mics CRM = Sales | v  Accounts | v  Account | v " % s Sy et ™ . o] ?
o fteamienergmbhaT Ssandbaeerm ] dymamicacom
= NEw  [§ DEACTIVATE "':‘.CONNECT ~ [MADDTOMARKETING LIST  $8ASSIGN = EMAIL A LINY Al
ACCOUNT
i ACCO u nJ[ g Annual Revenue No.of Employees | Owner
| = - = -
«TeamViewer
New Service Case || Join As Admin ‘ ‘ Send Customer Link H Close Service Case
Service Case Id 561-174-490
Supporter Link https://get.teamviewer.com/v13/s61174490-vSzFDiRszSyX
Customer Link https://get. teamviewer.com/v13/s61174490
Service Case Valid Until 12/20/2017 10:37 AM
4 Summary
ACCOUNT INFORMATION POSTS ACTIVITIES NOTES Primary Contact

Sample Contact
Customer Name ™ Account

Enter post here leing

Once the popup opens up, enter your TeamViewer credentials. In case the “I’
does not show up, click on the “Sign In” button. Else, please check the checkbox, complete the

reCAPTCHA challenge and then click on the “Sign In” button.

m not a robot” checkbox
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Microsoft Dynamics CRM | = Sales | v Contacts

v  Sample Contact

4+ new [ DEACTIVATE &3 CONNECT | ~ [ ADD TO MARKETING LIST &3 ASSIGN S EMAILALINK X DELETE = SWITCH PROCESS  [E| FORM
8 TeamViewer Management Console - Intemet Ex. = -
o Nebrres £om Lol " it ]
CONTACT
TeamVie
Sample Contact = e et
= & Rab
Sign In
A TeamViewer :‘h:'\"qn im0 continue yoor sccess request
1
) Permced
Join As Admin Send Customer Link Close Service Case
™~
m net aroebat ~
T — -
CONTACT INFORMATION POSTS ACTIVITIES NOTES Company
& Account
Full Mame™® Sample Contact
L Enter post here POST
s 5 RECENT CASES +
Account Name Es Account Both’ Autapasts Usar pasts
Email contact@sample.com . Sample Contact CeTiE Ce Nimber
For the first time the supporter/customer need to verify and add devices in in the TeamViewer
Management console.
(D@ hitps/foginteamviewer.com/LogOn/PapUplreturnlin = B2 Faauth 2%2 2 e

A We could not werify if your sccount has been used on this browser before: To sign in on this browser you need to add it to your X
trusted dewces, Please check your inbox for the mail we sent you and follow the provaded link,

Sign in

Please sign in 10 CORTINUE YOur AC0RSS requus
E-Mail

rab

Password

I'm nol & robal

Now you will notice that the “New Service Case” button now gets disabled and the “Join as Admin”,

“Send Customer Link” and “Close Service Case” buttons now get enabled as shown in the snapshot
below. In addition, the details of the service case are also shown.
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Microsoft Dynamics CRM | = Sales | v Accounts | v Account

= NEW [§ DEACTIVATE &3 CONNECT | ~ [RMADD TO MARKETING LIST S8 ASSIGN e EMAILALINK X DELETE 5 SWITCH PROCESS FORM  =e» al
ACCOUNT
P ACCOU nJ[ . Annual Revenue No. of Employees | Owner™
| - - - & Rab

4« TeamViewer

New Service Case Join As Admin H Send Customer Link H Close Service Case
Service Case |d 561-174-490
Supporter Link https://get.teamviewer.com/v13/s61174490-vSzFDiRszSyX
Customer Link https://get.teamviewer.com/v13/s61174490
Service Case Valid Unti 12/20/2017 10:37 AM
4« Summary
ACCOUNT INFORMATION POSTS ACTIVITIES NOTES Primary Contact
Sample Contact
Customer Name™ Account
Enter post here leing
Phone

This includes the following fields

Service Case ID
As the name suggests, this is the ID of the TeamViewer session that was just created.

Supporter Link
Clicking this link allows you to join the TeamViewer session as an admin. Please note that clicking on the
“Join as Admin” achieves the same result.

Customer Link
This is the link which will be sent to the customer when you send an email to the customer by clicking on
the “Send Customer Link” button.

Service Case Valid Until

This fields shows the date and time until when the service case is valid. This shows the UTC time. Once
the “Service Case Valid until” date and time expires then the alert popup can’t be seen. To get the new
alert of that customer joins the TeamViewer only if the Email is sent to customer through "Send
Customer Link".
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Send Customer Link to Customer

Click on the “Send Customer Link” button in order to send the Customer Link to the customer. Once you
click on the button, a new popup opens up. The popup displays a list of Email Templates applicable for
the entity along with the list of contacts associated with the entity instance.

Microsoft Dynamics CRM =~ = sales | v Accounts | v  Account |
=+ NEw [ DEACTIVATE &3 CONNECT '~ [ ADDTO MARKETING LIST S8 ASSIGN e EMAILALINK X DELETE 5 SWITCH PROCESS FORM == Al X
ACCOUNT
A ACCOU ﬂt v Annual Revenue Mo. of Employees | Owner™
| = = = & Rab

4« TeamViewer

A
= T g : 3 S P
New Service Case || Join As Admin || Send Customer Link ‘I Close Service Case | 2 http,p’ftestmgchme_ﬂ ijebResources/mstv_emallL.j_‘_-
\ Email Template [TeamViewer Email Template Account 1 V|
Service Case Id 561-174-490 Contact List [sample Contact v =
Supporter Link https://get.teamviewer.com/v13/s61174490-v5zFDiRszSyX
Send
Customer Link https://get.teamviewer.com/v13/s61174490
Service Case Valid Until 12/20/2017 10:37 AM
4« Summary
ACCOUNT INFORMATION POSTS ACTIVITIES NOTES Primary Contact
Sample Contact
Customer Name ™ Account
Enter post here POST

Phone -
Fax = Both Auto posts User posts B tmail contact@sample.c |
Wiaboita - = Account §, Business

Choose the appropriate email template and contact and click on the “Send” button. Once the “Send”
button is clicked, an email message is opened on your default email client. The email id of the selected
contact will be available in the "To" list. The remaining fields like the subject and contents will be
populated as per the selected email template.
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Microsoft Dynamics CRM

4 MEW  [3 DEACTIVATE

ACCOUNT

&3 CONNECT | = [34 ADD TO MARKETING LIST

I "YAccount =

4« TeamViewer

B2 ASSIGN e EMAILALINK X DELETE I SWITCH PROCESS BB FORM

NewService Case | JoinAsAdmin || Send Customerlink || Close Service Case

Service Case ld
Supporter Link

Customer Link

<61-174-490

hitps://get.teamviewer.com/v13/561174490-vSzFDiRszSyX o

https://get.teamviewer.com/v13/s61174490

Service Case Valid Until 12/20/2017 10:37 AM

< Summary

ACCOUNT INFORMATION

Customer Name "
Phone

Fax

Website

Parent Account

Ticker Symbol

ADDRESS

POSTS NOTES

— Al ~ | Add Phone Call  AddTask  we» Y
Rab
B4 | Remote Control Request from Rabitesh Sinha s CRM:0004078
To Sample Contact ;
Hi,

A TeamViewer remote support session has been created
to solve your case.

Please follow the link to join the remote support session:

v A X
Annual Revenue No: of Employees Owner”
S Rab

~

Primary Contact
Sample Contact

B3 Email

£, Business

CONTACTS

Full Name

Samplé Eant

contact@sample. 1

+ B

Email
N DUBIIEND =

As an aside, please see the appendix to understand as to how you can add contacts to entities

Connecting to a TeamViewer session
As mentioned earlier, once the customer receives the email and once he/she joins the TeamViewer

session by clicking on the customer link, you will have notified via the alert message that appears on the
Dynamics CRM page. Once notified, you can join the TeamViewer session by doing either of the

following

instance that corresponds to the TeamViewer session
- Clicking on the Supporter link that is available in the alert.

