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Foreword

Two years ago, we launched Salesforce Lightning. It was (and if I'm being honest, still is)
an audacious undertaking.

Our mission with Lightning was to completely reinvent Salesforce to provide a new
modern user experience that set a new standard for customer relationship management
(CRM) and build it all on a new, robust, and scalable enterprise application framework.
We wanted to make Salesforce easier, more intuitive, and virtually limitless in its
potential. And we wanted it to empower everyone in our community to be their best,
including trailblazers, admins, customers, partners, and our employees.

Since launching Lightning, we've seen an outpouring of enthusiasm from
our community, unlike anything I've ever seen in enterprise software. It's been
awe-inspiring.

One of the best things about Lightning is that it helps us innovate faster. With each
release, we're expanding the scale and scope of Lightning and doing more than I ever
thought possible.

Since launching it just two years ago, we've done the following:

o Redefined the modern selling cycle with Sales Cloud Lightning
e Reimagined the modern contact center with Service Cloud Lightning

o Streamlined navigation to make it easier to move between Salesforce
apps
e Empowered admins and trailblazers with a no-code framework so

they can easily customize the Salesforce user interface (UI) for their
organizations

e Helped more than 100,000 customers deploy Lightning

o Sparked a new level of creativity and momentum in our ecosystem
with more than 1,000 new Lightning-ready apps from partners
such as DocuSign, Evernote, and FinancialForce that can be simply
dragged and dropped into Salesforce

xiii
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e Created entirely new products that previously weren’t possible, such
as Salesforce Einstein, an artificial intelligence (AI) offering for CRM,
and Lightning Bolt, which offers industry-specific portals for our
Community Cloud

o Empowered countless salespeople, service agents, and marketing
pros to sell, service, and market faster, smarter, and the way they want

Every day our community gives us feedback—sometimes positive, sometimes
critical, but always constructive. And every day, our entire product team (me included)
pores over that feedback, and it helps us get better and better. Lightning is what it
is today because of you. So, thank you for all you do to help us make Salesforce and
Lightning better and better with each release.

Lightning is the future of Salesforce. So, buckle up because we’re just getting started.

Mike Rosenbaum
EVP of CRM apps, Salesforce
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Introduction

“Do business faster.”

—Cloud Creations

Just like our company tagline, we believe you can “do business faster” with Salesforce

Lightning. We wrote this book to provide training on the innovative Lightning

Experience in a clear and visual way. As executives in a Salesforce consulting company,

we understood the challenges that other organizations faced when it came to user

acceptance of a new experience. We wanted to provide material that was easy to follow,

with real-life examples, so administrators and users are set up for success.

Learn Salesforce Lightning is a step-by-step visual guide that offers immediate and

valuable solutions to the new set of UI tools included in Lightning.

You'll learn to do the following:

Navigate the Salesforce Lightning Experience

Migrate from Salesforce Classic to Lightning

Make customizations

Configure dynamic reports and dashboards

Build logic to automate the system with Process Builder
Manage your data and security

And much more

This book is for Salesforce administrators, business users, developers, and IT

members. Our goal is to prepare you to onboard one of the most innovative and fastest

customer relationship management (CRMs) solutions on the market: Salesforce

Lightning.

xvii

vww allitebooks.conl



http://www.allitebooks.org

CHAPTER 1

Introducing Salesforce

Lightning

Salesforce is currently the number-one customer relationship management (CRM)

solution for business management. Delivering a robust platform and groundbreaking

technology, Salesforce provides solutions for sales, service, and marketing departments.

The Lightning Experience provides a new user interface that delivers a faster platform,

dynamic capabilities, and enhanced aesthetics. Businesses have reported an increase in

win rates, more collaboration, improved productivity, and faster reporting following the

switch to Lightning (see Figure 1-1).

Learn About Lightning Experience

Introducing Lightning Experience
See how Lightning Experience can revolutionize the way your tearn gets work done.

Compare Lightning Experience and Salesforce Classic

Werlfy that the features and customizations your users need are avallable In the new Interfacs.

Get Ready to Migrate to Lightning Experience
Learn more about Lightning Expsnence and the best practices for rolling out the new
Interfacs to your users. And get a badgs whils you'rs at it!

Figure 1-1. Salesforce Lightning Experience

© Felicia Duarte, Rachelle Hoffman 2018

Watch Video

Compare

Start Trail

F. Duarte, R. Hoffman, Learn Salesforce Lightning, https://doi.org/10.1007/978-1-4842-2994-1_1



CHAPTER 1  INTRODUCING SALESFORCE LIGHTNING

Lightning Pages

The Lightning pages focus attention on what matters most. Important information is
displayed “above the fold,” or positioned at the top half of the screen, so users can view
key points quicker.

Additionally, layouts are consistent and easy to navigate. See the comparison of an
account record in Classic (see Figure 1-2) versus the same record in Lightning (Figure 1-3).

Home Leads C Opp ities Fi Preducts Reports Dashboards Files Content 4 L

Cloud Creations

w] § ]t
| Feee ]
Cuslomize Page | Edil Layout | Printable View | Helg for this Page g9
B Show Feed Click 1o aod fopics: %7 Add Tags I
Ordgrs (0] | Assets (0] | Contacts(1] | Qopodunibes() | Cages(] | OpenActhities(3] | Scihity History (3] | Motes & aftachrents 101 | Accourt Tear i)
Account Detail Edit | Delete | Clean | Inchade Offfine
Clean Stalus @) Not Compared Fax  (800) 951-7651
Account Owner 3 Felicia Duarte [Change! Website  hitp Sdloudcreations com
Account Hame  Cloud Creations [View Hierarcvy] Ticker Symbol
Parent Account Owener ship
Areount Nurmber 123456 Employees
Account Sae SIC Coda

Tme  Customer - Direct
Industry  Consuling
Arstual Riveme

¥ Address Information

Compay Address Shipping Address

Figure 1-2. Salesforce account record in Salesforce Classic

B Cloud Cresations + Foiow Dt VesCows  NesOms W

potertlal duphicates of this sccount.

e T w tzaran
[ cootace -
Mot Stns
¥ Pustsare Memast st To gt things movig. 484 8tk o st 0 mveting
Bnors Past Activity

ittty Dt masstings ant bk savind B s S 1 Riars.

Opporturities (0] M
Cases {0) -

[ Hotes & amachnents (6}

Figure 1-3. Salesforce account record in the Lightning Experience

2
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CHAPTER 1 INTRODUCING SALESFORCE LIGHTNING

Migrate to Lightning Experience

Migrating to the Salesforce Lightning Experience is straightforward. The following steps
describe how to access the Migration Assistant. The Migration Assistant will check your
organization’s readiness for Lightning and walk you through a series of steps to enable
Lightning for your organization. This is a great first step on your Lightning journey.

Note These steps are not required but highly encouraged. Salesforce has spent
considerable time thinking through potential migration pitfalls and has tried to
address them within the Migration Assistant.

Migration Assistant

Follow these steps:

1. In Classic, select Setup (see Figure 1-4).

Home Leads m Contacs  Opportunities  Forecasts  Producs  Repors  Dashboards  Files Content  + /

Cloud Creations / P ———

oonos

Figure 1-4. Setup area in Salesforce Classic
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2. From the Setup menu, click the Get Started button (see Figure 1-5).

| Quick Find / Search.. ‘

Expand All | Collapse All

w o/

Lightning Experience
Migration Assistant

Switch to the modern, intelligent
Salesforce.

Get Started

Salesforce1 Quick Start

Force.com Home

Figure 1-5. Get Started button in Setup

vww .allitebooks.cond
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CHAPTER 1 INTRODUCING SALESFORCE LIGHTNING

3. From here, you have three available resources to learn more about the
Lightning Experience. You can select from the options in Figure 1-6.

Learn About Lightning Experience

Introducing Lightning Experience

See how Lightning Experience can revolutionize the way your team gets work done. Watch Video
Compare Lightning Experience and Salesforce Classic
Verify that the features and custornizations your users need are available in the new Compare
interface.
Get Ready to Migrate to Lightning Experience

Start Trail

Learn rnore about Lightning Experience and the best practices for rolling cut the new
interface to your users, And get a badge while you're at it!

Figure 1-6. Learning resources for Salesforce Lightning

4. Click Next Step to get started.
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Check Readiness

To get started, Salesforce will request access to your organization to analyze your current
setup (Figure 1-7).

salesforce

Allow Access?

Lightning Readiness is asking to:

* Access your basic information
* Provide access to custom applications
* Access and manage your dafa

* Perform requests on your behalf at any time

Do you want to allow access for
felicia@itprotvtraining com? (Mot you?)

Dery

To revoke access at any time, go to your personal settings.

Figure 1-7. Allowing access to Lightning Readiness

vww .allitebooks.cond
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CHAPTER 1 INTRODUCING SALESFORCE LIGHTNING

Once you click Allow, shown in Figure 1-7, you must select which Salesforce product
you want to access (see Figure 1-8).

salesforce
Select products

Which products do you want to check?

C;; Sales Cloud
(} Service Cloud

Figure 1-8. Product selection to check for Lightning Readiness
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Select the appropriate Salesforce product and click Check Readiness. Salesforce
will analyze your current setup and email a readiness report (see Figure 1-9). New
organizations can skip this step.

salesforce

Connected and Evaluating

Your Report Is on Its Way!

Get Fersonalized Advice

Tips  for  Migrating to  Lightning "o
Expenence - -
Aatch avideo ta leamn usefultips ki

Figure 1-9. Lightning migration options

Preview

You can preview how your organization works in the Lightning environment. This is a
great feature to test any issues that may have been brought up in your readiness report. If
you encounter any issues in this switch, you can make changes on the spot. To test this,
navigate to the Preview tab and click Preview, as shown in Figure 1-10.
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Lightning Experience Migration Assistant

Learn Check Readiness Preview Optimize with Features Set Up Users Turn It On

Preview How Your Org Works in Lightning Experience
See if issues in your readiness report are true problems. Test features and customizations

that aren't evaluated by the Readiness Check. And if you find issues to fix? Take care of
them on the spot

m

Figure 1-10. Preview tab in the Migration Assistant

Asyou can see in Figure 1-11, you are instantly switched to Lightning in Preview mode.

) @284 §

HH Sales Home  Cpportunities »  Leads % Tasks v Notes v Accounts v Contacts v Products v Campalgns v pMore w

Quarterly Performance Week View AsofTodsy 11:40204M O @ v Assistant

CcLOsED SO OPEN(T0%) SO0 Goal $100,000 #
5 Opportunity has overdue tasks
Felicia's Test Account 103

5 Tty has overdue tasks
reations HQ 105
% 30D days without any activity o=

Pyrarnid Emergency Generators

Add the opportunitas youTe working on, then come back here
to view your performance.

Figure 1-11. Lightning Experience in Preview mode
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Optimize with Features

For the complete experience of Lightning, take a look at some of the new features made
available. This includes a new feature for news, options to enable activities and notes,
and more. Navigate to this tab, and click Optimize with Features to enable/disable the
Lightning features found in Figure 1-12.

My Domain

Reflect your company s brand and increase Salesforce security with a custorm domain. Tell Me More Set Up My Domain

Shared Activities

Represent activity relaticnships more accurately by letting your sales reps relate multiple contacts to =€t Lip shered

individual events and tasks. Activities
Important: If you enable Shared Activities, you can't disable it. Tell Me More

News @

Give your reps instant access to timely, relevant news articles from US sources. (Available only in

English.} Tell Me More Enablea

Social Accounts, Contacts, and Leads

Keep your users up to date by letting them link their accourts, contacts, and leads to Twitter
profiles. Tell Me More Enabled

Notes
Let your users take better notes faster with the enhanced versicn of the Salesforce note-taking

tool. Tell Me More Enabieg

Figure 1-12. Lightning features to enable

You can enable the following options:

o Click Set Up My Domain to create a URL that is reflective of your company’s
brand. This will add a subdomain to your Salesforce organization URL. Use
this feature to increase the login and authentication process.

o Click Set Up Shared Activities to allow users to relate multiple contacts
to an individual activity.

o Enable News to display relevant news article about your accounts and their
industries. This information is pulled by accounts listed in your organization.

10
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« Enable Social Accounts, Contacts, and Leads to allow users to
connect better with your accounts by syncing social media accounts.

o Enable Notes to utilize the enhanced version of notes that includes
automatic saving in edit mode, an option to add images, and share features.

Set Up Users

You can control who has access to the Lightning Experience. You can choose to roll this
out to groups of users, individual users, or all users.

Note Standard profile users have access to Lightning by default, while custom
profile users do not. Click Learn How to change these settings.

Navigate to the Set up Users tab shown in Figure 1-13 to fine-tune this experience
and select which users make the switch.

Learn Check Readiness Preview Dptimize with Features Set Up Users Turn It On

Set Up Users for Lightning Experience

Fine-Tune Who Can Use Lightning Experience

Standard profile users are enabled to access Lightning Experience by default while custom profile
users aren’t. Ad)ust things o make sure the MENT USers ERt access

Leam How

Just beginning with Lighting Expenence? Consider staring with a small pilot group, then add
more users later.

Switch Users to Lightning Experience

i J:
Select which users move to the new Interface. Switch Usars

Figure 1-13. User setup
11
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Follow these steps to switch users:
1. Click Switch Users.

2. Select appropriate users by clicking the + next to their name
(Figure 1-14).

3. Click Save.

Switch Users to Lightning Experience

When users get access to Lightning Experience, they stay in Salesforce Classic until they choose to

switch

Select the users that you want switched to the new interface now

D Users Selectad Maximum 200 Users at a time
NAME USERNAME HAS ACCESS
+ Chatter Expert chatty 00d41000002ickteaiypcp3dhhdbiu..
+ Felicia Duarte felicia@itprotwtraining.com v
Integration User integration@00d41000002ickteai.com
Security User insightssecurity@00d41000002ickteaicom

Figure 1-14. Selecting users to migrate to Lightning

12
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Rollout Approach

Execute a rollout strategy that works best for your company. For larger organizations, it is
recommended that you have a phased rollout approach. This approach is advantageous
when migrating large organizations and complex setups. There are a few benefits to this
approach, including the following:

e This approach allows you to conduct user acceptance testing. Use
this to identify any challenges or issues with the new experience. You
can collect feedback from your users and fine-tune changes before
executing to the entire organization.

e Make progress on your implementation by breaking this up into
pieces. This ensures that progress is being made while staying on top
of new features and changes.

The suggested rollout approach starts with new users, a pilot group of users, and
lastly all users.

13
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Turn It On

Hurray! The final step! Once your organization is ready to make the move to Lightning,
select the Turn It On tab shown in Figure 1-15. Switch the tab to Enabled to finish.

Lightning Experience Migration Assistant

Learn Check Readingess Preview Optimize with Features Set Up Users Turn It On

Turn On Lightning Experience

You didn't skip to the end, right? Great! You're ready to fiip the switch.

V.

Enabled

Figure 1-15. Turning on Lightning to finish

Note With the right permissions, users have the option to toggle between Classic
and the Lightning Experience. From the Classic interface, select your username
and click Switch to Lightning Experience, as shown in Figure 1-16. From the
Lightning Experience, click Switch to Classic, as shown in Figure 1-17.

14
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e ’ 1
salesforce I M ‘b Search Search Felicia Duarte =  Setup Help m

vy Profile
m Leads Accounts Contacts Opportunities F iy Settings Dashboards Files Conter

Dieveloper Console

Felicia Duarte R | switch to Lightning Experiencs |
Saturday October 7, 2017

Logout

Figure 1-16. Switching from Classic to Lightning

@28 a §
| Felicia Duarte I
na3b.salesforce.com
Settings Log Out

USERNAMES

(0 fduarte@cloudereations.com
OPTIONS

Switch to Salesforce Classic @ | <t——
Add Username

Figure 1-17. Switching from Lightning Experience to Salesforce Classic

15



CHAPTER 1  INTRODUCING SALESFORCE LIGHTNING

Lightning Home Page

The Lightning Experience home page is enhanced with new features. The home
page can be tailored to give your users everything they need to manage their day in
one centralized place. Without any configuration, Salesforce displays the following
components: Quarterly Performance, Assistant, News, Today’s Tasks, Today’s Events,
Recent Records, and Top Deals. See Figures 1-18 and 1-19.

&p . : @2%a §

Sales Home  Opportunities v Leads »  Tasks v  Notes v  Accounts v Contacts v Products v More w

sen
ses
ses

Quarterly Performance Week View Asof Today S:10:23PM €& @ v Assistant

closen $585,000 opeEn (>To%e) 5240,000 coal 3750,000 #
5 Opportunity has overdue tasks
Felicia's Test Account 103

> 30 days without any activity
United Cil Office Portable Generator

Closed m Goa = Closed + Open (>70%)

Figure 1-18. Top half of the Lightning home page
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News

[n defense of the Amazon Fire Phone

Internet [ndustry News
TechCrunch - Th

The Fire Phone s wigely regaropd as one of

Amazn's biggest misfires - ang rightfully so.

After debuting in the top spot of the
COMmpanysr..

@2~

See More News

Today's Events

Looks ke you're free and clear the rest of the day.

Recent Records

Dunder Miffin 106

United OWl Office Partable Generators

CHAPTER 1

Facebook begins ‘human review' of
potentially sensitive ads

Internet [ndustry News
foxbusiness.com - 7h

INTRODUCING SALESFORCE LIGHTNING

China Forestry gets bumper response for
HK$2bn debut
Forest & Weood Progucts [ndustry News
globalcagital.com - 1b

Today's Tasks

View Calendar

Top Deals

e

United 01l Plant Standby Generators
12/14/2016 - S6T5.000.00

1:

United Chl & Gas Corp.

United Ol [nstallations
11/16/2016 - 5270,000.00

United Ol & Gas Corp.

Nothing dus today-go grab a cofles while there's still

Figure 1-19. Bottom half of the Lightning home page

Navigation Bar

The navigation bar uses tabs to hold objects, as shown in Figure 1-20. In database terms,

an object is a table. Objects hold groupings of information that may be related. This
includes the records that live in them. Records are considered the rows that you find

within a table. You will hear this terminology referenced throughout this book. For more
information on objects, records, and fields, navigate to Chapter X.
In Lightning, each tab is actionable.

v'?rfx‘; 3'

Sales Home  Opportunities v Leads w

Tasks

v

Notes

v

More »

Figure 1-20. Navigation bar
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In the navigation bar, objects are broken down into lists. These lists hold Salesforce
records in relation to their object. One of the neat features of this is that records can be
created directly from a tab. Each list can be used to see the object’s most recent items.
This makes it easier for users to create new records on the fly.

Quarterly Performance

The Quarterly Performance summary is a powerful reporting tool used to show sales
users’ performance based on a pipeline (see Figure 1-21).

Quarterly Performance  weok View Asof Junl2, 2017233534 PM C B v
O0seD S0 OPEN(>70%) S0 GoaL - #

Figure 1-21. Quarterly Performance component located on the home page

Closed records display the user’s closed opportunities.

Open (>70%) displays the sum of all records with a probability greater than 70
percent.

If the user is part of a team, the team’s opportunity sums will be showcased on this
report. Otherwise, the data represented will be the user’s owned opportunities.

18
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Setting a Goal

To set a goal, follow these steps:

1. Click the pencil icon and enter an amount, as shown in Figure 1-22.

) GOAL $750,000 #

Edit Goal

usD | 750,000

Cancel Save

Figure 1-22. Select the pencil icon to edit your quarterly goal

2. Click Save.

The chart automatically calculates and updates the chart. Click. © to refresh the

data. Click ® ¥ o filter the data by week or day (Figure 1-23).

Now your sales users can start their day with a data visualization of their sales
progress.
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News

This new feature is a great way to display news articles related to your accounts and
their industries. Once enabled, as discussed in the “Enhanced Features” section, news
information can be displayed on your home page. When news is accessed from the
home page, information is displayed based on recently viewed records and tasks and
events for those records. See Figure 1-23.

News
China Forestry gets bumper response Project Loon balloons, from Google's Facebook will re
for HKS2bn debut Alphabet, to aid Puerto Rico - CNET screws on politi
Forest & Wood Products Industry News Internet Industry News Internet Industry
globalcapital.com - 1h CNET - Sh Houston Chronic
Drew Angerer/Ge
reportedly going
political advertis
Facebook is goin,
2 |~ B~ B~
See More News 50 G

Figure 1-23. News component found on the home page
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Click See More News to navigate to the News tab, as shown in Figure 1-24.

a Q  Search Salesforcs @285 §

ess  Sales Home  Opportunities v Leads Tasks v MNotes “  Accounts v Contacts ™ Mews fore w
.ss

~ Industry News (20}

In defense of the Amazon Fire Fhone
[nternet Industry Mews - TechCrunch - 9h

The Fire Phone is widely regarded as one of Armazon's biggest misfires — and rghtfully so. After debuting In the top spot of the cormpany’s r...

3~

China Forestry gets bumper response for HK$2bn debut
Forest & Wood Products Industry News - globalcapital.com - 1h

AHK$2bn ($256m) three year maiden loan for China Forestry Group Corp has been recsived warmly by international banks,
resulting in a hugs o...

v

Facebook begins ‘human review' of potentially sensitive ads
[nternet Industry News - foxbusiness.com - 9h

Facebook says it will begin iy re g that target certain groups and address pofitics, religlon,
ath I'I'IC\T)‘ and socia...

Figure 1-24. Industry news found in the News object

This tab displays a list of news articles titled Industry News. Information populated
here is related to your accounts and their industry.
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Assistant

Lightning Assistant is helpful in prioritizing an end user’s daily tasks. Tasks that are
overdue are showcased first on the top right of the page (see Figure 1-25). The following
overdue tasks are tasks that are due today.

Assistant
> Opportunity has overdue tasks X
Felicia's Test Account 103

5 30 days without any activity
United Oil Office Portable Generators

Th
&t
x

Figure 1-25. Lightning Assistant

Global Search

The Salesforce global search bar appears at the top of every page. Use this area to search
across any object in Salesforce. It’s best practice to search for a record before creating a
new one to avoid duplicate data. Use wildcards and operators for greater search results.

Use an asterisk (*) to find records that match at the middle or end of your search,
and use a question mark (?) to find records that match only one character at the
middle or end of your search.

22
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For example, a search for Ay*at the end will find and display results for a contact
named Ayden. It will also find and display results for Andy Young (Figure 1-26).

®» [~ | | r@ota §

EEE Sales Home  Opportunities v leads v  Tasks v Notes v Accounts Vv More w
= &
SEARCH RESULTS Contacts
2 Results - Sorted by Relevance
Top Results NAME ACCOUNT NAME...  ACCOUNT SITE... PHONE EMAIL
Opportunities Ayden James Cloud Creations (555) 827-6877 ajames@cloudcreati
Leads Andy Young  Dickenson plc (785) 241-6200  a_young@dickensor
Tasks | | i
Notes
Leads
Accounts 1 Result
Contacts NAME TITLE COMPANY PHONE MOBILE... EMAIL
Products Andy Young SVP, Operations Dickenson plc (620} 241-6200 a_young@dick
Campaigns « | L

Figure 1-26. Search results for Ay*

Favorites List

The Favorites icon is a new tool in the Lightning platform. Favorites are customized
shortcuts to records and items most frequently visited, such as favorite individual
records, list views, dashboards, and more.
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To make an item a favorite, click the star button in Figure 1-27. This powerful tool

makes it easy to find your favorite records from different object locations, all in one place.
Q earch Salesforce uv

e 264 §

Sales Home  Opportunities v  Leads v  Tasks v  Notes v Accounts v More w

New Case v
Figure 1-27. Favorites icon

You can make your top deals, your most frequently visited reports, your top leads,
and more your favorites!

Click the arrow next to the star to select items in your Favorites list, as shown in
Figure 1-28.

o2 §

MY FAVORITES v

Ayden James
:
Contact

a Michael Frank
Lead
Recently Viewed
Opportunities
Closing Next Month
Opportunities
= Dreamforce 2017

¥ Campaign

"3 . N M [-
K 4 Edit Favorites Tas|

Figure 1-28. List of favorites
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Lightning Actions

The + button shown in Figure 1-29 can be used to quickly create records in Salesforce.
Use this quick-create feature to create a new activity, lead, contact, opportunity, case, or
call directly from the home page.

. S .'-‘ ‘.::Ae

Chaties  Cppamntes % lesth ¥ Ty ¥ Fm Aserh ¥ Comih ¥ Campmigm ¥ Owibosh v Bepen v Ot Geean v Calenee  Prople ¥ G Y for

Quarterty Perfoemance Aa ol Today BIILETAM Ausistant
oo $1,820000  cewsboow) 270,000 oo - 4

3 tionsen assignen v you totay

Py

[ [ —

Parmely Owentey

® o ooowee  O-@22s §

Bucent Becords Emwm“mm"
3 soew senc ssigrec s you oy
P SPPAPY S —— o
'."—-—u—.___'

Figure 1-29. Lightning actions

Click any of the available options to instantly display a quick-create window at the
bottom right of the screen.
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In the Lightning Experience, multiple windows can be opened from the home page
to enhance user productivity and speed. Up to three windows can be displayed at once

(see Figure 1-30).

1ol Michael Frank

8 ca - X W New Opportunity —
President D&BWingows = SUbIe amments * Opportunity Name
Coa
Par Related To
ACTIVITY CHATTER m u Data
v - g
11/612017 -]
Log a Caf Mew Task b -~ stage
~hione-
Recsp Ammount
Filter Timeline d T Ster
Mext Steps
4 E Send & 37 Produ _ 1 _
Wi maes o amlan Ta

Figure 1-30. Utility bar

Help and Training

Salesforce has many great support resources including videos, walk-throughs, and an
interactive learning tool called Trailhead. From the home page, click the question mark

(shown in Figure 1-30) to access these resources. Each page has a help menu with links

to helpful resources. Use this area to log a case and get support, give feedback, and view

release notes.
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Salesforce provides three seasonal releases a year: spring, summer, and winter. Each
release offers more than 150 new features. The image displayed at the bottom right of
this menu (shown in Figure 1-31) tells which release your organization is currently in.

264 §

3 HELP & TRAINING More w
= =l

Find Your Way Around Lightning Experience Assi

' Q Search Help & Training
LEARN MORE WITH TRAILHEAD
a Migrate to Lightning Experience >

; a Get Started with Lightning Experience —.

! Go to Trailhead
Get Support

Give Feedback about Salesforce

View Keyboard Shortcuts

Summer 17 ( .
Release Notes ’ i >

Figure 1-31. Help and training
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Setup

Setup is an area used most frequently by Salesforce administrators. In Lightning, the
Setup page has improved! The setup area has a more logical and easier-to-navigate
layout. System administrators and users with the appropriate permission settings can
access this area. Select Setup from the toolbar to navigate here (see Figure 1-32).

p—

<

f -

Developer Console
10:23PM

"L Edit page

Figure 1-32. Lightning Setup home page

Setup has these categories: Administration, Platform Tools, and Settings. View the
Most Recently Used Places in Setup to seamlessly continue any admin work. Use the
Quick Find to easily find the admin tools necessary for custom work.
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Click the Create button to quickly access the most common tools, including creating
new objects, workflows, tabs, templates, and users (see Figure 1-33.)

SETUP Create w
Home
Go Mobile Visit Click to

AppExchange Customize
Prepare the

Figure 1-33. Create button

Notifications

View all notifications in one place, including approval requests and chatter mentions.
Click the bell icon to see a list of notifications (see Figure 1-34).

*v"?.ﬁlgﬁ;

Notifications

You don't have any notifications right now.

Figure 1-34. Notifications area
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View Profile

Use this section to make changes to personal settings, log out, or switch to Salesforce

Classic (see Figure 1-35).

*v

D2 G a B

Felicia Duarte

na35.salesforce.com

Settings Log Out

USERNAMES

OPTIONS

Switch to Salesforce Classic €@

Add Username

Figure 1-35. Settings area

Users

In Lightning you can create Salesforce users just as easy as you can in Classic. Users are
identified with a license, username and password, and profile. In Lightning you can
create new users, deactivate users, edit user settings, and more.
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Create a New User

To assign licenses and record ownership, you must first create a user. Each user must be
assigned a license. To free up a license, you can deactivate a user and assign accordingly.
In Quick Find, search for and select Users, which is located in the Administration
section.

Navigate to the User home page (see Figure 1-36) to create an individual user, edit
information about an existing user, add multiple users, and reset passwords.

SETUP
) Users

A” Users Help for this Page &

On this page you can create, view, and manage users.

In addition, download SalesforceA to view and edit user details, reset passwords, and perform other administrative tasks
from your mobile devices: i0OS | Android

View: IAIIUsers v| Edit | Create New View

ABCDEFGHIJKLMNOPORSTUVW){‘I’ZOthelin

New User = Reset Password(s) = Add Multiple Users

[ Action Full Name *+ Alias Username Last Login Role
[T |Edit Chatter Expert Chatter chatty.00d41000002ickteai ypcp3dhhdslu@chatter.salesforce.com ;|

Figure 1-36. User setup home page
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Create and Edit User Information

Follow these steps to create a new user:
1. Click New User.

2. Fillin all the required fields marked in red. This includes Last
Name, Alias, Email, Username, and Nickname (see Figure 1-37).

e SETUP
ol sers
-
Help for this Pa
New User p for this Page @)
User Edit Save Save & New Cancel
General Information 1 = Required information
FirstHame | Role | <None Specified> =
Last Hame “ User License Ii Salesforce j
Alias Il Profile II —None— :’ i H
Email II Active v
Username Il Marketing User r
Hickname “ Offline User r
Title | Knowledge User r
Company | Force.com Flow O
User
Department I Service Cloud User O ;j

Figure 1-37. Required fields to add a new user

Note The email address must be in the form of a valid email address but can
be used for multiple organizations. However, the username must be a unique
username and in a correct email format.

For example, felicia@cloudcreations.com is a proper email format.

3. Assign the appropriate license in the User License field.
4. Assign a profile using the Profile field.

5. Select Marketing User to give the assigned user access to your

organization’s marketing tools.
6. Select Offline User to give the assigned user offline access.
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Select Knowledge User to give permission to make changes to
Knowledge Base articles.

Select Force.com Flow User to grant the ability for a Force.com

licensed user to run flows.

Select Service Cloud User to grant access to Service Cloud.
Select Site.com Contributor User to allow access to Site.com.
Select Work.com user to assign a work.com user feature license.

Select Salesforce Classic User to enable access to Salesforce
Mobile Classic.

Apply the appropriate locale settings such as time zone, locale,
and language (Figure 1-30).

Click Save.

Salesforce sends a notification email to the user immediately to generate a new

password. To stop this, deselect “Generate new password” at the bottom of the screen.

Add Multiple Users

You can save time by adding multiple users at once. To add multiple users on the User

home page, click Add Multiple Users, as shown in Figure 1-38.

New User Reset Password(s) | Add Multiple Users |

Figure 1-38. Add Multiple Users button
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The next page will break down the number of licenses available for each license type,
as shown in Figure 1-39.

SETUP
Users

Users

Add Multiple Users

MNumber of available Salesforce user licenses: 1

MNumber of available Salesforce Platform user licenses: 3

Number of availahle XOrg Proxy User user licenses: 2

Number of available Force.com - App Subscription user licenses: 2
Number of available Partner App Subscription user licenses: 2
Number of availahle Force.com - Free user licenses: 2

Number of available Work .com Only user licenses: 3

Nurnber of available Chatter Free user licenses: 4999

Nurnber of available Chatter External user licenses: 500

Number of availahle |dentity user licenses: 10

Figure 1-39. Breakdown of available licenses
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Scroll to the bottom of the page and select the user license that you want to add for
all users, as shown in Figure 1-40.

’ | SETUP
ol Users
Add Users Cancel
User _ i =
License I None J

--None--

Salesforce

Salesforce Platform

XOrg Proxy User

Force.com - App Subscription
Partner App Subscription
Force.com - Free

Work.com Only

Chatter Free

Chatter External

Identity

Figure 1-40. Selecting the user license for a mass group of users

Note When adding multiple users, they must be users with the same license type.
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Once you select the appropriate license type, fill in the details for the user and click
Save, as shown in Figure 1-41. Not all user fields are available in this process.

New Users I = Required Information
New #

User

First I—

Name

Last II

Name

Email II

(User

Name)

Profile || —-None-- ﬂ
Role  |[<None Specified> ~|

[T Generate passwords and notify user via email

Save Cancel

Figure 1-41. Required fields for a new user
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Deactivate a User

In Salesforce, you can’t delete a user, but you can deactivate a user to prevent them
from logging in. Deactivating a user frees up a license that can be assigned to another
user (see Figure 1-42). When you deactivate a user, the user is removed from all sharing

privileges and groups.

User Edit Save | Save &New | Cancel
General Information I = Required
First Name W Role || <None Specified> j
Last Name ||User User License  JAnalytics Cloud Integration User
Alias linteg Profile I!Anatytics Cloud Integration User =] i
Email ||inTegrati0n@example.c Active [T -

Figure 1-42. Active check box on a user’s page

Records owned by this user can still be transferred to an active account. These are
the deactivation steps:

1. Navigate to the User section in Setup.

2. Select the name of the user that should be deactivated.
3. Click Edit from the user record page.

4. Deselect Active from the user profile.

5. Click Save.
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Lightning Pages

Lightning allows you to create custom pages to display and arrange key information for

specific groups of users. You can increase adoption and user acceptance by building out

clear and easy-to-use pages. By creating apps, you can minimize the type of information

that is exposed to make the Salesforce organization easier to adopt. The App Builder is a

new drag-and-drop tool to customize the interface without code (see Figure 1-43).
Follow these steps to make changes to the Lightning home page:

1. From the home page, click Edit Page (this feature can be found on
most Lightning pages). See Figure 1-43.

al Developer Conscle

/

Edit Page
tasks

Felicia's lest Account 13

Figure 1-43. Edit Page in the Setup drop-down

38

vww allitebooks.conl



http://www.allitebooks.org

CHAPTER 1 INTRODUCING SALESFORCE LIGHTNING

2. Arrange which components you want accessible for your users to
see. See Figure 1-44.

il Lightning App Builder - Home Page Default

Lightning Components ey Page

Home Page Default
¥ Standard (19)

[ * Developer Name

ess
288 App Launcher

Home_Page_Default

Page Type

[E] Fitter List Home Page

J =

Figure 1-44. Lightning App Builder

3. Inthe left panel, choose from the available Lightning components
and drag and drop to the desired section on the home page. The
right panel will request details specific to the component chosen.

39



CHAPTER 1

INTRODUCING SALESFORCE LIGHTNING

Create a New Lightning App

From Setup, search and select App Manager to open up the Lightning Experience App

Manager. Click New Lightning App to create a new app (see Figure 1-45).

| SETUP

¥ Lightning Experience App Manager

New Lightning App

New Connected App

13 items * Sorted by App Name - Filtered by TabSet Type * /

]

w

APP NA.. 1T DEVEL..

App Launc...
Cloud Cre...
Community
Content

Marketing

Applaunc...
Cloud_Cre...
Community
Content

Marketing

DESCRI... LAST M...

App Launc... 1/22/201...

1/23/201...
Salesforce... 1/22/201..
Salesforce... 1/22/201..

Best-in-cla... 1/22/201...

Figure 1-45. Creating a new Lightning app
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To create a new app, follow these steps:
1. Fillin the required fields (those marked with an asterisk).

The app name is what will appear in the navigation bar.

The developer name is the API name and must be unique across
other apps in your organization.

2. For App Branding, upload an image such as a company logo to
customize the page (see Figure 1-46).

New Lightning App

App Details & Branding

Givs your Lightning app a name and description. Upload an image and chooss the highlight color for its nadigation bar.
App Details App Branding
* App Nams @ Image @ Primary Color Hex Valus @

B~ =ocovo02

&
Upiaad
* Devsloper Name @

App Launcher Preview
Description

0

Figure 1-46. App details

41



CHAPTER 1  INTRODUCING SALESFORCE LIGHTNING

3. Once you fill out the appropriate fields, click Next.

4. Select the navigation style. Choose Standard to display the
navigation bar at the top or Console to open records in a new
workspace tab (see Figure 1-47).

New Lightning App

App Navigation

Standard navigation shows items in a navigation bar at the top of the page.
Console navigation opens each record in a new workspace tab

Navigation Style
® standard navigation
c Console navigation

Service Setup

Access options specific to Service Console in Lightning Experience When
you include Service Setup it will be available via the navigation bar or the gear
icon.

Service Setup

Include Service Setup

Figure 1-47. New Lightning app navigation options
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5. Click Next.

6. Click Add to add the utility bar (see Figure 1-48).

Uniity Bar lterms Aod

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

. § e ©® e

The utility bar 15 a fed footsr that opens components In docked pansls.

© o (@)

Figure 1-48. Steps to enable utility bar for an app

7. Select the items that should be displayed in the new app. The
order of your selected items will display at the top of the page from
left to right (see Figure 1-49).
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New Lightning App

Select Items

Choose the items to include in the app. You can rearrange the order in which items appear
Available [tems Selected [tems
o D Accounts
Al D Calendar
m App Launcher
@ Campaigns
Approval Requests
@ Assats
Cases —
L4 A
m Chattar

[
o
o

o

Figure 1-49. Adding tabs to new app

Note It is best practice to create different apps for different groups of users.
When creating these apps, it’s recommended that you display only the items that
are relevant to those groups of users. It can be overwhelming and frustrating when
there is too much unnecessary information for your users.

For example, a sales app should show only sales-related items.
Leads, accounts, contacts, and opportunities are examples.
For your service agents, they most likely do not need to see
opportunities. Create an app for your service agents to see only
service-related items such as contacts and cases.
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8. Click Next.

9. Select the profiles that should have access to this app (see
Figure 1-50).

New Lightning App

Assign to User Profiles

Choose the user profiles that can access this app

Available Profiles Selected Profiles

Analytics Cloud Integration User

Analytics Cloud Security User

Authenticated Website

Authenticated Website

Cloud Creations Standard User Ml P lae malambad

o o o o (o)

Figure 1-50. Assigning users to an app

10. Click Save and Finish Now. You can find the newly created app in
the App Launcher.

Company Settings

Company settings are comprised of the settings that can be customized, such as fiscal
year, business and holiday hours, language settings, and other important information.

45



CHAPTER 1  INTRODUCING SALESFORCE LIGHTNING

Company Information

Search for and select Company Information in the Quick Find area. The Company
Information section holds important information about the organization, license

availability, and data usage.

Organization Detail

The organization detail displays general information about the company. Edit the
primary contact to establish the point of contact for any technical support requests.
Make changes to the locale, currency, and newsletters settings here (see Figure 1-51).

P <cTup
S8 Company Information

Company Information Heilp for this Page
Cloud C
The organization's profile is below.
Uger Licenses [10+] | B Sel Licenses [104] | Feature Licenses [11] | Usage-based Enditlements (BETA) J0]
Organization Detail Edit
Organization Hame  Cloud C Phone
Primary Contact  Felicia Duarte Fax
Division Default Locale English (United States)
Address Default Language  English
us
Fiscal Year Starts In  January Default Time Zone  (GMT-07:00) Pacific Daylight Time
(AamericalLos_Angeles)
Allow Support to Activate Currency Locale  English (United States) - USD
Mutltiple Currencies
Hewsletter v Used Data Space 396 KB (8%) [Mew]

Figure 1-51. Organization detail

Storage Usage

Each organization has storage limits. Storage is divided into two categories: data and file
storage. To view your storage limits, storage usage, and percentage utilized, navigate to
your company settings.

Click View next to Used Data Space or Used File Space to view your organization’s

current storage use.
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The storage usage is broken down and shows the percentage of utilization across
the two. Information is also broken down by object, as shown in Figure 1-52. Use this
breakdown to identify which records occupy the most space.

Storage Usage Halp fo1 this Page @

Your organization's storage usage is listed below.

Storage Type Limit Used Percent Used
Data Storage S0mB 396 KB 8%
File Storage 200 mB 22mB N

Current Data Storage Usage

Record Typa Record Count Storage Parcant
Opportunities 40 80 KB 20%
Cortacts 2 S4 KB 14%
Cases % S2KB 13%
Leads 24 48 KB 12%
Accounts 2 42 KB MnN%
Campaigns 5 40 KB 10%
Solutions 10 20KB 5%

Figure 1-52. Storage Usage breakdown

User Licenses

This section displays the total number of licenses available, the total used, and the
remaining number of licenses available for each license type. This includes the standard
Salesforce license, which is the most commonly purchased and assigned (see Figure 1-53).

User Licenses User Licenses Help 7
Name Status Total Licenses Used Licenses R ining Licenses  Expiration Date
Salesforce Active 2 1 1
Salesforce Platform Active 3 0 3
Customer Community Login Active 5 0 5
XOrg Proxy User Active 2 0 2
Work.com Only Active 3 0 3
Customer Portal Manager Custom Active 5 0 5
Identity Active 10 0 10
Customer Community Plus Active 5 0 5
Silver Partner Active 2 0 2
Gold Partner Active 3 0 3

Show 10 more » | Go to list (23) »
Figure 1-53. User licenses
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Permission Set Licenses

Permission set licenses entitle users to access features and various tools that are not
included in their user license. This can include a Service Cloud console user, a CRM user,
Analytics Cloud accessibility, and more.

Feature Set Licenses

Feature set licenses include additional features on top of the standard user license.
These can include Data.com, knowledge users, marketing users, and more.

Usage-Based Entitlements (BETA) Licenses

This feature is available for a limited amount of time for an organization. These tools can
vary but are typically made available temporarily.

Fiscal Year

Set the fiscal year in Salesforce with your existing quarterly and annual account periods in
Salesforce. This information is important to have for reporting and forecasting purposes.
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Modify Fiscal Year: Standard

To modify the standard fiscal year, navigate to the Fiscal Year section in Setup and follow

these steps (see Figure 1-54):

1. Ifthe Gregorian calendar year is followed by your company,
choose Standard Custom Year. (Select Custom if the standard
fiscal year is not followed.)

2. Select Fiscal Year Start Month.

3. Setwhether the entered month is based on the ending or start of
the month.

4. Click Save.

5. Choose Standard or Custom Fiscal Year.

'Ol SETUP
¥ Fiscal Year

To specify the fiscal year type for your organization, choose one of the options below:

Fiscal Year Information

Your organization can change the fiscal year start month, and specify whether the fiscal year name is setto the starting
or ending year. For example, if your fiscal year starts in April 2017 and ends in March 2018, your Fiscal Year setting can
be either 2017 or 2018.

If your forecast period is et to quarterly, changing your fiscal year start month will delete existing
&8 forecast adjustments and quotas

Change Fiscal Year Period Save | | cancel

© Custom Fiscal Year | i

Name  Cloud C
Fiscal Year Start =
Moaith Il January |

Fiscal Year is @ The ending month
BasedOn  ~ Thg starting month

Figure 1-54. Making changes to your organization’s fiscal year
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Business Hours

Business hours define how the customer support team interacts with Salesforce. Specify
the hours the support team is available to resolve cases. Salesforce will adjust the hours
to sync with escalation rules, milestones, cases, and entitlement processes. Use the
following steps to get started:

1. Select Business Hours in the Quick Find area.

2. Click New Business Hours to navigate to the edit page
(see Figure 1-55).

‘ " SETUP
- Business Hours

Step 1. Business Hours Name

Business Hours Hame ||Default :23 rt:z:t:::z;:ﬁ: v

Active r‘}‘

Step 2. Time Zone

Time Zone II (GMT-07:00) Pacific Daylight Time (America/Los_Angeles) E’
Step 3. Business Hours
Suney [1200AM  10]12:00 AM [ 24 hours
Monday |12:00 AM to [12:00 AM [¥ 24 hours
Tuesday ]-| 2:00 AM to |12'OD AM [v 24 hours
Wednesday  [12.00 AM to [12:00 AM [¥ 24 hours
Thursday 11 2:00 AM to I]g_[]g AM [V 24 hours
Friday [l200AM  to[12:00AM [V 24 hours
Saturdey  [200AM | 10 [12:00 AM [ 24 hours

Figure 1-55. Making changes to your organization’s business hours
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3. Give it a specific name.

4. Select the time zone.

5. Specify the business hours.

6. Click Active to activate these hours.

7. Click Save to use these business hours as the default.

Summary

This chapter served as an introduction to the new intelligence and sophistication
of Salesforce Lightning. In this chapter, we covered how to migrate from Classic to
Lightning and prepared your organization for success with getting set up. The next
chapter will discuss how to get the most out of Sales Cloud in Lightning.
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Sales Cloud Lightning

The Sales Cloud gives sales and marketing professionals the ability to increase sales
productivity and revenue at lightning speeds. You can see the complete customer
journey from a prospective lead to an active customer by recording leads, accounts,
contacts, opportunities, and campaigns. In Sales Cloud Lightning, leads are captured,
nurtured, and seamlessly converted into active accounts or prospects. Sales leaders can
then manage their sales pipeline with opportunity tracking to effectively close more
deals (Figure 2-1).

EEE Sales Home  Opportunities Leads “~  Tasks ~  Files Noles »  Accounts Contacts Mare w

OPPORTUNITIES

All Opportunities

35 items » Sorted by Amount - Updated a few seconds ago p-m-||C|6 Y

Prospecting (5] Qualification (2} Needs Analysis (1)

$305,000 $15, 5675,000 $110,000
Aethna Home Pr... W Dickenson Mobil...  w Urited Oil Plant Sta... w 101 b Express Logistics SLA - w Americe
Acthna Home Product: $15,000.00 5675,000.00 S faeraniT $120,000.00 Americz
3/31/2017 Dickenson plc United Oil & Gas Corp. Express Logistics and Tr... 3/31/2

12/2/2016 12/14/2016 Edge Emergency .. ¥ 10/15/2016
Aethna Home Pr... w $35 000.00 United
Aethna Home Produc... Felicia's Test Acco.. v Edge Communications $270.(C
1/25/2017 Felicia's Test Account 1/25/2017 United +
10/31/2017 = 1f4l20

= ' i | =

Figure 2-1. New kanban feature on the Opportunities object in Sales Cloud

53
© Felicia Duarte, Rachelle Hoffman 2018

E Duarte, R. Hoffman, Learn Salesforce Lightning, https://doi.org/10.1007/978-1-4842-2994-1_2

vww allitebooks.conl



http://www.allitebooks.org

CHAPTER 2  SALES CLOUD LIGHTNING

Lead Management

Across different business models, a lead in Salesforce can be an individual, organization,
or entity. The Lead object can act as a holding bucket of all prospects stored in Salesforce.
Leads come from a variety of sources. So, it’s a good idea to use the lead area to track
important information about your leads, including contact information and notes.

Your leads may come from various entry points and may be a result of your
marketing efforts. Use the Lead object to manage and nurture your leads as they are
being worked through the qualification process. This can include leads that come from
your web site via a Web to Lead, purchased lists, referrals, networking events, and others.
Use this information to tell which channels your best leads come from.

For example, create a lead record for the prospect you met at your latest marketing
event. Include important contact information about your lead, add notes, and create
follow-up tasks to prevent leads from slipping through the cracks. Generate a report
to see where most of your qualified leads come from. Use this information to put your
marketing dollars in the most effective places.

Lead Conversion

Once you qualify your lead as a firm prospect, you can convert your lead into an account,
contact, and opportunity. When you convert a lead in Salesforce, standard lead fields
populate the new account, contact, and opportunity records.

Business leads create a business account, business contact, and opportunity.
Individual customers, when converted, create a persons account and opportunity.

