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INCREASE YOUR SALES SUCCESS WITH SALESFORCE

Ready to get more successful at selling to customers? Learn about Salesforce core sales features and sales productivity features.

Core Sales Features

Manage the basics: the people that you sell to, the products and services that you offer, and more.
e Accounts

e (ontacts

e leads

e (Campaigns

e Opportunities

e Products and Price Books

e Contracts

e Social Network Integration

e Enterprise Territory Management
e (ollaborative Forecasts

e Data.com

Sales Productivity Features

Enhance your Salesforce experience by tracking events, communicating to customers via email, and more.

Learn more about features for Sales Productivity.

Sales Cloud Einstein

Supercharge your team’s sales productivity at every step of the sales process with key predictions, intelligent recommendations, and
timely automation. Sales Cloud Einstein is your own data science department that learns from your team's sales activities and CRM data
and helps you identify the best leads, convert opportunities more efficiently, and retain customers with ease.

Learn more about features for Sales Cloud Einstein.
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SELL TO YOUR CUSTOMERS

Managing the People and Organizations You Sell To

Establishing Your Customers, Competitors, and Partners

Accounts

Use Salesforce accounts to store information about your customers or the entities you are working EDITIONS

with, such as companies, schools, government agencies, or individuals.

Think of an account as a file folder in which you store every bit of information you know about a Business accounts available
customer. For example, if you're storing information about a company, you include its name, location, in: Both Salesforce Classic

a contact person, past or current orders, and other related information. You could also keep a log and Lightning Experience
of phone calls or service requests. Business accounts available
In Salesforce, information about the company itself—its name, location, website, and so on—is in: All Editions

stored as an account record. Information related to the account, such as a contact person, notes,
and orders, is stored in other types of records. Salesforce makes it easy to find all the records related
to each account by listing them on the account record’s home page. You can locate, create, delete,
sort, and filter your accounts from the Accounts tab. Select an account to view its record home

page, to edit the account, and access other records related to that account. Person accounts available
in Professional, Enterprise,

Performance, Unlimited,
Salesforce Offers Two Types of Accounts and Developer Editions
Salesforce accounts are business accounts by default. Business accounts are used to store
information about companies or other entities. Salesforce administrators can also choose to
set up person accounts, which are used to store information about individual people. For example, person accounts fit your customers
best if they are online shoppers, gym members, vacation travelers, or other individual consumers. Depending on who your company
sells to, you can have just one type of account available, or both.

Person accounts available
in: Both Salesforce Classic
and Lightning Experience

There are a few things to know about accounts.

@ Nofe: In the Salesforce Help and other documentation, the word account by itself always refers to both business accounts
and person accounts. We use the terms business accounts and person accounts when there are differences between the two
types of accounts.

The Accounts Feature Can Be Renamed
Your Salesforce administrator can change the name of accounts to something that works better for your business, such as Clients or
Patients. However, we always refer to them as accounts in the Salesforce Help.

Users Can Access Accounts on Mobile Devices
Your accounts are accessible to you from the full Salesforce site or the Salesforce1 mobile application, if your Salesforce administrator
has turned on Salesforce1 access.
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Accounts Can Be Linked to Social Networks and News

Establishing Your Customers, Competitors, and Partners

Additional information and updates about your accounts are available if your company uses the Social Accounts, Contacts, and

Leads; the News component (Lightning Experience only); or Data.com Clean features.

SEE ALSO:

Account Teams

What Is a Person Account?
Person accounts store information about individual consumers.

Salesforce accounts are business accounts by default. Business accounts are used to store information
about companies or other entities. Salesforce administrators can also choose to set up person
accounts, which are used to store information about individual people. For example, person accounts
fit your customers best if they are online shoppers, gym members, vacation travelers, or other
individual consumers. Depending on who your company sells to, you can have just one type of
account available, or both.

Person accounts work differently than business accounts. For example, person accounts can't have
contacts. Instead, the person account record stores the information you'd typically save for business
contacts, such as first name and last name. You can usually treat a person account like a contact.
For example, you can invite a person account to a meeting or associate it with a campaign. For
differences between person accounts and business accounts, see Person Account Behaviors.

Nofte: In the Salesforce Help and other documentation, the word account by itself always
refers to both business accounts and person accounts. We use the terms business accounts
and person accounts when there are differences between the two types of accounts.

SEE ALSO:
Person Account Behaviors

Accounts

Considerations for Using Merge Fields for Person Accounts

A merge field is a field you can put in an email, an email template, a mail merge template, a custom
link, or a formula to incorporate values from a record. You can use merge fields in the subject and
body of custom HTML templates. When using merge fields, it's a good idea to understand how
they work and what to expect in your merged documents and emails.

e If your organization uses person accounts, business account and person account fields are
available as account merge fields. Account fields exclusive to person accounts, such as
Birthdate, Email,and Title have “Account.Person” in their merge field names. For
example, { lAccount.PersonBirthdate}.

®  Youcan use the merge field {{Account.IsPersonAccount} to determine whether you are working
with a person account or a business account.

e Account fields that previously had unique names and labels are no longer unique because
some contact fields are displayed as part of the account object. Look for the person account

icon (& )to identify these fields. Ensure that all custom account fields have field names and

EDITIONS

Business accounts available
in: Both Salesforce Classic
and Lightning Experience

Business accounts available
in: All Editions

Person accounts available
in: Both Salesforce Classic
and Lightning Experience

Person accounts available
in Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

EDITIONS

Business accounts available
in: Both Salesforce Classic
and Lightning Experience

Business accounts available
in: All Editions

Person accounts available
in: Both Salesforce Classic
and Lightning Experience

Person accounts available
in Professional, Enterprise,
Performance, Unlimited,
and Developer Editions
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labels unique to your organization so that the merge field references the correct field. For more information, see What Is a Person
Account? on page 3.

@ Important:

e Iftwo or more custom objects have matching names or labels, only one of the objects appears when you select from available
merge fields. Make sure that all custom objects have unique names and labels so that you can select merge fields from any of
the objects.

SEE ALSO:
Accounts

Validation Rules for Person Accounts

Validation Rules for Person Accounts

@ Important: Once person accounts have been enabled, they can't be turned off. Therefore, EDITIONS
we recommend existing customers to create a sandbox to preview how person accounts
affect their organization. Business accounts available

in: Both Salesforce Classic

and Lightning Experience

A merge field incorporates values from a record. You can add merge fields to an email template,
mail merge template, custom link, or formula. The list of available merge fields depends on the type
of data that you're working with. This topic lists considerations for working with merge fields in Business accounts available
validation rules with person accounts. in: All Editions

Person accounts available

Tips in: Both Salesforce Classic

e Todefine a validation rule that applies only to person accounts, use the IsPersonAccount and Lightning Experience
merge field. Forexample, Account.City = “San Francisco” verifiesthatabusiness Person accounts available
or person account’s city is San Francisco, while IsPersonAccount ( Account.City in Professional, Enterprise,
= “San Francisco”) verifies that a person account’s city is San Francisco. Performance, Unlimited,

e Handle person account and business account names separately in account validation rules. and Developer Editions

- For business accounts, use the Name merge field.

— For person accounts, use the FirstName and LastName merge fields.

®* Birthdate, Email,and otherfieldsthatare only supported for person accounts are available as merge fields in account validation
rules. When you use one of those merge fields, business account records are processed as if those fields have blank values. For
business account and person account fields, see Account Fields on page 14.

SEE ALSO:
Accounts

Considerations for Using Merge Fields for Person Accounts

What is a business account and how does it differ from a person account?

A business account is a company, corporation, firm, or other business entity to which you can associate multiple contacts. Business
accounts are available in all Editions and have a folder icon (&).
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In Enterprise, Unlimited, Performance, and Developer Editions, your Salesforce organization can be enabled to use person accounts ( [&l ),
which are individual consumers who function simultaneously as accounts and contacts.

SEE ALSO:

Accounts

Person Account Behaviors

Person accounts are accounts that can also be used as contacts in many situations. However, there EDITIONS
are key areas in which person accounts differ from business accounts and contacts, or have unique
considerations.

Business accounts available
in: Both Salesforce Classic

Salesforce Person accounts Behavior and Lightning Experience
Functionality ) ]
Business accounts available
Account Merge Person accounts can be merged only with other person in: All Editions
accounts, and only using Salesforce Classic. You can't
merge person accounts that are enabled to use portal Person accounts available
or community users. See Merge Duplicate Accounts on in: Both Salesforce Classic
page 28. and Lightning Experience

Person accounts available
On the accounts home page in Salesforce Classic, the in Professional, Enterprise,

fieldsin the Quick Create area are based on whether the Performance, Unlimited,
default account record type set on your profile is a and Developer Editions
person account record type or a business account record

type.

Account Quick
Create

Accounts Person accounts can't be included in account

hierarchies.

Person accounts can't have direct relationships with
other accounts or contacts. You can, however, use
Contacts to Multiple Accounts to create indirect
relationships between a person account and another
person account, business account, or contact.

Activities Person accounts can be associated with events or tasks
using either the Name or Related To fields.

As with contacts, person accounts can be invited to
events.

For users to request a meeting with a person account,
the Email field must be added to the Person accounts
page layout.

Campaigns As with contacts, person accounts can be added to
campaigns and have a Campaign History related list.

If you create a Contact related list based on a custom
lookup relationship, the Add to Campaign row-level
action doesn't show up for person accounts. Click View
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Salesforce
Functionality

Cases

Chatter Feed Tracking

Communities and Portals

Contacts

Contacts to Multiple
Accounts

Custom Objects

Data.com

Desktop Integration

Duplicate Management

Email

ExactTarget

Field History

Establishing Your Customers, Competitors, and Partners

Person accounts Behavior

All to see the full related list and access the Add to Campaign mass action.
This applies to Lightning Experience and Saleforce. (The Add to Campaign
action isn't available in Salesforce Classic.)

On cases, person accounts can be entered in the Account Name field,
the Contact Name field, or both.

When you follow person accounts, you follow the account fields, but not the
contact fields.

As with contacts, person accounts can be enabled as users for customer
communities and portals.

Person accounts can't be enabled as users for partner communities and portals
because partners represent companies, not individuals.

Unlike business accounts, person accounts can't have direct relationships
with contacts. You can, however, use Contacts to Multiple Accounts to create
indirect relationships between a person account and a contact.

Contacts to Multiple Accounts works with person accounts. That means a
person account can be either a related contact on a business account or a
related account on a contact. A person account can also be related to another
person account as either a related contact or related account. Person accounts
are always indirectly related to other accounts or contacts.

Custom objects with relationships to either accounts or contacts can be added
as related lists on person accounts.

Person accounts aren't supported in Data.com products and features, including
Prospector, Clean, and Data Integration.

Person accounts are supported in the following Salesforce integration features.
e Lightning for Outlook

e Salesforce for Outlook

e Connect Offline

Person accounts aren't supported in Lightning Sync.

Duplicate rules support person accounts. Merging duplicate person accounts
is supported in Salesforce Classic only.

As with contacts, you can send individual emails and mass emails to person
accounts.

Person accounts are supported, but more configuration is required.

Account and contact fields that appear on person account records can be
tracked using the account field history settings. Person account field history
is then captured in the Account History related list, the Account History report,
and field audit trails.
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Salesforce Person accounts Behavior
Functionality
Fields Most standard account and contact fields and all custom account and contact

fields are available for person account page layouts.

Some business account fields (such as Parent Account)and some
contact fields (such as Reports To)are not supported for person accounts.

See Account Fields.

Geocodes Geocodes for addresses can't be added to person accounts using Data.com
integration rules.

Icons ' . : !
In Salesforce Classic, person accounts have a person icon (& ), while business

accounts have a folder icon (&57).

In Lightning Experience, person accounts have a person with building icon
(u), while business accounts have building icon (E).

Person accounts can be denoted in search results, list views, and lookup
dialogs by addingthe Is Person Account field to the appropriate
search layout or list view.

Lead Conversion Leads that don't have a value in the Company field are converted to person
accounts. Leads that do have a value in the Company field are converted
to business account.

Lightning Pages See Page Layouts

List Views Person accounts appear in all account and contact list views, except the Recent
Contacts list on the Contacts home page.

Quickly see which records are person accounts by adding the Is Person
Account field to the list of fields to display. To include or exclude person
accounts fromalistview,addthe Is Person Account fieldtothefilter
criteria.

Opportunity Contact Roles  As with contacts, you can associate person accounts to opportunities using
the Contact Roles related list.

Packaging Person accounts components and attributes can be included in managed
and unmanaged packages.

Page Layouts Person accounts have their own page layouts that can include account and
contact fields, account custom links, and account and contact related lists.

Person accounts page layouts do not support the Reports To and
Parent Account fields. See Person Account Fields.

When you create a Lightning page for accounts and assign it as the default
for either an org or an app, that page becomes the org or app default for both
business accounts and person accounts. To display a custom record page for
person accounts, create a custom account record page, then assign it to the
person account record type.
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Salesforce Person accounts Behavior

Functionality

Pardot Person accounts are supported, but more configuration is required.
Partners In Salesforce Classic, you can use the Partners related list to relate person

accounts to each other. We recommend that you rename the Partners related
list to reflect how your person accounts are connected.

Process Builder Creating or editing a person account triggers processes created with the
Process Builder.

Record Types Administrators can configure multiple record types for person accounts. In
the user interface, a person account can only be changed to another person
account record type. For more information, see Guidelines for Changing an
Account’s Record Type

Renamed Tabs and To customize the names of tabs and fields displayed on person account

Standard Fields records, administrators must customize the account and contact tabs and
fields.

Search In Lightning Experience and Salesforce1, person accounts appear in both

account and contact search results. In Salesforce Classic, person accounts
appear only in account search results.

To help users differentiate person accounts from business accounts in search
results, administrators can add the Is Person Account field to the
appropriate search layout.

Self-Service Portal As with contacts, person accounts can be enabled as users for your Self-Service
portal.

@ Note: Starting with Spring "12, the Self-Service portal isn't available
for new orgs. Existing orgs continue to have access to the Self-Service
portal.

Sharing Settings If you have enabled person accounts, the organization-wide default sharing
for contacts is set to Controlled by Parent and is not editable.

If you've customized your contact sharing settings and you want to enable
person accounts, change your organization-wide default for contacts to
Controlled by Parent. This setting removes all your contact sharing rules and
manually shared contacts.

Social Accounts, Contacts,  As with contacts, you can link person accounts to social network profiles

and Leads

Storage Person accounts count against both account and contact storage because
each person account consists of one account as well as one contact.

Visual Workflow Creating or editing a person account triggers flows created with Visual

Workflow.
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Salesforce Person accounts Behavior

Functionality

Workflow Rules Creating or editing a person account triggers account workflow rules.
SEE ALSO:

What Is a Person Account?

Person Accounts Implementation Guide

Guidelines for Changing an Account’s Record Type

Record types determine the business processes, picklist values, and page layouts that are available EDITIONS
to you when creating records. Before you change an account’s record type, be aware of these
important details.

Available in: Both Salesforce
If your organization uses person accounts, your administrator has configured two record types for Classic and Lightning
accounts—one for business accounts, and another for person accounts. From the Ul, you can Experience

change an account's record type from a business account to a business account or from a person
accountto a person account. However, to change an account’s record type from a business account
to a person account, or vice versa, you must use the API.

Record types available in:
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

SEE ALSO:
Implementation Guide: Implementing Person Accounts

SOAP API Developer Guide: Person Account Record Types


https://resources.docs.salesforce.com/208/latest/en-us/sfdc/pdf/salesforce_B2C_implementation_guide.pdf
https://resources.docs.salesforce.com/200/latest/en-us/sfdc/pdf/salesforce_B2C_implementation_guide.pdf
https://developer.salesforce.com/docs/atlas.en-us.208.0.api.meta/api/sforce_api_guidelines_personaccounts.htm
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Viewing Account Lists

The accounts list page displays a list of accounts in your current view.
e (lick an account name to view the account details.
e (lick Edit or Del next to an account name to edit or delete the account.

e (lick New Account or select Account from the Create New drop-down list in the sidebar to
create an account.

e If your organization uses person accounts and your current list view includes the field Is
Person Account,the columnheading for thisfield is the person accounticon in Salesforce
Classic. Click the person account icon in the header to sort person accounts at either the top
or bottom of the list.

@ Nofte: If your organization has Salesforce for Wealth Management Overview, accounts are
called clients.

SEE ALSO:

Accounts

Using Accounts

To view accounts: Read on accounts
To edit business accounts: Edit on accounts
To edit person accounts: Edit on accounts and contacts
To enable partner accounts: Manage External Users
To disable partner accounts: Edit on accounts
AND

Manage External Users

To disable Customer Portal accounts: Edit on accounts
AND

Edit Self-Service Users

10

EDITIONS

Business accounts available
in: Both Salesforce Classic
and Lightning Experience

Business accounts available
in: All Editions

Person accounts available
in: Both Salesforce Classic
and Lightning Experience

Person accounts available
in Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To view account lists:
e Read on accounts

To create business accounts:
e Create on accounts

To create person accounts:
e Create on accounts and
contacts

EDITIONS

Business accounts available
in: Both Salesforce Classic
and Lightning Experience

Business accounts available
in: All Editions

Person accounts available
in: Both Salesforce Classic
and Lightning Experience

Person accounts available
in Professional, Enterprise,
Performance, Unlimited,
and Developer Editions
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An account is an organization, company, or consumer that you want to track—for example, a customer, partner, or competitor.

e View and edit accounts.

e Use Social Accounts, Contacts, and Leads to view your accounts’ social network profiles, see their level of influence in social media,
and watch related YouTube videos.

e Find account-related information (such as contacts).
e Get Data.com contacts for an account.

e (lean account records with Data.com Clean.

e View account updates and comments using Chatter.

e Add operating hours and service resource preferences to accounts to reflect their field service preferences

SEE ALSO:

Accounts

Displaying and Editing Account Details

USER PERMISSIONS EDITIONS

To view accounts: Read on accounts Business accounts available

To edit busi is: Edit ; in: Both Salesforce Classic
o edit business accounts: it on accounts and Lightning Experience

To edif person accounts: Edit on accounts and contacts Business accounts available

To enable partner accounts: Manage External Users in: All Editions

To disable partner accounts: Edit on accounts Person accounts available

in: Both Salesforce Classic

AND - .
and Lightning Experience

Manage External Users )
Person accounts available
in Professional, Enterprise,
Performance, Unlimited,
AND and Developer Editions

Edit Self-Service Users

To disable Customer Portal accounts: Edit on accounts

Once you have located an account on the Accounts home or list pages, click the account name to view the Account's detail page.

e Useinline editing to edit fields directly on the detail page. If inline editing isn't enabled, contact your administrator. Inline editing is
available in Salesforce Classic only.

e Todisplay the page in edit mode, click Edit, make your changes, and click Save.
e Tosave the current account and create another one in Salesforce Classic, click Save & New.

e To open a printable display of the record details, in the top-right corner of the page, click Printable View. The printable display is
available in Salesforce Classic only.

e Toenable an account as a partner account, click Manage External Account and choose Enable as Partner. Available only in
Salesforce Classic if your company enabled a partner portal.

n
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@ Nofe: Asthe owner of an account, you can normally view all data related to that account.

Establishing Your Customers, Competitors, and Partners

However, your administrator can set an option on your role that determines whether you can view opportunities that you do not

own that are associated with your accounts.

Also, if your accounts are assigned to territories, your administrator can set options that determine whether users in that territory

can view, edit, transfer, or delete your accounts.

SEE ALSO:

Account Fields

Accounts

Guidelines for Creating Accounts

Keep these guidelines in mind when you create accounts.

To create business accounts, you need “Create” permission on accounts. To create person
accounts, you need “Create” permission on both accounts and contacts.

If your Salesforce admin has set up record types, you can be prompted to choose a Record
Type when creating an account. Different record types can have different fields and different
picklist values.

To specify that a business account is a subsidiary of another business account, fillinthe Parent
Account field. You can then view an account hierarchy from the account detail page. In
Lightning Experience, click View Account Hierarchy. In Salesforce Classic, click the View
Hierarchy link. The Parent Account field isn't available for person accounts.

Use the Account Site field to designate different locations of the same company. For
example, suppose that Acme.com has offices in Paris and London. Create two accounts, both
called Acme.com, but with Account Site values of Paris and London, respectively.

If your Salesforce admin has set up divisions, the division of a new account is automatically set
to your default division, unless you manually select a different one.

If your Salesforce admin has set up territory management, account assignment rules can

EDITIONS

Business accounts available
in: Both Salesforce Classic
and Lightning Experience

Business accounts available
in: All Editions

Person accounts available
in: Both Salesforce Classic
and Lightning Experience

Person accounts available
in Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

automatically assign newly created accounts to territories. See Territory Management on page 194.

SEE ALSO:

Account Fields

Considerations for Using Account Hierarchy

12
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Understanding What Happens When You Delete Accounts

Most accounts and their associated records can be deleted in one click—but some accounts can't
be deleted until associations have been removed.

@ Important: You only see the Delete option, if you have permission to delete an account.
The Delete option is available on the account’s detail page and on its row on the account list
page in both Salesforce Classic and Lightning Experience. If you don't see the delete option,
you don't have permission to delete the account. Ask your Salesforce administrator for help.

Deleted accounts are moved to the Recycle Bin, along with these associated items.

@ Nofe: You can't access the recycle bin from Lightning Experience, but deleted items still go
into it. Switch to Salesforce Classic temporarily to view or restore recycle bin items.

e (ontacts

e Opportunities

e (Contracts (if they're not activated)

e Activities

e Notes

e Attachments

e Portal roles and groups (if all portal users in the account are disabled.)

e Partner relationships

e Relationship group members

If you restore an account from the Recycle Bin, any related items are also restored except for:

e Relationship group members in certain cases. See Removing Members from Relationship Group
Members on page 147.

e Portal roles and groups. See Using Accounts on page 10.
You can't delete an account if:

e You don't have the Delete permission on accounts

Establishing Your Customers, Competitors, and Partners

EDITIONS

Business accounts available
in: Both Salesforce Classic
and Lightning Experience

Business accounts available
in: All Editions

Person accounts available
in: Both Salesforce Classic
and Lightning Experience

Person accounts available
in Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To view accounts:
e Read on accounts

To delete accounts:
e Delete on accounts

e You aren't the account’s owner, above the account’s owner in the organization role hierarchy; or an administrator

e The accountis enabled as a partner account. It has associated cases, activated contracts, or related opportunities that other users

own; or it has associated contacts that are enabled for the Self-Service portal.

If you want to delete an account that has closed/won opportunities you own, you have to delete the closed/won opportunities along

with the account or keep the account.

@ Nofe: You don't need the Delete permission on any associated records that are included in the deletion.

SEE ALSO:
Merge Duplicate Accounts

Accounts

13
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Account Fields

Accounts have business account fields and person account field:s. EDITIONS
Business Account Fields Available in: Salesforce
Classic and Lightning

A business account has the following fields, listed in alphabetical order. Depending on your page

Experience
layout and field-level security settings, some fields may not be visible or editable.

The available business
account fields vary
according to which
Salesforce Edition you have.

If the account record was added from Data.com, certain fields, as identified here, will be populated
with the Data.com or Dun & Bradstreet (D&B) value, if a value is available. Some Data.com fields are
available only in orgs licensed to use a specific Data.com product. Those fields are identified in their
descriptions.
Person accounts available
Field Description Allows Value from in: Professional, Enterprise,
Data.com or D&B Performance, Unlimited,

and Developer Editions
Account Currency The default currency for all

currency amount fields in the
account. Amounts display in
the account currency and are
also converted to the user's
personal currency. Available
only for organizations that use
multiple currencies.

The available person
account fields vary
according to which
Salesforce Edition you have.

Account Division Division to which the account
belongs. Records related to the
account, such as contacts and
opportunities, automatically
inherit the account’s division.
Available only in organizations
that use divisions to segment
their data.

Account Name Name of company. Up to 255 « (D&B)
characters are allowed in this
field.

Account Name (Local) Thename ofthe account
translated into the local
language.

Account Number Tracking or reference number
foraccount. Up to 40
characters are allowed in this
field.

Account Owner Assigned owner of account.
Not available in Personal
Edition.

14
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Field

Account Record Type

Account Site

Account Source

Annual Revenue

Billing City

Billing Country

Billing State/Province

Establishing Your Customers, Competitors, and Partners

Description Allows Value from Data.com or D&B

Name of the field that determines what
picklist values are available for the record.
Available in Professional, Enterprise,
Unlimited, Performance, and Developer
Editions.

Information about the account’s location, « (D&B)
suchas single location,

Headquarters,or Branch.Upto 80

characters are allowed in this field.

The source of the account record. For
example, Advertisement,
Data.com 0Of Trade Show.The
source is selected from a picklist of
available values, which are set by an
administrator. Each picklist value can have
up to 40 characters.

+ (Data.com)

Amount of annual reported revenue. «+ (D&B)

@ Note: If you clean your account
records with Data.com Prospector
or Data.com Clean, Data.com
converts non-USD currencies to
USD every month, which may cause
the values in this field to change.
For organizations that use non-USD
currencies, we ignore the Annual
Revenue field when determining
arecord’s clean status (so the
Clean Status field’s value
does not change). We also remove
the value from the Annual
Revenue field onaccount records
and the clean comparison page.

City portion of billing address. Up to 40 + (D&B)
characters are allowed.

Country portion of billing address. Entry is «+ (D&B)
selected from a picklist of standard values

or entered as text. If the field is a text field,

up to 80 characters are allowed.

State or province portion of billing address. + (D&B)
Entry is selected from a picklist of standard

values or entered as text. If the field is a text

field, up to 80 characters are allowed.
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Field

Billing Street

Billing Zip/Postal Code

Clean Status

Created By

Data.com Key

D&B Company

Description

Establishing Your Customers, Competitors, and Partners

Description

Street address used for billing. Up to 255
characters are allowed in this field.

Zip or postal code portion of billing
address. Up to 20 characters are allowed.

The record’s clean status, as compared with
Data.com. Values are Not Compared,
In Sync, Reviewed, Different,
Not Found,and Inactive.Thisfield
is available if you use Data.com Prospector
or Data.com Clean.

@ Note: If you clean your account
records with Data.com Prospector
or Data.com Clean, Data.com
converts non-USD currencies to
USD every month, which may cause
the values in the Annual
Revenue field to change. For
organizations that use non-USD
currencies, we ignore the Annual
Revenue field when determining
arecord’s clean status (so the
Clean Status field's value
does not change).

User who created the account, including
creation date and time. (Read only)

The company’s ID in Data.com. When
Salesforce records are compared with
Data.com records (via manual cleaning or
automated clean jobs), if Data.com finds a
match, the two records are linked by this
field's numeric value.

Alink to the corresponding D&B Company
record, which displays Dun & Bradstreet
(D&B) fields for the account. Use the lookup
if you need to associate a different D&B
Company record with the account. This
field is only available to organizations that
use Data.com Prospector or Data.com
Clean.

Description of account. Up to 32 KB of data
are allowed in this field. Only the first 255
characters display in reports.
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Field

D-U-N-S Number

Employees

Evaluate this account
against territory rules on

save

Exclude from territory
assignment rules

Fax

Establishing Your Customers, Competitors, and Partners

Description

The Data Universal Numbering System
(D-U-N-S) number is a unique, nine-digit
number assigned to every business location
in the D&B database that has a unique,
separate, and distinct operation. D-U-N-S
numbers are used by industries and
organizations around the world as a global
standard for business identification and
tracking. This field is available if you use
Data.com Prospector or Data.com Clean.

@ Nofte: To see the entire D-U-N-S
number, either

e Add the account to Salesforce
if you haven't yet, or

e (lean the account with
Data.com if it already exists in
Salesforce

Until you add or clean the record,
its first five digits will be masked
with asterisks (¥).

Number of people employed by the
account.

When checked, causes account assignment
rules to run when the accountis edited and
saved. When customizing the page layout
for accounts, an administrator can control
whether this checkbox displays and
whether it is checked by default. See
Territory Management on page 194.

When checked, shields the account from
being evaluated when account assignment
rules are run, preventing it from being
automatically assigned to territories. Also,
if the account is already assigned to
territories as a result of assignment rules,
checking this box removes the account
from those territories. This checkbox only
affects rule-based account assignments
and has no effect on manual account
assignments. See Territory Management
on page 194.

Fax number. Up to 40 characters are
allowed in this field.
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Field

Industry

Modified By

NAICS Code

NAICS Description

Ownership

Parent Account

Partner Account

Phone

Rating

Establishing Your Customers, Competitors, and Partners

Description

Primary business of account. Entry is
selected from a picklist of available values,
which are set by an administrator. Each
picklist value can have up to 40 characters.

User who last changed the account fields,
including modification date and time. This
does not track changes made to any of the
related list items on the account. (Read
only)

The six-digit North American Industry
Classification System (NAICS) code is the
standard used by business and government
to classify business establishments into 20
industries, according to their economic
activity for the purpose of collecting,
analyzing, and publishing statistical data
related to the U.S. business economy. This
field is available if you use Data.com
Prospector or Data.com Clean.

A brief description of an organization'sline
of business, based on its NAICS code. This
field is available if you use Data.com
Prospector or Data.com Clean.

Ownership of company, for example, public
or private. Entry is selected from a picklist
of available values, which are set by an
administrator. Each picklist value can have
up to 40 characters.

Parent company for companies that are
subsidiaries of a larger company or
organization. The parent account must be
an existing account in Salesforce. You can
enter the account name, or select (or
optionally, create) the account using the
lookup icon.

Read-only field that indicates whether an
account is a partner account.

Primary phone number of account. Up to
40 characters are allowed in this field.

Categorization of how you rate this
account, for example, Hot, Cold. Entry is
selected from a picklist of available values,
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Field Description Allows Value from Data.com or D&B

which are set by an administrator. Each
picklist value can have up to 40 characters.

Shipping City City portion of primary mailing or shipping + (D&B)
address. Up to 40 characters are allowed.

Shipping Country Country portion of primary mailing or «+ (D&B)
shipping address. Entry is selected from a
picklist of standard values or entered as
text. If the field is a text field, up to 80
characters are allowed.

Shipping State/Province State or province portion of primary + (D&B)
mailing or shipping address. Entry is
selected from a picklist of standard values
or entered as text. If the field is a text field,
up to 80 characters are allowed.

Shipping Street Primary mailing or shipping street address + (D&B)
of account. Up to 255 characters are
allowed.

Shipping Zip/Postal Code Zip or postal code portion of primary + (D&B)

mailing or shipping address. Up to 20
characters are allowed.

SIC Code Standard Industrial Classification code of + (D&B)
the account’s main business categorization.
Upto 10 characters are allowed in this field.

SIC Description Abrief description of an organization'sline + (D&B)
of business, based on its SIC code.

Territories The territories to which the account has
been assigned. See Territory Management
on page 194.

For organizations that use Enterprise
Territory Management, this field is not
available. Enterprise Territory Management
offers a related list called Assigned
Territories that you can add to account
page layouts.

Ticker Symbol The abbreviation used to identify publicly + (D&B)
traded shares of a particular stock. Also
known as the stock symbol. Up to 20
characters are allowed in this field.

Tradestyle A name, different from its legal name, that + (D&B)
an organization may use for conducting
business. Similar to “Doing business as” or
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Field Description Allows Value from Data.com or D&B

“DBA". This field is available if you use
Data.com Prospector or Data.com Clean.

Type Type of account, for example, Customer,
Competitor, or Partner. Entry is selected
from a picklist of available values, which
are set by an administrator. Each picklist
value can have up to 40 characters.

Custom Links Listing of custom links for accounts as set
up by your administrator.

Website URL of account’s website, for example, + (Data.com)
www.acme.com. Up to 255 characters are
allowed in this field; only the first 50 are
displayed.

Year Started The year the company was established or « (D&B)
the year when current ownership or
management assumed control of the
company. If the company establishment
or ownership year is unavailable, then the
year the Dun & Bradstreet record was
created will be used. Dun & Bradstreet does
not supply this data for branch
locations.This field is available if you use
Data.com Prospector or Data.com Clean.

Person Account Fields

A person account has the following standard fields, listed in alphabetical order. Depending on your page layout and field-level security
settings, some fields may not be visible or editable. Fields with a checkmark in the Is Contact Field column are contact fields that are
supported for person accounts but not business accounts.

Note that this list does not include any custom fields that your administrator may have created. Both account and contact custom fields
are available for person accounts.

Field Description Is Contact Field

Account Currency The default currency for all currency amount
fields in the account. Amounts display in the
account currency and are also converted to
the user's personal currency. Available only
for organizations that use multiple
currencies.

Account Division Division to which the account belongs.
Records related to the account, such as
contacts and opportunities, automatically
inherit the account’s division. Available only
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Field

Account

Account

Account

Account

Account

Account

Name

Name (Local)

Number

Owner

Record Type

Site

Annual Revenue

Assistant

Asst. Phone

Billing

Billing

Billing State/Province

City

Country

Establishing Your Customers, Competitors, and Partners

Description Is Contact Field

in organizations that use divisions to
segment their data.

The name of the individual. In person
accounts, the account name cannot be
edited directly. Instead, Salesforce derives it
by combining the First Name and
Last Name fieldsinthe appropriate order
per the user's language setting. If Middle
Name and Suffix fields have been
enabled for the organization, those fields are
also included in the account name.

The name of the account translated into the
local language.

Tracking or reference number for account.
Up to 40 characters are allowed in this field.

Assigned owner of account. Not available in
Personal Edition.

Name of the field that determines what
picklist values are available for the record.
Available in Professional, Enterprise,
Unlimited, Performance, and Developer
Editions.

Information about the account’s location,
suchas single location,
Headquarters, or Branch. Up to 80
characters are allowed in this field.

Amount of annual reported revenue.

The contact’s assistant. Maximum 40 w
characters.
The assistant’s phone number. Maximum 40 Qy
characters.

City portion of billing address. Up to 40
characters are allowed.

Country portion of billing address. Entry is
selected from a picklist of standard values
or entered as text. If the field is a text field,
up to 80 characters are allowed.

State or province portion of billing address.
Entry is selected from a picklist of standard
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Field Description Is Contact Field

values or entered as text. If the field is a text
field, up to 80 characters are allowed.

Billing Street Street address used for billing. Up to 255
characters are allowed in this field.

Billing Zip/Postal Code Zip or postal code portion of billing address.
Up to 20 characters are allowed.

Birthdate The contact’s birthday. Click the field, and Qy
then choose a date from the calendar.

Created By User who created the account, including
creation date and time. (Read only)

Custom Links Listing of custom links for accounts as set
up by your administrator.

Department The associated business or organizational «
unit. Maximum 80 characters.

Description Description of account. Up to 32 KB of data
are allowed in this field. Only the first 255
characters display in reports.

Do Not Call Whether the contact wants to be contacted Qy
by phone. If you use Data.com, the Phone
field value is hidden from search results and
onthe Contact Card, andit's blankin .csv
files that are created when you export
records.

Email The contact’s email address. A valid email «F
address is required. Maximum 80 characters.

Email Opt Out Whether the contact wants to receive email. «F
Ifyou use Data.com, the Emai1 field value
is hidden from search results and on the
Contact Card, and it's blank in . csv files
that are created when you export records.

Employees Number of people employed by the account.
Evaluate this account When checked, causes account assignment
against territory rules on rulestorunwhentheaccountis edited and
save saved. When customizing the page layout

for accounts, an administrator can control
whether this checkbox displays and whether
it is checked by default. See Territory
Management on page 194.

Exclude from territory When checked, shields the account from
assignment rules being evaluated when account assignment
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Field Description Is Contact Field

rules are run, preventing it from being
automatically assigned to territories. Also, if
the accountis already assigned to territories
asaresult of assignment rules, checking this
box removes the account from those
territories. This checkbox only affects
rule-based account assignments and has no
effect on manual account assignments. See
Territory Management on page 194.

Fax Fax number. Up to 40 characters are allowed
in this field.
Fax Opt Out Whether the contact wants to be included o

in broadcast faxes.

First Name The first or given name of the individual. Up Qy
to 40 characters are allowed in this field.

Home Phone The contact's home phone number. o
Maximum 40 characters.

Industry Primary business of account. Entry is selected
from a picklist of available values, which are
set by an administrator. Each picklist value
can have up to 40 characters.

Last Name The surname or family name of the o
individual. Up to 80 characters are allowed
in this field.

Lead Source The record source: for example, «F

Advertisement, Partner, or Web. The entry
is selected from a picklist of available values,
which the administrator sets. Maximum 40
characters for each picklist value.

Mailing City The city in the mailing address. Maximum W
40 characters.

Mailing Country The mailing country for the address. Entry is «
selected from a picklist of standard values,
or entered as text. Up to 80 characters are
allowed if the field is a text field.

Mailing State/Province The mailing state or province for the address. o
Entry is selected from a picklist of standard
values, or entered as text. Up to 80
characters are allowed if the field is a text
field.
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Field Description Is Contact Field

Mailing Street The street in the mailing address. Maximum W
255 characters.

Mailing Zip/Postal Code The zip or postal code in the mailing address. W
Maximum 20 characters.

Middle Name Middle name of the individual. Up to 40 o
characters are allowed for this field.

@ Note: To enable this field, contact
Salesforce Customer Support. Next,
from Setup, enter User
Interface inthe Quick
Find box, then select User
Interface. Then select Enable
Name Suffixes for

Person Names.

Mobile The contact’s mobile phone number. Qy
Maximum 40 characters.

Modified By User who last changed the account fields,
including modification date and time. This
does not track changes made to any of the
related listitems on the account. (Read only)

Other City The city in another address for the contact. W
Maximum 40 characters.

Other Country Another country for the address. Entry is W
selected from a picklist of standard values,
or entered as text. Up to 80 characters are
allowed if the field is a text field.

Other Phone Another phone number for the contact. «
Maximum 40 characters.

Other State/Province Another state or province for the address. «
Entry is selected from a picklist of standard
values, or entered as text. Up to 80
characters are allowed if the field is a text
field.

Other Street The street address in another address for the Qy
contact. Maximum 255 characters.

Other Zip/Postal Code The zip or postal code in another address for Qy
the contact. Maximum 20 characters.

Ownership Ownership of company, for example, public
or private. Entry is selected from a picklist of
available values, which are set by an
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Field Description Is Contact Field

administrator. Each picklist value can have
up to 40 characters.

Phone Primary phone number of account. Up to 40
characters are allowed in this field.

Rating Categorization of how you rate this account,
forexample, Hot, Cold. Entry is selected from
a picklist of available values, which are set
by an administrator. Each picklist value can
have up to 40 characters.

Salutation The title for addressing the contact, for «F
example, Mr., Ms., or Dr. The entry is selected
from a picklist of available values, which the
administrator sets. Maximum 40 characters.

Shipping City City portion of primary mailing or shipping
address. Up to 40 characters are allowed.

Shipping Country Country portion of primary mailing or
shipping address. Entry is selected from a
picklist of standard values or entered as text.
If the field is a text field, up to 80 characters
are allowed.

Shipping State/Province State or province portion of primary mailing
or shipping address. Entry is selected from
a picklist of standard values or entered as
text. If the field is a text field, up to 80
characters are allowed.

Shipping Street Primary mailing or shipping street address
of account. Up to 255 characters are allowed.

Shipping Zip/Postal Code Zip or postal code portion of primary mailing
or shipping address. Up to 20 characters are
allowed.

SIC Code Standard Industrial Classification code of the

account’s main business categorization. Up
to 10 characters are allowed in this field.

Suffix Name suffix of the individual. Up to 40 «
characters are allowed for this field.

@ Note: To enable this field, contact
Salesforce Customer Support. Next,
from Setup, enter User
Interface inthe Quick
Find box, then select User
Interface. Then select Enable
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Field Description Is Contact Field

Name Suffixes for
Person Names.

Territories The territories to which the account has
been assigned. See Territory Management
on page 194.

Ticker Symbol The abbreviation used to identify publicly

traded shares of a particular stock. Also
known as the stock symbol. Up to 20
characters are allowed in this field.

Title The contact’s position within the o
organization. Maximum 80 characters.

Type Type of account, for example, Customer,
Competitor, or Partner. Entry is selected from
a picklist of available values, which are set
by an administrator. Each picklist value can
have up to 40 characters.

Website URL of account’s website, for example,
www.acme.com. Up to 255 characters are
allowed in this field; only the first 50 are
displayed.

SEE ALSO:

Accounts
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Account History
The Account History related list of an account detail page tracks the changes to the account. Any EDITIONS
time a user modifies any of the standard or custom fields whose history is set to be tracked on the

account, a new entry is added to the Account History related list. For person accounts, this addition
includes any relevant contact fields that are set to be tracked. All entries include the date, time,
nature of the change, and who made the change. Modifications to the related lists on the account

are not tracked in the account history. Business accounts available
in: All Editions except

Database.com

Available in: Salesforce
Classic

SEE ALSO:

Accounts

Person accounts available
in Enterprise, Performance,
Unlimited, and Developer
Editions

USER PERMISSIONS

To view accounts:
e Read on accounts

Considerations for Using Account Hierarchy

All hierarchies display accounts related via the Parent Account field. Keep these considerations in mind when you create account
hierarchies.

IN THIS SECTION:

Considerations for Using Account Hierarchy in Lightning Experience
Keep these considerations in mind when you use Lightning Experience to create account hierarchies.

Considerations for Using Account Hierarchy in Salesforce Classic
Keep these considerations in mind when you use Salesforce Classic to create account hierarchies.

SEE ALSO:

Account Fields

Guidelines for Creating Accounts
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Considerations for Using Account Hierarchy in Lightning Experience
Keep these considerations in mind when you use Lightning Experience to create account hierarchies.

Accounts with Multiple Locations
For companies with multiple office locations, you can use the Account Site field to distinguish
among the locations.

Accounts in Divisions
If divisions are enabled, you can use the Parent Account field to relate accounts in different
divisions.

Display of Accounts
The Account Hierarchy page displays up to 2,000 accounts in Lightning Experience. (To view
accounts in a different part of the hierarchy, enter the hierarchy from a different account.) The
hierarchy doesn't display details of accounts you don't have permission to view.

Person Accounts Not Supported
Person accounts aren't supported for the Parent Account field or the View Account Hierarchy
action.

Considerations for Using Account Hierarchy in Salesforce Classic
Keep these considerations in mind when you use Salesforce Classic to create account hierarchies.

e Anaccount hierarchy displays up to 500 child accounts in Salesforce Classic. The hierarchy
doesn’t display details of accounts you don't have permission to view.

e For companies with multiple office locations, you can also use the Account Site field to
distinguish among the locations.

e [fdivisions are enabled, accounts that are related via the Parent Account field don't have to be
in the same division.

e Person accounts aren't supported for the Parent Account field or the View Account Hierarchy
action.

e To listan account as a subsidiary, edit the subsidiary account and type the name of an existing
account in the Parent Account field. Alternatively, you can click the lookup icon to search for
(or optionally, create) a parent account.

Merge Duplicate Accounts

Merge multiple accounts into one so you can keep your data clean and focus on closing deals.

IN THIS SECTION:

Guidelines and Considerations for Merging Duplicate Accounts
Keep these considerations in mind when you merge duplicate account records.

Merge Duplicate Accounts in Lightning Experience
Merge multiple accounts into one using Lightning Experience.
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EDITIONS

Available in: Lightning
Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To view accounts:
e Read on accounts

EDITIONS

Available in: Salesforce
Classic

Available in: All Editions
except Database.com

USER PERMISSIONS

To view accounts:
e Read on accounts
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Merge Duplicate Accounts in Salesforce Classic
Merge multiple accounts into one using Salesforce Classic.

SEE ALSO:
Guidelines and Considerations for Merging Duplicate Accounts

Considerations for Merging Accounts Associated with Relationship Groups

Guidelines and Considerations for Merging Duplicate Accounts

Keep these considerations in mind when you merge duplicate account records. EDITIONS

© Merging Duplicate Accounts: Tips and Gotchas (Salesforce Classic)
Available in: Salesforce
Classic and Lightnin
General Experience ° °
Who Can Merge
You can merge accounts if you're a Salesforce admin, the account owner, or a user above the
account owner in the role hierarchy. You also must have the appropriate user permissions. (The

permissions are “Delete” on accounts and “Edit” on related objects, such as opportunities and
cases.) Person accounts are

available in Professional,

Sharing Rules Enterprise, Performance,
In Professional, Enterprise, Unlimited, Performance, or Developer edition orgs, any sharing rules Unlimited, and Developer

are applied to the merged account. Also, any manual sharing from the master record is applied Editions
to the merged account.

Business accounts are
available in: All Editions
except Database.com

Redundant Relationships
If you try to merge accounts that are indirectly related to the same contact, Salesforce displays a message suggesting that you remove
the redundant relationships. On account records, indirect relationships are managed from the Related Contacts related list.

Related Items, Chatter Feeds, and Attachments
When duplicate records are related to items such as campaigns or activities, Salesforce relates the items to the merged record, with
some exceptions. Chatter feeds are retained from the master record only. Attachments in Chatter feeds are retained in Salesforce
but aren't associated with the merged record. To associate the dropped files with the merged record, find them in Files home (in
Lightning Experience) or the Files tab (in Salesforce Classic). Then add them to the Files related list on the merged record.

Hidden and Read-Only Fields
Salesforce retains any data in hidden or read-only fields, such as sharing settings, from the master record. Hidden fields aren't shown
while you merge. A merged record retainsthe Created By userand Created Date from the oldestrecord merged, regardless
of which record is the master. The record shows the merge date as the Last Modified By date.

Account Hierarchy
In Lightning Experience, you can choose the parent account to retain. In Salesforce Classic, the merged account retains the account
hierarchy from the master record.

Non-Master Accounts
The non-master accounts are moved to the Recycle Bin.

Divisions
If divisions are enabled in your org, the merged account is assigned to the division from the master record unless you select otherwise.

Relationship Groups
Lightning Experience doesn't support merging of accounts associated with relationship groups.
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Team Members

Team Members from Non-Master Accounts
The merged account retains all the team members from non-master accounts, even if the members are from different teams.

Permission to Merge on Teams
To merge accounts to which a team member has greater record level access than you do, you must have the “Modify All Data”
permission on accounts. For example, suppose that you're the account owner but an account team member has more access than
you on any account child records. You need the “Modify All Data” permission to merge those accounts.

Person Accounts
No Support for Merging Person Accounts in Lightning Experience

Lightning Experience doesn't support merging of person accounts.

Portal Support
You can't merge person accounts that are enabled to use portal or community users.

Person Accounts and Business Accounts in Salesforce Classic
In Salesforce Classic, if person accounts are enabled in your org, both business accounts and person accounts are returned when
you search for duplicates. However, you can't merge a person account with a business account or the opposite. Person accounts
display the person account icon ( [&] ).

Redundant Relationships
In Salesforce Classic, if you try to merge person accounts that are indirectly related to the same contact or account, Salesforce displays
a message suggesting you remove the redundant relationships. Indirect relationships with accounts and indirect relationships with
contacts are evaluated separately. If you have conflicts with both, you must resolve them separately.

Communities

e Tomerge accounts associated with communities, you must have the “Manage External Users” permission. You also need permissions
to delete accounts and edit related records such as opportunities and contacts.
e When you merge accounts that have contacts associated with a community, the contacts must belong to the same type of community.

e Whenyou merge accounts that have contacts associated with multiple communities of the same type, a contact's access to a specific
community doesn't change. A community user's profile determines the community they can access.

e When you merge a non-partner account with a partner account, the partner account must be selected as the master record.
e When you merge a partner account with a non-partner account, the owner can't be changed.

e To ensure that the merged account includes contacts associated with a community, select the account with community users as
the master record.

Territory Management (Salesforce Classic Only)
This information applies to the original Territory Management feature only, and not to Enterprise Territory Management.

e Ifnone of the original accounts have Exclude from account assignment rules selected,thenaccountassignment
rules run on the merged account to determine its territories. Also, any territories that were manually added to the non-master
accounts are manually added to the new account.

e Ifatleast one of the original accounts has Exclude from account assignment rules selected, then the following
happens.

- Account assignment rules don't run on the merged account.

- The merged account inherits all the territories from the non-master accounts.
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- Ifassignment rules were used to assign territories to the non-master accounts, it appears as if assignment rules are also used to
assign territories to the newly merged account, even if the rules don't apply to the merged account.

- Ifaterritory was manually assigned to one of the non-master accounts, the territory is manually assigned to the merged account.

- Ifaterritory was added to one account manually and to another account by rules, the territory is manually added to the merged
account.

Enterprise Territory Management (Salesforce Classic Only)

This information applies to the Enterprise Territory Management feature only, and not to the original Territory Management.

e Ifaterritory was manually assigned to one of the merged accounts (for models in all states), the territory is manually added to the
merged account.

e Account assignment rules run on the merged account for the active territory model only if you select Select by default
forthe Evaluate this account against territory rules on save checkbox ontheapplicableaccount
page layout's layout properties.

e Ifthe merged value of Exclude from territory assignment rules = true,then: 1) territory assignment rules
arenotevaluatedevenifthe Select by default checkboxforthe Evaluate this account against territory
rules on save checkbox isselected onthe applicable account page layout's layout properties; and 2) any existing rule-based
territory associations in the active model are removed from the merged account.

e Forterritory models in non-active states (P1anning or Archived), rule-based associated territories don't change on the merged
account even if the merged account field values do not match the rules.

SEE ALSO:
Merge Duplicate Accounts
Account Teams
What Is a Person Account?

Considerations for Merging Accounts Associated with Relationship Groups
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Merge Duplicate Accounts in Lightning Experience
Merge multiple accounts into one using Lightning Experience. EDITIONS

1. Choose an account record. If duplicates exist, they're listed in a Potential Duplicates related list.

Or click the View Duplicates link that appears on the account. Available in: Lightning
2. Choose up to three account records to merge. Click Continue. Experience
3. Choose one account record as the master. Business accounts available
_ in: Group, Professional,
4. Choose the field values that you want to keep. Enterprise, Performance,
5. Confirm that you want to merge the records by clicking Next, and then click Merge Accounts. Unlimited, and Developer
Editions

Person accounts aren’t
supported in Lightning
Experience

USER PERMISSIONS

To view accounts:

e Read on accounts
To merge business
accounts:

e Delete on accounts

AND

Edit on related objects,
such as opportunities
and cases
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Merge Duplicate Accounts in Salesforce Classic

Merge multiple accounts into one using Salesforce Classic. EDITIONS

1. From the Accounts tab, click Merge Accounts in the Tools section. If you don't see the merge

option, ask your admin to check your user permissions. Available in: Salesforce
2. Tofind the duplicate accounts, enter a search string. Then click Find Accounts. Classic
3. Select up to three accounts you want to merge. Then click Next. Business accounts available
in: All Editions except
4. Select one account as the master record. Database.com
5. S‘elecjt the fields that you want to retain from each record. Fields with conflicting values are Person accounts available
highlighted. in Enterprise, Performance,
6. Click Merge. Unlimited, and Developer
Editions

USER PERMISSIONS

To view accounts:
e Read on accounts

To merge business
accounts:

e Delete on accounts
AND

Edit on related objects,
such as opportunities
and cases

To merge person accounts:
e Delete on accounts
AND

Read on contacts
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Considerations for Merging Accounts Associated with Relationship Groups

Merging multiple accounts into one helps you keep your data clean so you can focus on closing
deals. Here's what you need to know about merging accounts that are members of relationship
groups.

An account can't exist more than once in the same relationship group.

The account you select as the master record retains its original relationship group memberships.
For example, if the master record “Joseph Bannon” was a member of the “Bannon Family” and
“Bannon Law Firm” relationship groups, it remains a member of those relationship groups.

The master record replaces the non-master records in all other relationship groups involved in
the merge. Forexample, if the non-master record “Joe Bannon” was a member of “Bannon Trust
Beneficiaries,” the master record is transferred Joe Bannon's membership in Bannon Trust
Beneficiaries.

If there is a relationship group to which the master record did not originally belong but the
multiple non-master records belong, the master record is transferred the membership of the
non-master account that had higher priority (primary versus secondary) or the account whose
member record was most recently madified in the relationship group. For example, if the
non-master records “JR Bannon” and “Joe Bannon” both were members of “Acme LLP” and JR
Bannon was primary, then the master record is transferred JR Bannon's membership in Acme

EDITIONS

Available in: Salesforce
Classic

Available in: Salesforce for
Wealth Management

USER PERMISSIONS

To merge business
accounts:

e Delete on accounts

To merge person accounts:

e Delete on accounts,
Read on contacts

LLP. Alternatively, if neither JR Bannon or Joe Bannon was primary or secondary but JR Bannon's member record in the relationship
group was modified more recently, then the master record would be transferred JR Bannon's membership in Acme LLP.

SEE ALSO:

Merge Duplicate Accounts

Removing Members from Relationship Group Members

Sharing Accounts

Your administrator defines your organization's sharing model and your organization's default
account access levels for territories. However, you can extend sharing privileges for your own data
on an account-by-account basis. You can use account sharing to increase access to your accounts;
you cannot restrict access beyond your organization’s default access levels.

To view and manage sharing details, click Sharing on the account detail page. The Sharing Detail
page lists the users, groups, roles, and territories that have sharing access to the account. On this
page, you can do any of the following:

To grant access to the record for other users, groups, roles, or territories, click Add.

@ Note: When you share an account, Salesforce prompts you to share any related contacts,
opportunities, or cases, up to and including your access level. Enterprise, Unlimited,
Performance, and Developer Edition users can also share related records from the record
detail pages. Ensure that users have at least “Read” permission on shared records.

Alternatively, you can share account access by creating an account team.

Click Expand List to view all users that have access to the record.
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in: All Editions except
Database.com
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in Enterprise, Performance,
Unlimited, and Developer
Editions
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e Formanual sharing rules that you created, click Edit or Del next to an item in the list to edit or delete the access level. For accounts,
you can also edit the “Owner” sharing rule.

SEE ALSO:
Territory Management

Account Teams

Record Translated Names

Use local name fields to store translated names for accounts, contacts, or leads. EDITIONS

For example, you can store the name of an account in the default language in your Salesforce org

and the account’s or user's language. The following fields can have corresponding local names: Available in: Salesforce

Classic

Standard Field Local Name Field . )
Business accounts available

Account Name Account Name (Local) in: All Editions except
Database.com

Contact: First Name Contact; First Name (Local) .
Person accounts available

Contact: Middle Name Contact: Middle Name (Local) in Enterprise, Performance,
Unlimited, and Developer

Contact: Last Name Contact: Last Name (Local) Editions

Lead: Company Lead: Company Name (Local)

Lead: First Name Lead: First Name (Local)

Lead: Middle Name Lead: Middle Name (Local)

Lead: Last Name Lead: Last Name (Local)

Local names do not affect the user’s language settings. Depending on your page layout settings, they can both be displayed on the
detail or edit page.

SEE ALSO:

Accounts
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Changing the Territories of an Account

To modify an account's manually assigned territories:

1. From the account detail page, click Change next to the Territories field.

2. Atthe Rule-based territory assignments list, view the territories that contain
the account due to active account assignment rules. You cannot use this page to remove the
account from these territories; to do so you must modify the account assignment rules that
evaluated the account.

3. Ifthe account has existing manual assignments to one or more territories, the names of those
territories appear in the Selected territories list.

4. C(lick Select and Deselect to move territories between the Available territories list and the
Selected territories list.

5. Optionally, click Horizontal View or Vertical View in the drop-down list to place the Selected
territories list either alongside or below the Available territories list.

6. When the Selected territories list contains the territories to which the account should be manually
assigned, click Save to finish and return to the account detail page.

SEE ALSO:

Territory Management
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EDITIONS

Available in: Salesforce
Classic

Business accounts available
in: All Editions except
Database.com

Person accounts available
in Professional, Enterprise,
Performance, Unlimited,
and Developer Edifions

Territory management
available in: Performance
and Developer Editions and
in Enterprise and Unlimited
Editions with the Sales Cloud

USER PERMISSIONS

To change the territories of
an account:

e Manage Territories
OR

You are a forecast
manager. Forecast
managers can manage
territories of those users
working below them in
territory hierarchy.
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Change a Record’s Owner

You can give ownership of a record to another user as long as that user has at least Read permission EDITIONS
for the type of record being transferred.
1. Onthe record detail page, click the link to change the owner. Available in: Salesforce
If you don’t see the link, you don't have permissions to change record ownership. Classic and Lightning
Experience

2. Enter or select a new owner. In organizations where the Salesforce Customer Portal or partner
portal is enabled, you can filter the results that appear on the user lookup dialog. Select either
a queue or group of users from the Owner or Assigned To drop-down list.

Available in: Contact

Manager, Group,

Professional, Enterprise,

@ Nofe: You can only enter or select users who have permission to own the record. The Performance, Unlimited,
User group and the Roles and Internal Subordinates group don’t contain Customer Portal and Developer Editions
or partner users.

3. To notify the new owner, select the Send Notification Email checkbox. USER PERMISSIONS
The “From” email address displayed in the notification is your return email address set in your To transfer single records:
email settings. * Transfer Record

For cases in Professional, Enterprise, Unlimited, Performance, and Developer Edition organizations,
the Case Assigned Template setting specified in Support Settings determines the
email text. For other records, the email text is generated automatically and cannot be customized.

4. Depending on the type of object you are transferring and your user permissions, the following checkboxes can also appear:

Checkbox Description Appears For

Change Division Transfers the record to the new owner's division. All records Accounts and leads in
related to the account are transferred to the new division as well. - Salesforce Classic, if you can
view or edit the Division

field
Transfer open Transfers open opportunities owned by other users that are Accounts in Lightning
opportunities not associated with the account. Experience

owned by the Accounts in Salesforce Classic
existing account

owner Of Transfer

open opportunities

not owned by you

Transfer closed Transfers the closed opportunities associated with the account.  Accounts in Salesforce Classic
opportunities This option applies only to closed opportunities owned by the

account owner, closed opportunities owned by other users are

not changed.

Transfer open cases [ransfersany open casesassociated with the accountowned by Accounts in Salesforce Classic

owned by the the existing account owner.

existing account

owner

Transfer closed Transfers the closed cases associated with the account. This Accounts in Salesforce Classic
cases option applies only to closed cases owned by the account owner;

closed cases owned by other users are not changed.
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Checkbox Description Appears For

Keep Account Team Transfers all account team members on the account to the new  Accounts in Salesforce Classic
owner.

Keep Opportunity Preserves the opportunity team when the opportunity is Accounts in Salesforce Classic

Team transferred to the new owner. Any opportunity splits are

Opportunities in Salesforce

preserved, and split percentages assigned to the previous owner Classic

transfer to the new one. If this box is unchecked, all opportunity
team members and splits are deleted when the opportunity is
transferred.

@ Nofte: If you transfer closed opportunities, the
opportunity team and opportunity splits are maintained,
regardless of this setting.

@ Nofe: Ifyou change anaccountownerwithboth Transfer closed opportunities and Keep Opportunity
Team deselected, the opportunity team members’ access for closed opportunities becomes Private. (Meaning, the opportunity
team members lose access to any closed opportunities).

5. Save your owner changes.

If your organization-wide default sharing for an object is set to Private, you see an error after changing the owner of a record for that
object. The error occurs because you no longer have access to the record. This error is safe to ignore.

SEE ALSO:

Transfer of Associated Items

Transfer of Associated Items

When you change a record’s owner, some of it's associated records may also be transferred to the EDITIONS

new owner.

( Important: Workflow rules that update owners do not also transfer associated items. To Available in: Salesforce
ensure transfer, click Change next to the owner's name in a record and make your transfer Classic and Lightning

selections. Experience

Available in: Contact
Record Type Associated items that are also transferred Manager, Group,
Professional, Enterprise
Performance, Unlimited,
and Developer Editions

Accounts Contacts, contracts with Draft status, attachments, notes, open
activities, and orders with Dra ft status that are either associated with
atransferring contract or no contract. Depending on your selections, this
can also include open opportunities not owned by the current account
owner, closed opportunities, open cases owned by the existing account
owner, and closed cases.

When a partner account is transferred, partner users associated with that
account are moved into the role hierarchy beneath the new owner.
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Record Type

Contacts
Orders
Opportunities

Leads

Cases
Campaigns
Contracts

Custom objects

Establishing Your Customers, Competitors, and Partners

Associated items that are also transferred

Contracts and orders with Activated status are not transferred to the new owner, however, the
new owner has read-only access to these contracts and orders.

Notes, attachments, and open activities
Open tasks and future events (only applies if neither the old nor new owner is a queue)
Notes, attachments, and open activities

Notes, attachments, and open activities. Open activities are not transferred if you change lead
ownership using the Assign using active assignment rule checkbox.

Notes, attachments, and open activities
Attachments and open activities
Notes, attachments, open activities, and orders with Draft status

Notes, attachments, and open activities

@ Nofe: You can't transfer events to which you have been invited and don't own.

SEE ALSO:

Change a Record’s Owner

Finding Account-Related Information (Related Lists)

USER PERMISSIONS

To view accounts:
To edit business accounts:

To edit person accounts:

To enable partner accounts:

To disable partner accounts:

To disable Customer Portal accounts:

EDITIONS

Business accounts available
in: Both Salesforce Classic
and Lightning Experience

Read on accounts
Edit on accounts

Edit on accounts and contacts Business accounts available

Manage External Users In: All Editions
Person accounts available
in: Both Salesforce Classic
and Lightning Experience

Edit on accounts
AND

Manage External Users .
Person accounts available

in Professional, Enterprise,

Performance, Unlimited,

and Developer Editions

Edit on accounts
AND

Edit Self-Service Users

Related lists, such as opportunities, display information related to an account.
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e Hover over the links at the top of a detail page to display the corresponding related list and its records. If Chatter is enabled, hover
links display below the feed. An interactive overlay allows you to quickly view and manage the related list items. Click a hover link
to jump to the content of the related list. If hover links are not enabled, contact your Salesforce administrator.

e If hover details are enabled, hover over any lookup field on the detail page to view key information about a record before clicking
into that record’s detail page.

e Todirectly add new items, click New (or the equivalent button) at the top of a related list. For example, to add a task to the Open
Activities related list, click New Task.

e To change the number of records shown for related lists, click View More below a related list, or click fewer or more at the bottom
of the page.

e Ifyou are unable to see related records that belong to portal users, contact your Salesforce administrator.

Viewing Related Lists

What related lists you see depends on several things.

e The Salesforce edition you are using

e Whether you are using Salesforce Classic or Lightning Experience
e Whether you are viewing a business account or a person account
e Your personal customization

e Page layout customizations set by your Salesforce administrator

e Your permissions to view related data

SEE ALSO:

Accounts

Working Together on Accounts

Account Teams
An account team is a team of users who work together on an account. For example, an account EDITIONS
team can include an executive sponsor, dedicated support representative, and project manager.

Using account teams makes it easy to track collaboration on accounts. Available in: both Salesforce

Account teams aren't the same as opportunity teams, although they have the same team member Classic and Lightning
roles. Experience

You can build an account team for each account that you own. When selecting an account team Available in: Enterprise,
member, specify the role that the person plays on the account. Depending on your sharing model, Performance, Unlimited,
you can specify each account team member’s level of access to the account and any contacts, and Developer Editions

opportunities, or cases associated with that account. That way, you can give some team members
read-only access and others read/write access.

You can set up a default account team that includes the people who you normally work with on your accounts. You can choose to
automatically add this default account team to all your accounts.

In a custom list view, you can filter account lists by the account teams in which you are a member. When creating or editing a custom
list view for accounts, select the My Account Teams filter. In account reports, you can filter accounts by the account teams in
which you are a member.
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IN THIS SECTION:

Add Account Team Members

Add team members to an account so that the people who work together on the account can easily collaborate and track progress.

Considerations for Removing Account Team Members

Before you delete a member from an account team, make sure you're aware of these considerations.

Guidelines for Setting Up Default Account Teams

Save time by setting up a default account team--a group of coworkers you typically work with on account. Then add the team to

accounts that you own.

Account Team Fields

An account team member has the following fields, listed in alphabetical order. Your page layout and field-level security settings

determine which fields are visible and editable.

Add Account Team Members

Add team members to an account so that the people who work together on the account can easily
collaborate and track progress.

Who can manage the account team members depends on the users’ access. Account record owners
and users above the owner in the role hierarchy can add, edit, and delete team members. In
Salesforce Classic, other users with edit access on the account can only add team members. In
Lightning Experience, other users with edit access on the account can add and edit team members,
but only changes to the Team Role field are saved.

Record owners and users above the owner can also grant team members higher access to the
record.

1. From the Account Team related list on an account, click to either add a team member or a
default account team. If you don't see the Account Teams related list, ask your admin to add it
to your page layout.

2. Fillin the information, including the user or default team. High-volume portal users can’t be
added to teams.

@ Nofe: The access level can't be less restrictive than your org's default account access
level. The options available to you vary depending on your org’s sharing model and
whether you're using Salesforce Classic or Lightning Experience. Regardless of sharing
access, account team members must also have the Read permission on accounts to view
accounts that list them as members.

3. Save the information.

SEE ALSO:
Account Team Fields

Guidelines for Setting Up Default Account Teams

4

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To add team members fo an
account:

e Read on users
AND
Edit on accounts

To view accounts as team
members:

e Read on accounts
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Considerations for Removing Account Team Members

Before you delete a member from an account team, make sure you're aware of these considerations. EDITIONS

e Foreach account you own, you can remove any team member from the account team.

e Unless specified, removing a member of your account team does not remove that person from Avoilqble in: bOTh Sglesforce
your opportunity teams. CIGSS{C and Lightning
) . " Experience
e Ifateam member is on your default account team and you remove him or her from a specific
account, those changes only affect that account. The setup of your default account team does Available in: Enterprise,
not change. To remove users from your default account team, see Guidelines for Setting Up Performance, Unlimited,
Default Account Teams on page 43. and Developer Editions
e Ifauseronan account team has Read/Write access (Account Access, Contact Access,

Opportunity Access, and Case Access) and is deactivated, the access will default to Read USER PERMISSIONS
Only if the user is reactivated.

To view accounts:
e Read on accounts

To remove team members:
e Read on users

AND

Edit on accounts

AND

Owner of account
record, or above owner
in your organization's
role hierarchy
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Guidelines for Setting Up Default Account Teams

Save time by setting up a default account team--a group of coworkers you typically work with on
account. Then add the team to accounts that you own.

Account teams aren't the same as opportunity teams, although they have the same team member
roles.

To set up a default account team, access Advanced User Details in your personal settings.

The access levels of the records can only grant the same or wider access than your organization’s
default access. However, at least one of the access levels must be set to a wider access than
the organization’s defaults. For example, if the organization-wide defaults for your contacts,
opportunities, and cases are set to Private, then at least one of them must be set to a wider
access for the account team members.

Contact Access isnot available when the organization-wide default for contacts is set
to Controlled by Parent.

While you're defining your default opportunity team, you can choose to automatically add it
to all your open opportunities. If you don't choose this option, you add the default team from
the Opportunity Team related list of your opportunities.

Clicking Add Default Team adds the default team of the opportunity owner, not of the user
who clicks the button.

Salesforce admins and users above you in the role hierarchy can add your default opportunity
team to opportunities that you own.

SEE ALSO:

Account Teams

Account Team Fields

An account team member has the following fields, listed in alphabetical order. Your page layout
and field-level security settings determine which fields are visible and editable.

Field

Account Access

Case Access

Contact Access

Description

The level of access that a team member has to
the account. The access level can be read/write
or read only, but it can't be less than your

Salesforce org's default account sharing access.

The level of access that a team member has to
the cases associated with the account.

The level of access that a team member has to
the contact. The access level can be read/write
or read only, but it can't be less than your

Salesforce org's default contact sharing access.

Contact Accessisnotavailable whenthe
organization-wide default for contacts is set to
Controlled by Parent.
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EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To set up default account
teams:

* Read on opportunities

To add default account
teams to accounts:

e Read on accounts
AND

Owner of account
record, or above owner
in your organization's
role hierarchy

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions
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Field Description

Opportunity Access
Team Member

Team Role
Account Manager.

SEE ALSO:

Add Account Team Members

Syncing Prospects, Contacts, and Leads with Pardot

Getting Started with the Salesforce Connector

Sync newly created prospects, contacts, and leads, between Pardot and Salesforce. In addition, sync

Pardot emails sent to prospects as Salesforce activities.

The Salesforce connector, an AppExchange-certified solution, helps you streamline disparate

marketing channels from within Pardot.

Records sync between in Pardot and Salesforce at least every 10 minutes. The sync process handles

as many as 800 records every 10 minutes, and up to 4,800 every hour.

Setting Up the Salesforce Connector
Set up your Salesforce connector for either production or sandbox environments.

Choose the option that best describes your situation.
You'll set up the connector using the
If you're setting up the connector for instructions in

Either a production or a sandbox
environment for the first time

Set Up the Connector to Sync with Either
Production or Sandbox Environments

A sandbox environment in additiontoan  Set Up the Connector to Sync with Sandbox
already existing connector you've already set - Environments
up for your production environment
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The level of access that a team member has to the opportunities
associated with the account.

The user who's listed as part of the team.

The role that the team member plays for the account, such as

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions
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Prepare Salesforce for Connecting to Pardot
Install an AppExchange package to get Salesforce ready to connect and sync with Pardot.

The package you'll download from the AppExchange automatically updates Salesforce with a
custom application, custom tab, and custom fields for leads and contacts. After you install the
package, you'll see a custom tab for the Pardot LeadDeck application. Keep in mind that you may
need to customize your view to display the custom fields for leads and contacts. This helps your
sales teams share information between Pardot and Salesforce.

If you're
installing the
Pardot
AppExchange

package fora You need to

Production 1

. Go to the Pardot AppExchange package for production environments.
environment

2. C(lick Continue to install the package.

3. When prompted for your username and password, enter your production
username and password.

4. Review the actions and click Deploy to complete the installation.

5. Confirm with your Salesforce administrator you have read permissions
for ObjectChangelogs.

Sandbox

_ 1. Log out of Salesforce.
environment

2. Go to the Pardot AppExchange package for sandbox environments.

3. When prompted for your username and password, enter your sandbox
username and password.

4. C(lick Continue to install the package.
5. Review the actions and click Deploy to complete the installation.

6. Confirm with your Salesforce administrator you have read permissions
for ObjectChangelogs.

Set Up the Connector to Sync with Either Production or Sandbox Environments

Get your Salesforce connector ready to sync between Pardot and Salesforce for either a product or
a sandbox environment.

Complete this procedure only if this is the first time you're establishing your connector. You'll need
administrative rights in Salesforce for this procedure.

1. From Salesforce Setup, enter Network Access inthe Quick Find box, then select
Network Access.

2. Create these trusted IP ranges.

Start IP Address End IP Address

67.228.95.145 67.228.95.145

45

Establishing Your Customers, Competitors, and Partners

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions
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Start IP Address End IP Address
67.228.168.139 67.228.168.141
67.228.223.106 67.228.223.107

Add the Connector to Pardot

Add and manage connector settings directly in Pardot.

Complete this procedure only if this is the first time you're establishing your connector and you
have administrative rights in Salesforce.

1.

In Pardot, hover over Admin, then click Connectors.

2. (lick + Add Connector.
3.
4

Select Salesforce.

. Type a name for the connector.

Use a name that makes it easy for you to identify your connector.
Example: Salesforce Connector)
Type your Salesforce username and password.

Keem in mind that when your Salesforce password changes, you'll need to update the Salesforce
password for your connector.

Options for Customizing the Connector
Customize the connector based on your preferences.

Select any of these options to customize your connector.

The option Which

Automatically create Enables a trigger to set any newly created leads or contacts in Salesforce
prospects in Pardot if to sync to Pardot. This won't happen for historical leads or

they're created contacts—only for those created after installing the Pardot

in Salesforce AppExchange package in Salesforce, and will work only for leads and

contacts created with an email address.

If this feature is enabled later on, any leads and contacts with email
addresses that were created after the Pardot package was installed in
Salesforce will be pushed down to Pardot. Select a default

campaign from the dropdown for any prospect created with this option.

Automatically change  Automatically updates email addresses for Pardot prospects if an email
emails in Pardot to address of a lead or contact is updated in Salesforce.

reflect changes
in Salesforce

Learn more about keeping email address updates in sync in About
Email Address Updates Between Salesforce and Pardot.
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EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To create records:

e Create, Update, and
Read on contacts and
leads

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions
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The option

Automatically match Salesforce
users to Pardot users

Exclude Salesforce Partner and
Customer Portal users from
Prospect assignment

Allow editing of Prospect lists
within the CRM

Connect to a Salesforce sandbox
account

Sync emails with the CRM

Sync plugin emails with the CRM

Enable Salesforce emails for task
creation

Enable Salesforce emails for
assignment rules

Enable Salesforce emails for user
and queue assignments

Establishing Your Customers, Competitors, and Partners

Which

Lets you send emails from any user fields, including, for example, support contacts and account
managers.

Learn how to set up this functionality is Send Emails from Salesforce.

Prevents Salesforce Partner and Customer Portal users from displaying in the “CRM Username”
dropdown when you edit a user in Pardot.

Lets users add and remove Pardot prospects from within Salesforce. If you check this box, you
must add the Visualforce elements to your Leads and Contacts page layouts.

Let’s you connect to a sandbox environment.

Automatically logs an activity for every email sent to a prospect (list, drip, autoresponder and
1-to-1 prospect emails).

Note: This can quickly fill up your activity views, especially on an account object. Disabling
Email Logging in Pardot is not retroactive. If the email logging may interfere with your
workflow in Salesforce, we recommended that you do not enable this option.

Logs an activity for emails you send through Pardot for Microsoft” Outlook”, our Thunderbird
extension, our Apple Mail plug-in, or our add-in for Gmail.

Lets you send a notification email to users when a task is created.

Lets Salesforce send a notification email to users when assignment rules run.

Lets Salesforce send a notification email to users when an assignment takes place for a user or
queue.

Set Up the Connector to Sync with Sandbox Environments

Get your Salesforce connector ready to sync between Pardot and your Salesforce sandbox.

EDITIONS

Complete this procedure only if you already have a Salesforce connector set up for your production

environment, but want the connector to point to your sandbox environment instead.

1. In Pardot, hover over Admin, then click Connectors.

2. | the row for your Salesforce connector, click
3. Inthe Username field, append . NSPARDOT to your username.
(Example: christina.wills@pardot.com.NSPARDOT)

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

, then Edit.

4. Ifyour sandbox password differs from your password in production, enter your sandbox one

inthe Password field.

5. Selectthe option Connect to a Salesforce sandbox account.

Because your sandbox is a copy of your production Salesforce organization, you'll see the connector for your sandbox, too.
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Whitelist Pardot IP Addresses in Salesforce
Set up Pardot IP addresses in Salesforce so that Pardot can communicate with Salesforce.

Complete this procedure only if it is the first time you're establishing your connector, and your
organization restricts IP access at the User Profile level. You need administrative rights in Salesforce
for this procedure.

1. From Salesforce Setup, enter Network Access inthe Quick Find box, then select
Network Access.

2. Create these trusted IP ranges.

Start IP Address End IP Address
136.147.104.20 136.147.104.23
136.147.96.20 136.147.96.23

Turn On the Connector

Complete a simple task to turn on the Salesforce connector so that you can begin syncing between
Pardot and Salesforce.

1. In Pardot, hover over Admin, then click Connectors.
2. Inthe row for your Salesforce connector, click verify now.

If Pardot is able to send data to and receive data from Salesforce, the status will change to .

Map Custom Leads Fields to Contacts Fields

Get the most out of contacts created from converted leads when you map custom fields between
the two record types.

The connector creates leads in Salesforce from prospects in Pardot. But when you convert those
Salesforce leads to contacts, only standard fields from the contacts appear for the newly converted
contacts. Mapping custom fields between leads and contacts ensures you see all the information
that helps you with your marketing and sales efforts.

1. From the object management settings for leads, go to the fields area, and then click Map Lead
Fields.

2. Foreach custom lead field, choose a custom account, contact, or opportunity field into which
you want the information inserted when you convert a lead.

3. C(lick Save.
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Setting Up Pardot Custom Fields in Salesforce

Get your custom Pardot fields to appear in Salesforce.

The AppExchange package you installed to get Salesforce ready to connect and sync with Pardot
sets up the custom fields for you, but the fields do not appear in Salesforce automatically. You need
to complete a procedure to have these custom fields appear in Salesforce.

Add Sections to Leads and Contacts Page Layouts

Complete a procedure for getting Pardot fields to appear in leads and contacts page layouts.

1.

I U S o

8.
9.

In Salesforce, from the object management settings for leads, go to Page Layouts.
A drag-and-drop box including your field options appears at the top of the page.

Drag a Section field to your Leads page layout.

In the pop-up window, enter section name Pardot.

For the number of columns, select 2 (Double).

Select the option for showing the section heading, and then click OK.

Return to the Fields section of the drag-and-drop editor and scroll right to locate the Pardot
custom fields.

Drag all the Pardot fields into your new section.

Establishing Your Customers, Competitors, and Partners

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

Add another section using the drag-and-drop editor, but for the number of columns, select 1 (Single).

Select the option for showing the section heading, and then click OK.

10. Select Visualforce Pages tab and drag Pardot Lead Activities and Pardot Lead List Membership into your new section.

Set Up Salesforce to Add Campaign Prospects to Pardot

Set up Salesforce to quickly get prospects from your Salesforce campaigns into Pardot.

1.
2.
3.

From the object management settings for campaigns in Salesforce Setup, go to Page Layouts.
Edit the layout, and select Buttons.

Drag the Add to Pardot List button to your row of custom buttons at the top of the Campaign
view.

Save the layout.
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Set Up Salesforce for Adding Leads and Campaigns to Pardot

Easily add buttons in Salesforce that make it easy to add leads and campaigns to Pardot, as well as
send Pardot-tracked email from Salesforce.

If you want to add Salesforce leads and campaigns to Pardot, set up and use the Send to Pardot
button. If email address associated with the Salesforce records:

e Don'tyetexist in Pardot, the Send to Pardot feature creates new records for you in Pardot.

e Already exist in Pardot, no harm done—you won't get duplicate records in Pardot.

If you want to send Pardot-tracked email from Salesforce set up and use the Send Pardot Email
button. You can send free-form tracked email, or use a marketing approved Pardot email template
to send email to a lead or contact.

1. Login to Salesforce as an administrator.

2. From the object management settings for leads, go to Page Layouts.
A drag-and-drop box including your field options appears at the top of the page.

In the Lead Layout box, select Buttons.
Select the Send to Pardot button and drag it into the Lead Detail section.
Select the Send Pardot Email button and drag it into the Lead Detail section.

Save the layout.

N v W

Repeat Steps 2 through 6 for Contacts.

Assign Your Salesforce Username to the Connector
Make sure that any actions you take with the connector are associated with you.

1. In Pardot, hover over Admin, then click User Management > Users.

2. |nthe row for your user profile, click , then Edit.

. Scroll to the bottom of the Edit User box.

3
4. Select your Salesforce username from the drop-down menu.
5. Click Save user.

6

. When you're in your Pardot user profile, you'll see your Salesforce username in the CRM
Username field. Click Verify, and enter your Salesforce password.

Set Up Single Sign-On for Salesforce and Pardot

Avoid having to sign on to your two separate Salesforce and Pardot systems.
1. Loginto Pardot.

2. Hover over your email address, and then click My Settings.

3. Verify that your Salesforce username is correct. If it's correct, cluck Verify. If you need to change
or add it, click Edit My User Information to change or add it.

4. When prompted, enter your Salesforce password, and then click Verify.
You'll receive a message letting you know whether the validation was scuuessful.

5. Ifthe validation was successful, log in to Salesforce and select the Pardot tab.
You should be able to see the contents of the tab without having to log in to Pardot separately.
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Send Emails from Salesforce

Send emails from any user field, including support contacts, account managers, or anyone who is
attached to a Pardot prospect.

Setting up your users and the necessary custom fields in Pardot lets you take advantage of this
feature, and send emails to prospects that could appear to come from any user in Salesforce.

In Do this

Salesforce 1. Createthe field you'd like to use to contain your CRM User Value, e.g. Relationship

Manager, on the lead or contact record in Salesforce. This field should be the
type “Lookup Field.” If you already have the field created, make sure that it's a
“Lookup Field” and that it's successfully populated.

2. Populate the lookup field with the user.

Pardot 1. Create matching user seats for any Salesforce users.

2. Onthe user record, map the Pardot user seat to the Salesforce user. This lets
Pardot to infer information about the user for variable tags when sending the
email.

3. Create a custom field in Pardot with the designated type “CRM User” to hold the
field values on the prospect record. This field is a read-only field in Pardot.

4. Map the custom field to the corresponding salesforce.com field.

About Email Address Updates Between Salesforce and Pardot

Learn how email address updates for your Salesforce contacts and leads automatically sync to your
corresponding prospects in Pardot.

When you update email addresses either manually or with Data.com for your Salesforce contacts
and leads, the following sync cycle updates the email addresses for corresponding Pardot prospects.
Also, if you merge Salesforce contacts or leads and the email addresses for your primary records
differ from the corresponding Pardot prospects, the following sync cycle updates email addresses
for your prospects.

What Syncs when Email Addresses are Missing in Salesforce or Pardot

If you have Salesforce contacts or leads that don't include email addresses, but then subsequently
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add them, the sync cycle will not create new prospects in Pardot. If, however, prospects with matching email addresses already exists

in Pardot, the sync cycle will update email addresses for the matching Salesforce leads or contacts.
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Understand Sync Options for Pardot Accounts and Salesforce Person Accounts

Easily sync leads between the two systems after you assign your Pardot prospects to users. EDITIONS

Consider these options before you sync Pardot accounts and Salesforce person accounts.
Available in: Salesforce
If you want  You should know that Classic

Pardot fo Available in: Professional,

Enterprise, Performance,
Unlimited, and Developer
Editions

Createleadsin
Salesforce and
sync with
person
accounts

By default, the connector creates Salesforce records as leads. But when leads are
converted to person accounts, Pardot is unable to recognize person accounts.
Pardot can't sync with person accounts. Instead, Pardot recreates leads to sync
with.

If you use person accounts in Salesforce, you'll want to change this default
behavior. By enabling person account syncing with lead creation, Pardot still
creates records in Salesforce as leads, but when the leads are converted into
person accounts, Pardot syncs with the person account and no additional
Salesforce leads will be created for that prospect.

With this syncing, a Salesforce person account will sync to a Pardot prospect
record that is associated with an Account in Pardot, which will not merge the
two records into one view as in Salesforce. The field mapping will remain the
same—contact fields will map to prospect fields and salesforce.com account
levelfields will map to Pardot account fields. This means that the Account Owner
of a person account will sync to the Assigned User field on the account level in
Pardot.

Create and
Sync person
accounts only

Assigned prospects that have updated default field values (including the assigned
owner) in Salesforce sync roughly every ten minutes, pushing the updates back
to the Pardot record (because Salesforce wins in the event of a conflict in data).
Updates to custom fields also sync with Salesforce, pushing those back to the
Pardot record unless the option to have the Pardot value override the Salesforce
value is enabled for that custom field.

Unassigned prospects in Pardot that have activities or updated records also sync
if records in Salesforce use the same email address. Keep in mind that assigned
prospects take higher priority for syncing than those that are unassigned in Pardot.
If there are no matching email addresses in Salesforce, the prospect in Pardot
will not sync until it's assigned to a user. This means that the connector will not
create new records in Salesforce until the prospect is assigned in Pardot.
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Sync Leads between Pardot and Salesforce
Easily sync leads between the two systems after you assign your Pardot prospects to users.

If you already have leads in Salesforce, the connector will sync those leads to Pardot, merging the
Pardot prospects and Salesforce leads between the two systems. If data in common fields between
Salesforce and Pardot conflicts, including lead owner, the data from the Salesforce fields always
wins. You can take advantage of this functionality when you set up custom fields in Pardot. You
can also set up Pardot to send emails to prospects that appear to come from any user in Salesforce.

Sync Do this

Method

Manual In Pardot, when you click the link Synchronize with CRM, prospects in Pardot and
leads in Salesforce sync instantly, merging the data from Pardot with that from
Salesforce.

Automatic

Assigned prospects that have updated default field values (including the assigned
owner) in Salesforce sync roughly every ten minutes, pushing the updates back to
the Pardot record (because Salesforce wins in the event of a conflict in data). Updates
to custom fields also sync with Salesforce, pushing those back to the Pardot record
unless the option to have the Pardot value override the Salesforce value is enabled
for that custom field.

Unassigned prospects in Pardot that have activities or updated records also sync if
records in Salesforce use the same email address. Keep in mind that assigned prospects
take higher priority for syncing than those that are unassigned in Pardot. If there are
no matching email addresses in Salesforce, the prospect in Pardot will not sync until
it's assigned to a user. This means that the connector will not create new records in
Salesforce until the prospect is assigned in Pardot.

Tracking Prospects as Salesforce Contacts
Automatically create contacts in Salesforce from your Pardot prospects.

By default, the Salesforce connector creates Salesforce leads from your prospects in Pardot. If you
don't want to track your prospects as leads in Salesforce, you can have a Pardot Services member
adjust the default setting so that Pardot creates contacts in Salesforce instead of leads.

I this feature is enabled on your account, Pardot will ook first at your Salesforce leads to see whether
there’s an existing lead record with the same email address with which Pardot can sync. If there’s

no existing lead record, Pardot looks for an existing contact record with the same email address. If
noSalesforce lead or contact exists with the same email address, Pardot will create a new Salesforce
contact record.
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Tracking the Products Your Customers Buy

What Are Assets?

While products represent the items that your company sells, assets represent the specific products
your customers have purchased. Assets have a serial number, date of purchase, and other information
related to an individual sale. Depending on how your organization uses assets, they can represent
a competitor product that your customer has or versions of your products.

Use assets to store specific information about the products your customers have. You can view
assets on the Assets tab. Depending on your page layouts, you also can view asset related lists on
your account, contact, and product page layouts.

You can introduce hierarchy to assets in your org to represent more complex products. An asset
hierarchy can contain up to 10,000 assets. Define relationships between assets using the Parent
Asset field on assets.

If your admin has set up entitlements, your customers may be eligible for support based on an asset
they've purchased.

