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Salesforce is a customer relationship management (CRM) platform used to manage customer
cases, service requests and support workflows.

You can integrate Salesforce with 247connect to launch an on-demand session directly from a
Salesforce Case and automatically create Case Feed Items when an on-demand session starts and
ends.

You can configure one or both parts of the integration:

» Create an on-demand session button in a Case (required)

» Enable session updates from 247connect to Salesforce (optional)

Configure Salesforce to launch 247connect on-demand sessions

Step 1 - Create the Case button

o

1. In Salesforce, click the Setup icon in the top-right corner.

Select Setup.

Go to Object Manager.

In Quick Find, search for Case.
Select Case.

Select Buttons, Links, and Actions.
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Click New Button or Link.

A
Case Custom Button or Linl

ko Help for this Page @
New Button or Link

Custom Button or Link Edit Save | | Quick Save | | Preview| | Cancel
tebel | Create on-demand session Quick Tips
= | Create_on_demand_session| | i + Getling Staried .
—= = - Sample Buttons & Links
Deseription ‘Dpen 247connect and pass the current Case details ‘ » Dperalors & Funclions
2
Display Type () Detail Page Link View example

(@ Detail Page Button View example.
() List Button View example

Behavior | Display in existing window without sidebar or header v | View Behavior Opfions

Select Field Type Insert Field Functions.
[Case ~| [ Insert Merge Field — | | insert Operatar v — All Function Categories — v

|[rstps: 77porzal. 2¢7connect. cloud/on-demand/ integration/salesforce/create?ticketld=
{1CASESAFEID(Case.Id) }avicketUrl=htrpss3at2fs2imydonain.nysalesforce. cons2f1ightningd2fri2£Ca ||ACOS
5242£( | CASESAFEID (Case.Td) }32fview

Insert Selected Function

8. Configure the following settings:
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9.

Label: Create on-demand session

Name: Automatically generated

Description: Open 247connect and pass the current Case details
Display Type: Detail Page Button

Behavior: Display in existing window without sidebar or header
Content Source: URL

Enter the following URL:

https://portal.247connect.cloud/on-demand/integration/salesforce/create?ticketId=
{!CASESAFEID
(Case.Id)}&ticketUrl=https%3a%2f%2fmydomain.mysalesforce.com%2flightning%2fr%2fCase%2
f{!CASESAFEID(Case.Id)}%2fview

Replace mydomain.mysalesforce.com with your Salesforce My Domain URL. You can find this
in Setup > Company Settings > My Domain. Make a note of your Current My Domain URL,
as you'll use this later when configuring the integration in the 247connect Web Portal.

Important! Do not modify any other part of the URL.

Click Check Syntax, then Save.

Step 2 - Add the button to the Case page layout

1.
2.

Go to Object Manager > Case > Case Page Layouts.
Select Case Layout.

Scroll to Salesforce Mobile and Lightning Experience Actions.

Click the Wrench ‘/' icon to override the default actions.

From the palette, select Mobile & Lightning Actions.

Drag Create on-demand session into the Salesforce Mobile and Lightning Experience
Actions section.
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Setup Home | Object Manager

SETUP > OBJECT MANAGER

Case
bl Case Layout v
Details.
Save ¥ | Quick Save | Preview As...¥ | Cancel | | $\Undo | 7 Redo | | [5] Layout Properties
Fields & Relationships reice a | @ Quick Find[Mobile Action Name *
Butions Reoept Change Owner Closs Case Edit Labels Logacail New Aczount [ NewEvent || New Note ] post Resolve Ca
Case Page Layouts Custom Links Add o an Actiona. et | eeomee e [togacan | [New Case | New Group || New Opportunity | Frintable View Review Doc
Quick Actions Articulate Clone Delete File Merge Cases MNew Child Case New Group | New Task [ Question Search Inve
Case Close Page Layouts Mobile & Lightning Catcutate Price Eait Link [Mobie Smart Actions _ || New Contact [New Lead I Resssign Send Surve
Actions
- 4 L]
Lightning Record Pages Expanded Lookups. v
Buttons, Links, and Actions
Compact Layouts
Highlights Panel
Field Sets
Customer
Object Limits ‘Sample Text Case Number ‘GEN-2004-001234  Created Date 14/07/2026, 09:56 Status  Sample Text
= Sample Text Priority Sample Text
Sample Text
Record Types Sample Text Case Owner Sample Text
1-415.555-1212
Related Lookup Filters
Quick Actions in the Salesforce Classic Publisher 1
Search Layouts.
Post Leg a Call Change Status File Link. Poll
List View Button Layout
’ Salesforce Mobile and Lightning Experience Actions |
Hierarchy Columns
Post Loga call File Link Poll Search Inventory Caleulate Price Change Owner Sharing Review Document Merge Cases Reassign
Scoping Rules
Articulate Change Record Type Delete Submit for Approval View Case Hierarchy Resolve Case Close Case Accept New Group Sharing Hierarchy
Object Access Start Conversation Add to an Actionable List Edit Printable View Send Survey Clone Edit Labels
v
Field Access S [ S

7. Click Save.

After you add the button to the Case page layout, it becomes available from the Actions menu on
Salesforce Case records.

