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EXPERIENCE CLOUD

Salesforce Experience Cloud lets you create branded digital experiences to share information and EDITIONS

collaborate with people who are key to your business processes, such as customers, partners, or
employees. Whether you call it a portal, help forum, support community, or something else, an

Available in: both Salesforce

Experience Cloud site is a great place to connect with the important folks in your life. Classic (not available in all
You can create multiple sites within your organization for different purposes and transition seamlessly orgs) and Lightning
between them. For example, you can use Experience Cloud sites to: Experience

Drive more sales by connecting your employees with your distributors, resellers, and suppliers Available in: Enterprise,
Performance, Unlimited,

Deliver world-class service by giving your customers one place to get answers o
and Developer Editions

Promote an upcoming event and manage social listening, content, engagement, and workflows
allin one place

Learn more about the versatile ways that you can use Experience Cloud in the video.

B4 Watch avideo

Understand the Basics of Experience Cloud

Discover how Experience Cloud helps you create digital experiences and branded spaces for your employees, customers, and partners.
You can build sites, portals, and forums with the level of customization that you want using little or no code. Or, if you're comfortable
using code, you can build them programmatically.

Plan and Prepare for Your Experience Cloud Implementation

Experience Cloud comprises flexible, powerful features that you can combine in multiple ways to deliver the digital experience you
need, whether it's a portal, help center, or mobile app. And although it can be tempting to dive right into building, we recommend
taking time to think about the combination of features you need to deliver a productive, successful site. We can't cover every planning
aspect, but these topics describe some key areas to consider, research, and incorporate as you develop your overall plan.

Set Up and Configure Your Org for Experience Cloud Sites

Before setting up your first Experience Cloud site, complete a few tasks in Salesforce Setup to prepare your org for customer- and
partner-facing sites. From enabling digital experiences to selecting the correct org settings, we've got you covered! The steps you
take when preparing your org for Experience Cloud sites are the same you take when setting up sites for Commerce Cloud, Financial
Services Cloud, Health Cloud, and Work.com.

Build and Customize Your Experience Cloud Site
Choose from several preconfigured templates to create your site. Then customize the site to suit your needs and match your brand.

Create Use-Case Driven Sites
Whether you're creating a site for self-service or one for partner vendors, Experience Cloud has the solution to fit your needs.

Secure Your Experience Cloud Site

You can help keep your Experience Cloud site more secure by enabling clickjack protection, authenticating users, encrypting data,
and protecting against malicious resources and vulnerabilities in components using CSP and Lightning Locker. These options allow
you to maintain the security of your site while still using the external sources you need. In addition, you can use various settings and
permissions to protect your data and your customers’ data, and publicly share the site with guest users.


https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US
https://salesforce.vidyard.com/watch/uAW4WM6EvmKsetukJbd7TH

Experience Cloud Understand the Basics of Experience Cloud

Deploy an Experience Cloud Site from Sandbox to Production

We recommend creating, customizing, and testing your Experience Cloud site in a test environment, such as a sandbox, before
deploying it to your production org. When testing is complete, you can use change sets or Metadata API to migrate your site from
one org to another. Deciding whether to use change sets or MD APl depends on several factors. Some things to consider are the
complexity of the changes that you're migrating, your level of comfort with developer tools, and the application lifecycle management
(ALM) model that you're using.

Manage Your Experience Cloud Site

Administer, manage, and moderate your Experience Cloud site from Experience Workspaces.

Use Reporting in Experience Cloud Sites

Use reporting to see short-term and long-term trends in various areas of your Experience Cloud site. The preconfigured AppExchange
package makes reporting a snap for community managers. You can also give the power of reporting to your members.

Experience Cloud Considerations
Keep the following considerations in mind when creating sites with Experience Cloud.

Understand the Basics of Experience Cloud

Discover how Experience Cloud helps you create digital experiences and branded spaces for your EDITIONS
employees, customers, and partners. You can build sites, portals, and forums with the level of
customization that you want using little or no code. Or, if you're comfortable using code, you can
build them programmatically.

Available in: both Salesforce
Classic (not available in all

Explore the various parts that make up an Experience Cloud site. Get familiar with Experience Cloud’s orgs) and Lightning
primary setup areas and terminology. Experience
Available in: Enterprise,
What Is Experience Cloud? Performance, Unlimited,
With Salesforce Experience Cloud you can build CRM-powered experiences quickly and easily. and Developer Editions

Experience Builder, Salesforce CMS, Mobile Publisher, and a suite of web apps join to help you

create robust, customized sites for your every use case.

Building Blocks of a Site

An Experience Cloud site is composed of several layers that work together. Each layer contributes specific types of content and data.
To help you understand how the pieces work together, let’s divide the components into major categories and discuss how they
influence one another

Find Your Way Around

There are three primary areas where you set up, design, and manage your Aura and LWR Experience Cloud sites: Salesforce Setup,
Experience Workspaces, and Experience Builder.

Experience Cloud Resources

Learn more about Experience Cloud with helpful videos, guides, and blog posts. Or hit the trail with modules and projects on
Trailhead.

Experience Cloud Glossary

Here are definitions to some key terms and concepts related to Experience Cloud.

Supported Browsers for Experience Cloud Sites
Browser support for Experience Cloud sites varies by the device that you access the site from and the site template.


https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US

Experience Cloud

What Is Experience Cloud?

With Salesforce Experience Cloud you can build CRM-powered experiences quickly and easily.
Experience Builder, Salesforce CMS, Mobile Publisher, and a suite of web apps join to help you create
robust, customized sites for your every use case.

With Experience Cloud, customers and partners can build digital experience platforms to host
marketing and corporate sites, partner portals, support forums, web applications, and more. You
can start from a selection of prebuilt templates. Use the Customer Service template to build a
self-service experience where your customers can help each other, which increases case deflection
and user engagement. Create portals where customers can process insurance claims, access their
healthcare information, schedule vaccine appointments, and purchase products from stores.
Customers can process warranties and self-service claims on automobiles. Companies can manage
inventory and make purchases. Use the Salesforce platform to extend the power of CRM data to

partners so that they can manage channel accounts and boost products with marketing campaigns.

Build Your Site, Your Way

What Is Experience Cloud?

EDITIONS

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Whether you're an admin, designer, or developer, Experience Cloud makes it easy to work the way you want. You can:

e (reate customized sites using no-code, point-and-click tools and prebuilt templates, themes, and components.

e Build custom components, apps, and processes using low-code tools for interactive development and automation.

e Develop customized, enterprise-level sites and portals programmatically. Update sites quickly, using your preferred pro-code
development tools such as Salesforce Extensions for VS Code, Salesforce CLI, or your favorite IDE or text editor.

To learn more about the versatile ways that you can use Experience Cloud, watch:

B4 Watch avideo

Building Blocks of a Site

An Experience Cloud site is composed of several layers that work together. Each layer contributes
specific types of content and data. To help you understand how the pieces work together, let's
divide the components into major categories and discuss how they influence one another

Salesforce Platform

Experience Cloud relies on the elements that you've created in your primary Salesforce org—all
the applications that make up the Customer 360 platform, such as Commerce Cloud, Service Cloud,
Sales Cloud, and Mulesoft. When you set up your org, you create users, profiles, and records that
contain different types of data. You use all that data to power and populate your Experience Cloud
site.

Platform Services

EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

You can use platform services built on Salesforce with your Experience Cloud sites. When we say platform services, we mean tools that
are built on the Salesforce platform and can be used with many Salesforce products, including Experience Cloud. They aren't tools that
necessarily exist within the framework of Experience Cloud. For instance, you can use Flow Builder, Process Builder, or Apex triggers and
classes with your site.

Content and Assets


https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US
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Experience Cloud Find Your Way Around

Salesforce CMS (Content Management System) is a Lightning app where you can create, store, and manage all your content. Built on
your Salesforce org, it exists outside of your site and provides a shared resource that you can use across multiple apps and sites. From
that single location you can pull content into many sites and apps without having to recreate and manage the content.

Security

Your site is often the face of your company, useful for communicating with many types of users. To address complex access needs, you
need a tailored approach to security and scale. The security settings are managed in several places, and some affect all sites while others
are site-specific. Most settings are found in three separate locations: the Settings tile in Experience Workspaces, user permissions in your
Salesforce org, and your overall settings for Experience Cloud in Salesforce Setup.

Presentation

The presentation layer is where all the pieces come together and includes the Experience Builder templates and components. You can
choose how your site displays to your audience and address accessibility concerns. Experience Builder components often draw from
your Salesforce org to populate data and process actions taken by your users. Your personalization and security settings dictate what
your users see and how they can interact with your site.

Analytics

When your site is live, you want to understand how users are interacting with it and how you can improve it. Using the Dashboard and
Moderation tiles in Experience Workspaces, you can supervise your content and track user data with reports and dashboards. However,
the analytics tools built on Experience Cloud are limited. To fully maintain the health of your site and deeply understand user interaction,
we suggest implementing tools like Google Analytics or other third-party scripts.

Find Your Way Around

There are three primary areas where you set up, design, and manage your Aura and LWR Experience EDITIONS
Cloud sites: Salesforce Setup, Experience Workspaces, and Experience Builder.

Available in: Salesforce

Salesforce SeTUp Classic (not available in all
orgs) and Lightning
The Salesforce Setup menu contains settings that apply to your Salesforce org. An Experience Builder Experience

site is built on top of your existing org and uses your Salesforce data. The Setup menu is where you

, . o . o Available in: Enterprise,
turn on Experiences, create a site, manage user permissions, and log in to existing sites.

Developer, Performance,
and Unlimited Editions


https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US

Experience Cloud
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Experience Workspaces

Find Your Way Around

After you create a site, Experience Workspaces is where you access Experience Builder, manage content, configure site settings, and
monitor your Experience Cloud site. Community managers can view dashboards for groups, members, feed activity, and license usage

and manage the community’s reputation system. Moderators can see which items have been flagged for review.
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Release Notes

Experience Builder

Use Experience Builder to customize your site. Experience Cloud offers many types of sites, from community portals to online stores.
Based on the template you choose, Experience Builder provides a list of pages and components that you can use on those pages. Create

themes to fit your custom branding, and when you're ready to go live, publish your site.
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Experience Cloud Resources

Learn more about Experience Cloud with helpful videos, guides, and blog posts. Or hit the trail with

modules and projects on Trailhead.

@ Trailhead
Before you create an Experience Cloud site, we recommend going over a few key concepts

in Trailhead.

Expand Your Reach with Experience Cloud (Trail)

Customize your Experience Cloud Site (Trail)

Salesforce CMS Basics (Module)

Experience Cloud Site Strategy (Module)

Experience Cloud for Newbies (Trailmix)

Create and Manage Experience Cloud Sites (ADX271) (Trailhead Academy)

Experience Cloud Resources

EDITIONS

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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


https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US
https://trailhead.salesforce.com/en/content/learn/trails/communities
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https://trailhead.salesforce.com/content/learn/modules/experience-cloud-site-strategy
https://trailhead.salesforce.com/users/jvolin/trailmixes/experience-cloud-for-newbies
https://trailhead.salesforce.com/en/academy/classes/adx271-create-and-manage-experience-cloud-sites/

Experience Cloud

Create, Design, and Manage Experience Cloud Sites

e Learn Experience Cloud

e Experience Cloud Sites Managers Guide (PDF)

e Report on Experience Cloud Sites with AppExchange Packages
e SEO for Experience Builder Sites

Videos

e Who Sees What in Experience Cloud Sites Series

e Experience Cloud Sites and Users in Your Salesforce Org

Limitations, Supported Browsers, and Mobility
e Experience Cloud User Licenses
e Supported Browsers for Experience Cloud Sites

e Access Experience Cloud Sites in the Salesforce Mobile App

Advanced Customizations
e | WR Sites for Experience Cloud
e Experience Cloud Developer Guide

e Experience Cloud Developer Center

e Build a Custom Theme Layout Component for Experience Builder Sites (Project)

e (Customize Your Experience Cloud Site (Trail)

e Lightning Aura Components Developer Guide
e Lightning Web Components Developer Guide
e Visualforce Developer Guide

e Visualforce Component Reference

e Salesforce Developers Blog (Scroll to the Blog section)

AppExchange Packages

e Community Management Package for Communities with Chatter

e Community Management Package for Communities without Chatter

Going from Legacy Portals to Experience Cloud Sites

e (reate and Manage Partner Portals (PDF)

e Migrating From Portals to Communities (PDF)

The Trailblazer Community

e Experience Cloud

e Community Management

Experience Cloud Resources


https://www.learnexperiencecloud.com/s/
https://resources.docs.salesforce.com/248/latest/en-us/sfdc/pdf/salesforce_communities_managers_guide.pdf
https://salesforce.vidyard.com/watch/bLE3QNRSej2iasw9vvc6Tk
https://salesforce.vidyard.com/watch/5kixavmXPC372dCZ37Z2dv
https://help.salesforce.com/s/articleView?id=sf.users_license_types_communities.htm&type=5&language=en_US
https://developer.salesforce.com/docs/atlas.en-us.248.0.exp_cloud_lwr.meta/exp_cloud_lwr/intro.htm
https://developer.salesforce.com/docs/atlas.en-us.248.0.communities_dev.meta/communities_dev/communities_dev_intro.htm
https://developer.salesforce.com/developer-centers/community-cloud/
https://trailhead.salesforce.com/projects/communities_theme_layout
https://trailhead.salesforce.com/content/learn/trails/customize-your-community
https://developer.salesforce.com/docs/atlas.en-us.248.0.lightning.meta/lightning/intro_framework.htm
https://developer.salesforce.com/docs/component-library/documentation/lwc
https://developer.salesforce.com/docs/atlas.en-us.248.0.pages.meta/pages/pages_intro.htm
https://developer.salesforce.com/docs/atlas.en-us.248.0.pages.meta/pages/pages_compref.htm
https://developer.salesforce.com/blogs
https://appexchange.salesforce.com/listingDetail?listingId=a0N3000000B5XHsEAN
https://appexchange.salesforce.com/listingDetail?listingId=a0N3000000B5XI7EAN
https://resources.docs.salesforce.com/248/latest/en-us/sfdc/pdf/salesforce_partner_portal_guide.pdf
https://resources.docs.salesforce.com/latest/latest/en-us/sfdc/pdf/salesforce_portal_to_community_migration_cheatsheet.pdf
https://success.salesforce.com/_ui/core/chatter/groups/GroupProfilePage?g=0F9300000001oDd
https://success.salesforce.com/_ui/core/chatter/groups/GroupProfilePage?g=0F9300000001oAACAY
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Experience Cloud Glossary

Here are definitions to some key terms and concepts related to Experience Cloud.

Experience Cloud
Salesforce Experience Cloud is a digital experience platform that makes it easy to build beautifully designed, CRM-powered online
sites. What was formerly known as Community Cloud is now called Experience Cloud, to better reflect the many types of digital
experiences you can create and connect.

Experience Cloud Site
An Experience Cloud site is an online space for connecting with your customers, promoting collaboration, and streamlining key
business processes.

e Experience Builder sites, formerly called Lightning communities, are template-based sites that you customize in Experience
Builder. These sites are built on one of two frameworks—Lightning Web Runtime (LWR) or Aura.

- LWRsites are built with the latest LWR-based templates, such as the Build Your Own (LWR) and Microsites (LWR) templates.
From Winter 23, new LWR sites are hosted on the enhanced sites and content platform, and they're referred to as enhanced
LWR sites.

— Aurassites are built with our original templates that run on Aura, such as Customer Service, Partner Central, and Customer
Account Portal.

e Visualforce sites, previously called Salesforce Tabs + Visualforce sites, are sites that you develop using Visualforce.

For clarity, we use the terms LWR sites, enhanced LWR sites, Aura sites, and Visualforce sites where possible to help you identify which
features apply to your site. See also Enhanced Sites and Content Platform.

Enhanced Sites and Content Platform
The enhanced sites and content platform is a flexible system that brings together Salesforce CMS and LWR sites. From Winter 23,
new LWR sites and CMS workspaces that you create are hosted together on this redesigned platform, which offers partial deployment,
site content search, easy content management, and more.

To identify LWR sites that are hosted on the new platform, we use the term enhanced LWR sites. And for CMS workspaces, we use
the term enhanced CMS workspaces.

See What Is the Enhanced Sites and Content Platform?

Experience Builder
Experience Builder is used to design and build LWR and Aura sites using preconfigured templates and Lightning components. Use
standard or custom components to create customized site pages without code.

Experience Workspaces
Command central for administering your Experience Cloud site. From Workspaces you can access Experience Builder, manage
content, configure site settings, and monitor your site. Community managers can view dashboards for groups, members, feed activity,
and license usage, and manage the community’s reputation system. Moderators can see which items have been flagged for review.

Community
The old term for what is now known as an Experience Cloud site. The new term better reflects the many types of digital experiences
you can create.

Framework
The codebase or technical platform on which your Experience Cloud site is built. You can build a site using one of three frameworks:
Lightning Web Runtime (LWR), Aura, and Visualforce.

Template
A predesigned set of solutions that help you quickly build a site that meets specific business needs. Templates are preconfigured
with page layouts, components, and business processes designed to address common business scenarios. We have templates for



Experience Cloud Supported Browsers for Experience Cloud Sites

customer self-service, help centers, and partner relationship management, as well as a build-your-own template that offers common
pre-built pages to jump-start a custom site.

External User
Any user logging in to an Experience Cloud site with an Identity license or Experience Cloud license.

Guest User
Any user accessing an Experience Cloud site without logging in. Guest users are always unauthenticated.

Salesforce CMS
The Salesforce Content Management System is a hybrid CMS where you can create, manage, and publish content from a centralized
location. In the Digital Experiences app (previously called the Salesforce CMS app), you can share your content to Salesforce endpoints,
such as Experience Cloud sites and marketing emails, or to external channels.

CMS Workspace
You use CMS workspaces in the Digital Experiences app to create, organize, and share your content. Each workspace can have its
own contributors, translation language settings, channels, content, and folders. See also Enhanced Sites and Content Platform.

CMS Connect
A solution that connects external CMS content to your Experience Builder site for consistent branding, reuse of material, and ease
of maintenance.

Supported Browsers for Experience Cloud Sites

Browser support for Experience Cloud sites varies by the device that you access the site from and
the site template.

EDITIONS

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning
Experience

Salesforce Tabs + Visualforce

Salesforce Tabs + Visualforce sites are supported on all desktop browsers that Salesforce supports.

These sites are also accessible from the Salesforce app. Available in: Enterprise
in: ,

Performance, Unlimited,

Experience Builder Sites and Developer Editions

Experience Builder sites such as Customer Service, Partner Central, and Help Center are supported
on these browsers.

Desktops and Laptops
Platforms Apple® Safari®  Google Chrome™ Microsoft® Edge Microsoft® Mozilla® Firefox®
(Windows® 10 Internet
Only) Explorer® 1
Apple® macOS® Supports latest Supports latest Not supported Not supported Supports latest

Desktop

stable browser
version

Microsoft” Windows®  Not supported

Desktop

stable browser
version

Supports latest
stable browser
version

Supports latest
stable browser
version

Ended support on
December 31, 2020

stable browser
version

Supports latest
stable browser
version
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Experience Cloud Supported Browsers for Experience Cloud Sites

@ Note: Support for accessing Experience Builder sites with Internet Explorer 11 ended on December 31, 2020. But there’s no
difference for site visitors using the browser in the short term. Because Experience Cloud no longer tests new features on Internet
Explorer 11, your site can function differently than expected. To let users know they must switch browsers, enable display warnings
for unsupported browers. From Setup, in the Quick Find box, enter Digital Experiences Settings,click Settings,
and select Display warning for unsupported browsers.

@ Note: To load Experience Builder with Safari 13.1 or above, disable these settings:

e Block All Cookies
e Prevent Cross-Site Tracking
® Private Browsing

e Block Pop-ups (Pop-up blocking can prevent some pages from opening in a new tab.)

Mobile Devices

Platforms Apple® Safari®  Google Chrome™ Microsoft® Edge Microsoft® Mozilla® Firefox®
(Windows® 10 Internet
only) Explorer® 1
Android™ Phoneand ' Not supported Supports latest Not supported Not supported Not supported
Tablet stable browser
version
iOS Phone and Supports latest Not supported Not supported Not supported Not supported
Tablet stable browser
version
Windows® 8 Phone  Not supported Not supported Not supported Ended supporton  Not supported
December 31, 2020
Windows® 10 Phone ' Not supported Not supported Supports latest Not supported Not supported

Unsupported Browser Notfification

Some unsupported browsers can load the Lightning framework. When users try accessing an Experience Builder site in one of these
browsers, they see a notification asking them to update or switch browsers. Other unsupported browsers such as Internet Explorer 10
or below can't load the Lightning framewaork. If users try accessing a site in one of these browsers, they see a blank page.

stable browser
version

If you tested your site in an unsupported browser and everything works as expected, you can disable the default notification. From Setup,
inthe Quick Find box, enter Digital Experiences Settings,click Settings,and deselect Display warning for unsupported

browsers.

@ Note:

If you used a WebView to create a mobile site, check that the pop-up window appears the way you like.

e Users don't see the unsupported browser notification on site login pages. If you know that your users are using unsupported
browsers to access your site, create Visualforce login pages and use them instead of default site login pages.

e The unsupported browsers setting doesn't apply to Lightning Web Runtime (LWR) sites.
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Experience Cloud Plan and Prepare for Your Experience Cloud Implementation

Plan and Prepare for Your Experience Cloud Implementation

Experience Cloud comprises flexible, powerful features that you can combine in multiple ways to EDITIONS
deliver the digital experience you need, whether it's a portal, help center, or mobile app. And
although it can be tempting to dive right into building, we recommend taking time to think about

Available in: both Salesforce

the combination of features you need to deliver a productive, successful site. We can't cover every Classic (not available in all
planning aspect, but these topics describe some key areas to consider, research, and incorporate orgs) and Lightning
as you develop your overall plan. Experience
Available in: Enterprise,
— I Performance, Unlimited,
and Developer Editions
- ]
Q O ‘)
—

Define Your Site Vision and Purpose

Experience Cloud makes it easy to build sites that deliver customer-first experiences—fast! But, before you dive head-first into
building your Experience Cloud site, pause for a moment to envision the larger picture of what you want your site to accomplish.
What is your website’s primary purpose?

Learn About Experience Cloud Frameworks and Templates

Select a framework and template as part of your site planning. The choices you make at the beginning of your site creation process
have long-term downstream implications. In particular, consider your business objectives, your technical know-how, and the costs
associated with each.

Learn More About Experience Cloud Licenses

Licenses are a gateway to authenticated access to your Experience Cloud sites. So one of the most important steps when planning
a site is selecting the right licenses for your use case. These licenses grant access to Experience Cloud sites to customers and partners
who can't otherwise log in to your company's Salesforce org: External Identity, External Apps, Customer Community, Customer
Community Plus, Partner Community, and Channel Account. A Salesforce account executive can help you understand the difference
between the licenses, and help you decide the best ones for your use case. Before that, let's answer some basic questions first.

Who Does What in Experience Cloud?

Experience Cloud sites are typically not developed, designed, and maintained by a single person because these tasks require different
skills. Depending on the size of your company and scale of your site, you could have some people handle several roles or a dedicated
person for each role.

Define Your Site Structure, Layout, and Design
After you consider your site’s vision and purpose and you're familiar with frameworks and templates, you can plan your site’s structure,
layout, and design.

Map the Customer Journey and Drive Engagement

You defined a site vision that aligns your site with your company’s purpose. Now you want to design a site experience that encourages
users to visit your site and interact with your content. But to promote customer engagement, you must first understand your
customers' needs and create compelling content in to meet those needs.

n


https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US

Experience Cloud Define Your Site Vision and Purpose

Plan Your Site’s Content Management Strategy

If you're like most organizations, you have a large amount of content, and you need a plan to create, organize, and manage it. Get
the right content in front of the right people at the right time with a solid content strategy. Explore the various Salesforce offerings
that provide content management solutions for different scenarios.

Plan a Mobile Strategy for Your Site

Over half of customer interactions happen over mobile devices. So having a mobile-responsive site isn't an option anymore, it's a
necessity. Before you create a mobile site, ask these questions to help solidify your mobile strategy.

Performance and Scale of Your Experience Cloud Site

With Experience Cloud, you can build a wide range of business-to-consumer (B2C) and business-to-business (B2B) applications.
Examples include help forums, self-service portals, partner and channel websites, commerce and ticketing stores, and vaccination
and appointment sites. Many of these sites require high user volume and they experience high traffic. We extensively test every
standard template, component, and product for performance and scale, but standard capabilities can be extended to build highly
customized experiences. Customizations, high user volume, and high traffic, and more can impact a site’s performance. Salesforce
offers a range of features focused on supporting performance and scale regardless of your site’s requirements.

Develop a Security Plan for Your Experience Cloud Site

Salesforce has various security settings and permissions you can use when you're building a site on the Experience Cloud platform.
Before you start creating a site, put together a security plan that can help you during the implementation.

Prepare to Promote Your Site and Measure Its Success

Your Experience Cloud site gives you a web presence and helps you connect your business to the people who need it—both inside
and outside your company. Generate excitement, awareness, and traffic for your site with a promotional plan, and consider how to
measure adoption of your site when it’s live.

SEE ALSO:

Video: Implementation Best Practices

Define Your Site Vision and Purpose

Experience Cloud makes it easy to build sites that deliver customer-first experiences—fast! But, EDITIONS

before you dive head-first into building your Experience Cloud site, pause fora moment to envision
the larger picture of what you want your site to accomplish. What is your website’s primary purpose?

Available in: both Salesforce
Classic (not available in all

Why Is This Important? orgs) and Lightning

Experience

When you're clear about your site’s purpose, you take a strategic approach to building and managing

your site. And then clarity about your target audience, conversion actions, goals, and measurements
naturally follow.

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

Your investment in this site goes beyond the resources used to build it. Your online presence is
typically the first impression of your business that your customers have. A clearly defined purpose
is the first step to building a meaningful website that adds value for you and your customers and partners.

Having a clearly defined site purpose also helps you:

Ensure all members of your team are aligned on the overall goals of the site.
Determine which framework and template best serve your needs.
Develop the design of your website, including the layout and which pages and features to include.

Set up your site for success when you plan your rollout and adoption framework.
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Experience Cloud Define Your Site Vision and Purpose

e Gather the right people to drive your site to fruition.

What Should You Keep in Mind?

Here are some considerations to help you craft your vision and purpose.

Review Your Objectives: Highlight which key elements of the business the site addresses. Does it lower costs, increase brand awareness,
or simplify operations? Are you creating a business flow, such as a registration process or an onboarding process? Here are some objective
ideas.

* Improve engagement: Give customers an easy way to interact with your organization whenever and wherever they are. They can
search for articles, ask questions, and get crowd-sourced answers.

e Provide self-service: Empower your customers to find solutions to customer-service issues on their own with access to your knowledge
base, your service agents, and peer-to-peer support. Provide access to their data in a member portal.

e Improve partner relationships: Collaborate on opportunities and deals to increase you and your partners’ revenue stream. Onboard
partners quickly by sharing content and training materials.

Consider the Use Cases: Use cases are foundational to your strategy and the user experience. Use cases can help you define, map out,
and prioritize how you want your customers to use the site. Define an initial set of use cases and align them with your business objectives.
Think of use cases in terms of a prioritization exercise. To get started, think about what's most important for your site to support the
experience you want to create. Then, prioritize the use cases by noting which are accelerated growth drivers, top-priority growth drivers,
tough wins, and efficiency drivers.

@ Example: Self-Service Portal Use Case

A self-service site is a place where you can help your customers help themselves. Here are some of the use cases for this type of
site.

e Account Management—Users can conveniently update their contact information, update their preferences, and sign up for
new services.

e Help Portal—Supply knowledge articles that aid in case deflection, customer satisfaction, and agent productivity. Use chatbots
or live agents to supply quick responses to questions.

e Support Portal—Provide easy access to customer support and the ability to create and track cases. Pair with a support knowledge
base so users can get answers quickly.

What's Next?

After you have a clear vision of where your site is headed and how to get there, you can fill in the blank in this question:

"

“The purpose of my site is to

Write down your vision and use it as your guiding light as you plan and prepare for site building. And now, full speed ahead to bring
your vision to life!

Find Out More

(B8 Experience Cloud Site Management Canvas Planning Tool
B Show Me How: Best Practices for Adoption in Your Sites

f—} Experience Cloud Site Strategy
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Experience Cloud

Learn About Experience Cloud Frameworks and Templates

Learn About Experience Cloud Frameworks and Templates

Select aframework and template as part of your site planning. The choices you make at the beginning
of your site creation process have long-term downstream implications. In particular, consider your
business objectives, your technical know-how, and the costs associated with each.

Why Is This Important?

You can build an Experience Cloud site using one of three frameworks: Lightning Web Runtime
(LWR), Aura, or Visualforce. Each framework supports different templates.

The LWR framework uses Lightning Web Components (LWC). LWC offers a platform for developers
to build components on a standardized web stack. The LWR framework with LWC creates
unparalleled performance and speed. LWR templates include Build Your Own (LWR) and Microsite
(LWR). To build a site using an LWR template, you need access to developer resources.

EDITIONS

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Aura uses a standardized Server-Side JavaScript framework, which helps developers build customizable components. But web practices
have changed, improved, and become even more standardized since Server-Side JavaScript's introduction in 2014, paving the way for
the evolution to LWR. Aura templates include Customer Service, Partner Central, Help Center, Build Your Own, and Customer Account
Portal. Aura templates are mostly low-code. Lightning web components and Aura components can coexist and interoperate on a page.

The Visualforce framework includes a tag-based markup language, similar to HTML, and a set of server-side “standard controllers” that
make basic database operations simple to perform. The Visualforce framework supports Salesforce Tabs + Visualforce sites. To create a

branded experience using Salesforce Tabs + Visualforce, you need access to developer resources.

Find Out More

(B8 Which Experience Cloud Template Should | Use?

B8] What Is the Enhanced Sites and Content Platform?

Learn More About Experience Cloud Licenses

Licenses are a gateway to authenticated access to your Experience Cloud sites. So one of the most
important steps when planning a site is selecting the right licenses for your use case. These licenses
grant access to Experience Cloud sites to customers and partners who can't otherwise log in to
your company's Salesforce org: External Identity, External Apps, Customer Community, Customer
Community Plus, Partner Community, and Channel Account. A Salesforce account executive can
help you understand the difference between the licenses, and help you decide the best ones for
your use case. Before that, let’s answer some basic questions first.

Why Is This Important?

Licenses are an investment for your business, so license selection is key. Along with profiles and
permission sets, licenses give your customers more or fewer permissions and access to items
displayed on your site.

EDITIONS

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

One way to look at your site’s relationship with licenses is to see it as an airplane. Each passenger has a different type of ticket (license),
and therefore, different levels of access. They're all on the same ride, but each passenger has a slightly different experience based on

how much their ticket cost.
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Experience Cloud Who Does What in Experience Cloud?

Customer Community Licenses get a basic pass, like an economy ticket. Customer Community Plus Licenses get more access, like a
business ticket. Partner Community Licenses? They get much more access, like a first-class ticket.

What Should You Keep in Mind?

When you're considering Experience Cloud licenses for your site, start with your site’s goals, and then find a license that aligns with them.
Define and prioritize your use cases and how they impact your company. After you define your site’s goals, the next step is to define the
different personas who can access the site. After you define your persona requirements, align the license for each persona. Each persona
and set of requirements can require different licenses.

Here are some questions to consider when choosing among the various license types. This list isn't exhaustive, but it's a good starting
point.

e Who are your site’s users?

e How many users do you expect to access your site?

e Areyour site's users logging in to the site to do something, or are they simply browsing and filling out the occasional form?
e How often do you expect users to log in to the site?

e What objects do you expect your users to access, and what type of access do they need, for example, read, write, edit?

e Do your users need access to reports and dashboards?

e Do your users need extra platform capabilities such as API calls, data, and file storage?

e What type of sharing do you want your users to be able to access?

e Do you want your customers or partners to manage their own accounts, such as adding new users for accounts they can access or
disabling users?

In Enterprise, Performance, and Unlimited editions, you can create up to 100 Experience Cloud sites without buying communities
licenses. However, you need licenses for some features in Experience Cloud to work. For example, to create sites using the Partner
Central template, you must purchase at least one Partner Community license.

Active, inactive, and preview sites, including Lightning Platform sites, count against this limit. Archived sites don't count against your
maximum limit.

Find Out More

(B8 Experience Cloud User Licenses

Who Does What in Experience Cloud?

Experience Cloud sites are typically not developed, designed, and maintained by a single person EDITIONS
because these tasks require different skills. Depending on the size of your company and scale of
your site, you could have some people handle several roles or a dedicated person for each role.

Available in: both Salesforce
Classic (not available in all
Why Is This Important? orgs) and Lightning
Experience
Experience Cloud accommodates many use cases and customization capabilities. When you create
a site, it's important to consider who has the necessary skills for each role to build your team.
Assigning a single person to manage all the different facets can become unmanageable if your site
is large or complex.

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

What Should You Keep in Mind?

Before you begin, consider the lifespan of a site and the required skills. First, you design and build the site and then create and add
content. You also promote, maintain, and grow the site. Each phase requires different skills that must be accounted for when you create
your site. Here’s our recommended implementation team and the skills they require. Keep in mind that a single person can fill many of
these roles in a small company.

Design and Build Roles and Skills

Solution Architect— Understands the fundamental structure of the site and how to create it.

Business Process Analyst— Understands the business requirements and how the site is used. The business analyst has deep knowledge
of your company, the problems to solve, and how your site plans to solve them.

Developer— Although many Experience Cloud features are point and click, when creating a more complex site, a developer trained
on the Salesforce platform can set up and customize your site more efficiently.

User Interface Designer— We offer many tools to customize the look and structure of your site, but without intuitive design they
often go to waste. Your designer must have a thorough understanding of web design and your target audience to get the most
value for your site.

User Experience Designer— Working with your Ul designer, the UX designer is the voice of the customer. A solid user experience
grounded in user research can improve the useability of your site.

Content Creation and Management Roles and Skills

QA Professional— Before you go live and whenever you update your site, test your changes carefully. It's helpful to have a fresh set
of eyes for quality checks. Make sure that the various user types have access to the correct things and that your setup has no security
vulnerabilities.

Content Manager— A single site often uses many different types of content, from images, to videos, to plain text. Make sure that
your content is up to date and ready for prime time. If you don't have someone managing your content, it's easy for your site to
become dated quickly.

Digital Engagement Manager— After your site is deployed and available to your users, you want someone to maintain it over time.
Make sure that your users are engaging with your content and each other with analytics tools and the moderation tile. Creating an
excellent site requires a significant amount of work, but maintaining your site after going live is the true key to success.

Find Out More
(B8 Managers, Moderators, and Admins Working Together

Best Practices for Adoption in Your Sites

Define Your Site Structure, Layout, and Design

After you consider your site’s vision and purpose and you're familiar with frameworks and templates, EDITIONS

you can plan your site’s structure, layout, and design.

Available in: both Salesforce

Why Is This Impor‘ron'r’? Classic (not available in all

orgs) and Lightning

Planning your site's structure, layout, and design before you begin building it helps you prioritize Experience
what to launch. You can narrow the scope of your site and set clear milestones for launching it. A

plan in place makes building your site faster and easier.

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions
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What Should You Keep in Mind?

User Experience:

Think of your site as a product that you design for your users. To find out what your users want and expect from your site, consider
conducting a user experience initiative that includes research and interviews. Integrate your findings with any personas and journeys
that you built, and then plan your site’s structure, layout, and design. If possible, involve user experience and user interface designers.

Structure and Information Architecture:

Your site’s structure depends on how you organize its information. Consider your users’ expectations and needs. What intuitive paths
can they take to find content? How can you organize the content to match these paths and make content easy to find? If you conducted
user experience research, refer to your findings.

Organize your planned site content into labeled categories. Labeled categories help you structure your site’s navigation system and
menu. Make the labels concise, meaningful, and not too broad or too specific. For example, you can group business location, hours of
operation, staff, and mission statement in a category labeled About Us. This category can become an item in your navigation menu. The
top-level categories that you come up with can become the top-level labels in your navigation menu. And then you can add informational
subcategories to each top-level menu.

Page Layout:

Using the categories you devised for your site structure, decide how to organize the pages and subpages that contain your content.
Title your pages intentionally and order them according to your information architecture so that users can easily find them through the
navigation menu or search. You can adjust your navigation as you develop pages. Make sure to match primary pages with top-level
menu categories, and match subpages with subcategories.

Begin to design your pages by using the Experience Cloud templates, which are preconfigured with page layouts. Available templates
include layouts designed for use cases such as hosting a partner website or help center, or providing customer service.

Customize your pages with content and features that are important to your users. For example, add sections to your site based on the
questions that came up the most for your customers during user experience research. To prioritize what your users need, work closely
with user experience and user interface designers, if possible.

You can define audiences and then associate them with page variations that you create and customize. Only the users in those audiences
can see page variations so that the content is personalized for them. For example, you define an audience as users who live on the West
Coast of the United States. Create a variation of your home page with photographs of the Pacific Ocean and coastal landscapes. Then
apply the West Coast audience to the page so that only those users can see it. Other users see the default page.

Page Structure and Components:

Consider the specific components and structure of each type of page. If possible, work with your user experience designers to create
wireframes—sketches of a page’s features and component configuration. You can solicit early feedback on your wireframes and ensure
that you're incorporating users’ needs as you design. You can also use one of our templates to sketch out a site in Experience Builder,
and have people look at the site in the builder in preview mode.

Some web design features are consistent and standardized. For example, page headers often include a company’s name or logo in the
top right, a search bar in the top left, and a menu bar across the middle. Users are familiar with these conventions, so keep them in mind
when you design.

Incorporate your brand. Consider where to place your organization name, and consider the colors, fonts, and images to employ. These
design components contribute to your brand image. Keep your branding consistent across pages and subpages, from your homepage,
to a forum, to an FAQ page, and more.

Find Out More

(B Manage Your Site’s Pages and Their Properties in Experience Builder
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Experience Cloud Map the Customer Journey and Drive Engagement

(B9 Edit Pages and Components in Experience Builder

(B Personalization with Audience Targeting in Aura Sites

Map the Customer Journey and Drive Engagement

You defined a site vision that aligns your site with your company's purpose. Now you want to design EDITIONS
a site experience that encourages users to visit your site and interact with your content. But to
promote customer engagement, you must first understand your customers’ needs and create Available in: both Salesforce
compelling content in to meet those needs. Classic (not available in all

orgs) and Lightning

Why Is This Important? Experience

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

Engagement describes just how involved your customers and partners are with your site. How often
do they visit the site? How long do they stay? What do they do on the site?

Improve customer engagement and satisfaction by understanding the customer experience. The
customer experience is a combination of two factors:

e User personas represent specific types of customers. Think of your personas as fictional characters with real-world responsibilities,
goals, and challenges.

e Customer journeys map how your customers use your products and services. Identify what your customers want to accomplish and
how they feel at each stage of their experience.

When you understand what your users need, you can design a site that helps them accomplish their goals.

O Tip: Asyou go through this process, define specific outcomes to measure success: improved customer retention, reduced support
costs, faster conversions, and so on. Then you can measure improvements as you make them.

What Should You Keep in Mind?

To begin mapping the customer journey, first develop the characteristics of your user personas. To start the process, answer some
questions.

e What roles do the top two or three users have?
e What are their responsibilities, challenges, goals, and motivations?
e What do they want to accomplish on your site?

You can then start asking some questions about the customer journey to detail the sequence of customers’ key activities on the site.
Where possible, seek input from your support, sales, and marketing teams.

e To meet their goals, what type of content do your customers need?

e Are customers looking at your content for informational or learning purposes?
e Are they accessing the site using desktop or mobile devices?

e What do they do when they access the site?

e Which interactions are most important?

Ideas for Promoting Engagement

Obviously, the best way to engage users is to have a site that meets their needs. Let's look at some examples.

18


https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US

Experience Cloud Plan Your Site’s Content Management Strategy

@ Example: Let's say you want to create a compelling product registration experience for new customers. Consider creating a
home page with a vivid product image in the background and a prominent call-to-action registration button. Provide links to
product information and customer testimonials.

@ Example: Ifyoursite is a self-service help portal, you want to create an experience that helps users solve a problem or learn more
about your product or services. In this case, to improve engagement, consider making the portal available from the home page
of your corporate website with an easily identifiable icon that links to the self-service portal. Also consider providing as much
publicly available self-service content as possible on your site. Because public, or unauthenticated, content is discoverable through
search engines, it encourages users to visit, stay, and explore your site. When they're on your site, consider guiding visitors to the
most relevant content with a quick-start topic or a search bar where they can enter key terms.

Plan Your Site’s Content Management Strategy

If you're like most organizations, you have a large amount of content, and you need a plan to create, EDITIONS
organize, and manage it. Get the right content in front of the right people at the right time with a
solid content strategy. Explore the various Salesforce offerings that provide content management
solutions for different scenarios.

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning

Why Is This Important? Experience

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

If you create content, you need a content strategy, or a plan for the types of content that you want
to create for your site. Define the business goals you want your content to achieve and identify the
content that best meets these goals. Also think about how you manage your content: how you

organize content assets, when and where to publish, and when to refresh or replace your content.

Being strategic about the content you create and deploy lets you extend the reach of your content, refines content workflows, and
improves customer interactions and experiences.

What Should You Keep in Mind?

Let’s take a quick look at what to consider when developing a strategy, and the Salesforce tools that can help you manage your content.
Develop a Content Strategy
e Plan—Identify your audience and goals.

- What do you want your content to do? For example, drive sales, build brand awareness, or promote engagement.

-~ How does your audience engage with content? What formats do they like, for what content?

e Audit—Understand where you are today. Take note of the resources you have and what's working (or not) right now.
-~ What content do you have for different stages of the customer journey?
—  What content can you reuse?
—  Where are there gaps?
- Isexisting content easy to find?

-~ What content management system (CMS) are you using? Is there just one, or do you need to coordinate multiple systems?

@ Note: Asyou plan and audit, you're likely to find that your content falls into categories such as:

-~ Customer-facing content: Blog posts, social media posts, and so on
- Digital assets for branding and web design

- Help and support documentation, knowledge articles
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- Internal documents: Sales decks, spec sheets, market research

Map—Define customer journeys. Consider how you sequence information for maximum customer benefit.

How is your content linked together?

What is the customer experience like across various channels?

Build—Build the right content and define your processes.

What types of content do you need?

How can you plan for content reuse?

How are you organizing content and managing versions?
How do you store resources and assets?

How often do you plan on updating your content?

Activate—Distribute content to the right audiences and channels.

How can you put your content where your audience is?
Do you have an editorial calendar? A social media calendar?
How can you drive people to the content that you're creating?

How do you manage content lifecycles?

Measure—You know what they say: if you want to manage it, measure it.

What metrics can you use for different content types? For example, visitor counts, likes, search traffic, or downloads.
Which content is turning into leads, sales, or closed deals?
What reports are you running, at what cadence?

How can you continue to optimize over time?

Salesforce Content Management Tools

Here are some Salesforce tools that can help you with a variety of content scenarios.

Salesforce CMS—-Our hybrid CMS system lets you author and maintain all your experience-related content inside Salesforce, then
serve that content anywhere, inside or outside Salesforce. Your teams can create content in a centralized location and distribute it
either to a Salesforce-powered experience (built with Experience Builder or Commerce Page Designer) or to another system.

Create, manage, and reuse articles, news, blogs, banners, and images from a central location.
Use our headless APIs to deliver content to a third-party site, experience, or mobile app.
Organize content into workspaces and provide control over who can create and access content.
Create collections and use topics to organize content.

Support multiple languages.

CMS Connect—Using a CMS other than Salesforce? No problem! Embed content from an external CMS into your Experience Builder
site for branding consistency, reuse of material, and ease of maintenance.

Salesforce Files and Libraries—Salesforce Files and Libraries provide a system for organizing, sharing, and controlling access to
content within Salesforce. When you share Salesforce Files with related records, you can keep your documents with your CRM data
and carry access control over, too.

Store files privately or share with records, groups, or users.

Set access permissions to reflect the record’s access settings and configure security settings for file upload and download.
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- Use content deliveries and public links to share documents with people outside your organization.

-~ See and organize document versions.

- Use Libraries to organize your files into folders and control access to libraries.

- Store headers and logo images inside Salesforce as asset files, which can be used for components or Experience Cloud sites.

e Salesforce Knowledge—A knowledge base is a collection of articles with information about your products and services. This self-service
model improves customer satisfaction while deflecting cases, lowering costs, and increasing support agent productivity.

Write, edit, publish, and archive articles from one system.

— Provide information to internal, partner, customer, or public audiences.
— Control access to articles based on permissions.

— Provide support articles in multiple languages.

- Includes version control and version comparison.

- Set up approval processes for quality control.

- (Classify and find articles using topics and data categories.

- Extend functionality with Apex code.

Find Out More

Developing a robust strategic content strategy can be a fairly involved process, but we have a couple of excellent guides to help you
through it.

f—} Content Strategy Development

2 Content Operations and Management
(88 Salesforce CMS

(RN CMS Developer Guide

(B8 Create, Share, and Organize Files

(RN Salesforce Knowledge

Plan a Mobile Strategy for Your Site

Over half of customer interactions happen over mobile devices. So having a mobile-responsive site EDITIONS
isn't an option anymore, it's a necessity. Before you create a mobile site, ask these questions to help
solidify your mobile strategy.

Available in: both Salesforce
Classic (not available in all

What Should You Keep in Mind? orgs) and Lightning
Experience

Use these questions as a starting point to help you focus.
a 9P Py Available in: Enterprise,

e What is the main goal of your mobile app? Performance, Unlimited,
e Who is the main audience for your app? and Developer Editions

e What micro moments are you creating for your customers and partners?
e What resources does your new mobile app require?

e Do you need just a mobile site, or do you want a mobile app distributed through the App Store or Google Play?
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Performance and Scale of Your Experience Cloud Site

e Do you want to enrich your mobile experience with native capabilities, such as push notifications and biometric login?

e How well can your site work on slow network connections?

e How can you adjust your site design to account for smaller screens on mobile devices?

Find Out More

(B8 Mobile Publisher for Experience Cloud

Performance and Scale of Your Experience Cloud Site

With Experience Cloud, you can build a wide range of business-to-consumer (B2C) and
business-to-business (B2B) applications. Examples include help forums, self-service portals, partner
and channel websites, commerce and ticketing stores, and vaccination and appointment sites.
Many of these sites require high user volume and they experience high traffic. We extensively test
every standard template, component, and product for performance and scale, but standard
capabilities can be extended to build highly customized experiences. Customizations, high user
volume, and high traffic, and more can impact a site’s performance. Salesforce offers a range of
features focused on supporting performance and scale regardless of your site’s requirements.

For some sites, we suggest enabling performance and scale optimizations to ensure that your site
meets your performance needs. Work with your Salesforce representative to identify whether your
site requires further configurations.

Why You Should Evaluate Your Site

EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: LWR and Aura
sites

Site patterns determine which performance optimization tools are most beneficial. Do site visitors view or create content? Does your
site support a high volume of users or a high amount of traffic? Does your site use many roles? Salesforce has created performance tools

to address the impact of these different site patterns and more.

For examples of Experience Cloud site types and the traffic and transaction patterns most likely to affect performance, see Which

Performance Tools Do | Need Based on My Experience Cloud Site?

What Should You Keep in Mind?

Consider using performance tools if your site has these attributes.
® You expect a large number of site users

e You expect a high amount of traffic or transactions

e Your site requires many roles

e You're customizing the standard Salesforce experience

e You're using additional services at scale

How Can You Improve Performance and Scale?

This table outlines the issues most likely to affect site performance and scale and shows the tools to use.
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Experience Cloud Performance and Scale of Your Experience Cloud Site

Opfimizaion  Content  Experience  Account | HghVdume Lightning Apex Progressve  Page Scale
Tools Delivery  Cloud Role Creation Web Caching rendering Optimizer Testing

Network License  Opfimzaion Using Runtime
(CDN) for Type (ARO) MooBtig  (LWR)
Digital

Bxperienass

Performance Impact

High
volume of
users

High traffic
Heavy

transaction
load

Many roles
Heavy

Customizations

Additional
Services

used at

scale

Find Out More

Serve Your Experience Cloud Site with the Salesforce Content Delivery Network (CDN)
Experience Cloud User Licenses

Account Role Optimization

High-Volume Creation Using Micro-Batching

LWR Sites for Experience Cloud

Progressive Rendering

Page Optimizer

EEEEEEEE

Apex Caching on Salesforce CDN for Digital Experiences
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Develop a Security Plan for Your Experience Cloud Site

Salesforce has various security settings and permissions you can use when you're building a site EDITIONS

on the Experience Cloud platform. Before you start creating a site, put together a security plan that
can help you during the implementation.

Available in: both Salesforce
Classic (not available in all

Why Is This Important? orgs) and Lightning

Experience

The security of the data you store in Salesforce is critical to the integrity of your business. Beyond

data, security includes authentication, public unauthenticated access, and cookie management.

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

What Should You Keep in Mind?

Making a detailed and specific plan for your data security needs is an essential step to creating a safe and secure site for your customers
and partners. Ask these questions before you start your implementation.

Data Security and Encryption:

How much access to different objects in Salesforce do you want to give to your site’s users?

Is this access different for authenticated users versus unauthenticated users?

What external organization-wide sharing settings do you need so you can restrict the default access level for an object’s records?
What field-level security settings do you need so that you can restrict users from seeing certain fields?

What object permissions must you specify for users to create, read, edit, and delete records for each object?

Do you want to encrypt data elements, such as standard or custom fields or files?

Does your Salesforce org already have an encryption policy for its internal users?

Access:

Do you want your users to sign in to the site, only browse as guest users, or both?
Which default object permissions, if any, do you want to apply to the guest user profile?
Which system permissions do you want to remove from the guest user profile?

Which Visualforce pages and Apex controllers do your guest users need access to?

Do you want guest users to see other members of your site?

Do you want to use nicknames to protect the identity of your site’s members?

Authentication:

Do you want your users to self-register?
Do you want site users to authenticate using an external identity provider (single sign-on)?
Do you need configurations for third-party authentication providers, such as Facebook or LinkedIn?

Do you want to build integrations between your site and custom branded apps, such as mobile or desktop apps?

Cookies:

Do you need end-user cookie consent management?

Find Out More

B Who Sees What in Experience Cloud

B4 Show Me How: External Sharing
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Experience Cloud Prepare to Promote Your Site and Measure Its Success

Trailhead: Protect Your Salesforce Data
Trailhead: Share CRM Data with Your Partners
Show Me How: Single Sign-on

Show Me How: Self Registration

Show Me How: Cookie Consent Management

ErRREDHDHD

Develop Secure Sites: Authenticated and Guest Users

Prepare to Promote Your Site and Measure Its Success

Your Experience Cloud site gives you a web presence and helps you connect your business to the EDITIONS
people who need it—both inside and outside your company. Generate excitement, awareness,
and traffic for your site with a promotional plan, and consider how to measure adoption of your
site when it’s live.

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning

Why Is This Important? Experience

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

You want to create a good site that creates value for your business and your customers. Start by
having a solid plan for site rollout and measuring what success looks like for your company.

First define your site purpose and vision and map the customer journey and drive engagement.

What Should You Keep in Mind?

All your hard work to plan and build your site culminates with a site launch! When you plan for a successful site rollout, consider how
to:

e Promote your site internally and externally.
e Measure adoption success based on key performance indicators and business goals.
Promote:

Get the word out to your internal audience and external customers when your site goes live or has new offerings. A promotional plan
helps you gather your thoughts, tie back to your site vision and purpose, and prepare for communicating the growth of your site over
time.