SEE ALSO:
Getting Started with Assets

Viewing Asset Lists

Getting Started with Assets

If your organization has enabled products, assets are automatically enabled for your organization.
However, admins still need to customize their org before users can begin using assets.

To implement assets for your organization:
e Add the Assets tab to your home page.

@ Note: By default, the Assets tab is hidden in organizations created before Spring "15.
You can make the Assets tab visible to your users by changing the user profiles.

e Addthe Assets related list to account, contact, and product page layouts. Users can create new
assets from these related lists.

e If you want to be able to make one asset a child of another asset, add the Parent Asset
field and Child Assets related list to asset page layouts. If you'd like to give users more context,
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you can also add the read-only Root Asset field, which represents the top-level asset in an asset hierarchy.

e Add the Cases related list to the appropriate product and asset page layouts.

e Addthe Asset field to your case page layouts. Consider changing the field-level security for the Asset field so that it displays

oris required if necessary for your business.

e Bydefault, your users have “Read,” “Create,” “Edit,” and “Delete” permissions on assets. If necessary, revise these permissions for your
users. Without the “Read” permission on assets, users will not see any assets or asset related lists in Salesforce.
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e Optionally, customize asset fields and page layouts from Setup by entering Assets inthe Quick Find box, then selecting

Assets.

SEE ALSO:
What Are Assets?

Displaying the Assets Tab

The Assets tab is where you can view and work with assets. The Asset tab is visible in organizations
created after Spring 15.

By default, the Asset tab is hidden for organizations created before Spring ‘15, so it doesn't appear
in the All Tabs page. Update the user profile to change the tab visibility.

1. From Setup, click Administer | Manage Users | Profiles.
Click Edit next to the user profile that you want to update.
In the Tab Settings list, change the setting for Assets to Default On.

Click Save.
Now users with the updated profile can see the Asset tab in the All Tabs page and can add the
Assets tab to their home pages.

> W N

Viewing Asset Lists

You can display a list of assets by opening the Assets tab. You also can display a list of assets by
going to the Products tab and clicking a view from the Asset Views section.

To show afiltered list of items, select a predefined list from the View drop-down list, or click Create
New View to define your own Custom view. To edit or delete any view you created, select it from
the View drop-down list and click Edit.

e (lickan asset name to view the detail. Click Edit or Del to edit or delete the asset. For information
on deleting assets, see Deleting Assets on page 58.

e If Chatteris enabled, click g or = to follow or stop following an asset in your Chatter feed.

SEE ALSO:
What Are Assets?
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Displaying and Editing Assets
You can display an asset from the Products tab or a related account or contact.

Displaying Assets
Once you have located an asset from a related list, or the products home or list pages, click the
name to display detailed information. If hover details are enabled, hover over any lookup field
on the detail page to view key information about a record before clicking into that record’s
detail page.

Viewing Asset Updates and Comments (Chatter)
Display a Chatter feed of updates, comments, and posts about the asset.

Editing Assets

e Useinline editing to edit fields directly on the detail page. If inline editing isn't enabled,
contact your administrator.

e Todisplay the page in edit mode, click Edit, make your changes, and click Save.

Asset Related Lists
Below the asset detail are related lists that include information about associated cases,
entitlements, activities, or notes and attachments. The related lists you see are determined by
your personal customization and any customization your administrator has made to page
layouts. Click on individual items to display additional information about them. Click more at
the bottom of the page or View More below a related list to display more items.

Establishing Your Customers, Competitors, and Partners

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To view assets:
e Read on assets

To change assets:
e Edit on assets

@ Note: Hover over the links at the top of a detail page to display the corresponding related list and its records. If Chatter is
enabled, hover links display below the feed. An interactive overlay allows you to quickly view and manage the related list
items. Click a hover link to jump to the content of the related list. If hover links are not enabled, contact your Salesforce

administrator.

Printing Assets

To open a printable display of the record details, in the top-right corner of the page, click Printable View.

Toreturn to the last list page you viewed, click Back to list at the top of the asset detail page. If your organization has enabled collapsible
page sections, use the arrow icons next to the section headings to expand or collapse each section on the detail page.

You can enter person accounts in either the Account or Contact fields of an asset. The Assets related list on a person account
includes all assets related to the person account, including those where the person account is in the Contact field.

@ Nofte: Users can view an asset if they can view the account or contact listed on the asset. However, sharing settings may prevent

users from viewing the account associated with the contact on the asset.

SEE ALSO:
Asset Fields

Viewing Asset Lists
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Creating Assets
1. Click New on the Assets home page or on the Assets related list of an account, contact, or EDITIONS

product. This action automatically inserts the account name, contact name, or product name,

depending on the record you selected when you clicked New. Available in: Salesforce

2. Toassociate the asset with a product, enter the exact product name. If the product name is Classic and Lightning
unique, Salesforce automatically inserts this name in the Asset Name field. Experience
If you do not know the name of the product: Available in: Professional,

Enterprise, Performance,

Unlimited, and Developer
b. Enter a search filter to find a current product, and click Gol. Editions

a. (lickthe Product lookup icon if the asset is based on a product.

c. Selectthe appropriate product. Salesforce automatically inserts the selected product name
inthe Asset Name field. USER PERMISSIONS

3. Enter a name for the asset.

To view assets:

4. Choose the account or contact for the customer who has purchased the asset. * Read on assets
If necessary, you can choose both an account and a contact that are not related. The asset To create assets:
displays on the contact selected on the asset as well as the account selected on the asset. * Create on assets

However, it doesn't display on the account of the contact. If you only choose a contact, the
asset displays on both the contact and the contact's account.

5. Optionally, select a parent asset. This field is useful if the asset you are creating is a component of another asset. For example, a “tent”
asset could be the parent of a “rain fly” asset and a “tent pole set” asset. Creating hierarchical relationships between assets lets you
track when an asset component was last replaced, link work order line items to child assets, and more.

@ Note:

e Anasset hierarchy can contain up to 10,000 assets.

e Depending on how assets are set up in your org, the Parent Asset field may need to be added to the asset page
layout.

6. To create an asset for a competitor's product, check Competitor Asset.
7. C(lick Save.

You can enter person accounts in either the Account or Contact fields of an asset. The Assets related list on a person account
includes all assets related to the person account, including those where the person account is in the Contact field.

SEE ALSO:
Asset Fields

Cloning Assets
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Cloning Assets

Use the Clone button on an asset to quickly create a new asset with the same information as the

selected asset. To clone an asset for your organization:

1.

Click Clone on an existing asset.

2. Enter or change any information for the new asset.

3. C(lick Save.

@ Nofe: If you have read-only access to a field, the value of that field is not carried over to the

cloned record.

SEE ALSO:

Asset Fields

Deleting Assets

Since assets are related to account and contact records, you can delete them from those records
or individually using the Products tab. Before you delete an asset, review the following scenarios:

@ Nofe: You can delete an asset individually without deleting any related record. However, if

Is the asset associated with a case?

Assets associated with cases cannot be deleted. This includes deleting an account or contact
record that is associated with an asset listed on a case.

Is the asset associated with a product?

When an asset is based on a product, deleting the product does not delete the asset.

Is the asset associated with an account or contact?

If you delete an account or contact, all associated assets are also deleted and moved to the
Recycle Bin.

Note that if you delete an account with a related contact that is associated with an asset, all
three records are deleted. To restore all three records, restore the account record.

Does the asset have a parent asset and child assets?

If you delete an asset with both a parent asset and child assets, keep in mind that its parent
and children will no longer be linked in an asset hierarchy.

you later delete the related record, you cannot recover the asset from the Recycle Bin.

To delete an asset:

1.
2.
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To view assets:
e Read on assets
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Locate the asset on the Assets related list of an account or contact, or on an asset list view from the Products tab.

Click Del next to the asset you want to delete.
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3. Click OK.

SEE ALSO:
What Are Assets?

Asset Fields

An asset has the following fields, listed in alphabetical order. Depending on your page layout and EDITIONS
field-level security settings, some fields may not be visible or editable.

Available in: Salesforce

Field Description Classic and Lightning
Asset Division Division to which the asset belongs. This value Experience
is automatically inherited from the related Available in: Professional,
account if any. Otherwise the value is inherited Enterprise, Performance,
from the related contact. Available only in Unlimited, and Developer
organizations that use divisions to segment their Editions
data.
Asset Level The asset’s position in an asset hierarchy. If the

asset has no parent or child assets, its level is 1.
Assets that belong to a hierarchy have a level of
1 for the root asset, 2 for the child assets of the
root asset, 3 for their children, and so forth.

@ Note: On assets created before Summer
"17 that are part of an asset hierarchy, the
asset level defaults to —1. Once the asset
record is updated, the asset level is
calculated and automatically updated.

Asset Name Identifying name for the asset. In Salesforce
Classic, if you select a product from the product
lookup, this name is automatically populated
with the product name.

Account Account associated with the asset. Each asset
must be associated with an account or contact.

Contact Contact associated with the asset. Each asset
must be associated with an account or contact.
Ifyou choose both an account and contact, they
do not need to be related to each other. Contacts
that are not associated with an account cannot
be linked to assets.

Competitor Asset Checkbox to indicate if the asset represents a
competitor’s product. Use assets to track what
customers have your competitor's products
using this checkbox.

Description Text that distinguishes this asset from others.

59



Sell to Your Customers

Field
Install Date

Owner

Parent Asset

Price

Product
Purchase Date
Quantity

Root Asset

Serial Number
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Description
Date the customer installed the asset.

Individual user to which the asset is assigned. By default, the asset
owner is the user who created the asset record.

The asset’s parent asset.

O Tip: View, create, and delete an asset’s child assets in the
Child Assets related list.

Amount the customer paid for the asset.
The product on which the asset is based.
Date the customer bought the asset.
The number of assets purchased.

Read Only. The top-level asset in an asset hierarchy. Depending on
where an asset lies in the hierarchy, its root might be the same as
its parent.

The model number on the asset.

Status State of the asset.
Usage End Date The date the asset expires or the last date it is under warranty. Use
this field to store whatever date is appropriate for your business.
SEE ALSO:

Creating Assets

Cloning Assets

Set Field History Tracking on Assets
Track changes to asset records by enabling field history tracking. EDITIONS

Use field history tracking to see information about:

Available in: Salesforce
Classic and Lightning
Experience

e The date and time when the field was changed
e What changed

* \Who made the change
9 Available in: Professional,

To enable tracking on asset fields, from the object management settings for assets, go to the fields Enterprise, Performance,
section and click Set History Tracking. See also Tracking Field History. Unlimited, Developer
Editions
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Specify the Asset Owner for Assets

Asset records have an Asset Owner field, which is used to set hierarchy and sharing-based
access controls. By default, the asset owner is the user who creates the asset record.

Beginning Spring ‘15, the Asset Owner fieldis used foraccess control when the Assets object’s
sharing setting is Private, Public Read-Only, or Public Read/Write. If the Asset object’s sharing setting
is Controlled by Parent, the asset owner field has no effect on access control. That's because the
parent account’s settings control access to the asset.

If you activated Salesforce before Spring ‘15, you can automatically update the asset owner field
on asset records when you enable the Asset object sharing preference. The sharing preference sets
the value of the asset owner field to equal either:

e The user who created the asset
e The user who is the owner of the parent account

By default, the Asset Owner field doesn't appear on the page layout. To add the Asset
owner field to the page layout, from the object management settings for assets, go to Page
Layouts.

1. FromSetup,enter Asset Settingsinthe Quick Find box, then select Asset Settings.

2. Selectthe option Enable Asset Sharing.
The options for setting the default Asset Owner field appear for newly created asset records.

3. Setthe Asset Owner to be either:

e C(Creator of the asset

e Owner of the parent account

4. Save your changes.

Establishing Your Customers, Competitors, and Partners

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,
Unlimited, Developer
Editions

USER PERMISSIONS

To enable sharing:
e Manage Sharing

To create, edif, and delete
page layouts:
e Customize Application

To change the asset owner of an asset record, click the Assets tab and select an asset record. Or, open the asset record from the Assets
Related List on the Accounts, Contacts, or Products tabs. In the Asset Detail section, click Change next to the Asset Owner field

and select a different user.

Searching for Assets

1. Enteryour search terms in the sidebar or header search box.

2. Click Search.

3. From the search results, click an item to open it or click Edit, if available.

You can also create an asset list view from the Products tab to find assets that match specific criteria.
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Available in: Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To view assets:
e Read on assets
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Enabling Sharing Rules for Assets

Sharing rules allow you to make automatic exceptions to your organization-wide sharing settings
for defined sets of users. If your organization was created before Spring ‘15, you must enable the
sharing preference so you can create and apply sharing rules on assets in your organization.

Previously, the asset object was a child object of the Accounts object, so the asset object’s visibility
was based on the parent object’s settings. In Spring '15, the asset object was redesigned to be an
individual standard object, not a child object. As a result, you can create sharing rules and apply
them to asset records.

@ Nofte: Sharingis enabled by default in organizations created after Spring 15, so you can skip
these steps. For organizations created before Spring '15, sharing is disabled by default. If you
want to use sharing rules, then you must enable the sharing preference.

1. FromSetup,enter Asset Settingsinthe Quick Find box then select Asset Settings.
2. Select the checkbox nextto Enable Asset Sharing.

3. Click Save.
Now you can create and apply sharing rules on assets.

After you've enabled asset sharing, specify how the system should populate the Owner field.

Sharing Assets

To view and manage sharing details for assets, click Sharing on the asset detail page. The Sharing
Detail page lists the users, groups, roles, and territories that have sharing access to the asset.

Your administrator defines the default sharing model for your entire organization. You can change
this model to extend sharing to more users than the default set by your administrator. However,
you cannot change the sharing model to make it more restrictive than the default.

On the Sharing Detail page, you can do any of the following:

e Toshow afiltered list of items, select a predefined list from the view drop-down list, or click
Create New View to define your own custom views.To edit or delete any view you created,
select it from the View drop-down list and click Edit.

e To grant access to the record for other users, groups, roles, or territories, click Add.

@ Note: To share an asset with another user, that user must have access to the account
associated with the asset and the “Read” permission on assets.

e (lick Expand List to view all users that have access to the record.

e Formanual sharing rules that you created, click Edit or Del next to an item in the list to edit or
delete the access level.
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EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,
Unlimited, Developer
Editions

USER PERMISSIONS

To enable sharing:
e Manage Sharing

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,
Unlimited, Developer
Editions

USER PERMISSIONS

To view assets:
e Read on assets
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Creating Asset Sharing Rules

Asset sharing rules can be based on the record owner or on other criteria, including record type
and certain field values.

You can define up to 300 asset sharing rules, including up to 50 criteria-based sharing rules.

1.

9.

10. In the remaining fields, select the access settings for the records associated with the shared assets.

If you plan to include public groups in your sharing rule, confirm that the appropriate groups
have been created.

From Setup, enter Sharing Settings inthe Quick Find box, then select Sharing
Settings.

In the Asset Sharing Rules related list, click New.

Enter the Label Name and Rule Name. The Label is the sharing rule label as it appears on the
user interface. The Rule Name is a unique name used by the APl and managed packages.

Enter the Description. This field describes the sharing rule. It is optional and can contain up to
1000 characters.

Select a rule type.

Depending on the rule type you selected, do the following:

Establishing Your Customers, Competitors, and Partners

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To create sharing rules:
* Manage Sharing

® Based on record owner—Inthe owned by members of line, specify the users whose records will be shared:
select a category from the first drop-down list and a set of users from the second drop-down list (or lookup field, if your organization

has over 200 queues, groups, roles, or territories).

® Based on criteria—>Specifythe Field, Operator,and Value criteria that records must match to be included in the sharing
rule. The fields available depend on the object selected, and the value is always a literal number or string. Click Add Filter Logic...

to change the default AND relationship between each filter.

@ Nofe: To use a field that's not supported by criteria-based sharing rules, you can create a workflow rule or Apex trigger
to copy the value of the field into a text or numeric field, and use that field as the criterion.

Inthe Share with line, specify the users who should have access to the data: select a category from the first drop-down list and

a set of users from the second drop-down list or lookup field.

Select a setting for Asset Access.

Access Setting Description

Controlled by Parent Users can view, edit, or delete an asset based on whether he or
she can perform that same action on the parent object associated
with the Asset object. Controlled by Parent is the default access

setting.

Private Users can't view or update records, unless access is granted

(available for associated contacts, opportunities, and cases only) outside of this sharing rule.

Read Only Users can view, but not update, records.

Read/Write Users can view and update records.
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@ Nofe: Asset Access is not available when the organization-wide default for assets is set to Controlled by Parent.

11. Click Save.

Tracking the People You Work With

Contacts
A contact is someone who's associated with one of your accounts or other records such as EDITIONS
opportunities. Contacts are typically employees of the businesses that you sell to. Contact details

provide the information that you need to work your deals effectively, such as name, mobile phone Available in: both Salesforce

number, and job title. Classic and Lightning
Experience
Considerations for Creating Contacts Available in all editions

Before you create contacts, consider a few key points.

Guidelines for Viewing and Managing Contacts
Use the Contacts home page to view and manage your contacts.

Considerations for Using Contact Roles
Contact roles let you specify the part that a person plays in an account, case, contract, or opportunity. When you use contact roles,
you have more information about who to contact and when. There are some things to be aware of when using contact roles.

Considerations for Changing the Account for Contacts
Consider key points before changing the account that's associated with a contact.

Merge Duplicate Contacts
If duplicate contacts are associated with the same account, you can merge them. That way, your data is streamlined and up-to-date.

Display Contact Hierarchies
Give your sales team a key tool for planning their sales strategy by showing contacts in a hierarchy or org chart.

Considerations for Deleting Contacts

Most contacts can be deleted with one click. However, before you delete a contact, be aware of who can delete contacts and what
happens to records that are associated with deleted contacts.

SEE ALSO:

What Is a Person Account?

Considerations for Creating Contacts

Before you create contacts, consider a few key points. EDITIONS

e You can create a contact from several places in Salesforce.

Available in: both Salesforce
Classic and Lightning
Experience

- Create a contact on an account’s detail page.
— Import a contact from a mobile device using the Salesforce app.

- Create a contact from the Contacts area. You should always associate an account to the
new contact. If you don't, the contact is private. Private contacts are accessible only to their
owner and system administrators, which makes them hard to find and easy to forget.

Available in all editions
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To create a contact that's automatically associated with an account, create the contact from the account’s detail page.

Totracka contact’s relationship with more than one account, use the Related Accounts related list to add additional account-contact
relationships By tracking all related accounts on a single contact record, you avoid creating duplicate contacts. Just make sure your

admin has set up Contacts to Multiple Accounts.

If your Salesforce org uses record types, you're sometimes prompted to choosea Record Type when creating a contact. Different

record types can have different fields and picklist values.

If your Salesforce org uses divisions, the division of a new contact is automatically set to the division of the related account.

SEE ALSO:

Contacts
Import Contacts from Mobile Device Contact Lists into Salesforce
Contact Fields

Share Contacts

Guidelines for Viewing and Managing Contacts

Use the Contacts home page to view and manage your contacts.

Person accounts don't appear in the Recently Viewed list on the Contacts home page.

If you're using Salesforce Classic, a printable view of the contacts list is available. You can save
the printable view as a PDF.

When you select a person account from a contact list view, the corresponding person account
appears on the Accounts page.

To view a filtered list of contacts, select a predefined view from the drop-down list. Admins of
Professional, Enterprise, Unlimited, Performance, and Developer Edition orgs can grant access
to contacts beyond what the sharing model allows. See Share Contacts.

If you're using Salesforce Classic:
- To define your own custom view, click Create New View.

- Toedit ordelete a view that you created, select it from the View drop-down list,and then
click Edit.

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in all editions

USER PERMISSIONS

To view contacts:
e Read on contfacts

To create contacts:
e Create on contacts

To make person accounts easy to find, create a custom list view, adding the Is Person Account iconasa column.

If you're using Salesforce Classic, to add contacts to a campaign, select the checkbox next to one or more contacts, and then click

Add to Campaign. To select all displayed records, select the checkbox in the column header.

SEE ALSO:

Contacts

Considerations for Changing the Account for Contacts
Share Contacts

Finding Out if Your Partners Use Salesforce

Accounts
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Considerations for Using Contact Roles

Contact roles let you specify the part that a person plays in an account, case, contract, or opportunity. EDITIONS
When you use contact roles, you have more information about who to contact and when. There
are some things to be aware of when using contact roles.

Available in: both Salesforce

@ Important: In Salesforce Classic, contact roles are available for accounts, opportunities, cases, Classic and Lightning

and contracts. In Lightning Experience, contact roles are available for opportunities and Experience

contracts. Although contact roles work more or less the same for each available object, they Available in all editions
work independently. Therefore, you need to set them up and use them separately for each

object.

e Toview the contact records that are listed in the Contact Roles related lists, you must have the proper user permissions and sharing
access to those records.

e When you add contact roles for opportunities, you can select from up to 50 contacts that are associated with the record’s account.
e Asingle contact or person account can have a different contact role on different records.

e Adding person accounts to contact roles on accounts is available but not recommended. Instead, use the Partners related list to
associate person accounts to other accounts.

SEE ALSO:
Add and Manage Contact Roles

Considerations for Changing the Account for Contacts

Consider key points before changing the account that's associated with a contact. EDITIONS

@ Note: If the contact has a parent account, and the organization-wide default is Controlled

by Parent, “Edit" access on the account is required to edit the contact. Available in: both Salesforce
Classic and Lightning
e Ifany of the following are true, you can change the account that's associated with a contact. Experience
- You have access to the contact, and you're the owner of the target account or the manager Available in all editions

of the owner in the role hierarchy.

- You're the owner of the contact, or you have access to the contact, and you have access
to the target account.

- You're an admin.

If you don’t meet any of these conditions, contact your admin to change the associated account.

e Ifyouchangethe Account Name field:

-~ (Cases and opportunities that are associated with the contact remain associated with the previous account and don't roll up to
the new account.

— New cases and opportunities that are created for the contact are associated with the new account.

For contacts that are enabled for portals, review these considerations.

SEE ALSO:
Contacts

Share Contacts
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Merge Duplicate Contacts

If duplicate contacts are associated with the same account, you can merge them. That way, your data is streamlined and up-to-date.

Merge Duplicate Contacts in Lightning Experience
Merge duplicate contacts using Lightning Experience.

Merge Duplicate Contacts in Salesforce Classic
Merge duplicate contacts using Salesforce Classic.

SEE ALSO:
Considerations for Merging Duplicate Contacts

Considerations for Merging Contacts That Are Associated with Portal Users

Considerations for Merging Duplicate Contacts

Keep these considerations in mind when you merge duplicate contact records.
Primary Account
In Lightning Experience, you can merge contacts that have different primary accounts unless Available in: both Salesforce
the contact is associated with a portal user. In Salesforce Classic, you can merge only contacts Classic and Lightning
that have the same primary account. The primary account is the account listed inthe Account Experience
Name field on the contact record. Available in all editions

Redundant Relationships
If you try to merge contacts that are indirectly related to the same account, Salesforce displays
a message suggesting that you remove the redundant relationship. On contact records, indirect relationships are managed from
the Related Accounts related list.

Portal Users
When you use Lightning Experience to merge contacts associated with portal users, the portal user status isn't shown during merging.
The merged record retains the portal user status of the master record. When you use Salesforce Classic to merge contacts associated
with portal users, the portal user status is shown during merging. You choose the portal status you want to retain in the merged
record. In both Lightning Experience and Salesforce Classic, the master contact must be associated with a portal user. The merged
contact retains the portal user status of the master contact. If a non-master contact is associated with a portal user, that user is
deactivated.

Related Items, Chatter Feeds, and Attachments
When duplicate records are related to items such as campaigns or activities, Salesforce relates the items to the merged record, with
some exceptions. Chatter feeds are retained from the master record only. Attachments in Chatter feeds are retained in Salesforce
but aren't associated with the merged record. To associate the dropped files with the merged record, find them in Files home (in
Lightning Experience) or the Files tab (in Salesforce Classic). Then add them to the Files related list on the merged record.

Campaigns
If the duplicate contacts are members of different campaigns, the date in the Member Status Updated field is retained for
each contact and associated with the merged contact.

Hidden and Read-Only Fields
Salesforce retains any data in hidden or read-only fields, such as sharing settings, from the master record. Hidden fields aren’t shown

while you merge. Amergedrecord retainsthe Created By userand Created Date from the oldestrecord merged, regardless
of which record is the master. The record shows the merge date as the Last Modified By date.
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Non-Master Contacts
The non-master contacts are moved to the Recycle Bin.

SEE ALSO:
Merge Duplicate Contacts
Contact Fields

Considerations for Merging Contacts That Are Associated with Portal Users

Considerations for Merging Contacts That Are Associated with Portal Users
Consider key points before you merge contacts that are associated with portal users.

e Youcan merge a portal contact with another portal contact. For example, you can merge
contacts that are enabled to use the following.

— A partner portal with contacts that are enabled to use a customer portal or the reverse

— A partner portal or customer portal with contacts that are not enabled to use a portal

e Before you merge contacts that include partner users and customer users, decide which type
of portal user to retain. The user that you don't retain is disabled. However, after the contacts
are merged, you can enable the contact for access to the portal from which it was removed
during the merge process.

e Portal users who are disabled during the merge process retain ownership of any records that
they own. For example, if a portal user owns a case, and the portal user is disabled, he or she
remains the owner of the case until the case is updated with a new owner.

e You can merge contacts that are associated with various accounts by transferring the contacts
that you want to merge into one account and then merging the contacts that are associated
with the common account.
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EDITIONS

Available in: Salesforce
Classic

The customer portal is
available in: Enterprise,
Performance, Unlimited,
and Developer Editions

The partner portal is
available in: Enterprise,
Performance, and
Unlimited Editions
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Merge Duplicate Contacts in Lightning Experience

Merge duplicate contacts using Lightning Experience. EDITIONS
1. Choose a contact record. If duplicates exist, they're listed in a Potential Duplicates related list.

Or click the View Duplicates link that appears on the contact. Available in: Lightning
2. Choose up to three contact records to merge. Click Continue. Experience

3. Choose one contact record as the master. Available in: All Edifions
Customer Portal is available
in: Enterprise, Performance,
Unlimited, and Developer
Editions

@ Nofte: In Lightning Experience, portal user status isn't shown during merging.

4. Choose the field values that you want to keep.

5. Confirm that you want to merge the records by clicking Next, and then click Merge Contacts. Partner Portal is available in:

Enterprise, Performance,
and Unlimited Editions

USER PERMISSIONS

To merge contacts:
e Delete on contacts

To merge Customer Portal
enabled confacts:

e Delete on contacts
AND
Edit Self-Service Users

To merge partner portal
enabled confacts:

e Delete on contacts
AND

Manage Partners
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Merge Duplicate Contacts in Salesforce Classic
Merge duplicate contacts using Salesforce Classic.
1. From the Contacts related list of an account, click Merge Contacts.

2. Select up to three contacts to merge. Use the search box to refine the list, or click All Contacts
to view the full list of contacts. Click Next to continue.

3. Select one contact as the master record.

4. |fyour organization uses a partner or customer portal, you can select which record you want
toretain as the portal user. If you don't want the merged contact to include a portal user, select
Not a portal user.

5. Select the fields values that you want to retain from each record. Fields with conflicting values
are highlighted.

6. Click Merge.

See it in action: @ How to Merge Contacts in Salesforce

Display Contact Hierarchies

Give your sales team a key tool for planning their sales strategy by showing contacts in a hierarchy
or org chart.

SEE ALSO:

Contacts

Considerations for Deleting Contacts
Most contacts can be deleted with one click. However, before you delete a contact, be aware of

who can delete contacts and what happens to records that are associated with deleted contacts.

® You can delete a contact if you're an administrator, the contact owner, or a user above the
contact owner in the organization role hierarchy, and if you have the “Delete” permission on
the Contact object. If you meet these requirements, you'll see Delete as an option on the
contact’s detail page and on its row on the contact list page in.

e Ifyou delete a contact, these associated records are also deleted. You don't need the “Delete”
permission on the associated records.

- Assets (without cases)
- Attachments

-~ Campaign history

- Events

- Notes
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EDITIONS

Available in: Salesforce
Classic

Available in: All Editions

Customer Portal is available
in: Enterprise, Performance,
Unlimited, and Developer
Editions

Partner Portal is available in:
Enterprise, Performance,
and Unlimited Editions

USER PERMISSIONS

To merge contacts:
e Delete on contacts

To merge Customer Portal
enabled confacts:

e Delete on contacts
AND
Edit Self-Service Users

To merge partner portal
enabled confacts:

e Delete on contacts
AND

Manage Partners

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in all editions
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-~ Tasks

Accounts, entitlements, and opportunities that are associated with the contact aren’t deleted.

e The deleted contact is moved to the Recycle Bin. If you undelete the contact, any associated records are restored, including any
inactive Self-Service usernames.

e If you delete or remove an activity's primary contact, another contact becomes the primary contact in its place. You can edit the
activity to manually select another primary contact.

® You can't delete contacts that have these records associated with them.
- Assets (with cases)
- (Cases
- Contracts
-~ Partner user
- Service contracts
— Active Self-Service users

-~ Active Customer Portal users

Share Contacts

Share contacts with other users to make it easier to collaborate within your sales team. EDITIONS

To share contact records with other users, those users must have Read permission for Contacts.
When you share a contact record that has an associated account, the account is also shared only if Available in: Salesforce
you have permission to share account records. Classic

1. Ona contact’s detail page, click Sharing. Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

The sharing detail page lists the users, groups, roles, and territories that have sharing access to
the contact.

2. Onthe sharing detail page, do any of the following.

e Toshow afiltered list of items, select a predefined list from the View drop-down list, or
click Create New View to define your own custom views.

e Toedit or delete any view you created, select it from the View drop-down list and click Edit.
e (lick Expand List to view all users that have access to the record.
e Togrant access to the record for other users, groups, roles, or territories, click Add.

e For manual sharing rules that you created, click Edit or Del next to an item in the list to edit or delete the access level.

3. Save your changes.

SEE ALSO:
Contacts
Guidelines for Viewing and Managing Contacts
Considerations for Changing the Account for Contacts

Considerations for Sharing and Accessing Contacts
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Considerations for Sharing and Accessing Contacts

Here's some things to know about sharing and accessing contact records.

EDITIONS

e (Contact sharing isn't available for organizations that have territory management or person
accounts. Available in: Salesforce

e You can't restrict access to contacts beyond your organization’s default access levels. Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

e You need at least read access to the contacts and leads that you invite to an event. You need
at least “Add Events” on a resource to invite it to an event.

e Acontact thatisn't linked to an account is always private, regardless of your organization'’s
sharing model. Only the owner of the contact and administrators can view it. Sharing rules and
workflow rules don't apply to private contacts. If your organization uses divisions, private contacts
always belong to the global division.

e Ifarecipient doesn't have access to the account, you can't share the contact unless you also have permission to share the account.

e Ifyourorganization-wide default for contacts is set to Controlled by Parent, the Contact Access optionsaren't available when
you share related records such as accounts. Instead, all access to contacts is determined by the user's access to the contact’s account.

e [fyourorganization-wide default for contacts is Controlled by Parent and your organization-wide default for accounts is Private, you
can't view contacts for accounts that you don’t own, even if you have the View All permission on the account object. However, if
you own a contact on an account, you can view other contacts on the same account. (Access to a parent account gives you access
to the associated child records.)

Contact Fields

Contacts have the following fields, listed in alphabetical order. Availability of fields depends on how
your admin set up Salesforce.

EDITIONS

Available in: both Salesforce

Field

Account Name

Allow Customer Portal
Self-Registration

Assistant

Asst. Phone

Birthdate

Contact Currency

Description

The account that the contact is linked to. Enter
the account name, select the account from a
list, or create an account. Private contacts don't
have an account.

If you allow access to a customer portal, when
selected, allows contacts to self-register for it.

The contact’s assistant. Maximum 40 characters.

The assistant’s phone number. Maximum 40
characters.

The contact’s birthday. Click the field, and then
choose a date from the calendar.

The default currency for all currency amount
fields in the contact. Amounts are displayed in
the contact currency and converted to the user’s
personal currency. Available when multiple
currencies are used.
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Field Description

Contact Division The division that the contact belongs to. This value is inherited
from the related account.

Available when divisions are used to segment data.

Contact Owner The contact’s assigned owner. Not available in Personal Edition.

Contact Record Type The name of the field that determines what picklist values are
available for the record. Available in Professional, Enterprise,
Unlimited, Performance, and Developer Editions.

Created By The user who created the contact. Includes creation date and time.
Read only.

Custom Links Alist of custom links for contacts, as set up by your administrator.

Department The associated business or organizational unit. Maximum 80
characters.

Description The contact’s description. Maximum 32 KB of data. The first 255

characters appear in reports.

Email The contact's email address. A valid email address is required.
Maximum 80 characters.

Click the email address in this field to send an email using your
personal email application. This action isn't logged as an activity
on the contact record.

If the Gmail Buttons and Links feature is enabled, click the Gmail
link next to the field to send an email from your Gmail account.

Fax The contact’s fax number. Maximum 40 characters.

First Name The contact’s first name, as displayed on the contact edit page.
Maximum 40 characters.

First Name (Local) The contact’s first name, translated into the local language.
Home Phone The contact’s home phone number. Maximum 40 characters.
Last Modified By The user who last changed the contact fields, including

modification date and time. This field doesn't track changes that
were made to any of the related list items on the contact. Read
only.

Last Name The contact’s last name as displayed on the contact edit page.
Maximum 80 characters.

Last Name (Local) The contact’s last name, translated into the local language.

Lead Source The record source: for example, Advertisement, Partner, or Web.
The entry is selected from a picklist of available values, which the
administrator sets. Maximum 40 characters for each picklist value.
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Field
Mailing City
Mailing Country

Mailing State/Province

Mailing Street

Mailing Zip/Postal Code

Middle Name

Middle Name (Local)

Mobile

Name

Other City

Other Country

Other State/Province

Other Street

Other Zip/Postal Code

Other Phone
Phone

Reports To

Tracking the People You Work With

Description
The city in the mailing address. Maximum 40 characters.
The country in the mailing address. Maximum 80 characters.

The state or province in the mailing address. Maximum 80
characters.

The street in the mailing address. Maximum 255 characters.

The zip or postal code in the mailing address. Maximum 20
characters.

The contact’s middle name, as displayed on the contact edit page.
Maximum 40 characters.

To enable this field, contact Salesforce Customer Support. Next,
from Setup, enter User Interface inthe Quick Find
box, then select User Interface. Then select Enable Middle

Names for Person Names.

The contact’s middle name, translated into the local language.

To enable this field, contact Salesforce Customer Support. Next,
from Setup, enter User Interface inthe Quick Find
box, then select User Interface. Then select Enable Middle

Names for Person Names.

The contact’s mobile phone number. Maximum 40 characters.

The contact’s combined first name, middle name, last name, and
suffix, as displayed on the contact detail page.

The city in another address for the contact. Maximum 40 characters.

The country in another address for the contact. The entry is selected
from a picklist of standard values or entered as text. If the field is a
text field, maximum 80 characters.

The state or province in another address for the contact. The entry
is selected from a picklist of standard values or entered as text. If
the field is a text field, maximum 80 characters.

The street address in another address for the contact. Maximum
255 characters.

The zip or postal code in another address for the contact. Maximum
20 characters.

Another phone number for the contact. Maximum 40 characters.
The contact's primary phone number. Maximum 40 characters.

The name of the contact’s manager. Enter a contact name, or select
a contact from the list.
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Field Description

Salutation The title for addressing the contact, for example, Mr., Ms., or Dr.
The entry is selected from a picklist of available values, which the
administrator sets. Maximum 40 characters.

Suffix The suffix in the contact’s name, as displayed on the contact edit
page. Maximum 40 characters.

To enable this field, contact Salesforce Customer Support. Next,
from Setup, enter User Interface inthe Quick Find
box, then select User Interface. Then select Enable Middle
Names for Person Names.

Title The contact’s position within the organization. Maximum 80
characters.
Username For Self-Service contacts only. The Username defaults to the

Email. Contacts enter their usernames when logging in to the
Self-Service portal.

@ Note: Starting with Spring 12, the Self-Service portal isn't
available for new orgs. Existing orgs continue to have access
to the Self-Service portal.

SEE ALSO:
Considerations for Creating Contacts

Considerations for Changing the Account for Contacts

Contact Role Fields

Contact Roles define the role that a contact or person account plays in an account, case, contract, EDITIONS
or opportunity. A contact role has the following fields. Lightning Experience also includes an
Opportunities field. Available in: both Salesforce
Classic and Lightning
Contact The name of the contact or person account. Available in all editions
Select an existing contact or create a new one.
Primary When selected, identifies the person as the
primary contact for the record.
The Primary option isn't available for cases.
Instead, the contact listed in the Contact
Name field on the case record is automatically
the primary contact.
Role The role of the contact for the record. Your
administrator can customize the selections for
this picklist.
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Add and Manage Contact Roles

Specify the part that each contact or person account plays in your business process.

Add and Manage Contact Roles in Lightning Experience
To specify the part that each contact plays in your business process, add contact roles to
opportunities or contracts.

Add and Manage Contact Roles in Salesforce Classic
To specify the part that each contact plays in your business process, add contact roles to
accounts, cases, contracts, and opportunities.

Add and Manage Contact Roles in Lightning Experience

To specify the part that each contact plays in your business process, add contact roles to opportunities
or contracts.

@ Important: In Lightning Experience, contact roles are available for opportunities and contracts.

4.
5.
6.

Although they work more or less the same for each available object, they work independently.
Therefore, you need to set them up and use them separately for each object.

. Click Add Contact Role in the Contact Roles related list of a opportunity or contract.

Click the contact field to select a contact or person account. Optionally, click New Contact to
Create a contact.

Select a role for the contact. If you don't select a role, the contact is still added to the Contact
Role related list and can be edited later.

Optionally, designate a primary contact for the record.
Save your changes.

Keep the record’s contact roles up to date by editing and deleting them as needed.

Example: At AW Computing, Mary Smith evaluates all proposals and then forwards them

to Tom Jones for a final decision. In the opportunity record for AW Computing, you designate
Mary Smith as the Evaluator and Tom Jones as the Decision Maker. Now you know who to
contact first!

SEE ALSO:

Considerations for Using Contact Roles

Contact Role Fields
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EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in all editions

EDITIONS

Available in: Lightning
Experience

Available in all editions

USER PERMISSIONS

To add or edit contact roles:

e Edit on the object the
contact roles are on,
such as accounts or
opportunities

AND
Read on contacts

To view contact roles:

* Read on the object the
contact roles are on,
such as accounts or
opportunities



Sell to Your Customers Tracking the People You Work With

Add and Manage Contact Roles in Salesforce Classic

To specify the part that each contact plays in your business process, add contact roles to accounts, EDITIONS
cases, contracts, and opportunities.

@ Important: In Salesforce Classic, contact roles are available for accounts, opportunities, cases, Available in: Salesforce

and contracts. In Lightning Experience, contact roles are available for opportunities and Classic

contracts. Although contact roles work more or less the same for each available object, they Available in all editions
work independently. Therefore, you need to set them up and use them separately for each

object USER PERMISSIONS

1. Click New in the Contact Roles related list of an account, case, contract, or opportunity. ]
To add or edit contact roles:

2. Use the lookup icon to select a contact or person account. Optionally, click New to create a « Edit on the object the
contact. contact roles are on,
3. Select arole for the contact. suchas accounts, cases,
confracts, or
4. Optionally, designate a primary contact for the record. Cases don't have this option. opportunities
5. Saveyour changes. AND
6. Keep the record’s contact roles up to date by editing and deleting them as needed. Read on contacts
Example: At AW Computing, Mary Smith evaluates all proposals and then forwards them To view contact roles:
to Tom Jones for a final decision. In the opportunity record for AW Computing, you designate * Read on the object the
Mary Smith as the Evaluator and Tom Jones as the Decision Maker. Now you know who to contact roles are on,
contact firstl such as accounts, cases,
' contracts, or
opportunities
SEE ALSO:

Considerations for Using Contact Roles

Contact Role Fields

Contacts to Multiple Accounts

People often work with more than one company. A business owner might own more than one EDITIONS
company or a consultant might work on behalf of multiple organizations. Relate a single contact
to multiple accounts so you can easily track the relationships between people and businesses
without creating duplicate records.

Available in: both Salesforce
Classic and Lightning

When you use Contacts to Multiple Accounts, each contact still requires a primary account (the Experience

accountinthe Account Name field). The contact and its primary account have a direct
relationship. But you can add other accounts to the contact. These secondary account-contact
relationships are indirect.

Available in: Contact
Manager, Group,
Professional, Enterprise,
Contacts to Multiple Accounts works with person accounts. That means a person account can be Performance, Unlimited,
either a related contact on a business account or a related account on a contact. A person account and Developer Editions
can also be related to another person account as either a related contact or related account. When

you relate a person account to an account or contact, the relationship is always indirect. That's

because person accounts don't have primary accounts, so person accounts can't be directly related to business accounts. And person
accounts can't be primary accounts for contacts, so person accounts can't be directly related to contacts.
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ey

Contact

Account 1 Account 3

Account 2

Example: John Smithis president of Acme Corporations, and Acme is the account on his contact record. But John is also involved
with the nonprofit media organization Greendot Media. By adding Greendot Media as a related account on John's contact record,
you can track this other relationship. John is considered a direct contact to Acme because Acme is the account on his contact
record. And he’s considered an indirect contact to Greendot Media and any other accounts that he becomes related to. John also
appears on the Related Contacts related list for Greendot Media and any other accounts that he’s indirectly related to.

SEE ALSO:

Create and Edit Relationships Between Contacts and Accounts

Considerations for Relating a Contact to Multiple Accounts
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Create and Edit Relationships Between Contacts and Accounts

To easily track the relationships between people and the businesses they work with, relate a single
contact record to multiple account records.

O Watch a Demo (2:12 minutes)

1. From an account record, use the Related Contacts related list to create or edit relationships
between accounts and contacts or person accounts.

a. Create arelationship by clicking Add Relationship.

b. Editan existing relationship by clicking View Rel (in Salesforce Classic) or View Relationship
(in Lightning Experience).Then click Edit Relationship.

2. Fillin the account-contact relationship information.

@ Notfe: The Direct field indicates whether the account associated with the contact is
the contact's primary account. The field is read only because it's a system-generated field
based on the Account Name field on the contact. To remove a direct relationship
between a contact and an account, change the contact’s primary account or delete the
contact. Person accounts always have indirect relationships to business accounts.

3. Save your changes.

To create and edit account and contact relationships from a contact or person account record, use
the Related Accounts related list.

SEE ALSO:
Contacts to Multiple Accounts
Considerations for Relating a Contact to Multiple Accounts

Account Contact Relationship Fields

Considerations for Relating a Contact to Multiple Accounts

Get familiar with potential gotchas before you relate a single contact to multiple accounts.

General

e Theaccount that'sin the Account Name field on a contact record is the contact’s primary
account. The relationship between the contact and its primary account is a direct relationship.
All other accounts that are related to the contact are indirect relationships.

e Toremove adirect relationship between a contact and an account, change the contact’s primary
account or delete the contact.

e You can import account-contact relationships with the Data Loader, but not the Data Import
Wizard.

e Community users with the Customer Community user license can't see indirect account-contact
relationships.

Tracking the People You Work With

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Contact
Manager, Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To create, edit, or delete

relationships between

account and contacts

e Read on accounts and
Edit on contacts

To view relationships

between account and

contacts

e Read on accounts and
contacts

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Contact
Manager, Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

e In Lightning Experience and Salesforce1, the Add to Campaign row-level action isn't available from the Related Contacts related
list on account records. Click View All to see the full related list and access the Add to Campaign mass action.
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Account Contact Relationships

All direct contacts are automatically included in the account record’s Related Contacts related list, so your admin may have removed
the Contacts related list from your page layouts.

When you have access to a particular account, the related contacts that you have Read access to appear in the Related Contacts
related lists. When you have access to a particular contact, all related accounts appear in the Related Accounts related list, but you
can open only the accounts you have Read access to.

When creating indirect relationships between accounts and contacts, the contact must have a primary account—it can't be a private
contact.

You can't create a new contact from the Account Contact Relationship detail page.

If changing a contact’s primary account triggers a workflow rule that changes the primary account to something else, the relationship
between the contact and the account you had selected is saved as an indirect relationship. This is true only if your admin has
configured the settings to save previous relationships.

Some lists of most recently used items (such as a contact lookup field) only show direct relationships.

Merging

If you try to merge contacts that are indirectly related to the same account, you'll get an error message telling you to remove the
duplicate relationship. The same is true when merging accounts that are indirectly related to the same contact. The error message
tells you which account—contact relationships are preventing the merge, regardless of whether you have access to the records. If
you don't have access to a record, you can't navigate to it.

When merging person accounts, indirect relationships with accounts and indirect relationships with contacts are evaluated separately.
If you have conflicts with both, you'll get two errors and need to resolve them separately.

Mircosoft Integration

When syncing contacts between Salesforce and Microsoft Outlook, only the primary account relationship is synced.

If you remove the account name from a contact in Outlook, the contact will not sync to Salesforce successfully if the contact has
relationships to other accounts in Salesforce.

Admin Settings

When you try to delete an account that has direct contacts that are related to other accounts, what happens depends on what your
admin specified in the account settings. You're either blocked from deleting the account or allowed to delete the account. If you're
allowed to delete the account, all direct contacts will be automatically deleted, regardless of whether they have relationships to
other accounts.

When you change a contact’s primary account, what happens to the previous account relationship depends on what your admin
specified in the account settings. The relationship between the contact and previous primary account will be deleted or saved as
an indirect relationship.

Whether activities roll up to a contact’s parent account depends on what your admin specified in the activity settings.

SEE ALSO:

Contacts to Multiple Accounts

Create and Edit Relationships Between Contacts and Accounts
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Account Contact Relationship Fields

Contacts to Multiple Accounts lets you associate a single contact to multiple accounts through the
Account Contact Relationship object. Your page layout and field-level security settings determine
which fields are visible and editable.

Field Description

Account The name of the company the contact is related
o.

Active Indicates whether the contact is actively

involved with the company.

Contact The name of the person that's related to the
account.
Direct Indicates whether the account associated with

the contact is the contact's primary account.
This read-only field is based on the Account
Name field on the contact record. Forexample,
on the Acme account record, the Related
Contacts related list automatically includes all
contacts that have Acme in the Account
Name field and marks them as direct contacts.

End Date The date a relationship between a contact and
account ended. Use with the Start Date
field to keep a history of the relationship.

Roles The contact’s participating role in the account;
forexample, Buyer, Decision Maker, or Evaluator.
You can select multiple roles for a contact.
Customize the roles in the picklist by editing the
field.

This field is separate from the Role field on
Account Contact Roles.

Start Date The date a relationship between a contact and
account began. Use with the End Date field
to keep a history of the relationship.

SEE ALSO:
Contacts to Multiple Accounts

Create and Edit Relationships Between Contacts and Accounts
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EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Contact
Manager, Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions
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Considerations for Using Contact Hierarchy in Lightning Experience

Keep these considerations in mind when you create contact hierarchies. EDITIONS

Display of Contacts
The Contact Hierarchy page displays up to 2,000 contacts in Lightning Experience. (To view Available in: Lightning
contacts in a different part of the hierarchy, enter the hierarchy from a different contact.) The Experience

hierarchy doesn't display details of contacts you don't have permission to view. Available in: Professional,

Person Accounts Not Supported Enterprise, Performance,
Person accounts aren’t supported for the Reports To field or the View Contact Hierarchy action. Unlimited, and Developer
Editions

USER PERMISSIONS

To view contacts:
e Read on contfacts

Considerations for Changing Accounts on Contacts That Are Enabled for Portals

Consider key points before you change the account on contacts that are enabled for portals. EDITIONS

e External users can access their own cases and opportunities from their previous accounts.

e Contacts on partner accounts can only be transferred to other partner accounts. You can't Avoilgble in: Salesforce
transfer partner contacts to an account that is enabled as a customer account. Classic
* Contacts' portal roles are automatically updated to match the name of the account that they're Available in all editions

transferred to (unless they're high-volume customer users, which don't have roles). For example,

the portal role “Account A Customer User” becomes “Account B Customer User” (because a

portal role’s name includes the name of the account that it's associated with). Portal roles are unique to each account and are located
under the account owner's role in your Salesforce org’s role hierarchy.

e When you transfer portal users between accounts, the portal users’ roles are updated, so when you transfer a partner user to another
account:

- Opportunities on each account are recalculated through your Salesforce org’s forecast hierarchy.

- Opportunities that the partner user owns remain in the previous account.

e Delegated partner user administrators and delegated customer user administrators can update portal users on accounts that they're
transferred to.

SEE ALSO:

Create and Manage Partner Portals

Import Contacts from Mobile Device Contact Lists into Salesforce

Sales reps can save time and eliminate typos by using the Salesforce app to import contacts from EDITIONS
mobile device contact lists into Salesforce. This feature is available only in the Salesforce1
downloadable apps.

Available in: both Salesforce
1. In Salesforcel, navigate to where you create contacts. Classic and Lightning

. .. . Experience
2. Tap Import from Device to open the device’s contact list. P

Available in all editions
3. Select a contact.
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4. To associate the contact with an account in Salesforce, go to the contact record in Salesforce and add an account.
When importing contacts from a mobile device, these fields are mapped from your device's contact to the Salesforce contact.
® Email

® Home Phone

® Mailing City

® Mailing Country

® Mailing Postal Code

® Mailing State

® Mailing Street

® Mobile

® Other Phone

® Phone

@ Note: In some situations, mappings from the local device don't map as expected to the Salesforce1 contact record.

SEE ALSO:

Considerations for Importing Contacts from a Mobile Device

Considerations for Importing Contacts from a Mobile Device

When importing contacts into Salesforce from a mobile device’s contact lists, there are a few things EDITIONS

to be aware of.

e Touse the Import from Device button, you need the Allow Salesforce1 to import Contacts from Available in: both Salesforce
mobile device Contact lists permission. Classic and Lightning

e When importing contacts from an Android or iOS device using Salesforce1 into a Salesforce Experience
org that has State and Country picklist fields enabled, the state field isn't populated. Available in all editions

e Ifyou have multiple mobile phone fields in your mobile device’s contact, and the Phone field
in Salesforce is empty:

- The first mobile phone field maps to the Phone field in Salesforce.

—  The second mobile phone field maps to the Mobi 1e field in Salesforce.

e When you select emails from the mobile device, Salesforce typically pulls the second email address location. If labels are created
on the device, the integration tries to map from the local work email address to the standard contact email address in Salesforce.

83



Sell to Your Customers Get High-Quality Data When You Need It Right in Salesforce

Get High-Quality Data When You Need It Right in Salesforce

High-quality data is key to business success. When data quality is high, it means your records are EDITIONS
complete and up to date. It means you have the right connections at the companies that interest
you. And it means that you have the information you need to close deals and expand your business.

Available in: Salesforce

In short, high-quality data lets you understand, adapt, focus, and execute with surgical precision. Classic and Lightning

Data.com offers a suite of products to give your business the high-quality data it needs when it Experience

needs it. That way, you spend less time entering and updating data and more time growing your

business. Data.com Prospector license

available in: Contact

The free version of Data.com is available to all Salesforce organizations and includes the following Manager (no Lead obiect,

functionality. Group, Professional,

e For organizations with Professional Edition and above, administrators can use Duplicate Enterprise, Performance,
Management tools to control whether and when users can create duplicate records inside and Unlimited Editions
Salesforce. Administrators can customize the logic that's used to identify duplicates and can Data.com Clean license
create reports on the duplicates that they allow users to save. available in: Professional,

e Allusers can search across the complete Data.com database of accounts and contacts. However, Enterprise, Performance,
free version users can't see phone and email information for contacts, see account cards or D&B and Unlimited Editions

data on account records, add records to Salesforce, or clean records. To take full advantage of

) ) Data.com Social Key
Data.com’s data, purchase Data.com licenses and set up the feature.

available with a Data.com
The Data.com product suite includes Data.com Prospector, Data.com Clean, and Data Integration. Clean license in:
Professional, Enterprise,
Performance, and
Data.com Clean. Unlimited Editions

@ Nofte: For orgs with Performance Edition, users automatically get Data.com Prospector and

IN THIS SECTION:

Data.com Prospector

Use Data.com Prospector to search valuable company information from Dun & Bradstreet and millions of crowd-sourced contacts
to find the records your business needs. Add these records to Salesforce as new accounts, contacts, and leads, or export them to
use in other apps. It's a great way to get the data you need to plan your sales territories, segment campaigns, find new accounts to
engage, and expand your sales network.

Data.com Clean

Data.com Clean keeps your org up to date using data from Dun & Bradstreet and Data.com. Using Clean jobs, you can clean your
records on a regular basis. You can also clean a single record or a list of records.

Data Integration

Data Integration keeps your org up-to-date, using data from Dun and Bradstreet, Data.com, or third-party data packages. When you
activate a data integration rule, Data Integration does a bulk update of your records using data from the rule’s data service. After the
data integration rule is active, records are updated as needed after you add or modify them.

SEE ALSO:
Data Integration
Data.com Clean

Prospect for Companies, Contacts, and Leads Right in Salesforce
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Data.com Prospector

Use Data.com Prospector to search valuable company information from Dun & Bradstreet and EDITIONS
millions of crowd-sourced contacts to find the records your business needs. Add these records to
Salesforce as new accounts, contacts, and leads, or export them to use in other apps. It's a great Available in: Salesforce
way to get the data you need to plan your sales territories, segment campaigns, find new accounts Classic

to engage, and expand your sales network.

Available with a Data.com
Prospector license in:
Contact Manager (no Lead
e Add accounts and contacts to their org, and add contacts as leads. object], Group, Professional,
Enterprise, Performance,
and Unlimited Editions

All users can search Data.com for accounts and contacts. Users with a Data.com Prospector license
can:

e Add contacts for an account directly from the account record.
e Export accounts and contacts from Data.com.

e Manually update account, contact, and lead records, regardless of whether they were added
from Data.com.

e Get prospecting insights into accounts’ business, financial, competitive, and industry details.
e Get company hierarchical views of parent-child relationships and account information, such as the annual revenue, ownership, and
number of employees. (Available to Data.com Prospector users as a beta feature.)

There are two versions of Data.com Prospector: Corporate Prospector and Premium Prospector. Premium Prospector includes more Dun
& Bradstreet fields for adding to or manually cleaning account, contact, or lead records. Premium Prospector users also have access to
the Company Hierarchy page. The Salesforce Help refers to Data.com Premium Prospector unless otherwise noted. For more information
on Premium Prospector, contact your Salesforce account manager.

Data.com Prospector Version Dun & Bradstreet (D&B) Fields
Data.com Corporate Prospector Basic set of Dun & Bradstreet fields.
Data.com Premium Prospector Basic set of Dun & Bradstreet fields, plusthe D&B Company field.

This field links to an associated D&B Company record with over
70 additional Dun & Bradstreet fields that are accessible on the
D&B Companies tab. The Company Hierarchy page provides
a hierarchical view of Dun & Bradstreet company relationships.

Data.com Prospector Classic and Lightning Experience

Prospecting in Lightning Experience
Manage Access to Data.com Search Results and Related Features

Prospecting Insights in Lightning

Prospecting in Salesforce Classic
Get Critical Industry, Financial, and Competitive Insights for Your Accounts

Prospecting Insights Data Details
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IN THIS SECTION:

Prospect for Companies, Contacts, and Leads Right in Salesforce

Use Data.com Prospector to prospect for new companies and contacts in the industries and locations that you're most interested
in. Add new account, contact, and lead records to Salesforce or export them to use in other apps. You can search valuable company,
industry, and financial information from Dun & Bradstreet” and millions of crowd-sourced contacts to get the data you need when
you need it.

Prospecting Insights in Lightning

Data.com Prospecting Insights combines Dun & Bradstreet company details and industry intelligence in a snapshot. Tabs with
company information, account hierarchies, and links to related industries help you start smart conversations with your prospects
and customers.

Prospect for Companies, Contacts, and Leads Right in Salesforce

Use Data.com Prospector to prospect for new companies and contacts in the industries and locations EDITIONS
that you're most interested in. Add new account, contact, and lead records to Salesforce or export
them to use in other apps. You can search valuable company, industry, and financial information
from Dun & Bradstreet” and millions of crowd-sourced contacts to get the data you need when

Available in: Salesforce

Classic
you need it.
Available with a Data.com
Prospector license in:
IN'THIS SECTION: Contact Manager (no Lead
Considerations for Prospecting for Companies, Contacts, and Leads in Salesforce object), Group, Professional,
There are several important limitations to note for users who are searching and adding records Enterprise, Performance,

from Data.com. and Unlimited Editions

Prospect for Companies Fast Right In Salesforce

With a Data.com Prospector license, it's a cinch to find new companies in the industries and locations that you're most interested
in. Add company information to Salesforce as new accounts in just a few steps.

Get More Accounts in Salesforce Lightning

Data.com Prospector customers find the accounts that they need from the Accounts page and add them to their org in just a few
clicks.

Prospect for Leads Fast Right In Salesforce

Need leads? With a Data.com Prospector license, you can find contacts in the companies, industries, and locations that you're most
interested in. Then, add records to Salesforce as new leads.

Prospect for Contacts Fast Right In Salesforce

Need contacts? With a Data.com Prospector license, you can find contacts in the companies, industries, and locations that you're
most interested in. Then, add records to Salesforce as new leads.

Prospect for Key Contacts at Your Accounts

Need to find the right contact at one of your accounts? With a Data.com Prospector license, it's a cinch to search for contacts at your
companies by title, location, and industry. Then, with a click, you can add those records to Salesforce.

Considerations for Prospecting for Data.com Contacts in Salesforce

Data.com Prospector customers can find the contacts they need from an Account page and add them to their organizations in just
a few clicks.

Prospect for Companies in the Same Corporate Hierarchy

Data.com Company Hierarchy uses Dun & Bradstreet company data in Data.com to display a hierarchical view of companies. It shows
parent—child relationships and account information, such as annual revenue, ownership, and number of employees.
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Get High-Quality Data When You Need It Right in Salesforce

Check out some guidelines to follow when prospecting for new companies and contacts with Data.com Prospector.

Considerations for Prospecting for Companies, Contacts, and Leads in Salesforce

There are several important limitations to note for users who are searching and adding records
from Data.com.

The subindustries under Government in the Data.com Industry Categories classification system
are currently unavailable due to mapping limitations between the Data.com Industry Categories
and the SIC system.

By default, each user assigned a Data.com Prospector user license has a monthly record addition
limit of 300. This number can be adjusted based on your agreement. Record additions expire

at midnight on the last day of each month, as determined by your organization’s default time
zone.

A single Data.com Prospector license is assigned every time you enable a user for Data.com
Prospector.

If your organization purchased only Data.com Prospector, only users with licenses can clean
records.

EDITIONS

Available in: Salesforce
Classic

Available with a Data.com
Prospector license in:
Contact Manager (no Lead
object], Group, Professional,
Enterprise, Performance,
and Unlimited Editions

When adding records from Data.com, annual revenue is only available in US dollars. If U.S. Dollar isnotan active currency

for your organization, records added from Data.com do not include annual revenue information.

SEE ALSO:

Guidelines for Prospecting for Companies, Contacts, and Leads in Salesforce

Prospect for Companies Fast Right In Salesforce

With a Data.com Prospector license, it's a cinch to find new companies in the industries and locations
that you're most interested in. Add company information to Salesforce as new accounts in just a

few steps.

1. Click the Data.com tab.

2. (lick Find Accounts.

3. Enter orselect your search criteria. When you click the selection box in the Industry field,
forexample, you'll see the Industry Selector, where you can use industry classifications to select
from extensive lists of industries and subindustries to build an industry query as part of your
search criteria. When you click the selection boxinthe Location field, you'll see the Location
Selector, where you can build a location query as part of your search criteria.

4. C(lick Search. Results are sorted by number of active contacts.

To show records that have been flagged as inactive, under Options, select Show Inactive
Records. Inactive records are marked with .
5. Ifthe results list is long, you can:

e Sort the results by any table heading. The Updated heading, for example, sorts results
by when they were last updated.

e Jump to a page by entering a number in the Page field.

e (lick the arrows to move from page to page.
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6.

If you don't see what you're looking for, use filters to narrow your results. Expand filter categories as needed. Enter a range or select
the checkbox next to each filter you want to apply.

Add all accounts or a selection to Salesforce.

e Toadd all accounts, click Add to Salesforce and select A1 1.

e To add selected accounts, select the ones you want, then click Add to Salesforce and choose Selected.
Click Continue.

If your selection includes duplicates, we'll add them if duplicate account records are allowed in your Salesforce organization. Adding
more than 200 records can take a few minutes. If you add that many, we'll send you an email when the process is complete.

From the confirmation message, click Go to Accounts to view the list of new records on the Accounts home page.

If you use Data.com Prospector, when you add an account from Data.com, a corresponding D&B Company record (if one exists in
Data.com) is automatically created in Salesforce and linked to the account record via its D&B Company field.

SEE ALSO:

Guidelines for Prospecting for Companies, Contacts, and Leads in Salesforce

Understand Data.com Searches

Get More Accounts in Salesforce Lightning

Data.com Prospector customers find the accounts that they need from the Accounts page and add EDITIONS

them to their org in just a few clicks.

© Watch a Demo (1:10 minutes) Available with a Data.com

The Get More Accounts button opens an interactive dialog for finding and adding Data.com
accounts to your org. This streamlined experience gets you the accounts you need when you need
them, right from the Accounts page.

Prospector license in:
Group, Professional,
Enterprise, Performance,
and Unlimited Editions

Use a combination of available filters to find the accounts you want.

Annual Revenue

Select a logical operator and enter an annual revenue value. You can add multiple Annual Revenue filters with these logical operators.

Company or Website

Enter a full or partial company name or website.

State

Select from a list of states or unincorporated and organized territories.

@ Nofte: States are valid only when filtering with the United States as the country.

Country

Select from a list of countries.

Location Type

Select from a list of available location types.
e Branch: A secondary location to a headquarters location.
e Headquarters: A company that has branches or subsidiaries that report to it.

e Single Location: A company with no branches or subsidiaries.
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Prospect for Leads Fast Right In Salesforce
Need leads? With a Data.com Prospector license, you can find contacts in the companies, industries,
and locations that you're most interested in. Then, add records to Salesforce as new leads.

1. Go to the Data.com tab.

2. Using the Find Contacts tab, enter or select your search criteria. When you click the selection
boxinthe Industry field, for example, you'll see the Industry Selector, where you can use
industry classifications to select from extensive lists of industries and subindustries to build an
industry query as part of your search criteria. When you click the selection box in the
Location field, you'll see the Location Selector, where you can build a location query as part
of your search criteria.

3. C(lick Search.
Results are sorted alphanumerically. To show records that have been flagged as inactive, under
Options, select Show Inactive Records.Inactive records are marked with 4.

4. Iftheresults listis long, you can:

e Sort the results by any table heading. The Updated heading, for example, sorts results
by when they were last updated.

e Jump to a page by entering a number in the Page field.
e (lick the arrows to move from page to page.

Sorting and page navigation only work for lists of fewer than 100,000 records.

EDITIONS

Available in: Salesforce
Classic

Available with a Data.com
Prospector license in:
Contact Manager (no Lead
object], Group, Professional,
Enterprise, Performance,
and Unlimited Editions

USER PERMISSIONS

To add Data.com contacts
as leads:

e Create on leads

5. Ifyou don't see what you're looking for, use filters to narrow your results. Expand filter categories as needed. Enter a range or select

the checkbox next to each filter you want to apply.
The list updates automatically.

6. Select the contacts you want to add, and click Add to Salesforce.

7. Select Leads to add the records as leads and click Continue.

If your selection includes duplicates, we'll add them if duplicate lead records are allowed in your Salesforce organization. Adding
more than 200 records can take a few minutes. If you add that many, we'll send you an email when the process is complete.

8. (lick Go to Leads to view the list of new records on the Leads home page.

If you use Data.com Prospector, when you add a lead from Data.com, a corresponding D&B Company record (if one exists in Data.com)

is automatically created in Salesforce and linked to the lead record via its D&B Company field.

SEE ALSO:

Prospect for Key Contacts at Your Accounts
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Prospect for Contacts Fast Right In Salesforce

Need contacts? With a Data.com Prospector license, you can find contacts in the companies, EDITIONS
industries, and locations that you're most interested in. Then, add records to Salesforce as new

leads. Available in: Salesforce

1. Go to the Data.com tab. Classic

2. Using the Find Contacts tab, enter or select your search criteria. When you click the selection Available with a Data.com
boxinthe Industry field, for example, you'll see the Industry Selector, where you can use Prospector license in:
industry classifications to select from extensive lists of industries and subindustries to build an Contact Manager (no Lead
industry query as part of your search criteria. When you click the selection box in the object), Group, Professional,
Location field, you'll see the Location Selector, where you can build a location query as part Enterprise, Performance,
of your search criteria. and Unlimited Editions

3. Click Search.

Results are sorted alphanumerically. To show records that have been flagged as inactive, under USER PERMISSIONS
Options, select Show Inactive Records.Inactive records are marked with .

To search Data.com for

4. |Ifthe results listis long, you can: contacts:
e Sort the results by any table heading. The Updated heading, for example, sorts results ¢ No permissions required
by when they were last updated. To add Data.com contacts:
* Jump to a page by entering a number in the Page field. ¢ Create on confacts
e Click the arrows to move from page to page. To create an account when
, o , adding confacts:
Sorting and page navigation only work for lists of fewer than 100,000 records. « Create on accounts
5. Ifyoudon't see what you're looking for, use filters to narrow your results. Expand filter categories
as needed. Enter a range or select the checkbox next to each filter you want to apply.
The list updates automatically.
6. Add all contacts or a selection to Salesforce.
e Toadd all contacts, click Add to Salesforce and select All.
e To add selected contacts, first select the ones you want, then click Add to Salesforce and choose Selected.
You'll get a confirmation message showing the number of records you're adding.
7. Select Contacts.
Enter or select the account you want to associate the contacts with. You can associate only one account. If you need to create the
account to associate, use the lookup.
8. C(lick Continue.
If your selection includes duplicates, we'll add them if duplicate contact records are allowed in your Salesforce organization. Adding
more than 200 records can take a few minutes. If you add that many, we'll send you an email when the process is complete.
9. (lick Go to Account to return to the account record.
SEE ALSO:

Guidelines for Prospecting for Companies, Contacts, and Leads in Salesforce

Understand Data.com Searches
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Prospect for Key Contacts at Your Accounts

Need to find the right contact at one of your accounts? With a Data.com Prospector license, it's a
cinch to search for contacts at your companies by title, location, and industry. Then, with a click,
you can add those records to Salesforce.

Before you begin, make sure the Get Contacts button has been added to the Account page
layout.

1.
2.

Go to the detail page of the account you want to add contacts for.
Click Get Contacts. From the drop-down, either:

e Select afilter to narrow your results by level or department, or
e Select All... to see all contacts for the account.

The Data.com tab opens and displays a list of contacts that match the account name and any
filters you selected. For example, if you want to get manager contacts at Universal Telco, go to
Universal Telco's account detail page. Click Get Contacts and under By Level, select the

Manager-Level filter. The Data.com tab opens with a list of managers at Universal Telco.

Select more filters if you need a more targeted list. Expand filter categories as needed. Enter a
range or select the checkbox next to each filter you want to apply.

Add all contacts or a selection to Salesforce.

e Toadd all contacts, click Add to Salesforce.

e To add selected contacts, first select the ones you want, then click Add to Salesforce and
choose Selected.

Select Contacts to add the records as contacts associated with the account you started from.
They'll be associated with the account you started from.

Click Continue to add the records.

Get High-Quality Data When You Need It Right in Salesforce

EDITIONS

Available in: Salesforce
Classic

Available with a Data.com
Prospector license in:
Contact Manager (no Lead
object], Group, Professional,
Enterprise, Performance,
and Unlimited Editions

USER PERMISSIONS

To get Data.com confacts
from an account:

e Read on accounts
AND
Create on contacts

If your selection includes duplicates, we'll add them if duplicate contact records are allowed in your Salesforce organization. Adding
more than 200 records can take a few minutes. If you add that many, we'll send you an email when the process is complete.

Click Go to Account to return to the account record.

SEE ALSO:

Prospect for Contacts Fast Right In Salesforce

Prospect for Leads Fast Right In Salesforce

Considerations for Prospecting for Data.com Contacts in Salesforce

Data.com Prospector customers can find the contacts they need from an Account page and add them to their organizations in just a
few clicks.

Available with a Data.com Prospector license in: Group, Professional, Enterprise, Performance, and Unlimited Editions

The Get More Contacts button opens an interactive dialog for finding and adding Data.com contacts to your organization. This
streamlined experience gets you the contacts you need when you need them, right from the Account page.

Here are a few things for you to know about Get More Contacts.
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Limitation Description

Maximum 200 contacts You can add up to 200 contacts in a single request. When you

Filters

select more than 200 contacts, you are asked to deselect some of
the contacts.

e Filters are connected by a logical AND operator.

e Addjustone of each filter. Adding more than one of each filter
can cause unpredictable results.

e Department—Select 1 or more departments from the
scrollable list.

e Level—Select 1 or more levels from the scrollable list.

e Title—Enterasingletitle oracomma-separated list of titles.

Account must be clean Get More Contacts workson clean accounts only. Clean

accounts have beenimported from Data.com, or your organization
has cleaned the account after the record was added to your
organization. If the selected account is not clean, talk with your
administrator about how to clean the account.

IN THIS SECTION:

Filter Contacts from Get More Contacts List View
Filter available Data.com results for the selected account, and then add the contacts you need.

Filter Contacts from Get More Contacts List View

Filter available Data.com results for the selected account, and then add the contacts you need.

You need a Data.com Prospector license.

© Watch a Demo (1:19 minutes)

You have different options depending on the field you want to filter. You can filter by Title, Department, and Level.

Filters are connected by a logical AND operator.

Add just one of each filter. Adding more than one of each filter can cause unpredictable results.
Department—>Select 1 or more departments from the scrollable list.

Level—Select T or more levels from the scrollable list.

Title—~Enterasingle title or a comma-separated list of titles.

There are some new icons to identify contacts when you use filters to refine your search results.

Icon Description
» The contact is already in CRM.
a Your organization owns the contact.
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Click Add Filter.

Under New Filter, select a filter to add.

Click Done.
To set another filter, click Add Filter.

To remove a filter, click = .

© N & v W N

To apply and save filters, click Save.

From the Get More Contacts dialog, click ¥ .

Under Value, select or enter the values you want.

Get High-Quality Data When You Need It Right in Salesforce

Prospect for Companies in the Same Corporate Hierarchy

Data.com Company Hierarchy uses Dun & Bradstreet company data in Data.com to display a hierarchical view of companies. It shows
parent—child relationships and account information, such as annual revenue, ownership, and number of employees.

Data.com Company Hierarchy uses Dun & Bradstreet data to display a view of an account’s hierarchical relationship with related companies.
To add an account in your Salesforce org, click the Add Account button next to the account.

Company Hierarchy is available as part of Data.com Prospector. In addition to showing the relationships between corporate entities, the
hierarchy shows the associated annual revenue and number of employees for entities within the hierarchy. For context, the hierarchy

also includes information from your Salesforce org such as whether an entity exists as an account record, and the account owner. Using
this information, sales reps can identify relevant prospective customers, and then easily add them as accounts directly from the hierarchy

view.

The Data.com Company Hierarchy shows different company types and how they're related.

Company Type

Global Headquarters

Domestic Headquarters

Headquarters

Branch
Single Location

Unmarketable

IN THIS SECTION:

View the Company Hierarchy for Accounts

Description

The highest organizational entity in a corporate hierarchical
structure that oversees domestic or international companies and
subsidiaries.

The highest level member in a corporate hierarchy within a single
country. A DHQ typically reports to a GHQ.

A company that owns branches, divisions, or subsidiaries and has
financial responsibility for the companies that report to it.

A secondary location of a headquarters.
A company with no branches or subsidiaries.

This company is unmarketable, and record details are intentionally
hidden. You can't add this record from the hierarchy, but you can
view or add active linked accounts.

Data.com Company Hierarchy displays a hierarchical relationship of accounts, along with important account details. View parent—child
relationships and account information, such as annual revenue, ownership, and number of employees.
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Find New Accounts Using the Global Ultimate D-U-N-S Number

If you use Data.com Prospector, it's a cinch to find new companies to do business with that are in the company hierarchy of existing
accounts. Just do a search by Global Ultimate D-U-N-S Number right from a D&B Company record. You'll be able to see other
companies within the same corporate structure and add those companies to Salesforce as new accounts.

Guidelines for Adding Accounts in the Same Company Hierarchy to Salesforce

Data.com Company Hierarchy searches Data.com for Dun & Bradstreet company records and displays company linkages in a
hierarchical view. From the Company Hierarchy, you can add account records to Salesforce. Here are some guidelines to follow when
you add Data.com records to Salesforce from Company Hierarchy.

View the Company Hierarchy for Accounts

Data.com Company Hierarchy displays a hierarchical relationship of accounts, along with important EDITIONS
account details. View parent—child relationships and account information, such as annual revenue,
ownership, and number of employees.

Available in: Salesforce

1. Open an account detail page. Classic and Lightning

2. C(lick Data.com Company Hierarchy. Experience

Available with a Data.com
Prospector license in:
Contact Manager, Group,
Professional, Enterprise,
Performance, Unlimited

Edifions
Find New Accounts Using the Global Ultimate D-U-N-S Number
If you use Data.com Prospector, it's a cinch to find new companies to do business with that are in EDITIONS
the company hierarchy of existing accounts. Just do a search by Global Ultimate D-U-N-S Number

right from a D&B Company record. You'll be able to see other companies within the same corporate Available in: Salesforce
structure and add those companies to Salesforce as new accounts. Classic

The Global Ultimate is the highest entity within an organization and is identified by a nine-digit
Global Ultimate D-U-N-S Number. All companies that are part of the same corporate structure as
the Global Ultimate are identified by the same Global Ultimate D-U-N-S Number.

Available with a Data.com
Prospector license in:
Contact Manager (no Lead

@ Note: Before you can search by Global Ultimate D-U-N-S Number, the Search Global objecf), Group, Professional,

Ultimate D-U-N-S button must be added to the D&B Company page layout. Em‘erpri.se,. Perfor‘n.mnce,
and Unlimited Editions

1. Go to the detail page of the D&B Company record you want to find accounts with the same
Global Ultimate D-U-N-S Number for.

2. (lick Search Global Ultimate D-U-N-S.
The Data.com tab opens and displays a list of accounts that match the Global Ultimate D-U-N-S To add accounts from
Number of the D&B Company record. Data.com

e Creatfe on accounts

USER PERMISSIONS

3. Iftheresults list is long, you can sort the results by any table heading. The Location Type
heading, for example, sorts results by headquarters, single location, and branch.

If you don't see what you're looking for, use filters to narrow your results.
For more information about a particular account, such as its account site, click the account name to see its account card.

Add all accounts or a selection to Salesforce.

N o »n ok

From the confirmation message, click Go to Accounts to view the list of new records on the Accounts home page.
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Here are some things to keep in mind when searching by Global Ultimate D-U-N-S Number.

Get High-Quality Data When You Need It Right in Salesforce

Global Ultimate D-U-N-S Number search results only include accounts that are in Data.com, so you may not get complete Global

Ultimate D-U-N-S results if some members of the corporate structure are not in Data.com.
You can use filters to narrow down your Global Ultimate D-U-N-S Number search results.
You can export records from your Global Ultimate D-U-N-S Number search results.

You can't save the search.

SEE ALSO:

Prospect for Companies Fast Right In Salesforce

Guidelines for Adding Accounts in the Same Company Hierarchy to Salesforce

Data.com Company Hierarchy searches Data.com for Dun & Bradstreet company records and displays
company linkages in a hierarchical view. From the Company Hierarchy, you can add account records
to Salesforce. Here are some guidelines to follow when you add Data.com records to Salesforce
from Company Hierarchy.

Agreen dot (@) appears in the search results next to records already in Salesforce. These records
can't be added again unless they have first been deleted from Salesforce, or your organization
allows duplicates.

O Tip: Ifarecord is already in Salesforce, hover over the green dot and click the link to go
directly to the record.

You can add only one record at a time from Company Hierarchy.

Records are considered duplicates when they have the same Data.com ID number in the

EDITIONS

Available in: Salesforce
Classic

Available with a Data.com
Prospector license in:
Contact Manager (no Lead
object), Group, Professional,
Enterprise, Performance,
and Unlimited Editions

Data.com Key field. When a duplicate record is added, it isn't counted against your record addition balance.

If you can't add a record to Salesforce because of errors, we'll notify you and provide the error details in a .csv file.

Guidelines for Prospecting for Companies, Contacts, and Leads in Salesforce

Check out some guidelines to follow when prospecting for new companies and contacts with
Data.com Prospector.

A green dot (@) appears in the search results next to Salesforce records that have a value in
the Data.com Key field (records that were imported or cleaned by Data.com). These records
can't be added again unless they have first been deleted from Salesforce, or your organization
allows duplicates.

O Tip: Ifarecord is already in Salesforce, hover over the green dot and click the link to go
directly to the record.

A blue checkmark (%) appears in search results next to records you've already purchased
(added or exported) from Data.com. When you add Data.com contacts or accounts, each one
counts against your record addition balance. If you add records you've already exported from
Data.com, the added records don't count against your record addition balance.

EDITIONS

Available in: Salesforce
Classic

Available with a Data.com
Prospector license in:
Contact Manager (no Lead
object], Group, Professional,
Enterprise, Performance,
and Unlimited Editions

Regardless of your record addition limit or your record addition balance, you cant manually select more than 1,000 records at a time.

Regardless of your record addition limit or your record addition balance, you can't add more than 100,000 records at a time.
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e Records are considered duplicates when they have the same Data.com ID number in the Data.com Key field. This includes
records that were added from Data.com as both contacts and leads. When a duplicate record is added, it will not be counted against
your record addition balance.

e Ifyou can't add one or more records to Salesforce because of errors, we'll notify you and provide the error details in a .csv file.

e Ifyour search produces a large number of results, you won't see any data past page 10. If this happens, you can refine your search
to get the results you want. See How can | see complete, relevant information for Data.com search results?

e Ifyou export Data.com contacts or accounts instead of adding them to Salesforce, each exported record counts against your record
addition balance. If you export records you've already added to Salesforce or re-export records you previously exported, the exported
records don't count against your record addition balance.

e Ifyouexportagroup of Data.com contacts, you can still add those contacts backinto Salesforce as contacts or leads without affecting
your record addition balance.

e Regardless of your addition limit or the number of records you have left to add, you can't export more than 100,000 records at a
time. Records will be exported in batches of 50,000. If two batches are needed, the records will be sent in a .zip file.

e If numeric values, such as phone numbers, are cut off in the .csv file, change the format of the field's column in the .csv file to
General or Text,or open the file in a text editor such as WordPad.

® Youcanimport a list of exported records back into Salesforce using Data Loader. Unless your Data.com preferences are set to allow
duplicate records, the import process checks for duplicates using the Data.com ID number from the Data.com Key field.

These records won't be imported from Data Loader.

- Anyrecord that has the same Data.com ID (from the Data.com Key field) as another record within the .csv file.

— Any record that has the same Data.com ID (from the Data.com Key field) as a record already in Salesforce.

IN THIS SECTION:

Narrow Your Prospecting Search Results to Target What You're Interested In
With a Data.com Prospector license, you can use search fields and modifiers to target just the companies, industries, and locations
that you're interested in. Then, it's easy to save your searches.

Using Data.com FAQ
Check out answers to some frequently asked questions about Data.com for users.

SEE ALSO:
Prospect for Companies, Contacts, and Leads Right in Salesforce

Considerations for Prospecting for Companies, Contacts, and Leads in Salesforce

Narrow Your Prospecting Search Results to Target What You're Interested In

With a Data.com Prospector license, you can use search fields and modifiers to target just the EDITIONS
companies, industries, and locations that you're interested in. Then, it's easy to save your searches.

Available in: Salesforce

IN THIS SECTION: Classic
Understand Data.com Searches Available with a Data.com
Learn how the Data.com search features work, what fields are searched, and how to refine your Prospector license in:
search results using filters and location criteria so you can easily find the records most valuable Contact Manager (no Lead

object), Group, Professional,
Enterprise, Performance,
and Unlimited Editions

to your business.
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Understand Data.com Search Modifiers
When searching for Data.com accounts and contacts, you can use modifiers to target and narrow your search results. Here's how
modifiers work, field by field.

How Is Industry Determined for Records in Data.com?

We use the primary SIC (Standard Industry Classification) code to determine the value of the Industry field on account cards
and account records in Data.com. By using only the primary SIC code for this industry mapping, we're able to provide a more
consistent and accurate value in the Tndustry field, which leads to more relevant search results, regardless of the industry
classification system you use in your search query.

Data.com Industry Selector
When searching for accounts and contacts in Data.com, use the industry selector to add industries and subindustries to your search
criteria.

Understand Data.com Searches
Learn how the Data.com search features work, what fields are searched, and how to refine your EDITIONS
search results using filters and location criteria so you can easily find the records most valuable to
your business.

Available in: Salesforce
Searching Data.com for CRM records is simple. Start your search by entering search criteria in the Classic

fields on the Data.com tab. You can also use search modifiers to target and narrow your search
results. Depending on your entries and selections, you may end up with a large list of accounts or
contacts. To find out how many, check the results list's header or footer. Click the Reset Search

Available with a Data.com
Prospector license in:
Contact Manager (no Lead

link if you need to clear all your entries and selections. You'll see your search results until you start object, Group, Professional,
a new search or refresh your browser page. Enterprise, Performance,
For account searches, the Data.com search results you get are based on the company name, the and Unlimited Editions

website of the parent company, and the websites of the parent company's subsidiaries and branch

locations, if any, so your results may include companies that you didn't actually search for. For

example, if you want to find Sun Microsystems and you enter either Sun Microsystems or sun.com inthe Company or
Website field, the results will also include Oracle Corporation because Oracle is the parent company of Sun Microsystems.

Also, account searches are based on both the Account Name fieldandthe Tradestyle field.So, forexample, if you are looking
for United Parcel Services, you can search on its tradestyle, UPS, and still see United Parcel Services, Inc. inyoursearch
results.

Once you have a set of records, you can narrow your list by using filters if you need to. Just look for the filter categories at the left of the
page, and select the checkboxes for the filters you need. Some searches generate filter options that are specific to your results. For
example, ifyouwantleadsin Healthcare, Pharmaceuticals & Biotechindustry—specifically Doctors & Health
Care Practitioners—the list offiltersin the Title category might include Doctor, Chiropractor, Dentist,and
Office Manager.For searches that generate a large list of results for Title, Company Name,and Website Domain
Type filters, we show the 25 filters with the most search results. To see a shorter list of filters, narrow your initial search.

Some filter categories are expanded automatically when you run a search, but you can click the links at the top of the Filters panel to
expand or collapse them all. As you select filters, the search results list is updated automatically.

For example, if you search for contacts from your IBM account detail page, the Data.com tab will open and automatically enter IBM's
URL, www. ibm. com,inthe Company or Website fieldonthe Find Contacts subtab. The search will generate a list of thousands
of IBM contacts all over the world. That's probably more than you need, so you can either:

e Refine your initial search by selecting location criteria (such as Australia or United States)orindustry options (like
Computers & Electronics Or Financial Services)

e Narrow your search results list by selecting filters such as Human Resources, C-Level, or Program Manager Of

e Select 71BMinthe Company Name filter category.
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By refining your search criteria and filtering your results, you can narrow your list from more than 30,000 contacts to the 25 or so you
want to call or email.

SEE ALSO:

Understand Data.com Search Modifiers

Understand Data.com Search Modifiers
When searching for Data.com accounts and contacts, you can use modifiers to target and narrow
your search results. Here's how modifiers work, field by field.

Company or Website

To search for or exclude multiple companies, separate them with commas: ,. For example,
salesforce.com,Apple retumnsresults for both salesforce.com and Apple (for example,
Apple Computer, Inc. and Apple Inc.), or either one, depending on Data.com data.

To search for the exact name of a company, type the name within quotation marks: “ . For
example, "Apple, Inc. " returnsonly results with the exact company name Apple, Inc.

To exclude a company from your results, before the company name, type a minus sign: —. For
example, —Orac1le returns a list of results that excludes Oracle. For company names with
more than one word, after the minus sign, type the first part of the name. For example, —Adobe
returns a list of results that excludes Adobe Systems.

You can also use mixed search modifiers. For example, salesforce, -Microsoft,
“GE Healthcare” returns all results including salesforce (for example, salesforce and
salesforce.com, inc.); it excludes all results containing Microsoft; and it finds GE Healthcare but
not GE Health Care.

Title

To exclude a title, before the title, type a minus sign: —. For example: —buyer.

To search for exact titles, type them within quotation marks: “ ”. For example: “Managing
Director”.

EDITIONS

Available in: Salesforce
Classic

Available with a Data.com
Prospector license in:
Contact Manager (no Lead
object], Group, Professional,
Enterprise, Performance,
and Unlimited Editions

USER PERMISSIONS

To search Data.com for
accounts:

* No permissions required
To search Data.com for
contacts:

e No permissions required

To search for multiple titles, separate them with commas: ,. For example: CEO,—Dr,“managing director”.

Name or Email

To search for results for an individual element in this field—just Name or just Email—type that element followed by a colon (:) and
a space, then type the name, or email you're looking for. For example, Name : Marc Benioff returns results with only the
name Marc Benioff. Email: marcbenioff@salesforce.com returns results with only the email address

marcbenioff@salesforce.com.

Modifiers will not work if you don't include “name: " or “email: ”, and you can't mix and match these modifiers (for example, using

“name: " and “email: " in the same search).
To search for multiple names or emails, separate them with commas: ,.
To search for exact titles, names, or emails, type them within quotation marks: “”.

To exclude a title, name, or email from your results, before the element, type a minus sign: —.