Clicking on the “Join As Admin” or on the Supporter link in case you are on the same entity
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BE Contact; Test User X a - X
& C | @ Secure | https//teamviewergmbh675sandbox.crm1.dynamics.com/main aspx?Origin=Port: adm #6944, ¥
i Dynamics 365 « Sales «~ | Accounts > Sample TestAccount > £ 3 5 0
@ Anewversion ization Insights isavailable: See how it ip you d user adoption and stay ahead of support issues. X
+ nNew  [S DEACTIVATE 83 CONNECT | -~ [FMADDTO MARKETINGUIST S8 ASSIGN & EMAILALINK X DELETE FORM D b A X
ACCOUNT
Sa m ple Te S’[ ACCOU nt = Aantol Revenoe No. of Employ. Owner*
= = & Vijaykum
4 TeamViewer
x
T = mView o
| Mew Serviee Case || doin As Admin || Send Customer tink || Close Service Case TeamViewer
End user Test User for TeamViewer Service Case id s50-890-840 created
Sevice Case Id 550-890-840 Click Join As Admin below o start the connection, Go to Account to
i otpsy//get teamiewercom/v13/s50890840-dTxoNg cpen the respective entry or Igore to close the pop up window.
rLink hitps://get tcamviewer.com/v13/550890840
Service Cass Valid Until 4/6/2018 12:18 PM Join es Admin | [ Ga to Account | [ lgnore
4 Summary
ACCOUNT INFORMATION POSTS ACTIVITIES NOTES Primary Contact
Customer Name * Sample Test Account Enter post here POST
Phone Allposts Auto posts  User posts CONTACTS + =
i Sampla Test Account Full Name Emai
Websit < it Crite By Vg kmar K
Vebsite B | Account Created By Vijaykumar K. —— =
Active H

| 1219PM

" 05-Apr-18 8

Once you perform the above, in case you do not install TeamViewer, a run-once version of TeamViewer
is downloaded when you try to join/initiate a TeamViewer session. Else, the TeamViewer window will be
opened automatically. Once you join the TeamViewer session, the customer will be notified of the same
and he/she will be asked to provide permission for you to be able to view/control his/her screen. Once
the customer provides the permissions, the session will be established and you will be able to view and
control the user’s screen.

Resolving the TeamViewer Service Case

Once you have been able to conclude the session and once you do not need the session any longer,
please click on the “Close Service Case” button. This will close the Service case. Once this is done, the
“New Service Case” button gets enabled and the “Send Customer Link”, “Join as Admin” and “Close
Service Case” buttons get disabled. In case you need to re-establish a session with the customer, please
click on the “New Service Case” button.
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Microsoft Dynamics CRM | = sales | v Accounts | v

T4 ADD TO MARKETING LIST  $8 ASSIGN > EMAILALNK X DELETE T SWITCH PROCESS [EJFORM  =»» v oAl X

=+ nNEw  [§ DEACTIVATE &3 CONMECT | ~

| accouny
Annual Revenue No. of Employees | Ovmer®

A ACCOUﬂt = ~ i & Rab

«TeamViewer

Case || JoinAs Admin || Send Customer Link i Close Service Case I

New Servic

Service Case Id s61-174-490
Supporter Link hitps://get.teamviewer.com/v13/s61174490-vSzFDiRszSyX
Customer Link https://get teamviewer.com/vw13/561174490
Service Case Valid Until 12/20/2017 10:37 AM
[m]
4 Summary
ACCOUNT INFORMATION POSTS  ACTIVITIES  NOTES Primary Contact
' All  ~ | Add Phone Call  Add Task vy = Sample Contact
Customer Name Account

Connection Report (TeamViewer Connection History)
You may view the closed sessions in the TeamViewer Connection History area. In order to view any
recently closed sessions (that were closed after you opened the TeamViewer Connection History Page),

click the refresh button.

Microsoft Dynamics CRM | = Sales | v Accounts | v Account | v
+ new [ DEAcTivaTE &3 CONNECT |~ [F4 ADDTO MARKETING LIST &8 ASSIGN < EMAILALINK X DELETE 5 SWITCH PROCESS [EIFORM  wee El
ACCOUNT
Annual Revenue No. of Employess Owner™*

I YAccount = = - 8w

- Contact Method Any Shipping Method -
Email Allow Freight Terms -
Bulk Email Allow
Phene Allow
Fax Allow CHILD ACCOUNTS
Mail Allow +
Account Name M

No Account records found.

< >
<« TeamViewer Connection History A
+ B
Session Supporter Name 1 Customer Name Session Start Session End Duration
I 561-174-490 Rab Sample Contact 121972017 1117 AM - 12/19/2017 11:17 AM 00:00:18 I
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TeamViewer Security Role for Microsoft Dynamics CRM APP 2016 and D365
TeamViewer CRM App are enabled to use on Account, Contact, Case, Lead, and opportunity entities in

Microsoft Dynamics CRM supported versions. Therefore the security role for TeamViewer CRM App
users should have the minimum privileges for below entities.

Account

Contact

Lead

Opportunity

Case

TeamViewer Connection History
TeamViewer Current Session

©® N Uk WDN R

TeamViewer User

Microsoft Dynamics CRM Administrator & Customizers will have the full access of TeamViewer custom
entities created on the solution “TeamViewer App”. Microsoft Dynamics CRM Administrator has a
security role of “System Administrator” which gives full privileges to access and customize anything in
the Microsoft Dynamics CRM.

CRM Administrators & Customizers manages the operation of application, and they are the
owners of the customizations as well. Any change to the customizations, users, workflows,
plugins, actions, web resources can be done by them. They manages the visibility of certain
entity records to different agent users or teams. They are also responsible for importing and
exporting the solutions (customizations) in CRM System:s.

CRM Customizers manage the customization of the applications and other systems integrations.
They are the owners for the customization deployed in CRM, such as workflows, plugins,
actions, web resources.

Below are the custom entities (display name) in TeamViewer App Solution.

TeamViewer Company Report
TeamViewer Connection History
TeamViewer Current Session

P wnNpeE

TeamViewer User

Once TeamViewer App is installed from AppSource on the supported version of Microsoft Dynamics
CRM then Microsoft Dynamics CRM system administrator should give proper security role to the user
would be using TeamViewer CRM App.

Microsoft Dynamics CRM System Administrator has two choice to enable users to use TeamViewer CRM
App and are listed below.
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1. Adding the security role required to the existing security role enabled for CRM user. Please note
that highest security role privilege will append/override the lowest security role privileges.

Manage User Roles

What roles would you like to apply to the 1 User you have selected?

Role Mame Business Unit
|_|5chedule Manager

[w5cheduler

[ ]system Administrator
|:|53rstem Customizer
@Team‘u’iewer User

|:|‘u"ice President of Marketing

Cancel

2. Adding the security role “TeamViewer User” provided in the TeamViewer CRM App as
standalone or can be added with existing user’s security role.

Manage User Roles X

What roles would you like to apply to the 1 User you have selected?

Role Name Business Unit
[_Ischeduler

|:| System Administrator

|:| System Customizer
[WTeamViewer User

|:|‘u'ice President of Marketing
|:|‘u"ice President of Sales

2222242

oK Cancel
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Minimum Security Role required for users to use TeamViewer CRM App are listed in below table. Apart
from these security privileges users should have minimum privileges to login to Microsoft Dynamics
CRM.

Note: The user with security role “TeamViewer User” will have user level access to TeamViewer
Connection History, TeamViewer Current Session and TeamViewer User. Please refer below image.