Note Not all business models use leads. However, lead tracking in Salesforce is
a useful method for separating untouched leads from more promising prospects in
the database. Identify your business process to determine the point of conversion.

Understand the Lead Page

In the Lightning Experience, the lead record contains important information about the
lead including contact details, activity tracking, campaign history, chatter, and news.
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Sales leaders can work through their most qualified leads faster with the help of Lead
Workspace toolbar. This toolbar makes it easy for reps to take their leads through the
lead conversion process.

Figure 2-2 shows a lead record in the Lightning Experience. This page layout
consolidates key information with a highlights panel, an activity section, and the Lead
Workspace toolbar.

. h Sal *'?QQB

EEE Sales Home Opportunities Leads Tasks Files Notes Accounts W Contacts More w
LEAD
@ Mr. Ayden James + Follow Comven Fdit =~ NewCase w
Title Company Phone{Z} w Ermnail
Cloud Creations (555) 827-6877 ajames@cloudcreations.com

Waorking - Contacted Closed - Not Convert... Converted ~ Mark Status as Complete

ACTIVITY CHATTER DETAILS NEWS
We found no potential duplicates of this
Lead Owner Phone lead.
§p reticia buarte (555) 8276877 .
Mo duplicate rules are activated. Activate duplicate
Neme Mobile rules to identify patential duplicate records.

Mr. Ayden James

Figure 2-2. A lead record page in the Lightning Experience

The highlights panel, shown in Figure 2-3, displays key information at the top of the
page. By default, this includes lead salutation, first name, last name, title, company, all
phone fields, and email. This feature makes it easier for your users to work through leads

quickly.
LEAD
ﬂ Mr. Ayden James + Follow
Title Company Phone(2} w Email

Cloud Creations (555) 827-6877 ajames@cloudcreations.com

Open - Not Contacted Working - Contacted Closed - Not Converted Converted

Figure 2-3. Highlights panel on a lead record
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The interactive toolbar shown in Figure 2-4 is called the Lead Workspace. This area
helps users follow a series of configurable steps in the conversion process, referred to as
sales path. Encourage users to update the lead status as they work to qualify leads.

Mark Status as Complete

Figure 2-4. Lead Workspace toolbar

Use the Activity tab, as shown in Figure 2-5, to log a call, create a new task or event,
and send email. Create tasks to prevent your leads from slipping through the cracks. Any
tasks that need to be completed will populate in the Next Steps area. Activities that have
been completed are logged in the Past Activity section.

L0 Mr. Ayden James

ACTIVITY CHATTER DETAILS NEWS
Log a Call New Task New Event Email
Recap your call... “
Filter Timeline w Expand All ¢
Next Steps
z E Follow Up on sample Tomorrow | ¥

| You have an upcoming Task

Past Activity

> iﬂ Laft Maicamail - follow tin

Trrmorrow b4

Figure 2-5. Activity section on a lead record

Use the chatter feature on a lead record, shown in Figure 2-6, as a collaboration tool.
Use this as your communication vehicle within Salesforce to collaborate with each other.
Post updates, ask questions, and create polls.
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5. Mr. Ayden James

ACTIVITY CHATTER DETAILS NEWS

=

Post Poll Question

Latest Posts w Q, Search this feed c

B8h ago

8 Left Voicemail - follow up - Felicia Duarte created a task.

Left Voicemail - follow up

Figure 2-6. Chatter tab on a lead record

The Details tab shown in Figure 2-7 displays information related to the lead. This
includes any standard and custom fields made visible to the user.

vww .allitebooks.cond
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L0 Mr. Ayden James

ACTIVITY CHATTER DETAILS

Lead Owner
B Felicia Duarte

Name

Mr. Ayden James

Company

Cloud Creations

Title

Vice President

Lead Source

Partner Referral

Industry

Rintarhnnlam:

Figure 2-7. Details tab on a lead record

/

NEWS
Phone
(555) 827-6877

Mobile

Fax

55518234711

Ernail

ajames@cloudcreations.com

Website

Lead Status

Mnan . MNat CAantacrtad

Use the News tab shown in Figure 2-8 to find news articles related to your lead. You

can also sync your organization with Twitter to see up-to-date Twitter feeds and related

connections.
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ﬂ Mr. Ayden James

Open - Not Contacted Working - Contacted Closed - Not Converted

ACTIVITY CHATTER DETAILS NEWS

v Twitter

Learn More Using Twitter

Sign in 1o link a Twitter profile, find people in common, and quickly access W Sign in with Twitter
recent tweets.

News =

No news items are available at this time.

Figure 2-8. News section on a lead record

To the far right of the page on a default lead layout, shown in Figure 2-9, you can
identify potential duplicate records. If there are any duplicates found, that information
will populate this section.

a Mr. Ayden James + Follow Convert  Edit  NewCase w
CTIVITY CHATTER DETAILS NEWS \"
We found no potential duplicates of

v Twitter this lead.

No duplicate rules are activated. Ac tivate duplicate
Laarn More Using Twitter rules to identify potential duplicate recorcs
Sign in w link 3 Twitter profile, find people in common, and guickly access W Sign in with Twitter
ecen! tweets.

Figure 2-9. Duplicates area on a lead record
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Note The highlights panel can be rearranged to display the most important lead

details at the top of the page. This makes it easy for end users to leverage key
information.

Create a Lead
Follow these steps to learn how to create a new lead record from a list view:

1. Click the Y button next to the Leads tab and click New Lead.

Alternatively, you can click New from a Lead List view to create a new
lead (Figure 2-10).

. i 1 *~ 3 ? a ,ﬁ

s

tes Sales Home Opportunities Leads Tasks Files MNotes Accounts W Contacts More w
' LEADS 3 ——
E_“{: Recently Viewed v ’-_.-____—__- New Impart Add to Campaign v
2 items - Updated 2 few seconds ago - B~ C| 7/
NAME TITLE COMPANY PHONE MOEILE EMAIL LEAD STAT... OWNER A..
1 Ayden Ja... Cloud Cre... (555) 827... ajames@c... Open - No... FDuar b
Bertha Bo... Director o... Farmers C... (850]) 644... beriha@fc... Working - ... FDuar hd

Figure 2-10. New button on a lead from a Lead list view

2. Type the first name of the lead on the edit page, as shown in
Figure 2-11.
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Create Lead

Lead Information

Lead Cwner Phone

Felicia Duarte |

*Mame Mebile |
Salutation

-Mone-- -

Frst Name

" Company Faux

Title Email ﬂ

Cancel Save & Naw

Figure 2-11. Edit page of a lead record. Fill in the appropriate lead details here.

3. Type the last name of the lead, which is required to save any lead
record. Type the company name; this is the name of the business
the lead is associated with.

Note When converted, the first and last names will generate the contact’s first
and last names. The company name is used to create an account record and maps
to the Account Name field.

Last Name and Company Name are required lead fields. If data is not filled in these
fields, the record will not be saved. It’s ideal to fill out more data on a lead record.
You should consider adding any additional important information about your lead.

4. Click Save to save the record. Click Save and New to save the
current record and be directed to create a new lead.

5. When alead is created successfully, a success message will display
at the top of the page, as shown in Figure 2-12.
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Figure 2-12. New lead record success message

If the record was not properly saved, an error message will be displayed, as shown in
Figure 2-13. An error message is displayed at the top of the page.

Create Lead

Thesa required fields must be completed: Last Name

Lead Information i

Lead Owner Phons

Felicia Duarte

* Name Mobile

Salutation

--Nene-- -

First Name

Michael

* Last Name

[ )

Complste this field

Figure 2-13. Error message received after trying to save a record without filling in
all required fields marked in red

Note Required fields are marked with a red asterisk, as shown in Figure 2-11.
These fields must be populated with information in order for the record to be
saved. If the field does not have an asterisk, it is not required and can be left blank,
assuming there are no other validation rules in place.
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How to Convert a Lead

Follow these steps to learn how to convert a lead in Salesforce:
1. Open an existing lead record.

2. From the lead record page, click the Convert button shown in

Figure 2-14.
EEE Sales Home  Opportunities ~  Leads ~  Tasks ~  Files Notes v  More w
_
LEAD
Mr. Ayd en Ja mes + Follow Convert Edit MNew Case v
Title Company Phone(2) w Email
Vice President Cloud Creations (555) 827-6877 ajames@cloudcreations.com

Open - Not Contacted

Working - Contacted Closed - Not Convert... Converted

Figure 2-14. The Convert button on a lead record

3. Fillin the appropriate details located on the Convert Lead edit
page, as shown in Figure 2-15.

Convert Lead

* Converted Status Closed - Converted

* Record Owner
~| Felicia Duarte
* Account Name

rch A un

Opportunity Name

Figure 2-15. Convert page includes converted status, record owner, account name,
and opportunity name
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4. Enter the converted status. Closed - Converted is the default
conversion status.

Note The lead status field captures a value that corresponds to a converted or
unconverted status. Select the appropriate lead status. By default, Converted is the
default status.

64

5. Assign the record owner. This can be assigned to any Salesforce
user.

6. Type inthe account name. You can search for an existing account
or create a new one. If the account does not exist, click New
Account to create a new account record directly. If the lead is an
individual, leave the Account Name field blank.

7. To create an opportunity record while converting, type the name
of the opportunity. Leave this field blank if an opportunity does
not exist.

8. Click Convert and view the conversion confirmation page, as

shown in Figure 2-16.
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Lead Converted

CONTACT

Ayden James

ACCOUNT

it Cloud Creations HQ

OPPORTUNITY

500 helmets

Go to Leads

Figure 2-16. Conversion confirmation page

Accounts and Contacts

An account in Salesforce can be an organization, company, or institution, while a contact
can be an individual associated with a business.

For example, you may have an upcoming meeting with Michael Scott at Dunder
Mifflin Paper Co. in regard to a potential opportunity about your product or services.
Track information about Michael Scott and Dunder Mifflin Paper Co. in Salesforce.
Create a new account and call it Dunder Mifflin Paper Co. Next, create a contact record
for Michael Scott to relate the two.

Tip It’s best practice to search for something before creating a new record to
avoid duplication.
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Accounts

You can sort your accounts by type, status, or any other standard or custom field in
Salesforce. Keep track of accounts that are active versus inactive, within a particular
industry or territory, and much more.

From the Account list, you can identify key contacts, opportunities, cases, and
related notes and attachments for an at-a-glance view.

Note You can create roll-up summary fields at the account level to summarize
specific metrics. For example, create a roll-up field to aggregate the total amount
for all Closed Won opportunities. See the section “Field Types” in Chapter 1 for
more information on roll-up fields.

Accounts and contacts have a master-detail relationship. This is a parent-
child relationship in which the master object (Account) controls the detail object
(Contact). See the section “Field Types” in Chapter 1 to learn more about master-detail
relationships.

Create a New Account

Accounts can be created or imported directly into Salesforce, without having to be
converted. Create an account record to track information at the account level, such as
employee count, account number, web site, etc.

1. From the toolbar, click v next to the Account tab.
2. Click New Account.

3. Fillin all required fields marked with an asterisk, including the
account name (Figure 2-17).
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Account Owner

Felicia Duarte

" Account Name

Parent Account

Account Number
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Create Account

I

Fax

Website
Ticker Symbal

Ownership —None--

Cancel Save & New

Figure 2-17. Account record in edit mode

4. Click Save to save an account record. A success message will
appear when properly saved, shown in Figure 2-18.

ACCOUNT

Dunder Mifflin

° Account "Dunder Mifflin" was (

Figure 2-18. Account success message

Contacts

Use the contact record to capture individual information, including email addresses,
phone numbers, birth dates, and more. Use this information to boost client
relationships. Create encrypted fields to store secure information at the contact level, for
example, Social Security numbers and credit card information.

As mentioned earlier, accounts and contacts have a master-detail relationship.

To create a relationship between the two, make sure to enter the account name when

creating a contact.

Tip Create the contact from the account record to quickly relate the two.
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Follow these steps to create a contact from an existing account:

1. From the account record, click the New Contact button shown in
Figure 2-19.

» g e— |  x-@2G2§

::5 Sales Home Opportunities % Leads Tasks Files MNaotes W Accounts W Contacts More w
ACCOUNT
] Dunder Mifflin + Follow Eit | Newconact  |NewcCase  w
Type Phong Website Account Owner Account Site Industry
3 Felicia Duarte £

Figure 2-19. New Contact button on an account record

2. Type the first name on the edit page, as shown in Figure 2-20.

New Contact

" Name
Salutation

--None-- i

First Name

" Last Name

Email

Cancel Save

Figure 2-20. Edit page for a new contact
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3. Type the last name (this is required to save any contact record).

4. The account name is prefilled with the name of the account
record you started in. Fill in any additional information about the
contact.

5. Click Save to save the record and relate Michael Scott with Dunder
Mifflin. Once properly saved, a success message will appear, as
shown in Figure 2-21.

Figure 2-21. New contact success message

Now, in the account record you can see the new contact record, as shown in
Figure 2-22.

[3 Dunder Mifflin

E Contacts (1) New
E Michael Scott v
Title: Regional Manager
Email: michaelscott@dundermifflin.com
Phone:
View All

Figure 2-22. An account with its related contacts. Click New to relate more
contacts.

List Views

List views make it easier to sort Salesforce data within each object. Leverage list views
to call on specific groupings of records. For example, create a list view to only see active
accounts, hot leads, and opportunities in the negotiation stage, and so on. Records are
automatically displayed in any list view when the criteria are met. Take action on these
lists with Salesforce’s importing and mass updating capabilities.
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The new user interface (UI( in Lightning makes it easier to visualize data. Add charts
to your views and use the new drag-and-drop feature to move records across different

stages.

Create a List View

Follow these steps to create a new list view:

1. To create a list view, select the tab of the object desired. For
example, select the Accounts tab to create an Account List view.

2. Select the list view controller boxed in red, shown in Figure 2-23,
and click New.

& rc fmor x-@?2Ga §

::E Sales Hame Opportunities Leads Tasks Files Notes Accounts W Contacts v More w
ACCOUNTS T
Recently Viewed \ o B
9 itemns + Updated a few seconds ago ol Lo S|
ACCOUNT NAME ACCOUNT SITE PHONE ACCOUNT OWNER ALIAS
1 Dunder Mifflin FDuar -
Dunder Mifflin FDuar -

Figure 2-23. List view controller

3. Give your list view a name. In this example, you're creating a list
view for your gold accounts (Figure 2-24).
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New List View

* List Name

SALES CLOUD LIGHTNING

Gold Accounts

Who sees this list view?
o Only I can see this list view

All users can see this list view @

Cancel

Figure 2-24. New list view edit page

4. Select the appropriate level of access. If this is a list view that

should be visible only to you, select “Only I can see this list view.”

U

5. Click Save and view the new list in Figure 2-25.

EEE 53|\':5 Home Cpportunities Leads v Tasks W Files MNotes W Accounts W Contacts Campaigns More w
ACCOUNTS . ety
Gold Accounts v ' e

20 iterns « Sorted by Account Name « Updated a few seconds ago - | & ¢ s o
ACCOUN.. T ACCOUN.. BILLING ... PHONE TYPE ACCOUN...

o Filters -

1 fethna H... VA {434) 36.., FDuar i

2 Aethina H... FDuar o Show me

1 My accounts

3 American... PA (610) 26.., FDuar -

4 Burlingto... NC (336) 22... Customer..  FDuar - Add Fitker Remove All

5 Cloud Cr... (555) 82... FDwuar -

1 Cloud Cr... FDuar -

v Dickenso... K5 (7&s5) 24.., Customer.. FDuar b

=l
Figure 2-25. List view after selecting Save
6. Apply filters to your list views to segment Salesforce data, as
shown in Figure 2-26.
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Filters

Show me
My accounts

Add Filter

Figure 2-26. The filter area in a list view

7. Apply afilter to your Salesforce data using the filter section in

Figure 2-27. Click Add Filter.

Field

Rating v
Operator

equals -
Value

1 option selected v

Done

New Import

Remove All

Show me

My leads

Matching all of these filters

MNew Filter®

Add Filter

Add Filter Logic

Figure 2-27. Use this section to create filter logic

8. Set the Field, Operator, and Value options of the filter, as shown
in Figure 2-14. (See the Reports area for more information on

operators.)
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Example To create a list of only hot leads that | own, | created a filter. The values
to this filter include “show only lead records where | am the owner” and Equal to

Hot for the Rating field.

9. Click Done and Save.

Take Action on List Views

Records can be edited inline in a list view by clicking the pencil icon or double-clicking

in the field. To save records that have been modified in a list view, click Save at the

bottom of the page (Figure 2-28).

x-@2Ba @ |

:EE Sales Home Chatter Opportunities »  Leads ~  Tasks ~  Files Accounts »  Contacts »  Campaigns v  More w

Il LEADS

> Felicia's View New Irmpornt Add to Campalgn -

23 s « Sorted by Croated Dats - Last updated a faw 5econds ago kv Ev|C| 2 n T
MAME EMAIL com STAT LEA un CRE ow = |
Feli Clo. op 43 FOu v = Leads By Laad Source -

2 Bet bbl. Am PA Wor. o 211 FDOu -

B san Hig... Ca Wor.. o 2. FDu -

Eug aluc Paci i Clo. o 271 FDu v
Bill bill_ Zan, OH Clo. o 2/1... FDu v

3 Jac jres. Burl.. NC Clo. v 2/1... FDu -
Ca car Ace. AL Clo. o 241... FDu v
Dax dai Blu Wor. o 21 FDu v N

=] Krist beanke At VA Wor o 2/1. FDu o

Q And a_y Dic... KS Clo. o 2/1... FDu - @
Pat pat. Pyr Clo. v 2/1... FOu o Wab 7

.....

Gan

faiv]

.....

Figure 2-28. Charts within lists

Experience the enhanced update to list views in the Lightning Experience. Salesforce

introduces a new Ul to list views with its report charts and kanban functionality. Report

charts can be displayed as bar graphs and donut charts.
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Kanban Feature

SALES CLOUD LIGHTNING

Make lightning-fast changes in Salesforce with the new kanban feature. Instantly update

the status of multiple records within a list view by utilizing the new drag-and-drop

feature shown in Figure 2-29. In the kanban view, each record is displayed as a widget

that can be dragged and dropped across the lead status pipeline. This enhanced feature

makes it easier to visualize and organize your data.

- v ' ! ' ' -
& - @200
EEE Sales Home Chatter Opportunities »  Leads v  Tasks v  Files Accounts v  Contacts v Campaigns v  More w
LEADS
=t - N y Ade DalEn
Felicia's View w N Import dd o Campalgn  w
20 oerms - Sorted by Full Mama - Last updated 2 few seconds ago erjimric|e
Open - Not Contacted [4) Working - Contacted Closed - Not Converted (4} o
Dpen - N cntacted (4] rking ntacted Closed - Not Converted (4 Filters —-
Felicia Dunrte hd Bertha Boxar Eill Dadio Jr v
Cloud Creations bertha@feofnet bill_dadio@zanith.com Show me
Farmers Coop. of Florida Zenith Industrial Partners All leads
Jeff Glimpse hd R OH
Add Fitter Remove All
[efg@fackson.com
Betty Bair Carclyn Crenshaw hd
Jackson Controls
bblafr@abankingco.com canlynci acals com
M Braund - Amarican Banking Comp. Ace Iron and Steel Inc.
P AL
ab@matre.com
Metropolitan Health Sendces Branda Meclure Eugena Luce —
MO
brendag@cardinal.net eluce @ pacificretall.com
inal Inc. ific Retall
Phylis Cotton G Cadinal Inc. Pacific Retall Group
L A
pecttond® abbottine nat =
Abbolk e mnce David Monaco Pamala Crwanby -
WA

dawid@ blues com

=l

pam_cwenby @ hendricksontrad

Figure 2-29. List view in the kanban view

1. To change the default list view from a grid list to kanban, click the

;ﬁ .
button.

2. Click Kanban.

3. Drag and drop records to the appropriate column to instantly
update the status.
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Mass Change Status

To change the status for a group of records at once, create a list view for that set of data.

1. Select the records that should be updated either individually or for
all, as shown in Figure 2-18.

2. From the list view, click

3. Next, click Change Status. It's important to know that only the
first three actions are displayed. Any additional status values are
grouped under the arrow.

4. From the Change Status pop-up, select the updated status shown
in Figure 2-30. From here, you can change the status for a group of
records with one click.

Change Status

2 Leads selected

* Change Status

Cpen - Not Contacted v

Cancel Save

A

Figure 2-30. Steps to change the status for a mass group of records

5. Click Save and view updated changes to selected records.

Create an Email Template

Standardize company emails in one central place with ease. Use merge fields to populate
templates with custom values from a given record. Simply create and store on-the-spot
email templates directly from an account, contact, or opportunity.
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1. From a contact record, select Email, as shown in Figure 2-31.

ACTIVITY CHATTER
New Task New Event Loga Call Emall
* From Felicia Duarte <fduvarte@clovdcreationscoms e
Te D MichaelScott < Ce
Bce fovate@clovocreatlons.com
Subject

Fert - Sim - B I U A

= = E E E @

Powered by Salesforce
hitp A salesforce. coms

«| | 1|

Relateo To

W et s osc [T

Figure 2-31. How to create and save an email template

2. Type the email of the recipient(s).
3. Type the subject of the email.

4. Compose the email in the body of the text.
5. Select ( I )to include merge fields.

6. Click ™% to save it as a new template.
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Send an Email

From the Activity section in Salesforce, you select the Email tab to send an email. Enter

the email of the recipient and subject, as shown in Figure 2-31.

1.

2.

3.

Click the Activity tab from any record.
Type the subject for the email.
Type the body text for the email.

To relate the email to another record in Salesforce, search and
enter the record in the Related To section.

Click Send.

Note To access stored templates, click B, and select Insert Template. Choose
from the list of available templates.

Opportunities

Opportunities allow you to hold key information about any potential deal, order, or

anything that may generate revenue (Figure 2-32). Deal tracking is an integral part to

any business. Maximize and accelerate sales efforts effectively by keeping track of all

open deals.

Use this powerful tool to prevent deals from slipping through the cracks.
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3% Sales Herne

DPPORTUNITIES

Oppontunities v

Leoas v

SALES CLOUD LIGHTNING

Tasks W Fligs

Metes v

Accounts v

Contacts v

Campaigns v

*-@202§

Dasnboards W

REports W

More v

All Opportunities v

37 e - Sortad by Amount - Updated a faw seconds age

BethraHomePr w
Barthr
3/31/2017

1/10/2019

Figure 2-32.

Create a New Opportunity

Dickenson Mobille &
515,000.00
Dickensen plc

12f2/2008

Falicla's Test Account

103112017

United Oil Plarit Sta

5675,000.00

United O & Gas Corp

1211472016

Opportunity list view

112512017

Ecige Emergency

535.000.00

Erlge Communications

1/25/2017

Genefoint Lab G

560,000.00
Genefoint
1fizrzoT

$120,000

Express Logistics SL&
5120,000.00
Express Logistics and Tr

10/15/2016

American Bankin . ¥
Armarican Banking Co

3f31/2007

United O Refine. w
S5270,000.00
United Ol & Gas Corp.

1f4f2017

Universityof AZL. w
5100,000,00

University of Arizona

Inited O Installsti
5270,000.00
United Ol & Gas Corp

11/16/3016

United O OMce Po.
5125,000.00
United Ol & Gas Carp
1172002016

Track key information to help close open deals. Track samples that were sent, latest

touch points, and next steps. Utilize or customize the Stage field to track where the deal

is in the sales pipeline. Use the close date to forecast the expected close date of this deal.

1. Click the Opportunities menu.

2. Click New Opportunity and fill in the required fields found in
Figure 2-33.
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Create Opportunity

Opportunity Information
Opportunity Owner Amount
Felicia Duarte ]
Private * Close Date
= =
" Opportunity Name Next Step
Account Name * Stage

~None-- -

-

Cancel Save & New

Figure 2-33. Edit page on an opportunity

3. Type the opportunity name.

4. Type the expected close date and fill in any additional details
about the opportunity. It's recommended to fill in more details
about the opportunity.

5. Select the stage of the opportunity record.
6. Click Save to save an opportunity record.

7. Salesforce relates the account and opportunity records once
saved.

Tip Not sure what to name the opportunity? Try to keep uniformity in your
opportunity nomenclature and be specific. For example, Quantity + Product or
Service of Interest.
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Opportunity Stage History

Use the Stage History area to keep track of changes to the stage. Any changes made to the
stage, amount, probability, expected revenue, or close date are populated here. Select
View all to see a list view of all the changes, as shown in Figure 2-34.

Stage History (2)

-
Stage: Negotiation/Review
Amount: $125,000.00
Probability (... 90%
ExpectedRe... $112,500.00
Close Date 12/28{2011
Last Modifie...  Felicia Duarte
Last Modified: 1/22/2017 10:07 PM
Stage: Negotiation/Review
Amount: $125,000.00
Probahility (... 90%
ExpectedRe... $112,500.00
Close Date: 11/20/2016
Last Modifle...  Felicia Duarte
Last Modified: 1/22/2017 10:07 PM
View All

Figure 2-34. Stage History list on an opportunity record

Products

Products represent the product or service offered by your company. Store important
product information in this object for sales reps to leverage during the sales process. The
product description and pricing are powerful information for sales reps to leverage when
out on the field or on a call.

Use products to associate with opportunities or quotes. Seamlessly update the
opportunity amount to forecast potential incoming revenue. Use this information to
report on best sellers, and so on.
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Create a Product

Follow these steps to create products in Salesforce:

1. Click the Products tab (shown in Figure 2-35).

e x-@20a §
EEE Sales Home  Opportunities % Leads “  Tasks %  MNotes v  Accounts v Contacts Products W dampalgns v Groups v Calandar  pore w
PRODUCTS = i
D Recently Viewed « / 2
0 hams - Upcatad  faw saconds ago * M- c s
PRODUCT NAME ODE PRODUCT DESCRIPTION DUCT I
Figure 2-35. Products tab
2. Click New (Figure 2-36).
e . w- - vy
Products wv Campaigns Vv Groups WV Calendar More w
J—— New

IN PRODUCT FAMILY

Figure 2-36. New button on the products list view

3. Enter the product details. Type a descriptive name for the product
and provide a description (Figure 2-37).
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Create Product

Product Information

"Product Name Active

Product Code Product Family alonge

Product Description

Cancel Sewve & New Save

Figure 2-37. The Create Product edit page includes Product Name, Product Code,
Description, Product Family, and Active status

4. Click the Active check box to activate the product in Salesforce.
5. Click Save.

6. From the Related tab on the Product record, click Add Standard

Price (shown in Figure 2-38).

PRODUCT
m 1 year premium subscription NewContact ~ MawOpportunity  NewCose  w

Preduct Code Broduct Family

RELATED DETAILS

) Price Books (0) — Add Standard Pric

Figure 2-38. Add Standard Price button

7. Enter the list price of the product, as shown in Figure 2-39, and
associate it with the standard price book if no other price books
are being used.

82



CHAPTER 2  SALES CLOUD LIGHTNING

Create Price Book Entry

" Product Active
v
D 1 year premium subscription
" Price Book Product Code

| E Standard Price Book

* List Prica

| 275.00

Use Standard Price

F

Cancel Sewve & New m

Figure 2-39. Price book entry page

8. Click Save. Salesforce creates the new pricebook entry record.

Note How are products related with pricebooks? Products must be added to
a pricebook in order to be available to an opportunity. Pricebooks can be used
to record multiple pricing on a single product. Define prices for wholesalers,
distributors, and other customers with Pricebooks.

Opportunity Products

Follow these steps to create opportunity products in Salesforce:

1. From an opportunity record, click the arrow in the Products list

shown in Figure 2-40.
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Closed v Mark Stage as Complete

Products {(0) v

D Notes & Attachments (0) v

Figure 2-40. Products list on an opportunity record

2. Click Add Products.

3. Select the + button next to each product that should be attached.
See Figure 2-41.

Add Products

Price Book: Standard

] cenwatt Dieset 1000w % | [] Genwatt Dieset 10w % 2] Genwatt Diesel 2004w

3 temns selected
PRODUCT NAME PRODUCT COCE LIST PRICE PRODUCT DESCRIPTION PRODUCT FAMILY
GenWWatt Diesel 1000KW GC1060 5100,000.00
GenWatt Diesel 10kW GC1020 55,000.00
GenkWatt Diesel 200kW GC1040 525,000.00

Figure 2-41. Product selection page
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4. Click Next.

5. Select the quantity for this particular opportunity and for each
product, as shown in Figure 2-42.

Edit Selected Products

PRODUCT QUANTITY SALES PRIC DATE LINE DESCRIPT]
1 Genwatt Diesel 1000kW 200 106000

senWatt Diesel 10kW 1.00 5000

GenWatt Diesel 200k 3.00

;o

Figure 2-42. Opportunity product selection

6. Update the sales price for each product.
7. Enter a date or line description if desired.
8. Click Save.

9. View new opportunity product records successfully attached to
this opportunity, as shown in Figure 2-43.
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ads v Tasks v  Files Notes v  Accounts v Contacts WV Campaigns Dashboards v  Reports v  More w

° Your changes are saved.

mount Opportunity Cwner
280,000.00 [b Felicia Duarte £
Id. Decision... Perception ... Proposal/P... MNegotiation... Closed v Mark Stage as Complete
Products (3} -
ail GenWatt DHesel 1000kW v
———
Quantity: 2.00
Sales Price: 5100,000.00
Add Date:
GenWatt Diesel 200kW o
Quantity 3.00
Expand All o Sales Price: $25,000.00
Date:
More Steps GenWatt Diesel 10kW v
Quantity: 100
- Sales Price $5,000.00
Octh 'w

Figure 2-43. Opportunity home page with new products attached

Opportunity Record Page

The product panel to the right in Figure 2-43 displays the products associated to the

opportunity. Click ¥ nextto any product record to edit or delete from the opportunity.
The Stage workspace at the top of the page in Figure 2-43 is an interactive tool, which
can be used to help sales agents move along their sales process.

Activity Timeline

Prioritize your day-to-day tasks by setting reminders and assigning tasks in Salesforce.
Use activities to create a task, create an event, or log a call. In the Lightning Experience,
the Activity timeline replaces the classic Activity History and Open Activities lists, as
shown in Figure 2-44.
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LEAD
Michael Frank

Titla Company Pheonel2) w Email

President D&B Windows (555) 121-2626 michael frank@dbwindows.com

Open - Not Contacted Working - Contacted Closed - Mot Converted Con
ACTIVITY CHATTER DETAILS NEWS
Log a Call MNew Task New Event Ernail
Recap your call
Filter Timeline w Expand All o

Next Steps

Mo next steps. To get things moving, add a task or set up a mesting

Figure 2-44. Activity section within lead record

Use the comments section of the Log a Call tab to record important call details.
Relate the contact to another account or opportunity.

Configuring Activity Feed

You can configure your activity feed by creating new tasks and events.
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Create New Task

Follow these steps to create a new task, as shown in Figure 2-45:

F3 Michael Frank

Loga Call Mew Task New Event Email

Subject

Send 2017 Product Catalogue

Due Date

‘ 10/6/2017

Name
[ Michael Frank

Related To
a-
*Assigned Te

. Relicia Duarte

TSUEUS o Started

Figure 2-45. Steps to create a new task

1. Type the subject of your task.

2. Enter the task due date. The due date will be used to notify when a

task is upcoming or overdue.

3. Relate the task to another record in Salesforce in the Related To
section. By default, whoever is creating the task is the Assigned
To person. Simply change this by clicking the x and selecting the
person the task should be assigned to.

4. Select a status. Not Started, In progress, Completed, Waiting on
someone else, and Deferred are the standard status values.

5. Click Save. A successful task record will display a message, as
shown in Figure 2-46.
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o Task Send 2017 Product Catalogue was created X

1=

Figure 2-46. Successful task message

6. The taskis saved and recorded in the Next Steps section. Tasks that

have been completed are moved and displayed in the Past Activity
area, as shown in Figure 2-47.

3 Michael Frank

ACTIVITY CHATTER DETAILS MNEWS

Loga Call MNew Task MNew Event Email

Create a task

Rlter Timeline Expand All c

Next Steps

> E Send 2017 Product Catalogue

Octe =
| You have an upcoming Task

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

Figure 2-47. Next Steps section

Create a New Event

Keep track of any events that are related to your leads or contacts. An event will have a
start date and an end date.

Follow the next steps to create a new event for a lead record and refer to Figure 2-48.
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3 Michael Frank

Log a Call New Task MNew Event Email

Subject

Product Roadshow

*Start

Date Time

1172242017 & 2:00 P ®
*End
Date Time

1172272017 ] 3:00 PM 10}

All-Day Event
r

Mame
@ Michael Frank

Poles. JT-

Figure 2-48. Steps to create a new event

1. Select the New Event tab, as shown in Figure 2-46.
2. Type the subject of the event.

3. Every event in Salesforce must have a start date and end date.
Enter these details here.

4. Select the box if this is an all-day event.

5. Ifthe event has a location, enter the location details in Location.
This is optional.

6. Ifthe eventis related to an account, search for the related account
to associate the two, as shown in Figure 2-49.

Related To
0-
* Assigned To

Felicia Duarte

Figure 2-49. Related To and Assigned To fields on the event page
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7. Tasks and events can be assigned to other Salesforce users. Choose

who the task should be assigned to, as shown in Figure 2-49.

8. Click Save.

Create a Web-to-Lead Form

With a web-to-lead form, leads can instantly be generated into Salesforce from your web
site. For example, create a Contact Us form on your web site to create new lead records in
Salesforce. Create custom fields to track specific information from your web site and into
Salesforce.

Follow these steps to create a web-to-lead form:

1. Click Setup.
2. Search for web-to-lead in the Quick Find section.
3. Click Create Web-to-Lead Form.

4. Standard and Custom fields are displayed in the Available Fields
multiselect picklist, as shown in Figure 2-50. Add the fields to the
Selected Fields column to display on your web-to-lead form.

Note Formula fields are not available to be selected.
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8 sETUP

) Web-to-Lead

Create a Web-to-Lead Form

Select the fields to include on your Web-to-lead form:
NOTE: Would you like to add custom fields that you do not

Brshabio Mokt eecien Telos fields to gather additional information from your webste. -
Salutation - First Name ZI
Title Add | LastName Up
Website > Email o
Phone = |Company -
Mobile \i} City o
Fax Remove | State/Province Down
Street
Zip
Country | |

After users submit the Web-to-Lead form, they will be taken to the specified return URL on your website, such as a "thank you" page.

Return URL Ilhup_ﬂ

[¥ Enable spam fittering (recommended) ;

reCAPTCHA API Key Pair II CB i

Enable server fallback WV i

Language Il Default 'I

Generate Cancel

Figure 2-50. Web-to-Lead setup page

5. After users submit a web-to-lead form, they are taken to a
specified return URL. Type the return URL here. Note that this is
typically a thank-you page.

6. Select this check box to enable reCaptcha to prevent spam. This is
recommended.

7. To use this feature, go to the Google reCaptcha web site and click
Get reCaptcha to register domain. Once this is attained, enter the
API key pair here.

8. Ifthe Google servers are down, select this box to allow all traffic
and leads to be generated without reCaptcha.
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Note You can generate up to 500 leads within 24 hours. Any additional leads
exceeding this amount are placed in a queue.

Create a Web-to-Lead Autoresponse Rule

Improve your client communication by sending out autoresponse messages to leads
captured from your web site. As an example, create an autoresponse rule notifying the
client that you received their submission and will reach out within 24 hours.

1. Click the New button shown in Figure 2-51.

Bl

hall (cad Auto-Response Rules

Web-to-Lead Auto-Response Rules

Automatically determine which email ternplates to use when sending auto-response messages o new leads from your website

News

—

Action Rule Name Active Created By Crested On
Rename | Del New Lead Record Felicia Duarte 12207

Figure 2-51. Create a new web-to-lead auto-response rule

2. Name the auto-response rule shown in Figure 2-52.
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New Web-to-Lead Auto-Response Rule

After you create your rule, select it from the auto-response rules list and add rule entries.

Save Cancel

Rule Name  [fincoming Lead
[V Active ;

Save Cancel

Figure 2-52. Naming the auto-response rule
3. Select Active to activate the rule.
4. Click Save.
5. Select the created rule.
6. Click New in the Rule Entries section.

7. Determine the sort order and set your desired criteria. In this
example, 'm creating an auto-response rule for all leads coming
from my web site, as shown in Figure 2-53.
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Rule Entry Edit

Incoming Lead

Enter the rule entry Save | Save & New | | Cancel

Step 1: Set the order in which this rule entry will be processed

Sort Order | | ll-I

Step 2: Select the criteria for this rule entry

Run this rule if the folcvwingl crileria are met _v_j :
Field Operator Value
[ Lead: Lead Source =] |equals | [Website Q| AND
| =None— ~| | —None— =l AND
I—None— j |—N0ns— ﬂ | AND
I—None— j |-—N0ne—- j | L
|~None—- ﬂ |-None- ;] |

Add Fiter Logic...

Step 3: Specify the name and address to include on the auto-response message From line
Figure 2-53. Setting the criteria for auto-response rule

8. Select the criteria for this rule to be triggered. This rule will be
triggered when any lead has the source Web.
9. Type the name of the sender.
10. Type the email address of the sender.

11. Select the email template to be used.

12. Click Save. Now any lead that meets the criteria you set will
automatically receive an email using the template you chose.

Create a Lead Assignment Rule

Automate your lead routing process by creating a lead assignment rule New leads can
automatically be assigned to a user or queue based on the condition that is set.

1. Click Setup.
2. Search for Lead Assignment Rules in Quick Find and select it.

3. Click the New button.
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4. Give the rule a name and type it here.

5. Select Active to activate this rule; only one rule can be active at a time.
6. Click Save.

7. Select the rule name.

8. C(lick the New button in the Rule Entry section, as shown in
Figure 2-54.

Lead Assignment Rules Help

Autornatically assign leads to users or queues based on criteria you define. You can create multiple rules with different conc
one rule can be active at a ime

Click a rule name to add or edit rule entries.

Action Rule Name Active Created By Created On
Rename | Del Sales Manager Felicia Duarte 1/24/2017
Rename | Del Standard v Felicia Duarte 142212017

Figure 2-54. List of lead assignment rules

9. Salesforce will evaluate each entry based on the sort order. Set the
sort order for this rule.

10. Set the criteria for this rule by selecting the field, the appropriate
operator, and the value. In this example, I am creating the rule for
all leads coming from the state of California.

11. Determine whether leads that meet this criteria should be
assigned to a user or queue. Type the name of the user or queue.

12. Click Save.
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Create a Lead Queue

Manage your workload by controlling the way leads are assigned. Leads are bucketed
into these queues for group members to view and accept. Lead records remain in queue

until a user accepts.
1. From Setup, go to Queues.

2. Click the New button shown in Figure 2-55.

QUEUES Help for this Page &9

Queues allow groups of users to manage a shared workload more effectively. A queue is a location where records can be routed to await
processing by a group member. The records remain in the gueue until a user accepts them for processing or they are transferred to another
queue. You can specify the set of objects that are supported by each queue, as well as the set of users that are allowed to retrieve records
from the queue.

View: |AII vl Edit | Create New View
A/B|C|D|E|F|G|H|I|J|K|LIM|N|O|P|Q|R|S|T|U|V|W|X]|Y|Z]|Other BN

New

Label * Queue Name Queue Email Supported Objects Modified By Last Modified Date

Mo records to display.
Figure 2-55. Lead queue

3. Type the name of the queue.

4. To notify group members that a lead has been added to a queue,
enter the queue email and select Send Email to Members.

5. Select Lead and move to Selected Objects.

6. Choose the queue members as shown in Figure 2-56 and move
them to Selected Members. You can define the selected members

by users, roles, and groups.
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Queue Members

To add members to this queue, select a type of member, then choose the group, role, or user from the "Available Members" and move
them to the "Selected Members " If the sharing model for all objects in the Queue is Public ReadAWritesTransfer, you do not need to
assign users to the queue, as all users already have access to the records for those objects

Search: | Users j for. | Find
Available Members Selected Members
User: Felicia Duarte = —None-- =]

User: Integration User
User: Security User

Figure 2-56. Adding members to a queue

7. Click Save. Now lead records will be placed in the queue if they
meet the criteria. Queue members will have the ability to view
those leads and pull from this queue.

Create a Campaign

Marketing professionals can use this powerful tool to track any marketing initiatives

and efforts. Track the response and conversion rates to ultimately calculate return on

investment (ROI). Use these metrics to confirm the effectiveness of your marketing

efforts. Campaigns can be an effective tool to improve future marketing efforts.
Follow these steps to create a campaign and add campaign members:

1. Select New Campaign from the Campaign tab, as shown in

Figure 2-57.
. v 1 mor * - ?2 0
EEE Sales Home  Opportunities ~  Leads ~  Tasks “  Notes »  Accounts ~  Contacts v  Campaigns v  More w
P CAMPAIGNS ;
(& » e
~0 Recently Viewed
1 itern » Updated a few seconds agn o H ¢ 4
CAMPAIGN... PARENT CA... TYPE STATUS START DATE END DATE RESPOMNSE... OWNER AL...
1 DM Campa... Direct Mail Completed 5/11/2016 5f22/2016 4] FDuar -

Figure 2-57. Campaigns tab and list view
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2. Type the name of your campaign, as shown in Figure 2-58.
Create Campaign

Campaign Information
Campaign Owner
Felicia Duarte

"Campaign Name

Dreamforce 2017 T

Active

-

T
YP% Trade Show v

Status
TEE planned ks

1]

Figure 2-58. Campaign edit page

3. Fill in the details about your campaign Include the type of
campaign, the start date and end date of the campaign, and other
important information.

4. Click the Active check box to make the campaign active and
current.

5. Click Save.

Once the campaign is active, you'll want to add campaign members.
This will tie everything together. Campaign members are the leads and
contacts that you associate to any given campaign.

Note that a lead and contact have a many-to-one relationship. This
means that they can be associated to many campaigns. Click Add Leads
to associate lead records or click Add Contacts to associate contact
records (Figure 2-59). These leads and contacts are considered campaign
members to your campaign.
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Campaign Members Add Leads Add Contacts

Figure 2-59. Adding leads and contacts to your campaigns as campaign
members

6. Select the records that should be associated as campaign
members and select Add to Campaign, as shown in Figure 2-60.

SR i —

Rorme solece

Figure 2-60. Adding campaign members

Campaign members provide reporting on the response rates
of your campaign. Salesforce tracks these efforts by using these
standard values: Sent and Responded.

7. Enter the campaign that this record should be associated with.

8. Define the member status as existing or update the member status
as Sent or Responded (see Figure 2-61).
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Add to Campaign

3 Contacts Selected

* Campaign

Dreamforce 2017

* Member Status  Sent

Existing campaign member

® Keep existing Member Status
C  Update to the selected Member Status

Cancel Submit

Figure 2-61. Steps to associate the campaign and status that the selected
campaign members should have

9. Click Submit. Salesforce will generate a success message, as
shown in Figure 2-62.

0 Dreamforce 2017 was successfully updated.

3 new members were added to Dreamforce 2017,

Figure 2-62. Campaign member success message

Summary

Sales Cloud provides effective tools to connect your sales and marketing teams. Sales
Cloud sets the foundation for your CRM needs and provides insightful information into
your opportunity pipeline.
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Salesforce Service Cloud

Salesforce Service Cloud allows your customer service representatives and support
representatives (users) to manage, track, and resolve customer inquiries and issues.
The Service Cloud application uses the Case object to capture all the details needed

to help them to resolve the inquiries and issues. Your users can manually create cases
for requests via phone and in person or accept cases from multiple channels (e.g.,

web forms, email, real-time web chat, online communities, and social media outlets).
You can allow your users to efficiently manage these channels by setting up case
assignment rules. The Salesforce Service Cloud application also allows you to create
case escalation rules when an issue needs to be escalated to management. Tracking the
various customer inquiries your company brings in could even help you to establish new
procedures. It also will help you to understand any weak points within your company.
Figure 3-1 shows the internal communication that can take place in Service Cloud. In
short, the application can help to resolve issues with customers faster.
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Seeking guidance on electrical wiring installation for GC5060 + Folow

FEED

Figure 3-1. Internal communication

Overview of Salesforce Case Management

Salesforce case management allows users to capture the necessary details of the Case
object to manage and successfully resolve their case. Users can see important case details
in 29 standard fields as well as create their own custom fields. They can keep track of the
status of a case with a drop-down field with values such as New, Working, Escalated, and
Closed. Users can also access all the necessary connected objects such as the account,
contact detail, and product information. Giving users access to the account and contact
details will allow them to get a full view of the customer submitting the case. They can
assign the case to a High, Medium, or Low priority based on the case submission as well
as set up their page layout to best fit their needs and the needs of the company.

Introduction to Standard Case Fields and Related
Lists

Salesforce offers a number of standard fields via its Case object that are displayed in
Figure 3-2. Before you decide to create a custom field, we recommend that you leverage
an existing standard field instead. The majority of Salesforce standard fields have
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back-end automation applied to them. Because every business is different, you will most
likely need custom fields, but why re-create the wheel if it’s not necessary?

CASE

Seeking guidance on electrical wiring installation for GC5060
.o-;.' '-\-3 (-}0001602
DETAILS FEED

~ Case Information

arent Case

Case Owner Priority

0 Rachelle Hoffman Low

Case Number Case Reason
00001002 Installation
Status

New Web

Escalated Date/Time Opened

4/21/2017 9:01 AM

me Closed

Electrical

v Contact Information

Figure 3-2. Case information fields

You will find the following fields in the Case Information section (as shown in
Figure 3-2):

o Parent Case: Attach a case that currently exists and was the reason for
the new case.

Note If you use this function, it is essential to add the related list “Related Cases”
to the case layout to get a full view of all the cases attached to a parent case.
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o Case Owner: Assign the user who is primarily responsible for
managing the case.

e Case Number: This is an automatically generated number used to
reference a case both internally and externally.

Tip Use this case number to allow your users and customers to reference it
when addressing the case. Apply it to automated emails.

o Status: Use this field to track the current status of a case. Utilize the
existing values (New, Escalated, and Closed) or add your own.

e Contact Name: Attach the point of contact who submitted the case.

e Escalated: Use this check box to apply workflow rules (discussed
later in the chapter) to automated escalations. Additionally, select
this box and see the newly added red arrow next to the case number
indicating that the case has been escalated. Utilize this field in reports
and dashboards to keep an eye on your most important cases.

e Account Name: After attaching the contact, watch the account get
autopopulated with the account details of the contact. If the case
belongs to an account other than the attached contact, overwrite the
field with the necessary account.

e Priority: Apply the necessary priority to the case using the standard
values of High, Medium, or Low. Utilize this field in reports and
dashboards to keep an eye on your most important cases.

o Type: Use this field to track the types of cases your teams are
managing. Use this field to help determine what FAQs should be
developed or updated.

e Case Reason: Use this field to track the reasons why a client contacted
you. You can also use this field to help update FAQs, internal process,
and so much more.

e Case Origin: Use this field to track where your cases are coming from,
whether it be an online form, email, phone, or in person.
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Date/Time Opened: This field is automatically populated with the
date and time the case was created.

Date/Time Closed: This field is automatically populated with the date
and time the case was closed. Cases can be closed by changing the
case status to a closed status or via many other ways (e.g., API, import
update, automation rules, etc.).