Location | City

To search for multiple cities, separate them with commas:,. For example, San Francisco, San Jose returns results for

both San Francisco and San Jose, or either one, depending on Data.com data.

To search for exact cities, type them within quotation marks: “”. Forexample, “San Francisco”, won'treturn results for South
San Francisco. Similarly, “South San Francisco” won'treturn any results for San Francisco.
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e Tosearch for multiple postal or ZIP codes, separate them with commas: ,. For example, 94105, 94122 returns results for both

94105 and 94122, or either one, depending on Data.com data.

e To exclude a postal or ZIP code from your results, before the code, type a minus sign: —. For example, —94122 retumns a list of

results that excludes 94122.

Location | Area Code

e To search for multiple area codes, separate them with commas: ,. For example, 312, 708 returns results for both 312 and 708, or

either one, depending on Data.com data.

e Toexclude an area code from your results, before the area code , type a minus sign: —. For example, —708 returns a list of results

that excludes 708.

SEE ALSO:

Understand Data.com Searches

How Is Industry Determined for Records in Data.com?

We use the primary SIC (Standard Industry Classification) code to determine the value of the
Industry field on account cards and account records in Data.com. By using only the primary
SIC code for this industry mapping, we're able to provide a more consistent and accurate value in
the Industry field, which leads to more relevant search results, regardless of the industry
classification system you use in your search query.

Alimited number of Data.com accounts show Data.com - Jigsaw asthe value of the
Source field on their account card. These accounts do not have a value for the SIC code, and so
their Industry value is determined using a different system. Contact Salesforce Customer
Support for details.

Example: You're searching Data.com for accounts with a SIC industry value of Computer
Peripheral Equipment,whichmapsto Electronics inData.com.YourData.com
search results will include all accounts with a value of Electronics inthe Industry
field. If you use the Data.com Industry Categories classification system and select the
Computers and Electronic industry, which also mapsto Electronics, your
results will again include all accounts with a value of Electronics inthe Industry
field.

Data.com Industry Selector
When searching for accounts and contacts in Data.com, use the industry selector to add industries
and subindustries to your search criteria.

Here's how it works.
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Industry Search (NAICS) x

Watch a Video Tutorial &

Industry Classification: NAICS ™ |'ﬂ :
Top level = 31-33 Manufacturing > 334 Computer and Electrenic Product Manufacturing >
: |7—.

3341 Computer and Peripheral Equipment Manufacturing = 33411 Computer and Peripheral Equipment Manufacturing

-

+ 33411 Computer and Peripheral -+ +' 334111 Electronic Computer
Equipment Manufacturing Manufacturing
|2 ' 334112 Computer Storage Device
Manufacturing

334113 Computer Terminal

Manufacturing
334118 Computer Terminal and Other

Computer Peripheral Equipment /

Manufacturing
334119 Other Computer Periph;
Equipment Maj uring
Categories to search by Clearall - %: |

334112 Computer Storage Device Manufacturing 334111 Electronic Computer Manufacturing

Done Cancel

1. Select the industry classification system your organization uses.

e NAICS (North American Industry Classification System): Used by business and government to classify North American business
establishments according to the type of economic activity. This system includes 20 industry sectors, each with multiple levels
of subindustries Industries and subindustries are identified by numeric code, up to six digits.

e SIC (Standard Industry Classification): Used by the United States government to classify business establishments according to
the type of economic activity. This system includes 10 industry sectors, each with multiple levels of subindustries Industries and
subindustries are identified by numeric code, up to four digits.

® Data.com Industry Categories:The Data.com system of classifying business establishments by industry and
subindustry.

You can select a different industry classification system at any time, but doing so will clear your selections.

2. Use the selection panels to explore industries and their subindustries and add them to your search. If an industry has a numeric
classification code, you'll see it here. When you hover over an industry name, you'll get two options.

e (lick the industry name to view its subindustries, if any, in the right panel. If an industry has any available subindustries, you'll
seeanarrow * tothe right of the industry name.
e (lick Add to add the industry (including all its subindustries) to the Categories to search by (Categories) box.

When you click an industry name in the right panel, it moves to the left panel and its subindustries appear in the right panel. You
can continue moving through the industry levels in this manner, adding any industries and subindustries you want to search on as

you go. A circle to the right of a subindustry name means you have reached the final level of subindustries. When you add an
industry to your search criteria, it appears in the Categories box and all of its subindustries are automatically included. You'll also see

asolid green checkmark %" next to its name. Only the industry, however, appears in the Categories box.

To remove industries from the Categories box, hover over the industry name and click the % . If you remove any subindustries
from the selection panel, the industry is removed from the Categories box, and its remaining subindustries appear instead. (This
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partial selection is denoted by an outlined green checkmark " nexttothe industry name.) Keep in mind that if you select some
but not all subindustries within an industry, the number of selections in the Categories box increases.

3. Use the navigation links at the top of the page to keep track of where you are within the industry levels. Click any link to return to
that industry level in the selection panels.

4. C(lick the Back arrow to move up one industry level.
5. Allindustries and subindustries that you add to your search appear in the Categories to search by box. You can remove individual
selections by clicking the next to the industry or subindustry name. Clicking Clear all removes all your selections.

6. There's a limit on how many industries and subindustries you can add to one search. If you exceed the limit, you'll need to remove
selections in order to continue your search.

7. Ifthe Categories to search by box includes a long list of industries, you may need to click the arrow to expand the box to view
them all.

Here’s an example of how the industry selector works. John is looking for companies that manufacture computers. He decides to use
the North American Industry Classification System (NAICS) and begins by clicking the Manufacturing industry to reveal its subindustries,
which include Food Manufacturing, Machinery Manufacturing, and lots more. He finds Computer and Electronic Product
Manufacturing, and clicks it, moving it to the left panel to reveal its subindustries in the right panel. He continues to navigate deeper
in to the industry levels in this manner, clicking through subindustries until he ultimately finds what he’s looking for: Computer and
Peripheral Equipment Manufacturing. John clicks Add to add two subindustries, Electronic Computer Manufacturing and
Computer Storage Device Manufacturing, to the Categories to search by box. Those selections remain in the Categories box even
if he navigates to other levels in the selection panel and adds other industries. When he is finished adding industries to the Categories
box, he does a last review of his selections, then happily clicks Done to return to the Data.com tab to complete his search.

SEE ALSO:

Understand Data.com Searches

Using Data.com FAQ

Check out answers to some frequently asked questions about Data.com for users. EDITIONS

IN THIS SECTION: Available in: Salesforce

4 4 Classic
How can | see complete, relevant information for Data.com search results?

Available with a Data.com

) Prospector license in:
How can | improve my Data.com search results? Contact Manager (no Lead

Why do | see companies | didn't search for in my Data.com search results? object], Group, Professionall,
Enterprise, Performance,

and Unlimited Editions

Which Data.com user type am I?

What's the limit of Data.com records | can add to Salesforce?

When | add CRM records from Data.com, how do | know which field values have Data.com
data?

What does the Account Site field value on an Account record mean?

Why does the Ownership field have a value of Private for companies | know are public?

I'm seeing a discrepancy between the numbers in the Employees and Contacts fields on an Account record. Why?
| use Data.com and I'm seeing a blank or zero (0) value in the Employee and Revenue fields. Why?

Why do some leads have a blank or zero (0) value in the Annual Revenue and Number of Employees fields after | use the Data.com
Clean auto-fill feature?
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When | use the Employees or Revenue filter to refine my account or contact search results, | get far fewer results than | expect. Why?
Why do some account and D&B Company records have identical D-U-N-S Numbers?

What is the difference between the Account Site and Location Type fields?

Why did | receive a message that says, You have limited access to data, so you can’t completely clean this record?

Why did I receive a message that says, You can't clean this record because you have limited data access, as set by your administrator?

SEE ALSO:

Understand Data.com Searches

How can | see complete, relevant information for Data.com search results?
We've limited the number of details available for search results that exceed ten pages, to ensure data security.
To see complete, relevant account information in search results:

e Narrow your search using the search filters on the left of the page. Filtering out results that aren’t the focus of your search gives
fewer, more targeted results. For example, selecting Director-level accounts in a company’s Sales department reduces the results
from 50 pages to 4, listing only the accounts you're looking for.

e Sort your search results so that the target of your search appears in the first few pages. For example, sorting the Updated column
lists the most recently updated accounts first.

Once you've identified the accounts you're looking for, purchase the accounts by adding or exporting them to Salesforce from Data.com.
You see full details of the accounts and contacts you purchase and add to your organization.

Which Data.com user type am I?

It's easy to find out. From your personal settings, enter Advanced User Detailsinthe Quick Find box then select Advanced
User Details. No results? Enter Personal Information inthe Quick Find box, then select Personal Information.The
Data.com User Type field identifies you as either a Data.com User or a Data.com List User. If the field is blank, you do not have
a Data.com user license.

For a quick definition of your Data.com user type, just click the info icon (| i ) next to the field.

SEE ALSO:
Using Data.com FAQ

How can | improve my Data.com search results?

It's easy. Just use search modifiers. To see examples, just click the info icon (| i |) above each Data.com search field. It's also helpful to
save searches you use frequently.

SEE ALSO:

Understand Data.com Searches

Why do | see companies | didn’t search for in my Data.com search results?

For account searches, the Data.com search results you get are based on the company name, the website of the parent company, and
the websites of the parent company’s subsidiaries and branch locations, if any, so your results may include companies that you didn't
actually search for. For example, if you want to find Sun Microsystems and you enter either Sun Microsystems or sun.com in
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the Company or Website field, the results will also include Oracle Corporation because Oracle is the parent company of Sun
Microsystems.

SEE ALSO:
Understand Data.com Searches
Using Data.com FAQ

What's the limit of Data.com records | can add to Salesforce?

From Setup, in the Quick Find box, enter Users and then select Prospector Users. In the Data.com Users section, find your name and
see what your monthly limit is and how many records you've already added or exported during the month. Your administrator sets the
monthly allowance, which expires at the end of each month, regardless of whether you've met your limit.

If you're a Data.com List User, your name also appears in the Data.com List User section of the page. After you've used your monthly
record additions, you'll share record additions from a pool with all other List Users in your organization. Your organization's pool has a
limit, so if one Data.com List User reaches the limit, other Data.com List Users can't add records. List pools expire one year after purchase.

If adding a set of records causes you to exceed your addition limit, you'll see a message that tells you how many additions you have
remaining. If you still need to add more records, contact your administrator.

SEE ALSO:
Using Data.com FAQ

When | add CRM records from Data.com, how do | know which field values have Data.com data?

Just check the help topics that define the fields on those records. All fields that are enabled for Data.com data are identified.
e Account Fields

e (Contact Fields

e lead Fields

SEE ALSO:
Using Data.com FAQ

What does the Account Site field value on an Account record mean?
Headquarters/Parent indicates thata company is a legal entity with other locations.

Single location indicates thata company is a headquarters with no other locations, and that it may or may not be a distinct
legal entity.

Branch indicates that a company is not a distinct entity. Rather, a branch is a location of a headquarters or parent company.

SEE ALSO:
What is the difference between the Account Site and Location Type fields?
Using Data.com FAQ
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Why does the Ownership field have avalue of Private for companies | know are public?

Dun & Bradstreet (D&B), who provides this data, only tracks ownership information for headquarters or parent companies. If a publicly
traded headquarters or parent company has any subsidiaries, such as branch locations, those subsidiaries show a value of Private
unless they are traded independently. The value will also be Private if the ownership type is unknown.

SEE ALSO:
What does the Account Site field value on an Account record mean?
Using Data.com FAQ

I'm seeing a discrepancy between the numbers in the Employees and Contacts fields on an Account record. Why?
There are a number of possible reasons.

e The number of employees is only available on records that have a value of Headquarters/Parent inthe Account Site
field. This means that a branch location may show a value of zero in the Employees field but still have a number of contacts.

e The Employees field on Account records shows the total number of employees within a company, including all subsidiary and
branch locations. The number of contacts, however, reflects only the contacts at that specific location. So a headquarters location
that has 5,000 employees throughout its various locations may only have 3,000 contacts at the headquarters location.

e Employee totals come from Dun & Bradstreet (D&B) and usually do not include contract employees. Contact totals and related data
come from the Data.com community and often do include contract employees as long as they have a valid company email address.

SEE ALSO:
Using Data.com FAQ

l use Data.com and I'm seeing a blank or zero (0) value in the Employee and Revenue fields. Why?

Dun & Bradstreet (D&B) collects revenue data for headquarters and single locations only, so records associated with branch locations
won't have a value for the Annual Revenue field on account and leads records or the Annual Sales Volume field on D&B
Company records.

Similarly, D&B doesn't always have confirmed employee counts for branches and single locations, so there might not be a value for the
Number of Employees fieldonleadrecords,the Employee field onaccountrecords,orthe Number of Employee-Total
field on D&B Company records.

SEE ALSO:
Using Data.com FAQ

Why do some leads have a blank or zero (0) value in the Annual Revenue and Number of Employees fields after|
use the Data.com Clean auto-fill feature?

Data.com Clean has improved its location-based matching and, as a result, contacts are now associated with their actual location, rather
than the organization’s headquarters location. Because Dun & Bradstreet (D&B) only collects revenue data for headquarters locations,
leads associated with a branch location or single location won't have a value for the Annual Revenue field. Similarly, D&B doesn't
always have confirmed employee counts for branch and single locations, so there might not be a value for the Number of
Employees field on lead records.
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If you want to map the revenue and employee data from the headquarters location to the branch or single location records, contact
your Salesforce administrator.

SEE ALSO:
Using Data.com FAQ

When | use the Employees or Revenue filter to refine my account or contact search results, | get far fewer results than | expect.
Why?

Dun & Bradstreet (D&B) doesn't collect revenue data for branch locations and doesn't always have confirmed employee counts for
branches or single locations. Therefore, if you enter 1 as your minimum range in the Revenue filter, your search results will exclude all
records that have a zero (0) Revenue value. Similarly, if you enter 0 as your minimum range in the Revenue filter, your search results will
exclude all records that have a blank Revenue value. The Employee filter works the same way.

If you want all records with a zero (0) or blank Revenue or Employee value included in your filtered search results, be sure to leave the
Min field blank.

SEE ALSO:
What does the Account Site field value on an Account record mean?
Using Data.com FAQ

Why do some account and D&B Company records have identical D-U-N-S Numbers?

If a company operates within a single country, its Global Ultimate (highest entity within an organization) and Domestic Ultimate (highest
entity within an organization in a country) are the same entity, and therefore the values in their D-U-N-S Number fields are the
same. For definitions of all the D&B fields, see D&B Company Field:s.

SEE ALSO:
Using Data.com FAQ

What is the difference between the Account Site and Location Type fields?

Account Site isthefield found onaccount records and the Data.com account card. Location Type isthe field found on D&B
Company records. (D&B Company records are available to customers who have purchased Data.com Prospector.) Both fields contain
the same values: Single location, Headquarters/Parent,and Branch.

SEE ALSO:
Using Data.com FAQ

Why did | receive a message that says, You have limited access to data, so you can’t completely
clean this record?

If you can't edit one or more fields on an account, contact, or lead record, you'll see this message when you use Data.com Clean to
manually clean the record. You'll still be able to clean the fields that you can edit.

Ask your administrator to make sure you can edit the Salesforce fields affected when cleaning records, including D&B fields. How your
administrator does this depends on which edition of Salesforce your company uses.

e For Contact Manager and Group editions, make sure the fields are on the appropriate page layout.
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e For Professional, Enterprise, Performance, and Unlimited editions, make sure field-level security is set to Visible for the fields.

SEE ALSO:
Which Fields Are Affected by Data Integration Rules and Data.com Clean?
Using Data.com FAQ

Why did | receive a message thatsays, You can’t clean this record because you have limited data

access, as set by your administrator?

If you don't have appropriate access to the D&B Company object, you'll see this message when you use Data.com Clean to manually

clean an account.

Ask your administrator to make sure you have read access to the D&B Company object.

Get Critical Industry, Financial, and Competitive Insights for Your Accounts

Need detailed information about account businesses? Click the Prospecting Insights
button on the account detail page to get data about your prospects’ businesses and financials, as
well as competitive and industry details—directly from Data.com in real time.

Prospecting Insights is available with Data.com Prospector licenses. Insights data is available for
accounts that were imported from, or cleaned by, Data.com.

Before you begin, make sure thatyouradministrator hasadded the Prospecting Insights
button to the Account page layout.

1. Open the account detail page for a prospect.
2. C(lick Prospecting Insights.

If you click Prospecting Insights for an account that hasn't been imported from or cleaned
by Data.com, a message recommends that you first clean the account.

SEE ALSO:
Prospecting Insights Data Details

Prospecting Insights Data Details

Data.com Prospecting Insights combines D&B company details and industry intelligence in a
quick-view snapshot, to help you start smart conversations with your prospects and customers.

Prospecting Insights is available with Data.com Prospector licenses.

Insights Category  Details

Business Details e Description of the company supplied by the Hoover's, Inc. subsidiary
of Dun and Bradstreet

e Company address, phone, and website

e Location type—headquarters or a branch office

e Location size in square feet, identified as the actual measurement
or estimated
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Insights Category Details

e Location ownership—owned or rented

Tradestyle, if the company uses one

e Year the company was founded

Financial Details e Fiscal year end, identified by month

e Stock market exchange and symbol

e Standard & Poor’s 500 index indicator

e Fortune 1000 rank

o Delinqugncy risk—the likelihood of this company paying 90 or more days late over the next 12
months

@ Important: Use this information for marketing pre-screening purposes only.

e Annual revenue for the most recent and prior year, and growth percentage
e Netincome for the most recent year*

e Employee number for the most recent and prior year, and growth percentage

Contacts from Data.com e Graphical view of contact distribution at the company

e Links to contacts at the company, by department—clicking a link takes you to the Data.com Find
Contacts page

Top Competitors e Links to websites for the company’s top competitors

e Primary competitors listed by revenue

Industry Details e Primary NAICS and SIC classifications

e Industry selector for industries related to the primary NAICS and SIC classifications
e Sample call-prep questions
e Competitive landscape analysis*fan overview of the industry’s competitive environment

e Industry trends and industry opportunities* —how events and issues are affecting industry
businesses

e Links to selected industry websites

Available only with a Premium license
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Prospecting Insights in Lightning

Data.com Prospecting Insights combines Dun & Bradstreet company details and industry intelligence EDITIONS
in a snapshot. Tabs with company information, account hierarchies, and links to related industries
help you start smart conversations with your prospects and customers.

Available in: Contact

Prospecting Insights is available with a Data.com Prospector license. Manager, Group,

Professional, Enterprise,
@ Important: If you use Professional Edition, add the Data.com Key field to the Accounts page Performance, Unlimited

layout. Editions

Company

View a company overview, financial details, a list of top competitors, and a breakdown of account contacts. View and add contacts by
level or department. Read details about key competitors. Understand company linkages.

Hierarchy

Get a complete hierarchical view of a company and its linkages. Click the plus (+) sign next to a company to add it as an account.

Industry
Critical industry insights help you intelligently engage with an account.

Industry Details
View details about the accounts industry as identified by Standard Industrial Classification (SIC) and North American Industry
Classification System (NAICS) codes and descriptions.

Competitive Landscape
Understand the potential of the account in its related industry.

Trends
Understand the account’s financial situation and identify potential growth areas.

Opportunities
Review various account opportunities.

Call Prep
Prepare for a call with detailed Q&A.

Industry Websites
See the websites of the account's top competitors.
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Data.com Clean

Data.com Clean keeps your org up to date using data from Dun & Bradstreet and Data.com. Using EDITIONS
Clean jobs, you can clean your records on a regular basis. You can also clean a single record or a list
of records.

Available in: Salesforce

@ Note: This information applies to Data.com Clean and not to Data Integration. Closs!c and Lightning
Experience

Data.com Clean compares your account, contact, and lead records with records from Data.com and

creates a link between your records and matching Data.com records. Clean also provides clean

status information for accounts, contacts, and leads on page 118.

Available with a Data.com
Clean license in:
Professional, Enterprise,

In Salesforce Classic, your users can do the following. Performance, and

e Manually compare individual account, contact, and lead records side by side to matched Unlimifed Edifions

Data.com records, and update records field by field .
e Select account, contact, and lead records from a list, and update them all at once.

e Manually refresh D&B Company records linked to accounts.
As a Salesforce admin, you can also do the following.

e (Configure and run automated Clean jobs to flag field value differences on Salesforce records, fill blank fields, and overwrite field
values. Configuring and scheduling Clean jobs is only available in Salesforce Classic.

e Use the Data.com Match API to create a custom solution for specific business purposes like updating leads as they are created and
updating custom objects.

There are two versions of Data.com Clean: Corporate Clean and Premium Clean. Premium Clean includes more Dun & Bradstreet fields
for adding to or manually cleaning account, contact, or lead records. The Salesforce Help refers to Data.com Premium Clean unless
otherwise noted. For more information on Premium Clean, contact your Salesforce account manager.

Data.com Clean Version Dun & Bradstreet (D&B) Fields
Data.com Corporate Clean Basic set of Dun & Bradstreet fields.
Data.com Premium Clean Basic set of Dun & Bradstreet fields, plus the D&B Company field.

This field links to an associated D&B Company record with over
70 additional Dun & Bradstreet fields that are accessible on the
D&B Companies tab.

Data.com Clean doesn't support person accounts.

@ Note: Data.com Clean must be purchased 1:1 for Sales Cloud and Service Cloud seats.
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IN THIS SECTION:

Keep Your Salesforce Records Complete and Up To Date

Your business is only as good as its data. Spend less time updating data and more time growing your business using Data.com.
Access valuable company information from Dun & Bradstreet as well as crowd-sourced data from Data.com to keep your org up to
date.

SEE ALSO:
Data Integration
Using Data.com FAQ
Clean Individual Account Records in Salesforce Classic

Clean a List of Records

Keep Your Salesforce Records Complete and Up To Date

Your business is only as good as its data. Spend less time updating data and more time growing EDITIONS
your business using Data.com. Access valuable company information from Dun & Bradstreet as well
as crowd-sourced data from Data.com to keep your org up to date.

Available in: Salesforce

Classic
INTHIS SECTION: Available with a Data.com
Clean Individual Account Records in Salesforce Classic Clean license in:
Use Data.com Clean to manually clean an account record. With a manual clean, you do a Professional, Enterprise,
side-by-side comparison of a single account record with its matched Data.com record, followed Performance, and
by a field-by-field update. Unlimited Editions

Clean a List of Records

With Data.com Clean, you can select account, contact, and lead records from a list and clean them all at one time. A Data.com Clean
license is required to clean records from a list.

Which Fields Are Affected by Data Integration Rules and Data.com Clean?

When you use Data.com to update a record, the record’s fields are updated with Data.com data.

What Does the Clean Status Tell Me About a Record?

The Clean Status field on account, contact, and lead records indicates how the record’s data compares with data from
Data.com. If you click the icon next to the status, you get more status details, plus options for refreshing the status. Depending on
the status, you can also clean some records right from the Clean Status field.

How Does Data.com Clean Match Your Records?

If you clean your account, contact, and lead data with Data.com Clean, it's important to understand how your records are compared
and matched with records from Data.com.

Data.com Update Statuses

For Data.com Prospector, Data.com Clean, and Data Integration, an update status field on your accounts, contacts, and leads indicates
your record’s status compared with Data.com data.

Updating Records with Data.com Clean

When you clean a record, you're comparing your data with information in Data.com. There are a few important concepts to understand
about this process, including how to select matching records and mark Data.com records as incorrect.
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Clean Individual Account Records in Salesforce Classic
Use Data.com Clean to manually clean an account record. With a manual clean, you do a side-by-side USER PERMISSIONS
comparison of a single account record with its matched Data.com record, followed by a field-by-field

update. To clean account records:
e Edit on accounts
Available in: Salesforce Classic

Available with a Data.com Prospector license in: Contact Manager (no Lead object), Group,
Professional, Enterprise, Performance, and Unlimited Editions

Available with a Data.com Clean license in: Professional, Enterprise, Performance, and
Unlimited Editions

@ Note: This information applies to Data.com Clean and not to Data Integration.

Manual Clean is available in orgs with a Data.com Clean license and to any Salesforce user in an org with a Data.com Prospector license.
You can manually clean all the account records you have access to in Salesforce—not just the records you previously added from
Data.com.

Data.com Clean offers several ways to clean account records. Users can clean individual records manually or clean groups of records
from a list view. You can also clean batches of records in your org using automated Clean jobs.

@ Note: Ifyou clean your account records with Data.com Prospector or Data.com Clean, Data.com converts non-USD currencies to
USD every month. This conversion can cause the values in the Annual Revenue field to change. For orgs that use non-USD
currencies, we ignore the Annual Revenue field when determining a record’s clean status (so the Clean Status field's
value does not change). We also remove the value from the Annual Revenue field on account records and the Clean
comparison page.

1. Open the record and check the Clean Status field. Even if its status is In Sync, you can manually clean the record. If you use Dun &
Bradstreets’ DUNSRight matching service, you can match some records to a different one from Data.com.

O Tip: From the Clean Status field, you can get more status information (such as which fields have different data in Data.com)
and then clean the record. Click the status icon (¢3) and the popup guides you.
2. (lick Clean to open the comparison page and compare the Salesforce record with the Data.com record.

3. Compare the records. A check mark appears next to any Data.com field value that matches the corresponding value in your Salesforce
record.

4. Select the checkbox next to any Data.com value you want to accept.
5. If you use DUNSRight Matching and want to look for a different match from Data.com, click Wrong Match?
6. When you're satisfied that the record is accurate, click Save, even if you don't accept any data from Data.com.

The Clean Status field reflects the record’s status, and its time stamp is updated to reflect your activity.

@ Note: On an account, if you update the Company D-U-N-S Number field value while cleaning manually, delete the D&B
Company field value. Otherwise, Clean can’t add updated values for those two fields or link the correct D&B Company record
to the account.

If you click Cancel, your Salesforce record isn't updated, but if Data.com finds a better match for the record, the values in its C1lean
Status and Data.com Key fields can change. These two fields always reflect the best match from Data.com as of the most
recent Clean process, regardless of the method used to clean the record.
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Suppose that you use Data.com Clean or Data.com Prospector and you've manually cleaned an account or lead record that isn't
linked to a D&B Company record. When you click Save, Salesforce creates a D&B Company record (if available) and links it to the
account or lead record. The next time you open the comparison page, the linked record is identified by its D-U-N-S Number in the
D&B Company Record Linked field.

SEE ALSO:
Data.com Update Statuses
Which Fields Are Affected by Data Integration Rules and Data.com Clean?

Clean a List of Records

USER PERMISSIONS EDITIONS

To clean account records: Edit on accounts Available in: Salesforce
) Classic
To clean contact records: Edit on contacts
. Available with a Data.com
To clean lead records: Edit on leads Clean license in:
To create custom list views: Read on the type of record included in the Professional, Enterprise,
list Performance, and

Unlimited Editions
To create, edit, or delete public list views:  Manage Public List Views

With Data.com Clean, you can select account, contact, and lead records from a list and clean them all at one time. A Data.com Clean
license is required to clean records from a list.

@ Nofte: This information applies to Data.com Clean and not to Data Integration.

@ Note: You can clean a list of account records only if you use Data.com as your matching service.

Data.com Clean offers several ways to clean records. Users can clean individual records manually or clean groups of records from a list
view. You can also clean batches of records using automated Clean jobs.

Cleaning from a list works for all the account, contact, and lead records you have access to, not just the ones you previously added
from Data.com Prospector. When you click the Accounts, Contacts, or Leads tab, you can select a view to see a list of the records you're
allowed to view. The results you see are called a fist view. From the list view, simply select the records you want to clean and Data.com
Clean does the rest.

@ Nofte: If you're cleaning records from a standard list view, make sure that your Salesforce admin adds the Clean Status
field to the view. If you're cleaning records from a custom list view you've created, add the Clean Status field yourself.

1. Click the tab (Accounts, Contacts, or Leads) for the object whose records you want to clean from your list.
2. Select a view from the dropdown that contains the Clean Status field and click Edit.

3. From the list, select the records you want to clean, and click Clean.

4. Select one of these Clean options.

® Update Clean Status updateseachrecord’s Clean Status field.

® Update Clean Status and Fill Blank Fields updateseachrecord’s Clean Status field andfill blank
fields with Data.com data.
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5. Click Update.
You see a confirmation message telling you how many records were matched and updated, and whether any errors occurred.

6. Review the changes to your records.

If you selected the option to update only the Clean Status field and now find records with a clean status of Di fferent,
you can manually clean each record from its detail page.

SEE ALSO:
Data.com Update Statuses
Which Fields Are Affected by Data Integration Rules and Data.com Clean?

Which Fields Are Affected by Data Integration Rules and Data.com Clean?
When you use Data.com to update a record, the record’s fields are updated with Data.com data. EDITIONS

@ Note:

e Ifyou use customized field mappings in your data integration rules, the fields affected by
Data.com can differ from the ones that are listed.

Available in: Salesforce
Classic and Lightning
Experience

e Ifyoureceive one of the following messages, contact your Salesforce admin. You have . )
Available with a Data.com

Prospector license in:
Contact Manager (no Lead
object], Group, Professional,
Enterprise, Performance,
and Unlimited Editions

limited access to data, so you cannot completely update
this record or You have limited access to account fields,
so you cannot update all the fields shown here.

Account Fields

Available with a Data.com
Clean license in:
Professional, Enterprise,
Performance, and
Unlimited Editions

The following fields are available with Data.com Clean and with the Company Info for Accounts
data integration rule. An asterisk (*) indicates fields that arent available with the Company Info for
Accounts data integration rule.

Account Name Industry
Account Site NAICS Code
Annual Revenue NAICS Description
Billing Address Ownership

Clean Status’ Phone

D&B Company SIC Code
Data.com Key SIC Description
D-U-N-S Number Ticker Symbol
Description Tradestyle
Employees Website

Fax Year Started
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Contact Fields

The following fields are available with Data.com Clean.

Clean Status Mailing Address
Data.com Key Phone

Email Title

Name

Lead Fields

The following fields are available with Data.com Clean. An asterisk (*) indicates fields that are available with the Company Info for Leads
data integration rule.

Address Email

Annual Revenue* Industry*

Clean Status Name

Company No. of Employees*
Company D-U-N-S Number* Phone

D&B Company* Title

Data.com Key

Geocodes for Account Billing Address Fields

The following fields are available with the Geocodes for Account Billing Address data integration rule.

BillingLatitude BillingLongitude

BillingGeocodeAccuracy

@ Nofe: These fields are not visible on records.

Geocodes for Account Shipping Address Fields

The following fields are available with the Geocodes for Account Shipping data integration rule.

ShippingLatitude ShippingLongitude

ShippingGeocodeAccuracy

@ Nofe: These fields are not visible on records.
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Geocodes for Contact Mailing Address Fields

The following fields are available with the Geocodes for Contact Mailing Address data integration rule.

MailingLatitude MailingLongitude

MailingGeocodeAccuracy

@ Note: These fields are not visible on records.

Geocodes for Geocodes for Lead Address Fields

The following fields are available with the Geocodes for Lead Address data integration rule.

Latitude Longitude

GeocodeAccuracy

@ Nofe: These fields are not visible on records.

SEE ALSO:
Why did | receive a message that says, You have limited access to data, so you can’t completely clean this record?

Clean Individual Account Records in Salesforce Classic

What Does the clean status Tell Me About a Record?

The Clean Status field onaccount, contact, and lead records indicates how the record’s data EDITIONS
compares with data from Data.com. If you click the icon next to the status, you get more status
details, plus options for refreshing the status. Depending on the status, you can also clean some
records right from the Clean Status field.

Available in: Salesforce
Classic and Lightning

@ Nofte: This information applies to Data.com Clean and not to Data Integration. Experience

Available with a Data.com
Prospector license in:
Contact Manager (no Lead

Here's an example that shows some of your options.

1 e object), firoup, Professional,
o Enterprise, Performance,
g | Cnmorturities [0] | Cases 0] | Motes & Aftachmerts [0] Ond Unlimited Edmons
[t 0 peite | cions | Request paste || clean | Available with a Data.com
et m@ Clean license in:

Professional, Enterprise,
Performance, and

1. Thisrecord'sstatusis Different because whenitwas last compared, one week before, the Unlimited Edifions

records in Salesforce and Data.com had different values for some or all of their fields. The user
who compared the records previously can have:

e Decided not to accept any of the Data.com values.
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e Accepted some values from Data.com and kept some Salesforce values.

e (licked Cancel on the comparison page.
Click the icon to view the popup, which provides additional information and Clean options.
2. This line tells you about the Salesforce record’s most recent comparison activity.
In this case, a user compared the Salesforce account record with Data.com’s version one week ago.
3. This section provides more details about the comparison. In this case, Data.com had different Email, Phone,and Mailing
Address values for the contact.
4. You can click the Clean... link to compare the Salesforce and Data.com records yourself.

If you click Cancel, the record’s clean status remains Di f ferent. If you click Save, even if you haven't accepted any Data.com
values, the record’s clean status is Reviewed.

How Does Data.com Clean Match Your Records?

If you clean your account, contact, and lead data with Data.com Clean, it's important to understand EDITIONS
how your records are compared and matched with records from Data.com.

Available in: Salesforce

@ Note: This information applies to Data.com Clean and not to Data Integration.
Classic and Lightning

O Tip: For complete details about how the Data.com Clean matching service works, including Experience
a graphic overview and extensive examples, see the white paper Data.com Clean Record Available with a Data.com
Matching in Salesforce. Prospector license in:
Watch a Demo: @ Understanding Matching Rules Co.nfact Manager (no.Leod
object], Group, Professional,
Using Data.com Clean, your records and Data.com records can be compared and matched in two Enterprise, Performance
ways. and Unlimited Editions

e Manually, when a user clicks Clean on an individual account, contact, or lead record. Available with @ Data.com

e ViaClean jobs, which automatically attempt to match all your account, contact, or lead records. Clean license in:
Professional, Enterprise,
Performance, and
Unlimited Editions

Automated clean jobs are only available to orgs that purchase Data.com Clean. Manual clean is
available to all licensed Data.com Prospector users.

The first time one of your records is cleaned, either manually or via an automated job, the matching

service searches Data.com for similar records. It examines the field values in each record and looks

for enough identical or similar information to indicate that the two records represent the same entity (that is, the same account, contact,
or lead). If Data.com finds a match, the two records are linked by a numeric value in the Data.com Key field. For contact and lead
records, every time your record is cleaned, the matching service is used to match the record. For account records, every time your record
is cleaned, the D-U-N-S Number field is used to match (or look up) the record. If the D-U-N-S Number field is blank, the
matching service is used to find a match. If your record changes substantially the next time it is cleaned, the matching service sometimes
looks for a better match from other Data.com records.

@ Note:
[ ]

If you prefer to rematch account records with the matching service, regardless of whether a D-U-N-S Number is present, contact
Salesforce Customer Support. Doing so, however, can cause some account records to have their Data.com Clean status set to
Not Found.

e Ifyou've remapped or skipped mapping for the D-U-N-S Number field, or if you purchased Data.com before December
16, 2011, the matching service is used to rematch account records.

For contacts and leads, the important fields are:
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® Name
® Email

Use a direct email address rather than a group address like info@org.com. (Identical email values almost always trigger a match
unless other values in the record conflict.) Note: Data.com does not store emails that contain personal contact information, such as
emails from Gmail or Yahoo.

e Account Name for contacts; Company forleads.
°* Title

® Phone

For accounts, the important fields are:

® Account Name

-~ Make sure that the account name doesn't contain any unrelated artifacts, such as numbers (1002), special characters (l#@#), or
unrelated words. (These symbols are acceptable if they are part of the company’s name.)

- Try to avoid country and state names as values unless they are part of the company’s name.
- Ifthe account name contains more than one word, like DSGI Business (PC World Business), try both.

- Ifanaccount name is also a Website (like salesforce.com), try leaving off the subdomain (for example, . com).

® Billing Address

-~ Use afull address, if possible.
- To optimize match rates, specify a value for the Country field.
-~ Trytospecify avalue forthe State or ZIP code field.

- Ifyou know the account’s street name but not its street number, use the street name only. A street name without a street number
is better than no value.

® Website

® Phone
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For Data.com Prospector, Data.com Clean, and Data Integration, an update status field on your
accounts, contacts, and leads indicates your record’s status compared with Data.com data.

When you're using Data.com Clean, the status field is called Clean Status. When you are using Data
Integration, the status field is called Data Integration Status.

Status

Not
Compared

& In
Sync

Definition

The current version of the
Salesforce record has not been
compared with Data.com. This
status may occur because:

e The record was created
manuallyin Salesforce (not
added from Data.com) and
has not yet been
compared with Data.com.

e The Salesforce record was
previously compared with
Data.com but later edited
by a user and not
compared again.

e The Salesforce record was
previously compared with
Data.com but later
updated by a workflow or
other automated process
(such as lead conversion)
and not compared with
Data.com again.

e You map Data.com fields
to Salesforce fields and
one or more newly
mapped Data.com fields
has no value.

APl Value

Pending

When your Salesforce record Matched

was last compared with the
Data.com record, the two were
identical. Records with In
Sync status are considered
to be clean.

Notes

Records you add from
Data.comarealways In
Sync until the data
changes in one or both
of the records.

After you clean the
record and a match is
found in Data.com, the
record’s Clean
Status changes to
Reviewed until one
of these conditions is
met.

e The two records are
identical (In Sync
status).

e Therecordis
updated in
Salesforce or
Data.com
(Different
status).

e Therecord becomes
inactive in Data.com
(Inactive
status).

Recordsin In Sync
status are considered to
be clean, but you can
repeat the clean process.

Click the iconin the
Clean Status field
and check the time
stamp to see when the
record was last
compared.
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Classic and Lightning
Experience

Available with a Data.com
Prospector license in:
Contact Manager (no Lead
object), Group, Professional,
Enterprise, Performance,
and Unlimited Editions

Available with a Data.com
Clean license in:
Professional, Enterprise,
Performance, and
Unlimited Editions
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Status Definition APl Value Notes

@ Reviewed When your Salesforce record was last Acknowledged

Different

L Select
Match(notused
in Data
Integration)

» Not Found

compared with the Data.com record, the
user who compared them:

e Kept one or more values from the
Salesforce record.

e May have also flagged a field value as
wrong to Data.com.

e Marked arecordas Tnactive.
or

e Your Clean jobs are set to overwrite
values for one or more fields, and one
or more values were overwritten
during the most recent job.

The Salesforce record has different data
from the corresponding Data.com record.

@ Nofe: It'simportant to remember
that a record’s clean status can
change from In Sync or
Reviewed to Different
when values change in the matched
Data.com record. This may happen
regularly as updated information
from Data.com and D&B is made
available.

Data.com does not have a record qualified SelectMatch

for an automatic match but does have one
or more potential matches. You can select
one from up to five (5) match candidates.

Different

The Salesforce record has no similarrecords NotFound

in Data.com record.
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Recordsin Reviewed statusare
considered to be clean, but you
can repeat the clean process.

After you clean the record and a
match is found in Data.com, the
record’s Clean Status
remains in Reviewed status
until one of these conditions is
met.

e The two records are identical
(In Sync status).

e Therecord is updated in
Salesforce or Data.com
(Different status).

e The record becomes inactive
in Data.com (Inactive
status).

e Any fields previously flagged
as wrong to Data.com have
been reflagged as right.

After you clean the record and a
match is found in Data.com, the
record’s Clean Status
remainsin Different status
until one of these conditions is
met.

e The two records are identical
(In Sync status).

e Auserreviews the two records
and keeps one or more values
from the Salesforce record
(Reviewed status).

e The record becomes inactive
in Data.com (Inactive
status).

This status is available with the
Data.com Clean product and D&B
DUNSRight matching service only.

The record can't be cleaned in
Salesforce because Data.com
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Status Definition APl Value

» Inactive TheData.comrecord correspondingtothe Inactive
Salesforce record has been reported as
inactive by either Data.com or a user in
your organization. A contact record may
be inactive if it contains out-of-date or
inaccurate information. An account record
is inactive if D&B has marked it as out of
business.

» Skipped Either: Skipped

e The Salesforce record encountered an
error related to a validation rule or
trigger when it was last saved, causing
the nextincremental sync Clean job to
set the record’s status to Skipped.

or

e Therecord’s clean status was set to
Skipped via the API.

Incremental sync Clean jobs do not process
records with Skipped clean status.

Full sync Clean jobs process records with
any clean status that encountered errors
related to validation rules, triggers, or other
customizations when last saved, but those
records’ Clean Status fieldvaluesdo
not change until the errors are resolved.

SEE ALSO:
Clean Individual Account Records in Salesforce Classic
Clean a List of Records
What Does the Clean Status Tell Me About a Record?

Report an Account, Contact, or Lead as Inactive or Active to Data.com
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Notes

could not find a record to match
it with.

Inactive records are hidden
from Data.com Prospector search
results by default, but you can use
filters to show them.

If clean the record and report it as
Active to Data.com, the record’s
clean status changes to
Reviewed.

Work with your administrator to
either:

e Modify the trigger, validation
rule, or APl customization that
caused the error and the
Skipped status, and then
clean the record again
manually or with Clean jobs.

or

e Askyour administrator to
consider selecting the
Skipped Records Clean
Job Bypass preference, which
causes both incremental and
full syncjobs to skip processing
for records in Skipped
clean status.
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Updating Records with Data.com Clean

When you clean a record, you're comparing your data with information in Data.com. There are a
few important concepts to understand about this process, including how to select matching records
and mark Data.com records as incorrect.

IN THIS SECTION:

Report an Account, Contact, or Lead as Inactive or Active to Data.com

When you use Data.com Clean to clean a Salesforce record, if you know the related account,
contact, or lead is either out of business or not active at a company, you can report that
information to Data.com. If an account, contact, or lead has been reported as Tnactive to
Data.com, we let you know. If you believe that the account, contact, or lead is Active, you
can tell us that, too.

Guidelines for Selecting an Account Matching Service

If you use Data.com Prospector or Data.com Clean, you can select the matching service that
your org uses to clean account records. It's important to understand each service, its clean
behaviors, and related considerations before selecting your service.

Report an Account, Contact, or Lead as Inactive or Active to Data.com

When you use Data.com Clean to clean a Salesforce record, if you know the related account, contact,
or lead is either out of business or not active at a company, you can report that information to
Data.com. If an account, contact, or lead has been reported as Inactive to Data.com, we let
you know. If you believe that the account, contact, or lead is Active, you can tell us that, too.

@ Note: This feature is not supported with Data Integration.

An account, contact, or lead can be designated as Active or Inactive by either Data.com
or a Data.com Clean user. For accounts, Tnactive means out of business, and for contacts or
leads, it means the associated person no longer works at the company.

Ifarecordis Tnactive, we let you know the source of that status, and if the source is Data.com,
we tell you why. For example, we tell you if an account is out of business, a contact is no longer
employed at the company, or a contact or lead’s phone or email is invalid.

1. From the account, contact, or lead record, click Clean to open the comparison page.
2. Ifthe account, contact, or lead is inactive, click Report as Inactive.

3. C(lick Save.
Therecord’s Clean Status field now shows thatit's Inactive.

4. Ifanaccount has been reported as inactive, but the company remains in business, or a contact
orlead has been reported as inactive, but the person still works at the company, you can clean
its record again. On the comparison page, you see a message telling you the record’s current
reported status—out of business foraccountsor Inactive for contactsand
leads—and who reported it: Data.com or a user.

5. Click Report as Active.
Therecord’'s Clean Status field reverts to the value it had before the record was reported
as Inactive. Forexample,ifacontact’s Clean Status is Reviewed, and thenthe
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EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Geocode clean rules
available in: Professional,
Enterprise, Performance,
Unlimited, and Developer
Editions

Other Clean rules available
with a Data.com Clean
license in: Professional,
Enterprise, Performance,
and Unlimited Editions

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available with a Data.com
Prospector license in:
Contact Manager (no Lead
object], Group, Professional,
Enterprise, Performance,
and Unlimited Editions

Available with a Data.com
Clean license in:
Professional, Enterprise,
Performance, and
Unlimited Editions

USER PERMISSIONS

To clean account records:
e Edit on accounts

To clean contact records:
e Edit on contacts

To clean lead records:
e Editonleads
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contact is reported as Tnactive, its clean status changes to Inactive. If the contactis later reported as Active, its clean

status revertsto Reviewed.

SEE ALSO:

Data.com Update Statuses

Guidelines for Selecting an Account Matching Service

If you use Data.com Prospector or Data.com Clean, you can select the matching service that your
org uses to clean account records. It's important to understand each service, its clean behaviors,
and related considerations before selecting your service.

@ Note: This information applies to Data.com Clean and not to Data Integration.

The available matching services are:

Data.com matching
Data.com’s own matching technology, which matches onthe Account Name, Billing
Address, Website, and Phone fields.

The Data.com matching service is always used when cleaning accounts that have a valid
D-U-N-S Number, even if the DUNSRight matching service is selected.

D&B DUNSRight™ matching
D&B's proprietary data-quality technology, which uses a rigorous process to normalize data
and match D&B company records to your account records. The process also employs the D&B
Confidence Code, which ranks Data.com match candidates based on how similar they are to

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available with a Data.com
Prospector license in:
Contact Manager (no Lead
object), Group, Professional,
Enterprise, Performance,
and Unlimited Editions

Available with a Data.com
Clean license in:
Professional, Enterprise,
Performance, and

. o . .. , Unlimited Editions
your record, from 1 (not similar) to 10 (identical or highly similar). D&B also provides letter-coded
match grades for individual fields. For details about how D&B DUNSRight matching works, see
D&B Entity Matching.
Attribute Data.com matching DUNSRight™ matching
Default matching service
Includes D&B's Confidence Code
Supports broad international matching1
Supports non-English speaking countries
Requires default mapping for D-U-N-S Number

'D&B DUNSRight matching provides matching records for over 200 more countries than Data.com matching. DUNSRight matching does
not support these countries and regions: Admiralty Islands; Aland Islands; Antarctica; Ascension Island: Bonaire; Bouvet Island; British

Indian Ocean Territory; Caroline Islands; Cocos (Keeling) Islands; Cuba; Curacao; French Southern Territories; Guernsey; Heard Island and
McDonald Islands; Isle of Man; Jersey; Korea, Democratic People's Republic of; Mayotte; Micronesia, Federated States of; Midway Islands;
Mongolia; Niue; Palau; Palestinian Territory Occupied; Pitcairn; Saint Barthélemy; Saint Eustatius and Saba; Saint Martin (French part); Sint
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Maarten (Dutch part); South Georgia; South Sandwich Islands; Svalbard and Jan Mayen; Timor Liste; Turkish Cyprus; United States Minor

Outlying Islands; Wake Island; Wallis and Futuna; Western Sahara.

SEE ALSO:

How Does Data.com Clean Match Your Records?

Data Integration

Data Integration keeps your org up-to-date, using data from Dun and Bradstreet, Data.com, or
third-party data packages. When you activate a data integration rule, Data Integration does a bulk
update of your records using data from the rule’s data service. After the data integration rule is
active, records are updated as needed after you add or modify them.

@ Nofte: This information applies to Data Integration and not to Data.com Clean.

Data Integration updates your account, contact, and lead records with data from a data service.
Available data services include Dun & Bradstreet, Data.com, and third-party data services. Updates
are controlled by data integration rules. After you activate a rule, Data Integration automatically
does updates whenever you add or edit a record. The rule’s data service provides the data for this
update. When you first activate a rule, Data Integration also does a bulk update of all your records
from data in the rule’s data service.

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Company Info for Accounts
and Company Info for Leads
rules require a Data.com
Premium Clean license.

Available in: Professional,
Enterprise, Performance,

. . , , and Unlimited Editions
Data integration rules control how a data service matches its data to your records. Rules also control

how the data service updates your records with data service data. You can activate and deactivate
rules whenever you want.

Set options for Data Integration and rules in Setup. Options control whether Data Integration does bulk updates, how data integration
rules affect triggers and workflow rules, and so forth.

IN THIS SECTION:

Use Data Integration to Update an Account in Salesforce Classic

Use a data integration rule to manually update an account. The rule’s data service updates the account based on the rule’s update
field mapping.

Activate a Data Integration Rule

To enable Data Integration for accounts, contacts, or leads, activate data integration rules. After you activate a rule, Data.com updates
all records in the object. Data.com then continually updates records when you add or change them.

How Do Data Integration Rules Match Your Records?

When you clean your account, contact, and lead data with Data Integration, data integration rules compare your records to Data.com
records. The comparison is based on the match field mapping settings for the rule.

How Do Data Integration Rules Update Your Records?
When you update your account, contact, or lead data with Data Integration, a data integration rule updates your records using data
from in the rule’s data service. The update is based on the update mapping for the rule.

Data Integration Default Field Mappings
When you update records with Data Integration, some Salesforce fields get values from Data.com. Salesforce admins can customize
these field mappings.
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Create a Custom Report Type for Account, Contact, or Lead Data Integration Info

Get High-Quality Data When You Need It Right in Salesforce

Create custom report types to help you report on Data Integration update information for accounts, contacts, and leads. Data
Integration custom report types can help you easily see update information for multiple records in one report. Use that information
to identify patterns and trends in your data and to manage or modify how your records are updated.

Use Data Integration to Update an Account in Salesforce Classic

Use a data integration rule to manually update an account. The rule’s data service updates the
account based on the rule’s update field mapping.

@ Note: This information applies to Data Integration and not to Data.com Clean.

Data integration rules automatically update an account based on the rule’s update field mapping.
These updates usually occur when you add or change an account (perpetual update). Rule settings
also let you update all accounts when you save the rule’s settings or activate the rule (bulk update).
Some data integration rules also featuredata refresh, which regularly updates accounts.

You can also manually update an account using a data integration rule. Do a manual update when
perpetual update is turned off, or when the data integration rule doesn't offer data refresh.

1. Open the account and go to the Data Integration Rules related list.

2. Choose the data integration rule you want to use to update the account, and click Update.
You can update an account even if the rule status is In Sync.

A dialog appears, showing you that your account was updated. Click OK to dismiss the dialog.
The rule status is In Sync.

Activate a Data Integration Rule

To enable Data Integration for accounts, contacts, or leads, activate data integration rules. After you
activate a rule, Data.com updates all records in the object. Data.com then continually updates
records when you add or change them.

@ Note: This information applies to Data Integration and not to Data.com Clean.

Enable Data Integration for accounts, contacts, or leads by activating the data integration rule you
want to use.

1. From Setup, enter Data Integration Rules inthe Quick Find box.

2. From the View dropdown, select All Data Integration Rules.

3. Lookat the Current Status column. If the status for the rule contains the word Active, you're
done. You can activate other data integration rules.

a. Ifthe status for the rule is Inactive, click the name of the rule.
b. In the detail page for the rule, click Activate to activate the rule.
¢. Inthe dialog that appears, click OK to activate the rule.

d. To return to the list of data integration rules, click Back to List: Data Integration Rules.

The data integration rule is active, so Data Integration is enabled for this particular rule.
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EDITIONS

Available in: Salesforce
Classic

Available with a Data.com
Clean license

Available in: Professional,
Enterprise, Performance,
and Unlimited Editions

USER PERMISSIONS

To clean account records:
e Edit on accounts

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Company Info for Accounts
and Company Info for Leads
rules require a Data.com
Premium Clean license.

Available in: Professional,
Enterprise, Performance,
and Unlimited Editions

USER PERMISSIONS

To enable or disable Data
Integration:

e Customize Application
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How Do Data Integration Rules Match Your Records?

When you clean your account, contact, and lead data with Data Integration, data integration rules
compare your records to Data.com records. The comparison is based on the match field mapping
settings for the rule.

@ Note: This information applies to Data Integration and not to Data.com Clean.

For each active data integration rule, Data Integration compares and matches your records to
Data.com records. The match is based on the rule’s match field mapping. Each rule has its own
default match mapping. In addition, based on your settings, Data.com updates your records when
you first activate a rule or change its match mappings.

Data Integration matching has the following features and limitations.
Accounts
e The Company Info for Accounts rule requires a Premium Clean license.
e Geocodes for Account rules don't require a Data.com Clean license.
e Only the Data.com matching service is available.
e All Dun & Bradstreet countries are supported.

Contacts
The Geocodes for Contact Mailing Address rule doesn't require a Data.com Clean license.

Leads
e The Company Info for Leads rule requires a Data.com Premium Clean license.
e The Geocodes for Lead Address rule doesn't require a Data.com Clean license.

e Leads are matched to Dun & Bradstreet companies (domestic or global ultimate).

Get High-Quality Data When You Need It Right in Salesforce

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Company Info for Accounts
and Company Info for Leads
rules require a Data.com
Premium Clean license.

Available in: Professional,
Enterprise, Performance,
and Unlimited Editions

Match mappings are partially customizable. The data service provides a fixed set of fields that it uses to match your records. You can't
change the data service fields, but you can match them to fields you choose in your record, including custom fields.

@ Example: The match mapping for a rule is shown in the Edit Field Mappings page of a data integration rule. The first line is the
name of the rule (1). The data service compares each field in the Data Service Fields list (2) to the corresponding field in the object

fields list (3).

For example, this match mapping is for Company Info for accounts. It matches the contents of the Data.com data service field
City (2)tothe contents of the account field Billing City (3). You can also modify this mapping to match City to

Shipping City.
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OMPANY INFO FOR ACCOUNTS ) FIELD MAPPING

Da

MATCH

Specify the fields in data service records that you want to match with records in your
account object. Make sure to map each data service field to a account field.

Company Description Account Description

SEE ALSO:
Which Fields Are Affected by Data Integration Rules and Data.com Clean?

How Do Data Integration Rules Update Your Records?

When you update your account, contact, or lead data with Data Integration, a data integration rule EDITIONS
updates your records using data from in the rule’s data service. The update is based on the update
mapping for the rule.

Available in: Salesforce

@ Nofte: This information applies to Data Integration and not to Data.com Clean. Classi'c and Lightning
Experience

A data integration rule is part of a data service that supplies data to your org. The rule updates a

specific Salesforce object type. Based on the rule, Data Integration updates your records from data

in the data service. The update is based on the rule’s update field mapping. Each rule comes with

its own default update mapping.

Company Info for Accounts
and Company Info for Leads
rules require a Data.com
Premium Clean license.
Data Integration performs an update when you add or change a record (perpetual update). Rule
settings also let you update all records when you save the rule’s settings or activate the rule (bulk
update). Some data integration rules also featuredata refresh, which regularly updates accounts.

Available in: Professional,
Enterprise, Performance,
and Unlimited Editions
Data Integration updating has the following features and considerations:

General considerations

e Whenarecord is added or updated, Data Integration updates only blank fields.

e When data refresh is available, Data Integration determines if your record is out of sync with the data service. You can see the
sync status in the record’s detail page, and refresh the record if you choose.

e Data Integration updates your field only if the field types of the data service field and your record’s field are compatible

e Data Integration updates your field only if the scale and precision of the data service field and your record's field are compatible.
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Accounts

e The Company Info for Accounts rule requires a Data.com Premium Clean license.

e Geocodes for Account rules don't require a Data.com Clean license.

e Al Dun & Bradstreet countries are supported.
Contacts

The Geocodes for Contact Mailing Address rule doesn't require a Data.com Clean license.
Leads

e The Company Info for Leads rule requires a Data.com Premium Clean license.

e The Geocodes for Lead Address rule doesn't require a Data.com Clean license.

Update mappings are partially customizable. The rule contains all the fields that the data service provides, and you can't change those
fields. You can match the data service fields to fields you choose in your record, including custom fields.

Example:

MATCH

Billing City :

The update mapping for a rule appears when you edit the field mapping of a data integration rule.

The Update tab (1) displays data that's available from the data service. To copy data to your account, choose a target field in your
account for each source field in the data service.

In this example, the data service provides data in the City field (2). During the update, the service copies the value of City to the
Billing City field in the matched account.

e The data service update list has all the fields that the service provides for your object type. If the service has data for different

object types, the update list can be different for each object.

e Forthe same object, the data service match list can be different from the data service update list.

SEE ALSO:
Which Fields Are Affected by Data Integration Rules and Data.com Clean?

127




Sell to Your Customers Get High-Quality Data When You Need It Right in Salesforce

Data Integration Default Field Mappings

When you update records with Data Integration, some Salesforce fields get values from Data.com. EDITIONS
Salesforce admins can customize these field mappings.

Available in: Salesforce
Classic and Lightning
Data Integration is based on data integration rules, which come with default field mappings that Experience

you can customize. To view the default field mappings, in Setup, in the Quick Find box, enter Data
Integration Rules.(lickthe rule youwantto lookat, and then click Edit Field Mapping. and Company Info for Leads
To see the fields that Data Integration uses to find matches with your records, click Match. To see rules require a Data.com
the fields that Data.com copies to your records, click Update. Premium Clean license.

@ Note: This information applies to Data Integration and not to Data.com Clean.

Company Info for Accounts

Available in: Professional,
Enterprise, Performance,
and Unlimited Editions

Create a Custom Report Type for Account, Contact, or Lead Data Integration Info

USER PERMISSIONS EDITIONS

To create or update custom report types: ~ Manage Custom Report Types Available in: Salesforce
To delet ; " . Modifv All Dat Classic and Lightning
o delete custom report types: odify ata Experience
To run reports: Run Reports Company Info for Accounts
To schedule reports: Schedule Reports and Company Info for Leads
rules require a Data.com
To create, edit, and delete reports: Create and Customize Reports Premium Clean license.
AND

Available in: Professional,
Report Builder Enterprise, Performance,
and Unlimited Editions

Create custom report types to help you report on Data Integration update information for accounts,
contacts, and leads. Data Integration custom report types can help you easily see update information for multiple records in one report.
Use that information to identify patterns and trends in your data and to manage or modify how your records are updated.

@ Note: This information applies to Data Integration and not to Data.com Clean.

@ Note: You can't create custom reports for geocode data integration rules. To view geocode update status, use the Salesforce API.
Use custom reports to see the update status of records updated with data integration rules. Before you create the report itself, you have
to create a custom report type that brings together the data you need to report on.
1. From Setup, enter Report Types inthe Quick Find box, then select Report Types.

If you see the page entitled What is a Custom Report Type?, click Continue.
2. C(lick New Custom Report Type to go to the page Step 1. Define the Custom Report Type.
3. Enterinformation for the custom report type:

a. For Primary Object, select the object type you want to report on.
For example, to report on update status for accounts, select Accounts.
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b. Enteralabel and description for the report type.
For the report name, accept the name that Salesforce inserts .

For example:

e Report Type Label: AccountDatalntegrationReportType

e Custom report type for reporting Data Integration update status for accounts
¢. From the Store in Category dropdown, select a category for the report type.

e Fora report type for accounts or contacts, select Accounts & Contacts.

e Fora report type for leads, select Leads.

d. Until you're ready to give the custom report to users, select a deployment status of In Development.

4. Click Next to go to Step 2. Define Report Records Set.

5. Toconnect the data integration status object to an accounts, contacts, or leads object, click the box labeled (Click to relate another
object).

a. From the dropdown, select Integration Rule Info.

b. For Ato B relationship, click Each "A" record must have at least one related "B" record.

6. Click Save.

Now you can create custom reports based on your new custom report types. Add Data Integration Status tothe report
layout, along with any other fields you want to report on.

@ Note: By default, the report contains all the active data integration rules for the object you're reporting on. To filter the report for
a specific rule, use the Description fieldinthe Integration Rule Info object. Forexample, use the filter
IntegrationRuleInfo.Description contains “Company Info for Accounts”.

Cultivating High Net Worth Customers for Financial Services

Salesforce for Wealth Management Overview

What Is Salesforce for Wealth Management?

Salesforce for Wealth Management is an industry solution that is designed and customized for the wealth management industry.

Who Should Use Salesforce for Wealth Management?

Salesforce for Wealth Management is intended for wealth management professionals who advise high net worth clients. It allows you
to build deeper customer relationships, integrate key systems to drive user adoption, and effectively support compliance processes.

How Do | Obtain Salesforce for Wealth Management?

Salesforce for Wealth Management is available for free on AppExchange for Enterprise, Unlimited, and Performance Editions. It includes
all generally available Enterprise, Unlimited, and Performance Edition features such as Outlook integration, workflow, and the Force.com
API. As a prerequisite, it requires person accounts, which are enhanced account records designed for business-to-consumer industries
such as financial services.
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What Does Salesforce for Wealth Management Include?

Salesforce for Wealth Management contains the following components that set it apart from standard Salesforce functionality:

e Easy-to-use tabs with client-oriented fields

e Comprehensive client information including financial accounts, investment preferences, addresses, and personal interests

e Comprehensive “Know Your Client” suitability forms with an automated approval process
e Reports and dashboards specific to the wealth management process

e Relationship groups (also known as households)

SEE ALSO:
Get Started With Salesforce for Wealth Management
Navigating the Salesforce for Wealth Management App

Get Started With Salesforce for Wealth Management

As an administrator, perform the following tasks to set up Salesforce for Wealth Management for
your organization:

Verify the Contents of the Salesforce for Wealth Management App
Verify that the Salesforce for Wealth Management custom app contains the correct tabs:
1. From Setup, enter Apps inthe Quick Find box, then select Apps.
2. Inthelist, click Salesforce for Wealth Management.
3. Verify that the following tabs are present in the Included Tabs list:

e Home

e Accounts

e Financial Accounts

e Holdings

o WM Assets

e (lientInterests

e Know Your Clients

e Reports

e Dashboards

e Documents

e (Console

4. If necessary, click Edit and choose the appropriate tabs to add or remove.

Configure Users' App Choices

USER PERMISSIONS

To view the setup options for
custom apps:

e View Setup and
Configuration

To manage custom apps:
e Customize Application

In addition to the main Salesforce for Wealth Management custom app, the following custom apps are also available in the Force.com

app menu:
e Salesforce Financial Accounts & Holdings

e Salesforce Clients and Interests
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e Salesforce Know Your Client

Optionally, you can hide these apps from users in the Force.com app menu, because all appropriate tabs are already consolidated in the
main Salesforce for Wealth Management custom app. To hide these apps:

1. From Setup, enter Apps inthe Quick Find box, then select Apps.
2. C(lick Edit next to the appropriate app name.

3. Inthe Assign to Profiles area, deselect the checkboxesinthe Visible column that correspond to end users' profiles.
Select only the checkboxes that correspond to administrator profiles.

4, C(lick Save.

5. Repeat this procedure as necessary for the remaining custom apps listed above.

Verify Record Types

From the object management settings for person accounts, go to Record Types to verify that the following record types are available
for person accounts (clients).

Individual
This record type is for clients and prospective clients. It should be assigned to the Tndividual page layout.

Professional Relationship
This record type is for lawyers, accountants, and other professional relationships. It should be assigned to the Professional
Relationship page layout.

Configure Users' Page Layouts

Ensure that the following components are included in users’ page layouts, which can be configured from the management settings for
each object by going to Page Layouts.

Home Tab Page Layouts
The home page layout for financial advisors, titled FA Home Page, should include the following components:

e |tems To Approve

e Tasks

e (Calendar

e Dashboard Snapshot
e Search

e (reate New

e Recent Iltems

®  Messages & Alerts

e Custom Links

Person Accounts Page Layout
The page layouts for person accounts (clients) should include the following related lists:

e Financial Accounts
e Holdings

e (lientInterests

e Know Your Client

e Open Activities
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e Activity History

e Partners

e Account Team

e Notes & Attachments

Verifying the Know Your Client Approval Process

Salesforce for Wealth Management includes an approval process that routes Know Your Client forms to the appropriate Salesforce users
for approval.

SEE ALSO:
Salesforce for Wealth Management Overview

Managing Wealth Management Clients

Managing the Know Your Client Approval Process

USER PERMISSIONS
About the Know Your Client Approval Process

To create, edit, delete, or
clone approval processes:
e Customize Application

An approval process automates how records are approved in Salesforce. An approval process
specifies each step of approval, including who to request approval from and what to do at each

point of the process. )
To view approval processes:
The Know Your Client approval process is included in Salesforce for Wealth Management and has *  View Sefup and

the following general definition: Configuration
1. Afinancial advisor creates a new Know Your Client record.

@ Note: Data from a saved Know Your Client record can be merged into a printable Microsoft Word document using the provided
mail merge template.

2. Afinancial advisor submits the Know Your Client record for approval, which sets the following actions in motion:
e The Know Your Client record is locked and cannot be edited
e KYC Approval Status becomes“Pending Approval”
®* Date Know Your Client Submitted becomestoday
e Know Your Client record type becomes “KYC Submitted”

e Anapproval request is routed to the appropriate Salesforce user for review, and he or she is also sent an email notification using
the appropriate email template

3. The lead financial advisor approves or rejects the approval request, which causes the following actions:
e The record continues to be locked and cannot be edited
® KYC Approval Status becomes“Approved” or “Rejected”

® Date KYC Approved/Rejected becomestoday

e If the record was approved, a follow-up task is scheduled for the financial advisor to review the Know Your Client form in six
months
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Activating the Know Your Client Approval Process

To activate the Know Your client approval process:

1. From Setup, enter Approval Processes inthe Quick Find box, then select Approval Processes.
2. Inthe Manage Approval Processes For drop-down list, select “Know Your Client.”

3. C(lick Activate next to the approval process name.

SEE ALSO:
Salesforce for Wealth Management Overview

Managing Wealth Management Clients

Navigating the Salesforce for Wealth Management App

To access the Salesforce for Wealth Management app, go to the Force.com app menu in the top right corner of any Salesforce page and
select Salesforce for Wealth Management. To get started on any task, just click the tab you want.

SEE ALSO:
Salesforce for Wealth Management Overview

Managing Wealth Management Clients

Managing Wealth Management Clients

Clients are exclusively available in Salesforce for Wealth Management. A client is a person who you USER PERMISSIONS
advise or do business with, a prospect who you potentially will do business with, or a professional
relationship such as an accountant or lawyer. You can manage your clients on the Clients tab. In To view the Clients tab:
standard Salesforce terminology, clients are called “accounts.” However, Salesforce for Wealth e Read on accounts

Management uses the term “clients.”

To view clients:

Clients have all of the standard capabilities of account records. e Read on accounts
In addition, the special capabilities of clients are as follows: To create clients:
[ ]
Client Record Types Create on accounts and
contacts

Record types are categories that allow you to organize your records. You can assign client
records to the following record types:

e “Business” specifies a corporate entity or trust
e “Individual” specifies an existing or prospective client
e “Professional Relationship” specifies an accountant, lawyer, or other professional relationship

Client List Views
On the Clients tab, you can use list views to conveniently access different sets of clients. For example, select “My A Clients” to view
a list of your clients who have an “A” rating.

Client Details
The client detail page includes groups of fields tailored to wealth management clients. For example, one section tracks a client's
preferences in several categories — you can specify that a client is interested in vacation homes, mid-cap stocks, the retail and
entertainment sectors, golf, and US politics.
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Financial Accounts Related List
The Financial Accounts related list provides an overview of the client's financial accounts, such as account names, account numbers,
and current values. This information comes from the records on the Financial Accounts tab.

Holdings Related List
The Holdings related list provides an overview of the client's owned assets such as funds, stocks, and bonds. For each holding you
can see values such as market value, last price, purchase price, and number of shares. This information comes from the records on
the Holdings tab. Note that each holding is associated with a financial account record.

Client Interests Related List
The Client Interests related list provides an overview of the securities that the client is interested in buying or selling. This information
comes from the records on the Client Interests tab.

Know Your Clients Related List
The Know Your Clients related list provides an overview of the Know Your Client forms that are associated with the client. This
information comes from the records on the Know Your Clients tab.

Relationships Related List
Arelationship refers to a client who has a role in the life of another client, such as a spouse, child, accountant, or attorney. Relationships
are tracked in the Relationships related list on the client detail page, which is available as an option. In standard Salesforce terminology,
relationships are called “partners.” However, Salesforce for Wealth Management uses the term “relationships.”

Client Team Related List
The Client Team related list tracks the financial advisors and other Salesforce users who are involved in the management of a particular
client. In standard Salesforce terminology, client teams are called “account teams.” However, Salesforce for Wealth Management
uses the term “client teams.”

Relationship Group Members Related List
The Relationship Group Members related list displays the relationship groups of which the client is a member. It is available as an
option and is called “Household Members” in some organizations.

SEE ALSO:
Salesforce for Wealth Management Overview

Navigating the Salesforce for Wealth Management App

Salesforce for Wealth Management Reports and Dashboards

USER PERMISSIONS

Salesforce for Wealth Management Reports
To run reports:
* Run Reports

AND

Read on the records
included in reports

Salesforce for Wealth Management offers industry-specific reports, which are grouped in the
following folders on the Reports tab:

e (lient Reports
e (lientInterest Reports

e Financial Account Reports To view dashboard
o view dashboards:

e Run Reports

AND
To access these reports, select the appropriate folder from the drop-down list on the Reports tab, Access to view
then click the appropriate report name. dashboard folders

e Holdings and WM Asset Reports

e Know Your Client Reports
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Salesforce for Wealth Management Dashboards

Salesforce for Wealth Management offers industry-specific dashboards, such as a dashboard of financial accounts that allows you to
analyze your book of business. To access these dashboards, go to the Dashboards tab and select the appropriate dashboard name from
the drop-down list.

@ Note: You can see a dashboard snapshot on the Home tab.

SEE ALSO:
Salesforce for Wealth Management Overview

Navigating the Salesforce for Wealth Management App

Establishing Relationship Groups of Your Customers

Relationship Groups Overview

. . EDITIONS
What Are Relationship Groups?
Relationship groups are custom object records used to store collections of accounts. For example, Available in: Salesforce
you can use relationship groups to manage the following: Classic
e A household of people who reside at the same address Available in: Salesforce for

e An extended family consisting of multiple generations of relatives Wealth Management

e Aprofessional group such as a medical practice or a law firm

e The trustees and beneficiaries of a trust USER PERMISSIONS
The accounts that you add to relationship groups are called relationship group members. For more To create or edit relationship
information, see Relationship Group Members on page 137. groups and relationship
group members via the
) ) wizard:
Who Can Use Relationship Groups? o Create and Edit on
relationship groups
@ Nofe: Relationship groups are only available upon request to Salesforce for Wealth parotp
Management customers. Note that the Relationship Groups tab may be named “Households” AND
in Salesforce for Wealth Management organizations. To enable relationship groups, contact Create and Edit on
your Salesforce representative. relationship group
members
Your organization must have implemented person accounts before you can use relationship groups. AND
Your administrator can enable relationship groups by installing the Relationship Groups custom Read on accounts
app.
To delete relationship
. . . groups:
What Are the Benefits of Relationship Groups? S
e Delete on relationship
Relationship groups allow you to: groups
* Track the familial and professional roles of different relationship group members To remove relationship

group members:

e Delete on relationship
group group members

e View roll-up related lists of all activities for the members of a relationship group

e Assign primary and secondary designations to the two most important members of a relationship
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e View roll-up related lists of the custom objects that are related to the accounts in a relationship group
SEE ALSO:

Using Relationship Groups

Relationship Group Considerations

Relationship Group Fields

A relationship group custom object has the following default fields, listed in alphabetical order. EDITIONS
Name Description Available in: Salesforce
Description A text description of the relationship group. Up Classic
to 255 characters are allowed. Available in: Salesforce for
Primary Name The name of the primary relationship group Wealth Management
member.
Secondary Name The name of the secondary relationship group
member.
Total Members The total number of members in the relationship
group.

To add custom fields to relationship groups, from the object management settings for relationship groups, go to the fields area, then
click New in the Custom Fields & Relationships section.

SEE ALSO:

Relationship Groups Overview

Using Relationship Groups
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Relationship Group Members

Relationship groups let you group closely related accounts together so you can manage them
easier. The accounts that you add to the group are the members. For example, a relationship group
might be medical practice or a law firm, while the individual doctors or lawyers would be the group
members.

@ Nofte: Relationship groups are only available upon request to Salesforce for Wealth
Management customers. Note that the Relationship Groups tab may be named “Households”
in Salesforce for Wealth Management organizations. To enable relationship groups, contact
your Salesforce representative.

What Are Relationship Group Members?

The accounts that you add to relationship groups are called relationship group members. Like
relationship groups, relationship group members are custom objects. Each relationship group
member record represents an association between an account and a relationship group. For example,
if you add the account “Mary Smith” to the relationship group “Smith Family,” a relationship group
member record is created that links Mary Smith to the Smith Family.

Relationship group members are unique because they have two master-detail relationships: one
with accounts and another with relationship groups. When discussing these master-detail
relationships, accounts and relationship groups are sometimes referred to as the “parents” of
relationship group members.

What Are the Limits on Relationship Group Members?

You can add a given account to up to 200 relationship groups. For example, an account “Joseph
Brown” who is an attorney may be a member of several relationship groups—in some cases as an
attorney, in other cases as a family member.

You can add up to 20 accounts to a particular relationship group. For example, a relationship group
that represents a large extended family including grandparents, children, and grandchildren cannot
have more than 20 relationship group members.

In a particular relationship group, you can specify only one relationship group member as primary,
and only one relationship group member as secondary. In addition, you cannot add the same
account more than once to a particular relationship group.

Where Can | View Relationship Group Members?

Cultivating High Net Worth Customers for Financial Services

EDITIONS

Available in: Salesforce
Classic

Available in: Salesforce for
Wealth Management

USER PERMISSIONS

To create or edit relationship
groups and relationship
group members via the
wizard:

e Create and Edit on
relationship groups

AND

Create and Edit on
relationship group
members

AND
Read on accounts

To delete relationship

groups:
e Delete on relationship
groups

To remove relationship

group members:

e Delete on relationship
group members

The Relationship Group Members related list displays on both the relationship group detail page and the account detail page. On the
relationship group detail page, the related list summarizes the accounts that are members of the given relationship group. On the
account detail page, the related list summarizes the relationship groups of which the given account is a member.

Relationship Group Member Fields

Relationship group members have the following fields.

Field Name

Account The name of the account.
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Field Name Description

Role The familial, professional, or other role that an account hasin a

relationship group - for example, Client, Spouse, Child, Attorney,
or Accountant. Your administrator defines the available values in
this picklist.

Primary Designates an account as the most important member of the

relationship group. Only one relationship group member can be
specified as primary.

Secondary Designates an account as the second-most important member of

the relationship group. Only one relationship group member can
be specified as secondary.

Include in Roll-up Specifies whether the activities and custom objects of an account

display in related lists on the relationship group detail page.

Priority Does not display in the relationship group wizard, but is available

as a column in the Relationship Group Members related list on
account and relationship group detail pages. This column displays
the primary (4,) or secondary ( 'z,) icon as appropriate next to
account names.

Unique Key This is a system field that prevents duplicate records. It does not

display to users in Salesforce but is visible in the Force.com API.
This field should be treated as read only; attempts to modify it
through the APl will be ignored.

SEE ALSO:

Relationship Groups Overview

Relationship Group Considerations

Relationship Group Considerations

To make the most of relationship groups and relationship group members, review the notable EDITIONS

behaviors and limitations below.

Available in: Salesforce

Relationship Group Considerations Classic

Relationship groups: Available in: Salesforce for

. - ! h nt
Support roll-up related lists for activities and custom objects only. Wedlth Manageme

Are completely separate from the Partners related list on accounts.
Do not have directly associated activities, notes, or attachments.

Only support required custom fields that are configured with a default value. Such custom fields will display on relationship group
detail and edit pages, but not in the relationship groups wizard.

Only support validation rules on custom fields that were added after the Relationship Group managed package was installed.

Cannot be renamed to a different name than “relationship group,” because they are a custom object in a managed package.
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Can be created and edited through the relationship group wizard regardless of field-level security settings on the Description
field.

Relationship Group Member Considerations

Relationship group members:

Are limited to a maximum of 20 per relationship group.

Cannot be imported via the import wizard for custom objects.

Do not support tagging.

Have the division of the parent relationship group.

Are owned by both the parent relationship group and the parent account.

Do not support validation rules.

Do not support universally required fields.

Cannot be renamed to a different name than “relationship group member,” because they are a custom object in a managed package.

Canhavethefields Primary, Secondary,and Include in Roll-Up edited through the relationship group wizard even
when the field-level security on those fields is “read-only.”

Cannot be included in workflow rules or approval processes.
Cannot be used in Salesforce to Salesforce.
Are not supported in Connect Offline.

Are only supported in APl version 11.0 and later. In the API, using the upsert call on relationship group members is not supported.

SEE ALSO:

Relationship Groups Overview

Relationship Group Members
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Using Relationship Groups

@ Nofte: Relationship groups are only available upon request to Salesforce for Wealth EDITIONS
Management customers. Note that the Relationship Groups tab may be named “Households”
in Salesforce for Wealth Management organizations. To enable relationship groups, contact Available in: Salesforce
your Salesforce representative. Classic
You can perform the following actions with relationship groups: Available in: Salesforce for
e Creating Relationship Groups Wealth Management
e Addanaccount to the relationship group. To add an account, go to the account’s Relationship
Group Members related list, and click New. USER PERMISSIONS

e Editing the Members of Relationship Groups To create or edit relafionship

e Displaying and Editing Relationship Groups groups and relationship
e Searching for Relationship Groups group members via the
e Deleting Relationship Groups \:Vlzocrrde:me and Edit on
e Removing Members from Relationship Group Members relationship groups
AND
SEE ALSO: Create and Edit on
Relationship Groups Overview relationship group
members
AND

Read on accounts

To delete relationship

groups:

e Delete on relationship
groups

To remove relationship

group members:

e Delete on relationship
group members
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Creating Relationship Groups

Salesforce provides an easy wizard so you can quickly create and edit relationship groups. To create EDITIONS

a new relationship group:

1. On the Relationship Groups home page, click New nextto Recent Relationship Available in: Salesforce
Groups. Classic

2. Enter the name and description of the relationship group: Available in: Salesforce for

a. Enter a name for the relationship group. Wealth Management

b. Optionally, enter a description for the relationship group.

USER PERMISSIONS

c. Click Next to continue.

To create or edit relationship

3. Define the members of the relationship group: groups and relationship

a. Use the lookup fields to select the appropriate records. group members via the
wizard:

b. Inthe Role drop-down list, specify the appropriate role for each person in the relationship « Create and Edit on
group. relationship groups

¢. Designate one of the records as primary. AND

d. Designate another record as secondary. Create and Edit on

e. Optionally, click Add Member as needed to include additional members. You can add a :ﬁf&%ﬁ:lp group
maximum of 20 records to a relationship group. AND

f. Select Include in Roll-up forthe accounts whose related activities and custom

objects should display on the relationship group detail page. Read on accounts

g. Click Save to finish. To delete relationship
groups:
4. After completing the wizard, the detail page of the new relationship group displays so you can e Delete on relationship
review your work. groups

To remove relationship

group members:

e Delete on relationship
group members

Note: You canalsoadd an accounttoanew or existing relationship group. To add an account,
go to the Relationship Group Members related list and click New.

SEE ALSO:
Relationship Groups Overview

Relationship Group Members
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Adding Accounts to Relationship Groups

Salesforce provides an easy wizard so you can quickly create and edit relationship groups. On the EDITIONS
Accounts tab, you can add an account to a new or existing relationship group:
1. Open the detail page for the account you want to add to a relationship group. Available in: Salesforce
2. On the Relationship Group Members related list, click New. Classic
3. Choose whether to add the account to an existing relationship group or a new relationship Available in: Salesforce for
. Wealth Management
group:
e Ifyou are adding the account to an existing relationship group, click the lookup icon to find
the appropriate relationship group. USER PERMISSIONS
e Ifyou are adding the account to a new relationship group, enter a name and optionally a To create or edit relationship
description for the new relationship group. groups and relationship
group members via the
4. Click Next. wizard:
5. Define the members of the relationship group: * Create and Edit on
' , relationship groups
a. Use the lookup fields to select the appropriate records. AND
b. Inthe Role drop-down list, specify the appropriate role for each person in the relationship Create and Edit on
group. relationship group
c¢. Designate one of the records as primary. members
d. Designate another record as secondary. AND

e. Optionally, click Add Member as needed to include additional members. You can add a Read on accounts

maximum of 20 records to a relationship group. To delete relationship

f. Select Include in Roll-up forthe accounts whose related activities and custom groups:
objects should display on the relationship group detail page. ¢ Delete on relationship
groups

g. Click Save to finish. ) .
To remove relationship

6. After completing the wizard, the detail page of the new relationship group displays so you can group members:
review your work.  Delete on relationship
group members

SEE ALSO:

Relationship Groups Overview
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Editing the Members of Relationship Groups

Salesforce provides an easy wizard so you can quickly create and edit relationship groups. To edit EDITIONS

the members of a relationship group:

1. Click New or Edit on the Relationship Group Members related list of a relationship group detail Available in: Salesforce
page. Alternatively, click Edit next to a member listed on the Relationship Group Members list Classic

of an account detail page. Available in: Salesforce for

2. Toremove an account from the relationship group, click [remove]. Wealth Management

w

To add an account to the relationship group, enter an account name in an empty Account

lookup field. USER PERMISSIONS

4. Inthe Role drop-down list, choose a role for each member of the relationship group. ) ) )
To create or edit relationship
5. Inthe Primary column, select a primary relationship group member. groups and relationship
6. Inthe Secondary column, select a secondary relationship group member. %ggfdmembers via the
7. Select Include in Roll-up fortheaccountswhose related activities and custom objects e Create and Edit on
should display on the relationship group detail page. relationship groups
8. Optionally, click Add Member as needed to include additional members. You can add a AND
maximum of 20 records to a relationship group. Create and Edit on
9. C(lick Save to finish. relationship group
members
AND

SEE ALSO:

Relationship Groups Overview

Read on accounts

Relationship Group Members To delete relationship

groups:
e Delete on relationship
groups

To remove relationship
group members:

e Delete on relationship
group members
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Displaying and Editing Relationship Groups

@ Note: Relationship groups are only available upon request to Salesforce for Wealth
Management customers. Note that the Relationship Groups tab may be named “Households”
in Salesforce for Wealth Management organizations. To enable relationship groups, contact
your Salesforce representative.

The following sections describe how to display and edit relationship groups:

e Accessing the Relationship Groups Tab
e Viewing Relationship Group Lists

e Displaying Relationship Group Records
e Editing Relationship Group Records

Accessing the Relationship Groups Tab

The Relationship Groups tab is available by default in the Relationship Groups app. To switch to the
Relationship Groups app, select Relationship Groups from the Force.com app menu in the top right
corner of every Salesforce page.

Note that your administrator may have customized your profile to also display the Relationship
Groups tab in other apps.

Viewing Relationship Group Lists

You can work with relationship group list views as you would any other custom object. .

Displaying Relationship Group Records

To open an individual relationship group record, click a relationship group name on the relationship
groups home page or a relationship groups list view.

Note the following when viewing related lists on the relationship group detail page:

e The Relationship Group Members related list summarizes the accounts that are members of
the relationship group.Inthe Priority column,theicons (4 and ‘2,) show whichaccounts
are defined as primary or secondary for the relationship group. For more information on
relationship group members, see Relationship Group Members on page 137.

Cultivating High Net Worth Customers for Financial Services

EDITIONS

Available in: Salesforce
Classic

Available in: Salesforce for
Wealth Management

USER PERMISSIONS

To create or edit relationship

groups and relationship

group members via the

wizard:

e Create and Edit on
relationship groups

AND

Create and Edit on
relationship group
members

AND
Read on accounts

To delete relationship

groups:

e Delete on relationship
groups

To remove relationship

group members:

e Delete on relationship
group members

e The Activity History and Open Activities related lists on a relationship group are roll-ups of activities for the relationship group

members; relationship groups themselves do not have their own tasks and events.

e Ifaccounts have a relationship with a custom object, a related list for that custom object can display on the relationship group detail
page. This requires that Include in Rol1-Up is selected on an associated relationship group member record. For example,
in the following theoretical scenario, the vehicles associated with members of the Stone family display in a Vehicles related list on

both the account detail page and the relationship group detail page:

-~ The account Sam Stone has a Toyota Prius car tracked in the Vehicles custom object related list on the account detail page

- The account Chris Stone has a Ford Mustang car tracked in the same related list

- Sam and Chris Stone are members of the Stone Family relationship group

- Both associated relationship group member records have Include in Roll-Up selected
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Editing Relationship Group Records

On the relationship group detail page, you can:

1. Click Edit to change the fields in the Relationship Group Detail section.

Click Delete to delete the relationship group. For more information, see Deleting Relationship Groups on page 146.

Click Clone to create a copy of the relationship group.

> W DN

On the Relationship Group Members related list, click New to add an account to the relationship group. For more information, see
Editing the Members of Relationship Groups on page 143.

5. On the Activity History and Open Activities related lists, click the buttons such as New Task and Log a Call to add activity records
for a relationship group member. By default, the new activity records are associated with the primary account on the relationship
group.

SEE ALSO:
Relationship Group Fields

Relationship Groups Overview
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Searching for Relationship Groups

1. Enteryour search terms in the sidebar or header search box.

2. C(lick Search.

3. From the search results, click an item to open it or click Edit, if available.

Your administrator can customize the search layout for relationship groups to include the
primary and secondary account fields, so you can view and access those account records directly
from relationship group search results.

SEE ALSO:

Relationship Groups Overview

Deleting Relationship Groups
Relationship groups are custom object records that you can delete as you would any other record.

A relationship group is the master object in a master-detail relationship with relationship group
members. Consequently, when you delete a relationship group, all relationship group members
on that relationship group are also deleted. Restoring a relationship group from the Recycle Bin
also restores the associated relationship group members that were deleted. However, if you delete
a relationship group that contains the same relationship group member as a deleted account, the
shared relationship group member cannot be restored from the Recycle Bin.

SEE ALSO:
Removing Members from Relationship Group Members

Relationship Groups Overview
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EDITIONS

Available in: Salesforce
Classic

Available in: Salesforce for
Wealth Management

USER PERMISSIONS

To create or edit relationship
groups and relationship
group members via the
wizard:

e Create and Edit on
relationship groups

AND

Create and Edit on
relationship group
members

AND
Read on accounts

To delete relationship

groups:
e Delete on relationship
groups

To remove relationship

group members:

e Delete on relationship
group members

EDITIONS

Available in: Salesforce
Classic

Available in: Salesforce for
Wealth Management

USER PERMISSIONS

To delete a relationship

group:
e Delete on relationship
groups
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Removing Members from Relationship Group Members

Toremove an individual relationship group member, go to the Relationship Group Members related EDITIONS
list on an account or relationship group detail page and click Del next to the appropriate relationship
group member record.

