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Account Name field, account records, 81
Account Owner field, account records, 81
account records
Account Name field, 81
Account Owner field, 81
Account Site field, 81
deleting, 96-97
duplicates, merging, 95-96
fields, 80
fields, customizing, 81-82
fields, updating, 83
merging, 95-96
overview, 80
Rating field, 81
Type field, 81
Account Site field, account records, 81
Account Teams Related list, establishing
teams, 93-94
account views, 86-88
accounts
hierarchies, 90-91
importing, 103-107
new, 82-84
overview, 79
ownership, reassigning, 88-90
parent/child relationships, 90-91
sharing, 84-85
teams, 93-94
Accounts home page, Recent Accounts
section, 88
Accounts tab, 27
Active field
campaign records, 218
product records, 169
activities
assigning, 131
deleting, 130
editing, 130
follow up events, 130

follow up tasks, 130

introduction, 117

viewing from related lists, 125
Activity History, viewing e-mail, 144
Activity List View, calendar, 126
activity records, 118
Actual Cost field, Campaign records, 218
Add Campaign option, related lists and, 69
addresses, updating, 383-384
Administration Setup, folders, 316
Agent Console, 277-278
All Open Leads, 64
Amount field, opportunity records, 150
AppExchange

apps, testing, 372-373

overview, 357-359

scenarios, 373

solutions, deploying, 374

strategies for use, 359-360
AppExchange API, 358
AppExchange Builder

custom apps, 360-361

custom tabs, 365-367

description, 358

fields, creating, 364

layouts, changing, 365

links, custom, 365

objects, building, 361-362

objects, relationships, 362-364

related lists, 365

Web tags, building, 365-367
AppExchange Data Loader, data migration

and, 376-377

AppExchange directory

apps, installing, 371-372

browsing, 369-370

installation, 369

productivity and, 391

sharing, 369
AppExchange menu, 26
AppExchange Mobile, 50
applications, integration, 14
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apps
AppExchange menu, 26
Call Scripting, 69
definition, 18
introduction, 14
overview, 25-26
assigning activities, 131
assignment rules, leads, automatic routing
and, 74-75
attachments to e-mail, 142, 243-244
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backups, 381-382
Budgeted Cost field, Campaign records, 218
buttons, custom, 342-343

oo

calendar
Activity List View, 21, 126
calendar icons, 21
Day, 21
Day View, 21, 126
Day View page, 21
group calendars, 127-128
Month icon, 21
Month View, 126
Multi User View, 21, 126, 127-128
My Tasks, 21
New Event, 21
other users’, 128-129
public, 128-129
sharing, 40-41, 129-130
Single User View, 21, 126
Week icon, 21
Week View, 126
Call Scripting, app, 69
Campaign Name field, Campaign records, 218
Campaign records
Active field, 218
Actual Cost field, 218
Budgeted Cost field, 218
Campaign Name field, 218
Description field, 218
End Date field, 218
Expected Response field, 218

Expected Revenue field, 218
Num Sent field, 218
Start Date field, 218
Status field, 218
Type field, 218
campaigns
creating, 219-220
member status, 220
member status, mass updating, 231-232
members, adding from records, 223-224
members, adding from reports, 224-225
members, adding from views, 225-226
members, adding manually, 230-231
members, importing, 221-222
members, updating status, 230-231
offline, 227
online, 226
overview, 217
rented lists, 221
responses, tracking, 227-233
target lists, 221-226
Campaigns tab, 27
Case Number field, case records, 252
Case Origin field, case records, 252
case records
Case Number field, 252
Case Origin field, 252
fields, updating, 254
Internal Comments field, 252
introduction, 250-252
Reason field, 252
Status field, 251
Type field, 252
cases. See also solutions
assignment rules, 265-266
closing, 261-262
contact validation, 252-253
entering, 253-254
escalation, automatic, 266-268
ownership, reassigning, 255
queues, 255-257
queues, adding, 265
routing, assignment rules, 265-266
solutions, 258
solutions, attaching, 259
solutions, Email-to-Case and, 260-261
views, 255-257
views, custom, 257
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Cases related list, viewing cases, 95
Cases tab, 27
categories, solutions, 270
channel managers, 202-203
clean data, importing, 396
cloning
contacts, 108
dashboards, 305-306
existing leads, 58-59
opportunities, 153
price books, 182
Close Date field, opportunity records, 150
closing cases, 261-262
collaboration and, Salesforce, 11
Company Profile folder
company information, 318
fiscal years, 318-320
competition, Salesforce and, 12
Competitors related list, 162-163
completed tasks, 131
conditional highlighting in reports, 292-294
configuration, 316-317
contact records
cloning contacts, 108
Contact Owner field, 100
customizing information, 100-101
Do Not Call field, 100
duplicates, merging, 115-116
Email Opt Out field, 100
fields, updating, 107-108
importing contacts, 103-107
introduction, 100
Lead Source field, 100
merging, 115-116
new, entering, 101-103
Reports To field, 100
contact related lists, 114
Contact Roles related list, opportunities
and, 160-161
contact views, 109-111
contacts
cloning, 108
contact view, 108-110
importing, 51, 103-107
mass e-mails, 142-144
new, entering, 101-103
organizational charts, 112-113