Entity Create |Read Write Delete |Append |AppenedTo |Assign [Share
Account B

Contact

Lead

Opportunity

Case

TeamViewer Connection History

TeamViewer Current Session

TeamViewer User

User Settings

NOTE: Additional security roles can be added by Microsoft Dynamics CRM administrator without
affecting the existing functionality of the Microsoft Dynamics CRM, but needs to be careful while
assigning the security roles to MS CRM users. Suggested method, is to test the affect in development or
test environment and then deploy it in production.

Creating a TeamViewer Email Template

TeamViewer CRM App are enabled with TeamViewer email template to use on Account, Contact, Case,
Lead, and opportunity entities to send the TeamViewer customer link to its customer through Microsoft
Dynamics CRM. However the Microsoft Dynamics CRM Administrator or Customizers can create their

own customized TeamViewer email template to send it to their customer.

To create a TeamViewer email Template Microsoft Dynamics CRM Administrator or Customizers has

to navigate to Settings> Templates> Email Templates do below customization.
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365 Settings ~ Templates r D i 7 N

o A New version of O ion Insights is See how it can help you drive end user adoption and stay ahead of support issues. Experience it now

Templates

Which feature would you like to work with?

= Article Templates a L Contract Templates
Create and manage templates for artices in the knowledge base ! Create and manage templates for contracts.
/” Create and manag plates for articies in the ko dge bas ‘_ﬁ e 3nd manage templates fo -
Email Templates .."|. Mail Merge Templates
L Create and manage tempiates for emall messages I_‘_m Uplosd and manage Ward templates for use with mail merge,
—-SL 5| Document Templates Email Signatures
- Create and manage templates for documents. o ‘ Create and manage email signatures.
|_°*““‘, =2

1. The TeamViewer email template should be of Template Type of target entity wise. For instance
if Microsoft Dynamics CRM Administrator or Customizers wants to create TeamViewer
email template for Account entity then the Template Type should be “Account”.

g2 Dynamics 365 ~ Settings ~ | Templates

Email Templates Search for recards
B, 4 @ Runworkfow.,  [F] Start Disiog More &ctions =

Reply Rate Open Rate Sent emall count Recammenged

System Iob

Lead

Lezd

Dt Email Template Type x
Opporunity Select a template type to use for this new email template

Giopa

Opportunity

Order

Account Crganization
Account Organization

Account Organization

Case Organization

2. The naming of TeamViewer email templates should begin with the keyword
“TeamViewer Email”. For instance if TeamViewer email template is created for Account
entity and the name is proposed as “Account TeamViewer customer support Link” then
the correct naming of TeamViewer email template should be “TeamViewer Email
Customer Support Link Account”. Here the key word “TeamViewer Email” is mandatory
in the beginning of the TeamViewer email template naming. Please note that the key
word “TeamViewer Email” is not case sensitive.
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&2 | Dynamics 365 Settings ~ | Templates

Email Templates Search for records
B new X | @ RunWorkio H Email Template: New Email Template - Microsoft Dynamics 365 - Google Chrome \;li-
@ Secure
I kF sevesnccCiose [ nsert/Updats [ Delete @ Heip -

=) Email Template: New Email Template Working on solution: Default Solution
Detail
Type * 5] Account Template Langudie Engiish =
Title ™® Team\Viewer Email Account Customer Support Link
Descriptic
P j’cL:tcn—er's,psa:'['.i»é'

B ! u

== | 4 A- A- D B

[This is Customer support link. Please join

Regards,|

3. To write the body of the email template, it is advised to not to use the customer name HTML
code (As shown in below image) as the TeamViewer email template won't pick the correct
customer name from the contact given in the Lead, Opportunity and Case entity. However the
Microsoft Dynamics CRM Administrator or Customizers can set the customer name HTML
code to auto pick customer name and send to recipient.

Please note the user name HTML code will set the correct user name as it is the Name of
the CRM user which is not variable and sent correctly to recipient.
Not used in default TeamViewer email template.
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| Secure

bl R seve sno Ciose [ msertiUpaste [ Deete g Hep -

(&) Email Template: New Email Template Working on solstion: Detault Solution

Detats

] Account Template Language

TenmViewer Emadl Accourt Castomer Suppor Link

:':us'daéarr"i.w" T LNk
g 1 U E E A

[This is Customer support link, Please jomn

masd

L i

Using TeamViewer Dashboard, Views and Chart

To view the dashboard only Microsoft Dynamics CRM Administrator or Customizers can navigate to
Sales/Service/Marketing > Dashboards > TeamViewer Activity Dashboard

Note: Security roles other than System Administrator and System Customizer can’t view “TeamViewer
Activity Dashboard”. However Microsoft Dynamics CRM Administrator or Customizers can give
privileges to any security role to access “TeamViewer Activity Dashboard”.

Microsoft Dynamics CRM

E» SAVEAS B% NEW - SET AS DEFAULT & REFRESH ALL

TeamViewer Activity Dashboard

Session ID by User Name Session ID by Entity Type =] Bl Session ID by start date

Active TV Comparny Report Active TV Company Report

Active TV Company Report
i 80+

J 70 ‘ &

0

70 @

0 43 43

s0 3 s0-

40J & 404
30 30
20{ 5 20

10 10
ol NN N

Rabitesh Vijay Kumar {blank}

CountAll (Session d)
CountAll {Session Id)
S
S

1
L

1T

1
L
83 3

Sreenivas account incident opportunity Oct2017  Now2017  Dec2017

Supperter Name Eneny Typs Menth (Sessizn Seart Dats}
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Microsoft Dynamics CRM Administrator or Customizers can give privileges to any security role to

access “TeamViewer Activity Dashboard” by navigating to Settings > Customizations > Customize the
System > Dashboards > Then select the “TeamViewer Activity Dashboard” and then “Enable Security

Roles”

e i savearoclose Bl | G Exportsolution | WgTransiations - | [[gy Publisn All Customizations | [B Prepare Client Customizations  #Actions ~ @i Heip ~
File
== Solution: Default Solution
Dashboards
Solution Default Solution .
i o Type Dasnboard View €
&7 information i . o § . =
- o ANew = | X Delete | gy Publish | =33 Show Dependencies | [ Managed Properties | &, Enabie Security Roles | | 4 SetAs Default |
Componen - . L
1 3 Entities Fp save s
EB option sets « | Display Name Name Type State Customizable Descrip &
"2 Client Extensions
Web Resources Microsoft Dynamics CRM Overview Microsoft Dynamics CRM...  Dashboard Managed True Shows ar A
. Processes N B _ _ -
et . BBl Microsaft Dynamics CRM Social Over.,  Microsoft Dyramics CRM...  Dasnboard Maraged True Snows ar
Sdk Message Processing S... EZ My knowledge Dashiboard My Knowledge Dashboard Interactive Dashboard Managed True Shows ar
@, Service Endpoints
i Organization Insights Organization Insights Dash... Dashboard Managed True Insights
SERE 28 Sales Activity Dashboard Sales Activity Dashboard Dashbeard Managed True Shows th
B Connection Roles
Article Templates. [&8]  sales Activity Social Dashiboard Sales Activity Social Dashio...  Dashboard Managed True Shows th'
] contract Tempiates |
i 22 sales Dashooarg Sales Dashboard Deshboard Managed True Snows t i
153 Mail Merge Templates B sales Performance Dashboard Sales Performance Dashbo...  Dashboard Maraged True Snowsth
87 security Roles |
B, Field Security Profiles Server-Side Synchronization Menitori..  Server-Side Synchronizatio..  Dashboard Managed Snows th

I* Routing Rule Sets

£, Record Creation and Upda..

[ stas EZl Tier 1 Dashboara Tier 1 Dasnboard
E3

Tier 2 Dashboard Tier 2 Dasnboard

Interactive Dashooard (Def.,  Managed

Interactive Dashooard

Managed

<

1- 22 of 22 (2 selected)

H 4 Pagel b

Assign Security Roles: TeamViewer Activity Dashboard

Select the security roles for which this form will be displayed.