Create a promotional and marketing plan for every phase of growth.

e Generate excitement and promote your site internally by letting employees know that you're launching.

e Useexisting promotional channels such as other websites, social media, Slack, YouTube, and email to communicate with customers.
e (Consider creating a 2-3 minute video to generate excitement and direct traffic to your site.

Measure:

As part of your engagement and adoption planning, think about how you can measure success.

e (Choose success metrics that are important to your site’s purpose and tie them to your overall business goals and key performance
indicators.

e Think about which business processes are important and what you're looking to improve.

e Consider how to measure your return on investment with Salesforce or third-party analytics tools.

Define how to measure success for your business and use case. Here are some examples of use cases.
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e Foraself-service help portal, success could include an increase in site traffic along with a decrease in customer service calls and
support costs.

e Foranaccount management portal, measure how many new customers sign up and how many customers you retain within a time.

e (Consider asking your site visitors to periodically take a customer satisfaction (CSAT) survey. Ask them directly how they feel about
your site, and evaluate the responses and scores over time to identify trends.

Check out this video to learn more about promoting your site, and measuring its success.

Bd Watch a video

Find Out More

B Show Me How: Best Practices for Adoption in Your Sites (English Only)

Set Up and Configure Your Org for Experience Cloud Sites

Before setting up your first Experience Cloud site, complete a few tasks in Salesforce Setup to prepare EDITIONS
your org for customer- and partner-facing sites. From enabling digital experiences to selecting the
correct org settings, we've got you covered! The steps you take when preparing your org for

Available in: Salesforce

Experience Cloud sites are the same you take when setting up sites for Commerce Cloud, Financial Classic (not available in all
Services Cloud, Health Cloud, and Work.com. orgs) and Lightning
Experience
Enable Digital Experiences Available in: Enterprise,
Enabling digital experiences is the first step to creating an Experience Cloud site, whether you're Performance, Unlimited,
building a community, portal, help center, or website. You also need to enable digital experiences and Developer Editions

when setting up Commerce Cloud, Financial Services Cloud, Health Cloud, and Work.com. )
Applies to: LWR, Aura, and

Configure Digital Experiences Settings Visualforce sites
Manage settings that apply to all sites built on Experience Cloud.

Configure a Custom Domain for Your Experience Cloud Site

To provide a branded experience for users who access your external-facing Salesforce content, serve your Experience Cloud sites on
a domain that you own. With a custom domain, your users access your external-facing Experience Cloud site and its functionality
through your branded URL, such as https://www.example.com. Also, with the many-to-many relationship between sites and custom
domains, you can serve your external-facing content to meet your branding needs. For example, you can serve content from multiple
Experience Cloud sites on one parent website, or serve multiple sites on one domain through custom paths. Because you can serve
multiple sites on one domain, custom domains simplify the management of your domains and your corresponding network allowlists.
And even if your Salesforce-hosted site URL changes due to a My Domain change, your custom domain remains constant, reducing
the number of updates required.

Find Your Way Around Experience Workspaces

Experience Workspaces is your one-stop shop for building, setting up, and monitoring your Experience Cloud site. Access Builder
and Administration workspaces to manage your site’s setup and branding. Community managers can view dashboards for groups,
members, feed activity, and license usage, and manage the community's reputation system. Moderators can see which items have
been flagged for review.

Administer Your Experience Cloud Site

After creating your Experience Cloud site, take care of administrative tasks such as adding members, securing your data, defining
what records are shown in your site and to whom, and enabling other features such as SEO.
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Experience Cloud

Access Experience Cloud Sites in the Salesforce Mobile App

Enable Digital Experiences

Accessing Experience Cloud sites from the Salesforce mobile app depends on several factors, including the type of template used

to create the site and the licenses and permissions of site users.

Enable Other Salesforce Features in Experience Cloud Sites

Experience Cloud offers a platform to expose Salesforce features and functionality to site members. For example, enable Salesforce
Knowledge so customers can view knowledge articles in your site. Enable case feeds to facilitate discussions over customer cases.

There's also Chatter Questions, direct messages, Question-to-Case, and field service data.

Enable Digital Experiences

Enabling digital experiences is the first step to creating an Experience Cloud site, whether you're
building a community, portal, help center, or website. You also need to enable digital experiences
when setting up Commerce Cloud, Financial Services Cloud, Health Cloud, and Work.com.

@ Note: After you enable digital experiences, you can't disable it. If your org’s access to
Experience Cloud is suspended for non-payment, all your sites are deactivated, including the
ones in Preview. When Experience Cloud is re-enabled, all sites are inactive. You can activate
them, but you can't return to the Preview state.

1. From Setup, enter Digital Experiences inthe Quick Find box, then select Digital
Experiences > Settings.

2. Select Enable Digital Experiences.
Your digital experiences domain is shown. It includes your My Domain name in the format
MyDomainName.my.site.com for production orgs.

3. C(lick Save.

O Warning: In Salesforce orgs created before February 8, 2024, enabling digital experiences
/ automatically extends access to external members. Records previously accessible to Roles
and Subordinates are available to Roles, Internal and Portal Subordinates. Opening up
access to the site and portal subordinates could expose your org’s data to external users.
To secure your sites, use the Convert External User Access Wizard to help ensure that no
records or folders are shared with external users. For more information, see Use the Convert
External User Access Wizard.

In orgs created on February 8, 2024 or later, access is secure by default. Records shared
with the Roles and Internal Subordinates group through sharing rules or other mechanisms
remain accessible only to internal users.

If you have the Create and Set Up Experiences permission, you can now create experiences.

EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: LWR, Aura, and
Visualforce sites

USER PERMISSIONS

To enable digital
experiences:

e Customize Application

® In Experience Builder sites and Lightning Experience, the App Launcher lets members switch between their Salesforce org and

experiences that they're a member of.
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Experience Cloud

Configure Digital Experiences Settings

e In Salesforce Tabs + Visualforce sites and Salesforce Classic, the global header lets users switch between their Salesforce org and

experiences that they're a member of.

SEE ALSO:

Can I use the same domain name for my Salesforce Sites and my Experience Cloud Sites?

Who Can See What in Experience Cloud Sites

Enable the Global Header for Salesforce Tabs + Visualforce Sites

Enable the App Launcher in Experience Builder Sites

Configure Digital Experiences Settings

Manage settings that apply to all sites built on Experience Cloud.

1. From Setup, enter Digital Experiences inthe Quick Find box, then click Digital

Experiences > Settings.

2. Make your changes and save.

Setting
Experience Management

Enable Experience Workspaces

Assign new records created by guest users to
the default owner

Display warning for unsupported browsers

Enable ExperienceBundle Metadata API

Role and User Settings

Number of customer roles

Number of partner roles

Description

Use Experience Workspaces to manage your
sites. This setting is on by default, but you can
disable it.

When enabled, all new records created by guest
users are assigned to a default record owner. If
no default record owner is chosen, the default
record owner is the site’s owner.

When enabled, users are asked to update or
switch browsers when they access an Aura site
with an unsupported browser. Display warnings
are available by default in Lightning Web
Runtime (LWR) sites.

Provides access to the ExperienceBundle
Metadata API, which allows text-based
programmatic migration and creation of Aura
sites. LWR sites use ExperienceBundle by default.

You can have up to three roles. If you specify
one customer role and then decide to increase
the number of roles later, the increased number
of roles isn't applied to existing customer
accounts.

When you enable the first external user on a
partner account, a user role hierarchy is created
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USER PERMISSIONS

To change digital
experience settings:

e Customize Application
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Experience Cloud

Setting

Allow editing of the Partner Account field on opportunities and
leads

Enable Partner Super User Access

Enable report options for external users

Let customer users access notes and attachments

Allow customer users to change case statuses

Allow users to see contacts that haven't been enabled for partner
or customer accounts

Require unique usernames for partners in this org

Allow using standard external profiles for self-registration, user
creation, and login

Hide first and last name fields in SOAP API for site users, when
making API calls from within a site with nicknames enabled

Hide badges from guest users in Experience Builder sites

Moderation Rule Settings

Configure Digital Experiences Settings

Description

forthat account. The three roles are Partner User, Partner Manager,
and Partner Executive. The role hierarchy rolls up to the account
owner (typically, the channel manager). When you create contacts
on the partner account and convert them to external users, assign
one of these roles to them.

If you specify one partner role and then decide to increase the
number of roles later, the increased number of roles isn't applied
to existing partner accounts.

Select to allow partner users to edit the Partner Account field.

Granting super user access to users with Partner Community
licenses lets them access more data and records, regardless of
sharing rules and org-wide defaults. Super users can access data
owned by other site users who have the same role or a role below
them. Super user access applies only to cases, leads, custom objects,
and opportunities. External users have access to these objects only
if you expose them using profiles or sharing and add the tabs to
the portal.

Select this option to give external users with Partner Community
or Customer Community Plus licenses and the “Run Reports”
permission, access to report options on the run report page.

Select to let customer users access notes and attachments on
accounts and contacts.

Let users with Customer Community Plus licenses change their
case status in Visualforce sites.

Let users see contacts from private accounts that they have read
access to when the contact is associated with the parent record
of their own contact record.

Orgs created after Winter '19 automatically contain username
uniqueness at the org level.

Each external license type is associated with a default profile in the
org. Enable this setting to let external users self-register and log in
with the default external profile. Salesforce best practice is to clone
the default profile and add all the permissions needed to the cloned
profile.

This setting applies to SOAP APl when used in an Aura controller
that is invoked from a Lightning component on an Experience
Cloud site.

Hide badges used in gamification from guest users in Aura sites.

29


https://help.salesforce.com/s/articleView?id=sf.networks_partner_username_uniqueness.htm&language=en_US

Experience Cloud

Setting

Moderation applies to all feed posts regardless of where they are
visible

Moderation rules can be configured for internal users’ feed posts
on records

Salesforce Mobile Settings for Experiences

Support links to Visualforce pages from site pages made using
Visualforce in the mobile app

New User Email Settings

Link expires in [x] days

Account Relationship Settings

Enable Account Relationships

External Account Hierarchy Settings

Enable External Account Hierarchy

Embedded Login

Apply Login Page Type to Embedded Login

Block Redirect to Unknown URL

Sharing Sets
Create a sharing set
Convert Site Member Access

Convert Site Member Access

Configure Digital Experiences Settings

Description

Apply moderation flags and rules to all feed posts, including those
visible across multiple sites. When this setting is disabled,
moderation applies only to site-specific feed posts.

Apply moderation rules to internal users’ feed posts on records
that might be visible across multiple sites.

Keep the Apex prefix in Experience Cloud site URLs so links between
Visualforce pages resolve in Salesforce. Enabling this setting keeps
the Apex prefix in all of your Experience Cloud site URLs.

Select how many days you'd like an activation email to remain
active.

Enable to show Account Relationship objects and their associated
sharing rules. After you enable this option, you can't disable it in
your org.

Enable to show External Account Hierarchy objects. After you
enable this option, you can't disable it in your org.

Applies the site’s login page type (default, Login Discovery,
Experience Builder, or Visualforce) to its Embedded Login
implementations.

For the site’s Embedded Login implementations, blocks redirects
to unknown URLs that are provided in the state parameter of the
OAuth response. Redirects are allowed only when the URL is in the
same host or domain as the site or is allow-listed in the Embedded
Login salesforce-allowed-domains meta tag.
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Grant Super User Access to a Partner User

Partner super users can get insights into the records of other partner users who are at their role level or below them in the account
role hierarchy. Super users can access records according to their level of permissions. For example, if a manager with full access to
casesis granted Super User Access, then they can view and edit cases of other managers and their direct reports. A different manager
who has read-only access to cases can only view the cases of other managers and their direct reports, even as a Super User.

Grant Portal Super User Access to Customer Users
Enable portal super user access so that users with Customer Community Plus licenses in your sites can access more records and data.

Create a Sharing Set for Experience Cloud Site Users

Give Experience Cloud site users access to records using sharing sets. A sharing set grants site users access to any record associated
with an account or contact that matches the user’s account or contact. You can grant access to records via access mapping, which
defines access for each object in the sharing set. Access mappings support indirect lookups from the user and target record to the
account or contact. For example, grant site users access to all cases related to an account that's identified on the user’s contact
records. A sharing set applies across all sites that a user is a member of. Record access granted to users via a sharing setisn't extended
to their superiors in the role hierarchy.

External Account Hierarchies Considerations

Account records owned by users with roles in child accounts that are part of an external account hierarchy share data with the parent
accounts in that hierarchy.

Use the Convert External User Access Wizard

In Salesforce orgs created before February 8, 2024, when you enable digital experiences, records previously accessible to Roles and
Subordinates become available to Roles, Internal and Portal Subordinates. You can use the Convert External User Access wizard to
not share records or folders with external users.

Grant Super User Access to a Partner User

Partner super users can get insights into the records of other partner users who are at their role EDITIONS
level or below them in the account role hierarchy. Super users can access records according to their
level of permissions. For example, if a manager with full access to cases is granted Super User Access, Available in: Salesforce
then they can view and edit cases of other managers and their direct reports. A different manager Classic (not available in all
who has read-only access to cases can only view the cases of other managers and their direct orgs) and Lightning
reports, even as a Super User. Experience

A few things to consider before you grant super user access to users. Available in: Enterprise

e Selectthe Enable Partner Super User Access setting in your Digital Experience settings before Performance, Unlimited,
granting access to individual partner users. To disable super user access, deselect Enable and Developer Editions
Partner Super User Access. If you re-enable this feature, all users who were assigned super

. i Applies to: LWR, Aura, and
user access previously get super user access again.

Visualforce sites
e Partner super user access applies only to cases, leads, custom objects, and opportunities.

e Partner super users have access based on their user permissions. USER PERMISSIONS

Partner Super Users with Role Can Access Data Owned By or Shared With
To enable Partner Super

i ) User Access:
Partner Executive — All partner users and partner super users in the ) -
e Customize Application

same role

— Manager and User roles below them in the
hierarchy
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2.
3.

Partner Super Users with Role Can Access Data Owned By or Shared With

Partner Manager — Al partner users and partner super users in the same role

- User roles below them in the hierarchy

Partner User All partner users and partner super users in the same role (User roles only)

Use this information to grant super user access to users with Partner Community licenses.
View the contact record for the user on the partner account.
If you're using Salesforce Classic, click Manage External Account, then choose Enable Super User Access, and click OK.

If you're using Lightning Experience, click the dropdown menu and select Enable Super User Access.

You can grant Portal Super User access to users with Customer Community Plus licenses.

Grant Portal Super User Access to Customer Users

Enable portal super user access so that users with Customer Community Plus licenses in your sites can access more records and data.

The Portal Super User permission lets users with the Customer Community Plus license do the following on your accounts:

View, edit, and transfer cases to other Customer Community license users
Create cases for contacts

View and edit all contacts, whether communities-related or not

View account details when they're the contact on a case

Run reports on all contacts, whether portal enabled or not

@ Note: Requires Reports tab to be added to your site and the Run Reports permission.

@ Note: You can give users with Partner Community licenses Partner Super User access on page 31 directly from their contact

record, giving more access to more objects to partner users.

Add the Portal Super User permission to a permission set and assign it to Customer Community Plus users. The permission set gives
Customer Community Plus users access to their account and view and edit permission on the account cases and contacts without
permission to manage other external users. When Customer Community Plus users with the Portal Super User permission create contacts,
the ownership of those contacts defaults to the channel manager associated with the user's account.

1.

2
3
4.
5

From Setup, enter Permission Sets inthe Quick Find box, then select Permission Sets.
Either create or clone a permission set.

In the App Permissions section, add the Portal Super User permission.

Click Save.

Assign the permission set to your Customer Community Plus users by clicking Manage Assignments and then adding the appropriate
users.
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Create a Sharing Set for Experience Cloud Site Users

Give Experience Cloud site users access to records using sharing sets. A sharing set grants site users
access to any record associated with an account or contact that matches the user’s account or
contact. You can grant access to records via access mapping, which defines access for each object
in the sharing set. Access mappings support indirect lookups from the user and target record to
the account or contact. For example, grant site users access to all cases related to an account that's
identified on the user's contact records. A sharing set applies across all sites that a user is a member
of. Record access granted to users via a sharing set isn't extended to their superiors in the role
hierarchy.

1.

From Setup, enter Digital Experiences inthe Quick Find box, then select Digital
Experiences > Settings.

In the Sharing Sets related list, click New to create a sharing set, or click Edit to edit a sharing
set.

In the Sharing Set Edit page, fillin the Label and Sharing Set Name fields. Label is the sharing
set label as it appears on the user interface. Sharing Set Name is the unique name used by
the API.

Enter a description.

Select the profiles of the users to whom you want to provide access.

@ Note: You can have one sharing set per profile only.

Select the objects you want to grant access to. You can use sharing sets with these objects.

Configure Digital Experiences Settings

EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: LWR, Aura, and
Visualforce sites

USER PERMISSIONS

To create or update sharing
sets:

e Customize Application

e Account (Account sharing sets can control access to Contract, Entitlement, and Orderltem objects.)

e AdvAccountForecastFact

e AdvAcctForecastSetPartner

e AntiCorruptionInitSum

e Assessment

e AssessmentQuestion

e AssessmentQuestionAssignment
e AssessmentQuestionResponse
e AssessmentQuestionSet

e Asset

e AuthApplicationAsset

e AuthApplicationPlace

e AuthlocationAccessSchedule
e Award

e BusinesslLicense

e BusinessLicenseApplication

e BusinessMilestone

e BusRegAuthTypeDependency
e (Campaign

e (ase
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e (laim

e (laimCoverage

e (laimRecoveryDocumentEnvelope
e CommissionSchedule

e ComplaintCase

e Contact

e CourseOffering

e (ourtAction

e Custom Objects

e CustomerProperty

e DisclsReportingPeriod

e DivrsEquitylnclSum

e DocumentTemplate

e DocumentTemplateClause
e EconomicPerformanceSum
e EmpBenefitSummary

e EmployeeDemographicSum
e EmployeeDevelopmentSum
e EnrolleeBenefit

e Examination

e FinancialDeal

e FinancialDealParty

e FinancialDealProduct

e FulfillmentOrder

e GeneratedDocument

e GoalDefinition

e GovtFinancialAsstSum

e Individual

e IndividualApplication

e InfoAuthorizationRequest

e InsurancePolicy

® |Interaction

e InteractionSummary

e Knowledge (Sharing for Knowledge is available only when the Knowledge standard sharing org preference is enabled.)
e Lead (Contact Salesforce Customer Support to enable.)
e LoyaltyProgramPartner

e MfgProgramCpntFrcstFact

e MfgProgramForecastFact

e MfgProgramVariantFrcstFact
e MultipartylnfoAuthRequest
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e OmniProcessAsmtQuestionVer
e Opportunity

e Order

e OrderSummary

e OrglncidentSummary

e PartnerFundAllocation

e PartnerFundClaim

e PartnerFundRequest

e PartnerMarketingBudget
e Partylncome

e PaymentRequest

e PersonEducation

e PersonExamination

e PersonLifeEvent

e Polygon

e PreliminaryApplicationRef
e Processkxception

e Producer

e ProducerCommission

e PublicComplaint

e PublicProgram

e RebateMemberProductAggregate
e RebateProgram

e RebateProgramMember

e RecordAlert

e RegulatoryCodeViolation
e RegulatoryTrxnFee

e RevenueTransactionErrorLog
e SalesAgreement

e SecuritiesHolding

e ServiceAppointment

e ServiceContract

e SocialContributionSum

e TaxDisclosureSummary

e TrainingCourseParticipant
e TrCourse

e UnitOfMeasureConversion
o User

e WorkOrder

e WorkerCompCoverageClass
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The Available Objects list excludes:
e Objects with an org-wide sharing setting of Public Read/Write

e Custom objects that don't have an account or contact lookup field

@ Nofte: Sharing sets for contacts, cases, and opportunities don't automatically grant access to these objects’ parent accounts.
To grant access, include the account in the sharing set as well.

7. Inthe Configure Access section, click Set Up or Edit next to an object name to configure access for the selected profiles, or click Del
to remove access settings for an object.

@ Nofte: Objects with Set Up in the Action column aren't configured for high-volume user access. Until you configure an object,
high-volume users have limited or no access to its records.

8. Grantaccess based on an account or contact lookup.

e Todetermine the account or contact lookup on the user, select a value in the User dropdown list.
e Todetermine the account or contact lookup on the target object, select a value in the Target Object field.

For example, to grant access to all cases associated with an account identified on the user's contact record, select
Contact.Account andthen Account.

If you created a user from a contact to multiple accounts, you can grant access to all records with a lookup to any accounts related
to that contact. Select Contact.RelatedAccount and Account respectively, and make sure that the relevant
account-contact relationships are active.

@ Note: Both selected fields must point to either an account or contact. For example, Contact.Account and
Entitlement.Account both pointtoanaccount.

9. Choose an access level of Read Only or Read/Write. (If the object's organization-wide sharing setting is Public Read Only, then only
Read/Write is available.)

10. Click Update, then click Save.

After creating a sharing set, create share groups to give internal users access to records created by high-volume site users.
@ Nofte: Share groups functionality isn't available to users with Customer Community Plus and Partner Community licenses.
Learn more about site-specific sharing in this video.

B¢ Watch avideo

Use Share Groups to Share Records Owned by High-Volume Experience Cloud Site Users

Share groups allow you to share records owned by high-volume Experience Cloud site users with authenticated internal and external
users.
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Use Share Groups to Share Records Owned by High-Volume Experience Cloud Site Users

Share groups allow you to share records owned by high-volume Experience Cloud site users with

authenticated internal and external users.

High-volume users are limited-access Experience Cloud site users, intended for orgs with many Available in: both Salesforce
thousands to millions of external users. Because high-volume users don't have roles, performance Classic (not available in all
issues associated with role hierarchy calculations are eliminated. Use a share group to share records orgs) and Lightning

owned by high-volume site users. Experience

@ Note: You can't use share groups to share records owned by high-volume users with guest Available in: Enterprise,

Share groups apply across Experience Cloud sites and are associated with sharing sets.

Let’s look at a quick video that describes how share groups work: Who Sees What in Communities:

Performance, Unlimited,

users. Instead, use guest user sharing rules. See Create Guest User Sharing Rules in Salesforce o
and Developer Editions

Help for more information.

USER PERMISSIONS

Community-Specific Sharing. To share records owned by

To set up share groups:

1.

high-volume Experience
Cloud site users to other
From Setup, enter Settings inthe Quick Find box, then select Digital Experiences > users:

Settings. e Customize Application
Click the name of the sharing set you want to associate your new share group.

Click the Share Group Settings tab.

Click Activate to turn on the share group.

Activating the share group can take a while. You receive an email when the process finishes.

@ Nofte: Deactivating a share group removes all other users' access to records owned by high-volume users. An email isn't sent
to you when the deactivation process finishes.

. Click Edit to add users to the share group. You can add both internal users from your org as well as external users from the same

parent account as the high-volume user.

a. From the Search dropdown, select the type of member to add.

b. If you don't see the member you want to add, enter keywords in the search box and click Find.
¢. Select members from the Available Members box, and click Add to add them to the group.

d. Click Save.
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Experience Cloud

External Account Hierarchies Considerations

Account records owned by users with roles in child accounts that are part of an external account
hierarchy share data with the parent accounts in that hierarchy.

@ Note: This feature is available in orgs with Partner or Customer Community Plus licenses.

When using an external account hierarchy, be aware of these considerations:

Child account data is shared with the highest role at each level within the external account
hierarchy.

If Grant Access Using Hierarchies is enabled on a custom object, data shared with or owned by
users is visible to the roles above those users. If Grant Access Using Hierarchies is disabled, data
shared with or owned by a user isn't visible to users in roles above them.

You can add up to five hierarchical levels in an external account hierarchy. Contact your Salesforce
account executive if you need more levels.

You can use an external account hierarchy only for business accounts, not person accounts.
External account hierarchies are incompatible with account role optimization (ARO).

Internal owners of child accounts that participate in an external account hierarchy can‘t manage
external users in the account that they own. They lose access to the records owned by those
users.

Accounts used in an external account hierarchy can't be merged with another account.

Configure Digital Experiences Settings

EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: LWR, Aura, and
Visualforce sites

USER PERMISSIONS

To change digital
experience settings:

e Customize Application

An external account hierarchy must have at least one role. If a user attempts to delete the last role in an account that belongs to an

external account hierarchy, the user gets an error.

The hierarchy can contain either a partner account or a customer account, but not both.

You can't use a customer or partner account in more than one active external account hierarchy.

You can have up to 100,000 external account hierarchy records per org.

Use the Convert External User Access Wizard

In Salesforce orgs created before February 8, 2024, when you enable digital experiences, records
previously accessible to Roles and Subordinates become available to Roles, Internal and Portal
Subordinates. You can use the Convert External User Access wizard to not share records or folders
with external users.

@ Note: Inorgs created on February 8, 2024 or later, records shared with the Roles and Internal

Subordinates group through sharing rules or other mechanisms remain accessible only to
internal users. You aren't required to use the Convert External User Access Wizard to secure
access.

From Setup, in the Quick Find box, enter Digital Experiences,andthenselect Digital
Experiences > Settings.

Click the Convert Site Member Access link.

Select the checkboxes next to the sharing rules that you want to convert to Roles and Internal
Subordinates. If there are no sharing rules to convert but you want to convert the access level
for folders, proceed to the following step.

Click Next.
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Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: LWR, Aura, and
Visualforce sites

USER PERMISSIONS

To use the Convert External
User Access Wizard:

e Customize Application
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5. Select the checkboxes next to the folders whose access levels you want to change to Roles and Internal Subordinates.

The wizard doesn't convert folders that are accessible to all users or accessible to public groups. You must manually update the
access levels on those folders.

A particular folder can display on multiple rows in the wizard, for example a row for each Role, Internal and Portal Subordinates
category to which a folder is shared.

6. Click Next, then click Save to apply your changes.

The Convert External User Access Wizard doesn't convert access for these features or sharing mechanisms:

e Manual sharing

e Apex managed sharing

e Public groups

* Queues

e Listviews

For information on manually updating access to the Roles and Internal Subordinates category, see Considerations for the Convert External
User Access Wizard.

Considerations for the Convert External User Access Wizard
Keep these considerations and limitations in mind when using the Convert External User Access Wizard.

Considerations for the Convert External User Access Wizard

Keep these considerations and limitations in mind when using the Convert External User Access EDITIONS
Wizard.

@ Note: In Salesforce orgs created on February 8, 2024 or later, records shared with the Roles Available in: both Salesforce
and Internal Subordinates group through sharing rules or other mechanisms remain accessible Classic (noTV ovoi!cble in all
only to these internal users. You aren't required to use the Convert External User Access Wizard orgs| F’”d Lightning
to secure access. Experience
In orgs created before February 8, 2024, you must use the Convert External User Access Wizard Available in: Enterprise,
to secure access for external users. Performance, Unlimited,

and Developer Editions

Features Covered by the Convert External User Access Wizard
The wizard affects the following features in your Salesforce org:

Sharing Rules
The Convert External User Access wizard can convert any owner-based or criteria-based sharing rules that include the Roles, Internal
and Portal Subordinates to include the Roles and Internal Subordinates instead.

The Roles and Internal Subordinates data set category allows you to create sharing rules that include all users in a specified role plus
all users in roles below that role, excluding any site roles.

@ Nofte: After running the Convert External User Access wizard, you must recalculate the sharing rules to apply the changes.
From Setup, in the Quick Find box, enter Sharing Settings.Oneach object’s sharing rule section, click Recalculate,
then click OK.

The Roles, Internal and Portal Subordinates data set category is only available in your organization after you create at least one
role in the role hierarchy.

39


https://help.salesforce.com/articleView?id=overview_edition_lex_only.htm&language=en_US
https://help.salesforce.com/articleView?id=overview_edition_lex_only.htm&language=en_US

Experience Cloud Configure Digital Experiences Settings

The Roles and Internal Subordinates data set category is only available in your organization after you create at least one role
in the role hierarchy and enable digital experiences.
Folder Sharing

The Convert External User Access wizard also enables you to automatically convert the access levels of any report, dashboard, or
document folders that are accessible to Roles, Internal and Portal Subordinates to a more restrictive access level: Roles and Internal
Subordinates. This helps prevent external users from accessing folders. Using the wizard is more efficient than locating various folders
in Salesforce and setting their access levels individually.

The wizard doesn't convert folders that are accessible to all users or accessible to public groups. You must manually update the
access levels on those folders.

Features Not Covered by the Convert External User Access Wizard

The wizard doesn’t convert access for the following features or sharing mechanisms, but you can follow these recommendations to
manually secure external users’ access to your org's data.

Manual Sharing

Remove Roles, Internal and Portal Subordinates from the Share With list of your manual shares, and add Roles and Internal Subordinates
instead.

To identify manual shares that are shared with Roles, Internal and Portal Subordinates, use this SOQL query:

Select Id, UserOrGroupId from AccountShare where UserOrGroupId IN (SELECT Id FROM Group

WHERE Type = 'RoleAndSubordinates') AND RowCause = 'Manual'

Replace AccountShare with the share object that you're querying.

Apex Managed Sharing

Update your Apex code so that it creates shares to the Role and Internal Subordinates group. Because this conversion is a large-scale
operation, consider using batch Apex.

Public Groups

Review public groups that contain Roles, Internal and Portal Subordinates members. Remove these members and replace with Role
and Internal Subordinates as required.

To identify public groups that contain Roles, Internal and Portal Subordinates members, use this SOQL query:

Select Id, Groupld, UserOrGroupId from GroupMember where GroupId in (SELECT Id FROM

Group WHERE Type = 'Regular') AND UserOrGroupId in (SELECT Id FROM Group
WHERE Type = 'RoleAndSubordinates')
Queues

Review queues that contain Roles, Internal and Portal Subordinates members. Remove these members and replace with Role and
Internal Subordinates as required.

To identify queues that contain Roles, Internal and Portal Subordinates members, use this SOQL query:

Select Id, Groupld, UserOrGroupId from GroupMember where GroupId in (SELECT Id FROM

Group WHERE Type = 'Queue') AND UserOrGroupId in (SELECT Id FROM Group
WHERE Type = 'RoleAndSubordinates')
List Views

Update list views to be shared with Role and Internal Subordinates instead of Roles, Internal and Portal Subordinates.
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Configure a Custom Domain for Your Experience Cloud Site

To provide a branded experience for users who access your external-facing Salesforce content, EDITIONS
serve your Experience Cloud sites on a domain that you own. With a custom domain, your users

access your external-facing Experience Cloud site and its functionality through your branded URL,
such as https://www.example.com. Also, with the many-to-many relationship between sites and

Available in: both Salesforce
Classic and Lightning

custom domains, you can serve your external-facing content to meet your branding needs. For Experience
example, you can serve content from multiple Experience Cloud sites on one parent website, or
serve multiple sites on one domain through custom paths. Because you can serve multiple sites Available in: Enterprise,

Performance, and
Unlimited Editions. Also
available with Marketing

Cloud Account Engagement
You can set up a custom domain to serve your sites at any time. When you set up a custom domain (Pardot) in Professional

as you build your Experience Cloud sites, your visitors use your branded custom domain from the Edition.
start. This approach can improve your SEO and eliminate future effort to update hard-coded links
and change user behavior.

on one domain, custom domains simplify the management of your domains and your corresponding
network allowlists. And even if your Salesforce-hosted site URL changes due to a My Domain change,
your custom domain remains constant, reducing the number of updates required.

Applies to: LWR, Aura, and

Visualforce sites
To learn more and set up a custom domain, see Custom Domains.

If you serve your site content on a custom domain, we also highly recommend that you use a

content delivery network (CDN) to optimize your content and site performance. For more information, see Content Delivery Networks
(CDNs) and Salesforce . If you set up a custom domain in a Professional Edition org with Marketing Cloud Account Engagement (Pardot),
that domain must use the Salesforce CDN.

SEE ALSO:
Experience Cloud
Custom Domains

Serve Your Experience Cloud Site with the Salesforce Content Delivery Network (CDN)
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Find Your Way Around Experience Workspaces

Experience Workspaces is your one-stop shop for building, setting up, and monitoring your
Experience Cloud site. Access Builder and Administration workspaces to manage your site’s setup
and branding. Community managers can view dashboards for groups, members, feed activity, and
license usage, and manage the community's reputation system. Moderators can see which items
have been flagged for review.

@ Nofe: You can customize your site at any time, but if you plan on making major changes,
we recommend deactivating the site first.

If Experience Workspaces isn't enabled in your org, enable it in Digital Experiences > Settings .
Experience Workspaces is enabled by default for all Experience Cloud sites created after Spring "17.

@ Important: The options available in Experience Workspaces are based on your site template
selection and preferences. That's what's happening when some options in the following list
don't appear in your site. To display all sections, go to Administration > Preferences, and
select Show all settings in Experience Workspaces.

Experience Workspaces includes the following workspaces.
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EDITIONS

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

USER PERMISSIONS

To access Experience
Workspaces or Experience
Management:

e Access Experience
Management OR
Manage Experiences OR
Create and Set Up
Experiences

e ANDis a member of the
site

To access moderation rules
and criteria:

* Manage Experiences OR
Create and Set Up
Experiences

e ANDis a member of the
site

To customize administration
settings or use Experience
Builder:

e Create and Set Up
Experiences

e ANDis a member of the
site
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My Workspaces
Builder Moderation Content Management
Build, brand, and customize your site's pages. Monitor posts and comments, create rules. Organize, manage, and build cellections for your
Experience Cloud site,
. : ;.._. .I
Gamification Dashboards Administration
Keep your members engaged with recognition badges. Examine the health of your site with reports and Configure settings and properties for your experience.

dashboards and engage with members.

Guided Setup

Configure features and integrations with step-by-step
instructions.

Builder
Experience Builder lets you brand and design your pages. Create and customize pages, modify or add Lightning components,
customize the site’s navigation menu, and manage page-level settings.

Moderation
From the Home tab in Moderation, view your site’s home page dashboard and reports for flagged posts, comments, messages, and
files. From the Rules tab, administrators can set up moderation rules and content criteria for the community.

@ Nofte: Ifyour home page still displays a message to install the Salesforce Experience Management package, your administrator
hasn't mapped a dashboard yet.
Content Management

Add CMS content to your site and manage your site’s Topics and Recommendations from the Content Targeting workspace. Create
a navigation menu and showcase popular topics in your site from the Topics tab. Drive engagement from the Recommendations
tab. Dynamically render headers, footers, banners, CSS, JavaScript, and other CMS content on your pages.

Gamification
Use gamification tools to keep your site members engaged, like Recognition Badges and Reputation.
Dashboards

View dashboards and reports for your site. The administrator sets up dashboards that display in the Reporting tabs. Monitor activity
and take immediate action in your site from the Engagement tab using Insights.

Administration
From the Administration workspace, you can update the basic setup of your site. Configure preferences, manage membership and
site contributors, set reputation levels and points to reward members for activity in the feed. Configure tabs, select branding properties
to apply, and customize your site’s login experience. Determine which pages are available to your site, customize email templates,
and configure URL redirects. You can also create your own app with Rich Publisher Apps, or get one from AppExchange.
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Guided Setup

Configure features with Guided Setup. It walks you through setting up visibility, processes, workflows, record types, layouts, and
assignment rules for Salesforce features. Each setup step gives easy-to-follow directions and navigable links to setup pages.

@ Important: If you're an administrator and accidentally remove yourself from a site, you can’t access the Administration settings
in Experience Workspaces. To add yourself back to the site or to make other membership updates, use the API.

@ Nofte: If you set clickjack protection for your site to the level for the most protection, pages in some workspaces, including
Administration, appear as blank pages. To avoid this problem, use the recommended setting. If you encounter this issue, in
Setup, enter Custom URLs in the Quick Find box, and select Custom URLs. Click the label for the site (not the Site.com
link), and reset the clickjack protection level to the recommended setting.

Configure Settings in Your Administration Workspace

Configure settings in your administration workspace, and enable other optional features in your Experience Cloud site such as user
nicknames, guest access, private messages, direct messages, content flagging, and reputation levels.

Streamline Customer Support with Customer Insights

Customer Insights informs support agents working in the Service Console whether the customer has looked at the pertinent
documentation. It also shows if the customer has filed a case before calling support. As a result, agents don't suggest articles that a
customer has accessed or open duplicate cases, decreasing customer frustration and improving support.

Update Your Experience Cloud Site’s Name, Status, and Description

Manage your Experience Cloud site name, description, status, and template all from one location.

Key Concepts in Page Redirection in Aura and LWR Sites

Page redirects help maintain the discoverability and SEO equity of your sites in Experience Cloud. Learn some of the key concepts
and considerations before you set up page redirection in your Aura and Lightning Web Runtime (LWR) sites.
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Configure Settings in Your Administration Workspace

Configure settings in your administration workspace, and enable other optional features in your
Experience Cloud site such as user nicknames, guest access, private messages, direct messages,
content flagging, and reputation levels.

To use these settings, Chatter must be enabled in your org.

1. Open Experience Workspaces.

2. C(lick Administration > Preferences.

3. Change the desired settings.

e General

Show nicknames instead of full names in your site. Enabling nickname display allows
more privacy and protects member identities. This protection is especially helpful in a
public site where unregistered visitors can access member profiles.

Enable Chatter messages, which let members have secure private conversations with
other Chatter users. To expose Chatter messages for external users, administrators must
also enable the Chatter tab in sites using the Salesforce Tabs + Visualforce template.

Enable direct messages, which allows members to have secure private conversations
in sites built using the Customer Service template.

Optimize cached images for guest users on all devices. Resize images for faster loading
on all devices. This feature is available when you use Salesforce's CDN for Digital
Experiences.

Let guest users view asset files and CMS content available to the site. Asset files include
images associated with topics, recognition badges, site branding, and account branding.
If public access is enabled in Experience Builder at the page or site level, this preference
is automatically enabled. To ensure that guest users can view CMS collections on your
LWR site’s public pages, also enable Allow guest users to access public APIs.

Use custom Visualforce error pages, if you want authenticated users to see your custom
branded Visualforce error pages.

Show all settings in Workspaces that are hidden by default based on how you set up
your site. Enabling this setting overrides the dynamic navigation provided in Experience
Workspaces.

® Experience Management

Allow members to flag posts, comments, or files for moderation on page 797. Members
can flag items that contain inappropriate language or sensitive information.

Enable Upvotes and Downvotes to allow members to participate in evaluating the
worth of a question or answer. Up and down voting is enabled by default in sites created
as of Winter 18 and later.

EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: LWR, Aura, and
Visualforce sites

USER PERMISSIONS

To customize an Experience
Cloud site:

e Be a member of the site
AND Create and Set Up
Experiences

OR

e Be amember of the site
AND View Setup and
Configuration AND an
experience admin,
publisher, or builder in
that site

To publish an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

e Be a member of the site
AND an experience
admin or publisher in
that site

Enable Reputation on page 843 to allow community managers to set up a point system that rewards users who participate
in the site. Administrators set up corresponding reputation levels that users see on their profile.

Enable knowledgeable people on page 84350 you can discover who's knowledgeable on topics and endorse people for

their knowledge on a topic.

e Files

Set the maximum size in MB for uploaded files.
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- Specify the types of files that can be uploaded.

4, C(lick Save.

These additional optional features can be found in Setup and other areas of Experience Workspaces.

Assign Permission to Verify Answers for Your Company to allow selected members to mark an answer as company verified.
Assign Post Pinning Permission to allow selected members to pin a critical post to the top of a group or topics feed.

Assign a Default Experience to a User Profile to associate that profile with a specific Experience Cloud site. Notification emails about
site-agnostic objects, like cases, accounts, and opportunities, take on the default site’s branding. Links in the emails take users to the
default site—no more news from nowhere.

Add Rich Publisher Apps to Your Feeds to enhance your feeds with items that are unique to your business process.

SEE ALSO:

Show Nicknames Instead of Full Names in an Experience Cloud Site

Give Secure Access to Unauthenticated Users with the Guest User Profile
Use Custom Visualforce Error Pages for Authenticated Users

Enable Members to Flag Items in Your Experience Cloud Site

Enable Reputation in Your Experience Cloud Site

Limit Files in Your Experience Cloud Site

Streamline Customer Support with Customer Insights

Customer Insights informs support agents working in the Service Console whether the customer EDITIONS

has looked at the pertinent documentation. It also shows if the customer has filed a case before
calling support. As a result, agents don't suggest articles that a customer has accessed or open
duplicate cases, decreasing customer frustration and improving support.

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning

Set Up Customer Insights Experience

Enable Customer Insights in your org and then set it up for each Experience Builder site you Available in: Enterprise,
have. Performance, Unlimited,
Considerations When Using Customer Insights and Developer Editions

When you enable Customer Insights in your org, you're allowing data to be gathered from site
members and stored in Salesforce. Here are some things to keep in mind when using Customer
Insights.
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Set Up Customer Insights

Enable Customer Insights in your org and then set it up for each Experience Builder site you have. EDITIONS

1. Open Experience Workspaces.

2. Select Administration > Preferences. Avmlqble In: bOTh Sole;force

Classic (not available in all

3. Select Gather Customer Insights data. orgs) and Lightning

4. C(lick Save. Experience

5. Assign the View Customer Insights profile permission to the customer support profiles that Available in: Enterprise,
require it. Performance, Unlimited,

6. If you're using Salesforce console in Lightning Experience, open Lightning App Builder and and Developer Editions

simply drag the Customer Insights component to any case or contact page layout.

USER PERMISSIONS

N

If you're using Salesforce console in Salesforce Classic, add the Customer Insights component

by placing its Custom Console Component on the contact or case page layout. We recommend To enable Cusfomer Insights

placing the component in the left sidebar, stacked, with a 400 pixel width. in a site:
Your support agents see if the customer has opened a case, and which articles have been * Access Experience
viewed in a site directly in the Service Console app. Management OR

Manage Experiences

Community 360 AND
Is a member of the site
ﬂ_ LBoyle

To edit profiles:

Sorted by Most Recent * Manage Profiles and
Permission Sets
AND
_ . Customize Application
]
To create and save Lightning
pages in Lightning App
Builder:
A%  Fertiliza e Customize Application
i [
. '
[ | T

@ Note:

e Customer Insights checks the following: assets, contracts, cases viewed, articles viewed, article votes, posts made, posts
viewed, custom objects, orders, products, and tasks.
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e Customer Insights data is stored in the NetworkUserHistoryRecent object. APl access to the object is limited to
users with the “Modify All Data” permission.

e Customer Insights isn't available in sandbox environments.

e Articles viewed through the Case Deflection component aren't listed on the Community 360 component that can be
added to the contact layout.

SEE ALSO:

Add Console Components to Page Layouts in Salesforce Classic

Considerations When Using Customer Insights

When you enable Customer Insights in your org, you're allowing data to be gathered from site EDITIONS

members and stored in Salesforce. Here are some things to keep in mind when using Customer

Insights. Available in: both Salesforce

e Customer Insights gathers and stores page views of logged-in site members. Agents can view Classic (not available in all
activity on articles, assets, contracts, custom objects, discussions, orders, products, and tasks. orgs) and Lightning

e Whenyou enable Customer Insights, you are authorizing data to be gathered from all logged-in Experience
site members. You can't exclude specific profiles from being tracked. Available in: Enterprise,

e Only Salesforce users with the View Customer Insights profile permission see the Customer Performance, Unlimited,
Insights data. and Developer Editions

Customer Insights isn't supported in sites created using the Salesforce Tabs + Visualforce
template.

Customer Insights is only available for business accounts, not person accounts.

Customer Insights doesn't track Salesforce for Android and Salesforce for iOS activity.

If Customer Insights is enabled and Data Protection and Privacy is turned on, privacy settings must be complete for information
to stay updated. To avoid missing information, make sure you:

Set up the Individual object with the fields you want to track.
Add the Individual field to the Contacts page layout.
From the Individual object, create records for the users you want to track with Customer Insights.

Connect user accounts with their Individual records. From a Contact record, find the Individual field, and search for the associated
user.

For more information on data protection and the Individual object, see Set Up Tracking and Storage of Certain Data Privacy Preferences.
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Update Your Experience Cloud Site’s Name, Status, and Description

Manage your Experience Cloud site name, description, status, and template all from one location.

You can change your site name and URL after the site is activated, but users aren't redirected to
the new URL. So be sure to inform your members before changing the name or URL.
1. Open Experience Workspaces.
2. C(lick Administration > Settings.
3. Edit your settings as needed.
®  Select @ next to the site you want to change, and make your changes. You can change

your URL from this page. However, if you've already activated your site, users aren't redirected
to the new URL.

* Manage the status of your site.

e (Change the template.

SEE ALSO:
Change Your Experience Cloud Site Template

Experience Cloud Site Statuses

Key Concepts in Page Redirection in Aura and LWR Sites

Page redirects help maintain the discoverability and SEO equity of your sites in Experience Cloud.
Learn some of the key concepts and considerations before you set up page redirection in your Aura
and Lightning Web Runtime (LWR) sites.

Internal Redirects
To redirect users away from one Experience Builder site page to another page on the same site,
create an internal redirect. To configure internal redirects for a site that exists on multiple
domains, create redirect entries with the corresponding path prefixes for all of the domains.
For example,

MyDomainCommunity/s/source, /target
/CustomDomainCommunity/s/source, /target

Keep the following in mind when creating an internal redirect:

EDITIONS

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

USER PERMISSIONS

To customize an Experience
Cloud site:

e Be a member of the site
AND Create and Set Up
Experiences

OR

* Be a member of the site
AND View Setup and
Configuration AND an
experience admin,
publisher, or builder in
that site

To publish an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

e Be a member of the site
AND an experience
admin or publisher in
that site

e The source URL is the Experience Builder site page that you want to direct your users away from.

e The target URL is the page in the same Experience Builder site that you want to redirect your users to.

e For the source and target URLs, include everything after the domain name.
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External Redirects
You can also set up external redirects, which redirect users to or from a page outside of your Aura or LWR site. Keep the following
in mind when creating external redirects:

e Tocreate an external redirect add the source and target URLs to a CSV file.
e The source URL is the page that you want to direct your users away from.
e The target URL is the page that you want to redirect your users to.

Static and Dynamic Redirects
Static page redirects point a user from one URL to another. You essentially tell Salesforce where to send a user based on the URL
they were trying to reach. Let's say your users are trying to reach www .mysite.com/homepage. However, you've replaced
the site with www.mysite.com/home-page. At that point, you create a redirect from the first site to the second.

Dynamic URL redirect rules use a pattern to identify a URL and automatically redirect a user to a new URL based on that pattern.
Dynamic rules are especially helpful when you create user-friendly URL slugs for custom objects and your product and category
pages in Salesforce B2C Commerce stores. Keep these points in mind when creating dynamic redirect rules:

e Only LWR sites support dynamic redirect rules.

e There's a limit of 100 dynamic redirect rules per org.

e Redirect rules require a source and a target.

e You can use dynamic redirect rules for internal and external redirects.

When using dynamic rules, the system compares the URL that the customer enters to the source URL. If the patterns match, then
the customer is redirected to the target URL.

Here's the availability of static and dynamic redirect rules in Aura and LWR sites.

Aura LWR

Static Dynamic Static Dynamic
Redirects from Yes No Yes Yes
registered custom
domain URLs previously
hosted outside
Salesforce
Redirectsto URLs hosted ' Yes No Yes Yes
outside Salesforce
Redirects between site  Yes No Yes Yes
pages hosted on
Salesforce domains
Redirects thatinclude  Yes No Yes Yes
query params in source
and target URLs

@ Note: Dynamic redirects don't work for URLs that start with /secur, end with .css, or have lastmod=.
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Redirect Users to Your Aura and LWR Site Pages

Set up page redirects on your Aura and Lightning Web Runtime (LWR) sites in Experience Cloud. USER PERMISSIONS

To set up URL redirects from a page in your site to an external target, add the source and target

URLs to a CSV file and then import the file in the Administration workspace. To create an Experience
Cloud site:

To delete or deactivate existing redirects, use the Lightning Platform REST API to interact with the
SiteRedirectMapping object. Don't import a blank CSV file from the URL Redirects page.

e Create and Set Up
Experiences AND View

Keep these points in mind when importing CSV files: Setup and Configuration

1.
2.

The redirects go live as soon as you upload them successfully. To customize an Experience

Importing a new CSV file overwrites the existing redirect file.
The CSV file of redirects has a 4-MB file size limit.

Cloud site:

e Be a member of the site
AND Create and Set Up

In Aura sites, variables and wildcards in the URLs aren’t supported, so provide the exact URL Experiences

string.

OR

* Be a member of the site
AND View Setup and
Configuration AND an
experience admin,
publisher, or builder in
that site

To publish an Experience
Cloud site:

* Be amember of the site
AND Create and Set Up
Experiences

OR
e Be a member of the site

AND an experience
admin or publisher in

Lagin & Registration
Emails
Pages

I URL Redirects

that site
Administration
}.
Settings
Prefersnces URL Redirects
Members Redirect users from one URL to ancther without losing the dtscoverability of your web pages. Learr
More
Coniributors
Source Files

Add the redirect URLs to a C5V file and then upload it. Use the sample C5V template or upload your
own file, Morg info

When you impart a new file, the previously imported file is deleted.

Impart g,

In Experience Workspaces, go to Administration > URL Redirects > Import.

If you plan to add URL redirects without replacing existing redirect rules, first export your existing redirects as a CSV file.
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3. Addthe new URLs to the file you downloaded, and then import the CSV file again. If the file size is 10,240 bytes or smaller and uploads
successfully, a summary of your most recent import appears on the URL Redirects page. If the file size exceeds 10,240 bytes, or if the
total number of URLs previously imported is more than 100, an email notifies you of the import status.

© Example: €SV for Internal Redirects

Inthisexample,https://MyDomainName.com/TargetSite/s/account/001RMO00005Su9JYAS/acme redirects
tohttps://MyDomainName.com/TargetSite/s/newaccount/001RMO00005Su9JYAS/acme.

This example outlines the format to use when redirecting from one Experience Builder site page to another page in the same site.

/source, /target
/TargetSite/s/account/001RM0000055u9JYAS/acme, /newaccount/001RMO000055u9JYAS/acme

If a source URL's page is still available to users, internal redirects from that URL occur only if a user navigates to the source URL by
using their browser. If a user clicks an available source URL through a site page, such as Global Search Results or Top Articles, the
user is directed to that URL instead and isn't redirected to the target URL.

CSV for External Redirects in Aura Sites

Go to your site’s Administration workspace, and under Pages click Go to Site.com Studio. Then see Creating URL Redirects in
Site.com for more information.

In this example, https://MyDomainName.com/case/oldCaseLocation redirectsto https://
MyDomainName.com/TargetSite/s/case/500RM000003UjsEYAS/my-case-2.

This example outlines the format to use when creating external redirects. For the source URL, include everything after the domain
name. For the target URL, include everything after /s.

/source, /target
/case/oldCaselocation, /case/500RMO00003UjsEYAS/my—-case-2

CSV for Dynamic URL Redirect Rules in LWR Sites

A URL comprises path segments that are separated by a “/”. For example, /path/to/source hasthree path segments: path,
to, and source. An asterisk (*) denotes a wildcard that can match any text on the source side. If you use a variable in the source
URL, you must also use it in the target URL.

A simple example of a dynamic redirect rule is /path/to/source, /path/to/target.Llet'slookatasample CSV file
that includes this rule, where (product) is a variable:

/source, /target

/prod/pid/ (productId), /product/ (productId)

A customer enters the URL https://www.my.company.salesforce.com/prod/pid/prd-123
In this case, the prod/pid/prd-123 part of the URL matches the /prod/pid/ (product) source.
So the customer is redirected to the target https://www.my.company.salesforce.com/product/prd-123.

Consider a scenario that uses a wildcard for redirects. If you add the rule:

/path/*/category, /categories/category-abc-slug

And the customer enters https://www.my.company.salesforce.com/path/id/category.
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Then the source /path/id/category partof the URL matchesthe /path/*/category source, and as a result, the

customer is redirected to

https://www.my.company.salesforce.com/path/categories/category-abc-slug.

