

[image: image]






Ultimate Salesforce
Data Cloud for
Customer Experience


[image: ]


Explore, Implement and Elevate B2C
Experiences Through Customer Data
Innovations Using Salesforce
Data Cloud


[image: ]


Gourab Mukherjee




[image: ]




www.orangeava.com









Copyright © 2024 Orange Education Pvt Ltd, AVA™


All rights reserved. No part of this book may be reproduced, stored in a retrieval system, or transmitted in any form or by any means, without the prior written permission of the publisher, except in the case of brief quotations embedded in critical articles or reviews.


Every effort has been made in the preparation of this book to ensure the accuracy of the information presented. However, the information contained in this book is sold without warranty, either express or implied. Neither the author nor Orange Education Pvt Ltd or its dealers and distributors, will be held liable for any damages caused or alleged to have been caused directly or indirectly by this book.


Orange Education Pvt Ltd has endeavored to provide trademark information about all of the companies and products mentioned in this book by the appropriate use of capital. However, Orange Education Pvt Ltd cannot guarantee the accuracy of this information. The use of general descriptive names, registered names, trademarks, service marks, etc. in this publication does not imply, even in the absence of a specific statement, that such names are exempt from the relevant protective laws and regulations and therefore free for general use.


First published: January 2024


Published by: Orange Education Pvt Ltd, AVA™


Address: 9, Daryaganj, Delhi, 110002


ISBN: 978-93-88590-99-0


www.orangeava.com









Dedicated To


My beloved Parents:


Hemanta Kumar Mukherjee
Barna Mukherjee


and


My wife Biyanka Bhattacharya











About the Author





Gourab Mukherjee is a certified Salesforce Consultant with more than 5 years of experience in helping Fortune 500 clients leverage the Salesforce Platform to its potential. He has worked on various Salesforce implementation projects, including Salesforce Data Cloud. He has an MBA degree from K J Somaiya Institute of Management, Mumbai, and a B.Tech in Electrical Engineering from Heritage Institute of Technology, Kolkata.


As a certified Salesforce professional, he holds a range of Salesforce certifications. He is passionate about creating great customer experiences and Salesforce is his weapon of choice.


He is a prolific writer, contributing to major websites, including Salesforceben.com - one of the most popular websites for Salesforce professionals. The writing bug bit him early in his life, and although he dreams of writing a novel someday, for now, he is focused on writing business and technology articles. He is a thought leader in creating stellar customer experiences and data-driven decision-making for organizations.


He is an avid reader who enjoys reading books from various genres such as mystery, thriller, and non-fiction, including biographies and autobiographies, as well as books on businesses and start-ups. Additionally, he closely follows the start-up industry and is interested in reading and exploring new technologies. As a car and bike enthusiast, he keeps himself regularly updated on the latest launches. He is particularly passionate about the EV sector and has high hopes that India will one day become an EV hub for the world. He loves watching movies and TV shows for passive entertainment, preferring character-driven stories. Also, he loves playing cricket and football, and during the winter season, badminton.


He is multilingual and speaks English, Hindi, Bengali, German, and Spanish. Although his German and Spanish are a little rusty, he is fluent in the other three languages. He was a top performer in the TCS training program as well as a silver medalist in the MBA program at K J Somaiya Institute of Management. He has also won many accolades for his work in Brillio.


In his leisure time, he enjoys catching up with his family and close friends, reading books, watching binge-worthy TV shows or good movies, or going for long drives. He currently lives in Kolkata with his family.











About the Technical Reviewer





Kunal Parikh is a seasoned tech professional with a strong background in systems management and a passion for all things Salesforce. With a knack for transforming ideas into actionable strategies, Kunal has earned the title of "Salesforce Champion" through his dedication to mastering the Salesforce ecosystem.


Having honed his skills in the world of technology, Kunal's journey has been marked by a commitment to continuous learning and innovation. His proficiency in Salesforce Marketing Cloud, in particular, is a testament to his expertise in crafting targeted marketing solutions that drive results.


Beyond the digital realm, Kunal is known for his friendly and social personality. He thrives on connecting with others and building meaningful relationships, both personally and professionally. When he's not immersed in the world of tech, you can often find him socializing with friends and colleagues or cheering on his favorite cricket team with unwavering enthusiasm.