Available in: Salesforce
Relationship group members are unique because they have two master-detail relationships: one Classic

with accounts and another with relationship groups. Also, there are rules that govern the number
of relationship group members a relationship group can have, as well as prevent more than one
relationship group member from being specified as either primary or secondary on a given
relationship group. The following considerations apply to deleting relationship group members:

Available in: Salesforce for
Wealth Management

Deleting Accounts with Relationship Group Members
When you delete an account, its associated relationship group members are also deleted. To remove a relationship
However, you cannot restore an account from the Recycle Bin if restoring the account's deleted group member:
relationship group members would violate rules such as the maximum of 20 relationship group  Delete on relationship
members per relationship group. Also, if you delete an account that shares a relationship group group members

member with a deleted relationship group, the shared relationship group member is
automatically purged from the Recycle Bin.

Deleting Relationship Groups with Relationship Group Members
See Deleting Relationship Groups on page 146.

Restoring Individual Relationship Group Members
You cannot restore an individual relationship group member from the Recycle Bin in the following scenarios:

e Restoring the record would violate rules such as the maximum of 20 relationship group members per relationship group
e The deleted relationship group member was deleted during an account merge
Relationship group members are automatically and irrecoverably removed from the Recycle Bin in the following scenarios:

e If both parents (the relationship group and the account) of a relationship group member are deleted, the relationship group
member is removed

e Ifarelationship group member is deleted individually and then one of its parents is deleted, the relationship group member is
removed

SEE ALSO:
Relationship Group Members

Deleting Relationship Groups
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Campaigning and Generating Leads

Planning, Managing, and Tracking Campaigns

Campaigns

Manage outbound marketing campaigns with direct mail programs, seminars, print ads, email, and EDITIONS
other kinds of marketing collateral. Organize campaigns into hierarchies for easy analysis to see

what works best for increasing your company’s sales. Available in: Salesforce

Salesforce makes it easy for you to quickly locate, manage, and report on campaigns. Classic and Lightning
Experience

SEE ALSO: Available in: Professional,
Campaigns Home Enterprise, Performance,
Five Steps for M na C. . Unlimited, and Developer

ive Steps for Managing Campaigns Editions
Considerations for Campaigns

Campaigns Home

Clicking on the Campaigns tab displays the campaigns home page. Any user can access the EDITIONS

campaigns home page.

e Toshow afiltered list of items, select a predefined list from the View drop-down list, or click Available in: Salesforce
Create New View to define your own custom views. To edit or delete any view you created, Classic and Lightning
select it from the View drop-down list and click Edit. Experience

¢ Inthe Recent Campaigns section, select an item from the drop-down list to display a brief list Available in: Professional,
of the top campaigns matching that criteria. From the list, you can click any campaign name Enterprise, Performance,
to go directly to the campaign detail. Toggle the Show 25 items and Show 10 items links to Unlimited, and Developer
change the number of items that display. The fields you see are determined by the “Campaigns Editions

Tab" search layout defined by your administrator and by your field-level security settings
(available in Professional, Enterprise, Unlimited, Performance, and Developer Editions). The
Recent Campaigns choices are:

USER PERMISSIONS

To view Campaigns tab:

Recent Campaigns Choice Description e Read on campaigns

Recently Viewed The last ten or twenty-five campaigns you To view campaigns:
viewed, with the most recently viewed * Read on campaigns
campaign listed first. This list is derived from To create campaigns:
your recent items and includes records owned  Create on campaigns

by you and other users.

My Active Campaigns The most recent ten or twenty-five campaigns
marked as Active, with the most recently
created campaign listed first. This list only
includes records owned by you.

¢ In the Recent Campaigns section, click New to create a new campaign.
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e Under Reports, click any report name to jump to that report.
SEE ALSO:

Campaigns

Manage Campaigns

Considerations for Campaigns

Review the following considerations before working with campaigns. EDITIONS
Communities Available in: Salesforce
Classic and Lightning

When working with campaigns within a community, there are some limitations. Experience

e The View Campaign Hierarchy action does not appear on campaign detail pages. Available in: Professional,
e The Campaign Influence and Campaign Member Status related lists do not appear. Enterprise, Performance,
® Youcan't drillinto the Campaign Hierarchy related list. Unlimited, and Developer

e The Add to Campaign action does not appear on the Lead Home or Contact Home pages. Edifions

SEE ALSO:

Campaigns
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Manage Campaigns

Make your marketing programs and post-campaign analysis more effective.

See the Campaign Management Implementation Guide for additional information.

1.

2.

4.

5.

Create the campaign.

After determining your marketing strategy, create a campaign to track your efforts.

Create your target list.

Define who you want to target with your campaign. The method used to create a target list
depends on who you're targeting.

e Rented or Purchased Lists: Use the list of names as your target list. We recommend that
you do not import the names into the system yet.

e Existing Contacts, Leads, or Person Account: Run a contact, lead, or person account report
in Salesforce. Then use the Add to Campaign button to associate those records with your
campaign. Or, go to a list view of contacts or leads and use the Add to Campaign button
to associate those records with your campaign. Person accounts are included in contact
list views. See Managing Campaign Members on page 158.

Execute the campaign.

All campaign execution occurs outside of Salesforce—either online or offline.

e Online: Send email using an email execution vendor.

e Offline: Plan and host a conference, run print or radio advertisements, send direct mail
pieces, or host a Web seminar.

Track responses.

Campaign responses can be divided into these groups based on the response tracking
mechanism.

e Website Response: Prospects respond by completing a form on your website. Use
Web-to-Lead to set up ajump page or microsite for the campaign. All responses are created
as leads, and if the Web form includes the Campaign field value, the leads are directly

Planning, Managing, and Tracking Campaigns

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To view campaigns:
* Read on campaigns

To create campaigns:

e Create on campaigns
AND
Marketing User

checked in your user
information

To change campaigns:
e Edit on campaigns

AND

Marketing User
checked in your user
information

associated to the campaign. You canalsoinclude the Member Status fieldin the form toautomatically mark all submissions

with a particular member status.

e Manual Update: Customers and prospects respond via phone or mail. A sales or marketing team member can manually update

the Campaign History for the lead, contact, or person account.

e Mass Update/Offline Response: This includes any response that you track in an offline list, for example, trade show attendance
or email responses from your email vendor. In Salesforce, use the Manage Members page to update the member status of leads,
contacts, or person accounts that have been associated with your campaign. See Editing Multiple Campaign Members on page
160. Alternatively, import the offline list into Salesforce via the Data Import Wizard. See Add or Update Campaign Members with

the Data Import Wizard.

Analyze campaign effectiveness.
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Analyze the effectiveness of the campaign using reports and campaign statistics. See Displaying and Editing Campaigns on page

152 for information on calculating statistics.

SEE ALSO:
Campaigns FAQ

View Campaign Hierarchies

A campaign hierarchy allows you to group campaigns together within a specific marketing program
or initiative, which enables you to analyze related marketing efforts more efficiently.

To view the hierarchy for a campaign, click View Hierarchy next to the Campaign Name field
on the campaign detail page. If a campaign is not part of a hierarchy, its corresponding Campaign
Hierarchy page shows only the campaign that you selected.

A campaign hierarchy shows campaigns that are associated with one another via the Parent
Campaign field. A hierarchy illustrates a relationship between campaigns, such as a grouping of
campaigns within a specific marketing tactic. Each campaign can have only one parent campaign
but an unlimited number of sibling campaigns. A campaign hierarchy can contain a maximum of
five levels or generations. In other words, a campaign hierarchy has a maximum depth of five levels
but an unlimited breadth on each level. Campaign members, such as contacts and leads, can be
included on any level.

On the Campaign Hierarchy page, campaigns are indented to show that they are related to the
campaigns above them. Campaigns are listed in descending order based on their hierarchy level.
Click any campaign name to open the detail page for that campaign.

Statistics for an individual campaign are in the Campaign Statistics section of the campaign detail
page. Aggregate statistics for parent and child campaigns are in the Campaign Hierarchy related
list.

@ Note: Toensure accurate reporting, all campaigns in a hierarchy must use the same currency.

SEE ALSO:
Set Up Campaign Hierarchies

Viewing Campaign Hierarchy Statistics
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Viewing Campaign Hierarchy Statistics

Campaign detail pages include a Campaign Hierarchy related list, which displays a parent campaign
and all the campaigns directly below the parent campaign in the campaign hierarchy. You can
create a campaign hierarchy by associating campaigns with one another using the Parent
Campaign lookup field on the campaign detail page. Click any campaign in the related list to
open the detail page for that campaign.

The Campaign Hierarchy related list provides statistics fields for each campaign in the list as well
as the total value for the parent campaign and all the campaigns below it in the campaign hierarchy.
Statistics fields are not visible in the related list until campaign hierarchies are enabled for your
organization. For more information and a list of fields, see Set Up Campaign Hierarchies on page
157.

The Campaign Hierarchy related list shows a maximum of two hierarchy levels: the parent campaign
and its child campaigns. If a child campaign has children, those children do not appear in the related
list but their data is included in the campaign hierarchy statistic field values. The campaign hierarchy
statistic fields provide aggregate data regardless of whether you have sharing rights to view individual
campaigns within the hierarchy. However, if you do not have access to a campaign that appears
in the related list, you cannot view its detail page from the link on the related list. To view all the
levels in a campaign hierarchy, click the View Hierarchy link next to the Campaign Name on
the campaign detail page.

SEE ALSO:
Displaying and Editing Campaigns
Campaign Fields

Displaying and Editing Campaigns

Displaying Campaigns
Once you have located a campaign on the campaigns home or list pages, click the campaign
name to display detailed information. You can also select a campaign name from the Campaign
History related list of an associated lead, contact, or person account. If hover details are enabled,
hover over any lookup field on the detail page to view key information about a record before
clicking into that record’s detail page.

Editing Campaigns
To update a campaign, click Edit, and then change the fields you want to update. When you
have finished, click Save. You can also click Save & New to save the current campaign and
create another.

Use inline editing to edit fields directly on the detail page. If inline editing isn't enabled, contact
your administrator.

@ Nofte: To edit a campaign that is a child of another campaign, you must have at least
"Read” access on the parent.

Creating Campaign Hierarchies
When creating or editing a campaign you can use the Parent Campaign lookup field to
assign a parent to your campaign. In the lookup dialog you can search for an existing campaign
or create a new parent campaign. For more information on configuring campaign hierarchies
for your organization, see Set Up Campaign Hierarchies on page 157.
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EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To view campaigns:
e Read on campaigns

To view campaign
hierarchies:

* Read on campaigns

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To view campaign lists:
e Read on campaigns

To change campaigns:
e Edit on campaigns
AND

Marketing User
checked in your user
information
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Calculating Campaign Statistics
The campaign detail includes campaign statistic fields, which are updated automatically and include values from all associated
records regardless of whether you have read access to those records. If you have campaign hierarchies enabled, the Campaign
Hierarchy related list contains aggregate statistics for a parent campaign and all the campaigns below it in the campaign hierarchy.

Nofe: The campaign statistics calculation process runs every two minutes and processes one campaign's statistics at a time.
If there are a large number of campaigns or campaigns with large numbers of campaign members pending, there may be a
delay of 10 minutes or more.

Linking Contacts, Leads, or Person Account to Campaigns
Select an option from the Manage Members drop-down button on the campaign detail page.

Advanced Setup
Click Advanced Setup to customize the Member Status valuesforacampaign. The Member Status valuesare the
possible responses that a member can have to the campaign, for example, “Sent,” “Responded,” “Attended.” See Customizing
Campaign Setup on page 156.

Campaign Related Lists

e Hover over the links at the top of a detail page to display the corresponding related list and its records. If Chatter is enabled,
hover links display below the feed. An interactive overlay allows you to quickly view and manage the related list items. Click a
hover link to jump to the content of the related list. If hover links are not enabled, contact your Salesforce administrator.

e The lower portion of the display provides information related to the campaign including activities, attachments, campaign
members, campaign hierarchies, and the opportunities that resulted from the campaign. The related lists you see are determined
by your personal customization, and by any customization your administrator has made to page layouts or your permissions to
view related data. You can click individual items to display additional detail. Click More at the bottom of the page or View More
below a related list to display more items.

Printing Campaigns
To view a printable display of all information for the campaign, click Printable View on the campaign detail page. Use your browser’s
Print function to print the display.

Sharing
To share a campaign with other users, groups, or roles, click Sharing. See Sharing Campaigns on page 181.

To return to the last list page you viewed, click Back to list at the top of the campaign detail page. If your organization has enabled
collapsible page sections, use the arrow icons next to the section headings to expand or collapse each section on the detail page.

SEE ALSO:

Manage Campaigns
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Add Individual Members to Campaigns

Hand-pick individual campaign members from contact, lead, or person account detail pages. EDITIONS

1. From a contact, lead, or person account detail page, go to the Campaign History related list

and click Add to Campaign. Available in: Salesforce
) : Classic and Lightning
2. Specify th .
pecify the campaign Experience

3. On the Campaign Member Edit page, specify the campaign member status.
Available in: Professional,

Enterprise, Performance,
Unlimited, and Developer
Editions

4. Save your work.

USER PERMISSIONS

To add or clone a campaign
member:

e Read on campaigns
AND

Edit on leads and
contacts

To edit individual campaign
members:

* Read on campaigns
AND

Read or Edit on leads or
contacts
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Add Members to Campaigns from Accounts

Choose campaign members from the Contacts related list on your accounts.
1. From an account detail page, go to the Contacts related list.
2. Add one or more contacts as campaign members.

e To add a single campaign member, choose Add to Campaign from the Actions menu
next to the contact.

e To add more than one member, click View All, then select campaign members and click
Add to Campaign. The maximum number of contacts viewable per page is 200.
3. Specify the campaign.
4. Specify the campaign member status.

5. Click Submit.

Campaign History

Track changes to standard and custom fields on campaigns with the Campaign Field History related
list.

The Campaign Field History related list of a campaign detail page tracks the changes to the campaign.
Any time a user modifies any of the standard or custom fields whose history is set to be tracked on
the campaign, a new entry is added to the Campaign Field History related list. All entries include
the date, time, nature of the change, and who made the change. Modifications to the related lists
on the campaign are not tracked in the campaign history.
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EDITIONS
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Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To view campaigns:
* Read on campaigns
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Customizing Campaign Setup

Foreach campaign, Marketing Users must define campaign Member Status valuesthatalead, EDITIONS
contact, or person account has for a campaign. For example, you could define values of “Planned,”
“Sent Invitation,” “RSVP,” and “Attended” for a conference. Not available in Lightning Experience.

Available in: Salesforce
Classic and Lightning

User Privileges for Customizing Campaign Setup Experience

e Anyone can view a campaign's advanced setup. You can edit advanced setup if: Available in: Professionall,
Enterprise, Performance,

Unlimited, and Developer
-~ You have the "Edit” permission on campaigns Editions

- The Marketing User checkbox is selected in your user information

-~ You have at least create sharing access on the campaign record

- You are working in Salesforce Classic USER PERMISSIONS
e Ifyoureplace member status values, all campaign records are updated regardless of your sharing To view campaigns:
access to the related contacts or leads. * Read on campaigns
To customize member status
Defining Member Status Values values:
e Edit on campaigns

New campaigns have two default member status values: “Sent” and “Responded”. You can edit or AND
create them.

Marketing User
checked in your user

Click Edit. information

1. Click Advanced Setup on a campaign detail page.

Update the existing entries or add new values.
Click Add More to add entries. You can add up to 50 entries.

Select one entry as the “Default” value.

o U kM W N

Choose which values count as “Responded.” Members with “Responded” values are tallied in the Responses in Campaign
field on the campaign.

@ Note: Modifying the Responded checkbox has broad effects. When you select or deselect the Responded checkbox, campaign
statistics and campaign member details change accordingly. Specifically, the fields Responded, Last Responded
Date,and Last Modified change onthe campaign member record. For example, if you're working with a status called
“Attended” and you select the Responded checkbox, existing campaign members whose status is “Attended” are counted
as responses in campaign statistics and the date fields updated.

Replacing Member Status Values

You can globally replace the Member Status values for each campaign member. For example, you decide that “Attended” is a
more appropriate value than “Showed Up.”

1. Click Advanced Setup on a campaign detail page.

Click Replace in the Member Status Values related list.

Enter the value you want to change, and select the new value.
Click Save.

> W N
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@ Nofe: Replacing the campaign member status doesn't recalculate roll-up summary fields or fire workflow, triggers, or validation
rules.

SEE ALSO:
Managing Campaign Members

Set Up Campaign Hierarchies

Analyze and report on the health of your related campaigns. By associating campaigns with one EDITIONS

another using a lookup relationship, you can group campaigns within a specific marketing program

or initiative. Available in: Salesforce
Hierarchies contain up to five levels. Each campaign can have one parent campaign, but an unlimited Classic and Lightning
number of sibling campaigns. Experience

To set up campaign hierarchies,add the Parent Campaign field to your campaign page layout Available in: Professional,
and enable the campaign hierarchy statistics fields. Enterprise, Performance,
Use field-level security to make the fields visible. As you make each field visible, Salesforce displays Ec;‘l::g:;ed and Developer

the field's value in the Hierarchy Total section of the Campaign Hierarchy related list.

@ Nofe: The campaign hierarchy fields provide aggregate data for a parent campaign and all USER PERMISSIONS
the campaigns below it in the campaign hierarchy, regardless of whether a user has sharing

rights to a particular campaign within the campaign hierarchy. Therefore, consider your To create a campaign
organization's campaign sharing settings when enabling campaign hierarchy fields. If you hierarchy:

do not want users to see aggregate hierarchy data that includes campaigns to which the e Creatfe on campaigns
users do not have access, you can choose to remove any or all of the campaign hierarchy AND

fields from the Campaign Hierarchy related list. If you do not add the campaign hierarchy

Marketing User
fields to the related list or page layout, you can still access these fields on reports. J

enabled in your user
Once campaign hierarchies are set up, users can create and assign parent campaigns using Parent detail page
Campaign and then view details about the hierarchy on the Campaign Hierarchy page or the

To set up campaign
Campaign Hierarchy related list. P palg

hierarchies:
@ Note: All campaigns within a hierarchy must use the same currency. * Cusfomize Application

The Campaign Hierarchy page, accessible from the [view hierarchy] link next to the Campaign

Name on the campaign record, shows all the levels in a hierarchy and the campaigns included in each level. For more information, see
View Campaign Hierarchies on page 151. The Campaign Hierarchy related list provides aggregate data for the parent campaign and all
the campaigns below it in the hierarchy. For more information see Viewing Campaign Hierarchy Statistics on page 152.

SEE ALSO:
Customizing Campaign Setup

Campaign Fields
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Managing Campaign Members

Managing Campaign Members

Campaign members are created from lead, contact, or person account records. Salesforce provides EDITIONS
a variety of ways in which you can manage your campaign members. You can search for and add
or edit multiple leads and contacts from the Manage Members page. You can add members to a Available in: Salesforce
campaign one at a time from contact or lead detail pages. With the Data Import Wizard, you can Classic and Lightning
add up to 50,000 leads, contacts, or person accounts at a time to a campaign. You can also use the Experience

Data Import Wizard to update the statuses of up to 50,000 campaign members at a time.

Available in: Professional,

_ ‘ Enterprise, Performance,
Adding Campaign Members Unlimited, and Developer

You can add new members to a campaign: Editions
e Individually from the Campaign History related list on a contact, lead, or person account detail
page
e By searching for contacts and leads from the Manage Members page
e From a campaign, contact, person account, or lead report
e From a list view of existing contacts or leads
e Froma CSVimport file of existing leads
e Froma CSVimport file of existing contacts
e Froma CSVimport file of existing person accounts
e Froma CSVimport file of new leads

e Froma CSVimport file of new contacts

Editing Campaign Members

You can edit the details of existing campaign members:

e (Campaign History related list on a contact, lead, or person account detail page
e From the Campaign Members related list on a campaign detail page

e From the Manage Members page

Updating the Status of Existing Campaign Members
You can update the status of existing campaign members:

e From the Campaign History related list on a contact, lead, or person account detail page
e From the Manage Members page
e From a campaign, contact, person account, or lead report

e Froma CSYimport file of existing members

Removing Campaign Members
You can remove members of a campaign:

e From the Campaign History related list on a contact, lead, or person account detail page

e From the Campaign Members related list on a campaign detail page
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e From the Manage Members page

Example Uses

e Create follow-up campaigns—Search for a custom list view of contacts or leads that is restricted to an earlier campaign and a
certain member status, such as “Attended”. Then add items from the generated list to a follow-up campaign. See Add Multiple
Members to a Campaign from a List View on page 164.

e Leverage reporting functionality—Customize a standard report or build a new custom report that returns a list of contacts,
person account, or leads that you want to target. With the click of a button, you can add the entire list to a campaign. See Add
Campaign Members from Standard and Custom Reports on page 162.

SEE ALSO:
Manage Campaign Members

Campaigns FAQ
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Editing Multiple Campaign Members

EDITIONS
Editing Campaign Members from the Manage Members Page

Available in: Salesforce
Classic and Lightning

To update the campaign member status, edit campaign member details, or remove campaign Experience
members from the Manage Members page:

@ Nofte: Before using the Manage Members page, verify that you are using a supported browser.

Available in: Professional,

1. Click Manage Members and choose Edit Members - Search from the drop-down button on Enterprise, Performance,
a campaign detail page or the Campaign Members related list on a campaign detail page. Unlimited, and Developer
2. On the Existing Members subtab, optionally enter filter criteria to find existing members and Editions
click Go!.
@ Note: For campaigns with campaign members created from both leads and contacts,
you must have “Read” permission on leads and contacts to see all members. If you only To view the Existing
have “Read” on leads, you see only campaign members created from leads. If you only Members tab:
have “Read” on contacts, you only see campaign members created from contacts. * Edit on campaigns
AND

3. Select the checkboxes next to the records you want to edit. To select all records on the current

page, select the checkbox in the header row. Read on leads or
contacts
4. Optionally perform the following actions: AND

e Tochangethe campaign member status, select a status from the Update Status drop-down

Marketing User
list.

checked in your user
e Toremove a member from a campaign, click Remove. information

e To edit the details of a campaign member, click Edit. To update and remove

e Toview, edit, delete, clone, a campaign member, click the campaign member's name in campaign members:
the Name column. e Edit on campaigns
AND

The latest Manage Members page is not available in accessibility mode. In accessibility mode, you

can still add contacts or leads to a campaign, update campaign members, and remove campaign Eg'r:fzgl:ws and
members using the campaign member wizards.
AND

To update large numbers of campaign members, you can use the Data Loader application to export
and then reimport campaign member data. Before uploading a CSV file with Data Loader, be sure
to sort the file by Campaign ID. If you have problems reimporting your data, try splitting up the CSV
file into a few smaller files and uploading them separately.

Marketing User
checked in your user
information

SEE ALSO:
Manage Campaign Members
Adding Multiple Campaign Members
Displaying and Editing a Campaign Member
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Manage Campaign Members
Manage campaign members directly from a campaign detail page. EDITIONS

Use the Manage Members option in the Campaign Members related list and in the campaign

detail section to search for leads and contacts and add them as campaign members, update or Available in: Salesforce
remove existing members, and add or update campaign members using an import file. Classic and Lightning
Experience

You use the Campaign Members related list to:
Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
e Edit members Editions

e Addindividual members from a search

e Add multiple members from an import file

e Update member statuses from an import file
USER PERMISSIONS

SEE ALSO:

. ) . To add or clone a campaign
Adding Multiple Campaign Members

member:
Editing Multiple Campaign Members e Read on campaigns
Importing Campaign Members AND
Managing Campaign Members Edit on leads and
contacts

Delete Multiple Contacts and Leads from Campaigns

To view and edit the

campaign members related

list:

* Read on campaigns
AND

Read on leads or
contacts

To view and use the
Manage Members button
on the campaign members
related list:

e Edit on campaigns
AND

Read on leads or
contacts
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Adding Multiple Campaign Members

Adding Campaign Members from the Manage Members Page

You can add leads and contacts as members of a campaign from the Manage Members page. To
add contacts to a campaign, the Add to Campaign checkbox must be enabled.

@ Note: Before using the Manage Members page, verify that you are using a supported browser.

To add campaign members from the Manage Members page:

1.

5.

Click Manage Members and choose Add Members - Search from the drop-down button on
a campaign detail page or the Campaign Members related list.

On the Add Members subtab, select the Leads or Contacts radio button to add leads or
contacts, respectively.

Search for leads or contacts:
® You can specify search filters and click Go!

e Alternatively, you can select an existing view, such as all open leads, from the Use Existing
View drop-down list. Your results will display automatically. If you select an existing view,
you can modify its criteria by adding or changing filters, and clicking Gol.

@ Note: You cannot modify filter criteria if you selected a view that uses advanced
options or that uses more than five filters. Filter criteria will be reflected in your search
results for these views, though not all filter criteria will display.

Select the checkboxes next to the records you want to add. To select all records on the current
page, select the checkbox in the header row.

Select a status from the Add with Status drop-down list.

A confirmation message will display and you will see the members you added on the Existing
Members subtab.

@ Nofte: If you are unable to add contacts, enable the Add to Campaign checkbox:

-

. From the object management settings for contacts, go to Search Layouts.
2. C(lick Edit next to Contacts List View.

3. Select Add to Campaign.
4

. Click Save.

Planning, Managing, and Tracking Campaigns

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To add campaign members:
e Edit on campaigns

AND

Edit on leads and
contacts

AND

Marketing User
checked in your user
information

To remove campaign
members:

* Read on campaigns
AND
Edit on leads or contacts

The latest Manage Members page is not available in accessibility mode. In accessibility mode, you can still add contacts or leads to a
campaign, update campaign members, and remove campaign members using the campaign member wizards.

SEE ALSO:

Manage Campaign Members

Editing Multiple Campaign Members

Add Campaign Members from Standard and Custom Reports

USER PERMISSIONS
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To add campaign members from a contact report:

To add campaign members from a lead report:

To add campaign members from a person account report:

Planning, Managing, and Tracking Campaigns

Marketing User checked in your user information
AND

Edit on campaigns

AND

Read on contacts

AND

Read on reports

Marketing User checked in your user information
AND

Edit on campaigns

AND

Read on leads

AND

Read on reports

Marketing User checked in your user information
AND

Edit on campaigns

AND

Read on contacts

AND

Read on reports

Adding members to a campaign is quick and easy when you add them from your lead, contact, and person accounts tabular, summary,

and matrix reports.

Available in: Salesforce Classic and Lightning Experience

Available in: Professional, Enterprise, Performance, Unlimited, and Developer Editions

1. From a report that returns lead, contact, or person account records, click Add to Campaign.

If the Add to Campaign button is disabled, modify your report to return fewer than 50,000 records.

2. Enter the name of a campaign.

3. Select a member status for the new members.

4. Choose whether members already associated with the campaign keep their status. If you want, update their status with the one you

selected for new members.

5. In Lightning Experience, click Submit. In Salesforce Classic, click Add to Campaign.
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6. In Lightning Experience, you receive an email when adding members is complete. In Salesforce Classic, review the confirmation
screen and then click Done.

Be aware of these considerations when adding campaign members from a report:
e Toadd members to campaigns from custom reports, the report’s primary object must be lead or contact.
e Toadd members to campaigns from reports in Lightning Experience, the custom report type must include the Full Name field.

e Ifyou interrupt the add campaign members process, some members can still be added to the campaign. That's because members
are added in batches.

e Iflead or contact records are edited after you start the process but before they have been added, those records will not be added
to the campaign.

e You can add active leads to campaigns—not converted leads. If converted leads appear on your report, don't worry, only the active
leads are added to the campaign.

SEE ALSO:
Managing Campaign Members

Add Multiple Members to a Campaign from a List View

USER PERMISSIONS EDITIONS

To add contacts to a campaign: Marketing User checked in your user Available in: Salesforce
information Classic and Lightning
AND Experience
Edit on campaigns Available in: Professional,

AND Enterprise, Performance,
Unlimited, and Developer
Edit on contacts Editions

To add leads to a campaign: Marketing User checked in your user
information

AND
Edit on campaigns
AND
Edif on leads
To add person accounts to a campaign: Marketing User checked in your user
information
AND
Edit on campaigns
AND

Edit on contacts

Save time by adding up to 200 members to a campaign at once from your lead or contact list views. Or update the member status for
members already associated with the campaign.
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-

Navigate to a contact or lead list view.

Select up to 200 records to add to a campaign.
Click Add to Campaign.

Enter the name of a campaign.

Select a member status for the new members.

A S o

one you selected for new members.

7. Addthe members.

SEE ALSO:
Managing Campaign Members

Displaying and Editing a Campaign Member

From the campaign member detail page, you can edit, delete, or clone a campaign member record.
Additionally, if the campaign member is based on a lead, you can convert the lead; if the campaign
member is based on a contact, you can create an opportunity.

To view the campaign member detail page, click the campaign member's name in the Name, First
Name, or Last Name columns on the Campaign Members related list on a campaign detail page or
on the Existing Menbers tab.

Nofte: To view a campaign member, you must have permissions on the campaign and the
lead or contact. For example, to view a campaign member created from a lead, you must be
able to view both the campaign and the lead.

To edit the campaign member detail page layout, from the object management settings for
campaign members, go to Page Layouts, and then click Edit next to the page layout name.

Editing a Campaign Member
To edit a campaign member, click Edit on the campaign member detail page, change the fields
you want to update, then click Save. Fields derived from the contact or lead can only be edited
from the lead or contact detail pages.

@ Nofte: If your administrator has enabled inline editing for your organization, you cannot
useinline editingonthe Status drop-down list on the campaign member detail page.
Instead, click Edit on the campaign detail page to edit the Status drop-down list.

Cloning a Campaign Member
To clone a campaign member, click Clone on the campaign member detail page, then select
a campaign and a contact or lead. Change the fields you want to clone for the new campaign
member, then click Save.

Deleting a Campaign Member
To delete a campaign member, click Delete on the campaign member detail page.
@ Note: Deleting a campaign member record is permanent; the record is not recoverable
from the recycle bin. However, the original lead or contact record is not deleted.

Converting a Lead

Planning, Managing, and Tracking Campaigns

Choose whether members already associated with the campaign keep their current status. If you want, update their status with the

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To view, edit, or remove
campaign members:

e Read on campaigns
AND
Read on leads
AND
Read on contacts

To add campaign members:
* Read on campaigns

AND

Edit on leads
AND

Edit on contacts

If the campaign member was created from a lead, you can click Convert Lead on the campaign member detail page to convert
the lead. When you convert a lead, the campaign member is still a part of the campaign, but its type changes from lead to contact.
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Creating an Opportunity
If the campaign member was created from a contact, you can click Create Opportunity on the campaign member detail page to
create an opportunity. When you create an opportunity, the campaign member is still a part of the campaign.

SEE ALSO:
Campaign Member Fields

Campaign Member Fields

These are the fields (in alphabetical order) that make up a campaign member. Most campaign
member fields are derived from the lead or contact record from which the campaign member was
created and must be edited from the corresponding lead or contact record. Some of these fields
may not be visible or editable depending on your page layout and field-level security settings.

EDITIONS

Available in: Salesforce
Classic and Lightning

Field

Campaign

Campaign Member

Currency

Campaign Member

Type
City

Company
(Account)

Contact

Country

Created By
Created Date
Description

Do Not Call

Email

Email Opt Out

Experience

Description
The available fields vary

according to which
Salesforce Edition you have.

The campaign to which the lead or contact belongs.

The default currency for currency amount fields on the campaign
member. Amounts display in the campaign member currency and
are also converted to the user’s personal currency. Available only for
organizations that use multiple currencies.

The record type of the campaign member, which determines the
page layout available for the campaign member. (Read only)

City portion of the lead or contact's address.

The company, if the campaign member is based on a lead, or the
account, if the campaign member is based on a contact.

The name of the contact, if the campaign member is based on a
contact.

Country portion of user's address. Entry is selected from a picklist of
standard values, or entered as text. Up to 80 characters are allowed if
the field is a text field.

User who created the campaign member. (Read only)
Date the campaign member was created. (Read only)
Description of the lead or contact.

Whether the contact wants to be contacted by phone. If you use
Data.com, the Phone field value is hidden from search results and
on the Contact Card, and it's blank in . csv files that are created
when you export records.

Email address of the lead or contact.

Whether the contact wants to receive email. If you use Data.com, the
Email field value is hidden from search results and on the Contact
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Field

Fax

Fax Opt Out

First Name

First Responded Date
Last Modified By
Last Modified Date
Last Name

Lead

Lead Source

Mobile
Phone
Responded
Salutation

State/Province

Status
Street
Title

Zip/Postal Code

SEE ALSO:

Planning, Managing, and Tracking Campaigns

Description

Card, and it's blank in . csv files that are created when you export records.
Fax number of the lead or contact.

Whether the contact wants to be included in broadcast faxes.

First name of the lead or contact.

Date the campaign member first responded. (Read only)

User who last changed the campaign member record. (Read only)

Date the campaign member record was last modified. (Read only)

Last name of the lead or contact.

The name of the lead, if the campaign member is based on a lead.

Source of lead, for example, Advertisement, Partner, or Web. Entry is selected from a picklist of
available values, which are set by an administrator. Each picklist value can have up to 40 characters.

Mobile phone number for the lead or contact.

Phone number for the lead or contact.

Indicates if the campaign member has responded.

The salutation for addressing the person, for example, Mr., Ms., Dr., or Prof.

State or province portion of user's address. Entry is selected from a picklist of standard values, or
entered as text. Up to 80 characters are allowed if the field is a text field.

The status of the campaign member, for example, sent or responded.
Street portion of the lead or contact's address.
The title of the lead or contact, for example, President.

Zip or postal code portion of the lead or contact's address.

Displaying and Editing a Campaign Member

Adding Multiple Campaign Members
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Importing Campaign Members

Add contacts, leads, and person accounts to campaigns via the Data Import Wizard. EDITIONS

With the Data Import Wizard, a designated marketing user can use a CSV (comma-separated values)

file to import contacts, leads, or person accounts and track their responses at each stage of a Available in: both Salesforce

campaign. Classic and Lightning

For example, you can mark each contact, lead, or person account as “Planned” at the beginning of Experience

the campaign. Then mark them as “Responded” after they respond. These responses are referred Available in: Professional,

to as the member statuses. Enterprise, Performance,
Unlimited, and Developer
Editions

IN THIS SECTION:

Add or Update Campaign Members with the Data Import Wizard
To add or update many campaign members at once, launch the Data Import Wizard from the campaign detail page.

Add Existing Contacts to a Campaign with the Data Import Wizard
To add multiple contacts as members of a campaign, launch the Data Import Wizard from the campaign detail page.

Add Existing Leads to a Campaign with the Data Import Wizard
To add multiple leads as members of a campaign, launch the Data Import Wizard from the campaign detail page.

Add Existing Person Accounts to a Campaign with the Data Import Wizard
To add multiple person accounts as members of a campaign, launch the Data Import Wizard from the campaign detail page.

Create Contacts and Add Them to a Campaign with the Data Import Wizard
With a single import file, you can create multiple contacts at once and make them members of a campaign.

Create Leads and Add Them to a Campaign with the Data Import Wizard
To add multiple leads as members of a campaign, launch the Data Import Wizard from the campaign detail page.

SEE ALSO:
Managing Campaign Members
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Add or Update Campaign Members with the Data Import Wizard

To add or update many campaign members at once, launch the Data Import Wizard from the
campaign detail page.

Add Campaign Members

Before you begin, make sure that your import file is in CSV format and contains values for these
fields.

e Salesforce ID of the contact or lead. For person accounts, use the contact ID associated with
the person account as the Salesforce ID.

e Campaign ID (if you're on a non-campaign page and want to import records)

O Tip: To obtain Salesforce IDs or other values from your org, run reports and then export the
report data.

-

From the campaign detail page, select Manage Members > Add Members - Import File.
The Data Import Wizard appears.
Select the CSV file that contains your import data, and click Next.

> W N

Map column headers from your CSV file to these fields.

e Salesforce ID of the contact or lead. For person accounts, use the contact ID associated with
the person account as the Salesforce ID.

e Campaign ID (if you're on a non-campaign page and want to import records)

5. Click Next.

6. Review the import settings, and then click Start Import. When we finish importing your data,
we notify you by email. Review the results and resolve any errors that occurred.

Update Campaign Members

Before you begin, make sure that your import file is in CSV format and contains values for these fields.

Planning, Managing, and Tracking Campaigns

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To add or update campaign

members via the Data

Import Wizard:

* Marketing User
selected in your user
information

AND

Read on contacts OR
Import Leads

AND
Edit on campaigns

e Salesforce ID of the contact, lead, or campaign member. For person accounts, use the contact ID associated with the person account

as the Salesforce ID.

e Status of the campaign member.

O Tip: To obtain Salesforce IDs or other values from your org, run reports and then export the report data.

1. From the campaign detail page, select Manage Members > Update Members - Import File.

The Data Import Wizard appears.
2. Select Campaign Members, then select Update existing records.
3. Select the CSV file that contains your import data, and click Next.
4. Map column headers from your CSV file to these fields.

e Salesforce ID of the campaign member

e Status of the campaign member

5. Click Next.

6. Review the import settings, and then click Start Import.
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When we finish importing your data, we notify you by email. Review the results and resolve any errors that occurred.

SEE ALSO:
Manage Campaigns

Importing Campaign Members

Add Existing Contacts to a Campaign with the Data Import Wizard

USER PERMISSIONS EDITIONS

To add contacts that you own to a campaign  Marketing User selected in your user Available in: both Salesforce
via the Data Import Wizard: information Classic and Lightning
AND Experience
Create on accounts Available in: Professional,
AND Enterprise, Performance,
Unlimited, and Developer
Read on contacts Editions
AND
Edit on accounts and campaigns
AND

Import Personal Contacts

To add contacts owned by others to a Marketing User selected in your user
campaign via the Data Import Wizard: information

AND

Create on accounts

AND

Read on contacts

AND

Edit on accounts, contacts, and campaigns
AND

Modify All Data

To add multiple contacts as members of a campaign, launch the Data Import Wizard from the campaign detail page.
Before you begin, make sure that your import file is in CSV format and contains values for these fields.

e Account: Salesforce ID

e (Contact: Salesforce ID

e (Contact: Last Name
o Tip: To obtain Salesforce IDs or other values from your org, run reports and then export the report data.

These steps describe one recommended method of importing data. You can import data into Salesforce fields that aren't listed here.
You can also customize your import by using other options that appear in the Data Import Wizard.

170



Sell to Your Customers

Planning, Managing, and Tracking Campaigns

1. If you're using Lightning Experience, from the campaign members related list, select Import Leads and Contacts. If you're using
Salesforce Classic, from the campaign detail page, select Manage Members > Add Members - Import File.

The Data Import Wizard appears.

2. Select Accounts and Contacts, then select Update existing records.
3. Set Match Contact by to Salesforce.com ID.
4. Set Match Account by to Salesforce.com ID.
5. Select the CSV file that contains your import data, and click Next.
6. Map column headers from your CSV file to these fields.
e Account: Salesforce ID
e (Contact: Salesforce ID
e (ontact: Last Name
7. Click Next.

8. Review the import settings, and then click Start Import.

When we finish importing your data, we notify you by email. Review the results and resolve any errors that occurred.

SEE ALSO:

Importing Campaign Members

Add Existing Leads to a Campaign with the Data Import Wizard

To add multiple leads as members of a campaign, launch the Data Import Wizard from the campaign
detail page.

Before you begin, make sure that your import file is in CSV format and contains values for these
fields.

e Salesforce ID of the lead

e [ast Name of the lead

O Tip: To obtain Salesforce IDs or other values from your org, run reports and then export the
report data.

These steps describe one recommended method of importing data. You can import data into
Salesforce fields that aren't listed here. You can also customize your import by using other options
that appear in the Data Import Wizard.

1. From the campaign detail page, select Manage Members > Add Members - Import File.
The Data Import Wizard appears.

Select Leads, then select Update existing records.

Set Match Lead by to Salesforce.com ID.

Select Assign leads to campaigns.

Select the CSV file that contains your import data, and click Next.

Select Assign contacts to campaigns.

N o v & W N

Map column headers from your CSV file to these fields.

e Salesforce ID of the lead
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Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To add existing leads to a

campaign via the Data

Import Wizard:

* Marketing User
selected in your user
information

AND
Edit on campaigns
AND

Import Leads
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e [ast Name of the lead

8. C(lick Next.
9. Review the import settings, and then click Start Import.

When we finish importing your data, we notify you by email. Review the results and resolve any errors that occurred.

SEE ALSO:

Importing Campaign Members

Add Existing Person Accounts to a Campaign with the Data Import Wizard

To add multiple person accounts as members of a campaign, launch the Data Import Wizard from EDITIONS

the campaign detail page.

Before you begin, make sure that your import file is in CSV format and contains values for these Available in: both Salesforce

fields. Classic and Lightning

e Salesforce ID of the contact associated with the person account Experience

o Email Available in: Professional,

Enterprise, Performance,

O Tip: To obtain Salesforce IDs or other values from your org, run reports and then export the Unlimited, and Developer

report data. Editions

These steps describe one recommended method of importing data. You can import data into
Salesforce fields that aren't listed here. You can also customize your import by using other options USER PERMISSIONS
that appear in the Data Import Wizard.

To add person accounts that
you own to a campaign via
the Data Import Wizard:

1. From the campaign detail page, select Manage Members > Add Members - Import File.
The Data Import Wizard appears.

2. Select Person Accounts, then select Update existing records. e Create on accounts
@ Nofe: Even though the Add new and update existing records option appears, you AND
can't use it to add new person accounts to campaigns. Edit on accounts
AND
3. For Match Lead by, select Salesforce.com ID.
Import Personal
4. Select Assign person accounts to campaigns. Contacts
5. Select the CSV file that contains your import data, and click Next. To add person accounts
6. Map column headers from your CSV file to these fields. owned by others fo a
_ _ campaign via the Data
e Salesforce ID of the contact associated with the person account Import Wizard:
e Email e Creatfe on accounts
7. Click Next. AND
‘ , , , Edit on accounts and
8. Review the import settings, and then click Start Import. contacts
When we finish importing your data, we notify you by email. Review the results and resolve any AND
errors that occurred. Modify All Data

SEE ALSO:

Importing Campaign Members
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Create Contacts and Add Them to a Campaign with the Data Import Wizard

USER PERMISSIONS EDITIONS
To create contacts that you own and add ~ Marketing User selected in your user Available in: both Salesforce
them to a campaign via the Data Import information Classic and Lightning
Wizard: AND Experience
Create on accounts Available in: Professional,
AND Enterprise, Performance,
Unlimited, and Developer
Read on contacts Editions
AND
Edit on accounts and campaigns
AND

Import Personal Contacts

To create contacts owned by others and add  Marketing User selected in your user
them to a campaign via the Data Import information

Create on accounts

AND

Read on contacts

AND

Edit on accounts, contacts, and campaigns
AND

Modify All Data

With a single import file, you can create multiple contacts at once and make them members of a campaign.
Before you begin, make sure that your import file is in CSV format and contains values for these fields.

e Account: Account Name
e Contact: Email
e (ontact: Last Name

e (ontact: First Name (optional but recommended)

O Tip: To obtain values that are already in your org, run reports and then export the report data.

These steps describe one recommended method of importing data. You can import data into Salesforce fields that aren't listed here.
You can also customize your import by using other options that appear in the Data Import Wizard.

1. From the campaign detail page, select Manage Members > Add Members - Import File.
The Data Import Wizard appears.

2. Select Accounts and Contacts, then select Add new and update existing records.
3. Set Match Contact by to Email.

4. Set Match Account by to Account Name and Account Site.

173



Sell to Your Customers

8.
9.

Select Assign contacts to campaigns.
Select the CSV file that contains your import data, and click Next.
Map column headers from your CSV file to these fields.

e Account: Account Name
e (Contact: Email
e (Contact: Last Name

e (Contact: First Name (optional but recommended)

Click Next.

Review the import settings, and then click Start Import.

Planning, Managing, and Tracking Campaigns

When we finish importing your data, we notify you by email. Review the results and resolve any errors that occurred.

SEE ALSO:

Importing Campaign Members

Create Leads and Add Them to a Campaign with the Data Import Wizard

To add multiple leads as members of a campaign, launch the Data Import Wizard from the campaign
detail page.

Before you begin, make sure that your import file is in CSV format and contains values for these
fields.

Email
Company
Last Name

First Name (optional but recommended)

o Tip: To obtain values that are already in your org, run reports and then export the report

data.

These steps describe one recommended method of importing data. You can import data into
Salesforce fields that aren't listed here. You can also customize your import by using other options
that appear in the Data Import Wizard.

1.

o vk w N

From the campaign detail page, select Manage Members > Add Members - Import File.
The Data Import Wizard appears.

Select Leads, then select Add new and update existing records.
Set Match Lead by to Email.

Select Assign leads to campaigns.

Select the CSV file that contains your import data, and click Next.

Map column headers from your CSV file to these fields.

e  Email
e Company
e LastName

e First Name (optional but recommended)
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Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To create leads and add

them to a campaign via the

Data Import Wizard:

* Marketing User
selected in your user
information

AND
Edit on campaigns
AND

Import Leads
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7. Click Next.

Planning, Managing, and Tracking Campaigns

8. Review the import settings, and then click Start Import.

When we finish importing your data, we notify you by email. Review the results and resolve any errors that occurred.

SEE ALSO:

Importing Campaign Members

Campaign Fields

A campaign has the following fields, listed in alphabetical order. Depending on your page layout

and field-level security settings, some fields may not be visible or editable.

Field

Active

Actual Cost

Budgeted

Campaign

Campaign

Campaign
Campaign

Campaign

Cost

Currency

Member Type

Name
Owner

Record Type

Converted Leads in Campaign

Description

Checkbox to mark whether the campaign is
active or not.

Amount of money spent to run the campaign.
Amount of money budgeted for the campaign.

The default currency for currency amount fields
in the campaign. Amounts display in the
campaign currency and are also converted to
the user’s personal currency. Available only for
organizations that use multiple currencies.

Record type for campaign members; determines
the page layout of the members of the
campaign.

Identifying name for the campaign.
Assigned owner of the campaign.

Record type for the campaign; determines the
picklist values available for the campaign.

Number of leads that were converted to
accounts due to the marketing efforts in the
campaign. Salesforce automatically calculates
this amount using all associated records
regardless of whether you have read access to
them. For more information on converting leads,
see Convert Qualified Leads on page 211. This
field cannot be referenced in formulas for
workflow rules, validation rules, field updates,
or approval processes, but it can be referenced
in custom formula fields. Updates to this field
do not trigger workflow rules.
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Field

Created By

Custom Links

Description

End Date

Expected Response (%)
Expected Revenue

Last Modified By

Opportunities in Campaign

Num Sent

Won Opportunities in Campaign

Parent Campaign

Start Date

Status

Total Actual Cost in Hierarchy

Planning, Managing, and Tracking Campaigns

Description

User who created the campaign including creation date and time.
(Read only)

Listing of custom links for campaigns as set up by your
administrator.

Description of the campaign. Up to 32KB of data are allowed in
this field. Only the first 255 characters display in reports.

Ending date for the campaign. Responses received after this date
are still counted.

Percentage of responses you expect to receive for the campaign.
Amount of money you expect to generate from the campaign.

User who last changed the campaign fields, including modification
date and time. This does not track changes made to any of the
related list items on the campaign. (Read only)

Calculated field for number of opportunities associated with the
campaign. (Read only) Salesforce automatically calculates this
amount using all associated records regardless of whether you
have read access to them. This field cannot be referenced in
formulas for workflow rules, validation rules, field updates, or
approval processes, but it can be referenced in custom formula
fields. Updates to this field do not trigger workflow rules.

Number of individuals targeted by the campaign. For example, the
number of emails sent.

Calculated field for number of closed/won opportunities associated
with the campaign. (Read only) Salesforce automatically calculates
this amount using all associated records regardless of whether you
have read access to them. This field cannot be referenced in
formulas for workflow rules, validation rules, field updates, or
approval processes, but it can be referenced in custom formula
fields. Updates to this field do not trigger workflow rules.

The campaign above the selected campaign in the campaign
hierarchy.

Starting date for the campaign.

Status of the campaign, for example, Planned, In Progress. Entry is
selected from a picklist of available values, which are set by an
administrator. Each picklist value can have up to 40 characters.

Calculated field for the total amount of money spent to run a
campaign hierarchy. (Read only) Salesforce automatically calculates
this amount using all associated records regardless of whether you
have read access to them. This field cannot be referenced in
formulas for workflow rules, validation rules, field updates, or
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Field Description

approval processes, but it can be referenced in custom formula
fields. Updates to this field do not trigger workflow rules.

Total Budgeted Cost in Hierarchy Calculated field for the total amount of money budgeted for a
campaign hierarchy. (Read only) Salesforce automatically calculates
this amount using all associated records regardless of whether you
have read access to them. This field cannot be referenced in
formulas for workflow rules, validation rules, field updates, or
approval processes, but it can be referenced in custom formula
fields. Updates to this field do not trigger workflow rules.

Contacts in Campaign Number of individuals on accounts that are associated with the
campaign. Salesforce automatically calculates this amount using
all associated records regardless of whether you have read access
to them. This field cannot be referenced in formulas for workflow
rules, validation rules, field updates, or approval processes, but it
can be referenced in custom formula fields. Updates to this field
do not trigger workflow rules.

Total Contacts in Hierarchy Calculated field for number of contacts associated with the
campaign hierarchy. (Read only) Salesforce automatically calculates
this amount using all associated records regardless of whether you
have read access to them. This field cannot be referenced in
formulas for workflow rules, validation rules, field updates, or
approval processes, but it can be referenced in custom formula
fields. Updates to this field do not trigger workflow rules.

Total Converted Leads in Hierarchy Calculated field for the total number of leads associated with the
campaign hierarchy that were converted into accounts, contacts,
and opportunities. Salesforce automatically calculates this amount
using all associated records regardless of whether you have read
access to them. This field cannot be referenced in formulas for
workflow rules, validation rules, field updates, or approval processes,
but it can be referenced in custom formula fields. Updates to this
field do not trigger workflow rules.

Total Expected Revenue in Hierarchy Calculated field for the total amount of money you expect to
generate from a campaign hierarchy. (Read only) Salesforce
automatically calculates this amount using all associated records
regardless of whether you have read access to them. This field
cannot be referenced in formulas for workflow rules, validation
rules, field updates, or approval processes, but it can be referenced
in custom formula fields. Updates to this field do not trigger
workflow rules.

Leads in Campaign Number of potential opportunities (leads) associated with the
campaign. Salesforce automatically calculates this amount using
all associated records regardless of whether you have read access
to them. This field cannot be referenced in formulas for workflow
rules, validation rules, field updates, or approval processes, but it
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Field Description

can be referenced in custom formula fields. Updates to this field
do not trigger workflow rules.

Total Leads in Hierarchy Calculated field for the total number of leads associated with the
campaign hierarchy. This number also includes converted leads.
(Read only) Salesforce automatically calculates this amount using
all associated records regardless of whether you have read access
to them. This field cannot be referenced in formulas for workflow
rules, validation rules, field updates, or approval processes, but it
can be referenced in custom formula fields. Updates to this field
do not trigger workflow rules.

Total Num Sent in Hierarchy Calculated field for the total number of individuals targeted by a
campaign hierarchy, for example, the number of emails sent. (Read
only) Salesforce automatically calculates this amount using all
associated records regardless of whether you have read access to
them. This field cannot be referenced in formulas for workflow
rules, validation rules, field updates, or approval processes, but it
can be referenced in custom formula fields. Updates to this field
do not trigger workflow rules.

Total Opportunities in Hierarchy Calculated field for the total number of opportunities associated
with the campaign hierarchy. (Read only) Salesforce automatically
calculates this amount using all associated records regardless of
whether you have read access to them. This field cannot be
referenced in formulas for workflow rules, validation rules, field
updates, or approval processes, but it can be referenced in custom
formula fields. Updates to this field do not trigger workflow rules.

Responses in Campaign Calculated field for the total number of contacts and unconverted
leads that have a Member Status equivalentto “Responded”
for the campaign. (Read only) Salesforce automatically calculates
this amount using all associated records regardless of whether you
have read access to them. This field cannot be referenced in
formulas for workflow rules, validation rules, field updates, or
approval processes, but it can be referenced in custom formula
fields. Updates to this field do not trigger workflow rules.

Total Responses in Hierarchy Calculated field for number of contacts and unconverted leads
that have a Member Status equivalent to “Responded” for
the campaign hierarchy. (Read only) Salesforce automatically
calculates this amount using all associated records regardless of
whether you have read access to them. This field cannot be
referenced in formulas for workflow rules, validation rules, field
updates, or approval processes, but it can be referenced in custom
formula fields. Updates to this field do not trigger workflow rules.

Value Opportunities in Campaign Calculated field for the amount of all opportunities associated with
the campaign, including closed/won opportunities. (Read only)

178



Sell to Your Customers

Field

Total Value Opportunities in Hierarchy

Value Won Opportunities in Campaign

Planning, Managing, and Tracking Campaigns

Description

Salesforce automatically calculates this amount using all associated
records regardless of whether you have read access to them.

For organizations using multiple currencies, opportunity amounts
are converted to the campaign currency. If your currency does not
match the campaign currency, the amount is converted to your
currency and displays in parentheses.

For organizations using advanced currency management,
opportunity amounts are converted to the campaign currency via
dated exchange rates. If the campaign currency does not match
your currency, the total of the opportunity amounts are converted
using standard exchange rates, not dated exchange rates, and that
amount displays in parentheses.

This field cannot be referenced in formulas for workflow rules,
validation rules, field updates, or approval processes, but it can be
referenced in custom formula fields. Updates to this field do not
trigger workflow rules.

Calculated field for total amount of all opportunities associated
with the campaign hierarchy, including closed/won opportunities.
(Read only) Salesforce automatically calculates this amount using
all associated records regardless of whether you have read access
to them.

All campaigns in a hierarchy must use the same currency.

For organizations using multiple currencies, opportunity amounts
are converted to the campaign currency. If your currency does not
match the campaign currency, the amount is converted to your
currency and displays in parentheses.

For organizations using advanced currency management,
opportunity amounts are converted to the campaign currency via
dated exchange rates. If the campaign currency does not match
your currency, the total of the opportunity amounts are converted
using standard exchange rates, not dated exchange rates, and that
amount displays in parentheses.

Calculated field for amount of all closed/won opportunities
associated with the campaign. (Read only) Salesforce automatically
calculates this amount using all associated records regardless of
whether you have read access to them.

For organizations using multiple currencies, opportunity amounts
are converted to the campaign currency. If your currency does not
match the campaign currency, the amount is converted to your
currency.

For organizations using advanced currency management,
opportunity amounts are converted to the campaign currency via
dated exchange rates. If the campaign currency does not match
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Field

Total Value Won Opportunities in Hierarchy

Total Won Opportunities in Hierarchy

Type

Planning, Managing, and Tracking Campaigns

Description

your currency, the total of the opportunity amounts are converted
using standard exchange rates, not dated exchange rates, and that
amount displays in parentheses.

This field cannot be referenced in formulas for workflow rules,
validation rules, field updates, or approval processes, but it can be
referenced in custom formula fields. Updates to this field do not
trigger workflow rules.

Calculated field for amount of all closed/won opportunities
associated with the campaign hierarchy. (Read only) Salesforce
automatically calculates this amount using all associated records
regardless of whether you have read access to them.

All campaigns in a hierarchy must use the same currency.

For organizations using multiple currencies, opportunity amounts
are converted to the campaign currency. If your currency does not
match the campaign currency, the amount is converted to your
currency.

For organizations using advanced currency management,
opportunity amounts are converted to the campaign currency via
dated exchange rates. If the campaign currency does not match
your currency, the total of the opportunity amounts are converted
using standard exchange rates, not dated exchange rates, and that
amount displays in parentheses.

This field cannot be referenced in formulas for workflow rules,
validation rules, field updates, or approval processes, but it can be
referenced in custom formula fields. Updates to this field do not
trigger workflow rules.

Calculated field for the total number of won opportunities
associated with the campaign hierarchy. Salesforce automatically
calculates this amount using all associated records regardless of
whether you have read access to them. This field cannot be
referenced in formulas for workflow rules, validation rules, field
updates, or approval processes, but it can be referenced in custom
formula fields. Updates to this field do not trigger workflow rules.

Type of campaign, for example, Direct Mail or Referral Program.
Entry is selected from a picklist of available values, which are set
by an administrator. Each picklist value can have up to 40
characters.
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Sharing Campaigns
Your administrator defines your organization's sharing model for campaign access. However, you EDITIONS
can extend sharing privileges for your own campaigns individually. Use campaign sharing to increase

access to your campaigns; you cannot restrict access beyond your organization’s default access
levels.

Available in: Salesforce
Classic and Lightning
To view and manage sharing details, click Sharing on the campaign detail page. The Sharing Detail Experience

page lists the users, groups, roles, and territories that have sharing access to the campaign. On this

Available in: Professional,
page, you can do any of the following:

Enterprise, Performance,
e To show a filtered list of items, select a predefined list from the View drop-down list, or click Unlimited, and Developer
Create New View to define your own custom views. To edit or delete any view you created, Editions
select it from the View drop-down list and click Edit.

e Tograntaccess to the record for other users, groups, roles, or territories, click Add. USER PERMISSIONS

e (lick Expand List to view all users that have access to the record. . .
To view campaigns:

e Formanual sharing rules that you created, click Edit or Del next to an item in the list to edit or « Read on campaigns

delete the access level. ]
To share campaigns:

* Read on campaigns
AND

e To share a campaign, you must have Public Full Access to the campaign and have the Marketing User
Marketing User checkbox selected in your personal information. checked in your user

Special Considerations

e The Sharing button is available depending on your organization-wide default for campaigns. information

e Make sure you are sharing records with users who have the appropriate “Read” object permission
for viewing the shared records.

e Sharing a campaign does not automatically grant read access to all the campaign members. Make sure that the user you are sharing
a campaign with has visibility to the associated leads or contacts.

e The campaign hierarchy statistic fields provide aggregate data for a parent campaign and all the campaigns below it in the hierarchy,
regardless of whether a user has sharing rights to a particular campaign within the hierarchy. Therefore, consider your organization's
campaign sharing settings when enabling campaign hierarchy statistics. If you do not want users to see aggregate hierarchy data,
remove any or all of the campaign hierarchy statistic fields from the Campaign Hierarchy related list. These fields will still be available
for reporting purposes.

SEE ALSO:
View Campaign Hierarchies

Viewing Campaign Hierarchy Statistics
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Add Multiple Contacts and Leads to Campaigns

Quickly add lots of contacts, leads, and person accounts as members to your campaigns at one EDITIONS

time while in accessibility mode.

1. From a campaign, click Manage Members. Available in: Salesforce
2. (lick either Add Members - Existing Contacts or Add Members - Existing Leads. Eclgsesr:cer?:: Lightning

3. Inthefirst step of the wizard, choose a campaign member status value to assign to the new . . .
members. Available in: Professional,

Enterprise, Performance,

4. Click Next. Unlimited, and Developer
5. Select the records you want to add as campaign members. Editions
SEE ALSO: USER PERMISSIONS

Add Multiple Members to a Campaign from a List View To add muliiple contacts,

leads, and person accounts

to campaigns:

® Marketing User in
your user information

AND
Edit on campaigns
AND

Read on contacts, leads,
and person accounts
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Delete Multiple Contacts and Leads from Campaigns

Save time by removing lots of campaign members from campaigns at a time while in accessibility EDITIONS

mode.

1. From a campaign, click Manage Members. Available in: Salesforce
. Click either Remove Members - Existing Contacts or Remove Members - Existing Leads. Eclgsesr:cer?cn: Lightning

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
SEE ALSO: Editions

Add Multiple Contacts and Leads to Campaigns

2
3. Choose the campaign members that you want to remove from the campaign.
4

. When you are finished removing members from your campaign, click Done to exit the wizard.

USER PERMISSIONS

To delete multiple existing

contacts and leads from

campaigns:

® Marketing User
checked in your user
information

AND

Edit on campaigns and
leads

AND
Read on contacts

Track the Opportunities Your Campaigns Bring In

Track how your campaigns contribute to your opportunities. EDITIONS
IN THIS SECTION: Available in: Salesforce
Classic and Lightning

Customizable Campaign Influence )
) ) ) o ) Experience
Customizable Campaign Influence lets you decide how credit is assigned to each campaign

that contributes to bringing in an opportunity. Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

Campaign Influence 1.0

Use the original version of Campaign Influence to understand the return on your campaign
investments.
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Customizable Campaign Influence

Customizable Campaign Influence lets you decide how credit is assigned to each campaign that
contributes to bringing in an opportunity.

@ Note: Thisinformation applies only to Customizable Campaign Influence and not to Campaign
Influence 1.0.

IN THIS SECTION:

Add Influential Campaigns to an Opportunity

Manage lists of campaigns that influence your opportunities directly on opportunity detail
pages.

View Campaign Results by Campaign

Understand the return on investment for a campaign by seeing the opportunities influenced
by a campaign and the total revenue represented by those opportunities.

View Campaign Results by Account

EDITIONS

This feature is available in
Lightning Experience,
Salesforce Classic, and all
versions of the Salesforcel
mobile app.

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

Understand how marketing is impacting the pipeline within a given account. See the opportunities on an account and the campaigns

that influenced them using the Campaign Influence related list.

Report on Campaign Results

Get a better understanding of your campaigns' return on investment by creating custom report types that combine campaign

influence with Opportunities, Campaigns, Contacts, and Accounts.
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Add Influential Campaigns to an Opportunity

Manage lists of campaigns that influence your opportunities directly on opportunity detail pages.

@ Note: Thisinformation applies only to Customizable Campaign Influence and not to Campaign
Influence 1.0.

Consider these details before adding influential campaigns to your opportunities.

e Ifyour business uses the Primary Campaign Source influence model, you can't add influential
campaigns manually to opportunities. Campaigns are automatically added to opportunities
based on the rules your admin defines.

e Ifyour business uses another campaign influence model and your admin has allowed it, you
can add influential campaigns to opportunities yourself.

1. View the detail page of an opportunity.

2. (lick New in the Campaign Influence related list.

3. Inthe Campaign name field, enter a campaign name or click 2| to search for a campaign.

4. Ifyou are using the Primary Campaign Source influence model and you want to designate the
campaign as the primary campaign, select Primary Campaign Source.

5. Click Save.

View Campaign Results by Campaign

Understand the return on investment for a campaign by seeing the opportunities influenced by a
campaign and the total revenue represented by those opportunities.

@ Note: Thisinformation applies only to Customizable Campaign Influence and not to Campaign
Influence 1.0.

When you view a campaign detail page, the Influenced Opportunities (1) related list displays the
opportunities generated by the campaign. The opportunities displayed are based on the default
campaign influence model designated by your admin.
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EDITIONS

This feature is available in
Lightning Experience,
Salesforce Classic, and all
versions of the Salesforcel
mobile app.

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To view the campaign
influence related list:

e Read on Campaigns
and Opportunities

To manually add or update
influential campaigns:

e Read on Campaigns
AND

Read and Edit on
Opportunities

AND

Marketing User selected
in user details

EDITIONS

This feature is available in
Lightning Experience,
Salesforce Classic, and all
versions of the Salesforcel
mobile app.

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To view campaign details:
e Read on Campaigns
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The Campaign Statistics section (1) of the campaign detail page displays a summary of the opportunities generated by the campaign,
including the number of opportunities, the total revenue from those opportunities, and the total revenue from won opportunities.

:SE Sales | Home leads Campaigns Contacts Accounts Opportunities Reports [Dashboards Chatter
CAMPAIGN
D Winter '16 Customer Conference (Demo)
Type Status Siant Date ——
v
Conference In Progress 10/23/2018 Sl TR
Totsl Responses Num Total Oppe
RELATED DETAILS 3 s
Totsl Leads Num Wan Opportunities
Campaign Name 3 3
winter ‘16 Customer Conference (Demo) oot Loads Total Value Opportunities
1 584,163
Active
3 Totol Contacts Tota! Value Won Opportunities
8 518,333
Parent Campaign
v Hierarchy Information
Type Tatal Nurh Sént in Hierarchy Total Opportunities in Histarchy
Conference ariso 13
Total Responses in Hierarchy Total Vaiue Opportunites in Hierarchy
& 5268,326
Total Leads in Hierarchy Total Won Opportunities in Hierarchy
12 ]
Total Contacts in Hierarchy Total Value Wan Opportunites in Hisrarchy
16 536,666
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View Campaign Results by Account

Understand how marketing is impacting the pipeline within a given account. See the opportunities
on an account and the campaigns that influenced them using the Campaign Influence related list.

Note: Thisinformation applies only to Customizable Campaign Influence and not to Campaign
Influence 1.0.

When you view an account detail page, the Campaign Influence related list shows the opportunities
on the account. The list also shows the share of revenue from each opportunity influenced by
specific campaigns. A pair of charts shows the revenue influenced by each campaign (1), and the
share influenced by each campaign type (2).

Campaign Influence

Influence By Campaign Influence By Campaign Type

All Opportunities v All Opportunities v

USD 86k USD 86k

& el
View All

To filter the opportunities represented, use the menus above each chart. To see the full list of
influenced opportunities along with the share of revenue attributed to each campaign, click View
All.

The opportunities displayed are based on the default campaign influence model designated by
your admin. The Influence by Campaign chart shows results from up to 1000 of your campaigns
with the highest revenue shares. This chart combines campaign influence records from deleted
campaigns into a separate amount. The Influence by Campaign Type chart shows results from up
to 1000 of your campaign types with the highest revenue shares. It's important that each of your
campaigns has a unique name so that these charts can be calculated correctly.

If you don't see the Campaign Influence related list, contact your admin. In Salesforce1, campaign
influence records appear without the charts.
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EDITIONS

This feature is available in
Lightning Experience,
Salesforce Classic, and all
versions of the Salesforcel
mobile app.

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To view campaign details:
e Read on Campaigns

To view Campaign Influence
related list:

e Read on Opportunities
AND

Read access to the
Account field on related
opportunities

To view campaign influence

records:

e Read access to related
campaigns,
opportunities, and
accounts

To view Campaign Influence

charts:

* Read access to Type
field on campaigns
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Report on Campaign Results

Get a better understanding of your campaigns' return on investment by creating custom report EDITIONS
types that combine campaign influence with Opportunities, Campaigns, Contacts, and Accounts.

@ Note: Thisinformation applies only to Customizable Campaign Influence and not to Campaign This feature is available in
Influence 1.0. Lightning Experience,

Salesforce Classic, and all
Here are some examples of the custom report types that you can create to see how your campaigns versions of the Salesforce]

are doing. mobile app.

e Campaigns with Influenced Opportunities—reports which campaigns drove the most

. i Available in: Professional,
opportunities and had the best return on investment.

Enterprise, Performance,
e Opportunities with Campaign Influence—reports how much your campaigns influenced your Unlimited, and Developer
opportunities. Create a separate report for each influence model and add them to a dashboard Editions
so0 you can compare the results in each model.

e Contacts or Accounts with Campaign Influence—reports which contacts or accounts were USER PERMISSIONS
influenced by campaigns.

To create or update custom

report types:

* Manage Custom Report
Types

To delete custom report

types:
e Modify All Data

Campaign Influence 1.0

pse the original version of Campaign Influence to understand the return on your campaign EDITIONS
investments.
@ Nofe: This information applies only to Campaign Influence 1.0 and not to Customizable Avoilqble in: §olesforce
Campaign Influence. Classic and Lightning
Experience
IN THIS SECTION: Available in: Professional,

Enterprise, Performance,
Unlimited, and Developer
Manage lists of campaigns that influence your opportunities directly on opportunity detail Editions

pages.

Add Influential Campaigns to Opportunities
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Add Influential Campaigns to Opportunities

Manage lists of campaigns that influence your opportunities directly on opportunity detail pages.

@ Nofte: This information applies only to Campaign Influence 1.0 and not to Customizable

Campaign Influence.

Consider these details before adding influential campaigns to your opportunities.

Though multiple campaigns can be influential, you can designate only one campaign as the
primary campaign source on the opportunity.

The campaign you designate as the primary campaign source will always appear in the Campaign
Influence related list.

The opportunities fields of the campaign statistics section on a campaign detail page will
populate for only the campaign you designate as the primary campaign source. For example,
you have an email campaign and a telemarketing campaign that both influence the same
opportunity, and you designate the email campaign as the primary campaign source. The
campaign statistics opportunities fields will populate for only the email campaign.

Whenyouselect Primary Campaign Source,the Primary Campaign Source
field on the opportunity detail page updates with the name of the primary campaign. It's
possible that workflow and Apex rules on opportunities can be triggered by this change.

When you add campaigns using Add Campaign in the Campaign Influence related list,
campaign member details don't appear in the related list.

Let's now add influential campaigns from the Campaign Influence related list.

1.
2.
3.

4.

5.

View the detail page of an opportunity.

Click Add Campaign in the Campaign Influence related list.

Enter acampaign name in the Campaign name field or click %] to search for a campaign.

If you want to designate the campaign as the primary campaign, select Primary Campaign
Source.

Click Save.

Planning, Managing, and Tracking Campaigns

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To view the campaign
influence related list:

e Read on campaigns
AND
Read on opportunities
To manually add influential
campaigns:
* Read on campaigns
AND

Read and Edit on
opportunities

You can also configure filter criteria that, when met, will automatically add influential campaigns to opportunities. For example, you can
configure afilter to add only email and telemarketing campaigns.

Planning, Managing, and Tracking Campaigns FAQs

Campaigns FAQ

Can | use mass email for my email campaigns?

How can | track which opportunities resulted from campaigns?
How can | calculate the ROI for my campaigns?

How do | add contacts and leads to campaigns?

How is Campaign influence different from ROl reports?

189

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Edifions



Sell to Your Customers

e Who has access to campaigns?

SEE ALSO:

Campaigns

Can | use mass email for my email campaigns?

Planning, Managing, and Tracking Campaigns

Mass email is designed for small-scale sales and support mailings, not for marketing purposes. We recommend that you use Salesforce
Marketing Cloud or a third-party application in the AppExchange that allows you to centrally manage email campaigns and track

responses.

SEE ALSO:
Campaigns FAQ

How do | add contacts and leads to campaigns?

Your company's campaigns typically target existing customers (contacts) and prospective customers (leads). You can associate contacts
and leads with campaigns as campaign members.

e Toaddanindividual contact orlead to a campaign, click Add to Campaign on the contact or lead record, and then select a campaign.

e Toadd multiple contacts or leads to a campaign, use these tables to find the steps recommended for the source of contact or lead

information that you're using.

Contact Source

A report of existing contacts

A csv file of existing contacts

A csv file of new contacts

A list view of existing contacts

The Contacts related list on an Account

Lead Source

A report of existing leads

A csv file of existing leads

A csv file of new leads

Steps for Adding Contacts to
Campaigns

Add Campaign Members from Standard and
Custom Reports

Add Existing Contacts to a Campaign with
the Data Import Wizard

Create Contacts and Add Them to a
Campaign with the Data Import Wizard

Add Multiple Members to a Campaign from
a List View

Add Members to Campaigns from Accounts

Steps for Adding Leads to
Campaigns

Add Campaign Members from Standard and
Custom Reports

Add Existing Leads to a Campaign with the
Data Import Wizard

Create Leads and Add Them to a Campaign
with the Data Import Wizard
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Maximum Number of Records You
Can Add

50,000 per report

50,000 per import file

50,000 per import file

250 per list page

200 per list page

Maximum Number of Records You
Can Add

50,000 per report

50,000 per import file

50,000 per import file


http://sites.force.com/appexchange
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Lead Source Steps for Adding Leads to Maximum Number of Records You
Campaigns Can Add
Alist view of existing leads Add Multiple Members to a Campaign from 250 per list page
a List View
SEE ALSO:
Campaigns FAQ

How can | calculate the ROl for my campaigns?

The Campaign ROl Analysis Report is located on the Reports tab in the Campaign Reports folder. It calculates your campaigns' performance
by return on investment (ROI) and average cost. For each campaign in the report:

e ROI, which is expressed as a percentage, is calculated as the net gain (Value Won Opportunities in Campaign - Actual Cost) divided
by the Actual Cost.

e Value Won Opportunities in Campaign is the calculated amount of all closed or won opportunities where the campaign is the Primary
Campaign Source on the opportunity.

SEE ALSO:
Campaigns FAQ

How can | track which opportunities resulted from campaigns?

One key benefit of campaigns is the ability to track how much business has been generated from each campaign. When you create an
opportunity, you canfillin the Primary Campaign Source field to indicate that the opportunity resulted from a specific
campaign.

In addition, when you convert a lead that is linked to a campaign, that campaign is automatically inserted into the opportunity Primary
Campaign Source field.

If a lead or contact is linked to multiple campaigns, the campaign with which he or she is most recently associated is inserted into the
opportunity Primary Campaign Source field.

The Opportunities related list on a campaign shows every opportunity that is linked to that campaign. You can also run the Campaign
Revenue Report to track which opportunities are linked to your campaigns.

SEE ALSO:
Campaigns FAQ

How is Campaign influence different from ROI reports?

Campaign influence tracks pipeline and revenue for multiple campaigns, and ties all campaigns of a contact role to that opportunity for
pipeline and ROI reporting. This is especially helpful for longer deal cycles when more than one campaign contributes to a closed deal
or a converted lead.

SEE ALSO:
Campaigns FAQ
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Who has access to campaigns?

Depending on your sharing settings, users in your org can view campaigns, view the advanced campaign setup, or run campaign reports.
However, only designated marketing users with the appropriate user permissions can create, edit, and delete campaigns and configure
advanced campaign setup. An administrator must select the Marketing User optiononauser's personal information to designate

that user as a marketing user.

In addition, marketing users with the appropriate user permissions can use the Data Import Wizard to add contacts, leads, and person
accounts as campaign members. They can also use the Data Import Wizard to update the statuses of campaign members.

SEE ALSO:
Campaigns FAQ

Explore Your Salesforce Org’s Territory Model

A territory model includes a hierarchy and a list view of parent and child territories. If you manage,
administer, or belong to a sales territory, you should explore your territory model to understand
how Sales efforts are organized. Drill down to get important details on individual territories, including
assigned accounts.

@ Nofte: This information applies to Enterprise Territory Management only, not to previous
versions of Territory Management.

1. From Setup, enter Territory Models inthe Quick Find box, then select Territory
Models. The list view displays your org's active territory model. Click the model’s label if you
want to view its detail page. Along with other details, this page tells you the last time account
assignment rules were run to realign the territory.

2. From the list view, click the model’s View Hierarchy link.
3. C(lick Tree View to expand and explore the hierarchy tree.

4. Within the hierarchy, click a territory label to view its detail page, where you can identify its
territory type, assigned users and their access levels, assignment rules, and more.

5. From the top of the page, navigate back to the model’s territory hierarchy and check out its
other territories.
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EDITIONS

Available in: Salesforce
Classic

Available in: Developer and
Performance Editions and

in Enterprise and Unlimited
Editions with the Sales Cloud

USER PERMISSIONS

To view an active territory

model:

e View Setup and
Configuration
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Identify an Account’s Sales Territories

Find out which Sales territory an account belongs to.

Nofe: This information applies to Enterprise Territory Management only, not to previous
versions of Territory Management.

1. Open the account record.

2. View the account’s territories on the Territory Assignments related list.

SEE ALSO:

View a List of the Accounts in Your Territories

View a List of the Accounts in Your Territories

Create a list view that shows you which accounts are assigned to the territories you cover.

@ Nofte: This information applies to Enterprise Territory Management only, not to previous
versions of Territory Management.

The My Territories filter shows accounts that belong to the territories you're assigned to.

The My Territory Teams filter shows accounts for territories you're assigned to and their
descendant territories (if any).

1. Click the Accounts tab and click Edit next to the view menu.

2. Give the view a name, then specify My Territories or My Territory Teams in
the filter criteria. Add other filters if you need them.

3. Choose other fields you want to filter on, then select Account Name and any other fields
you want the list view to show.

4, C(lick Save.
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Identify an Account’s Sales Territories

EDITIONS

Available in: Salesforce
Classic

Available in: Developer and
Performance Editions and

in Enterprise and Unlimited
Editions with the Sales Cloud

USER PERMISSIONS

To identify an account's
sales territory:
e Read on accounts

EDITIONS

Available in: Salesforce
Classic

Available in: Developer and
Performance Editions and

in Enterprise and Unlimited
Editions with the Sales Cloud

USER PERMISSIONS

To view territories in all of
your organization'’s territory
models:

e Manage Territories

To view ferritories in your
organization’s Active
territory model:

e View Setup and
Configuration

To view accounts:
e Read on Accounts
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Managing Accounts by Territory

Territory Management

Territory management is an account sharing system that grants access to accounts based on the EDITIONS
characteristics of the accounts. It enables your company to structure your Salesforce data and users
the same way you structure your sales territories.

Available in: Salesforce

@ Nofe: This information applies to the original Territory Management feature only, and not Classic
to Enterprise Territory Management. Original Territory Management is available only with Available in: Developer and
Customizable Forecasts and is not supported with Collaborative Forecasts. If original Territory Performance Editions and
Management is enabled, you can nolonger use Collaborative Forecasts. The newer Enterprise in Enterprise and Unlimited
Territory Management can't be used with Customizable Forecasts. Enterprise Territory Editions with the Sales Cloud

Management and Collaborative Forecasts can both be enabled and used at the same time
in your Salesforce organization, but the two features are not currently integrated to work
together.

Particularly if your organization has a private sharing model, you may need to grant users access to accounts based on criteria such as
postal code, industry, revenue, or a custom field that is relevant to your business. You may also need to generate forecasts for these
diverse categories of accounts. Territory management solves these business needs and provides a powerful solution for structuring your
users, accounts, and their associated contacts, opportunities, and cases.

@ Note: Account ownership and its effect on record sharing remains valid and unchanged when territory management is in use.

Key benefits of territory management include;

e The ability to use account criteria to expand a private sharing model.

e Support for complex and frequently changed sales organization structures.

e Support for transferring users between territories, with the option to retain opportunities.
e Multiple forecasts per user, based on territory membership.

e Territory-based sales reports.

Note: Territory management only affects accounts and the standard objects that have a master-detail relationship to accounts.
For example, opportunities are included in territory management but leads are not.

What Is a Territory?

Aterritory is a flexible collection of accounts and users where the users have at least read access to the accounts, regardless of who owns
the account. By configuring territory settings, users in a territory can be granted read, read/write, or owner-like access (that is, the ability
to view, edit, transfer, and delete records) to the accounts in that territory. Both accounts and users can exist in multiple territories. You
can manually add accounts to territories, or you can define account assignment rules that assign accounts to territories for you.

You can also control users’ access to the opportunities and cases associated with the accounts in the territory, regardless of who owns
the records.

What Is a Territory Hierarchy?

Territories exist in a hierarchy which you can set up with as many nested levels as you wish. For example, you could create a top-level
territory named “Worldwide Sales” that has the child territories “North America,” “Europe/Middle East,” “Latin America,” “Africa,” and
“Asia/Australia.” “North America” might have the child territories “Canada” and “United States.” “United States” might have the child
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territories “Western,” “Central,” “Southern,” and “Eastern.” Finally, “Western” might have the child territories “California,” “Oregon,”
“Washington,” “Nevada,” “Arizona,” and “Utah.”

"o

Territory hierarchies do not have to be focused on geography; they can be defined however you like.

How Do Territories Affect Forecasting?

When you enable territory management for your organization, the territory hierarchy also becomes the forecast hierarchy. Your forecast
data is derived from the opportunities that are associated with the accounts in your territories. Users have a different forecast for each
territory to which they are assigned. For example, if you are assigned to both “California” and “Arizona,” you have a separate forecast for
the opportunities you have in each of these territories.” See Viewing Customizable Forecasts on page 347.

SEE ALSO:
Managing Territories

Territory Management FAQ

Managing Territories

@ Nofte: This information applies to the original Territory Management feature only, and not EDITIONS
to Enterprise Territory Management.

Managing your organization’s territories involves the following tasks: A;/cnloble in: Salesforce
Classic
e Organize territories into hierarchies that represent your organization’s forecasting requirements

and how users work in your organization. Available in: Developer and
Performance Editions and

in Enterprise and Unlimited
e Create new territories and edit existing territories. Editions with the Sales Cloud

e (Configure organization-wide settings for territory management.

e Assign users to territories.

e Define account assignment rules that evaluate accounts and assign them to territories. USER PERMISSIONS

e Select accounts from lists and manually assign them to territories.
To manage territories:

e Manage Territories

SEE ALSO:
OR
Territory Management
fory 9 You are a forecast
Territory Management FAQ manager. Forecast

managers can manage
territories of those users
working below them in
territory hierarchy.
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Assigning Opportunities to Territories

@ Nofe: This information applies to the original Territory Management feature only, and not EDITIONS
to Enterprise Territory Management.

An opportunity can be assigned to a territory when the opportunity is created—either manually Avoilqble in: Salesforce

or during lead conversion—or when account assignment rules run that affect existing opportunities. Classic

This topic includes the following sections: Available in: Developer and

e Territory Assignment for Manually Created Opportunities Performance Editions and
in Enterprise and Unlimited

e Territory Assignment for Converted Leads Editions with the Sales Cloud

e Notes About Territory Assignment for Opportunities

USER PERMISSIONS

Territory Assignment for Manually Created Opportunities
To create opportunities:

When an opportunity is created from the Opportunities tab or from the Quick Create area on the e Create on Opportunities

sidebar, Salesforce compares the territories associated with the opportunity's account to the territories
that the opportunity owner is a member of:

e Ifthereis asingle territory that both the account and the opportunity owner belong to, the opportunity is assigned to that territory
if “Evaluate this account against territory rules on save” is selected.

e Ifmore than one territory is common to both the account and the opportunity owner, the opportunity is not automatically assigned
to any territory. The opportunity owner must manually assign a territory to the opportunity.

e Ifnoterritory is common to both the account and the opportunity owner, the opportunity owner cannot assign the opportunity to
a territory.

Territory Assignment for Converted Leads

When a lead is converted to an opportunity, that opportunity's territory assignment depends on several factors, including:
e Whether the account associated with the opportunity is assigned to one or more territories

e Whether the lead owner is a member of the same territory as the account

e The number of users assigned to a territory

e Whether a forecast manager is assigned to the territory

If the account associated with the opportunity is assigned to only one territory, use the following table to determine how the opportunity's
territory is assigned:

Lead Owner Number of Users A Forecast Manageris  Results

Belongs to Same Assigned to Territory Assigned to the Territory

Territory as

Account

Yes 1 N/A The opportunity is assigned to the same territory as

the account and the lead owner becomes the
opportunity owner.

No 1 N/A The opportunity is assigned to the same territory as
the account and the opportunity owner is the sole
member of the territory.
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Lead Owner Number of Users A Forecast Manageris  Results

Belongs to Same Assigned to Territory Assigned to the Territory

Territory as

Account

No 0 N/A The opportunity is assigned to the same territory as

the account and the lead owner becomes the
opportunity owner. The lead owner is added as an
inactive member of the territory.

Yes >1 Yes The opportunity is assigned to the same territory as
the account and the forecast manager becomes the
opportunity owner.

Yes >1 No The opportunity is assigned to the same territory as
the account and the lead owner becomes the
opportunity owner.

No >1 Yes The opportunity is assigned to the forecast manager
of the territory.
No >1 No The opportunity is assigned to the same territory as

the account and the lead owner becomes the
opportunity owner. The lead owner is added as an
inactive member of the territory.

If the account associated with the opportunity is assigned to more than one territory, use the following table to determine how the
opportunity's territory is assigned:

Lead Owner's Territory Membership Results

Lead owner has one territory in common with the account The opportunity is not assigned to any territories and
the lead owner becomes the opportunity owner. The
opportunity owner can assign the opportunity to the
account's territory.

Lead owner has more than one territory in common with the account The opportunity is not assigned to any territories and
the lead owner becomes the opportunity owner. The
opportunity owner can assign the opportunity to any
territory that he or she has in common with the
account.

Lead owner has no territories in common with the account The opportunity is not assigned to any territories and
the lead owner becomes the opportunity owner. The
opportunity owner cannot assign the opportunity to
any territories.

Notes About Territory Assignment for Opportunities
e The following actions do not change an opportunity's territory:

-~ Manually assigning the opportunity's account to a territory
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-~ Changing which account is associated with the opportunity
- (Changing the account's territory as a result of account assignment rules if the opportunity and its account are in different territories

- Transferring the opportunity to a new owner

e Territory assignment rules do not update an opportunity if the opportunity's Close Date is before the current date and the
opportunity's Stage is Closed Won or Closed Lost.

e When an opportunity is not automatically assigned to a territory, we recommend that users be notified if the opportunity is not
assigned to a territory manually within one day. You can set up time-based workflow to notify users about unassigned opportunities.

e Restoring an account or opportunity from the Recycle Bin restores the territory assignment, but it does not trigger the evaluation of
account assignment rules. If account assignment rules changed while the record was in the Recycle Bin, the restored record may
have territories that are inconsistent with the new rules.

e When opportunities are transferred from one user to another, whether individually or as a group, the territory assignment on the
opportunities is unaffected. However, if the opportunities are assigned to a user who is not already a member of the opportunity’s
territory, that user is added as an inactive member of the territory.

e When users are removed from a territory, you can specify who should receive their open opportunities. Also, when users are transferred
from one territory to another, you can specify which opportunities the users should continue to own and select a recipient for any
remaining opportunities. If you do not specify a recipient:

- Ifthe parent territory has a forecast manager, the forecast manager takes ownership of the user's open opportunities. The forecast
manager is assigned to the territory and Active in Territory isunchecked.