Note Salesforce reports come with an Age field that tracks the duration in days.
However, this field is not a field that you can put on your case layout. You can
create a formula field if you would like your users to see the duration a case has
been (or was open for) on the case page layout.

Closed When Created: Users are able to create a new case and close it
right away. When this happens the checkbox is marked true for this

field and can be used in reports.

Under Contact Information in Figure 3-3, you'll find the following fields:

Contact Phone, Contact Mobile, Contact Fax, and Contact Email:
These fields pertain to the contact attached to the case. They are all
formula fields that are used to map fields from one object to another.
Since these are formula fields, they are locked fields that can’t be
updated from the Case object. Instead, you'll need to go to the
contact record and update the information there.

Under Web Information in Figure 3-3, you'll find the following fields:

Web Email, Web Company, Web Name, and Web Phone: When the
web-to-case function is configured (we’ll cover this later in the
chapter), cases will be automatically created in Salesforce. These fields
will be populated with the corresponding data from your web form.

Under Description Information in Figure 3-3, you'll find the following fields:

Subject: Use this field as the incoming subject line of an email when
the email-to-case feature is configured or as a quick reference to what
the case is about. Notice that this field’s data is replicated at the top
the page layout as well.
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e Description: Use this field as the incoming body of an email when
the email-to-case feature is configured or as a long description of the
case.

o Internal Comments: Use this field to create case comments while you
are on a call with a client.

o Created By: This field is found on every record in Salesforce. It
captures who and at what date and time the case was created.

e Last Modified By: This field is also found on every record in
Salesforce. It captures who and at what date and time the case was
last updated or modified.

Tip Don’t worry if these fields aren’t enough or don’t work for your company. The
default positions of some of these fields are easily modified. Salesforce allows up
to 500 custom fields on the Case object. You can create fields for text, dates and
time, numbers, currency, percents, picklists, multiselect picklists, check boxes,
emails, phones, and URLs.
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Seeking guidance on electrical wiring installation for GC5060

Electrica

~ Contact Information

~ Web Information

Rachelle Hoffman

lle@cloudcreations.com

~ Description Information

{212) 842-5501

Contact Phone

{212) 842-5500

Contact Fax

{212) 842-5501

Cloud Creations

Web Phone

{800) 951-7651

Figure 3-3.

Seeking guidance on electrical wiring installation for GC5060

Description

I am seeking guidance for the wiring installation of GC5060.

Created By Last M. By

0 Rachelle Hoffman, 4/21/2017 9:01 AM 0 2achelle Hoffman, 9/9/2017 4:57 PM
More case fields

Next, we'll discuss the standard related list found on the Case object.
Figure 3-4 shows the standard Case object related list. A related list is another object

within your Salesforce organization that is connected to the current object you are
viewing. The related list you'll find on the Case object includes the following:

o Solutions: This related list houses articles created in another

Salesforce object called Solutions. Solutions are used to house

content that either can be used to help you user close a case faster or

can be used to provide information to the case contact. This object

works with another Salesforce product called Knowledge. Solutions

and Knowledge are important products because they provide

resources to your users that help them move a case forward.
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e Open Activities: These records are outstanding or future tasks or
events that your user created. Any task or event that hasn’t been
completed will show up here.

o Activity History: These records are tasks, emails, call logs, and events
that your user has completed.

e Case Comments: These records provide information pertaining to the
case. Your user will add important case comments to this area.

o Attachments: These records reflect outside documents that pertain
to the case. This could be current client contracts or screenshots
provided by the client about an error they are experiencing.

e Case History: This content includes all the field-level changes made to
the Case object. You can set field tracking and choose what fields are
most important (we’ll cover this later in the book).

Note Salesforce also offers other related lists. Although not on a standard page
layout, these can be easily added to your page layout. One that is worth noting

is Contact Roles, which allows you to add multiple contacts to one case record.
Another is the related list called Emails, which is used when you have enabled
the email-to-case function (explained later in this chapter). If set up in your email
account properly, your users can stay in Salesforce and never have to bounce
between the two (also covered later).

Tip Salesforce allows you to relate objects to one another. Should your Case
object need multiple records of another, you can create a junction object. For
instance, if you would like to relate multiple products that are involved in one case,
you can do so. Creating custom objects is simpler than you may think.
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Open Activities (1)

with Managment

In Progress

Normal

Activity History (1)
ow Up with Client

achelle Hoffman

ate/Time: 8/31/2017 9:34 PM

Case Comments (0)

m Attachments (1)

Hoffman_Ch03_Service Management

Case History (1)
D 9/9/2017 4:57 PM
Description

Figure 3-4. Case layout with standard related lists
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Creating a New Case Record

You can manually enter a case by first navigating to the Case object (see Figure 3-5) and
then clicking the New button. Once a record has opened, you can begin filling in the

case details by adding the contact name, account name, priority, case origin, type, and
case reason (see Figure 3-6). Make sure to capture the client’s explanation or reasoning
for reaching out in the Subject and Description fields (Figure 3-6). While you are adding
these details, utilize the Internal Comments field if necessary. If you have created custom
fields for your Case object, make sure to train your users on filling in these details as well.

Home Chatter Accounts »  Contacts

Recently Viewed
1 itern - Updated a few seconds ago

Figure 3-5. Ifyou are not already on the Cases tab, use the down-facing arrow
next to the object title to navigate to the Cases tab

The following steps are recommended to create a new case record (Figures 3-6
and 3-7):

1. Type the contact name and click the magnifying glass next to the
field to attach a contact to the case.

2. The account name will automatically be assigned to the account

of the contact you attached in the contact field.

Tip Accounts and contacts can be disabled as required fields.

3. Change the priority of the case by clicking in the field. Select the
appropriate value from the provided values.

4. Select the case origin by clicking into the field and select the
appropriate value. Notice the * next to this field. This means that it
is required.
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5. Select the type and case reason by clicking into the field and
selecting the appropriate value.

6. Fill out any custom fields appropriately if necessary at this time.

Case Information
Parent Case
Search Cases
Case Owner
Rachelle Hoffman

Case Number

* Status
New

Escalated

Account Name
Search Accounts

-None--

Contact Information

Contact Name
Search Contacts
&) Information

Web Name

B

|
Create Case =

— , v
Medium - |

Case Reason

~None-- -

* Case Origin

~None-- v

o

Web Company

Web Phone s s

Figure 3-6. Creating a case, steps 1 to 6

7. Typein the subject of the case.

8. Type in the description of the case.
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Contact Information

Web Information

b Name

Description Info rmationg

Figure 3-7. Creating a case, steps 7 and 8

Note The Subject and Description fields are used in the email-to-case functions.

9. Once complete, click Save.

Tip Utilize the case Date/Time Opened and Date/Time Closed fields to generate
reports about case duration. Also, the case type and reason fields can help define
client and internal FAQs.

Collaborating with Your Team on a Case Record

Managing and efficiently closing cases can take more than one person being involved
from your team. Users can utilize the case feed found in their case record to quickly
communicate with others on your team. They can also direct a message to any Salesforce

user who has access to the case record.
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To mention a comment to a user, you use the @ symbol followed by the user’s name
and, once the name populates below the text area, click the hyperlinked name. You'll also
see that every action is tracked in the case feed for a complete view of the case and what
happened throughout its duration. The feed filters on the left side of the case record help
you to quickly navigate to case’s feed-related items. Feed details will display from the oldest
at the bottom to the newest created at the top. This gives you a quick view of the latest
conversations or work done on the case. Figure 3-8 shows the functions of the case feed.

Seeking guidance on electrical wiring installation for GC5060

DETAILS FEED

Post Poll More

Latest Posts w Search this feed o

e Rachelle Hoffman updated this record -
Just Now

MNew to Working

il Like  Comment

Meet with Managment

View more details

il Like ® Comment

Figure 3-8. Case feed

To collaborate with your team, follow these steps:
1. Access the case feed by clicking the tab Feed.

2. Utilize the post area to communicate with your team on the case.
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3. Utilize the case feed to track all conversations throughout the case
duration.

4. The case feed captures changes made to the case status.

5. The case feed also tracks activities such as the Log a Call activity
and other general tasks (see Figure 3-9).

S.ééking guidance on electrical wiring installation for GC5060

o
.50 ®

m ©

Figure 3-9. Ultilizing feed filters to quickly navigate to the all call logs, case notes,
status changes, and task and events
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Case Automation

Salesforce offers the ability to automate functions such as automatically assigning a case
to a queue or to a specific user. Salesforce also allows you to create rules to auto-respond
to your clients related to a case based on specific criteria. You can also configure case
escalation rules based on criteria that will automatically assign the case to an escalated
case. Along with this case escalation, you can apply automated notifications to be sent
when this criterion is met. You can also route cases from your email or from a web form.
You are also able to adjust some support settings that allow you to further customize
your case automation. Figure 3-10 shows a case queue.

Case Queue »

Figure 3-10. Case queue

Creating Case Queues

A case can be sent to a queue in many ways. You can automatically assign a case to a
queue when it created or throughout the life of the case because a change to the case
record can send it to a queue. You can think of a queue as a holding tank. This holding
tank will allow you to give multiple users access to it and give them the option of
accepting new cases. Instead of assigning a case to a specific owner, you can assign it to a
queue using the case assignment rules. In Figures 3-11 through 3-14, you’ll learn how to
create a queue in Salesforce. The steps are as follows:

1. Navigate to the Setup menu by clicking the settings cog icon in the
upper-right corner of the Salesforce window.

2. Using your search area, enter Queue. Click Queues under Users.

3. Click the New button.
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B e e Towe Eoan bvenried o te e Lo Witad Dot

v Gamaa e Sna Case =toa feiwa 89327 806 b

Figure 3-11. Creating a case queue

4. Create a user-facing label for the queue and hit your Tab key.
Salesforce will create the queue name.

5. Putan email address in the Queue Email field if you want to
receive a notification that a new case was added to the queue.

6. Select the box Send Email to Members if you want the users
assigned to that queue to receive an email when a new case
arrives in the queue.

51 [l

New Queue s b s Poge @

Queue Edit save | Cancel

Gueus Name and Email Address 1 = Reguired Informaton
Erens the nam of tha quiue and the emad la‘Anaoumrte uwnum wihen 3 case has been put i the gueve). The emad Bddress can be for 30 individual or B distribution list. VWhen an object

s assgredtoa only the quiuk members wil be notified
é g I M o
Guess s | Gpen_Cases ;
GereEmat rachelle @cloudcreations ¢

00 £l 1o MR ,°

Figure 3-12. Naming your queue and setting notification options

7. Select the Case object and click the arrow to move it to the
Selected Objects section.
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Supported Objects

Available Objects

Goal

Knowiedge Article Version
Lead

Macro

Metric

Order

Staff

User Provisioning Request
Coaching

Feedback

Feedback Question
Feedback Question Set

b

40 the objects you want 10 assign to this queue. Individual records for those objects can then be owned by this queue

| selected Objects

-None-- .

Figure 3-13. Selecting the object for your queue

8. Using the search area, select in the drop-down whether you

want to search for a specific user, public group, role, or role and

subordinates.

Note Selecting the option Roles and Subordinates gives access to the specific
queue to a specific role and all that fall under the role. For instance, if your CEO sits
at the top of your role hierarchy and you give the CEO access using this function, it
gives all below the CEO role access as well.

9. Select the specific user, public group, role, or role and

subordinates and use the right-facing arrow to move it into the

Selected Members area.

10. Click Save.
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Queue Members

. ye, or user from the “Available Members™ and move them to
Read/\Write/Transfer, you do not need fo assign users to the

To add members to this queue, select a type of member, then choose the -
8 the “Selected Members.” If the sharing model for all objects in the Queue’
queue, as all users already have access to the records for those objects

Search: Users v | for Find

Available Members Selected Members
e User: Integration User - --None--
User: Rachelle Hoffman
. 9 User: Security User

User: Tyson Jones

Save |  Cancel

Figure 3-14. Select the users, groups, roles, or roles that need to have access to this
queue.

Tip Queues can be used for more than just cases. You can set up lead queues
and set up lead assignment rules just like you can on cases.

Creating Case Assignment Rules

Now that you have created your first queue, it’s time to automatically assign cases to that
queue or to a specific owner. You can create case assignment rules based on specific
criteria in the case and related records to the case. For instance, you can create an
assignment rule to automatically assign all cases that came in for a specific account or
contact to a specific user. Or you can assign a case to a queue based on the case origin,
case reason, case type, or any other field found in the case record. Some companies
create queues for VIP or platinum clients and only allow their most experienced users to
handle these cases. Figures 3-15 through 3-20 show you this process. The step-by-step
process is as follows:

120

vww allitebooks.conl



http://www.allitebooks.org

CHAPTER 3  SALESFORCE SERVICE CLOUD

1. Navigate to the Setup menu by clicking the settings cog icon in the
upper-right corner of the Salesforce window.

2. Using your search area, enter Case Assignment. Click Case

Assignment under Service.

3. Click New to start the case assignment rule.

EEE Setup ject Manager v
SETUP
b i i ﬂ Case Assignment Rules
dopadeci Case Assignment Rules ves arsa paie @
e Aulomabcally assign cases 10 Users or queues bas ziteria you define. You can creale multiple rules, but only one rule can be active
Case Assignment Rules W2 e
Click a rule name to add or edit rule entries
Action Rule Name Active Created By Created On.
Rename | D#l Slandard ' Rachelle Hofiman 4212017
Figure 3-15. Accessing case assignment rules
4. Name the rule and click Save. You can activate the rule now by
checking the Active check box or hold off and activate it later.
5. Click Save.
§ SETUP
Case Assignment Rules
New Case Assignment Rule Heip for tis Page &

After you create your rule, select it from the assignment rules list and add rule entries

1_= Required Information

Save | | Cancel

Rule Hame | Case Assignment 1

Save | Cancel

Figure 3-16. Creating a case assignment name and activating it
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After saving the rule name, it will return you to the case
assignment area. Click the rule name you just created.

@ SETUP

M Case Assignment Rules
Case Assignment Rules Slp Sor S e W00
Automatically assign cases to users or queues based on criteria you define. You can create multiple rules, but only one rule can be active
at a time

Click a rule name to add or edit rule entries.

New

Action Rule Name Active Created By Created On
Rename | Del Assi Rachelle Hoffman 9/9/2017
v Rachelle Hofflman 42172017

Rename | Del Standard

Figure 3-17. Retrieving your case assignment rule

6. Click the New button.

Note In Figure 3-18 notice the Active box above Modified By. This is where you
will activate the rule after you have completed it using the Active check box.

Case ﬂssngnmen!_ﬁule
Case Assignment 1

Add rule entries that specify the criteria used to route cases. You can reorder rule entries on this page after you create them

Help for this Page

Rule Detail Edit
Rule Name Case Assignment 1
Created By  Rachelle Hoffman, 9/9/2017 7:34 PM

Edit

Active

Modified By Rachelle Hoffman, 9/9/2017 7:34 PM

Q.

Rule Entries

Mo rule entries specified

We recommend you creale mulliple rule entries under this rule. Il is typically not necessary to create more than one rule
— e _— L= _

Figure 3-18. Creating the rule criteria for your case assignment
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If this is your first case rule assignment, type the number 1 into the

Sort Order field. If you have configured many rules, the Sort Order

field tells Salesforce which rules to run first. Once a rule runs

and assigns the case, it will not run other rules on the same case.

Assign the sorting to all your rules according to importance.

In step 2 you create the rule criteria. The rule criteria tells

Salesforce that if the criteria you enter here is true, then it assigns

the case to the specified location (steps 9 and 10).

a.

d.

To start this process, you'll first need to click None in the field
column. Here you will select the field that Salesforce should
evaluate for the rule. This can be the case type, case reason,
case origin, account, contact information, or any field criteria
found in the case, account, or contact.

Choose the appropriate operator. For instance, if you want
every case type that equals a specific value to be auto-assigned
to specific users, you would choose the operator “equals” and
select those values.

Choose or enter the appropriate value or outcome in which
the case will auto-assign.

You can also configure your filter logic by clicking Add Filter
Logic. This allows you to change the logic from being “all” the
field criteria (using “and”) to “or” For example, you can say

if the case type is Problem OR the case origin is Email. The
standard setup would make that logic sentence be “If the case
type is Problem AND the case origin is Email.”
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* SETUP

# Case Assignment Rules

Rule Entry Edit

Case Assignment 1

-'t:‘o".*iﬁh:e“

Enter the rule entry Save | Save & New  Cancel

Step 2: Select the criteria for this rule entry

Run this rule if the following | criteria are met v
Field Operator Value
Case: Case Origin ¥ | equals * | [Email
--None-- v | |--None-- v

-

--None--

“

--None--

Add Filter Logic

Step 1: Set the order in which this rule entry will be proces: 1 = Required Information
Sort Order | | I 1

@ AND
AND

--None-- v AND
--None-- v AND
--None-- ¥ --None-- M

Figure 3-19. Setting up the field criteria for the case assignment rule
9. Choose to assign the case to a specific user or to the queue you set
up in the previous section.

10. Select an email template that you would like to autosend to the
user or queue.

11. Click Save or click Save and New to set up another case
assignment.
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Step 3: Select the u eue to assign the case to

Queue ¥ | ase Queue Q) Email Template |5 pport: Case Assignment N &

Do Not Reassign Owner

Step 4: Optionally, select predefined case teams to add to the case

Predefined Case Teams

A W

Replace Any Existing Predefined Case Teams on the Case

@ Save  Save & New Cancel

Figure 3-20. Assigning the specific user or queue and send them a
notification

Note Step 4 provides a functionality that is not a Lightning component and would
have to be set up in Classic.

Creating Case Auto-Response Rules

Case auto-response rules allow you automate communication with your client based on
field-level change. For instance, if you want an email sent to your client when the status
of the case changes from one value to another, you can do that. Any field-level change
from a value to another can activate this email send or another automation. Figures 3-21
through 3-26 will walk you through creating case auto-response rules.

1. Navigate to the Setup menu by clicking the settings cog icon in the
upper-right corner of the Salesforce window.

2. Usingyour search area, enter Case Auto-Response. Click Case
Auto-Response Rules under Service.

3. Click New to start the Case Auto-Response rule.
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2etup Home Object Manager v

SETUR
ase au = -
& u Case Auto-Response Rules

ature Settings =
Case Auto-Response Rules e orma Page @
Service
Automancally delermine which emad lemplates 1o use BUlO-response messages 1or new cases
Case Auto-Response Rules

Mo nies specified

Figure 3-21. Accessing case auto-response rules

4. Name the rule and click Save. You can activate the rule now by
checking the Active check box or hold off and activate it later.

5. Click Save.

* SETUP

Case Auto-Response Rules

New Case Auto-Response Rule Heip for s Page ©
After you create your rule, select it from the auto-response rules list and add rule entries

|_= Required Informalion

Save | Cancel

Rule Name |Auto respond to email-to-cas

Q Save  |Cancel

W Active | j

Figure 3-22. Naming your case auto-response rule

6. After saving the rule name, it will return you to the case
assignment area. Click the rule name you just created.

126

vww .allitebooks.cond



http://www.allitebooks.org

CHAPTER 3  SALESFORCE SERVICE CLOUD

e SETUP
¥ Case Auto-Response Rules

Case Auto-Response Rules Help tor s Pove @

Automatically determine which email templates to use when sending auto-response messages for new cases

New

Action Rule Name Active Created By Created On
Rename | Del  Aulo n Jlg-i v Rachelle Hoffman 9/872017

Figure 3-23. Retrieving your case auto-response rule

7. Click the New button.

Note In Figure 3-24, notice the Active check box above the Modified By field.
This is where you can activate the rule after you have completed it using the Active
check box.

Case Auto-Response Rule Heip for this Page &

Auto respond to email-to-case cases

Add rule enfries that specify the criteria and email template to use to respond to cases. You can reorder rule entries on this page after you create them

Rule Detail Edit
Rule Name  Auto respond to email-to-case cases Active v
Created By  Rachelle Hoffman, 9/9/2017 8:08 PM Modified By  Rachelle Hoffman, 9/9/2017 8:05 FM
Edit

Rule Entries ‘_@_«_

Mo rule entries specified

Ve recommend you create multiple rule entries under this rule. i is typically not necessary o creale mare than one rule

Figure 3-24. Creating your new rule criteria for the case auto-response rule
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If this is your first case auto-response rule, type the number 1 into
the Sort Order field.

In step 2 you create the rule criteria. The rule criteria tells

Salesforce that if the criteria you enter here is true on the case,

then send the email (steps 9 and 10).

a.

d.

To start this process, you'll first need to click None in the field
column. Here you will select the field that Salesforce should
evaluate for the rule. This can be the case type, case reason,
case organ, account, contact information, or any field criteria
found in the case, account, or contact.

Choose the appropriate operator. For instance, if you want
every case type that equals a specific value to automate the
email, you would choose the operator “equals” and select
those values.

Choose or enter the appropriate value or outcome in which
the case will auto send the email.

You can also configure your filter logic by clicking Add Filter
Logic. This allows you to change the logic from being “all” the
field criteria (using “and”) to “or” For example, you can say

if the case type is Problem OR the case origin is Email. The
standard setup would make that logic sentence be “If the case
type is Problem AND the case origin is Email.”
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Rule Entry Edit Help for this Page &

Auto respond to email-to-case cases

Enter the rule entry Save | | Save & New | Cancel

Step 1: Set the order in which this rule entry will be proces | = Required Information
Sort Order | l 1

Step 2: Select the criteria for this rule entry

Run this rule if the following | criteria are met v

. Field Operator Value
Case: Priority v | equals High &) AND
= 1 --None-- -None-- v AND

None--

- v AND
—-None-- v AND
--None-- v

Figure 3-25. Creating the criteria for your case auto-response rule

--None--
--None--

- 4 o =

--Nong--

Filter

10. Instep 3, you'll need to provide the name of who the email is
coming from.

11. Enter the sender’s email address in the Email Address field.

12. Provide a reply-to address should the client want to respond to the
email.

Note You can only use one of your user’s emails or an email that you set up as
an organization-wide email.

13. Assign the email template that you want to be sent for this auto-
response rule.

14. Once steps 1 through 4 are complete, click Save.
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Step 3: e name and address to include on the auto, onse message From line
Name | Rachelle Hoffman é
Email Address | rachelle@cloudcreations.cor] | {

Reply-to Address \

Step 4: Select the template to use

The sender email address must be either one of
your verified nization-wide email

or the email address in your Salesforce user
profile,

rachelle@cloudcreations.cor | 1

mail Template ISupPO"li Case Response |

g Save  Save & New  Cancel

Figure 3-26. Setting up who the email is coming from and your email
template

Creating Case Escalation Rules

Case escalation rules allow you to create automation for when a case will get escalated
and what actions will take place thereafter. Like the other rules that you have created
in the previous section, you'll be able to determine when the case gets escalated based
on field-level criteria of the case. Once the field-level criteria are met, then you can set
actions such as sending a notification email, reassigning the case to another user, and
notifying that user. Figures 3-27 through 3-34 show the setup. The steps include the

following:

1. Navigate to the Setup menu by clicking the settings cog icon in the
upper-right corner of the Salesforce window.

2. Usingyour search area, enter Escalation Rules. Click Escalation

Rules under Service.

3. Click New to start the escalation rule.
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o Salestores ? A =

EEE Setup Home

SETUP
Escalation R 1ot .
Escalation Rules

pature Settings

[s)
g

ject Manager v

Case Escalation Rules e tor s Page ©
Service
Aulomabcally determine when cases should escalate an 10 lake AMer you create & rula, select if from the rules kst and add rule entnes
Escalation Rules
New
Action Rude Hame Actve Created By Created On
Rename | Dol Stasdard v Rachebe Hoffman T

Figure 3-27. Navigating to the case escalation rules

4. Name the rule and click Save. You can activate the rule now by
selecting the Active check box or hold off and activate it later.

5. Click Save.

New Case Escalation Rule Help for tris Page @

After you create your rule, select it from the escalation rules list and add rule entries

1_= Required

Save  Cancel

— |Case Escalation Rule 1

Q Save  Cancel

Figure 3-28. Creating your name for your case escalation rule

o Active

6. After saving the rule name, it will return you to the case
assignment area. Click the rule name you just created.
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M SETUP
Escalation Rules

Case Escalation Rules Help for tus Page @

Automatically determine when cases should escalate and what actions to take. After you create a rule, select if from the rules list and add rule entries

New
Action Rule Name Active Created By Created On
Rename | Del Case Escalation Ryle 1 v Rachelle Hoffman 9972017
Rename | Del Standard Rachele Hoffman 41212017

Figure 3-29. Retrieving your case escalation rule

7. Click the New button.

Case Escalation Rule

Case Escalation Rule 1

Halp for this Page )

Add rule entries that specify the criteria used to escalate cases. You can reorder rule entries on this page after you create them

Rule Detail Edit
Rule Name  Case Escalation Rule 1 Active v
Created By  Rachelle Hoffman, 9/9/2017 8:44 PM Modified By  Rachelle Hoffman, 992017 §:44 PM
Emﬂ
Rule Entries New

......... Rule Eniries Help

Mo rule entries specified

We recommend you creale multiple rule entries under this rule. It is typically not necessary lo create more than one rule

Figure 3-30. Creating the criteria for your case escalation rule

Note In Figure 3-30, notice the Active check box; this is where you will activate
the rule after you have completed it using the Active check box.

8. [Ifthisisyour first case escalation rule, type the number 1 into
the Sort Order field. If you have configured many, the Sort Order
field tells Salesforce which rule to run first. Once a rule runs and
executes the action, it will not run other rules on the same case.
Assign the sorting to all your rules according to importance.
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9. Instep 2 you create the rule criteria. The rule criteria tells
Salesforce that if the criteria you enter here is true on the case,
then it will send the email (steps 9 and 10).

a. To start this process, you'll first need to click None in the field
column. Here you will select the field that Salesforce should
evaluate for the rule. This can be the case type, case reason,
case organ, account, contact information, or any field criteria
found in the case, account, or contact.

b. Choose the appropriate operator. For instance, if you want
every case type that equals a specific value to automate the
email, you would choose the operator “equals” and select
those values.

c. Choose or enter the appropriate value or outcome in which
the case will autosend the email.

d. You can also configure your filter logic by clicking Add Filter
Logic. This allows you to change the logic from being “all” the
field criteria (using “and”) to “or” For example, you can say
if the case type is Problem OR the case origin is Email. The
standard setup would make that logic sentence be “If the case
type is Problem AND the case origin is Email.”

Rule Entry Edit Help for this Page @

Case Escalation Rule 1

Enter the rule entry Save | Save & New  Cancel

Step 1: Set the order in which this rule entry will be processed 1 = Required Information

Sort Order | | I 1

Step 2: Select the criteria for this rule entry

Run this rule if the following  criteria are met b

Field Operator Value
Case: Case Reason v | | equals v | Breakdown @ AND
AND

AND
AND

Figure 3-31. Creating your rule criteria for the case escalation rule

-None-- v
--None-- v

—None-- v

CHENENE

--None--
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10. Instep 3 you can choose a business hour to set for this escalation.

Note To choose business hours to set, you to need to have created this in
Salesforce. In the Setup menu, search for business hours for more information. By
default, the business hours are set for 24 hours 7 days a week.

11. Instep 4 you select how escalation times will be determined.

a. You can select when the case is created, which will evaluate
the criteria only once when the case is created.

b. You can select when the case is created and disable it after the
case is first modified. This option will check your case’s criteria
after the first time the case is modified (usually this is after a
user has started to handle it).

c. You can select the last modification time of the case. This will
check the criteria of the case every time a change is made to it.
This will allow the escalation rule to be applied when the case
is modified.

12. Click Save.

Step 3: Specify the business hours criteria fo

lgnore business hours
e Use business hours specified on case
Set business hours |Default Q

= Step 4: Specify how escalation times are set
@o Based on when the case is created
Based on when the case is created, and disable after the case is first modified
Based on last modification time of the case

o,

12

< " Save Save & New | Cancel

Figure 3-32. Selecting the business hours and when the case escalation rule
should run
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13. Click the New button to start the creation of your actions.

Rule Entry Edit Help for this Page @

Case Escalation Rule 1

Edit this rule entries’ details or add a new action to take when this entries’ details and criteria is met

S iy S| |Camonl
Rule Name 5 lation Rule 1
Order 1
Rule Criteria Case: Case Reascn souals Breakdown

Business Hours Settings  Use business hours specified on case
How escalation times are set  Based on when the case is created

Edit | | Cancel

Escalation Actions New Escalation Actions Help 7
Escalation Actions

Figure 3-33. Creating your escalation rule action

14. For the Age Over field, you determine the number of hours that
a case with matching criteria can be open before it escalates. You
can change the drop-down to show single minutes or adjust it for
30-minute increments.

15. Under “Choose one or more of the following actions,” you can do
the following:

a. Choose to have the case reassigned to another user or a
queue. In the field next to “Auto-reassign cases to,” choose
an email template that will get sent to that user or the users
belonging to that queue.

b. Choose who will get notified that a case has escalated and
select the template that should notify the user. Usually, this is
an individual in management.

c. Ifyou are not choosing to reassign the case, you can at this
time notify the current owner of the case that it has escalated.

d. Inthe Additional Emails field, choose in addition to the
previous setting if anyone else should receive a notice of the
case escalating.
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16. When you have completed your action, click the Save button.

Escalation Action Edit Helpi or o Page: ()

Save | Cancel

Escalation Action Edit | = Required information

Specify the time criteria for this rule
Age Over | | |4

Choose one or more of the following actions:
Auto-reassign cases to
User ~ Tyson Jones

Select the user to notify

Notify This User  [pachalle Hoffman A f P pport: Escalated Case No &)
QN{:UH Case Owner w

You can enter up to five (5) email addresses to be notified. Please put each address on its own line

Emails @cloudcreaitons com @
3 Save | Cancel

Figure 3-34. Setting up the actions on your case escalation rule

P port: Escalated Case Rel &)

Tip You can create one escalation rule with multiple actions, such as if you want
a particular case to be escalated after two hours of meeting the rule criteria. Then
if the case still isn’t closed four hours after that and you want to escalate it again,
you could set this up. All you would need to do is create another action.

Setting Up Email-to-Case

Email-to-case is a function that allows you to automatically have a case created based on
an email being sent to a specific email address. For instance, if you have a support group
that manages tech questions about your products, you can publicize an email and allow
clients to submit requests that will automatically be routed to Salesforce and create a
case for you. Figures 3-35 through 3-42 will walk you through this setup.
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1. Navigate to the Setup menu by clicking the settings cog icon in the
upper-right corner of the Salesforce window.

2. Usingyour search area, enter Email-. Click Email-to-Case under
Service.

3. Click the Edit button.

Search Salesforce

wes

s2: Setup Home Object Manager v
X SETUP

Email-

Email-to-Case

Feature Settings
Service

Email-1o-Case

res tor s Page ©

Email-to-Case Settings

Configure your Email-to-Case seltings on this page. Each routing address is an email address that your Customers can use 1o submit cases 1o your suppodt
team. Emais are automatically converted to cases based on the seftings specified for each routing address

AR you configure your Emai-lo-Case seftings, chodse whethed 1o set up On-Demand Emad-to-Case of Email-to-Case. On-Demand Emai-1o-Case
enables you 1o solely use Force com o conven emall to cases, whereas Email-to-Case enables you 1o use salesforce com and your email system fo
conven email 1o cases

For On-Demand Email-to-Case
emad systemn fod Case submissions
tinchude the addresses defined for caes
ward case submissions 1 the Email Services Address provided o you by Salesforce

Configure your amad sy
Enable On-Demand Email-io-Case

For Emai-to-Case
Download the Emad-lo-Case agent from the Apex Devaloper Nahvark

Install the agent behand your network firewall
m‘

Figure 3-35. Navigating to the email-to-case setup

Enable Emaik-to-Case

Email-to-Case Settings

4. Select the boxes Enable Email-to-Case and Enable HTML Email.

5. Click the Save button.
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2

SETUP
Email-to-Case

Email-to-Case Settings

Email-to-Case settings for your organization

Help for this Page 0

0 To creale cases from Outlock, select the oplions Enable Email-to-Case, as well as Enable On-Demand Service.

Afler you enable Email-to-Case, you can't disable . You can, however, disable the On-Demand Service

Enable Email-to-Case

Notify Case Owners on New
Emails

Enable HTML Email

Send Emails from Cases

Insert Thread ID in the Email
Subject

Insert Thread ID in the Email
Body

Place User Signatures
before Email Threads

On-Demand Service

1 = Required Informaton

On-Demand Email-to-Case enables your organization fo automatically create cases from email without having you download and install the Email-to-Case agent
behind your network’s firewall. Simply configure your email system o forward case submission emails lo the Email Services Address provided to you by

salesforce com

Enable On-Demand Service

Failure Response Seltings.

Over Email Rate Limit
Action

Unauthorized Sender Action

Save | Cancel

Figure 3-36. Enabling the email-to-case function
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6. Click the New button.
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Email-to-Case Settings Edit

@ To create cases from Outlook, select the oplions Enable Email-to-Case, as well as Enable On-Demand Service.
After you enable Email-to-Case, you can't disable it. You can, however. disable the On-Demand Service
Enable Email-to-Case v

Notify Case Owners on New
Emails

Enable HTML Email

Send Emails from Cases

Insert Thread ID in the Email v
Subject

Insert Thread ID in the Email v
Body

Place User Signatures
before Email Threads

On-Demand Service

On-Demand Email-to-Case enables your organization to automatically create cases from email without having you download and install the Email- w-Case agent behind
your network's firewall. Simply configure your email system lo forward case submission emails to the Email Address p o you by com

Enable On-Demand Service i

Failure Response Seltings
Owver Email Rate Limit Bounce message
Action
Unauthorized Sender Action Discard message

Routing Addresses Qum Emai2Case ¥

Ho email addresses defined

Figure 3-37. Creating a new routing address for the email-to-case setup

7. Enter the email’s routing name. Usually, this is the name of the
email.

8. Enter the actual routing email address.

9. You can choose to save an email’s header and set who you will
accept them from. However, because these are usually images, it
will take up 15KB of your organization’s storage. Most users do not
enable this option.

10. Under Task Settings, you can create a task along with the case

being created when it comes in.
11. Under Case Setting, set the priority of the case and the case origin.

12. Click Save or click Save & New to set up more email routing
addresses.
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P seTup
Email-to-Case

Email-to-Case Routing Information s s e W9

Email Address Edit

Routing Information 1 = Required Information
Source  Email2Case
Routing Name

| Cloud Creations Support

Emall Address | Support@cloudcreations.com

Email Settings

Save Email Headers

Okcctm Email From i
#

Task Settings

Create Task from Email =i
Task satus | In Progress v
Case Settings
CaseOwner | Queue ¥ ||Case Queue Q)

Case Priority I High -

Case Origin I Email v

e Save | Save & New | |Cancel

Figure 3-38. Setting up your routing address for the email-to-case function

13. An email will be sent automatically to the routing address that
you entered in step 8. If you don’t receive an email within a
couple hours, make sure to check your spam or other firewall
settings your company may have or click the Resend link shown in

Figure 3-39.
Routing Addresses New  Emai2Case ¥
Action  Source Routing Name Case Owner  Email Address Verification Email Services Address
Edit | Del Emai2Case Clovd Creations Supgod  CaseQueve  Mofman@cloudcrestons com Pending [

Figure 3-39. Ifyou don'’t receive the verification email, you can use this Resend
link to resend the email
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14. The email you receive should look like the example in Figure 3-40.
You'll need to click the link within the email to verify that this is a
working email address. After clicking the link, you'll be taken to
another Salesforce screen; click the Continue button, as shown in

Figure 3-41.
Verify your Salesforce Email Routing Address mbox x = E
support@salesforce.com <support@salesforce com> 10:07 PM (4 minutes ago) - -

to me |~

salcgf)rce

Dear Rachelle Hoffman,

We have received the following request to change your Salesforce email routing address:

Routing name: Cloud Creations Support
New email routing address: support@cloudcreations.com

To confirm this email routing address, click this link: https://na50.salesforce com/setup/emailvenf?oid=
00D6A0000000cGd&k=CAAAAVS5S ot bUMEBwNKEWMDAWMDA0QzK2ZAAAAQESnZ8HPTWFO_bB2SzpeEr24VAK6dTCZ

HoNKTthEh‘}qMWN BRanQYlkdg @Qie DfCZQ9ﬂ<sz2wchP8u§maw0F5WM§M4EJm EmgbU! gaw81£§I8x99§
: : mF

L Cild Ly a A oy ZNIFD xF
1 Apd Wi FR N |T1XN I= V M WNk Wﬁﬂ AWM A k 1 V
8yhogpcJgdiF Gbmxwel_alH62VuFVL2JoGZYw33IR8Ay1bdZGhaV7qOQL2RyM2qBaAdXsFgInKsHvss%3D

This link will expire 72 hours after receipt of this message.
If you cannot click the above link, please copy and paste it into a Web browser.

If you have any questions, please contact your administrator. Or, after you have logged in, click the Help & Training link at
the top of any page for online help and customer support information.

Thank you,
salesforce com

Figure 3-40. Email verification sent
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salesforce

Email Changed

Thank you for verifying the Email Routing
Address. The Email Routing Address is now

verified,

Continue

Figure 3-41. Click Continue, and you'll be taken to the Salesforce login page

15. Lastly, you'll need to apply some email forwarding rules on your
email inbox to forward emails to the e-mail service address that
Salesforce provides.

Creating the email forwarding rule is what utilizes the on-demand email-to-case
functions supported by Salesforce. By forwarding all your emails to the email service
address provided by Salesforce, you can give your users a one-stop application with
Salesforce. When an email is sent into Salesforce, the client receives a reply with a
unique case thread found in the body and the subject line of the email. This case thread
allows an email that comes back into the same email account and per your forwarding
rules gets sent into Salesforce to be attached to the existing case. This allows your users
to stay in Salesforce while they address support case inquiries. Figure 3-42 shows a case
thread.
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RE: Follow up on Case 3000102?'[ ref:_00D41ViIrJ._S00413RFeG:ref | nbos % F ]

Rachlle Hoffman 1 FeetSimoaTr 41-dijoaw nads boc salisforss com 7:59 BM (0 miraes ago) - -

i bidow

Hi Al Please see ny

£ let you knvow that the management 1eam is happy to approve your expedite shipping at no acditional cst. You should receive your new pant by 2pm EST Friday

Fachele Hoffman
Products In General

Figure 3-42. This case thread allows your client email to get attached to the
appropriate case.

Note The email-to-case function has some limitations. First, you can only receive
attachments up to 10MB. Second, this option only allows up to 5,000 email
messages a day. For workarounds, see the Setup area to have Salesforce deal with
bounced messages. Finally, if the case thread is not included in an email, a new
case will be created.

Tip You would want to use the email-to-case option if your case inquiries are
generally over 25MB. Also, the email-to-case setup will automatically identify
contacts and replies to the case. The on-demand feature allows for a much more
custom solution. It allows for custom field mapping, and its setup is fairly simple.

Setting Up Web-to-Case

The web-to-case function in Salesforce allows you to embed HTML code into your
preexisting web site or web form. The majority of clients that have used this function
embed the HTML code into a Contact Us form found on support-related web pages
on their web sites. This function, like that of the email-to-case function, allows
automatically generated cases to make it into Salesforce. Follow the steps shown in
Figures 3-43 through 3-48.
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1. Navigate to the Setup menu by clicking the settings cog icon in the
upper-right corner of the Salesforce window.

2. Usingyour search area, enter Web-to-case. Click Web-to-Case

under Service.

3. The check box Enable Web-to-Case should be select, as shown in
Figure 3-43.

4. Setthe default Case Origin option to Web or any other option that
describes where this case is coming from.

5. Attach a response template that you want your client to receive
upon submitting their case.

6. Hide Record Information will hide the record information in the
email that is sent.

Note If you want to create an email template for this, go to Setup, search for
Email Template, and under the Email section you’ll find Email Template.

7. Add an email signature if you choose to otherwise create it in the
email template.

8. Click Save.
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EEE etuf Home Object Manager v ‘
Q, web-to-case E ‘:.','.-.Ii‘-;.-_(-..ij ase
S e Web-to-Case Settings b e P
Serv

Use 2 simpie web form of 2 sell. 1 malke i €a%y for Cusiomens 10 Submit Cases directly 19 your CUBOmEr ILPROr Group
Web-to-Case For detailed information on sefing Se-Servce Commundy lemplales. vee the Salevtorce help

Web-10-Case HTML Genera Basic Settings

Enable WebtoCase )

Laalt Cane Ovigin Wab
nmamu Email Settings
Delasit Response Template  'Support: Case Created (Wet &)
’mm ..... .
st

Figure 3-43. Creating the web-to-case function

Now that you have enabled the function, you can generate the HTML code to embed

on your web site. Figures 3-44 through 3-45 show you how it’s done.

1. Onthe left side in the Setup menu you should see Web-to-Case
HTML Genera.... If not, you can search for web-to-case HTML.
Click the phrase.

2. Inthe Available Fields area, select fields to be included on your
web form.

3. Move the field from Available Fields to Selected.

4. Inthe URL field, enter the URL that you want your client to be
returned to after submitting their web form.

5. The Enable Spam Filtering option will require the Captcha API
key to be created (this requires developer work and will not be
explained in this book). To set this up, you'll need to navigate to
Salesforce Classic.

6. Click the Generate button.
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Oblect Manager

SETUP
Web-to-Case HTML Generator

Capturing Case Information from Your Website

Using pre-existing pages O your COMPAny’s webdite, you Can capture contact and case information from users and sutomatically create new cases in

=2s Setup Home

Q web-to-Case
Wt tor s Page @

Feature Settings

Service
salestorce com, enabing you 10 respond in 1eaktime 10 Cuttomes request:

Web-to-Case

Web-to-Case HTML Genera Capture Cases

NOTE: Would yeu ke 1 3dd custom Seids Bal yeu do not see ksled under Avalable
20O BANMAILON KoM your

Select he feids 1o ncude
Fields? Vou can set up custom lead feids bo gather
Tol me move.

Availatie Fiekds Setected
Company - Contact Name .
Type Emai
atus Phone )
Case Reason L) | Subject 2
| 4] |Descripton -
Engineering Req Number | Remove Down
SLA Violation

Product

Potential Liabiity - -
¥ Visioie in Seit-Service Portal
Enter th URL 1t e user il be rebumed 1o

b lhup ficloudcreations com

& Erabie spam ftenng (recommended| |
0 v canet

Figure 3-44. Setting up the web-to-case HTML generator

7. Copy this HTML code and send it to your web site manager.

8. Click Finished when done.
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| SETUP

) Web-to-Case HTML Generator

Capturing Case Information from Your Website

Using pre-existing pages on your company’s website, you can capture contact and case information from users and automatically create new casq
salesforce.com, enabling you to respond in real-time to customer requests

Help for

Capture Cases

Copy and paste the sample HTML below and send it to your webmaster,

Finished

] ==

<!== NOTE: Please add the £ ng <META> element To ur page <EE

<l== If necessary, please modify the charset parameter to specify the

<l== chazaccezr set of your HIML page.

<] ==

<QETA REIIF-ZQUIVs"Content-type” CONIZNT="text/html; charsec=(IF-2">

Al s e e e e e e S
<!== NOIZ: Please add the fcl ng <FORM> element to yoUT page.

B e
<form acticn="hitps://webto.salesiozce.com/sex /sezviet.WebToCase?encoding=UIr-g"
<input type=hidden name="orgid lue="00DEA0000 Gd”>

<input type=hidden name="zetURL" wvalue="htzp:// udeczreaticns.com™>

<l ==

<= 1 debugging elements. Please uncorment
<)== in debug modas.

<l == ralue=1l>

- -
-—
-3
-
-—

——>
—

method="FOST">

—
-—
-—
——>

Figure 3-45. The HTML that is generated

Summary

With Salesforce Service Cloud, you can tailor the experience to your organization’s needs

or utilize the great standard functionalities that come with your purchase. Whichever

path you choose, you can assure yourself that setup is the least of your worries.
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Lightning Apps

The AppExchange marketplace comprises a suite of apps, Lightning components, and
consulting resources. Salesforce customers can install add-on applications to their
Salesforce organization. You can search across thousands of apps to find prebuilt
solutions for business needs. The marketplace is also the place to search across
thousands of registered Salesforce consultants (shown in Figure 4-1).

@ Blaze new trails with apps ana S 4
components that are ready to

AppExchange
go for everyone.

WATCH DEMO

GUIDED TOUR VISIT APFEXCHAMNGE

What is
AppExchange?

Apps
Components
Consultants
Become a Partner

Customer Stories

Figure 4-1. Blaze new trails with the AppExchange

Apps

Increase productivity by installing prebuilt packages, called apps, which provide
custom solutions for every role and industry. Visit the AppExchange web site at http://
appexchange.salesforce.com. Here you can sort and filter in numerous ways including
by popularity and rating.

To pick the right app, we recommend identifying your business challenges, budget,
and time frame.
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Discover the AppExchange Marketplace

You should take the time to explore the business app store in Salesforce, otherwise
known as the AppExchange marketplace. There are more than 3,000 apps and
components that can be used to extend the power of Salesforce. Follow these steps:

1. From the App Launcher, click Visit AppExchange, as shown in
Figure 4-2. Or, from Setup, search for AppExchange marketplace in
the Quick Find area.

App Launcher Q  Find an pp or i

Visit AppExchange

v All Apps

Service Marketing
Manage customer ser- Best-in-class on-demand

vice with accou... More marketing automation

Figure 4-2. Visit the AppExchange from the App Launcher

2. Click AppExchange Website, as shown in Figure 4-3.

u APPEXCHANGE HOME Q

Welcome to
DocuSlign, [Sess s : AppExchange

LIGHTNING READY

DYNAMIC

DOCUMENTS,

PRESENTATIONS
AND REPORTS

wyirrree CO ﬁa

Composer

Sign. Send.
Manage.

TRY IT FREE

AppExchange Website Sy B#E TermsofUse  Security Statement ﬁ m W

Figure 4-3. Click AppExchange Website to navigate to the complete database of

apps and components
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This marketplace contains apps and components for end users to install and download
into their Salesforce organization. In addition, you have access to thousands of reviews about
these apps, components, and consultants. It's complete transparency at your fingertips.

On your home page, shown in Figure 4-4, apps can be searched and filtered by
various categories. You'll find a wide array of apps! They range from point solutions to
full-blown integration and automation. There are free apps, and there are paid apps. The
good news is that Salesforce makes it easy to find what you are looking for.

@;ap;;:)x-:hur'ge? Apps  Components  Consultants Apps Q  @Leglh
[ d me Ag xchange

) Mew to AppExchnnge? Leam more.

Meet Appy, your AppExchange guide.

Want to grow = more successful? She'll show you how.

Filters * | AllPACes * Al Egmions * | AllRaungs * Al Languages * | v Apply X Clear

—
Feoured Bestont Aops
Home f T A F LIGHTHING READY
Popular Apps
New Apps Customer Surveys >4
Fiee Apps for Salesforce E I I I
MOBILE GLOBAL IMPACT
Collections -
INTELLIGENT dre:
Categories = TEXT MESSAGING
Sl *hkrH (205) kA (5]
Customer Senvi: 8

Figure 4-4. The AppExchange home page

Choose an App

Choosing the right app can seem overwhelming with the number of solutions available.
So, it’s important to have a strategy in this decision-making process.

1. Start by defining your business challenges. Identify your company
goals and objectives. Once you've determined what they are,
search and review a handful of solution options in the Salesforce

marketplace.