Kunal Parikh is a true enthusiast, bringing his technical acumen, management skills, and passion for Salesforce to every endeavor. Whether in the realm of systems management, Salesforce Marketing Cloud, or the world of sports, he's a dedicated professional who continues to make a significant impact in his field.











Acknowledgements





There are a few people I want to thank for the continued and ongoing support they have given me during the writing of this book. First and foremost, I would like to thank my parents and my wife for continuously encouraging me for writing the book — I could have never completed this book without their support.


I am grateful to the Salesforce partner learning course and the resources provided by them which helped me understand the concepts in Salesforce Data Cloud. Along with that, I am grateful to the Brillio Pvt. Limited where I started my Salesforce journey and where I was part of different Salesforce projects, including ones on Data Cloud.


I gratefully acknowledge Mrs. Sonali Biswas who worked with me throughout the journey of writing this book, chapter by chapter and guiding me throughout the process. Without her feedback, it would have been difficult to move ahead. I also thank Mr. Kunal Parikh for his technical scrutiny for this book.


My gratitude also goes to the publishing team for being supportive throughout the writing process and providing me with ample time for me to work on the book. They provided me with the freedom to be creative with the content of the book. Without that, this book would not have seen the light of day.











Preface





During my first interaction with an ecommerce platform, I added a few products to the shopping cart but didn’t check them out as I was apprehensive about whether the product would be delivered. Minutes later I got an e-mail from the same ecommerce company asking me what went wrong as I had not bought the product. They had even provided a customer care number that I could call to clarify any issues. I was surprised.


How did they know we had abandoned the cart and did not check out? How did they link that behavior to my email id? How did they send the reminder mail so quickly within a few minutes? This was back when I was a college student. E-commerce and digital marketing were in their nascent stage in India and it was natural for me to get intrigued.


I am sure that many already have experience with this. You explore a product but do not buy it and then you receive an email reminder, you like an Instagram reel about cars and now you see more reels about cars when you swipe down on Instagram reels. You browse some shoes on a website and the next time you open Facebook, you see the same shoe being promoted in your feed. You view a category of videos on YouTube and now you are recommended more videos from that creator or that genre. Some companies like Netflix take it to the next level where they show you a video clip from a movie or a series that will most likely result in you watching the content.


How do companies do this? How do they personalize the experience for millions of customers at scale and within minutes of action being taken? How do they make us spend more time on their apps rather than doing something else with that time?


Customer Data Platform (CDP) answers all of the above-mentioned questions. The Customer Data Platform is a tool that helps you capture user behavior data at scale. With further analysis and modeling of that data using algorithms, companies build highly personalized experiences for users.


A personalized experience is the key to increasing user retention, daily active users, and user engagement rates, and as a result of, increasing monetization per user. If you are in the business of creating experiences for users, you need to take Customer Data Platforms very seriously. With a CDP, you will be able to create highly personalized experiences and as a result, user engagement will improve.


So who should read this book? Why should you care about reading it? Did you make a mistake in choosing it? Let me answer that first before you put it down.


This book is meant for anyone who wants to get started on understanding customer data platforms and how they work. It is intended for anyone who aspires to become a technical and functional consultant or a solution architect helping companies understand and implement a CDP. It is meant for anyone interested in the latest Salesforce offering: Salesforce Data Cloud which is going to revolutionize the CDP industry.


Last but not least, this book is for anyone who wants to revise the concepts in the Data Cloud certification exam and earn the certification.


Here is a sneak peek of the book:


Chapter 1: Introducing Salesforce Platform


The first chapter introduces the Salesforce platform to the reader, explains its benefits and clarifies some basic concepts around the platform which will set the context for what comes in the successive chapters. We will also discuss the Salesforce architecture and data model.


Chapter 2: Introduction to Customer Data Platform


This chapter will introduce the reader to the concept of CDP and why it is so important today. The chapter will help readers understand the challenges faced by companies in delivering a great customer experience.


Chapter 3: Salesforce Data Cloud for Customer Experience


This chapter will introduce the reader to the Salesforce Genie and why it is a revolution in the CDP world.


Chapter 4: Salesforce Data Cloud Architecture


This chapter introduces the reader to the Salesforce Genie architecture. We will delve into a detailed examination of the key building blocks of Salesforce Genie and understand how they interact with each other.


