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- Make any view your default list

To pin a list view, click the pin icon. Whenever
you select that object, the pinned list view loads
as the default list view.
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- Important Changes - 4

Do more with the new account view

« Path and key fields are displayed at the top of the record
for quick reference

+ More quick actions added

» Record Details is now the default tab
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Maerge Field Variables
Personalize your questions using merge fields
Create multiple types of merge field variables and use them to display contextual information to survey participants based on their access level

» Merge Field Access Level

~ Object Variables for Merge Fields

Associated Object Participant Object

Variable Name Variable Name
Info Person

Object @ Object @
Case Q, Contact -
Edit Reset Edit Reset

» Org and Custom Variables
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Post-Chat

How was your experience interact-

£ ing with our agent?
4

idy Like IP Dislike
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e @
Create surveys and send them to participants. When enabled, email templates and sample
surveys are added to your org. Enabled

Select the default community for creating public survey invitations.

Customer Service Engagement .

Survey Owners Can Manage Responses ()

Allow survey owners to manage participant responses.
Enabled

Customer Lifecycle Maps

Send survey invitations to customers at various stages of the customer lifecycle to gather
insights and feedback. Enabled
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Default Settings

Email Settings gy
Define default settings for emails that are sent using automated processes like Support Settings and Case Auto-
Respanse Rules.

Content

Survey link v

Email Templates

None v

Language Settings
Select the language in which this survey was created. This becomes the default language for unauthenticated
participants

Language

None v

Invitation Settings
Decide which users have access to the invitation records for this survey.

« | Survey owner
« Owner of records associated with the invitation
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Call Coaching
Overview

Call Date

v
- with COMPETITOR TOTAL

o MENTIO!

403 333

Mentions

Top 5 Product Mentions

Viel

High Velocity Sales: Einstein

F 37, o] Al

AV o)

F A D AT AHEA )

Recent Calls
ez ) e oA ol A Al d = At 9 E 3k Ak (1)E E ™S 9 & Al ol 7]Rkete] Al w20l o
F RIS HES F AFUH
Me HolAele ¥ T3t £ 3) e ddste 7lsE AdsHt vd T3t Fell e w2 " /M A
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A WA o] Aol M o B AR A B S e
Call Coaching
Mentions
Sales Rep Call Date:
Al MY v
e v l
Search for values. 00 600
o 360
Show Selected (0)
Cavior 300
Lightning Competitor 4
— Custom 5 2 2460
) Product £ oo
price =
affer H
120
deal
UberEat 60
Hwe 0 E———
HVS 03 o4 05
Doordash 2019
SLA
Relevant Calls
Name Duration Contact Team
Jim Steele 03/02/2020 2258 0147 Jim Stesle Admin|
AFEE dE s a4 BuA (1)E dAgunt o] HolAell= e Vel whE ¥d S8 Q) H55 3
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%
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A8 27 01 H W7 AFEFRE Lightning Experience &) High Velocity Sales®ll 2} &% Y T} High Velocity Sales= Enterprise,
Performance % Unlimited Edition®l| A 57} 7] -5 & & AF&-8F = QL5 U o

A7z 0] 7162 Summer 20 B AR FE 30U F- F A FAE =5 o kg
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[e]

-3 2 Salesforce 3= 2] ©] High Velocity Sales (HVS), Inbox, Einstein &5 5 (FAQ)= AF-&-3F=A] =& E838to] AL&-3h=

Al of] whet o5 Y o
orel 63 HVS + Inbox + EAC HVS + Inbox Inbox =t Al-&-
Aa7] v v ¥
3] Al +
CEA=a v v v
e v
ZEASR-iars v 4

Work Queue
Sales Cadences My Feed e My List

v v @
~
Aju Mohan
Re: Attn: Lead Thread
% Opened - 1 open

Bryce Curren
Attn: Lead Thread
& Opened - 1 open, 1 reply

Harsh Patil
Re: Attn: Lead Thread
% Opened - 4 opens, 1 reply

o 9 Wel = #2302 719 Folrh EAF U B e el QU= gt %2 49t n AT 5 9
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Salesforce Summer '20 & A = E High Velocity Sales: Einstein 2 773, o] Al % A1a 2 o}
Fst M A= Aol A AFE-A} A 9]

= *|[* 26008
1 Total Engagement @ —
MthAF.. ~ %X 7 LeadT. v X More v

Individual Engagements (Last 90 Days)

Type v Date v Time ~ Location ~

£ Email opened 41212020 7:53PM San Francisco, CA, US

. Last opened Apr 2, 2020 342 AM | Apr 2

340 AM | Apr 2

jst opened Apr 1, 2020 336 AM | Apr2

Finstein &5 3 & AF-8-3F+= Salesforce 24 A 7 §- o] W] A o] wpx|u} 0 7 o FAfof np-AE
o] A F YT} Einstein &5 55 S AF8-3HA] &= Salesforce 4 Y 7 F- ol WL A =S &E
2glo] B29 MAIFHI A ¢ Ho] B2 H 290 719 BE Zod vt A F Ut A Y = D 2l Sl 21
HAdS dRAYFAE St G L AR AT 2483t S35 A S5 oA & FFUT A= g
A= Fo] Al AV S AFEete] A&t 2R P S QEl 7P A S Hol= A 1S 2

o

~ April - 2020 This Month
v Nice to meet you!
Pat Jones to Karen Toombs & 1:06 PM | Today
Dear Catherine, ~

Thank you for your interest in our company! It seems like you may be a good
fit for our solutions. My name s David, and I'm here to help you learn more
about what we do and to answer any questions you may have. Do you have
time today for a quick chat?

