
Admin Guide

Sprinklr - Salesforce Lightning Connector



Sprinklr’s certified connector to Salesforce

Provides an integrated social care experience and supports omnichannel case 
management
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Prerequisites



5

Sprinklr

• Modern Care must be enabled and configured within the Sprinklr platform

• Salesforce Webhooks must be enabled and configured within the Sprinklr platform

Prerequisites

© 2022 Sprinklr, Inc. All rights reserved.  
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Salesforce

• Service Cloud Unlimited and Enterprise Editions

• Group and Professional Editions not Supported

• “My Domain” must be enabled and configured in Salesforce

• Whitelisted Sprinklr API Addresses

• A Salesforce System Administrator to install and configure the Sprinklr Connector in 
Salesforce.

• An Integration User in Salesforce to be created assigned required permissions 
outlined in Slide 6

• A Sprinklr Global Admin User from the customer to perform authentication and 
authorization in Sprinklr.

Prerequisites
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Salesforce Integration User Permissions

** Integration User must be assigned Sprinklr_Admin Permission Set in Salesforce. The Sprinklr_Admin
Permission Set is included in the Managed Package from the AppExchange.

** Also ensure that the Sprinklr_Admin Permission Set has the following App Permissions assigned: 
Users → Manage Users
System → Customize Application

** Integration User must have READ Permission to the customer Platform Event (CaseChangeEvent) object



Supported Use-Cases
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1. Data flowing from Sprinklr to Salesforce:

○ Store social care interactions spanning across all the digital channels supported 

on Sprinklr as Cases in Salesforce

○ Store social profile information as Contact/Account in Salesforce

2. Data retrieved from Salesforce into Sprinklr:

○ Use CRM data on Case to power Sprinklr's Automation Engine to enrich and 
prioritize social interactions

○ Use Salesforce as the source of truth to subscribe or unsubscribe any customer 

activities and also assist Agents working on Sprinklr

3. Use the Sprinklr UI component within the Salesforce Service Cloud Agent Console to 

respond directly to Cases created by Sprinklr

4. Agents on either platform can internally collaborate by leveraging Sprinklr Case 

Notes which synchronizes with Case Comments in Salesforce

Supported Use-Cases
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Sprinklr Support for Salesforce Contact and Person Account Records
(for fully automated and Macro enabled case workflows)

Salesforce Contact Record Salesforce Person Account Record

Salesforce Case 
Creation Mode in 
Sprinklr

Automatic Contact 
Creation Support

Contact Search Automatic Contact 
Association to the 

Case

Automatic Person 
Account Creation

Person Account 
Search

Automatic Person 
Account Association

Automated 
Salesforce Case 

Creation from Sprinklr 
by an automation rule 
or by applying a 
Sprinklr Macro.

Supported under 
these conditions: 

Social Persona 
(Profile) record does 
NOT exist in the 
Sprinklr Social 

Persona Object in 
Salesforce AND that 
record is NOT linked 
to a Contact record in 
Salesforce.

OR

Social Persona 
(Profile) record does 
NOT exist in the 
Sprinklr Social 
Persona Object in 
Salesforce.

Not supported. Supported under 
these conditions:

Social Persona 
(Profile) record exists 
in the Sprinklr Social 
Persona Object in 

Salesforce AND that 
record is linked to a 
Contact record in 
Salesforce.

Not supported. Not supported. Supported under 
these conditions:

Social Persona 
(Profile) record exists 
in the Sprinklr Social 
Persona Object in 

Salesforce AND that 
record is linked to a 
Persona Account 
record via the 
Contact field in the 
Sprinklr Social 
Persona Object.



Sprinklr Support for Salesforce Contact and Person Account Records
(for agent initiated (manual) case workflows)

Salesforce Contact Salesforce Person Account

Salesforce Case 
Creation Mode in 
Sprinklr

New Contact 
Creation

Contact search Contact Association 
to the Case

New Person Account 
Creation

Person Account 
Search

Person Account 
Search Association 

to the Case

Manual Salesforce 
Case Creation from 

Sprinklr by an agent.

Supported. Supported. Supported. Supported. Supported. Supported.



Architecture Diagram
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Connector uses two custom objects i.e Sprinklr Social Persona for Social Profile and Sprinklr Social Post 
for Social message which are similar to Social Studio’s Social Persona and Social Post objects. 
Complete field details in these two objects with their description can be found here.

© 2022 Sprinklr, Inc. All rights reserved.  

Rules & workflows decide 
agent actions based on 
case standards and 
custom f ields  

Sprinklr Case

Virtual 
Agent

Front Line 
Agent

Publishing 
Services

Approval 
Services

Case Upsert
CRM Case + 

Objects

Bi-Directional 
Update

Sprinklr Modern 
Care Component

Ingestion

+20
SalesforceIntegration LayerSprinklr

Universal Outbound 
Message

Case Reporting

Automation 

Engine

Assignment 

Engine

CRM 

Agent

https://docs.google.com/spreadsheets/d/1Cnu2H6D4irEDrtHH1D_jEwMCUi36EuzLlGywDUKMIXU/edit?folder=0AK8wPhP2Aur5Uk9PVA#gid=435697345


Downloading and Configuring the Sprinklr 
App

Note: Sprinklr Technical Services will assist you with the setup and installation of the 
Connector.
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Navigate to Salesforce AppExchange and search for “Sprinklr”

© 2022 Sprinklr, Inc. All rights reserved.  
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Click “Get It Now” to install the connector

© 2022 Sprinklr, Inc. All rights reserved.  
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Select the Salesforce Environment Type

© 2022 Sprinklr, Inc. All rights reserved.  