ownership, reassigning, 111-113
Recent Contacts section, 111-113
Salesforce and, 10
Salesforce PRM, 204
validating for case creation, 252-253
Contacts tab, 27
Contract Roles related list, defining roles,
92-93
contracts, Service & Support and, 279
Contracts tab, 27
Create New drop-down list, sidebar, 32-33
CRM (customer relationship management)
software, 9
customer service, 12
customers, 10
customization
page layouts, 336, 344-345
processes, 337
record types, 337
records, 336
relevance and, 337
search layouts, 336, 346
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dashboards
cloning, 305-306
components, 22, 302
components, editing, 310
creating, 306-309
Customize Page, 23
folders, building, 312-313
gauges, 303
generating sample, 304-305
horizontal bar charts, 302
horizontal stacked bar charts, 302
horizontal stacked to 100% bar charts, 302
layout, 310
line charts, 302
line group charts, 302
lists, 312
metrics, 303
overview, 301-302
pie charts, 302
planning, 303
properties, editing, 309
refreshing, 310-311
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dashboards (continued)
S-controls, 303
tables, 302
vertical bar charts, 302
vertical stacked bar charts, 302
vertical stacked to 100% bar charts, 302
Dashboards tab, 27
data migration
AppExchange Data Loader and, 376-377
augmenting data, 381
final data, 380
import wizards and, 376
preparation, 378-379
sources, 378
test results, analyzing, 379-380
testing import, 379
validation of data, 380
database
addresses, updating, 383-384
backups, 381-382
Help, 386
records, deleting, 384-386
records, transferring, 382-383
Day View, calendar, 126
deleting
documents, Document Library, 246
price books, 182-183
records, 96-97
records, restoring, 33
dependent picklists, 351-352
Description field, Campaign records, 218
detail pages
Back to List link, 35
Cancel button, 35
custom links, 35-36
Delete button, 35
description, 18
Edit button, 35
Financial Profile link, 35
illustration, 34
Map link, 35
News link, 35
Print This Page link, 35
Printable View button, 35
Sharing button, 35
Document Library
adding documents, 238-241
description, 236

document records, deleting, 246

document records, editing, 244-245

document records, updating, 245

external files, linking to, 240-241

uploading documents, 239-240
documents

document lists, viewing, 237-238

external files, linking to, 240-241

folders, creating, 237

searches, 242

sending via e-mail, 243-244

uploading to Document Library, 239-240
Documents tab, 27
drill down menu, filtering reports, 296-297
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e-mail

Additional To field, 136

Attachment field, 136

attachments, 142

creating, 139-141

documents as attachments, 243-244

HTML, tracking, 144-145

mass mailings, 142-144

Outlook, moving to Salesforce, 146-147

overview, 135

Related To field, 136

sending, 139-141

sending from Outlook, 147-148

settings, 44

settings, personalizing, 136-137

templates, 137-139, 141-142

templates, productivity and, 391

viewing in Activity History, 144
Email-to-Case, solutions and, 260-261
End Date field, Campaign records, 218
Enterprise Edition, 15
escalating cases, automatic, 266-268
Event activity