Regards,
David Louie
Sodor Communication v
View full emai
@ ReplyAll & Reply - Forward @  Shared with Everyone

A7k 2ol

gE, A QA AY dm=e] A5 G A EA o] o] v Fiso] XA H W A=
A g A

(<)} _/] ;d—oq /ﬂ]h,_ /\]-sl-oﬂ on /q]/\zsl— S Z
o vk g2l AL ol vl 2l Al 5 2 F ok

JE, o_‘VL

Sales Cadence Steps (4)

Step Title Total Calls All Emails Sent All Emails Opened
Manual emailsend © & 13 v
Manual email send 0 3 9 v
Manual emailsend 0 2 1 -
Manual emailsend 0 -
View All
H]O‘Zﬂlol‘ﬂ/\'ﬂﬂ =0 ¢ AL = Aot @i A= Al = Alold A B B H5 ol A ZF o W[ T A ¢

AL = Alold 2 o[ | Aol A A=y, A a7y Abs Al A Bl o A=
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f‘\“ Start
>
|
|
Initial Sales Email
Choose an email template
|
- : -y
\
_____ -— S
+ Email Reply
! Listen up to 2 Days |
A
Follow Up Email Call to Warm Lead
Choose an email template \. Choose a call script
' I
[ |
End - End
No linked sales cadence No linked sales cadence

HEjah 7)ol 2Aste] A= Ao A AN A 1A A5 A
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° Start Sales Cadence Rules X

\ Exit Criteria
\ Email
E [m:;sles:l: Exit on reply Disabled
‘ Email
Exit on hard bounce Enaied
_“ Email
________ — Exit on soft bounce Disabled
: L .E@Tz‘rl?ﬁwh; ays ;Till‘::s;:aninyu\(:onnect Disabled
e =
Call Result
Exit on Unqualified Enatied
Call Result
Exit on Left Voicemail Disabled
Call Result
Exit on Call Back Later Oisabied
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« Manual Email Cancel

* Email Name

Follow-up email

Email Template )

Description

v Addtoemailthread @

Save

I
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ENGAGEMENT PERFORMANCE

k]

Emails

Phone Calls

User Performance: Emails

# Sales Rep Emails Sent Email Delivered Emails Opened Link Clicked Email Replied

Admin User 14

AR A A2 T} YA BEF ALE S B kA= Aol b 22 Fatkg
FQ1 oA 2l W g Mol Alo) s ko] That FoA vk ke of Ak

PN
=5

SALES CADENCE PERFORMANCE

Sales Cadence Completion Reason Sales Cadence Step Status

5

Completed Last Step

196

Manually Removed

High Velocity Sales: Einstein = 5

=]

4, o] A% ALe 9 o)

oFet AU AoTE 2 ALg A 3
9lo., A3 Abgel = 713

S A Aol A Bl Al sLAe] o] Fakis ] A= Ak G A A o] A 9 Wl S S
o %% Wel A7k FA T S Q5T
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Fst M A= Aol A AFE-A} A 9]

Average Days to Exit Sales Cadence

Avg Days to Complete

o & & o & N & & &r & & & & & o & & & & &
Mo v Wi » H ¥ ¥ ¥ i "o e Ha o o ¥
> U g 49 A i & L & P fed i i A e b o kY i
C @ © o @ A A A* A A A A A A A A A A

Sales Step Timeliness

# Sales Cadence Step PendingOn ... Pending Ove.. CompletedOn.. CompletedOv.. Manual Com... Ski.. Er. E
1 simple cadence say hello o 4 4 o 5 o o

2 Duncan's Cadence Email Step 1 o 8 17 0 4 2 1]

SR YA REE Yol 2= F Aokt & A=A F A2 2w 2ol A ol FU T A= HYAIA
=9 g A7) 7 A Y 2 Fol el Arhit e 21 E Aok & 5 YUk AR A

[

A% P A%, U= AL 5 L ok 5 EH EAFUTE O] Ho|E]  AbgSte] AA= el mFol AL
Ao 2 0] BRI A A= A U AT & 5 Ak

ALz B Ad =g A Ad = Aol A gl G H e e g = SAE B P 5 AF U

-{ LEAD PERFORMANCE ENGAGEMENT PEF ES CADENCE RFORMANI
F

Al All Al

Avg Minutes to First Outreach Sales Rep Leaderboard Leads Funnel

Leads Touched v

10

Avg Days to Convert

Mary
Oralia Paxman
Schan Lucey

Susan M Bez

Leads Converted

2019-11-20 2019-11-21 2019-11-27 2019-12-02 2019-12-05

User Performance Summary

User Name Leads Touched Leads Converted Avg Touches Per Load Avg Minutes To First Outreach Avg Days To Convert
Aurelia Baheri 6 3 7 ] 033
Patrice M Bischops 6 [1] 267 345
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n Sales Cadence Steps v
SalesCadence
Step 2
Step Complete
Make a call
a few seconds ago
@ Wait v

2 hours
2 hours remaining Skip Step

Send Email
Manual email send

View All Sales Cadence Steps

High Velocity Salesell A o] W] =7 of 7 47
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Agz: 0] H H 7 AFEEL- Lightning Experience 2] High Velocity Sales®ll 2]-8-3 U TF. High Velocity Sales= Enterprise,
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et AU = Aol 2 ARG AL A €

Enable High Velocity Sales Features

Let your sales team maximize their efficiency with sales cadences and work queues

1
Make High Velocity Sales App Available to Users

Enhanced Email  REQuiReD

Elevates email to a standard Salesforce object, with customization options and an AP Emails are no longer stoned
&5 tasks, but &3 full-featured records, comphete with details, related lists, and collaboration tools, On email reconds,
users can view their messages exactly as their customers do, complete with formatting.