You can use multiple variables and multiple wildcards, but only one variable and wildcard per path segment.

Administer Your Experience Cloud Site

After creating your Experience Cloud site, take care of administrative tasks such as adding members,
securing your data, defining what records are shown in your site and to whom, and enabling other
features such as SEO.

Experience Cloud Site Setup Checklist

Building an Experience Cloud site is the result of research, mapping of goals, and defining your
audience. At the same time, you must have all your ducks in a row so the actual implementation
process is seamless. You know your org best, but use this general checklist to help you organize
what you need for site.

Customize Login, Self-Registration, and Password Management for Your Experience Cloud Site

Configure the default login, logout, password management, and self-registration options for
your site. Or customize the behavior with Apex and Visualforce or Experience Builder (Site.com
Studio) pages. You can also use dynamic URLs to brand your pages at run time.

Manage Site Membership
Learn how to create external members and add them to your site.

Delegate Site Administration to an External User

EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: LWR, Aura, and
Visualforce sites

Delegate the administration of your site to an external user to increase your site’s capacity for growth and reduce bottlenecks. External
administrators can add, update, and disable members, and they can reset passwords and manage user permissions.

Experience Cloud Site Statuses
Experience Cloud sites can have one of these statuses: preview, inactive, active, and archived.

Manage Site Emails and Notifications

Manage the emails that are sent out from your Experience Cloud site, and which notifications your members see.

Experience Cloud Site Setup Checklist

Building an Experience Cloud site is the result of research, mapping of goals, and defining your
audience. At the same time, you must have all your ducks in a row so the actual implementation
process is seamless. You know your org best, but use this general checklist to help you organize
what you need for site.

Have you considered everything on these lists?

Before You Begin:

Gather your branding assets:

[_] High-resolution image of your company logo

[_] Color scheme (or an image to upload to automatically generate one)

[_] Image to use as a header
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[_] Thumbnail images (385x385 pixels), if you're using Featured Topics
In your internal Salesforce org:
[_] Enable Digital Experiences. Choose a unique URL that works for your business, because you can't change it after it's been set.

[ Set up email templates for any communication between the community and its members (welcome email, resetting password
email, and so on).

[_] Enable any Service Cloud features you plan to use in the community, such as Salesforce Knowledge and Embedded Chat.
[_] Review profiles and add permission sets as needed.

[ Set up Web-to-Case.

If you're using Salesforce Knowledge:

[ ] Review your data categories.

|| Enable feed tracking for your Knowledge article types.

As You're Making Your Site:

In your internal Salesforce org:

[_] Add members.

Configure the Guest User Profile (access using Experience Builder):

[ Give read and create permissions for the case object.

[ If using Salesforce Knowledge, give guests access to your data categories.

In Experience Workspaces:

[ Set up navigational topics and subtopics, and associate articles to each topic.
[ Set up featured topics and associated images.

|| Download the latest Salesforce Communities Management from the AppExchange.
[ Set up moderation criteria and rules.

|| Enable and set up reputation.

In Experience Builder:

[_] Customize your community to match your company's branding.

|| Add standard and custom Lightning components to customize their design and content.

After Making Your Site

[ ] Set up an internal Chatter group for feedback, and invite people to take a test drive while the site is still in preview mode.
|| Incorporate their feedback, and then publish your site.

|| Seed the site with some initial content: welcome posts, groups, and relevant or fun articles.

[_] Archive your site on page 92 if you no longer need it.
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Customize Login, Self-Registration, and Password Management for Your Experience

Cloud Site

Configure the default login, logout, password management, and self-registration options for your
site. Or customize the behavior with Apex and Visualforce or Experience Builder (Site.com Studio)
pages. You can also use dynamic URLs to brand your pages at run time.

By default, each site comes with default login, logout, password management, and self-registration
pages. Salesforce also includes associated Apex controllers that drive this functionality under the
hood. You can use Experience Builder or Visualforce to create custom branding and change the
default behavior.

Warning: When you customize a login page or any page that includes fields with sensitive
or confidential information with Experience Builder, we recommend that you use only standard
components built by Salesforce or components that you built, customized, or vetted. Use of
third-party components and code libraries on a page that includes fields with sensitive or
confidential information can increase your risk for security vulnerabilities.

Brand Your Identity Experience
Create a branded identity experience by customizing the design of the pages users see when
they log in to your site, verify their identity, reset passwords, and self-register.

Set Up Dynamic URLs with Experience Workspaces

You set up dynamic URLs for your login experience from the Login & Registration page of the
Administration workspace. Create dynamic URLs by including a placeholder that resolves at
run time. Implement the dynamic URLSs for the logo and right-frame content on the pages used
to log in, verify identity, reset passwords, and self-register.

Redirect Users to a Custom Logout URL

When your customers log out, they're directed to your site login page by default. To redirect
them to a different location, such as your company website or a Visualforce page, specify a
custom logout URL.

Customize Your Forgot Password and Reset Password Pages

You can customize your Forgot Password and Reset Password pages from the Administration
workspace. You can also create custom password management pages in Visualforce.
Configure Your Self-Registration Page

After you decide which page type is best for your company, set up self-registration from the
Login & Registration page in Experience Workspaces.
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Brand Your Identity Experience

Create a branded identity experience by customizing the design of the pages users see when they EDITIONS
log in to your site, verify their identity, reset passwords, and self-register.

After you implement your sites' identity processes, bring it all together with your own branded Available in: both Salesforce
design. For example, you can change the colors of your background and login buttons, insert your Classic (not available in all
own logos, and customize the layout of your pages. You can also change the branding of your orgs) and Lightning

pages based on who the useris and where they're logging in from. Depending on your site's needs, Experience

you can choose which settings apply to which pages, or create custom branding for each type of Available in: Professional,
page. Enterprise, Unlimited, and
For example, you're in charge of the Experience Cloud site for your coffee business. You want to Developer Editions

create a branded experience by customizing the pages users see when they log in, verify their

identity, reset passwords, and self-register. So you configure your pages to display your company's

logo and set up a background image that shows the cozy atmosphere of your coffee shop. Now whenever existing users log in to your
site, verify their identity, or reset passwords, they're presented with your logo and custom background image. And new users see your
branded design when they self-register. Your branded identity experience makes the look and feel of your site memorable to your
customers and keeps them coming back for more.

Brand Your Pages from the Administration Workspace
Salesforce Customer Identity gives you a point-and-click way to brand the pages that prompt users to log in to your site, verify their
identity, reset passwords, and self-register. If you've set up login flows, they also use these branding settings.

Brand Your Experience Builder Pages

Each Experience Cloud template comes with its own set of pages for login, identity verification, password resets, and self-registration.
You can use Experience Builder to customize your login experience to match your brand.Experience Builder pages are available after
you publish your site.

Create a Custom Login Discovery Page

To set up passwordless login with an email address or phone number, create a custom Login Discovery page. With this configuration,
your users can self-register and log in with an email address or phone number. Set up your page in Experience Workspaces, and
customize your login process with Apex.

Customize the Apex Login Controller

Salesforce provides an easy way to customize your login process using the Login Discovery Page, which lets you implement
passwordless login. However, if you want even more control over your login process, you can modify the Apex login controllers and
use customized Visualforce pages.

Brand Your Pages from the Administration Workspace

Salesforce Customer Identity gives you a point-and-click way to brand the pages that prompt users to log in to your site, verify their
identity, reset passwords, and self-register. If you've set up login flows, they also use these branding settings.

For convenience, you can use the sample logos and backgrounds we provide by downloading this file:
https://www.salesforceidentity.info/ExternalIdentityAssets.zip.Oruseyourown.

@ Note: You can brand Aura site pages from the Login & Registration page. If you used the Login & Registration page to brand
pages for an LWR site before Summer 23, those configurations still apply and can be edited from the Login & Registration page.
For LWR sites that weren't branded from the Login & Registration page before Summer ‘23, see Brand Your Experience Builder
Pages.

The branding options you set here apply to all types of pages for logging in, verifying identity, resetting passwords, and self-registration,
except Experience Builder pages.
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1. From Setup, in the Quick Find box, enter 211 Sites, and then select All Sites.
2. Next to your site name, click Workspaces.

3. Select Administration, and then select Login & Registration.

4. To upload alogo from a file, take these steps.

a. Forlogo Type, from the dropdown, select File.
b. For Logo File, click Choose File, then browse your local drive to upload a file

Instead of uploading afile, you can enter a URL where you store your branding assets. This URL can use a dynamic value to determine
which logo appears at run time. The URL contains the expid placeholder {expid}, forexample,
https://www.my-cms.com/{expid}/logo.png. When customers click a link to log in, how the login page looks
depends on the expid value indicated in the login URL.

5. ForBackground Type, select an option to customize the background. Background Type, select Color, and select your color.
a. To use a solid color, from the dropdown, select Color, then select a color or enter a hexadecimal value.
b. To use animage or color gradient, from the dropdown, select Image URL, and then enter a URL to an image.

The Image URL can also use a dynamic value to determine which background image appears at run time.

6. For Login Button, select a color or enter a hexadecimal value. The color applies to these buttons.

e The Log In button on the login page
e The Verify button on the identity verification page
e The Continue button on the reset password page

e The Sign Up button on the self-registration page
7. (Optional) For Right Frame URL, enter a URL to display content in an iframe to the right of the login form on the login page. For
example, use the right frame URL to display a branded image or topical announcements.
8. For Footer Text, enter any text, such as a copyright, to display at the bottom of your pages.
9. Save your settings.
10. To view your changes, open your site URL.
a. From Administration, select Settings, and copy the URL for your site.
b. From your browser, open a new private (incognito) window, and paste the URL in the address bar.

Here's an example of how the login page looks with branding options set on the Login & Registration page. The logo is displayed
above the login form and the background and Log In button each use custom colors.
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Username

Password

7| Remember me

Forgot Your Password?

Here's an example of the same login page using a background image instead of a solid color.

g

Username

Password

) Remember me

Forgot Your Password? Sign Up

Brand Your Experience Builder Pages

Each Experience Cloud template comes with its own set of pages for login, identity verification, password resets, and self-registration.
You can use Experience Builder to customize your login experience to match your brand.Experience Builder pages are available after
you publish your site.

When you brand your site from Experience Builder, the branding settings on the Login & Registration Page of the Administration
workspace are ignored.

1. From Setup, in the Quick Find box, enter A11 Sites, and then select All Sites.
2. Next to your site, click Builder.

3. To get the Experience Builder pages that come with your Experience Cloud site template, publish your site. In the top right, click
Publish.

If you see a notification to activate experiences, ignore it. You activate the site later on.
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4. Return to the Administration workspace. In the top left, click ji, and then select Administration.

ﬁ Home -

View My External Identity Community
Communrnity Workspaces

Salesforce Setup

MY WORKSPACES

E Builder
m Moderation

Dashboards

Adm |r1|5trdt|un)

ﬂ Guided Setup

MY COMMUNITIES

My External Identity Community  «
axternal _identity_community
ssocomparnymobiled

WF-IE-DynamicBranding (Preview)

5. Select Login & Registration.

6. Foreach page type, such as login, identity verification, password resets, and self-registration, find the Experience Builder page that
comes with your template.

For example, to select an Experience Builder page for login, for Login Page Type, select Experience Builder, and then select login
from the page picker.

7. Saveyour changes.

8. Return to Experience Builder. At the top of Workspaces, select Administration, then select .

9. Atthe top of Builder, click the dropdown next to Setup, and then select your page type.

For example, to select the login page, click the dropdown (1) and then select Login (2).
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Your login page now appears in Experience Builder.

10. From here, you can further brand your page with Experience Builder. For more information, see Manage Your Site's Pages and Their
Properties with Experience Builder.

For more information on the page types you can brand to customize your authentication experience, see these resources.
e Customize Login, Logout, and Password Management Pages
e Self-Registration

e Passwordless Login

Create a Custom Login Discovery Page

To set up passwordless login with an email address or phone number, create a custom Login Discovery page. With this configuration,
your users can self-register and log in with an email address or phone number. Set up your page in Experience Workspaces, and customize
your login process with Apex.

When you create your Login Discovery page in Experience Workspaces, Salesforce generates a LoginDiscovery handler. You can customize
the LoginDiscovery handler later.
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-

From Setup, in the Quick Find box, enter 411 Sites, and select All Sites.
Next to your site name, click Workspaces.

In the Workspaces page, select Administration, and then select Login & Registration.

> wWN

Under Login Page Setup, for Login Page Type, select Login Discovery Page.

Login Page Setup

Choose a login page type to create a branded login experience. Depending on the login page type, your users can log in with their username,
email, phone number, or other user identifier. Learn more

Login Page Type Login Discovery Page ||

Login Prompt "Email or Phone i

* Login Discovery AutocreatedDiscLoginHandler15350587 88994 Qa_ i
Handler
Create a Login Discovery Handler

* Execute Login As Jaz Admin X (i

Allow internal users to log in directly to the community

5. (Optional) For Login Prompt, enter the text that you want to appear as the prompt on your login page.
Forexample, enter Email Address or Phone Number. You can localize the login prompt with a custom label. Use the
$Label global variable, for example, SLabel.loginPrompt.

6. ForlLogin Discovery Handler, leave the field blank and click Create a Login Discovery Handler. Salesforce auto-generates the Apex
handler on save. You modify the code later.

7. For Execute Login As, select a Salesforce admin with the Manage Users permission to run the handler.

Execute Login As provides the context in which the Login Discovery handler runs. By assigning a user to the handler, operations
performed by the handler are easily traced back to the login process. In production, you typically create a system user for the Execute
Login As user.

8. If Allow employees to log in directly to the site is selected, deselect it.

The Login Discovery Page doesn't support org employees logging in to the site directly. However, you can customize the handler
to redirect users to an IdP. For employees, you can set up Login Discovery with My Domain. From your My Domain Authentication
Configuration settings, set the login page type to Discovery.

9. Save your settings.

Salesforce generates a default login discovery handler and populates the Login Discovery Handler field with its name. This handler
accepts an email address or phone number from the login page and emails or texts a verification code to the user. If the user's email
or phone number isn't verified, the user is prompted for a password.
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Customize the Apex Login Controller

Salesforce provides an easy way to customize your login process using the Login Discovery Page, EDITIONS
which lets you implement passwordless login. However, if you want even more control over your
login process, you can modify the Apex login controllers and use customized Visualforce pages.

Available in: Salesforce
You can use these steps to customize the login process for Default, Experience Builder, and Visualforce Classic and Lightning
Pages. If you're using the Login Discovery Page to implement passwordless login programmatically, Experience

see Email or Phone Number Registration with Passwordless Login. Available in: Enterprise,

For more information on Login Pages, see Login Page Types. Performance, Unlimited,

1. From Setup, in the Quick Find box, enter Apex Classes,and then select Apex Classes. and Developer Edifions

2. Nextto CommunitiesLoginController, click Edit

USER PERMISSIONS

3. Add the following code.

To create and edit
Visualforce pages:

e Customize Application

To edit Apex classes:
e Author Apex

AND
Customize Application

global PageReference forwardToCustomAuthPage () |
String startUrl = System.currentPageReference () .getParameters().get ('startURL');

return new PageReference (Site.getPathPrefix() + '/SiteLogin?startURL=' +
EncodingUtil.urlEncode (startURL, 'UTF-8'));
}

4. Ifyou created a custom login page, replace SiteLogin with the name of your Visualforce page.
5. Click Save.

6. Click Edit nextto CommunitiesLandingController.

7. Add this code.

public PageReference forwardToCustomAuthPage () {
String startUrl = System.currentPageReference () .getParameters () .get ('startURL');

return new PageReference (Site.getPathPrefix () + '/SiteLogin?startURL=' +
EncodingUtil.urlEncode (startURL, 'UTF-8'));
}
8. Ifyou created a custom login page, replace SitelLogin with the name of your Visualforce page.
9. C(lick Save.
10. From Setup, enter Visualforce Pages inthe Quick Find box, then select Visualforce Pages.
11. Click Edit next to CommunitiesLogin

12. In the first line of code, add the following:

action="{!forwardToCustomAuthPage}"
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13. Click Save.
14. Click Edit next to CommunitiesLanding.

15. In the first line of code, add the following:

action="{!forwardToCustomAuthPage}"

16. Click Save.

Set Up Dynamic URLs with Experience Workspaces

You set up dynamic URLs for your login experience from the Login & Registration page of the Administration workspace. Create dynamic
URLs by including a placeholder that resolves at run time. Implement the dynamic URLs for the logo and right-frame content on the
pages used to log in, verify identity, reset passwords, and self-register.

Set up dynamic branding from the Experience Workspaces Login & Registration page. You can add custom login pages to your site
regardless of the template that you used to create the community.

The dynamic URL contains the expid placeholder for your logo and right-frame content. For example, the dynamic URL
https://www.my-cms.com/ {expid}/logo.png controls the logo displayed on your pages. The dynamic URL
https://www.my-cms.com/ {expid}/index.php controlstheright-frame content displayed on your pages. The right-frame
URL displays the contents of the URL in an iframe. At run time, for the logo and right-frame content, the external site replaces the dynamic
URL with the brand specified by the expid value (for example, coffee) in the query parameter.

The brand that appears at run time depends on the expid dynamic URL that you specify on the Login & Registration page. For example,
given the dynamic URL, https://www.my-cms.com/ {expid}/logo.png, the Fix Coffee logo appears when the login URL
ishttps://fix.my.site.com/?expid=coffee.

You deliver different brands, or user experiences, based on how the expid query parameter gets set in your implementation. You can
setitina URL that you send to your site users in an email. Or you can set the URL on a login button. You can also set the query parameter
programmatically with the setExperienceId method ofthe System.Site class.

In addition to using dynamic branding for the login process, you can use it to brand the user’s experience during the entire user session.
To do so, instruct the site to store the expid value in the user’s browser. When stored, you can retrieve it as long as the user's logged in
to the site.

When specifying your logo and right-frame URLs, keep in mind these considerations.
® Most browsers don't allow mixing the http:// and https:// protocols on the same page.

e The URL for your right-frame content must use the same protocol as your site. Your resource and test or demo servers must also use
the same protocol.

Generally, werecommend using https:// foryourlogoand right-frame URLs.However,inlocaland testenvironments, http: //
can be more flexible.

To set up dynamic URLs for your logo and right-frame content, take these steps.
1. From Setup, in the Quick Find box, enter A11 Sites, and select All Sites.
To access Experience Workspaces, next to your site name, click Workspaces

Select Administration, and then select Login & Registration.

> W N

To set up dynamic branding for your logo, take these steps.
a. Forlogo Type, select URL.

b. Forthe Logo URL field, enter a dynamic URL. For example, https://www.my-cms.com/{expid}/logo.png
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5. To set up dynamic branding for your right-frame content, for Right Frame URL, enter a dynamic URL. For example,
https://www.my-cms.com/ {expid}/index.php.

}, Administration 9
My VF EI Community '

Settings Login & Registration

Preferences

Members

Tabs Logo

Branding @ooso Logo Type

LogoURL  https:/iwww.my-cms.com/{expid}.logo.png|*)

Login & Registration

Email
mats Background
Pages Background Celor [ #B1BAC1 i
Rich Publisher Apps
Right Frame

(ngmFrame URL ) https://www.my-cms.com/{expid}.index.php
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Redirect Users to a Custom Logout URL

When your customers log out, they're directed to your site login page by default. To redirect them
to adifferent location, such as your company website or a Visualforce page, specify a custom logout
URL.

1. From Setup, in the Quick Find box, enter A11 Sites, and then select All Sites.
2. Next to your site name, click Workspaces.
3. Select Administration, and then select Login & Registration.

4. Under Logout Page URL, enter a complete URL to a webpage or a Visualforce page.

SEE ALSO:

Customize Login, Self-Registration, and Password Management for Your Experience Cloud Site
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Customize Your Forgot Password and Reset Password Pages

You can customize your Forgot Password and Reset Password pages from the Administration
workspace. You can also create custom password management pages in Visualforce.

@ Nofe: You can select a Visualforce page as your custom Forgot Password or Reset Password

page for Aura sites only. If you used a Visualforce page as your custom Forgot Password or
Reset Password page for an LWR site before Summer '23, the site still uses the Visualforce
page. However, if you change the LWR site’s Forgot Password or Reset Password page to
another page type, you can't go back to using the Visualforce page.

To use a custom Experience Builder Forgot Password page, first publish your login page in Experience
Builder.

For your Forgot Password Page, you can select from these page types.

Default Page—A simple page with basic styling that serves as a starting point for your
customizations.

Experience Builder Page—Use the Experience Builder design tool to quickly create a page that
matches your company's theme. To access the Experience Builder Page, you must first publish
your site.

Visualforce Page—Use a custom Visualforce page.

Foryour Reset Password Page, you can use a Default Page or a custom Visualforce Page. Experience
Builder Pages aren't supported.

1.

> W N

From Setup, in the Quick Find box, enter 211 Si tes, and then select All Sites
Next to your site name, click Workspaces.

Select Administration, and then select Login & Registration.

Under Password Pages, for Forgot Password, select a page type.

e To use the Default Page, select Default Page.

[ ]
To use the Experience Builder Page, select Experience Builder Page, then click C:lé-J and

select Forgot Password.

To use a custom Visualforce Page, select Visualforce Page, then click Q-] and selecta
Visualforce page.
For Reset Password, select a page type.

e To use the Default Page, select Default Page

[ ]
To use a custom Visualforce Page, select Visualforce Page, then click Q-] and selecta
Visualforce page.

Save your settings.
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7.

To view your changes, open your site URL in a private (incognito) browser and click the Forgot Password link, then follow the prompts
to reset your password.

SEE ALSO:

Customize Code for Lightning Components on Login Pages
Set Up Dynamic URLs with Experience Workspaces

Customize Login, Self-Registration, and Password Management for Your Experience Cloud Site

Configure Your Self-Registration Page

After you decide which page type is best for your company, set up self-registration from the Login & Registration page in Experience
Workspaces.

@ Nofe: If you want even more control over self-registration, and you're familiar with Apex, you can customize your self-registration

> W bN

page and process by modifying the Apex controller. The customizations you make to this controller override the Login & Registration
page settings. For steps, visit Customize the Self-Registration Apex Controller.

From Setup, in the Quick Find box, enter 411 Sites, and then select All Sites.
To access Experience Workspaces, next to your site name, click Workspaces.
From Experience Workspaces, select Administration, and then select Login & Registration.

Under Registration Page Configuration, select Allow customers and partners to self-register. If users attempt to register with a
duplicate username, they receive an error message that their request can't be completed, but administrators aren't notified.

Select the self-registration page type.

a. To use the Default Page, select Default Page. You can customize the default page with Visualforce. For steps, see Modify the
Default Self-Registration Page.

To use the Experience Builder Page, select Experience Builder Page, click Q | andthen select Register. For more information
on using Experience Builder to customize your page, see Manage Your Site's Pages and Their Properties in Experience Builder .

To use the Visualforce Page, select Visualforce Page, click CM ,and then select a custom Visualforce page.

d. To use the Configurable Self-Reg Page, select Configurable Self-Reg Page. Then visit Use the Configurable Self-Reg Page for
Easy Sign-Up for detailed configuration steps.

To use the Experience Builder Page, select Experience Builder Page, click Ej\‘~| ,and then select Register. For more information
on using Experience Builder to customize your page, see Manage Your Site's Pages and Their Properties in Experience Builder

O Tip: Ifyou're trying out various page types, select the Default Page and save to clear your selections before choosing another
page type.

For more control over your self-registration process, we sometimes recommend disabling the standard Aura and Lightning Web
Runtime (LWR) self-registration components. Select Disable the standard components for self-registration on Aura and LWR
sites if your use case fits one or more of these scenarios.

® You selected the Default, Visualforce, or Configurable Self-Reg page types.

® You selected the Experience Builder page type and you want full control over the user information that your self-registration
Apex controller can collect. After you disable the standard component, create a custom component for your use case.

* You selected the Experience Builder page type and you don't want to use the standard self-registration component that comes
with your site type.

67

Administer Your Experience Cloud Site


https://help.salesforce.com/s/articleView?id=sf.networks_self_reg_apex.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.external_identity_self_registration_modify_default_page.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.external_identity_self_registration_modify_default_page.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.community_builder_manage_pages_overview.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.external_identity_login_discovery_create_config_self.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.external_identity_login_discovery_create_config_self.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.community_builder_manage_pages_overview.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.rss_login_self_register.htm&language=en_US
https://developer.salesforce.com/docs/atlas.en-us.248.0.exp_cloud_lwr.meta/exp_cloud_lwr/template_pages.htm
https://developer.salesforce.com/docs/atlas.en-us.248.0.exp_cloud_lwr.meta/exp_cloud_lwr/template_pages.htm

Experience Cloud

9.

Administer Your Experience Cloud Site

If you want to use the Experience Builder standard component that comes with your site type, leave this setting deselected to avoid

breaking your flow.

For Profile, select the profile you want to assign to new users.

a. Assign a cloned version of a standard site profile as the default for self-registration. For example, assign a cloned version of the

External Identity User profile. Avoid using a standard site profile as the default.

b. Use a restrictive profile as the default. If needed, open up access using permission sets or sharing rules.

For Account, follow the corresponding step based on your use case.

a. . )
To save new users as contacts of a business account, click l:‘-""Q-J ,and then select the account you want to use.

b. To save new users under individual person accounts, leave the Account field blank.

Save your settings.

10. Test your self-registration process.

SEE ALSO:

Customize Code for Lightning Components on Login Pages

Set Up Dynamic URLs with Experience Workspaces

Customize the Self-Registration Apex Controller

Configure Person Accounts for Self-Registration

Use Apex to Configure Self-Registration in Batches for High-Volume Sites
Use the Configurable Self-Reg Page for Easy Sign-Up

Create a Custom Identity Verification Page

Best Practices and Considerations When Configuring Self-Registration

Manage Site Membership

Learn how to create external members and add them to your site.

Create Experience Cloud Site Users
Create site users to access Experience Cloud sites.

Add Members to Your Experience Cloud Site

Use profiles and permission sets to manage site membership during the setup process. Adding
a profile or permission to a site’s membership gives access to the site to users with that profile
or assigned the permission set.

Use Custom Visualforce Error Pages for Authenticated Users

If you have customized Visualforce error pages, you can have those pages display for
authenticated Experience Cloud site users.
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Create Experience Cloud Site Users

USER PERMISSIONS

To create or edit Customer Community Plus  Manage External Users

or Partner Community users:

@ Nofe: Avoid using the Manage User
permission for the sole purpose of
logging in to a site as a user because
it also grants administrator access to
make organizational changes.

Administer Your Experience Cloud Site

EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,

and Developer Editions
To create or edit only Customer Community Manage Customer Users

Plus users: Applies to: LWR, Aura, and

@ Important: When creating customer Visualforce sites

users, the account that the new
contact is associated with must have
an account owner that is assigned a
role.

To create, edit, and delete profiles: Manage Profiles and Permission Sets

Manage External Users
OR

Manage Customer Users

To log in as a partner or customer user:

@ Important: The Manage Customer
Users permission is on by default for
standard users created before
Summer 18.

AND

Edit on Accounts

@ Note: This permission isn't needed if
the person logging in has a higher
role than the partner or customer user
they're logging in as.

Create site users to access Experience Cloud sites.

1. Ifyou're creating a partner user, ensure that the account has been enabled as a Partner Account.
a. InLightning Experience, click the action dropdown, and then from the account detail page, select Enable as Partner.
b. In Salesforce Classic, on the account detail page, click Manage External Account > Enable as Partner.

2. Onthe account's contact related list, view or add the contact record for the person that you want to add to a site. When you create
a partner or customer user, Salesforce creates a user record in your org with some details pre-populated from the contact record.

a. InLightning Experience, on the contact detail page, click the actions dropdown, and then select Enable Partner User or Enable
Customer User.

b. In Salesforce Classic, click Manage External User and either Enable Partner User or Enable Customer User.
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3. Edittheuserrecord,and assign the appropriate user license: Partner Community for partners and Customer Community or Customer
Community Plus for customer users.

4. Select the appropriate profile and role for the partner or customer user.

5. If you haven't activated the site to add the external user to, deselect Generate new password and notify user immediately so
that users don't receive a password before activation.

e If you opt to notify the user immediately but the user isn't a member of any active site, Salesforce doesn’t send the email.

® You can send a welcome email with the login information by selecting the Send welcome email option when you activate a
site.

e Ifyoudon't send a welcome email when you activate the site, you must manually send this information to the user.

6. Save your work.

Take a look at how you can create external users.

B¢ Watch avideo

Considerations for Creating Experience Cloud Site Users

All'users who log into an Experience Cloud site must have a record in Salesforce. Their record is created either as a person account
oras a contact connected to a customer or partner business account. External users are enabled from the contact record as a customer
or partner user, depending on your business relationship.

SEE ALSO:
Delegate Site Administration to an External User
Experience Cloud User Licenses
Add Members to Your Experience Cloud Site
How do external Experience Cloud site members get login information?
Reset an External User's Password for Experience Cloud Sites
Experience Cloud User Licenses
Upgrade Experience Cloud User Licenses
Partner User Roles

Customize Email Sent from Experience Cloud Sites for Email Verification

Considerations for Creating Experience Cloud Site Users

All users who log into an Experience Cloud site must have a record in Salesforce. Their record is EDITIONS
created either as a person account or as a contact connected to a customer or partner business
account. External users are enabled from the contact record as a customer or partner user, depending
on your business relationship.

Available in: Salesforce
Classic (not available in all

e All Experience Cloud site users who log in to a site must have an assigned Experience Cloud orgs) and Lightning
user license. View your available user licenses in Setup > Company Settings > Company Experience
Information. Available in: Enterprise,
e When creating any external user, the account that the new contact is associated with must Performance, Unlimited,
have an account owner that is assigned a role in Salesforce. and Developer Editions

Applies to: LWR, Aura, and
Visualforce sites
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e ThelogintoExperience as User action isavailable from the actions list on the contact record in Lightning Experience. In Salesforce
Classic, click Manage External User to access the Log in to Experience as User button.

* You can only configure the Log in to Experience as User action on the contact layout in Lightning Experience. After you enable a
partner or customer user in Salesforce Classic, Log in to Experience as User is available on the contact record, even if it's been
removed from the contact layout.

e To troubleshoot issues or ensure that the site is configured appropriately, on the contact detail page, select Log in to Experience
as User. Unless you have a higher role than the partner or customer user that you're logging in as, you must have Edit permission
on Accounts to log in as a partner or customer user. A new browser window opens, and you're logged in to the community on
behalf of the external user.

e Whenyou login as an external user, you see the behavior that the external user sees. For instance, external users see only the site
dropdown menu if they have access to more than one active site. If external users have access to only one active site and they view
another site in preview, the users don't see the dropdown menu in the preview site.

e When logged in as another user, an admin or support user can't authorize OAuth data access for the user. For example, if an admin
logs in as another user, the admin can't authorize OAuth access for third-party applications to user accounts. This restriction includes
single sign-on.

—  When multi-factor authentication (MFA) is enabled for a site, admins can't use the login to access the site. See Implement
Multi-Factor Authentication.

e Usersand administrators can only log in to sites that they're members of. To allow a user to log in using Experience Cloud sites, make
internal and external users members of the site. If they aren't a member, and attempt to log in, they see a site membership error.

e (reate a user profile to assign to your external users. By default, Salesforce prevents you from creatingExperience Site users with
standard profiles. Assign user licenses using profiles.

e Customer or partner users can't directly log in to Salesforce. They must use an Experience Cloud site to access your Salesforce data.
To add a customer or partner user,add their user profiles as a member of an Experience Cloud site.

e Customer Users don't see the Notes & Attachments related list on accounts or contacts. Site users can’t own accounts enabled for
sites.

e Asitiswith internal users, external users can't be deleted. If you no longer want an external user to have access to a site, deactivate
the user.

e When you search in your Salesforce org for site user records, sometimes finding them can be difficult. The reason is when you create
a site user through Create External User from a contact record, the new user record is assigned to a site's unique network ID. Global
search looks for records in the internal org, which has a different network ID than the site. A global search doesn't search inside sites.
Because the user record is associated with a site network ID, global search doesn’t return results for that record. The workaround is
to create user records in the internal org, and then associate the records to a site. You can associate an internal User record to a
community by linking the internal record to a contact record. After you create the link, you can find the user record through global
search. The user record’s network ID is now associated with the internal org.

e Userswith the Delegated External User Administrator profile and Manage External Users or Manage Customer User permissions can't
select profiles for new users unless the profiles are added to the Assignable Profiles list. These profiles are added when setting up
the delegated external administrator. For more information, see Delegate Site Administration to an External User.

Check out this quick video about how Experience Cloud sites live in an org, the differences between Experience Cloud licenses, and how
Salesforce accounts and site users are associated with one another.

B¢ Watch avideo
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Add Members to Your Experience Cloud Site

Use profiles and permission sets to manage site membership during the setup process. Adding a
profile or permission to a site’s membership gives access to the site to users with that profile or
assigned the permission set.

Add a profile or permission set to a site’s membership. Using profiles and permission sets, you can:

e Grant or remove access for groups of users. After you add a profile or permission set, all users
assigned to that profile or permission set become members of the site.

e Enforce a membership policy. New users added to a profile or permission set that is already
associated with a site automatically gain access.

@ Note:

If you add a permission to a permission set that is being used to grant membership to a
site, the site members also get access to the permissions unrelated to site membership.
Salesforce recommends checking if a permission set is used in any site’s membership list
before adding new permissions to it.

e You can't use permission set groups to add membership to a site, only permission sets.
Permission sets allow added flexibility for adding members. You can grant site access to a subset
of users from the same profile, without needing to clone the profile.

You can add Standard, Chatter, and partner profiles to sites. Chatter customers, from private groups
with customers, can't be added to sites even if they're assigned permission sets that are associated
with sites.

@ Note: Profiles and permission sets associated with sites can't be deleted from Salesforce.
Remove the profiles or permission sets from the sites first.

1. Open Experience Workspaces.

2. (lick Administration > Members.

3. Toadd members using profiles:

a. Tofilter profiles, select a profile type from the dropdown menu. To search for a specific
profile, enter a search term and click Find.

Search returns profiles for the selected filter.

@ Note: Search results include profiles that are already part of the site.

b. Select the user profiles you want to allow access to your site. To select multiple profiles,
press CTRL.

¢. Click Add. To remove a profile, select it and click Remove.

If you remove a profile from a site, users with that profile lose access to the site, unless the
users are assigned permission sets or other profiles that are still part of the site. Their posts
and comments still appear.

4. Toadd members using permission sets:

a. To search for a specific permission set, enter a search term and click Find.

Administer Your Experience Cloud Site

EDITIONS

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

USER PERMISSIONS

To create an Experience

Cloud site:

e Create and Set Up
Experiences AND View
Setup and Configuration

To customize an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

e Be a member of the site
AND View Setup and
Configuration AND an
experience admin,
publisher, or builder in
that site

To publish an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

* Be a member of the site
AND an experience
admin or publisher in
that site

b. Select the permission sets you want to allow access to your site. To select multiple permission sets, press CTRL.

c. Click Add.
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If you remove a permission set from a site, users with that permission set lose access to the site, unless the users are associated
with profiles or other permission sets that are still part of the site. Their posts and comments still appear even after they lose
access.

5. Click Save.

If the site is Active and welcome emails are enabled, users with the profiles or permission sets you added receive a welcome
email. If the welcome email is sent is sent to an external user who hasn't logged in to a site yet, it includes a username and a change
password link.

When the site is Active, welcome emails are sent and the site is discoverable by members. When a site is in Preview status, only
members with the login URL can view the site. If a site is Inactive, only users with the “Create and Set Up Sites” permission can
access it through the All Sites menu, regardless of membership.

There are other options for granting access to your site:
e Enable self-registration so that external users can register on their own
e Enable authentication providers, such as Facebook, so that external users can log into the site without creating an account

For more information about these additional options, see Customize Login, Self-Registration, and Password Management for Your
Experience Cloud Site.

With global search from your internal org, you can get uneven results when searching for a site User record. Here's why and what you
can do about it. Each site has a unique network ID. When you create a site user through Contact record > Create External User, the
new User record is assigned to a site's network ID.

Global search looks for records in the internal org, which has a different network ID than the site. A global search doesn't search inside
sites. Since the User record is associated with a site network ID, global search doesn't return results for that record.

The workaround is to create User records in the internal org, and then associate the records to a site. You can associate an internal User
record to a site by linking the internal record to a Contact record. After you forge the link, you can find the User record through global
search. The User record's network ID is now associated with the internal org.

Set Custom Site Roles

Experience Cloud site members are typically assigned the role of partner, customer, or employee. However, you can create custom
roles for users that replace standard ones. You can also choose to display the member's company name in place of a role.

Reset an External User's Password for Experience Cloud Sites

An external user's password can be reset either by the user or by the administrator of the org hosting the site.

How do external Experience Cloud site members get login information?
External users get their login credentials in welcome emails from an Experience Cloud site.

How do | update Experience Cloud site membership using the API?

If you aren't a member of an Experience Cloud site, you can't access Experience Workspaces to update administration settings,
including membership. As an alternative, you can use the APl and Data Loader to add yourself and others to a site.

Assign a Default Experience to a User Profile

Assign a default experience to a user profile to associate that profile with a specific community, portal, or site. Any links in the
notification lead back to the default experience—no more news from nowhere.
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Membership Processing Best Practices

Administer Your Experience Cloud Site

Processing membership when many members are added in a single transaction can result in significant lockout times. Limiting the
number of users per transaction can speed up processing time. Follow these best practices to minimize the impact of processing

times on members.

SEE ALSO:
Customize Salesforce Tabs + Visualforce Sites

Enable the Global Header for Salesforce Tabs + Visualforce Sites

Set Custom Site Roles

Experience Cloud site members are typically assigned the role of partner, customer, or employee.
However, you can create custom roles for users that replace standard ones. You can also choose
to display the member's company name in place of a role.

@ Note: Custom site roles can only be assigned to authenticated users. This feature is not
available for unauthenticated or guest users.

To create custom roles Experience Cloud sites:

1. From Setup, enter Digital Experiences inthe Quick Find box, then select All Sites.
Click Workspaces for the site you'd like to access.

2. Under Administration, click Members.
3. Under Site Role, select Custom.

4. Enterthe new name you want to use instead of the role name. You can replace any or all of the
names. You can even remove a role by deleting the role name.

5. Click Save.

Reset an External User’s Password for Experience Cloud Sites

An external user's password can be reset either by the user or by the administrator of the org hosting
the site.

In either case, when someone initiates a reset of an external user's password, an email is sent to
the user with a link to reset the password. Password reset links expire immediately after users click
them, or after 24 hours if unused. When users click the link, they're required to reset their password
before proceeding.

If a user-initiated password reset request can't be processed, users receive an email telling them
why. Password reset requests fail if a user's account is temporarily or permanently locked due to
too many unsuccessful login attempts or if the request was sent outside approved login hours, IP
ranges, or network locations.

SEE ALSO:
Create Experience Cloud Site Users

How do external Experience Cloud site members get login information?
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USER PERMISSIONS

To customize an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

* Be a member of the site
AND View Setup and
Configuration AND an
experience admin,
publisher, or builder in
that site

To publish an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

* Be a member of the site
AND an experience
admin or publisher in
that site
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How do external Experience Cloud site members get login information?

External users get their login credentials in welcome emails from an Experience Cloud site. EDITIONS

When you enable a contact as a customer user or partner user, they don't receive their login

credentials until you add them to an Experience Cloud site with welcome emails enabled. If welcome Available in: both Salesforce
emails are disabled for the site, the external user doesn't receive credentials, and you must manually Classic (not available in all
send them. To do so, from Setup, enter Users in the Quick Find box, select Users, select the orgs) and Lightning
checkbox next to the user's name, and then click Reset Password. An email containing the user's Experience

username and a link to reset the password is sent to the user. The link in this email expires after 24

Available in: Enterprise,

hours. Performance, Unlimited,

and Developer Editions

SEE ALSO:

Create Experience Cloud Site Users

Reset an External User's Password for Experience Cloud Sites

How do | update Experience Cloud site membership using the API?

If you aren't a member of an Experience Cloud site, you can't access Experience Workspaces to update administration settings, including
membership. As an alternative, you can use the APl and Data Loader to add yourself and others to a site.

O Tip: You can also use other data loaders to update your Experience cloud site membership.

1.

Get the networkId for your Experience Cloud site.

From Setup, enter Digital Experiences inthe Quick Find box, select All Sites, and then right-click your Experience
Cloud site URL and select Inspect. The data-networkId property provides your networkId.

Getthe profileld or permissionsetId youwanttoadd.

From Setup, enter Profiles inthe Quick Find box,then select Profiles or Permission Sets. Click on the profile or permission
set that you want to add. The ID is the last part of the URL.

Forexample, at ExperienceCloudSitesSubdomainName.my.site.com/00aallbb22,thelDis 00aallbb22.
Createa .csvfile with columnsfor networkId and parentId.For parentId,listthe profileld or permissionsetId
you want to add.

Open Data Loader and select the Network Member Group object. Specify the location of the .csv file you created and complete
the Data Loader steps.

After you successfully add members using Data Loader, the members can access Experience Workspaces from the Workspaces link on
the All Sites page in Setup.

@ Note: Inorderto access Experience Workspaces, the member must also have Create and Set Up Experiences or Manage Experiences

permission.

SEE ALSO:

Insert, Update, or Delete Data Using Data Loader
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Assign a Default Experience to a User Profile

Assign a default experience to a user profile to associate that profile with a specific community,
portal, or site. Any links in the notification lead back to the default experience—no more news from
nowhere.

Assign a Default Experience value in Setup through Profiles.

1. InSetup, enter Profiles inthe Quick Find box, then click Profiles in your results.
Click the name of the profile you want to change.

In the Default Experience section, click Edit.

Select an experience from the Experience list.

Click Save.

Allmembers who are assigned the user role are associated with the selected default experience.
When they receive email notifications about network-agnostic objects, like accounts, cases,
and opportunities, links in the notification emails lead back to the default experience. When
they receive their new-user email or notifications about password resets, links in those messages
also lead back to their default experience.

ok W

Membership Processing Best Practices

Processing membership when many members are added in a single transaction can result in
significant lockout times. Limiting the number of users per transaction can speed up processing
time. Follow these best practices to minimize the impact of processing times on members.

Plan Ahead of the Go Live Date
A few things to keep in mind when planning to add or remove members to a site or portal:

e The number of members that are added or removed affects the processing time. The more
members that are processed, the more time it takes to complete the process. When
processing over a million users, the processing time can take hours.

@ Note: Governor limits ensure that only 10 million users are processed at a time.
Attempting to process more than 10 million at a time results in an error.

Administer Your Experience Cloud Site

EDITIONS

Available in: Lightning
communities, portals, and
sites

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

USER PERMISSIONS

To assign a default
experience to a user profile:

e Chatter Enabled
AND

Create and Set Up
Experiences

EDITIONS

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

e When processing members, the site or portal is locked and admins can’t make more changes to it. New Experience Cloud site
members aren't able to access the site until processing is complete, but existing members still have access. Plan for a maintenance

window and communicate as necessary with your members.

e To get an approximate estimate of the processing time, test the deployment in a sandbox environment with a similar setup

before deploying in production.
e Schedule membership updates for a time when traffic in the site is known to be low.

Organize Members into Smaller Groups

Organizing members into smaller groups cuts down on processing time. The following strategies can help reduce the number of

members being processed at a time:

®  Membership processing adds both active and inactive members of a profile or permission set to the portal or site. Remove

inactive members from profiles and permission sets if you don’t need to track them.

e Go live with high-priority members first. Then add the rest of the group in order of priority.

76


https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US

Experience Cloud Administer Your Experience Cloud Site

Add profiles and permission sets in small batches. For example, if you're adding 10 million members, put them into buckets of
1 million per profile or permission set.

Removing profiles or permission sets from the portal or site takes longer than adding them. Make sure that those profiles or
permission sets are required before you add them so you don't have to remove them later.

Other Considerations
When processing members:

e Don't add and remove profiles or permission sets at the same time.

e Don't add or remove users from profiles or permission sets while membership is processing.
e Don'tallow user self-registration while membership is processing.

Contact Salesforce Customer Support for further assistance.
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Use Custom Visualforce Error Pages for Authenticated Users

If you have customized Visualforce error pages, you can have those pages display for authenticated
Experience Cloud site users.

To assign or customize your Visualforce error pages, in Experience Workspaces, click
Administration > Pages and click Go to Force.com. The Error Pages section lists your current
page selections.

When Use custom Visualforce error pages is selected, users who are logged in to the Experience
Cloud site see your custom Visualforce error pages. When Use custom Visualforce error pages
isn't selected, users logged in to the site see the default Visualforce error pages. Guest users who
aren'tlogged in to the site always see the custom Visualforce error pages, regardless of whether
you select the checkbox.

1. Open Experience Workspaces.
2. (lick Administration > Preferences.

3. Select Use custom Visualforce error pages, then click Save.

SEE ALSO:

Assign Salesforce Site Error Pages
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EDITIONS

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

USER PERMISSIONS

To customize an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

e Be a member of the site
AND View Setup and
Configuration AND an
experience admin,
publisher, or builder in
that site

To publish an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

* Be a member of the site
AND an experience
admin or publisher in
that site
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Delegate Site Administration to an External User

Delegate the administration of your site to an external user to increase your site’s capacity for growth EDITIONS
and reduce bottlenecks. External administrators can add, update, and disable members, and they
can reset passwords and manage user permissions.

Available in: Salesforce
Keep these considerations in mind when delegating an external user as a site administrator. Classic (not available in all
orgs) and Lightning

® You can grantdelegated external user administration to users with Partner Community, Customer .
Experience

Community Plus, Gold Partner, Enterprise Administration, or Customer Portal Manager licenses.
Available in: Enterprise,
Performance, Unlimited,
and Developer Editions

@ Nofte: These permissions are automatically enabled when a user is granted the “Delegated
External User Administration” permission. They aren't automatically disabled if the

"Delegated External User Administration” permission is disabled.
Applies to: LWR, Aura, and

—  The"Portal Super User” permission for users with profiles using Customer Community Visualforce sites

Plus licenses

- The "View Roles and Role Hierarchy” permission for all users

USER PERMISSIONS

e Custom fields aren't visible to a delegated external user administrator when they view user

. . . o ) To manage external users:
detail records in Salesforce Classic or Lightning Experience.

* Manage External Users
e Toaccess the account that they're managing, users with the “Delegated External User

- . . ) To create, edit, and delete
Administrator” permission require Read access or greater.

profiles:
e Delegated admins with Customer Community Plus licenses can remove the Role field from the *  Manage Profiles and
Users compact layout to edit members. Permission Sets

-

From Setup, in the Quick Find box, enter Profiles, and then select Profiles.
Select a profile with a supported license and clone it, or click a custom profile.

Click Edit.

Select Delegated External User Administrator.

Click Save.

In the Delegated External User profiles related list, click Edit.

Select the profiles that you want the delegated external user administrator to manage.

In the Delegated External User Permission Sets, click Edit.

W ® N U kW N

Select the permissions that you want the delegated external user administrator to manage.
10. Save your work.

External administrators can enable or disable a user or reset passwords from the Experience Cloud site that they belong to by clicking
Manage External User > View Partner User on the contact’s record. To ensure that the delegated external user administrator is set
up for success, check that:

e Accounts and contacts are available on your delegated administrators site. The Account and Contact tabs are set to Default On.
Optionally, field-level security and page layouts only display the account and contact fields you specify.

e Delegated external user administrators have “Create” and “Edit” permissions on contacts so that they can create and update contacts
related to their account.

e Delegated external user administrators can assign all the permissions in the permission sets that you want them to manage.

e If delegated external administrators require access to personally identifiable information, such as usernames and aliases, select the
View Concealed Field Data permission on the delegated external user administrator profile.

e These buttons are added to the Salesforce Mobile and Lightning Experience Actions section on the Contact page layout.

79


https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.overview_edition_lex_only.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.exp_cloud_basics_glossary.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.exp_cloud_basics_glossary.htm&language=en_US

Experience Cloud Administer Your Experience Cloud Site

- Disable Partner User

- Disable Customer User
- Enable Partner User

- Enable Customer User
- View Partner User

- View Customer User

Give External Users Access to Manage Other Accounts

Authorize external users to manage permission sets for other users, reset passwords, activate, deactivate, or add members to other
accounts. With the Account Switcher component, external users can easily access the other accounts.

Delegate Account Management to an External User

Give external users the power to manage account members and account brand information. Administrators, internal users, and
partner users with the Delegated External User Administrator permission can create and edit a member, reset a member’s password,
and activate or deactivate a member. They can also upload brand logos and save company information for co-branded email
templates to partner users, and create marketing campaigns, deal notifications, and websites.

SEE ALSO:
Create Experience Cloud Site Users
Grant Super User Access to a Partner User
Manage Personal User Information Visibility for External Users
Deactivate Users
Add Salesforce CRM Data to LWR or Aura Sites
Add Tabs to Your Salesforce Tabs + Visualforce Site

Delegate Account Management to an External User
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Give External Users Access to Manage Other Accounts

Authorize external users to manage permission sets for other users, reset passwords, activate,
deactivate, or add members to other accounts. With the Account Switcher component, external
users can easily access the other accounts.

Configure an external managed account to allow an external user to manage another account. An
external managed account designates a managing user, the target account that they can manage,
and the type of access they're authorized to on the target account.

Configure External Managed Account

External Managed Account Information

*Name

External Managed Accounts

Managed By
* Account *User O
) Acme 4 FY Tommy Lowery X

Target Account

*Account

D Acme - East X

Authorized Access ©

Available Access Selected Access

Manage Users

Administer Your Experience Cloud Site

EDITIONS

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

USER PERMISSIONS

To create, edit, and delete

profiles:

* Manage Profiles and
Permission Sets

To view accounts:
e Read access on
Accounts

To manage other external

users:

e Delegated External User
Administrator
permission

To access Target account
information:

e Read access to the
Target account.

After the managing user receives access to an account, the Account Switcher component gives them easy access to their target accounts.
When using the Account Switcher component, the managing user can switch from their account to the target account’s site by clicking

their user profile and selecting Account Switcher.
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CAPRICORM O Search a2
o

Resouroes

Welcome!

Work on leads, register deals, and track progress with analytics.

A Switch Account window opens and alist of all their target accounts appears. A blue check mark indicates the account that the managing
user is on. (My Account) indicates the account of the managing user.

Switch Accounts?

Acme - East .

Acme - West

After clicking a target account name, managing users are automatically redirected to the target account’s site.

I carmcorn | Q s o

Members

Community Members

If you're using other components that track account IDs, you can use the { !CurrentUser.effectiveAccountId} asthe
Account Id value. This value shows the data of the account that is being switched to. For example, the Related Record list component
shows the Members list on the Account Management page and uses { ! CurrentUser.effectiveAccountId} by default
in the Parent Record Id field. When a managing user uses the Account Switcher component to access a target account, the information
on the Account Management page switches to the context of the target account.

You can also drive new behavior based on the account switcher by creating custom components by using
{!CurrentUser.effectiveAccountId} asthe Accountld value
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1. Add the External Managed Account related list to the Account page.

a.
b.

f.

From the Object Manager, in the Quick Find box, enter Account.

Select Account > Page Layouts > Account Layout.

Click the Related List button, and drag the External Managed Account related list to the page.

Go to the External Managed Account related list, and click the wrench icon to open the related list properties menu.
Under Columns, add Authorized Access to the Selected Fields box, and click OK.

Access is only available for Experience Builder sites.

Save your changes.

2. Configure the external managed account.

d.

From the user’s account record, scroll down to the External Managed Accounts related list.
Click Configure.

In the User field, enter the user’s name. This user can switch between their account and the target account and view all contacts
associated with the account.

In the Target Account field, enter the name of the account that's being managed and switched to.