(O Display to everyone

(@)  Display only to these selected security roles

v Mame Business Unit
Sales Manager ™

Salesperson ™
Schedule Manager ™
™

Scheduler

TeamViewer User

1-17 of 17 (2 selected)
Fallback
Enabied for falloack
\-lv This form will be displayed to users with roles that don't have any forms explicitly assig

ned.
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Creating/edit TeamViewer Dashboard

Microsoft Dynamics CRM Administrator or Customizers can create a new TeamViewer related
dashboard or they can edit the existing “TeamViewer Activity Dashboard”.

Creation of new TeamViewer Dashboard:

Microsoft Dynamics CRM system administrator can insert Charts, List (Views), Iframes, Web
resources.

Microsoft Dynamics CRM Administrator or Customizers should navigate to Settings >
Customizations > Customize the System.

They should open TeamViewer related entities and then they can proceed to create Views and Charts as
per the requirement to add into the dashboard.

To know more about how to create Views and Charts kindly Google the procedure to create Microsoft
Dynamics CRM Views and charts and also can refer different blogs on Views and Chart creation for
Microsoft Dynamics CRM.

After the Views and Charts are created, go the Dashboard and then click new to create new dashboard.

—El-

2 Solution: Default Solution - Microsoft Dynamics CRM - Internet Explorer
ﬂ &'}3 Save and Close ;__'j Export Solution P;T—anslaﬁ:\ons L2 __'6 Publish All Customizations b Prepare Client Customizations  “J5Actions ~ -@lﬂelp o
ile
?‘| Solution: Default Solution
1-3 - i Dashboards
Solution Default Solution T =
Component Type Dashboard ﬂ View Customizable ﬂ
&F Information
y | =3 W rden M i Enabl ity Roles E t faul
B Components X Delete £y Puslish 33 Show Dependencies | (5 Managed Properties &, Enable Security Roles 4 Set As Default
3 Entities B> save ss
Optim Sets v Display Name Name Type State Customizable Descric &
"2 dient Extensions
gj Web Resources EJ Microsoft Dynamics CRM Overview Microsoft Dynamics CRM... Dashboard Managed True Shows ar M\
iPm[EESES ﬂ Mi ft Dynamics CRM Social Or Microsoft ics CRM. Dashboard M d T Sh
SEsIE e &8 Microsoft Dynamics €8 cial Over... Microsoft Dynamics CAM... ashboa lanage e ows a
=] 5dk Message Processing S.. EZ My knowledge Dashboard My Knowledge Dashboard  Interactive Dashboard Managed True Shows ar
13, Service Endpoints
53] Dashboards 3] Organization Insights Dashboard Crganization Insights Dash.,  Dashbeard Managed True Insights i
:I Reports [ . e i
2 wal Sales Activity Dashboard Sales Activity Dashboard Dashboard Managed True Shows th
§5 Connection Roles
i icle Templates EE sates Activity Social Dashboard Szles Activity Social Dashb... Dashboard Managed True Shows th
Contract Templates -
P - Ld Sales Dashboard Sales Dashboard Dashboard Managed True Shows th
{_L_“i Email Templates
-,,J Mail Merge Templates R& sales Performance Dashboard Sales Performance Dashio..  Dashboard Managed True Shows th
QR Security Roles
gé Field Security Profiles 85 serverside Synchronization Monitori..,  Server-Side Synchronizatio.. Dashboard Managed True Shows th
1 Routing Rule Sets i
A e B8 TeamViewer Activity Dashboard TeamViewer Activity Dash...  Dashboard Unmanaged True
©¥, Record Creation and Upda..
m SlAs Tier 1 Dashboard Tier 1 Dashboard Interactive Dashboard (Def.. Managed True Shows ar
ier 2 Dashboart ier 2 Dashboar nteractive Dashboar lanage: e hows ar
TZD"\D\:I Tier 2 Dashboard Interactive Dashooard I d T 5
< >
1 -22 of 22 (0 selected) page 1
Status: Existing

F00% v
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=

Select the Dashboard layout as required, refer the image below. And then click Create button.

Choose Layout

Choose a layout to create a dashboard,

3-Column 4-Column
Multi-Focused Das... Overview Dashboard

3-Column
Regular Dashboard

2-Column 3-Column 3-Column 5
Regular Dashboard Overview Dashboard Focused Dashboard This layout can accommodate compornents
across three columns.

Give a meaningful name of the Dashboard. Example “Sample Dashboard” and then click the
Chart icon inside the layout. Then select the Record Type, Views and Charts created earlier.
Then click Add button and the Charts will be created for the dashboard. Now select the
dashboard and “Publish” it.

Note: This newly created dashboard will be enabled for all the security role by default. To
restrict this dashboard for other security roles the Microsoft Dynamics CRM Administrator or

Customizers can give privileges to any required/selected security role to access the TeamViewer
Dashboard.

By following above described process the Microsoft Dynamics CRM Administrator or Customizers
can insert Charts, List (Views), Iframes, Web resources on the Dashboard.
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Add Component

Choose the companent that you want to add to the dashboard.

Session ID by Entity Type
Active TV Company Report

Session D by Entity Type

Countll (Sess..

(blank) contact
account incident opportunity
Entity Type

Editing existing TeamViewer Activity Dashboard:

Microsoft Dynamics CRM Administrator or Customizers can edit the existing dashboard
provided though TeamViewer Application (TeamViewer Activity Dashboard). System

Administrator or System Customizer should navigate to Settings > Customizations > Customize the
System > Dashboard. Double Click the “TeamViewer Activity Dashboard”.
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2

H &} saveand Close
fie

—‘ Solution: Default Solution
l}i i Dashboards
Solution Default Solution

&, Hierarchy Setti_
o [l Teritory
r & Unit
T Unit Group
b & User
b il User Chart
p ] view
b P Wall View
8 option sets
" Client Extensions
@] web Resources
Z, Processes
& +3 Plug-in Assemblies
] sk Message Pracessin..
@, service Endpoints
{=] Reports
53 Connection Roles
‘@ Article Templates
@ Contract Templates
5] Email Templates
1% Mail Merge Templates
8 security Roles
8L, Fietd Security Profiles
I Routing Rule Sets
3, Record Creation and U...

[#] sLas

Status: BExisting

L

A [INew- | X Delete

Solution: Default Solution | 2
E

| T3 Export Solution | ‘W Translations +

Component Type Dashboard
¢y Puplish | =43 4
B Save As

« | Display Name
Microsoft Dynamics CRM Overview
Microsoft Dynamics CRM Social Over...
My Knowledge Dashboard
Organization Insights Dashboard
Sales Activity Dashboard
Sales Activity Social Dashboard
Sales Dashooard
Sales Performance Dashboard

Server-Side Synchronization Monitori...

[<]

TeamViewer Activity Dasnboard I

Tier 1 Dashboard

Tier 2 Dashboard

1-22 0f 22 {1 selected)

Solution: Default Solution

Dashboard : TeamViewer Activity Dashboard

UL i Teo Viewer Activity Dashboard|

EHsave X close  $¥PROPERTIES 4% EDITCOMPONENT alACHART = uST (3 WEB RESOURCE  [O] IFRAME

Chart

Chart

Session (D by User Name

Active TV Company Report
1004

80

50 51
40
20+ i
ol —— :

Athan-‘Fina\yzr Sreenivas
Rabitesh

@
=1

Countall (Session Id)

Vijay Kumar

Supporter Name

Session ID by Enfity Type

Active TV Company Report

100
|
= 809
g |
2 60 54
4 |
z 404
3 204
3 - .
0+ - - - -
= k= T = 4
s = £ % B8
2 2 B E

oppartunity

Microsoft Dynamics CRM Administrator or Customizers can change existing Charts by Clicking the
old chart layout and then Click “EDIT COMPONENT” button. Then system Administrator or
Customizers select another chart. And then click button set, SAVE and Publish the dashboard.