Email Tracking = ofmona

See if and when customers open emads sent using Lightning Experience. Email tracking helps tie email activity to

sales cadences. To manage email tracking for emails sent from the Outlook and Gmail integrations, use the Email
Tracking setting on the Salesforoe Inbox page in Salesfarce. To manage tracking requests on an individual basis,
enable Data Protection and Privacy and complete all the steps detailed in Salesforce Help to set it up. Mere Info

High Velocity Sales Performance Analytics Application  Ricoswinom

Use performance dashboards 1o see detailed call and email engagement statistics, and whether reps are
completing their sales cadence steps on time. To view performance dashboands, select High Vielocity Sales
Performande from the navigation menu,

Einstein Activity Capture — Scowsainoio

Keep your sales reps’ email and calendar in sync with Salesforce. After furning on Einstein A thvity Edit Sertings L_)
Capture, Salesforce asks users to connect their email and calendar to Salesforce. Until then, they can't
send emails from Lightning Experence.

High Velocity Salesel] ©] Wl & 34 - | #| 5} Lightning Experience | A X% & o] v A of] tf gt o] vl 4 &= &) #|
HuYth @27} Outlook B+ Gmail £ 82 Inbox 2k 37 AF&-31= 7 - Salesforce Inbox A2 7 #] 0] %] 2] o] ¥ ] 4]
S AHE-sEo] B3] o] wld F A& Bl Al sk Al L

o3 AFE F 2
@ Salesforce A 74 S Z Gmail T 8ol A o] Wl =4 &) #|
< Salesforce 22 © & Outlook & gHol| A o] Wl F7] ) #|

Salesforce %=+ 2} High Velocity Sales 42 7 (H 2] 2 m] 2] B.7] &<t 7] §ko] A 38t A v AR&-eFA] 28 5 3 5)

g5 AIZF EA] Frf o A AL = Aol A )] 7HesHA K7

Summer 20 ©] ¥~ High Velocity Sales & &3 8}ali= 2] ol Al = G5 Al ZE A 2hef ol A gk M gk 7} A 2= Al o] el A 2}
o] A Y T Summer 20 A of] High Velocity SalesE 24 3}3t Salesforce 241 4 73-% A 17 | = 9] &5 A|F
A g7 2 Al d 2= Aol 2 ]l of] W A U T 3 WS o ok 3] o] A E H, v A g S eh s
4 o] A YT Summer 20 A el High Velocity Sales & 273 8F 3l -& 7 -§- o] 2hk gk A 3F 3 A] 2Hol) & K2 ¥ Salesforce
o & 2lsk Al <.
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v Upcoming & Overdue

> L Re: Meeting Request & 12:45 PM | Today
Upcoming event with Arthur Fonzarelli and 1 other

v April - 2020 This Month
> Call: Make a call, Gift Card Cadence, Arth... | J Today
You had a task

v Called Arthur Fonzarelli at 5102991475 Today v
You logged a call
Description

Connected with Mr. Fonzarelli
Interesting in learning about our Product
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I Opaniuestbap comr St es. ik, HERE, Gare . USG5, i wTmap, INCREMENT R, NRan, E54 Japan, METL, Ein Cfana [Hong
Search saved layers.. 2 i ' Refresh Layers in this area
RECENT SAVED ON THE MAP
#[oCOVID-19 Data Layer I
M confirmed Cases By County
1- 200
201 - 400 o ¥
501 - 600 "
501 - 1,000
1,001 - 5,000 L
5,001 - 10,000 L
10,001 or mone o

M Wond Dark Gray Reference
M Worid Dark Gray Canvas Base
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1. gojol & F7he 7 A g A ol thal ArcGls 24 315 A9 gyt

m Salesforce Maps
Permission Groups

e (R

Details
e ~ Folder Admin Max Query Size (number of records)
Show User Fold
Northeast Farming Equipme ow bser rolders 5000
« Allow Exports
Deseription ~ Editable Tooltips Mabile Query Size (number of records)
«  Show Weather 1000

Northeast reps for farming €
Hide Personal Folder

ERETIYES Max Export Size (number of records)

v Create Data Layers 5000
Enable Live Mobile Tracking

Button Set

2. Salesforce 4 A o Al W2 2k7) Abtol] 917 Ao E A S Qe 5 A7 Alo] E A el E ) Al 44 A}
oJEE FHIUH

3. dA Aol Ec] dEg o] 5 AT Utk URLS 498 F A F A2 ws7] S 29T

i

https://services7.arcgis.com

SETUP
ﬂ Remote Site Settings

Remote Site Edit Help for s Page €

Enter the URL for the remote site. All s-controls, JavaScript OnClick commands in custom buttons, Apex, and AJAX proxy calls can
access this Web address from salesforce.com.

Remote Site Edit Save | |Save & Naw| | Cancel
Remote Sita Name | || ArcGIS Data Layer
Romote Site URL | | hitps://services?.arcgis.com
Disable Protacol !
Security [w]E
Description ‘
Active
Save cancel

4. 917 Ao] Eol] el o] §-3 AP Fuich TS URLE VT F 07 S Ag e
https://services.arcgisonline.com

5. Salesforce ] &= ol ArcGIS 2 2FQ1 o] o & RhE2 ™ dlolo] > A48 & A st v dlo] g golo & A3k &1
Sl iani=g

6. MZ WE7] > ArcGIS Hlo] o] = F8 gt}
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Add New N b
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Marketing -
& ArcGlS Layer ¥ rtpud SPASGh
Sales Management 1 TES nsisnapel
I Shape Layer Kansas Gty Gcanat i Al
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ArcGIS Layer

Details
* Mame
Click2Create™ Setup
COVID-19 Data Layer

Advanced
Description

Route planning based on active cases

* ArcGIS Layer URL

hittps:/isfmaps.maps.arcgis.com/home/webmap/vie
wer html?
webmaps=edeabeab7 TE4522b269edcdf10f0ab8
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Salesforce Maps @ Layers % Routes

@ Schecule T Lst

RECENT SAVED ON THE MAP i

fEgUsA Storm Reparts S

) NOAA TORNADO Storm Reparts (psst week)

) NOAAWIND Sterm Reparts (24 hours)
=]

) NOAAMAIL Storm Reports 26 hours)
]

) NOAA TORNADO Sterm Reports (24 hoars)

w

{oworld Imagery (Firefly) HEE

) orkd Imagery (Fcy)