2. Once you've narrowed down a handful of prospective solutions,
evaluate the solutions and vendors. Consider the ease of use,
support options, total cost, reviews, the ease of administration,
and solution match. Use this information to help make a decision.
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3. [Ifavailable, request a demo or trial, or install the app into your
sandbox for user testing and acceptance.

Price

One important factor is cost. There are apps in Salesforce that are free, but there are
others that have a cost associated with them. While some apps display their total cost,
others require you to contact them to find out the price. Some of these payment options
can be monthly, annually, per user, or per organization.

Compatibility

Make sure to check the compatibility of the solution. You can find the compatibility
information in the details section of the app under Requirements and Other System
Requirements (shown in Figure 4-5).

’ Lightning Ready ® No Limits
PACKAGE CONTENTS LIGHTNING COMPONENTS
Custom Cbjects: 34 Global: 0
Custom Applications: 2 App Builder: 0
Custom Tabs: 13 Community Builder: O

REQUIREMENTS

Salesforce Editions: Enterprise, Unlimited, Developer, /
Performance

OTHER SYSTEM REQUIREMENTS
No additional system requirements

SECURITY

While Salesforce periodically conducts security reviews of publicly
Figure 4-5. Requirements and Other System Requirements sections in the app
details
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App Home Page

The home page of an app provides an overview, details, reviews, and provider
information (shown in Figure 4-6).

wappexchange Apgs  Components  Consultants [BDEa ™| Ssacch Q@ legln

N
N
\ Y
)

T |
cloudingo ==

= e # vahiringressy g Frotemonssip (@) Noumis

Cloudingo - Effortlessly eliminate and manage duplicate data
Clean your data and limit future duplicates. Automated and customizable.
dkdkd (215)

Paid - Details below

OVERVIEW DETAILS REVIEWS €5 PROVIDER ¥ Save ¥ Gat It Now

App by Symphonic Source

The all-in-one tool to deanse your database and mass imports by removing
duplicate recends, all from a simple and intuitive dashboard. Use the built-in filters
or create your owm,

Cloudingo chases down and eliminates duplicate datal FREE TRIAL

° Watch a Damo

RELEASED
10/2/2012
PRICING @

Starting at 51,096 USD per company per year
Discounted for Nonprofits

CATEGODRIES
Data Cleansing

What's Clrausinan?

Figure 4-6. Home page of an application

The page also contains this information:

e Highlights: The highlights bar located at the top of the application
page, shown in Figure 4-7, displays key components of the app. This
typically includes Lightning readiness, organization compatibility,
and limitations.
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. S - T
= , Uightning Reaoy d Profsasional & Up @ e Lmits

Figure 4-7. Highlights bar

o Cost: The cost is located on the left side of the home page. If the app is
free, the app will state Free. If there is a cost associated with the app,
it will state Paid.

e Overview: Click the Overview tab shown in Figure 4-8 for a brief
description of the app. Some apps contain links to their web site or
include video demos here. It is recommended that you watch any videos
for further insight into the app’s capabilities. You can also find detailed
pricing information, the release date, and screenshots in this area.

OVERVIEW DETALS REVIEWS @D PROVIDER TN 3 Get It Now

App by Symphonic Source

The all-in-one tool to deanse your database and mass imports by removing

duplicate records, all from a simple and intuitive dashboard. Lisa the built-in filters Address Validate & Standardize Lead Job: Lead Address Validation
1,008 - .
or create your cwn Rodossas — a-
= =~ Sl — = 0 == = -
Cloudinge chases down and eliminates duplicate data! FREE TRIAL = ameamt-Tanl e et e st v

¥ D ¥ eI ¥ e
° ‘Watch a Demo - _ . 3 = 3

= - 0o = -— bl - o
RELEASED ¥ Cor——oceon # Ce———ac=mm ¥ o =m
10/ 2{ 2012 = = O | —" 0 = =" o
PRICING @ i D S
Starting at $1,096 USD per company per year ] r o . '
Discounted for Nonprofits GET MORE VALUABLE DATA

Give your data mode purpose and meaning with mass update,

CATEGORIES mass delete. and address validation & standardization

Data Cleansing

Upoate, Delete, and Valioate Recoms

‘ l : _\ g

Figure 4-8. Overview tab for app

e Details: Click the Details tab shown in Figure 4-9 to gather more
insightful details. This typically includes any technical specifics,
software requirements, a supported feature list, data sheets, and
security-related information.

154



OVERVIEW DETALS REVIEWS @) PROVIDER

The all-in-cne tool to cdeanse your database sand mass imports by removing
duplicate reconds, all from a $mple and intuitive dashbeoard. Usa the bulit-in filters
©F craate your own.

Cleuding o chases down and eliminates duplicate data! FREE TRIAL

* Cloud-based deduplication and data cleansing
* Autc-marge wdsting duplicates or dedupe Import files from a dashboard
» Prabullt filters or easily create your own from a drag-and drop UL

Clouding o solves the problem that so many crganizations face - lend, contact and
account duplicates. Simplify your marketing and reperting initiatives by cutting
down all the clutter that tends to build up inside Salesforce.

Cleudingo is a cloud-basad, deduplication, and data quality app bullt specifically for
Salesforce. Remove duphicate data in your existing database or from impoerts. Easily
integrate and manage customer data to ensure that you are always working with
the most accurate, up-to-date info.

« Find duplicate records in seconds & dedupe data

+ Merge & convart from a simple dashboard view

+ Auto-Merge, mass merge, or manually merge dupes without losing any important
data

+ Mass updata & mass dalete reccrds

- Geocode, validate & standardize addresses

+ Cleanse import files before data reaches Salesforce

« Prebuilt filtars or ensily create your cwn to make Cloudinge work for you
+Drag-and Drop Ul

- Audit trafls to track data changes

+ Enterprise AP (infout)

+ Works with standard & custom cbjects

+ Superior customer service and support

FREE TRIAL!

Brought to you by the makars of DupeCatchar, one of the most popular apps on the
AppExchange

Figure 4-9. Details tab
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COMTACT INFORMATION SUPPORT @
972-261-1543 9722411543
Company Wabsdte Email

Emall Knowisoge Base LAL

Terma ano Conditians

TECHNICAL DETAILS

Mamas: Clavdingaagent

Version: 162 / 1.620

First Release: 10272012

Latost Releame: 5/12/2017
Languages: English

[ndusries: Infarmation not prvided

SUPPOATED FEATLRES
@ Hovmns

UIGHTNING COMPONENTS

; Lightriing Reacy

PACKAGE CONTENTS

Custorm Otjects: 8 Olobal: O
Custom Applications 1 &pp Bulloer: O
Custom Tabs: 2 Community Buiiger; @

REQUIREMENTS
Editicas i . Unfmitsa,

OTHER SYSTEM RECUIREMENTS
ADmin sccess 1o the Salesforce org. 13 reavine. Clousingo supports Lesos, Comacts,
Accounts. Person Accounts, and Custam Otiects

SECLRNTY

Whils Salesfo o iy conducts security f publicty Nstes &ppl e A,
s impanant that wealuste and the security and sl
Impfications of Installing thiro-pary 3ppllications with Sccoss 10 0MA SOMED on Salesforces
systems. The Information above 15 contributed by the provider ang has not beon \afidated
by Salesfores

To reach the app provider directly, contact information is displayed at the top-right

corner of the page.

Tip For an app that requires extensive setup, consider the support options

available for each app.

At the bottom of the Details tab are documents including data sheets, customization

guides, case studies, and customer testimonials provided by the app company, as shown

in Figure 4-10.
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DATA SHEETS

A Info Sheet

M Data Maintenance Module
[ Security Info

Mros

(0 Packagas and Pricing

M Entarprise Tiar

M Marketo Integration

CUSTOMIZATION GUIDES
M Go Beyond Deduping to Boost Your Data linfographicl

CASE STUDIES

M Increase Sales Efficiencies with Clean Data

[ Enhancing Customer Relations & Maintaining Credibility with Cloudinge
[ How to Improve the Reliability of Salesforce Data

CUSTOMER TESTIMONIALS
A Success Stories

Figure 4-10. Important information stored about the app including data sheets,
guides, case studies, and testimonials

Reviews

Every app is rated using a five-star scoring method and includes written customer
reviews. These reviews are also split between positive reviews and critical reviews.
Use this information to help determine the success of the app. Navigate to the reviews
section on the Reviews tab to read customer feedback (shown in Figure 4-11).
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Cloudingo - Effortlessly eliminate and manage duplicate data

Clean your data and limit future duplicates. Automated and customizable
ek (210

Pald - Details befow

REVIEWS @D ©

REVIEW HIOMLIGHTS
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§ vonregrescy g Protmicnssie (@) Holmi

Shar your naparinnceswith

Lia i 1he community
4 . cut ol & Srany
(238 reviows)
3 Stars
WOST HELPFLL POMTIVE REVIEW MOST HELPFUL CRITICAL REVIEW

i a . No regative revisws
Miarlssa Hayes - Simpicity, Ease B Stong Team Behind & Gieat Service v

We wars locking for a program to de-oups cur Accounts, Contacts and Leaosin
Salesforce (and thers am a lot of themi) | contactss Cloedingo and was
Impramea nax orly with Thair profemlonaliam, but also their atility 12 go abovs
an2 beyono. They wers 3o apt 1o sepply va with information, trining ano support
that the oecBian 1o purchase their . Maors

Wy 2%, 2008 31 1207 P

Commact - N8 - 60 2 - Beponibuge

2
L

Prsanas Krishaen - Click and go

L%, 2007 ot A0S &M

W ool Ue - Bepodt Abuse

Toen Padsl . Terrific Product with squally fantastlc supgertil

by fartin

Jon Dl I0UT A LOTPM - Comment - Lie - Bepod Abuase

Dofinktaly 2 shoulo have app. Helpes ve remons 106- ouphcaes in 3 osy. Lots of potential in 1erme of 20ding new festures 10 mowe it from 3 soulo hae

AlterBy  Any Rafing ~ Son By Rwiew Date

10 8 et have g

Cant say snough about thia proouct! Not oaly 1a it Smple 10 39tep 800 e, it sctually WORKENY & wesk sfter rolicut ano my Salesforcs Somin tola me 1t is ber favarits 5F prosuat

Figure 4-11. The Reviews tab includes positive and critical reviews

To write a review, a user must be authenticated. To write a review, click Write a
Review in the Review Highlights section, as shown in Figure 4-12.

¥ Save 3 Get It Now

Sham your axpariences with
tha community

T DETAILS REVIEWS@B  PROVIDER
REVIEW HIGHLIGHTS RATING DISTRIBUTION
5 Stars
ek
4.3 ... o
(15 raviaws)
3 5tars

Figure 4-12. Click this button to write a review
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Next, give your review a title. Provide comments in the Comments section shown in
Figure 4-13. Scroll your mouse over the stars to select the appropriate rating. Click Post
Review when finished. Note that it may take up to an hour for your review to post.

Cancel Post Review

2,000 characters left i may taks up 10 80 hour for YouT Feview T Post to the site

Figure 4-13. Information to include in your app review

Note Come back to this page to write a positive or critical review of an app you
have installed. This brings more value to the Salesforce community.

Provider

This tab holds more details about the app provider. Find out additional apps the provider
has created that may be relevant to your business needs. Additional details include
headquarter location, web site, employee count, and year founded, as shown in Figure 4-14.
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Cloudingo - Effortlessly eliminate and manage duplicate data

Clean your data and limit future duplicates. Automated and customizable.
ddddk (219

Paid - Details befow

€D PROVIDER

: ‘s: ABOUT THIS PROVIDER
=) The mre misfion of Symphonic Sourcs. 1he malers of Clougingo ano DupeCatcher, i3
..ol guaantes dats guality. Symphonic Scurce ooes 3o by provicing Salesforce customerns with
M30UrCes 10 Manage the sponential growth In oata ang keop that gata cisan

Symphonic Source
This miision 13 met by delvering a rangs of 03ta ManagEMENt tools 300 SBrVicss 1o help
WIILIA563 | Compuny Wakdne | Emal with cata cleansing ano imegration, snabling vsers 1o malize the full potential of service-
crientsd architectures (SO4)

Symphonic Soume bullss tooks that integrae with the worla'’s leading clovo-baseo CRM
serAce, . 1o previde ano oxacl 2. BRsUring osta quaity to
Salvsfore viers.

Qur newest offering. Clovoinge, profiles ano deoupes the entie sxdsting Salesforce org

Ourimitial pouet offening. DupeCatcher, losntifies ano AND prevems cuplicate mcoros
from being crested in real time.

Maore apps from this provider

4

~ .
cloudingoy/« DupeCatcher

DATABASE EXPLORER FOR FORCE COM

L L L e FREE ddkdd (123) FREE

Figure 4-14. Provider tab

Install an App

Apps can be installed directly into your production or sandbox environment. Production
environments are where your active users are using Salesforce with live data. The
sandbox is your testing environment. These can be production or development
environments used for testing applications. It is recommended that you install here first
to see how it will interact with your existing setup.

An app can also be installed for a specific group of users or all users.

To install an app, follow these steps:

1. Do some research and select the app to be installed.

2. Click the Get It Now button, as shown in Figure 4-15.
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Mass Update And Mass Edit From List View

Easy-to-use tool allows you to mass update and mass edit directly

from list view. L /\ B S

& are ; ughtring Reacy Bl Enterpiis s s QB Natho app

Mass Update And Mass Edit From List View

Mass Update And Mass Edit From List View Lightning Ready
dkkk o (195)

Free - Details below

OVERVIEW  DETAILS  REVIEWS @€  PROVIDER Save [ERYAISNE

App by Salesforce Labs

Mass update and mass edit selected records from any filter view or related list. You
get bwo easy to use tocls designed for both admins and standard users. Please note
for lightning experiance UL it works batter with Winter 17 release

2B Teka a Tast Drive B ke e s s o " -

RELEASED
6/ 20/ 2009
PRICING
Free

CATEGORIES

Admin & Developer Toals

Figure 4-15. Get It Now button on the home page

3. Login using your Salesforce credentials.
4. Select the appropriate installation method, as shown in Figure 4-16.

e Click “Install in production” to install into a live, production
environment.

e Click Install in Sandbox to install into the sandbox test

environment.
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&7 Install in production
[ncluges active, trial or developer orgs

Install in Sandbox
Test \n a @py of your production org

Figure 4-16. Choosing to install into production or the sandbox

5. Review the package components, version, expiration, and
subscription cost for the app that will be installed. Review the
terms and conditions.

6. Select “I have read and agreed to the terms and conditions,” as
shown in Figure 4-17. Click Confirm and Install.

Almost there!

o Before Installing, please review the customization guida to famillarize vourself with the installaticn ang

configuration steps for this applicaticn.

WHAT YOU ARE [NSTALLING WHERE YOU ARE [NSTALLING

PACKAGE ORBANIZATION

Mass Update And Mass Edit From List View mmpany name

VERSION ED(TION

Mass Update And Edit Lightning Ready (1.5 / 1.5.0) Developer

SUBSCRIPTICN USER MAME

Free I " ingbook @cloudcreations.com
DURATION

Does Not Expire
NUMBER OF SUBSCRIBERS
Site-wide

T3 have read and agree to the terms and conditions .

Cancel (ngtall | Backto previous step Confirm and Installl

Salesforae.com [nc. 1s not the proviger of this application but has conducted a miteo security review. Please chick
here for detslled information on what is and is not Incluged In this review

Figure 4-17. Last step before installing

7. Identify the users who should have access to this app. Select the
appropriate option from the following list: Install to Admins Only,
All Users, or Specific Profiles.

161

vww .allitebooks.cond



http://www.allitebooks.org

CHAPTER 4  LIGHTNING APPS

Note You can open access to this app to other users after the install.

8. Click Install, as shown in Figure 4-18.

r I \, What if existing component names conflict with ones in this package?

o Do not install

Rename conflicting companents in package

2 322 328

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

Install Cancel

Figure 4-18. Selecting which users to install to

9. Click Done and you will be directed to the Installed Packages
section once the app has completed installation (see Figure 4-19).

eTup
Installed Packages

01 Fastn com ABpEchIngs yos 445 Browe, A 4w, dovetla B, A0 ITLII1 pio-Baifl BPPS 300 COMPoRERA M ite yaur L3MToIS. 53m srvHORMASL La)in Mats Jbaut iritalting Packadel l

Dapanéing an the i red 15 an indaSed pacape.

T rameve 3 padage, sk Uninatel Te manage your pamkage hisenses, bk Marigs Licenser

Installed Packages el to s

Uninstalled Packages.

Mo wniaqiailed pasiage 43t drehived

Figure 4-19. Details on installed and uninstalled packages
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Installed apps create a package of components and dependencies. This includes custom

objects, Visualforce pages, and Apex classes and code. The installed app can come in the

form of a managed or unmanaged package.

e A managed package contains restrictions to the components

installed.

e An unmanaged package has more flexibility and allows development

on top of any components installed.

To uninstall an app, navigate to the Installed Packages area in Setup and click

Uninstall.

To find details on any installed apps, including all components and dependencies,

click the name of the package, as shown in Figure 4-20. The details will appear, as shown

in Figure 4-21.

st sllod Pachages
Ao Paruage bewms Pt shar arvor e Mamacpace Fref
o0 Mam Usdate Acd L8 Labin aa Seady ”oc
/l' warr pras

Figure 4-20. Package name

Package Details
Mass Update And Edit Lightning Ready

« Back to Lists Accounts
Installed Package Detail Uningtull | Maw Componants | Vew Dependancies
Packags Nama  Mass Update And Edit Lightning Ready
Language  English
Varsion Nare 1.5
Pubdisher  SFDC
Description  This package is the lightaing ready vemion of Mass Update and Mass Edit

natilled By Felicia Duans. 6222017 1201 PM

Count Towards Limits v

L |

Figure 4-21. Package details

vww allitebooks.conl
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Varsion Number
Package Type

Moditied By

e jects

18
Unmanaged

Ealicia Duarte, 8222017 1201 PM
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Click View Components for the complete breakdown, by type, of everything
installed, as shown in Figure 4-22.

Package Companents
Aetlon Hame Farerd Object
MassEditCase
MassE ditFioduct

MasEditOpp

MasEditlead

Apex Class

Apex Class

abe Custom Object

Figure 4-22. Viewing your package components

o Visualforce page: A Visualforce page is a custom-built page made up
of Apex classes and code, used to create a custom look and feel.

e Apex class: An Apex class is part of a unique Salesforce programming
language that gives developers and app builders the capability to
create business logic.

e Custom object: This is used to store or build custom information.
Custom objects can be used to link information to standard objects.

Lightning Component

Lightning components are reusable containers of prebuilt tools and elements. These
components can be added to your pages to ramp up the productiveness of your end users.
As mentioned earlier in the book, components can easily be dragged and dropped into
your desired page. Salesforce makes this easy to do without a developer and without code.
Discover these tools by searching through the marketplace, as shown in Figure 4-23.
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COMPONENTS

Build mobile apps

at lightning speed.

Fraa v | AllEdtions v ANl Ratings v All Languages * || o/ Apply | X Clear SonBy Populenty v | BE| =

Maost Popular Vigw Mom >
Home g
Popular Components =5 Lightning DataTable Dev Lightning Carousel and Banner My Tags LTC
New Components
wkddd (16) FREE  dededdd (5) FREE k(13 FREE
Free

Categories * Multi-View Calandar E Higmrchy My Activities
Data Managamant = o] e

Data Visualization

Fands wkdkd (25 FREE wkdkk (5] FREE ddkkd (2] FREE
Finance
Productivity ) 2 .
Sales MI Lightning UtiTity Pack 1.6 = Lightning Exprass Chorts M=l Enhanced Lightning Grid
Tima & Date a =
*hdk (D) FREE dedkd (L) FREE L2l 61 FREE
ya
(Eb Free [daas Component for Comm TaskRay Lightning Compenants o ‘ Simple Agenda View
ke (40) FREE dkdkdkd (5] FREE hkkd (3 FAEE

Figure 4-23. Lightning Components search page

To download a component, follow the same steps used to download an app.

Find a Consultant

Consultants are registered and often certified Salesforce partners. They help make up the
Salesforce ecosystem by providing custom Salesforce solutions and implementations.
Consultants typically provide Salesforce training, implementation solutions, quick-start
packages, data migration, and more.

Your Salesforce account executive will often recommend a Salesforce consulting
partner. Typically a discovery or scoping call with a consultant follows, and a quote with
timeframe, deliverables, and cost is provided.

Similar to app browsing, browse through a list of consultants and sort by the type of
service, specialization, tier, territory, and more.
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1. Select Consultants from the top of the page, as shown in Figure 4-24.

@-'FJEIH-‘“\-"""E"-' Apps  Compenonts  Consultants Cansultants * 503 Q  Biegn

© w10 AppEschangs? Leam mars.. B2 seno me AppExchange news and Tips

Figure 4-24. Consultants tab

2. Select a consulting page (shown in Figure 4-25) to view more
details (shown in Figure 4-26).

Registerss Partosrs  * | ANl Rstings = | A&l Regiom * Al Languages *  AllProgramming L. * | " Apply | X Clewr [3:-:5.\. Raing -Iﬂl

COngd

Home

Popuie Gonpeiants Services Saleslogisti K E L L
b implementation, negratin, /—’J PARTNERS

nd emal
Platinum Partners
Gold Partners
Silver Partners
Registered Partners

w00 R 00 kR 00

Type of Service =
Butinem Conmiting
Cusom &pp Cevslopment
Systema [megration

e B idealist

Phil Walton & Co

LY S nca 1004

cirrius:

YOUR SILVER UMING IN THE CLOUD

Comereicial App Developrent
CONSULTING
Industry Specialization -
Comremcations L AL i Lad b4 JE) Wk (71
Eowcaticn
Anancial Services - %
Ceneml Bugnem - Mo Fonus xl Kively Profesional Serdces - Top- {C }r Clove Creationa, nc . Sputmik Mamant: Your Momprofit |
Geminmant
Healthean & Life Sciences w0l A ERkEw 0]
Hgll Tech
Manufactuning
Mecia Q0B £ curica SFOC Paaer speoaa . CRM Senices ‘: Wea Coaz Conmiming Grovp We
Nonprofits -
x::‘: e whkdd (0 LA L & 4 e LA LA & RSN
Retail

Figure 4-25. Cloud Creations, consulting company
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Cloud Creations, Inc
Do Business Faster Fixed bid, flat rate Salesforce consulting
dekdedd (23]

OVERVIEW  DETAILS REVIEWS @E) PROVIDER

Consulting Service by Cloud Creations Inc.

We provide flat-rate and fixed timeline Salesf impler i Do Busi
Faster with expert Cleud Creations Salesforce, Pardot, and SteelBrick consulting and
developmant

RELEASED
3/17/ 2015
CERTIFIED PRO
8

SSIOMALS

PROJECT HISTORY
226 Completed Projects
Customer Satisfaction: 9.74/ 10

PARTNER LEVEL

Registered

TYPE OF SERVICE
Business Consulting, Custom App Develog t, Syst Integrati
Training, Preconfigured Solutions

PROGRAMBMING LANGUAGES

Apex & Visualforce, HTML/CSS maScript, Java, PHP

Registered Puiner
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IR 2cemfiec 0,740 Customer Satisfaction

Salesfors Cashooars

Figure 4-26. Cloud Creations consultant detail page

3. Find more details about this prospective consultant, including the

number of projects completed, satisfactory ratings, geographic

focus, and more on this page (shown in Figure 4-27). You can also

find the consultant’s contact information here to contact them for

services.
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We provide flat-rate and fixed timeline Salesforce implementations. Do Business CONTACT [INFORMATION
Faster with expert Cloud Creaticns Salesforce, Pardot, and SteelBrick consulting and (B00) 951-7651
development. Company Website
Email
* Salesforca and Communities Development
¢ Pardot and Marketing Cloud Configuration SPECIFIC DETAILS
¢ SteelBrick and CPQ Configuration Languages: English

[ngustries: Ananclal Senvices, Professional Senices
Cloud Creations Inc. provides fixed-bid, tum-key Salesforce implementation Gecgraphic Focus: North America
services, which include data import, integration, documentation, reports, and
training. Our clients range for small-and-medium sized businesses to large
enterprises. Additionally we provide Pardot and SteelBrick setup services.

DATA SHEETS
A Sales Cloud QuickStart

WHITEPAPERS
M Cloud Creations Overview

Figure 4-27. Details section on consultant

4. Contact the consultant and request a quote.

Tip Consultants often employ a mix of project managers, business analysts,
developers, and specialists. Hourly rates vary widely and typically include a
scoping call to identify the right solution for your business. The more detail you can
give your potential consultant, the more accurate the cost estimate will be.

Summary

The AppExchange marketplace consists of the Salesforce ecosystem of app partners
and consultants. It is a growing market and is expected to make big changes in the near
future. Visit the AppExchange marketplace to maximize your Salesforce setup.
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Lightning Reports and
Dashboards

Salesforce reports and dashboards give you necessary insight into the data that you
have collected in Salesforce. Every custom field and the majority of standard fields in
any Salesforce object can be used in a Salesforce report. Salesforce dashboards help
you to display this data in 11 different visual charts and tables. One report can be used
in several dashboard components; however, a dashboard component can use only one
report. A dashboard can display up to 20 dashboard components. Figure 5-1 shows the
report that comes standard on your user’s home page in Lightning.

Quarterly Performance dsof Today BO1PM | @

$345,000 N (7 5270,000 s $750,000 4

Figure 5-1. The home screen of opportunity performance by quarter in Salesforce
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Understanding Reports and Report Features

Reports allow you to see your data based on specific criteria that you define. Once you
have defined your criteria, you can group your data, create a chart for easy viewing, filter
your data further, and store the report for later use in report folders. In these next couple
of sections, we’ll cover some of the functions available in the report builder that are
necessary to understand, and then we’ll jump into building your report.

Report Types

Report types allow you to define what objects and fields are available to you when
creating a report. You can create report types based on a relationship with an object

to a related object. A good example of this type of relationship is accounts and their
related opportunities. Your opportunities would be the primary object, and the account
would be the related. Don’t worry, you don’t need to create report types to start using
Salesforce reports because out of the box Salesforce has set up the standard objects for
you. However, if you find a field missing on a report or you can’t find a custom object
related to another, you’ll want to continue reading. Or if the standard-use report types

don’t work for your business, you can customize your own!

Creating Report Types

The process to create report types is as follows:

1. Click the settings cog icon in the right corner of the browser, as
shown in Figure 5-2.

Quarterly Performance fs of T P

ED 5345,000 EN[>7 $270,000 aL $750,000 7

Figure 5-2. Navigating to the Setup menu

2. Inthe Quick Find box, search for report types (do not press Enter)
and select the yellow highlighted phrase Report Types, as shown
in Figure 5-3.
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aen *
e setup v Home bject Manage
T i o

Q, report types

Hom

Feature Settings

Analytics

Reports & Dashboards

Figure 5-3. Accessing the report types

Tip Salesforce offers help on most of its administrative processes. If you are
seeing “What is a Custom Report Type?” instead, feel free to read this content too
and then click Continue. You can also click “Don’t show me this page again” to
disable this window in the future, as shown in Figure 5-4.

Custom Report Types

‘What is a Custom Repont Type?

Custon repon types alow you to bulkd & framevwiork n The repon wizard, from which users can create and You typas off of the (master-detal oyects 20 that you can:

» Choose which obeects 1o display 10 USErs Creating and customizing reports
= Define [ chigcts urer ing
* Seloct which obiects’ fekis Con be USed A5 ColmNS In reports

)

Mot that the viskdty of custom repart types in the report wizerd ks controbed by users' 0cCes3 1o the odsects in the report type.

[[] Cont sherw mes his page again

Cortirue

Figure 5-4. Custom Report Types help page

3. Click New Custom Report Type, as shown in Figure 5-5.
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SETUR
Report Types
Halp for i Page @)

All Custom Report Types

VW cusiom repor rpes, you Can enable users 10 creale reporns from the predefined objects, object relaionships, and felds Mal you specily

@ HI JEKLMNDPGRST UV WXIXYZI Obe M

View: 'Almlw!’!-m | Ef8) Craate New View
Navr Custom Regart

AlpiciplElr
Label ¢ Dwscrption Catwgiry Doy Crested By Mins Crasted Dute

Ne recerds to dapley

A B CDETF O HIJKLMNOTPOGRSTUVWXY I One M

Figure 5-5. Creating a new custom report type

4. Select the primary object from the drop-down field that your
report should have, as shown in Figure 5-6.

SETUP
& Report Types

Mu'ur!*-s”a-;oo

New Custom Report Type

Step 10f 2

Step 1. Define the Custom Report Type

Next | Cancel

Report Type Focus | = Required Information

Specify what type of records (rows) will be the focus of reports generated by this report type.
Example: ¥ reporting on "Contacts with Opportunities with Partners.” select "Contacts” as the primary object.

Primary Object I Accounts

ntification
Report Type Label [ Accounts, Opportunities and contact roles

Report Type Name  ['accounts_Opportunities_an |1

Note: Description will be visible o users who creale reports.
Description | Accounts, Opportunities and contact roles
p

4

Store in Category l Opportunities v

loyment
A report type with deployed status is available for use in the report wizard. While in developmaent, report types are visitle only to authorized administrators

and their delegates
Deployment Status ® In Dnmopmnto
_ Deployed

Figure 5-6. Creating a customer report type
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Label your report type. This label will be displayed to your users
when they are selecting the report type for the report builder. After
you have finished your name, hit your Tab key, and Salesforce will
automatically create the report type name.

Type a description for the report type. This will be visible to users
who use this report type.

Select the category where this report type should be stored.

For example, if the report type created was an opportunity and
contact report, you should put it in the Opportunity folder. If the
report type was a combination of multiple objects, you can choose
to store it in one of those object’s folders.

Select what status this report type should be in. Selecting the In
Development radio button will hide this report type for all users
except administrators or those with delegated permissions.
Selecting the Deployed status will make this report type visible
to all users who have access to the report builder. You can always
come back and select the Deployed option when you have
finished and tested your report type.

Click Next.

Select “Click to relate another object,” as shown in Figure 5-7.
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& SETUP

Report Types

New Custom Report Type Help for this Page 0

Accounts, Opportunities and contact roles1

Step 2. Define Report Records Set Step2of2

Previous | | Save | Cancel

This report type will generate reports about Accounts. You may define which related records from other objects are returned in report resuits by choosing a
relationship to another object
A

Accounts
Frimary Object

(Click o relate another object) ﬂ A

Previous | | Save | Cancel

Figure 5-7. Relating another object for your custom report type

11. Click the Select Object drop-down to choose your related object
for this report type, as shown in Figure 5-8.
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POl SETUP
Report Types

New Custom Report Type Help for this Page U

Accounts, Opportunities and contact roles1

Step 2. Define Report Records Set Step 2 0f 2

Previous | | Save | Cancel

This report type will generate reporis about Accounts. You may define which related records from other objects are retumed in report results by choosing a
relationship to another object

Accounts
Primary Object
~Select Object- Vg
A to B Relationship:

(‘O‘;— */Each "A" record must have at least one related “8" record
"A” records may or may not have related "8" records

>

B

-
-

Previous | | Save | Cancel

Figure 5-8. Relating another object to your customer report type

Note If you are not seeing the object you want to relate to this object, it means
that there is no connection between these objects. To create a connection, you'll
need to create a lookup field on the related object to the primary object. Before
data will populate this report, that field on your records will have to be filled with a
primary object record. Building custom objects and fields is simpler than you think.
We don’t cover how to do that in this book, but Salesforce offers great “trailheads”
on this topic. Go to https://trailhead.salesforce.com to find your
trailhead and further your education.

12. In Figure 5-9, you'll have two choices shown under A to B
Relationships. The option “each ‘A’ record must have at least one related
‘B’ record” will only show B records where at least one A is related to
it. For example, all contacts that are related to accounts will show, but
ifyou have a contact that has no relation to an account, it won’t show.
The option “A” record may or may not have related to ‘B’ records” will
show all B records whether or not they are related to your A record.
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‘A—u‘:;:n-f:wi't—h Opportunities and Contacts

Shep 2. Defing Heport Hecords St Swpiol2

Figure 5-9. Choose the type of relationship the two objects have for this report type.

13. Click “Click to relate another object” to select your next object.

14. Click the Select Object drop-down to choose your next related
object for this report type.

15. Choose between the two radio buttons under A to B Relationships.

16. Repeat steps 13 through 15 to relate more objects for this report if
necessary.

17. Click Save, as shown in Figure 5-10.
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SETUP

Report Types

New Custom Report Type Hep for tris Page @

Accounts, Opportunities and contact roles1

Step 2. Define Report Records Set Step 2 of 2

Previous | | Save | Cancel

This report type will generate reports about Accounts. You may define which related records from other cbjects are returmed in report results by choosing »
relabonship 10 another object.

Accounts B
Primary Object

Opportunities =
A to B Relationship:
s ®/Each "A" record must have at least one related “B" record

J"A” records may or may not have related "B" reconds.

Contact Roles "

B to C Relationship:
®/Each "S" record must have at least one related "C” record
/"B" records may or may not have related "C* records

D

{Click io relate another object)

Previous | | Save | Cancel

Figure 5-10. Relating another object to your custom report type

Note If you add new fields to your objects after creating a custom report type,
you’ll have to add the new fields to the report type. You can do this by going to
Setup, clicking your report type name, and clicking Edit Layout under “Fields
Available for reports.” This is shown in Figure 5-11.
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% e

Flald Layout Properties bare | | Coment | Pomvrm Lt

Suaces

Figure 5-11. Adding new custom fields to your existing customer report types

Report Formats

Salesforce in Lightning Experience offers three report formats. Each format allows
you to customize your report differently. Whether you are using Tabular format to
generate a call list, Summary format to show data grouped horizontally, or Matrix
format to summarize your data by both rows and columns, Salesforce has the proper
format for you. You also have an additional report format, Joined reports, that you can
use; however, you need to switch to Salesforce Classic to build and view these types of
reports. Each report format has its strengths; let’s look into these a little further.

Figure 5-12 shows where you can make this adjustment between report formats.
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Report Type: Contacts & Accounts
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Figure 5-12. Switching report formats

Tabular Report Formats

The Tabular format reports are easily comparable to a flat file like a spreadsheet. This

report format contains columns as the different data points and rows with your actual
records. These reports are best used for creating a list of records like a call list or to list
records with one grand total. This report format can’t be grouped, and you can’t display

the information in a chart or use it in a dashboard component unless you use a row limit
filter (see Figure 5-33). Most clients will use a Tabular report format to see a grand total

of their sales with specific criteria set. For instance, if you want to run a quick report

on all the sales your team generated for a quarter, you could use a tabular report.
Figure 5-13 shows what a call list tabular report would look like.
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REPORT
D Cloud Creations Contact List

SALUTATION FIRST NAME LAST NAME
a  Mr Jack Ropers

Mr Andy

Ms Rose Gonzalez

Mr Sean Forbes

Ms Babara Lewy (503) 421-5451

Mr. Josh Davis (503) 421-4387 i

Ms Edna Frank genepoint.com

Mr Tim Barr dhotels.com

Mr John Bond {312) 596-1563 bond_john@grandhotels.com

Figure 5-13. Tabular report example

Summary Report Format

The Summary report format is the most widely used report format in Salesforce. This
type of report format allows you to group and summarize your data for up to three
levels. Within these groups, you can summarize on the column and obtain the subtotal
for that particular grouping and at the end of your report the grand total. You can use
formulas in this report to further define your report. You can use this type of report
format to show how your sales users are stacked against each other by grouping on
opportunity owner. You can also use this report to determine who in your company
holds the highest record count by also grouping on users of that record. Or you can
build a report to group the different type of contacts you have by title. This format

can also be used and represented on a dashboard and in charts. When you leave

your report ungrouped, it will display in a Tabular format. Figure 5-14 shows a report
that clients would use to see how much new business is coming in versus how much
business is coming from current clients. You can also see that it is grouped by the user
to show how each user is stacking up against the other.
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REPORT
D Cloud Creations Opps by Type and User

AMOUNT

TYPE OPPORTUNITY OWNER
ff $30,000.00
$350,000.00
5120,000.00
$120,000.00
$235,000.00
Subtotal

$855,000.00

Subtota 5855,000.00

585,000.00
575,000.00
Generator $235,000.00

$210,000.00

$915,000.00
Subtotal 51,520,000.00
$1,520,000.00

52,375,000.00

Figure 5-14. Summary report example

Matrix Report Format

The Matrix report format allows you to group your data by both columns and rows. This
allows for a cross examination of your data. Just like the Summary report format, on the
groups you create in the Matrix format you can see subtotals, record counts, and grand
totals as well as see them by row or column, as shown in Figure 5-15. Use this type of
report to show how well products perform over date ranges by grouping your columns
by date and your rows by opportunity products. Or use this report to determine how
well your users are performing over time. Use this report to compare your incoming
case origin against your case reasons. This type of report can also be used in dashboard
components as well as charts. Additionally, you can use formulas to further calculate
your data. If your groupings or criteria display no results, this format report will be
downgraded to Summary format.
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D Cloud Creations Opportunity Type

Closed Wen 1 5260,00000

Figure 5-15. Matrix report example

Report Filters

While in the report builder it will be necessary to understand the use of report filters
that Salesforce has to offer. You can utilize up to five filter features to help customize
your reports further. Filters allow you to get a closer look at your data and make it more
specific for your reporting needs.

Standard Filters

Standard filters in the report builder of Salesforce will differ for some objects. Since
the data you are collecting across accounts and contacts is different from that of

opportunities or cases, you'll see these standard report filters change based on the report
type. Let’s take a look at each report type and their standard filters.
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Accounts, Contacts, and Leads

Accounts, contacts, and leads all share similar standard report filters. Like most things
to learn in Salesforce, if you understand the components of one object, those sometimes

will translate into other objects. For the accounts, contacts, and leads, you'll find they
share similar attributes.

e All accounts: This report filter allows you to choose if you see all
accounts regardless of the owner, only contacts you own, only the
accounts you own, or your team’s accounts, as shown in Figure 5-16.
If you have security set in place with role hierarchies or sharing rules,

your users will only be able to see the accounts, contacts, and leads
they are set up to see.

Report Type: Contacts & Accounts

Cloud Creations Contacts

Save Save As Close & Report Properties

Fields

[AII]..;#--' Filters | Add ~
5 . Show a3 Il |
OOl i 1 accounts v
E Y e SOEEate Field My contacts Time » | From 3| To

My accounts
o Formulas 4 fille My leam’s accounts

J* Add Formula Al accounts

| Bucket Fields
P
ecadfuiialfog

Figure 5-16. Account filter for ownership of records

o Allleads: This report filter for leads is similar; you have the option
to see the leads you own, your team’s leads, and user-owned leads

(compared to queue owned), queue-owned leads, and all leads, as
shown in Figure 5-17.
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I’ Report Type: Leads
#  Cloud Creations Leads by Source

Save Save As Close

Fields Ala[# [zl Filters [Add v

N peop i T Show Al kads -

Q, Quick Find

PR T e T te Field My leads Time w | From @l To

My team’s leads

=/ 4 Formulas = To add fille User owned leads
J* Add Formula Queue cwned ikads
=) 4 Bucke! Fields

All leads

‘n' Add Bucket Field

Figure 5-17. Lead filter for the ownership of records

o For the accounts, contacts, and leads, you can choose from any date field
within that report type to filter from as well as use Salesforce smart dates.
Smart dates allow you to choose dates that will update to the relative
time every time you run your report. For instance, you can choose from
the drop-down This Week or Current Calendar Year or use your own
custom date range in the From and To fields, as shown in Figure 5-18.

Report Type: Contacts & Accounts

Cloud Creations Contacts

Save Save As || Close (# Report Properties | [T
Fields Filters | Add v
= Show Al accounts v
U, O F ey — . )
Date Field | Crealed Date w | Range 21Time w | From Bl To
F ol Formulas . To add filters, click Add AP
J* Add Formula Custom
- - Bucket Fields Fiscal Year
6 Ad Bucke! Field Curtrent FY
b £ Contact: General Previous FY
a Contact Owner Preview  Summary Format ~ Show Previous 2 FY
4 Contact Owmer Alias Salutation First Name LastMam... N 2FY Ago Mailing City
@ Created By Next FY
-
4 Crealed Alas Tithe: - (2 Records) Cusrent and Previous FY
@ Last Modified By Drop a field here to create a grouping Current and Previous 2 FY
“ Last Modfied Skas Ms Siddartha Nedaerk T Cusrent and Next FY San Francisco
W Saktation M T
Wi Jake Liorrac Fiscal Quarter San Francisco
@ Fist Name Title: CEO (1 Record)
4 Last Name e b Song g ‘Cument £
i
4 Tite p Current and Next FQ
@ Department L Cumrent and Previcus FOQ Al
= Birthdate Title: CFO (2 Records) Hext FO

Mailing

CA
Ca

Figure 5-18. Smart date filters

Note If these smart dates don’t work for your report, see “Field Filters” for more ideas.
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Opportunities’ Standard Filter Fields

Opportunities’ standard filter fields are unique to their report type, so let’s look at them.

e Similar to accounts, contacts, and leads, opportunities have a
standard report filter that allows you to choose all opportunities
regardless of who owns them, your team’s opportunities, and your
opportunities, as shown in Figure 5-19. If you have security set in
place with role hierarchies or sharing rules, your users will only be
able to see the opportunities they are set up to see.

Report Type: Opportunities with Products

Cloud Creations Opportunity Type

Save Save As Close gy Report Properties

Filters Add ~

Fields All|a | # S
— - Show Al opportunities w | Opportunity Status | Any w | Probability | an v

Wate Fieia MY opportuniies
’ = N My leam's opportunities
b (| Opportunity Information To add filte Al opporiunities
3 Last Stage Change Date
4 Slage
# Stage Durabon
S - —

Time w | From 3| To

Figure 5-19. Opportunity ownership filter

o The Opportunity Status filter allows you to see any opportunity
whether it is closed, open or won, and all opportunities with any
status, as shown in Figure 5-20.

Report Type Opportunities with Products

( Cloud Creations Opportunity Type

Save Save As Close @ Report Properties

Fields [An]ale] Filters Add ~
Show Al opportunibes w | Opportunity Status  Any w Probability A3 -
sta [x]
Date Field Ciose Date v | Range AlTime v! Fr¢ Ay To

Open

s Opportunty Informaton Yo add Biles % Add o

= Last Stage Change Date Closed Won

“ Stage

# Stage Duraton

Figure 5-20. Opportunity status filter
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e Opportunity Probability allows you to filter based on the Probability
field (which is associated with this stage). You can choose options
such as greater than 90 percent to get a better picture of what is in
your pipeline that will most likely close, as shown in Figure 5-21.

’ Report Type: Opportunibe s with Products
# Cloud Creations Opportunity Type
Save | SaveAs | Close (@ Report Properties | Lol 0l
Fields [mn]a]a]o] | Fimers Ada ~
— Show Al opportunities w | Oppoftunity Stalus  Closed Won v | Probability a3 v
1, Quick Find
————— — <A -
Date Field | Ciose Date v | Range A8Time v | From 3| T
2 »90% r
=) 4 Formulas o Wl 7o aca sters. click Ada »80%
J* Aod Formula * T0%
=) Bucket Fieids »60%
% A Bucket Field >50%
» Opportundy Informaton = 40%
@ Created By Preview  Matrix Format * Show ¥ Remove Al Columns » 30%
G Created Alas Closs Date Jamuary 2017 Febr > 20% TR P Grand Total
G Last Modified By > 10%
7 Dwop a field here i T
G Last Modfied Alas create a column grouping «90%
4 Opportunty Name Type Ovop 3 ield hers 1 Drop summarizable fields into the matrix <80%
a@ Type Existing Customer - Upgrade ' oo 0O sumof Total Price 5240.00000 596 <TO% 10000 527000000 ]
d Lead Source Record Count 3 « B0% 1 3 "
G Primary Partner Total Price $60,000.00 <50%
# A . Record Count 1 <40%
g0 .0 L Total Price £80,000.00 < 30% -

Figure 5-21. Opportunity Probability filter

o The opportunity Date Field filter works just like the one for accounts,
contacts, and leads. You can choose from any date field within that
report type to filter from as well as use Salesforce smart dates. Smart
dates allow you to choose dates that will update to the relative time
every time you run your report. For instance, you can choose from
the drop-down This Week or Current Calendar Year or use your own
custom date range in the From and To fields, as shown in Figure 5-22.
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b Report Type  Opportunities with Products.
.

Cloud Creations Opportunity Type

Save Save As | Close (& Report Properties

Fields [an]ale]o Fitters |_Add_ ¥
Show A3 coportuniies v | Opportunity S1atus Ciosed Won| v | Prodability 23 =
Find
s Range | a8 Time v | From 2 To ~
i Formutas = 1l To add fiters, click Add AlTime
J* Asd Formula Custom
i Bucket Fields Fiscal Year

{6 40d Bucket Field

Curent F
i Opportunty Informmation Previous F
G Created By Preview MatrixFormat ¥ Show ¥ oL .y
Q@ Created Alas 2FY Ago wary 2017 February 2017 March 2017 Apeil 2017 |
@ Last Modfied By Next Y
@ LastModeled Alas Current and Previous FY
d Opportuniy Name Type Ovop a Seld ba  Current and Previous 2 FY B2 B st
@ Type Existing Customer - Upgrade =" = "™ Current and Next FY 9000000  $995.00000  $350.000.00 $270,000.00 I
4 Lead Source 3 4 1 3 L
o Primary Partner blozioetis cxmlod 4£0,00000
# Amount Current FO 1
# Opportunty Cuanity Current and Next FO 90,000.00
& Expected Revenue Current and Previcus FO 1
I Hext FO * 190,000.00
# Closed Record Count 1

Figure 5-22. Opportunity smart date filters

Case Filters

Case filters have some similarities to other objects standard filters and some that are
unique to this report type.

o The Show filter on cases allows you to see all your cases, all cases
regardless of who owns them, user-owned cases (opposed to queue
owned), queue-owned cases, your case team’s cases, or role-based
team’s cases, as shown in Figure 5-23. If you have security set in place
with role hierarchies or sharing rules, your users will only be able to
see the cases they are set up to see.
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Report Type: Cases

Cloud Creations Cases by Reason&Origin

g and drop to 8 Y
= (3 Formulas -

To add fille User owned cases
J* Add Formula Queue owned cases
=/ (3 Bucket Fields My case team's cases

Save Save As Close |4 Report Properties
Fields Al g |#|O Iters | Add v
W Al cases w | Units Hours v
Q, Quick Find
eld My cka0e Time w | From To

€& Add Buckel Field

(4 Case Information

My role-based team's cases

[ E Al ok

hlf“‘lt i ninki ¥* O

Figure 5-23. Case ownership filter

e The Units filter allows you to display the age of how long your case
has been open in minutes, hours, or days, as shown in Figure 5-24.

