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CHAPTER 1 Developing with Salesforce Knowledge

In this chapter ... Salesforce Knowledge gives your website visitors, clients, partners, and service agents the ultimate in
support. You can create and manage your company information and securely share it when and where

*  Knowledge Object itis needed. Most features are declarative and let you point-and-click your way to a successful

Model implementation. However, the APl allows you to code your way to case deflection, happier customers,
* Knowledge Articles and more productive support agents. This guide discusses both Lightning Knowledge and Knowledge

and Data Categories  in Salesforce Classic.

in the AP

e APl End-of-Life Policy



Developing with Salesforce Knowledge Knowledge Object Model

Knowledge Object Model

The Knowledge object model is slightly different from other feature areas because it exposes a set of abstract Salesforce objects that
aren't directly used when you create articles. These abstract objects then contain concrete derivations that you do use when creating

articles.
Abstract Object Concrete Object
Id Id
...Other Fields... <F—— ...Inherits Abstract Object Fields...

derived
from ...Includes Additional Fields...

This architecture gives more flexibility to search behavior in support of Lightning Knowledge and Salesforce Classic.

Core Knowledge Obijects

The core abstract Knowledge objects are for a Knowledge article (KnowledgeAtrticle), and a set of versions of that article
(KnowledgeArticleVersion). These versions can include different translations and historical versions of an article.

KnowledgeArticle

Id
ArticleNumber

!
KnowledgeAtrticleld
|
|

R

KnowledgeArticleVersion

Id
KnowledgeAtrticleld

e KnowledgeArticle—The abstract Knowledge article object. This object contains metadata about a knowledge article irrespective of
the article's version, translation, or status.

e KnowledgeArticleVersion—The abstract Knowledge article version object. Whenever you create a draft of an article, it gets a new
version number and a unique ID. Each translation of an article also has a version and ID. Each version is a KnowledgeArticleVersion
record with the KnowledgeArticle record as the parent.

When you create knowledge articles, you create records with concrete Salesforce objects. These objects inherit from their abstract

counterparts. By default, these concrete objects are named “Knowledge__ka” for knowledge articles and “Knowledge__kav” for knowledge

article versions in Lightning Knowledge.


https://developer.salesforce.com/docs/atlas.en-us.264.0.object_reference.meta/object_reference/sforce_api_objects_knowledgearticle.htm
https://developer.salesforce.com/docs/atlas.en-us.264.0.object_reference.meta/object_reference/sforce_api_objects_knowledgearticleversion.htm
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Abstract Concrete
KnowledgeArticle Knowledge__ka
Id Id
ArticleNumber <}—— ArticleNumber
derived
from .
I I
KnowledgeAtrticleld KnowledgeArticleld
1 1
X X
KnowledgeArticleVersion Knowledge_ kav
Id Id
KnowledgeArticleld KnowledgeArticleld

derived RecordTypeld (for article type)

from

This diagram shows the default names in Lightning Knowledge for the concrete implementations, but you can change these names.
The names always have the suffixes “__ka" for knowledge articles and “__kav” for knowledge article versions. You can change the
“Knowledge” prefix by changing the Object Name for the Knowledge__kav object in the Object Manager.

The concrete implementation contains any of your custom fields for a knowledge article. The Knowledge__kav object also contains a
“RecordTypeld” field, which is a record type used to describe the article structure, such as FAQ or Tutorial. Each record type can contain
its own layouts. For example, an FAQ record type can use a special layout that displays custom fields such as “Question__c” and

"

“Answer__c”.

In Salesforce Classic, the article structure is determined by the article type. Each knowledge article type has a different concrete
implementation, for example FAQ__kav, Tutorial__kav. In Lightning Knowledge, one concrete object is used, for example, Knowledge__kav,
and instead the record type is used to associate an article with a unique article structure.

Complete Knowledge Object Diagram

To see the relationship of Knowledge articles to other objects, let's highlight some of the other important object relationships. In this
diagram, the default value “Knowledge” is the article type name to illustrate the object mode. If you change this value in Setup, the prefix
for each object with “__"in the name is changed accordingly.
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Vote
Id
o
| WorkOrder or
KnowledgeArticleVoteStat Knowledge__VoteStat | Case oGO ariina e
Id Id ! Id
< : Accountld d
derived fo] | Contactld
from 1
_______ | Status
| |
| |
KnowledgeArticleViewStat Knowledge__ViewStat ! | I I
1 | Caseld LinkedEntityld
Id Id I Parentid ! *
Channel - Channel I ! X
derived I | CaseArticle LinkedArticle
from ! |
? I | 1d Id
1 | 1 . 5
Caseld LinkedEntityld
KnowledgeArticle Knowledge__ 1 1 ! ase &
VersionHistory VersionHistory | ! | -
1 | 1 P _o
Id Id 1 ! |
derived I ' I /
ri
:;V,: | FParentd | // FeedComment
. | . P
7 7 Parentld | KnowledgeArticleld Pid Id
Parentld Parentld ' N s
. \ 1 ! | // e CommentType
L L L ! e, KnowledgeArticleld Cammen Sy
KnowledgeArticle Knowledge__ka - o, Pid
F--CZ2/ - -
Id Id —---_." - I
ArticleNumber ArticleNumber | _ _ _ _ ~ - Parentld Parentld
derived — b
from T~ Knowledge__ Feed
: Parentld ™ ~ w— _ Id
T~ e o o Title
KnowledgeArticleld -
' Body
|
KnowledgeArticleVersion Knowledge__kav Ki ledge_ DataC: yS:
Id Id Id
KnowledgeAtrticleld KnowledgeAtrticleld Parentld DataCategoryGroupName
derived RecordTypeld (for article type) DataCategoryName
from
Legend
Abstract Knowledge Object Concrete Knowledge Object Other Salesforce Object

Knowledge Object Model

LinkedArticleFeed
Id

Ee)

-

-
Parentld

LinkedArticleld
--0
LinkedArticleHistory

Id

These objects appear in this Knowledge object model. Each object links to its reference documentation for more information.

e (Case—A case, which is a customer issue or problem. Every article can be associated with a case using the CaseArticle object.

e (aseArticle—The association between a Case and a KnowledgeArticle.

e FeedComment—A comment added to a feed for a knowledge article.

e Knowledge__DataCategorySelection—A data category that classifies an article.

e Knowledge__Feed—The feed for a knowledge article.

e Knowledge__ka—The concrete object of a KnowledgeAtrticle.

e Knowledge__kav—The concrete object of a KnowledgeArticleVersion.

e Knowledge__VersionHistory—The concrete object of a KnowledgeAtrticleVersionHistory.

e Knowledge__ViewStat—The concrete object of a KnowledgeArticleViewStat.

e Knowledge__VoteStat—The concrete object of a KnowledgeArticleVoteStat.

e  KnowledgeArticle—The abstract Knowledge article object. This object contains metadata about a knowledge article irrespective of

the article's version, translation, or status.
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e KnowledgeArticleVersion—The abstract Knowledge article version object. Whenever you create a draft of an article, it gets a new
version number and a unique ID. Each translation of an article also has a version and ID. Each version is a KnowledgeArticleVersion
record with the KnowledgeArticle record as the parent.

e KnowledgeArticleVersionHistory—Enables read-only access to the full history of an article.

e KnowledgeArticleViewStat—~Provides statistics on the number of views for the specified article.

e KnowledgeArticleVoteStat—Provides the weighted rating for the specified article.

e LinkedArticle—A knowledge article that is attached to a work order, work order line item, or work type.

e LinkedArticleFeed—The comment feed on a linked article.

e LinkedArticleHistory—The history of changes made to tracked fields on a linked article.

e WorkOrder—Field service work to be performed for a customer.

e WorkOrderLineltem—A subtask on a work order in field service.

e Vote—A vote that a user has made on a knowledge article.
- Using Vote is allowed for Knowledge Article objects but not for Knowledge Article Version objects.
- Only one vote record can exist per knowledge article per user.Voting isn't allowed by Site Guest Users.

- Vote allows multiple types of values for the "Type" field, but only "Up" and "Down" are allowed for Knowledge Articles.

Knowledge Articles and Data Categories in the API

Before working with the Knowledge API, learn the basics about knowledge articles and data categories.

Articles Overview

@ Important: Where possible, we changed noninclusive terms to align with our company value of Equality. We maintained certain
terms to avoid any effect on customer implementations.

Articles capture information about your company's products and services that you want to make available in your knowledge base.
Articles in the knowledge base can be classified using data categories to make it easy for users to find the articles they need. Administrators
can use data categories to control access to articles.

Knowledge Articles vs. Knowledge Article Versions
When working with articles, keep in mind that the KnowledgeArticle represents the parent record of all article versions.
KnowledgeArticleVersion records represent each version of a given article.

Record Types vs. Article Types
The article structure is represented differently between Lightning Experience and Salesforce Classic. In Lightning Knowledge, you
use the same record types available in other custom objects (see the RecordTypeId field on Knowledge__kav) to structure
different types of articles. For example, you can use different layouts for different record types. In Salesforce Classic, you get this
functionality through article types (see the ArticleType field on KnowledgeArticleVersion). Each unique type of article has a
unique object in Salesforce Classic (for example, FAQ__kav for FAQ article types). Lightning Knowledge does not have a unique
object for each type because it is handled using the record type.

Audience Channel
An audience, sometimes called a channel, refers to the types of users who can access an article. Salesforce Knowledge offers four
channels where you can make articles available.

e Internal App: Salesforce users can access articles depending on their role visibility.
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e Customer: Customers can access articles in a community, site, or customer portal. Customer users inherit the role visibility of the
manager on the account. In a community, the article is only available to users with Customer Community or Customer Community
Plus licenses.

e Partner: Partners can access articles in a community, site, or partner portal. Partner users inherit the role visibility of the manager
on the account. In a community, the article is only available to users with Partner Community licenses.

e PublicKnowledge Base: Articles can be made available to anonymous users by creating a public knowledge base. With Lightning
Knowledge, most Salesforce orgs use Communities to create a knowledge base. Creating a public knowledge base for Salesforce
Knowledge in Salesforce Classic requires Sites and Visualforce.

Publishing Cycle
Salesforce Knowledge Articles move through a publishing cycle from their creation to their deletion. The publishing cycle includes
three different statuses: Draft is the stage when a new article is being created or an existing one is being updated. Articles with
the Online status are draft articles that have been published and are now available to their different channels. Eventually, when
a published article is at the end of its life, it can be moved to the Archived status or sent back to Draft to be updated in a
subsequent version.

Working with Articles in the API

Articles are available through the KnowledgeArticleVersion and KnowledgeArticle objects in the API. They both represent an article but
provide different capabilities.

KnowledgeArticleVersion
Every new draft article in Salesforce Knowledge has a version number. When an article is published and you want to update it, you
can create anew Draft with a distinct version number. Each version has its own ID. Once the updated version is ready to be
published, it replaces the former one and updates the version number. You can access the content of an article version using the
KnowledgeArticleVersion object and filter on its Draft or Online status. For example, the following query returns the title of the Draft
version of all the articles across all article types in United States English:

SELECT Title

FROM KnowledgeArticleVersion
WHERE PublishStatus='Draft'
AND language ='en US'

Articles are also auto-assigned an Article Number, which is not a unique identifier to an individual article, but an identifier to a primary
article and all of its available translations.

Both the primary version (the knowledge article with IsMasterLanguage = 1) and the translations are KnowledgeArticleVersion
objects.

KnowledgeArticle
Unlike KnowledgeAtrticleVersion, the ID of a KnowledgeArticle record is identical irrespective of the article's version (status). Where
the KnowledgeArticleVersion object provides APl access to an article's custom field values, the KnowledgeArticle object provides
APl access to an article's metadata fields.

The article record is the parent container of all versions of an article, whatever the publishing status (draft, published, archived) and the
language. While KnowledgeArticle and KnowledgeArticleVersion represent any article in the knowledge base, use the concrete
representation of these objects for the specific articles. In Lightning Knowledge, these concrete representations default to Knowledge__ka
(for the Knowledge article) and Knowledge__kav (for the Knowledge article version). In Salesforce Classic, use <Article Type>__ka and
<Article Type>__kav.

The following Lightning Knowledge query returns the title for all the published FAQ articles in United States English:

SELECT Title
FROM Knowledge kav


https://developer.salesforce.com/docs/atlas.en-us.264.0.object_reference.meta/object_reference/sforce_api_objects_knowledgearticleversion.htm
https://developer.salesforce.com/docs/atlas.en-us.264.0.object_reference.meta/object_reference/sforce_api_objects_knowledgearticle.htm

Developing with Salesforce Knowledge Knowledge Articles and Data Categories in the AP

WHERE PublishStatus='online'
AND Language = 'en US'
AND RecordTypeld = '<specify RecordTypeld for FAQ here>'

The following Lightning Knowledge query returns the ID, title, URL, and content of articles stored in their rich text area fields:

SELECT ID, Title, UrlName, RTAZ c
FROM Knowledge kav

The following Salesforce Classic query returns the title for all the published offers in United States English:

SELECT Title

FROM FAQ kav

WHERE PublishStatus='online'
AND language ='en US'

Data Categories Overview

Data categories are organized by category group and let:
e Users classify and find records.
e Administrators control access to records.

Salesforce Knowledge uses data categories to classify articles and make them easier to find. For example, to classify articles by sales
regions and products, create two category groups: Sales Regions, Products. The Sales Regions category group could consist of a
geographical hierarchy, such as All Sales Regions as the top level and North America, Europe, and Asia at the second level. The Products
group could have All Products as the top level and Phones, Computers, and Printers at the second.

Working with Data Categories in the API

The following table lists APl resources for working with data categories.

Name Type Description

Knowledge DataCategorySelection Object Gives access to article categorization in Lightning Knowledge.

Article Object Gives access to article categorization in Knowledge for Salesforce

Type DataCategorySelection Classic.

QuestionDataCategorySelection Object Gives access to question categorization.