Salesforce 2] &= 5 A % 3] ArcGIS Living Atlas of the World 2] 8l =&
2 ZF A gk 15l 3l ArcGls B/ 3H5 A e gt

Y T} ArcGIS Living Atlas of the World ]

Salesforce Maps
Permission Groups

Details

* Name «  Folder Admin
Show User Folders
Allow Exports

Editable Tooltips
Show Weather

Hide Personal Folder

~  Enable ArcGIS |
7 Cieate Dala Layers

Enable Live Mobile Tracking

Northeast Farming Equipme

30

Description

Mortheast reps for farming € b

Max Query Size (number
5000

of records)

Mobile Query Size (number of records)
1000

Max Export Size (number of records)
5000

Button Set
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Routes & Schedule
Setting Value Allow User Override
©| Show Routes Tab ~
@ Show Schedule Tab v
© Default Transportation Made Driving v

° 0] X ‘] ]q] ];q;(-l_dq{i Zg/dxalqr/]_
Tukd ] of tf gk = /Fh s HAAE
v Mobile
Setting Value Allow User Override
© Show Routes Tab v
© Show Schedule Tab v
© Maximum Records to Plot 1000 v
O Plotin Visible Area ~
© Enable Live Mobile Tracking
o[My Location Zoom Level 10 |

o FYALAEE AW 2= 7] dolol 2 TA T

Layers
Setting Value Allow User Override
O Maximum Records to Plot 5000 v

© Folder Administrator

© Show User Folders

O Show Personal Folders
© Enable ArcGIS Layers v
O Manage Data Layers

O Manage Territory Layers

[i] I Plot on Load Layers My Accounts I

© AFH mE YR B TRE AT ) wered FHof that dojo] U v 9P AP Fuink
o olE] mE 2T AP A% Salesforce 4 7} IO E1 & A T 9 E Bl B FHOZ AYT 5 A
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~ Desktop and Mobile
General
Setting Value Allow User Override
© Default Units Miles v
@ Default Basemap ESRI Street e
qOI—P\allorm Pracessing Location North Amemcal
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RECENT SAVED ON THE MAP
~ Home > Personal p

Salesforce SF >
Favorite

~ Home > Corporate > Sales Operations

y Rated Acccounts >
¥ Account (Billing)

() Recent Sales Activity 5
¥ Task

~ Home > Corporate > Data Layers

. Percent of Rental >
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" Data Layer
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Plan Scenarios
Create new alignments from hypothetical scenarios
Current Scenario 1 Scenario 2
Avg. Accounts ('] 522 695 417
A Revenue @ 578,601,956 $104,802,607 $62 881,564 Add
Avg. Quota % (] 105 140 84 SCGI’]B?’IOS
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Plan Scenarios

Create new alignments from hypothetical scenarios

FY21 - June Alignment - Scenario 1 - 8 Territories - Scenario 2 - 10 Territories

Equitable VAT

Territory Name. Old Territory Count New Territory Count
District 1 2 3

District 2 2

District 3 2 2

District 4 2 2

Target Territory Count: 10 8 10E
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Opportunity Territory Assignment

Opportunity Access for  Users in a parent territory can:
Parent Territories @) view all opportunities associated with the territory's child territory, regardiess of who owns the opportunities

View and edit all opportunities associated with the territory’s child territory, regardiess of who owns the opportunities

Assignment Filter & Enable Filter-Based Opportunity Territory Assignment
Apex Class Name:
Run filter-based opportunity territory assignment job when opportunities are created
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Rename Tabs and Labels

Enter the new tab names and field Iabels to display in the selected language.
Step 1. Enter the new tab names

Tab  Temitories

Language Ens\ish
Singular I District
Flral | Districts ]

Starts with vowel sound | |
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New Custom Report Type

Step 1. Define the Custom Report Type

Report Type Focus

Specify what type of records (rows) will be the focus of reports generated by this report type.
Example: If reporting on "Conlacts with Opportunities with Partners,” select "“Contacts® as the primary object

Primary Object l --Salect-- v

Opportunities
Identification

Report Type Label I Order Products

.

|
Report Type Name I Orders

Descripion | P @ty Consents

Performance Cycles

Ry

Store in Category - - '
n Price Book Entries

Deployment 1 Price Books

administralors and their de
Deployment Status | Product ltems

Product Request Line ltems

Product Requests

Products

Halp for this

Next

1 = Required Inf

A report type with deployel Process Instance relopment, repor types are visibbe only to authornized

Next

A Zefo] = G we] Al AbdE f18l dlolE A
5

P st AR E XTS W A glo] &S T3l B A U S5 HuAE Boh G A AFEE F S Th Al o]
9 hA e B A DL AA L] G AT AR o] A of = v U T
A g z71: o] H W7 AL Performance 2! Developer Edition ¥} Sales Cloud & AF-&-3F+= Enterprise 2 Unlimited Edition 2]

Lightning Experience 2} Salesforce Classicell 2] -85 Y t}.
ol = A B T B A 9] - B Wy gl A el thEo] AP UL
!

o
- 99 uyaY o)

138



Salesforce Summer '20 & A = E B ML= 75 718, = H QlE

REPORT v
New Contacts & Accounts Report #

Search all fields... Q- x

M Summary Formulas (0)

> M Contact: General (26)

> M Contact: Address (16)

> M Contact: Ph/Fax/Email (9)
> M Account: General (19)

> M Account: Address (16)

> Ml Account: Ph/Fax/URL (3)

~ M Territory Information (7)

A Territory Label

A Territary Description

= Row Cause

= Account Access Level

= Opportunity Access Level
= Case Access Level

& Last Modified Date
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Rename Tabs and Labels

Enter the new tab names and field labels to display in the selected language.

Please review all the auto-populated values below for grammatical accuracy.

Tab  Temitories
Language  English
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" Singular
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Work Queue

~ Thanks for stopping in Carol !

