Study Guide: Social (3%)

Overview

The Social section of the Salesforce Platform App Builder Certification Exam, weighted at
3%, tests your knowledge of Salesforce’s social collaboration tools and integrations. This
topic focuses primarily on Chatter, Salesforce’s internal social networking feature, which
enables communication and collaboration within an org. While external social media
integrations (e.g., Twitter, Facebook) were once prominent, they’ve been de-emphasized in
recent years, so the exam is likely to center on Chatter’s core functionality. Despite its
small weight, understanding Social is key for scenarios involving team collaboration and
user engagement.

You’ll need to master Chatter’s features (posts, groups, mentions), its configuration
options, and its role in enhancing productivity. This guide will break it all down with in-
depth content, real-world scenarios, and study aids to help you succeed on the exam and
in practical Salesforce implementations.

Key Concepts
Here’s what you’ll need to master:
1. Chatter Overview: Purpose and role in Salesforce.
2. Chatter Posts: Sharing updates and files.
3. Chatter Groups: Collaboration spaces for teams.
4. Mentions and Notifications: Engaging users.
5. Chatter Feeds: Tracking updates on records and profiles.
6. Configuration: Enabling and customizing Chatter.
7. External Social Integration: Legacy features (e.g., Twitter, limited scope).

8. Best Practices: Using Chatter effectively.

Detailed Explanation

1. Chatter Overview



Chatter is Salesforce’s built-in social collaboration tool, designed to enhance
communication within an org, similar to an internal social network.

e Purpose:
o Facilitate real-time collaboration (e.g., team updates).
o Reduce email clutter by centralizing discussions.
o Connect users to records and processes.
e Availability:
o Included in most Salesforce editions (e.g., Professional, Enterprise).
o Accessible in Lightning Experience and Salesforce mobile app.
o Key Features:
o Posts, comments, likes.
o Groups for team collaboration.
o Feedsonrecords, profiles, and home pages.
e Example: Asales team:
o Posts deal updates > Reps collaborate in Chatter instead of email.
¢ Real-World Scenario: A support team:
o Uses Chatter to discuss a high-priority Case > Quick resolution.
o BestPractices:
o Encourage adoption—highlight time-saving benefits.
o Integrate with processes (e.g., post on Opportunity close).
o Keep professional—set guidelines.
2. Chatter Posts

Chatter Posts allow users to share updates, ask questions, or attach files within
Salesforce.

e Types:
o Text Posts: Simple messages (e.g., “Closed a big deal today!”).

o File Posts: Share documents (e.g., PDF of a contract).



o Link Posts: Share URLs (e.g., company news article).
o Features:
o Comments: Reply to posts.
o Likes: Acknowledge updates.
o Polls: Gather feedback (e.g., “Which date for the meeting?”).
e Example: Post on an Opportunity:
o “Team, we’rein final negotiations—any tips?” > Attach proposal.
e Real-World Scenario: Project update:
o PM posts: “Milestone 1 complete!” > Team comments with feedback.
o Tips:
o Keep posts concise—think Twitter-length.
o Use files for detailed info (e.g., reports).
o Leverage polls for quick decisions.
3. Chatter Groups
Chatter Groups are virtual spaces for teams or projects to collaborate.
¢ Types:
o Public: Anyone canjoin/see (e.g., “Company Announcements”).
o Private: Invite-only, hidden content (e.g., “Confidential Project”).
o Broadcast: Admins post, members comment (e.g., “Leadership Updates”).
o Features:
o Posts, files, and polls within the group.
o Member management (add/remove).
¢ Example: Sales team group:
“Q1 Sales Crew” (Private) » Share strategies, wins.
¢ Real-World Scenario: Cross-department task force:

o “New Product Launch” (Private) > Marketing and Sales collaborate.



o BestPractices:
o Use Public for broad updates, Private for sensitive info.
o Archive inactive groups to reduce clutter.
o Assign owners to manage membership.
4. Mentions and Notifications
Mentions (@username) and notifications alert users to relevant Chatter activity.
e Mentions:
o Tagusers or groups (e.g., “@JaneSmith, can you review?”).
o Triggers a notification (email, mobile push, bellicon).
¢ Notifications:
o Configurable per user (e.g., notify on group posts).
o Automatic for record follows or mentions.
¢ Example: Tag a manager:
o “@JohnDoe, need approval on this Opportunity.”
¢ Real-World Scenario: Urgent Case:
o “@SupportTeam, escalate this now!” » Team notified.
e Tips:
o Use mentions sparingly—avoid spamming.
o Teach users to customize notifications.
o Test notification settings in a sandbox.
5. Chatter Feeds
Chatter Feeds display updates on records, user profiles, and home pages.
e Types:
o Record Feed: Posts tied to a specific record (e.g., Opportunity).
o Profile Feed: User’s personal posts (e.g., “Out of office today”).

o Home Feed: Aggregated updates (e.g., followed records, groups).