Report Type: Canes
& Cloud Creations Cases by Reason&Origin

o s

Save Save As  Close

@ Case Owmer
@ Case Owner Alas

b

Fields R0E Fitors |_Ada_~
Show Adcases v | Units Days B
Date Field Opened Date | v | Range aiTme = 743 ] o

: Hows,
= i Formulay k Add Days

J* Aaa Formula
= s Buch ot Feity

£ Ao Buchet Feis

i Case Informaton

Preview  Summary Format ¥ Show ¥ FRemove Al Colmen

Case Owmer Sutjeet DuteTime Dpaned Age Open Cheved Aot Harm
@ Case Owrer Role
G Crested By Case Reason: imtaf st.on |3 Recorda)
@ Crested Alas Cane Origin: Phone (1 Record)
i Case Last Moddied By Drop a field heve 1o create & grouping. Hide
i Case Last Modiied Abs
ase 'n s Fachele Hollman Dty i mstakabon. Scare parts uravalabe A2VTNT H01 A i ¥ Grand Hoten & Resarts Lig
& Tk i Cane Origin: Web (2 Records)
@ Pacent Cane Humber Rachele Hoffman Seeking gudance on slectr al wiing instalation for GC3080 4TUTT B0 A " Urihed OF & Gas Corp
@ Parent Cane 1D , Rachebe Hofiman Easy matalaton process 4212017 901 AM Au

o Express Logatcs and Transport

Figure 5-24. Case units filter

o The case Date Field filter works just like the one for accounts,
contacts, leads, and opportunities. You can choose from any date

field within that report type to filter from as well use Salesforce smart

dates, as shown in Figure 5-25. Smart dates allow you to choose
dates that will update to the relative time every time you run your
report. For instance, you can choose from the drop-down This Week
or Current Calendar Year or use your own custom date range in the
From and To fields.
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’ Report Type: Canes
#  Cloud Creations Cases by Reason&0Origin
Save | | SaveAs || Close | | | L Report Properties
Fields [M]ale]o Fiters | Add ¥
. Show | A1 cases v Units oy -
Q Cuck Fira
. Date Field | Opened Date v | Range Al Teme 3 T o
=i n Formulas To add Siers, chck Add T
J* 3 Formuda Sl
= (3 Buchet Fukis Fiwcal Year
€ 20d Buchet Fied Current FY
= i Case indcemation Previous FY
@ Case Owner Preview  summary Fommat ¥ Show | ol opy
@ Cans Ovne Abaa Cane Camer Subject 2FY A0 it Time Opened g Open Closed [r——
@ Cave Dvmer Roke Hant FY
@ Created By = Current aad Py Fr
i Created Mas Cane Ongin: Phoes (1 Record) Cusvent and Previous 2 FY
@ Case Last Modified By Dvop & Peid here to creste a groug  Current and Next FY
“ e
Cane Last Modiied Alas g ey I nataaton; s Fload Cruars 4212017 801 A a5 o Grand Holels & Resorts Ld
“ Submct
@ Case Mumber Cane Origin: Web (2 Records) Casrent FO
i Pavent Cave Number Riazhebe Hoftman Seehing gudance on ey Current and Neat FO AZ12NT 901 AM “3 il Unied 08 & Gas Corp.
& Pacent Case 1D * st hete Momman Easy natstanen protes! c"':“"’ﬁ""“" Fa . ATU0NT 900 AM Ty o Express Logistes and Transpon
Mt FO
Louea

Figure 5-25. Case smart date filter

Campaigns
Campaigns have only one option for standard filtering.

The Show filter allows you to filter by a specific campaign and
provides a lookup field to find it, as shown in Figure 5-26. It also
allows you to see all of your active campaigns, campaigns you
own, all active campaigns regardless of who owns them, and all
campaigns.

Paport Type: Campargms

Cloud Creations Campaigns

€

Save Save As | Close i Report Properties Lo SRR
Fields [aa] Blers | Add_ ¥
O, Ot Fod A campagny bl
Selct 3 campagn
. - My actve campaigny
Fivialin My campagng
47 dad Formnly A achvn campagns
Buchet Fieidy Al caempangrs

Praview  Matrix Format * Show  Remove A Colemng

M Sant in Campaign

Drep & Bald harw b
Greate 3 cobumn grouping.

= Start Date Expected Response (W) Drop s Sebd hare 1 Crop surmmatitable Relds ints e matri; Campaign Mame
G End Date 0.00% SR A e POES | Recerd Count 100 ] o I
& Campaign Descrpton Receed Count 1 International Electrical Engineers Association Trade Show - Mae 45 2002
¥ Ao 7.00% Record Count 0 0 1 « I
A v Recerd Count 1 DM Campaign 10 Top Customers - Nev 12-23. 2001
w Owner Alas
iy 10.00% Recerd Count [ 1 ] « I
4 Cre
e SR
o ik Record Count 1 GE Product Webinar - Jan 7, 202
Cinieted s fueecom o o o 1 N
Recerd Count 1 User Conference - Jun 17-19, 2002

Grand Total | Record Count

Figure 5-26. Campaigns’ ownership filter
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Field Filters

Field filters in the report builder allow you to drag and drop any field found within

that report type and filter your data using operators and values. This field filtering will
be important for you to understand because you'll see this same feature used widely
throughout Salesforce. You can find this in list views, workflow rules, process builders,
and the Apex language. Some of the operators you'll want to familiarize yourself with are
as follows: equals, not equal to, less than, greater than, less or equal, greater or equal,
contains, does not contain, and starts with. Here is also where you can customize smart
dates further if the standard smart date filters don’t work for you. Drag and drop the date
field of your choice into the filter field section, set the operator to “equals,” and use a
phrase like Next N Days (replace “N” with your desired number) or Last N Months.

1. Take your field from the left-side Fields section and drag it to the
filters section, as shown in Figure 5-27.

Report Type: Opportunities with Produc

th Products.
Cloud Creations Opportunity Type

Save Save As || Close & Repon Properties  [oJL0TE TS

Fields [mn]a]2]2 Filters |_Add_+
¥ Show | A1 opportunities w | Opportunity Satus Closed Won| v | Probability an v
Date Field Close Date w | Range AlTime w | From |
= i Formulas - To add filters, click Add
J* &dd Formula
i Buckel Fields

1 o Add Bucket Field

= (4 Opportunity Information
4 Created By
4 Created Alas
@ Last Modified By
G Last Modified Akas
@ Opporhanty Name
@ Type
& Lead Source
& Primary Partner
# Amourt Tope

¥ Show ¥ Remove Al Columns

Close Date January 2017  February 2017 March2017  Apit2017 eIl R e T 1]

Drep 3 feld here to
create 3 column grouping.

Drop a field here to Cvop summarizable Selds into the matrix

Figure 5-27. Dragging and dropping a field onto the field filter section
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2. Choose the operator appropriate for your filter, as shown in
Figure 5-28.

Report Type: Opportunities with Products

f Cloud Creations Opportunity Type

Save Save As Close & Report Properties

Fields [an]a]e]=] | Fiers
— Show 21 opportunibes w | Opportunity Status | Closed Won| v | Probability | a3 -
Quick Find
Date Field | Close Date w | Range AJTime w | From ';n To

Drag and drop 12 add ks o the repon L
= 5 Formulas - Load Source v | [equan v|[ 4 Q) Locked  [oK| [caneel
J* dd Formula T
als
14 Bucket Fieids o
s not equal o
& Add Bucket Field

less than
|4 Opportunity Information

eater than
G Created By =

less or equal
@ Created Alas
R By greater of equal
containg
@ Last Modified Allas does nol contain
a ?mmnt‘ Name Preview  Matrix Format * Show ¥ T
o L:: . pe Dropa fieldhere to | Drop summarizable Selds into the matrix
a create a row grouping -
isting Customer - Upgrade Sum of Tolal Price 5240000 00 5995,000.00 535000000 527000000 QEIELACT
4 Primary Partnes Record Count 3 4 1 3

Figure 5-28. Selecting an operator for your field filter

3. Ifthe field filter chosen is a picklist field, you can click the lookup
icon. If the field is another data type, you can enter the value
necessary.

4. For picklist fields only, you'll check the values that your filter
should include.

5. For picklist fields only, click Insert Selected to add these values to
your filter, as shown in Figure 5-29.
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b Fle port Type  Dpportunites with Produsts
-

- Cloud Creations Opportunity Type

Save Save As

Close

|- Bucket Felds.

1§ A0 Bucket Fieid
-\ Oppeatunty Ieformaton
W Created By

o Created Alas

G Last Modsied By

w Last Modfied Alas
@ Opportunty Name
“ Type

u Lead Source

@ Primary Partner

# Amount

& Opportuniy Cuantly
& Expected Revenuve
& Closed

& Won

= Close Date

2 Close Date (2)
 Close Month

[ Last Stage Change Date
G Mext Step

Q Stage

& Probablity (%)

2 Facal Perod

& FacalVea

& ige

# Stage Deraton

@ Forecast Category
4 Opportundy ID
bl ECI

v g

Filters

Show | a8 opportunies w | Opporfunity Stalus  Closed Won | v | Probability 2

Date Field Close Date v  Range A3Tme w | From o]

Lead Source ¥ | equals v

@ Select Pickist Values - Google Chrome
| @ Secure
[ @
| 1 Lookup

Select the picklist values to add below.

Insen Selected

Fravien * 1 Desslectall

hitps://naS0.salesforce.com/ui/list/FilterLockupPageTlookup=LEAD_SOURCEBrm=%TB"rt"%32

cisting Custo: Vb

Phona Inquiry
Pariner Referral
Purchased List
Cther

Insert Selected

Figure 5-29. Selecting the field value of a picklist field

6. Click OK to finalize your field filter, as shown in Figure 5-30.

’ Report Type: Opportunities with Products
-

Cloud Creations Opportunity Type

Save Save As || Close (& Report Properties | [plENREE Y]
Fields fAnfa|#io| Filters A v
Show | a3 opportunities w | Opportunity Status | Closed Won v | Probability 2y -
Q, Quick Find
Date Field Close Date w | Range a5 Time w | From &l T t
Crag and deop 10 8d4d feids 1o the repon
B & Formulis & Lead Source v | equais 1w | ‘\eb, Purchased List Q[ Locked  |OK[| Cancel

J* Agd Formula
=/ 4 Bucket Fields
6 A0d Bucket Fieid
= 3 Opportunity Information
@ Created By
@ Crealed Akas
@ Last Modified By
@ Last Modified Allas

Figure 5-30. Completing your field filter
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Note Notice the Locked check box next to the OK button in Figure 5-30. This
check box, if selected, allows you to lock the filter on your report so it can’t be
changed unless the user has the permission to modify reports. Figure 5-31 shows
how it is locked.

D Cloud Creations Opps by Type e Rl = & i 9«

TYPE ¢ OPPORTUNITY OWNER ¢

Subtotal

Figure 5-31. Locked field filters

Filter Logic

After you have set up at least one field filter, filter logic will allow you to apply “and,’
“or, or “not” statements on how the fields are evaluated. You can create a complex
statement of as many field filters that are necessary for your report. If you use filter
logic, you do have to include all your field filters in the statement. You can use
parentheses to group logic together to further define your report. The default filter
logic places AND into the logic, meaning “1 AND 2 AND 3,” and so on. This tells the
report to only include records that meet all three of the criteria that you've set up
(or however many you've set up) into the report.

1. Click the Add button next to Filters and choose Filter Logic.
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2. Create your statement. You'll use the number next to the field
filter to define what field filter needs to be placed with an “and”
or “or” statement. The statements that you'll use will look like “(1
OR 2) AND 3 AND 4. Another example would be “1 AND 2 AND 3
AND 4 AND (50R6 OR7)”

3. Click OK to complete your filter logic, as shown in Figure 5-32.

( Cloud (f‘!e-a-li:;n'-s Opp rtunity by Stage

Save | Saveds || Close il © Foum Fiepart |

e ] ¥ | Opporunsy Sna CopsgWer| ¥ | Probabiey -
B ute Furld Cuona Doy v | Rarge [ as Ty w| From 3l T
Fe (7] Cancel | Remove

Wiomer - Upgrace. Exivting Cuntomer - Replscorant, Existing Customer - Downgs ade. Mew Cuttomer
£ gresces Tas 1500.80°

Preview  Summary Format * Show * Fawovs A Columes
Opportaniny Mama Tres Aot Pronatsty (%) Engoctnd Rrvwtusn Mage Miouaten

° Close Dute: G CYI01T (8 Rucords)

Figure 5-32. Changing the filter logic

Note Every time you add a new field filter, you’ll want to adjust your filter logic and
ensure it is correct.

Cross Filter

Cross filters in Salesforce allow you to apply conditions on objects related to the current
object you are reporting from. You can use cross filters by applying “with” or “without”
conditions on the related objects. After you use your cross filter, further define your field
filter via that related cross filter. An example of this would be filtering all opportunities
without follow-up activities. Or use the cross filter to set up filtering on opportunities
without products to determine what opportunities still need to be completed. Another
example of using cross filters would be to determine whether an account or contact has
had any interaction with your sales team. You can set this up by creating an account or
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contact report and adding the cross filter logic of “without” activities. This will give you a
list of all the accounts or contacts that need to be reached out to or checked in on. To set
this up, create at least one field filter and follow these steps:

1. Click the Add button next to Filters and choose Cross Filter.

2. Select the primary object that you want to use to relate other
objects to.

3. Define whether you want to see these related objects with the
word “with” or choose “without.”

4. Select the related object you would like to see or not see.

5. Click the Add Related Object filter, select the operator along with
the value, and click OK, as shown in Figure 5-33.

Report Type: Opportanitie s with Products

f Cloud Creations Opportunity Type

Save | | SaveAs || Close | (@ Report Properties
Feids nAneE .

Q. Quick Find Al opportunites w | Opportunity Status Closed Won v | Probability aa v

) . rrm—— leld Ciose Date v | Range A2Time v | From 3| T 5
3 Formulas - Filter Logic: (1 OR 2) AND 3

J* 4aa Formula 1. Type equals “Existing Cust Existing C: acement, Existing Customer - Downgrade, New Customer™
F o Bucket Frias 2. Close Date greater or equal ™1,
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Figure 5-33. Setting up a cross filter

Row Limit

Row limit filters are used with Tabular reports and allow you to display your report in
atable or chart on a dashboard if you limit the number of rows it returns and sort by a
field. To create this, follow these steps:

1. Click the Add button and choose Row Limit, as shown in
Figure 5-34.
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Report Type: Contacts & Accounts
Cloud Creations Contact List
Save Save As Close & Report Properties
Fields |ANa | # 0| 1 ¥
. m All accounts .
Q, Quick Find T .
Date Field | Created Date w | Range ANTime w | From & To
|7 3 Bucket Fieids Row Limit | 19 Sorted By  Account Name | v | [ascending Tv| oK [cancel
{6 Add Bucket Field
i Contact General
@ Contact Owner
@ Contact Owner Allas
@ Created By Preview Tabular Format ¥ Show ¥ Remove All Col
G Crealed Alas Salutation First Name LastNam... Mailing Street Mailing City Mailing Sta
Lastdise go

Figure 5-34. Setting up the row limit

2. Define the row limit.

3. Choose to sort by a particular field and whether it is ascending or
descending and click OK.

Using the Report Builder

Creating reports in Salesforce allows you to analyze the data you and your user are
collecting. Perhaps the best thing about being a newcomer to the reports in Salesforce
is that you can’t break or ruin your data. All you are doing with reports is displaying
the data you currently have in a more readable format, instead of in individual records.
Don’t be afraid to jump right in and start clicking away!

Creating a Leads Report

You can use lead reports to see some or all key information about your leads. You can see
how many leads you have, what lead source is working from your marketing team, the
number of leads that are being handled by a user versus the ones that are in a queue, and
so much more! One of the many business problems that can be resolved with generating
lead reports is considering which lead source is working compared to ones that are not.
You can build a report on converted leads and group the report by the lead source, as
shown in Figure 5-35.
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D Le.;gls Converted and Lead Source

LEADSOURCE +  LEAD OWNER

& RECORDIS)

Figure 5-35. Leads report example

To create a lead report, follow these steps:

1. Navigate to the Reports tab and click Reports, as shown in

Figure 5-36.

Quarterly Performance Week { Tode CAM O .E' Assistant
$2,375,000 $270,000 7
> 7
> L]
> L]
> ]
> ]
» L]
- [ s s
Today's Events Today's Tasks
Figure 5-36. Navigating to the Reports tab
2. Click New Report, as shown in Figure 5-37.
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Figure 5-37. Click the New Report button to start a new report

3. Inthe Quick Find, type Leads or click Leads and click Create, as

shown in Figure 5-38.

#  Create New Report

Select Report Types to Hide | |

Select Report Type

Preview

Account Namo
Acrme, Inc
Gerwall, Inc
Gens Points

Q leads [x]
Account Report
&LOMS

Leads
Leads wath converied lead nformation gos homen

= =4 Campaigns Shelly Smith
Campaigns with Leads Tom Themp:son
Campaigns with Leads and Converled Lead Informaton

= 5 Acthvities

Acthvilies with Leads

ancel Create

Figure 5-38. Finding the report type to use
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4. Click and hold the name of the field you would like to move into
your reports and drag it to the column where you would like it to
be placed. Continue to drag and drop as many fields as necessary
for the report. Once finished, click Save, as shown in Figure 5-39.
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8 Deaciutin cFo Zen woax Party Ba_tategzentn com
4 Lasa Sownce
& gy
b 3 VP Pracuement Jachaen Conkes G ban com
o ki VP Prance Emerson Tramport e Gamen et gt oo
o Fachale Homan Pt Shumuter ] s Finance PatGpyransd net
P stha Mima  Caeke Coamabie VP Teehsiogy S50 won et S Ine carsnncGacen o
' & Company Lead
# Comveries schebe Hoffman  Patress Foapar cE0 Fternatonal Shppeg Co patrca_tesger@a com
¥ Ueresd By Owmar L Brimret 5B Teeamsiogy Vwsters T e e o . bt e 2o
£ Conste Dste Fathele Hoffoan  Parels Crwerty EL ) STRR erdeehsce Tratrg . . parm_swery @hentrek sontading com
= Crnates Lioem: athebe Mefean  himien an et Favebouse Wged Lamas woee P b P amenahene tom
 Last Mg Load Source: Purchased Lnd {5 Beconie)
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5 st dswty sthate Mofman Dot T oo Buen Erisctaremart Cop ascegram con
A Olstn o Ky schte Mol Fuspens Lucn ceo Pactic Bovtad Grongs oo Gpac el cor
4 Coman S -
»
Recent ltems.  Chatter Foed

Figure 5-39. Dragging and dropping a new field into your report

5. Name your report and press your Tab key for Salesforce to
automatically enter a value in the Report Unique Name field.

6. Enter a description that will be displayed to users.
7. Select the report folder where your report should be stored.

8. Click Save, as shown in Figure 5-40.
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Save Report As

Help for this Page 0 x

Report Narrlel Leads by source

Report Unique Namel Leads_by_source

lead source

Report Description | This reports shows all leads grouped by

eport Folder

Save Save and Run Report

My Personal Custom Reports v

Cancel

Figure 5-40. Saving your report

9. Click Run Report to see the results of your data, as shown in

Figure 5-41.
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Figure 5-41. Running your report to see your results

200




CHAPTER 5  LIGHTNING REPORTS AND DASHBOARDS

Creating Contacts and Accounts Report

You can create a contacts and accounts report to display all your contact details. Use this
report for a call list, mail merges, viewing newly created contacts and accounts, or any
other business needs. Business-to-business (B2B) organizations can benefit from the
use of account reports if they want to determine the types of industries they work with.
You can generate a report that shows you how many businesses you are engaging with in
each industry. This would help you to determine where you should focus your marketing
efforts. You can see what this report would look like in Figure 5-42.

INDUSTRY +  ACCOUNT OWNER ACCOUNT NAME

Figure 5-42. Accounts and contacts report example

To create a contacts and accounts report:

1. Navigate to the Reports tab and click Reports; once you see your
report folders, click New Reports in the right corner.

2. Inthe Quick Find area, type Contact. O, click Accounts, click
Contacts & Accounts, and click Create, as shown in Figure 5-43.
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Search Salesforce

€ Create New Report
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Figure 5-43. Selecting the report type for your report

3.

Click and hold the name of the field you want to move into your
reports and drag it to the column where you would like it to be
placed. Continue to drag and drop as many fields as necessary for

the report. Once finished, click Save, as shown in Figure 5-44.
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Figure 5-44.
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4. Name your report and click your Tab key for Salesforce to

automatically enter a value in the Report Unique Name field.

5. Enter a description that will be displayed to users.
6. Select the report folder where your report should be stored.

7. Click Save, as shown in Figure 5-45.

Save Report Help for this Page @ x

‘ Report Name | Cloud Creations Contact Mailing List

interest in our packages

o Report Folder My Personal Custom Reports v
‘ Save Cancel

Report Unique N‘mel Cloud_Creations_Contact_Mailing_List -
Report Description  Mailing list for all contacts who expressed e

Figure 5-45. Saving your report

8. Click Run Report to see the results of your data, as shown in
Figure 5-46.

LIGHTNING REPORTS AND DASHBOARDS
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Figure 5-46. Running your report to see the results
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Creating an Opportunity Report

You can create an opportunity report and opportunity with products report to display
the sales your company has generated. Use these report types to display what is in

the pipeline, what has dropped out of the pipeline, and all sales that your team has
successfully won. Most businesses will generate opportunity reports to help project
what efforts may be needed in the future. For instance, project management companies
need to project how many projects they have now and how many projects may be
closing or starting in the future. Being able to project this is necessary to the operations
of the business. Project management companies need to be able to project how many
project managers or internal support are going to be needed in the upcoming months.
To project this, a project management company will look at all sales with a 90 percent or
higher opportunity probability. Figure 5-47 shows what this report would look like.

2 G5 Pipetine olivifcllef] = |~

STAGE PROBABILITY (%)

Figure 5-47. Opportunity report example
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To create an opportunity report, follow these steps:

1. Navigate to the Reports tab and click Reports; once you see your
report folders, click New Reports in the right corner.

2. Inthe Quick Find area, type Opportunity. Or, click Opportunity
and click Create, as shown in Figure 5-48.

~ P e o] ~
#  Create New Report
Select Report Types to Hide |
Seiect Rupon T
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Oppomuntes wih Patners i st #125,000 5 000 [ !
Dopenintes Wi Comonstoy Horend Aaabrst $E0000  WIO00  ME000 9508000
CHEOMUn T4 W SNt Rods 380 Progucts Py tatoon $20,000  MI000 345000 $33,000
Azzourts. DIosrunaas BN SonCt il Grand Totsl $T05.000 3185000 $269.000 $1.159,000

= 4 Proe Boows. Procucts and Assets
Broducts win Opportuntes

Cancel| Create

Figure 5-48. Selecting the report type for your report

3. Click Show and select Details, as shown in Figure 5-49.
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’ Report Type: Opportunities with Products
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This preview shows a limited number of records. Run the report to see all results,

Figure 5-49. Showing the details on a report

4. Select the proper filters for your report to show the data desired, as
shown in Figure 5-50.
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Figure 5-50. Setting up the report field filters for your report
206



CHAPTER 5  LIGHTNING REPORTS AND DASHBOARDS

5. Click and hold the name of the field you would like to move into
your reports and drag it to the column where you would like it to
be placed. Continue to drag and drop as many fields as necessary
for the report. Once finished, click Save, as shown in Figure 5-51.

’ Ruport Type Opgortunsts weth Products
€ Unsaved Report
Save | | Ssesds | Cicte & Hmport Propertes
Fields CIAOE Filters _Add v
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4 Tree
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e e— _
# At

# Dogornaty Cusrsty

[Z T ——

3 Beseg Comseas - Upgrase

ot
1
ot
o

Exatrg Sustome - Bapacemert

Figure 5-51. Dragging and dropping a field into your report

6. Name your report and press your Tab key for Salesforce to
automatically enter a value in the Report Unique Name field.

7. Enter a description that will be displayed to users.
8. Select the report folder where your report should be stored.

9. Click Save, as shown in Figure 5-52.
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Save Repon Help for this Page @ X

Report NamEI Cloud Creations Opportunity & Products

Report Unique NamEI Cloud_Creations_Opportunity_Products

Report Description | This report shows all open opportunities
with products

Report Folder My Personal Custom Reports v

¥ Hierarchy Level '

Q Save Cancel

Figure 5-52. Saving your report

10. Click Run Report to see the results of your data.

Creating Tabular, Summary, and Matrix Reports

Tabular reports are the default report selected when creating a new report. Once you
have chosen your report type and are in the report builder, you can switch between all
three report formats. If switching from the Summary or Matrix report format to Tabular,
you’ll want to take the fields you grouped and move them to a column; otherwise,
you'll lose them and have to bring them back to the report once in Tabular format.
When switching from a Matrix report to a Summary report, be aware that you may lose
groupings here as well if you have set up four groupings on the Matrix report; Summary
reports can handle only up to three groupings. Let’s look at creating Tabular, Summary,
and Matrix reports.

1. Navigate to the Reports tab and click Reports; once you see your
report folders, click New Reports in the right corner.

2. Choose the report type of your choice and click Create, as shown
in Figure 5-53.
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Figure 5-53. Selecting the report type for your report

3. Inthe Preview pane of the report builder, choose the drop-down
that displays Tabular Format and switch to the report format of

your choice, as shown in Figure 5-54.
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@ Laxt Nama SVP, Administraton and Finance (312 506-123

= Ve .
Emad Account Hame
resededge com Edge Communcations

e Gesge cor Edpe Communicancns
FOen@tuAngien com

Barr_tmi@granchatels sem Grand Hotels & Rasorts Lig

Bumiagion Teties Corp of Amercs

Figure 5-54. Changing report formats
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Building a Tabular Report

Follow these steps:

1. To build a Tabular report, there is no need to change the format
drop-down. Just begin dragging and dropping your fields as
needed for your report. Once finished, click Save, name your
report, and click Run to see your results, as shown in Figure 5-55.

P Tt weth Producty

€ Unsaved Report

Save | | Sewis || Close & Wepen Properbes
Fialds [M]a]e]z] Fiees [Acs =
1 Show as copenates w | Opportunty Ststus [ Cpun w | Protasisy an
s Date Field | Ciogn Do w | Rarge Compmpa | ¥ | From 1matn? 3 Telaaoa01r
 Buteet F g

sy
T o0 Buckw P

=5 i Doportuniy Inormaton
“ Crestes By
& Crestes Aias
4 Last Moctes By Proview  Tabulaw Foomat * Show v Fewow Al Coumes
o Last Mostas Adas
4 Opgaruagy Nawe
o Tres
4 Lass Source
d Prmiey Parer Lmineg O P
# dmaart
# Oogonunty Cusrary
# Ezecwd Feveea SaraBor: L

Opportunty Kams Tree
Pyramd Evargenty Deersten

Uininnes O Ry

# Cioane Orans Hotws Guast Poriasie Gesesiers  Exaneg Cumtome - Usirsse
" e

T Coee Do

= Ciose Do (D)

o Ciose Moren

5 Last Stage Change Date
& Mast S

& Suge

# Procesity (%)

o Face Pereg
Ll

Exmrg Custome - Repace=ert

Figure 5-55. Dragging and dropping fields into your report
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2. You can also choose what field your Tabular report should sort
by, by clicking that field. Notice that when you click the field, an
arrow is added to that field facing up or down. This tells you if it
is sorting this field in ascending or descending order, as shown
in Figure 5-56.
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Save | Saveds | Clowe

| Bucast Faics

B oo Bucher Fae
e ——
w Crested By

& Crestes Alas

@ Last Modifed By

& Last Mogted Alas
@ Ovoorusty Nama

ields CIR0E

Brport Type: Opporunses wah Products

¥ Unsaved Report

O Heport Properes

Filters _Add__~

Show i coporunzes
Date Firld  Cizga Dt

& Add

Preview  Tabular Format * Show =

Cpportundy Ownar
Racrale rolras
Facrate Holman
Racra e =ofmas
Racrale molras
Racrale Helman
Racrgie momevys
Racrale =olres
Racrale Holman
Racraie momvas
Racraie rofras
o Fasraty Hemngn

L

w | Range ComeetFQ

Ascount Name

Unted Cd & Gus Comp
uUnzed Ov & O Corm
Geang How's & Rason Las
Prramd Conmrcac e
TeraPoat

Eoge Commumcanont
Dceenon oo

Jackaon Contro
warnatens Iroeng Co
sghiend Mpstacturng L2
Cadnal ine

Emarnon Transpon

v Opportonty BUAs Oper

w | Probasity ax -

v | From| vaoi? i| Te 202017 i

Ramcve Al Colmng

Cpportundy Name Type
Urted O Pt Stasciiy Cenarmtors Erstrng Custore
Urted Od Refmery Gareranss Exprg Coptome
Gramg Hote s Guadt Potise Generinos
Pramd Emeguacy Geersiss
TeraPont Lot Goreratsn

Exge E=argarey Gatarmes Erzng Copnee
Dezamspen Mot w Gereaen Hew Coamme
SBIesen Comres Doo

e L 1

g iae Mas st ng

Cosral ing

Emarson Transpen

v Upgrade

Ermmeg Cunmmer - Upgrase

o - Rapiacamens

Coove Date Auage

TEVI0NT Heeds Analyss

By

B Progosten
T Prospacing
Decrson Makers
Deerpen Maiary
usideaton
T Persegton Asalyss

T Prospectay

7 Prospecteg

L

T Prespacsng
BINTCIT Preapacing

T PropcasiPrce Cucte

13

Figure 5-56.

Sorting by a field in your reports

Note You can sort any report type like this.

Building a Summary Report

Follow these steps:

1. Once you are in the report builder, change the format to the

Summary format, as shown in Figure 5-57.
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I’ Report Type: Opportunites with Products Guided Tour | Vides Tutorial | Halp for tis Pagy
-

Unsaved Report

save | | Save s | | Close & Report Properbes
Fields [A]afe[o]|] Fiers [Ada »
Show Al poponmunies w | Opportunity Status | Open w | Probabiity | a3 -
Date Field ﬁ w | Range AN Time w | From B T d
To mdd finers, clck Add
0 SLA Expration Date Preview  Tabular Format v Show v Remove All Coumns
Opportunity § ¥ Tabular Type Stage Expected Revenue + Amount
Jackson Con — Surmmary . Fercaption Analysis
Insernatanal [ Matix Prospecting
Highland M Prespecting
Cadinal Ing 7 Help me choose... - Fresgecing
Emerson Transport . Frospecting = &
Dickenson Motdle Generaioes MNew Cusiomer Cualficaton $1.500.00 $15,000.00
Grand Hotels Fitchen Generatar Ewsting Customaer - Upgrade id. Decision Makers 20.000.00 £15.000.00
Edge Emergency Genenator Exatng Customer - Repiacemant . Decaon Makers $32.2%0.00 5$38,000.00
GenePoint Lab Generators . id. Decisaon Makers 538,000 .00 580,000.00
Express Logascs Portable Truck Generators Existing Customar - Upgrade Value Propostion §72.000.00 $80,000 .00
Express Logsies SLA Exsting Customer - Upgrade Parception Analysis $34,000.00 $120.000.00
! Pyramia Emergancy Cenerstons - Prospectng 290.000 00 $100,000.00

University of AZ installations Exsing Customer - Upgrade ProposalPrice Qucte 560,000 00 5$100,000.00
United Od Office Portable Generators Existing Customar - Upgrade Negotiation Review $112,500.00 $125,000.00
Grand Hotels Gues: Pormabie Generators Existing Customer - Upgrade Value Propostion $128.000.00 $2580.000.00
United O4 Refinery Generatons Exsting Customer - Upgrade ProposalPrice Cucte 3202.500.00 $270.000.00
United OF Inatalistions Exating Customer « Upgrade Negatistion Revaw $259.200.00 $270,000.00
United Od Plant Standoy Generators Ewsting Customer - Upgrade Needs Anslyss $841.250.00 S4T4,000.00

Figure 5-57. Changing your report format to the Summary report format

2. Add groupings to your report by dragging and dropping a field
into the area “Drop a field here to create a grouping,” as shown in
Figure 5-58.
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Report Type: Opportunities with Products

f Unsaved Report

Save Save As | | Close & Report Properties.

[Aa]a]=]

Filters | Add v

4 Agd Fermula
=4 Bucket Fiaigs

B ~ad Bucket Fieid
= L Opportunity Information

o Created By

W Creates Alas

& Last Moofad By

G Last Modfed Alas

Opportunity Name

view  Summary Format v

Fields

~ Show A8 cpportunites v | Opportunty SI3tUS Open
Q

- Date Field | Ciose Date w | Range a1 Tere w | From
Drag and drop 1o 344 Faids o the report
=15 Formulas - To add fiters, click Add

Show v Remove Al Columng

Type

a field here to create a grouping. Hide

d Coportunity Name

4 Type

i Lead Source

i Primacy Pasner

# Amount ,

# Ocportunity Quantey Dezkenson Mobie Generators Hew Cusiomer

# Expected Grand Hotw's Hinchen Senerator Exstng Cusiomer - Upgrade

# Closed Edge Emergency Generator Eostng Cusiomer - Repiscement
# Won GanePoint Lab Ganaratons .

= Close Date Express Logascs Portable Truck Generators Eunsing Cusiomes - Uograde

= Close Date (2) Express Logstes SLA Exstng Customer - Upgrade
O Cose Month , Pyrama Emargency Generatons -

£ Last Stage Change Date University of AZ Instalatons Exstng Cusiomer - Upgrade
@ Next Step United O Office Portable Generators Exstng Cusiomer - Upgrade
4 Stage Grand Hotels Guest Portable Generators Exstng Customer - Upgrade
# Probabilty (%) United Oil Refinery Generators Existing Customer - Upgrade
= Fiscal Period Unized Oil Insaallatons Exnstng Cusiomes - Upgrade
# Facal Year Unized Oi Plant Stancoy Generators Exstng Cusiomer - Upgrade
o Age ‘Grand Totals (18 records)

Guaded Tour | Video Tu

Prosatity sy |
A T |

Stage Expected Revenue 1
Perception Analyss
Prospectng
Prospecting
Prespectng
Prospectng =
Quaificaton $1.500.00
Id. Decision Maiers $6.000.00
. Decsion Makers $33.250.00
Id. Decision Makers 335,000 00
Value Proposition $72.000.00
Perception Analyss $84,000.00
Prospectng $00.000.00
NegotatonPRevew $112.500.00
Value Propositon $125.000.00
Progosal Prce Quote 5202 500.00
NegotasonReview $250.200.00
Needs AnalyEs $841.250.00

aorial | Help for this Pay

Amount

$15,000.00
$15.000.00
$34,000.00

Figure 5-58. Dragging and dropping fields into the grouping section of the

report

Note
the Matrix report format.

You can add up to three groupings here, and this feature is also available in
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3. Once you have grouped your report with fields, you can further

define how these fields are grouped for date data type fields.

For instance, if you grouped by the Close Date field, you can

change the grouping to group by Calendar Month, as shown in
Figure 5-59.

’ Report Type: Opportunites with Products Guided T Video Tutorial | Help for tis P;
#  Unsaved Report
Save Save As Close & Report Properties
Fields Ai[ufa]o]| Fiters [Add v ) ) _
Show 21 cpponunites ¥ Cpportunty SttuS Opan Probakilty | ay -
cese Q Ee———
Date Field Ciose Date w | Range| A% Tme w | From 3| To d
g 854 grop 10 a4 report
Cpportunty Informaton To add fiters. click Add
# Closec
= Ciose Date
= Ciose Date (2
= Close Month
Preview  Summary Format v Show v Remove Al Columns
Opportunity Mame Type Stage Eapected Revenue + Amount
- Record)
7l SotGroupBy b jatea grouping. Hide
Exiatinn Custnena: - Upgrade Id. Decision Makers 50.000.00 $15.000.00
=] GroupDatesBy + ¥ Day
e . - — s
c . egrace Value Proposision S72.000.00 $30.00000
Calendar Month Uegrace Perception Analysis $84,000.00 $120,000.00
Calendar Quarter
Upgrade Pregosal Pree Quote $99.000 00 $100.000.00
X Remove Group c Your
Unzted Od installatons Fuacal Quarter Upgrace NegotationReview $250.200.00 $270.000.00
Close Date: 8202017 (1
Fiscal Year e
, WUnaed O Office Poriatie Cener| Uograce NegotatoaRevew 1250000 S125.0000¢
Close Date: 772017 (1 R Calendar Month in Year
Pyramic Emergency Generators c Deyla Prospectng $90.000 00 $100.000.00
Close Date: T/12017 (1
Drcieraon Moble Gereraton New Customer Quadtoaton $1,500.00 31800000
Close Date: T/222017 {1 Record)
United Od Plant Standty Ganerators Existing Customar - Upgrade Needs Analyss 584125000 S478.000.00
Close Date: 3/122017 (1 Record)
United O Refinery Generatons Exsting Custome - Upprade Preposal Price Quote $202.500.00 $270.000.00
Close Date: 5222017 (1 Record)
SenePont Lat Gereraicrs i Detasion Makars 330000 00 330.000.00
Close Date: 3282017 (1 Record)
Grand Hote's Guest Portable Generators Exating Custome: - Upgrade Value Proposson $125,000.00 5250.000 00
Close Date: Q22017 (1 Record)
Edge Emergency Genarator Existing Customer - Rapiacement Id. Decision Makers $332%0.00 534.000.00

Figure 5-59. Defining how your report is grouped
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4. Continue building your report by dragging and dropping fields

into places of your choice. Save and name the report and run!




CHAPTER 5

Building a Matrix Format Report

Follow these steps:

LIGHTNING REPORTS AND DASHBOARDS

1. Once you are in the report builder, change the Tabular Format

drop-down to Matrix, as shown in Figure 5-60.

Report Type: Opportunities with Products

# Unsaved Report

Close Date: September 2017 (8 Records)
Jackson Controls Opp -
Intermaucnl Shippng Co

Hightandg Manutacturing

Cadinal Inc

Emarson Transpon

Save Save As Close & Report Properties
Fields [A]aTe]2] Filters | Add v,
~ Show Al coportunses v | Opportunty Status | Open
3, close 0
Date Field | Ciose Date [w] Rangeas Tens Tw] From
§ Opportunity information To add fiters. click Add
# Cosed
= Ciose Date
o Closa Date (2)
o) Ciosa Month
Remove Al Columns
Type
Hide
Existing Customer - Upgrade
Existing Customer - Upgrade
Existing Customer - Upgrade
University of AZ Instalacions Existing Cusiomes - Upgrade
Close Date: June 2017 (2 Records)
United O OFoe Portabie Generators Existing Customas - Ungrace
United Od Instalations Existing Customer - Upgrade
Close Date: July 2017 {3 Records)
Drcianson Mobie Generatons Nerw Customer
Pyramic Emergency Generstons -
 United Od Plant Standiby Generators Existing Cusiomes - Upgrade
Close Date: August 2017 (3 Records)
GenaPoint Lab Generatons
Grand Hotels Guest Portable Generators Existing Customer - Upgrade
United O Refinery Generators Existing Customer « Upgrade

Edge Emergency Generator Existing Customer - Replscement

Probabiity A3

To

0. Decssion Makers
Value Proposition
Peroapton Andlysis
PropossiPrice Ouote

Fagoraton Heviw
Negovanon Revew

Dualifcason
Prospectng
Needs Aralyss

. Decesion Waiers
Value Proposition
ProposalPrice Quote

Perception Analyss
Prospecting
Prospectng
Prospecting
Proscestng
4. Decsson Makers

Expected Revenus 1

§6.000.00
$72.000.00
$84.000.00
$09.000.00

$112.500.00
525020000

$1.500.00
590.000 00
584125000

$30.000,00

$125.000.00
320250000

$33.250.00

Amount

$18.000.00
$80,000.00
$120.000.00
$100.000.00

$125.000.00
$270.000.00

$15.000.00
5$100,000.00
$675.000.00

$80,000.00

$250.000 00
327000000

5$34,000.00

Figure 5-60. Switching your report format to a Matrix report format

2. Notice for this report type you have two areas for grouping: at

the columns level and at the row level. Drag and drop the field of

your choice onto either of these grouping areas. You can add two

groups on the column grouping level and on the row grouping

level, as shown in Figure 5-61.
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Beport Type Opportuntes Prosucty Ghdnd Tour | Vides Tutiras | mmig bor 2 Page U

! Unsaved Re port

Save | | Savess || Close & Repont Progeres

Fieids CIAOE Fiters Loy =
Show Al soptntes w | Opportunty Suss Cpun w | Prodaniey a -
Date Field  Cose Dt | Range s Ters w| From
3 Feamuteg all %o ada e « A
hed Fomia
{ Bt Py
B 459 Bueas Fais
i Cpportuney imormaton
4 Created By Matrin Format * Show ¥ Fameos AJ Coumed
& Crening kias
4 Last Uoades By
4 Last Mogtas Ains
« Dsoonaty Newe

oo a faid have te.
rrate 8 cobume Froupeg

Crap vummanatia iy ota e matra
=

1 Edge Emargecsy Gecwrstse

T Denerscn Mobie Oemwae
NapetatenTeren 31

i Cesmon
[

1 Umted O Rafinery Gararmors

Brocoas Broe
Cuote

otan Dot Potatee Cust vaie Broocaton

# Provaniay (W)
o Fia Paned

# Fiacei Vaar
" Ao
# S Durssan
4 Fomscast Covmgary
4 ety
S Lant Aty
- Duscrpnon
# van Procucts
= Cwatea Do
Last oo des Dwte

t Exgreas Loputcs A

1 Emarsen Transport - Froscasteg

# P Grand Tolal | Recesd Count | "
4 Prewacy Campage Sovste -

Figure 5-61. Dragging and dropping the field into the grouping sections of the
report

3. Continue building your report by dragging and dropping fields
where you'd like. Save and name the report and run!

Summarizing Your Data

You can use the summarize feature on the number, currency, or percent field data types
in the report builder. The summarize feature allows you to sum the data in a row, find
the average of data in a row, find the minimum of the data in a row, or find the maximum
of the data in a row. Use this feature in an opportunity report to find the average age of
an opportunity or case. Or use this feature to simply give you the sum of your amount
fields on opportunities. When you use this feature in a summary or matrix report, it will
summarize on all grouping levels and give you the grand total.

1. Once in your report builder, click the down-facing arrow next to
the field you want to summarize, as shown in Figure 5-62.
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’ Report Type: Opportunities with Products
# Unsaved Report
Save Save As Close & Report Properties
Fields Filors [ Add v ]
Show il coponunites ¥ | Opporiunity Stalus  Open w | Probabiity As -
, pro
— - S—— Date Field Ciaze Date v | Range A)Time v From 3 To |
=y tunity Information To add k Add
# Prosasaty (%)
# Has Products
= Produst informasen
G Product Nama z
# Exvected Proguet Amount Preview  Summary Format » Show v Remove Al Columns
S Product Date Opportunity Name Type Amount ' Probability (%) Expected Revenue
o Product Month
o Product: Fiscal Quarter " Close Date: G2 CY2017 (6 Records) $1 Sot Ascandng
4 Product Description = Stage: Value Proposton (1 Record) £l Sort Descending
o Product Code Drop a field here 1o create a grouping. Hide
¥ Acsve Product Express Logatcs Portable Truck Generstors Exigting Customer - Upgrade pasd B Group by this Field §72.000.00
a Proguct Famiy v -
b e & o Stage: id. Decision Makers (1 Record) Sumemarze this Feld...
D Ceportunity Product Caated O o iovgls Kichan Generstor Existing Customer - Upgrade $15.0 800000
G Ogportunity Product Created B Stage: Parcegtion Analysis (1 Record) © Bucket ths Feld...
& Opportunity Product Craated A Expeass Logatics SLA Expting Cuttome: - Upgrade 5120 $84.000.00
2 Opportunity Product: Lat Mods Stage: PropesalPrice Cucte (1 Record) X Remove Co
@ Opportunity Product: Latt Mot | |y, ueyiny of AZ Instatations Exstng Customa: - Ugrace $100,000.00 o $09,000.00
@ Opportunity Product: Lask Mod? Stage: Negotaton Review (2 Records)
55 Opportunity Owner Information || 1yuuaq O3 Office Portadie Generators Existing Customes - Upgrade $125,000.00 0% $112.500.00
d Opportunity Dwnar Profie | | yioeg 04 installstions Existing Customr - Upgrade $270.000.00 0% $250.200.00
985 Account: Address Close Date: Q3 CY2017 (12 Records)
d Baing StueProvince Stage: Prospectng (5 Records)
i Shpoing SuePredace Intemationsl Shipping Co - = 10%
=4 Contact: Address Highland Manufacturing : 2 8%

Figure 5-62. Summarizing a field

2. Choose to sum, find the average, find the max, or find the min and
click Apply, as shown in Figure 5-63.

Preview Summary Format ¥ Show ¥
Opportunity Name Type Amount Probability (%)
Close Date: Q2 CY2017 (6 Records)
X Stage: Value Proposition (1 Record)
Drop a field here to create a grouping. Hide
£ t Existing Customer - Upgrade 0%
Stage: |d. Decision Makers (1 Record)
& Hotels Kitchen Generator
: Summarize X
Stage: Perception Analysis (1 Recon
Express Logis
Stage: Proposal/Price Quote (1 Rece ' '¢d Sum Aarage Max Min
University of AZ instalations Amount
Stage: Negotiaton/Review (2 Recorc
United O rtable Generators
United O ons Apply Cancel
Close Date: Q3 CY2017 (12 Records)
Stage: Prospecting (5 Records)
5%

Expected Revenue

Figure 5-63. Choosing how you want to summarize a field
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3. Don’t forget to save and run your report.

Adding Formulas to Reports

You can add formulas to your reports to calculate the currency, number, or percent fields

from an object. The formula feature allows you to leverage your field formats, summarize

field data, use basic operators, use complex functions, and use logic statements.

The operators for formulas include addition, subtraction, multiplication, division,

and exponentiation. The functions available include logical statements, mathematical

statements, or summary statements.

1. Inthe left pane, drag Add Formula into the report and place itin a

column position of your choice, as shown in Figure 5-64.

Report Type: Opportunities with Products

# Unsaved Report

Save | [ Savers | | Close & Report Properties
Fields Caal.Talzl Filters Add v
Show | Al opportunes v | Opportunity Status | Coen v | Prosasity ar
Date Fiedd  Cioge Date v | Range 42 Tire w | From 2 To
i Formutas = | To saq thers, cick Aca
J* g Formuda
i Buckat Faids

{6 404 Bucket Fe
=113 Copomunty Informaten
& Created By

Preview  Summary Format ¥ Show v Remove A
u Creates Aias

Opportunity Name Tree
4 Last Mocfed By
& Last Mostied Aliss " Close Date: 02 CYZ017 {6 Records) A Fermuts
& OCoporuniy Namve
d Tree o Stage: Value Proposton (1 Record)
d Lead Source $80,000 00
& Primary Parrws Drop a field here 1o create a grouping. Hide
& Aot Expoass Logates Portadie Truck Ganerston Existing Customer - Ungrade $80,000.00 0% $72.000.0C
# Coporunty Cuantty Stage: o, Desision Makers (1 Record)
# Expected Reverce $15,000.00
¥ Ciosan Grand Hotels Kitchan Generator Exxisting Customar - Upgrade $15,000.00 8% $9.000.00
# Won Stage: Persepton Analysis (1 Record)
= Cicsa Date $120,000.00
= Close Date (2) Express Logases SLA Existng Customer - Upgrade $120,000.00 TO% $84.000.0C
2 Close Mostn 1 Stage: PropossiPrice Cuote (1 Record)
I Last Stsge Crange Date $100,000.00
& MNeot Swo Unevarsty of AL ING1313000% Exnitng Cusiomar - Uograde $100.000 00 L 00000 0C
& Suge Stage: NegotatonReview (2 Records)
# Probabidsy (%) $395.000.00
o Fiscal Period United O Ofice Portatle Generators Existing Customer - Upgrade $125,000.00 0% $112.500.0C

Figure 5-64. Adding a formula field to your report

2. Name your formula.
3. Add a description.
4. Adjust the format or decimal place if necessary.

5. Choose what level to run this formula on.
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6. Create your formula using the operators or functions necessary.

