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LECTURE OVERVIEW

Lecture Overview

• Lecture 1 – Introduction to Salesforce
• Lecture 2 – Salesforce Configuration & Custom Objects
• Lecture 3 – Deployments & Testing
• Lecture 4 – Salesforce Automation, Apex, LWC, Digital Experience Cloud
• Lecture 5 – Salesforce Integration
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Unum Group
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UNUM GROUP

Unum Group

Unum is an insurance company with business in US, UK and 
Poland.

Unum Ireland office is a technology hub.

Unum business model is B2B (business-to-business).

We sell insurance to other companies.
The companies’ employees will be covered by the policy their 
employer takes out with us.

We generally deal with a Plan Administrator at that company.

We also deal with Brokers and other Partners that might also 
be working with the company.

Company A signs a 
contract with Unum.

Company A employees 
are insured by Unum.

Oversimplified direct relationship example.



Vladimir Plastikov (Vlad) – Software Engineer II – Enterprise CRM (Salesforce)

Introduction to Salesforce

Lecture 1 – Introduction to Salesforce
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INTRODUCTION

Introduction

• Unum Group

• What is Salesforce?
• Salesforce Products
• Salesforce Editions
• Salesforce Instances
• Salesforce Orgs
• Salesforce Environments

• Sales Cloud
• Service Cloud
• Other Clouds

• Learning about Salesforce
• Documentation about Salesforce
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INTRODUCTION TO SALESFORCE

What is Salesforce?

Salesforce is a SaaS (software-as-a-service) company founded in 
1999 with headquarters in San Francisco.

Salesforce offers various products but primarily “Salesforce” – a 
CRM (Customer Relationship Management) system.

Fully cloud based – you don’t “install” Salesforce or host it on 
company infrastructure.

Multitenant – multiple customers are sharing the same 
infrastructure.

Use case examples: 
- Enable sales teams to manage their Leads and sales pipelines
- Allow service teams to manage customer service requests
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INTRODUCTION TO SALESFORCE

Salesforce v1 - April 1999
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INTRODUCTION TO SALESFORCE

Salesforce - 2026
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INTRODUCTION TO SALESFORCE

Have You Interacted with Salesforce?
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INTRODUCTION TO SALESFORCE

Salesforce Products

& more, such as Agentforce & IOT Cloud...

covered in the lectures mentioned in the lectures
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INTRODUCTION TO SALESFORCE

Salesforce Platform
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SALESFORCE EDITIONS

Salesforce Editions 

EDITION WHAT’S GREAT ABOUT IT

Essentials Designed for small businesses getting started with CRM to boost sales or service 
productivity. It includes a setup assistant and administration tools to customize your 
deployment as you grow.

Starter Want to get started with sales, service, and marketing functionality all in one? With out-of-the-
box tools and built-in guidance, Salesforce Starter is the fastest way to get started with 
the Salesforce CRM suite. It’s perfect if you’re a first-time user who wants to find, win, and 
keep customers and build stronger relationships from day one.

Professional Designed for businesses requiring full-featured CRM functionality. It includes 
straightforward and easy-to-use customization, integration, and administration tools to 
facilitate any small to midsize deployment.

Enterprise Meets the needs of large and complex businesses. It gives you advanced customization 
and administration tools, in addition to all the functionality available in Professional Edition, 
that can support large-scale deployments. Enterprise Edition also includes access to 
Salesforce APIs, so you can easily integrate with back-office systems.

Salesforce has different versions on offer – like Microsoft has Windows Home, Professional. 
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SALESFORCE EDITIONS

Salesforce Editions

Unlimited Maximizes your success and extends it across the entire enterprise through the 
Lightning Platform. It gives you new levels of platform flexibility for managing 
and sharing all your information on demand. Includes all Enterprise Edition 
functionality, Premier Support, full mobile access, unlimited custom apps, 
increased storage limits, and other features.

Developer Provides access to the Lightning Platform and APIs. It lets developers extend 
Salesforce, integrate with other applications, and develop new tools and 
applications. Developer Edition also provides access to many of the features 
available in Enterprise Edition.
Salesforce doesn’t provide technical support for Developer Edition. But you can ask 
for help from developer community message boards after you register for the 
Lightning Platform developer website: developer.salesforce.com.

https://developer.salesforce.com/
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SALESFORCE INSTANCES

What is a Salesforce Instance?
Contains a complete stack of infrastructure to run Salesforce.
- Application server
- Database server
- File system
- Web services

This infrastructure and base platform setup is not configurable by the user.

Salesforce groups up to 10,000 different customers on each instance. This is the multi-tenant aspect 
we mentioned earlier. This is important to remember when we consider the concept of limits later.