Assigned To field, 120

creating, 119-121

description, 118

Duration field, 121

Location field, 121

Related To field, 120

Subject field, 120

Time field, 121
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Excel, exporting reports to, 298
executive sponsor, 393-394
Expected Response field, Campaign
records, 218
Expected Revenue field
campaign records, 218
opportunity records, 150
exporting reports to Excel, 298
external files, linking to, 240-241

ofF e

field-level security, setting, 329-330
fields
adding, 338
custom formulas, 340-342
updating, 339
viewing, 339
filtering reports
clearing filters, 297-298
drill down menu, 296-297
Org Drill Down, 294-295
Report Options, 295-296
Financial Profile link, details page, 35
fiscal year settings
Company Profile folder, 318-320
forecasts, 193-194
Folder drop-down list, 236
folders
adding documents, 238
creating, 237, 299
dashboards, 312-313
deleting documents, 238
document lists, 237-238
editing documents, 238
Folder drop-down list, 236
reordering, 300
searches, 243
sending documents via e-mail, 238
viewing documents, 238
Forecast Category field, opportunity
records, 150
forecasts
Best Case category, 186
Closed category, 186
Commit category, 186
customizable, activating, 197-198
editing, 188-192

fiscal year settings, 193-194
introduction, 185-186
Omitted category, 186
opportunities, editing, 189-190
overrides, 188-192
Pipeline category, 186
quotas, assigning, 198-199
role hierarchy, 196-197
settings, modifying, 194-196
submitting in batch, 193
submitting individually, 192-193
views, 187-188

Forecasts tab, 27

forms, Web
capturing leads from, 227-228
HTML code, 228-229

formulas
fields, 340-342
summary, reports, 290-292
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gauges, 303
group calendars, Multi User View, 127-128

o o

Help
Help and Training, 36
Logout, 36
Online Help topics, 390
Setup, 36
hierarchies of accounts, 90-91
highlighting in reports, 292-294
Home page
calendar, 20-21
calendars, other users’, 128-129
dashboards, 22-23
definition, 18
planner, 125-127
horizontal bar charts, 302
horizontal stacked bar charts, 302
horizontal stacked to 100% bar charts, 302
HTML
code, generating for Web forms, 228-229
code, testing, 229-230
e-mail, tracking, 144-145
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implementation
customizing for user relevance, 395-396
executive sponsor and, 393-394
importing clean data, 396
initiatives, prioritizing, 395
modeling Salesforce to your business, 395
process, evaluating, 394
project team, building, 394
requirements, 394-395
scope, defining, 395
training plan, 396
importing
accounts, 103-107
contacts, 51, 103-107
leads, 59-62
members to campaigns, 221-222
initiatives, prioritizing, 395
integration
with other applications, 14
with Web site, 13
Internal Comments field, case records, 252
iTunes, 390

oK o

knowledge base
custom solutions, 271
introduction, 269
publishing, 271-272
review process, 269
reviewing solutions, 271
solution categories, 270
solution managers, 269
writing solutions, 271

o/ o

lead database, queues, 73-74
lead queues. See queues
lead record
adding leads, 57-58
cloning existing leads, 58-59
deleting, mass deletion, 77-78
importing leads, 59-62
introduction, 55-56
Lead Owner field, 56

Lead Source field, 56
Lead Status field, 56
sharing leads, 62-63

leads

adding, 57-58
All Open Leads, 64
assigning to partners, 205
assignment rules, automatic routing, 74-75
cloning, 58-59
definition, 55
deleting, mass deletion, 77-78
duplicates, 67-68
fields, updating, 70-71
finding, 67-68
importing, 59-62
mass e-mails, 142-144
merging, 67-68
My Unread Leads, 64
qualified, converting to opportunity, 71-73
queues and, 65-66
Recently Viewed Leads, 64
related lists, 68-70
Salesforce PRM, 209-210
sharing, 62-63
Today’s Leads, 64
tracking, 68-70
transferring, 75-76
views, 63-64
views, custom, 64-65
Web forms and, 227-228
Leads tab, 27
libraries. See Document Library
line charts, 302
line group charts, 302
links
custom, 342-343
to external files, 240-241
List Prices, 169
Log a Call activity
description, 118
logging calls, 123-124
Log A Call option, related lists and, 69
login
description, 19-20
granting access, Personal Setup and, 43-44
Lotus Notes
configuration, 47
installation, 47
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productivity and, 391
synchronizing with, 47-48, 133, 148