Note Formulas are for the advanced user. We will not be covering the various
aspects of what formulas to use in this book. However, Salesforce offers free
support, and there are great forums that can offer help as well.

7. Click Check Syntax for complex formulas to ensure there are no
€errors.

8. Click OK to add the formula, as shown in Figure 5-65.

Custom Summary Formula Help for this Page @ x
ummary F é ’
L. Column Name: I Stage Allocation 5t4
b oz o2 Description n

Format: Numbu v Decimal Places: 2
Where will this formula be displayed?

Value Pro

a Field T This formula calculation will be displayed in the report at the level you select
[==———1
vl All summary levels
I Grand summary only
. " Grouping 1: Close Date (by Calendar Quarter)
;e" = R * L Grouping 2: Stage
L
b SLA Formula 7 Functions Tips
e Summary Fields ¥ Operators ¥ _Check Syntax /s AN w | ABS L
PREVGROUPVAL(AMOUNT SUM, STAGE_NAME)
ABS{number)

Returns the absolute value of a number, a
number without its sign

< Insert Help on this function

cturing
OK Cancel
ncy Gener

Qualification (1 Record)

—

Figure 5-65. Creating a formula field on your report

9. The formula field appears as a column on the report, as shown in
Figure 5-66.
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f Unsaved Report

Save Save As Clave

Fields MaTe]=]

= 4 Formulss

J* Aga Formula

“ Stage Alocaton
= (4 Bucket Faids

16 Aca Bucint Fieia
= (4 Cpoertanty Informateon
o Created By

Created Alas
Lant Moo fed By
Lant Mosded Alas
Cpporiunty Name
Tree
Lad Source
ey Pater
Ammount
Ceportnty Quantly
Expected Reverue
=
Wen
= Cobe Doce
= Close Date (2)
= Close Mersh
T Last Stage Change Date
@ Neot Ssep
& Suge
# Probabdlity (%
= Fisesl Pancd

ssssetbEEEEEE

# Fiscal Year

 Age

Report Type: Opportunites with Products.

& Repost Properees

Filters | Add +
Show  an copotuntes w | Opportunity Saus Opan
Date Field  Ciope Date v| Range a1 Time v| From

sk Add

Preview  Summary Format v Show v
Opportunity Name
" Close Date: 02 CY2017 (6 Records)

Type

Stage. Vaue Proposton (1 Record)

Drop a field here 1o create 3 grouping.  Hide
Exprass LOgatss Porabie Truck Ganerion
Stage: ki Decieon Makers (1 Record)

Grand Hotes “acker Gererdicr
Stage: Percapton Aralyss (1 Record)

Exstng Cuttomer

Exprass Logstcs SLA

Stage: Prooossl Price Quote (1 Record)

University of AZ instalations Exs2
Stage: NegotatonReviaw (2 Records)

rited O O%ca Pociatie Generators Existing Customer

Unawd O metatons
Close Date: Q3 CY2017 (12 Records)

Stage. Proiectog (5 Recordy)

Remcve Al Column

Exiszng Cutiome: -

g Customes -

Extng Cunsome -

Lerase

Usgrace

Existing Customer - Upgri

Upgrade

Upgrade
Uearace

w | Probabity a3

Amount

$710,000.00

380 000 03

0000 W

$15,000.00
$15.000.00
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Figure 5-66. The formula field appears as a column in your report

Exporting Reports

You can export the data from any report you create in Salesforce to a spreadsheet.

This allows you to take it into Excel for further analysis. Salesforce offers two types

of exportable formats: the Excel format .x1s and the comma-delimited .csv. XLS is

compatible with Excel and most spreadsheet software. CSV is compatible with a wider

range of software programs and comes with limited formatting.

1. Open your desired report; in the right corner click the down-

facing arrow next to the word Edit and select Export, as shown in
Figure 5-67.
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REPORT
E Cloud Creations Opportunity by Stage BTC®[] = v
Cone
Total Recoros Total Amouant
18 $2,115,000.00 o
ST
AMOUNT
CLOSEDATE ©  STAGE + CPPORTUNITY NAME TVE Sum PROBABILITY (%) EXPECTED REVENUE STAGE ALLOCATION Export
Q2 0v2017 Vs ProposTion  Express LOPISHIC POrtabie Truck Generton  Existing Custome - Upgrade $80,000.00 W 57200000 & o |
Lwrate
16 reconds} {1 rwcced) ™
Sutots! $60.000 00
la Dechion Makers Geand Hotels KNchen Garerstor Existing Custome - Upgrace $15,000.00 0% $9.,000.00
(1 retoea)
Sustots $15,000.00 80,0000
Percaption Anastysls Eaprens Loghstics LA Ealsting Cuntomae - Upgrace 120,000 00 o 54000 00
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Proponal[Price Quote  Univerty of AZ Imtaiations Extsting Customen - Upgracs $100,000.00 ety $99,000.00
(1 recora)
Sustats $100,000.00 120,00000

Figure 5-67. Exporting a report

2. Choose the format that supports your company software and
select Export, as shown in Figure 5-68.

Encoding
1S0-8859-1 (General US & Western European, ISO-LATIN-1)

Format

Excel Format xls

Figure 5-68. Selecting the export format and exporting the data
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Creating Report Charts

You can create report charts for your reports in Salesforce. Report charts allow you to
see your data in a graphical format for easy and quick review of your data. Reports and
report charts have a one-to-one ratio: only one chart can be used in one report. Should
you want to see several variations of your report, you can clone your report or, better
yet, put them in a dashboard (shown in Figure 5-79). Report charts can be used only in
Summary or Matrix format reports. You can create horizontal and vertical bar charts,
stacked horizontal and vertical bar charts, line charts, donut charts, funnel chart, and
scatter charts.

1. Gotoyour Reports tab and select the report of your choice, as
shown in Figure 5-69.

Recent

Figure 5-69. Retrieving a report

2. Click the chart symbol next to the filter symbol, as shown in
Figure 5-70.
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a Opp Pipeline

STAGE + PROBABILITY (%) 1

Figure 5-70. Clicking the charticon

3. Based on your report and how your data is put together, Salesforce
will display a recommended report. You can change this if needed;
click the settings cog icon, as shown in Figure 5-71.

v - w  Oppe v - v
D Opp Pipeline u Y & &
i 100x
STAGE 1 PROBABILITY (%) 1

Figure 5-71. Selecting the Setup icon for the chart

vww allitebooks.conl

223


http://www.allitebooks.org

CHAPTER 5  LIGHTNING REPORTS AND DASHBOARDS

4. Change the Display As section to reflect the type of report chart
you would like to see, as shown in Figure 5-72.

D 6:;).{;-Pipeline n Tic

STAGE ¢ PROBABILITY (%) *

Figure 5-72. Choosing the type of chart

5. Adjust the chart attributes within the chart editor; add a chart title,
change the x-axis to another field, add items like a dimension or
second axis, choose to show the values on the report chart or not,
and choose if a legend should appear on the right or bottom of the
chart, as shown in Figure 5-73.
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D Cloud Creations Opps by Type and User

g - -

Figure 5-73. Customizing your report chart attributes

Note Some features are available only on specific report charts.

After you have configured your report chart, don’t forget to save your work and see

your results, as in Figure 5-74.

~w Contacts w Op

2 Cloud Home Leads w  Accounts porturities v Reports w  Dashboards
m O;p IF’ipr:*line u THe i
B
« B
STAGE T PROBABILITY (%) T OPPORTUNITY CAWNER TVPE CJ"LU'
:n'.a.l 515,000.00
SuDtots $15,000.00
s A E g Cus $675,000.00
Figure 5-74. Finishing result of a report chart
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Understanding Dashboards

Dashboards are visual representations of the reports you have already created.
Dashboards can represent multiple dashboard components (individual charts and
graphs). You can display one report in multiple dashboard components; you can’t
display multiple reports into one dashboard component. For example, if you have one
report that represents your sales by each user, you can display this one report in two
dashboard components, such as a pie chart and bar chart. You can create horizontal and
vertical bar charts, stacked horizontal and vertical bar charts, line charts, donut charts,
funnel charts, metric charts, gauge charts, table charts, and scatter charts.

Creating a Dashboard, Adding Dashboard Components,
and Modifying Your Dashboard

Follow these steps:

1. Click your Dashboards tab and click New Dashboard, as shown in
Figure 5-75.

Figure 5-75. Creating a new dashboard

2. Name your dashboard.
3. Add a description.

4. Choose whether your dashboard is a public or private dashboard.
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5. Click Create, as shown in Figure 5-76.

MNew Dashboard

Cloud Creations Sales Dashboard

Description

This dashboard shows all pending, closed and other statistical information abou

Figure 5-76. Naming and creating your dashboard

6. Click Component in the upper-right corner to add a report you've
already created to the dashboard, as shown in Figure 5-77.

Home Lesds v Aooouets v Comacts v Opportuniies v Begots v Desrbosds v

Figure 5-77. Adding a new report and chart component to your dashboard

7. Search the report you want to add to the dashboard, as shown in
Figure 5-78.
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Add Component

Figure 5-78. Finding the report for your dashboard component

8. Choose the chart you want to display your data in and modify any
attributes to better display your data. Once finished, click Add, as
shown in Figure 5-79.

Add Component

Repon Presdiew

Cloud Creations Opportunity T X
a — Cloud Creations Opportunity Type

Type

X-Axts
Sum of Total Price

Add
Dimension

Dimension
Close Date
¥ Show Values

Figure 5-79. Creating the chart to go with your report on your dashboard
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Note As you make changes to these attributes, watch the preview of the report
to see how these changes affect the display.

9. Click the dashboard report and drag the corners out to make
your report bigger, or click the dashboard and move the report to
another location on the dashboard, as shown in Figure 5-80.

+ O
- R
=
= :
=
o
Figure 5-80. Modifying the size of your report and chart
10. Continue steps 6 to 9 until you are satisfied with your dashboard.
11. Click Save when you complete or to save your work, as shown in
Figure 5-81.
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L}
somal

Figure 5-81. Saving your dashboard

Using Dynamic Dashboards

Dynamic dashboards allow each user to see the data that they have access to based on
their security and sharing settings. This allows you to create one dashboard that every
user can have access to. After you have created your dashboard, you can access the
properties and make this modification or use the other two accesses for users. You can
set a dashboard to be viewed as Me, which allows dashboard readers to see data in the
dashboard according to your access to the data. You can select the option “A specified
user,” which allows users to see data based on the selected user’s access. Lastly, you
can use the “The logged in user,” which allows users to see data based on their access.
Additionally, you can prevent users from changing how the dashboard is viewed by
deselecting “Allow Dashboard views to change this (dynamic dashboard).” Businesses
choose a dynamic dashboard over a nondynamic one when they are trying to prevent
users from seeing data that they shouldn’t. For instance, a business may have many
sales users. With these sales users, there are many territories. If you don’t want the
salesperson responsible for California to see the sales data for New York, you could use
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you can modify this:

1. Click the settings cog icon in the right corner of the dashboard, as
shown in Figure 5-82.

the option “The logged in user” (Granted, you must have set up your security to prevent
this from happening, which is covered in Chapter 9.) If having the user’s data restricted
is not an issue for your company, you can leave the settings as is. Let’s take a look at how

22

B

Figure 5-82. Creating a dynamic dashboard

2. Select what view you would like to set the dashboard as.

3. Select or deselect if the user should be able to change this.

vww allitebooks.conl
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4. Click Save, as shown in Figure 5-83.

Properties

“Name

Cloud Creations Sales Dashboard

Descripion

This dashboard shows all pending, closed and other statistical information abou

* Foider

Il Frivate Dashboag
View Dashboard As
Me
A specified user

@ The logged in user
[0 Aliow dashboard viewers to change this (dynamic dashboard)

Figure 5-83. Selecting the view of the dashboard

Summary

One of the greatest benefits of having Salesforce as your client relationship management
tool is the reports that can be generated from the data collected. Being able to calculate
your return on investment (ROI) or how your sales team is doing will help you in

the months and years of your business to come. The best thing about reports and
dashboards is that you can’t mess your data up using them. Don’t be afraid to click
around and play with them. You are only translating data; you can’t mess it up!
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Collaborating

Salesforce offers many collaboration tools. One valuable collaboration tool offered is called
Chatter. This tool and its capabilities can be found on a significant number of standard
objects and all custom objects in Salesforce. It allows your users to communicate with each
other via internal messaging. You can even allow your users to share files such as Word

and PowerPoint files with each other and your customers using content deliveries. Do

you need to share your Salesforce records with another Salesforce organization? You can
use Lightning Connect and sync data to the other Salesforce organization. You can enable
topics, which allow your users to interact on specific topics with each other. We can’t forget
about the Salesforce mobile app, Salesforce, that allows your users to be on-the-go for
iPhone and Android users. Figure 6-1 shows the Chatter object.

Bookmarked
Shane
........ light
+ Posts w o
0 Rachelie -
E P +
essica Day Hi W ul & £ o oth Abe s
il ® Comm. % Sha
v

offman Thanks for the tip! What eise can 1 do with Chatter?

Figure 6-1. Chatter tool
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Understanding Chatter

Salesforce Chatter is an essential tool that can be used to help you collaborate internally
with co-workers and externally with clients. You can use the Chatter feature post, which
allows you to post messages to other users or post messages on a record itself about that
record. Give your employees the ability to post a question that needs an answer to your
management team. Or collect information from your employees via an anonymous poll.
Chatter has a number of great built-in tools that can be used in various ways. Let’s look
into some of these tools further.

Sidebar

The sidebar on the Chatter tab gives you quick access to Chatter features (Figure 6-2). Use the
What I Follow link to quickly see all Chatter posts corresponding to all the records that users
follow in Salesforce (more on this feature in a bit). Use the To Me link to see any post that a
user directed at you using the @ symbol or any post that was left on your profile from another
user. Use Bookmarked to see any post you have bookmarked. The Company Highlights
quick-access link uses Einstein’s artificial intelligence (AI) to bring you all the trending topics
in your organization. The Streams quick-access link allows you to create quick-access links to
records. Use this section to see all accounts, cases, contacts, and more that you follow. Recent
Groups allows you to create and see the latest groups you have followed.

see Cloud Creations Chatter
L]

What I Foliow
To Me
Bookmarked

Company Highlights

STREAMS +

Accounts I follow

Customer Questions

Figure 6-2. Chatter sidebar
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Following in Chatter

Following is a powerful tool available in Salesforce. You can follow anything from

people to groups to records. Following allows you to see all the relevant content and
interactions that have happened to the record you choose to follow. Following in Chatter
is comparable to following someone on Twitter. Want to see everything your training
instructor is posting on Salesforce? Go to their profile and click the + Follow button. If
you have a stream set up for that object, you can choose to add this record to the stream
or to just use What I Follow. If you are viewing your Chatter feed, hover over the name

of another user and use the Follow button here. Find the Follow button at the top of any
record, as shown in Figure 6-3. Following brings the content and posts into your Chatter
feed and allows you to interact right from your feed.

D sForce " tach -

Figure 6-3. Following in Chatter

Bookmarking a Post

You can bookmark a post just like you would bookmark a web site. If you want to

save this post for later use and have it appear in your Bookmarked quick-access list in
Chatter, all you'll need to do is click the down-facing arrow to the right of the post and
click Bookmark (Figure 6-4). Notice that a yellow triangle with a star appears next to the
arrow. Remove the bookmark the same way except choose Remove Bookmark in the

drop-down.
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Top Posts w ), Search this feed o

Rachelle Hoffman -
1h ago

Edit
Jessica Day Hi Welcome to Chatter! Use the '@’ symbol to direct a message to other Salesforce users!
Bookmark
Comment 3 Share 1 corr

Delete

helle Hoffman Thanks for the tip! What else can I do with Chatter?

+ 1hago

0 Write a comment

Figure 6-4. Bookmarking a post

Creating a Stream

Streams allow you to create groupings of specific records that you may want to follow
(Figure 6-5). Streams in Chatter are best used when you want to create a custom feed
that groups records from various objects into one feed. For example, if you have a new
marketing campaign and you want to create a feed that follows records affected by the
marketing campaign, you can create a stream that shows you all the Chatter posts on
these various objects. To create a new stream, click the plus sign found in your Chatter
sidebar next to Streams. First, you will need to name the stream. Next, choose what
objects and records you want to include in this stream by first choosing the object

and then using the search bar to search a specific record. Streams allow you to see
records from the following standard objects, plus all custom objects: Accounts, Cases,
Contacts, Files, Groups, Leads, Opportunities, People, and Topics. If you are viewing a
record and want to include the individual record to a stream, use the + Follow button
and select the stream.
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Figure 6-5. Creating a new stream

Creating Groups

Chatter user groups in Salesforce provide a central location for users within that group to
collaborate (Figure 6-6). Most organizations will create groups for their departments. You
can make a group public, private, or unlisted. Public group feeds are seen by customers
or Chatter-free users (more on this feature in a bit). Private groups are member-only
groups and require a user to request to join and get approved prior to interacting with
the group. Unlisted groups provide more privacy than private. Unlisted groups don'’t
allow users to request to join; it is by invitation only. Additionally, unlisted groups don’t
show up in list views, feeds, profiles, or anywhere unless you are a member of that group
or have the permission to modify unlisted groups (even users with Modify All Data can’t
see these if they aren’t members). To create a group, click the plus sign next to Groups

on the Chatter sidebar. Next, you'll need to name the group. You can add a description
for the group, add information about the group, choose who manages the group in the
owner field, determine the access type (public, private, or unlisted), select if customers
should be considered for joining the group, select Broadcast Only if you want the posts to
only come from managers or owners of the group, and click the Save & Next button. On
the next page, upload a group photo for your group.
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| L

Figure 6-6. Creating a Chatter group

Chatter Feed

Access your Chatter feed by navigating to the Chatter tab or by going to your profile
found in the upper-right corner of the screen and clicking your name (Figure 6-7).

Figure 6-7. Navigating to Chatter
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Your Chatter feed contains all the items you follow, posts directed at you using the @
symbol, or posts that you have created. In your Chatter feed, you can control what you

see by using the sidebar.

Creating Posts on Your Feed

To create a post, make sure you are on the Post tab of Chatter (Figure 6-8). You can start
typing in the box provided and use any of the stylings it provides, such as the bolding,
italicizing, underlying, strikethrough to your text, and bullet points or numbering.

You can also add images, tag other groups or users, and attach files. Once your post is
complete, click Share. Make a mistake on your post? Not a problem, use the downward-
facing arrow (the same as the one used to bookmark) and click Edit or Delete.

=)
o
(<]

Qo
c
2

I can create a post and style it with bold fonts, italics, underlines, stékethroush:

Figure 6-8. Creating a post on your feed

After you have shared your post, watch other users like, comment, and share your
post (Figure 6-9).
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B Collaborat... w

iy Like @ Comment [ Share 2 comments * Seen by 2

More comments lof2

0 Rachelle Hoffman v

@Tyson Jones Does this all make sense?
Like - June 21, 2017 at &57 PM

‘ Write a comment

Figure 6-9. Other users commenting and liking your post

Creating a Post on a Record’s Feed

First, you'll have to search for or find the record you want to write your post on. Next,
you'll click the word Chatter that appears on the right when you are on the Related tab
of that record. Once you have clicked Chatter, you can start typing in the box provided
and use any of the stylings it provides, such as the bolding, italicizing, underlying,
strikethrough to your text, or bullet point or numbering. You can also add images,

tag other groups or users, and attach files, as shown in Figure 6-10. Once your post is
complete, click Share. You can also use the Poll and Questions options (covered later in
the chapter).
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4 loud Crea s Chatter  Groups »  People
pee
ACCOUNT
sForce
COU Billin, 055 ndus
The Landmark @ One Market,
San Francisco, CA 94087 US
RELATED DETAILS NEWS

We found no potential duplicates of this account.

duplicate rules to identif

Contacts (2)

Jake Llorrac

Title

Emai

Phone

Siddartha Nedaerk
Title

Emai

Phone

Opportunities (0)

y potential

Accounts Contacts Cases w Opportunities More w
W F New Contact Ne ASe MNew Not, e -
Phone tating
(415) 901-7000
ACTIVITY CHATTER
Post Poll Question

Most Recent i
i L, Search this feed
Activity =

@Tyson Jones Jake the Sales Manager just got
promoted to VP Don't you have a good relationship
with him? You should try reaching out and leverage
this for an opportunity.

Rachelle HoffTmar

June 22, 2017 at 8:52 PM

1y Like ® Comment

. Write a comment

Figure 6-10. Creating a Chatter post on record

Creating Topics in Your Post

You can use hashtags just like on Twitter and Instagram to create trending topics in

Salesforce. Just add the # symbol in front of any word (with no space) in comments or in

posts. For example, use #learning (Figure 6-11).

A 4

Figure 6-11. Using hashtags to create topics
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Creating Chatter Polls

Create Chatter polls on your feed or on a group feed with up to ten possible choices,
as shown in Figure 6-12. Watch the other Chatter users vote on their choice. Salesforce
will count the votes and display the results. The user voting will not see who voted for
what choice and will not see the results of the Chatter poll until they submit their vote.

Keeping reading to learn how to create a Chatter poll.

Isn't Salesforce fun?

‘o5, can't walt to learn morg
R _

Figure 6-12. Chatter poll

To create a Chatter poll, follow these steps:

1. Navigate to the Chatter object or create a poll from within a record
by navigating to the Chatter tab.
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2. Click the Poll tab found within the Chatter section of the record.
Figure 6-13 shows how to access this from a record, and

Figure 6-14 shows how to access this from the Chatter object.

ACCOUNT
|B sForce B =
ount Site Billing Address Industry Phane Rat
The Landmark @ One Market (415) 901-7000
San Francisco, CA 94087 US
RELATED DETAILS NEWS ACTIVITY CHATTER
We found no potential duplicates of this account. Post
plicate rules are activated. Activate duplicate rules to (}-.--’\l'-'_» potential
duplicate records. To his account
would you like K
D Contacts (2)
E Jake Llorrac -
Title:
Emaill
Phone hoice 2
E Siddartha Nedaerk v
Title
Email
+ Add new cnoice
Figure 6-13. Accessing a Chatter poll from a record
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Chatter Grou People Accounts Contacts wv Cases wv

Follow

Post Poll Question

hrked
To My Followers
ny Highlights

Question
b + What would you like to ask?
ks 1 follow
Choice 1
GROUPS +
er Questions
Choice 2

Top Posts w Q Search this feed ey

Figure 6-14. Accessing a Chatter poll from the Chatter object

@«

Enter the poll question you have in mind for your Chatter users.
4. Enter the choices your Chatter users have for the poll.
5. Ifyou need more choices, click the “Add new choice” link.

6. Once finished with your choices, click Ask, as shown in
Figure 6-15.
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htions Chatter Groups v People Accounts Contacts w Cases v

O

Post Poll Question

- Based on the following choices what would help you to understand Salesforce
better?

Walk-through videos

wice 2

Real life scenarios

One-on-One trainings

Add new choice

Figure 6-15. Creating a Chatter poll

7. Once you have posted your poll, you can click the “View results”
link to see your results, as shown in Figure 6-16.
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Top Posts w Search this feed (o

‘ Rachelle Hoffman

Based on the following choices what would help you to understand Salesforce better?

iy Like @ Comment (7 Share

o Write a comment

Figure 6-16. Viewing the results of a Chatter poll

Creating Chatter Questions

You can use Chatter questions to ask questions that may be beneficial to other users or
that other users may have the answer to, as shown in Figure 6-17. Make sure you are on
the Question tab of your Chatter feed and post your question. Sit and wait for other users
to answer your post. Once you have found the best answer, click the Select as Best link
next to the Like link in the comment posted and watch it move to the top of your post

under your question for other users to see.
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ones asked a question b

O

Where is the best place to add my client social media links?

Best Answer
Yes, you'll need to go to your "settings.” search "Social” and enable all the social media platforms you want to . Once
this is complete go to your account, contact or lead and go to the “MNews” tab

le Hoffman Any Ideas?

oct as Best - 8m ago

0 Rachelle Hoffman v

Yes, you'll need to go to your “settings,” search "Social” and enable all the social media platforms you want to . Once
this is complete go to

@ Selected as

Figure 6-17. Creating a Chatter question

Chatter Notifications

Chatter notifications can come in many forms. You can see immediately when someone
directs a post at you by the bell icon in the upper-right corner of your browser, as shown
in Figure 6-18. You can click the bell icon and see what the latest post to you is or what
the comment left is. From here, you can click the “Mark all as read” link to clear your
Notifications window, or you can click the comment itself to be taken to the post in
Chatter.

(1)

Figure 6-18. Receiving Chatter notifications
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You can also choose to receive daily, weekly, and instantaneous email notifications.
If you are a Salesforce mobile (iPhone or Android) user, you can enable notifications to
be delivered to your mobile phone, as shown in Figure 6-19.

Notifications Mark all as read

B Rachelle Hoffman mentioned you
@Tyson Jones Does this all make sense?

2 minutes ago

B Rachelle Hoffman answered your question
Yes, you'll need to go to your "settings,” search "Social” and
enable all the social media platforms you want to . Once this
is complete go to your account, contact or lead and go to
the "News" tab

30 minutes ago e

Figure 6-19. Chatter notifications

Enabling Chatter Email Notifications

You can enable Chatter email notifications for all your users by following these steps:

1. Go to settings cog icon in the upper-right corner and choose Setup
from the drop-down, as shown in Figure 6-20.
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10
Setup 4

Developer Con

Figure 6-20. Navigating to the Setup menu

2. Inthe Quick Find box, type Email Setting and click Email Settings
found under Chatter, as shown in Figure 6-21.

T —
L E X J c .
ses  SETUP Home Obje
LR X J i 4

Q, email set

Feature Settings
Chatter

Email Settings

Figure 6-21. Clicking Email Settings

3. Select the email setting of your choice, as shown in Figure 6-22.

Allow Emails turns on Chatter email notifications for users.

Allow Email Replies turns on the ability for your users to reply
from within their email to Chatter notifications.

Allow Posts via Email allows your users to post to groups using
their email.

Allow Attachments via Email gives the ability for your users to use
attachments in their replies and post from email.
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e “Show Salesforce mobile app download badges” adds badges
for downloading the Salesforce mobile app to all Chatter email
notifications in your organization.

Chatter Email Settings

JAllow users to receive Chatter emails, apply custom branding, and more.

Save
General Settings
Allow Emails 7 | i

Allow Email Replies e

Allow Posts via Email 7
Allow Attachments via Email 7
Show Salesforcei mobile app download badges 7 i

Figure 6-22. General email settings

Note Badges in Salesforce are an internal Chatter recognition technique that
users can earn and give. This helps with user adoption by allowing users to give
recognition with a Thanks badge. The Thanks badge shows up on the user’s profile
for everyone to see.

4. Click Save.

User’s Configuration for Chatter Notifications

The previous settings will allow your users to use Chatter. Now we’ll cover how your
users can choose to receive the Chatter notifications.

1. Click your profile picture at the top-right corner of the web
browser and click Settings, as shown in Figure 6-23.
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View profile
Rachelle Hoffman
na59.salesforce.com

Settings Log Out

OPTIONS

Switch to Salesforce Classic @

Add Username

Figure 6-23. Accessing your profile

2. Inthe Quick Find area, type in Email Notifications and select
Email Notifications under Chatter.

3. Select the options that best fit your needs.

o Inthe General section, you must select “Receive emails” to
receive Chatter emails, as shown in Figure 6-24.

Chatter Email Settings

Chatter can email you when someone follows you, posts to your profile or groups
comments from your personal feed and groups

Save Cancel

General

Receive emails 7

Figure 6-24. Turning “Receive emails” on
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In the Personal section, for “Email me when Someone,” we
recommend the following be selected because your users can
become overwhelmed by too many email notices if all of them are
selected:

e Posts on my profile: This option will keep you up-to-date on
any post that is made on your profile.

o Comments on a post on my profile: This option will notify you
on any comment that was left on your post.

o Comments on an item I bookmarked: This will keep you
current with any bookmark post so you know the latest.

e Mentions me in a post: This will let you know any time a user
uses the @ symbol and directs a post to you or mentions you in
a post.

e Mentions me in a comment: This will let you know any time
a user uses the @ symbol and directs a comment or mentions
you in a comment.
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Follows
Follows me v

Posts or Likes
Posts on my profile 7

Shares a post | made

Likes a post ora comment | made

Comments
Comments on my posts

Comments on a post on my profile
Comments after me

Comments on an tem | bookmarked

A N NN

Comments on an tem | like

Mentions, Messages, or Endorsements
Mentions me in a post

Mentions me in a comment

Sends me a message

S NN IS

Endorses me on a topic

Figure 6-25. Configuring what Chatter email you receive

4. Select the frequency of your personal digest. Your personal digest
is a summary of the recent activity in Chatter that appears on your
own feed. You can choose to receive this daily, weekly, or never, as
shown in Figure 6-26.

Da y -
Weekly
Never

Figure 6-26. Selecting to receive emails daily, weekly, or never
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5. You can also set how often you receive group Chatter notifications.
We suggest that you select Limited for new groups; you can
change your setting for each individual group should you want
more frequency, as shown in Figure 6-27.

Email on every post

Daily digests

Weekly digests

Limited °

Figure 6-27. Selecting what to receive from Chatter

6. You can select how often you receive group customer questions
as well, as shown in Figure 6-28. We suggest Limited as well here.
If you choose another option, you may get more emails than you
want, which can cause more of a distraction than being helpful.

Group Email on Each Post : Daily Digests : Weekly Digests : Limited

Customer Questions .

Figure 6-28. Selecting what customer questions to be notified from

Feed Tracking

Salesforce feed tracking with Chatter allows you to see changes made to records that
are recorded in the Chatter feed. Enabling this option on an object allows a user to
follow the changes made to that record in the Chatter feed. You can choose which
object and what fields are tracked in the feed. You can track fields on the following
objects: User, Group, custom and external standard objects, Account, Article Type,
Asset, Campaign, Case, Contact, Contract, Dashboard, Event, Lead, Opportunity,
Product, Report, Solution, and Task.

Note Field-level security and sharing settings are used in the Chatter feed to
determine what users can see in the feed as well.
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Enabling and Customizing Feed Tracking

Follow these steps:

1. Click the settings cog icon in the upper-right corner of the browser
and select Setup, as shown in Figure 6-29.

Developer C -‘ Setup |

Figure 6-29. Navigating to the Setup menu

2. Inthe Quick Find area, type Feed Tracking and select Feed
Tracking under Chatter, as shown in Figure 6-30.

see  SetuD Home

Q FeedTr

Feature Settings
Chatter

Feed Tracking

Figure 6-30. Navigating to Feed Tracking

3. On the left side, click an object you want to configure for feed
tracking, as shown in Figure 6-31.
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Feed TraCI(II"Ig Help for this F;;{-Q‘
Enable feed tracking for objects so users can follow records of that object type. Select fields to track so users can see feed updates when
those fields are changed on records they follow
i Track . "
Object racked | Fields in accounts
Account 2 Fields
Asset Save | Cance ¥| Enable Feed Tracking Restore Defaults
Asset Relationship You can select up to 20 fields
Campaign Account Name & Account Number
Case 2 Fields
Account Owner & Account Site
Coaching 0 Fields it it
Contact 3 Fields Account Source Active
Content Document 0 Fields Annual Revenue Biling Address
Contract -
Clean Status Customer Priority
Dashboard
Event D&B Company D-U-N-S Number
Feedback Request 0 Fields Data.com Key Description
Goal 0 Fieids Employees Fax
Group 7 Fields
Industry NAICS Code
Lead 3 Fields
Metrie 0 Fields NAICS Description Number of Locations
Opportunity 5 Fields Cwnership Parent Account
Order
Phone Rating
Order Product
IC Cod IC Description
Performance Cycle 0 Fields SIC Code SIC Descriptio
Product SLA SLA Expiration Date
Repont SLA Serial Number Shipping Address
Site 0 Fields
Ticker Symbol Tradestyle
Solution
Task Type Upsell Opportunity
Topic 1 Field Webste Year Stared
User 8 Fields
You can also display feed activity for related objects.
All Related Objects
Save | Cance ¥ Enable Feed Tracking Restore Defaults

Figure 6-31. Setting up feed tracking

4. Atthe top, make sure to select Enable Feed Tracking.

5. Select up to 20 fields to track per object. You don’t need to select
any fields here if you don’t want to track changes to specific fields
in Chatter. By selecting individual fields to track, this will capture
the change that was made in Chatter. See Figure 6-32 for an
example of feed tracking.
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ACTIVITY CHATTER
Post Poll Question
Share an update
Latest Posts w (1 Search this feed
Rachelle Hoffman updated this record.

Just Now

Account

sForce to sForce, LLC

Name

1l Like

° Write a comment...

#® Comment

Figure 6-32. How feed tracking shows up in Chatter

The more you select, the more cluttered your Chatter record feeds will

become. Any field change on the field selection will add a new post to that record
feed, pushing older posts lower.

button.

6. Once you have set up all the objects as desired, click the Save
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Chatter Profiles

Salesforce Chatter profiles allow your users to customize their Salesforce profile that
is seen by other Salesforce users and the Chatter-free users (usually customers). They
can add a profile picture, write an About Me section, add contact information, and add
a header photo. The profile is another way your users can see their Chatter feeds, what
groups they are part of, what files they’'ve uploaded in posts, who they are following, and
who is following them. They can even add a new post and comment on existing ones
from their profiles.

To access your profile, click your profile picture in the upper-right corner and click
your name, as shown in Figure 6-33.

e
T
3
N
L | »
|
] h"
r -

e Rachelle Hoffman
naSo9 . salesforce.com
Settings Log Cut

OPTIONS

Switch to Salesforce Classic @

Add Username

Figure 6-33. Navigating to your profile

Other users can access your profile by clicking your hyperlinked name found on
records, in Chatter posts, or anywhere else they see your name hyperlinked, as shown in
Figure 6-34.
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Top Posts » Q) Search this feed (G

sForce - Rachelle HofTman v
1%h ago

@Tyson Jones Jake the Sales Manager just got promoted to VP Don't you have a good relationship with him? You should try
reaching out and leverage this for an opportunity.

Figure 6-34. Accessing other users’ profiles

Uploading Your Profile Picture

To upload your profile picture, follow these steps:

1. Once you have reached your profile, you can click the camera
symbol and click Update Photo, as shown in Figure 6-35.

Rachelle Hoffman

View Photo
Name

Ipdate Phot
Rachelle UPdate Photo

Figure 6-35. Uploading your profile picture

Note Your photo must be stored on your computer. It has to be in JPEG, GIF, or
PNG format, and the file size must be smaller than 16MB.

2. Click the Upload Image button and choose the image from your
computer location, as shown in Figure 6-36.
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Update Photo

You can upload a JPG, GIF or PNG file. Maximum file size is 16 MB.

&, Upload Image

Current Photo:

Show my photo on publicly accessible pages

Cancel

Figure 6-36. Uploading your profile picture from your computer

3. Use the slide bar to resize your photo. Select the check box “Show
my photo on publicly accessible pages” if you want your photo
disabled outside of Salesforce, as shown in Figure 6-37.

4. Once complete, click Save.
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Update Photo

You can upload a JPG, GIF or PNG Nle. Maximum Nie size s 16 MB

g Upload Image

Drag and resize to adjust thumbnail

B.—a

Figure 6-37. Modifying the size of your image

Editing Your Profile

To edit your profile, follow these steps:

1. Go toyour profile by clicking your profile picture found in the
upper-right corner of your browser, as shown in Figure 6-38.
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x-@?2%a @

Rachelle Hoffman
na59.salesforce.com

Settings Log Out

DPTIONS

Switch to Salesforce Classic @

Add Username

Figure 6-38. Editing your profile

2. Click the word Edit found under your tabs on the right side of your
browser, as shown in Figure 6-39.

Edit User Detail

Figure 6-39. Edit button

3. You can edit any field here on the profile just like any field in
Salesforce. Let others know who your manager is, add the title that
you hold with your company, add a phone number and cell phone
number, add your office location, and, of course, don’t forget to
tell your other users a little bit about yourself in the About Me
section, as shown in Figure 6-40.

4. Once complete, click Save.
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<t Name

Rachelle

Chief Technology Officer

Address
Street

130 Cook Ave

Pasadena
Zip/Postal Code

1 91107

Cloud Creations Inc. pro

joffman

Edit Rachelle t

Search People

Cloud Creations

Phone

(800) 951-7651

rhoffman@cloudcreations.com

[
W

13-479-4550

wides Salesforce implementation services, which include data import, integration, documentation
reports, and training. Our clients range from small-and-medium sized businesses to large enterprises.

:\] s ﬂ

Figure 6-40. Editing your profile

Updating Your Header Photo

To update your header photo, follow these steps:

1. Click the camera image in the right corner above the Edit button,
click the “Select an image” button, find your image on your

computer,

and click Open, as shown in Figure 6-41.
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Edit User Detail

Figure 6-41. Uploading your banner

Note Your photo must be stored on your computer. It has to be in JPEG, GIF, or PNG
format. For the best results, use a panoramic image that is at least 1280x300 pixels.

2. Adjust your photo to fit the area provided. If you find that the
photo won’t work, click “Choose a different photo” to upload a
new one, as shown in Figure 6-42.

Update Banner Photo

Figure 6-42. Modifying the size of your banner
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3. Click Save when complete.

After your user completes their profile, it should like Figure 6-43.

130 Cook Ave,

About Me

MName Manage:

: u Groups (1) *
Rachelle Hoffman

B Customer Questions
Chief Technalogy Officer Cloud Creations
View Al

Emai Phone
rhefiman@cloudereations.com (800) 951-7651 D Files (2) -
Address

Pasadena, CA 91107 US

=== Jun 21,2017 - BKB - png
Cloud Creations Inc. provides Salesforce implementation services, which include data import, integration,
documentation, reports, and training. Qur clients range from small-and-medium sized businesses to large
enterprises
View Al
Post
Ej Followers (0) -
o “

E g Following (0) -

atial Doaie Llbic foost n o

Chatter Groups People Accounts Contacts Cases w Opportunities Leads s More w

Rachelle Hoffman
Chief Technology Officer

Collaborating

213-479-4550 17 - 12KB - docx

Cloud logo

Figure 6-43.

Complete user profile
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Salesforce Mobile App for iPhone and Android Users

Salesforce, the mobile app for iPhone and Android users, is included in every Salesforce
license and, for the most part, can be downloaded and used immediately, as shown in
Figure 6-44. Users can download the app from the App Store or Google Play and start
using it today! Salesforce can work out of the box because it uses metadata to see what
you've built and configured in the desktop environment. However, with that said, not
everything you may have customized will be easy to use on the mobile app. Some of

the changes you may need to configure are “quick action” items such as creating a task,
logging a call, and creating a new lead or contact. Or you may need to configure compact
layouts, which allow your user to see the most important detail of a record instead of the
whole-page layout of fields. Lastly, the mobile navigation allows you to place actions and
objects in a user-friendly order. Making sure that the Salesforce app is configured and
available for your users will help your users’ productivity. If you have users who are on
the road or meeting with clients outside of the office, Salesforce app provides access to
the records that they would be working with if they were in office or on the phone.
Giving your users access to the mobile app will help them to capture necessary
information when they are away from their desks. Also, if your user is out of the office
and needs to find a client’s number quickly or an address, they can use the mobile app
to do that.
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Search this feed

What I Follow v

h sForce — Rachelle Hoffman

m ago

@Tyson Jones Jake the Sales Manager
just got promoted to VP. Don't you have
a good relationship with him? You
should try reaching out and leverage
this for an opportunity.

il Like ® Comment

Rachelle Hoffman
June 21, 2017 at 2:13 PM

I can create a nost and stvle it with bold

009

Figure 6-44. Salesforce mobile app

Quick-Start Guide to Setting Up the Mobile App

Salesforce offers a quick-start guide to setting up the mobile app.

1. Click the settings cog icon in the upper-right corner of the browser

and click Setup.

2. Inthe Quick Find box, type in Salesforce Mobile and select the
option Salesforce mobile Quick Start, as shown in Figure 6-45.
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Quick Start Wizard

Complete the essential setup tasks in
only a few minutes.

Launch Quick Start Wizard

Figure 6-45. Launching the quick-start wizard for Salesforce mobile configuration

3. Click the button Launch Quick Start Wizard.

4. Click the Let’s Get Started button, as shown in Figure 6-46.

About the Quick Start Wizard

This wizard walks you through the basic setup of the Salesforce1 mobile app.
Later, you can go to the Salesforce1 Setup page to explore other configuration
and customization options

Customize the Navigation Menu

In the first step you'll choose and arrange the items you want to appear in the
navigation menu

| Let's Get Started

Figure 6-46. Getting started with the quick start

5. You can remove or reorder items found on this navigation menu
by clicking it and using the arrows in the middle or by dragging
and dropping them into a new place, as shown in Figure 6-47.

268



CHAPTER6  COLLABORATING

Available Items Navigation Menu

B Approvals =

Smart Search ltems=

= Paused Flow
Interviews

| Chatter

Today

Dashboards

Tasks

People

Groups

Figure 6-47. Modifying the navigation menu

6. Once you are done with your navigation menu, click Save & Next
at the lower-right corner of your screen.

7. Click the Arrange Global Actions button, as shown in Figure 6-48.

About Global Actions

ick access to Salesforce functions. Note that how

1 on your version of Salesforce1

Arrange Global Actions

In this step you'll choose and arrange global actions

| Arrange Global Actions

Figure 6-48. Arranging the global actions

8. Move actions that are necessary into the Selected Global Actions
area and move ones that aren’t needed into the Available Items
using the arrows provided between these two areas. Reorder what
actions appear first by dragging and dropping them into place, as
shown in Figure 6-49.
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Awvailable ltems Selected Global Actions

Mobile Smart Actions

New Group

Question New Account

New Event

New Task

Figure 6-49. Modifying the order of your actions

9. Click Save & Next when you are complete.

10. Click the Create Compact Layout button, as shown in Figure 6-50.

About Compact Layouts
Compact layouts show a record's key fields, such as a contact's name, email, and
phone, in the highlights area at the top of the record detail.

Create a Compact Layout

In this step we'll create a custom compact layout for contacts. Later, after you've
finished this wizard, you can create compact layouts for other objects as needed

Create Compact Layout

Figure 6-50. Configuring the contact compact layout

Note Through the quick start, you can only create a compact layout for contact
records. We’ll go over how to make compact layouts for other objects on the next

page.
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Move fields into the Compact Layout for Contacts area that

you want displayed in your mobile app and move fields to the
Available Fields section that you don’t want to include. Reorder
the arrangement of the fields by dragging and dropping them into
place, as shown in Figure 6-51.

Label: | Quick Start Layout

Available Fields Compact Layout for Contacts

Assistant

Assl. Phone

Account Name

Birthdate

Clean Status

Created By

Data.com Key

Figure 6-51. Modifying the order of the fields for your contact compact layout

12.

13.

Click Save & Next when you are complete.

In step 4 you can review what you have arranged in this quick
start by clicking Navigation Menu, Global Actions, and Contact
Compact Layout to see what you created. Do you see that a
change needs to be made? Click the Edit button to be taken to that
edit screen and make the change, as shown in Figure 6-52.
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Step 4: Review
Take a look at these live previews 1o review what you've done. Note that they use yourself as the IC(_.'-gt':d- In user
NAVIGATION MENU Edit
GLOBAL ACTIONS

CONTACT COMPACT LAYOUT

Contacts

Opportunities

Figure 6-52. Reviewing what you've set up

14.

15.

16.

Click Next when you are complete.
If you are ready to invite your users, type in the names in the To
field and customize your subject and message. Click Send, as
shown in Figure 6-53.
Click Next when complete and Finish.
Step 5: Send Invitations
Congratulations! You've finished with the basic setup of Salesforce. Want to get feedback on what you've done so far? Invite some of

your users to give the app a try

To Send to all users

Subject

Your invitation for the Salesforce1 mobile app

Figure 6-53. Inviting users to download the Salesforce mobile app
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Creating Compact Layouts

In step 10 previously, we mentioned that you can create compact layouts for other
objects as well. Here’s how:

1. Click the settings cog icon in the upper-right corner of the browser
and click Setup.

2. Select the Object Manager tab found at the top next to the
home tab.

3. Select the object that you want to configure a compact layout
for and click the hyperlink name of that object, as shown in
Figure 6-54.

.............
.....

Figure 6-54. Navigating to the compact layout for an object

4. On the left side, you'll see various options and actions that can
be made within this object. Select Compact Layouts, as shown in
Figure 6-55.
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LA L
sens 501 Home Object Manager Vv
LA L] . -

SETUP » OBJECT MANAGER
.o Tatd
nf-' QUINL

Details Details
Felds & Relationships

Pageo Layouts

Ughtning Record Pages

Buttons, Links, and Actions

Compact Layouts

Object Limits

Account

Record Types fecioradc

Related Lookup Filters
Accounts

Search Layouts

Triggers

Validation Rules

Hierarchy Columns

Figure 6-55. Selecting compact layouts

5. Create a new compact layout by clicking New, as shown in
Figure 6-56.

Compact Layouts T L

1 Items, Sorted by Labe
LABEL s APl NAME PRIMARY MODIFIED BY

Systemn Default SYSTEM v

Figure 6-56. Clicking the New button
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automatically create the name. Move the field from the Available

Fields area to the Selected Fields area using the arrows in

between. Move the order in which a user sees the details up and

down by using the arrows next to Selected Fields, as shown in

Figure 6-57.

B.ccount Compact Layouts

New Compact Layout

Compact layouts are used in Salesforce1 and some Chatter feed items to display a record's key fiekds at a glance. You can select and prioritize
Lip to ten fields for the compact layout, but the number of fields that display may vary based on the device's screen, which record page is being
iewed, and the permissions of the user.

Help for this Page v

Compact Layout Edit

Save

Enter Compact Layout Information

Label | Account Mobile
Name | Account_Mobile

Select Compact Layout Fields

Available Fields

Cancel

Account Number
Account Owner
Account Source
Active

Annual Revenue
Clean Status
Created By
Customer Priority
D&B Company
Data.com Key

Use SHIFT + click to select adjacent fields. Use CTRL + ciick to select an assoriment of fields.

Save

Cancel

Selected Fields
Account Name .
Account Site
add | Billing Address

[ » | |Industry

~—— |Phone

&5 Rating
Remove

Do

Bottom

| = Required Information

Figure 6-57. Creating a compact layout

7. Once complete, click Save.

8. Click the Compact Layout Assignment button, as shown in

Figure 6-58.
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Account Compact Layout

IAccount Mobile

« Back to Account Compact Layouts

Compact Layout Detail Edit || Clone |Delete | Compact Layout Assignment

Label  Account Mobile Object Name  Account
APl Name  Account_Mobile

Included Fields Account Name
Account Site
Biling Address
Industry
Phone
Rating

Created By Rachelle Hoffman, 6/22/2017 10:04 PM Modified By Rachele §

Edit | | Clone | Delete Compact Layout Assignment

Figure 6-58. Complete compact layout

9. Click the Edit Assignment button, as shown in Figure 6-59.

Account Compact Layouts

Compact Layout Assignment

« Back to Account Compact Layouts

Edit Assignment
Primary Compact Layout

The primary compact layout defines the fields that display when this object’'s records appear as list view tems in Salesforce1.