Pat Jones to Karen Toombs € 1.06 PM | Today Sales Cadences My Feed e My List
A Ty~
Carol, v
Thank you for your interest in our company! It seems like you may be a good ~
it for our solutions. My name is David, and I'm here to help you leam more Aju Mohan
about what we do and to answer any questions you may have. Do you have Re: Attn: Lead Thread
time today for a quick chat? % Opened - 1 open
Regards, Bryce Curren
David Louie

.- Attn: Lead Thread
. Sodor Communication v -
% Opened - 1 open, 1 reply

View full email
Harsh Patil

Re: Attn: Lead Thread

& Opened - 4 opens, 1 reply
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# Carol O'Connor S Thanksf.. v x

D Thanks for stopping in Carol !

Admin User to Carol O Connor & Unopened B3I0AM | Tadsy

~ Looking forward toit!

Regards
Pat
# ReplyAll & Reply - Forward @ NotShared
Carol O'Cannor to Admin User & 8:26 AM | Taday
> Thursday works for me. Speak to you then! Thanks, Carol On Thu, Apr 23, 2020 at 11:25 AM qac! om com> wrote: > Hi Carol, > > How
Admin Use to Carol O'Connor & % Unopened 825 AM | Todoy

3 HiCarol, How does neat Thursday at 11am work? 1400k forward ta sharing some new offerings with you. Thanks, Pat

Carol O'Connor to Admin User & 823AM | Todoy
» Nice to meet you Pat. Let's connect later this week and discuss next steps. Regards, Carel On Wed, Apr 22, 2020 at 9:14 PM test.com «

Admin User to Carol O'Connor & & Last opened 14 hours 3o €:14 PM | Yesterday
» HiCarol, for stopping inta . Here's information on the tread that you tried out. Come on by any time to iry
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Q, Recording Management SETUP
Recording Management
+ Feature Settings | |
~ Dialer
Recording Management Consent Reminder
Didn't find what you're looking for? Show Consent Reminder
Try using Global Search. Salesfarce allows your users to decide whether to record phone calls made with Lightnin
receive a prompt, reminding them not to record phone calls without consent. Salesforce?
the recorded party about how you are going to use the recording. For example, stating, "]
and to improve our ability to generate sales insights."
Consent Reminder Text @
If you record a call, you may be required by law to notify the call
recipient that you're recording and /or stop recording on request of
the call recipient. Call recordings are saved as files in Salesforce.
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Express Logistics Standby Generator

Details X
Qualification, (2) Needs Analysis (3) Proposal (4) Negotiat}

Account Mame  Express Logistics and
Transport

CloseDate  1/18/2018

5220,000.00

 Key Fields

1/18/2018

Next Step
Send proposal by the end of the week
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~ Guidance for Success
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Salesforce Inbox

Let’s Set Up Salesforce Inbox

Boost productivity with more email features. Use this page to get your users set up with Inbox. If you're using the newest
Inbox desktop experience, also see the Qutlook Integration and Sync or Gmail Integration and Sync page in Salesforce Setup.

Make Inbox Available to Users

Glve users access w productivity features in thelr email, such as scheduling emall delivery and email racking. Also assign
users an Inbax permission set.

Whao Can Use Inbox

Assign a permission set to sales reps to give them access to Inbox features. Assign Permission Sets

Enable Inbox Features

Einstein Activity Capture Set Up

Let Einstein log email and events from the Salesforce Inbox mobile and desktop apps to related Salesforce records. If you don't enaibbe this featune, your reps can still
manually log email and esents,

Email Tracking a:)

See if and when recipients open emails sent from the Owtlook and Gmail integrations, Salesforce Inbox mobile apps, and legacy versions of Inbox on desktop. Tracking

On
data includes information such as the date and time when emails are opened. For the Outlook and Gmall integration, be swre to add the email tracking components to

your emall application panes using Lightning App Builder. To enable email tracking for emails sent from Lightning Experience, use the Email Tracking setting in Activity

Settings in Salesforoe.
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Salesforce Inbox

Let’s Set Up Salesforce Inbox

Boost productivity with more email features. Use this page to get your users set up with Inbox. If you're using the newest
Inbox desktop experience, also see the Qutlook Integration and Sync or Gmail Integration and Sync page in Salesforce Setup.

Make Inbox Available to Users

Glve users access w productivity features in thelr email, such as scheduling emall delivery and email racking. Also assign
users an Inbax permission set.

Whao Can Use Inbox

Assign a permission set 1o sales reps to give them access to Inbax features Assign Permission Sets

Enable Inbox Features

Einstein Activity Capture Set Up
Let Einstein log email and events from the Salesforce Inbox mobile and desktop apps to related Salesforce records. If you don't enaibbe this featune, your reps can still

manually log email and esents,

Email Tracking a:)

On

See if and when recipients open emails sent from the Owtlook and Gmail integrations, Salesforce Inbox mobile apps, and legacy versions of Inbox on desktop. Tracking

data includes information such as the date and time when emails are opened. For the Outlook and Gmall integration, be swre to add the email tracking components to
your emall application panes using Lightning App Builder. To enable email tracking for emails sent from Lightning Experience, use the Email Tracking setting in Activity
Settings in Salesforoe.
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Service&- Einstein: 3] 21 | A}eE o5 o 7|A AR ALY, 321 Bot
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| ool A E oL o] fFALg H] /) AN E S 7Nt e & A TS FH L Ol 7P A2 Aol 2 7= AR
S A S YT A Y vlole] 9 npgk Abel D=5 7Nk o 2 st A & gk A7 AL ARE-sFo] Al oflo]
145317 AH:H* H}Tﬂlﬂ T AA FAL LF Bot o) E 21 F w2 A FA|E s Asta 7)< 7|6k gk g
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o] AbF HHolE ’%li] AARLS TF3kA = A E AE Yo
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Greenlight =4
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o] A o A=
Einstein ¥ A& AFE O 2 A | oflo] A E 8] 214535 Tl A (2 EA))
Finstein B A AFS2 A& Ul & L35 dlo]H & 43t 12 o & dld st EwlS A syt o
O] AE = 1A 3} A’ 3F= F-<F Lightning Service Console&] A T £ F oA 71 A o] =2 EH & A E