Microsoft Dynamics CRM Administrator or Customizers can also delete the Chart by clicking the
“REMOVE” button. And then click button set, SAVE and Publish the dashboard.

In the same manner Microsoft Dynamics CRM Administrator or Customizers can increase/decrease
the Width or increase/decrease height of the layout. Also they can do the operations on Charts,

List (Views), Iframes, Web resources.
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Set Properties

Set the List or Chart properties.

Specify a unique name.

Name *

Label *  [TeamViewer Company Reports

[ Display label on the Dashboard

Data Source
Specify the primary data source for this list or chart.
Records | All Record Types

Entity |Team\-"|é\.ver Company Reports

Defautt View | Active TV Company Report

Additional Options
[Tl Display Search Box
[ pispiay Incex @
View Selector \of

em Views

‘ Inactive TV Company Report

Chart Options

Default Chart |Session ID by User Name

Show Chart Only
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TeamViewer Company Report(Admin)
Microsoft Dynamics CRM Administrator or Customizers can only see the TeamViewer Company
report at organization level.

There are two ways to view the TeamViewer Company report. Navigation through settings and
Advanced Find.

1. Navigation: Settings> TeamViewer Area > Company Report (Click to open the entity form)

8 Dynamics 365 + | Settings v  securty

<
Settings

Business Customization System Process Center Application TeamViewer

&LI Business Management E Customizations E Administration Email Configuration n Processes Interactive Service Hub
Templates Solutions [ s R sty e conin.

HOl Product Catalog V Dynamics Marketplace m Data Management Activity Feeds Rules

Service Management Plug-In Trace Log System labs Dynamics 365 App for...
Mebile Offline Document Manageme..

Sync Eror = B

Active TeamViewer Company Report will show all the established successful TeamViewer session
between the Microsoft Dynamics CRM supporter and Customer. TeamViewer company report will show
all the successful TeamViewer session created by the members of Company Group in TeamViewer
Management Console. TeamViewer Company Report shows all the completed session within Group Id.

Microsoft Dynamics CRM = Settings | v  Company Report | v

=+ NEW REFRESH REPORT [ DELETE  ~ e EMAILALNK =~  [F] RUN REPORT ~ EXCEL TEMPLATES - @, EXPORTTOEXCEL | = [ IMPORTDATA | ~ gl CHART BANE ~

+ Active TeamViewer Company Report ~ Search orrecords
" Entity Type Session |d User-id Supporter Name Customer Name Device Id Session Start Date Session End Date Description Notes
contact 564-635-491 u104643744 Atha TestB 456273161 12/15/2017 3:25 FM 12/15/2017 3:26 PM  {"fullname":"Ath..,
incident s71-987-315 u104643744 Atha TestB 262423732 12/15/2017 3:50 PM 12/15/2017 4:01 P {"fullname":"Ath...
contact 573-588-490 u104643744 Atha TestB 456275161 12/15/2017 3:06 PM 12/15/2017 4:02 PM  {"fullname":"Ath...
contact 585-164-D03 u104643744 Atha TestB 456275161 12/15/2017 2:56 PM 12/15/2017 3:01 PM  {"fullname":"Ath..,

This Active TeamViewer Company Report are refreshes every 24hrs through Workflow scheduler but
Microsoft Dynamics CRM Administrator or Customizers Can click on the button “REFRESH REPORT”

to refresh the report manually.
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Microsoft Dyﬂﬂ mics CRM = Settings | ~  Company Report

=+ NEW EREFRESH REPORT| T DELETE ~ e EMAILALNK |~ [} RUNREPGRT = E}(CEL TEMPLATES ~ @_) EXPORTTOEXCEL | ~ [ IMPORTDATA | ~ ol CHART PANE ~ =)

+ Active TeamViewer Company Report ~
~"  Entity Type Session |d User-id Supporter Name /™ Customer Name Device Id Session Start Date Session End Date Description Motes
contact 564-635-491 u104643744 Atha TestB 4562731681 12/15/2017 3:25 PM 12/15/2017 3:26 PM  {"fullname™:"Ath...
incident 571-987-315 ul104643744 Atha TestB 262423732 12/15/2017 3:50 PM 12/15/2017 4:01 PM  {"fullname™:"Ath...
contact 573-588-490 ul104643744 Atha TestB 456273761 12/15/2017 3:06 PM 12/15/2017 4:02 PM  {"fullname""Ath..,
contact 583-164-003 u104643744 Atha TestB 4562731681 12/15/2017 2:56 PM 12/15/2017 3:01 PM  {"fullname™:"Ath...

Below are the description of the columns used in the Active TeamViewer Company Report

Entity Type: Name of the entity where the TeamViewer session is created.

Session Id: Unique TeamViewer session id created from the TeamViewer.

User Id: User ID of the user the TeamViewer group is shared with.

Supporter Name: Name of the user the TeamViewer group is shared with.

Customer Name: Full name of the customer to whom "Send Customer Link' emails are sent.
Device Id: The TeamViewer Id that is unique for this entry of the computers & contacts list.
Session Start Date: Start date and time of the TeamViewer connection.

Session End Date: End date and time of the TeamViewer connection.

Description: This is used to store an arbitrary string but is only available to API functions.

j. Notes: Notes for the TeamViewer connection.

> D o0 T

2. Advanced Find > Select Look For > TeamViewer Company Report and then click “Results”
button.

Microsoft Dynamics CRM | = sales | v  Dashboards | v

F#SAVEAS E% NEW - SETAS DEFAULT & REFRESH ALL

TeamViewer Activity Dashboard ~

Session ID by User Name Session ID by Entity Type Session ID by start date
Active TeamViewer Company Report Active TeamViewer Company Report Active TeamViewer Company Report
|

100 100
T 80 T 80
s 60 2 B T 60 EL ]
s 2 %
3 40 . ) i
i = £
S 2 . U oy 3

Hm Bl ’
o == o . -
Athan-Finalyzr Sreenivas (blank) contact lzad
Rabitesh vijay Kumar account incident opportunity MNov 2017  Dec 2017
Supporter Name Entity Typs Month (Session Start Date)
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Microsoft Dynamics CRM Sales | v

Dashboards | v

FE7 SAVEAS B% NEW - SETASDEFAULT & REFRESHALL
T V 2 Advanced Find - Microsoft Dynamics CRM - Internet Explorer I_I_-' £
eamvie 7
Al Microsoft Dynamics CRM ——
i ADvANCED FIND Gl
@ E j ﬂ I H save as ‘2 = Group AMD
. L [l = it i ; = €
& Edit Columns [= Group OR
SessionEl Query Saved [Results New Save _:T i Clear : Download Fetch
Active TeamVi WViews S Edit Properties = Details XML
Show View Query Debug
100 I Look for: | TeamViewer Company Reports [v] I Use Saved View: | [new] [v]
g5 S0 Sefect
% 60
&
% 40
3 2