Primary Compact  System Default
Layout:

Edit Assignment

Figure 6-59. Edit Assignment button

10. Select from the drop-down the compact layout you created, as
shown in Figure 6-60.

11. Click Save.
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Account Compact Layouts

Compact Layout Assignment

Save | Cancel

Primary Compact Layout

Select the compact layout to use when this object’s records appear as list tems in Salesforce1.

Primary Compact Layout: | System Default v |
System Default

Account Mobile o

Figure 6-60. Selecting the compact layout

Summary

As you can see, there are many ways for your users to interact with each other and with
external customers in Salesforce. Collaboration in a business is key to getting sales
closed and or projects/tasks moving forward. With the use of Chatter and Salesforce
mobile app, your users have all the tools available to work throughout their day.
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Lightning Process Builder

Lightning Process Builder is an extremely powerful business process automation tool
that can solve a myriad of real-world business issues. Process Builder makes it easy

to build logic in one place, with its enhanced point-and-click interface. With Process
Builder, you can reduce or eliminate the need to build Apex code for simple processes.
You can create automated logic to update related records, update fields, create a task,
send an email, and much more. Click New to get started, as shown in Figure 7-1.

&2 + 8

E E E Setup v Home  Object Manager
€ Back To Setup ? Help

N My Processes
“ Diterns

Welcome to the Process Builder! It takes only a few clicks to:

With the Process Builder you can easily Select your object

automate everything from daily tasks, like

approvals and follow-up emails, to more An opportunity, for example.

complex processes, like order renewals

and new-hire onboarding. Click "New" Define your criteria

abowve to get started.
Let's start this process when the
Learn More opportunity's stage is Closed - Won and
its amount is greater than $500,000.
Using the Process Builder
n} Choase what to automate

Process Builder Cverview (video)

(documentatic

Figure 7-1. Process Builder home page. Click New to get started.
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Salesforce Workflow Rules vs. Process Builder

Salesforce has multiple solutions to automate your business process, including workflow
rules and Process Builder.

Workflow rules are automated actions that take place when a record meets specified
criteria and is saved. You can minimize the amount of manual data entry and processes
by having a systematic process in place.

Process Builder is supported in Salesforce Lightning and does everything a workflow
rule can do and more (with the exception of outbound messages). A Process Builder
action can start when a record is changed or when invoked by another process. Both
automation types support time-based actions.

If you have a simple single if/then statement, it is suggested that you use a workflow
rule to automate your process. In other words, if you have criteria for automation
that include simple logic, use a workflow rule. If there is a level of complexity to your
automated requirement, Process Builder is best suited for this. Read the “Actions”
section to learn more about what each action type does.

Table 7-1 identifies the differences between workflow rules and the Process Builder tool.

Table 7-1. Actions Available in Workflow Rules and Process Builder

Action Workflow Rules Process Builder
Create a task X X

Update a field X X

Email an alert X X

Send an outbound message X

Create a record
Update a related record
Use a quick action

Send an email

< <X X X X

Launch a flow
Post to the Chatter area
Submit for approval

Call an Apex method
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Process Builder: Action Types

Process Builder makes it easier to create automated actions because it is a visual
designer, as shown in Figure 7-2.

Action Type*

Submit for Approval v

Action Name* @

t L

Chbject *

Account

Approval Process *

Default approval process v

Submitter* @

Current User v

Submission Comments @

Figure 7-2. Submit for Approval action type

The following are the actions that can be completed by a workflow rule or Process
Builder:

e Call on an Apex class: Apex is a programming language used in
Salesforce to develop complex processes. You can use Process
Builder to call on an existing Apex class.
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o Create a Record: Use this action to create a new record from any
standard or custom object. Field values can be set to build the record
appropriately.

Tip Required fields are still active when a record is created via a process. Make
sure all required fields are given a value in the Set Field Values section in order to
successfully create a record.

e Email Alerts: Select an existing email alert to automatically send an
email to designated recipients.

e Flows: Choose this action to launch an existing visual workflow.

e Post to Chatter: Create a message and choose to update a user,
Chatter group, or new Chatter post to the related record.

Note Merge fields can be used to generate the Chatter post.

e Processes: Use this action type to trigger another process.

Note Only active processes can be started.

e Quick action: Use this action type to start a quick action. Select
“Global actions” to create a record or log a call. Select Object to
define an action for the selected object.

e Submit for Approval: Choose to activate the default approval process
or specific approval process for the given record, as shown in
Figure 7-2. Control who the submitter is by selecting the appropriate
value: Current User, User Field from a Record, or Specific User.
Submission comments can be entered.

e Update records: Choose to update the existing record or a record
related to the corresponding object (shown in Figure 7-3).

282

vww allitebooks.conl



http://www.allitebooks.org

CHAPTER 7  LIGHTNING PROCESS BUILDER

Select a Record to Update

Select the Account record that started your process

© sciect a record related to the Account

Type to filter list. . v
Figure 7-3. Selecting a record to update in Process Builder

Time-Dependent Actions

When a record meets the criteria, the action can be executed immediately or on a
specified schedule.

To control when the action is executed, add a time lapse to the process, as shown in
Figure 7-4. Actions can be triggered to run before or after a specified date.

Set Time for Actions to Execute

[ o] Days v  After v  Selectadate. v

Days ¥ from now.

Figure 7-4. Setting the time for a time-dependent action

Example

As an example, let’s create an automated action to send a “Happy Birthday” card to all
active clients one day before birthdate. The Scheduled Actions option is available only
when the first node of the process starts the process with “only when a record is created”
or “when a record is created or edited” is selected and the Yes check box is selected in
the criteria node in the Advanced section, as shown in Figure 7-5.
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Define Criteria for this Action Group

Criteria Name* @

Criteria Test
Criteria for Executing Actions *
© Conditions are met

Formula evaluates to true

No criteria-just execute the actions!

Set Conditions

Field * Cperator* Type* Value*
[Account]Na.. Q Equals v String v Test
+ AddRow

Conditions *

o All of the conditions are met (AND)
Any of the conditions are met (OR)

Customize the logic

s Advanced
—

Do you want to execute the actions only when specified changes are made to the record? @

v | Yes

Figure 7-5. Setting the criteria for an action group

Creating a Process Using Process Builder

Follow the steps in this section to create an automated business process.

In this scenario, you will encounter a real-world business problem. Say sales users
have to manually create a project record with the same details stored at the opportunity
level. Rather than creating a new record and copying and pasting the details, it is
beneficial for them to have the tool automatically create a new project record. At the
same time, it’s beneficial to automatically pull the details stored in the opportunity
record into the new project record.
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Note In this use case, project records are records stored in a custom object titled
Projects.

For all opportunities that are set to Closed Won, you want to create a new project
record and update the Project field Next Step to say Schedule Project Kickoff.

Note This is a use case you can use while managing projects in Salesforce. These
steps can also be tweaked to create the new policy records most commonly used with
insurance companies. Those in the financial services industry also use this concept to
create new financial accounts records when an opportunity closes. These are just a few
examples. The opportunities to use automation in Salesforce are endless!

Follow these steps to create this process:

1. From Setup, select Process Automation in the Platform Tools
section, as shown in Figure 7-6.

EEE Se‘tup v Home

PLATFORM TOOLS

> Apps

Feature Settings

Objects and Fields /

Process Automation

User Interface

Figure 7-6. Process Automation in Setup
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2. Next, select Process Builder to access the Process Builder
home page.

All active and inactive processes are listed on this page, as shown
in Figure 7-7, along with the description of the process, the related
object, the process type, the last modified date, the status, and the

actions.

& Process Builder € Back To Setup
PN My Processes
u 1items

PROCESS & DESCRIPTION

» Felicia Duarte Create Project Record

Figure 7-7. Process Builder home page and list of processes

3. Click the New button to start a new process.

4. Type the process name and press Tab to generate the API name, as
shown in Figure 7-8.

New Pracess

The process starts when "

Select One v

CAnE m

Figure 7-8. Naming your process

286

vww allitebooks.conl



http://www.allitebooks.org

CHAPTER 7  LIGHTNING PROCESS BUILDER

Note It is not required but recommended to enter a description for each process.
For organizations with numerous automation processes, it can be challenging to
find the right process when there are no descriptions.

5. Determine when the process should start. Your options include
when “A record changes” and when “It’s invoked by another process.”

Note You can break down more complex processes into simpler processes.
These processes can be reused and invoked by another process, as mentioned
earlier.

With the current scenario, you will start the process when “A
record changes.” Click Save, as shown in Figure 7-9.

The process starts when*

A record changes i

Figure 7-9. Starting a process when a record changes

6. When you first start your process, you must select the object it
starts from. Select Add Object, as highlighted in Figure 7-10.

287



CHAPTER 7  LIGHTNING PROCESS BUILDER

START
+ Add Object
TRUE [MMEDIATE ACTIONS EAN;EE . SCHEDULED ACTIONS
FALSE
sToP

Figure 7-10. Selecting an object in Process Builder

7. Choose the object that the process should be evaluated from, as
shown in Figure 7-11. In this example, you will select Opportunity.

Choose Object and Specify When to Start the Process

Chject *

Find an object v

Start the process *
© onlywhen arecord is created

when a record is created or edited

> Advanced

Figure 7-11. Choosing when to start a process
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Select when the process should start, as shown in Figure 7-11.

a. Select “only when arecord is created” to only start the process

for new records.

b. Select “when a record is created or edited” to start the process
for new records and existing record that are edited upon

saving.

You can click Yes, as shown in Figure 7-12, to evaluate the record
multiple times (up to five times) in one execution.

v Advanced

Recursion - Allow process to evaluate a record multiple times in a single transaction? @

Yes

Figure 7-12. Click Yes to allow the process to evaluate a record multiple times in a
single transaction

10.

11.

Confirm your specification and click .

Select the Add Criteria node shown in Figure 7-13 to set the
criteria for this process.
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START

Opportunity

<+ Add Criteria ) TRUE
FALSE
STOP

Figure 7-13. Adding a criteria node to a process

12. Set the criteria that the record should meet in order for the actions
to be executed.

In this example, you want to set the criteria for the process to start only when
opportunity records have a stage marked as Closed Won.

Setting the Criteria

Follow these steps to set the criteria for a process:

1. Name your criteria, as shown in Figure 7-14.
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Criteria Name* @

Criteria for Executing Actions *

© Conditions are met
Formula evaluates to true

No criteria-just execute the actions!

Set Conditions

Field* Cperator* Type* Value*
Find a field Q Equals v String v
+ AddRow

Conditions *
© Allofthe conditions are met (AND)

Any of the conditions are met (OR)

Customize the logic

Figure 7-14. Steps to setting the criteria

2. Find afield and choose the appropriate operator to set the criteria.

3. Select the criteria for executing the action (shown in Figure 7-15).
You can choose to execute the actions only when the criteria are
met, when a formula evaluates to be true, or with no criteria; just
evaluate the action for that object. In this example, select “No
Criteria-just execute the actions!” to execute the action for all
opportunity records.
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Criteria Name* @

All Opportunity Records

Criteria for Executing Actions *

Conditions are met
Formula evaluates to true

© No criteria-just execute the actions!

Figure 7-15. Setting the criteria for executing an action

4. Setthe conditions. Use fields and operator values to set these
conditions, as shown in Figure 7-16.

Field* Operator* Type* Value*
Find a field Q Equals - String >
+ Add Row

Figure 7-16. Setting the conditions to invoke a process

5. Once the criteria are all set, click Save.

6. Choose what the action should be once this criterion is met. Click
Add Action, as shown in Figure 7-17.

T

[(MMEDIATE ACTIONS L

+ Add Action

Figure 7-17. Adding an immediate action to a process
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7. Define the action type.

8. In this scenario, you want to create a new project record. Click
Create a Record.

9. Name the action and choose what type of record should be
created, as shown in Figure 7-18.

Action Name* @

Create a Project

Record Type*

Project v

Figure 7-18. Naming the action and choosing the record type

10. Set the field values for the new record, as shown in Figure 7-19, In
our example, we set all the field values that we want to carry over
into the new project record.

Set Field Values

Fleld * Type* Value*
Next Steps v String v | Schedule Project KickofT
+ Add Row

Figure 7-19. Setting the field values when creating a new record

Note All required fields must be entered when choosing this action. If a required
field value is not entered, the record will not be created.

11. Once you confirm that the criteria and actions are correct,
click Save .
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12. To make this process active. Click Activate, as shown in
Figure 7-20.

Figure 7-20. Activating a process

Note Only one version of the process can be active at a time.

13. Ttis best practice to test the process. Create a test record to test this
new automated process.

Summary

In this chapter, we reviewed the high-level details of what Process Builder can do. You
can automate a lot more than you can with just workflow rules. It’s important to know
that there are countless ways you can build automation into your existing setup. Use this
chapter as a guide as to what the practical capabilities are with Process Builder.
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Data Management

Salesforce offers an array of data management tools. Lightning Salesforce offers a Data
Import Wizard that allows you to update existing records or create new records (Figure 8-1).
The Data Import Wizard allows imports, updates, and inserts to be performed using comma-
separated value (CSV) files, Outlook CSV, ACT! CSV, and Gmail CSV. Salesforce not only
supplies an importing tool but also provides tools to help you export your data into CSV files,
mass transfer records from one owner to another based on the criteria of the record, and
mass delete records based on the criteria of the record. Salesforce also provides data control
tools that help you control the type of data your users are adding to the system. You can
create duplication rules to prevent users from adding duplicate records. Data management
is hugely important for organizations; in fact, your Salesforce organization is only as good as
the data you collect with it. If the data is “dirty,” your reports will be too. Having accurate and
useful data will allow you to properly analyze your information. This in turn will allow you to
better the user and client experience.

Import your data in 3 easy steps!

Launch the Data Import Wizard to import your data.

(]

Pre-step: Prepare your Choose data to import Edit field mapping Review and start import

data for import
Launch Wizard!

Figure 8-1. Importing can be easy!
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Using the Data Import Wizard

The Data Import Wizard that Salesforce has provided allows you to import new records
and update existing records. All you need is a CSV file with column headers that match
your existing Salesforce fields and your data in the rows of the spreadsheet (Figure 8-2).

A B C D E F G
1 Account Name ~ | First Nan ~ | Last Nan ~ Title - Mailing Street ~ | Mailing Cit =
2 Burlington Textiles Corp of America |Mr. Jack Rogers VP, Facilities 525 5. Lexington Ave Burlington
3 Dickenson plc Mr Andy Young SVP, Operations 1301 Hoch Drive Lawrence
313 Constitution Place Austin, TX 78767
4 Edge Commi Ms. Rose | SVP, Proc USA
312 Constitution Place Austin, TX 78767
5 Edge Commi Mr. Sean Forbes CFO USA
620 SW 5th Avenue Suite 400 Portland,
6 Express Logistics and port Ms. Babara Levy SVP, Operations Oregon 57204 United States
621 SW 5th Avenue Suite 400 Portland,
7 Express Logistics and port Mr. Josh Davis Director, house Mgmt Oregon 97204 United States
345 Shoreline Park Mountain View, CA
& GenePoint Ms. Edna Frank VP, Technology 94043 USA
2335 N. Michigan Avenue, Suite 1500
9 Grand Hotels & Resorts Ltd Mr. Tim Barr SVP, Admini: ion and Finance |Chicago, IL 60601, USA
2334 N. Michigan Avenue, Suite 1500
10 [Grand Hotels & Resorts Ltd Mr. John Bond VP, Facilities Chicago, IL 60601, USA
11 Pyramid Construction Inc. Ms. Pat ller |SVP, Admini: ion and Finance |2 Place Jussieu Paris
12 sForce Ms. Siddartha |Nedaerk The Landmark @ One Market San Francisco
13 sForce Mr. Jake Llorrac The Landmark @ One Market San Francisco
1303 Avenue of the Americas New York,
14 United Oil & Gas Corp. Ms. stella Pavilova  |SVP, Production NY 10019 USA
1304 Avenue of the Americas New York,
15 United Oil & Gas Corp. Ms. Lauren Boyle SVP, Technology NY 10015 USA

Figure 8-2. CSV file ready for an import into the Salesforce organization

You can easily create a CSV file with an Excel spreadsheet. Once you save the file,
you'll see under the file name that you create a “save as” type. Select the drop-down and
change it to “CSV (Comma delimited).” According to your Excel version, the verbiage
may change. See Figure 8-3 for an example.
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Save As
(D) Recent 0 Dowloet
- Accounts and contacts import
CSV (Comma delimited) (*.csv) - k4 save
ﬁ OneDrive - Personal Excel book (*adsx)
rachelle.hoffman137@gmail.com E nabled Workbook (" adsm)
Exc k ("xlsb
FT‘D This PC Exce kbook (" s
e CSV UTF-8 (Comma delimited) (*.csv)
XML Data ("ooml
+ Add a Place Single File Web Page (*.mht, *.mhtmi
Web Page (*.htm, *html)
Excel Te ("xhtx)
Browse Exce m)

Exce

Text (Tab d
Unicode Text (
XML Spreadshe

Microsoft Excel
CSV (Comma delimited) (".c
Formatted Text (Space delimited) (*.prn)

Text (Macintosh) (")

Text (M5-DOS) ("t

CSV (Macintosh) (*.csv)

CSV (MS-DOS) (".csv)

DIF (Data Interchange Format) (.dif)

Symbolic Link) (*.slk)

XPS Document (".xps)

Strict Open XML Spreadsheet (*.adsx

OpenDocument Spreadsheet (*.ods

Figure 8-3. How to save an Excel file into a CSV file format

Preparing Your Data for an Import

To prepare your data for a contact and account import, you must make sure that in your
CSV file there is a column for all the required fields you may have set up or the ones that
come standard with Salesforce. You can determine what fields are required by editing a
record and looking for the fields with a red line next to them. You can include any field as a
column in this CSV file that is found on the object you are importing to. Another important
preparation step is to ensure that the data being imported matches the data type of the
field. It is important to prepare your data because if it is incorrect, it will give you an error
and not import that record. To prevent spending hours on import, follow these tips:

o The date data type can be accepted only with this format: MM/DD/YYYY.
o The date and time data type can be accepted in the following format:

MM/DD/YYYY hh:mm:ss. There are other formats accepted as well.
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e The number and currency data type will take only numbers
(no letters).

e The check box data type will accept TRUE and FALSE values
(TRUE = selected, FALSE = deselected).

e The email data type fields require that an at (@) symbol be present
and a dot (.) with an appropriate suffix be included (.com, .org, .gov,
etc.). Salesforce doesn’t check for a specific suffix type, but if it sees
no suffix after the dot, it will typically produce an error.

o Picklist data type fields must exactly match what is already included
in the values for that picklist, or you can at the field level deselect the
box “Restrict picklist to the values defined in the value set” so that
any value will be included and imported.

o Multiselect picklist values must be separated by a semicolon
(for example, blue; red; green).

o The URL data type field will need to include a dot with a suffix
(.com, .org, .gov, etc.).

Note In this import wizard, if the account name is the same as another in your
CSV file, Salesforce will not create a duplicate. If the account name has one extra
letter, Salesforce will see this as a new account and create a duplicate.

Additionally, if you label your column headers with the Salesforce field label, the
Salesforce import wizard will automatically map your columns to the Salesforce
fields (we’ll speak about this in step 9).

e Trytomatch all your column headers to the field names for your
import. Most importing tools will “automap” your column headers to
the appropriate fields.
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Importing Accounts and Contacts with the Data Import
Wizard

The Salesforce Data Import Wizard is a great, easy-to-use tool. It provides videos to help

walk you through importing and has great a FAQ section. It even gives you a step-by-step

process for setting up the import. It is important to keep your Salesforce data accurate

and current. Whether you are importing accounts and contacts for the first time or

adding new ones to the system, you'll need to know how to do this for data integrity.

1.

Prepare your data for import. Accounts in a standard Salesforce
setup require the account name. Along with accounts, you can
import contacts. Contacts in a standard Salesforce setup will
require an account name and the last name. Because an account
name is required for a contact, you can in your CSV file set the
account and account details in one row and just use the account
name for all the contacts related to that account for additional
contacts. If you populate different account field details in the
account fields to each contact, the last row of the import for that
account will reflect in Salesforce. In Figure 8-4, Cloud Creations
on row 5 would be the information seen in Salesforce after the
import is performed.

1

Account Name Account Wehsite Account Industry Salutati ~ [First Nan ~ | Last Nan =~ Title

A B L U E F 15

2 | Burlington Textiles Corp of America |m Clothing M. Jack Rogers VP, Facilities
3 Dickenson plc

Burlingtontextilescorpofamerica.co

Dickenson.com Clothing Mr Andy Young SVP, O

4 |Cloud Creations Cl. ions.org Telec icati Ms. Rachelle  |Hoffman [CTO

5 Cloud Creations Cloudcreations.com Salesforce Consultants Mr. Felicia Duarte coo

Figure 8-4. Data ready for an import
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2. Navigate to the Setup menu, as shown in Figure 8-5.

_'._i.|_..] y, '),. I' -
 —— ', o -

'—I Setup

Developer Console _
Edit v

Figure 8-5. Navigating to the Setup menu

3. Inthe Quick Find box, type Data import (don’t hit the Enter key;
the option will populate as you type). Click Data Import Wizard, as
shown in Figure 8-6.

oo "
see  Setup Home  Object Manager WV

‘— | SseTu
A Hor

Q, Data import

Data

Data Import Wizard

Figure 8-6. Searching for Data Import Wizard

4. Click the green Launch Wizard! button, as shown in Figure 8-7.
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Import your data in 3 easy steps!

Launch the Data Import Wizard to import your data.

O ©

Pre-step: Prepare your Choose data to import Edit neld mapping Review and start import

data for import

O

Figure 8-7. Accessing the Data Import Wizard

5. Under the “What kind of data are you importing? question, click

Accounts and Contacts on the “Standard objects” tab, as shown in
Figure 8-8.

What kind of data are you importing?

Standard objects Custom objects

Accounts and Contacts v

Figure 8-8. What kind of data are you importing?

6. Under the “What do you want to do?” question, click “add new

records” and the following information will appear:

. Match contact by: This allows you to match your CSV data
to an existing contact, if it already exists in Salesforce, by the
full name of the contact, email, or any field you have created
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and made a unique ID or external ID. This helps to prevent
duplication when importing. You would want to choose which
you think is the best match. Most commonly an email is used.

Note The unique ID or external ID is an ID or a unique identifier that relates only
to that record. When transitioning data from another CRM to Salesforce, your other
CRM will contain its own unique ID. You should create a field and mark it as an
external ID and import this field to your Salesforce instance. This will allow you

to make updates to it in the future should you forget to include something in your
original import. Or, for business use integrations to other systems, an external ID
is essential to relate the two organizations together and make sure that you have
only one record being updated. Salesforce creates its own unique ID for every
record created as well; it is a 15- to 18-character alphanumeric ID. You can find
this ID for your records in reports; just search for the field ID, as shown in

Figure 8-9, or find it in the URL of your browser, as shown in Figure 8-10.

L Report Type: Contacts & Accounts
Cloud Creations Contact Mailing List

Save Save As Close & Report Properties o Run Report
Felds Ailale]o] Fiters (Add
Show My contacts v
ID [ y
= Date Field Created Date v Range Custom w | From | gr2g/2017
| Contact: General To add filters, click Add
b Account General

4 Parent Account ID
Preview TabularFormat * Show ¥ Remove All Columns

Salutation First Name LastName Contact Owner Title

Ms. Rose Gonzalez Rachelle Hoffman SVP, Procurement

Figure 8-9. How you can search for the ID for your record in reports
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& Sandra Eberhard | Salesi. X
&« C | @ Secure | https://na73.lightning.force.com/one/one.app#/sObjectf003 2BACGQAC
. Search S
EEE Cloud Creations Home Leads »  Accounts Contacts Opportunities v  Reports v Da
CONTACT
Ms Sandra Eberhard
Title Account Name Phone(2) v Emal Contact O
VP, Production Highland Manufacturing Ltd (626) 440-0700 sandra_e@highland.net Rachelle K

Figure 8-10. Where you can find your record ID in your browser URL

7. Match Account by: This allows you to match your CSV data to an
existing account, if it already exists in Salesforce, by the account
name and site (a standard web site field on accounts) or any field
you have created and made a unique ID or external ID, as shown

in Figure 8-11.

What do you want to do? &
Add new records

Match Contact by: @

Email ¥

Match Account by: @
Name & Site ¥

Trigger workflow rules and processes? &

Trigger workflow rules and processes for new and updated records

Assign All Contacts to Campaigns @

¥ Assign contacts to campaigns

Update existing records

Add new and update existing records

Figure 8-11. What do you want to do?
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Note You can make any of the following data type fields a unique ID or external
ID by creating or editing the field and selecting the unique or external ID check box:
auto-number, email, number, or text.

8. Salesforce allows for automated processes made with workflow
rules or the Process Builder to be enabled or disabled. By
checking the box, you are enabling them to be active during this
import. This is important to consider if you have created actions
that include email and tasks because this could bombard your
clients or users. For example, you could have a workflow rule
that can email a contact a welcome email every time a contact
is created. If you keep this selected, all contacts imported will
receive this email.

9. You can also assign all contacts imported to an existing campaign.
If you select this option, you need to include a column in your
import containing the campaign Salesforce ID.

10. Under the “Where is your data located?” question, you can drag
and drop a CSV file into the “Drag CSV file here to upload” area, as
shown in Figure 8-12. You can also click CSV, Outlook CSV, ACT!
CSV, or Gmail CSV and then click Choose File. Locate the file on
your machine and click Open.
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Drag CSV file here to upload

» CSV
File
Choose File Accounts Co imporl csv
Character Code )
ISO-8859-1 (General US & Westemn Europaan, ISO-LATIN-1) v
Values Separated By

Comma *

Figure 8-12. Where is your data located?

11. Once these steps are complete, click the Next button at the
bottom-right corner of your screen, as shown in Figure 8-13.

Figure 8-13. Click the Next button on the screen

12. Inthe Edit Mapping field, this is where you choose what column
header is mapped to what Salesforce field on the accounts or
contacts. If you set your column headers up correctly, you'll
see that Salesforce will match all your columns to the fields in
Salesforce, as shown in Figure 8-14. In Figure 8-15, you'll see that
the headers didn’t match the names of the fields. Steps 13 and 14
are additional steps to follow should you not match the headers of
your columns to the field names they are mapping too.
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Edit Field Mapping: Accounts and Contacts
four e hins besn auti-mapped to existing Salestores fiekds, bul you can edit the mappings ¥ you wish. Unmapped Sialds will not be impored
Ednt Mapped Salestorce Dbject CSV Header Exampile Example Examgpie
Change Contact: Saltation Salutation
Change Coritact: First Nams First Name
Change Contact: Last Name Last Name
Change t Tige Tite
Change Contact: Mailing Strest Mailing Street
change Contact: Mailing City Maiing Cry
Change Contact Mailing State/Provinoe Mailing State/Frovince
Change Contact: Mailing ZipPostal Cade Mailing ZipPostal Code
Change Contact: Malling Country Maling Country
Change Contact: Phone Phone
Change Contact: Mobile Mobie
Change Account Fax Fax

Figure 8-14. Field mapping when you matched your column headers to the field
names in Salesforce correctly

Edit Field Mapping: Accounts and Contacts
our file has been auto-mapped 1o existing Salesforce fields, but you can edd the mappings if you wish. Unmapped fields will not be imported
Edit Mapped Salesforce Object CSV Header Example Example Example
Map Unmapped O MrMrsatc
Map Unmapped © F name
Map Unmapped O L name F
Change Contact: Title Title SVP. Procuremi  CFO VP, Faciliti
Map Unmapped © Street Address 13 Constitutior 312 Constitutior 525 5. Lexinglon Ave
Map Unmapped O City
Map Unmapped © State
Map Unmapped © Zip
Map Unmapped O Country
Map Unmapped © # . a &
Map Unmapped O cell d
Change Contact: Email E-mail "
Map Unmapped O Company s

Figure 8-15. Field mapping when you didn’t match your column headers to the
field names in Salesforce
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13. Ifyou see a triangle with an exclamation mark inside, this means
that there is an error with your mapping, as shown in Figure 8-16.
Hover over the icon to display the error message. In most cases, it
is because you have mapped one column to multiple fields.

Figure 8-16. Shows the little triangle symbol

Note If your import requires that two fields be updated with the same information,
you’ll need to create two columns with the same data in each and map the columns
to the respective fields. Importing tools can link to only one data point at a time.

14. Ifyousee afield in bold red like Figure 8-15, this means the field
still needs to be mapped. To map a field or change a field already
mapped, click the Map or Change hyperlink. You can either type
in the field name or use the scroll bar to find the field. Select the
appropriate field and click Map, as shown in Figure 8-17.

Map your field: Account Owner

Map to: | Salesforce Field ¥
Select field
Owner
Account: Ownership = -

Account: Record Owner
Contact: Record Owner ~

Account: Parent Account
Account: Billing Street
Account: Billing City

Account: Billing Zip/Postal Code

-

Figure 8-17. Mapping fields using the Data Import Wizard
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Note If you don’t create a record owner field in your import, the records created
will automatically be assigned to the user performing the import. This could impact
your organization if you have security set up that eliminates users from seeing
data. For example, if you have a role hierarchy set up that puts you at the top of the
hierarchy and you are the importing user, users below you may not be able to see
the records you’ve imported. This ultimately means they can’t do their jobs.

15. Once you have reviewed that all the columns are mapped to
the appropriate fields, click the Next button at the bottom-right
corner, as shown in Figure 8-18.

Cancel Previous m

Figure 8-18. Click the Next button to continue

16. The Review & Start Import screen summarizes what objects you're
importing to, what type of import it is (insert, update, upset), what
CSV you are using for your import, how many fields are mapped,
and how many are unmapped, as shown in Figure 8-19.

[Seth}

Start import

Review & Start Import ke or B page )
T will include 1 will not include

nmapped helds

13 0

Figure 8-19. A review of your import before you click Start Import
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17. Once you have reviewed this information and feel that it is correct,
click the Start Import button, as shown in Figure 8-20.

Cancel Previous

Figure 8-20. Start Import button

18. Click the OK button on the congratulations page to be taken to the
bulk data load job request and status page, as shown in
Figure 8-21.

Congratulations, your import has started!
Click OK to view your import status on the Bulk Data Load Job
page

Figure 8-21. OK button

19. Ifthe import is a large import (tens of thousands of rows), the
job being processed can take up to several hours. If it is a small
import, you may find that your job will be finished as soon as you
click OK, as shown in Figure 8-22.
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F <ETY
= [
il Bulk Data Load Jobs
Butk Data Lead Job Help for this Fage @
View the delails of a bulk data load job
Bulk Data Load Job Detail Reload
JobiD  TAO1I0000002O Status  Closed Total 188
Processing
Time (ms)
Submitted By  Epchgly HoMman Operation  Insert APl Active 113
Processing
Time (ms)
SunTime QS2017 8:52 PM PST Queued Batches 0 Apex O
Processing
Time (ms)
End Time Q82017 5:52 PM PST In Progress Batches 0
Time to Complete ([kh}mm:ss) 0000 Completed Batches 1
Object  Account Failed Batches 0
External ID Field Progress  100%
Content Type G5V Records Processed 20
Concurrency Mode  Paralial Records Failed 0
APl Version 400 Retries 0
Reload
Batches
Total APl Active  Apex
View Request  View Result  Batch ID Start Time End Time ing ing ing Recards Records Failed  Retry Count  State Message  Status
Time (ms)  Time (ms)  Time (ms)
Vigw Request Vigw Result 75111000000308c @S2017 8:52PM 952017 852 PM 105 "3 o 20 ] -] Compieted

Figure 8-22. Import summary

20. Salesforce will send you an email when your job is complete and
will attach an error file to review any errors on your import. Some
errors could include a data type not matching. Another could be
that Salesforce is seeing a blank row, as shown in Figure 8-23.
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Salesforce import of "Leads import.csv" has finished. 20 rows were processed. inbox x = |
noreply@salesforce.com <noreply@salesforce com> & 854 PM (1 minute ago) LT
to me [+

Your Accounts and Contacts imports are complete. Here are your results

Accounts Created: 20

Accounts Updated: 0

Accounts Ignored: 0 (We ignored updates that we couldn’t match to an existing record.)

Accounts Failed: 0 (We couldn’t import these due to errors.)

Processed job information for imported Accounts: https://na73 salesforce com/750110000003jhQQAQ?romEmail=1

Contacts Created: 18

Contacts Updated: 0

Contacts Ignored: 0 (We ignored updates that we couldn’t match to an existing record.)

Contacts Failed: 2 (We couldn't import these due to errors.)

Accounts/Contacts Rejected: 0 (We rejected duplicate rows.)

Processed job information for imported Contacts: https //na73 salesforce com/750110000003jhVQAQ?fromE mail=1

The details of the first 1,000 errors can be found in the attachments for this email:

B Contacts_Errors.... '

Figure 8-23. Email that is received when the import is complete

Importing Leads

Ideally, you'll find that you get to import new leads all the time! Whether you get new
leads from a conference you attend or a purchased list, you'll want to import them
immediately to get your sales team working on them! The following steps will show you
how to quickly make this happen:

1. Prepare your data for the import. Make sure that all the required
fields are populated columns in your import. The standard
Salesforce setup requires a last name, a company name, and a
lead status.

2. Navigate to the Setup menu, as shown in Figure 8-24.
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':I Setup

Developer Console _
Edit v

Figure 8-24. Navigating to the Setup area in Salesforce

3. Inthe Quick Find area, type Data import (don’t hit the Enter key;
the option will populate as you type). Click Data Import Wizard, as
shown in Figure 8-25.

see  Setup Home  Object Manager WV

P scTu
Q, Data import ‘ .

® Hor

Data

Data Import Wizard

Figure 8-25. Searching for Data Import Wizard

4. Click the green Launch Wizard! button, as shown in Figure 8-26.
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Import your data in 3 easy steps!

Launch the Data Import Wizard to import your data

O © O

Pre-step: Prepare your Choose data to import Edit Neld mapping Review and start import

data for import

Figure 8-26. Launching the Salesforce wizard

5. Under the “What kind of data are you importing?” question, click
Leads on the “Standard objects” tab, as shown in Figure 8-27.

What kind of data are you importing?

Standard objects Custom objects

Leads v

Figure 8-27. What kind of data are you importing?
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6. Under the “What do you want to do?” question, click “Add new
records,” and the following information will appear:

Match Lead by: This allows you to match your CSV data to an
existing lead contact if it already exists in Salesforce by the full
name of the lead, email, or any field you have created and made a
unique ID or external ID. This helps to prevent duplication from
being imported. You would want to choose which you think is the
best match. Most commonly email is used.

Assign New Leads to this Source: This allows you to select what
lead source all the leads should be assigned to. If you have an
import that is not a mixture of lead sources, you can use this
function. For example, if you just attended a conference and you
want to show that all these leads came from that conference, you
would globally assign all the imported leads from this list to that
lead source. If you have a mixture of sources where your leads
came from, you'll want to ignore this.

Assign all leads using Assignment rules: This allows you to utilize
a lead assignment rule you've created to auto-assign the owner.
The drop-down should include all your options that you created
in lead assignments. If all the leads you are importing need to be
assigned to specific users, you can ignore this feature. However, if
you purchased a list and these leads are up for anyone, you may
want to let your auto-assignment rules handle who gets what.

Assign leads to campaigns: This allows you to add all the imported
leads to a campaign. You'll just need to make sure to include a
column in your spreadsheet with that campaign ID. If you want to
have all the imported leads related to a campaign for an event or
a campaign for an email blast, you can do this with this function.

Salesforce allows for automated process made with workflow rules

or the Process Builder to be enabled to disabled. By checking the

box, you are enabling them to be active during this import. This

is important to consider if you have created actions that include

email and tasks as this could bombard your clients or users.
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8. Under the “Where is your data located?” question, you can drag
and drop a CSV file into the “Drag CSV file here to upload” area,
as shown in Figures 8-28 and 8-29. You can also click CSV, Outlook
CSV, ACT! CSV, or Gmail CSV. Then click Choose File, locate the
file on your machine, and click Open.

What do you want to do? €
Add new records v

Match Lead by: ©
—-None-- v

Assign New Leads to this Source €
--None-- v

Assign All Leads Using this Assignment Rule ©
—~None-—- v

Use Assignment Rules to Email Owners? @

Use assignment rule settings to send notification emails to
record owners

Assign All Leads to Campaigns O
Assign leads to campaigns

Trigger workflow rules and processes? &

Trigger workflow rules and processes for new and updated
records

Update existing records

Add new and update existing records

Figure 8-28. What do you want to do?

315



CHAPTER 8  DATA MANAGEMENT

Where is your data located?

Drag CSV file here to upload

» CSV

File
Choose File | Leads import.csv
Character Code
ISO-8859-1 (General US & Western European, ISO-LATIN-1) v
Values Separated By
Comma ¥

Figure 8-29. Where is your data located?

9. Once these steps are complete, click the Next button at the
bottom-right corner of your screen, as shown in Figure 8-30.

Figure 8-30. Next button

10. Inthe Edit Mapping field, this is where you choose what column
header is mapped to what Salesforce field on the lead. If you
set your column headers up correctly, you'll see that Salesforce

will match all your columns to the fields in Salesforce, as shown
316
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in Figure 8-31. In Figure 8-32, you'll see that the headers didn't
match the names of the fields. Steps 11 and 12 are additional steps
to follow if you did not match the headers of your columns to the
field names they are mapping to.

Edit Field Mapping: Accounts and Contacts

‘our fle hias been auto-mapped to existing Salesforce fiekds, but you can edit the mappings  you wish. Unmapped Sields wil not be imported

Edit Mapped Salestoree Dbgect CSV Header Example Example Examgle
Change Contact. Salutation Salutation

Change Coritact: First Nams First Name

Change Contact Last Name Last Name

Change Contact. Tige Tite

Change Contact: Mailing Sreat Mailing Street

Change Contact: Maiing City

Change Contact Mailing State/Provinoe

Change Contact: Mailing ZipPostal Code

Change Contact: Maling Country

Change Phane
Change Mobie
Change Account Fax Fax

Figure 8-31. Field mapping when you matched your column headers to the field
names in Salesforce correctly

Edit Field Mapping: Accounts and Contacts
our file has been auto-mapped 1o existing Salesforce fields, but you can edd the mappings if you wish. Unmapped fields will not be imported
Edit Mapped Salesforce Object CSV Header Example Example Example
Map Unmapped O MrMrsatc
Map Unmapped © F name
Map Unmapped © L name
Change Contact: Title Tithe SVP. Procuremi  CF VP Facili
Map Unmapped O Street Address 13 Constitutiof 312
Map Unmapped City
Map Unmapped © State
Map Unmapped O Zip
Map Unmapped © Country
Map Unmapped © # "
Map Unmapped O cell
Change Contact: Email E-mail
Map Unmapped O Company

Figure 8-32. Field mapping when you didn’t match your column headers to the
field names in Salesforce
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11. Ifyousee afield in bold red, this means that the field still needs to
be mapped, as shown in Figure 8-33. To map a field or change a
field already mapped, click the Map or Change hyperlink. You can
either type in the field name or use the scroll bar to find the field.
Select the appropriate field and click Map, as shown in Figure 8-34.

Map Unmapped MeiMrsatc

Map Unmapped F name

Figure 8-33. Fields shown as unmapped

[ ——————————
Map your field: Mr/Mrsetc

Select field

Salutation x| Find field

Name

First Name

Last Name

Salutation v
Title

Company

Figure 8-34. Selecting a field
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Note If you don’t create a record owner field and you don’t choose to use your
lead assignment rules in the import, the records created will automatically be
assigned to the user performing the import. This could impact your organization

if you have security set up that eliminates users from seeing data. For example, if
you have a role hierarchy set up that puts you at the top of the hierarchy and you
are the importing user, users below you may not be able to see the records you've
imported. This ultimately means they can’t do their jobs.

12. Once you have reviewed that all the columns are mapped to
the appropriate fields, click the Next button at the bottom-right
corner, as shown in Figure 8-35.

cocs o [

Figure 8-35. Next button

13. The Review & Start Import screen summarizes what objects you're
importing to, what type of import it is (insert, update, upsert),
what CSV you are using for your import, how many fields are
mapped, and how many are unmapped, as shown in Figure 8-36.

=3

Start import

Review & Start Import ik o s e )
t will include: 1 will not include

nmapped helds

13 0

Figure 8-36. Import review
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14. Once you have reviewed this information and feel that it is correct,
click the Start Import button, as shown in Figure 8-37.

Cancel Previous

Figure 8-37. Start Import button

15. Click the OK button on the congratulations page to be taken to
the bulk data load job request and status page, as shown in
Figure 8-38.

Congratulations, your import has started!
Click OK to view your import status on the Bulk Data Load Job
page.

Figure 8-38. OK button

16. Ifthe import is a large import (tens of thousands of rows), the
job being processed can take up to several hours. If it is a small
import, you may find that your job will be finished as soon as you
clicked OK, as shown in Figure 8-39.
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|@ SETUP
Bulk Data Load Jobs

Butk Data Lead Job Help for this Fage @
View the delails of a bulk data load job
Bulk Data Load Job Detail Reload
JobiD  TAONIO000003G Sttus  Closed Total 188
Processing
Time (ms)
Submitted By  Epchgle Hosman Operation  Insert APl Active 113
Processing
Time (ms)
SunTime @S2017 8:52 PMPST Gueved Batches 0 Apex 0
Processing
Time (ms)
End Time Q82017 5:52 PM PST In Progress Batches 0
Time to Complete ([kh}mm:ss) 0000 Completed Batches 1
Object  Account Failed Batches 0
External ID Field Progress  100%
Content Type G5V Records Processed 20
Concurrency Mode  Paraliel Records Failed 0
AP Version  40.0 Retries 0
Reload
Batches
Total APl Active  Apex
View Request  View Result  Batch ID Start Time End Time ing ing ing Recards Records Failed  Retry Count  State Message  Status
Time (ms)  Time (ms)  Time (ms)
Yiew Request View Result 751110000003p3c G/S2017 852PM 52017852 PM 105 13 o 20 0 Completed

Figure 8-39. Bulk data load job review

17. Salesforce will also send you an email when your job is complete

and will attach an error file to review any errors on your import.

Some errors could include data type not matching. Another could

be that Salesforce is seeing a blank row, as shown in Figure 8-40.
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Salesforce import of "Leads import.csv" has finished. 20 rows were processed. inbox x 7]

|

noreply@salesforce.com <noreply@salesforce.com> & 854 PM (1 minute ago) LT

tome =
Your Accounts and Contacts imports are complete. Here are your results

Accounts Created: 20

Accounts Updated: 0

Accounts Ignored: 0 (We ignored updates that we couldn't match to an existing record.)

Accounts Failed: 0 (We couldn’t import these due to errors.)

Processed job information for imported Accounts: hitps //na73 salesforce com/750110000003jhQQAQ?romEmail=1

Contacts Created: 18

Contacts Updated: 0

Contacts Ignored: 0 (We ignored updates that we couldn’t match to an existing record.)

Contacts Failed: 2 (We couldn't import these due to errors.)

Accounts/Contacts Rejected: 0 (We rejected duplicate rows.)

Processed job information for imported Contacts: https //na73 salesforce com/750110000003jhVQAQ?fromE mail=1

The details of the first 1,000 errors can be found in the attachments for this email:

B Contacts_Errors.... '

Figure 8-40. Email confirmation

Scheduling a Data Export

Salesforce is a cloud-based CRM and development platform that can be accessed
anywhere you have an Internet connection. If there is a drop in your Internet service or
you need to work offline for the time being, Salesforce allows you to export your data into
a CSVfile. O, if you're like us and you like to keep a backup of your data, you can do so.
You can schedule an export to run monthly (free of charge for all Salesforce editions),
weekly, or daily (which may have a charge depending on the Salesforce edition), and you
can have it emailed you. Or you can perform one-time exports.

1. Navigate to the Setup menu, as shown in Figure 8-41.
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Setup

o

Developer Console

Figure 8-41. Navigating to the Setup area

2. Inthe Quick Find area, type Data Export (don’t hit the Enter key;
the option will populate as you type). Click Data Export, as shown

in Figure 8-42.

Q  data ¢l

Data

Data Export

Home

Figure 8-42. Searching for Data Export

3. To schedule an export, click the Schedule Export button, or

to create a one-time export, click Export Now, as shown in

Figure 8-43.

323



CHAPTER 8  DATA MANAGEMENT

sall NAata Evnoart
} Data cexport

Monthly Export Service Help for i Page O

export is ready for download you will receive an email containing a link that allows you to download the file(s). The export files are also available on this page for 48 hours
after which time they are deleted

Data Export lets you prepare a copy of all your data in salesforce.com. From this page you can start the export process manually or schedule it to run automatically. When an

0 Next scheduled export:
None

Export Now | | Schedule Export

Figure 8-43. Monthly export service options

4. To schedule the export, choose what frequency the export should
be delivered at. For a monthly export, you can choose what day
of the month it should be delivered on, or the first, second, third,
fourth, or last specific day of the week. You can also choose when
the schedule starts, ends, and what time it should start, as shown
in Figure 8-44.

Frequency

& Onday| 1 ¥ | of every month On of every month

start | 9/5/2017 [ 2152017 ]
End  |10/52017 | [9:5/2017)
Preferred Start Time l -None- ¥

Exact start time will depend on job queue activity.

Figure 8-44. Frequency

Note The start time doesn’t ensure that it will be delivered at that time.
Depending on the amount of data you have, it can take up to several hours to
complete.

5. You can choose to include images, documents, attachments,
Salesforce files, and CRM content document versions with your
export by selecting the boxes at the top of the page, as shown in
Figure 8-45.
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Schedule Data Export

Schedule Data Export Save | | Cancel

ExportFile Encoding | 1SO-8859-1 (General US & Western European, ISO-LATIN-1) ¥

nclude images, documents, and attachments :

include Salesforce Files and Salesforce CRM Content
document versions

Replace carriage returns with spaces >

Figure 8-45. Choosing what to include

6. You can also select specific objects to be exported only, or you can
choose the option at the top-right corner to have all data included,
as shown in Figure 8-46.

Action File Name File Size
download WE_00D110000002ulLUAY _1.ZIP 55.3K

Figure 8-46. Objects to export

7. Once the export is all set, click the Save button.

8. Ifyou have scheduled your export, you should see a yellow box
with the time your next scheduled export should run, as shown in
Figure 8-47. If the export is scheduled for now, there will be a note
for who scheduled, what time, and in what format the information
will be received in, as shown in Figure 8-48.

0 Next scheduled export:

7/15/2017 12:00 AM

Figure 8-47. Export now response
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Your export has been queued. You will receive an email notification when it is completed.
Scheduled By Rachelle Hofman
Schedule Date 9/5/2017

Export File Encoding  1SO-8850-1 (General US & Western European, ISO-LATIN-1)

Figure 8-48. Export scheduled response

9. Once the export is ready, Salesforce will email you with a link to
the data export in the Setup menu, as shown in Figure 8-49.