& AF Y Einsteine A E D AAE vh G T A3 gy o

CHAL 7FA] A 22 o] 2 A2 5 = Einstein 78 71 KL S
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A Z AFEE 4 QlHF YT
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Finstein Bots: Facebook WAl #], 315 oW E & 71 7] 7|RF 298 &

MEA FAE bot 71 5 2 Z F2 Al 7E ot B AUFE S chatbotS 753 Al 2. 7] < 718t 2-9-' 4 Facebook
w2 A] 5 Service Cloud A 371 & AFRsto] Al 51 ST = A RS HUHG I A IF o MIE R IR
EAE A EEHA sl A S = A AL, H AL A 7‘13] B EE chatbots IHAZ 55U 97H=] A7}
A5 Al A9 5] = Einstein Bots = Tk Q1o 874 S 53 A2
Finstein AF&ll &7 23] 2= A W A2 3 Lightning 74 &4
Finstein AF&ll 2571z o] Al El ek Ul A8 B3 Qo= 23] F &= gh-S o STt oA D= o Fo] 28] A Ak
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A3 A&k kL |ghtning Service Console®] A FH HF oA 7Hg Ad/do] =2 HHE A8 E 53l
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Conversation Past Chats Details

Einstein Replies

EAQINE DECAUSE OF (1€ COTONavIIus IGCKAOWN. Lan you piease #  Einstein Recommendations 0
extend the return deadline for me?

Last Updated 6:26:37 PM - 3 Items

Visitor - 6:26:24 PM

BEST

We understand the difficult time we are all in and how it is

affecting all our customers. I would be happy to give you an

Items must be returned in their original condition, unopened, to
extension

qualify for a full refund. The refund amount will be deposited back

Admin U - 6:26:30 PM to the original form of payment.
Thank you for understanding. How will I get my money back Post Edit Not Helpful
post-return?

Visitor - 6:26:37 PM ; = =
If you return an item that was opened or shows signs of wear, we will

4 et o issue a partial refund minus the eriginal shipping charges and return
Items must be returned in their original condition, unopened, to D Tigl Ipping charg 1ty

qualify for a full refund. The refund amount will be deposited shipping fees.

back to the original form of payment.

Post Edit Not Helpful

L I S =] End Chat You generate a return shipping label when you log into your account

and set up a return
Type a message

Post Edit

WEHAES wels Ao R AN GUL BRI AAEA AP AT S TS 5 ATk =4
Mo] Yulo] EH FF AR AFE AN FW5HaL 7] E H M) I F WS AAFAL Avlo] =& & Arieh

Salesforce I=+7 2 Einstein 3] A1 A AFH(E 2] 2~ v] 2] B7] <t 7] $to] A st AY AFE-5HA] & 4= 3l )

Al 714 A 22 Qo] 2 A& = Einstein T 7| AHI L )
Finstein & 71 Ak= Ak Abel] o] Bl o] B & AFE-3Fo] ello] - E7F 17 2] & A st vl 7HE E5o] 5= 7= =

S5 AEIUT o Al ZIAF WA AL o] 9ol TR Ao 5 o] ATl = Fbo] Y o] g ofo] & A}
& AFHH
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AHg-3ked 7h kel €] Q101 A 3, 7] 4
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Case
Qué es Astorga (Estorga, 4 en el leonés de la Maragateria) + Folow || Edk | w Knowledge Related

Knowledge -

Feed Details

~ Additional Information spat diccién abarca la mitad

Leon y parte de las de
Status beza
New
Case Origin Case Reason
Email

viority
Medium
Subject
Qué es Astorga (Estorga, 4 en el leonés de la Maragateria)

WP 0] 9 1] 5% 8hel W Salesforce A1 B AN A ]84 4 9. 013 ] A A 1o} F 7 o] 4]
210} 2 A4 5 Tk o] Hlo] ¥l 7} 9= I5HAI Al 2.
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%, 319 Bot | M1 E =1 4 Bots-8 Facebook ™41 #]
Case Wrap-Up Case
Inquiry on Nike women running shoes + Follow Edit
# Einstein Recommendations Applied model number A1234 101
i
« CWUAccount « Priority
Feed Details
E AL X Mediu... =
Status o Language Post Log a Call
New v ~None- ¥
Share an update.
Subject .
) MyCustomObj
Inquiry or
T % Most Recent Activity w Search this feed T Q@
De tic Escalated
escription © Fecaate All Updates  Calllogs  TextPosts  Status Changes
Einstein
Hi, Tam

recommends

writing to disabled e
ack the Y

Cancel m H Admin User April 10, 2020 at 9:51 AM  w»

Chat Transcript posted
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A= BFE Bots W AFEE O] AFS-ShE WA ol AASHE Al 2wl 43 9k o) Bl =Y A9 v 109 H o]
9= A AFEAF7F HHE Sk Facebook 41 A1 7 O] A Einstein Bots Y &2 2 EAH AFHTE T AAY &
£ AH&-3to] 2 3t whell chatbotel] oFolt] o] & 2] &-3F 4= Ql5 Ut
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Fro] {5 Ao o] ofo] E 2 FZo]E AFRE = QI FYTEH ML A = T o] THA], T oro] /A d 2ol %

AHE-FHY T}

Bot 1] Y 1#|o] ==& Bot A U] 2~ H A

A = g A5 AL B[ A] F 4 715 8 Bot U 3F WA & AFESEe] B el 6 2 3] 55k az, Bot I Srol| A A 22
& 2 02 BotS WhEA WSHSHHA 2 o E F2 o T Ao R o] Fol A HA RIS *a‘ii LA
AUt Boto] A s B oM i T 5 AFE-SHE BorS A A A 0= e st A& wES 5
T Ay