WITH DATA CATEGORY SOQL clause Filters articles depending on their status in the publishing cycle and

filteringExpression their data categories. For more information, see the Salesforce SOQL
and SOSL Reference Guide.

WITH DATA CATEGORY SOSL clause Finds articles based on their categorization. For more information, see

DataCategorySpec the Salesforce SOQL and SOSL Reference Guide.

describeDataCategoryGroups () Call Retrieves available category groups for objects specified in the request.

describeDataCategoryGroupStructures () - Call Retrieves available category groups along with their data category

structure for objects specified in the request.

describeDataCategoryGroups  Apex method Returns a list of the category groups associated with the specified
objects. See the Apex Developer Guide.
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Name Type Description

describeDataCategoryGroupStructures Apex method Returns available category groups along with their data category
structure for objects specified in the request. See the Apex Developer
Guide.

API End-of-Life Policy

Salesforce is committed to supporting each APl version for a minimum of 3 years from the date of first release. To improve the quality
and performance of the API, versions that are over 3 years old sometimes are no longer supported.

Salesforce notifies customers who use an API version scheduled for deprecation at least 1 year before support for the version ends.
@ Nofte: Version 20.0 of REST APl and SOAP APl have now been deprecated and are no longer supported. You can continue to

access this legacy APl version until Summer 22 is released, at which point this legacy version will be retired and will become
unavailable. For more information, see this Knowledge Article: Salesforce Platform API Versions 7.0 through 20.0 Retirement.

@ Note: Versions 21.0 through 30.0 of REST APl and SOAP APl will be deprecated in the Summer 22 release. For more information,
see this Knowledge Article: Salesforce Platform API Versions 21.0 through 30.0 Retirement.
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You can manage articles and get support information with Salesforce Objects using the SOAP API.

Obijects

Use these Salesforce platform objects for working with Salesforce Knowledge.
e KnowledgeArticle

e KnowledgeArticleVersion

e Knowledge__DataCategorySelection
e Knowledge__Feed

e Knowledge__kav

e Knowledge__ka

e KnowledgeArticleVersionHistory

e KnowledgeArticleViewStat

e KnowledgeArticleVoteStat

e (aseArticle

e LinkedArticle

e RecentlyViewed

e SearchPromotionRule

e TopicAssignment

Calls

Use these SOAP API calls for working with Salesforce Knowledge.
e describeKnowledge()

e describeDataCategoryGroups()

e describeDataCategoryGroupStructures()

e search()
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CHAPTER 3 Salesforce Knowledge REST APIs

In this chapter ...

Invocable Actions for
Lightning Knowledge
Manage Knowledge
with REST APIs

Support Knowledge
with REST AP

You can manage articles and get support information with REST APIs.

REST API uses the same underlying data model and standard objects as those in SOAP API. For generic
REST APl information see the REST API Developer Guide.
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Invocable Actions for Lightning Knowledge

Actions for Lightning Knowledge can be invoked from a REST endpoint. Use these actions to manage your articles and article versions.

To learn more about how to use invocable actions, see the Actions Developer Guide.

@ Important: Where possible, we changed noninclusive terms to align with our company value of Equality. We maintained certain
terms to avoid any effect on customer implementations.

The Assign and Publish actions are available in APl version 44.0 and later. All the other actions are available in APl version 45.0 and later.
Lightning Knowledge must be set up in your org. The user must have permissions to manage articles.

You can use multiple inputs to an invocable action. This technique is useful for actions that don't take lists, such as
restoreKnowledgeArticleVersion.

Supported REST HTTP Methods

Table 1: URIs
Action URI

Archive Knowledge articlesonpage 11 /services/data/vXX.X/actions/standard/archiveKnowledgeArticles
Assign Knowledge articles on page 12 /services/data/vXX.X/actions/standard/assignKnowledgeArticles

Create draft from online Knowledge ~ /services/data/vXX.X/actions/standard/createDraftFrorOnlineknowledgeprticle
articles on page 13

Delete Knowledge articles on page 14 /services/data/vXX.X/actions/standard/deleteKnowledgeArticles
Publish Knowledge articlesonpage 15 /services/data/vXX.X/actions/standard/publishKnowledgeArticles

Restore Knowledge article versionon  /services/data/vXX.X/actions/standard/restoreKnowledgeArticleVersion
page 16

Retrieve Smart Link URL on page 17 /services/data/vXX.X/actions/standard/getArticleSmartLinkUrl

Submit Knowledge article for /services/data/vXX.X/actions/standard/submi tknowledgeArticleForTranslation
translation on page 18

Property Value

Formats JSON, XML

HTTP Methods GET, HEAD, POST

Authentication Authorization: Bearer token
Other Information Error Response Types on page 19

Archive Knowledge Articles

URI: /services/data/vXX.X/actions/standard/archiveKnowledgeArticles

n
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Table 2: Inputs
Input Type Description

articleVersionIdList string Required. Comma-separated article version ID list.

Sample Input

The following code sample archives two articles:

{
"inputs" : [
{
"articleVersionIdList" : [ "kaORMO0000004VeYAI", "kaORMOOOOOOO3doYAA" ]

}

Sample Output

The following code sample illustrates a response after a successful request.

[

"actionName" : "archiveKnowledgeArticles",
"errors" : null,
"isSuccess" : true,
"outputValues" : {
"kaORM00000004vVe"™ : "Success",
"kaORMO0000003do"™ : "Success"

}
ol

The following code sample illustrates a response with one success and one failure:

[

"actionName" : "archiveKnowledgeArticles",
"errors" : null,
"isSuccess" : false,
"outputValues" : {
"kaORM0O0000004Ve"™ : "You can't perform this action. Be sure the action is wvalid for
the current state of the article, and that you have permission to perform it.",
"kaORMO0000003do"™ : "Success"

Assign Knowledge Articles

URI: /services/data/vXX.X/actions/standard/assignKnowledgeArticles

Table 3: Inputs

Input Type Description
articleVersionIdList string Required. Comma-separated article version ID list.
assigneeld D Required. ID of the assigned user.
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Input Type Description

assignAction string Required. Assign action. Valid actions are: ASSTGN_DRAFT MASTER or
ASSIGN DRAFT TRANSLATION.

dueDate string Optional. Assigned due date.
instruction string Optional. Instructions for the assignee.
sendEmailNotification boolean Optional. Indicates whether to send an email notification. Defaults to false.

Sample Input

The following code sample assigns two articles for translation:

{

"inputs" : [
{
"articleVersionIdList" : [ "kaORMO0000004VeYAI", "kaORMOOOOOOO3doYAA" ]
"assigneeId" : "O0O05RMOOOOOAAAAAYA4",
"assignAction" : "ASSIGN DRAFT TRANSLATION"
}
]
}
Sample Output

The following code sample illustrates a response after a successful request.

[{

"actionName" : "assignKnowledgeArticles",
"errors" : null,
"isSuccess" : true,
"outputValues" : {
"kaORM0O0000004VvVe" : "Success",
"kaORM0O0000003do" : "Success"

Create Draft from Online Knowledge Article

URl: /services/data/vXX.X/actions/standard/createDraftFromOnlineKnowledgeArticle

Table 4: Inputs
Input Type Description
action string Required. Edit action for primary language or translation articles. Valid actions are:

EDIT AS DRAFT ARTICLE of EDIT AS DRAFT TRANSLATION.

unpublish boolean Required. Indicates whether to keep the article published (false) or archive the
published article (true). Use false to keep the current article version online
and create a draft. Use true to archive the current online version, which removes
it from the knowledge base, and creates a draft.

13
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Input Type Description
articleVersionId string Article version ID. Required to create a draft from an online (published) translation.
Optional to create a draft from the online primary article if the Article ID is provided.
articleld string Article ID. Required when creating a draft from the online (published) primary article
if the Article Version ID isn't provided.
Sample Input

The following code sample creates a draft from a primary article and archives the original article:

{

"inputs" : [
{
"action" : "EDIT AS DRAFT ARTICLE",
"unpublish" : true,
"articleId" : "kAORMOOOOOO04pPOAQ"
}
]
}
Sample Output

The following code sample illustrates a response after a successful request.

[

"actionName" : "createDraftFromOnlineKnowledgeArticle",
"errors" : null,
"isSuccess" : true,
"outputValues" : {
"kAORMOOOO0O004pPOAQ" : "Success"

Delete Knowledge Articles

URI: /services/data/vXX.X/actions/standard/deleteKnowledgeArticles

Table 5: Inputs

Input Type Description
articleVersionIdList string Required. Comma-separated article version ID list.
Sample Input

The following code sample deletes two articles:

{
"inputs" : [

{

"articleVersionIdList" : [ "kaORMO0000004VeYAI", "kaORMOOOOOOO3doYAA"

14
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}

Sample Output

The following code sample illustrates a response after a successful request.

[{

"actionName" : "deleteKnowledgeArticles",
"errors" : null,
"isSuccess" : true,
"outputValues" : {
"kaORM0O0000004VvVe" : "Success",
"kaORM0O0000003do" : "Success"

Publish Knowledge Articles

URl: /services/data/vXX.X/actions/standard/publishKnowledgeArticles

Table 6: Inputs

Input Type Description
articleVersionIdList string Required. Comma-separated article version ID list.
pubAction string Required. Publish action. Valid actions are: PUBLISH ARTICLE (whichreplaces

the latestversion), PUBLISH ARTICLE NEW VERSION (which createsanew
version), SCHEDULE ARTICLE FOR PUBLICATION, or
PUBLISH TRANSLATION

pubDate string Optional. Scheduled publish date in ISO 8601 format
yyyy-MM-dd\ ' T\ 'HH:mm: ss . SSSZ. For example, for February 8, 2023,
1:40 pm UTC+01:00 use 2023-02-08T13:40:00.000+0100.

Sample Input

The following code sample publishes two articles:

{

"inputs" : [
{
"articleVersionIdList" : [ "kaORMO0OOO0004VeYAI"™, "kaORMO0000003doYAA" ],
"pubAction" : "PUBLISH ARTICLE"

}

Sample Output

The following code sample illustrates a response after a successful request.

[

"actionName" : "publishKnowledgeArticles",

15
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"errors" : null,

"isSuccess" : true,

"outputValues" : {
"kaORM0O0000004vVe" : "Success",
"kaORM0O0000003do™ : "Success"

Restore Knowledge Article Version

Invocable Actions for Lightning Knowledge

URl: /services/data/vXX.X/actions/standard/restoreKnowledgeArticleVersion

Table 7: Inputs

Input Type Description

action string Required. The only valid action is: RESTORE_KNOWLEDGE_ARTICLE_VERSION
articleld string Required. Article ID.

versionNumber integer Optional. Version number of the archived article version to restore. Default is the

latest archived version.

Sample Input

The following code restores the latest archived version:

{

"inputs" : [
{
"action" : "RESTORE KNOWLEDGE ARTICLE VERSION",
"articleId" : "kAORMOOOOOOO4pPOAQ"

}

The following code restores a past archived version of a published article:

{

"inputs" : [
{
"action" : "RESTORE KNOWLEDGE ARTICLE VERSION",
"versionNumber":3,
"articleId" : "kAORMOOOOOOO4pPOAQ"

}
The following code restores two archived articles:

{

"inputs" : [
{
"action" : "RESTORE KNOWLEDGE ARTICLE VERSION",
"articleId" : "kAORMOOOOOOO4pPOAQ"
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by
{

"action" : "RESTORE_KNOWLEDGE ARTICLE VERSION",
"articleId" : "kAORMO0O000004pPOAB"
}
]
}
Sample Output

The following code sample illustrates a response after a successful request.

[ {

"actionName" : "restoreKnowledgeArticleVersion",
"errors" : null,
"isSuccess" : true,
"outputvValues" : {
"kAORMOOOO0004pPOAQ"™ : "Success"

Retrieve Smart Link URL

URl: /services/data/vXX.X/actions/standard/getArticleSmartLinkUrl

Table 8: Inputs

Input Type Description
articleVersionId string Required. The ID of the Knowledge article version.
Sample Input

The following code sample retrieves the SmartLink URL of a Knowledge article version:

{
"inputs": [
{
"articleVersionId":"kaOxx00000000cjAAA"

}

Sample Output

The following code sample illustrates a response after a successful request.

[
"actionName":"getArticleSmartLinkUrl",
"errors":null,
"isSuccess":true,

"outputValues": {

"articleSmartLinkUrl":"https://example.lightning. force.com/lightning/articles/Knowledge/Test-Redirection-1"
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Submit Knowledge Aricle for Translation

URl: /services/data/vXX.X/actions/standard/submitKnowledgeArticleForTranslation

Table 9: Inputs

Input Type Description

articleId string Required. Article ID.

language string Required. Language code for the translation.

assigneeld ID Required. ID of the assigned user.

dueDate string Optional. Assigned due date.

sendEmailNotification boolean Optional. Indicates whether to send an email notification. Defaults to false.

Table 10: Outputs

Output Type Description

articleId D Article ID.

language string Language code for the translation.
Sample Input

The following code sample submits one article for translation into Spanish:

{

"inputs" : [
{
"articleId" : "kAORMOOOOOOO4pPOAQ",
"language" : "es",
"assigneeId" : "OO5RMOOOOOAAAAAYA4"
}
]
}
Sample Output

The following code sample illustrates a response after a successful request.

[{

"actionName" : "submitKnowledgeArticleForTranslation",
"errors" : null,
"isSuccess" : true,
"outputvValues" : {
"articleId" : "kAORMOO0O00004pPOAQ",
"language" : "es"
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Error Response Types

Knowledge actions can respond with two types of error responses: action-scoped errors and item-scoped errors.

Action-scoped errors describe an error about the overall action that you're trying to invoke. Action-scoped errors have a statusCode
in addition to a message. This example illustrates an action-scoped error caused by sending invalid input values.