For “login.salesforce.com” domain

For “test.salesforce.com” domain
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Review components, agree to terms, confirm and install

© 2022 Sprinklr, Inc. All rights reserved.  
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Install for All Users

© 2022 Sprinklr, Inc. All rights reserved.  

Unless otherwise  

required, the  
Sprinklr Application 
should be installed 

for all users.
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Application will install and grant access to users

© 2022 Sprinklr, Inc. All rights reserved.  
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Select “Sprinklr Configurations” from App Launcher

© 2022 Sprinklr, Inc. All rights reserved.  
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Select appropriate “Sprinklr Environment"

© 2022 Sprinklr, Inc. All rights reserved.  

“Sprinklr Domain” is auto-filled based 

upon the  Sprinklr Environment.

Change the Space Domain you use a 

dedicated  URL such as: 

{brand}.sprinklr.com
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Navigate to and Configure “Auth. Providers” from Setup

© 2022 Sprinklr, Inc. All rights reserved.  

Fill in required the details:
• Provider Type = SprAuth

• Name = Sprinklr

• URL Suffix = Sprinklr

• Redirect URI = https://{your-salesforce-domain.com}/services/authcallback/Sprinklr
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Navigate to and Configure “Auth. Providers” from Setup

© 2022 Sprinklr, Inc. All rights reserved.  

In the Redirect URI, replace {your-salesforce-domain.com} with the domain 

name for  your Salesforce environment.
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Navigate to and Configure “Auth. Providers” from Setup

© 2022 Sprinklr, Inc. All rights reserved.  

For Execute As, select an admin of your Salesforce Platform
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Navigate to and Configure “Auth. Providers” from Setup

© 2022 Sprinklr, Inc. All rights reserved.  

Make sure Redirect URI and

Callback URL are the same
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Navigate to and Configure “Named Credentials” from Setup

© 2022 Sprinklr, Inc. All rights reserved.  
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Navigate to and Configure “Named Credentials” from Setup

© 2022 Sprinklr, Inc. All rights reserved.  

Fill in the required details:
• Authentication Protocol = OAuth 2.0

• Authentication Provider = Sprinklr

Select “Start Authentication Flow on Save”
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Navigate to and Configure “Named Credentials” from Setup

© 2022 Sprinklr, Inc. All rights reserved.  
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Navigate to and Configure “Named Credentials” from Setup

© 2022 Sprinklr, Inc. All rights reserved.  
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Navigate to Setup window by clicking on gear icon

© 2022 Sprinklr, Inc. All rights reserved.  
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Search for ”Platform Events" and select from search results



Configure the Platform Event

** Object name must be SprinklrCaseChangeEvent

** Integration User 

must have READ 

Permission to 

CaseChangeEvent 

object



The completed Platform Events



Proceed to configuration of Flow



Use Flow Builder to configure Platform Events trigger (1/3)



Use Flow Builder to configure Platform Events trigger (2/3)



Use Flow Builder to configure Platform Events trigger (3/3)



Edit Case Page Layout



Case Page Layout

Select Case from the

Object Manager



Case Page Layout

Select Lightning Record Pages 

from  the Case Object Manager



Case Page Layout

Select the Case Record Page 

you  want to edit or create a new 

one



Case Page Layout

Edit the Case Record



Case Page Layout

Drag Sprinklr Case Detail from 

the  Custom – Managed 

components to  the appropriate 

section of the Case  Record Page



Installing the Sprinklr Salesforce App



Install Salesforce from Sprinklr Marketplace

Install the Salesforce app from within  

the Sprinklr New Marketplace



Install Salesforce from Sprinklr Marketplace

Fill in the Name for the Salesforce app

Select the type of Environment in sprinklr to be mapped to the installed 

Salesforce app. 

NOTE: This can not be changed once the app is created

Clicking on save will redirect you to 

Salesforce instance to add a user.



Authenticate Users



Authenticating Users

Hover over the installed application. you will find 4 icons. 

click on the edit icon.(The highlighted one)



Authenticating Users

Click on Salesforce 

Users.



Authenticating Users

Add and authenticate Salesforce user. It will show the user 

added while app installation.

NOTE: A Salesforce Admin User must be authenticated for 

app to be fully installed.

It is mandatory to define a Default Salesforce User. It is filled 
by default with the first user added. 



Connector Configuration



Connector Configuration

Add notification type as Email and Email address on which you 

want to receive failure notifications.



Connector Configuration



Mapping of Objects



Mapping Object Fields

Like Account,Case Object Fields can 

be mapped.

Select Default Record Type while case 

creation using the dropdown.Customer can be made 

mandatory while case creation 
using the checkbox.



Mapping Object Fields

There is a separate option 

now to map contact fields, 
from contact configuration.

Additionally, the account can now be 

made mandatory while case creation 
using the checkbox from UI.



Configuring Layouts



Edit Screen Layouts

Screen Layouts are used when  

Searching For, Linking To, or  

Viewing Salesforce Customer  

Records



Edit Screen Layouts

The layout can be 
configured  based on the 

fields used most.



Manage Visibility



Manage Visibility

Unlike the older version of 

Marketplace, the newer version has 

an option to manage which work 

spaces and user groups will be able 
to see the Salesforce app.



User Mapping



User Mapping

Hover over the app to select Import User Mapping.



User Mapping

Upload a .csv file with valid Sprinklr user 

ids and corresponding CRM user ids of 

users to be mapped and submit. Click on 

Download Sample Template to refer 
format.



User Mapping

Hover over the app to select Export User Mapping. This will give a 

downloadable .csv file with all the existing user mappings for this 

Salesforce App.



Refresh Or Uninstall App



Thank you

For any further queries, you can 

reach out to your account team or 

support@sprinklr.com

sprinklr.com
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