Your Organization Data Export has completed - Cloud Creations inbox x & 8
support@salesforce.com <support@salesforce com> 10:15 PM (1 minute ago) - -
to me [«

The export of your organization’s data has been completed. Please click on the following link within the next 48 hours to receive the
export.

https (/na73 salesforce comiui/setup/export/DataExportPage/d

Thank you,
salesforce com

Figure 8-49. Email sent from Salesforce that your email has been received

10. Here the download hyperlink will need to be clicked to download
the file that will then need to be stored on a machine, as shown in

Figure 8-50.
Action File Name File Size
downlead WE_00D110000002uILUAY_1.ZIP 55.3K

Figure 8-50. In the email received, there will be a link that will direct you back in
Salesforce to download your file
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11. Ttwill be downloaded to a zip file that will need to be unzipped for
your use. All objects will be broken out into individual CSV files, as
shown in Figure 8-51.

EmailRoutingAddress Microsoft Excel Comma S... 1KE Mo 1KB
Endorsement Microsoft Excel Comma §... 1KB No 1KB

EntityHistory Microzoft Excel Comma 5., 1KB No 1KB

AM

¥ Tompressed Folaer Tooks WE_D0D110000002ulLUAY 1
Home Share View Extract
4§ » ThisPC » Downloads » WE. ILUAY_1
Mame Type Compressed size Password ...  Size Ratic Date modified
# Quick access i
B Deskt " g Account Microsoft Excel Comma 5... 3KB No 19KE 85% 2017 5:15 AM
F G ﬂ‘" AccountContactRole Microsoft Excel Comma 5... 1KB No 1KB 35% 2017 5:15 AM
1 =
‘_ Delmicdcs 0] ActionLinkTemplateBinding Microsoft Excel Comma 5... 1KE Mo 2017 5:15 AM
[ Documents #  gh Announcement Microsoft Excel Comma 5., 1KB No 2017 5:15 AM
& Pictures & @1 Asset Microsoft Excel Comma 5., 1KB No
& GoogleDrive# O AssetRelationship Microsoft Excel Comma S... 1KB Mo
Chap 5 @' Assistantinteraction Microsoft Excel Comma 5. 1KB No
Chap8 @) AssistantProgress Microsoft Excel Comma 5. 1KB No
N 811 BusinessProcess Microsoft Excel Comma 5. 1KB No 115 AM
images -
i 9 0] Campaign Microsoft Excel Comma 5. 1KB No 5:15 AM
e B CampaignMember Microsoft Excel Comma §... 1KB No 115 AM
- [3] OneDrive 8" CanvasFeeditem Microsoft Excel Comma 5., 1KB Mo AM
; 25 Case Microsoft Excel Comma §... 2KB Mo 15 AM
B This PC 8% CaseComment Microsoft Excel Comma 5... KB No 515 AM
> [ Desktop ') CaseContactRole Micresoft Excel Comma ... 1KB No 15 AM
Documents Q5] CaseHistory2 Microsoft Excel Comma S... 1KE No 5:15 AM
> < Downloads ') CaseSalution Microsoft Excel Comma S... 1KB  No 1KB AM
> b Music Q] CleanFactFieldClaim Microsoft Excel Comma ... 1KB Mo 1KB 15 AM
» 5] Pictures @) CollaberationGroupRecord Microsoft Excel Comma S... 1KE Mo 1KB 15 AM
ompanentl ache Microsoft Excel Comma S... 2KB Mo KB <15 AM
B i ComponentResponsel. i 9 5
> e —
d: Contact Mic ft Excel Comma 5... 4KE No 22KB 15 AM
% Local Omk(Ch Q% ContentFolder Microsoft Excel Comma §... 1KB Mo 1KB 33% <15 AM
7w FreeAgentDrive gt ContenVersion Microsoft Excel Comma ... 18 No 18 5% 15 AM
> (L) DVDRWDrive (I @5 Contract Microsoft Excel Comma S, KB Mo KB 60% 15 AM
F rit Drive u ContractCentactRole Microsoft Excel Comma 5... 1KB No 1KB 39% 9/6/2017 5:15 AM
| wa Freefigent Drive -
0] DatacloudCwnedEntity Microsoft Excel Comma 5... 1KB Mo 1KB 35%
- b Network 07 DatacloudPurchaselsage Microsoft Excel Comma 5., 1KB No 1KB 35%
& H @) EmailDisclaimer Microsoft Excel Comma 5. TKB Mo 1KB 3™%
4 omegro! 3 i
e 0| EmailMessage Microsoft Excel Comma §.., 1KB No 1K8 115 AM
p
a
a
87 EntitySubscription Microsoft Excel Comma §... KB No 1KB 27% AM
2’ Event Microsoft Excel Comma S... 1KB Mo 1KB 55% 15 AM
g EventDeliveryData Microsoft Excel Comma 5. 1KBE No 1B 3% 7515 AM
Q' EventParameterDats Microsoft Excel Comma 5... 1KB No 1KB 38% 115 AM
Q' Eventielation Microsoft Excel Comma 5... 1KB Mo 1KB  39% AM
@) EventSubscriptionData Microsoft Excel Comma §... 1KB Mo 1KE 33%
0 EventubseriptionHandleData Microsoft Excel Comma S.. 1KB Mo 1KB 3%
8 BxchangeUserMapping Microsoft Excel Comma §... 1KB No 1KB 3% 5AM
8% FeedComment Microsoft Excel Comma 5., 1KE No 1KB 35% 215 AM
ﬂ: FeedFieldHistory Microsoft Excel Comma 5... TKE No 5KB 8a%
u: FeedMute Microsoft Excel Comma 5., 1KBE No 1KB 33%

Figure 8-51. Shows all objects broken out into individual CSV files
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Duplicating Data Management

Another great feature in Salesforce is the ability to set up duplicate rules. Duplicate rules
allow you to create criteria that will be checked against any new account, contact, or lead
and prevent a user from creating a duplicate record. Salesforce comes out of the box with
the following duplicate rules:

o Standard Account Duplicate Rule: Will verify if the new account being
created matches any of the following combinations of account fields
to an existing account:

a. Account Name and Billing Street
b. Account Name and City and State
c. Account name and Zip code

d. Account name and Phone

e. Account Website and Phone

f.  Account Website and Billing Street

o Standard Contact Duplicate Rule: Will verify if the new contact being
created matches any of the following combinations of contact fields
to an existing contact:

a. First Name and Last Name and Title and Account Name
b. First Name and Last Name and Email
c. First Name and Last Name and Phone and Company Name

d. First Name and Last Name and Mailing Street and (City or Zip
code or Phone)

e. First Name and Last Name and Mailing Street and Title
f.  First Name and Last Name and Title and Email
g. First Name and Last Name and Phone

o Standard Lead Duplicate Rule: Will verify if the new lead being
created matches any of the following combinations of lead fields to
an existing lead:
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First Name and Last Name and Title and Account Name
First Name and Last Name and Email
First Name and Last Name and Phone and Company Name

First Name and Last Name and Mailing Street and (City or Zip
code or Phone)

First Name and Last Name and Mailing Street and Title
First Name and Last Name and Title and Email

First Name and Last Name and Phone

If the standard rules don’t work for your company, you can also create your own. For

example, perhaps you have another combination of fields that would work better for account

duplication rules. Maybe your business can match an account based on the account name

and a custom field you are collecting. To create a new rule, follow these steps:

1. Go toyour Setup menu and search for Duplicate Rules. Click

Duplicate Rules, as shown in Figure 8-52.

Setup v Tol

Q, Duplicate

Data
Duplicate Management
Duplicate Error Logs
Duplicate Rules

Matching Rules

Figure 8-52. Selecting Duplicate Rules
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2. From the New Rule drop-down, choose the object, in this example
Account, as shown in Figure 8-53.

view: Al Duplicate Rules v

All Duplicate Rules weln or s Page @

What Are Duplicate Rules? | Expang ]

New Rule

Rube Name + Descripbion | Ascount ing Rule Actrve  Last Moddied By Last Moadfied Date
Eargag Arcoumt Duckipe Bug ‘cantly aS00urts TNt CupiCate CINeT BCCOUNTS Contact Agooont LI v B 92017
irgerd Sorpct Dugiote Byl Gantfy CORLICIS INST CUPICAtE Ot CORLACES Bnd leacs. b o & Beige o017
E00a Ladd Dupicat Ry CANLYy MBS NI QU0 M TN TS 370 Lo e « Begw T

Figure 8-53. New account rule

3. Name your duplicate rule.
4. Add a description.

5. Set the record-level security. This option only affects users who
have sharing rules.

a. “Enforce sharing rules” means that if your users have limited
visibility with accounts they don’t own, they won'’t be able to
see the other account that is matching to this newly created

account.

b. “Bypass sharing rules” means that you are allowing the user
to see the account they don’t own if the matching rule is
activated.

6. Inthe Actions section, you can choose to allow the user to
create or edit an account although the duplicate rule check was
activated. The other option is Block, which will prevent the user
from saving the record. You can also choose to alert them with
a message from the alert box. The report option includes the
duplicated account/contact/lead into a list view, as shown in
Figure 8-54.
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SETUP
Duplicate Rules

New Duplicate Rule

Account

Duplicate Rule Edit Save & New | Cancel
Rule Details
Rule Name

| Account Duplicate Rule

Description Account duplication for name and custom f.e.d’

Vi

Object  Account
Record-Level Security I Enforce sharing rules

0 ) Bypass sharing rules
Actions

Specify what happens when a user tries to save a duplicate record.

1

Action On Create |,q||ow v | #) Alert ¥ Report

Action On Edit lNlOW ¥ | ) Alert ¥ Report

Alert Text | Use one of these records? | 4

Figure 8-54. Duplicate rule, steps 3to 6

7. You can choose a preexisting matching rule you've created or
you can pick from the drop-down Create New Matching Rule, as
shown in Figure 8-55.

Matching Rules

Define how duplicate records are identified.

Compare Accounts With Accounts v
Matching Rule | Standard Account Matching Rule v
Matching Criteria | --Select a Matching Rule--
Field Mapping Standard Account Matching Rule

| —Create New Matching Rule—

Add Rule Remove Rule

Figure 8-55. Creating a new matching rule
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8. Click Save Duplicate Rule, as shown in Figure 8-56.

Create New Matching Rule

Save your duplicate rule and we'll redirect you to create your new matching rule

Save Duplicate Rule Cancel

Figure 8-56. Saving your duplicate rule

9. Name your matching rule and hit the Tab key to have Salesforce
create the unique name.

10. Add a description to your matching rule.

11. The matching criteria section is where you create the rule itself.
From the column fields, choose the field that you'll use as part of
your matching rule. In this example, you have the account name.
In Matching Method, you can have the option of Exact or for some
fields Fuzzy. The method Fuzzy will strip the account name of Inc
or Corporation and see if it can match two accounts without these
in the name. The Fuzzy method changes per field; to see a full
list of these methods, go to https://help.salesforce.com/ and
search matching methods used with matching rules.

12. Select Match Blank Fields to allow your criteria to match the fields
if they are blank. For example, if the account names are the same
for the records and the custom field on both is blank and these
were both checked, the criteria would match, and your user would
be alerted. I suggest using exact values and also matching blank
fields.

13. You can also choose if the filter logic should include all the
previous fields with the word AND or if it should include some but
not all with the word OR.

14. Click Save, as shown in Figure 8-57.
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ﬂ SETUP
Matching Rules

Rule Name | Account Duglicate Rule ma
Unique Name s coount_Dupiicate_Rule_rr| s

New Matching Rule
Account
Step 2: Configure Matching Rule
Rule Details
Object  Ascount
Deseription  [occ o
Matching Criteria

Tell the rule which feids to compare and how

e + Custom Seie

Matching Method | Match Blank Fi (]
Name act L Es

CIE IR I ™

Heip e s Page O

Step2of 2

Previeus | Save || Cancel

I = Ruguired Informasion

Pravicous ve | | Cancel

Figure 8-57. Creating the matching rule

15. Make sure to activate your matching rule by clicking the Activate

button, as shown in Figure 8-58.

SETUP
& Matching Rules

Matching Rule

Matching Rule Detail

Object

Rule Name
Unique Name
Description
Matching Criteria
Status

Created By

Account Duplicate Rule matching rule

Edit |Delete | Clone | | Activate

Account

Account Duplicate Rule matching rule
Account_Duplicate_Rule_matching_rule

Account name + Custom field

(Account : Name £xacT MatchBlank = TRUE) anD (Accoun
Inactive

Rachelle Hoffman, 0/8/2017 T:35 PM

T

Tradestyle £XACT MatchBlank = TRUE)

Modified By

Figure 8-58. Activating your matching rule
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16. Go back to the duplicate rules area (see step 1), click the name
of the rule created, and activate the duplicate rule, as shown in
Figure 8-59.

Duplicate Rules

Account Duplcate Rule

Account Duplicate Rule S hiwip for s Page

Duplicate Rule Detail Edt | | Delete | Clone | |Activate

Rule Name

 Fule Order  20f2[Recrder] (4

Record-Level Secunity
Action On Create  Alow Operations OnCraate o L0 v Rucon
Action On Edit  Alow OperaBont OnEdt o o0 v pocen

Rlert Text  Use one of these records?
Actve

Matering Rule

Condticar
Crested By  Rpchgss HoSman, S2017 7:18 PM Modified By  Rpchgss HoSman Q2017 7:44 PM

Edit || Delete  Clone | | Activate

Figure 8-59. Activating your duplicate rule

Mass Deleting Records

Salesforce offers a Mass Delete Records option for accounts, leads, activities, contacts,
cases, solutions, products, and reports. This option is especially important because it
allows you to clean up your database. If you allow or do not maintain your Salesforce
CRM and leave records in it that mean nothing to you or your employees, you end

up with “dirty data” A CRM with dirty data is just about as useless as not having a

CRM. Remember, your CRM is only as good as the data you have in it. Hence, Salesforce
gives you a tool to mass delete. For example, say you just went to a conference and
captured all new leads, so you went ahead and imported them. However, after reviewing
your import, you realized it was the wrong list and an old one at that. You need to delete
these! The next couple steps will help you clean your database:

1. Go toyour Setup menu and search for Mass Delete Records.
Click Mass Delete Records, as shown in Figure 8-60.
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see SRTUD v Home

Data

Mass Delete Records

Figure 8-60. Finding Mass Delete Records

2. Click the option for the objects you want to delete the records
from. In the previous example, it was Leads, as shown in
Figure 8-61.

[ SETUP
Bl Mass Delete Records

Mass Delete Records

Mass Delete Accounts
Delete multiple accounts at one time
ass Delete Leads

Delete multiple leads at one time
Mass Delete Activities

Delete multiple activites at one time
Mass Delete Contacts

Delete multiple contacts at one time
Mass Delete Cases

Delete multiple cases at one time
Mass Delete Solutions

Delete multiple solutions at one time
Mass Delete Products

Delete multiple products at one time

Mass Delete Reports
Delete multiple reports at one time

Figure 8-61. Mass delete record choices

3. Determine the criteria of the data that needs to be deleted. In this
example, we know the created date was yesterday. Or perhaps the
lead source was the specific conference. Almost any field on the
object can be used as the criteria to find the records that need to
be deleted.
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4. In the first column, select the field.
5. Inthe second column, choose the method.
6. In the third column, enter your value.

7. Click Search, as shown in Figure 8-62.

Mass Delete

Leads

Help for this Page @

¥ Step 1: Review what will happen when you mass delete your Leads:
This screen allows you to delete a list of Leads from salesforce.com. The following data will also be deleted:
* Al Activibes associated with the Leads

Once data is deleted. it will be moved to the Recycle Bin

¥ Step 2: Recommendation prior to mass deleting:

'We strongly recommend you run 3 report to archive your data before you continue.

It is also strongly advised 1o request a a weekly export of your data before running mass delete. The weekly export service is included
with Enterprise Edition, and available onal cost with Professional Edition. ct salesforoe.com for more information

¥ Step 3: Find Leads that match lowing criteria:

Created Date v | equals v |[YESTERDAY AND

--None-- v |--None-- v | AND

--None-- v |-None-- v AND

—-None-—- ¥ |—-None-- v AND

-None-- v | —-None-- v |

Filter By Additional Fields (Optional):

* You can use "or" fiters by entering multiple items in the third column, separated by commas.
* For date fieids, enter the value in following format: 8/8/2017

* For datetime fields, enter the value in following format @/8/2017 8:0
Searc

Figure 8-62. Set up the criteria to find the records needing to be deleted

8. Select the records you want to delete or select the box at the top to
select all the records.

9. Select the box Permanently Delete if you are sure you never want
to retrieve these again.

Note Deleted records go to your recycle bin and will autodelete after 15 days, or
if your recycle bin is full, the oldest record will be deleted.
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10. Click the Delete button when you are ready to delete the records,
as shown in Figure 8-63.

¥ Permanently delete
Permasenty Celete e 1490580 00 0E When i SPU0A 5 SAMMCIRD. yOu CINNOL NSO Jeeted "e00TE Fom the Recycie B Plaate Do carehll whet seettng the opton
Delete
Company StateProvince Emal Lead Status  Created Date Owner Alias Unread By Owner Converted Created By Akas Last Modified By Afas

e aoaHoms Brogucy VA kKpse@anengnore com Qorkeds, 012017 Briof v Bugr .=

T bslaic@abackinaco con Horcaps,  wvoT gt v L Bt
B B i il o WVENT Rolet v BHor for
il Mcln . wo feab@oaro com Qoan-Not  guaorr  prg v oy Bzt

o Bman S es O T—— oeoa- ea0r muge v Buge =T
o g e
&r.z.l Agbet ngurpnce va esompa@atening et Qpan-Mat 2017 Eaor v BHpr Beia®
SRR sy von gng Stewiing AL Saechmeaces com ,:':jﬁ-“"- WE0T gl e Erige Eelg®
Doy  Zacihingave TR Closed - Not g qmays

* pa Padrars oH 4 cpcofzench com Copad Rt wworr gt 7 Begr Retot
o g o o i, s et ¢ oma e

e oML CEOMOWILIR o parc Yagee@ia com Cosed.  wwz017  magr v B Ege
SFU e Convon 2 ncom Coeeng w2017 Euof v Bt et
amas Tom Deighi Cramicss MM g o i R L. ] ¥ Bot Beiott
— PacfcBetai G MA suelioac iy com E::‘;";D W17 EegE = Beig® [P
Yool gmenenTanges oA st Senesaraicon con Soee . WVIO1T  Bror v B Beze
May Norm  Gesarwich Mada o m raien ;‘:';:‘” WUENT  Regd - Erge Bz
L T L ranca@ ooy nat 3::?1;“ B0 Ef v Bt Beg®
Manaze. Erteanrant Woriong - 017 - .
Dawg Coep 2iiiaanioT Contacied W1V Eniat o Brigs Beig?
S“""".:“ Hengrickyon Tpging  PA 2o owerbylhanrckporragng com SO Nt gnaorr e v LT Buge
Esges Byrington Texties o Cisgas -

Figure 8-63. Mass deleting your records

Note You can only mass delete 250 records at a time.

Mass Transferring Records

Salesforce offers a tool to help you transfer the ownership of accounts, leads, macros,

or streaming channel records to another user. This allows you to transfer every record a
user owns to another and can be based on the criteria of the record. This is an important
tool if you have an employee who leaves your company or if one gets promoted! For
example, if an employee is leaving your company and owns many accounts that now
need to be managed by another employee, you can use this tool to transfer those

accounts to new users.

1. Go toyour Setup menu, search for Mass Transfer Records, and
click the phrase, we shown in Figure 8-64.
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LE L ]
ses  SeTUL v Home
aee

Q mass transfer rq

Data

Mass Transfer Records

Figure 8-64. Searching for Mass Transfer Records in the Setup menu

2. Inthe example presented in the introduction of this section,
you need to transfer accounts from one departing user to another
user. To do this, click the Transfer Accounts link, as shown in
Figure 8-65.

| SETUP

-~ - £ - ==
| Mass Transfer Re

M
O
ot
()

ass Transfer

Transfer Accounts — Transfer multiple accounts from one user to another

* Transfer Leads — Transfer multiple leads from one user to another
* Transfer Macros — Transfer multiple macros from one user to another
* Transfer Streaming Channels — Transfer multiple streaming channels from one user to another

Figure 8-65. Transfer Account Records screen

3. Using the magnifying glass icon, search for the user you want to
transfer the ownership of the records from.

4. Using the magnifying glass icon, search for the user you want to
transfer the ownership of the records to.
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5. Itis a general rule that you shouldn'’t transfer records that are
closed or completed from one user to another. We recommend
that you keep the history of your business this way. Therefore,
in Figure 8-66, you'll see we only select “Transfer open
opportunities” and “Transfer open cases.”

SETUP
Mass Transfer Records

Mass Transfer Accounts Help for this Page @

This screen allows you to transfer an account from one user to another. When you transfer ownership of an account. the new owner will alsc gain ownership of the
following records related to the transferred account

= Any notes that belong to the existing owner.

* Al contacts that belong to the existing owner.
= Al opportunities (including closed opportunities if you select the Transfer closed opportunities checkbox below) that belong to the existing owner.
* Al open activities assigned to the existing owner. Note that completed activities will not be transferred

* The new cwner might need to edit sharing

Mass Transfer Accounts 1 = Required Information
Transfer from FECH_E“—E Hoffman
Transfer to ]ﬁvson Jones Q]

| Transfer opan cpportunites not owned by the existing account owner
Transfer closed opportunities
¥ Transfer open cases owned by the existing int owner

Transfer closed cases

Find accounts that maich the following criteria

Type v | equals v | [Customer - Channel | AND
-None-- v ||-None-- v AND
—None-—- v |[-None-- v AND
—-None-- v |[--None- v]|
--None-- v |[-None-- v

Filtar By Additional Fialds (Optional):

* ‘You can use "or" filters by entering multiple items in the third column, separated by commas.
* For date fields. enter the value in following format: 9/7/2017
= For date/time fields. enter the value in following format: @/7/2017 7:50 PM

Find

Figure 8-66. Setting up the mass transfer of records

6. Ifyouwant all records that one user owns transferred to the other,
you can leave this section blank. Otherwise, if you want to transfer
only specific records based on the criteria of the record, you'll
need to use this section. Notice that you can only use the logic
AND. This means that every set of criteria you build here will have
been on the record it is a search for. For example, if you set the
Type field to Customer - Channel and Billing State to California,
this will require that the record has both of these values for it to be
available to transfer.
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a. Find the field that you want to filter from. For example, if you
use a Type field on the account and you only want to transfer
specific types of accounts to the new user.

b.  Use the appropriate method: equals, contains, less than,
greater than, and so on. In this example, we only want
specific types of accounts, so we use “equals.”

c. Enter the value that the criteria should be. In this example, it
is the Type of accounts that equal Customer - Channel.

7. Once you have completed your criteria, click the Find button to
find the records that match the criteria, as shown in Figure 8-66.

8. Use the check box found in the headers to select all the records to
transfer or single select the users with the check box found next to
the account name.

9. Once you have selected all the records, click the Transfer button,

= |
Transfer| Cancel

as shown in Figure 8-67.

Account Name Account Site Billing State/Province Phone Type Account Owner Alias Created By Alias Last Modified By Alias
Cadinal Inc L (847) 282-5000 g:‘:r":" Rbo# RHo# RHof

¥ Dickenson pic KE (785) 241-8200 g::‘:‘;f“ BHo® Ero# BHo#

# Ememson GA (770) 3952370  SUStOMere giog Riick Rrick
Transport Channgl
m S = a 803 - Customer- . . AHo# o

¥  Logisics ang o (503) 421-7800 Cpanng EHof et =
Transport

# GenePoint cA (850) 857-3450 gf‘:‘f_:‘;f" RHoff Rioft BHoff
Highland 4 :

@ Monyfcturing ca (626) 440-0700  SoSOTEI myon Reiof RiHoft
sid

¥ Jackson Contrals 285-2-25474180 g::‘f_‘";fr' RHo# Rl RHo#
Pyram 0 - ~ Customer- o i

v AT ot R (014) 427-2427 C:ar'\ei RHg# RHof RHoff

Figure 8-67. Selecting the records to transfer

Once complete, you should get the record count of the transferred records, as shown
in Figure 8-68.
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8 Accounts transferred I

Transfer  Cancel

Account Name Account Site Biling StateProvince Phone Type Account Owner Alias Created By Alas Last Modified By Alias

No records 10 dapiay.

Figure 8-68. Record count of transferred records

Summary

Salesforce offers so many tools right at your fingertips. With all the data tools presented,
you shouldn’t have any issues with dirty data. If you let dirty data get out of control, it can
become a burden to you and your users. With the proper tools at hand, you’ll never have
areason to let it get this way.

341



CHAPTER 9

Security Overview

Salesforce is committed to running the most secure cloud platform. Protecting data
integrity and privacy is at the forefront of Salesforce’s business model. Salesforce
approaches security with a multitiered architecture, which supports greater flexibility
and protection. System administrators have complete control over the level of access
delivered to end users. You can protect sensitive information and manage end user
accessibility with profiles, permission sets, field-level security, sharing rules, and more.
Visit the Salesforce Trust web site at http://trust.salesforce.com (Figure 9-1) for
transparent access to security threats and advisories.

@ Trust @ Englist

ss is built on trus
tarts with transj

“, PARKER HARRI
Co-Founder Salesfo

our compony thon the

Figure 9-1. Salesforce Trust web site
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Salesforce Security Model

Controlling the level of access to your Salesforce organization is vital to ensuring

client and data protection. While Salesforce is committed to the highest levels of data
protection, your system administrator should configure the security settings to make the
system as secure as possible. Design a security plan by considering what the primary
risks to your data are and then learn about the Salesforce sharing architecture and its
components to properly configure your security settings.

Fundamentals Data can be secured and layered at different levels in Salesforce.
Access is secured in three ways: at the object level, at the field level, and at the record
level. In database terms, an object is a table. Objects hold groupings of information
that may be related. This includes the records that live in them. Records are the rows of
information that are found within a table.

Accounts, contacts, and opportunities are just a few examples of standard Salesforce
objects. Figure 9-2 shows a list view of account records in the account object. Cloud
Creations HQ is an example of an account record in the Account object, as shown in

Figure 9-2.
. Q,  Search Accounts and more...
EEE Sales Home Opportunities v Leads w Tasks Files Notes Accounts s [
ACCOUNTS
Recently Viewed v ] / .
OBJECTS FIELDS
7 items - Updated 12 minutes ago
ACCOUNT NAME ACCOUNT SITE PHONE
x Cloud Creations HQ
2 Felicia's Test Account Site Location
3 Aethna Home Productss e RECORDS
4 Aethna Home Products {434) 369-3100
5 Cloud Creations South
6 American Banking Corp. (610) 265-91C0C

Figure 9-2. Identifying objects, records, and fields
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Each record stores key pieces of information. These are called fields. In database
terms, fields are the columns found within a table. In Figure 9-2, Account Name, Account
Site, and Phone are all examples of fields in an account record. Refer to Figure 9-2 to
identify the difference between objects, records, and fields.

Profiles and Permission Sets

Profiles contain a collection of settings for determining what a user or group of users can
see and do in Salesforce. A permission set contains the same collection of administrative
settings but can be assigned to an individual user or groups of users as an extra layer of

permission.

Note Rather than create countless profiles to assign the appropriate settings and
permissions for an individual user, it is best practice to assign a permission set.

Profiles

All users must be assigned a profile, and profiles can be assigned to multiple users.
However, users can be assigned only one profile. Typically, profiles are assigned to users
by their job function. This is usually because those with the same job description often
require similar levels of access.

For example, you may have different security requirements for your marketing users,
service agents, sales reps, and developers. It's recommended that you create or modify
profiles to meet their specific requirements.

Profile Home Page

We suggest familiarizing yourself with the different profile settings on the profile home
page. This page is broken down into the following permissions and settings.

Console Settings

Click Edit to control the console settings for each profile (shown in Figure 9-3).
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Console Settings

Console [ Edit]
Layout

Figure 9-3. Console Settings

Page Layouts

Page layouts can be configured for each profile. Click View Assignment next to each
desired object to configure a different page layout for a profile (shown in Figure 9-4).

Page Layouts
Standard Object Layouts
Global Global Layout GoalLink  Goal Link Layout
[ View Assignment ] [ View Assignment ]
Email Application Mot Assigned Group  Group Layout
[ View Assignment ] [ View Assignment ]
Home Page Layout  DE Default Idea  Varies by Record Type
[ View Assignment | [ View Assignment ]
Account  Account Layout Job Tracker  Job Tracker Layout - Winter 16
[ View Assignment ] [ Miew Assignment ]
Asset  Asset Lavout Lead Lead Layout
[ View Assignment ] [ View Assignment ]
Campaign  Campaign Layout Macre  Macro Layout

Figure 9-4. You can control page layouts for each object at the profile level.

Field-Level Security

Once object-level access and record-level access are granted, you can control what
fields are visible at the profile level. Navigate to the field level and click View next to the
desired object to control the level of access that a profile should have to a field. Once you
click View, you will see a list of all fields related to that object and the current field-level
permissions. Click Edit to make changes to the appropriate field (shown in Figure 9-5).
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Account Field-Level Security for profile Help for this Page & -

Standard User

Edit Back to Profile

Field Name Field Type Read Access Edit Access
Account Name Name v v
Account Nurber Text v v
Account Owner Lookup v v
Account Site Text v v
Account Source Picklist v v
Active Picklist v v
Annual Revenue Currency v v
Billing Address Address v v

Figure 9-5. Field-level security at the account level

Click Read Access to make a field visible. Select Edit Access to allow users to view
and edit a field. Deselect Read Access and Edit Access to make a field hidden.

Let’s look at an example. Say Michael Scott Paper Co. uses Salesforce to track sales
and accounting information. However, the CEO, Michael Scott, does not want sales
representatives to see sensitive financial information such as credit card and Social
Security numbers.

To solve this, create a profile for sales representatives and another profile for
accounting. For each profile, click View Assignment next to the account and edit the field
security. For the sales representatives profile, deselect Read Access and Edit Access in
the Credit Card and Social Security fields. This will hide both fields from users assigned
to the sales representative profile. Log in as a user assigned to the sales representative
profile to test your work.
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App and Tab Settings

Specify what apps are visible and set the default in the Custom App Settings section of
the profile (shown in Figure 9-6).

Standard Object Permissions

Read Create Edit Delete View all Modify All
Accounts ~ g v ~ 4 v
Assets o g g e g g
Campaigns g
Cases g ~ v
Coaching = & v v
Contacts 4 v 7 v
Contracts ~ g 8 ~ ~
D&B Companies g
Documents g v ~ 4 ~
Duplicate Record Sets
Feedback ~ g v v
Feedback Questions w8 v v
Feedback Question Sets . g vV v
Feedback Requests ar g r = 4
Feedback Templates v ~ 4 v

Figure 9-6. Custom App Settings area in a profile

Record Type Settings

Record types can be assigned at the profile level. For objects with record types, add the
record type next to the appropriate object.
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Administrative and General User Permissions

Profiles have two types of permissions: Administrative and General, as shown in
Figures 9-7 and 9-8. Familiarize yourself with the granular types of permissions so you
can better administer a secure organization.

Administrative Permissions

Access Chatter Manage
For SharePoint Knowledge
Article
Import/Export
Access Manage
Community Letterheads
Management

Access Libraries v Manage
Lightning Sync
Add People to Manage Login
Direct Messages Access
Policies

Allow Inclusion of Manage v
Code Snippets Macros Users
fram LIl Can't lInda

Figure 9-7. Administrative Permissions section located in a profile

349

vww allitebooks.conl



http://www.allitebooks.org

CHAPTER9  SECURITY OVERVIEW

General User Permissions

Activate Lightning
Contracts Login User
Activate Manage
Orders Articles
Allow View v Manage
Knowledge Cases
Assign Topics v Manage
Connected
Apps
Connect Manage
Organization Content
to Permissions
Environment
Hub

Figure 9-8. General User Permissions section at the profile level

Object-Level Security

Object-level security is stored at the profile level in the Object Permissions section. As
a starting point, a user must have the appropriate level of access to an object to see the
object and the records inside of it. You can control object-level security in profiles, as
shown in Figure 9-3.

The following are different permission types used to set the level of access users have
with each object:

e Read: Users can view records.

e Create: Users can create records.

e Edit: Users can read and edit records stored in this object.

e Delete: Users have permission to read, edit, and delete records.
o View All: Users can view all records stored within this object.

e Modify All: Users can modify all records stored within this object.
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Set the object-level security for standard and custom objects. Define whether a
profile should have Read, Create, Edit, Delete, View All, or Modify All, as shown in
Figure 9-9.

Standard Object Permissions

Read Create Edit Delete View all Modify All
Accounts ~ 1 v g v
Assets o g g e g g
Campaigns g
Cases v ~ v
Coaching = & v g
Contacts 4 v 7 v
Contracts ~ g 8 v ~
D&B Companies v f
Documents ~ g v ~ 4 ~
Duplicate Record Sets
Feedback ~ g v ~
Feedback Questions w8 v g v
Feedback Question Sets o v v
Feedback Requests ar g v v
Feedback Templates v v v

Figure 9-9. Setting object-level security

Password Policies, Login Hours, and IP Ranges

You can specify when passwords should expire, password requirements, session
timeouts, and much more. You can also control the login hours and acceptable IP ranges
for each profile.
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Assigning a Profile

There are six different types of standard profiles:

o System Administrator: Assign this profile to a user who needs access
to all functionality within license. This profile has access to view and
modify all data.

o Standard User: This profile has core platform functionality. They can
view, edit, and delete records they have access to.

e Solution Manager: This is the same functionality as a Standard User
plus additional permissions to manage published solutions.

e Marketing User: This is the same functionality as a Standard User
plus permission to import leads, manage campaigns, and manage

communication templates.

e Contract Manager: This is the same functionality as a Standard User
plus permission to manage and approve contracts.

e Read Only: This profile can only view records they have access to and
run reports and export.

Create a Custom Profile

Create custom profiles to build a unique set of permissions for different groups of users.
Follow these steps to create a custom profile:

1. Search for and select Profiles from the Setup menu (shown in
Figure 9-10).
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see Setup v Home  Object Manager w

W4l Home

Q_ profiles > ; . i_ —

v Users Go Maobile Visit Click to
AppExchar Customize

Profiles = Prepare
the Extend Use the
< Salesforcel Salesforce Object

Figure 9-10. Navigating to Profiles in Salesforce

2. To create a new profile, click New Profile, as shown in Figure 9-11.

Profiles Help for this Page &

|NI Profiles -l Edit | Delete | Create New View [~

| New Profile I r) A|B|C|DIE|F|G|H|I|JIK|LIM|N|O|P|Q|R|S|T|U|V|W|X|Y|LZ|Other [EXIH
[~ Action Profile Name + User License Custom

[T Edit|Clone Anahtics Cloud Inte. . Analytics Cloud Integr... il
[~ Edit|Clone  Anahtics Cloud Sec...  Analytics Cloud Integr...

[~ Edit|Clone Authenticated Web Authenticated Web

[T Edit|Clone Authenticated Website  Authenticated Website

[T Edit|Clone  Chatter External User  Chatter External

F™ Crb i Plama  Fharkae Eean dinae P !

1-370f37 > 0 Selected ¥ “dr s Nexth P Page[ 1 of 1 =

Figure 9-11. New Profile button on the Profiles home page

3. To create a custom profile, you must clone one from an existing
standard profile. Choose a standard profile to clone from and click

Clone.
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4. Enter the name of the new profile and click Save, as shown in
Figure 9-12.

Clone Profile

Enter the name of the new profile.

You must select an existing profile to clone from.

Existing Profile Standard User
User License Salesforce
Profile Name II

Save Cancel

Figure 9-12. Naming your new custom profile

To complete changes to what this profile has access to see and do, click Edit next to
the profile name. Modify the appropriate permissions to your new profile, as shown in
Figure 9-13.

354



CHAPTER9  SECURITY OVERVIEW
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Profiles

Profile Help for this Page 9 ]
New Profile

Users with this profile have the permissions and page layouts listed below. Administrators can change a user's profile by editing
that user's personal information.

Ifyour organization uses Record Types, use the Edit links in the Record Type Settings section below to make one or more record
types available to users with this profile.

Login IP Ranges[0] | Enabled Apex Class Access [0] | Enabled Visualforce Page Access[0] | Enabled External Data Source Access [0] |
Enabled Named Credential Access[0] | Enabled Service Presence Status Access [0] | Enabled Custorn Permissions [0]

Profile Detail Edit | Clone | | Delete | View Users

Name  New Profile

User License  Analytics Cloud Integration User Custom Profile v
Description
Created By  Felicia Duarte, 4/30/2017 10:09 PM Modified By  Eelicia Duarte, 4/30/2017 10:09 PM
Console Settings

Console Layout [ Exiit ]

Page Layouts
Global  Global Layout Goal Link  Goal Link Layout
[ View Assignment | [ View Assignment |
Email lication  Not As=i ] ldea  WVaries hv Rernrd Tvoe 2

Figure 9-13. Home page of a profile

Note All users must have an assigned profile, and profiles can be assigned to
multiple users. However, users can be assigned only one profile.

So, what do you do when you need to give additional permissions to an individual
user?

For example, let’s say you want to extend the permission Create Reports to an
individual user. Rather than creating a new profile or editing permissions on an existing

profile, we suggest creating a permission set.
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Permission Sets

Permission sets are a collection of permissions and settings that can be assigned to the
users who need it.
Follow these steps to create a permission set:

1. Search Permission in Setup and click Permission Set.

2. Click the New button to create a new permission set, as shown in

Figure 9-14.

Permission Sets

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

In addition, you can use the SalesforceA mobile app to assign permission sets to a user. Download SalesforceA from th

[ All Permission Sets ~| Edit| Delete | Create New View

f] A|B|C|DIE|F|G|H|I|J]KILIM|N|O|P|Q|R

[T Action Permission Set Labhel * Description License

[T Del|Clone  Permission Set 1 Create report Folders Salesforce

[ clone Salesforce Console User Enable Salesforce Console ... Sales Console User
1-20t2 > 0 Selected ¥ W AP b W

Figure 9-14. Permission Sets home page

3. Enter the name of your permission set in the Label field and
provide a detailed description, as shown in Figure 9-15.
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Organization-Wide Defaults _Edit_
Object Default Internal Access
Lead Public ReadA\rite/Transfer
Account and Contract Public Readirite
Contact Controlled by Parent
Order Controlled by Parent
Asset Controlled by Parent
Opportunity Public Readi\rite
Quote Controlled by Parent
Case Public Read/\rite/Transfer
Campaign Public Full Access
User Public Read Only
Activity Private
Calendar Hicle Details and Add Everts
Price Book Use
Coaching Private
Crmalnmnl Pruis smd m

Default External Access
Public Readirite/Transter
Public Readifrite
Controlled by Parent
Cortrolled by Parent
Controlled by Parent

Public Readifrite
Cortrolled by Parent

Public Readirite/Transfer
Public Full Access

Private

Private

Hide Details and Add Events
Use

Private

Pracie smbm,

Figure 9-15. Steps to create a permission step

Organization-Wide Defaults Help ' ¢

Grant Access Using Hierarchies

v

NSNS (XK KSR NS

4. Choose the type of user who will use this permission set.

Tip

It is best practice to give your permission set a description. This makes it

easier to find when many permission sets exist.

Record-Level Security

Record-level security specifies what records a user has access to view and edit in each object.

Record Ownership

Each record in Salesforce must have an owner. This can be either a user or a queue. By

default, the owner of a record has full access capabilities. This means they can view, edit,

delete, transfer, and share the record.
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Organization-wide Defaults

By default, your Salesforce organization operates in a public sharing model. We refer to
this as the organization-wide defaults (OWDs). This means that all users have access to
see and edit all data on a per-object basis, provided they have the appropriate object-
level security. To limit visibility for certain records, consider operating in a private
sharing model for that object.

Private or Public?

When considering to go private or public on an object, consider this: are there any
elements of your data that should be restricted to any particular user?

If the answer is yes, you should be operating in a private sharing model for that
object.

As shown earlier in Figure 9-2, the organization-wide default has the highest level of
restriction. This is the only security component that restricts access.

All other security components are designed to share access. Record access can
be opened up to specific users or groups of users through roles, manual sharing, and
sharing rules.

Change Sharing Settings

To modify your organization-wide defaults, navigate to Sharing Settings in Setup.

To control the sharing settings for external users, you must first enable external
sharing. Select Sharing Settings in the Setup area’s Quick Find, and click Enable External
Sharing.

From here, you can view the level of access both internally and externally by object,
as shown in Figure 9-16.
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l_ Sharing Settings

.

Default Sharing Settings -~
Organization-Wide Defaults _Edit_ Organization-Wide Defaults Help 2
Object Default Internsl Access Default External Access Grant Access Using Hiersrchies
Lead Public Read/rite/Transfer Public Readi\rite/Transfer v
Account and Contract Public Readirite Public ReadA\rite v
Contact Cortrolled by Parent Cortrolled by Parent v
Order Controlled by Parent Controlled by Parent v
Asset Cortrolled by Parent Controlled by Parent v
Opportunity Public Read/\rite Public Readifrite v
Quote Cortrolled by Parent Controlled by Parent v
Case Public Readirite/Transfer Public Readi\Vrite/Transfer v
Campaign Public Full Access Public Full Access v
User Public Read Only Private v
Activity Private Private v
Calendar Hide Details and Add Events Hide Details and Add Everts v
Price Book Use Use v

Coaching Private Private

Crmanmnle Prwis smdm Frvis emdbm

Figure 9-16. Default organization-wide settings

External users include community users, guest users, web site users, Chatter external
users, and portal users. You can split the sharing settings for each object for internal and
external users.

Select Edit to change the settings to any of these options:

e Private: All records in this object are private and can be visible only to
the record owner, role, or sharing rule.

e Public Read Only: All records in this object are visible as read-only
records.

e Public Read/Write Only: All records in this object are visible and can
be modified by all users.

o Public Read/Write/Transfer: All records in this object are visible and
can be modified and transferred by all users.

e Controlled by Parent: Users have the same level of access on the detail
of a master-detail relationship.
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Select Standard Report Visibility to enable visibility to data in reports that may not be
accessible because of organization-wide defaults.

Select Manual User Record Sharing to allow users to manually share a record to
additional users.

Select Manager Groups to allow users to share records with their manager groups, as
shown in Figure 9-17.

Other Settings
Standard Report Visibilty « Manual User Record Sharing  Manager Groups i

Figure 9-17. Additional security settings

Role Hierarchies

Once OWDs are in place to restrict data, you can use role hierarchies to open up visibility
and share record access. Roles define the level of access a user or groups of users have
from the top down. Record access rolls up through the hierarchy.

As an example, create a branch under Sales Managers called Sales Reps to give sales
managers access to the sales reps beneath them, as shown in Figure 9-18.
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Sample Role Hierarchy

View other sample Role Hierarchies: I Territory-based Sample :I

* View & edit data, roll up
forecasls, & generale reports

: for all users below
_ CEO  President CFO VP, Sales | + Cant access data of other

Executive Stafl

* View & edit data,

Western Sales |l Eastern Sales ‘ International D"C;" up l%mmsts. ?or
- AN
- Dlroctor Director ales Director au'umsemm dfmmts
(S 9 Director below
(S of W. Sales of Int'l Sales * Can access data
" of users above or at
same level
(“ Western L“ Eastern International [ View & adt dats
Sales Rep Sales Rep Sales Rep roll up fore .
NY Sales Rep Asian Sales Rep & generate re
only for own data
MA Sales Rep European Sales Rep | * Can't access data of
users above or at
same level

Figure 9-18. Understanding the roles home page

Note When considering your role chart, keep in mind that role hierarchies aren’t
necessarily the same as your executive organizational chart. Typically you create
roles for every level in the hierarchy, not for every position.

If a role sits above someone else in the role hierarchy tree, that role is granted the
same level of access to all records that fall beneath that branch. So if the access is read-
only, that same level of record access is granted.

361

vww .allitebooks.cond



http://www.allitebooks.org

CHAPTER9  SECURITY OVERVIEW

Creating a New Role

Use roles to define how users view and share records. The correct role structure depends

on your organization’s culture.

To create a role, follow these steps:
1. Search for Roles in the Quick Find box and click to navigate.
2. Select Set Up Roles.
3. Select Expand All to see Salesforce’s default setup.

4. Click Add Role under the appropriate branch to add a branch
below (refer to Figure 9-19).

N seTup
® Roles

Creating the Role Hierarchy Hep or iz Pace @ [

You can build on the existing role hierarchy shown on this page. To insert a new role, click Add Role.

Your Organization's Role Hierarchy | Shew in tree view

=

-

Collapse All Expand A1
& cc
Add Role
B CEQ edit] Del| Assian
" Add Role
B~ CFO Edit| Dal| Asign
Add Role
B €00 Esit] Doi| Asign
Add Role

Add Role

B Customer Support, International £dit| Del| Assign
“ Add Role

E Installation & Repair Services Edit| Del| Asian

Figure 9-19. Tree branch view expanded
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5. Fillin the following details to successfully save a new role, as
shown in Figure 9-20:

a. Label: This is the name used to title the role. Examples can
include VP of Sales, Regional Managers, and so on. Press Tab
to autopopulate the role name.

b.  Role Name: This is the unique API name. This role reports to
the name of the role above this role.

B serup

W Roles

Role Edit

New Role

Help for this Page )

Role Edit

Label ll

Role Name II

This role reports to IICC OﬂJ

Role Name as I
dizplayed on reports

Save Save & New Cancel

Figure 9-20. Steps to creating a new role

6. Assign users to specified roles.

By selecting to assign, you can search for unassigned users to connect them to a
proper role. You can also navigate to a user’s profile and select Edit to assign a role.

Sharing Rules

You can use sharing rules to give roles, groups, or individual users access to data that
they may be excluded from. Sharing rules can be used to override the existing security
restrictions.
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Public Groups

Groups can be created to simplify sharing and security. This can include a combination
of individuals, users with specific roles, or members of other public groups.

Creating a Public Group

Before creating a sharing rule, you must create a public group. Follow these steps to
create a public group:

1. Search for Public Groups in the Quick Find box.

2. Click New or set View to All to see a list of existing groups
(Figure 9-21).

o SETUP

S Public Groups

Public Groups Help for this Page

A public group is a set of users. It can contain individual users, other groups, the users in a particular role or territory, or the users
in a role or territory plus all ofthe users below that role or territory in the hierarchy.

View: | Al | Edit| Create New View

A B CDEF GHIJKLMMNMOPOQR|S T UV W X Y Z Other Al

News

Label + Group Name Crested By Created Date

No records to display.

Figure 9-21. Setting up public groups

3. Fillin the following details, as shown in Figure 9-22.
e Enter the name of the public group in Label.
o Enter the unique API name in Group Name.

o To add members to a public group, move them from Available
Members to Selected Members.
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| Public Groups

>y
L

Group Membership

New Group

Group Information Save | | Cancel

New Public Group 1=F

Label ll

Group Name II

Grant Access Using M i
Hierarchies

Search: I Public Groups LI \‘or.l ol

Available Members Selected Members

—=None— AI —None— AI

Add

alv

Remove

Figure 9-22. Adding members to a public group

4. Click Save. Now you have a new public group with members.

Manual Sharing

Manual sharing can be used to provide individual access to records through a sharing
button.
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There are four prerequisites needed to give access to another record. These
prerequisites require the following:

e You are the record owner.
e Youare in arole higher than the record owner.
¢ You have “full access” permission to the record.

¢ You are a system administrator.

Summary

In this chapter, you learned how Salesforce approaches security in a multitiered
architecture, which supports greater flexibility and protection. Be sure to visit
http://trust.salesforce.comfor transparent access to security threats

and advisories.
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