ol o

Mail Merge activity, 118
Mail Merge option, related lists and, 69
Map link, details page, 35
marketing, target, contacts and, 101
mass e-mailings, 142-144
Mass Transfer Leads tool, 76
measuring business, 12
members, campaigns
adding from records, 223-224
adding from reports, 224-225
adding from views, 225-226
adding manually, 230-231
importing, 221-222
status, 220
status, mass updating, 231-232
status, updating, 230-231
metrics, 303
migrating data. See data migration
modeling Salesforce to your business, 395
Month View, calendar, 126
Multi User View, calendar, 126-128
My Tasks, 21
My Unread Leads, 64

o\ o

New Event option, related lists and, 69
New Task option, related lists and, 69
News link, details page, 35

Num Sent field, Campaign records, 218

o () o

OEMs (original equipment manufacturers),
201
offline campaigns, 227
Offline Edition
Briefcase setup, 49
installation, 48—49
running, 50
online campaigns, 226
online case forms, productivity and, 391
Online Help topics, 390

online lead forms, productivity and, 391
opportunities
All Opportunities view, 157
cloning, 153
Closing Next Month view, 157
Closing This Month view, 157
Competitors related list, 162-163
Contact Roles related list, 160-161
converting from leads, 71-73
displaying, 94-95
fields, updating, 154
My Opportunities view, 157
naming, 150
new, adding, 151-152
New This Week view, 157
overview, 149
ownership, reassigning, 155-156
products, adding, 170-171
products, updating details, 171
Recently Viewed Opportunities view, 157
Sales Team related list, 161-162
Salesforce PRM, 210
schedules, adding, 172-173
schedules, updating, 172-173
sharing, 154-155
views, custom, 158-159
Won view, 157
Opportunities tab, 27
Opportunity Name field, opportunity
records, 150
Opportunity Owner field, opportunity
records, 150
opportunity records
Amount field, 150
Close Date field, 150
Expected Revenue field, 150
Forecast Category field, 150
Opportunity Name field, 150
Opportunity Owner field, 150
Private field, 151
Probability field, 151
Stage field, 151
Type field, 151
Opportunity related list, displaying
opportunities, 94-95
Org Drill Down filter in reports, 294-295
organization charts, contacts and, 112-113
original equipment manufacturers
(OEMs), 201
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Outlook
configuration, 45-47
e-mail, moving to Salesforce, 146-147
installation, 45-47
productivity and, 391
sending e-mail from, 147-148
synchronizing and, 13, 45-47, 132-133
ownership
of accounts, reassigning, 88-90
cases, reassigning, 255
of contacts, reassigning, 111-113
of opportunities, reassigning, 155-156

opPe

page layouts
customization, 336, 344-345
profiles and, 345-346
parent/child relationships, creating, 90-91
partner accounts
description, 202
Salesforce PRM, 204
partner users, 202
partners. See also Salesforce PRM
assigning leads to, 205
description, 203
overview, 201
performance, measuring, 203
recruiting, 205-206
password, setup, 19
Personal Edition, 15
personal groups, Personal Setup and, 40
Personal Setup
calendar, sharing, 40-41
display, 41-44
login access, granting, 43-44
overview, 37-39
pages, custom, 43
personal groups, 40
tabs, 42-43
user information updates, 39-40
picklists, dependent, 351-352
pie charts, 302
pipeline, 11
price books
activation, 181-182
adding to, 179-180
cloning, 182
custom, creating, 180

deleting, 182-183

geography and, 178

global changes, 181-183

overview, 168

partner tiers and, 178

products, adding, 180-181

sales teams and, 178

seasonality and, 178

volume discounts and, 178
price lists, custom views, 174
pricing

List Prices, 169

Sales Prices, 169

Standard Prices, 169
Private field, opportunity records, 151
PRM portals

description, 202

home page, 206-209
Probability field, opportunity records, 151
processes

customization, 337

multiple, 347-349

replicating, 339-340
product catalog

adding products, 175

product details, 175-176
Product Code field, product record, 168
Product Description field, product

record, 168

Product Family field, product records, 168
Product Name field, product record, 168
product records

