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Overview

AC Knowledge Management Enterprise is a powerful solution designed to enhance how
organizations manage and share Salesforce Knowledge Articles on the Experience Cloud.

It offers a robust user interface built on Experience Cloud, supporting full Salesforce Knowledge
Base functionality including data categories, case deflection, file attachments, and
customizable article views

Key Features
», Navigation & Browsing

Support for multiple knowledge bases

Structured browsing and searchable articles
Article type filters

Data categories and group filters

Custom article view layouts

Category landing pages (in advanced navigation)
Custom category labels

Article sorting options (advanced navigation only)

£

Article Interaction

File attachments support - standard and custom
Two voting options: star rating or thumbs up/down
Expandable and collapsible article detail sections
Article subscription with user notifications

Create articles directly from the site

i Case Deflection

e Advanced case deflection engine
e Configurable question hierarchies
e Built-in case deflection analytics

Filtering & Customization

e Standard filtering with custom filters
e Advanced structured navigation (based on hierarchy of groups, categories, article titles,
and anchor sections)

2 LLM Integration

e Integrate with LLMs (Large Language Models) for Al-powered search, Q&A, and article
recommendations
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Community Engagement

e Reputation points for article contributions
e Article feedback through voting and comments (optional)

Flexible Navigation Modes

The application can be configured and used in two different ways, depending on the selected
Navigation component. AC Knowledge Management navigation can work as an articles filter by
groups and categories or by structured content, which includes a hierarchy of groups,

categories, article titles, and its sections/anchors.

Choose the navigation component suitable for the purpose of your Knowledge Base:

AC Knowledge Filters (standard filtering) can be used for Q&A or FAQ knowledge base. Set up

Knowledge Management with standard filtering

AC Advanced Navigation is much more suitable for documentation and guides, where a clear

order of articles is required. Set up Knowledge Management with Advanced Navigation

Advanced Communities Ltd. registered in England and Wales (No. 6659236) VAT No. 115662818

Features Enterprise Knowledge with | Enterprise Knowledge with
Standard Navigation Advanced Navigation
Filters Menu
Filter articles by record 4 ) 4
type
Filter articles by Data 4 ) 4
Groups and Categories
Categories Hierarchy V| V|
Custom Category Labels V| V|
5
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Articles Navigation X 4

Articles’ Sort Order ) 4 4

Clear and Strict ) 4 4
Hierarchical Structure

Sticky Navigation X 4
Suitable for Q&A and FAQ 4 X
Suitable for documentation X 4
and guides

LLM Support 4 (4

AC Knowledge Management Enterprise components and features are completely flexible and
can be fully customized and combined according to your needs.

The components are adapted to align with WCAG accessibility guidelines, ensuring a more
inclusive experience for all users.

Please note, the component works with Lightning Knowledge only. It doesn't work with Classic
Knowledge. You can find more information about the differences between Lightning Knowledge
and Classic Knowledge here:
http://advancedcommunities.com/salesforce-lightning-knowledge-new-features/
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http://advancedcommunities.com/salesforce-lightning-knowledge-new-features/

We provide a free community component for legacy Classic Knowledge that you can find on
the AppExchange. Please note, we don't offer support for the Classic Knowledge component
and recommend you move to Lightning Knowledge:
https:/appexchange.salesforce.com/appxListingDetail?listingld=aON3A00000EpmKLUAZ
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https://appexchange.salesforce.com/appxListingDetail?listingId=a0N3A00000EpmKLUAZ

Prerequisites

To start using Knowledge, follow the steps below to prepare your org or sandbox environment.

