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GoToAssist Remote Support 
2017 YEAR-END UPDATE CHECKLIST 

 

Updating your GoToAssist account 
Final Deadline = December 4, 2017 

This document provides you with a comprehensive list of all the actions you may need to take to 

complete the 2017 mandatory year-end update to your GoToAssist Remote Support service.   

This required change includes the following tasks: 

 1. Review the list of changes recommended for restricted internal networks  LEARN MORE 

 2. Update the Launcher app software to v1.0, b459 (if installed via MSI)  LEARN MORE 

 3. Update your desktop software to v4.1, b1544 (required)  LEARN MORE 

 4. Update your mobile apps (when prompted)  LEARN MORE 

 5. Update the settings of any API integrations (if relevant)  LEARN MORE 

 6. Update your Enterprise Sign-In (SSO) configuration (if relevant)  LEARN MORE 

 7. Update third-party integrations (if relevant)  LEARN MORE 

 

WHY IS THIS CHANGE REQUIRED? 

Due to our separation from Citrix Systems and merger with LogMeIn Inc, we are required to move 

all programs away from Citrix-owned environments and place them onto LogMeIn environments.  

We must ensure that you are on the latest version of our services (our new “minimum build”) so 

that you are not affected when previous versions are decommissioned. Please note that our 

deadline to make changes is December 4.   

WHEN IS THIS HAPPENING? 

All older versions of our GoToAssist desktop software and mobile apps will stop working in  

December 2017. To allow you time to test and make the required changes to your account, we 

highly recommend that you begin the update process as soon as possible. 

Note that if no action is taken, we will be forced to automatically update your desktop software to 

v4.1, b1544 in November 2017 to meet our December 4 deadline and to prevent interruptions to 

your service. In addition, we will not be able to update the configuration of any integrations you 

Customers who have set their updates to be Infrequent Updates will receive periodic notifications 

and reminders about these changes that are needed. 

https://support.logmeininc.com/account-update-faqs
https://blog.logmeininc.com/welcome-new-logmein
https://support.logmeininc.com/gotoassist-remote-support/help/update-the-gotoassist-desktop-applications-g2ars010010
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might be using on your behalf, so these integrations will cease to work in December 2017.   

Accounts will be updated, based on the build number assigned to your account or device group.  

Check the chart below for the timing of each auto-update:  

Build Scheduled Update Date 

715, 721, 758 8-November 

764, 857, 888 13-November 

726, 818, 948, 1343 15-November 

778, 1038, 1092, 1119, 1174, 1185, 1251, 1361, 
1488, 1501 

20-November 

 

Please review the following instructions carefully to understand how you might be impacted. 

 

AM I AFFECTED BY THIS CHANGE? 

This update impacts all users of GoToAssist. However, the average customer will not need to take 

any specific steps to facilitate this update, as our desktop and mobile apps are designed to update 

themselves seamlessly and automatically.  

However, if you are on a network environment that typically requires an admin to whitelist, 

approve, or otherwise intervene in order to install software, then you will need to visit our FAQs 

page for more information on whitelisting, adding certificates, updating firewalls, and other 

important changes (listed in the “Advanced Update Tasks” section).  

In addition, if you use any of our product integrations (such as APIs, SSO or Salesforce), then you 

may need to take action to update those various features as well.  

ARE MY CUSTOMERS AFFECTED BY THIS CHANGE? 

Yes, all users are impacted by these changes – including the customers that you support using 

GoToAssist. Since they are not customers of LogMeIn, we are unable to contact them directly. 

Therefore if you have clients who you support regularly, please be sure to take into account 

whether or not they may need to make these same updates to their own networks as well (such as 

whitelisting) to ensure that they do not encounter issues during your next support session.  

Get Started 

1. Review the list of changes recommended for restricted internal networks 

Often mid to large-sized companies set up a secure network environment that utilizes firewalls 

and other security precautions. In some cases, this environment may include special security 

configurations like whitelisting, or restrictions on downloads. If you use GoToAssist within a 

https://support.logmeininc.com/account-update-faqs#care_migration_advanced
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network environment like this, then it is likely that you or an IT Administrator within your company 

will need to update the network’s security settings to allow the new minimum build of GoToAssist 

to work properly. 

➢ Learn more about updating firewalls, whitelists and certificates here.  

2. Update the Launcher app 

GoToAssist uses a “helper” app to launch the desktop 

software and connect your support session. For the 

majority of users, this app (formerly known as the 

Launcher) will automatically update itself to the latest 

version (the GoTo Opener) the next time the user hosts 

or joins a support session.  

However, if you are on a restricted network environment 

that doesn’t allow automatic software downloads, then it 

is likely that your or your IT Admin used the multi-user Launcher MSI to distribute it to all the 

computers within your network. If this is the case, then they will need to update all computers 

with the latest version, the GoTo Opener app.   

➢ Download v1.0, build 459 of the multi-user GoTo Opener MSI here.  

Note that installing via .MSI is not recommended unless absolutely required, as it prevents the Launcher/Opener 

app from automatically updating itself in the future. Instead, installing automatically when joining your session 

from a web browser is preferred.  