Intent ¥2] 9 Bot ]I E H|o]E] 2] 7] FA] 7}A 2.7]

Intent 2. 21-& -5 8} 31 222 7 Bot U] 0] E] & wlo] 18 0] A 3} A 1 Bot th 8hell o &l B.alske # Ao W
3tod Bot A& 7H7F = A AL . @A 7 7HA -3 <] Einstein Bot H] €] ] 2] 2] 9} 31 30 Salesforce E 52
AEE BH AN E 7190 2 BotsE T-F 3] Al 2. Intent ] 2 Bot ©| W E d|o] H.
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o

=

Finstein Botsll th §F 52 o 714 2}-%-
O] Al Finstein Bots= AN ® HE 7S AR 2 st AF A U7|E £ 7] s& 7|02 o3 AFE 7
stoolMEE 7|thE = Yt

A oHE 2% 2lo] Q1= IAPOl E g i

A OHE 27 17 752 F 7 M2 7 bot oI E 215 Al g T th o] 4] & Flo] x| of| A 11

o3 WS WA A] T B3 pots A E AT o, ol E 25 AFgato] Fa st AR A E = %
s A AT A el sl B % IF YT APIE &3l 55+ Data Loaderol| 4] Bots Al A4 Blo B W o|HIE 2 75
WrE A 3 353 5 syt st o) Al A E AREste] © 3 373 B HIA S REEA A2

A4 Z 7 0] H M 7 AFEH-S- Enterprise, Performance, Unlimited 2 Developer Edition 2] Lightning Experience ! Salesforce Classic

of] A8 Yt} Einstein Bots A 7 < Lightning Experience | A1 ’F AF-8-3F 4= Q15U o},

]/ Einstein Botsi= Service Cloud %! Chat AF-8-AF 2Fo] Al A~ 5 B 7FA] 3L Q) 1= Salesforce 2 2] == Tl X] € Frof AL
Zb o] M5 B3k 4] o A AR = QLU T o] of] sl Fat= 2t 24 2w g -=0] &g gk 2H7H 2] Chat BB
© Y AE Fho] ARg-AFell th sl 257141 9] Einstein Bots th $F7} Al & Y T}
WeBot ] U A 3 glofl A o]l E & g o] AA|ASHE S5 UTEBot o HIE 2 15 B dAp 343, BE
Olf 7] 5§ X2 I ALE A G ] Asto] AUt i HUAME W ols) F o] Al /A= XA
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A Einstein Bot Bullder Einstein Dealership Bot : ver

Partormance v =3
Jashboard  Event Logs
Event Details X
All Sessions
Session: 5SCBRM0O00000DVII4AO
15 Items - Sorted by Event Date - Refreshed a few seconds ago @ v et

Prompt sent: [0] Make Appointment [1] Lookup Appointment [2]
Event Date Dialog Name Event Type Event Log Level Errar Transfer To Agent [3] Send Email [4] End Chat
4/15/2020, 05:01:40 PM Start Session Starting a new session Info
4/15/2020, 05:01:40 PM Welcome Message Message sent: Hi! Imthe Ein... Info Output
4/15/2020, 05:01:40 PM Welcome Redirect Redirect to dialog: Main_Me... Info {
4/15/2020, 05:01:40 PM Welcome Start Dialog Start dialog: Main_Menu Info "choiceType": "STATIC",

"options": [
411512020, 05:01:40 PM Main Menu Message Message sent: Here are som...  Info "Make Appointment”
4152020, 05:01:40 PM Main Menu Question Prompt sent: (0] Make Appoi... Info "Lookup Appointment",
"Transfer To Agent",
4]15/2020, 05:01:53 PM Main Menu Input Message User response: Twant tosch...  Info 'Send Bmail”
415/2020, 05:01:54 PM Main Menu Intent Prediction Intent detected successfully Info "End Chat"
]

4/15/2020, 05:01:55 PM Main Menu Redirect Redirect to dislog: Make_Ap... Info )
4/15/2020, 05:01:55 PM Main Menu Start Dialog Start dialog: Make_Appoint..  Info
4/15]2020, 05:01:55 PM Make Appointment Message Message sent: Sure, [ canhel__  Info

Event UUID

~ 4/15]2020, 05:01:55 PM Make Appointment Question Prompt sent: What type of a Info
ac5c¢318d-510d-41d3-a08b-470617e496e0

Botsell th 3t 7] & 7wk ef¢H o g vl ST e

Bot Bl 71 7IWk 2h-- | & ARg-ate] A& S A7) flel B adt Vs HAd °ﬂ°1%iE dsrle.

7l ARG o] 58, AFA B AlE A2 3 ol v =Y Ao o3 SAS A ‘%Ht‘r ©] ]| bot
< tistell tistell o ¥ 71 e stal A A eh= ool d Eofl 9193 = Ut

2 G- 271 0] WM 7 AL Enterprise, Performance, Unlimited %! Developer Edition €] Lightning Experience 2! Salesforce Classic
o] &85 Yt} Finstein Bots A 7 = Lightning Experience | A &k A}-8-3F 5= Q) ’\H =3

]/ Einstein Bots<= Service Cloud 2 Chat AF-8-2} 2fo] Al A5 K5 7FA] A1 QL= Salesforce Z24] B2 T A € o] A}
Apepo] Al A5 BA3h A o M ARG 5= olss Uy vk o] ofl sl Frek= 2 i%‘ = g o] &3 sk 742} 8 Chat B
+ O AE o] AFg-Aell i3l 25714 2] Einstein Bots T &7} Al &5 Y o}

W A 270

° Chato] 24 3ta 4%

o
o % ek gol sk SUAY AL ek E e A S Ao
)

o,

S A 2ol A 1~5A] 5=

o J]go] A $-(18# 7]& 1D H& X3
® Einstein Botsﬂ%éﬁr% 85
@ -+ 714 719 259 2 Einstein Bots A 3 AF:
* Finstein Botsi= 7] 7|9 299 S Bt 4 AW S A A3HA gy
o 9JEro] Ul a1 ALE 7F5 3 ol o] F E V) 9l 79 Boto] Al A Bl "ARE- 753t of| o] A E QS T3S
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1. Botell A Hlol¥] #& D7} 98 55 M5 WUt SObject 7B 71 & 2 24 8H A 2.