3. Authorize the managing user to reset passwords, add members, and activate or deactivate members of the target account, add
Manage Users access.

a.

b.

C.

Grant the managing user Delegated External User Administrator permission. For more information on granting this permission,
go to Delegate Site Administration to an External User on page 79.

Under Authorized Access, add Manage Users to the Selected Access box.

Save your changes.

4. Access the target account from a portal or site’s user profile menu. If you're using the new customizable user profile menu, add the
Account Switcher menu item. Otherwise, it appears by default.

T 9

a 0

o

Go to Experience Builder, and click the user profile menu at the top of the screen.
Click Edit User Profile Menu.

Click + Add Menu Item.

In the Type field, select Event.

In the Event field, select Account Switcher.

Click Save Menu.

Create the Account Switcher User Permission Set

Create a permission set that allows an external user to switch to a different account from their account.
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Create the Account Switcher User Permission Set

Create a permission set that allows an external user to switch to a different account from their USER PERMISSIONS
account.
To enable Digital
Available in: Lightning Experience in Enterprise, Performance, Unlimited, and Developer Experiences and create or
Editions change custom fields:

e Customize Application

To create, customize, or
The Account Switcher component allows external users to manage members from other accounts. publish an experience AND

External users with this permission can also make purchases on behalf of other accounts. fo create stores and
administer store settings:
You can customize other components that use Account Switcher to drive business logic by using

) ) e Create and Set Up
{!CurrentUser.effectiveAccountId} asthe attribute value for accountId.

Experiences
1. From Setup, in the Quick Find box, enter Permission Sets,and then select Permission * View Setup and
Sets. Configuration
2. Under Permission Sets, click New. To create, edit, and delete

3. Name the permission set Account Switcher User. profiles or permission sefs:

e Manage Profiles

>

From the License dropdown menu, select a Customer Community Plus or Partner

oo R .
Community license. Permissions Sets

Click Save. To assign permission sets:

. . e Assign Permissions Sets
Under Object Settings, select Account.

5
6
7. Forall Account fields, select Read Access.
8. C(lick Save.

9

. To add this permission to the external user who is managing an account, scroll down to Systems, and click System Permissions.

10. Click Edit, and select Account Switcher User.

11. Save your changes.
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Delegate Account Management to an External User

Give external users the power to manage account members and account brand information.
Administrators, internal users, and partner users with the Delegated External User Administrator
permission can create and edit a member, reset a member’s password, and activate or deactivate
amember. They can also upload brand logos and save company information for co-branded email
templates to partner users, and create marketing campaigns, deal notifications, and websites.

To allow external users with Delegated External User Administrator permission to access member
and brand information, add the Account Brand and Members related lists to the Accounts detail
page.

1. Select the icon of the account that you're managing, and select Account Management.

Administer Your Experience Cloud Site

EDITIONS

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

USER PERMISSIONS

To manage external users:
* Manage External Users

To create, edit, and delete

profiles:

* Manage Profiles and
Permission Sets

To administer other

members of the same site,

as an external user:

e Delegated External User
Administrator

T A vz
Sales v Marketing . Resources v Analytics v University v

Support v
My Profile

f Messages

Business Summary Campaigns  Deals Cases

Dashboard
Reseller Business Sum
s of Feb 21, 2020 2:08 PM - Viewing as Eric

fiefresh Lead Inbox

Lead Conversion (%) ®

*® ¥TD Sales vs Goals ®
‘
Sum of Amount (USD) He: elations
: 0 . B  aron Mccleery
/ Director - Tamsco Mfg
85% B Macicod

Open Pipeline

o @ Negotiation/Review @ Proposa

Allow External Users to Manage Partner Members

My Settings

In addition to administrators and internal users, partner users with the Delegated External User Administrator permission can activate,

deactivate, create, and edit members. They can also reset member passwords.
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Allow External Users to Manage Partner Brands

In addition to administrators and internal users, partner users with the Delegated External User Administrator permission can update
and access partner brand information. They can also create co-branded emails, marketing campaigns, websites, and apps for channel
sales from information uploaded to the Branding tab.

SEE ALSO:
Allow External Users to Manage Partner Members

Allow External Users to Manage Partner Brands

Allow External Users to Manage Partner Members

In addition to administrators and internal users, partner users with the Delegated External User EDITIONS
Administrator permission can activate, deactivate, create, and edit members. They can also reset
member passwords.

Available in: both Salesforce

To allow partner users with the Delegated External User Administrator permission to manage other Classic (not available in all
members, add the Members related list to Accounts page layout. orgs) and Lightning
Experience

@ Nofte: To simplify the member creation process, configure a light user creation form for the
delegated administrator to use. Go to Setup > Object Manager > User > Member Page Available in: Enterprise,
Layouts to customize which fields are included on the Member page. You can remove Performance, Unl?r.nited,
Language and Locale Settings and Chatter from the form. Values for removed fields default and Developer Edifions
to the settings of the delegated administrator. If your delegated admin is entering values
other than their own in the Locale and Language and Chatter settings, leave them on the USER PERMISSIONS
form.

To manage external users:

1. Select the icon of the account that you're managing, and select Account Management.
* Manage External Users

2. From Account Management, select the Members tab to access a list of site members. To create, edit, and delete

profiles:

* Manage Profiles and

Permission Sets

W PACIFICA Home sales v Marketing ~ Resources v Analyties v University v Support Q A d

Details  Members Branding More Information

Community Members Add Member
B €Y

v Email v Company Name ~  Active ~

3. Toreset a members password or manage their permission sets, select an option from the dropdown arrow on the member’s row.
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B PACIFICA Home Sales v Rescurces v univarsity v Support v a A @
Details Members Branding More Information
Community Members wpee
@ (<]
| 5 -
2 | v
E] ] 2
4 ] -
4. To activate or deactivate a member, select or deselect the box in the Active column.
5. Toaddamemberto an account, click Add Member.
v = ~— T e ey — et W
Membaers
Community Members
S ——

Full Hame v Emall w  Company Name v Astive

Allow External Users to Manage Partner Brands

In addition to administrators and internal users, partner users with the Delegated External User
Administrator permission can update and access partner brand information. They can also create
co-branded emails, marketing campaigns, websites, and apps for channel sales from information
uploaded to the Branding tab.

To allow partner users with the Delegated External User Administrator permission to manage brands,
add the Account Brand related list to the Accounts page layout.

1. Select the icon of the account that you're managing, and select Account Management.

2. Toaccess the Account Brand Detail page, select the Branding tab.
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profiles:
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a

@ Note: When you merge accounts with brands, the brand information associated with the primary account is retained. Brand
information associated with the secondary account is moved to the Recycle Bin, even if there isn't brand information for the
primary account.

3. Toadd account brand details, click New.

4. To update Account Brand details, click Edit.

5. Tocreate co-branded emails or templates using information from the Account Brand page, use the merge fields under Sender Brand.
These merge fields pull information directly from the Account Brand page. Users must have access to Account Brand to use the
Account Brand merge fields, otherwise the merge fields are unresolved.

Experience Cloud Site Statuses

Experience Cloud sites can have one of these statuses: preview, inactive, active, and archived.

Status

Preview

Description

Customization of the Experience Cloud site isn't complete, and the site has never
been activated. Once you activate an Experience Cloud site, you can't go back to
Preview status.

Users with Create and Set Up Experiences can access sites in Preview status if
their profile or permission set is associated with the site. They can also share a link
to these sites with users whose profiles or permission sets are associated with the
site. The link for sharing a Preview site is located in Experience Workspaces,
under Administration.

No welcome emails are sent even if Send welcome email isselected.

@ Nofte: Ifyourorg's access to Experience Cloud is suspended for non-payment,
allyour sites are deactivated, including the ones in Preview. When Experience
Cloud s re-enabled, all sites are inactive. You can activate them, but you can't
return to the Preview state.

Preview sites count against the maximum number of sites you can have in your org.
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Status Description

Inactive The Experience Cloud site was previously Active but was deactivated.
You may want to deactivate a site if you need to:
e Add or remove members
e Add, remove, or change the order of tabs
e (Change the color scheme
e (Change the site URL

When you deactivate an Experience Cloud site, it no longer appears in the dropdown menu. Users with Create and
Set Up Experiences can still access the setup for Inactive sites regardless of membership. If members try to
access Inactive sites using a direct link, they see an error page.

Welcome emails are sent if Send welcome email isselected or if the user's email settings are not enabled.

Inactive sites count against the maximum number of sites you can have in your org.

Active The Experience Cloud site is active and available to members.
Welcome emails are sent to new members if Send welcome email isselected.

Active sites count against the maximum number of sites you can have in your org.

Archived * You canonly archive inactive sites. If your site is in Preview, you must activate and then deactivate the site before
archiving it.
e When you archive a site,
— Thessite’s URL is unavailable to all users, including admins.
— Instead of the site, users see a Site under maintenance page.
— You can't access the site’s Experience Builder or Workspaces.

-~ Thessite doesn’t count against your org’s maximum 100 unarchived site limit.

Deactivate Your Site

Deactivate your site when you add or remove members; add, remove, or rearrange tabs; change the color scheme; or change the
URL.

Archive a Site
Archive an inactive site so that users can no longer access it.

Unarchive a Site
Unarchive an archived site so that users can access it.

SEE ALSO:
Customize Salesforce Tabs + Visualforce Sites
Activate Your Site
Deactivate Your Site

Share a Link to Your Experience Cloud Site
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Activate Your Site

Activate your site to make it accessible to members. The result of activation differs somewhat
depending on whether you have a Salesforce Tabs + Visualforce site or a Lightning site.

Salesforce Tabs + Visualforce: Activating the site makes the site URL active and enables login
access for members. If welcome emails are enabled when you activate, a welcome email is sent
to all members. If any of those users are new users, their welcome email includes their username
and password.

Lightning sites: Activating the site sends out a welcome email to all members. Activation is also
required to successfully set up SEO for Lightning sites. To make the URL active and enable login
access for members, publish the site.

@ Note: If your organization has enabled enhanced domains, site traffic is routed through a

Salesforce content delivery network (CDN) partner. The partner is Akamai. Contact Salesforce
Customer Support to opt out of the Salesforce CDN.

To activate a site:

1.

From Setup, enter Digital Experiences inthe global search box. Select Sites.

2. Open Experience Workspaces.

3. C(lick Administration > Administration.
4,

5. Click OK.

Click Activate.

@ Note: To ensure your contributors can access Experience Builder and Workspaces in an
inactive community, enable the “Modify All Data” permission.

SEE ALSO:

Experience Cloud Site Statuses
Customize Salesforce Tabs + Visualforce Sites

Deactivate Your Site
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Classic (not available in all
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Available in: Enterprise,
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USER PERMISSIONS

To create an Experience

Cloud site:

e Create and Set Up
Experiences AND View
Setup and Configuration

To customize an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

e Be a member of the site
AND View Setup and
Configuration AND an
experience admin,
publisher, or builder in
that site

To publish an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

* Be a member of the site
AND an experience
admin or publisher in
that site
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Deactivate Your Site

Deactivate your site when you add or remove members; add, remove, or rearrange tabs; change EDITIONS
the color scheme; or change the URL.

Available in: Salesforce
Classic (not available in all
orgs) and Lightning

@ Nofte: If acommunity license is removed from your org, members can still access sites
associated with that license. To ensure security, deactivate sites that you wish to discontinue.

1. From Setup, enter Digital Experiences inthe Quick Find box, then select All Sites. Experience

2. C(lick Workspaces next to the site you want to deactivate. Available in: Enterprise,

3. C(lick Administration > Settings. Performance, Unlimited,

4. Click Deactivate and Developer Editions
After your site is inactive and offline, only users who have the Create and Set Up Experiences Applies to: LWR and Aura
permission can access it. All other users see a Site Under Construction page. sites

SEE ALSO: USER PERMISSIONS
Experience Cloud Site Statuses To create an Experience
Activate Your Site Cloud site:

e Create and Set Up
Experiences AND View
Setup and Configuration

Customize Salesforce Tabs + Visualforce Sites

To customize an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

* Be a member of the site
AND View Setup and
Configuration AND an
experience admin,
publisher, or builder in
that site

To publish an Experience
Cloud site:

e Be a member of the site
AND Create and Set Up
Experiences

OR
e Be a member of the site
AND an experience

admin or publisher in
that site
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Archive a Site

Archive an inactive site so that users can no longer access it. EDITIONS

1. Open the Digital Experiences app from the App Launcher.

Available in: Salesforce
Classic (not available in all
orgs) and Lightning

App. Experience

Nofe: To update visibility and tab settings for profiles you want to have access to the
Digital Experiences app and the All Sites page, see Enable Access to the Digital Experiences

Click View All'in All Sites. Available in: Enterprise,
Performance, Unlimited,

Click the name of the site you want to archive. ”
and Developer Editions

On the site detail page, click Archive.
Applies to: LWR, Aura, and

Visualforce sites

o W

Click Archive again.

USER PERMISSIONS

To archive an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

Experience Cloud Site Detail Workspaces | Builder
Customer Service
Name Template Status Last Published Last Published By
Customer Service Customer Service Preview Unpublished Unpublished

Details
Tamplate Preview Created By # Jess Smith
OOl et 9/7/2021, 2:23 PM

| —
m Framework Aurs
- Description
—_———

Your site is archived. If you change your mind, you can unarchive it.

Considerations for Archiving a Site
Before you archive a site, consider what types of sites can be archived, and the impact that archiving might have on users.
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Considerations for Archiving a Site

Before you archive a site, consider what types of sites can be archived, and the impact that archiving
might have on users.

® Youcanonlyarchive inactive sites. If your site is in Preview, you must activate and then deactivate
the site before archiving it.

e When you archive a site,
- Thessite’s URL is unavailable to all users, including admins.
— Instead of the site, users see a Site under maintenance page.
— You can't access the site’s Experience Builder or Workspaces.

- The site doesn't count against your org’s maximum 100 unarchived site limit.

Unarchive a Site

Unarchive an archived site so that users can access it.

1. Access the Digital Experience app using the App Launcher.

2. Nofte: To update visibility and tab settings for profiles you'd like to have access to the
Digital Experience app and the All Sites page, see Start Using Salesforce CMS.

Click View All in All Sites.

3. Click the name of the site you'd like to unarchive.

4. On the site detail page, click Unarchive.

5. Click Unarchive again.

Your site is archived. If you change your mind, you can unarchive it.

Manage Site Emails and Notifications

Manage the emails that are sent out from your Experience Cloud site, and which notifications your
members see.

Enable Notifications in Experience Builder Sites

With Global Notifications, your members receive messages wherever they're working, whether
in their sites or in their apps. Members receive notifications on any screen—mobile, tablet, and
desktop. This functionality is available in Experience Builder sites based on Customer Service
(Napili), Partner Central, and any Lightning Bolt solutions.

Troubleshooting Steps If Site Members Don't Receive Welcome Emails

When you create a site, publish it, and then activate it, you expect site members to receive a
welcome email that gives them access to the new site. Take these troubleshooting steps if site
members don't receive welcome emails.
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EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: LWR, Aura, and
Visualforce sites

EDITIONS

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

You must have at least one
active community license in
your org to use this feature.

USER PERMISSIONS

To unarchive an Experience
Cloud site:

e Create and Set Up
Experiences

EDITIONS

Available in: Salesforce
Classic (not available in all
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Experience

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

Applies to: LWR, Aura, and
Visualforce sites
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Customize Email Sent from Experience Cloud Sites for Email Verification

You can customize email sender information and Chatter email branding. You can also customize
email templates, such as templates for welcoming new members and resetting members’ passwords.
Customize email templates in the user interface or with Visualforce.

1.

From Setup, in the Quick Find box, enter 211 Sites,and then select All Sites. Next to your
site, click Workspaces.

Click Administration, and then select Emails.
Enter custom values for the email sender’s name and address to replace the default values.

If you change the sender’s email address, we send a verification email to the new address. The
change is pending, and we continue to use the existing address while we await verification.
The requested address doesn't take effect until you click the confirmation link in the email. If
verification is already pending for a new email address and you specify a different new address,
we retain the latest value and use that value for verification.

If you enter a custom value for the sender’s address and you have enabled mail relay, your
Chatter emails use the relay.

Customize the content that appears in the footer of Chatter emails.

Welcome emails contain login information for external members. If you don't select this option,
you must send username and password information directly to the user who's registering for
your site. All Chatter emails display the Chatter logo and Salesforce information by default unless
you replace them with your logo and information. If you previously customized the logo or
footer text and want to restore the default values, use the APl to set these fields to null.

a. Toreplace the default Chatterlogo, choose alogo. The logo must be an existing document
in the Documents tab and must be marked Externally Available Image. Images of 150 x 50
pixels on a transparent background work best.

b. Toreplace the default footer text, enter up to 1,000 characters. The default text includes
the Salesforce name and physical address. We recommend including your physical address
to comply with applicable anti-spam laws.

To send email to users when they're added to the site, select Send welcome email.

Welcome emails contain login information for external members. If you don't select this option,
you must send username and password information directly to the user who's registering for
your site.

Salesforce sends welcome emails when:

e Asite changes from Preview status to Active status. An inactive site doesn't receive emails

unless the associated org has a default portal or if the user’s profile is part of an active portal.

e Anadmin adds a profile or permission set to an active site.

e Auserof an active site is assigned a profile or permission set.

You can set the duration that the link provided in the welcome email is valid.

Administer Your Experience Cloud Site

EDITIONS

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

USER PERMISSIONS

To customize an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

e Be a member of the site
AND View Setup and
Configuration AND an
experience admin,
publisher, or builder in
that site

To publish an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

* Be a member of the site
AND an experience
admin or publisher in
that site

a. From Setup, in the Quick Find box, enter Digital Experiences,and then click Digital Experiences > Settings.

b. Change the link expiration duration under New User Email Settings and save your work.

If a profile or permission set is part of multiple sites, users with that profile or permission set receive a welcome email from each site.
The first email contains login credentials, but emails from subsequent sites simply contain a link to the site.
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6. To send email to users when they receive a one-time password, for One-Time Password, look up and select the email template,
Communities: One-Time Password Email.

This one-time password email message isn't enabled by default. If you don't select this option, Salesforce sends a generic message
for identity verification.

Salesforce sends verification emails whenever users are required to confirm their identity.Salesforce also sends emails with one-time
passwords for device activation when users log in from an unfamiliar browser, app, or IP address. This use case isn't covered by the
One-Time Password email template. To customize emails sent for device activation, use the Device Activation Verification email
template.

e An external user attempts to log in to your site with an email address.
e Anexternal user attempts to register a mobile or U2F device.

e Anexternal user changes their email address.

7. To select an email template for Forgot Password, Change Password, Case Comment, User Lockout, One-Time Password, Old Email
Address Change Verification, New Email Address Change Verification, Device Activation Verification, Self-Registration Micro-Batch

Error, or One-Time Password For Headless Forgot Password Flow, click C:'Q-| . Then select an email template from the list.

@ Note: Password reset links expire after 24 hours.

You can customize the default email templates.

@ Note: When you customize the contents of a default email template, use the { ! Community Url} mergefield to populate
the URL for the current site. This field ensures that emails have the correct URL to direct users to the appropriate site. The
{!Community url} merge field isn't available for the User Lockout template.

8. Save your changes.

Emails that are sent as a result of approvals and workflows, and changes to unscoped objects, like cases, are sent based on-site membership.
Forexample, if a workflow triggers an email, all the recipients are grouped based on-site membership and then one email is sent to each
group. If the user is a member of multiple active sites, the email comes from the oldest active site.

@ Note: Objects that you can see whether you're in a site or your internal Salesforce org are called unscoped objects. Unscoped
objects include records like opportunities, accounts, cases, and the like.

Another way to customize site emails is to use these fields on the APl Network object.

® CaseCommentEmailTemplateId—ID of the email template used when submitting a comment on a case.

® ChangePasswordEmailTemplateId—ID ofthe email template used when notifying users that their password has been
reset.

® ChgEmailVerNewEmailTemplateId—ID of the email template used when notifying users that their email address has
been changed. This template is sent to the new email address.

® ChgEmailVerOldEmailTemplateId—ID of the email template used when notifying users that their email address has
been changed. This template is sent to the old email address.

® DeviceActEmailTemplateId—ID of the email template used when users log in from an unrecognized browser, app, or IP
address. The email contains a one-time password that users enter to verify their identity.

® EmailFooterLogoId—ID of the Document object that displays as an image in the footer of the site Chatter emails.
®* EmailFooterText—Textthatdisplays in the footer of site Chatter emails.

®* FEmailSenderAddress—~Read only. Email address from which site emails are sent.

® EmailSenderName—Name from which site emails are sent.

® ForgotPasswordEmailTemplateId—ID of the email template used when users forget their password.
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® LockoutEmailTemplateId—ID of the email template used when users try to reset their password after locking themselves
out of their site from too many login attempts.

® NewSenderAddress—Email address that has been entered as the new value for EmailSenderAddress buthasn't been
verified yet. After a user has requested to change the sender email address and has successfully responded to the verification email,
the NewSenderAddress value overwrites the value in EmailSenderAddress. Thisvalue becomes the email address from
which site emails are sent.

- Ifverification is pending for a new email address, and you set NewSenderaAddress to null, the verification request is canceled.
- NewSenderAddress isautomatically setto null after EmailSenderAddress hasbeen set to the new verified address.
— If verification is pending for a new email address, and you specify a different new address for this field, only the latest value is
retained and used for verification.
® OptionsSendWelcomeEmail—Determines whethera welcome email is sent when a new user is added to the site.

® VerificationEmailTemplateId—ID ofthe emailtemplate used when users must verify theiridentity, for example, when
they log in without a password or from a new device.

* WelcomeEmailTemplateId—ID of the email template used when sending welcome emails to new site members.

SEE ALSO:
Merge Fields for Experience Cloud Sites
Customize Salesforce Tabs + Visualforce Sites
Customize Buttons on the Tabbed Activity Composer

Use Your Classic Email Templates in Lightning Experience

Merge Fields for Experience Cloud Sites

You can personalize the email that you send to Experience Cloud site members by adding merge

fields to your email templates.

When you enable digital experiences in your org, Salesforce provides text-based email templates Available in: both Salesforce

to simplify communicating with your Experience Cloud site members. You can use these templates Classic (not available in all

to: orgs) and Lightning
Experience

e Welcome new members

* Handle forgotten passwords Available in: Enterprise,
Performance, Unlimited,

* Reset passwords and Developer Editions

e Notify users when they're locked out after failing to log in after so many attempts

e Commenton cases

e Send one-time passwords when identity verification is required for multi-factor authentication or passwordless login
e Send one-time passwords when identity verification is required for device activation

e Send verification links in async email messages for identity verification

e Send verification emails when a user changes their email address

Experience Cloud site email templates have merge fields unique to sites. You can find them under the Network Member Fields field
type. You can also use other merge field types, such as Receiving User and Organization. Here are a few merge fields commonly used
in Experience Cloud site email templates.
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Field Name

{!Network Community Name}
OR
{!Community.Name}

OR

{!Community Name}

{!Network Community Url}
OR
{!Community.Url}

OR

{!Community Url}

{!Receiving User.Username}

{ !NetworkMember.Operating System}
OR

{!Operating System}

{!NetworkMember.EmailVerify Url}
OR

{!EmailvVerify Url}

{!ChgEmailVer.NewEmail}
OR

{!ChgEmailVer.0OldEmail}

{!ChgEmailVer.URL}

Administer Your Experience Cloud Site

Description

The name of the Experience Cloud site.

The URL to the login page of the Experience Cloud site, for example,
https://MyDomainName.my.site.com/partners/login

{{Community_Url} is populated in the:

e Welcome New Membertemplate when Send welcome email
is selected

e Forgot Password or Change Password template if the external
user receiving the email is a member of the Experience Cloud
site

The login page URLs populated for authenticated LWR sites created
after Winter 23 have a different structure than the login page URLs
populated for all other Experience Cloud sites. Clicking the URL still
directs users to your site’s login page as expected.

The username of the user receiving the email. This field only renders
for mass emails.

The operating system of the Experience Cloud site member.

The verification link sent to a user via email.

The user's email address.

The verification link sent to a user via email when their email
address is changed.

@ Note: Available merge fields differ between email templates. View Available Merge Fields at the top of each email template to

see the available fields.

For more flexibility, you can create custom Experience Cloud site email templates in Visualforce. For a Visualforce email template, use
the $Network global merge field type and its properties, as described in this table. These fields are populated only in Visualforce

Experience Cloud site email templates.
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Field Name Description

S$Network.ActionForVerificationEmail Used in one-time password (OTP) and device activation emails to
specify the action that prompted sending a verification email.

SNetwork.AsyncVerificationLink Used in asynchronous emails to send a verification link (URL) to
users. Users click the link to verify their email address with
Salesforce. After verifying their email address, external users can
log in with a one-time password (OTP) via email (passwordless

login).

S$Network.BrowserForVerificationEmail Used in OTP and device activation emails to specify the browser
where the action occurred that prompted sending a verification
email.

S$Network.CodeForVerificationEmail The verification code sent in the OTP or device activation email.

$Network.ChgEmailVerOldEmail The user's old email address, when they change it.

S$Network.ChgEmailVerNewEmail The user's new email address, when they change it.

S$Network.ChgEmailVerLink The link, sent to the user's new email address, that the user follows

to verify their email address change.
$Network.Name The name of the Experience Cloud site.

S$Network.NetworkUrlForUserEmails The URL to the login page of the Experience Cloud site, forexample,
https://MyDomainName.my.site.com/partners/login.

If this merge field is in the welcome email to new members, the
URL is appended with a link to a reset password page.

$Network.OperatingSystemForVerificationEmail Usedin OTP and device activation emails to specify the operating
system where the action occurred that prompted sending a
verification email.

$Network.passwordLockTime Used in the formula field for lockout emails to specify how long a
OR user must wait until logging in again after being locked out.

{ | PASSWORD_LOCK_TIME}

For more information on creating Visualforce templates, see the Visualforce Developer Guide.

If your Experience Cloud site uses cases, approvals, or workflows, emails created from an email template that use the

{!<any object>.Link} or {!Case.Link} mergefieldsincludealink to the record in the site. If the user receiving the email
is a member of multiple active Experience Cloud sites, the link goes to the oldest active site. If the user is already logged in to a site and
clicks the link in the email, the link goes to that site. If the user isn't a member of any site, the link goes to the internal org. If the user is
amember of a portal and a site, the link goes to the site.

Field Name Description

{!Case.Link} Used in:

e (Case comment notifications to contacts and owners
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Field Name Description

e (ase creation and update notifications to contacts

{!<any object>.Link} Used in:

e Approval requests sent to approvers and delegated approvers

e Workflow email alerts

To insert merge fields into your Experience Cloud site email templates:

1. From Setup, enter Email Templates inthe Quick Find box, and select Classic Email Templates. Next to an email template,
click Edit.

2. Under Available Merge Fields, from the dropdown menu, select the field type, and then select the field. For merge fields specific to
sites, select Network Member Fields.

3. Copy the merge field value into the body of the email template.

SEE ALSO:
Customize Email Sent from Experience Cloud Sites for Email Verification

Email Templates in Salesforce Classic
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Customize the One-Time Password Email Template

You can customize the email that you send to external users to verify their identity with a one-time
password (OTP). The email includes a verification code that users enter to prove their identity.
Control how you communicate with your customers and partners by rewording the email that
comes with the verification code.

Salesforce sends out an email with an OTP for email verifications in these scenarios.

Headful passwordless login—Set up a login page for your Experience Cloud site that allows
users to log in with their email address. You create a passwordless login page from your site’s
Login & Registration page. See Brand Your Identity Experience.

Headless passwordless login—Allow users to log in to your off-platform app with an email
address or phone number.

Salesforce also sends an email with a one-time password for device activation email verifications.
To customize this notification, see Device Activation Email Template.

The one-time password email template is available to Experience Builder sites as of Winter '19.

1.

From Setup, enter 411 in the Quick Find box, and select All Experiences. Next to your site,
click Workspaces.

Select Administration, and then select Emails.

Under Email Templates, click Q-] next to One-Time Password, and select Experience Cloud:
One-Time Password Email.

Click Save.

Your site is set up to send verification code notifications to users.

To customize the notification, edit the email template.

a. From Setup, enter Email Templates inthe Quick Find box, and select Classic Email
Templates.

b. Nextto Experiences: One-Time Password Email, select Edit.

¢. Edit the text in the email body.
@ Note: Don'tremove {!Verification Code}.
d. (Optional) In the email body, insert merge fields listed under Available Merge Field. To get

the merge field value, select a field type, and then select a field. Copy and paste the merge
field value into the email body.

Administer Your Experience Cloud Site

EDITIONS

Available in: Experience
Builder sites

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

USER PERMISSIONS

To customize an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

e Be a member of the site
AND View Setup and
Configuration AND an
experience admin,
publisher, or builder in
that site

To publish an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

* Be a member of the site
AND an experience
admin or publisher in
that site

For example, from the Field Type dropdown, select Network Member Fields, and then select Site Name. The Merge Field

Value displays {!Community.Name}.

e. C(lick Save.

You can also use Visualforce to create a custom OTP email template using the $Network global merge field type.
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Customize the Device Activation Email Template

Customize the email you send to verify a user's identity when they access your Experience Cloud EDITIONS
site from an unfamiliar browser, application, or IP address. The email includes a one-time password
(OTP) that users enter to verify their identity. Change the look and wording of the email to match
your brand.

Available in: Experience
Builder sites

Device activation works differently based on whether you've configured a trusted IP address range.
If you haven't defined a trusted IP range, users are prompted to verify their identity when they log
in from a new browser or app. If you have defined a trusted IP range, users must verify their identity
when they log in from an IP address outside of the range. For more information on how device
activation works, see Device Activation.

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

USER PERMISSIONS
You can enable device activation for Experience Cloud site users through Profiles in Session Settings. _
1. From Setup, in the Quick Find box, enter Si tes, and then select All Sites. To create an Experience
. Cloud site:
2. Nextto your site, click Workspaces. « Create and Set Up
3. Select Administration, and then select Emails. Experiences AND View
4 Setup and Configuration
" Under Email Templates, click %] next to Device Activation Verification, and select Experience To customize an Experience
Cloud: Device Activation Verification Email. Cloud site:
5. Save your settings. * Be amember of the site
Your site is set up to send device activation notifications to users. AND Create and Set Up
Experiences

6. To customize the notification, edit the email template. OR

a. From Setup, in the Quick Find box, enter Email Templates, and then select Classic

Email Templates. * Be a member of the site

AND View Setup and
b. Next to Experience Cloud: Device Activation Verification Email, click Edit. Configuration AND an
experience admin,
publisher, or builder in

@ Note: Don'tremove {!Verification Code}. that site

¢. Edit the text in the email body.

To publish an Experience

Cloud site:

* Be a member of the site

» AND Create and Set Up
. Experiences

OR

a. Optionally, to personalize the text, use the available merge fields listed at the top of the
page. For more information, see Merge Fields for Experience Cloud Sites.

sETU
Classic Email Templates

R —
Experience Cloud: Device Activation Verification Email

* Be a member of the site
AND an experience
admin or publisher in
that site

Emall Tamplate Edit save | [Seve 8 ow | [cancel

Emall Tamplata Information 1 = Fsqures inkeamation

Example: — e
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Customize the User Lockout Email Template

You can customize the email template you send to users when they attempt to reset their password
after getting locked out of your Experience Cloud site due to too many failed login attempts. You
can change the look to match your brand and how and when users can unlock their accounts.

Users are unable reset their passwords when their accounts are locked. Depending upon their
password policy, they may need to wait awhile or contact an admin to unlock their account before
they can reset their password. Admins set the password policy, including the maximum allowable
invalid login attempts, on the site user's profile page. This password policy determines the next
steps users take to unlock their account. The default email template includes a formula that checks
the profile’s password policy and pulls that information into the notification sent.

The user lockout email template is available to Experience Builder sites as of Summer '18.

1. From Setup, enter A11 in the Quick Find box, and select All Experiences. Next to your site,
click Workspaces.

2. Select Administration, and then select Emails.

Under Email Templates, click Q-] next to User Lockout, and select Experiences: User Lockout
Email.

4. Click Save.
Your site is set up to send notifications to users when they're locked out of their accounts.

5. To change the formula or make other customizations, edit the email template.

@ Note:

e The formula included in this template is only for lockout emails. When applied to
another email type, the formula returns a blank message.

e The {!Community url} merge field isn't available for the lockout template.
a. FromSetup,enter Email Templates inthe Quick Find box, then select Classic Email
Templates.
b. Next to Experiences: User Lockout Email, select Edit.

¢. Edit the text in the email body. To personalize your email content, use the available merge
fields listed at the top of the page.

d. Click Save.

Example: If the password policy locks users out for 15 minutes before they can try to log in
again, the formula returns the following message: “Try again in 15 minutes.”
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EDITIONS

Available in: Experience
Builder site

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

USER PERMISSIONS

To customize an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

e Be a member of the site
AND View Setup and
Configuration AND an
experience admin,
publisher, or builder in
that site

To publish an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

* Be a member of the site
AND an experience
admin or publisher in
that site
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Subject You've been locked out of {{Community_Name}

Plain Text Preview
Hello {{Receiving_User.FirstName},

We received your request to reset your {|Community_Name} password. We can't reset your password right now. Your account
is locked after too many login attempts.

{ICASE(1,
IF(VALUE(PASSWORD_LOCK_TIME) = 0, 1, 0), "Try again in " + PASSWORD_LOCK_TIME + " minutes.",
IF(VALUE(PASSWORD_LOCK_TIME) < 0, 1, 0), "Contact your " + Community_Name + " administrator to unlock your
account.”,

oo :l}

If you didn't request a password reset or haven't tried to log in to your account recently, contact your {{Community_Name}
administrator or reply to this email.

Thank you,
{!Community_Name}
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Customize the Email Address Change Template

You can customize the email template you send to users when they change the email address they
use with Salesforce. Change the look to match your brand and the wording of the message.

Salesforce sends two verification emails to a user when the user changes their email address. One
is sent to the user’s old email address, and one is sent to the new one. The user clicks the verification
URL in the email sent to the new address, and completes the email address change. You can
customize those emails. If you change a user's email address for them, no email change verification
email is sent.

The Email Address Change Verification email templates are available to Experience Builder sites as
of Winter 21.

1. From Setup, enter A11 Experiences inthe Quick Find box, and select All Experiences.
Next to your site, click Workspaces.

2. Select Administration, and then select Emails.

Under Email Templates, click C{] next to Old Email Address Change Verification and select
Experiences: Old Email - Change Email Verification.

Under Email Templates, click '-:L] next to New Email Address Change Verification and select
Experiences: New Email - Change Email Verification.

5. Click Save.
Your site is set up to send notifications to users when their email addresses change.

6. To make customizations, edit the email template.
@ Note: You canusethe {!ChgEmailVer.NewEmail},
{!ChgEmailVer.0ldEmail},and {!ChgEmailVer.URL} merge fields.

a. FromSetup,enter Email Templates inthe Quick Find box, then select Classic Email
Templates.

b. Next to Experiences: Old Email - Change Email Verification or Experiences: New Email -
Change Email Verification, select Edit.

¢. Edit the textin the email body. To personalize your email content, use the available merge
fields listed at the top of the page.

d. Click Save.

Example:
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EDITIONS

Available in: Experience
Builder sites

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

USER PERMISSIONS

To customize an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

e Be a member of the site
AND View Setup and
Configuration AND an
experience admin,
publisher, or builder in
that site

To publish an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

* Be a member of the site
AND an experience
admin or publisher in
that site
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Email Template Send Test and Verify Merge Fields

Subject  Finish changing your {ICommunity_Name} account’s email address

Plain Text Preview
Hi {IUser.FirstName},

We received a request to change the email address for the username {IUser.Usemame). Please make sure the following
changes are correct

Previous email address: {IChgEmailverQIdEmail}
New email address: {IChgEmailverNewEmail}

To finish changing your email address, go to the following link. This link expires in 72 hours.
{IChgEmailver.Urf}

SEE ALSO:
Customize Email Sent from Experience Cloud Sites for Email Verification

Merge Fields for Experience Cloud Sites
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Customize the Headless Registration Email Template

When you configure headless registration for an off-platform app, you can customize the one-time EDITIONS
password (OTP) email that users receive to verify their identity. Edit the default email template to
match your company’s branding. Keep in mind that this email template is only for headless

Available in: both Salesforce

registration in an app outside of the Salesforce platform. It isn't designed for users registering or Classic (not available in all
logging in to an Experience Cloud site. orgs) and Lightning
1. From Setup, in the Quick Find box, enter Si tes, and then select All Sites. Next to the Experience

Experience Cloud site for your Headless Identity implementation, click Workspaces. Available in: Enterprise
2. Select Administration, and then select Emails. Unlimited, and Developer
3 Edifions

Under Email Templates, next to One-Time Password for Headless Registration, click %] ,and
then select Experience Cloud: One-Time Password Email for Headless Registration

I USER PERMISSIONS
Verification.
4. Save your changes. To customize an Experience

. o Cloud site:
5. To customize the email, edit the template. ]
* Be a member of the site

a. From Setup, enter Email Templates inthe Quick Find box, and select Classic Email AND Create and Set Up
Templates. Experiences
b. Next to Experience Cloud: One-Time Password Email for Headless Registration Verification, OR
select Edit.  Be amember of the site
c. Edit the text in the email body. AND View Setup and
Configuration AND an
@ Note: Dontremove {!Verification Code}. experience admin,
publisher, or builder in
d. Toadd more fields to the email, copy merge field values into the template. Under Available that site
Merge Fields, select a field type, select a field, and then copy and paste the merge field To publish an Experience
value into the email body. Cloud site:
For merge fields specific to Headless Identity, select Network Member Fields for the field e Be amember of the site
type. AND Create and Set Up
Experiences
Avallable Merge Fields
Select Field Type Select Field l:upy_M OR
TR e —————— 1 E"at:e;?;a" ahights Frequency = . Beamember of the sife
Email Template Edit swe] B Croated By ID AND an experience
o S Created Date admin or publisher in
Default Notification Frequency when Joining Groups Th(]f Sne

Folder i il
|| Unfiled Public Classic Emai Email Address Change Verification for New Email

Available For U:
watlable Fortise Email Address Change Verification for Old Email

Email Template Name  |[Eyperience Cloud: OngJ| Email Address Change Verification URL
Template Unique Name || CommunityHeadlessReg| i i

Enceding | Unicode (UTF-8)

Description Email that users receive with Headless Identity User First Name

Subject —— 1 Headless Identity User Last Name
l Verify your identity in Comn Headless Identity User Phone Number

Email Bedy  |Hgllo, {IHeadlessAuth. FirstName)

Headless Identity User Email Address

Headless Identity User Username

To confirm your registratiot
{ICommunity.Name},
Network Member ID

lat's verify your identity. En
Password Lock Time

Password: {Verification.C¢ . "
Reputation Points

Site Url
Verification Action

Save |31 Verification Browser

e. Saveyour changes.
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Enable Notifications in Experience Builder Sites

With Global Notifications, your members receive messages wherever they're working, whether in USER PERMISSIONS
their sites or in their apps. Members receive notifications on any screen—mobile, tablet, and desktop.

This functionality is available in Experience Builder sites based on Customer Service (Napili), Partner To create permission sets:
Central, and any Lightning Bolt solutions. * Manage Profiles and
Permission Sets
Available in: Lightning Experience To assign a permission set
fo a user:

Available in: Enterprise, Performance, Unlimited, and Developer Editions . -
e Assign Permission Sets
To create, customize, or
publish a site:
e Create and Set Up
Experiences AND View
Setup and Configuration

HOME TOPICS v

All events that trigger notifications are supported. Members can even trigger notifications on record feeds. For example, an internal
member can trigger a notification from the Salesforce org by @mentioning an external member on a lead or opportunity. When a
member clicks a notification, the originating detail page or other appropriate location is displayed for easy collaboration across sites and

apps.

@ Note:

e Ifyou use the Build Your Own (Aura) template, create the Feed Detail page so you can see notifications.

e Replies on threaded discussions only trigger notifications for the post owner.

By default, the Notifications icon is hidden in existing sites and displayed in new sites.

1.
In Experience Builder, click ﬂ on the left sidebar and then click Theme.

2. Forthe default Customer Service theme layout, show or hide Notifications for your members by selecting Hide Notifications icon
in site header.

Manage Your Site Email Notifications
Use email notifications to keep up with important updates in your Experience Cloud sites.

Manage Your Site Email Notifications

Use email notifications to keep up with important updates in your Experience Cloud sites. EDITIONS

You can choose to receive email notifications whenever someone posts on your profile, comments

after you on a post you've commented on, posts to a group you belong to, and more. Email Available in: Salesforce
notification preferences are set by community. Classic (not available in all
orgs) and Lightning

To set your email preferences, go to your profile page within a community, click the dropdown .
y P 9 yourp Pag y P Experience

button ( = ) in the upper-right corner and select My Settings, then click Email Settings. You

can turn individual notifications on or off. Available in: Enterprise,

Performance, Unlimited,
Your chosen settings apply to the current community. If you don't belong to any groups yet, you and Developer Editions

won't see the option to set groups on this page until after you join your first group. You can also
Applies to: Visualforce sites
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set your group email preferences using the Email Me... dropdown on each group’s page. You can choose to receive a daily or weekly
digest email or an email every time someone posts. This option is visible if you're a group member.

Your email options are similar to the Chatter email settings in your internal organization under your personal settings ( Your Name >
My Settings > Email Settings for Chatter Free users). Within communities, however, note the following differences.

Warning: Avoid spamming new group members in a community, especially if you are adding group members en masse. Deselect
the following org-wide Chatter email notifications: Allow Emails and Allow Posts via Email. Access these settings by searching
Email Settings inthe Quick Find search box in Salesforce Setup.

e The default notification frequency for new groups you join can't be set via the user interface. It can be set only via Salesforce APIs
(SOAP API'and REST API).

e Personal digests aren't currently available.
e You don't receive notifications when new articles are added to topics.

e Ifyour community has Chatter messages enabled, you're notified of file shares in a message. If Chatter messages aren’t enabled, you
are notified of file shares by email.

e Ifflagging is enabled in the community, the Flags an item as inappropriate option appears for all members of the community,
but only sends notifications if:

- You're a group owner or manager and a member flags a post, comment, or file in your group.

- You're a moderator and a member flags a post, comment, or file you have access to. Depending on the type of notification you
want to receive, you also need following permissions:

Email Notifications About Required Permission

Flagged posts and comments “Moderate Community Feeds”

Flagged files “Moderate Community Feeds”

Flagged Chatter messages “Moderate Community Feeds” and “Moderate Communities Chatter Messages”
Flagged direct messages “Moderate Communities Chatter Messages”

If the Flag as Inappropriate link doesn't work in your email, try flagging the message from the Ul.

SEE ALSO:
Navigate to Chatter Email Settings
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Troubleshooting Steps If Site Members Don’t Receive Welcome Emaiils

When you create a site, publish it, and then activate it, you expect site members to receive a welcome
email that gives them access to the new site. Take these troubleshooting steps if site members
don't receive welcome emails.

To ensure that you added the correct user profiles or permission sets, check your site’s
membership. Make sure that the correct users are assigned to the correct member profiles or
assigned the correct permission sets.

Make sure that the Send welcome email option is selected in Workspaces > Administration >
Emails.

Check the email deliverability status to ensure that No Access isn't selected. In Setup, enter
Deliverability inthe Quick Find box, and click Email Deliverability. Ensure that Access
level isn't set to No Access.

Check email logs to ensure that the emails were sent. In Setup, enter Email Log Files
in the Quick Find box, and click Email Log Files. Click Request an Email Log, and enter the

Access Experience Cloud Sites in the Salesforce Mobile App

EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: LWR, Aura, and
Visualforce sites

time period to check. After you receive the email log, check to see if emails were sent from Salesforce to your members.

Check the spam folder to ensure that emails aren't marked as spam.

Set a verified Organization-Wide Email Address.

Access Experience Cloud Sites in the Salesforce Mobile App

Accessing Experience Cloud sites from the Salesforce mobile app depends on several factors,
including the type of template used to create the site and the licenses and permissions of site users.

Grant the Necessary Permissions

Make sure that site users can access the Salesforce mobile app.

Verify that the mobile app is enabled for your org (default) or enable it. From Setup, enter
Settings inthe Quick Find box, then select Salesforce Settings.

Allow site access via the Salesforce mobile app by granting the “API Enabled” profile permission
to external users with communities licenses. From Setup, enter Profiles inthe Quick Find
box, then select Profiles. Select Edit on a profile to add the profile permission.

Salesforce Tabs + Visualforce Sites

EDITIONS

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Sites that use the Salesforce Tabs + Visualforce template aren’t supported in the Salesforce mobile app.

Type of User

Users with standard Salesforce licenses

Internal org users who are also in a community

External users with the following community licenses:

How to Access a Site

Not supported
Customer Community
Customer Community Plus

Partner Community
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Type of User How to Access a Site

e Customer Portal

e Partner Portal

e High-Volume Portal User

e Lightning External Apps

e Lightning External Apps Plus

Unlicensed users (also known as guest users) Not supported

Aura and LWR Sites

Experience Builder sites aren't supported in the Salesforce mobile app.

We recommend that you create and distribute a fully branded mobile app version of your Experience Cloud sites using Mobile Publisher.
Users can also access Experience Builder sites from a supported mobile browser on page 9 using the site URL.

Experience Management, Experience Workspaces, and Experience Builder

Experience Management and Experience Workspaces aren't available. We recommend that you use the supported browsers on desktop
computers to make customizations in Experience Management, Experience Workspaces, and Experience Builder.

Experience Cloud Sites: What's Different or Not Available in the Salesforce Mobile App
Experience Cloud sites in the Salesforce mobile app are similar to the Lightning Experience desktop site, with some differences.

Experience Cloud Sites: What's Different or Not Available in the Salesforce Mobile App

Experience Cloud sites in the Salesforce mobile app are similar to the Lightning Experience desktop site, with some differences.
e The navigation menu for an Experience Cloud site doesn't include all the items that are available to your internal org:

- The navigation menu shows only the tabs that the admin has included in that site via Tabs & Pages in the site’s administration
settings.

- The Events and Today items aren't available and don't appear in the navigation menu.
—  Tasks are available only to users with the Edit Tasks permission.

— The Reports item isn't available and doesn't appear in the navigation menu.

e There’s no All Company nor Company Highlights feed.

e Adding inline images to a post isn't available.

e Experience Management and Experience Workspaces aren't available.
e Site.com branding isn't supported.

e Members can't flag private messages as inappropriate.

e Reputation isn't supported. However, if reputation is enabled and set up in the desktop site, users do accrue points when using the
Salesforce mobile app. Users can view their points in the desktop site only.

e Searchis scoped to the Experience Cloud site and returns only items from the current site. The only exception is records, since they're
shared across sites and the internal org.
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* Role-based external users can approve and reject approval requests from the Approval History related list on records, but they can’t
submit requests for approval.

e Auser's list of notifications includes notifications from all Experience Cloud sites the user is a member of. The name of the site in
which the notification originated appears after the timestamp.

e External users accessing Experience Cloud sites don't see a help link.
e Photos appear next to users’ names in the People list.

e The Experience Builder template and your user licenses determine how you can access Experience Cloud sites. For more information,
see Access Experience Cloud Sites in the Salesforce Mobile App in Salesforce Help.

e Group members in Experience Cloud sites can't edit their email and in-app notification settings. As a workaround, users can set their
group email notification preference to Every Post in the site from the desktop site. Selecting this option enables both email
notifications and in-app notifications for that group.

e Push notifications for Experience Cloud sites aren’t supported in the Salesforce mobile app. Their navigation and authentication
behavior can vary for members with both an internal and external login or multiple external logins. We recommend that users with
multiple logins access a site from a supported mobile browser using the site URL. In a mobile browser, site users receive notifications
via the bell icon and notification tray.

e Direct message notifications aren't supported in mobile sites. If a user receives a direct message while using the mobile website, the
bell notification doesn’t display a new message.

e Experience Cloud sites aren't available when the mobile device is offline.
e The Experience Cloud site’s Related List - Single component isn't supported for Files.
e The Record Headline component doesn’t support Chatter actions or field labels.

e You can't create a record from a lookup field.

Enable Other Salesforce Features in Experience Cloud Sites

Experience Cloud offers a platform to expose Salesforce features and functionality to site members. For example, enable Salesforce
Knowledge so customers can view knowledge articles in your site. Enable case feeds to facilitate discussions over customer cases. There’s
also Chatter Questions, direct messages, Question-to-Case, and field service data.

Cross-Cloud Features

Enable cross-cloud features so users in your Experience Cloud sites can access them. Some objects and features available in specific
clouds, like Industries and Commerce Cloud, require add-on licenses.

Service Cloud Features

Enable Service Cloud features, such as Salesforce Knowledge and Site Case Feed, for your self-service sites in Experience Cloud. Some
objects and features, like Field Service, require add-on licenses.

Sales Cloud Features

Enable Sales Cloud features so that your partners can sell products quickly using partner relationship management (PRM) sites in
Experience Cloud. Some objects and features, like Commerce Cloud, require add-on licenses.

Collaboration Features

Enable collaboration features so users in your Experience Cloud sites can collaborate with one another and with employees in your
org.
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Cross-Cloud Features

Enable cross-cloud features so users in your Experience Cloud sites can access them. Some objects and features available in specific
clouds, like Industries and Commerce Cloud, require add-on licenses.

Enable Objects for Experience Cloud Site Users
Enable Salesforce standard and custom objects for external users so that they have access from your Experience Cloud sites.

Enable Obijects for Experience Cloud Site Users

Enable Salesforce standard and custom objects for external users so that they have access from EDITIONS

your Experience Cloud sites.

Objects are available without any additional setup in Lightning Web Runtime (LWR) and Aura sites. Available in: Salesforce

Add the object-related components to the canvas, and customize for your business needs. Guest Classic (not available in all

and authenticated users can access the object pages based on their sharing and visibility settings. orgs) and Lightning

To show objects in Salesforce Tabs and Visualforce sites: Experience

1. Inthesite’s workspaces, access Administration > Tabs. Add the object tab to the list of available Available in: Enterprise,
tabs in your site. Performance, Unlimited,

2. Settab visibility and the object permissions needed for your use case using a permission set. and Developer Edifions

Applies to: LWR, Aura, and
SEE ALSO: Visualforce sites

Restrict Experience Cloud Site User Access to Cases

USER PERMISSIONS

Merge Fields for Experience Cloud Sites

Enable Portal Reply Email Notifications in Case Feed To enable objects:

* Manage Profiles and

. Permission Sets
Service Cloud Features

Enable Service Cloud features, such as Salesforce Knowledge and Site Case Feed, for your self-service
sites in Experience Cloud. Some objects and features, like Field Service, require add-on licenses.

For more information on how to use sites for different customer use cases, check out:

e Manage Customer Relationships with Experience Cloud

e Give Customers Access to Your Knowledge Base Through Help Center

Enable Salesforce Knowledge in Your Experience Cloud Site
Enable Salesforce Knowledge to quickly get articles to your customers and agents in an Experience Cloud site. Knowledge articles
provide accurate information to customers when and where they need it.

Site Case Feed

With the site case feed, agents and Experience Cloud site members see the lifecycle of a case from start to finish. All case interactions
appear in a unified, chronological Chatter case feed. Site members benefit from the added functionalities of Chatter, while service
features help agents provide efficient, personalized support.

Question-to-Case

Question-to-Case lets moderators create cases from questions in Chatter, which makes it easier to track and resolve your customers’
issues. Question-to-Case is available in your Salesforce org and Salesforce mobile web, as well as in Aura and Salesforce Tabs +
Visualforce sites where Chatter Questions is enabled.
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Enable Other Salesforce Features in Experience Cloud Sites

Restrict Experience Cloud Site User Access to Cases
Determine whether users with Customer Community Plus licenses can view and edit cases in which they're listed as the contact.