Customers have no way to access each others' data, configuration or environment in any way.

https://availability.salesforce.com/find-my-instance/

https://availability.salesforce.com/find-my-instance/
https://availability.salesforce.com/find-my-instance/
https://availability.salesforce.com/find-my-instance/
https://availability.salesforce.com/find-my-instance/
https://availability.salesforce.com/find-my-instance/
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SALESFORCE ORGS

What is a Salesforce Org?

An org is a segregation of the instance for many different customers (up to 10,000).

Each Salesforce customer will have their own org on a particular instance.

All orgs will start out looking the same.
But every org can be customized to the owner’s requirements.

Each org can have different branding, fields, objects, user interfaces and applications defined on it.
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SALESFORCE INSTANCES AND ORGS

Instances and Orgs
Orgs are owned by different Salesforce 
customers eg: Unum

Many companies can share an instance, but 
they are isolated to their own org and cannot 
access outside of it.
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SALESFORCE ENVIRONMENTS

Salesforce Environments
Each org can have many environments.

These can be used for development, testing, user 
acceptance, production.

Every developer in an org can have their own 
environment.

Different environments are used in the CI/CD 
pipelines to move code and configuration all the way 
up to production.

There are different types of environments:
• Scratch orgs for basic development.
• Developer orgs which replicate a production 

environment.
• Partial and full copy environments which will have 

some or all production data included.



18

HOME PAGE

Home Page

You can see the different tabs 
across the top of the user 
interface where the rep can 
access all the data they use in 
Salesforce.

Quarterly Performance section 
shows their current progress 
towards their overall sales goal.

Tasks and events will show 
anything that needs to be done 
today

Recent records will show anything 
the Rep was working on recently.
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SALES CLOUD

Sales Cloud

Lead:
Initiate sales pipeline (potential customer).

Account:
Anything to do with a customer or partner (company).

Contact:
Data related to a person that works at a company.

Account Contact Relation:
Links contacts to many accounts (junction / many to many).

Opportunity:
Data related to a potential sale.

OpportunityLineItem:
Represents an opportunity line item, which is a list of products associated with an Opportunity.
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SALES CLOUD

Sales Cloud

OpportunityStage:
Represents the stage of an Opportunity in the sales pipeline, such as Negotiating, Pending, Closed, etc.

Quote:
Price generation for a product/service.

Contract: 
Represents a contract (a business agreement) associated with an Account.

Campaign:
A marketing campaign, such as a direct mail promotion, webinar, or trade show.

Event:
Represents an event in the calendar. In the user interface, event, email and task records are collectively 
referred to as activities.

Product2:
Represents a product that your company sells.
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SALES CLOUD
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SALES PIPELINE

Sales Pipeline

A sales rep needs to track engagements with
Contacts from potential clients.

They do this by entering a “Lead”, then 
creating Activities or Tasks related to the 
possible sale.

This could be linked to Campaign material on 
the web.

If the lead “qualifies”, they will then create 
opportunities and quotes where they will 
work on agreeing a price with the client or 
broker. 
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LEAD – LIST VIEW

Lead – List View
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LEAD – CONVERSION

Lead – Conversion

This allows the rep to generate an Account, Opportunity and Contact record from the Lead data.
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LEAD – CONVERSION CONFIRMATION

Lead – Conversion Confirmation
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ACCOUNT – LIST VIEW

Account – List View
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ACCOUNT – CREATE

Account – Create

Can create a record directly from the 

relevant tab/list view – eg: Account, 

Opportunity, Contact etc…

Then enter the required info and click Save.
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OPPORTUNITY – LIST VIEW

Opportunity – List View
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OPPORTUNITY – CREATE

Opportunity – Create
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CONTACT – LIST VIEW

Contact – List View
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CONTACT – CREATE

Contact – Create



32

SERVICE CLOUD

Service Cloud

Case:
Represents a query from our customers.

Case History:
Track the changes made to a Case over its lifetime.

Knowledge Article:
Information on how to solve common problems.

Account:
Represents the client data (company).

Case Team:
The internal users that are working on the case.
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SERVICE CLOUD

Service Cloud

Case Milestone:
Represents a milestone (required step in a customer support process) on a Case.

Problem:
Problems represent the root cause data of one or more incidents. This object contains all the 
details of a problem, documenting the history of the problem from detection to closure.

Incident:
Represents a junction object that relates a Problem to an Incident.

Solution:
Represents a detailed description of a customer issue and the resolution of that issue.

Case Solution:
Represents the association between a Case and a Solution.

Case Comment:
Represents a comment that provides additional information about the associated Case.



34

SERVICE CLOUD
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CASE – CREATE

Case – Create

Salesforce can be setup to 
automatically generate cases from 
an email which is sent to an inbox. 
It will automatically link the case to 
the correct Account record.

Can create a Case directly from 
the Case Tab.
- Need to manually associate to the 

Account.