- Ifthe parent territory does not have a forecast manager, the user remains in the territory and Active in Territory is
unchecked.
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View Manually Assigned Accounts Lists

@ Nofe: This information applies to the original Territory Management feature only, and not
to Enterprise Territory Management.

The manually assigned accounts list page displays a list of accounts assigned to the selected territory.
From this page, you can view detailed account information, remove accounts from territories, and
access other related information.

e Toshow afiltered list of items, select a predefined list from the view drop-down list, or click
Create New View to define your own custom views.

e (lickan account name to view the account detail.

e (lick Remove next to an account name to remove the account from the territory.

SEE ALSO:

Territory Management

Managing Accounts by Territory FAQs

Territory Management FAQ

@ Nofte: This information applies to the original Territory Management feature only, and not
to Enterprise Territory Management.

e How does Salesforce handle territory management?

e Are opportunities transferred to different users when account assignment rules are run?

e Are the territory hierarchy and the role hierarchy different?

e How are opportunities assigned to territories?

e How do manually assigned accounts differ from those assigned by account assignment rules?

e How does opportunity confinement work?

e Must | be assigned to the same territories as the opportunities | own?
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EDITIONS

Available in: Salesforce
Classic

Available in: Developer and
Performance Editions and

in Enterprise and Unlimited
Editions with the Sales Cloud

USER PERMISSIONS

To view manually assigned

account lists:

e View Setup and
Configuration

To remove accounts:
e Manage Territories

AND
Edit on accounts
OR

You are a forecast
manager, Forecast
managers can
manage
territories is
selected, you are
working below your
position in the territory
hierarchy, and you have
Edit on accounts.

EDITIONS

Available in: Salesforce
Classic

Available in: Developer and
Performance Editions and

in Enterprise and Unlimited
Editions with the Sales Cloud
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e What happens when | undelete an account or opportunity that was assigned to a territory?
e What kinds of records have territories?

e When do account assignment rules evaluate accounts?

SEE ALSO:

Territory Management

How does Salesforce handle territory management?

@ Nofte: This information applies to the original Territory Management feature only, and not IS
to Enterprise Territory Management.

In Developer and Performance Edition orgs, and in Enterprise and Unlimited Edition orgs with the Terr!Tory Monogement
Sales Cloud, you can enable Territory Management to organize your users into territories and provide g\l/mlqble in: Salesforce
assic

access to accounts and their related opportunities and cases.

In Professional Edition orgs, Salesforce’s role hierarchy allows you to manage the roll-up of

information among your company's territories. The hierarchy structure is not based on traditional titles, but rather on a hierarchy of roles.
Multiple people with different titles can be assigned to the same role. Users always have access to the data that is owned by or shared
with users assigned to roles below them in the hierarchy. A user’s role also determines which data is accessible to him or her in forecasts.

A typical org may have three levels of roles, for example:

| Miestem WP I | Eaztem WP I |In‘temationa|\.F |

| Miestem Reps I | Eastemn Reps I |In‘temationa| Hepsl

e Thetop role may include your VPs of sales, marketing, and client services, and your CFO. These users will be able to view all information
at lower levels and perform roll-ups on that information.

e The middle level may include various vice president or regional managers. These roles can access the data owned by or shared with
all users below them in the hierarchy. For example, the Western VP role can view and perform roll-ups of the information owned by
users in the Western Reps role.

e Since no roles are below the various Reps roles, the users in those roles cannot perform any roll-ups or view anyone’s information
except their own.

@ Nofte: Your role hierarchy interacts with your org’s sharing model to determine exactly what information a user can see, given
the sharing setting is selected to use hierarchies. For forecasts, a user's role always determines which information he or she can
view, regardless of the sharing model. Likewise, in a Private sharing model, a user’s role determines his or her access to other users’
data. However, in a Public Read/Write or Public Read Only org, users can view (and edit, for Public Read/Write) information of all
other users, in addition to having access to the data of users below them in the hierarchy.

SEE ALSO:
Territory Management FAQ

Territory Management
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Are opportunities transferred to different users when account assignment rules are run?
@ Nofte: This information applies to the original Territory Management feature only, and not to Enterprise Territory Management.

When account assignment rules cause an opportunity to be reassigned to a territory to which you already belong, you automatically
become the owner of that opportunity when you meet any of the following criteria:

e You are the only member of the territory.

e You are the only forecast manager in the territory.

e You are the only territory member enabled for forecasting.

If none of these criteria are met, the original opportunity owner is added to the territory as an inactive member.

SEE ALSO:
Territory Management FAQ

Are the territory hierarchy and the role hierarchy different?
@ Nofte: This information applies to the original Territory Management feature only, and not to Enterprise Territory Management.

Yes. The territory hierarchy and the role hierarchy are independent. See the following comparison:

Territory Hierarchy
Is available by contacting Salesforce

Determines forecasts

Supports assigning a user to multiple territories
Affects account and opportunity reports

Grants access to records regardless of ownership. Users receive
whatever access is most permissive across both hierarchies.

SEE ALSO:
Territory Management FAQ

How are opportunities assigned to territories?

Role Hierarchy
Is available by default

Has no impact on forecasting when territory management is
enabled

Supports assigning a user to only one role
Affects all other reports

Grants access to records based on ownership. Users receive
whatever access is most permissive across both hierarchies.

@ Nofte: This information applies to the original Territory Management feature only, and not to Enterprise Territory Management.

Opportunities are automatically assigned to territories based on the following actions.

e (reating a new opportunity

e Running account assignment rules

When account assignment rules are run, opportunities are automatically assigned to the same territory as the account when:

- An opportunity does not have a territory and its account is added to a territory.

- Anaccount moves from one territory to another. However, if an account assignment rule prohibits opportunities from moving
outside a given part of the territory hierarchy, the opportunities do not move and no longer belong to any territories.
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Opportunities are not automatically assigned to the same territory as the account when:

-~ Anaccountis removed from a territory and not reassigned to a new territory in the same operation. The account's opportunities
from the original territory no longer belong to any territories.

— Anaccountisreassigned to multiple territories in one operation. The account's opportunities from the original territory no longer
belong to any territories, unless the Confine Opportunity Assignment checkbox is checked.

@ Nofte: If the opportunity owner is not part of the new territory, he or she is added as an inactive member of the territory.

The following actions do not change an opportunity's territory.

e Manually assigning the opportunity's account to a territory
e (Changing which account is associated with the opportunity
e (Changing the account's territory as a result of account assignment rules if the opportunity and its account are in different territories

e Transferring the opportunity to a new owner.

SEE ALSO:
Territory Management FAQ

How do manually assigned accounts differ from those assigned by account assignment rules?
@ Nofte: This information applies to the original Territory Management feature only, and not to Enterprise Territory Management.
Manually assigned accounts are not evaluated when running account assignment rules. After they have been manually assigned to a

territory, they remain there until they are manually removed from the territory.

SEE ALSO:
Territory Management FAQ

How does opportunity confinement work?
@ Note: This information applies to the original Territory Management feature only, and not to Enterprise Territory Management.

Ifthe Confine Opportunity Assignment checkbox is selected for a territory, the territory's opportunities remain in the
territory or its child territories when you run account assignment rules. The following exceptions apply:

e Ifan opportunity's account moves to only one of the territory's children, then the opportunity follows the account and is reassigned
to the account's new territory. This includes when an account moves to multiple territories and only one of the new territories is a
child of the original territory.

e Ifan opportunity's account moves to more than one of the territory's children, then the opportunity's territory field is set to blank.

e Ifan opportunity's account moves completely out of the territory and its children, then the opportunity's territory field is set to blank.

SEE ALSO:
Territory Management FAQ

Must | be assigned to the same territories as the opportunities | own?

@ Nofte: This information applies to the original Territory Management feature only, and not to Enterprise Territory Management.
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When an open opportunity is assigned to you and you do not belong to that opportunity's territory, you are assigned to the territory
with Active in Territory unchecked in the Assigned Users related list of the territory.

SEE ALSO:
Territory Management FAQ

What happens when | undelete an account or opportunity that was assigned to a territory?
@ Nofte: This information applies to the original Territory Management feature only, and not to Enterprise Territory Management.

Undeleting an account or opportunity restores the territory assignment, but does not trigger the evaluation of account assignment rules.
If account assignment rules changed while the record was in the Recycle Bin, the restored record may have territories that are not
consistent with the new rules.

SEE ALSO:
Territory Management FAQ

What kinds of records have territories?
@ Nofte: This information applies to the original Territory Management feature only, and not to Enterprise Territory Management.

Accounts, opportunities, and users have territory fields. Accounts and users can be associated with multiple territories. An opportunity
can be associated with only one territory.

SEE ALSO:
Territory Management FAQ

When do account assignment rules evaluate accounts?
@ Note: This information applies to the original Territory Management feature only, and not to Enterprise Territory Management.

Active account assignment rules automatically evaluate accounts and assign them to territories when:

e Anaccountis created using the Salesforce user interface, the Force.com APl version 20.0 or earlier, or a client such as Connect Offline.
e Anaccountisimported using an import wizard.
e Anaccountis created by the conversion of a lead.

e Anaccountis edited and saved ifthe Select by default checkboxisselected forthe “Evaluate this account
against territory rules on save” checkbox option under Layout Properties. If the account assignment rule
initiates an opportunity ownership change, you must have transfer access on the opportunity.

e Anaccount is edited and saved via the Force.com API.

e RunRulesisclicked on aterritory detail page, provided the Exclude from territory assignment rules checkbox
on the account is deselected.

e Save &Run Rules is clicked on the manage account assignment rules page for a territory, provided the Exclude from
territory assignment rules checkbox on the accountis deselected.
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e Duplicate accounts are merged.

SEE ALSO:
Territory Management FAQ

Tracking Potential Opportunities as Leads

Leads

Track prospects apart from your contacts and opportunities with Salesforce lead records. After
you've qualified your lead records, convert them to contacts and create accounts for them (if you
don't already have the accounts in Salesforce). And hopefully, create opportunities to bolster your
pipeline.

Regardless of whether you're working in Lightning Experience or Salesforce Classic, you work with
a list of leads. From the list, you quickly create, locate, and work with the leads you're focusing on
at the moment.

Associate relevant events and tasks with those leads. And convert your qualified leads to contacts
that have opportunities associated to them. For any lead records that you mark Unqualified, plan
to revisit them later to see whether those prospects’ needs for your products and services changed.

SEE ALSO:

Convert Qualified Leads

Guidelines for Creating Leads

Get some guidance when you manually create leads to track your prospects.

From the Leads tab, you can automatically assign the lead using the active lead assignment
rule. Todo so, select Assign using active assignment rules.Otherwise, the
lead belongs to you.

If you automatically assign the new lead, the record type of the lead can change, depending
on the behavior your admin specified for assignment rules.

o Ifyour sales team uses divisions (Salesforce Classic only), the division of a new lead is
automatically set to your default division, unless you manually select a different one.

e Your admin determines the default lead status for new leads.

e Thelead is marked Read and doesn't appear in the My Unread Leads list view. In Salesforce
Classic, if you click Save & New, the lead is marked Unread.
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Leads Home
Clicking on the Leads tab displays the leads home page. EDITIONS

e Inthe Lead Views section, select a list view from the drop-down list to go directly to that list

page, or click Create New View to define your own custom view. Available in: Salesforce
To view the leads in a queue, choose that queue list from the drop-down list. For every queue S:;sesrllce::j Lightning

your administrator creates, Salesforce adds a corresponding queue list view.
Avdilable in: Group,

Professional, Enterprise,
Performance, Unlimited,

@ Note: The org-wide sharing model for an object determines the access users have to
that object’s records in queues:

Public Read/Write/Transfer and Developer Editions
Users can view and take ownership of records from any queue.
Public Read/Write or Public Read Only
Users can view any queue but only take ownership of records from queues of which
they are a member or, depending on sharing settings, if they are higher in the role To view Leads tab:
or territory hierarchy than a queue member. * Readonleads
Private To view leads:
Users can only view and accept records from queues of which they are a member or, * Read on leads
depending on sharing settings, if they are higher in the role or territory hierarchy than To create leads:
a queue member. e Create on leads

Regardless of the sharing model, users must have the “Edit” permission to take ownership
of records in queues of which they are a member. Salesforce admins, users with the
“Modify All" object-level permission for Cases or Leads, and users with the “Modify All
Data” permission, can view and take records from any Case or Lead queue regardless of
their membership in the queue.

e Inthe Recent Leads section, select an item from the drop-down list to display a brief list of the top leads matching that criteria.
From the list, you can click any lead name to go directly to the lead detail. Toggle the Show 25 items and Show 10 items links to
change the number of items that display. The fields you see are determined by the “Leads Tab" search layout defined by your
administrator and by your field-level security settings (available in Professional, Enterprise, Unlimited, Performance, and Developer
Editions). The Recent Leads choices are:

Recent Leads Choice Description

My Unread Leads The last ten or twenty-five leads assigned to you which you have
not yet viewed or edited. This list only includes records owned
by you.

Recently Viewed The last ten or twenty-five leads you viewed, with the most

recently viewed lead listed first. This list is derived from your
recentitems and includes records owned by you and other users.

Recently Created The last ten or twenty-five leads you created, with the most
recently created lead listed first. This list only includes records
owned by you.

e If Quick Create has been enabled by your administrator, you can add a new lead from the Quick Create area in the sidebar on the
leads homepage. Alternatively, click New next to the Recent Leads section to create a new lead.
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e Under Reports, click any report name to jump to that report.

Tracking Potential Opportunities as Leads

e In the Summary section, choose values and click Run Report to view a summary list of your leads.

e Select any of the links under Tools to manage your leads.

e [fleads are shared with external contacts via Salesforce to Salesforce, choose one of the list views under Leads from Connections

to view leads that your business partners have shared with you.

SEE ALSO:
Leads

Reassign Leads from a Queue

Accepting leads from a queue is an easy way to reassign leads to yourself.

1. Gotoa list view that shows a lead queue. If you don't see a lead queue, ask your admin to add
you as queue member.

2. Select the leads you want to own.
3. (lick Accept.

To reassign a single lead from a queue, go to the record detail page and change the record owner.

SEE ALSO:
Change a Record’s Owner
Leads

Lead Fields

A'lead has the following fields, listed in alphabetical order. Depending on your page layout and
field-level security settings, some fields may not be visible or editable.

Ifthe lead record was added from Data.com, certain fields, as identified here, will be populated with
the Data.com or Dun & Bradstreet (D&B) value, if a value is available. Some Data.com lead fields are
available only to organizations that use a specific Data.com product.

Field Description Accepts
Data.com or
D&B Value
Address Street address for the lead, for example, 475 +# (Data.com)

Boardwalk Ave. Up to 255 characters are allowed in

this field.
Annual Revenue Amountofannual revenue at lead’s company. «# (D&B)

Name of the campaign responsible for generating
the lead. Displays only when creating a new lead.

Campaign
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Field Description Accepts Data.com or
D&B Value
Data entered in this field is stored in the Campaign History related list
on the lead.
City City portion of the lead’s address, for example, San Francisco. Up to 40 + (Data.com)

characters are allowed in this field.

Clean Status The record’s clean status, as compared with Data.com. Values are Not + (Data.com)
Compared, In Sync, Reviewed, Different, Not Found,
and Inactive. This field is available if you use Data.com Prospector
or Data.com Clean.

Company Name of company with which lead is affiliated. Up to 255 characters + (D&B)
are allowed in this field.

Company D-U-N-S Data Universal Numbering System (D-U-N-S) number is a unique, + (D&B)
Number nine-digit number assigned to every business location in the D&B

database that has a unique, separate, and distinct operation. D-U-N-S

numbers are used by industries and organizations around the world as

a global standard for business identification and tracking. This field is

available if you use Data.com Prospector or Data.com Clean.

@ Note: To see the entire D-U-N-S number, either
e Add the lead to Salesforce if you haven't yet, or

e (lean the lead with Data.com if it already exists in Salesforce

Until you add or clean the record, its first five digits will be masked
with asterisks (¥).

Company Name Name of the company in the local language.
(Local)
Country Country portion of user's address. Entry is selected from a picklist of

standard values, or entered as text. Up to 80 characters are allowed if
the field is a text field.

Created By User who created the lead, including creation date and time. (Read only)

D&B Company Alink to the corresponding D&B Company record, which displays Dun + (D&B)
& Bradstreet (D&B) fields for the lead. Use the lookup if you need to
associate a different D&B Company record with the lead. This field is
only available to organizations that use Data.com Prospector or Data.com
Clean.

Data.com Key The company’s ID in Data.com. When Salesforce records are compared +* (Data.com)
with Data.com records (via manual cleaning or automated clean jobs),
if Data.com finds a match, the two records are linked by this field’s
numeric value.

Description Description of the lead. Up to 32KB of data are allowed in this field. Only
the first 255 characters appear in reports.
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Field Description Accepts Data.com or
D&B Value

Do Not Call Whether the contact wants to be contacted by phone. If you use
Data.com, the Phone field value is hidden from search results and on
the Contact Card, and it's blankin . csv files that are created when
you export records.

Email Email address of lead. Must be a valid email address in the form: + (Data.com)
jsmith@acme.com. Up to 80 characters are allowed in this field.

Clickthe email address in this field to send an email using your personal
email application. If the Gmail Buttons and Links feature is enabled, you
can click the Gmail link next to the field to send an email from your
Gmail account. See Gmail™ in Salesforce for more information.

Email Opt Out Whether the contact wants to receive email. If you use Data.com, the
Email field value is hidden from search results and on the Contact
Card, and it's blank in . csv files that are created when you export

records.
Fax Lead's fax number. Up to 40 characters are allowed in this field.
Fax Opt Out Lead has not requested to be included in broadcast faxes.
First Name First name of the lead, as displayed on the lead edit page. Up to 40 + (Data.com)

characters are allowed in this field.
First Name (Local)  First name of the lead translated into the local language.

Industry Primary business of lead’s company. Entry is selected from a picklist of + (Data.com)
available values, which are set by an administrator. Each picklist value
can have up to 40 characters.

Last Name Last name of the lead, as displayed on the lead edit page. Up to 80 + (Data.com)
characters are allowed in this field.

Last Name (Local) Last name of the lead translated into the local language.
Last Transfer Date Thedate the lead owner was last changed.

Lead Currency The default currency for all currency amount fields in the lead. Amounts
display in the lead currency and are also converted to the user's personal
currency. Available only for organizations that use multiple currencies.

Lead Division Division to which the lead belongs. Available only in organizations that

use divisions to segment their data.

Lead Owner Assigned owner of the lead.

Lead Record Type Name of the field that determines what picklist values are available for
the record. The record type may be associated with a lead process.
Available in Professional, Enterprise, Unlimited, Performance, and
Developer Editions.
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Field

Lead Source

Lead Status

Middle Name

Middle Name (Local)

Mobile

Modified By

Name

No. of Employees

Phone

Partner Account

Rating

Read

Salutation

Tracking Potential Opportunities as Leads

Description

Source of lead, for example, Advertisement, Partner, or Web. Entry is
selected from a picklist of available values, which are set by an
administrator. Each picklist value can have up to 40 characters.

Status of the lead, for example, Open, Contacted, Qualified. Entry is
selected from a picklist of available values, which are set by an
administrator. Each picklist value can have up to 40 characters.

Middle name of the lead, as displayed on the lead edit page. Up to 40
characters are allowed for this field.

@ Note: Toenable this field, contact Salesforce Customer Support.
Next, from Setup, enter User Interface inthe Quick
Find box, then select User Interface. Then select Enable
Name Suffixes for Person Names.

Middle name of the lead translated into the local language.

@ Note: Toenable this field, contact Salesforce Customer Support.
Next, from Setup, enter User Interface inthe Quick
Find box, then select User Interface. Then select Enable
Name Suffixes for Person Names.

Cellular or mobile phone number. Up to 40 characters are allowed in
this field.

User who last changed the lead fields, including modification date and
time. This does not track changes made to any of the related list items
on the lead. (Read only)

Combined first name, middle name (beta), last name, and suffix (beta)
of lead, as displayed on lead detail page.

Number of employees at the lead's company.

Lead’s primary phone number. Up to 40 characters are allowed in this
field.

Read-only field that indicates the lead is owned by a partner user.

Indicates value or prospect of the lead, for example, Hot, Warm, Cold.
Entry is selected from a picklist of available values, which are set by an
administrator. Each picklist value can have up to 40 characters.

Flag indicating that the lead has been viewed or edited by the lead
owner. Flag is not displayed on lead edit or detail pages. Leads marked
as “Read” do not contain a check mark in the Unread column on leads
list views.

Title for addressing the lead, for example, Mr., Ms., Dr., or Prof. Entry is
selected from a picklist of available values, which are set by an
administrator. Each picklist value can have up to 40 characters.
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Field Description Accepts Data.com or
D&B Value

State/Province State or province portion of user's address. Entry is selected from a
picklist of standard values, or entered as text. Up to 80 characters are
allowed if the field is a text field.

Suffix Name suffix of the lead, as displayed on the lead edit page. Up to 40
characters are allowed for this field.

@ Note: Toenable this field, contact Salesforce Customer Support.
Next, from Setup, enter User Interface inthe Quick
Find box, then select User Interface. Then select Enable
Name Suffixes for Person Names.

Title Position of lead within his or her company. Up to 80 characters are + (Data.com)
allowed in this field.

Unread Flag indicating that the lead has not been viewed or edited by the lead
owner. Flag is not displayed on lead edit or detail pages. Leads marked
as “Unread” contain a check mark in the Unread column on leads list

Views.
Custom Links Listing of custom links for leads as set up by your administrator.
Website URL of company’s website, for example, www.acme.com. Up to 255

characters are allowed in this field; only the first 50 are displayed.

ZIP ZIP code or postal code portion of the lead’s address. Up to 20 characters + (Data.com)
are allowed in this field.

SEE ALSO:
Lead Conversion Mapping
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Convert Qualified Leads

Keep the sales process moving when you qualify a lead and then convert it to a contact. Relate that
contact to either an existing account in Salesforce, or an account that you create. And if the lead
you're converting results in a deal that looks promising, create an opportunity record at the same
time.

Keep in mind that you can't reverse lead conversion. When you convert leads to contacts or accounts,
the process sometimes creates duplicate records. If so, we show you a warning (custom warnings
set up by your administrator do not appear during lead conversion). How these duplicate records
are handled depends on how your administrator has set up Apex Lead Convert and Duplicate
Management. For example, your administrator can require that you resolve the duplicates before
you finish converting.

Once converted, a lead record is no longer searchable, unless your admin has assigned you the
"View and Edit Converted Leads" permission. The new account, contact, or opportunity record
created from the converted lead is searchable. In Lightning Experience, both the converted lead
record and the new record based on the converted lead are searchable. However, you can't view
or edit the converted lead record from the search results page.

1. Inalead record, choose to convert the lead.
2. Select an account, or enter a name for an account that you're creating.

3. Salesforce Classic only: If you update a person account, select the option to overwrite the lead
source in the person account with the value from the lead.

4. Ifyou create an opportunity record, give it a name.

5. Convert the lead.

SEE ALSO:
Considerations for Converting Leads

Lead Conversion Mapping

Considerations for Converting Leads

Learn what happens to qualified leads when you convert them to accounts, contacts, and
opportunities.

When you convert qualified leads, Salesforce moves any campaign members to the new contacts.
The leads become read-only records, unless your administrator gives you permission to edit them.
If existing accounts and contacts share the names specified on the leads, you can choose to update
the existing accounts and contacts. Salesforce adds information from the lead into empty fields;
Salesforce does not overwrite existing account and contact data.

All open and closed activities from the leads are attached to the accounts, contacts, and
opportunities. You can assign the owners of these new records, and schedule follow-up tasks. When
you assign new owners, only the open activities are assigned to the new owner. If you have custom
lead fields, that information can be inserted into custom account, contact, or opportunity fields.

Tracking Potential Opportunities as Leads

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Avdilable in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To convert leads:

e Create and Edit on
leads, accounts,
contacts, and
opportunities

AND
Convert Leads

To avoid creating duplicate

records when converting

leads:

* Require Validation for
Converted Leads

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

Your admin can also set up your custom lead fields to populate custom account, contact, and opportunity fields automatically. You can't
view converted leads, unless your admin has assigned you the "View and Edit Converted Leads" permission. However, converted leads
doappearin lead reports. Salesforce updates the Last Modified Date and Last Modified By systemfieldson converted

leads when picklist values included on converted leads are changed.
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Campaigns

Chatter

Data.com / D&B
Company

Divisions

Duplicate Management

Enterprise Territory
Management

New Accounts and
Contacts

Existing Accounts and
Contacts

Local Lead Names

Tracking Potential Opportunities as Leads

If the lead matches an existing contact and both records are linked to the same campaign, the campaign
member status is determined by whichever is further along in the lifecycle of the campaign. For example, if
the lead member status is “sent” and the contact member status is “responded,” the responded value is
applied to the contact.

Related campaign information is always associated with the new contact record, regardless of the user's
sharing access to the campaign.

When more than one campaign is associated with a lead, the most recently associated campaign is applied
tothe Primary Campaign Source field on the opportunity, regardless of the user's sharing access
to the campaign.

When you convert a lead to an existing account, you don't automatically follow that account. However, when
you convert the lead to a new account, you automatically follow the new account, unless you disabled feed
tracking for accounts in your Chatter settings.

If you use Data.com Premium, when you add a lead from Data.com, a corresponding D&B Company record
(if one exists in Data.com) is automatically created in Salesforce and linked to the lead record via its D&B
Company field. If you later convert that lead:

e Andifthe account is created from the conversion, the lead’s Company D-U-N-S Number field
value transfers to the account’'s D-U-N-S Number field, and the lead’s D&B Company field value
transfers to the account’s D&B Company field.

e |ts Data.com Key field value transfers to the contact’s Data.com Key field.

If you use Data.com Corporate, no D&B Company record is created, but the lead’s Data.com Key field
value transfers to the contact’s Data.com Key field.

The new account, contact, and opportunity are assigned to the same division as the lead. If you update an
existing account during lead conversion, the account’s division is not changed, and the new contact and
opportunity inherit the account’s division.

When you convert leads to contacts or accounts, the process sometimes creates duplicate records. If so, we
show you a warning (custom warnings set up by your administrator do not appear during lead conversion).
How these duplicate records are handled depends on how your administrator has set up Apex Lead Convert
and Duplicate Management. For example, your administrator can require that you resolve the duplicates
before you finish converting.

Filter-based opportunity territory assignment is not triggered when an opportunity is created through lead
conversion.

When new accounts or contacts are created during lead conversion, the values of mapped lead fields overwrite
the default values of the mapped account and contact fields.

When updating existing accounts or contacts during lead conversion, the values of mapped lead fields do
not overwrite the values of the mapped account and contact fields.

Company Name (Local) onthelead automatically mapsto Account Name (Local),along
with their associated standard name fields.
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Person Accounts

Record Types

Salesforce to Salesforce

Search

Standard and Custom
Lead Fields

Territory Management

Apex Triggers

Tracking Potential Opportunities as Leads

With person accounts enabled, you can convert leads to either person accounts or business accounts. Leads
that don't have a value in the Company field are converted to person accounts. Leads that do have a value
in the Company field are converted to business account.

We recommend that you use different lead record types and page layouts to differentiate leads that convert
to person accounts from those that convert to business accounts. Specifically, remove the Company field
from the page layouts for leads that convert to person accounts. Then, make the Company field required
on the page layouts for leads that convert to business accounts.

If you convert a lead and attach it to a person account that someone else owns, that person account owner
becomes the contact owner.

If you convert a lead that someone else owns and attach it to a person account that you own, the lead owner
becomes the contact owner.

If the lead has a record type, the default record type of the user converting the lead is assigned to records
created during lead conversion.

The default record type of the user converting the lead determines the lead source values available during
conversion. If the desired lead source values are not available, add the values to the default record type of
the user converting the lead.

When you convert a lead, Salesforce to Salesforce inactivates the shared record and updates the External
Sharing related list in your connection's lead record with an Inactive (converted) status. Due to inactivation
of the shared record, changes to the Lead Status during conversion aren't reflected in your connection's lead
record.

Once converted, a lead record is no longer searchable in Salesforce Classic. However, the new account,
contact, or opportunity record created from the converted lead is searchable. In Lightning Experience, both
the converted lead record and the new record based on the converted lead are searchable; however, you
can't access the converted lead record to view or edit from the search results page.

The system automatically maps standard lead fields to standard account, contact, and opportunity fields.

For custom lead fields, your administrator can specify how they map to custom account, contact, and
opportunity fields.

The system assigns the default picklist values for the account, contact, and opportunity when mapping
standard lead picklist fields that are blank. If your organization uses record types, blank values are replaced
with the default picklist values of the new record owner.

If your organization uses territory management, account assignment rules evaluate the new account and
can assign it to one or more territories. If the rules assign the account to exactly one territory, then the
opportunity is also assigned to that territory. If the rules assign the account to multiple territories, then the
opportunity is not assigned to any territory.

During lead conversion, triggers fire. Universally required custom fields and validation rules are enforced.

When updating a lead, triggers that cause the lead to convert can cause a warning. The warning tells the
user that the lead is no longer accessible to them. The lead is inaccessible because it has been converted to
a contact. Refer to the new contact instead.

Ifthe Require Validation for Converted Leads checkbox on the Lead Settings page is
deselected, Salesforce ignores lookup filters when converting leads.
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Workflow

Tracking Potential Opportunities as Leads

You can't convert a lead that's associated with an active approval process or has pending workflow actions.
Converting a lead to a person account won't trigger workflow rules.

When a lead is converted by someone who isn't the lead owner, all workflow tasks associated with the lead
that are assigned to that user, except email alerts, are reassigned to the lead owner. Workflow tasks assigned
to users other than the lead owner and lead converter aren't changed.

If validation and triggers for lead convert are enabled, then converting a lead can trigger a workflow action
onalead. Forexample, if there’s an active workflow rule that either updates a lead field or transfers the owner
of a lead, that rule can trigger when the lead is converted, even if the lead isn't visible on the Leads tab as a
result of the conversion. Allow the workflow process to finish before updating lead fields, otherwise save or
lead convert fails. If a workflow rule creates a task as a result of a lead conversion, the task is assigned to the
newly created contact and related to the associated account or opportunity.

When you convert a lead, files and related records attached to the lead are attached to the resulting contact, account, and opportunity
records. Items from the following related lists on leads are carried over to the new or existing contact, account, and opportunity during

lead conversion.

Lead Related List
Open Activities
Activity History
Campaign History
HTML Email Status
Notes and Attachments
Files

Notes (new)
Content Deliveries
Social Posts

Social Personas

Marketing Actions

SEE ALSO:

Contact Account Person Account Opportunity
W W W W
W W W W
W W
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Convert Qualified Leads
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Lead Conversion Mapping

Learn how lead fields convert to contact, account, person account, and opportunity fields when

you convert a lead.

When you convert lead records, standard lead fields map to contact, account, person account, and
opportunity fields. If you use custom fields, your admin specifies the fields that they map to in your
newly created records.

Lead Field

Address

Annual

Revenue

Campaign

City

Company

Company
Name
(Local)

Country

Country
Code

Description

Do Not Call

Maps to
Account: Billing Address
Person Account: Mailing Address and Billing Address

Contact: Mailing Address

Account: Annual Revenue

Person Account: Annual Revenue

Opportunity: Primary Campaign Source

This field shows the campaign associated with a lead before conversion. The
campaign provides 100% of the amount revenue credit to the specified
campaign. For leads associated with multiple campaigns, Salesforce adds the
most recently associated campaign to the opportunity, even if the sales rep
can't access that campaign.

Account: Billing City

Person Account: Mailing City and Billing City

Account: Account Name
Contact: Account

Opportunity: Opportunity Name and Account Name

Account: Account Name (Local)

Account: Billing Country

Person Account: Mailing Country and Billing Country

Account: Billing Country Code

PersonAccount: Mailing Country Code andBilling Country
Code

Contact: Description

Contact: Do Not Call
This field is not updated for leads converted to existing contacts.

Person Account: Do Not Call

215

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions



Sell to Your Customers Tracking Potential Opportunities as Leads

Lead Field Maps to

Email Contact: Email

Person Account: Email

Email Opt Out Contact: Email Opt Out
This field is not updated for leads converted to existing contacts.

Person Account: Email Opt Out

Fax Account: Fax
Person Account: Fax

Contact: Fax

Fax Opt Out Contact: Fax Opt Out

Person Account: Fax Opt Out

First Name Contact: First Name

Person Account; First Name

First Name Contact: First Name (Local)

(Local) Person Account: First Name (Local)

Industry Account: Industry

Person Account: Industry

Informal Name Person Account: Informal Name

Last Name Contact: Last Name

Person Account; Last Name

Last Name Contact: Last Name (Local)

(Local) Person Account: Last Name (Local)

Latitude Account: Billing Latitude

Person Account: Mailing Latitude and Billing Latitude

Lead Owner Account: Owner
Contact: Owner

Opportunity: Owner

Lead Source Contact: Lead Source
Opportunity: Lead Source

Person Account: Lead Source
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Lead Field

Longitude

Middle Name

Mobile

No. of Employees

Partner Account

Phone

Postal Code

Rating

Salutation

State

State Code

Street

Suffix

Title

Website

Tracking Potential Opportunities as Leads

Maps to

Account: Billing Longitude

Person Account: Mailing Longitude and Billing Longitude
Person Account: Middle Name

Contact: Mobile

Person Account: Mobile

Account: Employees

Person Account: Employees

Opportunity: Partner Account

This field is not updated for leads converted to existing opportunities.

Account: Phone
Person Account: Phone

Contact: Phone

Account: Billing Postal Code

Person Account: Mailing Postal Code and Billing Postal Code

Account: Rating
Person Account: Rating
Person Account: Salutation

Account: Billing State

Person Account: Mailing State and Billing State

Account: Billing State Code

Person Account: Mailing State Code and Billing State Code

Account: Billing Street

Person Account: Mailing Street

Person Account: Suffix

Contact: Title

Person Account: Title

Account: Website

Person Account: Website
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Opportunity Close Dates

Tracking Potential Opportunities as Leads

During the lead conversion process, Salesforce automatically assigns close dates for the opportunities you create depending on the fiscal

year settings in Salesforce.

If the fiscal year in Salesforce is
Standard

Custom

SEE ALSO:

Convert Qualified Leads

Considerations for Converting Leads

Salesforce assigns close dates for opportunities to
The last day of the current fiscal quarter.

The last day of the current fiscal period. If a fiscal year has not been defined for the current
date, the close date is the end of the current calendar quarter.

Lead Sharing in Salesforce Classic

Extend sharing privileges beyond the basic sharing model for your own data on a lead-by-lead

basis.

Your administrator defines the sharing model for your company. And if that sharing model for leads
is Private or Public Read Only, you can use lead sharing to increase access to your leads. You cannot,
however, restrict access beyond your company’s default access levels.

You can see sharing details when you click Sharing on the lead detail page.

SEE ALSO:
Leads

Merge Duplicate Leads

Identify key field differences across multiple records and merge the best information from the top

three records.

IN THIS SECTION:

Considerations for Merging Duplicate Leads
Keep these considerations in mind when you merge duplicate lead records.

Merge Duplicate Leads in Lightning Experience
Work only the prospects that matter by merging duplicate records.

EDITIONS

Available in: Salesforce
Classic

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

Merge Duplicate Leads in Salesforce Classic

Work only the prospects that matter by merging duplicate records.

218



Sell to Your Customers

Considerations for Merging Duplicate Leads

Keep these considerations in mind when you merge duplicate lead records.

When duplicate leads that are members of different campaigns are merged, Salesforce retains
the campaign Member Status Updated date for each campaign the merged lead is a
member of.

When duplicate records are related to items such as campaigns or activities, Salesforce relates
the items to the merged record, with some exceptions. Chatter feeds are retained from the
master record only. Attachments in Chatter feeds are retained in Salesforce but aren't associated
with the merged record. To associate the dropped files with the merged record, find them in
Files home (in Lightning Experience) or the Files tab (in Salesforce Classic). Then add them to
the Files related list on the merged record.

Salesforce retains any data in hidden or read-only fields, such as sharing settings. from the

Tracking Potential Opportunities as Leads

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

master record. Hidden fields aren’t shown while you merge. A merged record retains the Created By userand Created
Date from the oldest record merged, regardless of which record is the master. The record shows the merge date as the Last

Modified By date.

In all requested meetings, the master record replaces the duplicate records. Also, all meeting messages written by the duplicate
records are automatically associated with the master. (Meeting messages appear on the requested meeting’s Web page and are

visible to all invitees.)

In all scheduled meetings, the master record replaces the duplicate records. However, you must add the new master record to the

meeting invitee list in the scheduled meeting.

SEE ALSO:

Merge Duplicate Leads in Salesforce Classic

Merge Duplicate Leads in Lightning Experience

Work only the prospects that matter by merging duplicate records.

1.

o w N

Choose a lead record. If duplicates exist, they're listed in a Potential Duplicates related list. Or
click the View Duplicates link that appears on the lead.

Choose up to three lead records to merge. Click Continue.
Choose one lead record as the master.
Choose the field values that you want to keep.

Confirm that you want to merge the records by clicking Next, and then click Merge Leads.
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Available in: Lightning
Experience

Available in: Group,
Professional, Enterprise,
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and Developer Editions

USER PERMISSIONS

To view leads:
e Read on leads

To merge leads:
* Delete on leads
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Merge Duplicate Leads in Salesforce Classic

Work only the prospects that matter by merging duplicate records.

1.
2.
3.

Select a lead record.
(Click Find Duplicates.
Select up to three leads in the matching leads list that you want to merge.

If you want, enter a new lead name or company and click Search to find another lead to merge.
Salesforce performs a phrase search for matches in the Name and Company fields. It also
considers an implied wildcard after any entry. Search results include matches for any fields you
enter. For example, you enter Bob Jones who works at Acme. Search results include anyone
named Bob Jones at any company and any lead with Acme as a company.

Click Merge Leads.

Select one lead as the “Master Record.” Salesforce retains any data from hidden or read-only
fields in the Master Record. If you have the “Edit Read Only Fields” permission, you can select
which read-only fields to retain. Hidden fields don't appear during the merge process.

Select the fields that you want to retain from each record.
Click Merge.
Click OK.

SEE ALSO:

Considerations for Merging Duplicate Leads
Merge Duplicate Contacts

Merge Duplicate Accounts

Searching for Leads

1.
2.

3.

Enter your search terms in the sidebar or header search box.
Click Search.

If you're using local lead names, search finds matches for standard or local lead names.

From the search results, click an item to open it or click Edit, if available.

You can also create a lead list view to find leads that match specific criteria.

SEE ALSO:

Leads Home
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EDITIONS

Available in: Salesforce
Classic

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To view leads:
e Read on leads

To merge leads:
e Delefe on leads

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To view leads:
e Read on leads



Sell to Your Customers Tracking Potential Opportunities as Leads

Considerations for Deleting Leads

Know what happens to the records associated with the leads you delete. EDITIONS

When you delete a lead, the lead record moves to the Recycle Bin. Associated notes, attachments,

and activities are deleted along with the lead. If you restore the lead, any associated notes, Available in: Salesforce
attachments, and activities are also restored. Classic and Lightning
Experience

Avdilable in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

Tracking Potential Opportunities as Leads FAQs

Leads FAQ

e Whatisalead? EDITIONS
e What are the advantages of using leads?

e Canl convert existing accounts or contacts into leads? Availablein: both Salesforce
. Classic and Lightnin
e How many leads can we capture from our website? ) g g
Experience

e What if my company reaches the limit for web-generated leads?

e (an | capture leads from multiple web pages?
e (Canlautomatically email leads that come from my website?

e How can our webmaster test the Web-to-Lead page?

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

e Who owns new web-generated leads?

e What status is assigned to web-generated leads?
e How can | be sure that leads won't be lost?

e How can | tell which of my leads are new?

e What happens when | convert leads?

e How are lead fields mapped to other fields during conversion?

What is a Lead?

Leads are people who are interested in your product and service. Converting leads to loyal customers will provide success within a
business. By managing your leads in a systematic and structured way, you can increase both the numbers of leads you generate and
how many leads you convert.

SEE ALSO:
Leads FAQ

What are the advantages of using leads?

Using leads allows your company to maintain two separate lists - one for prospective customers and one for existing customers. You
can store your prospects as leads, and then once a lead becomes qualified, you can convert it to an account, contact, and, optionally,
an opportunity.

221



Sell to Your Customers Tracking Potential Opportunities as Leads

Leads are especially useful if your company has two separate teams - one that handles lead generation and mass marketing and one
that handles sales. The lead generation team can concentrate their work on the Leads tab, and the opportunity team can use the Account,
Contact, and Opportunity tabs.

SEE ALSO:
Leads FAQ

Can | convert existing accounts or contacts into leads?

No. As an alternative, create an opportunity for the account or contact. If you prefer to use a lead, create a report containing the accounts
or contacts you want to convert into leads, export them, and then import them as leads.

SEE ALSO:
Leads FAQ

How many leads can we capture from our website?

In Professional, Enterprise, Unlimited, Performance, and Developer Edition organizations, you can capture up to 500 leads in a 24—hour
period. If your organization exceeds its daily Web-to-Lead limit, the Default Lead Creator (specified in the Web-to-Lead setup page)
receives an email containing the additional lead information. If your company regularly exceeds the Web-to-Lead limit, click Help &
Training at the top of any page and select the My Cases tab to submit a request for a higher limit directly to Salesforce.

When your organization reaches the 24—hour limit, Salesforce stores additional requests in a pending request queue that contains both
Web-to-Case and Web-to-Lead requests. The requests are submitted when the limit refreshes. The pending request queue has a limit
of 50,000 combined requests. If your organization reaches the pending request limit, additional requests are rejected and not queued.
Your administrator receives email notifications for the first five rejected submissions. Contact Salesforce Customer Support to change
your organization's pending request limit.

SEE ALSO:
Leads FAQ

What if my company reaches the limit for web-generated leads?

The daily limit for Web-to-Lead requests is 500. If your company generates more leads than the maximum allowed, the Default Lead
Creator (specified in the Web-to-Lead setup page) will receive an email containing the captured information. Contact Customer Support
if your company would like to generate over 500 Web-to-Lead requests per day.

SEE ALSO:
Leads FAQ

Can | capture leads from multiple web pages?

Yes. Insert the generated HTML code into the web pages from which you want to capture leads. Whenever someone submits information
on any of those web pages, a lead will be created.
SEE ALSO:

Leads FAQ
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How can our webmaster test the Web-to-Lead page?

Add the following line to your Web-to-Lead page code if you want to see a debugging page when you submit the form. Don't forget
to remove this line before releasing the Web-to-Lead page on your website.

<input type="hidden" name="debug" value="1">

SEE ALSO:
Leads FAQ

Who owns new web-generated leads?

Your administrator can create a lead assignment rule to determine how web leads will be automatically assigned to different users or
queues. In addition, your administrator must customize the Lead Settings to specify a Default Lead Owner to whom all web leads will
be assigned if the assignment rule fails to locate an owner. If you do not use assignment rules, all web leads will be assigned to the
Default Lead Creator (specified in the Web-to-Lead setup).

SEE ALSO:
Leads FAQ

What status is assigned to web-generated leads?

All new web leads are marked with a status equal to the “default status” that your administrator selects when editing the Lead Status
picklist values. In addition, web-generated leads are marked with the “Unread” flag; they have a check mark in the Unread column on
the lead list views. When a user views or edits a new web lead, the lead is automatically set to “Read.” This way you can easily locate all
new leads using the My Unread Leads list view.

SEE ALSO:
Leads FAQ

How can | be sure that leads won't be lost?

The daily limit for Web-to-Lead requests is 500. If your organization exceeds its daily Web-to-Lead limit, the Default Lead Creator (specified
in the Web-to-Lead setup page) receives an email containing the additional lead information.

If a new lead cannot be generated due to errors in your Web-to-Lead setup, Customer Support is notified so that we can assist you in
correcting it.

Salesforce ensures that your leads won't be lost if they are submitted during a scheduled Salesforce downtime.

SEE ALSO:
Leads FAQ
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How can | tell which of my leads are new?

When a lead is assigned to you, either manually transferred, imported, or generated from the web, the lead is marked as “Unread,” that
is, it has a check mark in the Unread column on leads list views. To view your new leads, select the My Unread Leads list view on the
Leads tab. When you view or edit an “Unread” lead, it is automatically marked as “Read.”

SEE ALSO:
Leads FAQ

What happens when | convert leads?

When you convert leads, Salesforce creates accounts, contacts, and, opportunities using information from the leads you're converting.
Salesforce moves any campaign members to the new contacts, and the leads become read-only records. If existing accounts and contacts
share the names specified on the leads, you can choose to update the existing accounts and contacts. Salesforce adds information from
the lead into empty fields; Salesforce does not overwrite existing account and contact data.

All open and closed activities from the leads are attached to the accounts, contacts, and opportunities. You can assign the owners of
these new records, and schedule follow-up tasks. When you assign new owners, only the open activities are assigned to the new owner.
If you have custom lead fields, that information can be inserted into custom account, contact, or opportunity fields. Your admin can also
set up your custom lead fields to populate custom account, contact, and opportunity fields automatically. You can't view converted
leads, unless your admin has assigned you the "View and Edit Converted Leads" permission. However, converted leads do appear in lead
reports. Salesforce updates the Last Modified Date and Last Modified By system fields on converted leads when
picklist values included on converted leads are changed.

Once converted, a lead record is no longer searchable, unless your admin has assigned you the "View and Edit Converted Leads"
permission. The new account, contact, or opportunity record created from the converted lead is searchable.

SEE ALSO:
Leads FAQ

How are lead fields mapped to other fields during conversion?

When you convert a lead, data in standard lead fields is transferred into standard account, contact, and opportunity fields. For custom
lead fields, the data is mapped to custom account, contact, and opportunity fields as specified by your admin.

Any standard lead picklist fields that are blank inherit the default picklist value for accounts, contacts, and opportunities. If you use record
types, all records created during lead conversion adopt the default record type for the owner of the newly created account, contact, and
opportunity.

SEE ALSO:
Lead Conversion Mapping
Leads FAQ

Can | automatically email leads that come from my website?

Yes. You can create auto-response rules to email these prospects using templates that vary based on criteria that you set up.

SEE ALSO:
Leads FAQ
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Why can't | see the Sharing button on a record in Salesforce Classic?

The Sharing button lets users grant other users access to a record beyond the organization-wide defaults or sharing rules. You can easily
remove this access after it's no longer needed.

You have access to the Sharing button when your sharing model is either Private or Public Read Only for a type of record or related
record. For example, the Sharing button may appear on an account even though your organization-wide default for accounts is Public
Read/Write, if your organization-wide default for related opportunities is Public Read Only.

When the button is available on the page layout, administrators see the button on all records. Non-administrators see this button on
records that only they own.

Managing Activities, Opportunities, and Products

Track Your Products, Prices, and Payment Schedules

Products

Products in Salesforce represent the products and services that your company offers to customers.
Products Concepts Available in: both Salesforce
Before you use products in Salesforce, make sure that you understand the basics. Classic and Lightning

Experience

Guidelines for Creating Products
If you're an admin or sales operations manager, you'll create products in Salesforce to track the Available in: Professional,
products and services that your company sells. After you create a product, your sales reps can Enterprise, Performance,
add it to their quotes, opportunities, and orders. Before you get started, review a few key Uql?mifed, and Developer
guidelines. Editions
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Products Concepts
Before you use products in Salesforce, make sure that you understand the basics.

Products are the items and services that you sell to customers. Each product can exist in multiple
price books with different prices.

When you view the detail page of an opportunity, quote, order, or service contract, the Products
related list or the Quote Line Items related list shows the associated products for that record. Use
these related lists to choose a price book for the record, add or edit products, and, for opportunities,
establish or edit product schedules. For example, on a quote detail page, click Add Line Item on
the Quote Line Items related list to select a product to list on the quote.

If products are shared with external contacts via Salesforce to Salesforce, choose one of the list
views under Products from Connections to view products that your business partners have shared
with you.

SEE ALSO:
Products

Guidelines for Creating Products
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EDITIONS

Products,
price books,
and quotes
available in:
both
Salesforce
Classic and
Lightning
Experience

Products,
price books,
and orders
available in:
Professional,
Enterprise,
Performance,
Unlimited,
and
Developer
Editions

Orders
available in
Salesforce
Classic

Quotes
availablein:
Performance
and
Developer
Editions and
in
Professional,
Enterprise,
and
Unlimited
Editions with
the Sales
Cloud
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Guidelines for Creating Products

If you're an admin or sales operations manager, you'll create products in Salesforce to track the EDITIONS

products and services that your company sells. After you create a product, your sales reps can add

it to their quotes, opportunities, and orders. Before you get started, review a few key guidelines. Producs, Orders

e To view and create products, you need the “Read” and “Create” permissions on products. price books,  available in

and quotes  Salesforce

e Toget started creating products, click New on the Products home page. ) i )
available in:  Classic

e You can create a product by cloning an existing product. See Considerations for Cloning Products. both
e To ensure fast system performance with price books, keep the number of products below Salesforce
2,000,000. Classic and
Lightning

e Products need a standard active price before you can add them to a price book. c !
xperience
* To define a payment and delivery cycle via a product schedule, click Edit above the product P

detail. Products, Quotes
price books, availablein:
and orders  Performance
availablein:  and
Professional, Developer
Enterprise, Editions and
Performance, in
Unlimited, Professional,

e Fordescriptions of product fields, see Product, Price Book, Price Book Entry, and Product Schedule
Fields.

and Enterprise,
Developer and
Editions Unlimited
Editions with
the Sales
Cloud
Prices and Price Books
Price books track the prices of products and services that your company offers to customers. EDITIONS
Price Books Concepts Available in: both Salesforce
Learn about price books and price book entries. Classic and Lightning
Experience

Set and Edit Product Prices

Set and edit prices for each of your company’s products and services. Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Create custom price books for each market segment that your sales reps sell to. Then add Editions

products to each price book with the prices that you offer each market segment. For example,
if you sell to domestic and international customers at different prices, you can create two custom
price books: a domestic one and an international one.

Create Custom Price Books

Guidelines for Sharing Price Books
Extend access to price books to more of your sales team members through sharing in Salesforce Classic.

Considerations for Removing Price Books

To remove price books from related lists, you can archive, deactivate, or delete the price books. Each removal option has a different
result. Before you remove a price book from your related lists, determine which option best fits your business needs.
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Considerations for Removing a Product from a Price Book
Before you remove a product from a price book, consider a few key points.

Considerations for Removing Products and Price Books
Review a few key points before you remove a product or a price book.

Price Books Concepts

Learn about price books and price book entries.

A price book is a list of products and their prices.

EDITIONS

Available in: both Salesforce

The standard price book is the master list of all your products and their default standard prices. i . s
Classic and Lightning

Salesforce creates the standard price book when you start creating product records. It includes

all your products and their standard prices regardless of any custom price books that include Experience

those products. Available in: Professional,

A custom price book is a separate list of products with custom prices, called list prices. Custom Enterprise, Performance,

price books are ideal for offering products at different prices to different market segments, lEJ(;?:?mifed, and Developer
itions

regions, or other subsets of your customers. Create a separate price book for each set of
customers that you want to address. For example, if you have one set of prices for domestic
customers and another for international customers, create a domestic price book and an
international one.

A price book entry is a product with its price as listed in a price book. Each price book entry specifies a currency for the price.

Standard price book entries are the default (standard) prices for the products and services in the standard price book. When you create
a product record, Salesforce creates a standard price book entry. You can mark the standard price book entry as active or inactive,
depending, for example, on whether you intend to start selling the product right away.

Custom price book entries are the custom (list) prices for the products and services in your custom price books. Custom price book
entries can be created only for products with active standard price book entries.

In Lightning Experience, Product detail pages display the Standard Price related list and the Price Books related list as a single Price
Books related list.

If you customize the Price Book Entry detail page layout, no field dependencies exist for price book entry fields in the user interface.
Ifthe Use Standard Price checkbox is removed from the page layout, and this checkbox is selected for a price book entry,
you can't edit the list price. The List Price field is disabled and can't be enabled on this page.

SEE ALSO:

Prices and Price Books
Set and Edit Product Prices
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Set and Edit Product Prices

Set and edit prices for each of your company’s products and services. EDITIONS
Set Product Prices in Lightning Experience Products, Orders
Track different types of prices for each of your products to fit the way you sell to different market price books,  available in

and quotes  Salesforce

segments and customers. . . !
availablein:  Classic

Set and Edit Product Prices in Salesforce Classic both
Track different types of prices for each of your products to fit the way you sell to different market Salesforce
segments and customers. Classic and
Lightning
SEE ALSO: Experience
Considerations for Setting Prices Prpdut():Ts, ; QUO‘IeEI _
) N price books, availablein:
Add and Edit Products on Opportunities and orders Perf
Price Books Concepts availablein:  and

Professional, Developer
Enterprise, Editions and
Performance, in
Unlimited, Professional,

and Enterprise,

Developer and

Editions Unlimited
Editions with
the Sales
Cloud
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Set Product Prices in Lightning Experience

Track different types of prices for each of your products to fit the way you sell to different market EDITIONS
segments and customers.
Products, Orders
Set Standard Prices in the Standard Price Book price books,  available in

and quotes  Salesforce

1. Select a product. availablein:  Classic

2. From the product page, click Add Standard Price from the Price Books related list. If you've both
already added a standard price, click Edit from the Show More menu to change it. Salesforce
Classic and
3. Enterthe new standard priceinthe List Price field. . OSSI.C an
Lightning
4. To make this price available to products on opportunities, quotes, or other custom price books, Experience
select Active.
Products, Quotes
5. Save your changes. price books,  availablein:
The standard price is automatically associated with the product in your standard price book. and orders  Performance

availablein:  and
Professional, Developer

Set List Prices in Custom Price Books Enterprise,  Editions and
Performance, in
1. Select a product. Unlimited, Professional,
2. Onthe product page, click Add to Price Book from the Price Books related list. and Enterprise,
. . . Developer and
3. Choose the price book and currency for the new list price, and then click Next. Editions Unlimited
4. Enterthe list price. Alternatively, if you want the price in the chosen price book to match the Editions with
standard price, select Use Standard Price. the Sales
Cloud

5. To make this price available to be used when adding the product to opportunities or quotes,
select Active.

6. Save your changes. USER PERMISSIONS

To set prices on products:
Edit a Price Book Entry e Edit on products
Click Edit next to a price book record in any of these locations. AND

e The price book detail page, in the Products related list Read on Price Books

e The product detail page, in the Price Books related list

For information about fields, see Product, Price Book, Price Book Entry, and Product Schedule Fields.
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Set and Edit Product Prices in Salesforce Classic

Track different types of prices for each of your products to fit the way you sell to different market EDITIONS
segments and customers.
Products, Orders
Set Standard Prices price books, available in

and quotes  Salesforce
available in:  Classic
2. On the product detail page, click Add from the Standard Price related list. both

Salesforce

1. Select a product.

If you've already added a standard price, click Edit to change it or Edit All to edit all standard

o . Classic and
prices in other currencies. . )
Lightning
3. Enter the standard price. Experience
4. Select Active to make this price available to products on opportunities, quotes, or other Products, Quotes
custom price books. price books,  availablein:

and orders  Performance

available in:  and

The standard price is automatically associated with the product in your standard price book. Professional, Developer
Enterprise, Editions and
Performance, in

5. Save your changes.

Set List Prices Unlimited, Professional,
1. Select a product. and Enterprise,
Developer and

2. Onthe product detail page, click Edit from the Price Books related list next to the custom price Editions Unlimited
book that will contain the list price. Editions with
If you haven't already added the product to a custom price book, click Add to Price Book from the Sales
the Price Books related list. Cloud

3. Enterthelist price. Alternatively, if both prices are the same, select Use Standard Price. USER PERMISSIONS

4. Select Active to make this price available to products on opportunities or quotes.
To set prices on products:

e Edit on products
AND

Read on Price Books

5. Save your changes.

Edit a Price

Click Edit next to a price book entry record in any of these locations.
e The price book detail page, in the Products related list

e The product detail page, in the Standard Price related list

e The product detail page, in the Price Books related list

e The price book list view

For information about fields, see Product, Price Book, Price Book Entry, and Product Schedule Fields.
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Create Custom Price Books

Create custom price books for each market segment that your sales reps sell to. Then add products EDITIONS
to each price book with the prices that you offer each market segment. For example, if you sell to
domestic and international customers at different prices, you can create two custom price books:

Products and Quotes

a domestic one and an international one. price books  available in
1. Review considerations. available in:  Salesforce
both Classic
2. On the Price Books page, click New.
Salesforce
3. Enter a name for your price book. Classic and
4. If your Salesforce org uses descriptions, enter one for your price book. ngthllng
Experience
5. Select Active to allow sales reps to begin adding the price book or its entries to opportunities

Products and Quotes
price books  available in:
availablein:  Performance

or quotes.

6. Ifyou created the custom price book from scratch, leave it empty, populate it with price book

entries from another price book, or add new entries. Professional, and
For information about price book fields, see Product, Price Book, Price Book Entry, and Product Enterprise, Developer
Schedule Fields. Performance, Editions and
Unlimited, in
and Professional,
SEE ALSO: Developer  Enterprise,
Price Books Concepts Editions and
Unlimited
Editions with
the Sales
Cloud

USER PERMISSIONS

To create or clone price
books:

e Create on price books

To view price books:
e Read on products

AND
Read in price books
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Guidelines for Sharing Price Books

Extend access to price books to more of your sales team members through sharing in Salesforce
Classic.

If you're an admin or a user with the “Edit” permission on price books, you can extend sharing of a
price book to more users. However, you can't change the sharing model to make it more restrictive
than the default.

To view and manage sharing details, click Sharing on the price book detail page. The sharing detail
page lists the users, groups, roles, and territories that have sharing access to the price book. On this
page, you can do any of the following.

e Toshow afiltered list of items, select a predefined list from the view drop-down list, or click
Create New View to define your own custom views.

e Toedit or delete any view that you created, select it from the View drop-down list, and then
click Edit.

e To grant access to the record for other users, groups, roles, or territories, click Add.

e Formanual sharing rules that you created, click Edit or Del next to an item in the list to edit or
delete the access level.

Track Your Products, Prices, and Payment Schedules

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To share price books:
e Edit on price books

Does your sales team want to see prices on the product detail page? If your organization-wide default for price books is “No Access,”

you can give your entire organization “View Only” access to your standard price book.

Considerations for Removing Price Books

To remove price books from related lists, you can archive, deactivate, or delete the price books.
Each removal option has a different result. Before you remove a price book from your related lists,
determine which option best fits your business needs.

e Deleting, deactivating, or archiving a custom price book doesn't affect other price books or
your product lists. However, these actions can affect your opportunities and quotes. Changing
associations with opportunities or quotes is sometimes required before you can remove an
associated price book.

e You can deactivate the standard price book, but you can't delete or archive it.

Considerations for Deleting Price Books

® Youcan'tdelete a price book while it's in use on opportunities or quotes. If you try to, the system
creates a list of the opportunities or quotes that the price book is used on.

e When you delete a price book, you delete all entries in the price book. The deleted price book
and its entries are moved to the Recycle Bin. You can restore them for up to 15 days.

Considerations for Deactivating Price Books

® You can activate, deactivate, or reactivate price books at any time by changing the price book’s
properties.

e You can deactivate a price book even if it's used on an opportunity or quote.

e You can continue to manage entries in your price book while it's deactivated.
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Considerations for Archiving Price Books

e Youcan archive a price book even if it's in use on an opportunity or quote.
e Anarchived price book is visible, but not accessible, in all associated records.
e Entries in archived price books don't appear in search results.

e You can't recover or delete an archived price book.

SEE ALSO:
Price Books Concepts

Products Concepts

Considerations for Removing a Product from a Price Book

Before you remove a product from a price book, consider a few key points. EDITIONS

e Ifyou remove a product from a price book, all related price book entries are removed.
Products and Quotes

e Ifyou restore the product from the Recycle Bin, any related price book entries are restored with
price books  available in

* available in:  Salesforce
e If opportunities, quotes, service contracts, or contract line items are associated with a product, both Classic
you can't remove the product. Salesforce
® Youcan't remove a product that's used on an opportunity or quote. If you try to remove it, Classic and
Salesforce displays a list of the opportunities and quotes. That way, you can remove the product Lightning
from those opportunities and quotes and try again. If you don’t want to remove the product Experience

from all opportunities and quotes, you can deactivate (recommended) or archive the product.
See Considerations for Removing Products and Price Books.

Products and Quotes
price books  available in:
availablein:  Performance
Professional, and
Enterprise,  Developer
Performance, Editions and

Unlimited, in

and Professional,

Developer  Enterprise,

Editions and
Unlimited
Editions with
the Sales
Cloud
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Considerations for Removing Products and Price Books

Review a few key points before you remove a product or a price book. EDITIONS

e When youremove a product or price book, all related price book entries are removed. However,

if several price books contain the same product, removing the product from one price book Products, Orders
doesn't affect the other price books. Similarly, if you remove a price book, the products that it price books,  available in
contained aren’t removed from any other price book. and quotes  Salesforce
e Toremove a product completely, remove it from the standard price book. g\(/)?rilloble in: Classic
e If opportunities, quotes, service contracts, or contract line items are associated with a product, Salesforce
you can't remove the product. Classic and
® Youcan't remove a product or price book that's associated with an approval process or has a Lightning
pending workflow action. Experience
e Ifyourproduct or price book is used on an opportunity, quote, or order, you have three options. Products, Quotes
- Deactivate it by editing it and then deselecting the Active field. We recommend price books,  available in:

and orders  Performance
availablein:  and
Professional, Developer
Enterprise, Editions and

deactivating a product or price book that's on an opportunity or quote because it will no
longer be available to users. You can reactivate it later. Deactivation doesn't affect the history
of an opportunity line item.

- Remove the related product or price book from all opportunities and quotes. When you try Performance. in
toremove a product or price book that's used on an opportunity or quote, Salesforce displays Unlimited,  Professional,
a list of the opportunities or quotes that use it. and Enterprise,
e Ifyouremove a price book, remove it from each opportunity and quote that's listed. Developer  and

, _ , Editions Unlimited

e Ifyou remove a product, remove it from each opportunity and quote that uses it. Editions with
Then remove the price book or product. the Sales

- Archive the product or price book and each related price book entry. Use this option with Cloud

caution. Archived products and price books can't be recovered because they're not stored
in the Recycle Bin. Archived products and price books still appear on any opportunities or
quotes that contained them before they were archived.

If you archive a price book, it's still visible in the associated records but not accessible or retrievable.

Product Schedules

If you're using Salesforce Classic, you can use product schedules to determine the payment and EDITIONS
delivery cycles for products that are paid for or delivered over time. (If you're using Lightning
Experience, you can still take advantage of product schedules by switching temporarily to Salesforce

Schedules can be

Classic.) established in: Salesforce

Classic

Product Schedules Concepts Scheduled products can be

If you're an admin or sales operations manager, you can create default schedules for products added and viewed in:

and schedules for individual product line items on opportunities. Start by learning the basics. Salesforce Classic and

Considerations for Using Product Schedules Lightning Experience

Consider key points and review examples before you add product schedules or establish Available in: Professional,

schedules on opportunity products. Enterprise, Performance,

Add and Edit Product Schedules Unlimited, and Developer
Editions

Add product schedules to define the payment and delivery cycles of your products.
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Establish Schedules for Products on Opportunities

Track Your Products, Prices, and Payment Schedules

After you add product schedules, use them to set up payments for product sales and realized revenue on opportunities.

Product Schedules Concepts

If you're an admin or sales operations manager, you can create default schedules for products and
schedules for individual product line items on opportunities. Start by learning the basics.

A quantity schedule determines when a product is delivered.
A revenue schedule determines when a product is paid for.

A default schedule is associated with a specific product in a specific price book. Every time the
product is added to an opportunity, the default schedule is used. You can override the default
schedules on any opportunity.

You determine which types of schedules your Salesforce org can use and which types of schedules
can be established for each individual product.

A quantity schedule is suitable if your customers pay once but receive the product in increments,
for example, as with an annual magazine subscription for a monthly magazine. A quantity
schedule defines the dates, number of units, and number of installments for payments, shipping,
or other use as determined by your company.

Arevenue schedule is suitable if your customers make regular payments but receive the product

EDITIONS

Schedules can be
established in: Salesforce
Classic

Scheduled products can be
added to opportunities and
viewed in: Salesforce Classic
and Lightning Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

once, for example, if you sell customized products that are charged in installments but delivered once. A revenue schedule defines
the dates, revenue amounts, and number of installments for payments, recognizing revenue, or other use.

A revenue and quantity schedule is suitable if your customers receive their orders on a delivery schedule and pay for the products

using a payment schedule, for example, a monthly product subscription that's paid for monthly.

A default schedule is suitable if all your customers make product payments on the same timetable or you deliver products on a
reqular schedule. If you typically customize schedules, there’s no advantage to creating default schedules.

SEE ALSO:

Product Schedules

Considerations for Using Product Schedules

Consider key points and review examples before you add product schedules or establish schedules
on opportunity products.

Considerations for Using Default Product Schedules

If you add or change a product schedule, opportunities with that product aren’t updated. If a
product has a default quantity schedule and a default revenue schedule, the quantity schedule
is calculated first to determine the total product revenue. Then the revenue schedule is applied
to that amount.

If you have a quote line item with a discount, and the corresponding product record has a
default schedule, you can't edit the Discount field.

If a product has default schedules established on the product record, the schedules are
automatically created when you add the product to the opportunity. The dates of the
installments begin with the date that you specified when adding the product. If you didn't
specify a product date, the installment dates begin with the opportunity Close Date.
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Examples of Using Default Product Schedules

e Default Revenue Schedule Only: Your ASP company sells yearly contracts of product licenses at $1,200 per license. When a
customer buys licenses, the licenses are all “delivered” at one time, but you recognize the revenue monthly. In this case, set a revenue
schedule of Schedule Type=Divide, Installment Period=Monthly, and Number of Installments=12.

With this default revenue schedule, a salesperson sells 200 licenses at a unit price of $1,200 per license per year on an opportunity
on March 15. The 200 licenses are all “delivered” on March 15. The total revenue for this product is the quantity of 200 multiplied by
the unit price of $1,200 per year, for a total yearly revenue of $240,000. The revenue schedule divides the total revenue into monthly
installments of $20,000 on the 15th of every month for the next year.

e Default Quantity Schedule Only: Your medical supplies company sells a box of tongue depressors for $10 per box. You normally
have yearly contracts with hospitals to deliver boxes monthly. In this case, set a quantity schedule of Schedule Type=Repeat,
Installment Period=Monthly, and Number of Installments=12.

With this default quantity schedule, a salesperson sells 1,000 boxes on an opportunity on January 1. The quantity schedule creates
12 monthly installments of 1,000 boxes each, for a total quantity of 12,000 boxes. The total revenue from this opportunity is calculated
using the unit price and the total quantity, so $120,000 is booked on January 1.

e Default Quantity and Revenue Schedules: Your manufacturing company sells widgets for $10 each. You normally have yearly
contracts to deliver widgets weekly, but your customers pay quarterly. In this case, set a quantity schedule of Schedule Type=Repeat,
Installment Period=Weekly, and Number of Installments=52 . Set a revenue schedule of Schedule Type=Divide, Installment
Period=Quarterly, and Number of Installments=4.

With these default schedules, a salesperson sells 2,000 widgets on an opportunity on January 1. The quantity schedule is applied
first,and it schedules 2,000 widgets to be delivered every week for a year, for a total quantity of 104,000. The total revenue is calculated
using the unit price and the total quantity. The total revenue of $1,040,000 is then divided into quarterly installments of $260,000.

SEE ALSO:
Add and Edit Product Schedules

Add and Edit Product Schedules
Add product schedules to define the payment and delivery cycles of your products. EDITIONS

1. Review considerations and examples.
Available in: Salesforce

. Enable the appropriate schedule types. .
Classic

2

3. Select a product from the Products home page.

) . Available in: Professional,
4. Click Edit. Enterprise, Performance,

5. Select the type of schedule to create: quantity, revenue, or both. Your choices are limited by Unlimited, and Developer

your Salesforce org's schedule settings and the schedule types that are enabled for the product. Editions

6. Setthe schedule details. See Schedule Fields for descriptions.

7. Save your changes. USER PERMISSIONS

8. To establish a schedule on an opportunity product, see Establish Schedules for Products on To add or edit product
Opportunities. schedules:

e Edit on products
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9. To edit a product schedule, click Edit on the product detail page.

SEE ALSO:
Establish Schedules for Products on Opportunities
Set and Edit Product Prices

Establish Schedules for Products on Opportunities

After you add product schedules, use them to set up payments for product sales and realized
revenue on opportunities.

1. Review considerations and examples.

2. Make sure that product schedules have been added.

3. (lick a product name in the Products related list of an opportunity.
4

. Click Establish to create a schedule, or click Re-Establish to delete the old schedule and create
anew one.

5. Select the type of schedule to create: quantity, revenue, or both. Your choices are limited by
your Salesforce org’s schedule settings and the schedule types that your admin enabled for the
product.

6. Setthe schedule details. See Schedule Fields for a description of scheduling fields.
7. Save your changes.

Salesforce displays the schedule installments.

8. To edit the installments, click Edit.

SEE ALSO:

Product Schedules Concepts

Guidelines for Adding Entitlement Templates to Products

If you're an admin or sales operations manager, follow key guidelines for using the Entitlement
Templates related list.

Entitlement templates are predefined terms of customer support that you can quickly add to
products. For example, you can create entitlement templates for Web or phone support so that
users can easily add entitlements to products offered to customers.

The Entitlement Templates related list displays a product’s applicable entitlement templates.
Administrators determine an Entitlement Template related list's availability and content.

e Tosearch for entitlement templates, enter aname, or part of a name, in the text entry field, and
then click Gol.

e Toadd entitlement templates to a product, click Add Entitlement Template, select the

Track Your Products, Prices, and Payment Schedules

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To add or edit product
schedules:
e Edit on opportunities

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,
Unlimited, and Developer
Editions with the Service
Cloud

checkboxes next to the templates that you want to add, click Insert Selected, and then click Done.

e The actions that you can perform on the entitlement template are listed under Action. For example, click Remove to remove an

entitlement template from the product.

e The name of the template is listed under Entitlement Template. Click to view the template’s details.
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e The user who created the entitlement template is listed under Created By.

Product, Price Book, Price Book Entry, and Product Schedule Fields

Products, price books, and product schedules have the following fields, listed in alphabetical order. EDITIONS
Availability of fields depends on how Salesforce is set up.

Products, Orders
Product Fields price books, available in
and quotes  Salesforce
available in:  Classic

Field Description both
Active Whether the product is ready for use in a price Salesforce
book, opportunity, or quote, and whether you Classic and
can find the product in searches and see the Lightning
product in views. Experience
Created By The name of the user who created the product Products, Quotes

price books, availablein:

record, including the date and time of creation.
and orders  Performance

Custom Links Alist of custom links for products from available in:  and
Salesforce. Professional, Developer
Enterprise, Editions and
Last Modified By The name of the user who last saved the record, Performance, in
including the date and time of the most recent Unlimited, Professional,
save to the record. and Enterprise,
Product Code The internal code or product number that you Dgyeloper ond‘ .
use to identify the product. Editions U'?'."""‘ed.
Editions with
Product Currency In multicurrency organizations, the currency that the Sales
you use for the product. If the product currency Cloud

differs from the user currency, currency-related
fields for opportunities, quotes, and quote line
items appear in both currencies. The product’s
currency is converted to the user’s currency, and
the converted amount appears in parentheses.

Product Description The text that distinguishes this product from
other products.

Product Family The category that you specify for the product.
Product Name The product's name.

Quantity Scheduling Enabled Whether the product can have a quantity
schedule.

Revenue Scheduling Enabled Whether the product can have a revenue
schedule.
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Price Book Fields

Field Description

Active Whether you can add the price book to an opportunity or quote.

Created By The name of the user who created the price book, including the
date and time of creation.

Description The text that distinguishes this price book from others.

Is Standard Price Book Whether the price book is the standard price book. A read-only
checkbox.

Last Modified By The name of the user who last saved the record, including the date
and time of the most recent save to the record.

Price Book Name The price book's title.

Price Book Entry Fields

Field Description

Active Whether the price book entry (product and list price) is active and
can be added to an opportunity or quote.

Created By The name of the user who created the price book entry, including
the date and time of creation.

Currency This field is available only for Salesforce orgs with multiple
currencies enabled and represents the currency to use for the price
book entry (product and list price).

Last Modified By The name of the user who last saved the price book entry record.

List Price The price of the product within the price book, including currency.

Price Book The price book that contains the price for this entry.

Product The product’s name.

Product Code The internal code or product number that's used to identify the
product.

Standard Price The standard price for the product. This field is derived and doesn’t
exist on the underlying PricebookEntry standard object.

Use Standard Price Whether the price book entry inherits its price from the standard

price book.
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Schedule Fields
Field Description
Schedule Type Whether the product revenue or quantity is divided into multiple
installments or repeated for each installment.
Installment Period The interval for installments; for example, Weekly or Monthly.
Number of Installments The number of installments in the schedule.

Considerations for Cloning Products

If you're an admin or a sales operations manager, you can clone a product to quickly create another EDITIONS
product with the same information and price book entries. Consider key points before you clone
a product. Products and price books
When you clone a product: available in: both Salesforce
) o , . , Classic and Lightnin
e Price book entries in price books that you don't have sharing access to aren’t created. ) 9 9
Experience

e Ifyou have read-only access to a field, the value of that field isn't carried over to the cloned

record. Available in: Professional,

Enterprise, Performance,
Unlimited, and Developer
Editions
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Considerations for Creating and Maintaining Price Books

Before you create a price book, consider a few key points.

To create a custom price book by cloning an existing price book, click Clone on the price book
detail page.

You can delete products from custom price books without affecting the original product listing
or its entries in other price books. When you delete a product from the standard price book,
the product is still available and active, but its standard price is deleted and removed from all
custom price books. If you delete the product from the standard price book, and it's still
associated with any custom price books, click OK to remove it from all custom price books.

You can add products, quote line items, or order products from a single price book only.

Toinclude a product on an opportunity, quote, or order, choose a price book that contains the
product. The last price book that you used on an opportunity or quote is selected by default.
To select a different price book, click Choose Price Book in the Products related list on an
opportunity or the Quote Line Items related list on a quote. Choose Price Book appears when
you have access to more than one price book. If you have access to more than one price book
and the option isn't visible, ask your administrator to add it to your page layout.

If you change the price book for an opportunity that has products, all products are deleted from
the Products related list, but the value in the opportunity’s Amount field remains.

SEE ALSO:

Create Custom Price Books
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Considerations for Setting Prices

If you're an admin or a sales operations manager, consider key points before you set prices for your
products in Salesforce.

e The following price types are available.

- Astandard price is the default price that you associate with a product. It's automatically
included in your standard price book.

-~ Alistpriceis the custom price that you associate with a product in a custom price book. For
example, you can maintain one set of prices for domestic orders and another for international
orders.

— Sales prices are the actual prices that sales reps specify for the products that they add to
opportunities and quotes. Sales prices can be the same as the list prices from the price book
that's used for the opportunity or quote, or they can include discounts or other modifications.

e Before you can add a new product to an opportunity, quote, or custom price book, add a
standard price to the product, and mark it as active. This pricing is the default pricing of the
product.

e Before you can assign list prices for products, create custom price books. List prices are available
to use when you add products to an opportunity or quote from a custom price book.

e To represent the price, for example, $100.00, enter 2100 or 100. 00, with or without the $
symbol.

® You can expand the format of your price fields to up to eight decimal places. To change your
decimal place settings, contact Salesforce.

Considerations When Using the Salesforce Classic User Interface

EDITIONS
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e You can add standard or list prices only through the multiline add pages (the Add Standard Price page and the Add List Price page).
These pages don't support custom fields. To add standard or list prices and populate custom fields, add the price book entry via the
multiline add pages, navigate to the Price Book Entry Edit page for the added record, and then update the custom fields.

@ Note: This consideration doesn't affect price book entries that were created or edited by using Data Loader or the API.

e Ifthe price book entry contains required custom fields, you can't create price book entries in the user interface. You can create these

price book entries only by using Data Loader or the API.

® You can edit prices in either of the following locations.
-~ The multiline edit pages (the Edit Standard Price page and the Edit List Price page)
- The Price Book Entry Edit page
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Building Your Pipeline with Opportunities

Opportunities

Track and manage your potential deals with Salesforce opportunities.

Opportunities are deals in progress. Opportunity records track details about deals, including which
accounts they're for, who the players are, and the amount of potential sales. If your organization
uses leads, an opportunity is created when a lead is converted. Opportunities can also be created
directly for accounts you're working. As your deals progress toward the Proposal stage:

e Add products and attach files, such as contracts or data sheets.

e Log the calls you make.

e Use Notes to jot down things during customer meetings.

e (reate tasks for key activities and calendar events for client meetings.
e Send email to the opportunity contact or other key decision-makers.

During negotiation, share sales strategies with colleagues or to ask your manager for targeted
guidance using Chatter. As you drive your deal from one stage to the next, update the opportunity
record with the current stage. You'll be closing deals in no time.

O Tip: Tolearn more about using opportunities and leads, complete the Leads & Opportunities
Trailhead module.

SEE ALSO:
Work With Opportunities
Understand How Opportunities Work
Opportunity Fields

Work With Opportunities

Use opportunities to track and manage your pipeline so you can close deals faster. Move deals to
the next stage, add products, and more.

IN THIS SECTION:

Move an Opportunity to the Next Stage

Update your deal as it moves closer to closing. Accurate stage information is important for
forecasting, reporting, and ultimately meeting your quota.

Add and Edit Products on Opportunities

Track what's selling and in what quantity by adding products to opportunities. Then make sure
that you maintain accurate records by updating the quantities and prices of the products.
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Schedule Reminders to Update Opportunities

To ensure your team is keeping their opportunities up to date, create an automated email that contains a report of your team’s open
opportunities and send it to your direct reports.

SEE ALSO:
Opportunities

Move an Opportunity to the Next Stage

Update your deal as it moves closer to closing. Accurate stage information is important for forecasting, EDITIONS
reporting, and ultimately meeting your quota.

Available in: Salesforce

IN THIS SECTION: Classic and Lightning

Experience
Move an Opportunity to the Next Stage in Salesforce Lightning Experience P

Update your opportunity stage directly from its record or from the Opportunity Kanban view. Available in: All Editions for
organizations activated

Move an Opportunity to the Next Stage in Salesforce Classic before Summer ‘09

Track opportunity progress as you get closer to closing your deal. ) )
Available in: Group,

Professional, Enterprise,
Performance, Unlimited,
and Developer Editions for
organizations activated after

Summer ‘09
Move an Opportunity to the Next Stage in Salesforce Lightning Experience
Update your opportunity stage directly from its record or from the Opportunity Kanban view. EDITIONS

Nofe: These steps work in Lightning Experience. If you see the App Launchericon () on . o _
the left side of the navigation bar at the top of your screen, you're in Lightning Experience. If Available in: Lightning

not, you're in Salesforce Classic. Experience
e From an open opportunity, select the new stage on the Sales Path and then click Mark as Available in: Group,
Current. Professional, Enterprise,

Performance, Unlimited,

e From an open opportunity, click Mark Stage as Complete. and Developer Edifions

e From the Opportunity Kanban view, find the opportunity whose stage you want to update and
drag its card to the next stage column.

USER PERMISSIONS

To create opportunities:
e Create on Opportunities

To view opportunities:
e View on Opportunities
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Move an Opportunity to the Next Stage in Salesforce Classic

Track opportunity progress as you get closer to closing your deal.

@ Nofte: These steps work in Salesforce Classic. If you see the App Launcher icon (::) on the
left side of the navigation bar at the top of your screen, you're in Lightning Experience. If not,
you're in Salesforce Classic.

1. Edit the opportunity record you want to update.
2. Select the new stage.

3. Save the record.

Add and Edit Products on Opportunities

Trackwhat's selling and in what quantity by adding products to opportunities. Then make sure that
you maintain accurate records by updating the quantities and prices of the products.

1. Navigate to the opportunity that you want to edit.

2. From the Products related list, either select Edit next to the product you want to modify or
select Add Product to add a new product. If you're adding the first product, choose a price
book for the opportunity.

3. When adding a new product, select one or more products from the list, or search for a product.

4. Enterthe attributes for each product. Admins can customize this page to include fields that are
specific to your business.

5. Enterthe Sales Price forthe product. The sales price defaults to the list price that's
specified in the price book that's assigned to the opportunity. Depending on your user
permissions, you can override this value.

6. |If the product has a discount, type the discount as a number with or without the percent sign
(%) inthe Discount field. If the Discount field isn't available, check with your
administrator.

7. Enter the number of products at this price in the Quantity box.
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EDITIONS

Available in: Salesforce
Classic

Available in: All Editions for
organizations activated
before Summer ‘09

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions for
organizations activated after
Summer ‘09

USER PERMISSIONS

To create opportunities:
e Create on Opportunities

To view opportunities:
e View on Opportunities

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To add or edit opportunity
products:
e Edit on opportunities

AND

Read on products and
price books
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8.

Save your changes.

SEE ALSO:

Considerations for Adding Products to Opportunities
Opportunity Product Fields

Products

Schedule Reminders to Update Opportunities

To ensure your team is keeping their opportunities up to date, create an automated email that
contains a report of your team'’s open opportunities and send it to your direct reports.

For example, you can schedule a weekly report of all the opportunities for the current fiscal quarter
owned by anyone on the team and have the report distributed to everyone on the team.

1.
2.

W ® N U oW

Make sure that opportunity update reminders are enabled.

From your personal settings, enter Reminder inthe Quick Find box, then select My
Update Reminder.

Check Active if you want reminders to start after you save the settings.
Enter a name and address for the sender of the reminders.

Choose a recipients option.

Building Your Pipeline with Opportunities

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

Enter any other recipients in the CC field. Separate email addresses with commas, semi-colons, spaces, or new lines.

Enter a subject and message to be included in the email reminders.

Select a schedule frequency.

Select Include Past Due Opportunities toinclude all open opportunities that have a closing date within 90 days

before the specified Close Date.

For example, suppose that your organization uses a normal fiscal year and the current quarter started on 4/1/2012. You configure
update reminders for opportunities closing in the current quarter and then select ITnclude Past Due Opportunities.
When the update reminder is sent on 6/15, it includes all opportunities from 4/1 to 6/15. It also includes open opportunities with a

closing date between 1/2 and 4/1 (there are 91 days in Q1).

10. Choose a Close Date toinclude opportunities with dates within that range.

11. Select the fields to include in the email reminders.

Field Description

Last Login Date Most recent login date of the opportunity owner

# of Open Opportunities Total number of opportunities in the report

# Not Updated in Last 30 Days Total number of opportunities that have not been updated in
30 days

Open Opportunity Amount Total of all opportunity amounts in report

Total Closed Amount Total closed amount for all opportunities in report.

If your organization uses multiple currencies, this amount is
converted to the user's currency. If your organization uses
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Field Description

advanced currency management, the conversion is done using
dated exchange rates.

Last Update Date Most recent date the opportunity owner submitted a forecast.

If your organization uses multiple currencies, this amount is
converted to the user's currency. If your organization uses
advanced currency management, the conversion is done using
dated exchange rates.

12. Click Save.

When there are no records in an opportunity update reminder, Salesforce doesn't send an email. If no email is sent for three consecutive
opportunity update reminders, the scheduled reminder is deactivated.

Understand How Opportunities Work

Understand these key concepts so you can use opportunities more effectively throughout Salesforce. EDITIONS
IN THIS SECTION: Available in: Salesforce
- . Classic and Lightning
Opportunity Field History Experience

Field History lets you track the changes made to an opportunity, including changes to the stage,
50 you can quickly see who changed the opportunity and when. Available in: All Editions for
organizations activated

Guidelines and Considerations for Using Opportunities before Summer ‘09

To take full advantage of Opportunities, you should understand these guidelines and

considerations. Available in: Group,

Professional, Enterprise,
Performance, Unlimited,

SEE ALSO: and Developer Editions for
Opportunities organizations activated after
Summer ‘09
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Opportunity Field History

Field History lets you track the changes made to an opportunity, including changes to the stage,
so0 you can quickly see who changed the opportunity and when.

There are two related lists that track changes to the fields on an opportunity record.

Opportunity Field History
Any time a user modifies any of the standard or custom opportunity fields that are set to be
tracked, a new entry is added to the Opportunity Field History related list. All entries include
details of the change and who made it. Your administrator can choose which fields to track.

Stage History
Any time a user changes the Amount, Probability, Stage,or Close Date fields,
a new entry is added to the Stage History related list. All entries include details of the change
and who made it. Your administrator can’t choose which fields to track.

Changes to the Amount and Quantity fields are tracked even when the field is updated as
the result of a change to an opportunity’s products or schedules.

SEE ALSO:
Understand How Opportunities Work

Guidelines and Considerations for Using Opportunities

To take full advantage of Opportunities, you should understand these guidelines and considerations.

IN THIS SECTION:

Guidelines for Creating Opportunities
Review these key guidelines when creating opportunities.

Considerations for Deleting Opportunities
Before you delete Salesforce opportunities, make sure you're familiar with these considerations.

Considerations for Cloning Opportunities
Cloning an opportunity quickly creates an opportunity with the same information as the existing
on. Before you clone Salesforce opportunities, make sure you're familiar with these considerations.
Considerations for Sharing Opportunities

By sharing your opportunities with other user you give visibility into your pipeline so others can
provide you with important information to help you close your deals. Before you share your
opportunities, make sure you're aware of these considerations.

Guidelines for Finding Similar Opportunities

Building Your Pipeline with Opportunities

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: All Editions for
organizations activated
before Summer ‘09

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions for
organizations activated after
Summer ‘09

USER PERMISSIONS

To view opportunities:
* Read on opportunities

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: All Editions for
organizations activated
before Summer ‘09

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions for
organizations activated after
Summer ‘09

Close your deals faster by taking advantage of the rich information contained in successfully closed deals that are similar to yours.