You can disable the standard sharing behavior that grants the assigned contact and everyone in their role hierarchy access to a case.
After disabling this sharing behavior, you can control access to cases by creating a manual share or by using Apex managed sharing.

Enable Salesforce Knowledge in Your Experience Cloud Site

USER PERMISSIONS

To customize an Experience Cloud site:

To publish an Experience Cloud site:

To set up Salesforce Knowledge, create

article types and article actions, and modify
[ ]

category groups assignments:

To assign user licenses:

To create data categories:

Be a member of the site AND Create and
Set Up Experiences

OR

Be a member of the site AND an

experience admin, publisher, or builder
in that site

Be a member of the site AND Create and
Set Up Experiences

OR

Be a member of the site AND an
experience admin or publisher in that
site

Customize Application
AND
Manage Salesforce Knowledge

Manage Internal Users

Manage Data Categories

EDITIONS

Available in: Salesforce
Classic and Lightning
Experience

Experience Cloud sites are
available in: Enterprise,
Performance, Unlimited,
and Developer Editions. The
Help Center template is
available in Essentials
Edition.

Salesforce Knowledge is
available in: Performance
and Developer Editions and
in Unlimited Edition with the
Service Cloud.

Salesforce Knowledge is
available for an additional
cost in Enterprise and
Unlimited Edition.

Applies to: LWR, Aura, and
Visualforce sites

Enable Salesforce Knowledge to quickly get articles to your customers and agents in an Experience Cloud site. Knowledge articles provide
accurate information to customers when and where they need it.

@ Note:

e Your Salesforce org needs at least one Salesforce Knowledge license to enable and set up Salesforce Knowledge.

e Salesforce Tabs + Visualforce site members without the Knowledge One permission can't access Salesforce Knowledge through
sites. They also can't access Salesforce Knowledge in sites via Salesforce for Android or Salesforce for iOS.

If you haven't yet, check out Salesforce Knowledge. After setting up your knowledge base, either in Salesforce Classic or Lightning
Experience, complete these steps to view articles in your Experience Cloud sites.

1. Use permission sets to give users Read permissions.

a. InSetup,enter Permission Sets inthe Quick Find box, and then click Permission Sets.

b. Give Read permission for the article types (Salesforce Knowledge in Classic) or record types (Lightning Knowledge) that you

want to share with users.

¢. Give Read permissions to each guest user profile you'd like to have access to Salesforce Knowledge.
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@ Note: There are a few reasons why a user can't find an article: it's deleted or archived, it doesn't exist, it has no assigned
topic, or the user doesn’t have the access to view it. When an article isn't available, guest users are directed to a login page
and logged-in users see an “Invalid Page” error.

d. Assign the permission sets to the correct user profiles for your sites.

2. From Setup, enter Topics for Objects inthe Quick Find box, then select Topics for Objects.
a. InClassic Knowledge, enable topics for all the article types you want to include.
b. In Lightning Knowledge, enable topics for Knowledge.
3. Salesforce Knowledge uses data categories to organize content. Experience Builder sites use topics. To ensure that your articles

appear in search results, assign a topic to each article. You can easily map articles in your data categories to topics in a site. Follow
these steps to map articles to topics automatically.

a. In Experience Workspaces of an Aura site, click Content Management > Topics > Automatic Topic Assignment. After
enabling Automatic Topic Assignment, map topics to data category groups and data categories. You can choose to add the
topics to all the articles existing in data categories, and to articles added in the future. You can map your exact hierarchy from
data categories to topics, up to eight levels of depth.

b. InLWR sites, use the Knowledge components to show knowledge articles.
¢. InSalesforce Tabs + Visualforce sites, add the Knowledge tab to the available tabs in the site.
4. In Aura sites, enable thumbs-up and thumbs-down voting on articles so you can identify helpful articles and ones that need
improvement.
a. In Experience Builder, navigate to the Article Detail page.
b. To view and Article Content component’s properties, click it.
In the property editor, select Allow voting on articles.

d. Publish your changes.

Hide Fields in Lightning Knowledge Search Results

When you display Knowledge search results in a grid layout, you can adjust the Knowledge search layout for different user profiles.
Use this capability to hide some of the information that's returned in results from different user profiles.

SEE ALSO:
Salesforce Knowledge
Build Your Knowledge Base in Salesforce Classic

Automatically Assign Topics to Articles
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Hide Fields in Lightning Knowledge Search Results

When you display Knowledge search results in a grid layout, you can adjust the Knowledge search
layout for different user profiles. Use this capability to hide some of the information that's returned
in results from different user profiles.

To use this feature, Salesforce Knowledge must be enabled in your org.
1. Open your site’s Administration Workspace.

2. Go to Preferences > General, and select the Use a profile-based layout for Lightning
Knowledge search results checkbox.

Click Save.
In Salesforce Setup, go to Object Manager, and click Knowledge.

Click Search Layouts.

o v & W

Click a user profile, and remove the information that you want to hide.

Repeat step 6 for each user profile that you want to change.

Site Case Feed

With the site case feed, agents and Experience Cloud site members see the lifecycle of a case from
start to finish. All case interactions appear in a unified, chronological Chatter case feed. Site members
benefit from the added functionalities of Chatter, while service features help agents provide efficient,
personalized support.

The site case feed gives Experience Cloud site users an intuitive environment where they can manage
their cases. Internal and external users see the following interactions in the site case feed:

e (hatter text, file, and link posts
e Questions in Chatter that are associated with the case

e (ase emails

- Insites built on Aura, emails in the site case feed don't display inline images or clickable
links.

- To learn more about case email visibility, see Emails in the Site Case Feed.

e Read-only social posts on cases if your Salesforce admin enables them

Site case feed in an Experience Cloud site built on the Customer Service template:
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EDITIONS

Available in: Lightning
Experience

Salesforce Knowledge is
available in Essentials and
Unlimited Editions with
Service Cloud.

Salesforce Knowledge is
available for an additional
cost in: Professional,
Enterprise, Performance,
and Developer Editions. For
more information, contact
your Salesforce
representative.

EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: Aura and
Visualforce sites
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Medium s Escalated = 00001226

CASE DETAILS

@ i Case Owner Question

m Madison Rigsby

Case Number Question from Chat
00001226 00001226
Contact Name Zone
Madison Rigsby
August 7,2015 at 4:15 PM
View All

For reference, here's what we're sending you. Happy camping!

ATTACHMENTS (1) @

h T199

Like Write acomment.

Madison Rigsby
August 7, 2015 at 4:07 PM

Hi Pete - good news! The shipping vendor has located your shipment and it's on track to be
delivered this Friday by noon.

Like Write acomment...

Madison Rigsby sent an email
August 7, 2015 at 2:25 PM

Shipment Not Delivered

Hello,

I'm checking in on shipment #49623 on behalf of my customer, Pete. It seems
the shipment was delivered to the wrong address. How can we ensure that
Pete gets his shipment?

Thanks!

Madison

Using the publisher (1), users create posts and attach files to the case. The feed (2) comes fully equipped with Chatter’s collaboration
tools: users can bookmark, like, and comment on posts, and mention other users. Images and comments appear inline, making it easy
to scan the feed for details. The Attachments component (3) displays all case attachments.

When the site case feed is enabled, support agents can:

e Use the action in the console case feed to answer questions and create private and public Chatter posts on cases

e Expose or hide a published post or email in the site case feed of external users

Set Up the Site Case Feed

The site case feed lets Aura and Salesforce Tabs + Visualforce site users and support agents see all case interactions in a unified feed.
Also, agents can take more actions directly from the console. To set up the site case feed, enable it in your org and make sure that
the case page in your site is properly configured.
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Emails in the Site Case Feed
When you enable the site case feed for Aura and Salesforce Tabs + Visualforce, external users with access to a case see case emails
in their feed. Emails in the site case feed include the email’s author, recipients, text, and time sent.

SEE ALSO:
Site Case Feed Considerations
Set Up the Site Case Feed
Expose or Hide a Published Post or Email in the Site Case Feed

Post on Cases and Experience Cloud Site Questions with the Experience Action in the Case Feed

Set Up the Site Case Feed
The site case feed lets Aura and Salesforce Tabs + Visualforce site users and support agents see all EDITIONS
case interactions in a unified feed. Also, agents can take more actions directly from the console. To

set up the site case feed, enable it in your org and make sure that the case page in your site is Available in: Salesforce

properly configured. Classic (not available in all

1. Enable the site case feed: orgs) and Lightning

Experience
a. From Setup, enter Support Settings inthe Quick Find box, then select Support P

Settings. Available in: Enterprise,
Performance, Unlimited,

b. Select Enable Site Case Feed.
elec ! and Developer Editions

¢. Optionally, select Enable Email Notifications for Case Posts (recommended).

Applies to: Aura and
d. Click Save.

Visualforce sites

2. |Ifyoursite was built using Salesforce Tabs + Visualforce, make sure that your case page includes
a Chatter feed. USER PERMISSIONS

3. Ifyour site uses an Aura template, confirm that your active case detail page supports the site
case feed:

To enable the site case feed:

e Customize Application
a e Compact case feed
In Experience BUilder, click . enabled in your org
b. Click Page Management.

¢. Find Case Detail in the Name column, and make sure the active page assigned to it's either
Chatter Case Detail (the default) or Record Detail.

Case Detail Chatter Case Detail v The page that displays a customer case.

If you change the active case detail page, publish your change.

Site Case Feed Considerations
Consider the following if the site case feed is enabled.

e Agents can use the action in the console case feed to answer questions and create private and public Chatter posts on cases.
e Agents can expose or hide published Chatter posts and emails in the case feed of external site users.

e External site users with access to a case see associated Chatter posts, questions, and emails in their case feed.
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If email notifications for case posts are enabled

e When someone makes an externally visible post on a case and the Visible in Self-Service Portal setting is selected on the case, all
case contacts that are also site members are notified by email. They can comment on the post by replying to the email.

e Ifyou're already using custom email notification settings, such as those triggered by workflows, selecting this preference can create
duplicate email notifications.

e Insites built on Aura or Salesforce Tabs + Visualforce, you can turn off these notifications. In your email notification settings, deselect
Posts on one of my cases under “Email me when someone...".

SEE ALSO:
Emails in the Site Case Feed
Expose or Hide a Published Post or Email in the Site Case Feed
Set Up the Site Case Feed

Emails in the Site Case Feed

When you enable the site case feed for Aura and Salesforce Tabs + Visualforce, external users with access to a case see case emails in
their feed. Emails in the site case feed include the email's author, recipients, text, and time sent.

By default, if the case contact sends or receives a case email, that email appears in the feed of all users—both internal and external—with
access to the case. For an external user to view the case, their profile must include access to cases in the site.

For example, suppose Rita, an external user, posts a question. The question remains unresolved, and a moderator creates a case from it
using the Question-to-Case action. If the support agent assigned to the case emails Rita from the email publisher, Rita and all other users
with access to the case see the email in their case feed. Users with access to a case typically include the assigned support agent and the
case contact.

If the site case feed is enabled, you can write an Apex trigger or process to hide or expose all case emails in the feeds of external site
users.The IsExternallyVisible field of the EmailMessage object controls the visibility of email messages in the site case feed.
When the field is set to true emails sent or received by the case contact are visible to external users with access to the case.

@ Example: The following trigger exposes all case emails in the feeds of external users with access to the case. This means that
case emails between internal users are also visible to external users with access to the case (for example, if the assigned support
agent used the email publisher to email their shipping vendor). To hide all case emails from external users’ case feeds, simply
change true to false:

trigger makepublic on EmailMessage (before Insert) {
for (EmailMessage oe:trigger.new) {
oe.IsExternallyVisible=true;

}

SEE ALSO:

Expose or Hide a Published Post or Email in the Site Case Feed
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Expose or Hide a Published Post or Email in the Site Case Feed

When necessary, support agents can expose or hide individual case emails and published Chatter
posts in the case feed of Aura and Salesforce Tabs + Visualforce site users.

To change the external visibility of a published Chatter post or email on a case:
1. Navigate to the post or email in the compact case feed.
2. Inthe post or email’s dropdown menu:

e Select Make Public to expose an internal Chatter post or email in the case feed of external
users with access to the case

The case contact and any other external users with access to the case now see the post or
email in their case feed. An agent might choose to make an email or post in the site case
feed publicin order to keep the case contact updated about internal progress on the case.

e Select Make Private to remove a Chatter post or email from the case feed of external users
with access to the case

USER PERMISSIONS

To edit the external visibility

ofa

published Chatter post

or email on a case:

Edit My Own Posts

Edit Posts on Records |
Own

Compact case feed
enabled in your org

Site case feed enabled
in your org

The case contact and any other external users with access to the case no longer see the post or email in their case feed. (It still
appears in the feeds of internal users with access to the case.) An agent can choose to make an email or post in the site case
feed private if they want to hide their correspondence with the case contact from the case feed of other external users with
access to the case. Keep in mind that when you make an email private, the email recipients already received the email. Similarly,
when you make a Chatter post private, external users with access to the case may have been notified by email when it was first

posted.

Example: Make Public option on a case Chatter post:

@ Ann Jones to Support Agents Only Today at 10:15 AM |~
Hi Ben, unfortunately, replacement poles for the GX30 tent are no longe!
However, we recommend upgrading to the GX40, which is .5 pounds ligt ~ Edit
five stars from Backpackers Weekly. Book
Topics: GX30, GX40, Tent Poles ookmark
Delete
Add Topics
Make Public
Make Public option on a case email:
2=~ Madison Roy to NTO only sent an email. Today at 2:25 PM |=
to Sam White -
Bookmark
Hello,
I'm checking in on shipment #49623 on behalf of my customer, Pete ~ Add Topics
shipment was delivered to the wrong address. How can we ensure t .
shipment? Make Public
Thanks!
Madison
Comment - Like
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The agent who owns the case and those above them in the hierarchy see the Make Public and Make Private options on all case
emails and Chatter posts on the case. Internal users who don't own the case also see these options on case posts or emails that

they wrote.

SEE ALSO:
Site Case Feed

Question-to-Case

Question-to-Case lets moderators create cases from questions in Chatter, which makes it easier to
track and resolve your customers' issues. Question-to-Case is available in your Salesforce org and
Salesforce mobile web, as well as in Aura and Salesforce Tabs + Visualforce sites where Chatter
Questions is enabled.

When a customer uses the Question action in Chatter to ask a question, similar questions and
Knowledge articles appear below the Chatter publisher. If the similar questions and articles don't
address the issue, the customer posts the question.

If a question isn't resolved, you can escalate the question to a case. Users with the Moderate Chatter
or Moderate Experiences Feeds user permission can create cases from questions directly in the feed,
or you can set up flows in Flow Builder to automatically create cases from questions that meet
specified criteria. Cases from questions are added to a queue so support agents can claim them.

9 CXee (Customer) asked a guestion. L4

Can | use my forty-degree sleeping bag to camp jr it 0 Gass

winter?

Ronkmark
I've been told | should purchase a zere-degree bag, but 'd rather just bri e

Edit Topics
monay.

Flag as Inappropriate

Selote

v Like

EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: Aura and
Visualforce sites

When a customer’s question is turned into a case, the customer receives an email with the case number and a link to the case. The
customer can view the case via a link on the question that's visible only to them, while moderators see a note on the question indicating

that a case was created.

@ Nofe: The person who asked the question must have access to cases so they can view their case.

Moderator Flag

e CXee (Customer) asked a question.
13mago

Can | use my forty-degree sleeping bag to camp in the Rockies in
winter?

maney.

il This question was escalated to a case, @
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Customer Flag

@ CXee (Customer) asked a question. v
12m ago

Can | use my forty-degree sleeping bag to camp in the Rockies in
winter?

I've been told | should purchase a zero-degree bag, but I'd rather just bring layers and not spend the

money.

@ Notfe: On escalated questions in Salesforce (as opposed to Experience Cloud sites), the notification is visible to all users, not just
moderators.

When agents find a solution, they can respond to questions directly from the console, and the customer sees the agent's response on
the question or in the My Cases view. Agents choose whether the reply is visible to the Experience Cloud site, or only to the customer
who asked the question.

0 CXee (Customer) asked a question. -
21mago

Can | use my forty-degree sleeping bag to camp in the Rockies in
winter?

I've been told | should purchase a zero-degree bag, but |'d rather just
bring layers and not spend the money.

il This question was escalated to a case.

MOUNTAINEER,., CAMPING DEGREE BAG ROCKIES
e Like 1 persan likes this
o
[ a ) NTO Admin — Justhiow v
v 4
™" Hi there - we recommend purchasing a zero-degree bag for

your trip. There are plenty of affordable options available, and night
temperatures in that region will drop below forty degrees. Be safe,
and happy camping!

Like SelectasBest

Write an answer é POST

Enable Question-to-Case
Enable Question-to-Case in your Experience Cloud sites, Salesforce org, or both.
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Enable Question-to-Case in your Experience Cloud sites, Salesforce org, or both.

1.

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

To enable Question-to-Case in Aura and Salesforce Tabs + Visualforce sites where you have
enabled Chatter Questions, select Enable Question-to-Case in Experience Cloud Sites.

To enable Question-to-Case in your Salesforce org, select Enable Question-to-Case in
Salesforce.

Click Save.

Question-to-Case isn't available in sites using Lightning Web Runtime (LWR) or Help Center
templates.

Case assignment rules aren't supported in Question-to-Case. By default, cases created from
questions are assigned to the moderator who escalates the question. You can write a workflow
rule that automatically adds cases that were created from questions to a queue so agents can
claim them.

Add the Question from Chatter Field to the Case Detail View

When a case is created from a question in Chatter, the Question from Chatter fieldon
case detail pages displays a link to the original question. This field helps agents quickly navigate to
the feed.

First, use field-level security to specify which users can see the Question from Chatter
field on case detail pages.

1.

o W

From the object management settings for cases, go to Fields.

Click Question from Chatter.

Click Set Field-Level Security.

Select Visible for any profile that you want to be able to use Question-to-Case.

Click Save.

After you make the field visible to users, you can choose to add it to the Case Details view.

1.
2.
3.

From the object management settings for cases, go to Page Layouts.

Click Edit next to the page layout that you want to customize.

Enable Other Salesforce Features in Experience Cloud Sites

EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: Aura and
Visualforce sites

EDITIONS

USER PERMISSIONS

To enable Question-to-Case:
e Customize Application

USER PERMISSIONS

To set field-level security:

* Manage Profiles and
Permission Sets

AND
Customize Application

To customize page layouts
e Customize Application

Dragthe Question from Chatter field from the Fields section of the page layout editor palette to the Case Information

section of the page.

Click Save.
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5.

Click Page Layout Assignment to confirm that the user profiles, which need Question-to-Case are assigned to the page layout
that you customized. In addition, assign internal users who need access to the Question from Chatter field on casesto
that page layout.

SEE ALSO:

Find Object Management Settings

Add the Escalate to Case Action to the Feed Item Layout and Confirm Access

Give moderators the ability to create cases from questions by adding the Escalate to Case action to Chatter Questions pages. This action
is created automatically when Question-to-Case is enabled in your organization. Make sure that the profiles that need Question-to-Case
have access to the record type associated with the Escalate to Case action.

1.
2.
3.

4.
5.

From Setup, enter Feed Iteminthe Quick Find box, then select Feed ltem Layouts.
Click Edit next to Feed Item Layout.

Drag the Escalate to Case action from the Quick Actions category in the palette to the Quick Actions in the Salesforce Classic Publisher
section.

Click Save.

Click Page Layout Assignments to confirm that the user profiles that need Question-to-Case are assigned to the Feed Item Layout.

Check which record type is assigned to the profiles that need access to the Escalate to Case action.

1.

> W N

From Setup, enter Profiles inthe Quick Find box, then select Profiles.
Click the name of a profile.
In the Record Type Settings section, make a note of which case record types the profile uses.

In the Permissions section, make sure that the user profile has either the Moderate Chatter or Moderate Experiences Feeds
permission enabled.

Then, check which record type the Escalate to Case action uses, and change it if necessary.

1.
2.
3.

From Setup, enter Actions inthe Quick Find box, then select Feed Item Actions.
Click Edit next to the Escalate to Case action.

Confirmthatthe Record Type field shows arecord type that's assigned to the profiles that need access to this action. If it doesn't,
select an appropriate record type from the drop-down list.

Click Save.
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Create a Case from a Question in Chatter

If a question in Chatter hasn't been resolved, moderators can create a case from the question. USER PERMISSIONS
Question-to-Case must be enabled in your org.

1. Navigate to the question in the feed. To create a case from a
question in Salesforce:

e Moderate Chatter OR
Modify All Data

AND
Create on cases

2. Select Escalate to Case in the action dropdown menu.

To create a case from @
question in an Experience
Cloud site:

e Moderate Chatter OR
Modify All Data OR
Moderate Experiences
Feeds

AND
Create on cases

e CXee (Customer) asked a question. -

Can | use my forty-degree sleeping bag to camp jr oot o Gass

winter? H
Jookmark

I've been told | should purchase a zerc-degree bag, but I'd rather just bri e
Edit Topic

maney. P

lag as Inappropriate

Delete

A window appears that's pre-populated with the case subject, contact, and description. Unless Question-to-Case has a queue
associated with it, the case is automatically assigned to you.

3. Ifneeded, edit the case details.
4. C(Create the case.

After a case is created from a Chatter question, the customer who asked the question receives an email notifying them that a case was
created from their question. The email provides the case number and a link to the case.

Agents can respond to the question directly from the case feed using the action in the publisher. Agents choose who can view the
response by selecting either “Customer Only” or “Everyone”. They can also navigate to the original question from the case’s detail page
by clicking the link in the Question from Chatter field.

Nofe: You can also create a flow to automatically create a case from unresolved questions. Flows related to Question-to-Case act
on the Feed Item object and evaluate whether question posts meet your escalation criteria. You can create flow variables based
on several Feed Item fields, including:

e BestCommentId:The ID of the comment that was selected as the best answer. If no comment has been selected as the
best answer, this field is null.

® CommentCount: The number of comments on a question.

® TLikeCount: The number of likes on a question.
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Other things to consider:

e Each flow variable’s data type must match the feed item field's data type. CommentCount and LikeCount are number

fields, while BestCommentId is a text field.

e The creation of a feed item can trigger a flow, but updates to feed items (such as likes and comments) can't. Depending on
your use case, you might need to specify how much time must pass before a related flow runs.

Restrict Experience Cloud Site User Access to Cases

Determine whether users with Customer Community Plus licenses can view and edit cases in which
they're listed as the contact. You can disable the standard sharing behavior that grants the assigned
contact and everyone in their role hierarchy access to a case. After disabling this sharing behavior,
you can control access to cases by creating a manual share or by using Apex managed sharing.

For example, Acme has offices around the world, and it wants to keep its cases private within each
office location. By disabling the standard sharing behavior, Experience Cloud site users who transfer
from one of Acme’s locations to another can no longer bring their assigned cases with them.

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

2. Inthe Other Settings section, deselect Grant site users access to related cases.

Sales Cloud Features

EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: LWR, Aura, and
Visualforce sites

Enable Sales Cloud features so that your partners can sell products quickly using partner relationship management (PRM) sites in

Experience Cloud. Some objects and features, like Commerce Cloud, require add-on licenses.

For more information on how to use PRM in Experience Cloud, check out Manage Partner Relationships with Experience Cloud Sites.

Send Emails to Leads and Contacts from an Experience Cloud Site

Enable the Send Email button, so partner and customer users can send emails to leads and contacts from their Aura or Salesforce

Tabs + Visualforce site.

Set Up Approvals for External Users in Your Experience Cloud Site

An approval process automates how records are approved in Salesforce. An approval process specifies each step of approval, including
who to request approval from and what to do at each point of the process. Customer Community Plus and Partner users in your
Experience Cloud site can be assigned as approvers on records or added directly to queues. They can see and take action through
the My Approvals and Approval History related lists on the record. Approvals can also be triggered directly from the site’s feed.
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Send Emails to Leads and Contacts from an Experience Cloud Site

Enable the Send Email button, so partner and customer users can send emails to leads and contacts
from their Aura or Salesforce Tabs + Visualforce site.

1. Click Edit next to the Partner or Customer user profile.

2. Scroll down to General User Permissions and select Send Email.

3. Save your changes.

4. From Object Manager, enter Contact in the Quick Find box. Select Contacts > Page
Layouts > Contact Page Layouts.

5. Add the Activity History related list to the page layout.

6. Add the Email action to Salesforce Mobile and Lightning Experience Actions.

7. Save your changes.

8. Repeat steps 4-7 for Leads.

9. Toenable partner or customer site users to send emails to groups of leads, contacts, or campaign

members, click Edit next to their user profile.

@ Nofte: Users with Customer Community licenses can't send emails.

10. Select Send Email, Mass Email, and Allow sending of List Emails, from General User
Permissions.

11. Repeat steps 4-7.

Set Up Approvals for External Users in Your Experience Cloud Site

An approval process automates how records are approved in Salesforce. An approval process
specifies each step of approval, including who to request approval from and what to do at each
point of the process. Customer Community Plus and Partner users in your Experience Cloud site
can be assigned as approvers on records or added directly to queues. They can see and take action
through the My Approvals and Approval History related lists on the record. Approvals can also be
triggered directly from the site’s feed.

@ Note:

Users with high-volume licenses, such as High Volume Customer Portal and Authenticated
Website, can't approve records.

e External users with legacy portal licenses can approve records in the Experience Cloud
site, but not in legacy portals created before 2013.

e Email draft approval processes aren't supported in Experience Cloud sites.

When setting up approvals or queues, use the lookup fields to find customer and partner users.

For example, when setting up an approval, if you want to automatically assign a customer user as
an approver use the lookup list to find and specify the user.
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EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: Aura and
Visualforce sites

USER PERMISSIONS

To manage external users:
* Manage External Users

To create, edit, and delete

profiles:

* Manage Profiles and
Permission Sets

EDITIONS

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

USER PERMISSIONS

To create, edit, delete, or
clone approval processes:
e Customize Application

To create or change queues:
e Customize Application
AND

Manage Public List
Views
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Select Approver

Using the options below, spacify the user to whom the approval request should be assigned

Letthe submitter choose the approver manually.
Automatically assign an approver using a standard or custom hierarchy field: r
Automatically assign to queue. CQ

® Automatically assign to approver(s).

Customer Portal User ¥
User

Partner User

[ e VEEal © selected:

Related User on the FIRST response

Require UNANIMOU'S approval from all selected approvers.

ey

If you set up email notifications for your approval workflows, emails are sent based on-site membership. If the user is a member of
multiple active sites, the email comes from the oldest active one. Any links included in the email point users directly to the approval
within the site.

In the Salesforce mobile app, users can see and act from the Approval History related list, but they can't submit requests for approval.
To submit requests for approvals, the user must do so from the full Salesforce site.

SEE ALSO:
Set Up an Approval Process
Approval Limits

Create Queues

Collaboration Features

Enable collaboration features so users in your Experience Cloud sites can collaborate with one another and with employees in your org.

Chatter Features in Aura Sites

Chatter s a social network for holding and preserving discussions in a business, customer site, or other enterprise. Site members can
use Chatter to engage with your organization, seek expert advice, and revisit relevant discussions. Chatter gives you a direct view
into your site, fostering insight and inspiration, and lets you stay focused on your business and the things you want to get done. In
sites, Chatter if often referred to as feeds or discussions. While Chatter is available in sites built using Aura and Salesforce Tabs +
Visualforce templates, lots of extra features that support customer and partner site are available only in Aura sites.

Chatter Features in Aura and Visualforce Sites

Chatter is available in sites built using Aura and Salesforce Tabs + Visualforce templates. While many features that support customer
and partner site are available only in Aura sites, some features are available in both types of templates. Chatter is enabled by default
in orgs created after June 22, 2010.

Work with Files in Your Experience Cloud Site

Customize Salesforce Files settings and understand file sharing and visibility to get the most out of Files in your Experience Cloud
site.

Enable Ideas in Your Experience Cloud Site

Ideas enable a group of users to post, vote for, and comment on ideas. Enabling Ideas provides an online, transparent way for you
to attract, manage, and showcase innovation.
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Chatter Features in Aura Sites

Chatter is a social network for holding and preserving discussions in a business, customer site, or EDITIONS
other enterprise. Site members can use Chatter to engage with your organization, seek expert
advice, and revisit relevant discussions. Chatter gives you a direct view into your site, fostering Available in: Salesforce
insight and inspiration, and lets you stay focused on your business and the things you want to get Classic (not available in all
done. In sites, Chatter if often referred to as feeds or discussions. While Chatter is available in sites orgs) and Lightning

built using Aura and Salesforce Tabs + Visualforce templates, lots of extra features that support Experience

customer and partner site are available only in Aura sites.

Available in: Enterprise,

For example, threaded discussions add dimension to your feeds by including the power to reply Performance Unlimited

to answers and comments. Company verification puts your organization’s stamp of approval on an and Developer Edifions
answer to a customer question. Streams join multiple feeds together into one mega-feed. Direct
messages create break-out sessions with a customer or partner needing individual attention. Chatter Applies to: Aura sites

is enabled by default in orgs created after June 22, 2010.

Close a Conversation, Poll, or Question in an Aura Site

The question is answered, the topic discussed, the poll decided. What do you do now? You end the conversation. Admins, moderators,
and permitted members can close a question, poll, or post in an Aura site. And, if needed, they can reopen it. It's a nice way to stop
the churning on a settled matter.

Pin Posts in an Aura Site

Pin a post to give more exposure to your most critical information. In your site’s group and topics feeds, an authorized user can pin
up to three posts to the top of the feed. A pinned post stays in place until an authorized user unpins it. Pinning a post is only available
in Aura sites.

Add Groups to an Aura Site

Want more collaborative sites or communities? Give site members and guest users the ability to browse and join groups in your
Aura site. Use the standard design for groups or create your own customized version of the group detail page using separate
components.

Move Feed Items from One Public Group Feed to Another

In Aura, the Move option on feed item dropdown menus offers a way to relocate feed items from one public group feed to another.
Use Move toimprove an item’s visibility or to place it in a more relevant context. For example, if a user posts a Sales poll in a Marketing
feed by mistake, the poll can easily be moved to the right location. System Administrators, Community Managers, and Chatter
Moderators can move posts, polls, and questions.

Threaded Discussions in an Aura Site

When you talk to people, it's rarely like a feed, where one person asks a question and everyone else answers. In real life, when one
person asks a question, someone answers, and then there's a reply to that answer, and a reply to that reply. With threaded discussions,
you can participate in this lively flow in your sites.

Chatter Streams in Aura Sites

Your Aura site members can combine multiple feeds into a stream to create a single point of access to related information. Combine
feeds of top contributors or discussions concerning a particular product line. Create a stream that combines feeds from discussions,
groups, topics, profiles, and all kinds of objects, like cases, opportunities, and accounts. No more jumping from feed-to-feed to figure
out what people are saying. Each member can create up to 100 streams.

Enable Direct Messages in an Aura Site

Allow members to send direct messages to start a private conversation with up to 16 people, including the sender. Direct messages
are supported in all Aura sites and in Lightning Bolt Solutions, such as the Lightning Partner Management solution.
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Verify Answers for Your Company

Sometimes there’s more than one correct answer to a question. Among the correct answers, your company can prefer one course
for people to follow. You can highlight an answer that your company endorses by marking it as Company Verified. Questions marked
as Company Verified or as Best Answer are copied to the top of the thread under a Top Rated Answers section.

SEE ALSO:
Enable Code Snippets and Assign Permissions to Use Them
Rename the Chatter Tab
Pin Posts in an Aura Site
Verify Answers for Your Company
Enable Upvotes and Downvotes
Add Rich Publisher Apps to Your Feeds

Close a Conversation, Poll, or Question in an Aura Site

The question is answered, the topic discussed, the poll decided. What do you do now? You end EDITIONS
the conversation. Admins, moderators, and permitted members can close a question, poll, or post
in an Aura site. And, if needed, they can reopen it. It's a nice way to stop the churning on a settled

Available in: Salesforce

matter. Classic (not available in all
Closing conversations is available in group, topic, discussion, and user profile feeds in your Experience orgs] and Lightning
Builder sites. Admins and moderators can close posts, polls, and questions without any special Experience

configuration. Admins can assign the Close Conversation Threads permission to site members. Available in: Enterprise

Performance, Unlimited,

@ Notfe: When a conversation is exposed in your internal org, for example, through a cross-site ”
and Developer Editions

stream, the conversation’s open or close status is respected.

After a thread is closed, some actions are available to all and some actions are available only to Applies to: Aura sites
admins and authorized members. This table outlines who can do what after a feed item is closed.

USER PERMISSIONS
Action Availability on a Closed Conversation
To assign close conversation
Add a comment Blocked permission fo a user in a
Answer a question Blocked site:
e Enable Chatter
Vote on a poll Blocked AND
Edit a feed item or its comments = Blocked to author; available to admins, moderators, and people Creotg and Set Up
or answers with the Close Conversation Threads permission Experiences
Edit a topic Available To close a conversation, in
a site:
Delete a feed item or its Blocked to author; available to admins, moderators, and people e Close Conversation
comments or answers with the Close Conversation Threads permission Threads

If a user has the Close Conversation Threads permission, they
can delete feed items whether the conversation is open or
closed.

Publish a pending review Available to admins and moderators
comment (site moderation)
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Action
Like or unlike; upvote or downvote

Select or remove a best answer

Company verify; remove verification
Flag

Share

Bookmark

Mute and unmute

Escalate to case

Enable Other Salesforce Features in Experience Cloud Sites

Availability on a Closed Conversation

Available

Blocked to author; available to admins, moderators, and people with the Close
Conversation Threads permission

Available only to people with the Verify Answers to Chatter Questions permission
Available
Available
Available
Available

Available only to people permitted to escalate a feed item to a case

adminl.51631083120315046E12 asked a question. -
!. .] March 28, 2018 at 11:09 PM
. Edit
Unable to download mulitple files with same name and extenstion
Delete
Unable to download mulitple files with same name and extenstion
Bookmark
P R
\ TOPIC1 ) | MULITPLEFILES | Edit Topics
Flag
A Upvote @ Answer % Share
Mute
L.' -'.; Write an answer... Dowmvote

Close Questk@

1. Go to the feed item, for example, a question, poll, or post, and open its overflow menu.

2. To close a question, select Close Question,; to close a post, Close Post; to close a poll Close Poll.
The feed item is closed to most new actions.

Note: When a feed item is closed, the overflow menu shows open options, for example, Open Question, Open Post, and

Open Poll.
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Pin Posts in an Aura Site

Pin a post to give more exposure to your most critical information. In your site’s group and topics
feeds, an authorized user can pin up to three posts to the top of the feed. A pinned post stays in
place until an authorized user unpins it. Pinning a post is only available in Aura sites.

When all permissions are in place, the Pin option appears on a feed item's overflow menu in your
site’s group and topics feeds. The Pin option doesn't appear on a feed item’s overflow menu in the
item’s detail view.

To enable post pinning for your org, go to Setup > Chatter Settings, and select Allow post
pinning. After post pinning is enabled, admins, community managers, and group owners and
managers can pin posts. Admins can also assign the Pin Posts in Feeds permission to users through
user profiles and permission sets.

When you pin a post, it appears twice in the feed: where it was posted and in its pinned position
at the top of the feed. You can pin only the posts that were added directly to the feed. You can't
pin posts that were added through an @mention.

Pinned posts are similar to announcements, with these differences.

e Announcements are available only to group feeds. Post pinning is available to group and topics
feeds.

e Announcements follow a linear timeline: you post it, and you let it expire. Pinned posts are
more flexible: you can pin posts from the past or the present.

e Anannouncement expires on a set date. A pinned post stays pinned until an authorized user
unpins it.

e Only group owners and managers and users with the “Modify All Data” permission can post
and delete group announcements. Admins can choose who is authorized to pin posts.

® You can post only one announcement per group feed. Authorized users can pin up to three
posts to the top of a feed.

e You can add style to a pinned post with the rich text editor.
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EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: Aura sites

USER PERMISSIONS

To assign post pinning
permission fo a userin a

site:

e Enable Chatter
AND
Create and Set Up
Experiences

To pin a post in a site:
e Create and Set Up
Experiences

OR

Pin Posts in Feeds
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Add Groups to an Aura Site
Want more collaborative sites or communities? Give site members and guest users the ability to EDITIONS

browse and join groups in your Aura site. Use the standard design for groups or create your own

customized version of the group detail page using separate components. Available in: Salesforce

1. Toenable groups in your site, add groups to the site’s navigation menu. Go to Settings > Classic (not available in all
Navigation. orgs) and Lightning
Experience

2. Inthe dropdown, click Edit for the navigation menu that you want to customize.
Available in: Enterprise,

Performance, Unlimited,
4. From the Type dropdown, select Salesforce Object. Then select Group for the Object Type and Developer Editions

and Active Groups for the Default List View (2).

3. (lick Add Menu Item (1), and give your new menu item a name.

. . . ‘ , Applies to: Aura sites
5. Enable Publicly available (3) so guest users can browse through the list of active public groups.

USER PERMISSIONS
Menu Editor
To customize an Experience
“Meny tame Cloud site:
Default Navigation
_— e Be a member of the site
Me" e AND Create and Set Up
al ] Experiences
Groups
= Topics X = Type OR
= Groups x Selestoree oblect N * Beamember of the site
" Object Type AND View Setup and
O - M Configuration AND an
« Default List View experience admin,
Active Groups - publisher, or builder in
that site
> Optional To publish an Experience
Cloud site:
e | [N * Be a member of the site
AND Create and Set Up
Experiences
OR

6. Save your changes.

7. Ifyouhaven'talready, customize the group publisher layout to include the Add Member action. Be a member ,Of the site
AND an experience

With this action, group owners and managers can add members to the group, and isn't shown . . .
. . T admin or publisher in
in the list of actions in the group by default. that site

Site visitors can access a new page in your site with a list of active groups using the navigation
menu. When users click the name of an active group, they're redirected to the group detail page.
If it's a private group, they're asked to log in. Only logged-in group members can view private group content.

@ Important: If you're adding Groups to an LWR site, you must create object pages for the Groups object. If you don't create the
object pages, site visitors can't see the Groups when they click the menu item.
A few things to keep in mind:

e Whenyou enable groups in your site, the default Group Detail page is used to display group data. This page uses the Group component
under the hood for formatting and layout. The Group component is a composite, one-stop component that includes the group
banner, group details, related lists, and the group feed. We recommend using this composite component, especially if you want
your site pages to be responsive across desktop and mobile device browsers.
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e Ifyou prefer to use a different layout or want more control over the placement of group content, create a custom page. Then use
the Group Banner, Group Details, Group Related List, and Feed components. Depending on how you use the individual components,
custom pages aren't always responsive across all devices.

Group list in the Customer Service Template

s Scarch for articles and discussions

& ToPICS v GROUPS MY ORDERS SUPPORT FEATURED PRODUCTS

GROUPS
Active Groups New
4 items * Sorted by Name » Filtered by Archive » Last updated 12/08/2015 at 17:47:29
MNAME LAST ACTIVITY MEMBERS TYPE NICKMNAME
Backpacking 8/7/2015 4:17 AM 3 Members Public srirangdew
@% Extreme Biking Grou 11/24/2015 5:10 PM 6 Members Public davidwdd
——
The Fitness Club 8/7/2015 4:34 AM 1 Member Public slicdfd
m Trekkers 8/7/2015 4:16 AM 9 Members Public Sether

Group detail page in Customer Service Template
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Search for articdles and discussions

# TOPICSw GROUPS. MY ORDERS  SUPRORT  FEATURED BRODUCTS JBLOGS

Group Details

e INFORMATION

EXtreme B|k| ng G roup This is the most radical, awesome, extreme,

bodacious and gnarly mountain biking group

to ever grace the pages of this community. In
this group we will cover:
: = Extreme mountain biking
Add Member Mew Contact Mew Cpportunity « Super-extreme mountain biking
s Ultra-awesome bodaciously extreme
mountain biking
» Cute Kitteh pics
POST We also like to make gratuitous use of rich
text.

DESCRIPTION
Extreme biking group for bike lovers!

MSmith
Edited November 24, 2015 at 5:10 PM

Mice shot from my last outing.

3 Members (3+)

A e @

davidwdd MSmith srirangdew
Wiew all
Files (2) v

I.- 2012-Bike-Brochure-for-web
¥ Mowv 24, 2015 = 1,9MB = pdf

I mountain biking 2
Nov 23, 2015 = 1.9MB = jpg

View All

b Like Write a comment...

7] records (0)
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Move Feed Items from One Public Group Feed to Another

In Aura, the Move option on feed item dropdown menus offers a way to relocate feed items from
one public group feed to another. Use Move to improve an item'’s visibility or to place it in a more
relevant context. For example, if a user posts a Sales poll in a Marketing feed by mistake, the poll
can easily be moved to the right location. System Administrators, Community Managers, and Chatter
Moderators can move posts, polls, and questions.

@ Nofe: You can't move feed items into or out of public, broadcast-only groups.

When you move an item:
e Mentions are preserved.
e Announcements become announcements in the target group.

e Things that are included in or attached to the feed item stay included or attached.

For example, moved items bring their answers, comments, replies, topics, bookmarks,
attachments, and other related entities with them. If an answer is marked as best, that status
is preserved.

@ Note: To move a post that's pinned, unpin it first.

1. Open the dropdown menu on the feed item to be moved, and select Move.

2. Inthe Move Feed Item to Another Public Group dialog, search for the group to move the item
to.

3. Inthe search results, select the target group, and then click Move.

The item, along with all of its related entities, is removed from the first public group and placed in
the second.

Users receive notifications about the moved feed item according to their preferences. So, assuming
people have opted in to the related notification setting:

e People who follow the target group are notified.

e When the person who moved the feed item is also a follower of the target group, they're notified.

e People who are mentioned in the moved feed item are notified about the mention.

Enable Other Salesforce Features in Experience Cloud Sites

EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: Aura sites

USER PERMISSIONS

To move feed items from
one public group feed to
another

e |saSystem
Administrator OR has the
permission

* Moderate Experiences
Feeds

e ANDis a member of the
Experience Cloud site

e The moved item'’s author is not notified. The author isn't notified because, no matter their notification settings, a feed item'’s author

isn't notified about their post actions.

SEE ALSO:

Experience Cloud Site Moderation Strategies and Tools
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Threaded Discussions in an Aura Site

When you talk to people, it's rarely like a feed, where one person asks a question and everyone else EDITIONS
answers. In real life, when one person asks a question, someone answers, and then there's a reply
to thatanswer, and a reply to that reply. With threaded discussions, you can participate in this lively

‘ . Available in: Salesforce
flow in your sites. Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: Aura and
Visualforce sites

USER PERMISSIONS

To enable threaded
discussions in a site:

e Enable Chatter
AND
Create and Set Up
Experiences

To delete a discussion
thread in a community:

e Modify All Data
OR
Moderate Site Feeds
OR

Salesforce disabled
block-delete at your
org’s request

AND

You're the author of the
post, question,
comment, or reply
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asked aquestion.

g0

l'-- -\.

( TEsT )

L9 &

s Upvote i ancver [ Share
a minute ago

Fourth-floor, reom 217, Bring your laptop!

Upvote « t a5 Best

Reply - Selec

L]

a minute ago

Thanks! Why laptop?

Upwvolte = Reply - Select as Best

a fewr seconds ago

= i P T
a fewr seconds 250

Upvate « Reply - Selectask

Where will we meet for the next group all-hands?

ou're the designated secretary for this session.

Ah! Should have checked the calendar. Thanks again.

Upwobe = Reply - Selectas Best

-
b

Athread is any feed item that has one or more levels nested under it. For example, a question with an answer or a comment with a reply
is a thread. When you enable threaded discussions in your site, all discussions convert to threaded discussions: Members can comment
on a post, answer a question, and reply to those comments and answers. Discussions are indented up to three levels to clarify who is

responding to what.
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The notification emails you receive for threaded discussions link more deeply into the discussion. All notification links used to go to the
top of the thread; now they land you on new thread content.

To prevent the loss of important content, in orgs created after Winter "19 most site members are blocked from deleting discussion
threads.

For orgs created after Winter 19, blocking is the default behavior. Orgs that existed before Winter "19 can call Salesforce Customer
Support to enable blocking. When blocking is enabled, only feed moderators and users with the Modify All Data permission can delete
threads.

We recommend blocking deletions because, when deletion isn't blocked:

e Auserwho creates a feed item can delete any response nested under it.

e Auserwho deletes a feed item also deletes all responses nested under it.

If nothing is nested under a feed item, the author can always delete the item.

Enable Threaded Discussions

Enable a preference in the Administration Workspace to change all site discussions to threaded discussions. Threaded discussions add
the Reply feature to feeds. In addition to commenting on a post or poll or answering a question, you can reply to an answer or a comment.
Threaded discussions are indented up to three levels to clarify who is replying to what.

Enable threaded discussions in your site in the Administration Workspace.
1. Open Experience Workspaces for your site, and click the Administration Workspace.
2. Go to the Preferences page, and select Allow discussion threads.

3. Click Save.
All discussions in your site convert to threaded discussions: In addition to comments and answers, members can reply to comments
and answers. Discussions are indented up to three levels to clarify who is responding to what.

Delete a Discussion Thread

Deleting a discussion thread is the same as deleting any feed item with something nested under it. The thing to consider is whether
deletion is blocked in your Experience Cloud site. To prevent loss of important content, orgs created after Winter 19 block most site
members from deleting feed items that have something nested under it. For example, when a question has an answer, deletion of the
question is blocked.

1. Open the actions menu on a feed item.

2. Select Delete, and then confirm the deletion.
When delete isn't blocked, the feed item and everything nested under it are deleted. When delete is blocked, the item is deleted
only under these conditions: The item has nothing nested under it and you are its author, or you have the right role or permission.
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Chatter Streams in Aura Sites

Your Aura site members can combine multiple feeds into a stream to create a single point of access EDITIONS
to related information. Combine feeds of top contributors or discussions concerning a particular
product line. Create a stream that combines feeds from discussions, groups, topics, profiles, and all Available in: Salesforce
kinds of objects, like cases, opportunities, and accounts. No more jumping from feed-to-feed to Classic (not available in all
figure out what people are saying. Each member can create up to 100 streams. orgs) and Lightning

Experience

@ Note: Activity on a topic’s feed in a stream doesn't trigger notifications.

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

Applies to: Aura sites

.y

m

o L

¢+  HOME TOPICS v KAYAK POINT REYES  ACCOUNTS GROUPS  STREAMS

Streams New
MAME RECORDS FOLLOWED
Backpacks 2 records including Point Reyes Kayak Trip June 2017, Backpacks
Tents 3 records including Acme, Vira D, W' T

Each site member has their own view of the Streams page where they see their own streams. On the Streams page, members can create
streams and use row actions menus to edit and delete their streams.

Add a Chatter Stream
Create and manage streams in your Aura site’s Streams home page.
1. Open the Streams page, and click New.

2. Inthe New Stream dialog, enter a name for your stream.
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New Stream

Create your own flow of feed posts from records, people, and groups you choose.
" Stream Name

i J

Records to Follow
m Search Accounts...

MNotify Me
® Every Post

Newver

Ca”(e. m

3. Under Records to Follow, select a type of feed you want to add to this stream.

@ Nofe: Knowledge articles (KAs) aren't fully supported in streams. You can add them when you create and edit a stream by
searching for the article’s ID number rather than its title. But you cant add a KA to a stream from its Follow button like you can
with other record types. Articles added to Streams using the article’s ID don't appear in Records to Follow on the Stream's edit
page. KAs also don't appear when viewing the Follow button details on the article's detail page.

4. Inthe same field, enter the name of a feed you want to add.

5. Inyour search results, click the feed you want to add.
Selected feeds appear below the Records to Follow field.

140



Experience Cloud Enable Other Salesforce Features in Experience Cloud Sites

New Stream

Create your own flow of feed posts from records, people, and groups you choose.

" Stream Name

Meal Stream
Records to Follow ©

E Breakfast < E Coffee < ﬂ Dinner = E Lunch =

MNotify Me
® Every Post

MNever

Cancel Save

6. Under Notify Me, select a notification option.

To receive an email notification whenever a new post appears in the stream, select Every Post. To turn off notifications for this
stream, select Never. You can change this selection later in a stream’s detail view.

7. C(lick Save.
Your new stream appears in a row on the Streams page. The row lists the number of feeds (records) that are included in the stream
and the names of added feeds. Stream actions appear on the row actions menu at the end of the row. To open a stream, click its
name.

TOPICS ~ STREAMS

Streams New
NAME RECORDS FOLLOWED
Meal Stream 4 records including Breakfast, Lunch, Dinner, Coffee -
Edit
Delete
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Edit or Delete a Chatter Stream

Easily edit a stream or delete it from your list of streams in your Aura site. Deleting a stream doesn't delete the records or posts it contains.
It deletes only the stream, which frees up space for you to create more streams.

1. Open the Streams page, and, from the row actions menu on the stream you want to remove, select Edit or Delete.

2. Inthe Edit Stream dialog, change the values you want to change. For example, rename the stream, delete a stream feed (record),
add more feeds of a different type or the same type.

Edit Stream

Create your own flow of feed posts from records, people, and groups you choose.

* Stream Name

| Meal Str'eard

Records to Follow

ﬂ Breakfast -~ ﬂ Lunch -~ B Dinner - ﬂ Coffee

When you delete a record from a stream, the stream retains the posts from the deleted feed up to the point of deletion. Deleting a
record stops the flow of new information from that feed into the stream.

3. Save your changes, or select Delete.

View Aura Site Streams from Your Internal Salesforce Org

Site members who have access to their internal Salesforce org can view their site streams from the org. When you click most site-based
links from the internal org view, they lead right back to the site.

You can take many feed actions, like answer, comment, mention, and like, when you visit a site stream in your internal org. Here are
some others.

e Upvote and downvote questions and answers, and see the impact in your site.
e Verify answers, and see the verification in your site.

e (licka link to a user profile, account, topic, or case, and jump to its home site.

e Add atopic, and it's added to your site.

e (lickthe timestamp on a post, and jump to the post detail view in its home site.
e Copy a link that leads to the item, person, or post detail view in its home site.

e (lick a mention in a site stream, and go to its home site.
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There’s no special setup to get links working between your site and your internal org. However, features, such as upvote and downvote
and mark as company verified, do require that you enable them for your site.

@ Note:

You can't create a site stream from your internal Salesforce org. Create streams from your site.

e Some Chatter features that are available in a site aren't available when you visit a site stream from your internal org. For example,
file attachments, inline images, post sharing, and hover cards aren't available when you view site streams internally.

e Site topics don't appear when you view a stream from your internal Salesforce org. However, you can add topics.

SEE ALSO:
Enable Upvotes and Downvotes

Verify Answers for Your Company

Enable Direct Messages in an Aura Site

Allow members to send direct messages to start a private conversation with up to 16 people, USER PERMISSIONS
including the sender. Direct messages are supported in all Aura sites and in Lightning Bolt Solutions,

such as the Lightning Partner Management solution. To enable direct messages:
Direct messages offer privacy for more sensitive conversations. Imagine a scenario where a customer ¢ ﬁ/\ccess Experiegée
brings up an issue they have with a product in the Experience Cloud site feed. A support agent can anagement .
hare that post and address the customer's concerns privately in a direct message. Similarly, a Manage Experiences OR

> P _ > P y g€ ya Create and Set Up
channel manager can discuss sensitive sales data with one or more partner users in a partner site. Experiences
@ Note: Private messages and direct messages are separate features. Direct messages are AND

newer and offer a richer feature set for private communication. Direct messages are based Is a member of the

on Chatter and offer a rich text editor that supports inline images and attachments. With Experience Cloud site

direct messages, you can start a message right from a feed post.
To enable Chatter:

1. Make sure that Chatter is enabled in your org. «  Customize Application
2. Open Experience Workspaces.

3. Under Administration, click Preferences.

4. Select Enable direct messages and save your changes.

5. In Experience Builder, click the Profile Header component on the Home page and select Include My Messages. The My Messages

link appears in the user profile dropdown menu.
6. Publish your Experience cloud site.
To facilitate easy access to direct messages, add other components to your site.
e Add the Messages page to your site’s navigation menu for prominent placement and easy access.
e Add the New Message Button component to any page you want to allow members to create messages from.
e Add the Message Notification component to the home page.
After enabling direct messages, members can start a direct message conversation:
e From the Messages page.
e From user profiles and from hovers on users names.
e From the Message Notification and the New Message Button components on-site pages.

e By sharing a feed post as a direct message.
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Members can flag messages that are spam or inappropriate. They can also opt to receive email notifications when someone sends them
a direct message or responds to a conversation they're a part of. Members can access their direct message conversations by clicking My
Messages in their user profile dropdown menu.