[

"actionName" : "restoreKnowledgeArticleVersion",

"errors" : [ {

"statusCode" : "INVALID API INPUT",

"message" : "You can't perform this action. Be sure the action is valid for the
current state of the article, and that you have permission to perform it.",

"fields" : [ ]

b}l

"isSuccess" : false,

"outputValues" : null

bl

ltem-scoped errors describe a problem with a specific article or article version within the action. For example, this code illustrates an
archiveKnowledgeAtrticles action response with one failed item and one successful item.

[{

"actionName" : "archiveKnowledgeArticles",

"errors" : null,

"isSuccess" : false,

"outputValues" : {

"kaORM00000004Ve" : "You can't perform this action. Be sure the action is valid
for the current state of the article, and that you have permission to perform it.",

"kaORM0O0000003do" : "Success"

}
bl

If any type of error occurs with an action, the isSuccess fieldis false.

Manage Knowledge with REST APIs

REST APIs provide programmatic access to many actions you can perform on your Knowledge base, an article, and its translations.

IN THIS SECTION:

Archive the Primary Version of an Article

Archives the primary version of an article. The actions are defined by the field change you request on the resource. To archive the

primary version, use "publishStatus": "Archived".Toscheduleadateforarchiving,use "archiveScheduleDate"
<date>.

Assign a Task Related to a Primary Article
Assigns a task to a user for a primary article, including due date and instructions. The actions are defined by the field change you
request on the resource.
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Assign a Task Related to a Translation

Assigns a task to a user for a translated article, including due date and instructions. The actions are defined by the field change you
request on the resource.

Delete a Primary Version of an Article

Deletes the primary version of an article.

Delete a Translated Version of an Article
Deletes a translated version of an article.

Edit an Online Version of a Primary Article
Creates a draft copy of the online version of a primary article. This does not unpublish the online version.

Get a List of Salesforce Site and Experience Cloud Site URLs for an Online Article

Returns a list of article URLs in Salesforce Sites, Experience Cloud sites, or both. Article URLs from Salesforce Sites are returned if the
article is visible in a public knowledge base. Article URLs from Experience Cloud sites are returned if the article is visible to partners
or customers. This API creates the URLs for the Insert URL into Email Lightning action.

Publish the Primary Version of an Article

Publishes the primary version of an article.

Restore an Archived Version of an Article
Restores an archived version of the article. If versionNumber isn't specified, restores the latest version of the archived article.

Retrieve Article Metadata
Retrieves the metadata of an article.

Get Knowledge Language Settings

Gets the existing Knowledge language settings, including the default knowledge language and a list of supported Knowledge
language information. This resource can be used in APl version 31.0 and later.

Retrieve a Version of an Article

Retrieves the version ID of an article.

Search for Metadata Elements of a Primary Version

Searches for metadata elements of the online primary version of an article.
Search for Metadata Elements of a Translated Version

Searches for metadata elements of a translated version of an article.

Set a Translated Article Version to Complete
Sets a translated article version to complete.

Set a Translated Article Version to Incomplete

Sets a translated article version to incomplete.

Submit an Article for Translation

Submits an article for translation for multiple languages and blocks translations for inactive languages.
Unpublish the Primary Version of an Article

Unpublishes the online primary version of an article when there isn't an existing draft article.
Unpublish the Online Version of a Translated Article

Unpublishes the online version of a translated article.

Search Suggested Article Title Matches

Returns a list of Salesforce Knowledge article titles that match the user's search query string. Provides a shortcut to navigate directly
to likely relevant articles before the user performs a search. This resource is available in REST APl version 30.0 and later.
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Search Suggested Queries

Returns a list of suggested searches based on the user's query string text matching searches that other users have performed in
Salesforce Knowledge. Provides a way to improve search effectiveness, before the user performs a search. This resource is available
in REST API version 30.0 and later.

Archive the Primary Version of an Article

Archives the primary version of an article. The actions are defined by the field change you request on the resource. To archive the primary
version, use "publishStatus":"Archived".To schedule a date for archiving, use "archiveScheduleDate"
<date>.

URI

/services/data/v25.0/knowledgeManagement/articleVersions/masterVersions/<versionID>

Formats
JSON, XML

HTTP Method
PATCH

Authentication

Authorization: OAuth accesstoken

Parameters
Parameter Description
publishStatus Publishing status of the article. Use archived.
archiveScheduleDate Date to archive the article.

Input

Archive:

{
"publishStatus":"Archived"

}
Schedule for archiving (using GMT date format):

{
"archiveScheduleDate" : "2012-04-19T07:00:00.000+0000"

}
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Output

HTTP status code 204 is returned when an existing record is updated.

Assign a Task Related to a Primary Arficle

Assigns a task to a user for a primary article, including due date and instructions. The actions are defined by the field change you request
on the resource.

URI

/services/data/v25.0/knowledgeManagement/articleVersions/masterVersions/<versionID>

Formats
JSON, XML

HTTP Method
PATCH

Authentication

Authorization: OAuth accesstoken

Parameters

Parameter Description

assigneeld Assigns the primary article to a user ID or a queue ID.
dueDate Date that the task is due.

instruction Instructions for the task.

Input

{
"assigneeId":"05Dxx0000dsads",
"dueDate":"2012-04-19T707:00:00.000+0000",
"instruction":"Please review."

}

Output

HTTP status code 204 is returned when an existing record is updated.
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Assign a Task Related to a Translation

Assigns a task to a user for a translated article, including due date and instructions. The actions are defined by the field change you
request on the resource.

URI

/services/data/v25.0/knowledgeManagement/articleVersions/translations/<translationVersionId>

Formats
JSON, XML

HTTP Method
PATCH

Authentication

Authorization: OAuth accesstoken

Parameters

Parameter Description

assigneeld Assigns the primary article to a user ID or a queue ID.
dueDate Date that the task is due.

instruction Instructions for the task.

Input

{
"assigneeId":"05Dxx0000dsads",
"dueDate":"2012-04-19T07:00:00.000+0000",
"instruction":"Please review."

}

Output

HTTP status code 204 is returned when an existing record is updated.

Delete a Primary Version of an Article

Deletes the primary version of an article.
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URI

/services/data/v25.0/knowledgeManagement/articleVersions/masterVersions/<versionID>

Formats
JSON, XML

HTTP Method
DELETE

Authentication

Authorization: OAuth accesstoken

Parameters

None

Input

None required

Output

HTTP status code 204 is returned when an existing record is deleted.

Delete a Translated Version of an Article

Deletes a translated version of an article.

URI

/services/data/v25.0/knowledgeManagement/articleVersions/translations/<versionID>

Formats
JSON, XML

HTTP Method
DELETE

Authentication

Authorization: OAuth accesstoken
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Parameters

None

Input

None needed

Output

HTTP status code 204 is returned when an existing record is deleted.

Edit an Online Version of a Primary Article

Creates a draft copy of the online version of a primary article. This does not unpublish the online version.

URI

/services/data/v25.0/knowledgeManagement/articleVersions/masterVersions

Formats
JSON, XML

HTTP Method
POST

Authentication

Authorization: OAuth accesstoken

Parameters

Parameter Description
articlelId The ID of the article.
Input

{
"articleId":<articleID>

}
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Get a List of Salesforce Site and Experience Cloud Site URLs for an Online
Article

Returns a list of article URLs in Salesforce Sites, Experience Cloud sites, or both. Article URLs from Salesforce Sites are returned if the article
is visible in a public knowledge base. Article URLs from Experience Cloud sites are returned if the article is visible to partners or customers.
This API creates the URLs for the Insert URL into Email Lightning action.

The org must have Lightning Knowledge enabled, and Allow users to share articles via public URLs enabled in Knowledge Settings.
In addition, the APl user must have read access on Knowledge.

Available in APl versions 46.0 and later.

URI

/services/data/v46.0/knowledgeManagement/articles/sitelistForOnlineArticle?articleld=articleldslanguage=xx XX

Formats
JSON, XML

HTTP Method
GET

Authentication

Authorization: OAuth accesstoken

Parameters

Parameter Description
articleld Either the 15— or 18—digit version of the article version ID.
language Language for the selected article.

Input

None

Publish the Primary Version of an Article

Publishes the primary version of an article.

@ Important: Where possible, we changed noninclusive terms to align with our company value of Equality. We maintained certain
terms to avoid any effect on customer implementations.
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The publishing actions are defined by the field change you request on the resource. To publish a minor version, use
"publishStatus":"0Online".To publisha major version, use "publishStatus":"Online" and
"versionNumber" :"NextVersion".To schedule a publication date, use "publishScheduleDate" : <date>.

URI

/services/data/v25.0/knowledgeManagement/articleVersions/masterVersions/<versionId>

Formats
JSON, XML

HTTP Method
PATCH

Authentication

Authorization: OAuth accesstoken

Parameters

Parameter Description

publishStatus Publishing status of the article. Use online.

versionNumber Version of the article.

publishScheduleDate Date to publish the article in ISO 8601 format YYYY-MM-DDTHH : mm : s s+/ —HHmm. For
example, for February 8, 2023, 1:40 pm UTC+01:00 use
2023-02-08T13:40:31+0100..

Input

Publish a minor version:

{
"publishStatus":"Online"

}
Publish a major version:

{
"publishStatus":"Online",
"versionNumber":"NextVersion"

}
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Schedule for publication:

{
"publishScheduleDate" : "2012-05-19T07:00:00+0000"
}

Output

HTTP status code 204 is returned when an existing record is updated.

Restore an Archived Version of an Article
Restores an archived version of the article. If versionNumber isn't specified, restores the latest version of the archived article.

@ Important: Where possible, we changed noninclusive terms to align with our company value of Equality. We maintained certain
terms to avoid any effect on customer implementations.

URI

/services/data/v25.0/knowledgeManagement/articleVersions/masterVersions/

Formats
JSON, XML

HTTP Method
POST

Authentication

Authorization: OAuth accesstoken

Parameters

Parameter Description

articlelId The ID of the article.

versionNumber Version of the article. If this field is not specified, the latest version of the archived article
is restored.

Input

{
"articleId":"<articleID>",
"versionNumber": <number>

}
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Retrieve Article Metadata

Retrieves the metadata of an article.

URI

/services/data/v25.0/knowledgeManagement/articles/<articleId>

Formats
JSON, XML

HTTP Method
GET

Authentication

Authorization: OAuth accesstoken

Parameters

None

Input

None required

Get Knowledge Language Settings

Gets the existing Knowledge language settings, including the default knowledge language and a list of supported Knowledge language
information. This resource can be used in APl version 31.0 and later.

Salesforce Knowledge must be enabled in your organization. It gets the Knowledge language settings, including the default knowledge
language and a list of supported Knowledge language information.

URI

/services/data/vXX.X/knowledgeManagement/settings

Formats
JSON, XML

HTTP Methods
GET
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Authentication

Authorization:

Request Body

None required

Salesforce Knowledge REST APIs

Bearer token

Request Parameters

None

Example Request

Retrieve a Version of an Article

curl https://MyDomainName.ny.salesforce.com/services/data/v67.0/knowledgeManagement/settings

-H "Authorization:

Example Response Body

{

"defaultLanguage" "en US",
"knowledgeEnabled" true,
"languages" [ {

"active" true,

"name" : "en US"

boo A

"active" true,

"name" : "it"

boo A

"active" true,

"name" : "zh CN"

oo Ao

"active" true,

"name" : "fr"

ol

Retrieve a Version of an Article

Retrieves the version 1D

of an article.

Bearer token"

@ Important: Where possible, we changed noninclusive terms to align with our company value of Equality. We maintained certain

terms to avoid any effect on customer implementations.

URI

/services/data/v25.0/knowledgeManagement/articleVersions/masterVersions/<articleVersionId>
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Formats
JSON, XML

HTTP Method
GET

Authentication

Authorization: OAuth accesstoken

Parameters

None

Input

None required

Search for Metadata Elements of a Primary Version

Searches for metadata elements of the online primary version of an article.

URI

/services/data/v25.0/knowledgeManagarent /articleVersions/masterVersions?filterArticleld=valuel &FilterPublishStatus=value2

Formats
JSON, XML

HTTP Method
GET

Authentication

Authorization: OAuth accesstoken

Example
This example searches for the online version of the primary article 'kA0Ox50000000jsh":

/services/data/v25.0/knowledoeManagaent /articleVersions/masterversions?fil terfrticleTd=kA0x50000000jshsfilterPubl i shStatus=online"
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Search for Metadata Elements of a Translated Version

Searches for metadata elements of a translated version of an article.

URI

/services/data/v25.0/knowledgeManagement/articleVersions/translations?filterArticleld=valuelé&
filterLanguage=value2&FilterPublishStatus=value3";

Formats
JSON, XML

HTTP Method
GET

Authentication

Authorization: OAuth accesstoken

Example
This example searches for the German online translation of the article 'kA0x50000000jsh':

/services/data/v25.0/knowledgeManagement/articleVersions/translations?filterArticleId=kA0x50000000jshs&
filterLanguage=de&filterPublishStatus=online"

Set a Translated Article Version to Complete

Sets a translated article version to complete.

URI

/services/data/v25.0/knowledgeManagement/articleVersions/translations/<translationVersionID>

Formats
JSON, XML

HTTP Method
PATCH

Authentication

Authorization: OAuth accesstoken

32



Salesforce Knowledge REST APIs Set a Translated Article Version to Incomplete

Parameters

Parameter Description

complete Set this value to true for translations that are complete.

Input

{

"complete":"true"
}

Output

HTTP status code 204 is returned when an existing record is updated.

Set a Translated Article Version to Incomplete

Sets a translated article version to incomplete.

URI

/services/data/v25.0/knowledgeManagement/articleVersions/translations/<translationVersionID>

Formats
JSON, XML

HTTP Method
PATCH

Authentication

Authorization: OAuth accesstoken

Parameters
Parameter Description
complete Set this value to false to seta translation to incomplete.
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Input
{

"complete":"false"

}

Output

HTTP status code 204 is returned when an existing record is updated.

Submit an Article for Translation

Submits an article for translation for multiple languages and blocks translations for inactive languages.

URI

/knowledgeManagement/articleVersions/translations

Available Since Release
250

Some parameters are supported in APl versions 43.0 and higher.