Step 1: Ensure that at least one user has a Knowledge User feature license assigned. On the
user’s profile, make sure the “Knowledge User” checkbox is enabled to allow article creation and

management.

i1 setup

Satup Home

Sarvice Setup Assistant
Commarca Satup Assistant
Fleid Service Setup Home (Beta)
Hyperforce Assistant

Release Updates

Salesforce Mobile Aop
Lightning Usage

Optimizes

Sales Cloud Everywhers

ADMINISTRATION
v Users
Permission Set Groups
Hermission Sets
Profiles
Public Groups
Crueues
Roles
User Management Settings

I Users

Home  Object Manages -

Usar
Sales User

BR i Profiptsis for this P @)

Baninsion Sai Eamission Su o Brscuivest 1) | Eumisiion et W1 | Parmisakn Sa W E KBl st (0] ¢ Cagus
Teambl | Mimacees i S Fuks Haranchy 14 | DSl Apes 18 | ThicPasy scoount Loks 11 | inslabeel Mobik Seca i) | Aulbacieation Saitlegs b Exiern ] By 0l | Lisa Pre r
User Detall Edit | SGhwing | ResstPasswerd | Login | Frosse  View Summary
Marms  Sasfes Uner Rule
Aiss  suser Waar Licanse  Salestorcs
Emsf  salesseam@aduancedcommuntins.com [Verfied| Profile  Sales Svs Admin Profle n
Usernar e prmiEsduancedcommunites. cam Actie <
Nickrarse g0 a1 Marksting User 7
Ticke Offtiow Urer
Gompany Knawiidgs Usis "
Dapartmant Pl User
Division Sarvics Cloud Usar 7
Adkdress Site.com Contriousor User
Time Zame  (GMT+01:00) British Sumemer Time {Europeondon) Site.com Publisher User
Locale  Engish {United Kingdam) WO User
Language  Engish Miohbile Push Registations.  View
Dtegaiet Approver Dta.comn Use Type i
Manage:

Recehe Approval Roguest Emais

Apps Registratian: Opa-Time "
Austhenticator

App Registration: Sakaforce Authenlicator

Sacurlty Kay (UZF or Wabauthing

Lightning Legin

Accansibilty Mot [l Gnly)
Dy if | am a0 apprawer

Lot Lightring Pages Whils Scralling

Sund Apex Vinrnin g Ermails
Salesforce GRM Contant Lissr

Amcotvo Salksforea CRM Contant Email
Alarin
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Step 2: Enable Salesforce Knowledge, and activate Lightning Knowledge in Setup -
Knowledge settings.

i1 Setup Home  ObjsctManager

0, Guick Fnd

Setup Home
Sesvice Setup Assistant

Commerce Setup Assistant

Fiald Service Setup Home (Hata)

Hyperfarce ABsiEtaNt

Relaase Lipdates

Salestorce Mobile App

Lightning Usage

Optimizer

Ealos Cloud Everywhara

ADMINISTRATION
Users

» Data

» Emad

PLATFORM TOOLS
» Aops
< Fealure Sellings
+ Analytics
Approval Settinga
» Chatter

» Commerce

SETUP
Knowledge Settings

Knowledge Settings e e s Puge

Eail

1) Fyou are seting up Seimsioros Knowledge for e e Sme. revinw the setyp irormatice, Don show tis messas s

b ou must add Fusied sies 1o copy and pi nagas inlo the Lighising Exlice. &l CSP busted alep hote of Looens hiow o Felo.

Ganaral Ssitings
* bliow isars fa create and pdd articios Fam o Atticas tab {Clagsic Criy)
Acthata Vakdation Slatus el
" ikeow Lo w HTML N auice |Classic oriy)

Lightning Knawledge Settings

' Erasbla Lighining Knmslacge

‘Articis Summarins

Show arilcha summarios in aniche et vlews [Clarsic Oniyl
indomad Ao
Customar
Farinar

Fnowledge One

) Te s mare At Knowiaciga One, e the [urio teit]

¥ Highight refevart arbde st wiihin search st
" Aumoamolets sepword sesron
R T —

Sugrus rulsted sricies on cassy

Important: Once Lightning Knowledge is activated, it cannot be disabled. We strongly
recommend performing all testing in a sandbox environment before enabling it in production.