To allow members to flag messages that are inappropriate,
selectthe Allow members to flag content preference in the Administration tile of Experience Workspaces.

Note: The maximum number of people who can participate in a single direct message, including the sender, is 16. If people leave,
you can add more people, up to a total of 16.

Horme

My Profile

My Settings

My Messages

My Account

TRENDING ARTICLE!

Cantact Support

Basics of Sustainable Argicull
Logout

Best Grinders from Capricorn

Here's what the messages list view looks like:
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SEE ALSO:
Edit Pages and Components in Experience Builder
Flagged Direct Messages

Manage Your Site Email Notifications

Direct Message Limitations

Before you enable direct messages for your Aura site, review these considerations.

e Direct messages require that Chatter is enabled in your org.

e Direct messages can be enabled only in Experience Builder sites and in Lightning Bolt Solutions.

e Users with the View All Data and Modify All Data permissions can't access direct message data unless they're participants in the
conversation.

e Only users with the Manage Chatter Messages and Direct Messages permission can view all the direct messages data in your org.

e The maximum number of people who can participate in a single direct message, including the sender, is 16. If people leave, you can
add more people, up to a total of 16.
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e Tomoderate flagged direct messages, the moderator needs the Moderate Chatter Messages and Direct Messages permission and
the Moderate Experiences Chatter Messages permission.

e To maintain privacy, direct messages aren't included in search results.
e When members flag a direct message, the entire conversation is flagged. Individual messages can't be flagged.

e If you have private messages enabled, they remain available. However, direct messages are better integrated with Lightning
technology. We recommend that you switch to direct messages.

For Developers

Direct messages are supported in Connect REST API. Under the hood, direct messages are a special implementation of feed posts and
comments parented to a direct message entity. If you use Connect REST API to create a custom implementation of direct messages, a
few things to keep in mind:

e The first message is stored as a feed post and the responses are stored as comments.

e Unlike other objects, direct messages can't have multiple feed posts associated with a single direct message conversation.

* Youcan't follow, like, share, mention people in, mute, and bookmark feed items associated with direct messages. You also can't
associate topics with direct message feed items.

e Feeds associated with direct messages aren't accessible via search, public feeds, or streams.
e Email notifications for direct messages aren’t supported for custom implementations built for the internal Salesforce org.

e Direct messages are only supported on the Messages page. Using direct messages on custom pages isn't supported and can lead
to unexpected authentication results.

e In the Experience Cloud site Ul, direct messages display only to the participants in the conversation. However, Apex code runs in
system mode, which means that the permissions of the current user aren’t considered. This limitation has implications for pages
that use Apex and Visualforce.

-~ Review your Visualforce pages for any potential exposure of direct message data.
- Review your AppExchange apps that are written in Apex to ensure that direct message data isn't exposed.

- Visualforce and Apex developers in your org might be able to access direct message data.

Use permission sets, profile-level permissions, and sharing checks in your code to limit user access.

SEE ALSO:

Enable Direct Messages in an Aura Site
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Verify Answers for Your Company

Sometimes there’s more than one correct answer to a question. Among the correct answers, your EDITIONS
company can prefer one course for people to follow. You can highlight an answer that your company
endorses by marking it as Company Verified. Questions marked as Company Verified or as Best

Available in: Salesforce

Answer are copied to the top of the thread under a Top Rated Answers section. Classic (not available in all
To ensure that the best qualified site members speak for the company, community managers can orgs) and Lightning
give these users the Verify Answers to Chatter Questions permission through user profiles or Experience

permission sets. Users with this permission see the Company Verify option on the answer dropdown

. Available in: Enterprise,
menu in feeds that they have access to.

Performance, Unlimited,
and Developer Editions

Applies to: Aura sites

USER PERMISSIONS

To assign permission to
verify answers in a site:
e Enable Chatter

AND
Create and Set Up
Experiences

To verify answers in a site:
e Create and Set Up
Experiences
OR

Verify Answers to
Chatter Questions

Chatter Features in Aura and Visualforce Sites

Chatter is available in sites built using Aura and Salesforce Tabs + Visualforce templates. While many EDITIONS
features that support customer and partner site are available only in Aura sites, some features are
available in both types of templates. Chatter is enabled by default in orgs created after June 22,

Available in: Salesforce

2010. Classic (not available in all
orgs) and Lightning
Add Rich Publisher Apps to Your Feeds Experience
Customize the Chatter publisher with payloads that are unique to your business process. Add Available in: Enterprise,
aform to a post; choose from a selection of branding images; add inspiration to your feed with Performance, Unlimited,
profound quotations. Select from the custom apps your team creates or acquires from and Developer Editions

AppExchange. Add up to five apps to the Chatter publisher. )
Applies to: Aura and

Enable Chatter Questions in Your Experience Cloud Site Visualforce sites

Chatter Questions helps you promote engagement by giving users the ability to ask and answer

questions in their Chatter feed, in groups, and in records. Members in your users’ groups and

Experience Cloud sites can answer questions in Chatter just as they would comment on a Chatter post. Users in sites built on the
Customer Service template can also attach files to questions.
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Data Model for Peer-to-Peer Conversations in Experience Cloud Sites

Experience Cloud uses Chatter behind the scenes for peer-to-peer conversations in Experience Cloud sites. To keep conversations
in your internal org separate from the ones in an external-facing site, each Chatter post or conversation is tied to the Experience
Cloud site that it belongs to. If you have more than one external-facing site, the same is true for conversations in each site—each
one is tied to the site that it belongs to.

Add Rich Publisher Apps to Your Feeds

Customize the Chatter publisher with payloads that are unique to your business process. Add a EDITIONS
form to a post; choose from a selection of branding images; add inspiration to your feed with

profound quotations. Select from the custom apps your team creates or acquires from AppExchange. Available in: Salesforce
Add up to five apps to the Chatter publisher. Classic (not available in all

Add Rich Publisher Apps to the Chatter publisher. orgs) and Lightning

Experience
1. Go to Experience Workspaces. P

Available in: Enterprise,

Performance, Unlimited,
3. Move apps between the Available Apps and Selected Apps lists. and Developer Editions

2. C(lick Administration > Rich Publisher Apps.

Applies to: Aura and
Visualforce sites

USER PERMISSIONS

To add Rich Publisher Apps
to the Chatter publisher:
e Chatter Enabled

AND

Create and Set Up
Experiences

}, Administration

Direct Messages

Settings Rich Publisher Apps
Preferences e -
references Select up to five apps to extend feed capabilities in your community.

Members Available Apps

Login & Registration Custorm Bottans - it -

Emails
Pages

Rich Publisher Apps
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Experience Cloud
4. Rearrange the Selected Apps list in the order you want the apps’ icons to appear in the Chatter publisher.
*Post To
Trucks v
*Question
I'm locking for recommendations for hybrid trucks that have enough power to haul

weight.

v Details
| don't care about where it was manufactured, as long as it's strong, sturdy, and

reliable.

0 L

Uy
14
i
il

[

The true measure of a man is how he treats someone who can do him
absolutely no good.
--- Samuel Johnson -

Cancel

® @

Selected apps appear to the right of the Attach icon in the Chatter publisher. The apps appear in the order you arranged them in

the Selected Apps column.
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Enable Chatter Questions in Your Experience Cloud Site

Chatter Questions helps you promote engagement by giving users the ability to ask and answer
questions in their Chatter feed, in groups, and in records. Members in your users’ groups and
Experience Cloud sites can answer questions in Chatter just as they would comment on a Chatter
post. Users in sites built on the Customer Service template can also attach files to questions.

To set up Chatter Questions, add the Question action to the global publisher layout. In orgs created
after Summer '14, the Question action is automatically added, but we recommend dragging it to

the far left to increase its visibility.

Post To Camping ~

Is my rain fly the right shape for my tent?

| bought the fly second-hand and haven't gone camping with it yet, but I'm concerned it's too small.
I've attached a photo of the fly on the tent. Any advice is appreciated!

rain fly.jpg
541KB e JPG

ADDTOPIC

o - IEH

4.

EDITIONS

Available in: Salesforce
Classic

Chatter Questions is
available in: Group,
Professional, Developer,
Performance, Enterprise,
and Unlimited Editions.

USER PERMISSIONS

To edit the global publisher
layout:
e Customize Application

From Setup, enter Publisher Layouts inthe Quick Find box, then select Publisher Layouts.

Click Edit next to the global publisher layout.

Drag the Question action from the palette to the global publisher layout. If the Question action already appears in the layout, drag

it to the location where you want it.

Click Save.

@ Nofte: Ifyou're using a customized publisher layout in groups or on records, make sure that the Question action is added to those

layouts as well.

Enable Upvotes and Downvotes

Enable upvoting and downvoting in lieu of liking questions and answers in your Experience Cloud site. When you enable upvoting
and downvoting, members see an Upvote option under a question or answer and a Downvote option on the question or answer's
overflow menu. The Like option goes away. Upvoting and downvoting are disabled by default in Experience Cloud sites created in

Spring '19 and later.

SEE ALSO:

Track Use of Chatter Questions in Your Salesforce Organization and Experience Cloud Sites
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Enable Upvotes and Downvotes

Enable upvoting and downvoting in lieu of liking questions and answers in your Experience Cloud EDITIONS
site. When you enable upvoting and downvoting, members see an Upvote option under a question

or answer and a Downvote option on the question or answer's overflow menu. The Like option Available in: Salesforce

goes away. Upvoting and downvoting are disabled by default in Experience Cloud sites created in Classic (not available in all
Spring 19 and later. orgs) and Lightning
For sites created before the Winter '18 release, it's an easy task to enable up and down voting. Experience

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

Applies to: Aura and
Visualforce sites

USER PERMISSIONS

To enable up and down

voting:
e Create and Set Up
Experiences

W T asked a question -
| Just Now

Edit
How many prirne numbers can | attach to a DGS'I?

Bookmark
I've seen as many as 33, and I'm wondernng how far | can go
Delete
The artist is nothing withouwt the gift, but the gift is nothing without work Edit Topics
~= Emile Zola -- Flag
Mute

2, 3, 5, 7, 11, 13, 17, 19, 23, 29
TEST PRIME MUMBERS
@ i Answer [ Share

¥
Write an answer

B I v &£ I, = 8B @ 6 %

When you change to upvotes, pre-existing likes are included in the upvote count. Click the count to see a list of the people who have
upvoted.

@ Note:

e Nooneis listed more than once, even if a person both liked and upvoted a question or answer. But each like and upvote is
counted. For example, if someone both liked and upvoted a question, the count is 2, although their name is listed only once.
If you prefer not to merge your like and upvote counts, contact Salesforce support.
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e Oninfluence cards, upvotes count as likes received. Your own upvotes on your own posts or comments aren’t counted towards
influence. Downvoting a post or comment doesn't reduce the like count, unless a user is changing their own upvote to a
downvote.

®  Members must be logged in to a site to use the upvote and downvote feature.

1. Go to Experience Workspaces and click Administration > Preferences.

2. Under Experience Management, select Allow members to upvote and downvote.

/" Administration
Cutdoor Equipments Inc
Settings
Preferences
Preferences
General
Members
Show nicknames | i
Login & Registration ¥ Give access to public AP requests on Chatter | i
# Enable direct messages | i
Emails
Let guest users view asset files on public and login pages | i
Pages Use custom Visualforce ermor pages | i
Show all seltings in Workspaces | i
Rich Publisher Apps
Community Management
¥ Allow members to flag content | i
¥ Allow members 1o upvole and downvote | d
1 Enable setup and display of reputation levels | i
Enable knowledgeable pecple on topics | i
¥ Suggest topics in new community posts | i
# Show number of people discussing suggested topics | i
3. C(lick Save.

Data Model for Peer-to-Peer Conversations in Experience Cloud Sites

Experience Cloud uses Chatter behind the scenes for peer-to-peer conversations in Experience EDITIONS
Cloud sites. To keep conversations in your internal org separate from the ones in an external-facing
site, each Chatter post or conversation is tied to the Experience Cloud site that it belongs to. If you Available in: Salesforce
have more than one external-facing site, the same is true for conversations in each site—each one Classic (not available in all
is tied to the site that it belongs to. orgs) and Lightning

You don't have to worry about your Experience Cloud site users seeing your internal Chatter Experience

conversations, or vice versa. Here are the primary objects behind Chatter. Available in: Enterprise,

Performance, Unlimited,
and Developer Editions

Applies to: Aura and
Visualforce sites
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CollaborationInvitation po————  User | Group | Object
Topic
e FeedComment
Feed ltems
CollaborationGroup BV FeedLike
TopicAssignment  pO— Feed
FeedTrackedChange O { Record Feeds L 0< FeedAttachment
CaontentDocument | Contentfversion

User —_—Oésubscnberld EntitySubscription :—:vo—p ot User | Object

{Follower) {Following)

CollaborationGroup (——0<| CollaborationGroupMember BoO——- User

L o CollaborationGroupMemberRequest PO

Here's what the key objects represent in terms of your peer-to-peer conversations.

e User—The person who is posting to the site.

e Feedltem—A new post or thread on a site.

e FeedComment—A comment added to an existing post.

e FeedLike—Tracks who liked a post.

e FeedAttachment—Tracks which file or link was attached to a post.

e FeedPollChoice—Shows the choices for a poll that's posted in the feed.

e FeedPollVote—Tracks how users voted on a poll that's posted in the feed.

e (ContentDocument—Represents a file uploaded to the site as an attachment or an inline image in a post.

e ContentVersion—Tracks file versioning. When you upload a file (ContentDocument), a child ContentVersion record is
created.

e (ollaborationGroup—A group in the site.

e (CollaborationGroupMember—A member of a group.

e Topic—A topic (#hashtag) of conversation.

e TopicAssignment —Links a topic to a conversation in the site.

e EntitySubscription: Tracks which records or users someone is following.
Here are a few other important objects to be aware of.

e (Contact—All external site users (people who don't work for your company) must first be created as contacts before they can be
enabled as a user of your Experience Cloud site.
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e Account—The company that a contact works for. If you sell B2C and use person accounts, you load the person’s info as a person
account and not a contact. A person account creates a hybrid of an account and contact behind the scenes.

e Network—The site the forum posts map into.

e NetworkMember—Tracks the Chatter preferences for a user in a given site and the reputation points that they've earned. These
records are created during your user load. To migrate users’ reputation points, update them at the end of your migration.

Migrate Peer-to-Peer Conversations to Your Experience Cloud Site

Migrating peer-to-peer conversations from other platforms can be a part of creating an Experience Cloud site. Understand the steps
to take before migrating and how to use Data Loader to migrate conversations.

Migrate Peer-to-Peer Conversations to Your Experience Cloud Site

Migrating peer-to-peer conversations from other platforms can be a part of creating an Experience EDITIONS

Cloud site. Understand the steps to take before migrating and how to use Data Loader to migrate

conversations. Available in: both Salesforce

Before you can load your data, perform these steps. Classic (not available in all

e (reate your Experience Cloud site. 0rgs) gnd Lightning
Experience

e (reate the profiles to assign to your internal and external users, as applicable.
Available in: Enterprise,

Performance, Unlimited,
and Developer Editions

e Assign profiles to your site (Setup > All Sites > Workspaces [for the site you're working
on] > Administration > Members).

e (reatean Account and Contact (for B2B sites) or a Person Account (for B2C sites) before creating
an external user. Internal users (employees of your company) aren't linked to accounts and
contacts. Your internal users can exist in Salesforce, so you don't need to create them as users.

e Puttogether a plan for how to migrate your data. Identify how to transform the data from your current format into the format that
Salesforce uses. We recommend that you do a trial run of your data load into a full sandbox before migrating in production. Create
a guide to refer to when you do the load into production.

e Aswith all data migrations, do a test load of a few records first. Ensure the data looks as you expect, and then proceed with the full
load. This process is especially important when loading conversations to ensure that they render the way you expect them to.

@ Important:

e When you create site users during the data load, don't send a welcome email. You can prevent this action by taking your site
offline or by deactivating the welcome email option.

e To prevent users from receiving Chatter email alerts during the data load, turn off emails for all your site members. Email
notification preferences are site-specific and are stored in the NetworkMember object. Query NetworkMember
(SELECT Id,NetworkId,PreferencesDisableAllFeedsEmail FROM NetworkMember WHERE
NetworkId = 'ENTER YOUR 18-DIGIT SITE ID HERE') andsetthe
PreferencesDisableAllFeedsEmail fieldforallusersinthe community to TRUE.Be sure to setitbackto FALSE
after the entire data load is complete so that site members get email notifications after the site is live. We advise not globally
disabling all system emails from your sandbox when doing a test load. Disabling all system emails when doing the data load
in production prevents other departments that also use your Salesforce instance from sending email.

There are many dependencies between objects when migrating posts, so it's important to pay attention to the order in which the data
is loaded. Here is our recommended order and the key required fields to populate to be successful.

1. Accounts—Ensure that the Account Owner for each account has a role assigned to their user. If you aren't specifying an Account
Owner, ensure that the user doing the data load has a role assigned to them. Users without an assigned role can't load users.

a. Forbusiness accounts—Account Name
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b. RNpemonaaDunB——First Name; Last Name

2. Contact—TIfyou're person accounts, upload contacts as they're automatically created when you load their information to the Accounts

object. At a minimum, be sure to load these fields.
a. AccountId
b. First Name

C. Last Name

User

a. ContactId:leave blankif creating a user in your Salesforce org who works for your organization. Only external users must
be linked to a contact.

b. FirstName
C. LastName
d. Email

e. Username: The username in the format of an email address that members use to log in and isn't visible to anyone else in the
site.

f. Alias:Thealias doesn't appear anywhere in the site, butit's a globally required field in Salesforce.

Nickname: If you choose to use a nickname instead of first and last names, the nickname appears to users in the site.

5 e

ProfileId

LanguageLocaleKey: The user’s language and locale.
jo LocalesSidKey: The two-digit ISO language code. For example, English (United States) is en_US.
k. TimeZonelId

. EmailEncodingKey: The email encoding for the user, such as ISO-8859-1 or UTF-8.

CollaborationGroup

a. GroupName

b. OwnerId:The userID of the person who owns the group.

¢. CollaborationType: Controls the visibility of the group

e Public: Anyone can see and post updates. Anyone can join a public group.

e Private: Only members can see the group feed and post updates. Non-members can see only the group name and a few
other details in list views, search, and on the group page. The group’s owner or managers add members who request to join
the group.

e Unlisted: Only members and users with the Manage Unlisted Groups permission can see the group and post updates. Other
users can't access the group or see it in lists, search, or feeds.

5. CollaborationGroupMember

a. GroupId: The D of the group
b. CollaborationRole:lfthe userisa Standard or Admin user.

¢. MemberId The user D of the member.

6. Topic

a. Name
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b. Description
¢. NetworkId: The 18-digit Experience Cloud site ID.

7. ContentDocument: For information about how to load files, see Upload Content with the Data Loader. You can leave the
ParentId (forexample, Library) field blank because files attached to Chatter records typically aren't stored in Libraries.

8. FeedItem

a. Body: The main content of your post. Only specific HTML tags are supported, so make sure to clean your data before attempting
to upload.

b. Type: The kind of post made.
Some common options:

e AdvancedTextPost:Forannouncements in groups.
e ContentPost:A post with an attached file.

® QuestionPost:Used for posting a question to a topic or group. If using topics to organize your site, chances are that
this type is the one you use the most.

® PollPost:Used if the postincludes a poll in groups.
® TLinkPost:A postwith an attached URL (for example, a URL that isn't embedded into the body of the post and is stored
in a separate field in your source system).
C. IsRichText

e True: Use when there’s HTML markup.

e False—Use if plain text.
d. NetworkScope: The 18-digit site ID. To get the ID, you can query the Network object in Data Loader. This query returns the
name and ID of all sites in your org: SELECT Id,Name FROM Network.

e. ParentId:lfthiswaspostedintoagroup,enterthe corresponding CollaborationGroup ID.Ifit was posted to a topic,
enter the ID of the user who created the post.

f. Visibility:AllUsers
g. Title:lfusingatypeof QuestionPost,enterthe question title here.
9. FeedComment: When adding feed comments, it's crucial to add attachments at the time of creation. You can't edit a comment
and add an attachment to it.
a. FeedItemId:The parent postthatthe comment is related to.
b. CommentBody: The contentin the post.

¢. ThreadParentId:Leaveemptyifacommentisthe firstlevel down of commenton a post. Ifitis below an existing comment,
enter the FeedItemId from its parent comment.

d. CommentType

® ContentComment:Acomment thatincludes an attachment.

* TextComment:A direct text entry on a comment.

e. RelatedRecordId—IDofthe ContentVersion object associated with a ContentComment. This field is null for
all comments except ContentComment.

10. FeedLike

a. FeedItemId:Ifthelikeis related toa post, enterthe FeedItemId from the post here.

156


https://help.salesforce.com/articleView?id=loader_content.htm&language=en_US
https://developer.salesforce.com/docs/atlas.en-us.248.0.object_reference.meta/object_reference/sforce_api_objects_feeditem.htm
https://developer.salesforce.com/docs/atlas.en-us.248.0.object_reference.meta/object_reference/sforce_api_objects_feeditem.htm
https://developer.salesforce.com/docs/atlas.en-us.248.0.object_reference.meta/object_reference/sforce_api_objects_feeditem.htm

Experience Cloud Enable Other Salesforce Features in Experience Cloud Sites

11.

12.

13.

14.

b. FeedEntityId:lIfthelikeisrelated toacomment, enterthe FeedCommentId from the comment here.

FeedAttachment
a. FeedEntityId:ThelD of the associated post (FeedItem) that contains this attachment.

b. Recordid:ThelD oftherecord that this feed attachment contains. For inlineimages, RecordId isa ContentDocument
ID. For content attachments, RecordId isa ContentVersion ID.

C. Title:Thetitle ofthisfeed attachment. When Type is Link,the Title valueisthelabel for the attachmentlink. Otherwise,
the Tit1le valueisn't used.

d. Type: The type of this feed attachment. Valid values are:
® Content:A content attachment.
° FeedEntity:A feed entity, such as a shared post. Available in APl version 39 and later in Lightning Experience.

® InlineImage:Aninlineimage.The system createsan inline image attachment when animage is added to the body of
the associated FeedItem. You can'tadd an inline image directly by using FeedAttachment.

® Link
e. Value:Enterthe URL here if the feed attachment is Type = Link. Otherwise, leave blank.

TopicAssignment
a. EntityId:The D of the post (such as FeedItem) that corresponds to the topic.

b. TopicId:ThelD of the topic to assign to the feed.

EntitySubscription

a. ParentId: The ID of the record being followed. For example, it could be the ID of a user or a topic being followed.
b. SubscriberId:The D of the user who is following the record.

¢. NetworkId:The 18-digitsite ID.

NetworkMember: Member records were already created. However, if you want to migrate user email preferences or reputation
points earned, update these records as a final step of your migration.

Other Considerations

External IDs—You can't add external ID fields to most of the objects, so keep your success files from each data load to track the
relationship between your source data and Salesforce. You can then use VLOOKUPS to populate the Salesforce ID from the parent
record created into the next file load.

Threaded conversations—If your current platform uses threaded conversations, load FeedComments in several batches. For
example, group all top-level comments into one file and load them. Then group all the posts beneath those comments into the
next data load, and so on. Only threaded conversations that are three levels deep are supported.

Inactive users—If you've had your legacy forum for some time, chances are that you have some users who are no longer active.
Migrate them as active users so that you can bring over their posts and comments, and then deactivate their user record. If you're
using member-based licenses and are migrating more users than you have licenses, before starting your data load, contact your
Account Executive to discuss which options are available.

Formatting posts—The trickiest part of this load is getting your posts into the correct format. If you can't migrate your posts exactly
the way you want with these instructions, see the Connect REST API Developer Guide for how a developer could load your posts
and comments to the site.

Updating Chatter posts to select best answer—If your current forum has the concept of a best answer, update the BestCommentId
field on the FeedItem records after loading all your FeedComments. You can't set this value during the initial FeedItem
insert, because the child FeedComment records don't yet exist.
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e Uploading Chatter profile photos and Chatter polls—This upload must be done via Connect REST API. For more information, see
this guide on photos and this guide on polls.

e What can't be migrated—For example, you cant migrate the view count on posts or whether a user has or hasn't viewed a post.

Work with Files in Your Experience Cloud Site

Customize Salesforce Files settings and understand file sharing and visibility to get the most out of

Files in your Experience Cloud site.

EDITIONS

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning
Experience

File Visibility and Sharing in Experience Cloud Sites

When sharing and viewing files, context matters. Experience Cloud site files are tied to the site
context in which they're created or uploaded, with a few exceptions.

Available in: Enterprise,

Performance, Unlimited,
and Developer Editions

Customize Experience Cloud Site Libraries with Images
Give each library a unique look by branding it with an image.

Limit Files in Your Experience Cloud Site

Restrict the size and types of files that your members can upload. This list of file types lets you
control what your members upload and also prevents spammers from polluting your Experience Cloud site with inappropriate files.

Make Files on Records Visible to Customers

The Customer Access toggle on a file's sharing detail page lets you decide when customers can see individual files on records.

Display Images Faster on All Devices
When guest users visit your site, cached images are optimized to best suit the user's phone, tablet, or desktop computer. Image
optimization makes your site’s pages load faster, which creates a better browsing experience for your visitors.

Display Optimized Images on Mobile Devices
Asset file images are optimized for mobile display in Experience Cloud istes. Mobile-optimized image display creates a version of
images that is better suited to a small screen and slower connection. This preference, which is enabled by default, lets customers
who use file assets in sites see logos and product images faster on mobile devices.

File Visibility and Sharing in Experience Cloud Sites

When sharing and viewing files, context matters. Experience Cloud site files are tied to the site
context in which they're created or uploaded, with a few exceptions.

Table 1: File Visibility and Sharing in Experience Cloud Sites

EDITIONS

Available in: both Salesforce
Classic (not available in all

Who What File Visibility File Sharing orgs) and Lightning
Site user  Files - Regardless of the Experience  For files that are not in libraries, you Experience
general Cloud site, users see files: canonly share them in the Experience Available in: Enterprise,

they own
shared with them directly

shared to an Experience
Cloud site they're a
member of

shared toagroup they can
access

Cloud site where they were uploaded.
For files in libraries that you can access,
you can share them across sites when
you share to a record. You can't share
files from the file detail page in
Experience Cloud sites.

Prevent others from sharing and
unsharing a file that you own by
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Who What

Site user Files shared with
users

Site user Files shared with
groups

Site user Files on records

Site user Files in libraries

Guest user Files - general

Guest user Files shared with

records
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File Visibility
e they can access within a library

e posted to arecord they have access to
and when visibility on that file is set to
allow them to access it

e content added from Salesforce CMS

When you enable Chatter for your org,
make sure you've also enabled Chatter for
your users. This way, they can access all
Salesforce files in your org, including asset
files.

To view a file, the user must be a member
of the Experience Cloud site the file was
created in.

Toview afile shared with a group, the user
must have access to the group and the
Experience Cloud site where the file was
uploaded.

Toview afile on arecord, the user requires
access to the record. The file visibility on
the record must be set to allow site users.

Site users who are members of a library
can view files in that library.

To give guest users access to files in
Experience Cloud sites, select Give access
to public APl requests on Chatter in
Experience Workspaces >
Administration > Preferences.

When your Experience Cloud site allows
guest users, they can access a file shared
with a record on any entity, such as an
account or opportunity. Guest users can
view Notes and Attachments but not the
Files Related List. Learn how to enable
Customer Access for a file.

159

File Sharing

checking the Prevent others from sharing and
unsharing option on the file's sharing settings or
detail page. Users with the Manage Experiences
permission or Access Experience Management can
share files across sites. For example, a file created in
site A can be shared in site B.

If users can view a file, they can share it, unless the
Prevent others from sharing and unsharing
option is enabled.

To share afile with a group, the group and the file
must be in the same Experience Cloud site.

Alibrary file can be shared with a record with no
restrictions. Use the Customer Access switch on a
file’s sharing detail page to allow customers to see
individual files on records.

To share afile with a library, you must be a member
of the library.

Users with the Manage Experiences permission or
Access Experience Management can share library files
across sites.

To let guest users upload files in Experience Cloud
sites, select Allow site guest users to upload files
in Setup > Salesforce Files > General Settings.

For guest users, only publicly accessible files can be
downloaded.
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Example: To share from a library to a group in an Experience Cloud site, upload the file to the Files List component in an Aura
site. This is an example of uploading to the library within the context of the site. Alternatively, you can share the file with a record,

or custom object that is accessible in the site.

Customize Experience Cloud Site Libraries with Images

Give each library a unique look by branding it with an image.

EDITIONS

Library users can identify libraries at a glance without having to figure out which library to access.

Library administrators can change images as libraries evolve or switch off branding.

Available in: Lightning
Experience

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

USER PERMISSIONS

To customize a library:

* Manage Salesforce CRM
Content

OR
Manage Library

3% HOME TOPICS v RESOURCES GROUPS CHATTER  FILES

Resources
10items = Sorted by Last Activity

Marketing Guide
Implementation Guides

Customer Profiles

Tl m

Marketing Content

Pricing & Packaging

1. To add a custom library image, from Files Home, click the dropdown to the right of a library, and choose Edit Library Details.
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TopResults w | Q  Search Files and more 241 A @
‘:E Sales Home  Opportunities \ Leads - Tasks v Files v Accounts v  Contacts v Campaigns v~ Dashboards v  Morew Fa
Files
Libraries New Library
7 items - Sorted by Last Activity
Owned by Me NAME LAST ACTIVITY
Shared with Me B s 12/1/2017 2:01 AM -
Recent m Music 3/26/2018 3:18 AM Manage Members
Following B3 soors 12/1/2017 214 AM Edit Library Details
I Uibraries Reviews 11/6/2017 3:28 AM pee

2. (lick Upload Image under Library Image. For best results, choose an image in a 16:9 aspect ratio (for example, 480 pixels by 270
pixels).

Edit Asset Library

" Name

Marketing Materiall

Description

Library Image @

& Upload Image

Cance!

@ Nofe: Branded library images are visible only in the desktop Libraries component tile view. Depending on their permissions, some
external users can see library asset images, even if they're not library members. Choose images that you'd like everyone to see.
You can remove custom images anytime. If you don't add a custom image, the default library image appears on the folder.
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Limit Files in Your Experience Cloud Site

Restrict the size and types of files that your members can upload. This list of file types lets you control EDITIONS
what your members upload and also prevents spammers from polluting your Experience Cloud
site with inappropriate files.

Available in: both Salesforce

File moderation must be enabled for your org before you can limit files in your Experience Cloud Classic (not available in all
site. If you don't see the option to limit files in Experience Workspaces, contact Salesforce. orgs) and Lightning
Experience

Your file limits apply to files uploaded by members anywhere in the site—in posts and comments,
directly in the Files tab, and from the Salesforce mobile app. You can also set file limits using SOAP Available in: Enterprise,
or Metadata API. Performance, Unlimited,

' . e ) ) and Developer Edition
Files uploaded before setting your file limits are unaffected. However, newer versions of those files cevelope S

must meet the limits you specify.

Keep the following things in mind: USER PERMISSIONS

o Afile must meet the file limits set in the Experience Cloud site in which it's uploaded. For To limit files:
example, if a customer uploads a file on a case and then an agent uploads a newer version in e Manage Experiences OR
your Salesforce internal org, the limits from the customer site still apply. Create and Set Up

e Files uploaded in your internal Salesforce org that are shared in a site aren't subject to site file Experiences
limits. AND

Is a member of the

1. Open Experience Workspaces.
pen Bxper P Experience Cloud site

2. Select Administration > Preferences, then enter your limits in the Files section on the page.

a. Maximum file size in MB—Enteranumber between 3 MBand yourorg’s
maximum file size. To use the default limit of 2 GB, leave this field empty or enter 0.

b. Allow only these file types—Enterfile extensions separated with a comma (for example: jpg, docx, txt).
You can enter lowercase and uppercase letters. You can enter up to 1,000 characters. To allow all file types, leave this field empty.
3. C(lick Save.

After you set your file limits, members receive an error message if their file is larger than the size you set or if their file extension isn't
allowed.

When a member tries to upload multiple files at once and afile is found that doesn’t meet your limits, none of the files are uploaded.

@ Nofte: By default, guest user files are blocked from being uploaded. After developer customizations (Lightning pages, for instance)
have been created, admins can change the settings to let guest users upload files. To enable, go to Setup and in Salesforce Files >
General Settings select Allow site guest users to upload files.

@ Nofe: Files uploaded by guest users are unassigned. Unassigned files are public by default. We recommend setting up a trigger
to assign an owner to files uploaded by guest users. You may also wish to restrict file upload size or type using file moderation.

SEE ALSO:

Configure Settings in Your Administration Workspace

Make Files on Records Visible to Customers
The Customer Access toggle on a file's sharing detail page lets you decide when customers can see individual files on records.

Ensure that your customers can access files on records. Enable digital experiences to view the Customer Access option on afile's sharing
detail page. Users with collaborator or owner access to the file can change the Customer Access option. Users with view-only access to
the file have read-only access to the Customer Access Option. External users can't see this option.
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On Files home in Salesforce, from the row-level action list or file preview, click Share. To see where the file is shared, in the sharing detail
window, expand the Who Can Access section. The customer access option is visible in the sharing detail of any file shared with a record.

Share campfire

Share With

v Search People... Viewer v

v Who Can Access

Admin User Owner v
—_—
B Sample Customer Set by Record v X
Access Enabled

PUBLIC LINK SHARING @

Anyone with this link can view and download the file on the internet.

Create Link

No public link created

To set the sharing level, in the menu next to the Customer Access option, select Viewer to give the customer view access to the file. If
you choose Set by Record, then the customer’s file access depends on their record access. View access on the record provides view
access to the file, and edit access on the record provides collaborator access on the file. The Customer Access option isn't available to
files shared with users, groups, workspaces, Experience Cloud sites, or orgs. If your org doesn't have Experience Cloud enabled, the
sharing setting for files on records defaults to Customer Access - Enabled. If you do enable digital experiences in your org, check record

access settings to ensure you're sharing the files you want with the correct customer users.

@ Nofe: You can only share files to records from the record using the Files related list or posting in the record’s feed.

To set the sharing settings for files sent through email, make sure that the email is in a draft form for the settings to go into effect.

SEE ALSO:

Make a File Private on a Record

Display Images Faster on All Devices

When guest users visit your site, cached images are optimized to best suit the user's phone, tablet,
or desktop computer. Image optimization makes your site’s pages load faster, which creates a better
browsing experience for your visitors.

Optimization reduces an image’s byte size while keeping the perceived image quality as close to
the original image as possible. The optimization feature determines the best width and image
format to use based on the user's device, browser, and operating system.

This feature is available for sites that use the Salesforce CDN. Our CDN is enabled by default for sites
that use enhanced domains. You can also configure custom domains to use the Salesforce CDN
option. If you have an existing custom domain on a shared certificate, we recommend that you
switch it to a single certificate. There's no downtime when you switch from a shared to a single
certificate. On the Domain Edit page, select the option Single certificate for content delivery
network (CDN).

The image optimization feature supports JPEG, PNG for images with transparency, GIF, and web
image formats. It doesn't support Photoshop (PSD), RAW, or SVG formats.
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Use these recommendations when you upload images.
e Use images with a width of 2,000-4,000 pixels.

e Keep the image’s file size between 200 KB and 2 MB.
e Use the sRGB color profile.

To disable this preference, in Experience Workspaces, under Administration > Preferences, deselect Optimize cached images for
guest users on all devices.

Display Optimized Images on Mobile Devices

Asset file images are optimized for mobile display in Experience Cloud istes. Mobile-optimized image display creates a version of images
that is better suited to a small screen and slower connection. This preference, which is enabled by default, lets customers who use file
assets in sites see logos and product images faster on mobile devices.

To disable this preference, deselect Optimize images for mobile devices in Experience Workspaces under Administration >
Preferences.

Enable Ideas in Your Experience Cloud Site

Ideas enable a group of users to post, vote for, and comment on ideas. Enabling Ideas provides an EDITIONS

online, transparent way for you to attract, manage, and showcase innovation.

To manage org-wide settings for Ideas, follow these high-level steps: Available in: Salesforce

1. FromSetup,enter Ideas Settingsinthe Quick Find box,thenselectldeas Settings g:gzsm not available in all

a. Toenable Ideas for your org, select the Enable Ideas checkbox. .
Available in: Enterprise,

Performance, Unlimited,
and Developer Editions

After you enable the HTML editor, you can't disable it.

b. Optionally,select Enable Text-Formatting, Images and Links toenable
the Ideas HTML editor, which gives users WYSIWYG HTML editing and image referencing

capabilities when they post or comment on ideas. USER PERMISSIONS
¢. Ensurethatthe multi-select Categories fieldis enabled by clicking the Enable button

located below the Categories message at the top of the page. This button is not displayed
if your organization already has the Categories field enabled.

To customize Ideas seftings:
e Customize Application

_ _ , To view Ideas:
d. To let Ideas members associate more than one category with an idea, select Enable
* Read on Ideas AND

Categories. After you enable multi-select categories, you can't disable it. Read on Idea Themes

e. Tolet users earn points and ratings based on their activity in each zone, select Enable
Reputations.

f. Inthe Half-Life (in Days) field, enter the number of days.

The half-life setting determines how quickly old ideas drop in ranking on the Popular Ideas subtab, to make room for ideas with
more recent votes. A shorter half-life moves older ideas down the page faster than a longer half-life.

2. Define and customize fields for Ideas:
a. Define picklist values for the Categories and Status fields.

Make sure that you add the categories and statuses to the zones you are including in the Experience Cloud site.

b. Set field-level security for standard and custom fields.

c. Create custom fields and set validation rules on them.

Custom fields appear in the Additional Information section on the Post Idea and Idea Detail pages.
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d. Optionally, add the Attachment field to the layout and set field-level security to enable users to add files to their ideas.

To enable experts within your zones, create a public group that includes these users.

Optionally, enable Idea Themes in your org.

Create one or more zones to organize ideas into logical groups, and associate the zones with the Experience Cloud site.
Customize your Ideas page layouts to display the information you want to see.

Create validation rules that prevent offensive language from being used in the zone

Set up Apex triggers and validation rules for comments on ideas.

Enable user profiles for members and moderators and ensure the profiles can access Ideas.

@ Important: To view Ideas, guest user profiles created after October 1, 2018 must have the Read on Ideas and Read on Idea
Themes user permissions manually enabled.

10. Add the Ideas tab and the Idea Themes tab to the site.

SEE ALSO:

Enable and Customize Ideas Settings

Build and Customize Your Experience Cloud Site

Choose from several preconfigured templates to create your site. Then customize the site to suit EDITIONS

your needs and match your brand.

Available in: both Salesforce

Which Experience Cloud Template Should | Use? Classic (not available in all
Experience Cloud templates let you build responsive sites for delivering rich, branded spaces orgs) F’”d Lightning
foryour customers and partners. And with Experience Builder, you can accomplish a lot without Experience

coding. For example, you can edit a template’s components to include information about your Available in: Enterprise,
site, add images to extend your branding, and include CMS content. And if you want a more Performance, Unlimited,
customized experience, you can create custom pages, add components to pages, build custom and Developer Editions

Lightning components, and expose more Salesforce objects.

What Is the Enhanced Sites and Content Platform?

The enhanced sites and content platform is a flexible new system that brings together Salesforce CMS and LWR sites. From Winter
'23, enhanced LWR sites and enhanced CMS workspaces that you create are hosted together on a redesigned platform that offers
partial deployment, site content search, and easy content management.

Create an Experience Cloud Site

Create an Experience Cloud site using a wizard that helps you choose a template that meets your business needs.

Customize Sites with Experience Builder

Experience Builder lets you easily style your site, create and customize pages, add drag-and-drop components, and deliver personalized
experiences to different audiences. Choose a template to quickly start your site, and then style the pages to match your company’s
branding.

Manage Your Site’s Pages and Their Properties in Experience Builder

The Pages and Page Action menus centralize all your page-related needs, from page creation to audience criteria-based page visibility
and everything in between.
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Track Site Users with Your Google Analytics Tracking ID

Add your Google Analytics™ tracking ID to track page views. Enable access to your Salesforce data for deeper insights. Then, adjust
your pages to more accurately reach your customers.

Multilingual Sites

Experience Builder lets you create different language versions of your site to serve separate international audiences. For example,
let’s say that you have customers in France and Germany. You can deliver the same site experience to each in the language that's
appropriate for their region.

Improve Experience Cloud Site Performance

Analyze your Experience Cloud site's volume, traffic, and transaction loads to determine if your site could benefit from the many
performance optimization tools available.

SEO for Experience Builder Sites

Search engine optimization (SEO) ensures that your public Experience Builder site is visible to search engines. SEO helps customers,
partners, and visitors find your content via online search.

Connect Experience Cloud to Data Cloud (Beta)

To provide customers the personalized, individual experiences they now expect, you need detailed insights about your users and
how you can best engage with them. By connecting your enhanced LWR sites to Data Cloud, you can capture user interaction data,
like clicks, scrolls, and product interactions, and send that to Data Cloud. From there you can organize your data and use it to create
user profile maps, build robust site analytics, personalize your sites, generate recommendations, and discover new ways to use Al.
Add Salesforce CMS Content to Your Experience Builder Site

Use the Digital Experiences App to create, manage, and publish engaging content for your Experience Builder site. Then display your
Salesforce CMS content on your Aura or LWR site using Experience Builder tools. When you use Experience Builder sites together
with Salesforce CMS, you can keep your brand and content consistent everywhere the content is published.

Add Salesforce CRM Data to LWR or Aura Sites

To help your users, customers, and partners accomplish more, share Salesforce CRM data on your Experience Builder site. Aura and
LWR sites have different tools for displaying CRM data.

Configure Search Functionality in Experience Cloud Sites

Help your visitors find what they're looking for on your Experience Cloud sites.

Create a Branded Mobile App for Your Experience Cloud Site Using Mobile Publisher
Use Salesforce Mobile Publisher to create and distribute a fully branded mobile app for your Aura and LWR sites.

Lightning Bolt for Salesforce: Build Once, Then Distribute and Reuse

Lightning Bolt for Salesforce lets you quickly build and distribute industry-specific Lightning Bolt Solutions to jump-start new org
capabilities. Save time by building once and then reusing. Whether it's for your own org or you're a consulting partner or ISV, you
can reduce the time required to implement solutions and cut development costs.

Customize Salesforce Tabs + Visualforce Sites

Update basic site settings like your site URL, site name, members, login options, and general preferences in the Administration tile
of Experience Workspaces.
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Which Experience Cloud Template Should | Use?

Experience Cloud templates let you build responsive sites for delivering rich, branded spaces for EDITIONS
your customers and partners. And with Experience Builder, you can accomplish a lot without coding.
For example, you can edit a template’s components to include information about your site, add Available in: both Salesforce
images to extend your branding, and include CMS content. And if you want a more customized Classic (not available in all
experience, you can create custom pages, add components to pages, build custom Lightning orgs) and Lightning
components, and expose more Salesforce objects. Experience

@ Nofte: Apart from Salesforce Tabs + Visualforce, all templates are Lightning-based templates Available in: Enterprise,

that you customize in Experience Builder. However, although the Aloha template is Performance, Unlimited,
Lightning-based, it's used to create an App Launcher, not a site. So when we talk about and Developer Editions
Experience Builder sites and templates, we mean all templates except Aloha and Salesforce

Tabs + Visualforce.

e Customer Account Portal—A private and secure place for customers to access and update their account information. Improve
customer relationships and decrease service costs by letting customers work in the portal. Customers can see and pay invoices,
update their account information, and search your knowledge base for answers to their most frequent questions.

e Partner Central—A flexible, responsive template designed for channel sales workflows. Recruit, build, and grow your partner network
to drive channel sales and marketing together in a branded online space. Easily configure lead distribution, deal registration, and
marketing campaigns. Share training materials and sales collateral in a central space, and use reports to track your pipeline.

e Customer Service—A powerful, responsive self-service template with multiple prebuilt theme options. The Customer Service template
lets users post questions to the community, search for and view articles, collaborate, and contact support agents by creating cases.
Supports Knowledge, Chatter Questions, and cases.

e Help Center—A public-access, self-service community that exposes the articles that you make available from your knowledge base.
You reduce the load on your customer support team, and your users get the satisfaction of finding their own solutions.

e Build Your Own (Aura)—Provides the basic pages that every Experience Builder site needs: Home, Create Record, Error, Record Detail,
Record List, Related Record List, Search, Check Password, Forgot Password, Login, Login Error, and Register. Add more pages and
components as needed for the experience you're building. To refine the look of your site, customize your branding and themes.

e Build Your Own (LWR)—Powered by the Lightning Web Runtime (LWR) framework, this customizable template delivers unparalleled
page performance and improves developer productivity. Quickly build pixel-perfect pages and develop Lightning web components
and themes that match your unique brand.

Suitable for developers, consulting partners, and ISVs who are familiar with developing custom Lightning web components, and
working with Salesforce DX, User Interface AP, and Apex. See the LWR Sites for Experience Cloud guide.

e Microsites (LWR)—Use the power of LWR to create beautiful, high-performance sites perfect for event pages, landing pages, or other
special purpose websites. Microsites gives you all the tools to quickly spin up a website and then archive it when it's no longer
needed.

Suitable for developers, consulting partners, and ISVs who are familiar with developing custom Lightning web components, and
working with Salesforce DX, User Interface AP, and Apex. See the LWR Sites for Experience Cloud guide.

e Aloha—A configurable App Launcher template that lets users quickly find applications and access them using single sign-on
authentication, including social logins.

e Salesforce Tabs + Visualforce—Standard Salesforce structure and tabs that you can customize using Visualforce. Requires developer
experience and advanced setup skills. Offers full platform access with a flexible configuration and supports most standard objects,
custom objects, and the Salesforce mobile app.

Salesforce Tabs + Visualforce isn't a Lightning-based template and therefore doesn’t work with Experience Builder.
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The Customer Account Portal Template

The Customer Account Portal template improves customer relationships and decreases service costs. The template provides features
that make it easy for customers to see and pay invoices, update their account information, and search your knowledge base for
answers.

The Partner Central Template

Partner Central is designed to support partner relationship management workflows: channel sales, channel marketing, lead distribution,
deal registration, and partner recruitment and onboarding. Plus, Partner Central also includes functionality to map reports and
dashboards for monitoring your pipeline.

The Customer Service Template

The Customer Service template provides a rich, self-service experience for your customers, where they can get answers to their
questions at any time, on any device. With integrated knowledge articles and case management, customers can search for and view
articles, post questions, or contact a support agent.

The Build Your Own Template (Aura)

The Build Your Own template provides the basic pages every Experience Builder site needs: Home, Create Record, Error, Record
Detail, Record List, Related Record List, Search, Check Password, Forgot Password, Login, Login Error, and Register. And you can easily
add more pages and components as needed for the experience you're building. Customize your branding and themes to refine the
look of your site.

The Build Your Own Template (LWR)

Use the Build Your Own (LWR) template for Experience Cloud to create blazing-fast digital experiences, such as websites, microsites,
and portals, using the Lightning Web Components programming model. Powered by Lightning Web Runtime (LWR), this customizable
template delivers unparalleled site performance.

The Microsite Template

The Microsite template is the foundation for your small, special-purpose websites. Microsites are often used by companies that
already have a full site but want a dedicated space for a single communication or conversion goal. Microsites work well to host an
idea or product that requires more content than a single landing page. Built on the Lightning Web Runtime (LWR) platform, the
template includes responsive layout and content components that you can use to quickly spin up a landing page, event site, or
other web experience. Capture visitor information and send it directly to the Lead object with the Lead Form component.

Objects Supported by Out-of-the-Box Components and Pages in Experience Builder Templates

Check out the list of all the objects supported by out-of-the-box components and pages in Experience Builder templates.

Considerations Before You Migrate an Aura Site to Lightning Web Runtime (LWR)

Sites that run on Lightning Web Runtime (LWR) boast increased speed, scalability, security, and design flexibility over Aura sites.
Migrating your Aura site to an LWR site requires considerable planning. Keep these considerations in mind.

Migrate a Koa or Kokua Site to a New Template

The Koa and Kokua templates are retired, and you can no longer use them to create site. Salesforce supports existing sites built with
Koa and Kokua, but we recommend migrating to newer templates. The new templates provide richer support for Salesforce Knowledge
and case management, and they also receive updates and new features with each release.

Which Components Can | Use with Each Aura Template?

Aura site templates, such as Customer Service and Partner Central, are each composed of pages, which in turn are made up of
customizable components. Consult this table to find out which Aura template each component can be used in, and when the
component became available.

SEE ALSO:

Create an Experience Cloud Site
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The Customer Account Portal Template

The Customer Account Portal template improves customer relationships and decreases service costs. The template provides features
that make it easy for customers to see and pay invoices, update their account information, and search your knowledge base for answers.

Included Features

Experience Builder pages and components

Tile menu, for a visual navigation experience

Global search with a customizable list of searchable objects
Dashboards and reports

Customizable branding and design

Rich, responsive look and feel across multiple devices

Advanced Features That You Can Configure

Audience targeting—Deliver custom content to partners by geography, tier, or other criteria.

Lightning components—Check out the full list of compatible Lightning components that you can use to build out your site.

Included Pages

The Customer Account Portal includes the following pages.

Home

Account Management
Article Detail

Contact Us

Create Record
Dashboard

Error

Feed Detail

File

Flow

Generic record pages
Login

Messages

My Account

Question Detail

Quip Docs Related List
Report

Report Builder
Resources

Search

Top Articles
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Topic Catalog
Topic Detail
User

User Settings

The Partner Central Template

Partner Central is designed to support partner relationship management workflows: channel sales, channel marketing, lead distribution,
deal registration, and partner recruitment and onboarding. Plus, Partner Central also includes functionality to map reports and dashboards
for monitoring your pipeline.

What You Get Out-of-the-Box

Guided setup

Experience Builder pages and components

The Lead Inbox component to pass leads to partners

Customizable Quick Create action menu that you can configure for deal registration
Customizable navigation menu with preconfigured list views for leads, deals, and campaigns
Global search with a customizable list of searchable objects

Dashboards and reports

Customizable branding and design

Collaboration features such as groups, feeds, topics

Rich, responsive look and feel across multiple devices

Advanced Features You Can Configure for Partner Central

Audience-targeting: Deliver custom content to partners by geography, tier, or other criteria.
Analytics: Configure Analytics reports for your site.
Google Analytics™ Track site activity with Google Analytics.

Lightning Components: Check out the full list of compatible Lightning components you can use to build out your site.

Partner Central in Action

Partner Central in Experience Workspaces
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Partner Central Home Page

Which Experience Cloud Template Should | Use?