3. Update your desktop software 

TEST THE NEW SOFTWARE (IF DESIRED) 

In some cases, network rules may dictate that you must test all new software before distributing it 

to employee computers on the network. If this is the case in your network, then you can use the 

steps outlined below to test your account.  

 

➢ How to test the new minimum required build (v4.1, b1544): 

1. If you don’t have one already, create a new Device Group on your account 
specifically for testing purposes.   

2. Set the new device group’s Build Version Updates setting to “Regular & Beta 
Updates”, then click Save. 

3. Move sample users and machines to the new device group to test compatibility. If 

you discover any issues with your network, please contact Customer Care.  

SET THE ACCOUNT TO THE NEW MINIMUM BUILD (V4.1, B1544) 

https://support.logmeininc.com/account-update-faqs#care_migration_advanced
https://launch.getgo.com/launcher2/latest/GoToOpenerMultiUser.msi
https://support.logmeininc.com/gotoassist-service-desk/help/set-up-device-groups-in-the-admin-center-g2asd500022
https://support.logmeininc.com/gotoassist-remotesupport/contactus
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Once you’ve sufficiently tested the new minimum build, you are ready to set your account to the 

new build so that it can be distributed to all your agents and customers. Note that it will take up to 

24 hours for all unattended machines on your account to have their software updated.  

 

➢ How to update your entire account: 

1. First, modify the Build Version Updates 

setting for the entire account. To ensure that 

you always receive the latest features and 

bug fixes, we highly recommend that you set 

your Build Version Updates setting to 

“Regular Updates”. 

However, if necessary you can remain on 

“Infrequent Updates” to avoid future 

automatic updates. In this case, you will see 

a drop-down menu of build options, and only the new minimum build will be 

displayed. 

2. Next, change the Build Version Updates setting for all of your device groups to “Inherit 

Updates from Admin Settings”. 

3. That’s it! Over the next 24 hours, the Customer desktop software installed on the 

unattended machines on your account will be updated.  You can also immediately 

connect to these remote machines to force the update. In addition, the Expert 

desktop version of the software will automatically update itself the next time each 

agent logs into www.gotoassist.com and starts a session. 

Review additional updates  

4. Update your mobile apps 

Each of our mobile apps will also have a new minimum build. Please make sure that you, your 

fellow users and your customers accept all updates for our LogMeIn apps when prompted by 

iTunes or Google Play on their devices. Any version published earlier than the minimum build 

being released later this year will stop working in December 2017.  

5. Update the settings of any API Integrations 

Beginning in early November and transitioning throughout the month, accounts set to 

“Infrequent Updates” will be automatically updated to the latest build of GoToAssist Remote 

Support, in order to meet the December 4 deadline. 

https://support.logmeininc.com/gotoassist-remote-support/help/set-product-defaults-in-admin-settings-g2ars500002
https://support.logmeininc.com/gotoassist-remote-support/help/set-product-defaults-in-admin-settings-g2ars500002
https://support.logmeininc.com/gotoassist-service-desk/help/set-up-device-groups-in-the-admin-center-g2asd500022
http://www.gotoassist.com/
https://itunes.apple.com/us/developer/logmein-inc/id299616804
https://play.google.com/store/apps/developer?id=LogMeIn,+Inc.
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If you or your company use our APIs to integrate GoToAssist with another product or service, you 

or your IT Admin will need to update some aspects of the API integrations’ configuration. 

➢ Learn how to update your API configurations here.  

6. Update your Enterprise Sign-In (SSO) configuration 

If your company utilizes our Enterprise Sign-In feature (SSO), then you or your IT Administrator 

will need to make changes to its configuration. Note that way it was set up will determine which 

actions you need to take. 

➢ Learn how to update your Enterprise Sign-In configuration here.   

7. Third-Party Integrations  
 

➢ SALESFORCE customers must update their configuration settings. Learn how here. 

➢ SPICEWORKS customers should note that Spiceworks is removing support for all 
cloud-connected platform apps (like GoToAssist). Due to this decision by the company, our 
integration will no longer be available. Learn more here.  

Thank you! 

We appreciate your taking the time to review this document and take the necessary steps to 

update your account as soon as possible. We will be required to automatically update your account 

in November 2017 if no action is taken, so we prefer that you review and make the necessary 

changes yourself before then to ensure that the update doesn’t negatively impact you or your 

customers.  

It is our pleasure to help you continue solving issues and making customers happy, and we want to 

make sure this update process is as seamless as possible. Please reach out to us if you have any 

questions or concerns about the process.  

 

https://support.logmeininc.com/account-update-faqs#care_migration_advanced
https://support.logmeininc.com/gotoassist-remote-support/help/introduction-to-enterprise-sign-in-g2ars790099
https://support.logmeininc.com/account-update-faqs/sso
https://support.logmeininc.com/gotoassist-remote-support/help/how-do-i-update-my-salesforce-integration-g2ars090081
https://community.spiceworks.com/topic/2026939-removing-cloud-connected-platform-apps-from-the-spiceworks-app-center
https://support.logmeininc.com/gotoassist-remotesupport/contactus