Configure Salesforce session updates from 247connect

Step 1 - Create a permission set
1. In Salesforce, open Setup.

In Quick Find, search for Permission Sets.

2
3. Select Permission Sets.
4

. Click New.

SETUP
Permission Sets

Permission Set

e o s page @
Create

Save | |Cancel

Enter permission set information 1 = Requied Information

tebs! [ Connect247 Remote Support AP J
ApiNeme [ Connect247_Remote_Support_API Js

Description

Session Activation Requirad [ 5

Select the type of users who will use this permission set

Who willuse this permission set?

~Ghoose '~None~ if you plan to assign this permission set to mulple users with diflerent user and permission sef licenses.
~Choose a specific user license. only one license type fo use i
it auo-assigned with the permission set.

Not sure what a permission set license is? Learn more here.

Ueeneo  (Salesforce AP Infegration )

Save | |Cancel

5. Configure the following settings:
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Label: Connect247 Remote Support API
License: Salesforce API Integration
Click Save.

Under Apps, click Object Settings.

Select Cases.

v © N o

Click Edit.

10. Enable the following object permissions:
* Read

* View All Records

11. Click Save.

Step 2 - Create an integration user
1. In Quick Find, search for Users.
2. Select Users.

3. Click New User.

SETUP
Users

New User Heip for s Page @

Salesforce now sends emails only from verified domains. To avoid delivery failures, verify your email domains or enable your substitute email-sending domain. Learn More

User Edit |Cancel | | Save | | Save & New|
General Information 1= Required Information

e | —
Division : Site.com Contributor User

site.com Publisher User
WDC User

Data.com UserType [ _None—

Data.com Monthly Addition Limit

J/oo IDDDDDDDD\
<

4. Configure the following settings:
First Name: 247connect
Last Name: Support Integration

Email: Enter the required email address
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Username: Any unique email-format username (this is automatically populated with your
email address when you click on the field).

User License: Salesforce Integration

Profile: Minimum Access - API Only Integrations
Note: The Alias and Nickname fields are automatically generated.

5. Make a note of your username as you'll need it later.
6. Click Save.

7. Salesforce sends a verification email. Follow the instructions in the email to verify the
integration user.

8. Once the user has been verified, assign the permission set.
9. Scroll to Permission Set Assignments.

10. Click Edit Assignments.

SETUP
Permission Sets

Permission Set Assignments
247connect Support Integration

cccccccccc

Available Permission Sets _ Enabled Permission Sets

eeeeee

cccccccccc

11. Move Connect247 Remote Support API to Enabled Permission Sets.
12. Click Save.
This automatically adds the Salesforce API Integration permission set licence under
Permission Set License Assighments.
Step 3 - Create the External Client App
1. In Quick Find, search for External Client App Manager.
2. Select External Client App Manager.

3. Click New External Client App.
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SETuP
External Client App Manager

v Basic Information

*External Client App Name - APl Name
[ Connect247 salesforce Integration ] [ Connect247 Salesforce Integration ]
*Contact Email ~Distrbution State

| ) [ioc 8

nfo URL

) (o )

lcon URL

e )

Choose one of our sample logos.

v API (Enable OAuth Settings)

Enable OAuth

4. Enter the following settings:
External Client App Name: Connect247 Salesforce Integration
Contact Email: Enter the required email address

5. Open the API (Enable OAuth Settings) section and select Enable OAuth.

App Settings
*Callback URL

https://localhost

*OAuth Scopes
Available OAuth Scopes Selected Outh Scopes

Access the identity URL service (id, profile, email, address, phone) l Manage user data via APIs (api)
Manage user data via Web browsers (web)

Full access (full

Access Connect REST API resources (chatter_api)
Access Visualforce applications (visualforce)

Perform requests at any time (refresh_token, offline_access)

[ Introspect all Tokens

[ configure ID token

Flow Enablement
Enable Client Credentials Flow
[J enable Authorization Code and Credentials Flow
[ Enable Device Flow

[ Enable JWT Bearer Flow
Under Callback URL, enter https://localhost.
Under OAuth Scope, move Manage user data via APIs (api) to Selected OAuth Scope.
Under Flow Enablement, select Enable Client Credentials Flow.

Click OK.

© v ®» N o

1 Click Create.

Now you need to configure the OAuth policies.
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1. Inthe External Client App, select Policies.

2. Click Edit.

3. Open OAuth Policies. Set Permitted Users to Admin approved users are pre-
authorized and click OK.

4. Open App Policies. Under Select Permission Sets, move Connect247 Remote Support
API to Selected Permission Sets.

Policies  Settings  Package Defaults

Configure policies to customize the external client app and plugins for this Salesforce crganization. Save

v App Policies

*Start Page @

None A4 ]

Select Profiles

Available Profiles Selected Profiles

-

Analytics Cloud Integration User
Analytics Cloud Security User

Anypoint Integration

v
Select Permission Sets
Available Permission Sets Selected Permission Sets
Developer Edition ’ Connect247 Remate Support API
Experience Profile Manager ‘

SCRT2 Integration User

5. Scroll to OAuth Flows and External Client App Enhancements and select Enable Client
Credentials Flow.

6. Set Run As (Username) to the integration user you created earlier.
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Policies  Settings Package Defaults

247

connect

Configure policies to customize the external client app and plugins for this Salesforce organization.