The Partner Central Home page includes lead inbox, global search, navigation menu, Quick Create menu, compact list views for deals

and tasks, and reports and dashboards.
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Leads List View

pcciﬂcu Q  search... A a, James Preston
Home Sales w Marketing w Resources Training Analytics Support Collaboration
LEADS

Recently Viewed

7 items » Updated a few seconds ago

NAME TITLE COMPANY PHONE EMAIL LEAD STATUS OWNER ALIAS
1 Sarah Loehr Sys. Admin MedLife, Inc. Contacted Lead Inbox
2 Alan Span VP of Sales Guidewire test@salesforc... New jpreston
3 Stephanie Klutz  CTO Apec New jpreston
4 Peter Kara CEO Kraft Solutions New jpreston
5 Luke Chatel CMO Net Operations New jpreston
6 Helen Barber VP of Operations  Altrans Inc New jpreston
7 John Fritz Founder Land Consulting New jpreston

Lead Inbox and Lead Detail

pacifica Q, search Lead Inbox
’

° Lead accepted! You're now the owner of this lead. Jim Harwood

Home Marketing ResoL

LEAD

Jim Harwood
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Details Related

Post

°‘J’oe‘5‘nnlh New

J]m Harwood 4‘1 é—555—5555

:Corm‘n‘é LP j;warwood@comin;;.com
VF Sales H;L

Address Information

555 Montgomery St. San Francisco, CA 94105 www.corning.com

- L2
o9 =8
|
a
Additional Information
f Employe v
5,000-9,999 Web
$880,000,000 Technology

Resources Page—Share Files and Libraries with Partners
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pﬂCiﬁCﬂ Q  search.. .!. @ James Preston ¥
Home Sales w Marketing w Resources Training Analytics Support Collaboration

FILES

Recent Upload Files

12 items « Sorted by Last Modified Date

Owned by Me TITLE OWNER LAST MODIFIED DATE +
Shared with Me . .
a Industry Training - High Tech Fabrice Talbot 3/29/2017 4:13 PM
Recent
a Industry Training - Aviation Fabrice Talbot 3/29/2017 4:13 PM
Following
Libraries a Wiser Air - Competitive Briefing Fabrice Talbot 3/27/2017 3:02 PM
Competitive Research- Case Study 2289.. Fabrice Talbot 3/27/2017 3:01 PM
a Competitive Briefing Fabrice Talbot 3/27/2017 3:01 PM

The Customer Service Template

The Customer Service template provides arich, self-service experience for your customers, where they can get answers to their questions
at any time, on any device. With integrated knowledge articles and case management, customers can search for and view articles, post
questions, or contact a support agent.

What You Get Out-of-the-Box

e Experience Builder pages and components

e Self-resolution of cases through knowledge and case creation
e (ollaboration features such as groups, feeds, topics

e Global search with a customizable list of searchable objects

e Moderation rules to weed out trolls and bots

e Dashboards and reports

e Recommendations

e Customizable branding, design, and navigation

e Rich, responsive look and feel across multiple devices

Advanced Features That You Can Configure

e Audience-targeting: Deliver custom content to partners by geography, tier, or other criteria.
o Google Analytics™ Track site activity with Google Analytics.

e Prebuilt and custom components: Check out the full list of compatible components you can use to build out your site.

Customer Support in Action
Customer Service Home Page

The Customer Service Home page includes featured topics and feeds, a leaderboard, recommendations, trending articles and topics,
and support options. In addition, every page in the Customer Service template includes the template header, which provides global
search, a profile menu, and navigation.
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WELCOME!
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o

TRENDIMNG ARTICLES
RUHNING SHOWBODARDING . N §
TRENDING TORICS

ASK A QUESTION CONTACT SUPPORT

Customers Can Find the Help They Need

The Customer Service template adds discussions and suggested articles to your support community. When customers type a question
in the search text box, the results include articles and similar questions that are based on matches with the typed text. If the answer isn't
in the results, they can get help by asking a question in the community. Experts discuss the issue and provide a solution. And if they
decide to contact customer support, they're shown a list of suggested articles based on keywords from the case subject and description.
So there's an excellent chance they can find an answer without needing to create a support case.

Both guest users and logged-in users can access articles, search and view discussions, and contact agents through official support
channels. When they log in to the site, they're also able to ask questions and participate in discussions in the feed. Members can answer
questions in the community, just like commenting on a post in Chatter. And when a best answer is found, it's prominently displayed in
the feed, allowing other users to quickly and easily find the answer.

Enhanced Profile and Navigation Experience

The Customer Service template has an enhanced profile and navigation experience for logged-in users. From the profile menu, users
can quickly access their profile details, Chatter feed and list of cases, and contact customer support. Users with permissions to create or
manage the site can also access management and setup pages directly from the profile menu. Users can edit their contact information
and profile photo directly from their profile details. They can view statistics, such as how many posts and comments they've made and
how many people they're following and are following them. User profiles also show user nicknames and reputation levels if they're
enabled in the site.
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Improved Organization with Topics

Which Experience Cloud Template Should | Use?

Topics help you structure a site to quickly guide members to the information that matters most. Choose navigational topics to provide
an easy way for customers to explore, and featured topics to highlight current conversations and issues. Trending topics and related

topics let members find active discussions and popular content. Member-created topics, meanwhile, let users organize information for
each other, creating a personalized experience that boosts engagement. When setting up a site, you associate topics with existing data

categories, so your articles appear in the appropriate topics.

@ Note: While the Customer Service template uses topics to display articles and questions, Knowledge articles are associated with
data categories when they're created. To ensure that articles appear in the site, set data category visibility at the profile level for
each category you associate with a topic. For instructions on setting default data category visibility, see Modify Default Data

Category Visibility.

Included Pages

The Customer Service template includes the following pages.

Home

Account Management
Article Detail
Case

Contact Support
Create Record
Dashboard

Error

Feed Detail

File

Flow

Generic

Group

Login

Messages

My Account
Question Detail
Quip Doc Related List
Report

Report Builder
Search

Stream

Top Articles
Topic Catalog
Topic Detail
User Settings

User
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The Build Your Own Template (Aura)

The Build Your Own template provides the basic pages every Experience Builder site needs: Home, Create Record, Error, Record Detail,

Record List, Related Record List, Search, Check Password, Forgot Password, Login, Login Error, and Register. And you can easily add more
pages and components as needed for the experience you're building. Customize your branding and themes to refine the look of your

site.

Build Your Own (Aura) ¥

by Salesforce

Customizable + Flexible

Create customized solutions for your unique needs. Start
with basic pages (including Home, Error, Sear

What You Get Out-of-the-Box

e Experience Builder pages and components

e Customizable branding and design

Advanced Features That You Can Configure

e Audience-targeting: Deliver custom content to partners by geography, tier, or other criteria.
* Google Analytics™ Track site activity with Google Analytics.

e Prebuilt and custom Lightning components: Check out the full list of compatible Lightning components you can use to build out
your site.

Add Pages and Components

To view all components in the Components panel, select Settings > Advanced and click Show All Components in the Components
Panel area. Some page functions require that you create a page in builder. For example, to view reports, first add a report object page
to your site.

SEE ALSO:

Create Custom Pages with Experience Builder

The Build Your Own Template (LWR)

Use the Build Your Own (LWR) template for Experience Cloud to create blazing-fast digital experiences, such as websites, microsites,
and portals, using the Lightning Web Components programming model. Powered by Lightning Web Runtime (LWR), this customizable
template delivers unparalleled site performance.
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Lightning Web Components uses core web components standards and provides only what's necessary to perform well in browsers
supported by Salesforce. Because the components are built on code that runs natively in browsers, they're lightweight and efficient.

The template’s performance features, such as publish-time freezing and HTTP caching, help you build richer experiences to target B2B
and B2C markets.

Standard Components for LWR Templates

Standard components are built by Salesforce. Several are available when building sites with the Build Your Own (LWR) and Microsite
(LWR) templates, which are powered by the Lightning Web Runtime (LWR). Unlike Aura templates, which have specific components
for specific site functions, LWR templates provide more general components that use concepts like data binding to achieve the same
goals, but faster and more dynamically.

Considerations for Using Flows in LWR

Using flows in your LWR sites lets you automate your business processes and use the versatility of Flow Builder to your advantage.
But before you implement flows in your LWR sites, it's important to understand the limitations.

Actions Bar Considerations in LWR Sites

With the Actions Bar component, users can take action on Salesforce data directly from your LWR site. But before you add actions
to LWR sites, it's important to understand the limitations.

Send Visitor Information to the Salesforce Case Object

Use the Contact Support Form component in the LWR template to capture visitor information in your site and let users create a case
in Salesforce.

Standard Components for LWR Templates

Standard components are built by Salesforce. Several are available when building sites with the EDITIONS
Build Your Own (LWR) and Microsite (LWR) templates, which are powered by the Lightning Web
Runtime (LWR). Unlike Aura templates, which have specific components for specific site functions, Available in: Salesforce
LWR templates provide more general components that use concepts like data binding to achieve Classic (not available in all
the same goals, but faster and more dynamically. orgs) and Lightning

@ Note: To give access to guest users, enable Allow guest users to access public APIs in Experience

the site’s Administration workspace, under preferences. Available in: Enterprise,
Performance, Unlimited,

Embedded Messaging
Tomodernize how you communicate with customers, add Messaging for Web to your Experience and Developer Edifions
Builder site. See Configure a Messaging for Web Deployment in an Experience Builder Site Applies fo: LWR sites
HTML Editor

Use the HTML Editor component to create and edit custom content in HTML. In organizations
with at least 1 active community license, this component can use data binding to dynamically populate content from Salesforce
CMS and other data sources on record and CMS detail pages.

Results Layout
Add the Results Layout component, along with the Search Bar component, so that your site visitors can view search results. The
Results Layout component is available only after you create a standard Search page. See Set Up CMS Content Search in an LWR Site
and Set Up CRM Search in LWR Sites (Beta).

Rich Content Editor
Use the Rich Content Editor component to add formatted custom text to your site pages, along with images and videos. To add alt
text to an image, make sure that the component is in edit mode, then right-click the image. In orgs with at least 1 active community
license, this component can use data binding to dynamically populate content from Salesforce CMS and other data sources on
record and CMS detail pages.
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@ Nofte: Branding changes that you make using the Themes tab and branding design tokens don't apply to the Rich Content
Editor component.

Search Bar
Add the Search Bar and Results Layout components so that visitors can search for CMS content and CRM records. When you add
the Search Bar component to the header section, search is available across all site pages. See Set Up CMS Content Search inan LWR
Site and Set Up CRM Search in LWR Sites (Beta).

Tabs
Add up to 5 horizontal or vertical tabs and control the way they look on your site. Drop any content component into a tab region.
You can use a data-bound component to show products in one tab, a button to contact support on another tab, and a list of your
product’s features on a third.

Tile Menu
Add an intuitive and visually stunning navigation experience to your site.

Available in Orgs That Have at Least One Active Community License

Actions Bar
Help users act on Salesforce records from your LWR site. Add a custom set of actions, choose the number of actions in the bar, and
customize how more actions appear in the dropdown menu. Individual action button styles are inherited from site branding settings.
See Actions Bar Considerations in LWR Sites.

Banner
Create a banner layout on your site using images, text, and buttons. Use data binding in this component to dynamically populate
content from Salesforce CMS and other data sources.

Button
Use buttons as calls to action linking to external pages or pages in your site. Nest the Button component inside other components,
such as Banner and Tile, to add calls to action in any region of the page.

Card
Use this flexible container to add content in a rectangular card. You can specify the card’s height, width, and background color, and
you can customize image settings.

Columns
Add up to 6 columns of content components to your page. Customize the column structure by selecting the Column Layout icon.
Resize the columns by using the handles between the columns. To delete a column, click beneath it.

Contact Support Form
To enable users to contact support and generate a case from your site, add the Contact Support Form component. Several
preconfigured component fields streamline the collection of information from the user to get their support request submitted and
resolved quickly. The component contains several custom fields that you can configure to your company's preferences.

Flow
Automate business processes with the Flow component. Add screen flows to your pages so that you can capture information, take
customers through workflows, and use the flexibility of Flow Builder to your advantage. Flows that use Aura components aren't
supported.

Flow Orchestration Work Guide
Use the Flow Orchestration Work Guide component so that credentialed site visitors can complete work items assigned to them by
an orchestration.

Grid
Use the Grid component to show collections or list views in LWR sites. Select a data source, layout, and pagination option to show
content saved in Salesforce. In non-enhanced LWR sites, the Grid component shows object list views. In enhanced LWR sites, the
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component can display object list views or CMS collections created in enhanced workspaces. When you select the Show pagination
option, you can customize how you want users to navigate through content on your site.

@ Nofe: In commerce stores, the grid component has a third data source, Nested Expression. With the Nested Expressions data
source, you can bind data nested in the top-level data source. Nested Expressions gives you more flexibility to show data that
hasn't been put into list views.

Horizontal Line
Add a horizontal line to visually separate elements on the page. Choose the line’s weight, width, and style.

Image
Use the image component to add images to your page. Add the image URL and alt text for screen readers. This component can
dynamically populate content from Salesforce CMS and other data sources when used on CMS or record detail pages.

Knowledge Article

Use the Knowledge Article component to show site visitors knowledge articles in LWR. Salesforce admins can toggle between field
labels and field sections and adjust the style of the knowledge article title. Mandatory field labels, such as URL Name, that your site
visitors don't need are also hidden.

Knowledge Article List (Beta)

Use the Knowledge Article List (beta) component to show knowledge articles that belong to the same data category on LWR sites.
You can also control how knowledge articles are sorted on the page for more customization opportunities.

Language Selector
Allow users to choose their own site language. After configuring translations, add the Language Selector component to your page
to provide a language selection dropdown menu.

@ Note: In a site that has only one language, you can drag the Language Selector onto a page, but the component is disabled
and unavailable. None of the customizations you make in the component property panel are saved.

Lead Form
Route leads gathered in your site to the Leads object in Salesforce. Using preconfigured mappings, you can transfer your lead data
without tedious background setup.

List
Create lists that dynamically populate with CMS or CRM data based on your site’s needs. Control the look and feel of the list data
with ease from the property panel.

Marketing Cloud Form
Send contact information directly from your LWR sites to Marketing Cloud data extensions. Create data extensions from your Marketing
Cloud Form component with one click and then start gathering customer info.

Overlap
Overlap content components on the page. Overlap an image with content components, such as Text Block and Button, for a layered
look.

Page Refresh
On the Too Many Requests page, the Page Refresh component automatically refreshes the page for your customers. The Page Refresh
component is built into the body of the Too Many Requests page, so there’s no need to manually add it to the page.

Record Detail
View and edit records in your LWR site. In the component, users see the page layout that's assigned to their profile. The component
inherits formatting, such as font and color, from your site’s branding settings. The Record Detail panel doesn't show in the list of
available components if it's not available for the object, even if Show All Components is checked. Note, Report, and ServiceReport
objects aren't available for use with the Record Detail Component.
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If state and country/territory picklists is enabled, when your users edit a record that contains controlling and dependent fields, the
dependent field behavior is:

e The State/Province field is a text input, whose value must be manually entered in state code format. For example, CA is a valid
entry, but California isn't.
e The Country field is a picklist. When you change the Country value, the State/Province value is cleared.
Site Logo
Personalize the login and registration pages with your logo. The Site Logo component replaces the Community Logo component

as of Summer '23. Sites created before Summer 23 continue to use the Community Logo. If you want to use Site Logo, delete the
Community Logo and drag the Site Logo component to the page.

Text Block
Add text to the page. Text formatting, such as heading tags and font size, is inherited from site branding settings.

Tile
Create a tile layout on your site using images, text, and buttons. Use data binding in this component to dynamically populate content
from Salesforce CMS and other data sources.

Video
Use the Video component to add videos to your page. Add the video embed URL and settings such as aspect ratio, width, and
horizontal alignment. Use data binding in this component to dynamically populate content from Salesforce CMS and other data
sources.

To learn more about how to dynamically populate data in LWR templates, watch:

B4 Watch avideo

Considerations for Using Flows in LWR

Using flows in your LWR sites lets you automate your business processes and use the versatility of Flow Builder to your advantage. But
before you implement flows in your LWR sites, it's important to understand the limitations.

Aura Components

LWR sites can't run flows that use Aura components. Make sure that all custom flow screen components are built using Lightning Web
Components (LWC). We've included here a list of commonly used Aura components and features that you can't use in LWR. Keep in
mind that this list isn’t exhaustive.

File upload
File Upload is an Aura component that is often used in screen flows.

Image
Image is an Aura component that is often used in screen flows.

Local actions
Building or modifying custom Aura components to use as local actions in flows isn't available in LWR sites. This functionality is
typically used to execute client-side logic in your flow.

Pause or Resume Flows

LWR doesn't support pausing or resuming flows.
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Record Fields

If you place record fields directly on your flow screens, those fields don't appear in LWR sites. This Flow Builder functionality is sometimes
referred to as automatic fields or dynamic forms for flows.

lightning-out Component

If you have custom Lightning Web Components or Aura components in your flow, then you can't use the 1ightning-flow
component on LWR sites.

SEE ALSO:
Let Users Pause Flow Interviews

Record Fields on Flow Screens Considerations

Actions Bar Considerations in LWR Sites

With the Actions Bar component, users can take action on Salesforce data directly from your LWR site. But before you add actions to
LWR sites, it's important to understand the limitations.

Supported Actions
The Actions Bar component supports these action types.

e The Edit standard action

e (reate a Record, Update a Record, and headless Lightning web component quick actions

Lightning web component quick actions are available for record home objects that are enabled for LWC. If you can't create actions with
the Lightning web component action type, they're not currently supported for that object. See Create a Lightning Web Component
Action.

Action Overrides

Action overrides for standard actions aren't available in LWR sites. If you override the Edit standard action with a Lightning component,
the default layout is used. If you override the Edit standard action with a Visualforce page, the action doesn't appear for your site users.

Lightning Page Navigation with Lightning Web Component Quick Actions

Tousethe 1lightning-navigation servicein a Lightning web component, include a target in your LWR site.

Updating Quick Action Names

If you change the API name of a quick action after you add it to your site, the action doesn't appear for your site users. Remove the action
from the Actions Bar component, and then add it back.

Deleting Quick Actions

When you delete a quick action that's used in an LWR site, you don't see a warning that the action is in use. Deleted actions don't appear
for your site users.

181


https://help.salesforce.com/s/articleView?id=sf.flow_pause.htm&language=en_US
https://help.salesforce.com/s/articleView?id=sf.flow_ref_elements_screen_object_field.htm&language=en_US
https://help.salesforce.com/s/articleView?id=lightning_web_component_actions_create.htm&language=en_US
https://help.salesforce.com/s/articleView?id=lightning_web_component_actions_create.htm&language=en_US

Experience Cloud Which Experience Cloud Template Should | Use?

Send Visitor Information to the Salesforce Case Object

Use the Contact Support Form component in the LWR template to capture visitor information in your site and let users create a case in
Salesforce.

1.

2
3.
4

From Experience Builder, go to Workspaces, and then click the Administration tile.

From the Administration settings, select Preferences.

Under General, select Allow guest users to access public APIs, and then save your changes.

a.
b.

f.

. Set your field-level security for the Case object and Contact Support Form component.

From Experience Builder, go to Settings.

Under Guest User Profile, select the link with your site name.

From the example profile, click Edit.

Under Standard Object Permissions, next to the Case object, select Read and Create, and then save your changes.
Under Field Level Security, click Edit, and then select standard fields to show in the form.

For example, you can add these standard fields.

e Name
e  Email
e Phone

You can also add any custom fields to the form, such as Subject and Description.

Save your work.

Set your site accessibility to let guests access your site and use the form to submit a case.

a.
b.

C.

From Experience Builder, go to Settings > General.
Under Public Access, select Guest Users can see and interact with the site without logging in.

Save your work.

The Microsite Template

The Microsite template is the foundation for your small, special-purpose websites. Microsites are often used by companies that already
have a full site but want a dedicated space for a single communication or conversion goal. Microsites work well to host an idea or product
that requires more content than a single landing page. Built on the Lightning Web Runtime (LWR) platform, the template includes
responsive layout and content components that you can use to quickly spin up a landing page, event site, or other web experience.
Capture visitor information and send it directly to the Lead object with the Lead Form component.

Included Features

Experience Builder example design and components

Ability to route lead information directly to the Leads object

Ability to send contact information directly to Marketing Cloud data extensions

Access to the LWR framework

Direct connection to Salesforce CMS to pull in CMS content

@ Note: You must be an Experience Cloud customer to access the Microsite template.
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Advanced Features That You Can Configure

e Pre-built and custom components. Check out the full list of compatible components you can use to build out your LWR site at
Standard Components for LWR Templates on page 177.

e Aquick start repository with sample component code. Use the example code to create and customize your own components. To
access the repository, see Experience Cloud Microsite Samples.

Microsite Use Case

When your company is hosting an event, you need a place to keep all your event information that doesn't necessarily live with your
other content. Enter microsites. Publish your page with all the event information, pull in logos and other content that you created in
CMS, and archive the page when the event is over.

When you want to promote a specific product or opportunity, consider using a microsite to host your content. You can choose to
associate the URL with your full company website, or create a new, dedicated domain.

Included Components

The Microsite template includes these components.
e lead Form

e Marketing Cloud Form

e Header

e Banner

e All components included with the BYO (LWR) template: Standard Components for LWR Templates on page 177

Create Special Purpose Websites with Microsites

Microsites are useful for everything from event pages to lightweight websites. Using the Microsite template, you can create a site
with built-in navigation and layout components that are responsive and easy to customize.

Create Special Purpose Websites with Microsites

Microsites are useful for everything from event pages to lightweight websites. Using the Microsite EDITIONS
template, you can create a site with built-in navigation and layout components that are responsive
and easy to customize.

Available in: Enterprise,
Performance, Unlimited,

Before You Begin and Developer Editions.

Microsites are high-performance websites often designed for specific opportunities and singular
use cases. Before you start designing your microsite, we recommend that you keep these things in mind.

e The Microsite template offers limited support for standard components. For a list of supported components, see Standard Components
for LWR Templates on page 177.

e To achieve the best possible performance at scale, we recommend serving microsites from a content delivery network (CDN). For
more information about the Experience Cloud CDN, see Serve Your Experience Cloud Site with the Salesforce Content Delivery
Network (CDN).

e Keep in mind the possible scale of your use case. Microsites have an upper limit of 12,000 concurrent lead form submissions per
minute. If you're worried about exceeding this limit, reach out to your account executive.
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Create a Microsite

Create your microsite using the Microsite template and customize the existing components to fit your company needs. Microsites
run on the Lightning Web Runtime (LWR) platform so you can create beautiful, efficient websites.

Configure Microsite Layout and Create Navigation
The Header component, included with the Microsite template, includes theme settings and built-in navigation.

How Do Experience Cloud Forms Connect to Marketing Cloud?

Using the Marketing Cloud Form component, you can connect your microsites to Marketing Cloud data extensions. User contact
information is gathered from your Experience Cloud sites and then sent to Marketing Cloud. The data that is collected from your site
is momentarily stored in the Salesforce Core infrastructure and then sent to your Marketing Cloud instance. The data transferred this
way is only stored in Salesforce Core infrastructure for as long as it takes to call the Marketing Cloud API.

Connect the Marketing Cloud Form Component to Marketing Cloud

Create Marketing Cloud data extensions from your Experience Cloud sites with one click. Using the Marketing Cloud Form component,
you can capture customer information from your microsites and send it directly to Marketing Cloud. Built on the powerful LWR
platform, the Marketing Cloud Form component gives you the tools to easily collect contact information and the flexibility to store
data where it best serves your company.

Send Visitor Information to the Salesforce Lead Object

Use the Lead Form component in the Microsite template to capture visitor information in your site and create a new Lead record in
Salesforce.

Capture Visitor Information with the Lead Form Component

After you finish setting up your Guest User profile and configuring the correct object access, navigate to Experience Builder to
configure the Lead Form component.
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Create a Microsite

Create your microsite using the Microsite template and customize the existing components to fit
your company needs. Microsites run on the Lightning Web Runtime (LWR) platform so you can
create beautiful, efficient websites.

@ Note: You must be an Experience Cloud customer to access the Microsite template.

1.

From Setup, in the Quick Find box, enter Experiences,andthen under Digital Experiences,
select All Sites.

@ Nofte: If you're just getting started with Experience Cloud and you've never created a
site, see Set Up an Experience Cloud Site.

Select New.

Choose the Microsite template and click Get Started.

Name your microsite and provide a URL.

@ Note: You can associate the URL with your primary website URL, or create an entirely
separate URL.

. Choose whether you want Unauthenticated or Authenticated access.

@ Note: To use the Lead Form component to capture leads and store them in Salesforce
as Lead records, guest users must have access to your site. If you plan on using this
functionality, we suggest that you choose the unauthenticated access option. For more
information on giving guest users access to your site, see Give Secure Access to
Unauthenticated Users with the Guest User Profile.

Click Create.
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EDITIONS

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

USER PERMISSIONS

To create an Experience

Cloud site:

e Create and Set Up
Experiences AND View
Setup and Configuration

To customize an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

* Be a member of the site
AND View Setup and
Configuration AND an
experience admin,
publisher, or builder in
that site

To publish an Experience
Cloud site:

e Be a member of the site
AND Create and Set Up
Experiences

OR

* Be a member of the site
AND an experience
admin or publisher in
that site
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Configure Microsite Layout and Create Navigation

The Header component, included with the Microsite template, includes theme settings and built-in EDITIONS
navigation.

1. To customize the header, select the Theme menu. Available in: Enterprise,
Performance, Unlimited,

2. Select Theme Settings. "
and Developer Editions.

Show fixed header displays the Fixed Header component, which remains fixed at the top of
the screen when your users scroll. You can also choose to fix the primary header by selecting

Fix theme header, which gives your users access to the menu and navigation as they scroll. USER PERMISSIONS
3. Choose which headers to show and then select the component to configure the display. To customize an Experience
Cloud site:
4. To add navigation to the Header component, select the Settings menu.
* Be a member of the site
5. Choose Navigation and select Add Navigation Menu. AND Create and Set Up
6. From the Menu Editor dialog you can create menu items and choose where to link to. Drag Experiences
and drop your items and choose how to display them by selecting the Header component. OR
e Beamember of the site
SEE ALSO: AND View Setup and
. . Configuration AND an
Developer Documentation: Create Components for LWR Sites experience admin,
Developer Documentation: Create Custom Layout Components publisher, or builder in
that site
To publish an Experience
Cloud site:
* Be amember of the site
AND Create and Set Up
Experiences
OR

* Be a member of the site
AND an experience
admin or publisher in
that site

How Do Experience Cloud Forms Connect to Marketing Cloud?

Using the Marketing Cloud Form component, you can connect your microsites to Marketing Cloud EDITIONS
data extensions. User contact information is gathered from your Experience Cloud sites and then
sent to Marketing Cloud. The data that is collected from your site is momentarily stored in the

Available in: Enterprise,

Salesforce Core infrastructure and then sent to your Marketing Cloud instance. The data transferred Performance Unlimited
this way is only stored in Salesforce Core infrastructure for as long as it takes to call the Marketing and Developer Editions.
Cloud API.

Your microsite runs on Experience Cloud, but the data is stored and resides in Marketing Cloud. In
order to access, manage, or delete this data, you must follow the Marketing Cloud Deletion process. For more information, see the
Salesforce Trust and Compliance Documentation for both Salesforce Services and Marketing Cloud.
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SEE ALSO:

Connect the Marketing Cloud Form Component to Marketing Cloud

187

Which Experience Cloud Template Should | Use?



Experience Cloud

Connect the Marketing Cloud Form Component to Marketing Cloud

Create Marketing Cloud data extensions from your Experience Cloud sites with one click. Using the
Marketing Cloud Form component, you can capture customer information from your microsites
and send it directly to Marketing Cloud. Built on the powerful LWR platform, the Marketing Cloud
Form component gives you the tools to easily collect contact information and the flexibility to store
data where it best serves your company.

Before you can send contact information directly to Marketing Cloud data extensions, you must
complete these setup items.

1. Confirm that Marketing Cloud Connectis installed in Salesforce. Marketing Cloud Connect
integrates data from the Marketing Cloud Form component to Marketing Cloud.

a.

b.

C.

From Setup, in the Quick Find box, enter Tnstalled Packages,and then select
Installed Packages.

Under Installed Packages, look for the Marketing Cloud Package.
If you see that the package is installed, skip to Step 9.

2. Install Marketing Cloud Connect in Salesforce. After you confirm that Marketing Cloud
Connectisn'tinstalled, go to the Marketing Cloud documentation to find the package and get
started.

a.

Review the Marketing Cloud Connect Documentation, including Prerequisites and Review
Marketing Cloud Connect User Types and Permissions.

To install the Marketing Cloud Connect Managed Package in Salesforce, choose to install
your package in production or in a sandbox.

@ Note: Make sure that you're using the latest version of a supported web browser

Loginto your Salesforce account using your admin credentials and select Install for Admins
Only.

Click Install. If prompted, grant access to third-party websites.

Click Continue.

@ Note: Confirm that the managed package installation is complete before moving
on to the next step.

Which Experience Cloud Template Should | Use?

EDITIONS

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

USER PERMISSIONS

To customize an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

* Be a member of the site
AND View Setup and
Configuration AND an
experience admin,
publisher, or builder in
that site

To publish an Experience
Cloud site:

e Be a member of the site
AND Create and Set Up
Experiences

OR

* Be a member of the site
AND an experience
admin or publisher in
that site

3. Configure page layouts. After your package is fully installed, provide field access to your admin and your Site Builder users.

a.
b.

C.

From Setup, in the Quick Find box, enter Page Layouts, and then select Page Layouts.

Navigate to User Page Layouts and open the User Layout.

Drag the Marketing Cloud for AppExchange User and Marketing Cloud for AppExchange AdminUser fields to the

Additional Information section of the user page layout.

To give your admin user, or the user who's setting up Marketing Cloud Connect, and your Site Builder users the necessary field

permissions, navigate to Users in Salesforce Setup.

Find your admin user and click Edit.

Under General Information, select the boxes for Marketing Cloud for AppExchange User and Marketing Cloud for

AppExchange Admin.
Edit your Site Builder users, and select Marketing Cloud for AppExchange User.
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4. Define process automation settings. Allow the managed package wizard to configure workflow rules by providing a Default
Workflow user with the correct permissions.

a.
b.

C.

d.

From Setup, in the Quick Find box, enter Process Automation,and then select Process Automation Settings.
Find the Default Workflow User field.

If Default Workflow User is empty, select the lookup icon and choose a user with system admin permissions to be the default
workflow user.

Save your changes.

5. Confirm and save your session settings. Session settings allow the managed packed wizard to add IP allowlisting.

a.
b.

C.

From Setup, in the Quick Find box, enter Session Settings,and then select Session Settings.

Scroll to the bottom of the page. You don't change any settings. But if you omit this step, the managed package wizard is unable
to add IP allowlisting, which then requires you to add 20 or more IP ranges manually.

Save your changes.

6. Connect your accounts using the Marketing Cloud Connect Setup Wizard. Now that you have the basic requirements, you
can use the setup wizard. Several of the steps ask for confirmation that you completed earlier steps, so make sure not to skip steps
two through five.

a.
b.

c
d.

oM

A S

If you're using Lightning Experience, switch to Salesforce Classic.

From the navigation bar, select the plus icon to navigate to the All Tabs screen.

Select Marketing Cloud.

Click Verify Remote Site.

From the MetadataAPI dialog, select Okay.

To begin the setup wizard, click Start Wizard.

The next screen is a prompt for the Default Workflow User you created. Click Next.

To move forward and acknowledge you've saved the Session Security Settings, click Next.
To acknowledge Field-Level Security information, click Next.

To acknowledge the page layout update information, click Done.

To acknowledge the automated changes, at the main Marketing Cloud Connector Setup screen, select | agree, and then click
Configure Marketing Cloud Connector.

After you complete all the steps, you're rewarded with a configuration summary.

m. To finish the setup wizard, click Okay!

7. Create your Marketing Cloud Connect API user. Marketing Cloud requires a user account for its connection to the Salesforce
environment, so you can dedicate a user license to this purpose. Create your Marketing Cloud Connect API user and give them the
appropriate roles.

a.
b.

c
d.

e.

In Marketing Cloud, hover over your username and select Setup.

From Setup, in the Quick find box, enter Users, and then click Users.
Click Create.

Enter your email address for Reply Email and Notification Email Address.
Enter a unique username, for example MC-API-User.

Leave the External Key field blank, unless your org requires it.
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10.

11.

g. Select atime zone and a culture code.
h. Select API User.

i. Create atemporary password.

jo Saveyour changes.

k. From the Users screen, select the checkbox next to the user that you just created.
I. Click Manage Roles.
m. Click Edit Roles.
n. Assign the roles Administrator (if available for your account) and Marketing Cloud Administrator.
0. Save your work.
p. Log out of Marketing Cloud.
Connect to Marketing Cloud from Salesforce. After finishing your setup in Marketing Cloud, hop back over to your primary
Salesforce org to finish user setup. Make sure you're logged out of Marketing Cloud before you begin.
a. From Salesforce Classic, click the plus icon to navigate to the All Tabs screen.
b. Click Marketing Cloud.
Click Connect to Marketing Cloud.
d. Enterthe username and password for the Marketing Cloud APl User and log in.
e. Afteryou complete the steps, you see the Marketing Cloud Connector Settings page. Step 9 involves setup tasks from this page.
Check the Marketing Cloud Connector settings. From the Marketing Cloud Connector Settings page you can verify your API
User info and confirm endpoint settings.

a. To get to the Marketing Cloud Connector Settings page, go to Salesforce Setup in Classic mode and add
/apex/marketingcloudsettings tothe end of the url. If you just completed step 8 you can skip this.

b. Make sure that the API User Username and MID are correct.

¢. Scroll down to Advanced and turn on Tenant Specific OAuth Endpoints if they aren’t on.

In Marketing Cloud, check the Experience Cloud Marketing Form installation. The last step in the installation process is to
confirm that your package is installed.

a. From Marketing Cloud, navigate to the Setup menu. In the Quick Find box, enter Tnstalled Packages andselectInstalled
Packages.

b. Find the Experience Cloud Marketing Form package.

¢. Ifthe package doesn't appear in the list, contact your Account Representative to get the package provisioned for your account.
Test in Experience Cloud. Your Marketing Cloud Form component is available and ready for testing. Go to Experience Builder for
one last test.

a. Create a site using the Microsite (LWR) template.

b. Toallow guest users to submit the form, go to Experience Workspaces and select the Administration tile. Choose Preferences
and select Allow guest user to access public APIs.

¢. Access Experience Builder and drag the Marketing Cloud Form component to your canvas.
d. Enter your Marketing Cloud MID, and the name of the data extension that you want to create.

e. C(lick Create Data Extension.
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f. You're ready to start gathering contact info.

SEE ALSO:

How Do Experience Cloud Forms Connect to Marketing Cloud?

Send Visitor Information to the Salesforce Lead Object

Use the Lead Form component in the Microsite template to capture visitor information in your site EDITIONS
and create a new Lead record in Salesforce.

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

Note: The Lead Form component is designed to collect information from guest users. It can't
be used for authenticated users.

1. Toallow your site to access the proper access to the Leads object, navigate to Workspaces and
select the Administration tile.

USER PERMISSIONS
2. Select Preferences.
3. Under General, select Allow guest users to access public APIs and click Save. g’ cudquTrnize an Experience
oud site:

4. Navigate back to Experi Build d select Settings.

avigate back to Experience Builder and selec ing . Bedamember of the sife
5. Under Guest User Profile, select the link with your site name. AND Create and Set Up
6. From the example profile, select Edit. Experiences

OR
7. Under Standard Object Permissions, select Read and Create next to the Leads object.
8. Click Save * Be a member of the site
) ' AND View Setup and

9. Under Field Level Security, select a field and allow access to the fields you intend to capture. Configuration AND an

experience admin,
publisher, or builder in
that site

10. Save your work.

To publish an Experience
Cloud site:

e Be a member of the site
AND Create and Set Up
Experiences

OR
* Be a member of the site
AND an experience

admin or publisher in
that site
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Capture Visitor Information with the Lead Form Component

After you finish setting up your Guest User profile and configuring the correct object access, navigate
to Experience Builder to configure the Lead Form component.

1.
2.

From your Experience Builder canvas, select the Lead Form component.

Decide which fields you want displayed on your form.

@ Nofe: There are several required fields on the Lead object, including Last Name and
Company. If you don't want to display these fields on your form, uncheck Show field
and enter a default value.

Choose to display standard fields, like Last Name, and add other Lead fields using the Custom
Field sections.

To gather information from the form without displaying the field, use a custom field and under
Select an Input Type, choose Hidden.

@ Note: We strongly recommend that you avoid collecting and storing sensitive information
in a hidden field. It's possible for users to intercept and potentially change field information
during data transfer.

Limitations and Behavior

Keep in mind the possible scale of your use case. Microsites have an upper limit of 12,000
concurrent lead form submissions per minute. If you're worried about exceeding this limit,
reach out to your account executive.

The Show Field option determines whether a field displays on, and collects information from,
the form. In contrast, hidden fields allow you to hide a field but still capture data. If you select
Hidden, the form ignores Show field and hides the field.

Hidden fields capture the default value, unless you map to a standard field that exists on the
form, such as Email. If you map to an existing field with a hidden field and another standard
field, the visitor entered data is collected and the default value is ignored.

If multiple custom fields map to the same field on the Lead object, the last field collected is the
field that is stored in the record. To avoid confusion, we recommend mapping each custom
field to a unique field on the Lead object.

Certain default values require specific formatting. If you plan to map a custom field to a date,
dateTime, multiple picklists, or reference field, use these formatting instructions.

— Date: 2020-09-07
— DateTime: 2020-09-07T00:00:00Z
—  MultiplePicklist: a,B,C

— Reference: Valid ID

Which Experience Cloud Template Should | Use?

EDITIONS

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

USER PERMISSIONS

To customize an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR

* Be a member of the site
AND View Setup and
Configuration AND an
experience admin,
publisher, or builder in
that site

To publish an Experience
Cloud site:

e Be a member of the site
AND Create and Set Up
Experiences

OR

* Be a member of the site
AND an experience
admin or publisher in
that site

Obijects Supported by Out-of-the-Box Components and Pages in Experience Builder
Templates

Check out the list of all the objects supported by out-of-the-box components and pages in Experience Builder templates.

When we talk about supported objects in templates, we mean that you can use our out-of-the-box components on the object pages,
as detailed here APl names are indicated in parentheses.
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e Headline e Navigation Menu ¢ Create Record Button
e Record Banner e Object Home Page e Create Record Form
e Record Detuail

Record Information
Tabs

Related Records

Account (Account)
Activity History (ActivityHistory)

Address (Address)

Approval History

(ProcessinstanceHistory)

Approval Process Work ltem

(ProcessinstanceWorkltem)

Approval Step

(ProcessinstanceStep)

Asset (Asset)
Asset Relationship (Asset

Relationship)

Assigned Resource

(AssignedResource)

Associated Location

(AssociatedLocation)

Calendar (Calendar)

Campaign (Campaign)
Campaign Member

(CampaignMember)

Case (Case)
Channel Program

(ChannelProgram)

Channel Program Level

(ChannelProgramLevel)

Channel Program Member

(ChannelProgramMember)

Contact (Contact)
Contract (Contract)
Custom Objects
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e Headline e Navigation Menu ¢ Create Record Button
e Record Banner e Object Home Page e Create Record Form
e Record Detuail

Record Information
Tabs

Related Records

Dashboard (Dashboard)

Email Message (EmailMessage)

Event (Event)
External Objects
Flow Orchestration Work Item

(FlowQrchestrationWorkltem)

Group (CollaborationGroup)
Lead (Lead)
List Email (ListEmail)
Location (Location)
Maintenance Asset

(MaintenanceAsset)

Maintenance Plan
(MaintenancePlan)

Note (Note and
NoteAndAttachment)

Open Activity (OpenActivity)

Operating Hours
(OperatingHours)

Opportunity (Opportunity)
Opportunity Contact Role

(OpportunityContactRole)

Opportunity Product

(OpportunityLineltem)

Opportunity Team Member

(OpportunityTeamMember)

Order (Order)
Partner Fund Allocation

(PartnerFundAllocation)
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e Headline e Navigation Menu ¢ Create Record Button
e Record Banner e Object Home Page e Create Record Form
e Record Detuail

e Record Information
Tabs

Related Records

Partner Fund Claim

(PartnerFundClaim)

Partner Fund Request

(PartnerFundRequest)

Partner Marketing Budget

(PartnerMarketingBudget)

Price Book (Pricebook?)

Price Book Entry

(PricebookEntry)

Product (Product2)

Product Consumed

(ProductConsumed)

Product Item (Productltem)
Product Item Transaction

(ProductltemTransaction)

Product Request
(ProductRequest)

Product Request Line ltem
(ProductRequestLineltem)

Product Required

(ProductRequired)

Product Transfer
(ProductTransfer)

Quote (Quote)

Quote Line Item

(QuoteLineltem)

Report (Report)

Resource Absence

(ResourceAbsence)

Resource Preference

(ResourcePreference)
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e Headline e Navigation Menu ¢ Create Record Button
e Record Banner e Object Home Page e Create Record Form
e Record Detuail

Record Information
Tabs

Related Records

Return Order (ReturnOrder)
Return Order Line ltem

(ReturnOrderLineltem)

Service Appointment

(ServiceAppointments)

Service Contract
(ServiceContract)

Service Contract Line Item

(ServiceContractLineltem)

Service Crew (ServiceCrew)
Service Crew Member
(ServiceCrewMember)

Service Report (ServiceReport)

Service Resource
(ServiceResource)

Service Resource Capacity

(ServiceResourceCapacity)

Service Resource Skill

(ServiceResourceSkill)

Service Territory
(ServiceTerritory)

Service Territory Location

(ServiceTerritoryLocation)

Service Territory Member

(ServiceTerritoryMember)

Shipment (Shipment)
Skill Requirement

(SkillRequirement)

Shared Contacts

(AccountContactRelationship)

Task (Task)

196



Experience Cloud Which Experience Cloud Template Should | Use?

e Headline e Navigation Menu ¢ Create Record Button
e Record Banner e Object Home Page e Create Record Form
e Record Detuail

Record Information
Tabs

Related Records

Time Sheet (TimeSheet)
Time Sheet Entry

(TimeSheetEntry)

Time Slot (TimeSlot)

User (User)

Work Order (WorkOrder)
Work Order Line Item

(WorkOrderLineltem)

Work Type (WorkType)

@ Note: To be searchable in Experience Cloud sites, objects must be searchable in Lightning Experience and supported in templates.
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Change Your Experience Cloud Site Template

If you use the Salesforce Tabs + Visualforce template, you can change your template to an Aura EDITIONS
template or any installed Lightning Bolt Solution in Experience Builder. Changing templates isn't
available in LWR sites.

Available in: Salesforce

@ Note: Classic (noth ovoi!oble inall
orgs) and Lightning
e Apartfromthe Help Center template, we don't recommend changing from one Experience Experience
Builder template to another. So for example, avoid changing from a Customer Service . . )
template to a Partner Central template. Although the functionality is available for these Available in: Enterprise,

Performance, Unlimited,

templates, we recommend that you start afresh with a new template instead. If you do o
and Developer Editions

change from one template to another and lose your customizations, Salesforce Customer
Support is unable to assist you. Applies to: Aura and

Visualforce sites
@ Important: There’s no data loss when you change templates, but all customizations are lost.

Be sure to review Considerations for Changing Your Template before changing your template.

USER PERMISSIONS

1. Open Experience Workspaces.

2. (lick Administration > Settings. To create an Experience

Cloud site:
3. (lickChange Template. A message warns you that changing your site s template permanently o Create and Set Up
deletes all existing customizations and pages. Experiences AND View
Setup and Configuration

4. Choose the template you want to switch to.

5. When prompted, select Change Template to confirm your changes. To customize an Experience

Cloud site:
After you change the template, you're taken back to Experience Workspaces. e Beamember of the site
Check to make sure your site pages, such as the Login page or Home page, are still the best choice AND Qeote and Set Up
for your updated site template. For example, if you previously had a Salesforce Tabs + Visualforce Experiences
template and switch to the Customer Service template, update your pages to use Experience Builder OR
paggs instead of Visualforce pages. If necessary, customize your site in Experience Builder and o Beamember of the site
publish any changes you make. AND View Setup and

Configuration AND an
experience admin,
publisher, or builder in
that site

To publish an Experience
Cloud site:

* Be a member of the site
AND Create and Set Up
Experiences

OR
* Be a member of the site
AND an experience

admin or publisher in
that site
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Considerations for Changing Your Template

Changing your template affects site navigation, branding, and customizations.

@ Note:

e Apartfrom the Help Center template, we don't recommend changing from one Experience
Builder template to another. So for example, avoid changing from a Customer Service
template to a Partner Central template. Although the functionality is available for these
templates, we recommend that you start afresh with a new template instead. If you do
change from one template to another and lose your customizations, Salesforce Customer
Support is unable to assist you.

EDITIONS

Available in: both Salesforce
Classic (not available in all
orgs) and Lightning
Experience

Available in: Enterprise,
Performance, Unlimited,
and Developer Editions
e When you change your template, Salesforce object data carries over, but branding and

component customizations don't. As a result, you must reconfigure any customizations in the

new template.

e (Changing the template updates the available options in Experience Workspaces. To view all available options regardless of template
selection, select Administration > Preferences > Show all settings in Workspaces.

® Your Experience Cloud site URL changes when switching from a Salesforce Tabs + Visualforce template to any other template type.
Specifically, /s is appended to the site URL. Be sure to update any links to your site with the updated URL.

e Inactive Experience Cloud sites:

- Whenyou switch to an Aura template, your template change is saved in a draft version. Use the draft version to further customize
your site in Experience Builder. Your site is updated only after you publish your changes.

-~ When you switch to the Salesforce Tabs + Visualforce template from any other template, your changes immediately reflect in
your active site. In this scenario, we recommend that you deactivate your site before you change your template. After you've
made all your changes, reactivate the site.

- Ifyourtemplate is listed as None, then you're not using a predefined template or you're using a modified version of one.

e Afterimporting a B2B Commerce template, the My Account and Lists options on navigation menus, such as the Customizable User
Profile Menu, require some follow-up. Edit the menu and reconnect these options with their pages.

e Template changes aren't supported in Lightning Web Runtime (LWR) templates.

Considerations Before You Migrate an Aura Site to Lightning Web Runtime (LWR)

Sites that run on Lightning Web Runtime (LWR) boast increased speed, scalability, security, and
design flexibility over Aura sites. Migrating your Aura site to an LWR site requires considerable
planning. Keep these considerations in mind.

@ 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.

General

e Unlike Aura templates, which have specific components for specific site functions, LWR templates
provide more general components that use concepts like data binding to achieve the same
goals, but faster and more dynamically.
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Custom Aura Components
e |dentify any custom Aura components on your site, and replace them with Lightning web components (LWCs).

= When building LWCs, use new LWC features such as @slot, responsive properties, and custom property editors.

- Use data binding to show CRM data and CMS content on the site, where possible, instead of wires or Apex controllers.

e See Learn Experience Cloud and Github for LWCs you can use for reference.

Obiject and Site Pages

e We recommend that you use the same base URL for object pages in the LWR site that mirror existing object pages in the Aura site.
For example, if you have an existing page in your Aura site like
www . company.com/s/account/123456789/account-name, we recommend that you give the object page in LWR
abase URLof /account. Using the same base URL makes it easier for you to set up redirects later.

e Werecommend that you use the same base URL in the LWR site that mirrors existing site pages in the Aura site. For example, if you
have an existing Builder page like www . company.com/s/my-custom-page, Use /my-custom-page asthe base URL
in your LWR site.

e Replace your Aura page layouts with flexible page layouts in LWR.

Custom Domains and Custom URL

Let's say that your Aura site URL uses a custom domain like www . company . com/s ora Salesforce domain like
company.my.site.com/s/,andthe same domain serves the new LWR site, but without the /s/.

e (reate the LWR site without /s/.
e Before go-live, set the LWR site to use company.my.site.com/path so thatyou can test redirects.
e Atgo-live, delete the Aura site’s custom URL. In Setup, create a custom URL for the new LWR site that uses the custom domain.

- Tokeep the old Aura site to serve content that you can't render in LWR yet, add a new custom URL for the Aura site with a path
suchas /archive.

Topics

e Ifyour Aura site uses topics and topic assignments with custom object records, replace the topics and topic assignments with custom
objectssuchas Topic cand Topic Assignment c.
- Todrive sharing, consider setting up a master-detail relationship between Topic Assignment ¢ andtopic,and consider

setting up lookup relationships to other objects for topic assignments

e Todrive sharing with site users, if needed, consider adding custom fields like a Site Identifier picklist field on the Topic ¢ object.
e Grant the proper object permissions to the Topic ¢ and Topic Assignment ¢ objects for the LWR site guest user.

e Create guest sharing rules to share the right Topic__c records with the guest user record. If Topic Assignment _ c records
have a master-detail relationship toTopic ¢, Topic Assignment _ crecords are also visible.

Record Data Extract, Transform, and Load (ETL)
e Topics and Topic Assignments

- Export all topics and topic assignments for objects that are currently in use on the Aura site.

- Import topics into the new custom object Topic c.
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- Import Topic Assignments into the new custom object Topic Assignment ¢, relating the new Topic ¢ record
with the EntityId that the topic assignment was related to
e Records Containing URL Fields

- Export records with the URL fields.
- Locally update the URL field values with the new site URL. Import the file back into the org to update the records.

User Sharing and Permissions
e Guest Users

- Anew guest user is automatically created when you create an LWR site. Review the profile permissions and permission set
assignments for the Aura site guest user, and carry over any necessary configuration to the LWR site guest user.

— Ifthere are existing, and still needed, guest user sharing rules in place for the Aura site’s guest user, duplicate them for the LWR
site's guest user.

e Authenticated Users

Any existing sharing mechanisms for authenticated users are carried over from the Aura site to the LWR site.

Create sharing mechanisms for any new custom objects or components that you created for the new LWR site.

Any existing profile, permission set, and permission set assignments are carried over from the Aura site to the LWR site.

CSS

e Any CSS overrides that target standard markup in Aura don't apply to markup in LWR. You must update the CSS style sheets.

e There's no dedicated CSS editor at the site-level for LWR sites. Add your CSS directly in the head markup. Components on LWR sites
have a CSS Class section on the Style tab, where you can add a CSS class at the component level.

e Ifthe style sheet is a file that's part of an archive (.zip), the markup is

<link type="text/css" rel="stylesheet" href="{ basePath
}/resource/<apiName>/<stylesheetFileName>.css?{ versionKey }" />

e Ifthe style sheet is the only file uploaded directly as a static resource, and not part of an archive (.zip), the markup is

<link type="text/css" rel="stylesheet" href="{ basePath }/resource/<apiName>?{
versionKey }" />

e Test and confirm that CSS in LWCs works properly.

e Design tokens in LWR sites differ from the ones in Aura sites. To update the tokens used in your components and style sheets, refer
to the —dxp styling hooks documentation.

Google Analytics and Other Head Markup Scripts and Style sheets
e Google Analytics

- Ifyou're using the standard integration for Google Analytics, you must reconfigure it in LWR. As long as the LWR site is using the
Aura site’s domain name, you can use the same Google Analytics ID.

- Ifyou're using a script in the head markup, paste the script to the LWR site. As long as the LWR site is using the Aura site’s domain
name, the script works.

e Style sheets and Other Static Resources
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- Include any style sheets, JavaScript files, or other static resources in the head markup of the LWR site.

Sitemap and Snapshot Generation

e Sitemaps and snapshots are generated with the my . site.com domain, which means that you can test them before migrating
the custom domain from the Aura to LWR site. To minimize SEQ impact, make sure that sitemaps and snapshots are populated
properly.

e (Consider placing a redirect from /s/sitemap.xml to /sitemap.xml.That way, you can redirect any sitemap submissions
that you have to the new sitemap without updating them everywhere.