Here are some guidelines to help you find the opportunities that will help you close your deals.

Considerations for Adding Products to Opportunities

If you're an admin or sales operations manager, consider key concepts before you add products to opportunities.
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Guidelines for Creating Opportunities
Review these key guidelines when creating opportunities.
Contacts and Contact Roles

e Toassociate an opportunity with an account or contact, you must have at least read access
to the account or contact.

e In Salesforce Classic, when you create an opportunity from a contact record, that contact
is automatically listed as the primary contact in the Contact Roles related list of the
opportunity. In Lightning Experience, when you create an opportunity from a contact record,
you're prompted to assign a contact role to that contact.

Divisions

If your organization uses Divisions, the division of a new opportunity is automatically set to the

division of the related account.

Forecasts

e In Professional, Enterprise, Unlimited, Performance, and Developer Editions, opportunities
you create are automatically given the forecast category that corresponds to the opportunity
stage you assign. Your administrator correlates opportunity stages and forecast categories
when editing the Stage picklist values.

e Ifthe opportunity is set to close in a given month, as determined by the Close Date,
the opportunity is automatically added to the forecast for that particular month, unless the
forecast category on the opportunity is set to Omi tted.

Multicurrency
If your organization uses multiple currencies, your opportunity amounts are initially shown in
your personal currency. Change the Opportunity Currency picklist to track the sales
revenue in another currency.

Opportunity Splits

Building Your Pipeline with Opportunities

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Opportunity Splits available
in: Salesforce Classic

Available in: All Editions for
orgs activated before
Summer ‘09

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions for
orgs activated after Summer
‘09

Opportunity Splits and
territory management
available in: Performance
and Developer Editions and
in Enterprise and Unlimited
Editions with the Sales Cloud

When team selling and splits that total 100% are enabled, you're automatically added to the opportunity team and initially assigned

100% of the split.

Territory Management

If your organization uses territory management, opportunities that you create are automatically assigned a territory when both of

the following conditions are met.

® You belong to or have edit privileges on the same territory as the account on the opportunity.

e You have no other territories in common with that account. (Note that if you have the “Manage Territories” permission, you have
access to all territories, including the parent territories of the account. In this case, you do have other territories in common with
the account, unless the account is only assigned to a single top-level territory. No territory is assigned to the opportunity.) For
example, if you are in the territories Berkeley and San Francisco and the account is in the territories Portland, San Francisco, and

Seattle, the opportunity is assigned to the San Francisco territory.
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Considerations for Deleting Opportunities

Before you delete Salesforce opportunities, make sure you're familiar with these considerations.

You can delete an opportunity if you're an administrator, the opportunity owner, or a user above
the opportunity owner in the organization role hierarchy, and you have the “Delete” permission
on opportunities.

When you delete an opportunity, all related notes, attachments, quotes, quote line items, quote
PDF files, events and tasks, partner relationships, competitor strengths/weaknesses, contact
roles, and stage history are deleted.

The deleted opportunity is moved to the Recycle Bin and can be restored. If you restore the
opportunity, any related items are also restored.

Associated contacts and accounts are not deleted with the opportunity.

Considerations for Cloning Opportunities

Cloning an opportunity quickly creates an opportunity with the same information as the existing
on. Before you clone Salesforce opportunities, make sure you're familiar with these considerations.

If you have read-only access to a field, the value of that field isn't included in the cloned
opportunity.

If the opportunity has an associated opportunity team, the team isn't included in the cloned
opportunity..

If the opportunity has any associated products that contain unique custom fields, ydelete the
values in the custom fields before cloning the opportunity.

If the clone button isn't visible, you might not have permission to create opportunities, or your
Salesforce admin might have removed it from the page layout. Ask your Salesforce admin for
help.

@ Nofte: If you have read-only access to a field, the value of that field is not carried over to the

cloned record.

SEE ALSO:

Opportunity Fields

251

Building Your Pipeline with Opportunities

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience
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Considerations for Sharing Opportunities

By sharing your opportunities with other user you give visibility into your pipeline so others can
provide you with important information to help you close your deals. Before you share your
opportunities, make sure you're aware of these considerations.

e Your administrator determines your organization’s sharing model, including the default
opportunity access levels for territories.

e Whileyou can increase access to your opportunities, you can't restrict it below your organization’s
default access levels.

e To share an opportunity with another user, that user must have the “Read” permission on
opportunities.

e The sharing detail page lists the users, groups, roles, and territories that have sharing access to
the opportunity.

Guidelines for Finding Similar Opportunities

Close your deals faster by taking advantage of the rich information contained in successfully closed
deals that are similar to yours. Here are some guidelines to help you find the opportunities that will
help you close your deals.

e Use the Similar Opportunities related list on the opportunity’s detail page to find Closed/Won
opportunities with common information.

e The criteria used to find similar opportunities is determined by your administrator. The search
finds a maximum of 10,000 opportunities with close dates in a three-month period and displays
up to 300 of the records that best match the search criteria. The results are ranked by the number
of matching fields.

e Results can be filtered by Close date or by matching fields.

e Tosee how arecord in the search results is similar to your current deal, hover over the
opportunity name. The matching fields are highlighted in the Match Criteria sidebar.

Considerations for Adding Products to Opportunities

If you're an admin or sales operations manager, consider key concepts before you add products to
opportunities.

e The opportunity Amount is the sum of the products that you add to the opportunity. You
can't edit the Amount unless you delete the products from the opportunity.

e The total price is the quantity multiplied by the sales price.

® You can add products with schedules in Lightning Experience or Salesforce1, but must switch
back to Salesforce Classic to enable product schedules, or to establish or modify schedules for
products.

e For multicurrency orgs, the opportunity Currency is tied to the currency of the associated
price book entry. You can't edit the Currency unless you delete the products from the
opportunity.

252

Building Your Pipeline with Opportunities

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: All Editions for
organizations activated
before Summer ‘09

Available in: Group,
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Summer ‘09

EDITIONS

Available in: Salesforce
Classic

Available in: All Editions for
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before Summer ‘09
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organizations activated after
Summer ‘09

EDITIONS

Products and price books
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Opportunity Fields

The fields for opportunities contain a wide variety of information to help you track your pending
and potential sales. Depending on your page layout and field-level security settings, some fields

may not be visible or editable.

Field

Account Name

Amount

Close Date

Contract

Description

Name of account that opportunity is linked to.
You can enter the account name, or select the
account using the lookup icon.

If you change the account for an opportunity
that has partners, all partners are deleted from
the Partners related list.

Estimated total sale amount. For organizations
using multiple currencies, the amount is shown
in your personal currency by default. Change
the Opportunity Currency picklistto
track the amount in another currency.

For opportunities with products, the amount is
the sum of the related products. You cannot
directly edit the amount unless the opportunity
has no products. To change the amount for an
opportunity that contains products, edit the
sales price or quantity of the related products.

If you change the price book for an opportunity
that has products, all products are deleted from
the Products related list, but the value in the
opportunity’s Amount field remains.

Date when you plan to close the opportunity.
You can enter a date, or choose a date from the
calendar that displays when you put your cursor
in the field.

Opportunitieswitha Close Date inagiven
month will tally in the forecast for that month,
unless you assign them to the Omitted category
while editing the forecast.

When you set an open opportunity's Stage
toatype of “Closed/Won," the Close Date
is set to the current date in Coordinated
Universal Time (UTC) if the original date was in
the future. At certain times of day, UTC will differ
by one day from your time zone. If the close date
was in the past when the opportunity is closed,
the date does not change.

Contract that the opportunity is linked to.
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Field Description

Created By User who created the opportunity including creation date and
time. (Read only)

Custom Links Listing of custom links for opportunities as set up by your
administrator. Available only in Salesforce Classic.

Description Description of the opportunity. Up to 32KB of data are allowed.
Only the first 255 characters display in reports.

Expected Revenue Calculated revenue based on the Amount and Probability
fields.
Forecast Category Forecast category name that is displayed in reports, opportunity

detail and edit pages, opportunity searches, and opportunity list
views. The setting for an opportunity is tied toits Stage. For more
information on forecast categories, see Working with Forecast
Categories on page 345.

Last Modified By User who last changed the opportunity fields, including
modification date and time. This does not track changes that are
made to any of the related list items on the opportunity. (Read
only)

Lead Source Source of the opportunity, for example, Advertisement, Partner, or
Web. Entry is selected from a picklist of available values, which are
set by an administrator. Each picklist value can have up to 40
characters.

Next Step Description of next task in closing opportunity. Up to 255 characters
are allowed in this field.

Opportunity Currency The default currency for all currency amount fields in the
opportunity. Amounts are displayed in the opportunity currency,
and are also converted to the user’s personal currency. Available
only for organizations that use multiple currencies.

For opportunities with products, the currency is tied to the currency
of the associated price book. You cannot directly edit this field
unless you first delete the products.

Opportunity Division Division to which the opportunity belongs. This value is
automatically inherited from the related account.

Available only in organizations that use divisions to segment their
data.

Opportunity Name Name of the opportunity, for example, Acme.com - Office
Equipment Order. Up to 120 characters are allowed in this field.

Opportunity Owner Assigned owner of opportunity. Not available in Personal Edition.

Opportunity Record Type Name of the field that determines what picklist values are available
for the record. The record type may be associated with a sales
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Field

Partner Account

Primary Campaign Source

Private

Probability

Quantity

Stage

Building Your Pipeline with Opportunities

Description

process. Available in Professional, Enterprise, Unlimited,
Performance, and Developer Editions.

Read-only field that indicates the opportunity is owned by a partner
user.

Name of the campaign responsible for generating the opportunity.

For opportunities created during lead conversion, this field is
automatically filled in with the campaign name from the lead. If
the lead has multiple associated campaigns, the campaign with
the most recently updated member status is inserted into the
opportunity.

For opportunities with multiple influential campaigns, click Edit
next the primary campaign in the Campaign Influence related list
on the opportunity detail page and select the Primary
Campaign Source checkbox. The campaign will display in
the Primary Campaign Source field onthe opportunity.

Indicates that the opportunity is private. Only the record owner,
users above that role in the hierarchy, and administrators can view,
edit, and report on private opportunities. Not available in Group
or Personal Editions. Private opportunities do not trigger Big Deal
Alerts or workflow rules. Private opportunities count towards your
forecasts only if you have Customizable Forecasting or Collaborative
Forecasts enabled. Users with the “View All Forecasts” permission
can see private opportunities within the Forecasts tab.

@ Note: When you mark opportunities Private,any
opportunity teams, opportunity splits, and sharing are
removed. (The owner of a private opportunity receives 100%
of split types that total that amount.)

Likelihood that opportunity will close, stated as a percentage.

The Probability valueisalways updated by a change in the
Stage value, evenif Probability is marked asread only
on your page layout. Users with access to edit this field can override
the value.

Total of all Quant ity field values for all products in the Products
related list if the opportunity has products. General use field if the
opportunity does not have products.

Current stage of opportunity based on selections you make from
a predefined list, for example, Prospect or Proposal. Entry is selected
from a picklist of up to 100 available values, which are set by an
administrator. Each picklist value can have up to 40 characters.
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Field

Synced Quote

Territory

Type

SEE ALSO:

Opportunity Product Fields

Opportunities

Opportunity Product Fields

Building Your Pipeline with Opportunities

Description

Your administrator correlates the values in this picklist with Forecast
Category values that determine how the opportunity contributes
to your forecast.

When you set an open opportunity's Stage to a type of
“Closed/Won,"the Close Date is setto the current date in
Coordinated Universal Time (UTC) if the original date was in the
future. At certain times of day, UTC will differ by one day from your
time zone. If the close date was in the past when the opportunity
is closed, the date does not change.

Quote that's synced to the opportunity. Only one quote can sync
to the opportunity at a time.

Territory with which the opportunity is associated. Only available
if your organization has territory management.

Type of opportunity, for example, Existing Business or New Business.

Entry is selected from a picklist of available values, which are set
by an administrator. Each picklist value can have up to 40

characters.

The fields for opportunity products contain information to help you track what's selling. Depending
on your page layout and field-level security settings, some fields may not be visible or editable.

Field

Active

Created By
Date
Discount

Last Modified By

Line Description

Description

Whether the price book entry (product and list
price) is active and can be added to an
opportunity or quote.

Name of the user who created the product.
Close date of a particular opportunity product.
Discount for the product as a percentage.

User who last changed the opportunity product
fields. (Read only)

Text to distinguish this opportunity product
from another.
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Field Description

List Price The price of the product within the price book, including currency.
Opportunity Name of the opportunity for this opportunity product.
Product ltem listed in the Products related list on an opportunity.
Product The product’s name.

Quantity Number of units for the opportunity product.

Sales Price Price for the products in the opportunity product.

Subtotal Difference between standard and discounted pricing. Converted

currency amounts when the opportunity's currency is different
from the user's currency.

Total Price Sum of all the product amounts for this opportunity product.

SEE ALSO:
Opportunity Fields
Opportunities

Teaming Up for Sales Opportunities

Opportunity Teams

An opportunity team is a group of Salesforce users who work together on a sales opportunity. EDITIONS

Opportunity teams shows who's working on the opportunity and what each team member's role

is. You can grant your opportunity team members special access to the opportunity and its related Available in: Salesforce
records, making it easier for everyone to work together. Classic and Lightning

. . ) ) . Experience
Using opportunity teams makes it easier for you to track the work of a team, too. In opportunity
reports, filter opportunities by the opportunity teams that you're a member of. When creating or Available in: Enterprise,
editing a custom list view for opportunities in Salesforce Classic, select the My Opportunity Teams Performance, Unlimited,
filter. and Developer Editions

IN THIS SECTION:

Guidelines for Using Opportunity Teams

An opportunity team is a group of Salesforce users who work together on a sales opportunity. If you're using opportunity teams,
refer to these guidelines.

Guidelines for Editing Members of an Opportunity Team

Keep the details about your opportunity team members up-do-date by changing their access level, team role, and more. If you're
editing team members, refer to these guidelines for information.

Considerations for Deleting Members from an Opportunity Team

Keep your opportunity teams up-to-date by deleting members who are no longer part of a team. If Opportunity Splits is enabled,
consider the following before you delete a team member.
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Guidelines for Setting Up and Adding a Default Opportunity Team

Save time by setting up a default opportunity team—a group of coworkers who you typically work with on opportunities. Then add
the team to opportunities that you own. If you're working with a default opportunity team, refer to these guidelines for additional
information.

Opportunity Team Fields
Opportunity Team data is stored in these standard fields.

SEE ALSO:
Opportunity Splits

Guidelines for Using Opportunity Teams

An opportunity team is a group of Salesforce users who work together on a sales opportunity. If EDITIONS
you're using opportunity teams, refer to these guidelines.

Available in: Salesforce
Classic and Lightning
Experience

@ Notfe: Opportunity teams aren’t the same as account teams, although they share a set of
available team member roles.

e Set up opportunity teams for opportunities that are owned by you or someone below you in

the role hierarchy. Opportunity Splits and

settings for opportunity
e Set up a default opportunity team to include the users who you normally work with on teams available in:
opportunities. You can choose to add your default opportunity team to all your opportunities Salesforce Classic
automatically.
*  When you set up an opportunity team, you: Available in: Enterprise,

Performance, Unlimited,

- Addteam members. and Developer Editions

- Specify each member’s role on the opportunity, such as Executive Sponsor. Opportunity Splits available

- Specify each team member’s level of access to the opportunity: read/write access or in: Performance and
read-only access. Developer Editions and in
Enterprise and Unlimited

e (Changes that you make to the opportunity team on an opportunity don't affect your default

) ) . Editions with the Sales Cloud
opportunity team or the opportunity teams on your other opportunities.

e Ifyour Salesforce admin has enabled Opportunity Splits, you can split credit for an opportunity
among members of an opportunity team.

e Adding, editing, or deleting opportunity team members requires read/write access on the opportunity.

® Youcan't use opportunity teams for private opportunities.

SEE ALSO:
Guidelines for Setting Up and Adding a Default Opportunity Team
Opportunity Team Fields
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Guidelines for Editing Members of an Opportunity Team

Keep the details about your opportunity team members up-do-date by changing their access level,
team role, and more. If you're editing team members, refer to these guidelines for information.

If the team member that you need to update doesn’t appear in the Opportunity Team related
list, view the full list.

You edit opportunity team members on the detail page of the opportunity team member that
you need to update.

When editing inactive users with assigned split percentages, you can edit only the split-related
fields.

If your Salesforce admin defined custom fields, you'll see them when you edit a team member,
even if your admin didn't add them to the Add Opportunity Team Members page.

The member's opportunity access level can't be less than your Salesforce org's default
opportunity sharing access.

SEE ALSO:

Guidelines for Using Opportunity Teams

Considerations for Deleting Members from an Opportunity Team
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Considerations for Deleting Members from an Opportunity Team

Keep your opportunity teams up-to-date by deleting members who are no longer part of a team. EDITIONS

If Opportunity Splits is enabled, consider the following before you delete a team member.

e [f the team member that you want to delete is assigned a split percentage greater than zero, Available in: Salesforce
reassign the split before you delete the member. Classic and Lightning

® You can't delete the opportunity owner from the opportunity team. To remove this member Experience
from splits calculations, assign the member a split percentage of zero, or transfer ownership of Opportunity Splits and
the opportunity. seftings for opportunity

teams available in:
Salesforce Classic

SEE ALSO:
Guidelines for Editing Members of an Opportunity Team Available in: Enterprise,
Guidelines for Using Opportunity Teams Performance, Unlimited,

and Developer Editions

Opportunity Splits available
in: Performance and
Developer Editions and in
Enterprise and Unlimited
Editions with the Sales Cloud

USER PERMISSIONS

To remove team members:
e Read on users

AND
Edit on opportunities
AND

Owner of the
opportunity, or above
the owner in your
organization’s role
hierarchy

To view an opportunity for
which you're a team
member:

e Read on the opportunity

Guidelines for Setting Up and Adding a Default Opportunity Team

Save time by setting up a default opportunity team—a group of coworkers who you typically work EDITIONS
with on opportunities. Then add the team to opportunities that you own. If you're working with a
default opportunity team, refer to these guidelines for additional information.

Available in: Salesforce

e To set up a default opportunity team, access Advanced User Details in your personal settings. Classic and Lightning

e While you're defining your default opportunity team, you can choose to automatically add it Experience
to all your open opportunities. If you don't choose this option, you add the default team from Available in: Enterprise,
the Opportunity Team related list of your opportunities. Performance, Unlimited,

and Developer Editions
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e (licking Add Default Team adds the default team of the opportunity owner, not of the user who clicks the button.

e Salesforce admins and users above you in the role hierarchy can add your default opportunity team to opportunities that you own.

SEE ALSO:
Opportunity Teams

Opportunity Team Fields

Opportunity Team data is stored in these standard fields.

Field Description

Opportunity Access The level of access that a team member has to
the opportunity. The access level can be
read/write or read only, but it cant be less than
your Salesforce org's default opportunity sharing
access.

Team Role The role that the team member plays for the
opportunity, such as Account Manager.

User The user who's listed as part of the team.

SEE ALSO:
Opportunity Teams

Opportunity Splits

Opportunity splitting lets you share revenue from an opportunity with your team members. Team
members working on an opportunity can roll their individual sales credits into quota and pipeline
reports for the entire team.

© Watch a Demo (Salesforce Classic) (1:44 minutes)

If your Salesforce admin has enabled Opportunity Splits, and you're the opportunity owner or above
the owner in the organization hierarchy, you can add and adjust splits for the opportunity.

e To credit team members who are directly responsible for opportunity revenue, use revenue
splits, which always total 100% of the opportunity amount.

e To credit supporting team members, use overlay splits, which can total any percentage of the
opportunity amount, including percentages over 100%.

Your Salesforce org’s Split on Opportunity - Amount field comes with one revenue

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

EDITIONS

Available in: Salesforce
Classic

Available in: Performance
and Developer Editions

Available in: Enterprise and
Unlimited Editions with the
Sales Cloud

split and one overlay split. If custom split types are enabled for your org, your Salesforce admin can create three more split types. Your
admin decides which types of splits always total 100%. To have custom split types enabled for your org, ask your admin to contact

Salesforce.

Your admin can also create custom fields for opportunity splits, allowing you to better track and store information about splits that you

create for team members.

@ Note: Splits can't be rolled up to sales territories. For information about including splits in your forecasts, see Change Between

Forecast Types.
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IN THIS SECTION:

Considerations for Creating Opportunity Splits

Building Your Pipeline with Opportunities

If you're creating opportunity splits to share opportunity revenue with coworkers, review these guidelines for information.

Create Opportunity Splits
Add and adjust splits to share revenue from opportunities with your team members.

SEE ALSO:

Create Opportunity Splits

Considerations for Creating Opportunity Splits

If you're creating opportunity splits to share opportunity revenue with coworkers, review these
guidelines for information.

The opportunity owner is automatically included in the opportunity team and initially assigned
100% of the split types that always total 100%.

If you can't add a team member when you're editing the opportunity split, add the member in
the Opportunity Team related list on the main opportunity page. (To add members while editing
splits, contact your Salesforce admin.)

If you don't see splits on a field, ask your Salesforce admin to check your field-level security
limits.

To determine whether a split type always totals 100%, look for “must total 100%" in the
description of the split.

EDITIONS

Available in: Salesforce
Classic

Available in: Performance
and Developer Editions

Available in: Enterprise and
Unlimited Editions with the
Sales Cloud

Split percentages are limited to two decimal places. If you enter a monetary amount that requires a split percentage with more than

two, the amount is automatically rounded.

SEE ALSO:

Create Opportunity Splits
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Create Opportunity Splits

Add and adjust splits to share revenue from opportunities with your team members. EDITIONS

1. In the Opportunity Splits related list of an opportunity, click Edit Opportunity Splits.
2. Complete the fields as needed. Avmlqble in: Salesforce
Classic

3. To remove a team member from the split, click €3 or Del next to the team member's name. ) )
Available in: Performance

4. Save your changes. and Developer Editions
Available in: Enterprise and
SEE ALSO: Unlimited Editions with the
Considerations for Creating Opportunity Splits Sales Cloud

Opportunity Splits
USER PERMISSIONS

To add splits for opportunity
team members:

e Edit on opportunities
AND

Owner of opportunity
record or above owner
in organization hierarchy

Knowing Your Competitors

Competitors Overview

You can track competitors in a pending sale by listing the competitors’ names in the opportunity. EDITIONS
You can enter the names of new competitors, or choose from a list of competitors defined by your

administrator. To access this information, go to the Competitors related list of the opportunity. Available in: Salesforce

Classic

SEE ALSO: Available in: All Editions for
Defining Competitors organizations activated
before Summer ‘09

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions for
organizations activated after
Summer ‘09
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Defining Competitors

Create a picklist of competitors that your users can attach to opportunities. To add competitors to

o EDITIONS
the picklist:
1. From Setup, enter Competitors inthe Quick Find box, then select Competitors. Available in: Salesforce

Classic

2. C(lick New to add competitor names to the list.
3. Enter the name of the competitor. Available in: All Edifions for
_ ) . organizations activated
4. Optionally, check the default option to select this value on any new record when another value before Summer ‘09
is not selected. ) )

. Available in: Group,

5. ClickSave. Professional, Enterprise,
Performance, Unlimited,

SEE ALSO- and Developer Editions for

Competitors Overview

Viewing and Editing Competitors

Viewing and Editing Competitors

The Competitors related list of an opportunity shows the competitors for that deal.

To view information for a competitor, click the competitor's name.

Click Edit next to a competitor's name to edit the strengths and weaknesses of the competitor
for the opportunity.

To add a competitor, click New. Enter the competitor's name, or click the lookup icon to select
from a list of competitors defined by your administrator. It does not need to be an existing
account or contact. Then specify the strengths and weaknesses of the competitor, which may
be different for each opportunity.

@ Note: To add or create a competitor on an opportunity, you must also have access to edit

organizations activated after
Summer ‘09

USER PERMISSIONS

To define competitors:
e Customize Application

EDITIONS

Available in: Salesforce
Classic

Available in: All Editions for
organizations activated
before Summer ‘09

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,

that opportunity. and Developer Editions for
organizations activated after
SEE ALSO: Summer ‘09
Competitor Fields

264

USER PERMISSIONS

To view competitors:
e Read on opportunities

To edit competitors:
e Edit on opportunities



Sell to Your Customers Building Your Pipeline with Opportunities

Competitor Fields
A competitor has the following fields, listed in alphabetical order. EDITIONS

Field Description Available in: Salesforce
Competitor Name Name of competitor. You can enter any name, Classic

or select from the list of all competitors defined Available in: All Editions for

by your administrator. organizations activated
Strengths Description of competitor's key selling points before Summer ‘09

and advantages. Available in: Group,

Professional, Enterprise,

Weaknesses Description of competitor's key disadvantages. Performance, Unlimited,

and Developer Editions for
organizations activated after
SEE ALSO: Summer ‘09

Defining Competitors

Viewing and Editing Competitors

Deleting Competitors

You can delete a competitor from the opportunities page by clicking the Del link next to a EDITIONS

competitor's name in the Competitors related list.

@ Note: To delete a competitor from an opportunity, you must also have access to edit that Avoilqble in: Salesforce
opportunity. Classic

Available in: All Editions for
SEE ALSO: organizations activated

i i before Summer ‘09
Competitors Overview

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions for
organizations activated after
Summer ‘09

USER PERMISSIONS

To delete competitors:
e Edit on opportunities
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Improve Your Performance with Work.com

Feedback Overview

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

Feedback requires alicense
to Work.com, which is
available as an add-on
license for Professional
Edition, Enterprise Edition,
Unlimited Edition, or
Developer Edition, and is
included in Performance
Edition.
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Work.com Feedback allows you to request and offer unsolicited feedback on a person or topic, and USER PERMISSIONS
also respond to feedback related to performance summaries.

Feedback offers, feedback requests, and feedback related to performance summaries are all managed To view feedback:
from the Feedback tab. The Feedback tab displays the recent feedback you've viewed by default, * Read on Feedback,
Feedback Questions,

and you can filter to see different types of feedback records. For example, select New Feedback

. L o Feedback Question Sets,
Requests to see feedback records that require their input. You can also create custom list views and Feedback Requests
with different filter options.
AND
The default feedback filters include:
Read on Performance
e AllFeedback—Allfeedback, including one-time feedback and performance summary feedback Cycles

e Declined Feedback Requests—All the feedback you've requested that others have declined To cregte feedback:

e Feedback About Me—All the completed feedback about you e Create on Feedback,

e Feedback About My Team—All the completed feedback about your team Feedback Questions,
Feedback Question Sets,

e Feedback About Others—Completed feedback about others and Feedback Requests

e Feedback About Topics—Completed feedback about topics AND

e New Feedback Replies—New replies to the feedback you've requested Read on Performance

e New Feedback Requests—New feedback requests for one-time feedback and performance Cycles

summaries

To edit or submit feedback:

e Edit on Feedback,
Feedback Questions,
Feedback Question Sets,
and Feedback Requests

AND

Read on Performance
Cycles

To delete feedback (only for
admin users with MAD/VAD
permissions):

e Delete on Feedback,
Feedback Questions,
Feedback Question Sets,
and Feedback Requests

AND

Read on Performance
Cycles
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Badges Reward Fund Reward Fund Type BRIt (- 8@ Performance Cycles Goals Coaching People + X

Feedback Requests Help for this Page &9

C'J Home

View: | All Feedback Go! | Edit|Create New View
All Feedback

Declined Feedback Requests
Rece Feedback About Me Offer Feedback | Request Feedback Recently Viewed v
Feedback About My Team
Feedh Feedback About Others eedback About Feedback Type Due Date Feedback From Created Date  Feedback Request State
Feedback About Topics

" New Feedback Replies ake_ Joe Personal Perkins, Dan zgg;zgk? Submitted
+4ANew Feedback Requests :

-

ﬂ Eﬁjﬂg%i%ji%ﬁinsﬁﬁgf‘ Strudel. Sally 'S“f:qanf;; 10/15/2015 Perkins. Dan ’13-:;2-’222115 Draft
On the feedback page, you can:
e View and filter your feedback list for new requests, replies, and other feedback
e (lick afeedback record to view and edit details about the feedback
e Offer or request feedback
SEE ALSO:
Feedback Visibility
Performance Summary Overview
Feedback Visibility
Visibility options are based on the type of feedback you choose. EDITIONS
Feedback Requested Available in: Salesforce
Classic
Only people to whom you sent the feedback request and an administrator with “Modify All Data”
or “View All Data” access can view your request. Available in: Professional,
Enterprise, Performance,
Feedback Person Receiving  Person’s Manager Administrator with Unlimited, and Developer
Requested About  the Request MAD/VAD Access Editions

Feedback requires alicense

Topic to Work.com, which is
Myself available as an add-on
license for Professional
Another User Edition, Enterprise Edition,
Unlimited Edition, or
Developer Edition, and is
Feedback Offered included in Performance

Edition.
You can only view feedback that is shared with you. For example, you won't be able to view feedback
about yourself that was shared only with your manager.
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Feedback Offered

Person Only
Person and Manager

Manager Only

SEE ALSO:

Feedback Overview
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Performance Summary Overview

Work.com performance summaries gather feedback about people in your company via a custom EDITIONS
questionnaire.

Use the Feedback tab to view the performance summaries you need to complete. Use the drop-down Available in: Salesforce
menu to filter your performance summaries and other feedback. Select New Feedback Requests Classic

to see one-time feedback and performance summaries that require your input. ) ) .
P quirey P Available in: Professional,

Enterprise, Performance,
SEE ALSO: Unlimited, and Developer

Add Peers to a Performance Summary Editions

Performance summaries
require a license to
Work.com, which is
available as an add-on
license for Professional
Edition, Enterprise Edition,
Unlimited Edition, or
Developer Edition, and is
included in Performance
Edition.

Complete a Summary

Decline a Performance Summary Request

USER PERMISSIONS

To view the Performance

tab:

e Read on Performance
Cycles

To view performance

summaries:

e Read on Performance
Cycles

To create performance

summaries:

e Create on Performance
Cycles

To answer and submit

performance summaries:

e Create, Read, and Edit
on Feedback, Feedback
Questions, Feedback
Question Sets, and
Feedback Requests

AND

Read on Performance
Cycles
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Complete a Summary

1. On the Feedback tab, select New Feedback Requests from the feedback drop-down list. EDITIONS

2.
3.
4.

Click Go!.
Available in: Salesforce

Select a performance summary. Classi
assic

Answer the questions in the summary. If available, click Invite Peer or Invite Skip Level to
request reviews from others. Available in: Professional,

Enterprise, Performance,
Unlimited, and Developer
Editions

To see recent work, such as thanks, goals, metrics, and feedback, click Customize Related Lists
on a performance summary's detail page. You can't quote recent work directly in your responses,

but you can manually add this information. )
Performance summaries

require d license to
Work.com, which is
available as an add-on
license for Professional
Edition, Enterprise Edition,
Unlimited Edition, or
Developer Edition, and is
included in Performance
Edition.

USER PERMISSIONS

To edit performance

summaries:

e Create, Read, and Edit
on Feedback, Feedback
Questions, Feedback
Question Sets, and
Feedback Requests

AND

Read on Performance
Cycles

Feedback Request Detail Save Draft | | Submit| | Reassign | Invite Peer | | Invite Skip Level Customize Related Lists

¥ Information

Feedback From  Dan Perkins Feedback Request State  Draft
Feedback About  Sally Strudel Feedback Type  Manager Summary
Initiated By  Dan Perkins, %1/2015 2:47 PM Performance Cycle  Annual Performance Summary

Last Submitted Date
Last Shared Date

Save Draft | | Submit| | Reassign | Invite Peer | | Invite SKip Level |Customize Related Lists

When you're finished writing the summary, click Submit or click Save Draft to make changes at a later time.
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You can view submitted summaries using filters on the Feedback tab, including summaries about you or your team.

SEE ALSO:
Performance Summary Overview
Add Peers to a Performance Summary

Decline a Performance Summary Request

Add Peers to a Performance Summary

Invite peers to review your performance summary. EDITIONS

1. On the Feedback tab, select New Feedback Requests from the feedback drop-down list.
. Click Go!. Avoilqble in: Salesforce
Classic

Available in: Professional,

2
3. Select a performance summary.
4 Enterprise, Performance,

. If peer or skip reviews are included, at the top of the page, click Invite Peer or Invite Skip

Level. Unlimited, and Developer
5. Type the name of the person you would like to invite and click Save. Editions
The person’s name appears in the list of invited people and they receive an email that asks them Performance summaries
to complete a peer or skip level summary. require a license to
Work.com, which is
SEE ALSO:- available as an add-on

license for Professional

Performance Summary Overview Edition, Enterprise Edition

Complete a Summary Unlimited Edition, or

Decline a Performance Summary Request Developer Edition, and is
included in Performance
Edition.

USER PERMISSIONS

To view performance

summaries:
e Read on Performance
Cycles

To add peers to

performance summaries:

e Create, Read, and Edit
on Feedback, Feedback
Questions, Feedback
Question Sets, and
Feedback Requests

AND

Read on Performance
Cycles
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Decline a Performance Summary Request

Decline a performance summary request when feedback on that person or team is no longer EDITIONS

required.

1. Onthe Feedback tab, select New Feedback Requests from the feedback drop-down list. Available in: Salesforce
Classic

. Click Go!.

. Select a performance summary. Available in: Professionall,
Enterprise, Performance,
Unlimited, and Developer

2
3
4. Click Decline.
5. Click OK on the confirmation message. Editions

® You can only decline self, peer, and skip-level summaries. Performance summaries
require d license to

e Saved answers are preserved and remain in the declined summary. Work.com which is

e Declined summaries can be found on the Feedback page with the All Feedback filter. available as an add-on
e (lick Reopen from a declined summary’s detail page to reopen the summary. Reopened license for Professional
summaries appear in the New Feedback Requests list. Edition, Enterprise Edition,

Unlimited Edition, or
Developer Edition, and is
included in Performance

e After a performance cycle “Finishes,” declined summaries can't be reopened.

SEE ALSO: Edition.
Performance Summary Overview
Add Peers to a Performance Summary USER PERMISSIONS

Complete a Summar
P Y To view the Performance

tab:
e Read on Performance
Cycles

To edit Performance

Summaries:

e Create, Read, and Edit
on Feedback, Feedback
Questions, Feedback
Question Sets, and
Feedback Requests

AND

Read on Performance
Cycles
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Goals Overview

Work.com Goals allow you to define, track, and measure your work. Access goals via the Goals tab EDITIONS
or Chatter profile pages.

The Goals tab on a user’s profile displays the goals for that person. The top-level Goals tab is a Available in: Salesforce
general list view that can be configured to display different lists of goals (such as My Goals, My Classic
Team’s Goals, or Key Company Goals). The tabs and list views that appear may vary depending on

L . Available in: Professional,
how your administrator configured Work.com.

Enterprise, Performance,
Unlimited, and Developer
Editions

Goals requires a Work.com
license, which is available
as an add-on license for
Professional Edition,
Enterprise Edition,
Unlimited Edition, or
Developer Edition, and is
included in Performance
Edition.

USER PERMISSIONS

To view goals:

e Read on Goals and Goal
Links

To create goals:
e Create on Goals and

Goal Links

To edit goals:

e Edit on Goals and Goal
Links

To delete goals:

e Delete on Goals and
Goal Links

m Chatter People Badges Reward Fund Reward Fund Type Coaching ( Goals ) Metrics Feedback

Feed Overview Recognition Coaching { Goals }

|EZ Goals

Goal Name Owner Name

*
') . Gwen
i b’ Mest G2 Sales Quota Brooks
4 3 |
-~
. Gwen
3 weeisalescmmcatmn Brooks

Chatter » People » Gwen Brooks

274



Sell to Your Customers Goals Overview

Click a goal in your list view to access the detail page.

Goals support Chatter feeds on goal records, so different users can collaborate in the feed and keep up-to-date on a goal’s progress.

Goal
|EE Get Sales Certification

Edit Layout | Printable iew | Help for this Page 9

how Feed
« Back to List: Users

Open Metrics [0 | Closed Metrics [2] | Parent Goals[1] | Subgoals[ll | Open Activities [0] | Activity History [0

Goal Detail CEdil Delete| | Clone || Sharing Adjuleeighla
Goal Name  Get Sales Certification Owner Name ﬂ- Gwen Brooks [Chanae]
Image URL Start Date
Key Company Goal Due Date
Description
Status  Completed Progress  100%

¥ System Information
Created By  Gwen Brooks, 2/31/2015 5:32 PM Last Modified By ~ Gwen Brooks, 3/31/2015 5:42 PM
Completion Date  3/31/2015 5:32 PM

The goal detail page lists the metrics, tasks, events, notes, attachments, and other information related to a particular goal. Align goals
with others by linking your goals with parent goals or subgoals.

Modify sharing settings to better control who can see and update your goals. For example, if goals in your organization are set to private
by default, goal owners and administrators can share goals with select users or groups to increase collaboration and visibility. Choose
between read-only and read/write access for more granular control over goal access.

On the Open Activities related list, click New Task or New Event to create a task or event tied to a specific goal. You can also create
tasks or events for individual metrics, if desired.

6 Open Metrics New Metric COpen Metrics Help (2
Action Metric Name Progress Status Due Date Current Value Initial Value TargetValue Owner Name Comment Weight
Edit | Del Get 5000 in Sales 66 OnTrack 9/1/2015 3,300.00 0.00 5,000.00 Dan Perkins 60.00
Edit | Del Get Sales Certification 0 Postponed %/1/2015 Dan Perkins 10.00

E Closed Metrics Closed Metrics Help (2
Action Metric Name Progress Status Due Date Current Value Initial Value Target Value Owner Name Comment Weight
Edit | Del ‘ v ' Finish Sales Training 100 Completed 8/1/2015 Dan Perkins 30.00
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Goals Overview

Add metrics to your goals to calculate your progress. You can also link metrics to data in your favorite reports to keep track of your work

in Salesforce. Assign weights to different metrics to precisely track the completion of the goal.

SEE ALSO:
Create a Goal
Metrics
Coaching Overview

Metrics

Create a Goal

Define, track, and measure your work with Work.com Goals.
1. Click the top-level Goals tab.
If the Goals tab isn't displayed, select Work.com from the Force.com app drop-down menu at
the top-right or click + to the right of your current tabs and select it from the All Tabs page.
2. (lick New.

3. Enter a name for the goal, and specify additional details.
You can adjust a goal's sharing settings after it's created. Note that all goal images are externally
available.

o Tip: To create a key company goal, select the Key Company Goal field. After the goal
is created, click Sharing on the goal's detail page and share it with the All Internal Users
group. Set the Access Level to Read Only to share it with the rest of your organization, or
set it to Read/Write to allow everyone to collaborate on the goal.

4. Setthe goal's status:
e Draft—The goal details are in draft state and haven't been finalized yet.
e Published—The goal details have been finalized and the goal is in progress.
e Completed—The goal is completed.

e (Canceled—The goal is canceled and no longer applies.

e Not Completed—The goal is not completed.

5. Click Save.

You can reassign goals to other users by clicking Change next to Owner Name on a goal’s detail
page. Metrics can be owned by different users, so be sure to reassign metrics to the appropriate
owner as well.

SEE ALSO:
Goals Overview

Metrics
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Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

Goals requires a Work.com
license, which is available
as an add-on license for
Professional Edition,
Enterprise Edition,
Unlimited Edition, or
Developer Edition, and is
included in Performance
Edition.

USER PERMISSIONS

To view goals:

e Read on Goals and Goal
Links

To create goals:

e Create on Goals and
Goal Links
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Metrics

Use metrics to track and surface your data. EDITIONS

Create new metrics from the Metrics tab or from a goal detail page. Users can create standalone

metrics or tie them to specific goals. Available in: Salesforce
Classic
Metrics Help or this Page © Available in: Professional,
Home Enterprise, Performance,
View: [All ¥| Got | Create New View Unlimited, and Developer
Editions
Recent Metrics New, Recentl Viewsd_¥ Metrics requires a
Metric Name Owner Name Progress Status Due Date Work.com license, which is
available as an add-on
Get 50000 in Sales Swen 70 OnTrack 7/R172015 license for Professional
Edition, Enterprise Edition,
Unlimited Edition, or
Pass Cerification Test %s 100 Completed Pevelopgr Ediﬁon' Ond Is
included in Performance
Edition.
e Finish Sales Training Course %s 100 Completed

Use Progress or Completion metrics to track the status of different goals that you set for yourself or others. Anyone with read/write access
can refresh metric values, and metrics can also appear in relevant coaching spaces and performance summaries.

Anyone with read/write access can refresh metric values, and metrics can also appear in relevant coaching spaces and performance
summaries.

IN THIS SECTION:

Create a Metric
Track and surface your work with Work.com Metrics.

SEE ALSO:
Create a Metric
Goals Overview

Create a Goal
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Create a Metric

Track and surface your work with Work.com Metrics.
1. Click the Metrics tab.
Alternatively, you can click New Metric on a goal's detail page. Available in: Salesforce
Classic
2. C(lick New.
Available in: Professional,
3. Select a Progress or Completion record type and click Continue. Enterprise, Performance,
e Progress metrics measure achievement based on how much is finished compared to a Unlimited, and Developer
targeted value. They're ideal for tracking hard numbers and percentages. For example, Editions
create progress metricsto Convert 50 Leads or Achieve 100% Customer Metrics requires a
Satisfaction. Work.com license, which is

available as an add-on
license for Professional
Edition, Enterprise Edition,
Unlimited Edition, or

4. Enter a name for the metric and specify additional details. Developer Edition, and is
included in Performance
Edition.

e Completion metrics measure whether the metric was completed or not. They're ideal for
tracking milestones or when you don't have metrics based on hard numbers. For example,
create a completion metric to Become Salesforce Certified.

5. For Progress metrics, enter a target value.

You can update the current value manually or link it to a Salesforce report. To a link a metric
value to a report:

USER PERMISSIONS

a. Inthe Current Value field, click From a Salesforce report.

b. Selectthe Report Name. To view metrics:

c. Select the Summary Field. * Read on Metrics

To create metrics:

6. Setthe metric’s status. e Create on Metrics
7. C(lick Save. To link mefrics to reports:
e Create on Metric Data
SEE ALSO: Links
Metrics

Goals Overview
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Recognition Overview

Recognize and thank your coworkers by posting custom messages, badges, and rewards to their

Chatter feed.

Work.com Recognition includes Thanks with unlimited custom badges and the ability to tie badges
to tangible rewards such as gift cards. Managers can create reports and dashboards to view data
on Recognition leaders. In addition to the required user permissions, your administrator must enable
Thanks and Rewards for your organization. Depending on how your administrator configured
Work.com, the Recognition tab and Badges tab may appear as top-level tabs. Additionally, the
Recognition tab may appear as a subtab on your Chatter profile.

@ Nofe: Users can create, edit, share, and give thanks badges without a Work.com license.
However, users will still need a Work.com license to use badges tied to rewards. For more
information about obtaining Work.com, contact Salesforce.

Recognition Overview

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

Rewards features require a
license to Work.com, which
is available as an add-on
license for Professional
Edition, Enterprise Edition,
Unlimited Edition, or
Developer Edition, and is
included in Performance
Edition.

&% All About Execution
&% Top Performer

#% Teacher

&% HotlLead

ik KeyWin

&% Competition Crusher
#% Customer Hero

&% Deal Maker

&% Cold Star

% Thanks

ﬂ Recycle Bin

Profile Chatter People Reward Fund Reward Fund Type

Feedback Coaching Performance Calibration +
Badges Help for this Page &
W Home I
View: Al v || Go! | Create New View
N -

Recent Badges ew Recently Viewed ¥
Badge Name Description Created By

0 All Apout Execution Like the mailman, you deliver! Allser

@ Top Pedormer Faor crushing your numbers! Allser

@ Teacher For sharing your knowledge AUser

@ Hot Lead Thank you for your hot lead! Alser

Access the library of available badges from the Badges tab. Click New to create a badge, or click a badge to see or edit badge details.
You can only view the badges you have permission to give, and your ability to create or edit badges may be limited depending on how

your feature is configured.
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@ Post ff% Thanks @ File  More ~
Alicia Barton

Thanks for all your feedback and helping me meet my sales guota this
guarter. You're an amazing team player!

Change Badge

To My Followers «

Give thanks badges from the Chatter publisher. Users are currently limited to giving badges to one user at a time. For more information,
see Give Thanks to Your Coworkers.

View the badges a user has received on the Recognition tab of their Chatter profile.

SEE ALSO:
Create a Badge
Configure Access to Thanks Badges
Reward Funds

Create Reward Funds
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Create a Badge

Create custom badges to uniquely recognize and thank your coworkers.

1.

Click the Badges tab.

If the Badges tab isn‘t displayed, click + to the right of your current tabs and select it from the
All Tabs page.

Click New.

Enter a name and description for the badge, add a badge image, and optionally assign rewards
and badge limits.

@ Note:
e Only users with Rewards enabled can create a Rewards badge.

e Badges can't be transferred from a sandbox organization to a production organization.

e You can limit access to badge records with the Access related list, but badge images
are externally available.

Badge Field Description
Badge Name The name of the badge.
Active Indicates that the badge is active and available

to give. This setting is enabled by default.

Reward Fund Select a reward fund for this badge, if
applicable.

Owner Name The name of the badge owner.

Company Badge Select to make this badge a company badge.

Only users with the Chatter moderator
permission can create and edit company
badges. Company badges enable all users to

give the badge.

Description A description that explains the significance of
the badge.

Image URL Avisual representation of the badge. Click the

image field to select a picture from a directory
on your computer. Badge images are stored
at 128 x 128 pixels and are externally available.

Limit Number The number of badges that are available. This
can be per user or across all users. The default
value is unlimited badges.

Limit Start Date Indicates when the system begins to count
the number of badges used. The default value
is the date the badge is created.
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EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

Rewards features require a
license to Work.com, which
is available as an add-on
license for Professional
Edition, Enterprise Edition,
Unlimited Edition, or
Developer Edition, and is
included in Performance
Edition.

USER PERMISSIONS

To view the Badges tab:
* No additional user
permission needed

To build a badge:

e Create on Documents

* The Restrict Custom
Badge Creator sefting is
disabled by default. If
the setting is enabled,
users need the Create
Custom Badge
Definitions permission.
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Badge Field Description

Recognition Overview

Limit Type Select Per User to have Limit Number apply to each user. Select
Per Company to have Limit Number apply to the entire

organization.

4, C(lick Save.

Access for custom badges is set to all internal users by default. To change the access to a custom badge, go to the badge detail page

and click Edit List on the Access related list.

SEE ALSO:
Recognition Overview
Configure Access to Thanks Badges

Reward Funds

Configure Access to Thanks Badges

Configure access to a thanks badge using its Access related list.

1. From the Badges tab, click the badge you'd like to modify.

If you don't see the Badges tab, click & to the right of your current tabs and select it from the
All Tabs page.

2. Underthe Access related list, click Edit List.
3. Enter the public groups or users you want to grant access to.

You can only grant access to users with supported licenses.

4, C(lick Save.

SEE ALSO:
Recognition Overview
Create a Badge

Reward Funds
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EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

Rewards features require a
license to Work.com, which
is available as an add-on
license for Professional
Edition, Enterprise Edition,
Unlimited Edition, or
Developer Edition, and is
included in Performance
Edition.
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Reward Funds

Work.com Rewards allow you to tie tangible rewards to your badges. You can attach badges to EDITIONS
tangible rewards from most digital gift codes globally.

Your administrator must enable Thanks and Rewards in your organization. Available in: Salesforce
Work.com Rewards supports your choice of rewards programs or brands in addition to the default Classic
Amazon.com™ reward fund type. Reward information is stored in two objects, Reward Fund Type Available in: Professional,
and Reward Fund. Here's a quick introduction to the differences between the two. Enterprise, Performance,
Reward Fund Type ;J(?:!mlfed, and Developer
This object holds the fixed information about a reward such as the currency type, redemption fons
information, and CSV file upload details. Examples include Amazon.com™, iTunes™, or Starbucks ™. Rewards features require a

license to Work.com, which
is available as an add-on
license for Professional
Edition, Enterprise Edition,

Reward Fund
This object holds the gifts codes and can only be tied to a single reward fund type. Each reward
fund has a set value that you determine by purchasing gift codes for the specific denomination.

For example, a reward fund called Q1 US Rewards may contain codes linked to Amazon.com Unlimited Edition, or

gift cards worth $100 each. Another reward fund called Q1 Customer Service Rewards may Developer Edition, and is
contain codes linked to Amazon.com gift cards worth $20 each. These reward funds would be included in Performance
related to the same reward fund type. However, a reward fund linked to Starbucks gift cards Edition.

would be related to a different reward fund type.

You can create reward badges in three steps. USER PERMISSIONS

1. Create a reward fund type or use the default Amazon.com reward fund type.

To view Reward Funds:
e Read on Reward Funds
3. Tie athanks badge to a reward fund. To create Reward Funds:

2. Create areward fund and upload reward codes.

e Create on Rewards
SEE ALSO: Create on Reward Funds
Recognition Overview
Create Reward Fund Types
Create Reward Funds

Create a Badge
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Create Reward Fund Types

Use reward fund types to specify general reward information, such as currency codes, redemption

information, and CSV file upload details.

1. Click the Reward Fund Type tab.

If the Reward Fund Type tab isn't available, click « to the right of your current tabs and select

it from the All Tabs page.

2. Click New.

3. Enter the Reward Fund Type details.

Information
Field

Reward Fund Type
Name

Credit System

Active
Owner Name
Currency Code

Predefined

Redemption

Field

Redemption Url

Redemption
Information

Description

The name of the reward fund type. Try to pick something descriptive,
like Amazon.CA (Canada) or Starbucks (US).

Select Gift Codes to tie your rewards to a cash reward. Select Points if
the reward is not tied to cash. Reward Fund Types that use Points
ignore the Currency Code field.

Whether the reward fund type is active or not.
The owner of the reward fund type.
The type of currency.

Read-only setting that indicates if a reward fund type is predefined,
like the default Amazon.com type. You can't change the name, credit
system, or currency code on predefined reward fund types. Predefined
fund types are system-generated and can't be edited.

Description

The URL where the reward is redeemed. This field is optional based
on the type of reward code. For reward codes that are links, do not
enter a redemption URL.

The instructions for redeeming the reward, including any extra steps
the user may need to take to redeem the reward.

Termsand Disclaimer  Extra legal information about the reward fund type.

Upload Configuration

Field

Reward Code Column

Description

Reward Funds

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

Rewards features require a
license to Work.com, which
is available as an add-on
license for Professional
Edition, Enterprise Edition,
Unlimited Edition, or
Developer Edition, and is
included in Performance
Edition.

USER PERMISSIONS

To view Reward Fund Types:

e Read on Reward Fund
Types

To create Reward Fund

Types:

e Create on Reward Fund
Types

Read and Create on
Reward Funds

Read and Create on
Rewards

The column in a CSV file that specifies the reward codes. The upload uses the second column by

default. Enter a number to specify a different column.
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Upload Configuration
Field Description
Reward Value Column The column in a CSV file that specifies the reward values. The upload uses the third column by
default. Enter a number to specify a different column.
4. C(lick Save.
SEE ALSO:

Reward Funds
Create Reward Funds
Create a Badge

Recognition Overview

Create Reward Funds

Use reward funds to hold the gift codes related to a reward fund type. EDITIONS
Users can build reward badges from the reward funds they created. Reward funds can include
Amazon.com™ gift cards purchased from one of our third-party vendors, such as TangoCard"™, or Available in: Salesforce
different rewards programs beyond Amazon.com. Classic
1. Click the Reward Fund tab. Available in: Professional,
If the Reward Fund tab isn't available, click + to the right of your current tabs and select it Enterprise, Performance,
from the All Tabs page. Unlimited, and Developer
Editions
2. ClickNew. Rewards features require a
3. Name your fund, select the Reward Fund Type, and enter the reward value. license to Work.com, which
4. Click Save is available as an add-on
' license for Professional
5. Upload or enter your gift codes. Edition, Enterprise Edition,
¢ Toupload gift codes through a CSV file, select Upload CSV, then select Choose File. Select Unlimited Edit‘i?“' or -
a CSV file and click Upload. Developer Edition, and is
included in Performance
By default, the upload uses the second column for reward codes and the third column for Edition.

reward values. However, you can set these to different values on the related reward fund
type. Here’s an example of how you might format your CSV file:

USER PERMISSIONS
A B C

To view Reward Funds:
1 |Sequence Number Reward Code Reward Value

e Read on Reward Funds
2 1 1111-222222-3333 10
. To create Reward Funds:
. 2 1111-222927-4444 10 e Create on Reward Funds
4 3 1111-222222-5555 10

Create on Rewards

5 4 1111-222222-6666 10
7] 5 1111-222222-T777 10
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@ Nofe: Make sure the reward code data begins on the second row of the CSV file. The first row is seen as the header row
and is not uploaded.

e To manually enter gift codes, select New Reward. Enter the gift code and click Save.

SEE ALSO:
Recognition Overview
Reward Funds
Create Reward Fund Types
Create a Badge

Recognition Overview

Skills Overview

Skills allow users to share information about their professional expertise. With skills, users can EDITIONS
discover, collaborate with, and endorse others based on their knowledge.

The Skills feature makes it easier to identify experts in different areas. Users can add or remove skills Available in: Salesforce
on their Chatter profile page or on record detail pages, and other users can endorse those skills. Classic

Use the global search bar to search for experts with specific skills. Available in: Professional,

Enterprise, Performance,
Unlimited, and Developer
Editions

Chatter» People » Dan Perkins «

~

Feed Overview
Skills e
Sales | 2¢ | | Contract Negotiation | 1¢ | | Sales Management | 1¢ | Forecasting 0

Supply Chain | 0¢ | Customer Demos 0

IN THIS SECTION:

Add a Skill Via Record Detail Pages
Add skills to share your professional expertise.

Remove a Skill Via Record Detail Pages
Remove a skill if it no longer applies.

Endorse a Skill Via Record Detail Pages
Endorse a user’s skill to promote their expertise in a specific area.

SEE ALSO:
Add a Skill Via Record Detail Pages
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Add a Skill Via Record Detail Pages

Add skills to share your professional expertise.

If the skill already exists, use the global search bar to find the skill, and click Add to My Profile on
the skill record.

1. From your personal settings, enter Advanced User Details inthe Quick Find
box, then select Advanced User Details. No results? Enter Personal Information in
the Quick Find box, then select Personal Information.

2. Inthe User Skills related list, click New Skill.
3. Enterthe name of your skill and an optional description.

4, C(lick Save.
The skill is created.

5. Click Add To My Profile.

6. Click Save.
The skill is associated with you.

You can also add skills on Chatter profile pages.

SEE ALSO:
Skills Overview
Remove a Skill Via Record Detail Pages

Endorse a Skill Via Record Detail Pages

Remove a Skill Via Record Detail Pages

Remove a skill if it no longer applies.

1. From your personal settings, enter Advanced User Details inthe Quick Find
box, then select Advanced User Details. No results? Enter Personal Information in
the Quick Find box, then select Personal Information.

2. Inthe User Skills section, click Del next to the skill you want to remove.
3. (lick OK.

The skill is no longer associated with you, but it's not deleted. Only skill owners with the proper
permissions and users with “Modify All Data” can delete skills.

You can also remove skills on Chatter profile pages.

SEE ALSO:
Skills Overview
Add a Skill Via Record Detail Pages
Endorse a Skill Via Record Detail Pages
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EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To add skills:
e Create on Skills and Skill
Users

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To remove skills:
e Read on Skills

AND
Delete on Skill Users
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Endorse a Skill Via Record Detail Pages

Endorse a user’s skill to promote their expertise in a specific area. EDITIONS

1. Go to the profile page of the user you'd like to endorse.

2. (Click [~ in the upper right comer and select User Detail. é;/;]sl:?é)le in: Salesforce

3. Inthe User Skills section, click the Skill User Name or Endorsements link next to the skill you'd

like to endorse. Available in: Professional,

. Enterprise, Performance,
4. (Click Add Endorsement. Unlimited, and Developer

5. Click Save. Editions

You can also endorse skills on Chatter profile pages.

USER PERMISSIONS
SEE ALSO: To add endorsements to
Skills Overview skills:
Add a Skill Via Record Detail Pages ¢ Create on Endorsements
Remove a Skill Via Record Detail Pages AND
Read on Skills and Skill
Users

Coaching Overview

With Work.com Coaching, you can privately coach or be coached by anyone in your company. You EDITIONS
can also share coaching spaces to include additional observers and participants. Access Coaching
via the Coaching tab or your profile page.

Available in: Salesforce
Classic

Goals Badges Reward Fund Reward Fund Type Reports + . . .
Available in: Professional,

Coaching Help for this Page @ Em‘erprise, Performance,
Home Unlimited, and Developer
Editions

View: |All v || Gol | Create New View

Coaching requires a
New Recently Viewed v Work.com license, which is
available as an add-on

Recent Coaching

Coaching Name Coach Person Coached Inactive . o
m— : : license for Professional
1:1 {Dan : Cindy) Perkins. Dan Central. Cindy vee . oee
. Edition, Enterprise Edition,
1.1 {Dan : Kasey) Perkins. Dan Central. Kasey L. ..
Unlimited Edition, or
Developer Edition, and is
_ included in Performance
On the coaching page you can: Edition.

e View a list of your coaching spaces.

You should create your own filters (such as My Coaches, People | Coach, and Inactive USER PERMISSIONS
Relationships) that are suitable for your organization.

To view coaching spaces:

e (lick New to create a coaching space. You can have as many coaching spaces as you want. '
e Read on Coaching

Click a coaching space in your list view to access the detail page. .
9sp y Pag To create coaching spaces:

e Create on Coaching
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Goals Badges Reward Fund Reward Fund Type Reports

Coaching
1:1 (Dan : Cindy)
Edit Layout | Printable View | Help for this Page &

J- Show Feed

« Back to List: Coaching
(Ogen Metrics [0] | Completed Metfrics [01 | Open Activities [01 | Activity History [0 | Notes & Attachments JQ[)

Coaching Detail Edit | | Delete | | Sharing

Coach  Dan Perkins Person Coached  Cindy Central
Inactive

v System Information
Created By  Dan Perkins, 12/1/2014 1:40 PM Last Modified By ~ Dan Perkins, 12/1/2014 1:40 PM

Edit | | Delete | | Sharing

From this page you can:
e C(lick Show Feed to see the feed related to a coaching space.

Your administrator must enable Chatter feed tracking to display the feed.

e Access the goals, metrics, activities, notes, and attachments related to a particular coaching space.

Configure Work.com Email Settings

e Set coaching spaces to inactive when they're no longer useful. This retains the record history, and the coaching space can also be

reactivated anytime.

e Delete coaching spaces if you have the right access level.

SEE ALSO:

Goals Overview

Configure Work.com Email Settings

Enable Work.com email to receive notifications related to your Work.com feedback and rewards.

1. Fromyour personal settings, enter Work . com inthe Quick Find box, then select Email
Settings under Work.com.

2. Inthe General section, select Receive emails.

You can deselect this option at any time, if you no longer want to receive any Work.com emails.

3. Inthe Personal section, select which type of emails you want to receive.

Email Setting Description

Someone gives me a reward Select this option, if you want to receive an
email when someone gives you a reward.

lam asked for a feedback, or receive feedback Select this option, if you want to receive an
to a question I've asked email when someone asks for your feedback
or someone answers a question you asked.
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EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To configure email settings:
e No additional
permissions required
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4, C(lick Save.

Creating Quotes and Documenting Contracts

Quotes

Quotes in Salesforce represent the proposed prices of your company’s products and services. You
create a quote from an opportunity and its products. Each opportunity can have multiple associated
quotes, and any one of them can be synced with the opportunity. When a quote and an opportunity
are synced, any change to line items in the quote syncs with products on the opportunity, and vice
versa. Get an overview of all your quotes on the Quotes tab. And if you're using Lightning Experience,
track sales activity in Path and stages in Kanban.

IN THIS SECTION:

Create and Manage Quotes

Create quotes to show your customers the prices of the products and services that you offer.
Create a set of quotes to show different combinations of products, discounts, and quantities
so customers can compare prices. Then add products as needed to keep your quotes up to
date.

Sync Quotes and Opportunities

Link a quote to the opportunity that it was created from. That way, updates to one record are
always reflected in the other.

Create and Email Quote PDFs

Provide quotes to your customers the easy way: via PDF. Create quote PDFs from a standard
template or from your company’s design. Email quotes to your customers. Then delete quotes
that you no longer need.

Considerations for Deleting Quotes

Before you delete a quote, it's a good idea to understand how deleting a quote affects
quote-related PDFs and syncing with opportunities.

SEE ALSO:
Opportunities
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EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Performance
and Developer Editions

In Sales Cloud, also
available in: Professional,
Enterprise, and Unlimited
Editions

USER PERMISSIONS

To view quotes:
* Read on Quotes

To create quotes:
e Create on Quotes

To add quote line items:
e Edit on Quotes
AND

Read on Products and
Price Books
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Create and Manage Quotes

Create quotes to show your customers the prices of the products and services that you offer. Create
a set of quotes to show different combinations of products, discounts, and quantities so customers
can compare prices. Then add products as needed to keep your quotes up to date.

1. Click New Quote on the Quotes related list on an opportunity. The Subtotal, Discount,
Total Price,and Grand Total fields show values from the opportunity.

2. Complete the fields.
3. Save your changes.

e Aunique quote number is added.
® Products on the opportunity are copied to the quote as line items.

e Thegrand total is recalculated based on the taxes and shipping information that you entered.

To add a line item to a quote:

1. Click Add Products (Lightning Experience) or Add Line Item (Salesforce Classic) in the Quote
Line ltems related list.

2. Ifno price book was selected on the opportunity, select a price book for the quote. Otherwise,
the quote uses the opportunity’s price book.

3. Enter search criteria in the lookup to locate a line item.

4. Select the products that you want to add, and then click Next (Lightning Experience) or Select
(Salesforce Classic).

5. Complete the fields. The sales price defaults to the product’s list price as recorded in the price
book. Depending on your permissions, you can edit the sales price.

6. Save your changes.

The line items are added to the Quote Line Iltems related list. The grand total in the detail section
is the sum of the related line items. The discount is the average discount for the line items.

SEE ALSO:
Considerations for Creating and Managing Quotes and Quote Line ltems
Create and Email Quote PDFs
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EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Performance
and Developer Editions

In Sales Cloud, also
available in: Professional,
Enterprise, and Unlimited
Editions

USER PERMISSIONS

To view quotes:
e Read on Quotes

To create quotes:
e Create on Quotes

To add quote line items:
e Edit on Quotes
AND

Read on Products and
Price Books
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Sync Quotes and Opportunities

Link a quote to the opportunity that it was created from. That way, updates to one record are always
reflected in the other.

1. Open the quote that you want to sync, and then click Start Sync.

2. Follow the prompts until the quote and opportunity are synced.
The opportunity’s Synced Quote field and quotes related list identify the quote that's
synced.

3. To stop syncing between a quote and an opportunity, open the synced quote, and then click
Stop Sync.

Updates are no longer synced between the records.

4. To sync a different quote with an opportunity, follow the steps for syncing a quote.

The previously synced quote stops syncing, and the new quote starts.

SEE ALSO:
How Quote Syncing Works
Troubleshooting Quote Syncing

Create and Email Quote PDFs

Provide quotes to your customers the easy way: via PDF. Create quote PDFs from a standard template
or from your company’s design. Email quotes to your customers. Then delete quotes that you no
longer need.

IN THIS SECTION:

Create a Quote PDF from the Standard Template
Quickly create quote PDFs from the standard templates.

Create a Quote PDF by Selecting a Template
Select from the available templates to create a PDF.

Email Quote PDFs
Email quotes to your customers.

SEE ALSO:

Considerations for Creating Quote PDFs
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Quotes

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Performance
and Developer Editions

In Sales Cloud, also
available in: Professional,
Enterprise, and Unlimited
Editions

USER PERMISSIONS

To sync quotes:
e Create on quotes

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Performance
and Developer Editions

In Sales Cloud, also
available in: Professional,
Enterprise, and Unlimited
Editions

USER PERMISSIONS

To create or email quote
PDFs:

e Edit on quotes
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Create a Quote PDF from the Standard Template

Quickly create quote PDFs from the standard templates.

If you haven't created custom templates or generated PDFs, start from the standard template.
1. On the quote detail page, generate a preview by clicking Create PDF.

2. Save the PDF to the Quote PDFs related list by clicking Save to Quote. The PDF name is the
quote name plus a version number, such as AcmeQuote VI.

Create a Quote PDF by Selecting a Template
Select from the available templates to create a PDF.
1. Do one of the following.

e Ifyou're using Lightning Experience, click Create PDF, and then choose a template from
the dropdown list.

e Ifyou're using Salesforce Classic, click the Create PDF dropdown list, and then select a
template from the Recent Templates list, or click Choose Template and search for
the template that you want to use.

2. Generate a preview by clicking Create PDF.

3. Save the PDF to the Quote PDFs related list by clicking Save to Quote. The PDF name is the
quote name plus a version number, such as AcmeQuote VI.

Email Quote PDFs

Email quotes to your customers.

IN THIS SECTION:

Email Quote PDFs and Other Documents in Lightning Experience

Make it easy for your customers to compare. Email one or more quote PDFs and other documents
at the same time in Lightning Experience.

Email a Quote PDF in Salesforce Classic
Email a quote for your customer’s approval in Salesforce Classic.
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EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Performance
and Developer Editions

In Sales Cloud, also
available in: Professional,
Enterprise, and Unlimited
Editions

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Performance
and Developer Editions

In Sales Cloud, also
available in: Professional,
Enterprise, and Unlimited
Editions

EDITIONS

Available in: both Salesforce

Classic and Lightning
Experience

Available in: Performance
and Developer Edifions

In Sales Cloud, also
available in: Professional,
Enterprise, and Unlimited
Editions

Quotes



Sell to Your Customers

Email Quote PDFs and Other Documents in Lightning Experience

Make it easy for your customers to compare. Email one or more quote PDFs and other documents
at the same time in Lightning Experience.

1. Click Send Email on a quote’s activity timeline, or click Email PDF next to a quote in the Quote
PDFs list view. An email task opens.

2. Enter the customer's email address, a subject, and body text.

3. C(lick Attach file, add quotes and other documents one at a time, and then send.

Email a Quote PDF in Salesforce Classic
Email a quote for your customer’s approval in Salesforce Classic.

1. Click the email option on the PDF preview, on the quote detail page, or next to the PDF in the
Quote PDFs related list. An email task opens with the current quote PDF attached.

2. Enter the customer's email address, a subject, and body text, and then send.

Considerations for Deleting Quotes
Before you delete a quote, it's a good idea to understand how deleting a quote affects quote-related

PDFs and syncing with opportunities.

e Ifyou have the appropriate permissions, and you're an admin, the quote owner, or someone
above the quote owner in the organization role hierarchy, you can delete quotes.

e When you delete a quote, here's what happens. All related PDFs, notes, and attachments are
deleted. If the quote is synced with an opportunity, the record is removed from the opportunity’s
Quotes related list. The deleted quote is moved to the Recycle Bin (Salesforce Classic only).

e Ifyou undelete a previously synced quote, it's no longer synced with the opportunity.

294

EDITIONS

Available in: Lightning
Experience

Available in: Performance
and Developer Editions

In Sales Cloud, also
available in: Professional,
Enterprise, and Unlimited
Editions

EDITIONS

Available in: Salesforce
Classic

Available in: Performance
and Developer Edifions

In Sales Cloud, also
available in: Professional,
Enterprise, and Unlimited
Editions

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Performance
and Developer Editions

In Sales Cloud, also
available in: Professional,
Enterprise, and Unlimited
Editions

Quotes
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Considerations for Creating and Managing Quotes and Quote

Line Items

Considerations for Creating and Managing Quotes and Quote Line ltems

Before you create a quote or work with quote line items, review a few key points.

Nofte: Your user permissions determine which tasks you can perform. See your Salesforce
admin for help with any tasks that you can't perform on your own.

Relevant price books, products, and list prices must be active in an opportunity before you can
create a quote for the opportunity.

Professional, Enterprise, Performance, Unlimited, and Developer Edition orgs can activate record
typesandaskyoutochoosea Record Type when creating a quote. Record types determine
the picklist values and business processes that are available when you create or edit a record.
If you use divisions (Salesforce Classic only), the division of a new quote is automatically set to
the division of the related opportunity.

If a quote is synced with an opportunity, and you add a line item to the quote, the new line
item is copied to the opportunity as a product in the Products related list.

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Performance
and Developer Editions

In Sales Cloud, also
available in: Professional,
Enterprise, and Unlimited
Editions

If an opportunity is syncing with a quote, deleting the quote line item deletes the corresponding product from the opportunity’s

Products related list.

Custom field syncing isn't supported. When a quote is created from the API, the quote line items aren't created based on the

opportunity line items. New opportunity line items are created based on the quote line items.

If a product has default schedules, the schedules aren’t created when you add a line item to a quote. If the line item is copied from
the opportunity, you can view the schedule from the opportunity. To change the schedule, edit the product record directly.

If you have a quote line item with a discount, and the product has a default schedule on the product record or an individual schedule

on the opportunity product record, you can't edit the Discount field of the line item.

Considerations for Creating Quote PDFs

Before you create quote PDFs, consider a few key points.

Quote PDFs don't support right-to-left languages. The text aligns to the left side of the page
instead of the right.

Text fields in a related list in a quote PDF are truncated to fewer than 256 characters. This limit
occurs on rich text area fields, other types of text fields, standard fields, and custom fields.

Your Salesforce admin determines which status is the default for new quotes and which statuses
allow you to email a quote PDF. For example, your admin can prevent you from emailing a
quote whose statusis In Review.

295

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Performance
and Developer Editions

In Sales Cloud, also
available in: Professional,
Enterprise, and Unlimited
Editions
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How Quote Syncing Works

Quote syncing lets you link a quote to the opportunity that it was created from and synchronize all
updates between the two records. An opportunity can have multiple quotes, but it can sync with
only one quote at a time.

While a quote and an opportunity are synced, any addition or change to the list of products in one
record syncs with the list of products in the other one. Adding or removing a line item from a quote
updates the synced opportunity’s Products related list. Adding or removing a product from the
opportunity updates the synced quote’s Quote Line Items related list. Product sorting also syncs
between the two records. The quote and opportunity continue to sync each way until you stop
syncing or delete one of the records.

You can sync quotes and opportunities that don't have any products. When you add a product to
either record, it's automatically added to the record that it's synced to.

If an opportunity and a quote are synced, the opportunity identifies the synced quote in the following
places.

e The Synced Quote field on the Opportunity detail page
e The Syncing checkbox in the Quotes related list

You can't edit the opportunity’s Amount field, even if you stop syncing.

How Quote Syncing Works

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Available in: Performance
and Developer Editions

In Sales Cloud, also
available in: Professional,
Enterprise, and Unlimited
Editions

If you replace the synced quote with another synced quote, the existing opportunity line items are replaced by the newly synced quote

records.

If you stop the sync between a quote and an opportunity, the link is broken and the records are no longer automatically updated with

each other's changes.

SEE ALSO:
Sync Quotes and Opportunities
Troubleshooting Quote Syncing

Troubleshooting Quote Syncing

Errors can occur when you try to sync quotes under certain conditions. Review common error
messages, and learn how to resolve them. If you don't have the appropriate permissions, contact
your Salesforce admin.

This quote can't be synced because it has inactive or archived products.

e Ifthe productisn't active, edit the product and select the Active checkbox.

e If the product has been archived and the opportunity isn't closed, delete the product.
This quote can't be synced because it has an inactive or archived price book.

e Ifthe price book isn't active, edit the price book and select the Active checkbox.

e Ifthe price book has been archived and the opportunity isn't closed, delete the price book.
This quote can't be synced because it has inactive or archived list prices.

e Ifthe list price isn't active, edit the list price and select the Active checkbox for the list
price.

e Ifthe list price has been archived and the opportunity isn't closed, delete the list price.
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This quote can't be synced because it has an inactive currency.
Activate the currency from Setup by entering Manage Currencies inthe Quick Find box, then selecting Manage
Currencies.

This quote can't be synced because one or more of the schedules for the opportunity products have changed since the quote
was created.
Create a different quote and sync it, or open the product, delete the schedule, and then re-create the schedule.

This quote can't be synced because another quote that’s being synced for this opportunity is locked due to a workflow
approval process. Opportunities can only sync with one quote at a time.
To unlock the other quote, finish the approval process or recall the request for approval.

The SyncedQuote field is read only within a trigger.
Determine whether your Salesforce org is using an Apex trigger that's attempting to modify the SyncedQuote field. The
SyncedQuote field is read only and can't be modified with a trigger. An admin can modify the trigger.

Contracts
A contract is a written agreement between parties. Many companies use contracts to define the EDITIONS
terms for doing business with other companies. Use Salesforce to establish and document the

contracts that you have with your accounts and opportunities. Track the contract through your
approval process. And use workflow alerts to remind yourself of contract renewals.

Available in: both Salesforce
Classic and Lightning
Experience

IN THIS SECTION: Available in: Performance
Guidelines for Creating Contracts and Developer Editions

When you create a contract, consider the type of information that's needed to maximize the

lity of q Available in: Professional,
quality of your data.

Enterprise, and Unlimited
Contract Fields Editions with the Sales Cloud

Your page layout and field-level security settings determine which fields are visible and editable.

Activate Contracts
Activate a contract to indicate that it's in effect. An activated contract is read-only.

Contract History
Curious about the changes made to a contract during its lifecycle? View the Contract History related list on a contract’s detail page.

Delete Contracts
To keep your data up-to-date, delete contracts that are no longer valid.
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Guidelines for Creating Contracts

When you create a contract, consider the type of information that's needed to maximize the quality
of your data.

e The start date (required)
e How long the contract will be in effect: the term in months (required)
e Theenddate

Some admins configure Salesforce to calculate the contract end date based on the contract start
date and contract term. If the contract end date is calculated, it doesn’t appear on the contract’s
edit page.

If you use divisions (Salesforce Classic only), the division of a new contract is set to the division of
the related account.

SEE ALSO:

Contract Fields

Contract Fields

Your page layout and field-level security settings determine which fields are visible and editable.

A contract has the following fields, listed in alphabetical order.

Field Description

Name of the account associated with the
contract.

Account Name

Activated By Name of the person who activated the contract.

Activated Date Activation date of the contract.

Billing City City portion of billing address. Up to 40

characters are allowed.

Billing Country Country portion of billing address. Entry is
selected from a picklist of standard values or
entered as text. If the field is a text field, up to

80 characters are allowed.

Billing State/Province State or province portion of billing address. Entry
is selected from a picklist of standard values or
entered as text. If the field is a text field, up to

80 characters are allowed.

Billing Street Street address used for billing. Up to 255

characters are allowed in this field.

Billing Zip/Postal Code Zip or postal code portion of billing address. Up

to 20 characters are allowed.

Company Signed By User at your company who authorized the

contract.

298

Contracts

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Performance
and Developer Editions

Available in: Professional,
Enterprise, and Unlimited
Editions with the Sales Cloud

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Performance
and Developer Editions

Available in: Professional,
Enterprise, and Unlimited
Editions with the Sales Cloud



Sell to Your Customers Contracts

Field Description
Company Signed Date Date when the contract was authorized.
Contract Division Division to which the contract belongs (Salesforce Classic only).

This value is inherited from the related account. Available only in
orgs that use divisions to segment data.

Contract End Date Last day when the contract is in effect. Your admin can configure
Salesforce to calculate the contract end date based on the contract
start date and contract term. If this field is auto-calculated, it doesn't
appear on the contract edit page.

Contract Name Title for the contract that distinguishes it from other contracts.

Contract Number Unigue number assigned to the contract. Numbering for contracts
starts at 100. (Read only.) Admins can modify the format and
numbering for this auto-number field.

Contract Owner User who owns the contract record.

Contract Start Date First day when the contract is in effect.

Contract Term (months) Number of months that the contract is in effect.

Created By User who created the contract record.

Customer Signed By Contact on the account that authorized the contract.
Customer Signed Date Date when the contact signed the contract.

Customer Signed Title Title of the contact who signed the contract.

Description Statement describing the contract.

Last Modified By User who most recently changed the contract record.

Owner Expiration Notice Number of days before the contract end date when you want to

send the notification, if the contract owner and account owner
wants to be notified of an upcoming contract expiration.

Shipping City City portion of primary mailing or shipping address. Up to 40
characters are allowed.

Shipping Country Country portion of primary mailing or shipping address. Entry is
selected from a picklist of standard values or entered as text. If the
field is a text field, up to 80 characters are allowed.

Shipping State/Province State or province portion of primary mailing or shipping address.
Entry is selected from a picklist of standard values or entered as
text. If the field is a text field, up to 80 characters are allowed.

Shipping Street Primary mailing or shipping street address of account. Up to 255
characters are allowed.

Shipping Zip/Postal Code Zip or postal code portion of primary mailing or shipping address.
Up to 20 characters are allowed.
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Field Description
Special Terms Any terms that you've agreed to and want to track in the contract.
Status Stage that the contract has reached in the contract business

process. Your admin can add values to this picklist within three
system-defined contract status categories: Draft, In Approval
Process, and Activated. You can use these status categories to track
contracts within your business process using reports and views.

Custom Links List of custom links for contracts set up by your admin.

SEE ALSO:

Guidelines for Creating Contracts

Activate Contracts

Activate a contract to indicate that it's in effect. An activated contract is read-only. USER PERMISSIONS

Open a contract, and then click Activate.
To activate contracts:

e Activate Contracts
AND

Read and Edit on
contracts

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Performance
and Developer Editions

Available in: Professional,
Enterprise, and Unlimited
Editions with the Sales Cloud
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Contract History

Curious about the changes made to a contract during its lifecycle? View the Contract History related
list on a contract’s detail page.

Here’s how it works. When someone modifies a standard or custom field whose history is tracked
on a contract, an entry is added to the Contract History related list. Entries show the date, time,
nature of the change, and who made the change. (Changes to the contract’s related lists aren’t
tracked here.)

The default is to track changes for contracts with a status of In Approval Process or Activated. To
track changes for contracts with any status, ask your Salesforce admin to Customize Contracts.

Toreport on activated contracts whose fields are tracked, choose Contract History under Contracts
and Orders in the Reports area.

If you're using Lightning Experience, switch to Salesforce Classic to see Contract History.

Delete Contracts

To keep your data up-to-date, delete contracts that are no longer valid.
You delete a contract on the contracts list view or a contract’s detail page.
When you delete a contract:

e It's moved to the Recycle Bin (Salesforce Classic only).

e Allrelated orders, notes, attachments, events, tasks, history, and approval requests are deleted.
(Associated accounts aren't deleted.) If you undelete the contract (Salesforce Classic only), the
related items are restored.
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EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience
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To delete inactivated
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To delete activated
contracts:
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AND
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Managing and Tracking Customer Orders

Orders

Use orders to track your customers' requests for products and services.

An order is an agreement between a company and a customer to provision services or deliver
products with a known quantity, price, and date. Your Salesforce admin determines whether you
add orders to contracts or accounts.

Forexample, an Internet service provider probably requires customers to commit to a year of service.

That company requires contracts as a reference for every order. But a company that sells clothing

probably sells products in a single transaction. That company associates each order with an account.

IN THIS SECTION:

Guidelines for Creating Orders

When you're creating orders, make sure that you follow key guidelines.

Editing and Deletion Limitations for Orders and Reduction Orders

Some fields aren't editable after an order is created. Others aren't editable after an order has
been reduced.

Considerations for Activation Limitations

Protect the integrity of your order data with activation limitations for orders and reduction
orders.

Share Orders

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To view the Orders tab:
e Read on orders

To view orders:
e Read on orders

Your Salesforce admin defines your company’s default sharing model. You can change this model to extend sharing to more users
than the default allows. You can't change the sharing model to make it more restrictive than the default.

Order History

Track changes to an order, such as when the status is modified, on its detail page by using the Order History related list.

Order Fields

Your page layout and field-level security settings determine which fields are visible and editable.

SEE ALSO:

Reduction Orders
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Guidelines for Creating Orders

When you're creating orders, make sure that you follow key guidelines.

e Associate each order with an account and optionally with a contract, depending on your
Salesforce admin’s settings.

® You can create an order from the Orders tab and then manually add the associated account
and contract. But if you create an order directly on an account or contract via its Orders related
list, no extra step is required. The order is associated with that record.

e To create an order with the same details as another order, you can clone it. (If you're using
Lightning Experience, when you clone an order with products, the products aren’t cloned.
Clone the order, and then add products as needed to the new order.)

e Ifyou clone an order with products, you can't change the new order’s currency or price book.

SEE ALSO:
Add Products to an Order
Orders
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Classic and Lightning
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Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To create an order from the
Orders tab:

e Create on orders

To create an order on a

contract:

e Create on orders AND
Read on contracts

To create an order on an

account:

e Create on orders AND
Read on accounts
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Editing and Deletion Limitations for Orders and Reduction Orders

Some fields aren't editable after an order is created. Others aren't editable after an order has been
reduced.

@ Notfe: When you delete a contract, all related orders, notes, attachments, events, tasks, history, and approval requests are deleted.

In Salesforce Classic, you can't edit the status category of an order or reduction order from Draft
to Activated or vice versa. The status field is updated based on other processes. For example,
when you click Activate, the status category is changed from Draft to Activated. The status
picklist values sometimes differ depending on your Salesforce admin’s settings.

In Lightning Experience, Status picklist values aren't filtered based on an order’s status, so all
status values appear in the picklist.

Afteran order s created, you can changeits Account field only when the following conditions
are true.

— The order is in Draft status.

- Ifthe order has an associated contract, that contract is associated with the new account.
After an order is created, you can change its Contract field only when the following
conditions are true.

— The order is in Draft status.

— The account associated with the order is the same as the account associated with the new
contract.

- The currency associated with the order is the same as the currency associated with the new
contract.

— Ifthe order has an associated price book, that price book is associated with the new contract.

After a price bookiis assigned to an order, you can't change or remove the price book assignment.
If an order has an associated reduction order, you can't edit the order’s end date.

Before you delete an activated order or reduction order, deactivate it. And before you deactivate
the order, deactivate and delete any associated reduction orders.

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Orders are available in:
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

Reduction orders are
available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To edit an order or reduction
order:

e Edit on orders

To edit an activated order or
reduction order:
e Edit Activated Orders

To delete an order or
reduction order:

e Delete on orders

Only the order owners, account owners, contract owners, and Salesforce admins can delete related orders.

Associated accounts aren't deleted with the contract. The deleted contract is moved to the Recycle Bin (Salesforce Classic only).

If you undelete the contract, its related items are also restored.

SEE ALSO:

Reduction Orders
Guidelines for Creating Orders
Orders
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Considerations for Activation Limitations

Protect the integrity of your order data with activation limitations for orders and reduction orders.

You can activate orders for active contracts but not for inactive contracts.
You can activate orders only if they include order products.
You can activate reduction orders for order products only if they result in positive quantities.

After you activate an order or reduction order, you can modify order products. You can't add
or remove them.

Before you can deactivate an order that has reduction orders, you must deactivate and delete
its reduction orders.

SEE ALSO:

Orders

Reduction Orders

Share Orders

Your Salesforce admin defines your company’s default sharing model. You can change this model
to extend sharing to more users than the default allows. You can't change the sharing model to
make it more restrictive than the default.

1.

2.

To view and manage sharing details, click Sharing on the order detail page.

The Sharing Detail page lists the users, groups, roles, and territories that have sharing access to
the order. The Sharing button isn't available when the organization-wide default for orders is
controlled by the parent.

To grant access to the record for other users, groups, roles, or territories, click Add.

@ Note: You can share orders only with people who have “Read” permission on orders.
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EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Orders are available in:
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

Reduction orders are
available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To activate orders:
e Activate Orders

To deactivate orders and
reduction orders:

e Edit Activated Orders

EDITIONS

Available in: Salesforce
Classic

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions
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Order History

Track changes to an order, such as when the status is modified, on its detail page by using the Order
History related list.

When someone modifies a standard or custom field, an entry is added to the Order History related
list (available in Salesforce Classic only), regardless of the order’s status. All entries include the date,
the time, the nature of the change, and who made the change. Madifications to the related lists
on the order aren't tracked in the order history.

SEE ALSO:
Orders

Reduction Orders

Order Fields

Your page layout and field-level security settings determine which fields are visible and editable.

Orders and reduction orders have the following fields.

Field Description

Name of the account associated with the order.
(Read-only for reduction orders.)

Account Name

Account Number Unigue number automatically assigned to the
account associated with the order. (Read-only

for reduction orders.)

Name of the user who activated the order.
(Read-only.)

Activated By

Activated Date Date when the order was activated.

Billing City City portion of billing address. Up to 40

characters are allowed.

Country portion of billing address. Entry is
selected from a picklist of standard values or
entered as text. If the field is a text field, up to
80 characters are allowed.

Billing Country

Billing State/Province State or province portion of billing address.
Entry is selected from a picklist of standard
values or entered as text. If the field is a text

field, up to 80 characters are allowed.

Billing Street Street address used for billing. Up to 255

characters are allowed.

Billing Zip/Postal Code Zip or postal code portion of billing address. Up

to 20 characters are allowed.

Bill To Contact Contact to whom the order is billed.
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Field

Company Authorized By
Company Authorized Date
Contract End Date

Contract Name

Contract Number

Created By

Currency

Customer Authorized By
Customer Authorized Date
Description

Last Modified By
Opportunity

Order Amount

Order End Date

Order Name

Order Number

Order Record Type
Order Reference Number
Order Start Date

Order Type

Original Order

Owner

PO Date

PO Number

Description

User at your company who authorized the order.
Date when the order was authorized.

Last day when the contract is in effect. (Read-only.)

Title for the parent contract that distinguishes it from other
contracts. (Read-only.)

Unigue number automatically assigned to the contract. Numbering
for contracts starts at 100. (Read-only for reduction orders.)

User who created the order record. (Read-only.)

Default currency for all currency amount fields in the order.
(Read-only for reduction orders.)

Contact on the order’s account who authorized the order.
Date when the contact authorized the order.