Active field, 169

Product Code field, 168

Product Description field, 168

Product Family field, 169

Product Name field, 168

Quantity Scheduling Enabled field, 169

Revenue Scheduling Enabled field, 169
productivity

resources and, 390

tools, 391
products

adding to opportunities, 170-171

details, updating, 171

introduction, 167

overview, 168

searches, 173-174

views, custom, 174
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Products tab, 27
Professional Edition, 15
profiles

configuration, 316

Contract Managers, 326

custom, 326-328

Marketing Users, 326

Read Only, 326

Solution Managers, 325

Standard Users, 325

System Administrators, 325
project team, building, 394
public calendars, 128-129
publishing knowledge base, 271-272

oQo

qualified leads, converting to opportunity,
71-73
Quantity Scheduling Enabled field, product
records, 169
queues
cases, 255-257
cases, adding, 265
leads from, 65-66
setup, 73-74
quotas, assigning to forecasts, 198-199

o R e

Rating field, account records, 81
Reason field, case records, 252
Recent Contacts section, contact
ownership, reassigning, 111-112
Recent Items, sidebar, 24
Recently Viewed Leads, 64
record types, 337, 349-351
records
adding, 32-33
customization, 336
deleting, 384-386
deleting, mass, 77-78
deleting, restoring from Recycle Bin, 33
description, 18
detail page, 33-36
duplicates, merging, 95-96
searches, 24
status, multiple, 76-77

tab home pages, 29
transferring, 382-383
recruiting partners, 205-206
Recycle Bin, restoring items from, 33
related lists
Account Teams, 93-94
activities, viewing, 125
Add Campaign and, 69
Cases, 95
Competitors, 162-163
contact related lists, 113-114
Contact Roles, 92-93, 160-161
description, 18, 36
Log A Call and, 69
Mail Merge and, 69
New Event and, 69
New Task and, 69
opportunities, 159-163
Opportunity related list, 94-95
Sales Team, 161-162
Send An Email and, 69
tracking leads and, 68-70
rented lists, campaigns, 221
reordering folders, 300
Report Options, 295-296
Report Wizard, building a report, 286-289
reports
conditional highlighting, 292-294
creating reports, 286-289
customizing existing, 289-290
deleting, 300
displaying, 285
drill down menu, 296-297
exporting to Excel, 298
folders, creating, 299
folders, reordering, 300
hiding folders, 300
hiding/showing details, 296
library maintenance, 300
naming, 300
Org Drill Down, 294-295
Report Options, 295-296
summary formulas, custom, 290-292
updating, 300
Reports tab
description, 27
Generated Report, 285
Org Drill Down, 285
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Reports tab (continued) Salesforce Service & Support. See
Report Folders drop-down list, 284 Service & Support
Report Options, 285 Salesforce.com Inc., 18
requirements, 394-395 Salesforce.com on iTunes, 390
restoring from Recycle Bin, 33 schedules
Revenue Scheduling Enabled field, product adding, 177-178
records, 169 enabling, 176-177
roles opportunities, 172-173
configuration, 316 updating, 177-178
hierarchy, 320-321 S-controls, 303

routing, automatic, assignment rules, 74-75 scope, defining, 395
search layouts, customization, 336, 346