Formats
JSON, XML

HTTP Method
POST

Authentication

Authorization: OAuth accesstoken

Parameters
Parameter Description Avdilable
articleID String. Required. The ID of the article. 250
assignments JSON Array. An array of assignment details. Each assignment is a list with these  43.0

properties:
® language: Required. A language code.
® assigneeId:Auserldorqueueld.

e dueDate: The date that the task is due.
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Parameter Description Available

If you use this parameter, don't use the 1anguage parameter.

language String. A language code. 25.0-42.0

If you use this parameter, don't use the assignments parameter.

sendEmailNotification Boolean. Specifies whether to send an email to the assignee (true) ornot  43.0
(false).
Example Request Body
{
"articleId":"kA0xx00000000BO",
"assignments": [
{
"language":"sq",
"assigneeId":"005xx000001T7MF",
"dueDate":""

"language":"zh CN",
"assigneeId":"005xx000001T7ME",
"dueDate" : m

1,
"sendEmailNotification":true

Unpublish the Primary Version of an Article

Unpublishes the online primary version of an article when there isn't an existing draft article.

The publishing actions are defined by the field change you request on the resource. To unpublish the primary version, use
"publishStatus":"draft".

URI

/services/data/v25.0/knowledgeManagement/articleVersions/masterVersions/<versionId>

Formats
JSON, XML

HTTP Method
PATCH
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Authentication

Authorization: OAuth accesstoken

Parameters

Parameter Description

publishStatus Publishing status of the article. Use draft.
Input

{
"publishStatus":"draft"

}

Output

HTTP status code 204 is returned when an existing record is updated.

Unpublish the Online Version of a Translated Article

Unpublishes the online version of a translated article.

The publishing actions are defined by the field change you request on the resource. To edit and remove a translation from online state,
use "publishStatus":"draft".

URI

/services/data/v25.0/knowledgeManagement/articleVersions/translations/<translationVersionID>

Formats
JSON, XML

HTTP Method
PATCH

Authentication

Authorization: OAuth accesstoken
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Parameters

Parameter Description

publishStatus Publishing status of the article. Use draft.
Input

{
"publishStatus":"draft"

}

Search Suggested Article Title Matches

Returns a list of Salesforce Knowledge article titles that match the user's search query string. Provides a shortcut to navigate directly to
likely relevant articles before the user performs a search. This resource is available in REST APl version 30.0 and later.

Salesforce Knowledge must be enabled in your organization. The user must have the "View Articles" permission enabled. The articles
suggested include only the articles the user can access, based on the data categories and article types the user has permissions to view.

The Suggest Article Title Matches resource is designed to return display-ready data about likely relevant articles. Articles are suggested
if their titles contain the entire query string, except stopwords, such as "a," "for," and "the."

For example, a search for Backpacking for desert returnsthe article, "Backpacking in the desert."

@ Note: Articles with titles that include stopwords from the query string, such as "Backpacking for desert survival” in this example,
appear before matching articles with titles that don't include the stopwords.

Stopwords at the end of the query string are treated as search terms.
A wildcard is automatically appended to the last token in the query string.

@ Nofe: If the user's search query contains quotation marks or wildcards, those symbols are automatically removed from the query
string in the URI along with any other special characters.

If the number of suggestions returned exceeds the limit specified in the request, the end of the response contains a field called
hasMoreResults.ltsvalueis true ifthe suggestions returned are only a subset of the suggestions available,and false otherwise.

URI
/services/data/vXX. X/ search/suggestTi tleMatches 2g-seardhStrings] anguage-articlelanguagesp ol 1 shStatus—articlePubl icationStatus

Formats
JSON, XML

HTTP Methods
GET
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Authentication

Authorization: Bearer token

Request Body

None required

Request Parameters

Parameter Description

articleTypes Optional. Three-character ID prefixes indicating the desired article types. You can specify
multiple values for this parameter in a single REST call, by repeating the parameter name
for each value. For example, articleTypes=kalO&articleTypes=kal.

categories Optional. The name of the data category group and name of the data category for desired
articles, expressed as a JSON mapping. You can specify multiple data category group and
data category pairs in this parameter. For example,
categories={"Regions":"Asia", "Products":"Laptops"}.Characters
in the URL might need to be encoded. For this example,
categories=t /Bs22Regions$22%3A%22As1a%22%2Cs22Procduct s$22%3R%221 aptopss22% /D

channel Optional. The channel where the matching articles are visible. See the channel parameter
details on page 38.

language Required. The language of the user's query. Specifies the language that matching articles
are written in.

limit Optional. Specifies the maximum number of articles to return. If there are more suggested
articles than the limit specified, the response body's hasMoreResults property is
true.

publishStatus Required. The article's publication status. See the publishStatus parameter details on page
39.

q Required. The user's search query string, properly URL-encoded. Suggestions are returned

only if the user's query string meets the minimum length requirements: one character
for queries in Chinese, Japanese, and Korean, and three characters for all other languages.
Query strings exceeding the maximum length of 250 characters return an error.

topics Optional. The topic of the returned articles. For example:
topics=outlook&topics=email.

validationStatus Optional. The validation status of returned articles.

channel Parameter

Optional. The channel where the matching articles are visible. Valid values:
e AllChannels-Visibleinall channels the user has access to

e App-Visible in the internal Salesforce Knowledge application
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Pkb-Visible in the public knowledge base

Csp-Visible in the Customer Portal

Prm-Visible in the Partner Portal

If channel isn't specified, the default value is determined by the type of user:

e Pkb foraguest user

e Csp fora Customer Portal user

e prm fora Partner Portal user

e App forany other type of user

If channel is specified, the specified value may not be the actual value requested, because of certain requirements:

e Forguest, Customer Portal, and Partner Portal users, the specified value must match the default value for each user type. If the values
don't match or A11Channels is specified, then App replaces the specified value.

e Forall users other than guest, Customer Portal, and Partner Portal users:
- If Pkb, Csp, Prm, or App are specified, then the specified value is used.

- If Al1Channels is specified, then App replaces the specified value.

publishStatus Parameter

Required. The article's publication status. Valid values:
e Draft-Articles aren't published in Salesforce Knowledge.
e Online-Articles are published in Salesforce Knowledge.

e Archived-Articles aren't published and are available in Archived Articles view.

Example Request

curl https://MyDomainName.ny.salesforce.com/services/data/v67.0/search/suggestTitleMatches?
g=orangetbanana&language=en US&publishStatus=Online -H "Authorization: Bearer token"

Example Response Body

{

"autoSuggestResults" : [ {
"attributes" : {
"type" : "KnowledgeArticleVersion",
"url" : "/services/data/v67.0/sobjects/KnowledgeArticleVersion/ka0D00000004CcQ"
s

"Id" : "ka0D00000004CcQ",

"UrlName" : "orange-banana'",

"Title" : "orange banana",

"KnowledgeArticleId" : "kAODOOOOOOO4Cfz"

Pl
"hasMoreResults" : false

39

Search Suggested Article Title Matches



Salesforce Knowledge REST APIs Search Suggested Queries

Search Suggested Queries

Returns a list of suggested searches based on the user's query string text matching searches that other users have performed in Salesforce
Knowledge. Provides a way to improve search effectiveness, before the user performs a search. This resource is available in REST AP
version 30.0 and later.

Salesforce Knowledge must be enabled in your organization.

Queries are suggested if they exactly match the query string text. The text string must be a prefix within the query; it's not considered
a match if it appears within a word. For example, the text string app would return suggested queries apple banana and banana apples
but not pineapple.

If the number of suggestions returned exceeds the limit specified in the request, the end of the response contains a field called
hasMoreResults.ltsvalueis t rue if the suggestions returned are only a subset of the suggestions available, and false otherwise.

If the user's search query contains quotation marks or wildcards, those symbols are automatically removed from the query string in the
URI.

URI

/services/data/vXX.X/search/suggestSearchQueries?g=searchString&language=languageOfQuery

Formats
JSON, XML

HTTP Methods
GET

Authentication

Authorization: Bearer token

Request Body

None required

Request Parameters

Parameter Description

channel Optional. Specifies the Salesforce Knowledge channel where the article can be viewed.
See the channel parameter details on page 41 below.

language Required. The language of the user's query.

limit Optional. Specifies the maximum number of suggested searches to return. If there are
more suggested queries than the limit specified, the response body's
hasMoreResults propertyis true.
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Parameter Description

q Required. The user's search query string, properly URL-encoded. Suggestions are returned
only if the user's query string meets the minimum length requirements: one character
forqueriesin Chinese, Japanese, and Korean, and three characters for all other languages.
Query strings exceeding the maximum length of 250 characters return an error.

channel Parameter

Optional. Specifies the Salesforce Knowledge channel where the article can be viewed. Valid values:
e AllChannels-Visibleinall channels the user has access to

e App-Visible in the internal Salesforce Knowledge application

e Pkb-Visible in the public knowledge base

e Csp-Visible in the Customer Portal

e Prm-Visible in the Partner Portal

If channel isn't specified, the default value is determined by the type of user:

e Pkb foraguest user

e Csp fora Customer Portal user

e Prm fora Partner Portal user

e App forany other type of user

If channel is specified, the specified value may not be the actual value requested, because of certain requirements:

e Forguest, Customer Portal, and Partner Portal users, the specified value must match the default value for each user type. If the values
don't match or Al1Channels is specified, then App replaces the specified value.

e Forall users other than guest, Customer Portal, and Partner Portal users:
- If Pkb, Csp, Prm, or App are specified, then the specified value is used.
— If AllChannels is specified, then App replaces the specified value.

Example Request

curl https://MyDomainName.ny.salesforce.com/services/data/v67.0/search/suggestSearchQueries?
g=app&language=en US -H "Authorization: Bearer token"

Example Response Body

{
"autoSuggestResults" : [ {
"O" : "apple",
"1" : "apple banana",
b1,

"hasMoreResults" : false
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Support Knowledge with REST AP

Knowledge Support REST APIs allow both authorized and guest users to retrieve the user's visible data categories and their associated
articles. This resource is available in REST API version 38.0 and later.

Authenticated users need the UserProfile.apiEnabled permission, Knowledge enabled in the organization, read rights on
the article type, and any other knowledge specific permission or preference that controls visibility to articles.

Guest users need the Guest Access to the Support API preference enabled on the relevant Site, Knowledge enabled in
the organization, and read rights on the article type and article channel that controls the visibility for guest users.

URI

/services/data/vXX.X/support

Method

GET

Formats
JSON, XML

Authentication

Authorization: Bearer token

Example Response Body

{

"dataCategoryGroups" : "/services/data/vXX.X/support/dataCategoryGroups",
"knowledgeArticles" : "/services/data/vXX.X/support/knowledgeArticles"

}
IN THIS SECTION:

Data Category Groups
Get data category groups that are visible to the current user. This resource is available in REST APl version 38.0 and later.

Data Category Detail
Gets data category details and the child categories by a given category. This resource can be used in APl version 38.0 and later.

Articles List

Get a page of online articles for the given language and category through either search or query. This resource is available in REST
APl version 38.0 and later.

Articles Details

Gets all online article fields, accessible to the user. This resource is available with article IDs in REST API version 38.0 and later, and
this resource is available with article URL names in version 44.0 and later.
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Data Category Groups

Get data category groups that are visible to the current user. This resource is available in REST APl version 38.0 and later.

Salesforce Knowledge must be enabled in your organization. This resource can be used in APl version 38.0 and later. Use the language
code format used in Which Languages Does Salesforce Support?.

Only the user's visible data categories are returned. A user might be able to see several sub trees in the category group, therefore, the
top categories that are visible to the user in each group are returned.

URI

/services/data/vXX.X/support/dataCategoryGroups

Method
GET

Formats
JSON, XML

Authentication

Authorization: Bearer token

HTTP Headers

Accept: Optional. Can be either application/jsonor application/xml.

Accept-language: Optional. Language to translate the categories. Any ISO-639 language abbreviation, and an 1SO-3166 country code
subtag in the HTTP Accept-Language header. Only one language accepted. If no language specified, the non-translated labels are
returned.

Input

string sObjectName: Required. KnowledgeArticleVersion only.
boolean topCategoriesOnly: Optional. Defaults to true:

e True returns only the top level categories.

e False returns the entire tree.

@ Note: All the input parameters are case-sensitive.

Output

A list of the active data category groups that are visible to the current user in the site context. Returns id, name, label, and their top level
categories or the entire data category group tree that are visible to the current user. The labels must be translated to the given language
if they are available.

Data Category Group List
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This payload lists the active root Data Category Groups that can be used in other requests to return the data categories and articles
related to it.

"categoryGroups": [ Data Category Group, ....],
}

@ Note: Returns only the active groups that are associated to the given entity (by sObjectName). Only
KnowledgeArticleVersion issupported.
Data Category Group

This represents an individual data category group, and its root category.

{

"name": String, // the unique name of the category group

"label": String, // returns the translated version if it is available
"objectUsage" : String, // currently only "KnowledgeArticleVersion" is available.
"topCategories": [ Data Category Summary, ....]

}

Data Category Summary

This provides a summary of data category information. The Summary and Detail responses share common properties, with the goal of
providing only as much information as is necessary from associated resources.

{

"name": String, // the unique name of the category

"label": String, // returns the translated version if it is available

"url": URL, // the url points to the data category detail API
"childCategories": [ Data Category Summary, ....] // null if topCategoriesOnly is true

}

Note: The URL property is a pre-calculated path to the unique resource representing this data category, in this case it is a Data
Category Detail API.