Chapter 5: Implementing a Customer Data Platform


This chapter discusses the steps involved in implementing a Customer Data Platform (CDP) solution. We will understand the step-by-step approach for implementing a CDP solution, covering topics such as choosing a CDP vendor, creating business use cases to get traction from business leaders for your CDP project, creating a steering team, tracking plan, and implementing the tracking plan among other steps.


Chapter 6: Implementing Salesforce Data Cloud


This chapter will walk you through the implementation steps for Salesforce Data Cloud. We will introduce the Salesforce recommended way of implementing Data Cloud.


Chapter 7: Data Security and Privacy


This chapter explores the multifaceted world of data security and privacy, shedding light on the fundamental concepts, challenges, and solutions for protecting data in an increasingly interconnected and data-driven world. We delve into the principles, best practices, and technologies employed to ensure the confidentiality, integrity, and availability of data, as well as the legal and ethical considerations surrounding data privacy.


Chapter 8: Success Stories with Salesforce Data Cloud


In this chapter, we will study a few organizations that have successfully implemented a CDP solution or a Salesforce Data Cloud solution. We will understand their motivations for implementing Data Cloud, how they went about implementing it, and understand the outcome it had on their business.


Chapter 9: The Way Forward for Creating Great Customer Experiences


In this chapter, we will discuss the emerging trends in the world of customer experience management.


Chapter 10: Preparation for the Salesforce Data Cloud Consultant Exam


In this chapter, we will explain how to begin your preparation for the exam, go through the exam guide, and discuss in brief how to prepare for each section, tips, and finally some mock questions with their solutions and explanations.
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CHAPTER 1



Introducing Salesforce Platform





Introduction


This chapter talks about the Salesforce platform. Before we can start discussing Salesforce Data Cloud, which is a real-time customer data platform from Salesforce, we need to understand the Salesforce core platform. We will discuss in depth the key Salesforce concepts, its architecture, data model, security model, and so on. This will help you understand how Salesforce works and how Salesforce Data Cloud leverages the platform’s capabilities to unlock customer value.


In this chapter, we will understand what customer relationship management (CRM) software is and why Salesforce is rated as the top CRM software. We will touch on the topic of the Salesforce ecosystem of applications. We will discuss the basic concepts to help you understand the Salesforce platform and proceed to understand the technical architecture. We will delve into the data model and the security model and finally understand the Customer 360 vision of Salesforce.


This chapter will prepare you for what comes in later chapters. It is recommended reading this chapter carefully if you are new to the Salesforce platform. Understanding the key concept is very important; otherwise you might feel lost in the later chapters. Those who are already familiar with the Salesforce platform and have worked previously in different Salesforce applications like the Sales Cloud, Service Cloud, and so on can either give this chapter a quick read or glance to revise the key concepts or skip it. You can revisit this if you are stuck somewhere.


Note: Salesforce Genie is now known as Salesforce Customer Data Cloud or Data Cloud.


Structure


In this chapter, the following topics will be covered:




	Introducing CRM Platform


	Salesforce: One of the top CRM Applications


	Salesforce Ecosystem of Applications


	Basic concepts to understand the Salesforce Platform


	Salesforce Technical Architecture


	Salesforce Data Model


	Salesforce Security Model


	Salesforce Customer 360





Introducing CRM Platform


If you are new to the concept of a Customer Relationship Management Platform, you have every right to be confused. Let’s clear up that confusion now.


According to Salesforce, a CRM is “a technology for managing all your company’s relationships and interactions with customers and potential customers”.


Let us clarify. When a business deals with its potential customers or clients, the interaction follows a journey known as the customer journey. For example, one such customer journey can be like this: A sales representative will reach out to potential customers. In the first meeting, the client may have shown some interest in the product or service sold by the representative, but they are not yet sure whether they will buy it. Then the sales representative may contact the client again for a product demo. Then, in the third meeting, the client may agree to buy and therefore wants to get a quote from the representative. After some negotiations, they will agree to a price and then sign the contract. Once the contract is signed, the product is delivered or the service rendered. After delivery, a bill is generated and sent to the client. The client pays the bill, and revenue is recognized by the company.
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Figure 1.1: Salesforce Sales Cloud home page


It is possible to manage this workflow on spreadsheets and documents if the company is just starting with a few clients in the range of 10–50. But once the number of client interactions becomes larger than that, running into hundreds, it gets difficult to manage. Transparency is lost, communication is broken, and the process fails. Today, a lot of enterprise sales happen online and across geographies. In an era of online selling, selling without a CRM tool becomes very challenging. Managing your sales process using ad hoc tools becomes difficult. So, a CRM tool is a one-stop solution for managing the relationship with your potential customers.