Microsoft Dynamics CRM

Dashboards | «

E#SAVEAS E% NEW  sSETASDEFAULT & REFRESH ALL
i Vi ‘. Advanced Find - Microsoft Dynamics CRM - Internet Explorer - [e[xT
eamvie LIST TOOLS g Microsoft Dynamics CRM (7]
FILE ADVANCED FIND TEAMVIEWER COMPANY REPORTS ™ @
Bix
Session ID i . = _ = R - S .
New Team\Viewer Company  Edit eam\Viewer Com) Export TeamViewer Company
g Report Reports Reports -
Active TeamV
Records Collsborate
100
| Session Id Session Start Date ession End Date Supporter Name User-id Group id Duration Created On o
80 599-757-063 12/8/2017 7:02 AM 12/8/2017 7:03 AM  Rabitesh u101055297 00:00:41 12/8/2017 10:02 PM A
&0 s98-613-679 12/7/2017 241 PM 12/7/2017 242 PM  Rabitesh u101055297 00:01:19 12/8/2017 10:02 PM
40 595-543-106 12/3/2017 2:04 AM 12/3/2017 2:05 AM  Vijay Kumar u101003943 Q111867803 00:00:31 12/8/2017 10:02 PM
20 595-417-484 11/15/2017 11:06 AM 11/15/2017 11:06 AM  Sreenivas ul103867347 9111867803 00:00:23 12/8/2017 10:02 PM
0 597-611-672 12/12/2017 12:31 PM 12/12/2017 12:31 PM  Rabitesh u101055291 00:00:08 12/19/2017 1:55 PM
595-559-215 12/5/2017 &:19 AM 12/5/2017 819 AM  Rabitesh u101955291 00:00:26 12/8/2017 10:02 PM
594-515-700 11/1/2017 10:02 AM 11/1/2017 10:02 AM  Vijay Kumar ul101003943 g111867803 00:00:22 12/8/2017 10:02 PM
594-193-540 12/5/2017 9:59 AM 12/5/2017 1019 AM  Rabitesh u101055291 00:20:07 12/8/2017 10:02 PM
591-586-787 12/7/2077 2:50 PM 12/7/2077 2:52 PM  Sreenivas u103867347 9111867803 00:02:17 12/8/2017 10:02 PM
590-470-568 12/6/2017 9:37 AM 12/6/2017 937 AM  Sreenivas u103867347 00:00:03 12/8/2017 10:02 PM
590-341-066 12/8/2017 1:06 PM 12/8/2017 1:06 PM  Rabitesh u101055291 00:00:09 12/8/2017 10:02 PM
s88-952-136 10/18/2017 11:51 AM 10/18/2017 11:58 AM  Vijay Kumar ul101003943 00:06:38 12/8/2017 10:02 PM
588-829-267 12/5/2017 313 PM 12/5/2017 313 PM  Razbitesh u101055297 00:00:21 12/8/20717 10:02 PM
588-639-481 1171472017 &:18 PM 11/14/2017 €17 PM Sreenivas u103867347 9111867803 00:00:11 12/8/2017 10:02 PM
588-639-481 11/14/2017 6:12 PM 11/14/2017 6:12 PM Sreenivas ul103867347 q111867803 00:00:06 T28) 201710602 PM
s5E8_609_593 12/12/2017 1:03 Phi 12/12/2017 1:04 PM__Rabitesh 1101355241 00:01:09 {3A82017- 455 BV

In the same manner Microsoft Dynamics CRM Administrator or Customizers can used Advanced Find

button to get the details of TeamViewer Connection History, TeamViewer Current Session and

TeamViewer User.
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TeamViewer Company Report Scheduling
For the first time when the TeamViewer App solution is installed in the Microsoft Dynamics CRM then
Microsoft Dynamics CRM Administrator or Customizers should run TeamViewer Workflow

Scheduler, manually for the first time. The steps are given below.

TeamViewer App solution has the ability to run the TeamViewer Company Report automatically through
Workflow scheduler. This Workflow scheduler runs every 10 hours and it fetch the details of company

report from TeamViewer API.

Microsoft Dynamics CRM Administrator or Customizers can modify the scheduler timings by
Navigating to the Settings> Processes, then Click on the “TeamViewer Workflow Scheduler”.

mics 365 ~ | Setlings v~  security

Business Customization System Process Center Application TeamViewer

.".l—l Business Management m Customizations E Administration Email Configuration Interactive Service Hub E] Company Repert
Solutions m Security E Activity Feeds Configu..

Y Product Catalog B Dynamics Marketplace m Data Management Activity Feeds Rules

Service Management E Plug-In Trace Log

Settings

Templates

System Jobs R Cynamics 365 App for..

Mobile Offline D& Document Manageme...

— B o

Microsoft Dynamics CRM | = Settings | v  Processes | «
+ All Processes v E
T, New 1 | %8 X | @ Acvate @ Deactivate | More Adions ~
' Process Name 4 Category Primary Entity Status Created On Owner Ouining Bus
Expired Process Business Process Flow Knowledge Article Activated 12/5/2017 9:46.. SYSTEM ™
Lead to Opportunity Sales Process Business Process Flow Lead Activated 12/5/2017 9:46... SYSTEM ™
New Process Business Process Flow Knowledge Article Activated 12/5/2017 946... SYSTEM ™
Opportunity Sales Process Business Process Flow ‘Opgortunity Activated 12/5/2017 9:46... SYSTEM w
Phone to Case Process Business Process Flow Case Activated 12/5/2017 9:46... SYSTEM ™
TeamViewer Action Action Activated 12/6/2017 8:29... CRMGVUSER v
TeamViewer Action Notification Action Activated 12/6/2017 7:59...  CRMGVUSER w
TeamViewer Action Report Action Activated 12/6/2017 8:25... CRMGWVUSER ™
I TeamViewer Workflow Scheduler ‘Workflow TeamViewer Company Report Activated 12/6/2017 8:25... CRMGVUSER T

Translation Process Business Process Flow Knowledge Article Activated 12/5/2017 9:46... SYSTEM ™

TeamViewer Workflow Scheduler can be configured by Clicking the blue marked time interval key word
“Timeout until 23 Hours , 59 Minutes then”.
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I 3 Save and Close | 0| @ Acivate | [ Convert to s resl-time workfiow | =3 Show Dependencies  iigActions - @ Hep

Process: TeamViewer Workflow Scheduler Working on solution: Default Solution,

@ Z. Information

General  Administration Notes

4 Common
Z. Information = Hide Process Properties A
9] Audit History
- — o R |
Process Sessions Activate As Process Catagory worton |
Available to Run Options for Automatic Processes
[¥] Run this workfiow in the background (recommended) o User
[W] As an on-gemand process it [l Record is crested

A5 3 chilg process
] p [] Record status changes

Workflow Job Retention [ Record is assigned

[ Aut/ matically delete compisted workfiow jobs (to save disk space) T

[ Record is defeted

Baadstep - | Cralnsert + 3 Delete this step,

+ Scheduling Company Report Every 24 hrs

Timeout untl 23 Hours, 59 Minutes then
& Calling Company Report Custome workfiow

{1 0): ) SelPrupefhE

On Click of “Timeout until 23 Hours, 59 Minutes then”, a new window will open where the Microsoft
Dynamics CRM System Administrator or System Customizer can select the “Dynamic Values” and “After”
timing Hour and Minute to set the new timeframe to run the “TeamViewer Workflow Scheduler”.

e Process; TeamViewer Workflow Scheduler - Microsoft Dynamics CRM - Internet Explorer #][=]a] x
- ld Elisaveancciose B | 0 | @ Acivate | [E] Convertioz real-time workfiow | =3 Show Dependencies i ictions = @ Heip -

Working on solution: Default Solution

Process: TeamViewer Workflow Scheduler

@ Z. Information

General | Administration  Notes

e
Z. Information ~ Hide Process Properties
& Audit History ‘Form Assistant
P ienes Gantioms Process Name * | TeamViewer Workfll %] Group anp  Je[ Group OR i
[E] Process Sessions Activate As Process. is Timeout Eausls I;zs Hours, 59 Minutes Durati, | BTM =
—— Dynamic Values

Available to Run
[¥] Run this workfiow in the background (|

Hour __ Minsts
]z [v]s

Month _Day
0

[¥] 85 2n on-gemand pracess

[l as 2 child process

Dueion ___________K2

Workflow Job Retention
[ty matically delete completed wark}

[SAddStep ~ | Jinsert = X Delete thi

= Scheduling Company Repart Every 2:

< >

P /TV/Condition/Conditi 2e385eaf-1eed-4158-% ‘i. Local intranet | Protected Mode: Off
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Note: The TeamViewer Workflow scheduler will run automatically from the installation of
TeamViewer App solution in Microsoft Dynamics CRM supported versions. The Microsoft
Dynamics CRM Administrator or Customizers can view the status of the TeamViewer workflow
scheduler by navigating to “Process Session” and get the details of status reason.