> App Policies

v OAuth Policies

Plugin Policies
*Permitted Users OAuth Start URL
i Admin appreved users are pre-authorized - Enter a URL...

Custom Scopes
You don't currently have any OAuth Custom Scopes defined. You can define them here before assigning to your app.

Apex Plugin Class

Search classes Q

OAuth Flows and External Client App Enhancements

Enable Client Credentials Flow

*Run As (Usemame)

[

== -
7. Click Save.

Step 4 — Copy the Consumer Key and Consumer Secret
1. Inthe External Client App, select Settings.
2. Open OAuth Settings.
3. Click Consumer Key and Secret.
4

Verify your identity if prompted.

External Client App Nams

ConnethDZW:Salesforoeflntegration

Consumer Details

5. Copy:
« Consumer Key

e Consumer Secret
You'll need these values when configuring 247connect.

Step 5 - Configure the integration in 247connect

Save

1. Inthe 247connect Web Portal, go to Account > Settings > Integrations > Salesforce

integration.
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23 Dashboard / Account /

Settings for account

 Account salesforce integration

To add the ability to launch on-demand sessions from within Salesforce, please follow the Salesforce integration guide. The

® packtosan

< Enabled -

' Enabled - ‘

2. Enter the following:
» Salesforce domain URL

Note: This is your Current My Domain URL. You can find it in Salesforce under Setup
> Company Settings > My Domain.

e Consumer key
« Consumer secret

3. To check the connection and confirm that the credentials are correct, click Validate.

Note: You can also control which session entries 247connect sends to Salesforce from
here.

4. Click Save.

Start an on-demand session from Salesforce

After setup, you can create a 247connect on-demand session directly from a Salesforce Case.

Start a session
1. Open a Case in Salesforce.

2. From the Actions menu, select Create on-demand session.
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Case

. ' e + Follow )(Change Owner ‘ Sharing | Delete ‘ v)
(@) Printer won't connect to Wi-Fi... C
Submit for Approval
Priority Status Case Number View Case Hierarch
Medium New 00001026 e Fase Hlerrehy
Sharing Hierarchy
Edit
Feed Related Details
Printable View
Post Log a Call Poll Case Owner Status Clone
Jane Neal Fy New Edit Labels.
Case Number Priority B
Share an update... Create on-demand session
00001026 Medium

Jane Neal k4
Most Recent Activity » Q, Search this feed.

Account Name Contact Email
4
AllUpdates  Calllogs  TextPosts  Status Changes Type Case Origin
— d 4
@ Case Reason
’
Web Email Web Company
6 Jane Neal Justnow (3) | pany
v 4 4
© case created
Web Name Web Phone
Subject: Printer won't connect to Wi-Fi P P
Priority: Medium
Status: New Date/Time Opened Date/Time Closed
Case Number: 00001026 14/07/2026, 10:01
Product Engineering Req Number
& Comment pr pr
-
javascriptvoid(0) S

3. The 247connect Web Portal opens.

4. Anon-demand session is created automatically.

2 Dashboard / On-demand - my sessions /

On-demand - my sessions

Session details

Session name: 548976
Status: ® Invited ;
) Salesforce Session
Expiry: 21/07/26, 12:53

Created by: Emma Wright

You can also send an email with the link to the end user.
To start an on-demand session, ask the end user to visit the following link.

https://testing.247connect.link/548976 [

|

Langusse
If the end user already has an On-demand Agent, they can run it and enter the following code: { English (UK) -

5. Start the on-demand session with the end user.
6. When you finish the session, you are automatically redirected to Salesforce.

7. If session updates are enabled, 247connect automatically adds Case Feed Items when the
session starts and ends.
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Case

() Printer won't connect to Wi-Fl

Feed Related

Post Log a Call Poll

Share an update...

Most Recent Activity ¥

AllUpdates  Calllogs ~ TextPosts  Status Changes

0 247connect Support Integration
. © To: Internal

Emma Wright created a new 247connect on-demand session on 2026/07/21 at 10:55.

Session Code: 414370
Session Link: https://portal 247connect.cloud/on-demand
End User Agent Download Link: https://testing.247connect.ink/414970

@ Comment

247connect.cloud

Details

Case Owner

€ sane Neal

Case Number
00001029
‘Contact Name
Jane Neal
Account Name
Type

Case Reason

Web Email

Web Name

Date/Time Opened
21/07/2026, 11:55

Product

/(Shzrmg ‘ Clone ‘ Printable View v;

Status
New

Priority

Medium

Contact Phone

Contact Email

Case Origin

Email

Web Company

Web Phone

Date/Time Closed

Engineering Req Number
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