Example Request

curl
https://MyDamainName.ny . salesforoe. can/services/data/v67 . 0/ support /dataCategoryGroups ?sdojectName=KnowledgeArticleVersion
-H "Authorization: Bearer token"

Example Response Body

{

"categoryGroups" : [ {
"label" : "Doc",
"name" : "Doc",
"objectUsage" : "KnowledgeArticleVersion",
"topCategories" : [ {
"childCategories" : null,
"label™ : "All",
"name" : "AIll",
"url"

"/services/data/v67.0/support/dataCategoryGroups/Doc/dataCategories/All ?sObjectName=KnowledgeArticleVersion"
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bl
b Ao

"label™ : "Manual",
"name" : "Manual",
"objectUsage" : "KnowledgeArticleVersion",
"topCategories" : [ {
"childCategories" : null,
"label™ : "All",
"name" : "AIll",
"url"

"/services/data/v67.0/support/dataCategoryGroups/Manual /dataCategories/All ?sCbjectName=KnowledgeArticleVersion"

Data Category Detail

Gets data category details and the child categories by a given category. This resource can be used in APl version 38.0 and later.

Salesforce Knowledge must be enabled in your organization. Use the language code format used in Which Languages Does Salesforce
Support?.

URI

/services/data/vXX.X/support/dataCategoryGroups/group/dataCategories/category

Method

GET

Formats
JSON, XML

Authentication

Authorization: Bearer token

HTTP Headers

Accept: Optional. Can be either application/jsonor application/xml.

Accept-language: Optional. Language to translate the categories. Any ISO-639 language abbreviation, and an 1SO-3166 country code
subtag in the HTTP Accept-Language header. Only one language accepted. If no language specified, the non-translated labels are
returned.

Input

string sObjectName: Required. KnowledgeArticleVersion only
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Output
Details of the category and a list of child categories (name, label, etc.).
Data Category Detail

Used for situations where the hierarchical representation of data categories is important. The child property contains a list of child data
categories.

{

"name": String, // the unique name of the category

"label": String, // returns the translated version if it is available
"url": URL,
"childCategories": [ Data Category Summary, ....],

}

@ Note: If the category isn't visible to the current user the return is empty.

Example Request

curl

hitps://MDomirNare.ny . salesforce. aay/services/data/v6 . 0/sugport/dateCategornyGroupes/Doc/dataCategories/Al > yjectNareKronledyrticléersion

-H "Authorization: Bearer token"

Example Response Body

{

"childCategories" : [ {
"childCategories™ : null,
"label™ : "Help",

"name" : "Help",
"url"

"/services/data/v67.0/support/dataCategoryGroups/Doc/dataCategories/Help?sObjectName=KnowledgeArticleVersion"

b A

"childCategories™ : null,
"label" H "QA",

" name " : " QA" ,

"url "

"/services/data/v67.0/support/dataCategoryGroups/Doc/dataCategories/QA?sCbjectName=KnowledgeArticleVersion"

Pl

"label™ : "All",
"name" : "AIl",
llurl"

"/services/data/v67.0/support/dataCategoryGroups/Doc/dataCategories/All?sObjectName=KnowledgeArticleVersion"
}

Articles List

Get a page of online articles for the given language and category through either search or query. This resource is available in REST AP
version 38.0 and later.
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URI

/services/data/vXX.X/support/knowledgeArticles

Method
GET

Formats
JSON, XML

Authentication

Authorization: Bearer token

HTTP Headers

Accept: Optional. Can be either application/json or application/xml.
Accept-language: Required. The article must be an active language in the user's organization.

e Ifthe language code isn't valid, an error message is returned: "The language code is not valid or not supported by Knowledge."

e Ifthe language code is valid, but not supported by Knowledge, then an error message is returned: "Invalid language code. Check
that the language is included in your Knowledge language settings."

Input
string g: Optional. Performs an SOSL search. If the query string is null, empty, or not given, an SOQL query runs.

The characters ? and * are used for wildcard searches. The characters (, ),and " are used for complex search terms. See
https://developer.salesforce.com/docs/atlas.en-us.sogl_sosl.meta/soql_sosl/sforce_api_calls_sosl_find.htm.

string channe1: Optional, defaults to user's context. For information on channel values, see Valid channel values.
e App: Visible in the internal Salesforce Knowledge application

e Pkb: Visible in the public knowledge base

e Csp: Visible in the Customer Portal

e Prm: Visible in the Partner Portal

string categories inmapjsonformat {"groupl":"categoryl", "group2":"category2", ... }:Optional, defaults
to None. Category group must be unique in each group:category pair, otherwise you get ARGUMENT OBJECT PARSE ERROR.
There is a limit of three data category conditions, otherwise you get INVALID FILTER VALUE.

string queryMethod:Valuesare AT, BELOW, ABOVE, ABOVE OR_ BELOW.Onlyvalid when categories are specified, defaults
to ABOVE_OR_BELOW.

string sort: Optional. A sortable field name: LastPublishedDate, CreatedDate, Title, ViewScore.Defaultsto
LastPublishedDate for query and relevance for search.

@ Notfe: When sortingon ViewScore itisonly available for query, not search, and no pagination is supported. You only get one
page of results.

string order: Optional. Either ASC or DESC, defaults to DESC. Valid only when sort is valid.
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integer pageSize: Optional, defaults to 20. Valid range 1 to 100.

integer pageNumber: Optional, defaults to 1.

Output

A page of online articles in the given language and category visible to the current user.
Article Page

A page of articles. The individual entries are article summaries so the size can be kept at a minimum.

{

"articles": [ Article Summary, .. ], // list of articles

"currentPageUrl": URL, // the article list API with current page number

"nextPageUrl": URL, // the article list API with next page number,
which can be null if there are no more articles.
"pageNumber": Int // the current page number, starting at 1.

}

Articles List

@ Note: The APl supports paging. Each page of responses includes a URL to its page, as well as the URL to the next page of articles.

@ Nofte: If the user input parameter has the default value, the APl does not show this parameter in either currentPageUrl or

nextPageUrl.

Article Summary

A summary of an article used in a list of article responses. It shares similar properties to the Article Detail representation, as one is a

superset of the other.

{

"id": Id, // articleId

"articleNumber": String,

"articleType": String, // apiName of the article type, available in API v44.0 and
later

"title": String,

"urlName": String, // available in API v44.0 and later

"summary": String,

"url": URL, // to the Article Detail API

"viewCount": Int, // view count in the interested channel

"viewScore": double (in xxx.xxxx precision), // view score in the interested
channel.

"upVoteCount": int, // up vote count in the interested channel.

"downVoteCount": int, // down vote count in the interested channel.

"lastPublishedDate": Date // last publish date in IS08601 format

"categoryGroups": [ Data Category Group, ... 1}

The "url" property always points to the Article Details resource endpoint.
Data Category Group

An individual data category group, its root category, and a list of selected data categories in the group.

{

"groupName": String, // the unique name of the category group
"groupLabel": String, // returns the translated version
"selectedCategories": [ Data Category Summary, .. ]
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Data Category Summary

Provides a summary of data category information. The Summary and Detail responses share common properties.

{

"categoryName": String, // the unique name of the category

"categoryLabel": String, // returns the translated version, per the API
language specified

"url": String // returns the url for the DataCategory REST API.

}

@ Note: The outputs of Data Category Group and Data Category Summary in Article List APl are different from the Data Category
Groups API.

Example Request

curl
https://MyDamainName.ny . salesforoe. can/services/data/v67 . 0/support/ knowledgeArticles?sort=ViewScoreschanmel =PkbspageSize=3

HTTP Headers:
Content-Type: application/json; charset=UTF-8

Accept: application/json
Accept-Language: en-US

Example Response Body

{

"articles" : [ {

"articleNumber" : "000001002",

"categoryGroups" : [ ],

"downVoteCount" : O,

"id" : "kAOxx000000000BCAQ",

"lastPublishedDate" : "2015-02-25T02:07:182Z",

"summary" : "With this online Chinese input tool, you can type Chinese characters through

your web browser without installing any Chinese input software in your system. The Chinese
online input tool uses the popular Pin Yin input method. It is a fast and convenient tool
to input Chinese on English OS environments.",

"title"™ : "Long text test",

"upVoteCount" : 0,

"url" : "/services/data/v67.0/support/knowledgeArticles/kAOxx000000000BCAQ",

"viewCount" : 4,

"viewScore" : 100.0

b A

"articleNumber" : "000001004",

"categoryGroups" : [ ],

"downVoteCount" : O,

"id"™ : "kAOxx000000000LCAQ",

"lastPublishedDate" : "2016-06-21T21:11:02z2",

"summary" : "The number of characters required for complete coverage of all these languages'
needs cannot fit in the 256-character code space of 8-bit character encodings, requiring
at least a 16-bit fixed width encoding or multi-byte variable-length encodings.
\r\n\r\nAlthough CJK encodings have common character sets, the encodings often used to
represent them have been developed separately by different East Asian governments and
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software companies, and are mutually incompatible. Unicode has attempted, with some
controversy, to unify the character sets in a process known as Han unification.\r\n\r\nCJK
character encodings should consist minimally of Han characters p",

"title"™ : "Test Images",

"upVoteCount" : 0,

"url" : "/services/data/v67.0/support/knowledgeArticles/kA0xx000000000LCAQ",

"viewCount" : O,

"viewScore" : 0.0

boo A

"articleNumber" : "000001012",

"categoryGroups" : [ 1,

"downVoteCount" : O,

"id"™ : "kAOxx000000006GCAQ",

"lastPublishedDate" : "2016-06-21T21:10:482",

"summary" : null,

"title" : "Test Draft 2",

"upVoteCount" : 0,

"url" : "/services/data/v67.0/support/knowledgeArticles/kA0xx000000006GCAQ",

"viewCount" : O,

"viewScore" : 0.0

bl
"currentPageUrl"
"/services/data/v67.0/support/knowledgeArticles?channel=Pkb&amp; pageSize=3&amp; sort=ViewScore",

"nextPageUrl" : null,
"pageNumber" : 1

Usage

Salesforce Knowledge must be enabled in your organization. This resource can be used in APl version 38.0 and later. The Custom File
Fieldis not supported because it returns a link to a binary stream. Use the language code format used in Which Languages Does Salesforce
Support?.

Valid channel Values

e When using the options string channel, where the matching articles are visible, the following values are valid.
-~ App-Visible in the internal Salesforce Knowledge application
- Pkb-Visible in the public knowledge base
— Csp-Visible in the Customer Portal

- Prm-Visible in the Partner Portal

e If channel isn't specified, the default value is determined by the type of user.
- Pkb foraguest user
— Csp fora Customer Portal user
- Prm fora Partner Portal user

- App forany other type of user

e If channel is specified, the specified value may be used to retrieve articles.
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- Forguest, Customer Portal, and Partner Portal users, if the specified channel is other than the channel accessible to the user, an
error is returned.

— Forall users other than guest, Customer Portal, and Partner Portal users, the specified channel value is used.

Articles Details

Gets all online article fields, accessible to the user. This resource is available with article IDs in REST API version 38.0 and later, and this
resource is available with article URL names in version 44.0 and later.

Salesforce Knowledge must be enabled in your organization. This resource can be used in APl version 38.0 and later. The Custom File
Fieldis not supported because it returns a link to a binary stream. Use the language code format used in Which Languages Does Salesforce
Support?.

A lookup custom field is visible to guest users depending on the lookup entity type. For example, User is visible, but Case and Account
are not visible. The following standard fields are not visible to a guest user, even if they are in the layout:

e archivedBy

e isLatestVersion

e translationCompletedDate
e translationlmportedDate

e translationExportedDate

e versionNumber

e visibleInInternalApp

e visibleInPKB

e visibleToCustomer

e visbileToPartner

Valid channel Values
e When using the options string channe1, where the matching articles are visible, the following values are valid.

— App-Visible in the internal Salesforce Knowledge application

Pkb-Visible in the public knowledge base

Csp-Visible in the Customer Portal

Prm-Visible in the Partner Portal

e If channel isn't specified, the default value is determined by the type of user.

Pkb for a guest user

Csp fora Customer Portal user

Prm for a Partner Portal user

App for any other type of user

e If channel is specified, the specified value may be used to retrieve articles.

For guest, Customer Portal, and Partner Portal users, if the specified channel is other than the channel accessible to the user, an
error is returned.

For all users other than guest, Customer Portal, and Partner Portal users, the specified channel value is used.
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Salesforce Knowledge REST APIs Articles Details

Method
GET

Formats
JSON, XML

Authentication

Authorization: Bearer token

Endpoint

/services/data/vXX.X/support/knowledgeArticles/articleId or_ articleUrlName

HTTP Headers

Accept: Optional. Can be either application/jsonor application/xml.
Accept-language: Required. The article must be an active language in the user's organization.

e Ifthe language code isn't valid, an error message is returned: "The language code is not valid or not supported by Knowledge."

e Ifthe language code is valid, but not supported by Knowledge, then an error message is returned: "Invalid language code. Check
that the language is included in your Knowledge language settings."

Input
string channe1: Optional, defaults to user's context. For information on channel values, see Valid channel Values.

e App: Visible in the internal Salesforce Knowledge application
e Pkb: Visible in the public knowledge base
e Csp: Visible in the Customer Portal

e Prm: Visible in the Partner Portal

boolean updateviewStat: Optional, defaults to true. If true, APl updates the view count in the given channel as well as the total
view count.

boolean isUr1Name: Optional, defaults to false. If true, indicates that the last portion of the endpoint is a URL name instead of an
article ID. Available in APl v44.0 and later.

Output
The detailed fields of the article, if the article is online and visible to the current user.
Article Detail

Full detail of an article, with complete metadata and layout-driven fields used for display of an article. It includes all the same properties
as an Article Summary representation.

{
"id": Id, // articleld,
"articleNumber": String,
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"articleType": String, // apiName of the article type,

and later
"title": String,

"urlName": String, // available in API v44.0 and later

"summary": String,
"url": URL,
"versionNumber": Int,

"createdDate": Date, // in IS08601 format

"createdBy": User Summary on page 53,

"lastModifiedDate": Date, // in IS08601 format
"lastModifiedBy": User Summary on page 53,
"lastPublishedDate": Date, // in IS08601 format

"layoutItems": [ Article Field, ... ],

the user, sorted based on the layouts of the article type.