Selling your product or service is just one part of the business. Next comes the more important part, that is, the delivery of the sold product or service. You need to manage order fulfillment, service delivery, invoicing, payment recognition, and so on. Depending on the experience your customer has after buying from you, they would either buy again or leave you for a competitor. A CRM also helps in managing the after-sales relationship with customers. This relationship management is very important for organizations to win renewal deals. So a CRM tool is a one-stop solution for managing the relationship with your customers as well.


Now go ahead and read the definition of CRM again. It will start to make more sense.


So, if a company is growing and has a lot of customers to cater to, it cannot manage with spreadsheets. That is the time when they invest in good CRM software that will not only help them manage the sales process but also the after-sales process.


Here are the top five benefits of using a CRM tool:




	Improved productivity of employees


	Increased collaboration


	Accurate reporting on business metrics


	Single source of information


	Improved buying experience for customers





Almost all companies have a CRM tool in place for managing customer relationships. Without that, it is difficult to function.
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Figure 1.2: CRM helps to provide a single source for your customer-related information


What we have described is a basic requirement of a CRM tool. The CRM tools we have today do much more for example, they help sales agent understand the probability of winning a deal using artificial intelligence, give prompt reminders to follow up with a client, and enhance collaboration in an era of virtual selling among others. Life is much easier selling using a CRM tool.


There are many CRM software available in the market, each catering to different audiences. Some are suitable for small companies with 100-500 employees; some are more suited for big enterprises. CRM tools are available based on the revenue or the complexity involved in the selling process. There are on-premise CRM tools, which means your company has to provide the servers and other infrastructure to install and run the CRM tools. On-premise tools are used by companies that are in highly regulated industries or by government institutions. There are also many Software as a Service (SaaS)-based CRM tools. These do not require you to provide infrastructure. You just need to buy the user licenses, and then you can log in to their portals and start using them. These SaaS CRM tools are more popular today. Salesforce was the first company to provide SaaS-based CRM software and has not looked back since then.


For the scope of this book, we will focus only on SaaS CRM tools, as they are more popular today. We will not discuss on-premise CRM solutions.


Among many SaaS CRMs, here are the top SaaS CRM tools available today:




	Salesforce


	Microsoft Dynamics 365


	SAP C/4 HANA


	Oracle CX Cloud


	Zoho (for smaller companies)





In terms of market share, Salesforce has the largest share. It is one of the most popular CRM tools in the market today.


Salesforce: One of the top CRM Applications


As mentioned earlier, Salesforce is the pioneer in providing SaaS CRM software. It was the first to provide cloud-based CRM software. There was no need to maintain the infrastructure for running the software. All you needed was an internet connection. You could log in to Salesforce using the internet and use the tool. This gave it a head start when the world of technology was shifting from on-premise to cloud technology. Back then, Siebel was the number one CRM, but it was costly to build and maintain. Salesforce provided a cloud-based and relatively affordable version of a CRM.


In 1999, Marc Benioff started Salesforce with the idea that CRM software should be affordable, available to the masses 24/7, and based on the global cloud platform. With its affordable cost compared with other options available at that time, and its easy–to-use and user-friendly features, it soon started becoming popular. Its growth was phenomenal. The company extended its offering from Sales Cloud (for managing sales process) to Service Cloud (for managing customer care representatives) to Marketing Cloud and Pardot (for B2C and B2B marketing, respectively). As it saw opportunities in the market, it kept on improving its product lines, either by building the product in-house or through acquisitions.


Back then, creating a quote for a sales representative was a difficult and time-consuming task especially if the products were complicated in nature. SteelBricks CPQ (configure, price, and quote) software helped sales users create quotes seamlessly and send them to their customers. Salesforce acquired SteelBricks CPQ and later renamed it Salesforce CPQ. Similarly, it kept acquiring companies to expand its product lines, acquiring Demandware to create Commerce cloud, and acquiring Tableau to create Tableau CRM and Slack for communication, among others.


Salesforce also provides easy-to-integrate features with other leading applications like ERP solutions, billing solutions, marketing platforms, and so on.