Step 3: Make sure Digital Experiences (Experience Cloud) are enabled in your org.
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Installation
To install AC Knowledge Management Enterprise, use the following AppExchange link:

4/ Install from AppExchange

Note Salesforce AppExchange does not support packaging Apex code that references Data
Categories directly. To enable Knowledge Category filtering, you must:

e Manually install an additional helper package
e Uncomment a specific block of code

Make sure you're using the latest version of the Knowledge Categories helper package:

Production environments: Install package
Sandbox environments: Install package

1. Install the Knowledge Categories Filter Package in both Production and Sandbox
environments.

2. In your Sandbox, open brkKnowledgeDataCategoryUtilHelper Apex Class via Developer
Console and uncomment the code by removing all /* and */ marks:

a. Open the Developer console.

. e @mar2aa @

51 Setu Home  Object Manager Satup Marw
HH P

- I'e! Setup
Q. Guick Find SN
Gk ¢E Service Setus
Setlup Hi
Mp e T - - |
] |

Sarvice Setup Assistant

Usar
Sales User

b. Goto File — Open.

@ ) Developer Console

]

25 prmdemoorg-dev-ed.my.salesforce.com/_ui/common/apex/debug/ApexCSIPage

File~ Edit~ Debug~ Testv Workspacev Helpvr < >

New b FeedItem@10:59 PM -

1By.FirstName, CreatedBy.LastName, Parentld, Parent.Name, Body,
ROM FeedTrackedChanges ORDER BY ID DESC) FROM FeedItem

OV MeastradDNata NCCT

e e TR ST+ |

c. In the new window, go to Classes, find brKknowledgeDataCategoryUtilHelper in the
list of entities, and double-click it.

Open CTRL+Q
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https://appexchange.salesforce.com/appxListingDetail?listingId=a0N3A00000F7LfAUAV
https://login.salesforce.com/packaging/installPackage.apexp?p0=04t0N00000172ZP
https://test.salesforce.com/packaging/installPackage.apexp?p0=04t0N00000172ZP
https://eu11.salesforce.com/01p0Y00000OfVZA

L ] L ] Developer Console
23 premdemoorg-dev-ed.my,.salesforce.com/_uifcommon/apex/debugfApexCSiPage
Fle= Edt» Debug+ Test- \Workspace= Help= =

% Feedltam@10:59 PM

Code Coverage: None = - AP Varsion: |42 |~ Go To

165 pairs.add(p);
Open -
(eynps  Jewe e |
Entity Type Mame MNamesp Mame Extent Direction
Classes ChangePasswordControlier = brknowledg...  ApexClass Referenced .,
Triggers brnowlecgeDataCategoryUtiCer = brknowledy..  ApexClass Referenced ...
Fages brinowledgeDataCategoryUtiCt Test = prknowledg...  ApexClass References
Fage Companents BrinowledgeDataCategonytiHelpar
Dbjects briinowledgeDataCategoryUitiHelperTest
Stalic Resources brknowledgeDataCategoryWrapper
Fackages ErnowletoeTestException
brknowiledgelitils
br¥nowledgelitiisTest

d. In the opened class, you will find a block of commented code. Uncomment it by
removing the /* and */ markers from the following lines: 15, 21, 35, 92, 131 and
174.

File= Edit= Debug~ Test~ Workspace> Helpr <

T

Code Coverage: Nope = | APl Version: 42 |w

f o

2 * Helper util class, must NOT be included intc manage package
* it isolates all calls to DataCategory API

A L

5 » global with sharing class brKnowledgeDataCategeryUtilHelper {

global static List<brKnowledgeDataCategorylirapper> getiAllCategories() {
8 List<brknowledgeDataCategorylrapper> items = new List<brknowledgeDataCategorykrapper:();

1e brknowledgeDataCategoryWrapper item;
List<DescribeDataCategoryGroupStructureResults categoryStructRes = Schema.describeDatalategoryGr

14 for (DescribeDataCategoryGroupStructureResult struct : categoryStructRes) {
15 DataCategory[] topCategories = struct.getTopCategories();

item = new brinowledgeDataCategoryWrapper();

18 item.name = struct,.getName();
19 item.label = struct.getlabel();
2e item.articleCount = 6;

21 item.child = getChildCategories(topCategeries[@], item.name);
2 item.selected = false;
23 item.opened = false;

e. Save your changes.