"categories": [ Data Category Groups,
"appUpVoteCount": Int,
"cspUpVoteCount": Int,
"prmUpVoteCount": Int,
"pkbUpVoteCount": Int,
"appDownVoteCount": Int,
"cspbDownVoteCount": Int,
"prmDownVoteCount": Int,
"pkbDownVoteCount": Int,
"allViewCount": Int,
"appViewCount": Int,

"cspViewCount": Int,
"prmViewCount": Int,
"pkbViewCount": Int,
"allViewScore": Double,
"appViewScore": Double,
"cspViewScore": Double,
"prmViewScore": Double,

"pkbViewScore": Double
}

User Summary

{
"id": String

"isActive": boolean // true/false

"userName": String // login name

"firstName": String

"lastName": String

"email": String

"url": String // to the chatter user detail url:

/services/data/vXX.X/chatter/users/{userId}, for guest user,

}
Article Field

it will return null.

Articles Details

available in API v44.0

// standard and custom fields visible to

An individual field of article information, which is listed in an Article Detail in the order required by the administrator's layout.

{
"type": Enum, // see the Notes

"name": String, // In API v43.0 and earlier,

v44.0 and later, the API name.
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"label": String, // label
"value": String,

}

Example Request

curl

Articles Details

https://MyDomainName.ny.salesforce.comn/services/data/v67.0/support/knowledgeArticles/kA0xx000000000LCAQ

HTTP Headers:

Content-Type: application/json; charset=UTF-8
Accept: application/json

Accept-Language: en-US

Example Response Body

{
"allviewCount" : 17,
"allViewScore" : 100.0,
"appDownVoteCount" : O,
"appUpVoteCount" : 0,
"appViewCount" : 17,
"appViewScore" : 100.0,
"articleNumber" : "000001004",
"categoryGroups" : [ ],
"createdBy" : {
"email" : "user@company.com",
"firstName" : "Test",
"id"™ : "005xx000001SvoMAAS",
"isActive" : true,
"lastName" : "User",

"url" : "/services/data/v67.0/chatter/users/005xx000001SvoMAAS",

"userName" : "admin@salesforce.org"
s

"createdDate" : "2016-06-21T21:10:54z",
"cspbownVoteCount" : O,
"cspUpVoteCount" : O,
"cspViewCount" : O,

"cspViewScore" : 0.0,

"id" : "kAOxx000000000LCAQ",
"lastModifiedBy" : {

"email" : "user@company.com",
"firstName" : "Test",

"id"™ : "005xx000001SvoMAAS",
"isActive" : true,

"lastName" : "User",

"url" : "/services/data/v67.0/chatter/users/005xx000001SvoMAAS",

"userName" : "admin@salesforce.org"

br

"lastModifiedDate"™ : "2016-06-21T21:11:022",
"lastPublishedDate" : "2016-06-21T21:11:022Z",
"layoutItems" : [ {
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"label" "Out of Date",

"name" "IsOutOfDate",

"type" "CHECKBOX",

"value" "false"

boo Ao

"label" "sample",

"name" "sample",

"type" "PICK LIST",

"value" null

oo Ao

"label" "Language",

"name" "Language",

"type" "PICK LIST",

"value" "en US"

oo A

"label" "MyNumber",

"name" "MyNumber",

"type" "NUMBER",

"value" null

b A

"label" "My File",

"name" "My File",

"type" "FILE",

"value" null

b1y

"pkbDownVoteCount" : O,

"pkbUpVoteCount" : 0,

"pkbViewCount" : 0,

"pkbViewScore" 0.0,

"prmDownVoteCount" : O,

"prmUpVoteCount" : O,

"prmViewCount" : O,

"prmViewScore" 0.0,

"summary" "The number
languages' needs cannot fit in

Articles Details

of characters required for complete coverage of all these
the 256-character code space of 8-bit character encodings,

requiring at least a 16-bit fixed width encoding or multi-byte variable-length encodings.

\r\n\r\nAlthough CJK encodings have common character sets,

the encodings often used to

represent them have been developed separately by different East Asian governments and

software companies,

and are mutually incompatible.

Unicode has attempted, with some

controversy, to unify the character sets in a process known as Han unification.\r\n\r\nCJK
character encodings should consist minimally of Han characters p",

"title" "Test Images",
"url"
"versionNumber" : 7

}

"/services/data/v67.0/support/knowledgeArticles/kAOxx000000000LCAQ",
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CHAPTER 4 Salesforce Knowledge Metadata API

You can manage articles, page layouts, and data categories with the Metadata API.

The main purpose of Metadata APl is to move metadata between Salesforce orgs during the development
process. Use Metadata APl to deploy, retrieve, create, update, or delete customization information, such
as custom object definitions and page layouts. Metadata APl doesn't work directly with business data.

ArticleType
KnowledgeSettings
DataCategoryGroup
SeachSettings
Searchlayouts
SynoymDictionary

ExternalDataSource

For generic Metadata APl information see the Metadata APl Developer Guide.
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CHAPTER 5

In this chapter ...

e UPDATE
e WITH

e WITH DATA
CATEGORY

e Using Relationship
Queries with Data
Category Selection
Objects

e About SOSL

Salesforce Knowledge with SOQL and SOSL

Use the Salesforce Object Query Language (SOQL) to search your organization's Knowledge data for
specific information. SOQL is similar to the SELECT statement in the widely used Structured Query
Language (SQL) but is designed specifically for Salesforce. Use the Salesforce Object Search Language
(SOSL) to construct text-based search queries against the search index.

Keep the following limits in mind when querying KnowledgeArticleVersion.

Filter on a single value of PublishStatus for best results. To find all versions of each article,
omit the PublishStatus filter, but do filter on one or more master key IDs. To retrieve all
archived versions for a given article, specify a SOQL filter where IsLatestVersion is false.

In APl version 46.0 and earlier, queries without a filter on PublishStatus return published
articles by default. In APl version 47.0 and later, draft, published, and archived articles are returned
when Lightning Knowledge is enabled.

To support security, only users with the "View Draft Articles" permission see articles whose
PublishStatus valueis Draft. Similarly, only users with the "View Archived Articles"
permission see articles whose PublishStatus valueis Archived.

Archived article versions are stored in the Knowledge kav object. To query archived article
versions, specify the article Id and set IsLatestVersion='0".

You can't use binding variables in Apex SOQL statements with KnowledgeAtrticleVersion objects. For
example, the following SOQL statement causes a compilation error.

final String PUBLISH STATUS ONLINE = 'Online';
List<Knowledge kav> articles = [

SELECT Id FROM Knowledge kav

WHERE PublishStatus = :PUBLISH STATUS ONLINE

Instead, use dynamic SOQL as follows. See Dynamic SOQL in Apex Developer Guide.

final String PUBLISH STATUS ONLINE = 'Online';

final String g = 'SELECT Id, PublishStatus FROM Knowledge kav
WHERE PublishStatus = :PUBLISH STATUS ONLINE';
List<Knowledge kav> articles = Database.query(q);

For generic SOQL and SOSL information see the SOQL and SOSL Reference.
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Salesforce Knowledge with SOQL and SOSL UPDATE

UPDATE

Track keywords that are used in Salesforce Knowledge article searches by using the UPDATE TRACKING optional clause. Determine
how many hits a Salesforce Knowledge article has had by using the UPDATE VIEWSTAT optional clause.

Update an Arficle’s Keyword Tracking with SOQL

UPDATE TRACKING isan optional clause that can be added toa SELECT statement of a SOQL query to report on article searches
and views. Developers can use UPDATE TRACKING to track the keywords that are used in Salesforce Knowledge article searches.

SELECT Title FROM FAQ kav

WHERE Keyword='Apex' and

Language = 'en US' and
KnowledgeArticleVersion = 'ka230000000PCiy’
UPDATE TRACKING

Update an Arficle Viewstat with SOQL

The UPDATE VIEWSTAT clauseis usedina SELECT statement to report on Salesforce Knowledge article searches and views. You
can get a view count for every article that you have access to online. Developers can use UPDATE VIEWSTAT to update an article’s
view statistics.

You can use this syntax to increase the view count for every article you have access to online.

SELECT Title FROM Knowledge kav
WHERE PublishStatus='online' and
Language = 'en US' and
KnowledgeArticleVersion = 'ka230000000PCiy"
UPDATE VIEWSTAT

WITH

You can filter records based on field values, for example, to filter according to category or to query and retrieve changes that are tracked
in a user's profile feed by usingWITH filteringExpression.Thisoptional clause can be addedtoa SELECT statement of a
SOQL query.

Unlike the WHERE clause, which only supports fields from the object specified in the FROM clause, WITH allows you to filter by other
related criteria. For example, you can use the WITH clause to filter articles based on their classification in one or more data category
groups. The WITH clause can only be used in the following cases:

e Tofilter records based on their categorization. See WITH DATA CATEGORY on page 59.

e Toqueryand retrieve record changes tracked in a user profile feed. See Custom Object__Feed in the Object Reference for the Salesforce
Platform.

e Tofilterrecords based on user access permissions on fields or objects being queried within Apex code. See Filter SOQL Queries Using
WITH SECURITY_ENFORCED in the Apex Developer Guide.

e To specify user mode access for Apex database operations. Apex code runs in system mode by default, which means that it runs
with substantially elevated permissions over the user running the code. To enhance the security context of Apex, you can specify
user mode access by using WITH USER_MODE. Field-level security (FLS) and object permissions of the running user are respected
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Salesforce Knowledge with SOQL and SOSL WITH DATA CATEGORY

in user mode, unlike in system mode. User mode always applies sharing rules, but in system mode they're controlled by sharing
keywords on the class. See Enforce User Mode for Database Operations in the Apex Developer Guide.

@ Note: Salesforce recommends that you enforce field- and object-level security permissions by using WITH USER_MODE
instead of WITH SECURITY ENFORCED because it has fewer limitations.

If WwITH is specified, the query returns only records that match the filter and are visible to the user. If unspecified, the query returns only
the matching records that are visible to the user.

The filtering expression in this statement is highlighted in bold.

® SELECT Title FROM KnowledgeArticleVersion WHERE PublishStatus='online' WITH DATA
CATEGORY Geography c¢ ABOVE usa__c

® SELECT Id FROM UserProfileFeed WITH UserId='005D0000001AamR' ORDER BY CreatedDate
DESC, Id DESC LIMIT 20

WITH DATA CATEGORY

You can search for Salesforce Knowledge articles and questions by their data category in a SOQL query. WITH DATA CATEGORY is
an optional clause ina SELECT statement that's used to filter records that are associated with one or more data categories and are
visible to users.

[WITH [DATA CATEGORY] filteringExpression]

If WITH DATA CATEGORY isspecified, the query () returns only matching records that are associated with the specified data
categories and are visible to the user. If unspecified, the query () only returns the matching records that are visible to the user.

@ Important: CategoryData isan objectand DATA CATEGORY is syntaxina SOQL WITH clause. WITH DATA CATEGORY
is valid syntax, but WITH CategoryData isnotsupported.

A SOQL statementusinga WITH DATA CATEGORY clause mustalsoinclude a FROM ObjectTypeName clause where
ObjectTypeName equals:

® KnowledgeArticleVersion toquery allarticle types
® anarticletype API Name to query a specific article type
® Question toquery questions

When ObjectTypeName equals to KnowledgeArticleVersion or any article type APT Name inthe FROM clause, a WHERE clause
must be specified with one of the following parameters:

e PublishStatus toquery articles depending on their status in the publishing cycle:

- WHERE PublishStatus='online' for published articles
- WHERE PublishStatus='archived' forarchived articles
- WHERE PublishStatus='draft' fordraftarticles

e 1d toqueryan article based onitsid

For information on article types or questions, see “Knowledge Article Types” in Salesforce Help.

@ Note: The WITH DATA CATEGORY clause does not support bind variables. The clause can have no more than three data
category conditions.
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filteringExpression

The filteringExpression inthe WITH DATA CATEGORY clause uses the following syntax:
dataCategorySelection [AND [dataCategorySelection]|...]

The examples in this section are based on the following data category group:

Geography c¢
WW__ C

northAmerica c¢
usa__c
canada__c
mexico ¢

europe__cC
france c¢
uk ¢

asia_c

The category filtering in the statements below is highlighted in bold.

® SELECT Title FROM KnowledgeArticleVersion WHERE PublishStatus='online' WITH DATA
CATEGORY Geography c ABOVE usa__c

® SELECT Title FROM Question WHERE LastReplyDate > 2005-10-08T01:02:03Z WITH DATA
CATEGORY Geography c¢ AT (usa__c, uk__c)

® SELECT UrlName FROM KnowledgeArticleVersion WHERE PublishStatus='draft' WITH DATA
CATEGORY Geography c AT usa__c AND Product c ABOVE OR BELOW mobile phones_ c

You can only use the AND logical operator. The following syntax is incorrect as OR is not supported:

WITH DATA CATEGORY Geography c¢ ABOVE usa ¢ OR Product c¢ AT mobile phones c

IN THIS SECTION:

dataCategorySelection
The syntax of the data category selectionina WITH DATA CATEGORY clause in a SOQL query includes a category group name
to use as afilter, the filter selector, and the name of the category to use for filtering.

dataCategorySelection

The syntax of the data category selectionina WITH DATA CATEGORY clause in a SOQL query includes a category group name to
use as a filter, the filter selector, and the name of the category to use for filtering.

The dataCategorySelection usesthe following syntax:

dataCategoryGroupName filteringSelector dataCategoryName

Syntax Description

dataCategoryGroupName The name of the data category group to use as a filter. Geography ¢ is the data category group
in the following example. You cannot use the same data category group more than once in a query.
For example, the following command is incorrect: WITH DATA CATEGORY Geography c
ABOVE usa__c¢ AND Geography c¢ BELOW europe cC
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Syntax Description

filteringSelector  The selector used to filter the data in the specified data category. See Filtering Selectors for a list of
valid selectors.

dataCategoryName The name of the data category for filtering. You must have visibility on the category you specify. You
can use parentheses to apply the filtering operator to more than one data category; each data category
must be separated by a comma. For example: WITH DATA CATEGORY Geography ¢ AT
(usa__c,france c,uk__c).Youcan'tusethe AND operator instead of parentheses to list
multiple data categories. The following syntax does not work: WITH DATA CATEGORY
Geography ¢ AT usa ¢ AND france c

Filtering Selectors

When specifying filters fora WITH DATA CATEGORY clause of a SOQL query, you can use AT to select the specified category,
ABOVE to select the category and all its parent categories, BELOW to select the category and all its subcategories, and
ABOVE_OR_BELOW to select the category, its parent categories, and its subcategories.