Description of the order.

User who most recently changed the order record.
Opportunity that's associated with the order.

Total amount of the order.

Date when the order ends.

Title for the order that distinguishes it from other orders.

Unique number automatically assigned to the order. Numbering
for orders starts at 100. (Read-only.)

Record type assigned to this order.
Reference number assigned to this order.
Date when the order becomes effective.

Type of order. Entry is selected from a picklist of available values,
which a Salesforce admin sets. Each picklist value can have up to
40 characters.

For reduction orders only. Prepopulated with the ID of the parent
order when you create a reduction order by clicking Reduce
Order.

Owner of the order. Can be a user or queue. Order owners have
full access to their orders regardless of their account access.

Date when a purchase order was entered.

Number of the purchase order.
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Field

Quote

Reduction Order

Shipping City

Shipping Country

Shipping State/Province

Shipping Street

Shipping Zip/Postal Code

Ship To Contact

Status

SEE ALSO:
Orders
Reduction Orders
Order Product Fields

Orders

Description
Quote that's associated with the order.

If selected, the order record represents a reduction order.
Automatically selected when you create a reduction order by
clicking Reduce Order. (Read-only.)

City portion of primary mailing or shipping address. Up to 40
characters are allowed.

Country portion of primary mailing or shipping address. Entry is
selected from a picklist of standard values or entered as text. If the
field is a text field, up to 80 characters are allowed.

State or province portion of primary mailing or shipping address.
Entry is selected from a picklist of standard values or entered as
text. If the field is a text field, up to 80 characters are allowed.

Primary mailing or shipping street address of account. Up to 255
characters are allowed.

Zip or postal code portion of primary mailing or shipping address.
Up to 20 characters are allowed.

Contact to whom the order is shipped.

Indication of the stage that the order has reached in the order
business process.

You can add values to this picklist within two system-defined order
status categories: Draft and Activated. You can use these status
categories to track orders within your business process using
reports and views. Some user permissions apply specifically to
draft statuses. Others apply specifically to activated statuses.
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Order Products

An order product is a product or service that's provided to a customer according to an associated
order.

All order products in an order are associated with a price book. The Order Products related list on
an order indicates in parentheses which price book the order is associated with. For example, if the
Government price book is associated with your order products, the related list is titled Order Products
(Government).

A reduction order product is a product or service to be returned, reduced, deprovisioned, or disabled
according to an associated reduction order. Each reduction order product is directly associated with
an order product.

IN THIS SECTION:

Add Products to an Order
Track what you're selling by adding products to your customers’ order records.

Editing and Deletion Limitations for Order Products

Order Products

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Orders are available in:
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

Reduction orders are
available in: Enterprise,
Performance, Unlimited,
and Developer Editions

Depending on whether the parent order has been activated or reduced, limitations for when you can edit or delete order products

can apply.
Order Product Fields

Your page layout and field-level security settings determine which fields are visible and editable.

SEE ALSO:
Add Products to a Reduction Order
Orders

Reduction Orders

Add Products to an Order

Track what you're selling by adding products to your customers’ order records.

@ Note:

e You can use only one price book per order.

® You can add order products to draft orders only.

1. Open the order that you want to add products to.
2. Inthe Order Products related list, click the button for adding products.

3. Ifaprice bookisn't selected for this order, select the price book that you want to use, and then
save your changes.

4. Select the products to add to your order.
5. Enter a quantity and unit price for each order product.

6. Add line descriptions if needed.
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USER PERMISSIONS

To add products fo an order:
e Edit on orders
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7. Saveyour changes.

SEE ALSO:
Editing and Deletion Limitations for Orders and Reduction Orders
Considerations for Activation Limitations
Order Products
Orders

Editing and Deletion Limitations for Order Products

Depending on whether the parent order has been activated or reduced, limitations for when you EDITIONS
can edit or delete order products can apply.

e Ifan order or reduction order has been activated, you can't delete its order products. But you Available in: both Salesforce
can still edit an order product’s field:s. Classic and Lightning
e After an order product has been reduced, you can no longer edit or delete the order product Experience
in that order. Orders are available in:
Professional, Enterprise,
SEE ALSO: Performance, Unl?rtni'red,
and Developer Editions
Add Products to an Order
Add Products to a Reduction Order Red.uchon'orders Or?
available in: Enterprise,
Order Products Performance, Unlimited,
Reduction Orders and Developer Editions

USER PERMISSIONS

To edit an order product on
a draft order or reduction
order:

e Edit on order products

To delete an order product
on a draft order or reduction
order:

e Delete on order products

To edit order products on an
activated order or reduction
order:

e Edit Activated Orders
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Order Product Fields

Your page layout and field-level security settings determine which fields are visible and editable.

Order products and reduction order products have the following fields.

Field

Available Quantity

Created By

End Date

Last Modified By

Line Description

List Price

Order

Order Product Number

Original Order Product

Product

Product Code

Quantity

Quote Line Item

Start Date

Total Price

Description

Number of units available to be reduced. When
a reduction order is activated, an order
product’s available quantity is updated to reflect
the quantity of relevant reduction order
products.

Value must be greater than or equal to 0.
(Read-only.)

User who created the order product record.
(Read-only.)

End date for the order product.

User who most recently changed the order
record.

Description for this order product record.

Default price set by the price book on the
parent order. (Read-only.)

Parent order for this order product.

Automatically generated number that identifies
the order product record. (Read-only.)

Number that identifies the order product being
reduced. Required if the order product is
reducing another order product. (Read-only.)

Name of the product used in this order product
record. (Read-only.)

Internal code or product number used to
identify the product. (Read-only.)

Quantity of units of the product.

Quote line item that's associated with the order
product. The quote line item’s quote must
match the quote that's associated with the
order product’s parent order.

Start date for the order product.

Quantity of the order product multiplied by the
unit price.

3an
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EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Orders are available in:
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

Reduction orders available

in: Enterprise, Performance,
Unlimited, and Developer

Editions
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Field Description
Unit Price Unit price for the order product.
SEE ALSO:
Order Products
Order Fields

Reduction Orders

Use reduction orders to track requests to reduce, return, deactivate, or disable a customer’s products EDITIONS

or services.

A reduction order is an agreement between a company and a customer to process product returns, Available in: both Salesforce

deprovision services, or reduce services that have been provisioned. For example, if a customer has Classic and Lightning

purchased 30 items through an order and then requests to cancel that order, you can create a Experience

reduction order to track the request. Orders are available in:

You can create multiple reduction orders for a single order, but you can't create a single reduction Professional, Enterprise,

order for multiple orders. For example, to reduce order products that were purchased through three Performance, Unlimited,

activated orders, you create three reduction orders—one for each original order—even if all those and Developer Editions

orders are for the same account. Reduction orders are
available in: Enterprise,

IN THIS SECTION: Performance, Unlimited,

and Developer Editions
Reduce Orders

If your company accepts returns or reductions on activated orders, you can reduce the relevant
orders to reflect those exchanges of goods and services.

Add Products to a Reduction Order
After creating a reduction order, indicate which products need to be reduced and the quantities to reduce those products.

SEE ALSO:
Considerations for Activation Limitations
Editing and Deletion Limitations for Orders and Reduction Orders
Order Fields
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Reduce Orders

If your company accepts returns or reductions on activated orders, you can reduce the relevant
orders to reflect those exchanges of goods and services.

@ Note:
[ ]

Ifyou're using Lightning Experience, you can't create reduction orders. Switch to Salesforce
Classic.

® You can reduce activated orders only.

e You can apply a reduction order toward one order only. To reduce order products across
multiple orders, create a reduction order for each original order.

-

Go to the detail page of the order that you're reducing.
Click Reduce Order.

Enter the details for the reduction order, and then save your changes.

> W N

Add products to indicate which order products on the original order need to be reduced.

SEE ALSO:
Add Products to a Reduction Order
Considerations for Activation Limitations
Order Fields
Order Product Fields

Add Products to a Reduction Order

After creating a reduction order, indicate which products need to be reduced and the quantities
to reduce those products.

@ Note:

If you're using Lightning Experience, you can't create reduction orders. Switch to Salesforce
Classic.

e An order product is reducible only if its Available Quantity is greater than zero. You can
partially reduce a product, but you can't reduce it to less than zero.

e You can reduce up to 200 order products in one reduction order.
1. Open the reduction order that you want to add products to, or reduce an existing order to
create a reduction order.
2. Inthe Order Products related list, click Select Products to Reduce.

3. Inthe Quantity to Reduce column, enter the number of units to reduce each order product’s
quantity.
e Tofully reduce an order product, enter the same number in Quantity to Reduce as appears
in Available Quantity.

e Ifyou don't want to reduce an item, leave the Quantity to Reduce blank.

For example, if the original order included 3,000 coffee sleeves, and your customer needs only
2,000, enter 1000 in the Quantity to Reduce column.
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EDITIONS

Available in: Salesforce
Classic

Orders are available in:
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

Reduction orders are
available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To reduce an order:
e CreateReduction Orders

EDITIONS

Available in: Salesforce
Classic

Orders are available in:
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

Reduction orders are
available in: Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To add order products to a
reduction order:

e Edit on orders
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4. Save your changes.

SEE ALSO:
Reduction Orders
Order Products

Editing and Deletion Limitations for Order Products

Forecasting Sales

Predicting and Planning Sales Cycles with Collaborative Forecasts

Collaborative Forecasts

Collaborative Forecasts makes it easy to predict sales revenue and quantities.

EDITIONS

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.
Available in: both Salesforce

Classic and Lightning

IN THIS SECTION: Experience
Collaborative Forecasts Concepts Available in: Professional
Predict sales revenue and quantities from your opportunity pipeline, and incorporate product (no custom field forecasts),
families, opportunity splits, and custom opportunity currency fields if needed. Enterprise, Performance,
. . 4 Unlimited, and Developer
Guidelines for Using Collaborative Forecasts Editions

Review key guidelines to make sure that you get the most out of Collaborative Forecasts.
Opportunity Splits available

in: Performance and
Collaborative Forecasts lets you find and communicate opportunity and forecast information Developer Editions and in

easily. If you're using Collaborative Forecasts, make sure that you learn about the elements that Enterprise and Unlimited
comprise a forecast. Editions with the Sales Cloud

Monthly and Quarterly Forecasts

Collaborative Forecasts Elements

The Collaborative Forecasts rollup table displays forecast amounts for individual months or

quarters and a range of months or quarters, depending on your Collaborative Forecasts settings. Six months or four quarters is the
default. Your admin can also enable custom periods.

Forecast Hierarchy

The forecast hierarchy in Collaborative Forecasts is a nested, expandable list of forecast users that determines how forecasts roll up
within your company and who can view and adjust them. The forecasts hierarchy is based on the role hierarchy and specifies which
users are forecast managers.

Partner Portal User Opportunities in Collaborative Forecasts

Partner portal users are external to your Salesforce org but sell your products and services through indirect sales channels. Your
partner portal users use a portal tolog in to Salesforce. Partners can create opportunities, and users can assign opportunities to them.
Guidelines for Using Multiple Currencies in Collaborative Forecasts

If your company uses forecasts and multiple currencies, your Salesforce admin chooses a forecast currency and enables forecast
types. The forecast currency is your corporate currency or each forecast owner’s personal currency.
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Guidelines for Using Forecasting Reports

When using Collaborative Forecasts, review guidelines for how to get the most from forecasting reports.
Collaborative Forecasts Concepts
Predict sales revenue and quantities from your opportunity pipeline, and incorporate product EDITIONS
families, opportunity splits, and custom opportunity currency fields if needed.
@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts. Available in: both Salesforce

Classic and Lightning

Use Collaborative Forecasts to manage sales expectations and to predict and plan your company’s Experience

sales cycle from pipeline to closed sales. A forecast is an expression of expected sales revenue based
on the gross rollup of a set of opportunities. The forecast amounts on the forecasts page are totals
and subtotals of the opportunities in the four forecast categories—Pipeline, Best Case, Commit,

and Closed. Depending on how Salesforce is set up, these amounts can reflect opportunities from

Available in: Professional
(no custom field forecasts),
Enterprise, Performance,
Unlimited, and Developer
one or multiple forecast categories. On the forecasts page, roll overthe | i | (Salesforce Classic only) Editions

next to the column names to see which forecast categories roll up to the totals in each column. In
the rollup table on the forecasts page, forecast amounts are organized by forecast rollup, time
period, and optionally by product family. Forecasts can include adjustments made by forecast
managers to their immediate subordinates’ forecasts and adjustments made by forecast users to
their own forecast amounts.

Opportunity Splits available
in: Performance and
Developer Editions and in
Enterprise and Unlimited
Editions with the Sales Cloud
Your admin can enable up to four types of forecasts that you can switch between. Each type of

forecast stores its own quota and adjustment data.

Users can view forecast amounts and their related opportunities by forecast rollup for an individual or for everyone below them in the
forecast hierarchy. For example, they can see the July Best Case forecast for all the sales managers who report to them, all the sales reps
who report to any one of their managers, or just one individual. Users can also adjust their own forecasts and the forecasts of subordinates
one level below. The user interface makes all these tasks simple.

e Conduct status calls with an opportunity team.
e Select and view forecasts using an interactive, expandable table.
e See forecast summary information for single months or quarters and a multimonth or quarter range for each forecast rollup.

e Ifyou use product families, see forecast summaries for each product family. (If you're using Lightning Experience, your admin chooses
the product families that you can forecast on.)

e Ifyou use opportunity splits, see the split percentages and amounts that contribute to each forecast (Salesforce Classic only).

e View and use the list of opportunities related to each forecast amount that you select. Access opportunity details directly from this
list.

e Hover over a column boundary and click to adjust the width to view data more easily (Salesforce Classic only).

e Make adjustments and view adjustment details, such as the original forecast amount and who made the adjustment. If multiple
types of forecasts are enabled, each forecast type maintains separate adjustments.

e Ifyou're a forecast manager, move up and down through the forecasts hierarchy easily.
e \iew revenue- or quantity-based forecasts.
e View forecasts in multiple currencies.

e View quotainformation on each user’s forecast page. If multiple types of forecasts are enabled, each forecast type maintains separate
quota information.

e Use Collaborative Forecasts reports.
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Include the opportunities of your partner portal users in your forecasts.

SEE ALSO:

What's the difference between the Forecasting versions?

Guidelines for Using Collaborative Forecasts

Review key guidelines to make sure that you get the most out of Collaborative Forecasts. EDITIONS

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

Available in: both Salesforce
Classic and Lightning

General Guidelines Experience

Track important details at the opportunity level. Available in: Professional
(no custom field forecasts),
Enterprise, Performance,
Unlimited, and Developer
Editions

Measure everything related to potential deals—activities such as emails, meetings, and
outreach—to determine their contributions to revenue.

Create actionable tasks with next steps and completion dates pertaining to opportunities.

Map your sales stages to forecast categories. Adjust close probability based on historical data

to increase your forecast accuracy. Opportunity Splits available

in: Performance and

When adjusting forecasts, have conversations with your subordinates so that they understand Developer Editions and in
your expectations. Enterprise and Unlimited
Because opportunities can change frequently, revisit forecast adjustments weekly to avoid Editions with the Sales Cloud

out-of-date adjustments.

To ensure that the forecast visibility rolls up to every level of the hierarchy, designate each sales
manager with subordinates as a forecast manager in your forecast hierarchy.

Customize your forecast category names to match your business process and terminology.

Navigating Forecast Information

To view or adjust a subordinate’s forecasts, click Jump to (Salesforce Classic only), begin typing up to 20 characters in the text box
that appears, and then select the subordinate’s name.

@ Nofte: Only forecast managers who have Collaborative Forecasts users reporting to them in the forecast hierarchy can see
"Jump to.”
To expand a row on the forecasts page, click it.

Hover over a name to display the Details link. Navigation links with the names of forecast managers appear at the top of the page
as you drill down through the forecast hierarchy. Click these links to quickly move through the hierarchy.

Viewing Forecast Information

Keep your window sized to 1,024 pixels or greater.

Because of the format and amount of information in the forecast rollup table, working with forecasts in mobile browsers can be
difficult.

If you have multiple forecast types enabled, select which of them to view by clicking the name of the forecast in the gear (Lightning
Experience) or upper-right dropdown list (Salesforce Classic) on the forecasts page and then choosing a different type from the
menu.

Run reports to analyze trends and check performance.
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e (reate dashboards for metrics of all activities related to potential sales.

Collaborating with Chatter

Forecasts

e Use Chatter to share opportunity and forecast information with your team and bring attention to important details.

e [fChatteris enabled and you're a forecast manager, hover over a subordinate’s name and click Chat Now to display Chatter options

such as Follow or Send a message.

SEE ALSO:
Collaborative Forecasts Concepts

Guidelines for Using Forecasting Reports

Collaborative Forecasts Elements

Collaborative Forecasts lets you find and communicate opportunity and forecast information easily.
If you're using Collaborative Forecasts, make sure that you learn about the elements that comprise
a forecast.

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

Adjustment
Alayer of detail that you can add to a forecast amount. An adjustment shows forecast managers’
or sales reps’' judgment about the final amount that they expect a forecast’s opportunities to
bring in at the close of the forecast period. Some forecast managers need to adjust their own
or a subordinate’s forecast. For example, they know that some employees tend to be too
optimistic or too conservative when assigning amounts to opportunities. Sales reps can also
adjust their own forecasts if they think that opportunity amounts are understated or overstated.
Forecast managers can adjust forecasts that include only gross opportunity amounts and
forecasts that have adjustments made by someone else in their opportunity team. An adjustment
doesn’t change the underlying gross rollup amount—it just adds a layer of detail. If multiple
types of forecasts are enabled, each forecast type maintains separate adjustments.

Forecast managers can adjust their own Commit and Best Case forecasts and the forecasts of

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Professional
(no custom field forecasts),
Enterprise, Performance,
Unlimited, and Developer
Editions

Opportunity Splits available
in: Performance and
Developer Editions and in
Enterprise and Unlimited
Editions with the Sales Cloud

subordinates one level below them in the forecast hierarchy. They can view adjustments that subordinates make at every level below
them in the forecast hierarchy. Adjustments made to their subordinates’ forecasts roll up into their own forecasts. When you adjust,

you can include an explanatory note. Adjustment notes don't appear in reports.

Amount Without Adjustments

The sum of a person’s owned revenue opportunities and the person's subordinates’ opportunities, without adjustments. Subordinates
include everyone reporting up to a person in the forecast hierarchy. This amount is visible only on reports.

Amount Without Manager Adjustments

The forecast number as seen by the forecast owner. This is the sum of the owner's revenue opportunities and the owner's subordinates’
opportunities, including adjustments made by the forecast owner on the owner's or subordinates’ forecasts. It doesn't include

adjustments made by forecast managers above the owner in the forecast hierarchy.

Corporate Currency

The currency in which your corporate headquarters reports revenue and the basis for all currency conversions.

Forecast

An expression of expected sales revenue based on the gross rollup of a set of opportunities. The forecast amounts on the forecasts
page are totals and subtotals of the opportunities in the four forecast categories—Pipeline, Best Case, Commit, and Closed. Depending
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on how Salesforce is set up, these amounts can reflect opportunities from one or multiple forecast categories. On the forecasts page,

roll over the | i | (Salesforce Classic only) next to the column names to see which forecast categories roll up to the totals in each
column.

In the rollup table on the forecasts page, forecast amounts are organized by forecast rollup, time period, and optionally by product
family. Forecasts can include adjustments made by forecast managers to their immediate subordinates’ forecasts and adjustments
made by forecast users to their own forecast amounts.

Here you can view forecasts and related opportunities by forecast category for everyone below you in the forecast hierarchy or just
one person. For example, you can see the July Best Case forecast for all the sales managers who report to you, all the sales reps who
report to any one of your managers, or just one individual.

Forecast Amount
The revenue forecast from the forecast manager’s perspective and the sum of the owner’s and subordinates’ opportunities, including
all forecast adjustments.

Forecast Category
The category within the sales cycle to which an opportunity is assigned based on its opportunity stage. The standard forecast
categories are Pipeline, Best Case, Commit, Omitted, and Closed. You can customize the forecast category names.

Forecast Currency
Your corporate currency or each forecast owner's personal currency.

Forecast Display Currency
The currency that you select to display forecasts in. The selection must be an enabled currency and is made directly from the forecasts
page.

Forecast Hierarchy
A nested, expandable list of forecast users that determines how forecasts roll up within your company and who can view and adjust
them. The forecasts hierarchy is based on the role hierarchy and specifies which users are forecast managers. When Collaborative
Forecasts is enabled for you, a forecasts hierarchy is generated based on your role hierarchy, but sometimes you need to add or
remove managers, sales reps, or other users.

Forecast Owner
A forecast-enabled user who owns opportunities or is a forecast manager in the forecast hierarchy. Forecast managers can have
their own opportunities.

Forecast Quantity
The quantity forecast from the forecast manager’s perspective and the sum of the owner's and subordinates’ opportunities, including
all forecast adjustments.

Forecast Range
The date range that you want displayed in your forecast. Depending on your settings, the range can include months or quarters.

Forecast Type
Aforecast that's configured to use a specific type of data. You can use the opportunity Amount field, opportunity splits, overlay
splits, custom opportunity fields, or product families. Each forecast type has its own measurement: revenue or quantity. To use both,
enable a separate forecast type for each. Salesforce admins can enable up to four forecast types. You can't use quantity forecasts
with opportunity splits or custom opportunity field forecasts.

e Opportunity-quantity forecasts roll up based on the opportunity’s Quant ity field, while opportunity-revenue forecasts roll
up based on the opportunity’s Amount field.

e Foropportunity splits-revenue forecasts, the rollup is based on the opportunity’s Amount field and the split percentage that's
assigned to the sales rep.

e For custom opportunity field forecasts, the rollup is based on the custom field amount.
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e For product family-revenue forecasts, the rollup is based on the sum of the Total Price field forall opportunity line items
in that product family.

e Product family-quantity forecasts roll up based on the Quantity field for all opportunity line items in that product family.

e For opportunities without opportunity line items or with line items that don't have a specified product family, the totals roll up
into the Products Not Categorized row on the forecasts page.

Gross Rollup
An expression of expected sales revenue based on the gross value of a set of opportunities. A forecast always includes a gross rollup
amount and can also include adjustments.

Opportunities
The sales and pending deals that you want to track.

Opportunity Splits
Sharing credit across an opportunity team. If your forecast data source is opportunity splits, you can see the split information on the
forecasts page (in Salesforce Classic only).

Opportunity Stage
The current stage of an opportunity, such as Prospect or Proposal. Opportunity stage values correlate with forecast category values
to determine how the opportunity contributes to a forecast.

Owner Only Amount
The sum of a person’s revenue opportunities, without adjustments.

Owner Only Quantity
The sum of a person’s quantity opportunities, without adjustments.

Personal Currency
A user’s default currency for quotas, certain forecasting versions, and reports. This currency must be one of your active currencies in
Salesforce. Your quota amounts appear in your display currency.

Product Family
A way to categorize your products. For example, if your company sells hardware and software, you can create two product families:
Hardware and Software.

Quantity Without Adjustments
The sum of a person’s owned quantity opportunities and also his or her subordinates’ opportunities, without adjustments. Subordinates
include everyone reporting up to a person in the forecast hierarchy.

Quantity Without Manager Adjustments
The forecast number as seen by the forecast owner. This is the sum of the owner’s quantity opportunities and subordinates’
opportunities, including adjustments made on the subordinates forecasts. It doesn'tinclude adjustments made by forecast managers
above the owner in the forecast hierarchy.

Quota
The monthly or quarterly sales goal that's assigned to a user. A manager’'s quota equals the amount that the manager and team are
expected to generate together. The quota rollup is done manually by users and managers, and revenue or quantity data can be
used. If you have multiple types of forecasts enabled, each type maintains separate quota information.

Revenue
The total expected revenue from the opportunities that fit in a given category.

Rollup Table
The table at the top of the forecasts page. The opportunities list at the bottom of the forecasts page corresponds dynamically with
selections on the rollup table.
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Predicting and Planning Sales Cycles with Collaborative

Forecasts

A Collaborative Forecasts user below you in the forecast hierarchy. You can view all your subordinates’ forecasts. If you enable
adjustments, you can view all your subordinates’ adjustment information and adjust the forecasts of subordinates one level below
you in the hierarchy. Forecast amounts and adjustments roll up into the forecasts on your forecasts page.

SEE ALSO:

Collaborative Forecasts Concepts

Monthly and Quarterly Forecasts

The Collaborative Forecasts rollup table displays forecast amounts for individual months or quarters
and a range of months or quarters, depending on your Collaborative Forecasts settings. Six months
or four quarters is the default. Your admin can also enable custom periods.

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

Depending on your Collaborative Forecasts period settings, you can forecast up to 12 months or
eight quarters in the future or past. If your forecast range includes the current month or quarter,
the forecasts page displays the current month or quarter. Otherwise, the first month or quarter of
the range is selected. Regardless of whether your company uses monthly or quarterly forecasts,
forecast managers can use quotas and adjust their subordinates’ forecasts. Quota and adjustment
periods are based on the period settings.

The forecast date range becomes the default for all Collaborative Forecasts users. Users can use this
default or set a different date range display for their own forecasts. After users change their individual
forecast date range displays, admins can't override them. However, when changing the period
display from monthly to quarterly or quarterly to monthly, the change is reflected in all users’
forecasts.

SEE ALSO:
Change Your Forecast Date Range Display

Collaborative Forecasts Concepts
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Available in: both Salesforce
Classic and Lightning
Experience
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Opportunity Splits available
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Enterprise and Unlimited
Editions with the Sales Cloud
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Forecast Hierarchy

The forecast hierarchy in Collaborative Forecasts is a nested, expandable list of forecast users that
determines how forecasts roll up within your company and who can view and adjust them. The
forecasts hierarchy is based on the role hierarchy and specifies which users are forecast managers.

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

Based on your role, you can be added to or removed from the forecast hierarchy. And your position
within the hierarchy can change. For example, some sales reps with no direct reports can view only
their own forecasts. However, if they become sales managers, they're added to the forecast hierarchy
as forecast managers.

People designated as forecast managers can view the forecasts and opportunities of users, including
partner portal users, below them in the forecast hierarchy. Forecast managers can also adjust the
forecasts of direct reports. Only managers who adjust and people above them in the hierarchy can
view the adjustment.

Not everyone can view the chart that displays your team’s forecast hierarchy. If you have questions
about your forecast hierarchy, see your admin or forecast manager.

SEE ALSO:
Adjusting Forecasts in Collaborative Forecasts

Guidelines for Using Collaborative Forecasts

Partner Portal User Opportunities in Collaborative Forecasts

Partner portal users are external to your Salesforce org but sell your products and services through
indirect sales channels. Your partner portal users use a portal to log in to Salesforce. Partners can
Create opportunities, and users can assign opportunities to them.

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

Opportunities that a partner portal user creates can roll up to the forecast of the account owner.
The account owner must be the person’s forecast manager in the forecast hierarchy for the
opportunities to roll up into the forecast. For example:

Gordon Johnson owns a partner account called Acme.
e Gordon has an Acme contact named Anne Smith.
e Anneis a partner portal user.

e Anne reports to Gordon in the forecast hierarchy.

Predicting and Planning Sales Cycles with Collaborative

Forecasts

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Professional
(no custom field forecasts),
Enterprise, Performance,
Unlimited, and Developer
Editions

Opportunity Splits available
in: Performance and
Developer Editions and in
Enterprise and Unlimited
Editions with the Sales Cloud

EDITIONS

Available in: Salesforce
Classic

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

If Anne adds opportunities in her portal, Gordon sees those opportunities in his forecast. Because Gordon is Anne’s forecast manager,
he can adjust forecast amounts based on her opportunities and see how she’s tracking against her quota.

SEE ALSO:

Guidelines for Viewing Opportunity Details from a Forecast
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Guidelines for Using Multiple Currencies in Collaborative Forecasts

If your company uses forecasts and multiple currencies, your Salesforce admin chooses a forecast
currency and enables forecast types. The forecast currency is your corporate currency or each
forecast owner’s personal currency.

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

When you use Collaborative Forecasts, you select a display currency, which can be any currency
that's enabled in Salesforce. To change the currency, select a different currency from the gear
(Lightning Experience) or the dropdown list (Salesforce Classic) in the upper right of the forecasts
page.

If you use revenue-based forecasts, when currency rates change, opportunities and adjustments
roll up with the changed value along with values in the forecast table.

If you use quantity-based forecasts, when currency rates change, opportunities and adjustments

roll up with the changed value.
The processing indicator (' =) appears as changed values roll up (Salesforce Classic only).
Rate changes impact all forecast periods (historical, current, and future).

Deactivating a currency that's set as a user’s personal currency resets the user's currency to the
corporate currency.

To edit your personal currency settings, edit your personal information.

SEE ALSO:

Adjusting Forecasts in Collaborative Forecasts
Collaborative Forecasts Elements

Change Between Forecast Types
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Available in: Professional
(no custom field forecasts),
Enterprise, Performance,
Unlimited, and Developer
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Guidelines for Using Forecasting Reports

When using Collaborative Forecasts, review guidelines for how to get the most from forecasting
reports.

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

To determine whether forecasting reports are available, go to the Reports tab, and then click
New Report. Select the folder in which your Salesforce admin has placed the forecasting report
types. If you don't see the fields or report type names described in this table, check with your
admin.

If reports that use a specific forecast type don't run, that forecast type was likely deleted. Check
with your admin.

Reports contain the latest information at the time when you run the report. If changes are in
progress while the report is running, you might see a difference between your report amounts
and the forecasts page.

The data that you see in reports depends on what you can view in Collaborative Forecasts. For
example, forecast managers can view adjustments, but someone whao's not a forecast manager
running a similar report doesn't see the adjusted amounts in reports. A forecast amount can

consist of a rollup of many users’ forecast amounts, so examine report results closely when

using summary fields.

Report Element

A forecast summary from a specific user’s
perspective.

The sum of a person’s revenue opportunities,
without adjustments.

The sum of a person’s owned revenue
opportunities and the person's subordinates’
opportunities, without adjustments.
Subordinates include everyone reporting up to
aperson in the forecast hierarchy. This amount
is visible only on reports.

The forecast number as seen by the forecast
owner. This is the sum of the owner’s revenue
opportunities and the owner’s subordinates’
opportunities, including adjustments made by
the forecast owner on the owner's or
subordinates’ forecasts. It doesn't include

How to See It

Create a Forecasting Item report and add a filter
using Owner: Full Name. Filter by a specific
person’s name.

Add Owner Only Amount to your Forecasting
[tem report. For example, if you own two
opportunities, each worth $10,000, the Owner
Only Amount is $20,000. To view the same
information for quantity, add Owner Only
Quantity to the report.

Add Amount Without Adjustments to your
Forecasting Item report. For example, if the sum
of the amount of all opportunities owned by you
is $20,000, and the sum of the amount of your
subordinates’ opportunities is $55,000, the
Amount Without Adjustments is $75,000. To
view the same information for quantity, add
Quantity Without Adjustments to the report.

Add Amount Without Manager Adjustments to
your Forecasting ltem report. For example, Anne
has an Amount Without Adjustments of $75,000,
made up of $20,000 of her own opportunities
and $55,000 of opportunities owned by Ben, her
subordinate. She adjusts Ben’s amount to
$65,000 for a total of $85,000. If you adjust
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EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Professional
(no custom field forecasts),
Enterprise, Performance,
Unlimited, and Developer
Editions

Opportunity Splits available
in: Performance and
Developer Editions and in
Enterprise and Unlimited
Editions with the Sales Cloud

USER PERMISSIONS

To use Forecasts:
e Allow Forecasting

To view the Reports tab:
e Run Reports
To create, edit, and delete
reports:
e Create and Customize
Reports
AND

Report Builder
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Report Element

adjustments made by forecast managers above the owner in the
forecast hierarchy.

The revenue forecast from the forecast manager's perspective and
the sum of the owner’s and subordinates’ opportunities, including
all forecast adjustments.

Whose forecast amounts have adjustments made to them.

Quota detail for your forecasts.

How forecast amounts today compare with earlier forecast
amounts.

Results for your direct reports only.

Which type of forecast the results are from.

Predicting and Planning Sales Cycles with Collaborative
Forecasts

How to See It

Anne’s number from $85,000 to $100,000, you see $85,000 in
Amount Without Manager Adjustments, because Anne sees this
amount (and Anne can't see your adjustments because you're her
manager). To see the amount that includes your adjustment to
$100,000, look at Forecast Amount. To view the same information
for quantity, add Quantity Without Manager Adjustments to the
report.

Add Forecast Amount to your Forecasting Item report. For example,
you're a forecast manager and have another forecast manager
reporting to you who has an Amount Without Manager Adjustment
totaling $85,000. If you adjust the forecast to $100,000, the Forecast
Amount is $100,000. To view the same information for quantity,
add Forecast Quantity to the report.

Add Has Adjustment to your Forecasting Item report. For example,
if you make a manager adjustment to one of your subordinate’s
forecast amounts, this checkbox is selected. If your subordinate
adjusts one of his or her subordinate’s amounts, this checkbox is
selected. However, unless you have the “View All Data” permission,
if your forecast manager adjusts your forecast amount, this checkbox
remains deselected. You don't have access to your forecast
manager's adjustment information. Also add Has Owner Adjustment.
If a forecast user adjusts his or her own forecast, this checkbox is
selected.

Create a Forecasting Quotas report. For example, depending on
how your Salesforce admin set up the report type, you can include
fields, such as the full name of the quota owner. Then you can filter
by your own name to see quotas that you created and their related
accounts and owners.

Create a Forecasts with Historical Trending report, and then compare
the value of the Forecast Amount field at the beginning of the
month with its value at the end of the month, sorted by owner.

When creating a forecasting report, choose My Direct Reports’ <item
name> from the Show menu.

Refer to the Forecasting Type field in the report results. This field is
included in the default page layout for Forecasting Item and Quota
reports.
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Viewing and Editing Forecasts

Learn about several basic tasks to help you view and edit information in Collaborative Forecasts.

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

IN THIS SECTION:

Change Your Forecast Date Range Display

The forecasts grid shows forecast amounts for individual months or quarters and a range of
months or quarters, depending on your settings. When your Salesforce admin sets up
Collaborative Forecasts, a default forecast date range display is selected. For example, your
default can be three months into the future. Use this default or change the date range that's
displayed for your own forecast.

Change Between Forecast Types

If you have multiple types of forecasts enabled in Collaborative Forecasts, select the type to use
in your forecasts.

Guidelines for Viewing Opportunity Details from a Forecast

From your forecasts detail page or any subordinate’s forecasts detail page in Collaborative

Forecasts

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Professional
(no custom field forecasts),
Enterprise, Performance,
Unlimited, and Developer
Editions

Opportunity Splits available
in: Performance and
Developer Editions and in
Enterprise and Unlimited
Editions with the Sales Cloud

Forecasts, you can view the opportunities that make up a forecast: fora month or month range, for all your subordinates, or just one.

Guidelines for Refreshing Forecasts

Certain actions can change forecast amounts in Collaborative Forecasts. For example, while you're viewing a forecasts page, your
subordinates can edit related opportunities and adjust the forecasts of their own subordinates. And you can adjust one of your

subordinates’ forecasts from your own page. To see these changes, refresh the forecasts page.

Change Your Forecast Date Range Display

The forecasts grid shows forecast amounts for individual months or quarters and a range of months
or quarters, depending on your settings. When your Salesforce admin sets up Collaborative Forecasts,
a default forecast date range display is selected. For example, your default can be three months
into the future. Use this default or change the date range that's displayed for your own forecast.

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

The range that you select is relative to the current month or quarter. For example, in January, you
select January as your beginning month and April as the ending month. In February, the date range
displayed becomes February to May, and so on. Your date range selection remains until you choose
another one.

1. Click the Forecasts tab.

2. Ifyou're using Lightning Experience, click the gear in the upper right of the forecasts page. If
you're using Salesforce Classic, click Change in the rollup table.

3. Select a beginning and ending period.

4. Save your changes.

SEE ALSO:
Monthly and Quarterly Forecasts

Collaborative Forecasts Concepts
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EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Professional
(no custom field forecasts),
Enterprise, Performance,
Unlimited, and Developer
Editions

Opportunity Splits available
in: Performance and
Developer Editions and in
Enterprise and Unlimited
Editions with the Sales Cloud

USER PERMISSIONS

To use Forecasts:
e Allow Forecasting
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Change Between Forecast Types

If you have multiple types of forecasts enabled in Collaborative Forecasts, select the type to use in
your forecasts.

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

IN THIS SECTION:

Change Between Forecast Types in Lightning Experience
Use Lightning Experience to select the forecast type to use.

Change Between Forecast Types in Salesforce Classic
Use Salesforce Classic to select the forecast type to use.

SEE ALSO:
Collaborative Forecasts Elements
Revenue and Quantity Forecast Measurements
Collaborative Forecasts Concepts
Guidelines for Using Multiple Currencies in Collaborative Forecasts

Adjusting Forecasts in Collaborative Forecasts

Change Between Forecast Types in Lightning Experience

Use Lightning Experience to select the forecast type to use.
@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

1. Click the gear in the upper right of the forecasts page.
2. Select a forecast type.

3. If multiple currencies are enabled, select your display currency.
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EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Professional
(no custom field forecasts),
Enterprise, Performance,
Unlimited, and Developer
Editions

Opportunity Splits available
in: Performance and
Developer Editions and in
Enterprise and Unlimited
Editions with the Sales Cloud

EDITIONS

Available in: Lightning
Experience

Available in: Professional
(no custom field forecasts),
Enterprise, Performance,
Unlimited, and Developer
Editions

Opportunity Splits available
in: Performance and
Developer Editions and in
Enterprise and Unlimited
Editions with the Sales Cloud

USER PERMISSIONS

To use Forecasts:
e Allow Forecasting
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Change Between Forecast Types in Salesforce Classic

Use Salesforce Classic to select the forecast type to use.

@ Nofte: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

EDITIONS

Available in: Salesforce

1. Click = next to the forecast name in currency type or units. Classic
2. Select Revenue or Quantity (Units). Available in: Professional
3. Ifyou select Revenue and multiple currencies are enabled, select your display currency. Under (no cusfom field forecasts),

Currency, click Change currency.

Guidelines for Viewing Opportunity Details from a Forecast

From your forecasts detail page or any subordinate’s forecasts detail page in Collaborative Forecasts,
you can view the opportunities that make up a forecast: for a month or month range, for all your
subordinates, or just one.

@ Nofte: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

In Lightning Experience, when you return to the opportunity summary after switching the view,
leaving the page, or logging out, the most recent sort appears. If the forecast view that you
switch to doesn't include the column that you sorted on, the default sort is shown.

If your sales team forecasts on product families, you can view your own or a subordinate’s
opportunities for each product family that's forecasted on. When you select a cell in the rollup
table, the opportunities related to that cell appear in a list at the bottom of the page. You can
sort the opportunities by column header.

In Salesforce Classic, an opportunity that contains only a single 100% revenue split shows “--"
for the split percentage in the opportunity list.
To view the split details for an opportunity, hover over the split percentage for the opportunity

and click g (Salesforce Classic only). The Opportunity Splits detail window appears, showing
splits that roll up to the selected forecast cell in bold. Splits on the opportunity that don't roll

Enterprise, Performance,
Unlimited, and Developer
Editions

Opportunity Splits available
in: Performance and
Developer Editions and in
Enterprise and Unlimited
Editions with the Sales Cloud

USER PERMISSIONS

To use Forecasts:
e Allow Forecasting

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Professional
(no custom field forecasts),
Enterprise, Performance,
Unlimited, and Developer
Editions

Opportunity Splits available
in: Performance and
Developer Editions and in
Enterprise and Unlimited
Editions with the Sales Cloud

up to the selected forecast cell appear in gray. Opportunities that contain only a single 100% split for the opportunity owner don't

display split details.
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USD 655,625.00
Forecasted Amount  Split
USD 307 500.00 25.00% c
USD 137,500.00 25.00%
USD 137,500.00 25.00%
USD 43,250.00 25.00%
UsD 14,250.00 25.00%

2] Kevin Bailey - April FY 2014 - All Forecast Categories +
Action Opportunity Name
Edit Canson 55 Widget ... Canson

Edit Red Packages - 10... RedPackages

Edit Red Packages - 10... Red Packages

Edit Canson - 20 Spide... Canson

Edit Universal Technolo... Universal Technolo...

Account Name Opportunity Splits
25.00%  Kevin Bailey

75.00% Anna Bressan

Total Opportunity Value:

usD
307,500.00
usD
922,500.00

USD 1,230,000.00

x

Guidelines for Refreshing Forecasts

Certain actions can change forecast amounts in Collaborative Forecasts. For example, while you're
viewing a forecasts page, your subordinates can edit related opportunities and adjust the forecasts
of their own subordinates. And you can adjust one of your subordinates’ forecasts from your own
page. To see these changes, refresh the forecasts page.

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.
When any opportunity update or forecast adjustment occurs for a forecast that you've selected in
arollup table, we let you know.

e Ifthe selected forecast has adjustments in process (your own or your subordinate’s), you see a
processing indicator () next to the forecast (Salesforce Classic only).

e Ifany of the selected forecast's related opportunities have been updated, you see the processing
indicator in the header of the opportunities list (Salesforce Classic only).

e Amessage, Processing Changes, appears in the opportunities list header.

To see the changes, click Refresh.

SEE ALSO:
Adjusting Forecasts in Collaborative Forecasts

Adjustments Purges in Collaborative Forecasts

Forecast Types

Learn about the forecast types available in Collaborative Forecasts.

@ Nofte: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

IN THIS SECTION:

Revenue and Quantity Forecast Measurements
Calculate forecasts on revenue or quantity in Collaborative Forecasts.

Custom Opportunity Field Forecasts

Track and predict revenue beyond the standard opportunity Amount field in Collaborative
Forecasts.

Overlay Splits Forecasts

Track revenue in Collaborative Forecasts from sales team members who help close opportunities
but aren't directly responsible for them.
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EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Professional
(no custom field forecasts),
Enterprise, Performance,
Unlimited, and Developer
Editions

Opportunity Splits available
in: Performance and
Developer Editions and in
Enterprise and Unlimited
Editions with the Sales Cloud

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Professional
(no custom field forecasts),
Enterprise, Performance,
Unlimited, and Developer
Editions

Opportunity Splits available
in: Performance and
Developer Editions and in
Enterprise and Unlimited
Editions with the Sales Cloud
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Revenue and Quantity Forecast Measurements

Calculate forecasts on revenue or quantity in Collaborative Forecasts.

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

e Opportunity-quantity forecasts roll up based on the opportunity’s Quantity field, while
opportunity-revenue forecasts roll up based on the opportunity’s Amount field.

e For opportunity splits-revenue forecasts, the rollup is based on the opportunity’s Amount
field and the split percentage that's assigned to the sales rep.

e For custom opportunity field forecasts, the rollup is based on the custom field amount.

e For product family-revenue forecasts, the rollup is based on the sum of the Total Price
field for all opportunity line items in that product family.

e Product family-quantity forecasts roll up based on the Quantity field for all opportunity
line items in that product family.

e For opportunities without opportunity line items or with line items that don't have a specified
product family, the totals roll up into the Products Not Categorized row on the forecasts page.

For example:

e Asales manager needs to forecast using revenue because the sales vice president sets quota
amounts based on the US dollar.

Predicting and Planning Sales Cycles with Collaborative

Forecasts

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Professional
(no custom field forecasts),
Enterprise, Performance,
Unlimited, and Developer
Editions

Opportunity Splits available
in: Performance and
Developer Editions and in
Enterprise and Unlimited
Editions with the Sales Cloud

e Asalesrep needs to forecast using quantity because of an incentive to sell 10,000 units of a promotional product.

If you want to forecast revenue and quantity for the same data source, such as opportunities or product families, your Salesforce admin

can create a forecast type for each, and you can toggle between them on the forecasts page.

SEE ALSO:
Change Between Forecast Types
Collaborative Forecasts Concepts
Guidelines for Using Multiple Currencies in Collaborative Forecasts

Adjusting Forecasts in Collaborative Forecasts

Custom Opportunity Field Forecasts

Track and predict revenue beyond the standard opportunity Amount field in Collaborative Forecasts.
@ Nofte: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

You can forecast on custom currency fields on opportunities. For example, your sales team can use
acustom field suchas Margin, Monthly Recurring Revenue, Annual Contract
Value, orany other currency field that your company requires. Your Salesforce admin can set up
forecasts based on a custom field, which sales managers can then view on the forecasts page.

If you use opportunity splits with your custom field, your forecast incorporates those splits. You can
use a custom field forecast by itself or with other forecasts, such as an opportunity-revenue forecast
based on the opportunity Amount field. Your admin can also set up a forecast for the standard
Expected Revenue field.

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Performance,
Unlimited, Enterprise, and
Developer Editions

@ Note: If forecast managers or sales reps viewing the forecast can't access the custom opportunity field, they can see forecast

amounts but not the custom field values in the opportunity list.
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Forecasting on Annual Contract Value: A Simple Custom Field Forecast

Here we see an opportunity owned by sales rep Anna Bressan. Anna has many multiyear deals, so the revenue received from a deal each
year is tracked in a custom Annual Contract Value field.

Opportunity

() Acme - Premium Support

Click to add topics

« Back to List: Users

Opportunity Team [2] | Opportunity Spits 2] | Open Activities [01 | Activity History[0] | Contact Roles [01 | Partners [0] |

Customize Page | Edit Layout | Printable View | Help for this Page &

Competitors [0] |

Opportunity Detail

Opportunity Owner
Opportunity Name
Account Name
Type

Primary Campaign
Source

Discount Percentage
Commission
Region/Zone

Discounted Amount

Products [0] | Notes & Attachments [0] |

Edit | Delete | Clone Sharing
[E] Anna Bressan [Change] Close Date
Acme - Premium Support 1 Stage
Acme Inc Probability (%)
Existing Business Amount

U3D 0.00

Stage History [1]

4M5/2014
Negotiation/Review
90%

UsD 250,000.00

i
USD 250,000 oo/El
USD 125,000.00

Anna owns this opportunity (1).

Annual Contract Value

e This field shows the custom Annual Contract Value (2).

The Annual Contract Value field in all Anna’s opportunities rolls up into her Annual Contract Value forecast, which appears on the forecasts
page along with any other forecasts that are set up in Salesforce.

| Home Chatter Leads Accounts Contacts Opportunities Reports Dashboards Documents Products + |
Jump to Allison Wheeler » Kathy Cooper » 1 2 Forecasts Setup | Video Tutorial | Help for this Page@
| _.E s Annual Contract Value in 1.5, Dollar v | Display Options + Refresh 3
Anna Bressan Forecast —
Amounts shown are based on exchange rate conversion Closed Commit Best Case Pipeline
Total: 3 Months (Change) USD 20,000.00 UsD 1,276,250.00 USD 3,649,500 00 USD 2,033,000.00
April FY 2014 UsD 0.00 UsD1,221,250.00 USD 922,500.00 USD 265,000.00
May FY 2014 USD 20,000.00 USD 27,500.00 USD 1,340,000.00 UsD 1,719,000.00
June FY 2014 UsD 0.00 USD 27,500.00 USD 1,387,000.00 USD 49,000.00
E Anna Bressan - April FY 2014 - All F ast Categories - USD 2,408,750.00 ¥ Hide
Action Opportunity Name Account Name Forecasted Amount  Split Close Date  Stage Probability (%) Forecast Category Owner Full Name Amount +
Edit Canson 55 Widget Deal Canson USD 922 500.00 — 4/23/2014 Proposal/Price 75 BestCase Bressan, Anna USD 1,230,000.00 *
Edit Red Packages - 10 3pi... RedPackages UsD 550,000.00 — 4/30/2014 Negotiation/Revi... 90 Commit Bressan, Anna UsD 1,125,000.00
Edit Red Packages - 10 Spi... RedPackages UsD 550,000.00 — 4/11/2014 Negotiation/Revi... 90 Commit Bressan, Anna USD 1,125,000.00 | _
Edit Canson - 20 Spider4 S... Canson USD 173,000.00 — 4/14/2014 Prospecting 10 Pipeline Bressan, Anna USD 383,250.00
Edit Acme - Premium Support Acme Inc. UsD125,000.00 — 4/15/2014 Negotiation/Revi... 90 Commit Bressan, Anna UsD 250,000.00
Edit Universal Technologie... Universal Tec.. USD 57,000.00 — 4/11/2014 Needs Analysis 20 Pipeline Bressan, Anna USD 117,700.00
Edit STC Labs - 9InfinitylLa... STC Labs USD 25,000.00 — 4M11/2014 Negotiation/Revi. 90 Commit Bressan, Anna USD 50,000.00
Edit STCLabs-15Infinity L .. STC Labs USD 14,000.00 — 4/11/2014 Prospecting 10 Pipeline Bressan, Anna USD 28,000.00 ~
< [
1-11 0711 = Page 1 oft ® Chat
e This area shows the Annual Contract Value forecast for Anna (1).
e This forecast has the same name as the custom field (2).
. .+ . 1
e The Forecasted Amount is the value of the Annual Contract Value field thatrolls up into Anna’s forecast (3).
[ ]

This area shows the Forecasted Amount from the Annual Contract Value field on Anna's Acme - Premium Support
opportunity (4).
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@ Nofe: To enable a custom field forecast, your Salesforce admin must enable opportunity splits for the custom field. However, the
opportunity owner automatically receives a 100% split for the field, so if your company doesn't plan to use splits with the field,

the rollup is the same as if there were no splits.

A Custom Field Forecast with Opportunity Splits

If you use opportunity splits on your custom field, your custom field forecast rolls up those splits. For example, here we can see that sales
rep Anna owns an opportunity, which includes a custom split on the Annual Contract Value field for Kevin, a sales engineer responsible
for increasing overall Annual Contract Value for the company. In this case, Kevin's 25% split rolls up into his Annual Contract Value

forecast.

Predicting and Planning Sales Cycles with Collaborative

Opportunity

) Acme - Premium Support

Click to add topics
« Back to List

Opportunity Team [2] Opportunity Splits [3]

Open Activities 107 Activity History [01

Customize Page | Edit Layout | Printable View | Help for this Page &

Contact Roles [0]

Opportunity Detail

Opportunity Owner EAnna Bressan [Change|

Opportunity Name  Acme - Premium Support
Account Name  Acme Inc.
Type  Existing Business

Primary Campaign

Source

Discount Percentage

Commission  USD 0.00
RegioniZone |

Discounted Amount  USD 250,000.00

Annual Contract Value
» Finance Information
» Additional Information

» System Information

Opportunity Team

Notes & Attachments [0] Stage History [3]

USD 125,000.00 e,

Action Team Member

Edit Anna Bressan

Edit| Del Kevin Bailey

() Opportunity Splits

Action Team Member
Del Anna Bressan
Del Kevin Bailey

Opportunity Split

Annual Contract Value

Annual Contract Value

Partners [0] Competitors [01 Products [01

Edit || Delete Clone Sharing
Close Date  4/15/2014
Stage  Negotiation/Review
Probability (%) 90%
Amount  USD 250,000.00
Edit || Delete Clone Sharing
Add | Add Default Team Display Access Opportunity Team Help 2
Member Role
Opportunity Owner
Pre Sales Engineer
Edit Opportunity Splits | | Feedback Survey Video Tutorial | Oppertunity Splits Help
Al - 2
Type Percent (%) Amount Note
75.00 UsD 93750.00
25.00 UsD 31,250.00

e Anna owns this opportunity (1).

e The opportunity contains a custom currency field called Annual Contract Value (2).

e Kevin receives a 25% split on the Annual Contract Value field (3).

Kevin's manager can view the Annual Contract Value forecast where he can see the deal to which Kevin is contributing, along with all
the other opportunities that his sales engineer team is working on. Kevin's manager can see that Kevin is receiving a 25% credit for all
his opportunities, which contribute to a total of $1,026,000 revenue in his Best Case forecast. If Kevin's manager thinks the deal will

ultimately close for a higher amount, his manager can adjust the Best Case forecast amount upward. Anna’s manager can see Anna’s

75% split in her forecast.
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| Home Chatter Leads Accounts Contacts Opportunities Reports Dashboards Documents Products + |
Jumpto... | Alison Wheeler » Jessica Heinz » | 1 Forecasts Setup | Video Tutorial | Help for this Page &
gal . o S==e Annual Contract Value in U.5. Dollar v | Display Options = Refresh 3
Kevin Bailey Forecast —
Amounts shown are based on exchange rate conversion Closed Commit Best Case Pipeline
Total: 3 Months (Change) USD 36,250.00 USD 326,875.00 USD 1,026,000.00 USD 812,000.00
April FY 2014 UsD 0.00 USD 313,125.00 USsD 307,500.00 USD 66,250.00
May FY 2014 USD 5,000.00 USD 6,875.00 USD 371,750.00 USD 733,500.00 N
June FY 2014 UsD 31,250.00 USD 6,875.00 USD 346,750.00 UsD 12,250.00
2
2] Kevin Bailey - April FY 2014 - All Forecast Categories - USD 686,875.00 ¥ Hide
Action Opportunity Name Account Name Forecasted Amount  Split Clgke Date  Stage Probability (%) Forecast Category Owner Full Na... Amount +
Edit Canson 55 Widget Deal Canson USD 307 500.00 25.00% 2312014 Proposal/Price Q. 75 BestCase Bressan, Anna USsD 1,230,000.00 *
Edit Red Packages - 10 Spid... RedPackages USD 137,500.00 25.00% 4/30/2014 Megotiation/Revi... 90 Commit Bressan, Anna UsD 1,125,000.00 =‘
Edit Red Packages - 10 Spid... Red Packages USD 137,500.00 25.00% 4/11/2014 Negotiation/Revi... 90 Commit Bressan, Anna USD 1,125,000.00 | |
Edit Canson - 20 Spider4 5. Canson USD 43,250.00 25.00% 4H14/2014 Prospecting 10 Pipeline Bressan, Anna USD 383 250.00
Edit Acme - Premium Support  Acme Inc. USD 31,250.00 25.00% 4/15/2014 Negotiation/Revi... 90 Commit Bressan, Anna USD 250,000.00
Edit Universal Technologies ... Universal Tec... USD 14,250.00 25.00% 4/11/2014 Needs Analysis 20 Pipeline Bressan, Anna USD 7 70000~
@
1 0r11 7l Page 1 of1 (et

e This area shows Kevin's Annual Contract Value split forecast (1).

e This area shows Kevin's 25% split on Anna’s Acme — Premium Support opportunity (2).

Forecasts from the Standard Expected Revenue Field

The standard Expected Revenue field is useful for opportunities that are likely to produce more or less revenue than indicated in
the Amount field. If you use the Expected Revenue field, youradmin can set up a forecast for it. The Expected Revenue forecast
then appears in the dropdown list in the same way as a custom field forecast.

Overlay Splits Forecasts

Track revenue in Collaborative Forecasts from sales team members who help close opportunities EDITIONS
but aren't directly responsible for them.

Available in: both Salesforce
Classic and Lightning

As a sales manager, you probably use revenue splits for crediting team members who are directly Experience

responsible for opportunities. To provide more flexibility with how you assign credit for opportunities,
you can use overlay splits, which help you and other team members allocate credit to overlay sales
roles for working on opportunities. Overlay splits can add up to any percentage of the opportunity
amount, sometimes exceeding 100%. For example, your sales team can include sales engineers,
product specialists, or partners who help close deals but aren’t directly responsible for them.

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

Available in: Performance,
Unlimited, Enterprise, and
Developer Editions

Overlay forecasts let you predict revenue from overlay splits. Forecast amounts roll up through the role hierarchy based on the opportunity’s
Amount field and the overlay team member's split percentage.

Here you can see that sales rep Scott owns an opportunity, which includes an overlay split for sales engineer Owen, who's working with
Scott to close the deal. For Scott, the opportunity Amount field rolls into his opportunity revenue forecast.
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Opportunity
() Anaco Limited - 400K

Predicting and Planning Sales Cycles with Collaborative

Forecasts

Customize Page | Printable View | Help for this Page &)

J Show Feed
Opporiunty Team (21 | Opsorunky Spits 14 | Oeen Acthdiss (90 | Activity Higlare 101 | Contaci Bokes (o) | Prosucts (Nodh Amereca®h [1) | Quetes 1o
Oppertunity Detail Edit |Delete| Clone ¥ | Sharing
Opportunity Name  Anaco Limitad - 400K Amount  §336,000.00
Opportunity Owner  [P] Scofl Tiompsion (Change) Profit
AccountiName  Anaco Limiled Close Date  12027/2013
Type  New Business Stage  MNeeds Analysis
Forecast Category  BestCase
Probability (%) 20%
w Description
Descripion  Great sales cyde, with our new product this looks like a great fit
Next Step  calling up the chain
* Marketing Information
Lead $ource  Google Adwords
¥ System Information
Created By Scoft Thompson, 8/9/2013 2:04 PM Last Modified By Valene Jones
Opportunity Record Type  Simple [Changs!

Edit |Delete| Clone ¥ | Sharing

Opportunity Team

Action Team Member
Edit Scott Tnampsan
Edit| Dal Sue Market

Edit| Dl Dwan Overlay

Add

Member Role
Opportunity Owner
Account Manager

(= Opportunity Splits
Action Team Member

Del  Owen Overay

Edit Opportunity Splits || Feedback Survey || &1

Opperiunity Split Type.
Owverlay

Scott owns this opportunity (1).
Owen receives a 50% split (2).

E==

50.00

jo

Wideo Tubarial |

Amount  Note

§198.000.00 specialist

Owen’s manager can also view the overlay forecast where he can see the deal to which Owen is contributing, along with all the other
opportunities that his sales engineer team is working on. Owen’s manager can see that Owen is receiving a 50% credit for this deal,
which contributes to a total of $948,000 revenue in his Best Case forecast. If Owen’s manager thinks the deal will close for a higher
amount, he can adjust the Best Case forecast amount.

Home Chatter Leads Accounts Contacts O jties D = -
1
Jump to... | Elict Smith » Jeff Diamond » Valerie Jones » Forecasts Setup | Vides Tuterial | Help fer this Page @)
. @ Karen Adams FOrecaSt Overlay Splits in U.5. Dollar * | Dwsplay Options = Refresh L
Quota Closed Commit Best Case 4 Pipeline
Total: 2 Quarters (Change) $1,200,000.00 $74,000.00 $377,129.00 $948,000.00 1,000.00
- FQ4FY2013 $600,000.00 $74,000.00 $377,129.00 $948,000.00 $591,000.00
Octavia Overlay $200,000.00 $53.500.00 $54,000.00 $160,000.00 $160,000.00
Oliia Overlay $200,000.00 $12,000.00 $217,564.50 $590,000.00 $347,000.00 3
Owen Overlay $200,000.00 $8.500.00 $105,564.50 $198,000.00 $84,000.00
‘Wendy Overlay's Own Opportunities §0.00 50.00 50.00 $0.00
 Wendy Overlay Team - FQ4 FY 2013 - All Forecast Categories - $1, nits) & Hide:
Action  Opportunity Mame Account Name Amount + Split 'orecasted Amount Close Date  Stage Probability (%) Forecast Category ‘Owner Full Name MNext
Edit Haven Enterprises ... Haven Enterprises $500,000.00 100.00% $500,000.00 12/29/2013 Needs Analysis 20 BestCase Thom; it Digs ~
Edit Anaco Limiled - 400K Anaco Limited $396,00000 50.00% $198,000.00 1212772013 Needs Analysis 20 BestCase Thompson, Scoft calli =
Edit Emplovnet -322K Emplovnet $322,00000 100.00% $322.000.00 1172512013 Qualification 10 Pipeline Lee Kasey Quz
Edt  GreenDot-180K  Green Dot $160,000.00 100.00% §160,000.00 121712013 Needs Analysis 35 BestCase McCrang Ely
Edit Qwson Ing - 140K Towson Ing. $140,00000 100.00% §140,000.00 12118/2013 Qualification 10 Pipeling Long Cingy Quc
1 . . . . - . R . e =
1150115 2| « 4Previous Nexth Page| 1 |of1 ] * chat
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e The Forecast Type menu in Salesforce Classic showing the Overlay Splits forecast (1)
e Owen's 50% split (2)

e Owen's $198,000 contribution to the FQ4 FY 2013 Best Case forecast (3)

e The total Best Case amount for FQ4 FY 2013 (4)

Forecast Adjustments

Collaborative Forecasts users who anticipate differences between the current forecast and actual
future results can change forecast rollup amounts.

@ Nofte: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

IN THIS SECTION:

Adjusting Forecasts in Collaborative Forecasts

Add adjustments to the Best Case and Commit forecast amounts. Then change or remove
adjustments as needed.

Adjust Forecasts

To add an adjustment to a Best Case or Commit forecast amount in Collaborative Forecasts,
click its cell in the forecast table, and then enter the new amount.

View and Edit Forecast Adjustments

View details about forecast adjustments in Collaborative Forecasts, including who made the
adjustments, the adjusted amounts, and the original gross rollup (the forecast amount before
adjustments). Edit adjustments that you've made as needed.

Adjustments Purges in Collaborative Forecasts

Predicting and Planning Sales Cycles with Collaborative

Forecasts

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Professional
(no custom field forecasts),
Enterprise, Performance,
Unlimited, and Developer
Editions

Opportunity Splits available
in: Performance and
Developer Editions and in
Enterprise and Unlimited
Editions with the Sales Cloud

Adjustments can be purged when you change some forecast and custom fiscal year settings. The data on which the forecasts are

based remains untouched.

Adjusting Forecasts in Collaborative Forecasts

Add adjustments to the Best Case and Commit forecast amounts. Then change or remove
adjustments as needed.

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

To adjust forecasts, adjustments must be enabled. Your Salesforce admin can enable managers to
adjust subordinates’ forecasts, all Collaborative Forecasts users to adjust their own forecasts, or
both.

An adjustment shows forecast managers’ or sales reps’ judgment about the final amount that they
expect a forecast’s opportunities to bring in at the close of the forecast period. Some forecast
managers need to adjust their own or a subordinate’s forecast. For example, they know that some
employees tend to be too optimistic or too conservative when assigning amounts to opportunities.
Sales reps can also adjust their own forecasts if they think that opportunity amounts are understated
or overstated. Forecast managers can adjust forecasts that include only gross opportunity amounts
and forecasts that have adjustments made by someone else in their opportunity team. An adjustment
doesn’t change the underlying gross rollup amount—it just adds a layer of detail. If multiple types
of forecasts are enabled, each forecast type maintains separate adjustments.
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Forecast managers can adjust their own Commit and Best Case forecasts and the forecasts of subordinates one level below them in the
forecast hierarchy. They can view adjustments that subordinates make at every level below them in the forecast hierarchy. Adjustments
made to their subordinates’ forecasts roll up into their own forecasts. When you adjust, you can include an explanatory note. Adjustment
notes don't appear in reports.

For example, let’s say you're a sales manager who's adjusted the forecast of one of your sales reps down from $2,000 to $1,500. Your
vice president, who's your forecast manager, sees $1,500 when viewing your forecast, along with an icon indicating that the amount
contains an adjustment. The vice president can decide to adjust it back to $2,000.

Forecast managers’ own forecasts pages show all their forecast amounts and related opportunity details. When managers view a
subordinate’s forecasts page, they see the totals that the subordinate sees. Any adjustments that the managers make to subordinates’
amounts from their own forecast page don't appear on the subordinate’s forecasts page. Instead, the managers see that subordinate’s
forecasts and any adjustments that the subordinates made to their own amounts or amounts of their subordinates. For example, let’s
say you're a vice president of sales. On your own forecasts page, you see a July Best Case forecast of $1,250 (including a $50 adjustment
that you made) for one of your first-level subordinates, a sales manager. However, when you view the sales manager’s forecasts page,
the July Best Case forecast is $1,200, because it doesn't include your adjustment. If a manager and a subordinate adjust the same forecast
amount, only the manager’s adjustment rolls up the forecast hierarchy.

If multiple types of forecasts are enabled, each forecast type maintains separate adjustments. For example, if opportunity-revenue and
opportunity-quantity forecasts are enabled, you can adjust forecast amounts in each of those forecasts. However, adjustments made in
the opportunity-revenue-based forecast aren't displayed as adjustments in any other forecast type. So if you adjust an amount in the
opportunity-revenue forecast from $100,000 to $90,000 and then switch your forecast view, you don't see an equivalent adjustment
value in the opportunity-quantity forecast. If you change the forecast view back to the opportunity-revenue forecast, you see your
adjustment of $90,000. If you use product family forecasts, you can't adjust your own product family forecast amounts.

When an opportunity moves from one forecast category to another, such as from Pipeline to Best Case, the unadjusted raw amounts
change for each of those rollups. However, forecast amounts with adjustments don't change in the rollup table on the forecasts page.
We recommend updating or removing your adjustments to each forecast rollup to account for changes in the stage of opportunities.

@ Note: While you're viewing a forecasts page, your subordinates can be adjusting forecast amounts or editing related opportunities.
Oryou can adjust one of your subordinates’ forecasts from your own page. All these events change forecast amounts. Click Refresh
to view the most recent forecast amounts.

This table shows who can view and adjust your forecasts.

User Can view your  Can adjust your forecasts?
forecasts?
Your manager’s manager Yes No
Your manager Yes Yes. The manager adjusts amounts from his or her own forecasts page.
You Yes Yes, if enabled by your admin. You can adjust forecast totals only, not the

subtotal for My Opportunities.
Your direct report No No

Your subordinate who's not a No No
direct report

This table shows whose forecasts you can view and adjust.
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User

Your manager's manager
Your manager
You

Your direct report

Your subordinate who's not a
direct report

Predicting and Planning Sales Cycles with Collaborative
Forecasts

Can you view  Can you adjust forecasts?

forecasts?

No No

No No

Yes Yes, if enabled by your Salesforce admin

Yes.However, ifyou Yes. You adjust these amounts from your own forecasts page.
select a direct

subordinate’s

forecast, you see

the same view as

that subordinate, so

your adjustments

aren't visible.

Yes. You see the No. Your direct reports can adjust their own direct reports’ forecasts.
same view that the
subordinate sees.

If a forecast contains an adjustment:

e In Lightning Experience, you see the = icon next to the forecast amount.

e In Salesforce Classic, you see these icons next to the forecast amount.

Icon in Salesforce
Classic

Definition

You adjusted the forecast amount. You see this indicator only on your forecasts page.

One of your subordinates adjusted the forecast. You see this indicator on your forecasts page and your
subordinates’ forecasts pages.

You and one or more subordinates adjusted the forecast. You see this indicator only on your forecasts
page, because when you drill down to a subordinate’s page, you see the page as that user sees it.

Save your adjustment.

Undo your adjustment and restore the previous value of the forecast. Hover over the button to see a
tool tip that tells you if the previous value includes an adjustment.

The adjustment includes a note.
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Forecasts
Icon in Salesforce Definition
Classic
remove Remove your adjustment and restore the previous value, which can include someone else’s adjustment.
SEE ALSO:
Adjust Forecasts
View and Edit Forecast Adjustments
Adjustments Purges in Collaborative Forecasts
Change Between Forecast Types
Guidelines for Refreshing Forecasts
Adjust Forecasts
To add an adjustment to a Best Case or Commit forecast amount in Collaborative Forecasts, click EDITIONS
its cell in the forecast table, and then enter the new amount.
@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts. Available in: both Salesforce
Classic and Lightning
To adjust forecasts, adjustments must be enabled. Your Salesforce admin can enable managers to Experience
adjust subordinates’ forecasts, all Collaborative Forecasts users to adjust their own forecasts, or . . .
both Available in: Professional
oth. (no custom field forecasts),
If you use product family forecasts, adjust a subordinate’s individual product family totals rather Enterprise, Performance,
than the total for all product families. Unlimited, and Developer

1. Find the forecast that you want to adjust, and then hover over its cell and click . Editions

2. Enteryour adjustment. Opportunity Splits available

in: Performance and

Developer Editions and in

Enterprise and Unlimited

4. Save your changes. An icon appears in the cell to show that you adjusted the forecast. The Editions with the Sales Cloud
adjustment rolls up to the period range total rows on the page.

3. Toinclude information about why you made the adjustment, add a note (140 characters
maximum).

USER PERMISSIONS

SEE ALSO:

I . ) To use Forecasts:
Adjusting Forecasts in Collaborative Forecasts

e Allow Forecasting

View and Edit Forecast Adjustments To adjust Forecasts:
Adjustments Purges in Collaborative Forecasts e Override Forecasts

Change Between Forecast Types
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View and Edit Forecast Adjustments

View details about forecast adjustments in Collaborative Forecasts, including who made the
adjustments, the adjusted amounts, and the original gross rollup (the forecast amount before
adjustments). Edit adjustments that you've made as needed.

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

1. Find the adjusted forecast that you want to view or edit. (An indicator appears next to the
adjusted forecast amount.)

2. Toview the adjustment details, do one of the following.
e Ifyou're using Lightning Experience, click

e Ifyou're using Salesforce Classic, hover over the forecast’s cell.

3. (lick ,# to edit or remove any adjustments that you made.

SEE ALSO:
Adjusting Forecasts in Collaborative Forecasts

Adjust Forecasts

Adjustments Purges in Collaborative Forecasts

Adjustments can be purged when you change some forecast and custom fiscal year settings. The
data on which the forecasts are based remains untouched.

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

Adjustment purges happen when your Salesforce admin does any of the following.
e Disables Collaborative Forecasts.

e Disables manager adjustments. Only adjustments made by forecast managers to their
subordinates’ forecasts are purged.

e Disables owner adjustments. Only adjustments made by forecast users to their own forecasts
are purged.

e (Changes your forecast period setting from quarterly to monthly or from monthly to quarterly.
e Disables a forecast type. Only adjustments for that forecast type are purged.

e (Changes the start month of your fiscal year when the forecast period is set to quarterly. Quotas
and adjustments are purged.

e Deletes a product family. Quotas and adjustments are purged for the deleted product family.

e Switches from cumulative forecast rollups to individual forecast category rollups or from
individual to cumulative rollups.

Predicting and Planning Sales Cycles with Collaborative

Forecasts

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Professional
(no custom field forecasts),
Enterprise, Performance,
Unlimited, and Developer
Editions

Opportunity Splits available
in: Performance and
Developer Editions and in
Enterprise and Unlimited
Editions with the Sales Cloud

USER PERMISSIONS

To use Forecasts:
e Allow Forecasting

To adjust Forecasts:
e Qverride Forecasts

EDITIONS

Available in: both Salesforce
Classic and Lightning
Experience

Available in: Professional
(no custom field forecasts),
Enterprise, Performance,
Unlimited, and Developer
Editions

Opportunity Splits available
in: Performance and
Developer Editions and in
Enterprise and Unlimited
Editions with the Sales Cloud

e (reates a custom fiscal year for the first time. All adjustments and quotas for the corresponding and following standard fiscal years

are purged.
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Predicting and Planning Sales Cycles with Collaborative

Forecasts

e Deletes a custom fiscal period or quarter. Forecast adjustments and quotas for that period or quarter are also deleted.

Adjustment purges also happen when either of the following is true.

* You're no longer a forecast manager. Only adjustments that you made to subordinates’ forecast amounts are purged.

* You'reremoved from a role that's set as a forecast manager in the forecast hierarchy. Only adjustments that you made to subordinates’

forecast amounts are purged.

SEE ALSO:
Adjusting Forecasts in Collaborative Forecasts

Adjust Forecasts

Quotas in Collaborative Forecasts

A forecast quota is the monthly or quarterly sales goal that's assigned to a sales team member. A
manager’s quota equals the amount that the manager and team are expected to generate together.
The quota rollup is done manually by users and managers, and revenue or quantity data can be
used. If you have multiple types of forecasts enabled, each type maintains separate quota information.

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

If forecast quotas are enabled, quota data appears in these locations on the forecasts page.

e A column that contains quota amounts for a specific period. If your forecast includes product
families, this column includes quotas for each product family.

e Arow that contains the percentage amounts attained for a specific period in a specific forecast
rollup.

IN THIS SECTION:

Considerations for Using Quotas in Collaborative Forecasts
Before you use forecast quotas, review some considerations.

Show and Hide Quota Information in Collaborative Forecasts
Show and hide quota data so that your forecasts page looks the way you want it to look.

Considerations for Using Quotas in Collaborative Forecasts

Before you use forecast quotas, review some considerations.

@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

e Viewing quota attainment information isn't available in Lightning Experience.

e In product family forecasts, sales managers can't see their own quotas and quota attainment
for individual product families. Only their total quota appears in the rollup table. For example,
if three sales reps have combined quota amounts of $75,000 and their forecast manager has
an individual quota of $30,000, the manager’s quota is $105,000.
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Forecasts

* You can edit direct subordinates’ quotas only ("“Manage Quotas” permission required)—not your own.

SEE ALSO:
Collaborative Forecasts Concepts

Show and Hide Quota Information in Collaborative Forecasts

Show and Hide Quota Information in Collaborative Forecasts

Show and hide quota data so that your forecasts page looks the way you want it to look.
@ Note: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts.

1. Do one of the following.
a. Ifyou're using Lightning Experience, click the gear in the upper right of the forecasts page.

b. If you're using Salesforce Classic, click Display Options.

2. To show your quota amount for each period, select Show Quota Column.

3. Toshow your quota attainment for a specific rollup in a selected period (Salesforce Classic only),
select Show Quota % Attainment. The percentage shown below each forecast amount
indicates the proportion of the user's quota that the amount represents.

The quota information displayed can be revenue or quantity amounts, depending on the type of
forecast that you're using. If multiple types of forecasts are enabled, each forecast type maintains
separate quota information. To hide quota information, deselect these options.

SEE ALSO:

Considerations for Using Quotas in Collaborative Forecasts

Predicting and Planning Your Sales Cycles with Forecasts FAQs

Forecasts FAQ

e What's the difference between the Forecasting versions?
e Why can't | use Territory Management?

e View and Update Opportunity-Stage-to-Forecast-Category Mappings

SEE ALSO:

Collaborative Forecasts Concepts
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USER PERMISSIONS

To use quotas:
e Allow Forecasting

AND
Manage Quotas

EDITIONS

Collaborative Forecasts
available in: both Salesforce
Classic and Lightning
Experience

Customizable Forecasting
available in: Salesforce
Classic

Territory Management
available in: Salesforce
Classic
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Predicting and Planning Sales Cycles with Collaborative

What's the difference between the Forecasting versions?

Collaborative Forecasts includes much of the same functionality as Customizable Forecasting.

See which features are available in each version of Forecasting. If you're migrating to Collaborative
Forecasts, see Considerations for Migrating from Customizable Forecasting to Collaborative Forecasts.

Feature

APl Access
Automatic Rollups
Chat in Real Time
Custom Fiscal Years

Custom Opportunity Currency Field Forecasts

Default Forecast Currency Setting

Individual Forecast Range Selection—Controlled
by User

Map Forecast Categories to Opportunity Stages
Monthly Forecasts
Multiple Currency Support

Opportunity-level Adjustments

Opportunity List Filters and Sort

Opportunity Splits Forecasts

Opportunity Stage

Overlay Splits Forecasts

Override (Adjust) Forecasts

Override (Adjustment) Notes

Customizable

Forecasting

«

«

4

€ 4 4 4
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Collaborative
Forecasts

W
W
W
W

«

(Not available in
Professional Edition)

«

W

W
«

«

Can use a custom
opportunity currency
field to save adjusted
amountsand a custom
field forecast to track
the rollup of that field.

«

W

(Not available in
Professional Edition)

W

W

(Not available in
Professional Edition)

«

«

Forecasts

EDITIONS

Collaborative Forecasts
available in: both Salesforce
Classic and Lightning
Experience

Customizable Forecasting
available in: Salesforce
Classic

Territory Management
available in: Salesforce
Classic
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Feature Customizable Forecasting  Collaborative Forecasts
Partner Opportunities in Forecasts v v
(Not available in Professional
Edition)

Product Family Forecasts w W
Product Schedule Forecasts >

Quotas s s
Quantity Forecasts W W
Quarterly Forecasts + +
Rename Categories v
Reports and Dashboards + +
Resize Forecast Table Columns w
Revenue Forecasts <« <«
Share Forecasts > >

(Pilot, APl only)

Snapshots and Forecast History > >
Sortable Opportunities List From the Forecast Page + +
Submit Forecasts +

Territory Management w

(The original Territory
Management feature only.
Enterprise Territory
Management is not supported.)

SEE ALSO:
Forecasts FAQ
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Why can’t | use Territory Management?

@ Nofte: Thisinformation applies to Collaborative Forecasts and not to Customizable Forecasts. EDITIONS

Territory Management is available for Customizable Forecasting and not Collaborative Forecasts.

Collaborative Forecasts
available in: both Salesforce

SEE ALSO: Classic and Lightning

Forecasts FAQ Experience

Customizable Forecasting
available in: Salesforce
Classic

Territory Management
available in: Salesforce
Classic

Estimating Revenue and Sales with Customizable Forecasts

Customizable Forecasting Overview

@ Nofte: Thisinformation applies to Customizable Forecasting and not Collaborative Forecasts. NS

Customizable forecasting is a flexible solution for estimating how much revenue your organization
can generate or how many items your organization can sell. You can set up customizable forecasting

Available in: Salesforce

Classic
to reflect how your organization forecasts its sales. With it, you can forecast on a monthly or quarterly
basis, use different dates when applying amounts to forecasts, forecast based on revenue or quantity Available in: Professionall,
or both, and define additional quotas based on product families. Enterprise, Performance,

Use customizable forecasts to review your forecast and drill down through your forecast amounts

Unlimited, and Developer
Editions

to see the opportunities included in your forecast. Override forecast amounts directly from the

opportunity, or override the forecast from the Forecasts tab without notifying users below you in

the forecast role hierarchy. USER PERMISSIONS

Clicking the Forecasts tab displays your forecast for the selected forecast period. To see forecasts of other

users:

Click Submit to submit a forecast, making a snapshot of the forecast data available in the
e View All Forecasts

forecast history and forecast reports. See Submitting Customizable Forecasts.

Click Forecast History to display the forecast data you submitted in the past. Then, click To overric.ie your forecast:
Forecast Summary to return to the current forecast data. * Override Forecasts

Click Printable View to display the selected forecast in a simple, print-ready layout.

Review your forecast and the forecasts of any direct reports or forecasts that are manually shared with you. See Viewing Customizable
Forecasts for instructions on different viewing options.

Click the Forecast subtab to see forecast details. See Viewing Customizable Forecasts for more information.

Click the Opportunities subtab to see the opportunities that are included in the displayed forecast. On the Opportunities subtab,
you can choose, or create, a list view to further filter the displayed opportunities. See Viewing Customizable Forecasts for more
information.

Click the editicon () to make changes to the adjusted forecast total, or to add an override to a particular forecast amount. For
instructions on overriding forecast amounts, see Overriding Customizable Forecasts.
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If your forecast is not available, contact your administrator about adding you to the forecast hierarchy (or the territory hierarchy, if your
organization uses territory management).

@ Note: The Forecasts tab is unlike other tabs in that it automatically calculates data for you based on your opportunity data. You
do not need to create or delete forecast records.

For information on implementing customizable forecasting for your organization, see Setting Up Customizable Forecasting.

SEE ALSO:
Do I Have Customizable Forecasting?
What's the difference between the Forecasting versions?

Managing Customizable Forecasts

Do | Have Customizable Forecasting?

@ Note: Thisinformation applies to Customizable Forecasting and not Collaborative Forecasts. EDITIONS

Customizable forecasting may be difficult to distinguish because the tab name does not change
when you convert to customizable forecasting. Here's how to tell if you have it:

Available in: Salesforce
Classic

Click the Forecasts tab. Available in: Professional,

e Ifyou see either the Introducing Customizable Forecasting or Request Now! buttons, you Enterprise, Performance,
don't have customizable forecasting. Unlimited, and Developer
Editions

e Ifyou don't see either button, your organization already has customizable forecasting.
To enable customizable forecasting:

1. From Setup, enter Forecasts (Customizable) inthe Quick Find box, then select Forecasts Hierarchy.
2. Select Enable Customizable Forecasting.

3. Once customizable forecasting is enabled, see Setting Up Customizable Forecasting.

SEE ALSO:
Customizable Forecasting Overview

What's the difference between the Forecasting versions?
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Setting Quotas for Customizable Forecasting

Users with the appropriate permission can set their individual quota. Administrators and users with
the appropriate permission can always edit any quota, and managers can always change the quotas
of users that report directly to them in the role hierarchy.

1.

Do one of the following:
e To set your personal quota, access your personal information in your personal settings.

e Tochange the quota of a user that reports to you, from Setup, enter Users inthe Quick
Find box, then select Users, and click the full name of the appropriate user.

Click Edit in the Quotas related list.

Select the appropriate range start and range length. If available, select a territory and product
family.

@ Nofte: If your organization uses custom fiscal years, you cannot set quotas for a period
that does not have a defined fiscal year.

Enter the quota amounts for revenue and/or quantity.

. Select the appropriate currency if you work with more than one currency.

Click Save to save the quota and return to the user detail page, or click Quick Save to save the
values and continue to edit the quota.

o Tip: Using Quick Save allows you to quickly set a different quota for each product family.

Estimating Revenue and Sales with Customizable Forecasts

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To set your quota:
e Edit Personal Quota

To set any user’s quota:
* Manage Internal Users

AND
Modify All Data

@ Nofe: If these options are not available to you, you may not have customizable forecasting. To determine if your organization
has enabled customizable forecasting, see Do | Have Customizable Forecasting? on page 344. Delegated administrators won't see

the quotas related list on user records.

You can also use tools like the Data Loader to do mass updates on quotas. When updating quotas, set the quota field value on the
RevenueForecast Or QuantityForecast objects.

SEE ALSO:

Customizable Forecasting Overview

Managing Customizable Forecasts

Working with Forecast Categories

@ Note: Thisinformation applies to Customizable Forecasting and not Collaborative Forecasts.

Your forecast is a representation of your opportunity amounts, dates, and stages. Click the Forecasts
tab and notice that your forecast amounts are listed in different categories. Depending on its stage,
an opportunity amount can be included in the following forecast categories:

Best Case includes amounts you are likely to close, closed/won opportunity amounts, and
amounts in the Commit category.

Closed includes amounts for closed/won opportunities.

Commit includes amounts you are confident about closing and closed/won opportunity
amounts.

345

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions



Sell to Your Customers Estimating Revenue and Sales with Customizable Forecasts

e Omitted means the amount does not contribute to your forecast.

e Pipeline includes amounts from all open opportunities.

@ Nofe: You can edit the forecast category field on opportunities to change the value displayed in reports, opportunity detail and
edit pages, opportunity searches, and opportunity list views. For example, you can change the value of the Commit category to
Won to make the category name match your business processes.

Each value in the opportunity Stage picklistis automatically mappedtoa Probability andvalueinthe Forecast Category
picklist. Change the Stage of an opportunity and the Probability aswellasthe Forecast Category changes with it.

For example, your organization may have mapped the “Negotiation/Review” stage to the “Best Case” forecast category. This means that
the amounts of your opportunities in “Negotiation/Review” are included in your “Best Case” forecast amount. Your organization may
have set up different mappings but an example of how these fields map is below:

Stage Probability Forecast Category
Prospecting 10% Pipeline

Qualification 10% Pipeline

Needs Analysis 20% Pipeline

Value Proposition 50% Pipeline

Id Decision Makers 60% Pipeline

Perception Analysis 70% Pipeline
Proposal/Price Quote 75% Pipeline
Negotiation/Review 90% Best Case

Closed Won 100% Commit

Regardless of whether you use customizable forecasting or not, your forecasts still rely on how your opportunity Stage picklist values
map to valuesin the Forecast Category picklist.

SEE ALSO:
Customizable Forecasting Overview

Managing Customizable Forecasts
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Managing Customizable Forecasts

@ Nofte: Thisinformation applies to Customizable Forecasting and not Collaborative Forecasts.

Your forecasts represent your opportunity amounts, dates, and stages. To make sure your forecasts
are an accurate representation of your revenue potential:

Estimating Revenue and Sales with Customizable Forecasts

EDITIONS

Available in: Salesforce
Classic

1. Review yourforecastamounts. See Viewing Customizable Forecasts for instructions on different . . .
o " Available in: Professional,
VIEWIng options. Enterprise, Performance,
2. Determine if you want to override any amounts. Unlimited, and Developer
3. Override amounts if necessary. This requires the appropriate user permission. See Overriding Editions
Customizable Forecasts on page 349.
4. Submit your forecast to make a snapshot of your forecast data available in your forecast history USER PERMISSIONS

and forecast reports. See Submitting Customizable Forecasts.

Viewing Customizable Forecasts

@ Nofte: Thisinformation applies to Customizable Forecasting and not Collaborative Forecasts.

When you click the Forecasts tab, review the amounts listed and determine if they are ready to be
submitted.

Initially, your name appears in the title barand above Find a Forecast :,indicating that
you are viewing your own forecast. Users with the appropriate permissions can click the
magnifying glass icon and select another user or role to view that person’s forecast. When you
are viewing a forecast other than your own, the role or username will be displayed in the title
barand above Find a Forecast:.Inaddition, youraccess level will be displayed above
Find a Forecast:.

@ Note: User Sharing does not fully support Customizable Forecasting. You'll see all users
in the organization regardless of the organization-wide default for the user object.

If your organization uses manual forecast sharing, click Sharing to view the forecast sharing
settings or to share the forecast with other users.

If your organization uses territories, choose an option from the Territory picklist to
summarize the forecast by that territory. See Territory Management.

If your organization uses product families, choose an option from the Product Family

To see forecasts of other
users:

e View All Forecasts

To override your forecast:
e Override Forecasts

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To see forecasts of other
users:
e View All Forecasts

To override your forecast:
e Qverride Forecasts

picklist to summarize the forecast by that product family. Choosing ——211-- product families disables the Submit, and Forecast
History options; choose another product family to use these options. See Define Customizable Forecast Settings for information on
customizing your organization to use product families.

e Ifyour organization forecasts on both revenue and quantity, select whether to include revenue, quantity, or revenue and quantity.
This controls which information is displayed for each amount listed.

e Selectadaterange under Range Start to view another forecast period. Forecast details for opportunities that closed more
than two years before you implemented Customizable Forecasting or more than 10 years in the future are not available.
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@ Note: Organizations that implemented Customizable Forecasting prior to the Salesforce Winter '07 release can see forecasts
outside of this range.

e Selecta Range Length to view fewer or more forecast periods.