3. Deploy the following Apex classes to your Production environment using a Change Set:

brKnowledgeDataCategoryUtilHelper
brKnowledgeDataCategoryUtilHelperTest

See also: Deploy Change Sets from Sandbox to Production.
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https://help.salesforce.com/s/articleView?id=sf.changesets.htm

If you need to reinstall the Knowledge Categories package, you must first uninstall the
previous version from both Production and Sandbox environments. Then, repeat the
installation and configuration steps outlined above.

Please note It is not possible to install the new package if a version is already installed in your
organization.
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Configuration

Set Up Permissions

AC Knowledge Management Enterprise package comes with custom objects and fields, and for
the component to function correctly, you need to provide appropriate access to these objects
and their fields.

We recommend using the permission sets provided in a package:
AC Knowledge Admins for admins or moderators

AC Knowledge Community Users for community users

AC Knowledge Users for guest users

Important Please note that you need to add access to the following objects/fields/apex
manually for each permission set, due to Salesforce restrictions.

Knowledge object and its fields including the fields created manually by you
User feedback object and the new Article field

Apex class: brKnowledgeDataCategoryUtilCtrl

Standard Case object

Note Once you assign permission sets, please do not forget to provide access to standard
objects manually, as well as admin permissions.

Important We advise assigning two permission sets: one from the package and another
extended permission set with access to standard objects and fields.

Once the app is updated, permission sets in the package are automatically updated as well,
eliminating the need for manual access adjustments.

You can also set up permissions manually, as shown below.

Object Permissions and Field-level Security

Custom Objects and Fields

Give users access to the custom objects. The table contains access provided in the permission
sets.

Note Additionally to the custom objects, please do not forget to provide access to standard
objects and manually created fields.
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Objects and Fields

Knowledge Admin

Knowledge User

Knowledge Guest

Knowledge - - -
AC Knowledge Article Read, Create, Edit, Read, Create, Edit, -
Subscriptions Delete Delete
AC Knowledge Article Read Read Read
Subscription Name
Active Read, Edit Read, Edit -
Community Id Read, Edit Read, Edit -
Knowledge Article Id Read, Edit Read, Edit -
User Read, Edit Read, Edit -
Version Number Read, Edit Read, Edit -
Knowledge Categories | Read, Create, Edit, Read Read

Delete
Custom Label In Read, Edit Read Read
Navigation
Custom Landing Title Read, Edit Read Read
Group With Category Read, Edit Read Read
Iltem
Knowledge Category Read, Edit Read, Edit Read, Edit
Name
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Landing Content Read, Edit Read Read

Show Landing Page Read, Edit Read Read
User Feedback Read, Create, Edit, Read, Create, Edit, -
Delete Delete

Article Id Read, Edit Read, Edit -
Other Reason Read, Edit Read, Edit -
Reason Read, Edit Read, Edit -
User Read, Edit Read, Edit -
User Feedback Name Read Read Read
Case Deflection Read, Create, Edit, Read Read
Questions Delete

Case Deflection Read Read Read

Question Number

Question Read, Edit Read Read
Parent Question Read, Edit Read Read
Sort Order Read, Edit Read Read
Enable Case Create Read, Edit Read Read
Button

Message to show to Read, Edit Read Read
the user
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Test Picklist Read, Edit - -

Question Article Links | Read, Create, Edit, Read Read
Delete

Knowledge Article Id Read, Edit Read Read

Question Read, Edit Read Read

Question Article Link Read Read Read

Number

CD Statistic Visits Read, Create, Edit, Read, Create, Edit Read, Create
Delete

Article closed Read - -

Articles helped Read - -

Articles not helped Read - -

Articles viewed Read - -

Case form opened Read, Edit Read, Edit Read, Edit

Case form opened on Read, Edit Read, Edit Read, Edit

question

CD Statistic Visit Read Read Read

Number

Questions viewed Read - -

URL Read, Edit Read, Edit Read, Edit
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CD Statistic Questions