The examples in this section are based on the following data category group:

Geography c
ww__ C

northAmerica c¢
usa ¢
canada__c
mexico ¢

europe C
france c
uk ¢

asia_c

Thistable liststhe filteringSelector valuesthatare usedinthe dataCategorySelection syntax.

Selector Description

AT Select the specified data category.

ABOVE Select the specified data category and all its parent categories.
BELOW Select the specified data category and all its subcategories.

ABOVE_OR BELOW Select the specified data category, all its parent categories, and all its subcategories.

Example for AT —selects asia_ c:
WITH DATA CATEGORY Geography c¢ AT asia c

Example for ABOVE — selects usa__ ¢, northAmerica c,and ww__ c:

WITH DATA CATEGORY Geography c¢ ABOVE usa c

Example for BELOW — selects northAmerica ¢, usa__ ¢, canada__c,and mexico_  c:

WITH DATA CATEGORY Geography c¢ BELOW northAmerica c
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Obijects
Example for ABOVE OR BELOW — selects ww__ ¢, europe ¢, france c¢,and uk  c:
WITH DATA CATEGORY Geography ¢ ABOVE OR BELOW europe cC
Here are some more examples of WITH DATA CATEGORY clauses in a SELECT statement in a SOQL query.
Type of Search Examples
Select the title from all questions classified SELECT Title FROM Question WHERE LastReplyDate <
with the mobile phones c data 2005-10-08T01:02:032 WITH DATA CATEGORY Product c AT
category inthe Product ¢ data mobile phones ¢
category group
Select the title and summary from all SELECT Title, Summary FROM KnowledgeArticleVersion WHERE
published Knowledge articles classified PublishStatus='Online' AND Language = 'en US' WITH DATA

above or below europe ¢ inthe CATEGORY Geography ¢ ABOVE OR BELOW europe ¢ AND
Geography c datacategorygroupand Product ¢ BELOW All c

below allProducts ¢ inthe

Product__ c data category group

Select the ID and title from draft articlesof ~ SELECT Id, Title FROM Offer kav WHERE

type "Offer__kav" classified with the PublishStatus='Draft' AND Language = 'en US' WITH DATA
france corusa__c datacategory CATEGORY Geography ¢ AT (france c,usa_c) AND

inthe Geography _ c data category Product ¢ ABOVE dsl ¢

group and above the ds1 ¢ data

categoryinthe Product _ datacategory

group

Using Relationship Queries with Data Category Selection Objects

Data categories are used to classify records. In SOQL, you can use the Article___DataCategorySelection or QuestionDataCategorySelection
objects. You can also build a relationship query with the DataCategorySelections relationship nameina FROM clause.

Imagine an Of fer article type. The following query returns the ID of any categorization associated with an offer and the ID of the
categorized article.

SELECT Id,ParentId
FROM Offer DataCategorySelection

The following example uses the DataCategorySelections relationship name to build a relationship query that returns the ID
of published offers and the ID of all the categorizations associated to these offers.

SELECT Id, Title,
(
SELECT Id
FROM DataCategorySelections

)
FROM Offer kav WHERE PublishStatus='online'
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About SOSL

Use the Salesforce Object Search Language (SOSL) to construct text-based search queries against the search index.

You can search text, email, and phone fields for multiple objects, including custom objects, that you have access to in a single query in
the following environments.

e SOAP or REST calls
e Apex statements
e Visualforce controllers and getter methods

e Schema Explorer of the Eclipse Toolkit

@ Nofte: If your org has relationship queries enabled, SOSL supports SOQL relationship queries.

Compare SOSL and SOQL

Use SOQL when:

® Youwant to search against the org's database. Results from a database search include matches for the exact search string.

® Youknow in which objects or fields the data resides.

® Youwant to retrieve data from a single object or from multiple objects that are related to one another.

e You want to count the number of records that meet specified criteria.

e Youwant to sort results as part of the query.

e You want to retrieve data from number, date, or checkbox fields.

Use SOSL when:

* Youdon't know in which object or field the data resides, and you want to find it in the most efficient and fastest way possible.

e Youwant to retrieve data for a specific term that you know exists within a field. Because SOSL can tokenize multiple terms within a
field and build a search index off this, SOSL searches are faster and can return more relevant results. Depending on the search object,
SOSL searches also take advantage of the advanced features of the search index, such as out-of-order matching, synonyms,
lemmatization, and spell check.

e Youwant to retrieve multiple objects and fields efficiently, and the objects might or might not be related to one another.

* Youwant to retrieve data for a particular division in an org using the divisions feature, and you want to find it in the most efficient
way possible.

Define Efficient SOSL Text Searches

If your searches are too general, they are slow and return too many results. Use the following clauses to write more targeted and useful
searches.

e IN:Limits the types of fields to search, including email, name, or phone.
e LIMIT: Specifies the maximum number of rows to return.

e OFFSET: Displays the search results on multiple pages.

e RETURNING: Limits the objects and fields to return.

e WITH DATA CATEGORY: Specifies the data categories to return.

® WITH DivisionFilter:Specifies the division field to return.

°* WITH NETWORK: Specifies the Experience Cloud site ID to return.
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® WITH PricebookId:Specifiesthe price book ID to return.

Example: Update an Arficle’s Keyword Tracking with SOSL

The UPDATE TRACKING clause is used to report on Salesforce Knowledge article searches and views. It allows developers to track
the keywords used in Salesforce Knowledge article searches. Also, the language attribute can be used to search by a specific language
(locale). However, only one language can be specified in a single query. Make a separate query for each language that you want. Use
the Java format, which uses the underscore (for example, fr_FR, jp_JP, and so on), to supply locales. Search the Web for “java locale
codes” to get a list of supported locales.

You can use this syntax to track a keyword used in Salesforce Knowledge article search:

FIND {Keyword}
RETURNING KnowledgeArticleVersion (Title WHERE PublishStatus="Online" and language="en US")

UPDATE TRACKING

Example: Update an Arficle’s Viewstat with SOSL

The optional UPDATE VIEWSTAT clause is used to report on Salesforce Knowledge article searches and views. It allows developers
to update an article’s view statistics. Also, the language attribute can be used to search by a specific language (locale). However, only
one language can be specified in a single query. Make a separate query for each language that you want. Use the Java format, which
uses the underscore (for example, fr_FR, jp_JP, and so on), to supply locales. Search the Web for “java locale codes” to get a list of
supported locales.

You can use this syntax to increase the view count for every article you have access to online in US English:

FIND {Title}

RETURNING FAQ kav (Title WHERE PublishStatus="Online" and
language="en US" and

KnowledgeArticleVersion = 'ka230000000PCiy")

UPDATE VIEWSTAT

IN THIS SECTION:

WITH DATA CATEGORY DataCategorySpec
WITH DATA CATEGORY isan optional clause that can be added to a SOSL query to filter all search results that are associated
with one or more data categories and are visible to users. This clause is used in searches of Salesforce Knowledge articles and

questions.

WITH SNIPPET

WITH SNIPPET isan optional clause that can be added to a SOSL query for article, case, feed, and idea searches. On the search
results page, excerpts below article titles show terms matching the search query highlighted within the context of surrounding text.
Snippets make it easier for users to identify the content they're looking for.

WITH DATA CATEGORY DataCategorySpec

WITH DATA CATEGORY isan optional clause that can be added to a SOSL query to filter all search results that are associated with
one or more data categories and are visible to users. This clause is used in searches of Salesforce Knowledge articles and questions.

The WITH DATA CATEGORY clause can be used in APl version 18.0 or later.
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Syntax

The WITH DATA CATEGORY syntaxis:
WITH DATA CATEGORY DataCategorySpec [logicalOperator DataCategorySpec2 ... ]

Where DataCategorySpec consists of a groupName, Operator,and category.

Name Description

groupName The name of the data category group to filter. For information on category groups, see "Create and
Modify Category Groups" in the Salesforce Help.

Operator Use one of the following operators: AT to query the specified data category, ABOVE to query the
specified data category and all of its parent categories, BELOW to query the specified data category
and all of its subcategories, or ABOVE_OR_BELOW to query the specified data category, all of its
parent categories, and all of its subcategories.

category The name of the category to filter. To include multiple data categories, enclose them in parentheses,
separated by commas. For information on categories, see "Add Data Categories to Category Groups"
in the Salesforce Help.

You can add multiple data category specifiers by using the logical operator AND. Other operators, such as OR and AND NOT, are not
supported.

A SOSL statement using the WITH DATA CATEGORY clause must alsoinclude a RETURNING ObjectTypeName clause,
with a WHERE clause that filters on the PublishStatus field.

Inthe RETURNING clause, specify one of the following for Object TypeName:

e To search a specific article type, use the article type name with the suffix__kav

e Tosearch all article types, use KnowledgeArticleVersion

e Tosearch questions, use Question

For information on article types, see "Knowledge Article Types" in the Salesforce Help.
The WHERE clause must use one of the following publish statuses:

® WHERE PublishStatus='online"' for published articles

® WHERE PublishStatus='archived' forarchived articles

® WHERE PublishStatus='draft' fordraftarticles

Examples
Search all published (online) Salesforce Knowledge articles with a category from one category group.

FIND {tourism} RETURNING KnowledgeArticleVersion
(Id, Title WHERE PublishStatus='online')
WITH DATA CATEGORY Location ¢ AT America c

Search online FAQ articles with categories from two category groups.

FIND {tourism} RETURNING FAQ kav
(Id, Title WHERE PublishStatus='online')
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WITH DATA CATEGORY Geography c¢ ABOVE France c

AND Product c¢ AT mobile phones c
Search archived FAQ articles from one category group.

FIND {tourism} RETURNING FAQ kav

(Id, Title WHERE PublishStatus='archived')
WITH DATA CATEGORY Geography c¢ AT Iceland c

Search all draft Salesforce Knowledge articles from one category group.

FIND {tourism} RETURNING KnowledgeArticleVersion

(Id, Title WHERE PublishStatus='draft')

WITH DATA CATEGORY Geography c¢ BELOW Europe c

WITH SNIPPET

For information onthe WITH DATA CATEGORY clause, see the WITH DATA CATEGORYfilteringExpression.

O Tip: You can also search for articles by ID, without using the WITH DATA CATEGORY clause.

WITH SNIPPET

WITH SNIPPET isan optional clause that can be added to a SOSL query for article, case, feed, and idea searches. On the search results
page, excerpts below article titles show terms matching the search query highlighted within the context of surrounding text. Snippets

make it easier for users to identify the content they're looking for.

@ Note: To generate search results with highlighted matches but not snippets, use WITH HIGHLIGHT.

Search snippets and highlights are generated from some field types but not others.

Supported Field Types
Email

Text

Text Area

Text Area (Long)

Text Area (Rich)

Not Supported Field Types

Checkbox

Currency

Date

Date/Time

File

Formula

Lookup Relationship
Number

Percent

Phone

Picklist

Picklist (Multi-Select)

URL
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Example: The following SOSL statement returns snippets for articles that match the search term San Francisco.

FIND {San Francisco} IN ALL FIELDS RETURNING KnowledgeArticleVersion(id, title WHERE
PublishStatus = 'Online' AND Language = 'en US') WITH
SNIPPET (target length=120)

The matching terms are highlighted with <mark> tags within the context of the snippet results. Stemmed forms of the term and any
synonyms defined are also highlighted.

Example:
[
"attributes" : {
"type" : "KnowledgeArticleVersion",
"url" : "/services/data/v32.0/sobjects/KnowledgeArticleVersion/kakKDO0O00O0O000O001MAA"

}y

"Id" : "kaKD00000000OO1MAA"

"Title" : "San Francisco"

"Summary" : "City and County of San Francisco"

"snippet.text" : "<mark>San</mark> <mark>Francisco</mark>, officially the City and
County of <mark>San</mark> <mark>Francisco</mark> is the... City and County of
<mark>San</mark> <mark>Fran</mark>"

"highlight.Title" : "<mark>San</mark> <mark>Francisco</mark>"

b A
"attributes" : {
"type" : "KnowledgeArticleVersion",
"url"™ : "/services/data/v32.0/sobjects/KnowledgeArticleVersion/kaBD0000000007DMAQ"
}r
"Id" : "kaBD0O000O0O0OOOO7DMAQ",
"Title"™ : "San Francisco Bay Area",
"Summary" : "Nine county metropolitan area",
"snippet.text" : "The <mark>SF</mark> Bay Area, commonly known as the Bay Area, is
a populated region that"
"highlight.Title" : "<mark>San</mark> <mark>Francisco</mark> Bay Area"
boo A
"attributes" : {
"type" : "KnowledgeArticleVersion",
"url" : "/services/data/v32.0/sobjects/KnowledgeArticleVersion/ka3D00000000420IAQ"
by
"Id" : "ka3D00000000420IAQ",
"Title"™ : "California",
"Summary" : "State of California",
"snippet.text" : " (Greater Los Angeles area and <mark>San</mark>

<mark>Francisco</mark> Bay Area, respectively), and eight of the nation’s 50 most"

I

Note: In thisexample, “SF” (as a synonym defined for “San Francisco”) and “San Fran” (as a stemmed form of “San Francisco”)
are also highlighted in the results as matching terms.
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Usage

For SOSL statements using the WITH SNIPPET clause, we recommend usinga RETURNING ObjectTypeName clause, with
a WHERE clause that filters on the PublishStatus field.