" Process: TeamViewer Workflow Scheduler =l -
B ciose 0 | € Deactivaie | =32 Snow Dependencies  WgActions + @Hep -
ile z
Process: TeamViewer Workflow Scheduler Werking on solution: Default Solution

(=] ] Process Sessions

4 Common " Process Sessions Waorkflow Job Associated View v i)
Z. Information
(& A Histry Regarding Owner Created On 4 ry 2
. Pﬁ.tﬁsgsiof‘s. = <14-176-265 b 1/4/2018 10:42 AM
=d| Process Sessions
$14-176-965 Rab 1/4/2018 12:41 AM
£14-175-365 Succesded Rzb 1/3/2018 241 PM 1/4/2018 12:41 AM
$74-176-965 Succeeded Rab 1/3/2018 4:40 AM 1/3/2018 2:41 PM
514-176-963 Succeeged Rab 1/3/2016 4:40 AM
$14-176-965 Succeeded Raby
E—] 514-176-965 Succeeded Rab 141/2018 12:33 PM
[5] s74-176-263 Succeeded Rab /17201
514-176-965 Succeeded Rabr 11/2018 2:38 AM 1/1/2016 12:38 PM
$14-176-965 Succeeded Rab 12/31/2017 £:38 PM 1/1/2018 2:38 AM .
2
1- 150 18 (0 seleck Page 1
All A D G H 1 L o a R 5 T u X ¥ z

Status: Activated

If Status Reason is Succeeded then the workflow will fetch records of all the TeamViewer
successfully completed session id reports from TeamViewer APl and will show on the CRM
TeamViewer Report entity.

If Status Reason is Canceled/Failed then the workflow need to start manually.

Note: Microsoft Dynamics CRM Administrator or Customizers can create and configure an email
notification on the TeamViewer Workflow scheduler for status reason Canceled or Failed to get
notified on the stopped of TeamViewer Workflow scheduler. Thereafter they can run the
TeamViewer Workflow scheduler manually through on-demand process.

Manually starting the TeamViewer Workflow scheduler through on-demand process.

Microsoft Dynamics CRM Administrator or Customizers should navigate to Settings> TeamViewer
Area > Company Report (Click to open the entity form).

If no record is available then create a new dummy record by clicking the “New” button to run on
demand TeamViewer Workflow Scheduler. Initially the TeamViewer Workflow scheduler will show
status reason as Waiting and will succeeded after 10 hours (Currently, TeamViewer Workflow
Scheduler is configured for 10 hours).
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Dynamics 365 « Sett\ngs ~ Company Report >

REFRESH REPORT il DELETE | = e=EMAILALINK | ~  [¥] RUN REPORT ~ EXCEL TEMPLATES ~ &q EXPORTTOEXCEL '~ [ IMPORTDATA =~ Il CHARTPANE - Ll

+ Active TeamViewer Company Report ¥ o
Entity Type Session Id User ld Supporter Name Customer Name Device Id Session Start Date Session End Date Description Notes Y & <
Y

BLs

Then create a TeamViewer Company dummy record and run the on demand TeamViewer Workflow
scheduler. And with this the TeamViewer Workflow scheduler will start running.

i Dynamics 365 ~ Settings - | CompanyReport > dummy

4 New [SDEACTIVATE I DELETE S8ASSIGN TJSHARE &= EMAILALINK UN WORKFLOW | [F1START DIALOG (| WORD TEMPLATES = *== t b A

TEAMVIEWER COMPANY REPORT : INFORMATION

dummy =

Look Up Record x
4 General Enter your search criteria.
< Look for |Process v
S Hommy [¥]| O show only My Records
Omee ) | Look in  On Demand Workfiows v |
Entity Type = Search o
Process Name Category Created On Mod &
¢ TeamViewer Workfiow Scheduler Workflow 1/5/2018413 BM us:zma{
< >
1-10f1 (1 selected) Page 1 b
Add Cancel
i Process: TeamViewer Workflow Scheduler el -’
B dioze | € peactivate | =33 Snow Dependencies  pActions + i@Hein ~
ile -
Process: TeamVi Workflow Scheduler ‘Working on solution: Default Solution
Lg“ |Z] Process Sessions
=P - i, N
4 Common 3 Process Sessions Workflow Job Associated View v L L
. Information @ | X | MoreActions ~
B AueiiEHictory | Process Name Regarding Status Reason Oviner Created On Y <
4 Process Sessions A
51 proces G B qummy Waiting Rab 1/9/2018 4:07 AM
G dummy Succeeded Rab 1/8/2018 607 PM 1/9/2018 407 AM
G $14.176.965 Canceled Rab 1810142 AM 1/4/2018 1:00 P
G B s14-17 Succeeded Rab 174/2018 12:41 AM 1/4/2018 10:42 AM
[ ] 514176263 Succesded 1/3/2018 241 PM 1/4/2018 12:41 AM
[ $14-176-965 Succeeded Rab 1/3/2018 4:40 AM 1/3/2018 2:41 PM
[ [ s14-178-0e5 Succeeded Rab 1/3/2018 4:40 AM
G 5] s14-176.965 1/2/2018 8:40 AM 127201
e 514-176-365 Succesded 1/1/2018 10:38 P 1/2/2018 B:40 AM
[ $14-176.965 Succeeded Rab 17142018 M 11/20 M
[ed $14-176-265 Succesced Rab 1/1/20182:38 AM 1/1/201812:38 PM
et ] 514176965 Succesded Rab 12/31/2017 436 FM 1/1/2016 2:36 AM i
»

Status: Activated

32|Page



Enabling Plug-In Trace Log to report TeamViewer Plugin issues

Microsoft Dynamics CRM System Administrator or System Customizer can enable Plug-in Trace Log to
get the error from any of the TeamViewer plugins. Which then can be reported to TeamViewer GmbH
support team to get the fixes.

Navigation to enable Plug-in Trace Log: Settings > Administration > System Settings > Customization >
Plug-in and custom workflow activity tracing

Microsoft Dynamics CRM | = Settings | v Administration

Administration

‘Which feature would you like to work with?

Auto-Numbering
Specify the prefix numbers for contracts, cases, quates, orders, articles, invoices, and campaigns, Select the
suffix length for contracts, cases, quotes, orders, and invoices.

_,_'} Announcements

== | Create, edit, and celete snnouncements that appear in the Workplace area.

System Settings Languages
Set the format for various values, such as numbers, the calendar, and currency, Select the email tracking, Add or remove support for additional languages.
marketing, and custamization options for your organization. Set Microsoft Dynamics CRM for Outiook options.

Manage report categories.

Product Updates
Sign up to be notified of product updates.

= Privacy Preferences
I Set fhe privacy preferences for the organization,

Microsoft Social Engagement Configuration

Connect Microsoft Dynamics CRM to your enterprise Yammer netviork Connect Microsoft Dynamics CRM ta Microsoft Social Engagement for Social Insights

Hx & &

y’ Yammer Configuration
-
~

To get the plug-In Tracing Log the Microsoft Dynamics CRM System Administrator or System Customizer
should set Plug-in and custom workflow activity tracing to “All”. And then Click “Ok”.

Microsoft Dynamics CRM = Settings | »  Administration

Administration

‘Which feature would you like to work with?

Announcements e Auto-Numbering
@ Create, edit, and delete.announcemants that appearin the Workolace area b pecify.the prefix aumbers forcontracts. cases. quotes. orders articles, invoices, and campaigns. Select the
System Settings R

System Sett o o iovel seitings for Microsoft Dynamics CRM.
Set the format 1

‘marketing, and
Manage report

General  Calendar  Formats  Auditing  Emall  Marksting Outicok = Reporting ~ Goals = Sales  Service  Synchronization

Application mode

A

Privacy Pref
Set the privacy

-
=

Set whether Microsoft Dynamics CRM can be opened in a browser window without menu, navigation, and command bars.