One of Salesforce’s design policies is to use less code and more point-and-click-based development. This is the reason why Salesforce is very easy to use and customize, even for those who don’t know how to code. It is very user-friendly for business users and non-technical users. Business users can do a lot of the work themselves without using any technical help. This helped Salesforce become very popular among business users.


In the year 2022, Salesforce had a revenue of $26.5 billion. It has the highest market share among CRM players. (Source: https://www.statista.com/statistics/972598/crm-applications-vendors-market-share-worldwide/#:~:text=Salesforce%20is%20the%20leading%20vendor,percent%20shares%20of%20the%20market.)


Here are the top five reasons why Salesforce is one of the top CRM tools:




	It is scalable and fits the requirements of small companies as well as large global enterprises


	Its user interface is user-friendly and easy to customize without the need for extensive coding


	It provides powerful process automation tools which even business users can use to create process automation


	
Salesforce has a lot of applications for managing different business processes like sales, service, marketing, commerce, order management, and so on. So you don’t need to have separate software vendors for different business processes.


	It has a well-developed partner ecosystem called the Salesforce AppExchange where one can find applications for various business needs which are not present in the core Salesforce platform, as well as consultants who can help you implement and get the most out of your Salesforce application. Salesforce AppExchange is like a Google Play Store or an Apple store from where you can install applications. We will have a detailed discussion about Salesforce AppExchange later.
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Figure 1.3: Salesforce AppExchange Website (https://appexchange.salesforce.com/)


Salesforce has a few core philosophies to which it adheres. First, it wants to make its platforms very easy to use and customize. It has many out-of-the-box solutions as well as provides many tools using which you can customize the CRM applications by using clicks and no code. Salesforce’s Click and no Code philosophy helps it become popular among business users as well as those who are not very hands-on with coding. Salesforce is easy to learn and easy to get started with. It has a dedicated website for gamified learning called Salesforce Trailhead (https://trailhead.salesforce.com/). Using trailhead, anyone can learn Salesforce very easily.


Along with learning Salesforce from Trailhead, it is a good idea to create your own free developer org to practice what we teach in this book as well as what you will learn in trailhead. Creating a Salesforce developer account is completely free, and you don’t need to share any card details.


You can sign up for a free developer account by providing the relevant information on this page: https://developer.salesforce.com/signup.


Our suggestion will be to create the account and keep it handy. You can check out the concepts on the org as we discuss them in this book.
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Figure 1.4: Salesforce Trailhead Website-https://trailhead.salesforce.com/


The second important philosophy it has is to provide companies with a 360-degree view of their customers. Salesforce has applications that help you holistically understand your customers. From marketing to sales to order management to customer service to analytics, it helps you track what is going on with your customers all within the same platform. This unlocks immense value for companies that use Salesforce.



Salesforce Ecosystem of Applications



Now that you have understood the CRM applications and also why Salesforce is very popular among CRM applications, it is time to dig deeper into the Salesforce ecosystem. As we have pointed out earlier, Salesforce is not just one application but an ecosystem of applications, either built by Salesforce themselves or by Salesforce partners. Together, they make the Salesforce platform very powerful and capable of handling unique business processes.


Let’s take a look at the following diagram:
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Figure 1.5: Salesforce ecosystem of applications. Source: https://www.salesforceben.com/salesforce-products/


Even for those who have experience working on the Salesforce platform, it is difficult to wrap their heads around all the different Salesforce products. One of the reasons for the confusion is due to the ever-changing names of the products. By the time you get habituated to the name of a product, Salesforce will decide to change the name or package the same product differently. The name changes because of changing industry needs. So, it just might be the case that when you are reading the book, the names are already changed. In any case, whatever the future name, the functionalities of the core product remain the same sans some upgrades.