Inthe RETURNING clause, specify one of the following for Object TypeName:
e To search a specific article type, use the article type name with the suffix___kav.
e Tosearch all article types, use KnowledgeAtrticleVersion.

e To search case, case comment, feed, feed comment, idea, and idea comment types, use Case, CaseComment, FeedItem,
FeedComment, Idea,and IdeaComment. For example

FIND {San Francisco} IN ALL FIELDS RETURNING FeedItem, FeedComment WITH SNIPPET
(target length=120)

Other objects that are included in searches that contain WITH SNIPPET don't return snippets.

Snippets aren't displayed:

e When search terms contain a wildcard.

e When the search doesn't return any articles.

e Ifthe user doesn't have access to the field that contains the snippet.

e When the search term doesn't appear in the first 6000 characters of the field, excluding HTML tags.

Even if you add the WITH SNIPPET clause, some searches don't return snippets. If an object contains more than 50 fields, snippets
are sometimes not generated.

Snippets are only displayed when 20 or fewer results are returned on a page.

O Tip: Use the LIMIT clause to return only 20 results at a time.

Escaped HTML Tags

When matching terms within HTML tags are returned in a snippet, the HTML tags are escaped and the matching terms are highlighted
in the results.

@ Example: Asearchfor salesforce retums an article with the text “For more information, visit <a
href="https://salesforce.com'>salesforce.com</a>". The original hyperlink tags from the article are escaped (encoded) and
“salesforce” is highlighted in the snippet result.

For more information, visit &lt;a
href='https://salesforce.com'&gt;salesforce.com&lt;/a&gt;

Target Snippet Length

By default, each snippet displays up to approximately 300 characters, which is usually three lines of text in a standard browser window
display. The number of characters displayed is the target length, within a statistically insignificant degree of variance.

Snippets consist of one or more fragments of text that contain the matching terms. If the returned snippet includes multiple text fragments
(for example, for matches within multiple fields), the target length is the maximum total length of all the returned fragments.

To specify an alternate target length, add the optional target length parametertothe WITH SNIPPET clause.You can specify
atarget length from 50 to 1,000 characters. When the target length issettoan invalid number, such as 0 oranegative number,
the length defaults to 300.
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@ Example: A target length parameter of 120 characters is useful for displaying a snippet of approximately three lines of
text in a standard mobile interface.

FIND {San Francisco} IN ALL FIELDS RETURNING KnowledgeArticleVersion(id, title WHERE
PublishStatus = 'Online' AND Language = 'en US') WITH
SNIPPET (target length=120)

Supported APIs

The WITH SNIPPET clause can be used in APl version 32.0 or later. The WITH SNIPPET clausein SOSL is supported in SOAP API,
REST API, and Apex.
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CHAPTER 6 Salesforce Knowledge, Apex, and Visualforce

In this chapter ...

PublishingService
Class

PublishingService
Methods

With the power of Apex and Visualforce, you can customize the look and feel of your knowledge base;
for example, with custom search pages or a robust article publishing cycle.

Apexis a strongly typed, object-oriented programming language that allows developers to execute flow
and transaction control statements on the server in conjunction with calls to the API. Using syntax that
looks like Java and acts like database stored procedures, Apex enables developers to add business logic
to most system events, including button clicks, related record updates, and Visualforce pages. Apex code
can be initiated by Web service requests and from triggers on objects.

Visualforce is a framework that allows developers to build sophisticated, custom user interfaces that can
be hosted natively on the Lightning Platform. The Visualforce framework includes a tag-based markup
language, similar to HTML, and a set of server-side “standard controllers” that makes basic database
operations, such as queries and saves, very simple to perform.

Due to the endless possibilities with Apex and Visualforce, only the Apex Publishing Service class is in
this guide. For more Apex and Visualforce information see the Apex Developer Guide and the Visualforce
Developer Guide.
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PublishingService Class

PublishingService Class

Use the methods in the KbManagement . PublishingService class to manage the lifecycle of an article and its translations.

Namespace

The KbManagement namespace provides a class for managing knowledge articles.

Usage

Use the methods in the KbManagement . PublishingService classto manage the following parts of the lifecycle of an article
and its translations:

Publishing

Updating

Retrieving

Deleting

Submitting for translation

Setting a translation to complete or incomplete status
Archiving

Assigning review tasks for draft articles or translations

@ Note: Date values are based on GMT.

To use the methods in this class, you must enable Salesforce Knowledge.

PublishingService Methods

These methods are methods for PublishingService. All methods are static.

archiveOnlineArticle(articlelD, scheduledDate

assignDraftArticleTask(articleld, assigneeld, instructions, dueDate, sendEmailNotification)
assignDraftTranslationTask(articleVersionld, assigneeld, instructions, dueDate, sendEmailNotification)
cancelScheduledArchivingOfArticle(articleld)
cancelScheduledPublicationOfArticle(articleld)

completeTranslation(articleVersionld)

deleteArchivedArticle(articleld)

deleteArchivedArticleVersion(articleld, versionNumber)

deleteDraftArticle(articleld)

deleteDraftTranslation(articleVersionld)

editArchivedArticle(articleld)

editOnlineArticle(articleld, unpublish)

editPublishedTranslation(articleld, language, unpublish)

publishArticle(articleld, flagAsNew)
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e restoreOldVersion(articleld, versionNumber)
e scheduleForPublication(articleld, scheduledDate)
e setTranslationTolncomplete(articleVersionld)

e submitForTranslation(articleld, language, assigneeld, dueDate)
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CHAPTER 7 Salesforce Knowledge Ul AP

In this chapter ...

Ul API Limitations

Retrieve and update data and metadata of Salesforce Knowledge records with the Ul API to help build
your Lightning Experience Ul for your mobile or custom web app.

@ Nofe: Ul APlisn't supported for Classic Knowledge.

To learn how to use the Ul API, go to the User Interface APl Developer Guide.

You can find supported Knowledge objects and how to use them in the Supported Objects section of
the Ul API Developer Guide.

e All Supported Objects—CaseArticle, KnowledgeArticleVersion, and LinkedArticle
e List View Supported Objects—KnowledgeArticleVersion
e Most Recently Used List View Supported Objects—KnowledgeArticleVersion
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Ul API Limitations

Ul APl with Lightning Knowledge has these limitations.

RecordTypeld of Linked Record Shows as Null When It Shouldn't

Toretrievethe recordTypeId ofa LinkedArticle.LinkedEntity record using the Geta Record Ul AP, replace Id with
RecordTypeId. This limitation applies to APl version 57.0 and later.

// This code doesn't retrieve the correct recordTypeld.
GET

/services/data/v57.0/ui-api/records/{LinkedArticlelId}?fields=LinkedArticle.LinkedEntity.Id
// This code retrieves the correct recordTypeld.
GET

/services/data/v57.0/ui-api/records/{LinkedArticleId}?fields=LinkedArticle.LinkedEntity.RecordTypeld

The response shows the record type ID in two places.

° LinkedEntity | value | fields | RecordTypeId | value—Shows the correctrecord type ID.

* LinkedEntity | value | recordTypeId—Shows null even if there's an associated record type.

"apiName": "LinkedArticle",
"childRelationships": {},
"eTag": "0a4b81lf3elb65e7feefcc2f0e0£f30e6da",
"fields": {
"LinkedEntity": {
"displayValue": "00000001",
"value": {
"apiName": "Name",

"childRelationships": {},
"eTag": "0917224c30df4322d4e5abbdal36a9c25",

"fields": {
"Id": {
"displayValue": null,
"value": "OWORMO0OOOOO6nan4AA"

bo

"RecordTypeId": {
"displayValue": null,
"value": "012RMOO0OO0OO5Y12YAE"

by

"id": "OWORMO0000O6nan4AA",
"lastModifiedById": null,
"lastModifiedDate": null,
"recordTypeId": null,
"recordTypeInfo": null,
"systemModstamp": null,
"weakEtag": 0

by

"LinkedEntityId": {
"displayValue": null,
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"value": "OWORMOOO0O0OO6nan4AA"

}y

"id": "1WKRMOOOOOO4MKA4A2",

"lastModifiedById": "005RM000002Z4dkYAC",
"lastModifiedDate": "2022-09-28T18:12:10.000z2",
"recordTypeId": "012000000000000AAA"™,
"recordTypeInfo": null,

"systemModstamp": "2022-09-28T18:12:10.0002",
"weakEtag": 1664388730000

object-info Ul API Returns an Error

Changing the Object Name of the Knowledge object in Object Manager results in an error when you run the Get Object Metadata Ul
APlfor LinkedArticle or CaseArticle.Don't change the Knowledge object name. This limitation applies to APl version 57.0
and later.

. .:}Q‘?:::P":‘

il Setup  Home  Object Manager

PR s7uP > 0BJECT MANAGER
) Knowledge

[OS——
I Details Knowledge

Fields & Relationships

Knowledge Base Edit Save | | Cancel
Pege Layouls Knowiedge Base Information

The singular and plural labels ars used in fabs, layouts, and repors.
Lightning Record Pages ot e e T may

tabel - [Knowiedge T] Exampie: Offer
Buttons, Links, and Actions Paritab [ Rnawidge §

Compact Layouts Stars with vowel sound

rifor wsed for API purposes

Field Sets Tho Object name is
Oiosi | Knowledge Example: Offer

Object Limits

Bescrip
Record Types

Related Lookup Filters

Search Layouts

For example, you change the Knowledge object name and run these Ul APIs.

GET /services/data/v57.0/ui-api/object-info/LinkedArticle
GET /services/data/v57.0/ui-api/object-info/CaseArticle

YOUthM\INSUFFICIENT_ACCESSGNOL

{

"errorCode" :"INSUFFICIENT ACCESS",

"message":"You don't have access to this record. Ask your administrator for help or
to request access."

}

Retrieving KnowledgeArticleVersion.RecordTypeld Fails

Toretrievethe KnowledgeArticleVersion.RecordTypeld of LinkedArticle or CaseArticle recordsusingthe
Get a Record Ul API, use the optionaFields not fields request parameter. This limitation applies to APl version 57.0 and later.

GET
/services/data/v57.0/ui-api/records/ {LinkedArticleld} ?optional Fields=LinkedArticle.KnowledgeArticleVersion. RecordTypeld
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GET
/services/data/v57.0/ui-api/records/{CaseArticleld} ?optional Fields=CaseArticle.KnowledgeArticleVersion.RecordTypeld

Here's the error that you get when you try to retrieve this RecordTypeId using the fields request parameter.

{

"errorCode": "INVALID FIELD",
"message": "INVALID FIELD: \nSELECT LastModifiedDate,
KnowledgeArticleVersion.RecordTypeId\n ~“\nERROR at

Row:1:Column:26\nNo such column 'RecordTypeId' on entity 'KnowledgeArticleVersion'. If you
are attempting to use a custom field, be sure to append the ' c¢' after the custom field
name. Please reference your WSDL or the describe call for the appropriate names."

}

Record Data and Metadata of Related Lists Don't Show Up

If the related object isn't added to the page layout of the parent record, Ul APl doesn't return the record data or metadata of related lists.
This limitation applies to API version 57.0 and later.

The affected endpoints are:

e (et Related List Records with URL Parameters

e Get Related List Records with a Request Body

e Get Related List Metadata

If the related object is missing from the page layout, you encounter one of these problems.
° NVALID TYPE error code

® UNKNOWN EXCEPTION error code

e Ul APIreturns the wrong record, for example, the LinkedArticle record instead of Article

To retrieve the correct record data or metadata with the related list Ul APl endpoints, add the related object to the parent object’s page
layout.

/ui-api/related-list-records/{parentRecordId}/{relatedListId}
/ui-api/related-list-info/{parentObjectApiName}/{relatedListId}

To add a related list object, go to Object Manager | {PARENT_OBJECT} | Page Layouts | Related Lists.

13} Setup  Home  Object Manager

vﬂ’);’;lp.’-‘.

SETUP > OBJECT MANAGER

Knowledge

Details

Fields & Relationships . Q, Quick Find| "
Related Lists Approval Histary Sacial Posts
BrgelLavosts Mobile & Lightning Actions nes

Lightning Record Pages

Buttons, Links, and Actions.

Compact Layouts

For example, to retrieve the Articles related list with these Ul API calls, add the Articles related list to the WorkOrder,
WorkOrderLineltem, and Case page layouts. Apply this solution to other parent object types that Articles relate to.

GET /services/data/v57.0/ui-api/related-list-records/{WorkOrderId}/LinkedArticles
GET /services/data/v57.0/ui-api/related-list-records/{WorkOrderLineItemId}/LinkedArticles
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GET /services/data/v57.0/ui-api/related-list-info/{WorkOrderId}/LinkedArticles
GET /services/data/v57.0/ui-api/related-list-info/{WorkOrderLineItemId}/LinkedArticles
GET /services/data/v57.0/ui-api/related-list-info/{CaselId}/CaseArticles

To retrieve related list records related to Knowledge articles with these Ul API calls, add the WorkOrder, WorkOrderLineltem, and
SocialPosts related objects to the Knowledge page layout.

GET

/services/data/v57.0/ui-api/related-list-records/{KnowledgeArticleVersionId}/LinkedWorkOrders
GET

/services/data/v57.0/ui-api/related-list-records/ {KnowledgeArticleVersionId}/LinkedWorkOrderLineItems
GET

/services/data/v57.0/ui-api/related-list-records/{KnowledgeArticleVersionId}/LinkedSocialPosts

GET

/services/data/v57.0/ui-api/related-list-info/{KnowledgeArticleVersionId}/LinkedWorkOrders
GET

/services/data/v57.0/ui-api/related-list-info/{KnowledgeArticleVersionId}/LinkedWorkOrderLineltems
GET

/services/data/v57.0/ui-api/related-list-info/{KnowledgeArticleVersionId}/LinkedSocialPosts
To retrieve record data or metadata of cases related to Knowledge articles, add the Cases related list to the Knowledge page layout.

GET /services/data/v57.0/ui-api/related-list-info/{Knowledge kavId}/CaseArticles
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