Read, Create, Edit,

Read, Create

Read, Create

Tracking Delete

CD Statistic Question Read Read Read
Tracking Number

Question Read, Edit Read, Edit Read, Edit
Visit Read, Edit Read, Edit Read, Edit

CD Statistic Articles

Read, Create, Edit,

Read, Create, Edit

Read, Create

Tracking Delete
Article Title Read, Edit Read, Edit Read, Edit
CD Statistic Article Read Read Read
Tracking Number
Knowledge Article Id Read, Edit Read, Edit Read, Edit
Outcome Read, Edit Read, Edit Read, Edit
Visit Read, Edit Read, Edit Read, Edit
LLM Knowledge Export | Read, Create, Edit, Read, Create, Edit, Read
Links Delete,View All Delete

Records, Modify All

Records
Status Read, Edit Read, Edit Read
File Id Read Read Read
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Combined Group & Read, Edit Read, Edit Read, Edit
Category Name
LLM Knowledge Export | Read, Edit Read, Edit Read, Edit
LLM Mapping Read, Edit Read, Edit Read
Vector Store ID Read, Edit Read, Edit Read, Edit
LLM Mappings Read, Create, Edit, Read -
Delete, View All
Records
Combined Group & Read Read -
Category Name
Data Category Group Read, Edit Read -
Name
Data Category Name Read, Edit Read -
LLM Vector Storage Read, Edit Read, Edit Read, Edit
LLM Logs Read, Create, Edit, Read, Create Read, Create
Delete, View All
Records
Exception Message Read, Edit Read, Edit Read, Edit
Request Data Read, Edit Read, Edit Read, Edit
Response Data Read, Edit Read, Edit Read, Edit
Type Read, Edit Read, Edit Read, Edit
18
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Sent via Email Read, Edit Read, Edit Read, Edit
User Read, Edit Read, Edit Read, Edit
LLM Conversation Read, Create, Edit, Read Read
Settings Delete, View All

Records, Modify All

Records
Custom Parameters Read, Edit Read Read
(JSON)
Enable Custom Read, Edit Read Read
Parameters
Instruction Read, Edit Read Read
Model Read, Edit Read Read
Output Verbosity Read, Edit Read Read
Reasoning Effort Read, Edit Read Read
Temperature Read, Edit Read Read

LLM Messages

Read, Create, Edit,
Delete, View All
Records, Modify All

Read, Create

Read, Create

Records
LLM Conversation Read, Edit Read, Edit Read, Edit
Message Read, Edit Read, Edit Read, Edit
19
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LLM Conversation Ext

ID

Read, Edit

Read, Edit

Read, Edit

LLM Conversations

Read, Create, Edit,

Read, Create, Edit

Read, Create

Delete
Conversation Id Read, Edit Read, Edit Read, Edit
SessionlID Read, Edit Read, Edit Read, Edit
Conversation Id Read, Edit Read, Edit Read, Edit

LLM Conversation

Read, Create, Edit,

Read, Create, Edit

Read, Create

Feedbacks Delete
LLM Conversation Read, Edit Read, Edit Read, Edit
Feedback Read, Edit Read, Edit Read, Edit
Rating Read, Edit Read, Edit Read, Edit
LLM Vector Storages Read, Create, Edit, Read Read

Delete, View All

Records, Modify All

Records
Vector Storage Name Read, Edit Read, Edit Read, Edit
Vector Storage Id Read, Edit Read Read
Last Sync Run Read, Edit Read Read
(acknowltng__Last_Syn
c_Run__c)
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Last Sync Run

(acknowltng__Last_Syn

c_Run_ReadOnly__c)

Read

Read

Read

Sync Finished

(acknowltng__Sync_Fin

ished__c)

Read, Edit

Read

Read

Sync Finished

(acknowltng__Sync_Fin

ished_ReadOnly__c)

Read

Read

Read

LLM Conversation

Read, Create, Edit,

Read, Create, Edit,

Read, Create

Cases Delete, View All Delete

Records, Modify All

Records
Case Read, Edit Read, Edit Read, Edit
Case Title Read Read Read
CaseRecordld Read, Edit Read, Edit Read, Edit
LLM Conversation Read, Edit Read, Edit Read, Edit
LLM Knowledge Read, Create, Edit, Read, Create, Edit, Read
Exports Delete, View All Delete