Core Salesforce Platform



Back to the Salesforce products. In the middle, there is the core Salesforce platform. This forms the base of the Salesforce products. It has the following applications:




	
Sales Cloud: For managing Sales processes



	Add-ons- CPQ and Billing, High-velocity sales, Lightning Dialer, and so on






	
Service Cloud: For managing service processes and customer support teams



	Add-ons- Field service, digital engagement, service cloud voice, and so on






	
Salesforce Industries: Industry-specific CRM solutions


	
Salesforce Experience Cloud: For creating support pages or community pages to help customers read help articles, log cases, and so on


	
CRM Analytics: For providing analytics on data stored in Salesforce as well as on external systems


	
Einstein: Augmented AI to help in making more accurate decisions


	
Salesforce Platform: Providing the basic infrastructure to customize the applications. It consists of:



	
Flow: For automating business processes


	
Lightning Apps: For creating user-friendly Salesforce apps


	
Mulesoft Composer: No-code integration platform which helps to create integration with other applications without using code


	
Heroku: Cloud platform as a service










Marketing Cloud


On the right-hand side of the diagram, we can see the Marketing Cloud products. Marketing cloud products are connected with the core Salesforce platform using the Marketing Cloud connector.




	
Marketing Cloud Intelligence (formerly known as Datorama): For holistic reporting from all the marketing channels


	
Marketing Cloud Personalization (formerly Interaction studio): helps to create personalized experiences for customers


	
Marketing Cloud Advertising (formerly Advertising studio): provides access to different advertising platforms like Instagram, Facebook, Twitter Google, and so on, from the Salesforce platform.


	
Journey Builder: helps to build powerful marketing journeys


	
Email Studio: For email marketing


	
Mobile Studio: For mobile marketing


	
Marketing Cloud Customer Data Platform (formerly Salesforce CDP): for unifying customer data





Marketing Cloud Account Engagement (formerly known as Pardot)


It is used for B2B email marketing, landing page generation, lead generation, and so on, available through Pardot connector.


Tableau


It is used for analytics using the data stored in the Salesforce database as well as in the external database.


Commerce Cloud


It is used for creating B2C and B2B digital storefronts for e-commerce. It provides all the functionalities that are required to build an e-commerce store. It is available through the Commerce Cloud connector.


Salesforce Data Cloud Customer Data Cloud


So where does Salesforce Data Cloud customer data cloud fit in? For the purpose of this book, we will call Salesforce Data Cloud Customer Data Cloud as Salesforce Data Cloud. Salesforce Data Cloud is a relatively new addition to the Salesforce product portfolio. Salesforce Data Cloud is an active common layer across the core applications as well as other Salesforce products, which will help to bring in data from different Salesforce products as well as from external systems into a single repository. This helps to create a 360-degree view of the customer. Salesforce CDP did the same thing earlier. But Salesforce Data Cloud can do it at scale and on a real-time basis. Customer data is continuously updated with new data from any of the Salesforce products and then fed into the repository. Your data remains fresh all the time. This helps make Salesforce an integrated CRM platform.


To visualize Salesforce Data Cloud as part of the Salesforce product portfolio, we need to look at the following diagram:
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Figure 1.6: Salesforce Data Cloud connects all Salesforce and other third-party applications together through a common data repository (source- https://www.v2sa.com/salesforce-Data-Cloud-and-marketing-clouds-customer-data-platform/#:~:text=Where%20does%20Data-Cloud%20fit%20in,can%20differentiate%20within%20an%20organization. )


Salesforce Data Cloud takes a central position among the Salesforce products wherein it connects all the different Salesforce applications and other third-party applications together. It brings the data from different applications, whether they are from Salesforce or from other third-party applications, and provides common storage for this data. The data then can be unified and sent to different applications for solving business use cases.


We will discuss more on Salesforce Data Cloud in the later chapters. For now, it is enough to understand that Salesforce Data Cloud helps to bring real-time data from different systems and enables Salesforce to provide a 360-degree view of the customer.


Basic concepts to understand the Salesforce Platform


In the course of the book, we will be using terms to refer to different things in the Salesforce platform. It is important to familiarize yourself with these terms to improve comprehension and avoid confusion. Revisit this part of the book if there is any confusion with any of the basic concepts.


We will start with some basic definitions of terms used in the Salesforce ecosystem and then move on to more complicated concepts.




	
App: Short for application. This causes some confusion among those new to the platform. Salesforce is a CRM application. But when we use the term apps, it refers not to the core Salesforce application but to the internal applications available inside the Salesforce platform. An app is a collection of tabs, reports, dashboards, and pages specific to a business process. So inside Salesforce, you will find a Sales app for Sales users, a Service app for service people, marketing apps for marketing people, and so on. It helps to distinguish between different business processes.