@ Note: If you are using custom fiscal years, periods before the first defined custom fiscal year or after the last defined fiscal year
use calendar months or calendar quarters (depending on your forecast setting) for the range start and period length.

e Selectanoptionnextto Display Units to view forecast totals using a different unit of measurement. To display what portion
each total is of your quota, choose % Quota.

Viewing Forecast History

When viewing a forecast from the Forecasts tab, click Forecast History to view snapshots of your forecast data taken when you submit
it. You can also view the submitted forecasts of subordinates users. Click Forecast Summary to return to the previous view.

Viewing Forecast Amount Details

Select the Forecasts subtab to see forecast details. Click any forecast amount to view details of the opportunity amounts included in that
forecast amount. From the details page, click any item listed to view it. Click Edit to override that item. See Overriding Customizable
Forecasts for instructions on overriding forecast amounts from the opportunity.

If you have direct reports (users that report directly to you), their forecasts display below yours. The Choose a view option allows
you to change the way forecast information is displayed for your direct reports. Use this option to group forecast data by subordinate
or forecast period.

e View by Period displays a list of direct reports and their forecasts for each forecast period. Click any name to view the forecast for
that user.

e View by Direct Report displays a list of forecast totals for each direct report. Click View next to any subordinate name to view the
forecast for that user.

e (licking any amount displays the opportunities and forecast overrides included in that amount.

Viewing Opportunities

Select the Opportunities subtab to see the opportunities that are included in the displayed forecast. On the Opportunities subtab, you
can choose, or create, a list view to further filter the displayed opportunities. Click any opportunity to see the opportunity details. To
override the opportunity, click Edit. For more information on overriding opportunities, see Overriding Customizable Forecasts.

If you have the “View All Forecasts” permission, you can see opportunities on the Opportunities subtab regardless of their sharing settings.

@ Notfe: When a partner portal is transferred to another account, the opportunities on each account are automatically recalculated
through your organization's forecast hierarchy.

SEE ALSO:
Customizable Forecasting Overview

Managing Customizable Forecasts
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Overriding Customizable Forecasts
@ Nofte: Thisinformation applies to Customizable Forecasting and not Collaborative Forecasts.

You can make your forecast a more accurate assessment of your forecasted sales by overriding
forecast amounts as needed. Any user can override a forecast from the opportunity by changing
the Stage or Forecast Category of the opportunity. Users with the “Override Forecasts”
permission can override their forecast or any direct report’s forecast at the forecast level.

When an opportunity moves from one forecast category to another, such as from Best Case to
Commit, the unadjusted raw amounts change for each of those categories, but any amounts with
overrides do not change. You should update or remove your overrides to each forecast category
to account for changes in the stage of opportunities.

Overriding Your Forecast from the Opportunity
1. Click the Opportunities subtab on the Forecasts page.
2. C(lick Edit for the opportunity you want to override.

3. Make any changes to the details. The options available differ depending on whether you own
the opportunity.

4. If products are on the opportunity and you want to change the forecast category for that

Estimating Revenue and Sales with Customizable Forecasts

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To see forecasts of other
users:

e View All Forecasts

To override your forecast:
e Override Forecasts

product, select Change Category, then select the appropriate Product Forecast Category.

5. Click Save. The opportunity is marked with the appropriate icon indicating its override status. For a description of each override icon,

see Forecast Override Indicators.

Click Save & Refresh to update the record and redisplay the totals.

Overriding Your Forecast Total
1. Click the Forecasts subtab on the Forecasts page.
Click the editicon ( «# ) to override the adjusted total.

Enter a new amount and any comment.

> W

see Forecast Override Indicators.

Overriding the Forecast of Your Direct Reports
1. Click the Forecasts subtab on the Forecasts page.

2. (lickthe editicon () to override your direct report's forecast.

Click Save. The forecast is marked with the appropriate icon indicating its override status. For a description of each override icon,

3. Choose one of the override options to control which override amounts, if any, are included in the forecast:

e AcceptJohn Doe’s forecast—Use this option to accept the forecast of your direct report, including any overrides that he or

she has made.

* Reject any override on John Doe’s forecast, but accept forecast overrides from other subordinates—Use this option
to ignore overrides made on your direct report's forecast, but include any overrides made on forecasts further down in the

hierarchy.
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* Reject all forecast overrides—Use this option to ignore all forecast-level overrides but include opportunity-level overrides. If
you have overridden amounts at the opportunity, your own opportunity forecasts are used in this calculation. Choose this option
if you want forecast amounts to be based on opportunity amounts including overrides made at the opportunity level.

e Override the forecast and set it to—Use this option to enter an amount that replaces the current amount in your forecast.

Your manager will see this amount in your forecast but your subordinates will not.

4. |Ifyou forecast on both revenue and quantity, choose an override option for quantity forecast.

5. Click Save. The forecast is marked with the appropriate icon indicating its override status. For a description of each override icon,

see Forecast Override Indicators.

@ Note: The Forecasts tab is unlike other tabs in that it automatically calculates data for you based on your opportunity data. You

do not need to create or delete forecast records.

SEE ALSO:
Customizable Forecasting Overview

Managing Customizable Forecasts

Override Customizable Forecasts from an Opportunity

Aforecast override is an amount that more accurately represents your forecasted sales. You can
view a list of overrides and make changes from the opportunity detail page.

@ Nofte: Thisinformation applies to Customizable Forecasting and not Collaborative Forecasts.

1. From the Opportunity Forecasts related list on an opportunity record, click Edit.

2. Make changes to the details. See Overriding Customizable Forecasts for instructions on overriding
opportunity forecast amounts.

If your organization uses territory management, the territory to which the opportunity is assigned
displays in the Territory drop-down list.

If you are a forecast manager for multiple territories, the drop-down list shows the territories from
which you can override the opportunity. Choose a value and click Edit to override the opportunity
from the desired territory.

SEE ALSO:

Territory Management

Forecast Override Indicators
@ Note: Thisinformation applies to Customizable Forecasting and not Collaborative Forecasts.

An icon displays for each override to indicate the status of the override. Use the following table to
determine the status of an override.

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

Territory management
available in: Developer and
Performance Editions and
in Enterprise and Unlimited
Editions with the Sales Cloud

USER PERMISSIONS

To view forecasts of other
users:

e View All Forecasts

To override your forecast:
e Qverride Forecasts

Icon Override Status
& The opportunity has been updated since an override.
5 A subordinate has overridden the forecast.
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Icon Override Status
51 A person that reports directly to you has overridden the forecast.
[P You have overridden the forecast.
= The forecast data is not up-to-date. Refresh your browser in a few
minutes.
SEE ALSO:

Overriding Customizable Forecasts

Customizable Forecast Fields

@ Note: Thisinformation applies to Customizable Forecasting and not Collaborative Forecasts. EDITIONS

Here is g description of the fields (in alphabetical order) that make up a forecast in customizable Available in: Salesforce
forecasting: Classic

Available in: Professional,

Forecast Fields Enterprise, Performance,
Unlimited, and Developer
Field Description Editions
Comments The comments you enter when overriding your
forecast.
Forecast Category Category determined by the opportunity

Stage value. Options are:

e Omitted means the amount does not
contribute to your forecast.

e Pipeline includes amounts from all open
opportunities.

e Best Case includes amounts you are likely
to close, closed/won opportunity amounts,
and amounts in the Commit category.

e Commitincludes amounts you are
confident about closing and closed/won
opportunity amounts.

e Closed includes amounts for closed/won
opportunities.

Forecast Item Record that contributes to the forecast. This
displays in the detail of a forecast amount.

Revenue The total expected revenue amount from the
opportunities that fit in a given category.
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Field Description

Quantity The total number of units that are forecasted to sell as part of the
opportunities in a given category.

My Forecast Override The amount you enter when overriding a forecast amount.
Submitted By The user who submitted a forecast.
Type Type of override. Options are “Opportunity” or “Forecast Override.”

Opportunity Forecast Fields

Opportunity Forecast Field Description

My Forecast Amount The amount you enter when overriding your direct report’s
opportunity amount.

My Forecast Category The category selected when you override the category of an
opportunity.
My Forecast Comments The comments you enter when overriding one of your

opportunities or the opportunity of a direct report.

My Forecast Period The period you selected when overriding a direct report’s
opportunity period.

SEE ALSO:

Managing Customizable Forecasts

Manually Sharing a Forecast

@ Nofte: Thisinformation applies to Customizable Forecasting and not Collaborative Forecasts. IS

Your administrator defines your organization's forecasting hierarchy, which determines which users
can view the forecast data. However, your administrator can manually extend sharing privileges for

Available in: Salesforce

Classic
forecast data, and you may be able to manually extend sharing privileges for your own forecast
data as well. Manual forecast sharing can only increase access to forecast data; it cannot restrict Available in: Professional,
access for users who already have access. To manually share a forecast, you must be an administrator Enterprise, Performance,

Unlimited, and Developer

or a forecast manager who has been given access to share your forecast data. g
Editions

To see which users can view your forecast or to share your forecast data, do one of the following:

e From Setup, enter Forecasts Hierarchy inthe Quick Find box, then select
Forecasts Hierarchy, then click Share next to the view you want to share.

e (lick Sharing on the forecast home page to share your own forecast data.

The User and Group Sharing list shows you all the users who currently have access to this forecast data. It also details the level of access
they have, whether they can submit a forecast, and the reason they have that access. The reasons a user might have access to forecast
data are:
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Reason
Administrator

Delegated Forecast Manager

Forecast Manager

Owner

View All Forecasts Permission

On the Forecast Sharing Detail page, you can do any of the following:

Description

Estimating Revenue and Sales with Customizable Forecasts

The useris an administrator, or has the "Modify All Data” permission.

A user has access to forecast data that was granted via the Sharing

button on the forecast.

A user has access due to being a forecast manager in the forecast

hierarchy.

The owner can always see his or her own forecast data.

The user has the “View All Forecasts” permission.

e Toshow afiltered list of items, select a predefined list from the View drop-down list, or click Create New View to define your own
custom views.To edit or delete any view you created, select it from the View drop-down list and click Edit.

e (lick Add to grant other users or groups access to the forecast data.

Note: Manual sharing extends to the opportunity data that makes up the forecast. If a user has permission to override forecast

data, then the user also has permission to override the opportunity forecast data.

e (lick Expand List to view all users that have access to the forecast data.

e For manual sharing rules that you created, click Edit or Del next to an item in the list to edit or delete the access level.

Submitting Customizable Forecasts
@ Note: Thisinformation applies to Customizable Forecasting and not Collaborative Forecasts.

On the Forecasts tab, your forecast totals are always available to you and users above you in your
role hierarchy. However, forecast totals are only available in forecast history and reports after you

submitthem. You can submit your own forecast or any forecast data that has been manually shared
with you and you have permission to submit.

To submit your forecast:

1. Click Submit from your forecast on the Forecasts tab.

2. (lick OKto confirm. Salesforce takes a snapshot of your forecast totals and makes them available
in reports and your forecast history.

SEE ALSO:

Viewing Customizable Forecasts

Managing Customizable Forecasts
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Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

USER PERMISSIONS

To see forecasts of other
users:

e View All Forecasts

To override your forecast:
e Override Forecasts
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Selling Through Multiple Channels

Selling Through Multiple Channels

Drive Sales with Partners

Partners are the companies with which you collaborate to close your sales deals. For each opportunity
oraccount you create, the Partners related list allows you to store information about your partners
and theroles they play in the opportunity or account. A partner must be an existing account within
Salesforce.

If your organization has been enabled for partners, you can create partner accounts. Partner accounts
are business accounts that a channel manager uses to manage partner organizations, partner users,
and activities. They are completely separate from account partnerships that are displayed
in the Partners related list on an account. For more information about creating and managing
partner portals, see Create and Manage Partner Portals.

O Tip: If your organization uses person accounts, you can use partner roles to relate person
accounts to each other. For example, if you have individual person account records for several
members of a household or family, then you can use partner roles such as “Spouse” or “Sibling”
to associate those records.

Sharing Information with Partners

Partners are companies or individuals that directly drive sales or help you close sales deals.
You can track partner sales in your Salesforce org in different ways.

e Add partners to account and opportunity records.

e Enableyourorgfor partners, create partner accounts, create partner users, and collaborate with
them on your channel sales data in a partner community (recommended) or partner portal.

e Use Salesforce to Salesforce if your partner has a Salesforce org of their own.
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EDITIONS

Available in: Salesforce
Classic

Available in: All Editions for
organizations activated
before Summer ‘09

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions for
organizations activated after
Summer ‘09

EDITIONS

Available in: Salesforce
Classic

Available in: All Editions for
organizations activated
before Summer ‘09

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions for
organizations activated after
Summer ‘09
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Viewing and Adding Partners

The opportunity and account detail pages include a Partners related list for viewing and adding
partner relationships.

To view account information for a specific partner, click the partner's name in the Partners
related list.

If you do not have access to view and edit a partner account, the account name appears in the
related list but you have no access to other information about that account.

Click Del next to a partner to the partner relationship.

@ Note: If you change the account for an opportunity that has partners, all partners are

deleted from the Partners related list.

To add a partner to an opportunity or account:

Click New in the Partners related list.

2. Foropportunities only, selectthe Primary option to indicate the primary partner for the

opportunity, if applicable.

An opportunity can have only one primary partner. Setting a new primary partner
automatically removes the “Primary” status from any existing primary partner.

Marking a partner as “Primary” allows you to report on the partner in all of the opportunity
reports.

Inthe Partner column, enter the name of an existing account by typing into the box
or clicking the lookup icon to perform an account search. Alternatively, click New from the
lookup dialog to create a new account.

Inthe Role column, choose therole that the partner account plays in the current account
or opportunity.

@ Note: Selecting a partner on an account or opportunity automatically creates a reverse

partner relationship so that both accounts list the other as a partner. The role you select is
applied to the partner account; in the current account, the reverse role is applied.

Your administrator sets the available roles and the corresponding reverse roles when editing
the Partner Role picklist value.

Your administrator has the ability to customize the columns that display in the related list by
editing the page layout.
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EDITIONS

Available in: Salesforce
Classic

Available in: All Editions for
organizations activated
before Summer ‘09

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions for
organizations activated after
Summer ‘09

USER PERMISSIONS

To add partners to an
account:

e Edit on accounts

AND

Read on opportunities
To add partners to an

opportunity:
e Read on accounts

AND
Edit on opportunities
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Partner Fields

A partner has the following fields, listed in alphabetical order.

Field

Partner Name

Primary

Role

Deleting Partners

Description

Name of partner. You can enter an existing
account, or use the lookup icon to search for (or
optionally, create) a new account.

Option that specifies the primary partner for the
opportunity.

Role of partner for a specific opportunity or
account. The role is correlated to the reverse
role, applied to the reverse partner relationship.
Select from a picklist of available roles, which
are set by an administrator.

Removing a partner from an opportunity or account removes the partner's relationship with the
opportunity or account, but does not delete the account.

@ Nofte: Ifyou change the account for an opportunity that has partners, all partners are deleted

from the Partners related list.

To remove a partner relationship from an opportunity or account, click Del next to the partner’s

name.

Removing a partner affects and opportunity or account in the following ways.

Deleting a Partner From

An account

An opportunity

Does This

Removes the partner from the account and from
all opportunities for that account with which
the partner was associated.

If the partner is associated with only one
opportunity for an account, the partner is
removed from both the opportunity and the
account.

If the partner is associated with multiple
opportunities for an account, the partner is
removed from that opportunity only. The partner
remains associated with other opportunities and
with the account.
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EDITIONS

Available in: Salesforce
Classic

Available in: All Editions for
organizations activated
before Summer ‘09

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions for
organizations activated after
Summer ‘09

EDITIONS

Available in: Salesforce
Classic

Available in: All Editions for
organizations activated
before Summer ‘09

Available in: Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions for
organizations activated after
Summer ‘09

USER PERMISSIONS

To delete partners from an
account:

e Edit on accounts

To delete partners from an
opportunity:
e Edit on accounts

AND

Edit on opportunities
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Create a Partner Portal

Starting in Summer 13, the partner-portal is no longer available for organizations that arent currently
using it. Existing organizations continue to have full access. If you don't have a partner-portal, but
want to easily share records and information with your partners, try Communities.

Existing organizations using partner-portals may continue to use their partner-portals or transition
to Communities. Contact your Salesforce Account Executive for more information.

For detailed information about creating a partner portal, see the Create and Manage Partner Portals
guide. Generic information about user management, sharing, and CRM data remains available from
the Salesforce help.

Salesforce to Salesforce

Salesforce to Salesforce Overview

Salesforce to Salesforce enables business collaboration both within and across Salesforce
organizations. This allows you to share certain records with your business partners that use Salesforce
and get updates on the shared data. For example, you can share lead and opportunity data with
business partners and manage your entire pipeline and programs within Salesforce.

Salesforce to Salesforce allows you and your business partners to collaborate more easily and
effectively. With Salesforce to Salesforce, you can share records with one or more connections, and
each connection can accept records you share with them - even if other connections have accepted
the same record.

Salesforce to Salesforce allows your business partners to:

e Access all their programs from one place

e Easily integrate your data with the data they manage in Salesforce

® Integrate their business processes with updates received from you

Salesforce to Salesforce allows you to:

e Have 100% visibility into your partner activity

e Manage your entire pipeline, both internal sales and channel sales, in one place

e Rapidly and easily share data across multitiered partnerships

Salesforce to Salesforce

EDITIONS

Available in: Salesforce
Classic

Available in: Professional,
Enterprise, Performance,

Unlimited, and Developer
Editions

EDITIONS

Available in: Salesforce
Classic

Available in: Contact
Manager, Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

e Integrate your business processes with updates received from your partners using workflow and assignment rules

@ Note: Because updates to shared records are processed asynchronously and retried if a sync fails, they don't appear in the partner's

org right away.

If you want to connect to partners but aren't sure if they use Salesforce, you can use connection finder to find out.

If you receive an invitation to connect with a business partner using Salesforce to Salesforce, see Accepting or Rejecting an Invitation to

Join Salesforce to Salesforce on page 359.

To invite other companies to connect with you using Salesforce to Salesforce, see Inviting Business Partners to Connect using Salesforce

to Salesforce.
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Salesforce to Salesforce

@ Nofte: Salesforce to Salesforce doesn't just let you share information with business partners; it's also part of a high-availability
solution called Organization Sync. For information about Organization Sync, see Organization Sync.

SEE ALSO:

Tips for Using Salesforce to Salesforce

Finding Out if Your Partners Use Salesforce

Inviting Business Partners to Connect using Salesforce to Salesforce

Before you can start sharing data with your business partners, you need to set up a connection to
them using Salesforce to Salesforce. To create that connection, you need to invite your business
partner.

@ Note: Before beginning the invitation process, you need to create an account and an

associated contact for your business partner.

To invite a business partner to connect using Salesforce to Salesforce:

1.
2.
3.

5.
6.
7.

Click the Connections tab.
Click New.

Enter a contact name or use the lookup icon to select a contact.

@ Important: Make sure that the email address is valid; otherwise, your invitation may be
sent to the wrong person.

Optionally, select a related account.

@ Note: The account associated with the connection can be changed after the invitation
is sent.

Choose a user to manage the connection.

Optionally, choose a template to apply to the connection.

Click Save & Send Invite.

To invite multiple business partners to connect using Salesforce to Salesforce:

1.
2.
3.

4
5.
6
7

Click the Contacts tab.
Select a standard or custom list view, then click Go!.

In the list view, select the checkboxes next to the contacts you want to invite.

EDITIONS

Available in: Salesforce
Classic

Available in: Contact
Manager, Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Edifions

USER PERMISSIONS

To invite to a business
partner to connect using
Salesforce to Salesforce:

¢ Manage Connections

@ Important: Make sure that the email addresses are valid; otherwise, your invitations may be sent to the wrong people.

Click Invite to Connect.
Choose a user to manage the connection.
Optionally, choose a template to apply to the connection.

Click Save & Send Invite.

The people you invite will receive an email invitation to connect with you using Salesforce to Salesforce. They can choose to accept or
decline your invitation. You can check whether they have accepted or declined the invitation by reviewing your connections on the
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Connections tab. From the Connections tab, you can also resend or cancel the invitation. To learn more about connections, see Connections
Home Page on page 360.

@ Nofte: Forinformation about sending an Organization Sync replication connection invitation in Salesforce to Salesforce, see
Connect the Organizations.

SEE ALSO:
Finding Out if Your Partners Use Salesforce
Connection Templates in Salesforce to Salesforce

Creating and Applying Connection Templates

Accepting or Rejecting an Invitation to Join Salesforce to Salesforce

If a business partner sent you an invitation to connect using Salesforce to Salesforce, you can accept EDITIONS
or reject that invitation by following these steps:

1. Click the link in the invitation email to go to the Salesforce login page. Available in: Salesforce

‘ - ‘ y o, . lassi
. Login as the System Administrator or as a user with the “Manage Connections” permission. Classic

2
3. Review the details of the invitation. Available in: Contact
4 Manager, Group,

Professional, Enterprise,
If you aren't sure whether you want to accept or decline, click Decide Later. The invitation Performance, Unlimited,
displays on the Connections tab with a connection status of Invitation Received. You can easily and Developer Editions
accept or decline it at a later date.

. Click Accept or Decline.

USER PERMISSIONS

When you accept or reject an invitation, the company that invited you receives an email notifying
them of your decision. The content of that email can be configured by changing the appropriate

' To accept or reject an
email template.

invitation to connect using
Salesforce fo Salesforce:

SEE ALSO: ¢ Manage Connections

Salesforce to Salesforce Overview

Tips for Using Salesforce to Salesforce
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Connections Home Page

The Connections tab allows you to manage your Salesforce to Salesforce connections and connection EDITIONS

templates. From the Connections tab, you can:

e Select the Connections subtab to manage connections. Connections include everyone that Available in: Salesforce
you have invited, whether they have accepted, declined, or have not yet responded, as well as Classic

all the invitations you have received. Recent connections are automatically displayed on the

: Available in: Contact
Connections subtab.

Manager, Group,
- To view details about a connection, click the connection name. Professional, Enterprise,
Performance, Unlimited,

— Toinvite new connections, click New, then enter the connection details and click Save & o
and Developer Editions

Send Invite.

— To deactivate a connection, click Deactivate.

USER PERMISSIONS

- Forinvitations to connect that have been sent but not accepted, you can click Resend to
resend. thfe.mwtann, o.r Cancel In\.ll.tatlon .to cancel the invitation. For more information To view and manage
about inviting connections, see Inviting Business Partners to Connect using Salesforce to connections for Salesforce
Salesforce on page 358. to Salesforce:

. ' * Manage Connections
e Select the Templates subtab to manage connection templates. Templates allow you to define 9

and publish sets of objects and fields to one or more standard Salesforce to Salesforce To view and manage

connections. Recent templates are automatically displayed on the Templates subtab. Tserlnp!cotes for Salesforce fo
alesforce:

- Toshow afiltered list of items, select a predefined list from the View drop-down list, or ¢ Manage Connections
click Create New View to define your own custom views. To edit or delete any view you
created, select it from the View drop-down list and click Edit.

-~ To view details about a template, click the template name.
-~ To create a new template, click New.

- Toeditatemplate, click Edit next to the template you want to edit. For more information about using templates, see Creating
and Applying Connection Templates on page 362.

@ Note: To learn about Organization Sync, a high-availability feature built on the framework of Salesforce to Salesforce, see
Organization Sync.

SEE ALSO:

Managing Connections
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Managing Connections

From the Connections tab, you can view connection details and manage connections. The EDITIONS
connection details include information on the status of the connection, the owner of the connection,
information about the company, published and subscribed fields, and a connection history.

Available in: Salesforce

To view a connection: Classic
1. Click the Connections tab. Available in: Contact
2. On the Connections subtab, click the name of the connection that you want to view. Manager, Group,

Professional, Enterprise,

From the connection detail page, you can: Performance Unlimited

Accept an Invitation and Developer Editions
If a business partner has sent you an invitation to connect using Salesforce to Salesforce, click
Accept to accept the invitation. After you accept the invitation, you can subscribe to objects
that the connection has published and begin sharing objects with the connection using the
Published Objects and Subscribed Objects related lists on a connection detail page. To manage connections:
Cancel an Invitation * Manage Connections

If an invitation you sent hasn't been accepted, you can cancel the invitation by clicking Cancel
Invitation. If your partner hasn't received the invitation, click Resend to send it again.

Deactivate Connections
If you have created a connection with a business partner and you no longer wish to use the connection, click Deactivate. If a
connection is deactivated, you can still view and update records that your connection shared with you, but updates you make won't
be sent to your connection. If you sent records to your connection that they didn't accept, the records are removed from their
organization, and vice versa.

Edit Connections
When displaying the connection, you can modify the connection by editing the connection details. To change the objects published
to a connection, click Publish/Unpublish, or to use a connection template, click Edit and select an active template. To edit the
published fields on an object, click Edit next to the object. To change the objects you're subscribed to, click Subscribe/Unsubscribe.
For more information, see the following:

e Publishing Objects in Salesforce to Salesforce on page 371

e Subscribing to Objects in Salesforce to Salesforce on page 364
e Publishing Fields in Salesforce to Salesforce on page 372

e Subscribe to Fields in Salesforce to Salesforce on page 365

View Connection History
You can view a detailed history of the connection in the Connection History related list of the connection detail page. To export the
connection history, select Download connection history (csv). This lets you download a comma-separated values file that includes
the following information:

e Connection status changes

e (Changes to which account is associated with the connection

e (hanges to which contact is associated with the connection

e Connection owner changes

e (Changes to published fields

e Email communications sent to your business partners

e Errors related to validation rules and Apex triggers with validation rules resulting from:

-~ Records manually accepted
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-~ Records automatically accepted

-~ Records updated by Connection User

@ Nofte: System errors, for example, code errors, aren't logged in the Connection History.

SEE ALSO:
Connections Home Page

Connection Templates in Salesforce to Salesforce

Connection Templates in Salesforce to Salesforce

Connection templates allow you to define objects and fields that can be published to connections.
Connection templates can be assigned to one or more standard Salesforce to Salesforce connections,
making the process of publishing fast and easy. From the Connections tab, click the Templates
subtab to view, create, and edit connection templates.

When a connection template is applied to a connection, the object and field rules are applied to
that connection.

The following rules apply to connection templates:

e Objects and fields that are not already published but are published in the connection template
are published.

e Objects and fields that have the same publish or unpublish status as the template are unchanged.

e Objects and fields that are already published but are not published in the connection template
are unpublished.

SEE ALSO:
Creating and Applying Connection Templates

Connections Home Page

Creating and Applying Connection Templates

Creating and Editing Connection Templates

Connection templates allow you to define object and field publishing rules that can be applied to
one or more standard Salesforce to Salesforce connections.

To create a connection template:

1. Select the Connections tab.

2. Select the Templates subtab.

3. (lick New.

4. Type aname and an optional description.
5

. Select the Active checkbox if you want to be able to assign the template to standard
connections.

6. Click Save to save the template, or click Save & Add Objects to add objects to the template.
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EDITIONS

Available in: Salesforce
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Available in: Contact
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Performance, Unlimited,
and Developer Editions

USER PERMISSIONS
To create, edit, and view

connection templates:
e Manage Connections

EDITIONS

Available in: Salesforce
Classic

Available in: Contact
Manager, Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To create, edit, and view
connection templates:
e Manage Connections
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7. Ifyou clicked Save & Add Objects, select the checkboxes next to the objects you want to add, then click Save.

@ Nofte: If you clicked Save, you can click Add/Remove Objects on the template detail page to add objects.

8. Click Edit next to an object you added to the Published Objects related list.

9. Select the fields you want to publish for the object, then click Save.

10. Repeat steps 8 and 9 for each object you added to the Published Objects related list.

To deactivate a connection template:

1. On the Templates subtab, click Edit next to the template you want to deactivate. Alternatively, click Edit on the template detail
page.

2. Deselect the Active checkbox.

3. C(lick Save.

@ Nofe: Only active connection templates can be assigned to connections. If you want to use a template that you had deactivated,
you can do so by selecting the Active checkbox.

Assigning Connection Templates to Connections

You can assign connection templates to connections when inviting one or more new connections, or you can assign connection templates
to existing connections.

To assign a connection template to an existing connection:

1. Select the Connections tab.

Select the Connections subtab.

Click the name of the connection you want to assign the template to.
Click Edit.

Inthe Template field, type the name of the template or click the lookup icon to search for a template.

I A T o

Click Save.

SEE ALSO:
Connection Templates in Salesforce to Salesforce

Connections Home Page

Sharing Records Using Salesforce to Salesforce

Once you have created a connection to another organization, you can share data with them. Your EDITIONS
business partners do not have direct access to your record; they have a record in their organization
that is connected, using Salesforce to Salesforce, to your record. Any updates to the shared
information on either record is reflected on the other record. You can share records with one or

Available in: Salesforce

more connections. Each connection has the opportunity to accept shared records, even if other Classic
connections have also accepted the same record. Available in: Contact
Manager, Group,
@ Note: Making records available to business partners using Salesforce to Salesforce is not the Professional, Enterprise,
same as sharing records within your organization. Performance, Unlimited,

You can control the type of records you share with your business partners by selecting which objects and Developer Edifions

and fields to publish.
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In addition, you can control how the information your business partner makes available to you is used in your organization by subscribing
to objects and mapping the fields on those objects to fields on your own objects.

Individual records and their related records are made available to your connections by forwarding the record to one or more connections,
or by assigning the record to a queue that contains connections. When you forward a record to a connection, you can select which
related records to include, and you can send your connection contact an email notification that a record has been made available.

Similarly, your business partners can make records available to you. When a record has been made available to you by a business partner,
you can view basic details about the record from a view on the object's home page. Then you choose whether to accept the record,
and its related records, or not. Additionally, when subscribing to an object, you can specify that the object's records are automatically
accepted when shared by your connection. This is particularly helpful if you're expecting the connection to share a large volume of
records.

Once you have accepted a record, you can make it available to other connections in the same way you can make any record available
using Salesforce to Salesforce. This allows you to work in a multi-tiered business network. In a multi-tiered network, changes made to
the shared record in any organization updates the information in all the organizations that are sharing the record.

SEE ALSO:
Publishing Fields in Salesforce to Salesforce
Subscribe to Fields in Salesforce to Salesforce

Tips for Using Salesforce to Salesforce

Subscribing to Objects in Salesforce to Salesforce

When you are connected to a business partner using Salesforce to Salesforce, you can subscribe to EDITIONS
objects that your business partner has published. When you subscribe to an object, you map it to
an object in your organization. Standard objects must map to standard objects in your organization,
but you can map custom objects to any custom object. For example, if your business partner has
published a custom object named Prospects, you can map that to a custom object named Client.

Available in: Salesforce
Classic

Available in: Contact
Manager, Group,

1. Click the Connections tab. Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

To subscribe to objects for a connection:

2. (lick the name of the connection you want to modify.
3. Inthe Subscribed Objects related list, click Subscribe/Unsubscribe.
4

Choose the objects you want to subscribe to by selecting the object in your organization you USER PERMISSIONS
want mapped to that object. Select --None-- if you do not want to subscribe to a published
object. To subscribe to published
objects :

e Manage Connections

5. Selectthe Auto-Accept checkbox next to an object if you want to automatically accept
records of that type when shared by your connection. The checkbox appears once you select
a mapping.

@ Note: This checkbox is not available for:

e Child objects. Opportunity products, tasks, and public case comments are automatically accepted when the parent record
is accepted. Attachments are automatically accepted if marked publicand the Share With Connections checkbox
is selected.

e Objects that have one or more master objects, such as custom junction objects or detail objects in a master-detail
relationship.
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Additionally, Auto-Accept does not apply to any record that is shared as the child of another record, for example a case
record that is the child of a case record that you already accepted.

6. Click Save.
@ Note: If your business partner stops publishing an object to which you are subscribed, you are automatically unsubscribed from
that object.

Once you have subscribed to an object, you can map published fields on that object to fields on your object. For example, you can map
the Description field on leads to a custom field on leads called Partner Description. This would allow you to use your
own field to describe the lead for users within your organization rather than using the description provided by your business partner.

Additional Considerations

e If you choose to auto-accept leads or cases, any active assignment rules in your organization run when a record is automatically
accepted.

e Inorder to automatically accept a record shared by your connection, the connection owner for that record must be an active user.

Subscribe to Fields in Salesforce to Salesforce

When you accept an invitation from a business partner to join Salesforce to Salesforce, you can EDITIONS
subscribe to fields that your business partner has published and map those fields to your fields.
When your business partner updates the fields on a record that you're sharing, the fields will be
updated on the shared record in your organization.

Available in: Salesforce
Classic

Forexample, if your business partner has published the Description field, you could map that
field to a custom field called Partner Description.Thiswould allow you to use your own
field to describe the lead for users within your organization.

Available in: Contact
Manager, Group,
Professional, Enterprise,
Before subscribing to fields, see Best Practices for Mapping Fields in Salesforce to Salesforce. Performance, Unlimited,

To map fields on a subscribed object: and Developer Editions

1. Click the Connections tab.

USER PERMISSIONS
2. Click the name of the connection you want to modify.
3. Inthe Subscribed Objects related list, click Edit next to an object. Egl(sj:k')scribe fo published
4. Map your business partner's published fields to your organization's fields by choosing the . I\/\énoge Connections

appropriate field in the drop-down list.

@ Nofte: Fields can only be mapped to fields with the same data type, length (for text and
numeric fields) and decimal places (for numeric fields), so the drop-down list only shows
fields with the correct data type. You can see the data type details of a published field by
hovering your mouse over the information icon (§9) next to the field. Select --None--
if you don't want to populate any of your fields with the data from a published field.

5. Ifthe field is a picklist, click Edit Values to map each published picklist value to a picklist value in your organization.
6. Click Save.
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Salesforce to Salesforce

@ Nofe: Changes to field mappings and picklist values may not show up in your business partner's organization for up to 15 minutes
while Salesforce refreshes the cache. This cache enables us to support larger transaction volumes and reduce the number of API

calls that count against your organization's limits.

SEE ALSO:
Managing Connections

Publishing Fields in Salesforce to Salesforce

Best Practices for Mapping Fields in Salesforce to Salesforce

When you subscribe to a field in Salesforce to Salesforce, you map it to a field in your organization.
This mapping lets updates to that field sync for all shared records. Before you map fields, look at
these important best practices.

@ Important: This information applies to standard Salesforce to Salesforce connections. If
you're mapping fields for a replication connection as part of Organization Sync, some of this
information may not apply.

EDITIONS

Available in: Contact
Manager, Group,
Professional, Enterprise,
Performance, Unlimited,

and Developer Editions

Auto-Mapping Fields

When subscribing to fields, select Auto-Map Fields to automatically map your business
partner's fields to your fields. After you select this option, click Save for your changes to take effect.

For any unmapped field, Salesforce checks if the field's APl name matches that of any of your fields. If there are no matches,
Salesforce checks for matching field labels. If Salesforce still can't find a match, --None-- is selected.

Selecting Auto-Map Fields doesn't overwrite previous selections, and deselecting it doesn't affect fields that were mapped
previously.

The following standard fields are automatically mapped:

— Account: Account Name,and, ifyou are using person accounts, Last Name
- Attachment: Body, Content Type, File Name
- (ase: Subject

-~ (Case Comment: Body and Published

- (ontact: Last Name

-~ Custom Object: Name

- Llead: Last Name and Company

-~ Opportunity: Name, Closed Date,and Stage

-~ Product: Product Name

— Task: Subject

-~ Opportunity Product: Quantity, Sales Price

Mapping Picklist Fields

If a picklist value is mapped to —-None--, and your business partner enters a picklist value, your picklist field is to the same
value. For example, if you subscribe to the Lead Status picklist, and your business partner has the value Internal inthat
picklist, your record gets a lead status of Internal.

To convert a custom field to a picklist field, stop publishing the field, change the field type, then publish the field again.

When mapping picklist fields, if the subscribed org has the picklist field restricted to the values defined in the value set, and the
publishing org does not have this restriction, the field is not available for mapping on the subscribing org.
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Mapping Currency Fields

If you map a currency field, and a record shared by your connection uses a currency that your organization hasn't enabled, that
currency field isn't updated when your organization auto-accepts the record. If you're manually accepting the record, the currency
is updated only if your organization uses the same currency as the record.

For example, suppose that your connection has shared an opportunity with you. Your organization uses the Euro only. Your
connection updates the opportunity amount to $300. The opportunity amount isn't updated in your record because your
organization doesn't support the U.S. Dollar.

If you map a currency field and either you or your connection changes the currency on a record containing that field, updates
you make to the field are no longer propagated to the other organization, and updates your connection makes to the field aren’t
reflected in your organization.

You can map roll-up summary fields to currency fields with the same currency type. For example, a roll-up summary with the
currency type U.S. Dollar canbe mapped to a currency field that uses the U.S. Dollar.

Mapping Quantity and Revenue Schedules

If Quantity Schedules or Revenue Schedules are enabled in your connection's organization and you subscribe to the Products
object from that connection, you must subscribe to the following fields and map them to matching fields in your organization.

Type of Schedule Fields to Map

Quantity Schedule — Number of Quantity Installments

— Quantity Installment Period
— Quantity Schedule Type

Revenue Schedule = Number of Revenue Installments

—= Revenue Installment Period

— Revenue Schedule Type

Mapping Different Field Types

Only map person account fields to person account fields, and business account fields to business account fields.

If your connection is using person accounts and you aren't, the person account field Last Name is used as the Account Name
when your connection shares a person account record with you. If you enable person accounts, you are automatically subscribed
to Last Name. Any changes to Last Name and Account Name are synced.

You can't map a standard number field to a custom number field.

You can map lookup fields to text fields that have a length of 80 or more characters. If your connection edits a lookup field that
you mapped to a text field, the text field is updated with their changes.

You can map auto-number fields to text fields that have a length of 30 or more characters.

You can map formula fields to fields of the same data type; for example, a formula field that has a number data type can be
mapped to a field with a number data type. If a formula field is a text data type, it can be mapped to a text field with a length of
80 or more characters. Conversely, fields can't be mapped to formula fields; for example, a formula field with a currency data
type can be mapped to a currency field, but a currency field cannot be mapped to a formula field. System audit fields are not
supported.

Unsubscribing to Fields

You are automatically unsubscribed from a field if:
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- Your business partner stops publishing the field

-~ You delete a custom field that is mapped to a published field

Salesforce to Salesforce

- The field type of a custom picklist or custom multi-select picklist is changed (for example, if a custom picklist is changed to

a text field)

Accepting Records Shared from a Connection

Salesforce to Salesforce allows you to accept records that have been made available to you by
business partners with whom you have connections. When accepting a record, you can assign it
to yourself, another user, a queue, or, if it is a lead or case, use your organization's assignment rules
to automatically assign it. If the record is a child of another record you have accepted, you can
assign it to the parent record when accepting it. Additionally, when subscribing to an object, you
can specify that the object's records are automatically accepted when shared by your connection.

If validation rules prevent you from accepting shared records, create a validation rule with the
Received Connection Name field not equal to null; this will ignore validation rules for
records you accept from your connections. To create this rule, use the following formula:

IF(OR(ISNEW(), ISNULL(Id)), if(ConnectionReceivedId =null,
TRUE, FALSE),NOT (AND (ISCHANGED (ConnectionReceivedId),
NOT (ConnectionReceivedId = null))))

You should also create a similar rule for any Apex trigger that has validation checks.

To accept records that have been made available to you:

EDITIONS

Available in: Salesforce
Classic

Available in: Contact
Manager, Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To accept shared records:

e Read and Edit on the
object

To view records shared by a

connection:

e Manage Connections or
have access to the list
view

@ Notfe: When you manually accept a record, it takes some time for all mapped fields on the record to be updated.

If an error occurs when accepting a record, see the Connection History for details.

1. Select the tab of the record type you are accepting.

2. Select a connections list view and click Go!. For example, on the Leads tab, in the Leads from Connections section, select a list

view from the drop-down list and click Go!.

3. Foraccounts, contacts, and opportunities, click Accept next to the record you want to accept. For cases, leads and custom objects,

select the checkbox next to the records to accept, then click Accept.
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@ Nofte: Ifarecord is a child of a record you have accepted, the name of the parent record is displayed in the Parent Record
Name column. If the record is a parent record or has no parent record, this column is blank.

When you accept a record that has public attachments, the attachments are automatically accepted if you selected the Share
With Connections checkbox on the attachment.

Accepting Opportunity Records

When you accept an opportunity, you have the option to relate the opportunity to an object and a price book, and to relate the opportunity
to a new account or opportunity, or to Use an existing account or opportunity. If you create a new opportunity or account, you can also
set the owner of that record.

Accepting Account Records

When you accept an account, you have the option relate the account to another object and to create a new account, or to use an existing
account. If you create a new account, you can also set the owner of that record.

Accepting Contact Records

When you accept a contact, you have the option relate the contact to another object and to create a new account or contact, or to use
an existing account or contact. If you create a new contact or account, you can also set the owner of that record.

Accepting Case, Lead, and Custom Obiject Records
When you accept a case, lead or custom object, you have option to relate the case, lead or custom object to another object and to assign

the lead or custom object to a new owner.

@ Note: Ifyouchooseto Assign using active assignment rule andno assignment rule criteriais met, the lead,
case, or custom object is assigned to the Default Lead, Case, or Custom Object Record Owner.

Accepting Product Records

When you accept a product, you have the option to create a new product or relate the product to an existing product.

Additional Considerations

e Afteraccepting a shared record, if you update a field that your business partner has subscribed to, the field is automatically updated
onthe record in your business partner's organization. Likewise, if your business partner updates a field to which you have subscribed,
it is automatically updated in your organization. When your business partner updates the record, the Last Updated By field
will be set to “Connection User”.

e Onceyou have accepted a record, you can make it available to other connections in the same way you can make any record available
using Salesforce to Salesforce. This allows you to work in a multi-tiered business network. In a multi-tiered network, changes made
to the shared record in any organization updates the information in all the organizations that are sharing the record.
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e When your business partner shares child records at a later time using the Manage Connections link in the related list of a record
you have already accepted, the child records can be automatically added to your organization.

SEE ALSO:
Sharing Records Using Salesforce to Salesforce
Connections Home Page

Tips for Using Salesforce to Salesforce

Automatically Accepting Related Records From a Connection

EDITIONS
Rules for Automatically Accepting Related Records From a Connection
When you share records using Salesforce to Salesforce, you can also share child records. When you Avoilqble in: Salesforce
accept a record from a connection, or when your connection accepts a record from you, the child Classic
records can be automatically accepted provided that certain criteria are met. Similarly, when a child Available in: Contact
record is shared at a later time using the Manage Connections link in the related list, and the Manager, Group,
parent record has already been accepted, the child record can be automatically accepted. Professional, Enterprise,
In order for a child record to be accepted automatically, the following criteria must be met: Performance, Unlimited,

and Developer Editions
e The parent record must already be accepted in the organization.

e The record must be related as a child to the parent record.

USER PERMISSIONS

e The child record cannot have two master records.

e The child record cannot have multiple relationships to the same parent object. To accept or reject records:
. . * Read and Edit on the
e The connection owner must be an active user. record

e The owner of the parent record must be an active user.

@ Important: When child records are accepted automatically, there may be a slight delay
before they are visible in the related list of the parent record. Additionally, when a child record
is shared using the Manage Connections link in the related list of a parent record, there may
be a slight delay before the Sent Connection Name displays.

If a child record does not meet the criteria for automatic acceptance, it will need to be manually accepted from its object tab. For example,
an opportunity record will need to be accepted from the Opportunities tab. A child record that needs to be manually accepted will
display with the parent record name so that it can be properly assigned. For more information, see Accepting Records Shared from a
Connection on page 368.

SEE ALSO:

Subscribe to Fields in Salesforce to Salesforce
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Publishing Obijects in Salesforce to Salesforce

The objects you publish are the objects that your users can share with your business partners using EDITIONS
Salesforce to Salesforce. If you have accepted an invitation, created new custom objects, or you

have decided to share more information with your business partner, you may want to publish Available in: Salesforce
additional objects. Alternatively, you may find that you want to limit the objects you publish to a Classic

particular business partner.
Available in: Contact

Manager, Group,

e Account Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

You can publish the following objects:

e Attachment (unencrypted)

o (ase
e (ase Comment
USER PERMISSIONS
e (ontact
e Lead To publish objects:

e Opportunity e Manage Connections

e Opportunity Product

e Product

e Task

e Custom Object

To define published objects for a connection:

1. Click the Connections tab.

Click the name of the connection you want to modify.

In the Published Objects related list, click Publish/Unpublish.

Select the objects you want to publish to your business partner. Deselect objects you no longer want to publish.

Click Save.

o W

@ Note: You cannot publish objects that you do not have permission to edit.

When you update your published objects, an email is sent to your business partner notifying them of the change. You can customize
this email by editing the Update Connection communication template.

Your business partner is automatically unsubscribed to objects when you:

e Stop publishing an object

e Delete a custom object to which your business partner is subscribed

Once you have published an object, you can manage the fields you publish on that object. For more information on publishing fields,
see Publishing Fields in Salesforce to Salesforce on page 372.

Additional Considerations

e Allcustom objects in your organization appear in the list of objects, however, Salesforce to Salesforce only supports deployed custom
objects. You cannot forward a record for a custom object that has not been deployed.

e Ifyoupublish the case comment object, all public case comments will be shared with your connections. To avoid sharing a comment
on a specific case, select Make Private.
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Only unencrypted files are supported

SEE ALSO:

Publishing Fields in Salesforce to Salesforce

Forwarding Related Records to a Connection

Publishing Fields in Salesforce to Salesforce

When working with a business partner in Salesforce to Salesforce, you control which objects you
share with them by publishing the objects. In addition, you can control which fields you publish
on those objects. By default, the following fields are published:

Account: Account Name, and, ifyou are using person accounts, Last Name
Attachment: Body, Content Type, File Name
Case: Subject

Case Comment: Body and Published

Contact: Last Name

Custom Object: Name

Lead: Last Name and Company

Opportunity: Name, Closed Date,and Stage
Product: Product Name

Task: Subject

Opportunity Product: Quantity, Sales Price

Salesforce to Salesforce displays the APl label for each field.

Salesforce to Salesforce

EDITIONS

Available in: Salesforce
Classic

Available in: Contact
Manager, Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To publish fields:
e Manage Connections

In addition to those required fields, you may want to publish more fields, or limit the fields you are currently publishing to a particular
business partner.

To define published fields for a connection:

1.

2
3
4,
5. Click Save.

Click the Connections tab.

. Click the name of the connection you want to modify.

. Inthe Published Objects related list, click Edit next to the published object.

Select the fields you want to publish to your business partner. Deselect fields you no longer want to publish.

@ Note: You cannot publish fields that you do not have permission to edit.

Changes to fields may not show up in the subscribing connection for up to 15 minutes while Salesforce refreshes the cache. This
cache enables us to support larger transaction volumes and reduce the number of APl calls that count against your organization's

[imits.

You cannot publish rich text area (RTA) fields.

Geolocation fields and latitude and longitude on standard addresses aren’t supported in Salesforce to Salesforce.

When you change which fields you publish, an email is sent to your business partner notifying them of the change. You can customize
this email by editing the Update Connection communication template.

Your business partner is automatically unsubscribed to fields when you:
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Stop publishing a field
Delete a custom field to which your business partner is subscribed
Change the type of a field to which your business partner is subscribed

Change the size or precision of a long text area, text, percent, number, or currency field.

These fields remain published, but your business partner must re-subscribe to them.

Occasionally, new releases of the Salesforce service include new standard fields. Because Salesforce organizations around the world
aren't upgraded to new releases simultaneously, you can't publish these new fields to a business partner until their organization is
upgraded. Service upgrades occur during scheduled system maintenance periods. To view the system maintenance schedule, go to
trust.salesforce.com

Other Tips and Considerations

When publishing fields, consider sending your business partner information about the fields. This helps them to create a mapping
strategy that makes sense for your program.

Translate your published custom field names into the languages your partners use. This allows them to see the field names in their
own language.

If you're using person accounts, and your connection has not enabled person accounts, the person account Last Name is used
asthe Account Name when you share a record. If your connection enables person accounts, they are automatically subscribed
to Last Name.Anychangesto Last Name and Account Name are synchronized.

If you want to publish the Middle Name, Informal Name,and Suffix fields on contacts, the fields must be enabled in
both your org and your partner’s org, or your partner's org must be configured to auto-accept contacts.

SEE ALSO:

Managing Connections

Subscribe to Fields in Salesforce to Salesforce
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Making Records Available to a Connection

Salesforce to Salesforce allows you to share records with business partners to whom you are
connected. There are two ways to share records: forward records directly to connections, or assign
records to a queue of connections. You can share the same records with multiple connections.
Once shared, connections must choose to accept the records.

@ Note: Don't forward a record to the connection that originally shared it. Doing so causes
errors when Apex triggers run.

Sharing a Record with Connections

You can share records with business partners to whom you are connected. You can only forward
records that you or your subordinates own; System Administrators can forward all records.

@ Nofe: Any lead record you are forwarding must include a populated Company Name
field.

You cannot forward a record for a custom object that has not been deployed.

1. Toforward a record and its related records:

e View the record’s detail page.

e Inthe External Sharing related list, click the forward button.

2. To forward multiple records to connections:
e Select the tab of the type of record you want to forward.
e Select a list view from the view drop-down list, then click Go!.

e Inthe list view, select the checkboxes next to the records you want to forward. To select
all records, select the checkbox in the column header.

e (lick Forward to Connections.

3. Select the connection(s) to forward the record to in the Available Connections list.

4. Click the Add arrow () to move the connection(s) to the Selected Connections list.

Salesforce to Salesforce

EDITIONS

Available in: Salesforce
Classic

Available in: Contact
Manager, Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To assign records to
connection:

e Read and Edit on the
record

To stop sharing a record:

e Read and Edit on the
record

To forward multiple records
fo a connection:

e Manage Connections

5. Optionally select Send Notification Email (new invitees only) to send email notifying the connection's representative that you

forwarded the record. Only new recipients of the record receive the email; connections that you previously forwarded the record to

don't receive another email.

6. Optionally select the checkboxes next to related records you want to forward. You can also share related records separately.

7. C(lick Save.

The records are forwarded to the specified connections.

o Tip: Certain fields, like currency fields, must be mapped a certain way in Salesforce to Salesforce. For details, see Best Practices for

Mapping Fields in Salesforce to Salesforce.

Sharing Attachments

You can share attachments as child records of any supported object. Attachments are automatically accepted by a connection, providing

the following criteria are met:

e The Attachment object type is published to your connection and your connection is subscribed to the object.
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e The parent record for the attachment is shared with the connection.

e The attachment is not marked “Private.”

e The Share With Connections checkbox on the attachmentis selected.
e The attachmentis 20 MB or less.

Stop Sharing Records

To stop sharing a record:

Salesforce to Salesforce

@ Nofe: You can only stop sharing records that you or your subordinates own. System Administrators can stop sharing all records.

1. View the record's detail page.

2. Inthe External Sharing related list, click Stop Sharing.

When you stop sharing the record with a connection, changes to the record in your organization are not reflected on the record in the

connection's organization. The shared record is not deleted from the other organization.

SEE ALSO:
Sharing Records Using Salesforce to Salesforce

External Sharing Related List

External Sharing Related List

Salesforce to Salesforce allows you to share records with one or more connections; each connection
has the opportunity to accept records you share with them, even if other connections have already
accepted the same record. When working with a record that you have received from a connection,
or a record that you have shared with a connection, the record detail page includes a header
indicating the record's status. The record may also contain the External Sharing related list, which
shows details on which connections this record is shared with, and the sharing status.

Externally shared records will have one of the following statuses:

Active (sent)
The record has been shared and accepted by an external organization.

Active (received)
The record has been sent to you from an external organization, and it has been accepted.

Pending (sent)
The record has been shared, but not accepted by an external organization.

Inactive
The record is no longer shared with an external organization.

Inactive (deleted)
The record was accepted by an external organization, but that organization has deleted the
record.

Inactive (converted)

EDITIONS

Available in: Salesforce
Classic

Available in: Contact
Manager, Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To see the external sharing
status of a record

e Read on the record

To stop sharing a record:
e Manage Connections

The record is a lead that was accepted by an external organization and converted into an opportunity by that organization. When
alead is converted, Salesforce to Salesforce inactivates the shared record so that it is no longer updated in the subscribing connection.
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Salesforce to Salesforce

@ Nofte: If you change the Lead Status during conversion, it is not reflected in the subscribing connection.

SEE ALSO:
Sharing Records Using Salesforce to Salesforce

Making Records Available to a Connection

Forwarding Related Records to a Connection

Salesforce to Salesforce allows you to forward records that are children of records already shared
with connections. You select the child record types that can be shared when you share a parent
record.

Child records are automatically shared with connections after the parent record has been accepted
by the connection, provided certain criteria are met.

Consider the following tips when sharing related records:

e Arelated record will no longer be shared with a connection if the related record is edited from
an unshared record.

e Amaximum of 100 tasks per related record can be shared. This maximum includes open and
closed tasks.

To stop sharing a related record from its parent record detail page:
1. Select the parent record's detail page.

2. Inthe related list of the record you want to stop sharing, click Manage Connections in the
Sent Connection Name column. For example, to stop sharing a contact related to an account,
click Manage Connections in the Contacts related list on the account detail page.

3. Select the connection(s) that you want to stop sharing with in the Selected Connections list.

4. Click the Remove arrow () to move the connection(s) to the Available Connections list.

5. Click Save.

Alternatively, to stop sharing a related record from its detail page:
1. View the record's detail page.

2. Inthe External Sharing related list, click Stop Sharing.

To stop sharing a case comment or attachment, you must make the records private.

Sharing Opportunity Products with Connections

EDITIONS

Available in: Salesforce
Classic

Available in: Contact
Manager, Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

USER PERMISSIONS

To assign records to

connection:
e Read and Edit on the
record

To forward related records
fo a connection:

e Read and Edit on the
record

To stop sharing a record:

e Read and Edit on the
record

An opportunity product is related to both opportunity and product records. For this reason, it can only be shared as a child record of a

shared opportunity, provided the associated product is also shared.

If all of the following criteria are met, opportunity products are automatically shared with connections.

The Opportunity Product object type is published to your connection, and your connection has subscribed to the object.

e The opportunity and the product associated with the opportunity product are shared with your connection.

® Inthe connection's organization, the opportunity is associated with an active price book during acceptance.

e Inthe connection's organization, the product is associated with the same active price book as the opportunity.

e Inthe connection's organization, the product is active.
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In both organizations, the opportunity currency is the same.

When sharing opportunity products, keep these additional rules in mind:

If quantity or revenue schedules are enabled in the connection's organization, Quantity and Sales Price fields won't be updated in
their organization.

If the price book associated to the opportunity product is changed or deleted in one organization, the opportunity product will no
longer be shared.

If the opportunity is no longer shared, the opportunity product will no longer be shared.

@ Nofte: Currently, if you edit the stage of multiple opportunity records by performing a global find and replace, that change will

not be reflected in organizations that you had forwarded the records to in Salesforce to Salesforce.

For example, suppose you perform a global find and replace which causes the stage of all inactive opportunities to change
from Inactiveto In Review.

If any of the affected opportunities had been forwarded to a business partner in Salesforce to Salesforce, those opportunities will
stillbeinthe Inactive stage in your partner's Salesforce organization. For the stage change to be reflected in their organization,
they would need to open each affected opportunity, click Edit, and click Save.

Sharing Case Comments with Connections

You can share a case comment as a child record of a case. Case comments are automatically accepted by a connection, providing the
following criteria are met:

The Case Comment object type is published to your connection, and your connection has subscribed to the object.
The case to which the case comment is associated is shared with the connection.

The case comment is not marked “Private.”

SEE ALSO:

Sharing Records Using Salesforce to Salesforce

Tips for Using Salesforce to Salesforce

Managing Connections with Custom Reports

Use custom reports to keep track of Salesforce to Salesforce activity and updates. For details, see
Reporting in Salesforce to Salesforce.

EDITIONS

Available in: Salesforce
Classic

Available in: Contact
Manager, Group,
Professional, Enterprise,
Performance, Unlimited,
and Developer Editions

Workflow is available in:
Enterprise, Performance,
Unlimited, Developer, and
Database.com Editions
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Managing Records

e Ifvalidation rules prevent you from accepting shared records, create a validation rule withthe Received Connection Name
field not equal to null; this will ignore validation rules for records you accept from your connections. To create this rule, use the
following formula:

IF(OR(ISNEW(), ISNULL(Id)), if(ConnectionReceivedId =null,
TRUE, FALSE),NOT (AND (ISCHANGED (ConnectionReceivedId),

NOT (ConnectionReceivedId = null))))

You should also create a similar rule for any Apex trigger that has validation checks.

e To track records that you are sharing with connections, create a custom report. For example, you can create a custom report that
shows all the leads that you have shared with connections that were deleted by the connection:

- Use the Leads and Connections report type
— Enter the filter criteria “Status equals Inactive (deleted)”

e Make your view of unaccepted records from connections more useful by creating a custom list view. For example, create a list view
that hides unaccepted leads from connections that are more than a month old.

@ Nofe: You must have the “Manage Connections” permission to create these list views.

e Only users with the “Manage Connections” permission can view objects shared from a connection, therefore, you should create
custom list views that you can assign to people who need access to this information.

e Ifyou are expecting to receive large volumes of records from a connection, enable Auto-Accept for the appropriate objects on
page 364. For example, if a connection shares a large number of leads with your organization on a regular basis, select the
Auto-Accept checkbox next to Opportunity on the Add or Remove Subscribed Objects page.

e To see changes made by a connection, enable field tracking on the object and add the history related list to page layouts. Another
option is to create a custom history report that includes the Received Connection Name field.

e Toautomatically assign all incoming leads or cases to a specific user, create an assignment rule that includes the following rule
entries:

- Received Connection Name contains name of connection
- Created By contains Connection User
You can do the same with escalation rules.

e If you want to assign a case to a connection using an escalation rule on the case, you must assign the case to a queue where the
connection is a member. For example, if you have a connection that acts as your third-party service agency and all cases meeting
certain criteria should be escalated to this connection, you must:

— Create a queue that contains the connection as a member.
— Create an escalation rule with the appropriate criteria.

— Add an escalation action that automatically assigns cases meeting the specified criteria to that queue

Other Tips

e Ifyou want to connect to partners but aren't sure if they use Salesforce, you can use connection finder to find out.

e When you convert a lead, Salesforce to Salesforce inactivates the shared record and updates the External Sharing related list in your
connection's lead record with an Inactive (converted) status. Due to inactivation of the shared record, changes to the Lead Status
during conversion aren't reflected in your connection's lead record.

378



Sell to Your Customers Salesforce to Salesforce

e Tolearn how to use workflows to automate updates to records and connections in Salesforce to Salesforce, see Using Workflows in
Salesforce to Salesforce.

Reporting in Salesforce to Salesforce

To track Salesforce to Salesforce activity and updates, create custom reports. EDITIONS

When it comes to using custom reporting to efficiently manage your Salesforce to Salesforce

connections, the possibilities are endless! Here are some ways you might use custom reports in Available in: Salesforce
Salesforce to Salesforce: Classic
e (reate a custom report with the Connections with Accounts report type to track connection Available in: Contact
activity and other connection details. The report only displays connections that are associated Manager, Group,
with accounts. Professional, Enterprise,

Performance, Unlimited,

e (reate custom report types to view connection information for each of your published or o
and Developer Editions

subscribed objects.
Workflow is available in:
Enterprise, Performance,
Unlimited, Developer, and
Database.com Editions

e (reateacustom report to view records that are shared with multiple connections. Alternatively,
to view records shared with multiple connectionsin a list view, add the Sent Connection
Name field to an existing or new view and verify that enhanced lists are disabled.

e (reate a custom report with the Connections with Leads report type to view all leads that you
shared with connections and that the connection then deleted.

Using Workflows in Salesforce to Salesforce

You can use workflow to automate updates to records and connections in Salesforce to Salesforce. EDITIONS

Workflow rules are only triggered for records shared in Salesforce to Salesforce when:
Available in: Salesforce

e You accept a parent record Classi
assic

e Achild record is inserted
Available in: Contact

Manager, Group,
Some suggestions for criteria for workflow rules for Salesforce to Salesforce include: Professional, Enterprise,

e You are subscribed to the fields that are configured to trigger the workflow rules

® Received Connection Name field on leads, opportunities, and custom objects Performance, Unlimited,

and Developer Editions
e Current User equals pnet

Workflow is available in:

Enterprise, Performance,
For example, you can create a task for a user every time a connection updates a lead: Unlimited, Developer, and

Database.com Editions

® TLast Modified By field equals Connection User

1. Create a workflow rule with the following criteria:

e FEvaluation criteria; Evaluate the rule when a record is: created,
and every time it’s edited

e Runtherulewhen criteria are met.

e Rule criteria: “Lead: Last Modified By equals Connection User”.

2. Add a workflow task.

You can use workflows for many Salesforce to Salesforce processes, including updating values on picklists when a connection has edited
the field. When you accept a record, only the following fields trigger workflow rules:

@ Note: If your organization is set up to automatically accept records, workflow rules are triggered by any field you subscribed to.
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Object Fields Triggering Workflows
Account e Account Name

e (ity

e Country

e Received Connection Name
e Sent Connection Name
* State
* Type
Case e (Case Number
e Priority
e Status
e Subject
° Type
Contact o Email
e LastName
e Mailing Address
e Phone
o Title

Lead e Company

e Email

e Industry

e |lead

e lead Source

e Name

e No. of Employees

e Phone

e Received Connection Name
e Sent Connection Name
e State

e Status

o Title

Opportunity e Account Name

e  Amount
e (lose Date
e Name

e Received Connection Name

380



Sell to Your Customers Salesforce to Salesforce

Object Fields Triggering Workflows

e Sent Connection Name

e Stage

Custom Object e Connection Name

e Name
e SentDate

All subsequent updates made to any fields on accepted records trigger workflow rules.

@ Nofe: Sometimes it makes sense to use an Apex trigger instead of a workflow. Suppose that you have a workflow rule that updates
a secondary field, field B, when field A is updated. Even if your Salesforce to Salesforce partner subscribed to fields A and B,
updates to field B that are triggered by your workflow rule aren’t sent to your partner’s organization. This prevents a loop of updates.

If you want such secondary field updates to be sent to your Salesforce to Salesforce partners, replace the workflow with an Apex
trigger that uses post-commit logic to update the secondary field.

@ Nofte: Inbi-directional connections, Salesforce to Salesforce updates are triggered back only on “after” triggers (for example,
“after insert” or “after update”), not on “before” triggers.

Verifying Your Business Partners Use Salesforce

About Connection Finder

If your partners use Salesforce, it is beneficial to connect your Salesforce organizations so that you EDITIONS
can share records and collaborate on relevant business processes. Before you can connect, you

need to find out if your partners use Salesforce. Use Connection Finder to email your partners a link
to a simple survey asking if they use Salesforce. Survey responses are recorded on the contact and
account records for each partner. Once you know a partner’s status, you can invite them to connect

using Salesforce to Salesforce. Available in: Group,
Professional, Enterprise,

Performance, and
Unlimited Editions

Available in: Salesforce
Classic
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Setting Up Connection Finder

Connection Finder allows you to email surveys to find out if your partners are Salesforce customers. EDITIONS

Once you know a partner’s status, you can invite them to connect using Salesforce to Salesforce.

To use connection finder, you must perform the following activities: Available in: Salesforce
Classic

1. Enable connection finder in your organization.

2. Configure connection finder settings. Available in: Group,

. . o » Professional, Enterprise,
3. Add the Find Connections button to the contacts list view by customizing the search layout. Performance. and

Add the button to the contact detail page by customizing the contacts page layout. Unlimited Editions
4. Addthe Uses Salesforce field to the contacts page layout.
5. Addthe salesforce Customer field to the account page layout. USER PERMISSIONS

@ Note: The Uses Salesforce and Salesforce Customer fieldsalsoappear To enable Connection Finder
on the contact and account records in any Customer Portal or partner portal you set up. and edit seftings:
e Modify All Data

Enabling Connection Finder
To activate connection finder:
1. FromSetup,enter Connection Finder inthe Quick Find box, then select Salesforce to Salesforce Connection Finder.
2. Click Edit.
3. Select Enabled.
4. (lick Save.

The connection finder settings are now available to configure. Additionally, the default email template and required related fields are
created and available for use.

@ Note: Disabling connection finder inactivates outstanding surveys and removes the Find Connections button. The Uses
Salesforce and Salesforce Customer fields remain on contact and account records, respectively.

Configuring Connection Finder Settings

You can determine the content and look of the email you send to partners.

1. FromSetup,enter Connection Finder inthe Quick Find box, then select Salesforce to Salesforce Connection Finder.
2. Click Edit.

3. Select an email template.

The default connection finder template is automatically selected. You can also create custom email templates for your survey.

@ Nofe: Custom email templates must contain the survey URL. { !Contact.PartnerSurveyURL} isavailable asa
contact merge field when creating templates.

4. Optionally, select a logo using the lookup.
@ Note: You must first upload your logo to the Documents tab and markitas Externally Available Image.

Salesforce recommends adding a branded logo, as it appears at the top of the survey page. If no logo is selected, the logo portion
of the survey page remains blank.

5. Click Save.
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Finding Out if Your Partners Use Salesforce

If your partners use Salesforce, it is beneficial to connect your Salesforce organizations so that you
can share records and collaborate on relevant business processes. Before you can connect, you
need to find out if your partners use Salesforce. Use Connection Finder to email your partners a link
to a simple survey asking if they use Salesforce. Survey responses are recorded on the contact and
account records for each partner. Once you know a partner’s status, you can invite them to connect
using Salesforce to Salesforce.

1. In the Contact list view, select the partners you want to survey and click Find Connections.
Alternatively, on a contact detail page, click Find Connections.
@ Note: Find Connections doesn't appear if:

e The contact record doesn't have a valid email address

e The contact is not associated with an account

If the contact is a person account, Find Connections appears in the list view, but shows
an error message if the user clicks the button. Find Connections does not appear on
the contact detail page.

2. Enter a subject for the email.

3. Edit the body text, supplied by the default template, or click Change Template to choose a
different email template.

@ Nofe: The default email template is selected by your administrator. You can select a
different template or edit the body text, however, you must include the survey URL:
{!Contact.PartnerSurveyURL}.

You cannot edit body text if you chose multiple recipients.

4. Click Check Spelling to spell check the body text.
5. Click Preview to see what your email will look like to the recipient.

6. Click Send.

Salesforce to Salesforce

EDITIONS

Available in: Salesforce
Classic

Available in: Group,
Professional, Enterprise,
Performance, and
Unlimited Editions

USER PERMISSIONS

To email partners asking if
they use Salesforce:
e Send Email (single
recipient)
OR

Mass Email (multiple
recipients)

The email is sent to the selected partners, who have 90 days to respond to the survey before the link becomes invalid. The partner’s
response is recorded in the Uses Salesforce field on the partner's contact record and the Salesforce Customer field

on the account record. A closed activity is also added for the contact.

o Tip: Salesforce recommends creating a custom list view or custom report so that you can track customer responses in one

convenient location.

If the partner’s organization uses Salesforce, the survey displays a section asking if the recipient has administrator privileges for Salesforce.
If not, the recipient can optionally provide their administrator’s contact information and a new contact record is created in Salesforce

for that user, unless one already exists.

@ Note: This section doesn’t appear if a contact for that partner, whose Uses Salesforce valueis Yes, admin user,

already exists in your organization.
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Tips and Additional Considerations for Connection Finder
e (reate a custom list view or custom report to track your survey responses in one location. Add EDITIONS

the Uses Salesforce field to contact list views and reports. Add the Salesforce

Customer field to account list views and reports. Available in: Salesforce

e (reate translated versions of the default connection finder template to send to international Classic
partners. To do so, clone the default template, make the necessary language changes, and
include the survey URL: { ! Contact.PartnerSurveyURL}.You can then choose the
appropriate template when sending out requests to your partners.

Available in: Group,
Professional, Enterprise,
Performance, and

@ Nofe: The survey page is in English, but includes a Language drop-down so that Unlimited Editions
recipients can view the survey in their native language.

e When creating validation rules for the Uses Salesforce field, use the APl value, not the label seen in the user interface. For
example:

CONTAINS (TEXT (UseSalesforce ), 'YesNotAdmin')

Uses Salesforce drop-down value API value
No No

No Response NoResponse
Not Sure NotSure

Yes, admin user YesAdmin
Yes, not admin user YesNotAdmin

e Ifa partner provides details for their Salesforce administrator, Salesforce checks to see if there is already a contact in your Salesforce
organization with that email address. If so, the Uses Salesforce field onthe contactrecordissetto Yes, admin user.
If the field is already set to No, it is not updated.

@ Nofte: A partner can only add an administrator if one does not already exist as a contact in your organization.

e The Salesforce Customer fieldis dependent upon the values in its contacts' Uses Salesforce field.

Participating in Social Networks from Within Salesforce

Salesforce for Twitter and Facebook Overview

Salesforce for Twitter and Facebook gives you an easy way to interact with customers and prospects EDITIONS

in real-time on Twitter and Facebook, directly from within Salesforce.

Salesforce for Twitter and Facebook users can search, monitor, join, and respond to social media Available in: Salesforce
conversations that are relevant to your company, all from within Salesforce. Users can also: Classic

e Find out what people are saying about your company now Available in: Enterprise,
e (reate cases, contacts, and leads from Tweets and Facebook wall posts and comments Performance, Unlimited,

. . ) ) . and Developer Editions
e Share information with Twitter and Facebook communities P
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e Engage with millions of people sharing opinions, asking questions, and looking for help

You can enable Salesforce for Twitter and Facebook by downloading the free app from the AppExchange. You can find more documentation
from the Resources section of the app listing for Salesforce for Twitter and Facebook.

Resources for the Sales Professional

In addition to online help, Salesforce creates guides and tip sheets to help you learn about our features and successfully administer
Salesforce.

For End Users For Admins
Data.com Clean

Implementing Data.com Clean

4

Account Management

Getting Microsoft” Outlook® and Salesforce in Sync

Get Ready to Sync Contacts and Events with Exchange Sync (Beta)
Tips & Hints for Sales Reps

Tips for Using Content Deliveries

Tips for Using HTML Email Templates

Using Force.com Connect for Office

Salesforce Bulk Mail Merge Process

Guidelines for Uploading Mail Merge Templates

Sample Mail Merge Templates (Zip file)

Getting Started with Force.com Connect Offline

€ 4 4 4 4 & & 4 4 4 9

Tips & Hints for Working with Territories
Pipeline Management

Using Customizable Forecasts—rFor users of Customizable Forecasting. For more
information, search for “Customizable Forecasting Overview” in the Salesforce Help.

4

Tips & Hints for Products & Schedules v
Mobile
Using the Salesforcel App w

Salesforce Mobile Classic User Guide for iPhone

<

Salesforce Mobile Classic User Guide for Android o
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https://sites.secure.force.com/appexchange/listingDetail?listingId=a0N30000003HpEQEA0
https://resources.docs.salesforce.com/208/latest/en-us/sfdc/pdf/data_dot_com_clean_impl_guide.pdf
https://resources.docs.salesforce.com/208/latest/en-us/sfdc/pdf/sfo_getting_started_guide.pdf
https://resources.docs.salesforce.com/208/latest/en-us/sfdc/pdf/salesforce_exchange_sync_user.pdf
https://resources.docs.salesforce.com/208/latest/en-us/sfdc/pdf/salesforce_salesrep_cheatsheet.pdf
https://resources.docs.salesforce.com/208/latest/en-us/sfdc/pdf/salesforce_content_delivery_cheatsheet.pdf
https://resources.docs.salesforce.com/208/latest/en-us/sfdc/pdf/salesforce_HTMLtemplates_cheatsheet.pdf
https://resources.docs.salesforce.com/208/latest/en-us/sfdc/pdf/salesforce_office_edition_cheatsheet.pdf
https://resources.docs.salesforce.com/208/latest/en-us/sfdc/pdf/salesforce_mailmerge.pdf
https://resources.docs.salesforce.com/208/latest/en-us/sfdc/pdf/salesforce_mailmerge_upload_guidelines.pdf
https://resources.docs.salesforce.com/rel1/doc/en-us/static/misc/mm_templates.zip
https://resources.docs.salesforce.com/208/latest/en-us/sfdc/pdf/salesforce_offline_cheatsheet.pdf
https://resources.docs.salesforce.com/208/latest/en-us/sfdc/pdf/salesforce_territories_cheatsheet.pdf
https://resources.docs.salesforce.com/208/latest/en-us/sfdc/pdf/salesforce_forecastuser_cheatsheet.pdf
https://resources.docs.salesforce.com/208/latest/en-us/sfdc/pdf/salesforce_products_cheatsheet.pdf
https://resources.docs.salesforce.com/208/latest/en-us/sfdc/pdf/salesforce1_user_guide.pdf
https://resources.docs.salesforce.com/208/latest/en-us/sfdc/pdf/salesforce_mobile_user_guide_for_iphone.pdf
https://resources.docs.salesforce.com/208/latest/en-us/sfdc/pdf/salesforce_mobile_user_guide_android.pdf
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Premium 86, 96, 110, 113, 121
prospecting insights for an account 106, 108
Prospector
84,86-87,94,96, 110,113,121
Limitations 87
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reporting status 121
Reports 84, 86, 96, 110, 121
search 94, 96
search modifiers 97-98
search results 102, 105
searching 98-99
searching Data.com for exact results 98
searching for accounts 97
searching for contacts 97
understanding searches 97
User type 102
using 101

Data.com Clean

advanced 121

affected when cleaning 113
autofill 104

clean button 111
comparing 121

default fields 113

fields 113

first things to do 110

get started 110

getting started 110

learn 121

manual 111

matching service 122
Status 115
troubleshooting 105-106
understand 121

Data.com Clean records

linking with Salesforce 116
matching service 116
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matching with Salesforce 116 N
. Editing
Data.com Company Hierarchy
Adding records, guidelines for 95 accounts 1
assets 56

Data.com Data Integration
affected when updating 113
default fields 113

campaigns 152
competitors 264

fields 113 -lcontact details 66
Data.com filters Emai o
configuring in Work.com 289
Employees )
105 Emails
Pardot, matching prospects with Salesforce contacts and

Revenue 105
Data.com Prospector
overview 85
what is 85
Data.com Reports 84
Data.com search results 102

leads 51
Enterprise Territory Management 192-193
Entitlement templates
products 238
External sharing related list 375

Deleting F
accounts 13
assets 58 Facebook 384
competitors 265 family tree
contacts 70 Data.com 93
contracts 301 DUNSRight 93
leads, considerations for 221 FAQ
opportunities 251 advantages 221
partners 356 assigning status to web-generated leads 223
quotes 294 assigning territories 202
Displaying automatically email leads 224

calculate ROI 191

campaign influence 191

campaigns 191

Campaigns 189

convert existing accounts or contacts 222
converting results 224

accounts 11

accounts related lists 39
assets 56

campaigns 152

contact details 66

partners 355
Documentation leads 221-224
implementation guides 385 lost leads 223
printable 385 manually assigned accounts 202
tip sheets 385 mapping lead fields while converting 224
user guides 385 ROI.reports 191
Dun & Bradstreet 84, 86, 96, 110, 113, 121 territory management.ZO'O
Dun & Bradstreet (D&B) 104-105 web-generated leads limit 222

Dun &Bradstreet what is a Lead 221

DUNSRight 122 Feedb_agk_ ‘
Duplicate visibility 268
accounts 28-29, 32-33 Work.com 266
Fields

contacts 67, 69-70
leads 218-220 account teams 43

accounts 14
Annual Revenue
104

leads, considerations for merging 219
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Annual Revenue (continued)
Annual Sales Volume
104
Number of Employees
104
Employee
104

Number of Employee-Total 104

assets 59

campaign member 166

campaigns 175

competitors 265

contact roles 75

contacts 72

contracts 298

customizable forecasts 351

leads 206

opportunities 253, 256

opportunity teams 261

order products 311

orders 306

partners 356

person accounts 14

price books 239

products 239

reduction order products 311

reduction orders 306

Finding

similar opportunities 252

Forecast

types 328

Forecasts

adjusting 337-338
adjustments 334, 338
best practices 316
concepts 315

custom fields, forecasting on 329
custom splits 329

data source 326-327
definitions 317

display 340

edit forecast 325
elements 317

FAQ 340-341, 343
forecast data source 329
hide 340

hierarchy 321

monthly forecasts 320
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multiple currencies 322
opportunities 321
opportunity pane 327
overlays 332
overview 314, 321, 334, 339
partner portal users 321
purges 338
quantity 326-327
quantity forecast 329
quarterly forecasts 320
quotas 339-340
refreshing 328
reports 323
revenue 326-327
revenue forecast 329
show 340
splits 332
user date range 325
using 316
versions 341
view forecast 325
view opportunities 343

G

get more accounts 88

get more contacts 91

Getting started
implementation guides 385
territory management 200
tip sheets 385
user guides 385

Goal
create 276

Goals 274

Implementation guides 385

Importing
campaign members 168
contacts as campaign members 173
contacts from mobile devices 82-83
existing contacts as campaign members 170
leads as campaign members 171, 174
person accounts as campaign members 172

J

Jigsaw 84
Jigsaw for Salesforce 84
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about 132

See also Salesforce for Wealth Management 132

Leads

adding from Data.com 84, 86
adding from Data.com contacts 89
adding translated names 35
advantages 221

assigning 206

assigning status to web-generated leads 223

automatically email leads 224
changing ownership 37

clean 121

considerations for deleting 221
convert existing accounts or contacts 222
converting 211

converting qualified 211
converting results 224

Data Assessments 84, 86

data integration 121

duplicate 218-220

duplicate, considerations for merging 219
fields 206

get new 85

guidelines for creating 204

home page 205

limits 222

lost leads 223

mapping lead fields while converting 224
mapping standard fields 215
merging 218-220

merging, considerations for 219
overview 204

Pardot, adding to 50

Pardot, syncing with Salesforce 53
quick create 205

Salesforce to Salesforce 363
searching 220

searching for 96

sharing 218

Social Accounts and Contacts 204
web-generated leads limit 222
what is a Lead 221

M

Mapping

standard lead fields 215
Member status for campaigns 156
Merge

contacts 67, 69-70

portal users 67, 69-70
Merge fields

Person accounts 3—-4
Merging

accounts 28-29, 32-33

contacts associated with portal users 68

leads 218-220

leads, considerations for 219
Metric

Create 278
Metrics 277

O

Opportunities

add products 244, 246, 252
adding default opportunity team 260
assign territories 244
bookmarking similar 252
changing ownership 37
cloning 251
considerations 249
contact roles 76
creating 250
deleting 251

field history

248-249

stage history 249
finding similar 252
guidelines 249
how they work 248
move stage 244
opportunity board 248
opportunity forecasts related list 350
Opportunity Stage 245-246
opportunity teams 257
overview 244
Salesforce to Salesforce 363
scheduling reminders 247
sharing 252
sync with quotes 292
working with 244

Opportunity

fields 253
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Opportunity field history
stage history 249
Opportunity Products
fields 256
Opportunity splits 262-263
Opportunity Splits 261
Opportunity teams
adding default team to opportunities 260
deleting from opportunities 260
editing members 259
fields 261
Opportunity Splits 261
overview 257-258
Opportunity updates
scheduling reminders 247
Order history 306
Order products
deleting 310
editing 310
fields 311
overview 309
reducing 313
Orders
activating 305
creating 303, 309
deleting 304
editing 304
fields 306
order history 306
overview 302
reducing 313
sharing 305
Overview
assets 54
campaigns 148-149, 155
competitors 263
contracts 297
leads 204
orders 302
partners 354
Ownership
changing record owners 37
transfer of associated items 38

P

Pardot
adding Salesforce leads and campaigns to 50
Connector for Salesforce 44-45, 47
Connector for Salesforce, adding 46

Pardot (continued)
Connector for Salesforce, creating contacts from Pardot
prospects 53
Connector for Salesforce, getting the most from converted
leads 48
Connector for Salesforce, keeping email addresses synced
with Salesforce 51
Connector for Salesforce, preparing for syncing 45
Connector for Salesforce, sending emails 51
Connector for Salesforce, setting up custom fields in
Salesforce 49
Connector for Salesforce, settings 46
Connector for Salesforce, syncing leads 53
Connector for Salesforce, syncing with person accounts 52
Connector for Salesforce, turning on 48
Connector for Salesforce, whitelisting IP addresses 48
connector, assigning your Salesforce username to the 50
connector, setting up single sign-on with Salesforce 50
Salesforce campaign prospects, adding to Pardot 49
Salesforce sandbox environments, syncing with 47
Salesforce, customizing the connector 46
Salesforce, setting up 44
Salesforce, setting up to sync with 46, 48
Salesforce, syncing with 4445
Parent accounts
viewing 27-28, 82
Partner Portal
enabling and disabling accounts 10
partner portals
create 357
Partners
adding 355
deleting 356
fields 356
overview 354
viewing 355
Performance
adding peers to summary 271-273
summary 270
permission to run Clean jobs 84
Person accounts
Merge fields 3-4
overview 3
Validation rules 3—4
Person Accounts
fields 14
Pardot, syncing with Salesforce 52
Pipeline
visibility into your pipeline, sharing 252
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Portal users
change accounts for contacts 82
Price books
overview 227-228
share 233
Price Books
archive, deactivate, and delete 233
creating 232, 242
Product schedules
establish on opportunities 238
overview 235-236
Products
add and edit schedules 236-237
add to opportunities 246, 252
clone 241
create 227
entitlement templates 238
establish schedules on opportunities 236
fields 239
list prices 229-231, 243
overview 225-226
remove from price books 234
sale prices 243
set and edit prices 229-231
set prices 243
standard prices 229-231, 243
prospector account hierarchy 94

Q

quote
PDF 293-294
Quote templates
custom 292, 295
standard 292, 295
Quotes
considerations for creating PDFs 295
create 291, 295
create PDFs 292
delete 294
overview 290
sync with opportunities 292
syncing with opportunities 296
troubleshooting syncing 296

R

Recognition
creating badges 281
Work.com 279

Reduction order products
adding 313
deleting 310
editing 310
fields 311
Reduction orders
activating 305
deleting 304
editing 304
fields 306
overview 312
Relationship groups
adding accounts 142
considerations 138
creating 141
deleting 146
editing 144
editing members 143
fields 136
members 137
merging accounts 34
overview 135
removing members 147
searching 146
using 140
viewing 144
Remove
products from price books 234
Reports
adding results to campaigns 162
Reward Funds
Work.com 283
Rewards
Work.com 283

S

Sales Territory model
explore 192
Salesforce for Wealth Management
clients 133
dashboards 134
Know Your Client approval process 132
navigating 133
overview 129
reports 134
setting up 130
tabs 133
Salesforce to Salesforce
accept invitation 359
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Salesforce to Salesforce (continued)
accepting records 368
assigning records 374
attachments 363
automatically accepting records 370
case comments 363
cases 363
connection finder 382
connections 360
custom objects 363
external sharing related list 375
field mapping 366
finding partners that use Salesforce 382
forwarding related records 376
inviting 358
leads 363
opportunities 363
overview 357
publishing fields 372
record status 375
reject invitation 359
send invitation 358
subscribing to fields 365

Schedules
add and edit 236
add and edit product schedules 237
establish on opportunities 236

search results
Data.com 102

Searching
assets 61
leads 220
relationship groups 146

Setting up
Pardot data to sync with Salesforce 44

Share
price books 233

sharing
assets 62

Sharing
accounts 34
campaigns 181
contacts 71-72
forecasts 352
leads 218
opportunities 252
orders 305

sharing rules
assets 62

Sharing rules

asset 63

Single sign-on

Skills

Pardot and Salesforce connector, setting up for 50

adding 287
endorse 288
remove 287

Social 384
Social media

Facebook 384
Twitter 384

Stage

history 249

Syncing

T

email addresses between Pardot and Salesforce 51
Pardot data to Salesforce 4445

Pardot data to Salesforce sandbox environments 47
Pardot data to Salesforce, adding the connector 46
Pardot data to Salesforce, customizing the connector 46

Pardot data to Salesforce, getting the most from converted

leads 48

Pardot data to Salesforce, preparing for 45

Pardot data to Salesforce, setting up custom fields in
Salesforce 49

Pardot data to Salesforce, turning on 48

Pardot data to Salesforce, whitelisting IP addresses 48

quotes with opportunities 296

troubleshooting for quotes 296

Team

See Opportunity teams 258

Team selling

opportunity splits 262-263
Opportunity Splits 261

Territories

assigning territories 196
managing 195
viewing account lists 199

Territory management

overview 194

Thanks 282
Tip sheets 385
Twitter 384
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Update status (continued)
In Sync 118
Inactive 118
Not Compared 118
Not Found 118
Reviewed 118
Update Status 124
User guides 385

\%

Validation rules
Person accounts 3-4
Viewing
accounts 10
competitors 264
contacts 65
parent account hierarchies 27-28
parent contact hierarchies 82
partners 355
territory account lists 199

W

Wealth Management, See Salesforce for Wealth Management 129
Web-to-Lead

limits 222
Work.com

adding peers to summary 271-273

coaching 288

Work.com (continued)
configuring email 289
create goal 276
create metric 278
creating badges 281
creating reward funds 285
feedback 266
feedback visibility 268
goals 274
metrics 277
performance summaries 270
Recognition 279
Reward 283
reward fund types 284
Reward Funds 283

Work.com Recognition
creating badges 281

Workflows 379

Y

You have limited access to account fields, so you can't update all
the fields shown here 105

You have limited access to contact fields, so you can’t update all
the fields shown here 105

You have limited access to data, so you can't completely clean
this record 105

You have limited access to lead fields, so you can't update all the
fields shown here 105
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