() S () searches
documents, 242
Sales Prices, 169 folders, 243
Sales Team related list, 161-162 products, 173-174
Salesforce Recent Items, 24
access and, 12 sidebar, 23-24
collaboration and, 11 Solutions, 259
competition and, 12 security
contacts and, 10 administration, 330-332
customer service and, 12 field-level, 329-330
customers and, 10 Self-Service Portal
description, 18 introduction, 274-275
Enterprise Edition, 15 launching, 275-276
home page, 20 productivity and, 391
introduction, 9-10 user management, 276
login, 19-20 Send an Email activity, 118
measuring business and, 12 Send An Email option, related lists and, 69
modeling to business, 395 sending documents via e-mail, 243-244
password, setup, 19 sending e-mail, 139-141
Personal Edition, 15 Service & Support. See also cases
pipeline and, 11 Agent Console and, 277-278
Professional Edition, 15 asset tracking, 280
Team Edition, 15 assignment rules, cases, 265-266
teams and, 11 case escalation, automatic, 266-268
Unlimited Edition, 15 case queues, 255-257
Salesforce Best Practices Web site, 390 case views, 255-257
Salesforce PRM. See also partners closing cases, 261-262
access, 206-210 contact validation, 252-253
access, granting, 211-212 Contracts, 279
contacts, creating, 204 introduction, 249
customizing, 212-213 reassigning case ownership, 255
introduction, 201 Service Entitlements for AppExchange,
leads, updating, 209-210 278-279
leads, viewing, 209-210 solutions, 258
opportunities, 210 solutions, attaching, 259

partner accounts, creating, 204 solutions, Email-to-Case and, 260-261
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sharing
accounts, 84-85
calendar, 40-41, 129-130
configuration, 316
groups, 323-324
leads, 62-63
model, defining, 321-324
opportunities, 154-155
organization-wide defaults, 322-323
rules, 324
sidebar
Create New drop-down list, 32-33
introduction, 18
records, creating, 24
searches, 23-24
tools, 25
Single User View, calendar, 126
solution managers, 269
solutions
attaching, 259
categories, 270
closing cases, 261-262
customizing, 271
Email-to-Case and, 260-261
overview, 258
responding, e-mail templates and, 260
suggestions, searches, 259
suggestions, viewing, 258
writing, 271
Solutions tab, 27
Stage field, opportunity records, 151
Standard Prices, 169
Start Date field, Campaign records, 218
Status field
campaign records, 218
case records, 251
success metrics, 219
summary formulas, reports, custom, 290-292
synchronizing
with Lotus Notes, 47-48, 133, 148
with Outlook, 13, 45-47, 132-133

oJ e

tab home pages
custom views, 30-31
description, 18, 28
Recent Items section, 31

records, 29
Reports home page, 31
Tools section, 32
Views menu, 28-29
tables, 302
tabs
Accounts, 27
Campaigns, 27
Cases, 27
Contacts, 27
Contracts, 27
Dashboards, 27
definition, 18
Documents, 27
Forecasts, 27
introduction, 26
Leads, 27
Opportunities, 27
Personal Setup, 42-43
Products, 27
Reports, 27
Solutions, 27
target marketing, contacts and, 101
targeted lists
campaign members, importing, 221-222
rented lists, 221
Task activity
Assigned To field, 122
creating, 121-123
Due Date field, 123
introduction, 118
Priority field, 123
Related To field, 122
Status field, 123
Subject field, 122
tasks
completed, 22, 131
definition, 21
new, 22
records, 22
selecting, 22
Team Edition, 15
teams
Agent Console, 277-278
productivity, improving, 277-280
Salesforce and, 11
testing, Web forms, 229-230
Today’s Leads, 64
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training plan, building, 396
transferring, leads, 75-76
Type field
account records, 81
campaign records, 218
case records, 252
opportunity records, 151

olf o

Unlimited Edition, 15
user groups, 390
user relevance, customizing for, 395-396
users
adding, 328
configuration, 316

oo

validating contacts, case creation and,
252-253

VARs (value-added resellers), 201
vendors, 202
vertical bar charts, 302
vertical stacked bar charts, 302
vertical stacked to 100% bar charts, 302
views

cases, 255-257

cases, custom, 257

fields, 339

leads, custom, 64-65
Web forms, 229-230
Views menu, tabs home page, 28-29

o[/ o

Web forms

capturing leads from, 227-228

HTML code, 228-229

testing, 229-230

viewing, 229-230
Web sites

connecting to other sites, 13-14

forms, leads and, 227-228

integration with, 13

iTunes, 390

Online Help topics, 390

Salesforce Best Practices, 390

user groups, 390
Web-to-Case, 273-274
Web-to-Lead

enabling, 227-228

forms, HTML code, 228-229
Week View, calendar, 126
wireless connection, AppExchange Mobile, 50
workflow

alerts, 352, 354

processes, 355

rules, 352, 353

tasks, 352, 354
writing solutions, 271