	
Object: Salesforce uses relational databases to store information in the form of tables. A table in Salesforce is called an object. An object stores data about one aspect of the business. For example, an account object stores data about the client account, like the name, address, type of client, and so on. Case object stores data about a service request like case type, name, and so on. An object is made up of fields that are similar to columns on a table. Each row of data in that table is called a record. So an object is made up of fields and records. Objects are of two types: Standard objects are those that come pre-populated in a Salesforce org and custom objects are those that are created by companies for specific use cases.


	
Organization: Organization (the short version is org) is a deployment of Salesforce specific to a company (hence called an organization). It contains all the licenses your company has purchased, any purchased apps, data, and so on.


	
Salesforce Lightning Platform: Refers to the platform as a service (PaaS) offering from Salesforce. But when the term Salesforce lightning is used, it usually refers to the latest version of Salesforce with the updated UI. The previous version of Salesforce was Salesforce Classic. It is recommended to use Salesforce Lightning for using Salesforce going forward.


	
Tab: A tab provides easy access to an object inside a Salesforce app in Figure 1.7:
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Figure 1.7: Sales App home page: Home, Opportunities, and Account are all tabs




	
Salesforce Admin: Refers to the Salesforce administrator user who is in charge of maintaining the Salesforce org for a company. This is a super user who can do any changes in the org. Therefore, only a few users are kept as Salesforce admins, as they have the greatest privilege in the org. They help with new user creation, changing permissions, and giving access to users, among other tasks.


	
Page Layout: Refers to the design of the Salesforce page that you see on the screen. Using the page layout tool, you can design the look of the page and change the sections on the page, the different fields, buttons, and links that will be visible on the page. You can also set up different page layouts for different groups of users so that the users see only those buttons, fields, and so on that are relevant to them. For each object, you have at least one or more page layouts that are customizable according to business needs.


	
Salesforce Native Apps: Refers to those Salesforce apps that are developed on the Salesforce platform and hence available directly in Salesforce without the need for integration. Both Salesforce as well as Salesforce partners develop Salesforce native apps.





Salesforce Technical Architecture


Now we will talk about the Salesforce technical architecture.


Salesforce is a multi-tenant cloud platform. Heroku is the cloud platform as a service that is powering Salesforce.
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Figure 1.8: Salesforce architecture diagram-source (https://www.salesforce.com/eu/products/platform/architecture/ )


As you can see in the diagram, there are two main blocks. One is the Salesforce lightning platform, which we will refer to as the core Salesforce platform and the second block is the Heroku platform which is a PaaS (Platform as a Service) offering from Salesforce. The two integrate seamlessly with Heroku Connect. The lightning platform is an API and mobile-first platform. It is where the bulk of the Salesforce features are available.


Let us break up the Salesforce architecture into six parts:


Part 1: The first part is the instantly available core configurable (No-Code) Enterprise microservices. You start building with a fully secure platform filled with microservices and mobility.
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Figure 1.9: Enterprise Microservices


The Salesforce platform is highly configurable with no-code tools as well as with custom code. Let’s talk more about the no-code tools. Later, we will discuss how we can customize Salesforce using code.


The core configurable enterprise microservices are divided into five parts:




	
Security: It supports User Identity management, Single sign-on, Geofencing, MFA, User profiles, permissions, and so on


	
Internalization: Supports multi-currency, translation, and locale-specific notations


	
Mobility: Supports mobile-first apps


	
Collaboration: Supports various tools to help teams collaborate on Salesforce


	
Compliance and Forensics: Supports data encryption, audit logs, change management, user activity monitoring, and so on





Part 2: The second part is Salesforce Clouds and AppExchange partners. You can build on the core Salesforce applications, utilities, and business domain packages.
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Figure 1.10: Salesforce Clouds and AppExchange packages


On the top of the preceding diagram, you can see the different cloud solutions provided by Salesforce, namely Sales, Service, Marketing, Commerce, Community (now called Experience), IOT, Analytics, and Einstein cloud. These offerings provide out of the box solutions for companies using the plug-and-play model. Several business use cases are solved by out-of-the-box solutions.


Salesforce AppExchange is a platform where one can find applications for various business needs which are not present in the core Salesforce platform, as well as consultants who can help you to implement and get the most out of your Salesforce application. You can install any of the Salesforce AppExchange packages to solve specific business needs.