YammerCo| | Open Microsoft Dynamics CRM in Appiication mode
Connect Micros| s
Plug-in and custom workflow activity tracing

<
4N

Enabie logging 1o plug-in trace log Al [~
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Once the Plug-in and custom workflow activity tracing to “All” then the Microsoft Dynamics CRM System
Administrator or System Customizer should be able to see all the error report inside the “Plug-In Trace

2

Log”.

Navigation to Plug-In Trace Log: Settings > Plug-In Trace Log, and then Click it to Open the form and
view the issue log.

S8 Dynamics 365 ~ Settings «

¢
Setlings

Business Customization System Process Center Application TeamViewer
PR osivess wanagement [ customzstions B somnisttion [ eroicomoumion R sroceses iteractive Servce b [ Company Report
[K] oo Solutions 7Y seurnr R v reecs coni.
Product Catslog Oyramicsartpace [P ot vianagement [l vty escs s

>
Service Management Plug-In Trace Log BN sysiem Jobs Dynamics 365 App for..

Mabile Offine D& Document Manageme...

Syne Error B i
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Appendix

Adding contacts to entities
You may add contacts to entities by clicking on the ‘+’ button in the Contacts section. Please see the
snapshot below for reference.

Dynamics 365 Sales v | Accou > TV Report:
o A New version of Organization Insights dashboard is available. See how it can help you drive end user adoption and stay ahead of support issues. Experience it now X
4 MEW  [3 DEACTIVATE 43 CONNECT [F4 ADD TO MARKETING LIST S8 ASSIGN & EMAILALNK % DELETE FORM 3 PROCESS v === A X
| Account
\ T\/ Report51 = Annual Revenue No. of Employees. Owner™
. - & Sreenivas
<« Summary G
ACCOUNT INFORMATION POSTS ACTIVITIES NOTES Primary Contact
Customer Name™ TV Reports1 Enter ps
Phone Allposts Auto posts User posts CONTACTS
Fax
= | T REportat Full Name 1 Email
Website Bl | Account Created By Sreenivasulu E
Hurenihicourit No Contact records found
Ticker Symbol
Relationship Type
Product Price List
RECENT OPPORTUNITIES L
ADDRESS Topic Status Actual Close
No Opportunity records found.
v
Active H

On click of the ‘+" button, a quick create form opens up where you can add the Name and email address
of the contact. Click the Save button to link the contact to the account.

Contact
Details Contact Information Address
First Narne — I Email test@test.com I Street 1 =
Last Name ™ Test! Wobile Fhone = Street 2 =
Job Title i City -
Account Name & TV Reports ZIP/Postal Code ™
4 Summary
ACCOUNT INFORMATION POSTS ACTIVITIES NOTES Primary Contact
Customer Mame * TV Reports] Enter past here POST

Phone = Allposts Auto posts  User pasts CONTACTS
Fax -
gy, | TV Reporis] Full Name 7
Website = B | Account Created By Sreenivasulu £
Parent Ascoant = On TV Reports1's wall No Contact records f

11/30/20178:30PM
Ticker Symbol -

Relationship Type -
Product Price List =
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Once the contact is created and added, it appears in the grid as shown below. Please note that emails
are sent to Account’s contact. For lead, Opportunity and Case if Account is selected then the email will
be sent to the Account’s Primary contact.

: - w Rabitesh Sinha s
Microsoft Dynamics CRM Sales | v Accounts | v FDD | v E w &

B See how the interactive service hub can make you more productive. Experience it now

4 NEw  [§ DEACTIVATE 3 CONNECT -~ [FMADDTO MARKETINGLIST 22 ASSIGN =2 EMAILALINK X DELETE & SWITCHPROCESS [EIFORM === L |

| ACCOUNT

“AFDD -

< Summary

ACCOUNT INFORMATION

Customer Mame " FDD
Fhone

Fax

Website

Parent Account

Ticker Symbol

ADDRESS

% 8th Main Raad

POSTS ACTIVITIES NOTES

Enter post here
Both Auto posts User posts
=~ Dump Account
Bl Account Created By Rabitesh Sinha s.

On Dump Account's wall
Vesterday

Annual Revenue

Mo. of Employees Owner™

& Rabitesh

Primary Contact
Dump Contact!

Dump Contact]
Dump Contact2

Dump Contact3

B Email contactl@dump.c
f. Business

CONTACTS +
Full Name 4 Email

contact! @dump.com
contact2@dump.com

contact3@dump.com

To create Account’s Primary contact, Click the lookup of the Primary customer and then Magnifying
search button and then click on “+ New” and create the Contact and that will be added to Account as

Primary contact.

4+ New  [@ DEACTIVATE &3 CONNECT

ACCOUNT

P-YroD -

4« Summary

ACCOUNT INFORMATION

Customer Name * FDD
Phone

Fax

Website

Parent Account

Ticker Symbol

ADDRESS

[ ADD TO MARKETING LIST éﬁ ASSIGN @ EMAILALINK X DELETE

POSTS ACTIVITIES NOTES

Enter post here

Both Auto posts User posts

Dump Account

Account: Created By Rabitesh Sinha s.

On Dump Account's wall
Yesterday

[=h,
|

& SWITCH PROCESS

< >
RECENT OPPORTUNITIES + =
Topic Status
Mo Opportunity records found.
FORM T v oA X

Annual Revenue

Primary Contact

B Dump Contact!
contact! @dump.com

S Dump Contact
contact2@dump.com

I Dump Contact3
contact3@dump.com

Ne. of Employees Owner"

o Rabites
& Rabitesh

Look Up Mare Records

3 results
~

RECENT OPPORTUNITIES

=
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Create the contact from Quick create form and ensure that the Account name is same as the Account
created.

Contact X
Details Contact Information Address
First Name New Email primarycontact@sample.com Street 1 -
Last Name ™ Primary Contact Mobile Phone - Street 2 o
Job Title o Business Phone =+ City %
Account Name FDD Description = ZIP/Postal Code =

Save Cancel
ACCOUNT INFORMATION POSTS ACTIVITIES NOTES Primary Contact
Customer Name * DD
Enter past here posT
Phane = CONTACTS +
Fax » Both Autopests User posts :
i . Dump Account Full Name Email
b el b Account: Created By Rabitesh Sinha s. Bump Caritact] eothalE T iprpicom
SEEBlEEtat On Dump Account's wall
Ticker Symbal = Yesterday Durmp Cantact?. contact2@dump.com
Dump Contact3 contact3@dump.com
£ >
ADDRESS
RECENT OPPORTUNITIES +
Topic Status 4+

Once the Primary contact is created it will show up in the account form as shown in the below image
with email id.

Microsoft Dynamics CRM

o See how the interactive service hub can make you more productive. Experience it now b
+ nEw  [§ DEACTIVATE &3 CONMECT |+ [ ADD TO MARKETING LIST S8 ASSIGN e EMAILALUNK X DELETE @ SWITCH PROCESS FORM  =e= LA T TR
ACCOUNT
F D D e Annual Revenue Mo. of Employees | Owner™
- - - & Rabitesh

4« Summary
ACCOUNT INFORMATION POSTS ACTIVITIES NOTES Primary Contact
New Primary Contact
Customer Name * FDD
Entter post here pOST
Phone -
Fa - Both Autoposts User posts = Email primarycontact®s. |
Website » Dump Account £, Business -
Account: Created By Rabitesh Sinha s.
Parent Account, = On Dump Account's wall
Ticker Symbol - Vesterday
CONTACTS +
Full Name Email
ADDRESS Dump Centact] contactl@dump.com
o Dump Contact2 contact2@dump.com
Dump Contact3 contact3@dump.com
New Primary Contact  primarycontact@sam
g < >
2

@ SADASHIVANAGAR! %]
2 7
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