File Asset Images

e fyou're referencing any file assetsas /file-asset/<fileAssetAPIName>, you must update them to
/sfsites/c/file-asset/<fileAssetAPIName>

CMS

e With Winter '24, you can publish content from all CMS workspaces to LWR sites.
e There are no CMS components in LWR sites. Use data binding to show CMS contentin LWR sites.

Redirects
Consider adding these redirects (in CSV format).

e /s,/and/s/,/:Redirects the Aura home page URL to the LWR home page URL.

e /s/sitemap.xml, /sitemap.xml: Redirects the Aura sitemap URL to the LWR sitemap URL, rather than resubmitting to search engine
crawlers.

e /s/(customPage), /(customPage): Catches all pages to redirect one-level pages to their equivalent one-level pages in LWR.

e /s/article/(articleAlias), /article/(articleAlias): Knowledge article redirect./s/contact/(contactld), /contact/(contactld): Object detail
page redirect. (Here, contact is used as an example, but the same structure can be applied to any standard or custom object.)

e External URL redirects aren't supported. If you need an external URL redirect, set up a solution that redirects to a Visualforce page,
which in turn redirects externally.

Multilingual Sites

¢ The new LWR language URL construct is a path rather than a query parameter, as it is in Aura. See Create a Multilingual LWR Site.

Visualforce Pages
e Ifyourunany Visualforce pages in your Aura site, such as custom robots.txt files, custom sitemaps, or other custom Visualforce pages,
note the difference in URL structure between Aura and LWR for running Visualforce pages.

e In Aura, the site is served behind the /s path, and Visualforce pages are served one level higher.

-~ Example: Aura site at mycompany.my.site.com/helpcenter/s/ would serve Visualforce pages from
mycompany.my.site.com/helpcenter/apex/myVisualforcePage.

-~ Example: Aurasite at helpcenter.mycompany.com/s/ would serve Visualforce pages from
helpcenter.mycompany.com/apex/myVisualforcePage.
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e | WRsites are served at the root right after the site path, if any, and Visualforce pages are served from a path that is automatically
created as a default for that site. The automatically created path for Visualforce pages is a combination of the site’s path + “vforcesite”.
You can customize and modify this path from the Custom URLs section in Setup, if necessary.

— Example: LWR site at mycompany.my.site.com/helpcenter/ would serve Visualforce pages from
mycompany.my.site.com/helpcenter/helpcentervforcesite.

- Example: LWR site at helpcenter.mycompany . com would serve Visualforce pages from
helpcenter.mycompany.com/vforcesite.

Mobile Publisher Apps

® Mobile Publisher offers beta support for LWR sites.

- The Playground app allows LWR sites with or without “/s”
- Checkout LWR (Beta) Limitations

e We strongly recommend that you test your app in the Playground app before creating and requesting a beta app.

@ Note: This feature is a Beta Service. Customer may opt to try such Beta Service in its sole discretion. Any use of the Beta Service
is subject to the applicable Beta Services Terms provided at Agreements and Terms.

SEE ALSO:
B2B Commerce Aura to LWR Migration Guide

Migrate a Koa or Kokua Site to a New Template

The Koa and Kokua templates are retired, and you can no longer use them to create site. Salesforce supports existing sites built with Koa
and Kokua, but we recommend migrating to newer templates. The new templates provide richer support for Salesforce Knowledge and
case management, and they also receive updates and new features with each release.

Migration Options
Because your Koa and Kokua sites aren't using the latest Lightning technology, we recommend creating a new site. A new site reflects

the most recent innovations and features.

You can choose to migrate your site using the Change Template button from Workspaces > Administration. If you do, the migrated
version won't reflect all the innovations made to the product.

To determine which template is right for your use case, check out Which Experience Cloud Template Should | Use?. Also think about
what you envision for the future. If your use case is strictly a help forum, consider using the Help Center template. Otherwise, consider
the Customer Account Portal as an option.

Nofte: Always test your implementation first in a sandbox before publishing your new site. See Deploy an Experience Cloud Site
from Sandbox to Production.

Your Koa or Kokua site allows you to expose your Salesforce Knowledge implementation to the world while giving users the chance to
file cases. The Customer Service template lets you do both. But it also lets you do other things, such as add Chat capabilities or the
potential for customers to edit their cases. If the Customer Service template’s extra features are more than you need, you can remove
unnecessary pages and components.

Filtering in Searches

Koa and Kokua searches allow users to filter by article type and category. These filtering options are only available in the Koa and Kokua
templates. However, you can scope searches to specific topics and see all articles associated with that topic. You can also look for search
components created by trusted Salesforce partners and distributed via AppExchange.
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Data Categories Versus Topics

Your Koa or Koa site uses your Salesforce Knowledge setup and data categories to organize content. The Customer Service template
also uses Salesforce Knowledge in the back end to organize content, but in the site, content is organized using topics. You can map the
articles in your data categories to topics in a site.

To map articles to topics automatically:
1. Select Experience Workspaces > Content Targeting > Automatic Topic Assignment.
2. Enable Automatic Topic Assignment.

3. Map topics to data category groups and data categories. You can choose to add the topics to all existing articles and articles added
in the future.

Because data categories aren’t the primary content organization scheme in the Customer Service template, you can't use the following
components.

e Article Type Filter

e (ategory Filter

e (ategory Navigation

e Expanded Category Navigation

e Featured Data Categories

e Featured Search

e Trending Articles

You can map your exact hierarchy from data categories to topics, up to eight levels of depth.
Data Category Permissions

Thoroughly check the data category permissions for all profiles accessing your newly built site. If you add new profiles and users to your
site, check that all the articles’ data categories are set to the right permissions for your users. In particular, check the permission on the
guest user profile for each site.

Viewing Articles

The Article Listview and Article Home components are only supported in the Koa and Kokua templates. Use the Top Articles by Topic
component for a list view in a Customer Service community. When you click a topic in the Top Articles by Topic component, you see
the topic detail page with a list of articles for that topic.

Left-Hand Navigation
Use custom themes to replicate the left-hand navigation scheme seen in the Koa and Kokua templates.
New URL

Your new site’s URL is different from your old Koa or Kokua URL. Give your customers a smooth transition from one to the next by
following these steps.

1. Inyour Koa or Kokua site, select Workspaces > Administration.
Click the pencil button, and change the site’s URL.

Click Save.

In your new site, select Workspaces > Administration.

Click the pencil button, and change the community’s URL so that it matches your old URL.

o v & W N

To handle bookmarked articles, consider rewriting your site URLs.

@ Important: Change the URL only after testing that your new site works just as you want it to.
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Which Components Can | Use with Each Aura Template?

Aura site templates, such as Customer Service and Partner Central, are each composed of pages, which in turn are made up of customizable
components. Consult this table to find out which Aura template each component can be used in, and when the component became
available.

0 Tip: The components panel in Experience Builder lists all components that you can add to the page you're editing.

Sites built with Salesforce Tabs + Visualforce don't use Lightning components.

Component  Customer Partner Customer Help Center  Build Your Available in
Service and Central Account Portal Own (Aura) Versions
Lightning Bolt
Solutions

Account Brand Summer ‘19 and

<]
<]
<]

Details later
Activities

Announcement Winter '16 and
Section later
Article Content All versions
Articles with This

Topic

Ask Button All versions
Breadcrumb All versions
Calendar All versions
Campaign All versions
Marketplace

Case Comments All versions

Publisher

Case Deflection | Spring "18 and

later

v w v

4]
<]
4]
<]
<

CMS Collection v Winter 19 and

4]
<)
<
<)
<

later
CMS Connect All versions
(HTML)
CMS Connect All versions

(JSON)

CMS Single ltem ¥ Winter 19 and
on page 232 later

<]
<)
<
<)
<
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Component

CMS Single Item
(Detail) on page
233

Calendar

Contact Request
Button & Flow

Contact Support
Button

Contact Support
& Ask Buttons'

Contact Support
Form

Create Case Form

Create Record
Button

Create Record
Form

Custom Lightning
Components

Customizable
User Settings

Dashboard

Dashboard List

Deflection
Tracking

CRM Analytics
Dashboard

Einstein
Predictions

Customer
Service and
Lightning Bolt
Solutions

<<

B 0 B O B O B O @ O
*

Partner
Central

<<

1]

<

<<

< [ < TN < IR < NN < I < |
=

Which Experience Cloud Template Should | Use?

Build Your
Own (Aura)

Available in
Versions

Customer
Account Portal

Help Center

Winter ‘19 and
later

<]

All versions

<<
<<

Spring 19 and
later

All versions

4]
<
<

Winter '16 and
later

<]

Spring "18 and
later

<]
<
<

All versions

Winter '16 and
later

<<
<<

Winter '16 and
later

<]
<]

Winter '16 and
later

<]
<]
<]

Summer 19 and
later

<]
<]

Winter '16 and
later

<]
<]

Winter '16 and
later

<]
<]

*Spring "19 and
later

E
—+
H
—+
H
*

1 Summer’19and
later

Summer ‘17 and
later

<]
<]

Winter 20 and
later

"' Contact Support is included as part of the Contact Support & Ask Buttons component.
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Component  Customer Partner Customer Help Center  Build Your Available in
Service and Central Account Portal Own (Aura) Versions
Lightning Bolt
Solutions
Einstein Scoring Summer 23 and
later
Engagement Winter 17 and
later
Enhanced List Spring 24 and

View later

Featured Topics | Winter 16 and

<]
<]
<]
<]

later
Featured Topics & All versions
Feeds
Feed v v Winter "16 and

<]
<
<]
<]

later

Feed Compact Winter 16 and

<]
<]
<]
<]

later
Feed History Winter 17 and
later
Feed Post & Summer 15 and
Comments later

Feed Publisher Winter '16 and

later

<]
<]
<]
<]

Files List Winter '16 and

later

<
<)
<
<)
<

Flow (Experience Winter 18 and

<
<
<
<)
<

Builder later

Component)

Flow . Winter 23 and

Orchestration later

Work Guide

Follow Button Summer 15 and
later

Global Search Box All versions

Global Search for Winter '18 and

Peer-to-Peer later

Communities
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Component

Global Search
Results

Group

Group Banner

Group Detail

Group Related
List

Headline

HTML Editor

Knowledgeable
People

Language
Selector

Lead Inbox

Libraries

Manage
Members Section

Member Profile
and Settings

Membership

Message
Notification

Navigation Menu

New Message
Button

Page Refresh

Customer
Service and
Lightning Bolt
Solutions

L

< [N < TR < N < |

< [ < I <]

B B @ O

L

B B B

L

L

L

Partner
Central

B B B B B

< [ < I < |

B B 8 B 0 @ O

<]

Customer
Account Portal

L

< [N < TN < I < I < |

&

b

< [N < TR < I < N < |
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L

< [N < TN < I < I < |

< [ < I < |

< [N < NI < IR < I < N < IR < TN < N < A < |

Build Your
Own (Aura)

Available in
Versions

All versions

Winter 16 and
later

Winter '16 and
later

Winter '16 and
later

Winter '16 and
later

All versions
All versions

Summer 15 and
later

Winter '16 and
later

Summer 17 and
later

Winter '18 and
later

Winter '16 and
later

Winter 18 and
later

Winter 17 and
later

Spring ‘17 and
later

Winter 16 and
later

Spring 17 and
later

Summer 22 and
later
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Component  Customer Partner Customer Help Center  Build Your Available in
Service and Central Account Portal Own (Aura) Versions
Lightning Bolt
Solutions
Path (Experience Winter 16 and
Builder Site later
Component)

Paused Flows All versions

Before Winter'18°

<<
<]
<<

Profile Header

Quip

Quip Docs

Related List

Recognition Winter 19 and

Badges later

Recommendations Winter "18 and
later

Recommendations Summer 15 and

Carousel later

Record Banner Winter '16 and

<]
<]
<]
<]

later
Record Detail Winter '16 and
later
Record Winter '16 and
Information Tabs later
Record List Winter '16 and

<]
<]
<]
<]

later

Record Related v Winter "16 and
List later

<]
<]
<]
<]

Spring 20 and
later; in Help
Center, afileis the
only object that's
supported.

Related Articles Summer 16 and
List later

<]
<]
<]

Related List - Winter ‘19 and
Single later

<]
<]
<]

2 User Profile Menu replaces Profile Header in Lightning templates based on Winter '18 and later versions of Lightning templates.
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Component

Related Questions
List

Related Record
List

Related Topics
List

Report Chart

Report List

Report Summary

Reputation
Leaderboard

Rich Content
Editor

Scroll To
Search Results

Embedded
Service

Stream Detail
Stream List
Suggested
Actions
Survey

Tab Layout

Tile Menu

Top Article by
Topic

Customer
Service and
Lightning Bolt
Solutions

L

B O 8 B B B O

<[ < [ <

< [N < TR < NN < A < |

<<

Partner
Central

B O 8 8B 8B @ @B O

<<

< [N < TR < NN < N < |

<<

L

B O 8 B B B O

<<

< [N < TR < NN < A < |

<<

Customer
Account Portal
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Build Your
Own (Aura)

L

B O 8B B 8B @B @ O

<[ < I <

< [N < TR < NN < I < |

<<
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Available in
Versions

Summer 16 and
later

Winter '16 and
later

Spring 15 and
later

Winter '16 and
later

Winter '16 and
later

Winter '16 and
later

Spring 15 and
later

Winter '16 and
later

All versions
All versions

Summer 17 and
later

Winter '18 and
later

Winter 18 and
later

Spring 19 and
later

Winter 18 and
later

Winter 16 and
later

All versions

Winter '16 and
later
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Component  Customer Partner Customer Help Center  Build Your Available in
Service and Central Account Portal Own (Aura) Versions
Lightning Bolt
Solutions

Topic Catalog

<]

v Spring "16 and
later

Topic Description Spring 16 and

<]
<]
<]

later

Topic Metrics Winter 16 and
later

Topics Winter '19 and
later

Totals Winter "16 and

<]
<]
<]
<]

later

Trending Articles Winter 17 and

<]
<
<]
<]

by Topic later

Trending Topics Spring 15 and
later

Unanswered Winter '16 and

Questions later

User Profile Spring 16 and
later

User Profile Detail Winter 16 only

User Profile All versions

Image

User Profile Winter "16 and

Knows About later

User Profile Menu Winter '18 and

<]
<]
<]
<]

later®
User Profile Spring 16 and
Related List later

User Profile Stats Spring ‘15 and

Summer 15

<]
<]
<]

User Profile All versions

Summary

<]
<]
<]
<]

User Profile Tabs Spring ‘15 and

later

<]
<]
<]

Visualforce Page [ Spring 17 and
Component later

<]
<)
<
<)
<

n
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Login Components

Component Available in Versions
Employee Login Link All versions
Forgot Password All versions
Login Form All versions
Self-Registration All versions
Set Icons for Social Login All versions

@ Note: The following case components were retired in all Salesforce orgs in Summer "19: Case Attachments, Case Banner, Case
Comments, Case Detail, Case Feed, Case Feed Publisher, and Case List. Similarly, the Set Case Status Button was retired in Winter
21.

Sites already using one of these components can continue to do so, but if you delete a component or the page containing it, you
can't use the component again. Instead, to continue using the Case Comments feature, make sure that the Case Comment related
list is added to the case page layout used in Experience Builder site.

SEE ALSO:
LWR and Aura Store Templates
Getting Started with the Aloha Community Template for Salesforce Identity

Account Brand Details
Use the Account Brand Details component to show company information and brand details on the Account Management page.

When you go to the Account Management page, you can access Experience Cloud site members and account brand details. Account
brand details contain company information used for branding purposes, such as websites, email address, phone numbers, addresses,
and company logos.

@ Nofe: Add the Account Brand related lists to Accounts, so partners can access brand information.
1. Drag the Account Brand Details component to the page, and select it.

2. Inthe property editor, configure the properties for the component.

Property Details

Account Id Account Id is used to look up the associated Account Brand record.
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Experience Cloud

@ Example: Account Brand Details component:

Which Experience Cloud Template Should | Use?

Mambars Branding

Account Brand

w Brand Detalls

Rad Sparts Brand

v Company Detalls
mipany Nam
Rad Sparts

wew, fad_Sparis,com

1-800-RADSPORT

support@rad_sports,cam

Account Management

Channel managers can delegate partner users to help manage accounts. Using the Members tab, delegated account managers can
activate and deactivate accounts and reset a member’s password. They can also manage branding assets that channel managers can
use to create co-branded emails, marketing campaigns, and websites.

Partner users who have been granted delegated external user administration rights can access Account Management from their Experience
Cloud site. From Account Management, they can manage members of their partner account from the Members tab.

Partner users who have been granted delegated external user administration can create and edit account brands from the Branding

tab.

Notfe: Add the Account Brand and Members related lists to the Account page layout, so partners can access member and

brand information.

1. Select the Account Management component in the page you're configuring.

2. C(lick the tab that you want to configure.

3. To view the component properties, select the Properties pane:

Property
Parent Record ID

Related List Name

List Elements to Show

Account Id

Details
{!CurrentUser.accountld}

Name of the related list displayed.
e Breadcrumbs

e Custom Title

e Row Numbers

e Refresh

{ICurrentUser.accountld}
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Example: Account Management component in Experience Builder

Related Record List

['Currenilser 2ccoundld]

Users
bers  Branding

w List Elermants to Show
Accounis > test
Community Members

« Br

Activities
Track your open activities and activity history and view them from a record information tab in your Experience Cloud site.

Activities are supported for accounts, campaigns, claims, contacts, contracts, insurance policies, leads, opportunities, orders, products,
quotes, and activity-enabled custom objects. Activities aren't available in Experience Builder site when viewed on a mobile browser.

1. Select the Activities component in the page you're configuring.

2. Inthe property editor, configure the properties for the component.

Property Details

RecordId The ID of the record. This value is automatically populated.
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Example:

Announcement Section

Which Experience Cloud Template Should | Use?

ACTIVITIES RELATED DETAILS
New Task New Event Email Log a Call
Create a task... m
Filters: All time « All activities = All types Y

Next Steps Mare Steps
> E Send Letter

| You have an upcoming Task
> B blitz

| You have an upcoming Task

Past Activities

> invite all for blitz

| You had an Event

> Meeting

| You had an Event

> Call
You logged a call

> g cal
| You had a Task

Mar1s ¥
Mar 16 ¥
2:00 PM | Mar 16 |¥
1:00 AM | Mar 16 | ¥

The Announcement Section component displays group announcements from any page in your Experience Builder site.

1. Select the Announcement Section component.

2. Inthe property editor, configure the properties for the component.

Property

Group ID

Header Label

Details

Enter a group ID. To find a specific group ID, navigate to the group home page and copy the
ID from the URL. The ID is a string of numbers and letters.

Group URL format example:

https://MyDomainName.my . site.com/siteName/s/group/0F7A0000000DZXINQ0/ grouphame

For this URL, the group IDis 0F7A40000000DZX1NQO.

Enter header text for your component. The default is Announcement.
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Which Experience Cloud Template Should | Use?

@ Example: Sample Announcement Section component:

Announcement

Hey coffee lovers! Our San Francisco location is hosting a group event to celebrate International Coffee Day! Join us at our Market Street location on October 1st. We will be serving free
mochas for anyone who stops in between 10 am and 2 pm. Hope to see you there!

Announcement

1m ago

Article Content

The Article Content component lets users view and vote on an individual article after they've selected it from search results.

The article's title, latest revision date, and article type appear with the body of the article.

@ Notfe: When a user views an article that's been returned from a web search, the navigation breadcrumbs show the path to the
first category associated with the article.

If you enable article voting for this component, authenticated users see a prompt to vote below each article. Logged-in users can give
articles a thumbs up or thumbs down vote. If your org uses star ratings on articles, thumbs up votes are recorded as five stars and thumbs
down votes are recorded as one star. Article voting is available in the Winter "16 and later versions of Experience Builder templates.

The user can return to the article later to view their vote, but can't change it or see voting data from other members. You can view an
article’s voting data at the top of the article in your org.

1. Select the Article Content component in the page you're configuring.

2. Inthe property editor, configure the properties for the component.

Property
Record Id

URL Name

Show title in the
article header

Allow voting on
articles

Show topics

Details
This value is retrieved when the individual article is selected.
This value is retrieved when the individual article is selected.

Select this option to show the title in the article’s header.

Select this option to let users vote on articles. This option is not selected by default. This
functionality is available only in the Winter "16 and later versions of Experience Builder
templates.

Select this option to show topics associated with an article.
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Example: Sample Article Content component:

How do | install the mouse driver on my laptop?

(® Aug10,2015 - Howto

STEP-BY-STEP
1. Insert the driver CD.
2. Click Install.

3. Click Finish

Laptops

Was this article helpful? u 2 0

SEE ALSO:
Which Components Can | Use with Each Aura Template?

Articles with This Topic

The Articles With This Topic component is used on the Topic Detail page in Experience Builder sites built using the Customer Service
template. It shows articles that have been tagged with the topic in question.

1. Select the Articles With This Topic component in the page you're configuring.

2. Inthe property editor, configure the properties for the component.

Property Details

Topic ID The system supplies this value, and populates the component with articles specific to the
topic shown on the topic detail page.

Title Enter text for the title. The default textis Articles With This Topic.
Show Title Show the title by checking this box.
Number of Articles Select the number of articles you want to show at a time. The default number is 10.

@ Nofte: In order for articles to populate this component, the site language and article language must match.

217



Experience Cloud Which Experience Cloud Template Should | Use?

Example: Sample Articles With This Topic component:

TOPICS ~

CAMPING GEAR

DISCUSSIONS ARTICLES

ARTICLES WITH THIS TOPIC
Backpacking for Beginners
Backpacking: Before You Leave Home

cker? Basic tips <an go a long way 1o ensuring you and your group have a great time

Return Policy for Camping Equipment

Backpacking for Beginners

Backpacking: Before You Leave Home

cking requires a fair amount of planning to be successful. Before

Don't see what you're looking for?

R s

SEE ALSO:
Which Components Can | Use with Each Aura Template?

Ask Button

The Ask Button component lets users click a button to ask a question that is then published to the site. Users must log in to ask questions
and participate in discussions.

The Customer Service template pages come with two Ask Button components: one at the top of the page, and one at the bottom. The
two aren't linked, so you can remove one button or use different text or styling for each button.

1. Select the Ask Button component on the page you're configuring.

2. Inthe property editor, configure the properties for the component.
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Ask Button v

Let members ask the community a
question.

Button Label

Ask a Question

~ Ask Popup Settings
» | Allow members to add topics

Block topic selection on questions in
topics

Expand Details section by default

> Style

» Suggested Questions

» Suggestion Metrics

Property Details
Button Label Enter the text to show on the Ask button. The defaultis Ask a Question.

Allow members to add Select to show the topic area at the bottom of the feed publisher (1) and to allow members
topics to add topics.

Block topic selection Inatopicfeed, block members from choosing a different topic from the Post To list when
on questions in topics theyaska question.

Expand Details section Whenamemberasksa question, show the Details section in an expanded state (2).
by default

Button Text Color Set the color to use for button text when the button is inactive.

Forall values, ¢ link icon shows that the current selection comes from colors defined in the
Experience Builder theme.
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Property

Button Text Hover
Color

Button Background
Color

Button Background
Hover Color

Button Border Color
Button Border Radius

Max Button Width

Button Alignment

Suggest questions

Include discussions in

suggestions

Include articles in
suggestions

Max Suggestions to
Show

Show satisfaction
prompt

Satisfaction Prompt

Ask follow-up question

Follow-Up Prompt

Confirmation Message

Which Experience Cloud Template Should | Use?

Details

Set the color to use for button text when a member mouses over the button.

In Experience Builder, you can test hover colors in Preview mode.

Set the color to use for the button background when the button is inactive.

Set the color to use for the button background when a member mouses over the button.

In Experience Builder, you can test hover colors in Preview mode.

Set the color to use for the border that surrounds the button.
Move the slider to control the amount of curve to use for the button shape.

Move the slider to control the width of the button. Width percentage is set against the full
width of the container the button sits in. So 100% is the full width of the container, rather
than the full width of the browser page.

Set the position of a button within its container by selecting Center, Left,or Right.

Select to show previous questions that are similar to the one the member is asking. This
property assists with question deflection and helps in using existing resources.

Select to show discussions related to the question the member is asking. This property assists
with question deflection and helps in using existing resources.

Selectto show Knowledge articles related to the question the member is asking. This property
assists with question deflection and helps in using existing resources.

Set the maximum number of questions, discussions, and articles to show to a member who
is asking a question.

Select to show the member a prompt that asks if they were satisfied with the information
provided when they asked a question.

Enter the question you want to ask a member about their satisfaction with the questions,
discussions, and articles provided in response to their question. The defaultis Did we
help to answer your question? Framethequestion sothata positive response
shows that your data helped and a negative response shows that it didn't. Member response
data provides you with metrics on the effectiveness of question deflection.

Select to ask the member a follow-up question to their satisfaction response.

Enter the follow-up question you want to ask the member. The defaultis Can we close
your question? Amember's positive response closes the question without posting it.
A negative response keeps the member’s question active.

Enter a confirmation message to show when a member responds to your prompts. The default
is Got it!
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Example: Sample Ask Button component:

Which Experience Cloud Template Should | Use?

*Post To

Choose...

* Question

What would you like to know?

W Details
E

If you have more to say, add details here....

al

Add Topic | 1

m
]
e
[1}]
-
mn
(T
k.

do

Ask a Question

SEE ALSO:

Case Deflection

Breadcrumb

Which Components Can | Use with Each Aura Template?

Use the Breadcrumb component in an Experience Builder site template on topic, article, or feed detail pages to let your customers easily
navigate back to parent or grandparent topics.

1.
2.

Select the Breadcrumb component in the page you're configuring.

In the property editor, configure the properties for the component.
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Property Details

Unique Name or ID Use {!topicID} ontopicpages, { ! feedItemID} on question or feed item pages,
and { !urlIName} on article pages.

@ Note: While topics reside in a fixed hierarchy, articles and feeds can be assigned to multiple topics at once. When an article
or feed is assigned to a multiple of topic hierarchies, the Breadcrumb component shows topics that are the most discussed in
a site.

Breadcrumbs don't appear on top-level topic pages.

SEE ALSO:
Which Components Can | Use with Each Aura Template?

Calendar
View your events and others’ calendars from your Experience Builder site on your desktop or mobile device.

Your admin can configure the calendar to display details in the side panel of the calendar component or they can hide the sidebar.
Calendar sidebars are turned on by default and display your “My Events” calendar and other users’ calendars that have been shared with
you. If your calendar is set up to display the side panel, you can collapse it if you need more space.

@ Nofe: There are a few things to keep in mind when using calendars from a site:

e The option to hide or open the side panel in the Experience Cloud site Calendar is only available in calendars that have been
configured to Show Calendar Sidebar.

e Internal users and partners users can add a public calendar to their Other Calendars section.

e When added as attendees, partners can see the event preview card, but they can't edit or view complete event details.
e Customer users can't access public calendars and events.

e Customer and partner users can't add user records as attendees to events.

e Partner users caninvite people to calendar events using their email addresses. Because partner users can't access other partner
users’ email addresses, they can't invite other partner users to calendar events.

e Partner users can't view shared calendars from mobile devices.

You can share your My Events calendars with other team members and add their calendars to your view. If you want to change one of
your events, simply drag it to a new time slot.

1. Select the Calendar component in the page you're configuring.

2. Inthe property editor, configure the properties for the component.

Property Details

Show Calendar Sidebar Todisplay the calendar sidebar by default, select this option. To work with this item, use the
full Salesforce site.

Show Other Calendars To display calendars that have been added to user’s calendar view, select this option. To work
with this item, use the full Salesforce site.

Let Users Create New Turn on this option to create a calendar. To work with this item, use the full Salesforce site.
Calendars
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Example:
Calendar e N e .
oday ew Even
October 29, 2017-November 4, 2017 . ’
GMT =7 SUN 29 MON 30 TUE 31 WED 1 THU 2 FRI 3 SAT 4
4 NOVEMBER .4 2017 b 4
HeempiEcEEe Sun  Mon Tue Wed Thu Fri Sat
(12pm) Order Renewal followup
29 30 3 1 2, 3
(12pm) Order Renewal followup
5 B g 8 9 10 1
S
103 1201 1M 15 16 1 18
19 20 21 22 23 24 25
Tam
26 2T 28 29 30
12pm
12:03p... 12pm 12pm
My Calendars
Ipm
My Events
_ . My Accounts Calendar
2pm
’ Partner Events
2 1
20
3pm 2 Partner Tasks

Campaign Marketplace

With Campaign Marketplace, you can provide the structure and guidance necessary for partners to successfully execute campaigns.

Channel marketers can create and share marketing campaigns, guidelines, and assets with partners. Partners can then choose which
campaigns work best for them.

Configure Campaign Marketplace to display pre-approved campaigns for partners. This feature is available in Lightning Experiences and
Lightning Bolt solutions.

1. Select the Campaign Marketplace component in the page you're configuring.

2. Inthe property editor, configure the properties for the component.

Property Details

List View Name This field looks up to the list view of campaigns created by the admin.
Sort By This field establishes how campaign tiles are categorized.

Sort Order This field establishes the order that campaign tiles appear in.
Header Label The label that appears at the top of the campaign marketplace.
Show Image Displays the Image field on a campaign.

Highlight Designates the field to highlight in the campaign marketplace.
Highlight Color Designates the color to highlight your campaigns with.
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Property Details

Category Field This field appears at the top of each campaign tile. Add a category field to callout important
information about a campaign.

Title Field The title of the campaign.
Body Field Information displayed in the body of the campaign tile.
Data Fields Add data fields to call out additional important information about a campaign. The data

fields appear at the bottom of the campaign tile.

Example: Organize marketing campaigns with the Campaign Marketplace.

*» pacifica Q  ssarch.. a H Adam Admin ¥

Home Sales v Marketing ~ Resources MDF & Co-Op

Campaign Marketplace All Campaigns

EMAI OTHER SEMINAR / CONFERENCE
Pacifica Enterprise Solutions Product Launch Gate Industry Content West Coast Solutions Summit

Announce the latest Pacifica Enterprise solutions to your Share proprietary articles, reports, and other content on Invite prospects to join you at the Pacifica Solutions.
enterprise customers. This email campaign invites your company blog or social networks. Gate this content Summit in San Jose, California, taking place on March 13,
customers to tune into live product announcements taking with a signup form to generate leads. 2078.

place on November 5th,

= » " . ; "_
"',; ' : m

OTHER ADVERTISEMENT SEMINAR / CONFERENCE

Social Media Brand Awareness Product Guide Mailer Southwest InfoTech 2018

Build brand awareness on social networks like Twitter, Send out your products guides to target companies. Market Host a booth and meet potential customers at Southwest

Linkedin, and more. development funds and Co-op funds are available to help InfaTech 2018 in San Antonio, Texas. Market development
cover printing and mailing costs and product guide funds are available to help cover travel and material costs.

templates are provided to get you started.

Add 1) highlights and 2) data fields to call out additional information about a campaign.
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Case Comments Publisher

Which Experience Cloud Template Should | Use?

- RS 4
' MDF Funds '

CONFEREMCE

Solar Expo 2018

Join us in 5an Antonio for the upcoming Solar Expo 201
host a booth and meet potential customers. Come lea
new technologies to help grow your business and see
speaker Elon Musk share his vision for the future of sof

(_.'il"m;llgl‘ Goal

Lead Generation

6/1/2018 o M 52018

Use the Case Comments Publisher component to let customers and agents collaborate using comments on cases. Your customers can
open cases, post comments, upload attachments, and check the status of their cases from any of their devices.

The component provides a chronological, filterable list of comments your customers and agents have had within the context of a case.
Itincludes case activities, internal and external comments, attachments, and status changes. When authenticated users add a comment
to a case, they can add a file to the case as an attachment. So when a customer creates a case using a mobile phone, they can take a

picture with their phone's camera and attach it to the case.

@ Note: Users must have edit access on cases in order to attach files with the Case Comments Publisher component.

By default, users can attach any supported file type thatis 5 MB or less. You can restrict the types of files that users can upload by changing
the default values for content types on the Library tab.

1. Select the Case Comments Publisher component in the page you're configuring.

2. To configure properties for the component, select the Properties pane:

Property

Case 1D

Publisher Placeholder
Text

Mobile Header Text

Can Attach Files

Post Button Label

Details

Leave the default query string for the unless you plan to customize the component and add
your own query string. The system uses the query string in this field to return the Case ID.

Enter the text that appears in the search bar. The default value is Write a new comment....

Enter the text that appears as the header for mobile users. Mobile and tablet see the text as

the header for the comment text area.

Lets users attach a file to the comment.

Enter the text for the button that submits the case or comment.
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Example: Sample Case Comments Publisher component:

Medium + New + 00001053

CASE DETAILS

Case Owner

Case Number

Jon Amos + Apr 14,2014

I looked all over the site. I'm looking for the recipe for the cake in the
picture.

View All

ATTACHMENTS (1)

B me 064G

SEE ALSO:

Which Components Can | Use with Each Aura Template?

Case Deflection

The Case Deflection component searches text as it's being entered into the Contact Support Form component, and returns relevant
articles and discussions. If users don't get the answer they need, they can continue with their request for support.

@ Nofe: For guest users, a case deflection search matches article titles only. It doesn’t return matches from the body of the article.

If you built your Experience Cloud site before Spring "18, you could be using the Create Case Form component. A revamped version,
ushered in with Spring " 18, has split the component into two: the Contact Support Form and the Case Deflection components. We
recommend you update your existing site to use the new components, as future updates and improvements are made on Contact
Support Form and Case Deflection. Moreover, the new components allow you to use the Case Deflection Dashboard to verify the efficacy
of your site’s case deflection. If you want to migrate to the new components, check out this topic.

1. Select the Case Deflection component in the page you're configuring. Avoid placing the component in the template header or
footer of the page. Doing so causes the component to appear on all pages.

2. Inthe property editor, configure the properties for the component.

Property Details

General Settings Click to expand.

Title Bold text that appears over suggested articles and discussions. The default is Need Answers
Fast?.

Subtitle Bold subtitle shown over suggested articles and discussions. The default is Find what you
need here..
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Property Details

Maximum Suggestions to Maximum number of suggested articles and discussions to show. The default is 6.

Display

Empty State Content Click to expand.

Topic ID Use the dropdown menu to elect a topic to show before site users start entering text in the
Contact Support Form component. If you leave this field empty, the component shows
trending topics.

Content Types Click to expand.

Articles Select to include articles in suggestions.

Discussions Select to include discussions in suggestions.

Deflection Metrics Click to expand. You can view the data that's gathered in this section in the Case Deflection

Dashboard. This dashboard is available as part of the Salesforce Community Management
Package, which you can find on AppExchange.

Ask users if they’re Let users tell you whether the suggested articles and discussions helped solve their case.
satisfied with the
suggested content

Satisfaction Prompt Ask users if they're satisfied with suggestions. Default text is: Did the content help solve
your issue?

Ask follow-up prompt Ask a follow-up question, provided users answer the first question.
Follow-Up Prompt Enter the text to use for your follow-up question. Default text is: Stop creating your case?

Redirect URL for The URL of the page you want users to see if they abandon their case.
Abandoned Cases

Confirmation Message Default text is: Got it!
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Example: Sample Case Deflection component:

2 joME  TOPICS v

Contact Customer Support MNeed Answers Fast?
Tl wes o e can vl Find what you need here,

Subject Caffes Maching Chearing

I Cleaning | Article - 20170325

Drstcripitian
Caltee Acceisory Cleaning and Care
Article - 2017-03-25

& Add Fibes

SEE ALSO:
Ask Button

Contact Support & Ask Buttons

Channel Menu

Use the Channel Menu component to add the menu and button to your Experience Cloud site.

1. Complete these setup tasks to add the Channel Menu to your Experience Cloud site.

2. From the Components list, select the Channel Menu component and drag it onto the page that you're configuring.
3. Onthe page, select the Channel Menu component.
4

. In the property editor, configure the properties for the component:

Property Details
Channel Menu Deployment Choose from the picklist for your org’s Channel Menu
Deployment.
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CMS Collection

Add a CMS Collection to your Aura site using the CMS Collection component in Experience Builder.
If you created a collection in your Content Management Workspace, you can customize the layout
on your site page. If you don't have a collection yet, you can still add the component as a placeholder
on your page.

The CMS Collection component can be added to a page multiple times and can use collections
created from CMS content or Salesforce CRM data. Collections are created in the Content
Management area of Experience Workspaces. You can add the CMS Collection component to pages
before you create your first collection. But until a collection is associated with the component, you
can't access the layout options.

1. In Experience Builder, click Components.

2. Drag the CMS Collection component onto the page.

3. Inthe component property panel, click + Add Collection.
4

. Select the collection that you want to add from the list, and save your changes.

o Tip: The Type column indicates the source of a collection. For example, News is any
collection composed of CMS News content. An object name such as Account or Product
indicates a Salesforce CRM Collection.

5. Inthe component property panel, customize the collection layout and content layout as needed.

@ Note: Be cautious when using the CMS Collections component to show products in a B2B
Commerce store. The component doesn't respect user entitlements. All users with access to
a page where the component shows products, see all products that are exposed through the
component.

SEE ALSO:
Which Components Can | Use with Each Aura Template?

CMS Connect (HTML)

The CMS Connect (HTML) component lets you display HTML content from a content management

Which Experience Cloud Template Should | Use?

EDITIONS

Available in: Salesforce
Classic (not available in all
orgs) and Lightning
Experience

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

Applies to: Aura sites

USER PERMISSIONS

To access an Experience
Builder site’s Content
Management workspace:

e Create and Set Up
Experiences

e ANDis a member of the
site

To customize an Experience
Builder site:

e Create and Set Up
Experiences OR
assigned an experience
admin, publisher, or
builder role in that site

e ANDis a member of the
site

system (CMS). After setting up a connection in your CMS Connect workspace, drag a CMS Connect component on a page to render

content from that connection.

Before using the CMS Connect (HTML) component, see Create a CMS Connection in CMS Developer Guide. Then choose Use in Builder

for the connection you want to use.

CMS Connections

& connections » Sorted by: Load Order o
MNAME CMS SOURCE CSS JAVASCRIPT LANGUAGE PERSONALIZATH ISON
Coffee Blogs  Wordpress — —-— — - v
Capricorn AEM v — v — —
Food and AEMN — — —_— — —

LOAD ORDER

1 -
2 -
3 v

1. From the Component panel in Experience Builder, drag a CMS Connect component to the page and location where you want to

display it.
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2. Select the component. In the property editor, configure its properties.

Property Details

CMS Source Select the CMS source that contains the content to display. If no sources are listed, click
Manage Connections to set one up.

Component Path Enter the path to the component to display. If the connection has a root path, enter only the
component part of the path. For example, if you entered content/capricorn for the
root path, enter only banner1 for the component path. If your connection doesn’t have a
root path, enter the full path for the component.

Personalization Select the option to enable personalization for this instance of the CMS Connect (HTML)
component. Personalization lets you keep branding and other content consistent between
your community and your website.

CMS Connect (JSON)

The CMS Connect (JSON) component displays JSON content from a content management system (CMS).

Before using the CMS Connect (JSON) component, see Create a CMS Connection in CMS Developer Guide. The connection includes the
server URL and paths to your JSON information. It also defines content lists and content items that you want to display. Then choose
Use in Builder for the connection you want to use.

CMS Connections =3
6 connections + Sorted by: Load Order o
MNAME CMS SOURCE C55 AVASCRIPT LAMNGLUAGE PERSONALIZATI JISON LOAD ORDER
Coftee Blogs Wordpress B — —_— _— \./ 1 -
Capricorn AEM v —_— v — — 2 v
Food and AEM —_— — —_— — — 3 v

1. In Experience Builder, drag a CMS Connect (JSON) component from the Components panel to the location on the page where you
want to display it.

2. Using the property editor, configure the component’s properties.

Property Details

CMS Source Select the CMS source containing the content that you want to display. If no sources are listed,
go to your CMS Connect workspace and define content items and content lists for the
connection.

JSON Content Select the JSON content. Choose from the content items and content lists that you set up in

the connection. In the property editor, the fields that you see depend on what you select. For
example, if you select a content list, you see the layout options for a list.

Component Path Applies only for content items. Enter the path to the component to display. For example, enter
the ID of a blog.
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Property

Content List Layout

Content List Item
Layout

Content Item Layout

Items Per Page

Columns

Title
Author

Published On

Body

Image Source

Navigation section

Link Text

Type

Page

URL
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Details

Choose a layout for your content list. Currently, the only option is Grid. Define the grid layout
using the Items Per Page and Columns properties.

Choose a layout for items in your content list. Currently, the only option is Card. To specify
card properties (Title, Author, and so on), enter a JSON expression or value. For example, enter
@key, 6,0r {!id]}.

Choose a layout for your content item. Currently, the only option is Detail. To specify detail
properties (Title, Author, and so on), enter a JSON expression or value.

Enter the number of content items that display on each page.

Enter the number of columns of content items that display on desktops and tablets. Phones
display content items in a single column.

Enter a JSON expression or text for the title, such as @title.
Enter a JSON expression or text for the author, such as @author/name.

Enter a JSON expression or text in 1SO format for the publish date. For example, @date or
YYYY-MM-DDTHH:mm:ss.5557.

Enter a JSON expression or text for the content body, such as @content.

Enter a JSON expression for the image source of the content item, such as
@featured image.

Set up the navigation link for content items in your content list.
Enter the link text to display on your site page. The default is Read More.

Select whether the link points to a generated page or an external URL with the content items
in your content list.

Displays the name of the generated detail page. The default name reflects the CMS source
and content type name for your connection. To change the default name, URL, or layout of
this page, change the page properties using the Pages menu.

Enter the fully qualified URL to the content.

You can also specify JSON expressions, such as @link.
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CMS Single ltem

Add a single item of Salesforce CMS content such as a corporate statement, article, or image to EDITIONS
your Aura site using the CMS Single ltem component. You can add any content type, including
News, Image, or Document, as a single item to a page.

Available in: Salesforce

Before using the CMS Single Item component, create content in Salesforce CMS. You can add the Classic (not available in all
component to your site without a content source, but you can’t configure it until you link it to orgs) and Lightning
content. Experience

@ Note: You can only add published content created in the Digital Experiences app. If you Available in: Enterprise,

Performance, Unlimited,

have a published piece of content and a draft version of the content, the latest published ”
and Developer Editions

version is what's available to select.

1. In Experience Builder, click Components. Applies fo: Aura sifes

2. Drag the CMS Single Item component onto the page.

3. Inthe component property panel, click Add Content. USER PERMISSIONS

4. Select the content that you want to add from the list of published CMS content items, and save To create, customize, or
your change. publish an Experience

_ o Builder site:

5. In thg component property panel, customize the content layout, such as font size, image « Create and Set Up
position, overlays, and more. Experiences AND View

6. In Field Mappings in the component property panel, map elements from your Salesforce CMS Setup and Configuration

content to elements of the CMS Single Item component.

Forany given area, select an available field from the dropdown. For example, for Headline, you
can select Title, and for Subheading, you can select Body. Your changes are saved as you make selections, and they're reflected in
the preview.

s Field Mappings

Headline

Title v
Subheading

Body v
Image

Banner Image v

Image Description

None v
Video o
None v

Flag
None v
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@ Notfe: When you publish or unpublish content that is bound to a CMS Single Item, your guest users can experience up to an
hour delay before they see the updated content in your site. Authenticated users can experience up to a five-minute delay.

SEE ALSO:
Which Components Can | Use with Each Aura Template?

CMS Single ltem (Detail)

Add the CMS Single Item (Detail) component to a CMS Content page to configure the page and EDITIONS
let users see your content in full. Use this component to customize the content and layout of detail
pages for all CMS content types: News, Image, and Document.

Available in: Salesforce

You can only add the CMS Single Item (Detail) to a CMS content detail page in Experience Builder. Classic (not available in all
There's only one detail page for each content type in Salesforce CMS. orgs) and Lightning
Experience

1. In Experience Builder, navigate to a detail page, and then click Components.
Available in: Enterprise,

Performance, Unlimited,
3. Inthe component property panel, determine the content layout (1), map fields to fields in the and Developer Editions

CMS content (2), and customize the layout of images and headers (3).

2. Drag the CMS Single Item (Detail) component onto the page.

Applies to: Aura sites

il News Detail - c 9 g ? o e
n CMS Single Item (Detail) v %
Layout To create, customize, or
= publish an Experience
Builder site:
n e Create and Set Up
Fotmine ot ot i Experiences AND View
Setup and Configuration

| Show Subheading

| Show Featured Image

Page Layout

Header First -

> Field Mappings

Show content fields in a default order, or group them into sections for a more precise layout. To fully customize the appearance of
your CMS content detail page, continue adjusting the fields in the component property panel.

SEE ALSO:
Which Components Can | Use with Each Aura Template?

Contact Request Button & Flow

Add the Contact Request Button & Flow component to let members click a button to request that customer support get back to them.
Members describe the problem and enter their contact details in a window. After the request is sent, a support person can review the
issue and contact the customer for follow-up and resolution.
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o Tip: To use this component, create a contact request flow from the Customer Contact Requests page in Setup. When a customer
submits a request, a contact request record is created. You can route contact request records using Omni-Channel.

Contact Request works in public sites and sites that require authentication. Make sure that your site users have the Run Flows permission,
including your Guest User profile that's used in public sites. Without this permission, members don't see the button to submit contact
requests.

1. On the page that you're configuring, select the Contact Request Button & Flow component.

2. Inthe property editor, configure the component properties.

Property Details
Button Label The text to display on the support request button. The default is Request Help.

Contact Request Flow  Selectacontact request flow that you created in Setup or in Flow Builder. Only active flows
that have the type Contact Request Flow are supported.

Button Text Color Set the color of text to use for the button label.

The ¢ link icon shows that the current selection comes from colors defined in the theme.

Button Text Hover Set the color of text to use for the button label when a member mouses over the button.

Color In Experience Builder, you can test hover colors in Preview mode.

Button Background Set the color to use for the button background when the button is inactive.
Color
Button Background Set the color to use for the button background when a member mouses over the button.

Hover Color In Experience Builder, you can test hover colors in Preview mode.

Button Border Color Set the color to use for the border that surrounds the button.
Button Border Radius Move the slider to control the amount of curve to use for the button shape.

Max Button Width Move the slider to control the width of the button. Width percentage is set against the full
width of the container that the button sits in. So 100% is the full width of the container, rather
than the full width of the browser page.

Button Alignment Select Center, Left,or Right 1o set the position of a button within its container.

Example: Sample Contact Request Button & Flow component.

When a user clicks the button a window appears.
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Contact Customer Support

What's going on?
You don't have to call us to get help. Just tell us about your issue and we'll get
back to you.

' Request Reason

Product

Description

My widget broke after one day of wearing it!

SEE ALSO:

Let Customers Create Contact Requests

Contact Support Button

The Contact Support Button component adds a button that users click to create a case. When you enable Web-to-Case and set up a
guest user case publishing action, guest users aren't required to log in before creating a case.

Each button instance supports its own property values. So, if you have two Contact Support buttons on a page, the values on each
button are unique to that button. You can configure buttons to use the values you defined in your theme so that they all look the same.
But each button instance remains unique.

@ Nofe: Guest users can't attach files when creating a case.

1. Select the Contact Support Button component in the page you're configuring.

2. Inthe property editor, configure the properties for the component:

Property Details

Button Label The text to show on the button that users click to create a case. The default text is Contact
Support.

Button Text Color Set the color of text to use for the button label.

The €2 link icon shows that the current selection comes from colors defined in the theme.

Button Text Hover Set the color of text to use for the button label when a member mouses over the button.

Color In Experience Builder, you can test hover colors in Preview mode.
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Property Details

Button Background Set the color to use for the button background when the button is inactive.

Color

Button Background Set the color to use for the button background when a member mouses over the button.

Hover Color In Experience Builder, you can test hover colors in Preview mode.

Button Border Color Set the color to use for the border that surrounds the button.
Button Border Radius Move the slider to control the amount of curve to use for the button shape.

Max Button Width Move the slider to control the width of the button. Width percentage is set against the full
width of the container that the button sits in. So 100% is the full width of the container, rather
than the full width of the browser page.

Button Alignment Select Center, Left,or Right to set the position of a button within its container.

Example: Sample Contact Support Button component:

Contact Support

Contact Support & Ask Buttons

The Contact Support & Ask Buttons component adds two buttons to the page. The Contact Support button lets users click a button to
create a case. The Ask button lets members ask a question and publish it to the site. All members must be logged in to ask the site a
question.

When you enable Web-to-Case and set up a guest user case publishing action, guest users aren't required to log in before creating a
case.

@ Nofe: Guest users can't attach files when creating a case.

Each button instance supports its own property values. So, if you have two sets of Contact Support & Ask buttons on a page, the values
on each button are unique to that button. You can configure buttons to use the values you defined in your site theme so that they all
look the same. But each button instance remains unique.

1. Select the Contact Support & Ask Buttons component on the page you're configuring.

2. Inthe property editor, configure the properties for the component.

Property Details
Header Label The text to show at the top of the component.
Ask Community Label The text to show on the Ask button. The default textis Ask a Question.

Contact Support Label Thetexttoshow on the Contact Support button. The default textis Contact Support.

236



Experience Cloud

Property

Allow members to add
topics

Expand Details section
by default

Button Text Color

Button Text Hover
Color

Button Background
Color

Button Background
Hover Color

Button Border Color
Button Border Radius

Suggest questions

Include discussions in
suggestions

Include articles in
suggestions

Max Suggestions to
Show

Show satisfaction
prompt

Satisfaction Prompt

Ask follow-up question

Follow-Up Prompt

Confirmation Message
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Details

Select to show the topic area at the bottom of the feed publisher and to allow members to
add topics.

When a member asks a question, show the Details section in an expanded state.

Set the color of button text to use when the button is inactive.

The ¢ link icon shows that the current selection comes from colors defined in the theme.

Set the color of text to use when a member mouses over the button.

In Builder, you can test hover colors in Preview mode.

Set the color to use for the button background when the button is inactive.

Set the color to use for the button background when a member mouses over the button.

In Builder, you can test hover colors in Preview mode.

Set the color to use for the border that surrounds the button.
Move the slider to control the amount of curve to use for the button border.

Select to show questions that are similar to the one the member is asking. This property assists
with question deflection and helps in using existing resources.

Select to show discussions related to the question that the member is asking. This property
assists with question deflection and helps in using existing resources.

Select to show Knowledge articles related to the question that the member is asking. This
property assists with question deflection and helps in using existing resources.

Set the maximum number of questions, discussions, and articles to show to a member who
is asking a question.

Select to show the member a prompt that solicits information about their satisfaction with
the content provided to them when they asked a question.

Enter the question you want to ask a member about their satisfaction with the questions,
discussions, and articles you provided in response to their question. The defaultis Did we
help to answer your question? Framethequestionsothata positive response
shows that your data helped and a negative response shows that it didn't. Member response
data provides you with metrics on the effectiveness of question deflection.

Select to ask the member a follow-up question to their satisfaction response.

Enter the follow-up question that you want to ask the member. The defaultis can we
close your question? Amember’s positive response closes the question without
posting it. A negative response keeps the member's question active.

Enter a confirmation message to show when a member responds to your prompts. The default
is Got it!
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Example: Sample Contact Support & Ask Buttons component:

Don't see what you're looking for?

SEE ALSO:
Which Components Can | Use with Each Aura Template?

Case Deflection

Contact Support Form

The Contact Support Form allows guest and authenticated users to create cases from a site. It works with the Case Deflection component
to help site members find articles and discussions to answer questions as text is being entered into the form.

If you built your Experience Cloud site before Spring " 18, you could be using the Create Case Form component. A revamped version,
ushered in with Spring " 18, has split the component into two: the Contact Support Form and the Case Deflection components. We
recommend you update your existing site to use the new componen