These core offerings are supported by the declarative No-code/ Low-code application microservices.
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Figure 1.11: No-code/Low-code application microservices


To customize Salesforce to solve specific business use cases, Salesforce provides low-code/no-code solutions. There are three parts:




	
Data Model: We will discuss the data model later. For now, it is important to note that you can create custom objects, external objects, and immutable objects, apart from the existing standard objects, to meet your business use cases.


	
Automation: Salesforce provides many automation tools to improve the productivity of users. Process automation can be built without the need for extensive coding.


	
UX: Salesforce provides tools to make changes to the UI using No-code/Low-code. It provides Lightning UI framework, UI components, and mobile SDK, among others to improve the UX.





Part 3: Use AI to build intelligent automation powered by Salesforce Einstein
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Figure 1.12: Einstein No/low-code services


Salesforce provides machine learning and citizen data science tools to help make intelligent decisions based on Salesforce data through Salesforce Einstein. Einstein tools make it easy for business users to perform machine learning and data science using only clicks and no code. This reduces the dependency a business user will have on a machine learning engineer or a data engineer or a data analyst. Einstein provides:




	Processing


	Deep Learning


	Sentiment and Intent Reasoning


	Vision and voice processing


	Machine Learning


	Lead Scoring


	Forecasting


	Recommendation processing





Part 4: Application Tooling- Utilize a full suite of development tools for both declarative no-code as well as low-code development.
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Figure 1.13: Application Tooling


Salesforce provides the following to build on the Salesforce platform:




	No code Data science tools


	Prediction builder


	No code Einstein bots


	Setup UI


	Reporting/Dashboard Builder


	Schema Builder


	Developer Console


	Force.com IDE


	Workbench


	ANT migration tool


	Salesforce DX





Part 5: PaaS-based Applications- Salesforce provides users with Heroku which is a platform as a Service application.
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Figure 1.14: PaaS-based Applications


You can design your own application and even sell your applications by becoming an AppExchange partner. Build enterprise-grade secure applications with Salesforce which provide:




	Custom Applications


	Elements marketplace


	DevOps services


	
Core PaaS Services


	AWS technical foundation





Part 6: Connection between Heroku and Core Salesforce platform


Salesforce provides instantly configurable integration between the lightning platform and the Heroku platform so that you can leverage the data irrespective of its location. You can maximize programming models for maximum efficiency and agility without integration.


Salesforce Data Model


Now we will talk about the Salesforce data model. Understanding the Salesforce data model is very crucial in order to appreciate the synergies Salesforce gets when it shares the same data model among its products. This makes the Salesforce platform very powerful across different business use cases.


The data model refers to the way Salesforce stores and retrieves data. It also refers to the type of relationships you can create in the data. As already mentioned earlier, Salesforce stores data in the form of objects. Objects are like tables, where fields refer to the columns in a table and a record refers to a row of data. Let us discuss them in more detail.


All the business data is stored as objects. There are five types of objects in Salesforce namely standard objects, custom objects, external objects, platform events, and big objects. The three important ones to know are the first three in that list.




	
Standard Objects: Objects that are part of the default Salesforce package are called standard objects. They come preinstalled when you subscribe to a Salesforce product. For example, Accounts, Contact, Opportunities, Cases, Products, and so on are all standard objects. Standard objects are created based on the research Salesforce has done in understanding and standardizing business processes. Almost all Salesforce customers use standard objects like Accounts to hold customer information, Opportunities to hold potential deals information, Contact to hold customer contacts information, and so on.


	
Custom Objects: Custom objects, as the name suggests, are created by businesses to store information specific to their own business use case. Every business is different, and no two businesses, even in the same industry, will have the same objects. Therefore, in Salesforce, you can create your own custom objects. For example, you can create a custom object named property to store information about properties.


	
External Objects: External objects are similar to custom objects except they are used to store data that is outside Salesforce. You can have data outside Salesforce but you can refer to that data inside Salesforce via external objects.





You can create relationships between objects in order to relate one object to another. The following types of relationships are available in Salesforce:




	
Master-Detail Relationships: This is the type of relationship where one object acts as the parent (Master) of another object. We create a master-detail relationship between two or more objects when one object depends on another and cannot exist without the master. The detail object gets its properties, including security settings from the master object. For example, for every contact record, you need an account record. A contact cannot exist with an account. So Account is the master and Contact is the detail object. There are many details about master-detail relationships, but we won’t be covering that in this book. To know more about this type of relationship between objects, you can refer to the Salesforce documentation.
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