Records, Modify All

Records
File Id Read, Edit Read, Edit Read
File Id Key Read, Edit Read, Edit Read
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Number of Links Read Read Read
Parent Knowledge Read, Edit Read, Edit Read
Article ID

Parent Last Published Read, Edit Read, Edit Read
Date

Parent Title Read, Edit Read, Edit Read
Status Read, Edit Read, Edit Read
Vector Store Id Read, Edit Read, Edit Read
Parent Id Read, Edit Read, Edit Read
Parent Record Id Read, Edit Read, Edit Read
Retry Number Read, Edit Read, Edit Read
Parent Knowledge Read, Edit Read, Edit Read
Export

Type Read Read Read

Standard Objects and Fields | Manually Created Fields

Give users access to the standard objects manually. The table contains access that was not
provided in the permission sets due to Salesforce restrictions.

Additionally, the table includes access details for fields that you need to create manually.

Objects and Fields Knowledge Admin Knowledge User Knowledge Guest
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Cases Read, Create, Edit, Read, Create Read, Create
Delete
Knowledge Read, Create, Edit, Read, Create Read
Delete
Article Body (manually | Read, Edit Read, Edit Read
created; or replace with
your knowledge article
fields)
Enable Collapsable Read, Edit Read Read
Sections (manually
created)
Navigation Title Read, Edit Read Read
(manually created)
Section Anchors Read, Edit Read Read
(manually created)
Sort Order in Category Read, Edit Read Read
(manually created)
Visible in Navigation Read, Edit Read Read
(manually created)
Upload to LLM Read, Edit - -
(manually created)
User Feedback - - -
Article Read, Edit Read, Edit -
23
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AC Knowledge Article | - - _

Subscriptions

Article Read, Edit Read, Edit -

Question Article Links - - _

Article Read, Edit Read Read
User External - Read Read
Credentials

Apex Classes Access
The list contains access provided in the permission sets.

To set Apex class security manually, in the Apex Class Access page or related list, click Edit.

Select the Apex classes that you want to enable from the Available Apex Classes list and click
Add.

e Provide access for admin users to the following Apex Classes:

brknowledgeDataCategoryUtilCtrl (added manually)
acknowltng.acArticleDetailFormCitrl
acknowltng.acCreateArticleContainerCitrl
acknowltng.acCreateArticleCtrl
acknowltng.acFollowArticleChildCtrl
acknowltng.acFollowArticleCtrl
acknowltng.acFollowArticleListCtrl
acknowltng.acKnowledgeCustomFiltersController
acknowltng.acknowledgeSettingsCtrl
acknowltng.acStatisticsCtrl
acknowltng.acStatisticsService
acknowltng.ArticleDeletionFromOpenAlQueueable
acknowltng.ArticleDeletionFromOpenAlService
acknowltng.ArticleLinkedToOpenAlQueueableTest
acknowltng.ArticleLinkedToOpenAlStorageQueueable
acknowltng.ArticleLinkerToPlatformOpenAlService
acknowltng.ArticleLinkWrapper
acknowltng.ArticlesFactory
acknowltng.ArticleUploaderToOpenAlQueueableTest
acknowltng.ArticleUploaderToOpenAlSchedulerTest
acknowltng.ArticleUploaderToOpenAlServiceTest
acknowltng.ArticleUploaderToPlatformOpenAlQueueable
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acknowltng.ArticleUploaderToPlatformOpenAlScheduler
acknowltng.ArticleUploaderToPlatformOpenAlService
acknowltng.AsyncApexJobSelector
acknowltng.AttachmnetsUtils
acknowltng.AttachmnetsUtilsTest
acknowltng.BatchUtils
acknowltng.brCategoryController
acknowltng.brCategoryLandingCtrl
acknowltng.CaseDeflectionArticlelnternalCtrl
acknowltng.CaseDeflectionQuestionCitrl
acknowltng.CleanupOpenAlPlatformHelper
acknowltng.CleanupOpenAlPlatformHelperTest
acknowltng.CleanupOpenAlPlatformQueueable
acknowltng.CleanupOpenAlPlatformQueueableTest
acknowltng.ClearKnowledgeExportBatch
acknowltng.ClearKnowledgeExportBatchTest
acknowltng.ContentDocumentLinkSelector
acknowltng.ContentDocumentLinkSelectorTest
acknowltng.ContentDocumentLinkTriggerHandler
acknowltng.ContentVersionSelector
acknowltng.ContractViolationException
acknowltng.CreateKnowledgeExportRecordsQueueable
acknowltng.CronTriggerSelector
acknowltng.DataConvertExtendUtils
acknowltng.DataConvertUtils
acknowltng.DeleteArticleFromPlatformOpenAiScheduler
acknowltng.DMLBYyldsService
acknowltng.DMLFIsUtils
acknowltng.DMLProcessResultsUtils
acknowltng.DMLService
acknowltng.DMLServiceException
acknowltng.DMLUtils
acknowltng.FieldMappingService
acknowltng.HTTPMockFactory
acknowltng.HttpRequestException
acknowltng.lArticleDeletionFromOpenAlService
acknowltng.lArticleLinkerToPlatformOpenAlService
acknowltng.lArticleUploaderToPlatformOpenAlService
acknowltng.IContentDocumentLinkSelector
acknowltng.IFieldMappingService
acknowltng.IFieldMappingServiceMock
acknowltng.lIKnowledgeArticleSelector
acknowltng.lIKnowledgeArticleSelectorMock
acknowltng.IKnowledgeExportSelector
acknowltng.IKnowledgeExportService
acknowltng.ILLMMappingSelector
acknowltng.ILLMMappingService
acknowltng.ILLMVectorStorageSelector
acknowltng.IPlatformOpenAlApiService