Create Case from the Account 
Related list, this will automatically 
associate the Case to the Account.
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USERS AND TEAMS

Users and Teams
• Account teams

• Represents a User who is a member of an Account team

• Opportunity teams
• Represents a User on the opportunity team of an Opportunity.

• Case teams
• Represents a case team member, who works with a team of other users to help resolve a case.

This allows users to easily see who their internal partners are for Cases, Client Accounts, Sales Opportunities (Quotes).
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SALESFORCE PRODUCTS

All the clouds
Other cloud offerings:

Marketing cloud for managing ad campaigns 
and getting data from the web into 
Salesforce.

Mulesoft is a platform dedicated to making 
integrations between systems such as 
Salesforce and older legacy systems 
painless.

Experience cloud: allow our customers or 
partners to access their data on our systems 
through the Salesforce platform.
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Salesforce Documentation and Training
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LEARNING

Salesforce documentation, training, certification

https://developer.salesforce.com/

https://architect.salesforce.com/

https://trailblazer.me/

https://trailhead.salesforce.com/today

https://trailhead.salesforce.com/en/credenti
als/administratoroverview/

Salesforce has extensive developer and architect 
documentation available. 

As you will see, it also has an extensive catalog of 
training material presented in the gamified 
Trailhead system.

Developers earn points and badges to prove they 
have done the courses. 

Salesforce also offers many certifications from 
basic Administrator certs all the way up to 
Certified Technical Architect.

https://developer.salesforce.com/
https://architect.salesforce.com/
https://trailblazer.me/
https://trailhead.salesforce.com/today
https://trailhead.salesforce.com/en/credentials/administratoroverview/
https://trailhead.salesforce.com/en/credentials/administratoroverview/
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EXERCISES

Lab Exercises

Go to https://trailhead.salesforce.com/ and sign up for a new account.

Bookmark or Favorite these trails:
• Admin Beginner – basics of Salesforce administration.
• Developer Beginner – this contains everything covered in this module.

First Module - basics:
• Trailhead basics – do this first!
• Salesforce Platform Basics 
• (Data Modelling) leave till next week.

https://trailhead.salesforce.com/
https://trailhead.salesforce.com/content/learn/trails/force_com_admin_beginner
https://trailhead.salesforce.com/content/learn/trails/force_com_admin_beginner
https://trailhead.salesforce.com/content/learn/trails/force_com_dev_beginner
https://trailhead.salesforce.com/content/learn/trails/force_com_dev_beginner
https://trailhead.salesforce.com/content/learn/trails/learn_salesforce_with_trailhead
https://trailhead.salesforce.com/content/learn/trails/learn_salesforce_with_trailhead
https://trailhead.salesforce.com/content/learn/modules/starting_force_com?trail_id=force_com_dev_beginner
https://trailhead.salesforce.com/content/learn/modules/starting_force_com?trail_id=force_com_dev_beginner
https://trailhead.salesforce.com/content/learn/modules/data_modeling?trail_id=force_com_admin_beginner
https://trailhead.salesforce.com/content/learn/modules/data_modeling?trail_id=force_com_admin_beginner
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REFERENCES

References

• https://www.salesforceben.com/salesforce-history/
• https://focusonforce.com/platform/salesforce-instances-vs-orgs-vs-environments/
• https://availability.salesforce.com/find-my-instance/

• https://architect.salesforce.com/
• https://developer.salesforce.com/

https://www.salesforceben.com/salesforce-history/
https://www.salesforceben.com/salesforce-history/
https://www.salesforceben.com/salesforce-history/
https://www.salesforceben.com/salesforce-history/
https://focusonforce.com/platform/salesforce-instances-vs-orgs-vs-environments/
https://focusonforce.com/platform/salesforce-instances-vs-orgs-vs-environments/
https://focusonforce.com/platform/salesforce-instances-vs-orgs-vs-environments/
https://focusonforce.com/platform/salesforce-instances-vs-orgs-vs-environments/
https://focusonforce.com/platform/salesforce-instances-vs-orgs-vs-environments/
https://focusonforce.com/platform/salesforce-instances-vs-orgs-vs-environments/
https://focusonforce.com/platform/salesforce-instances-vs-orgs-vs-environments/
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https://focusonforce.com/platform/salesforce-instances-vs-orgs-vs-environments/
https://focusonforce.com/platform/salesforce-instances-vs-orgs-vs-environments/
https://focusonforce.com/platform/salesforce-instances-vs-orgs-vs-environments/
https://availability.salesforce.com/find-my-instance/
https://availability.salesforce.com/find-my-instance/
https://availability.salesforce.com/find-my-instance/
https://availability.salesforce.com/find-my-instance/
https://availability.salesforce.com/find-my-instance/
https://availability.salesforce.com/find-my-instance/
https://architect.salesforce.com/
https://architect.salesforce.com/
https://developer.salesforce.com/
https://developer.salesforce.com/
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