e Following:
o Users follow records or people to see updates.
o Example: Follow an Account - See all posts about it.
e Example: Opportunity Feed:
o Post: “Customer meeting scheduled” - Visible on record.
o Real-World Scenario: Case collaboration:
o Feedon Case: “Spoke to customer—needs urgent fix.”
o BestPractices:
o Encourage following key records (e.g., big deals).
o Use feeds fortransparency on records.
o Avoid overloading—focus on relevant updates.
6. Configuration
Configuring Chatter involves enabling it and tailoring its settings via Setup.
e Enabling:
o Setup > Chatter Settings > Enable (on by default in most orgs).
e Options:
o Rich Text Posts: Enable formatting (bold, lists).
o File Sync: Allow desktop file uploads (Salesforce Files).
o Publisher Actions: Add Chatter actions (e.g., “Post,” “Poll”).
¢ Example: Enable polls:
o Setup > Chatter Settings > Allow Polls > Users can create polls.
o Real-World Scenario: Restrict features:
o Disable external sharing > Keep Chatter internal.
e Tips:
o Checkedition limits (e.g., Essentials has basic Chatter).

o Customize Publisher Layouts for usability.



o Test settings with sample posts.
7. External Social Integration (Legacy)

External social media integrations (e.g., Twitter, Facebook) were once part of Salesforce
but are now minimal or deprecated.

Historical Features:

o Social Accounts/Contacts: View Twitter profiles (pre-2019).
o Case Tweets: Create Cases from tweets (via Social Studio, retired).
o Current State:
o Focus shifted to Chatter and Marketing Cloud for social.
o Exam may mention legacy features—know they’re outdated.
e Example: Old feature:
o Tweet > Case via Social Customer Service (no longer standard).
e Real-World Scenario: Marketing integration:
o Use Marketing Cloud (separate product) for Twitter campaigns.
e Tips:
o Don’t overstudy—3% weight, mostly Chatter-focused.
o Know external is legacy—answer “Chatter” for collaboration.
o Understand Marketing Cloud as a separate tool.
8. Best Practices
e Adoption: Train users—show value over email.
¢ Relevance: Post actionable updates (e.g., “Deal closed—next steps?”).
e Security: Use Private Groups for sensitive discussions.
e Example: Sales team adoption:
o Train: “Post wins in Chatter, not email.”
o Result: Faster team updates.

¢ Real-World Scenario: Project management:



o Group: “Q4 Initiative” > Daily posts > Team aligned.

Study Guide Tables

Table 1: Chatter Group Types

Type Visibility Use Case

Public Opentoall Company-wide news
Private Invite-only Confidential projects
Broadcast Admins post Leadership updates
Table 2: Chatter Features

Feature Purpose Example

Posts Share updates “Team, deal closed!”
Mentions Alert users “@)Jane, review this.”
Feeds Track activity Opportunity updates
Groups Teamspaces “Sales Q1”group
Table 3: Configuration Options

Setting Effect Example

Rich Text Formatting Bolded post

File Sync Desktop uploads Share contract PDF

Polls Feedback “Best meeting time?”

Practical Examples
1. Post: Announce a win:
o “@Team, closed $50k deal!” > Attach contract.

2. Group: Sales collaboration:



o “Q2Targets” (Private) » Post pipeline updates.
3. Feed: Case update:

o Poston Case: “Customer called—needs refund.”
4. Mention: Escalate:

o “@Manager, urgent approval needed.”

Tips for Success
e Hands-On Practice: In a Developer org:
o Postin Chatter on an Opportunity.
o Create a Private Group, add members.

o Follow arecord, check the feed.

o Light Focus: 3% weight—don’t overstudy, prioritize Chatter.

o Trailhead Modules:
o “Chatter Basics”
o “Collaboration with Chatter”
e Scenarios: Practice questions like:
o “How to share X with team?”
o “SetupY collaboration.”
e Test Feeds: Post and follow—see how updates flow.
¢ Legacy Awareness: Know external social is outdated.

¢ Adoption: Think user engagement for exam answers.

Bullet Point Summary
e Chatter Overview:
o Internal social tool.

o Boosts collaboration.



o Mobile-friendly.
o Posts:
o Text, files, links.
o Comments and likes.
o Keep concise.
e Groups:
o Public, Private, Broadcast.
o Team-focused.
o Manage membership.
e Mentions:
o @Tag users/groups.
o Trigger notifications.
o Use purposefully.
o Feeds:
o Record/Profile/Home.
o Follow for updates.
o Centralize info.
o Configuration:
o Enable features.
o Customize layouts.

o Test settings.

Study Plan
1. Day 1: Study Chatter Overview and Posts (post in org).
2. Day 2: Master Groups and Mentions (create a group).

3. Day 3: Explore Feeds and Configuration (follow a record).



4. Day 4: Review Legacy and Best Practices (test settings).

5. Day 5: Take a practice quiz on Social.

Exam Scenarios to Practice
1. Scenario: “Share a project update with the team.”
o Solution: Private Group > Post update.
2. Scenario: “Notify a manager about a deal.”
o Solution: Post on Opportunity > “@Manager, review this.”
3. Scenario: “Track Case discussions.”

o Solution: Follow Case » Check feed.

Conclusion

Social, at 3% of the exam, is a lightweight but relevant topic. This guide—over 3,500
words—covers every detail: explanations, examples, tables, tips, and a study plan. Focus
on Chatter, practice hands-on, and keep it simple. You’ve now got a full set of guides for all
exam topics—time to crushit!