Edit Variable

VARIABLE DETAILS
Stores a specific piece of data collected from the customer or output from Salesforce
* Name AP Name

skillsIds skillslds
* Data Type SObject Type

Id v Skill v
¥ Contains a List

Cancel

2. 55| AR 7= DE F7Feks Apex A AE RMEUTE Y= D 55 FE2 8 IAMER F7hek= 2o F5

e,

global with sharing class GetSkillsIdsAction {
@InvocableMethod (label="Get Skills Ids' description='Return Ids of Skills')
global static List<List<Id>> getSkillsIds() {
List<Id> skillsIds = new List<Id> ();

/*
* 18 char Skills Ids in the org:
*

* Dutch - OC5RM000000028I0AQ

* French - OC5RM000000028DOAQ

* Spanish - O0C5RM0O00000026ROAQ
*/

skillsIds.add ('0C5RM000000028I0AQ") ;
skillsIds.add ('0C5RMO000000026R0OAQ") ;

return new List<List<Id>> {skillsIds};

3. FEinstein Bot AT o A 2+ th 3} &A1 & F71810] Apex | AE S &3l Bot Aol 7]% DE A A3 A 2.

+ Action 4
* Action Type
Apex v
* Action Name
E) Getskills Ids X
Output Variable Name
output (List<ld>) D skillslds (Id List) b3
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4. A Q= A ds GAE FHE YT A A]el A Bot WS I E o2 eyt
“ Rules +X
CONDITIONS +Add Condition
You haven't created any rule conditions yet
RULE ACTIONS +Add Rule Action
le Action Destination Variable
Transfer v [ skiisids (d List) X

Facebook M2 A = T Z1& o (7 2 E41)

A= vEE Bots W& AbEE0] AF&-3Sh= WAL el s Al e v 43 9k 3k vl =y A9 v 109 o] |
2 AP A7} W SF= Facebook ™41 A 7} o] A Einstein Bots 2 F A A1 H A FUTE T A =FE A
sho] 2 Wkl chatbotell ofo]t] o] & 4] &3 4= QL5 o

A8 27101 M 7 AL Enterprise, Performance, Unlimited 2! Developer Edition ] Lightning Experience ! Salesforce Classic
of] 2] -8-% Y Tt} Einstein Bots 2 % < Lightning Experience®ll A Tk AF§-3F = Q15U o}

/& Einstein Bots<= Service Cloud 2 Chat AF-8-Z} 2ho] Al 2~ 5 X5 7FA] AL QL= Salesforce 4] B=&= T A © o] AL
At gpo] A E BA-5F A4 o] A AFE-3E = QlF U T o] of] fj Frah= 2F 2242w FF o] &/ shel 2H2h o] Chat &=
v YA Y o] Ab&-Apel di sl 257F4] 9] Einstein Bots T &7} Al &g Y T

W : Messaging ©ll A1 Facebook 0] A1 & A 7 &4 Botell 718 = Al HF U Th #| o] A & F 718k $-of = Bot U H 2] 7] &
Ho] X & o] F3te] A wlyroll A F71E F 2 8 th2 Facebooks W Z T =0 Al d W Al d o] 5 0 F A 54 A

oo

Add Channel

‘ Cance m ‘

Bot ¥l Al 7|5 O & ol&l o] & W3] 7|(g A =)

2
Sot | #'d& ALgte] B Lhe QLAte| EE Y Ska 9 £ Wl W sHe A28 Aelo] Ao Bl oS AvhE
9 o)
S

¢}

AT o)Al @ o) Fel o % pord ATLFE 5 gk
2 g 71 o] H W 73 AFEF-E Enterprise, Performance, Unlimited %! Developer Edition 2] Lightning Experience 2! Salesforce Classic
ol A8 YT} Finstein Bots A 7 < Lightning Experience | A1 §F AF-8-3F 4= Q15 o}

th At Einstein Bots+= Service Cloud  Chat AFE-AF o] A A5 57 714 31 Q1= Salesforce 2] B2 Ty A E Zrof AL
Zp gpol A~ E H sk 2] of| A ARE-3E = QL5 T} o] of] Ej k= 2F 2242wl F 5o &/ she ZH2 o) Chat BB
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% 9o Botsoll "SIA 74| 7]

= I 715 2 Bote] A A WS A 5= A 3] A 2. O] A Einstein Bots= o], AH|Qlo] &
of, 5dof olggoto] LB FZo]E AL E 4= QlF UL HlEL A = T o] A, S =ro] WAl Ao & AL

A g 271 0] W 7 AL Enterprise, Performance, Unlimited %! Developer Edition €] Lightning Experience 2! Salesforce Classic
ol A -85 YT} Finstein Bots A 7 < Lightning Experience | A1 §F AF-8-3F 4= Q15 T},

ot/ Einstein BotsL Serwce Cloud % Chat AF-&-AF glo] Al A5 B 7FA] 31 Q)= Salesforce =2 B YA & Zho] AFE-
2} gpol A~ E stz A o A ARG-3E = QLU T} o] of] Bl ok ZF 2242 v 2 o] /g sk Z42E O] Chat B
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Hi John!

@ Chat with us

GROCEREASE 1\
CUSTOMER CARE . '

* FIRST NAME * LAST NAME

([ X X
John Smith

EMAIL 1

John.Smith@gmail.com
Chat started at 9:07 AM

Hang in there.
You're number 1in line. Hi! My name is James. How can I
help you today?

James

START CHATTING
Cancel Chat Request = Type your message...
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