25

Advanced Communities Ltd. registered in England and Wales (No. 6659236) VAT No. 115662818
We Work 30 Churchill Place, Canary Wharf, London E14 5RE United Kingdom
We Work SOMA, 156 2nd Street, San Francisco, CA 94105 USA
sales@advancedcommunities.com +44 20 30510075



acknowltng.IPlatformOpenAlApiServiceMock
acknowltng.IPlatformOpenAlAssistantSelector
acknowltng.IPlatformOpenAlChatApiService
acknowltng.IPlatformOpenAlConversationSelector
acknowltng.IPlatformOpenAlReadFilesApiService
acknowltng.IPlatformOpenAlService
acknowltng.JobManagerController
acknowltng.JobManagerControllerUtils
acknowltng.JobManagerSettingsSelector
acknowltng.KnowledgeAdvancedNavigationCtrl
acknowltng.KnowledgeArticleAdditionallnfoCtrl
acknowltng.KnowledgeArticleBodyCtrl
acknowltng.KnowledgeArticleltemController
acknowltng.KnowledgeArticleListController
acknowltng.KnowledgeArticleSelector
acknowltng.KnowledgeArticleVotingController
acknowltng.KnowledgeArticleWrapper
acknowltng.KnowledgeBreadcrumbsCitrl
acknowltng.KnowledgeChatterFilesCtrl
acknowltng.KnowledgeController
acknowltng.KnowledgeExportReadyToDeleteBatch
acknowltng.KnowledgeExportSelector
acknowltng.KnowledgeExportSelectorTest
acknowltng.KnowledgeExportService
acknowltng.KnowledgeHelper
acknowltng.KnowledgelnstallHandler
acknowltng.KnowledgeSettingsCtrl
acknowltng.KnowledgeSidebarController
acknowltng.LLMLogSendBatch
acknowltng.LLMLogSendBatchTest
acknowltng.LLMLogsSelector
acknowltng.LLMLogsSendAndDeleteScheduler
acknowltng.LLMLogsSendAndDeleteSchedulerTest
acknowltng.LLMMappingContainerController
acknowltng.LLMMappingManagementController
acknowltng.LLMMappingSelector
acknowltng.LLMMappingService
acknowltng.LLMProcessingUtils
acknowltng.LLMTestDataFactory
acknowltng.LLMVectorStorageController
acknowltng.LLMVectorStoragePicklist
acknowltng.LLMVectorStorageSelector
acknowltng.LogService
acknowltng.MockKnowledgeExportSelector
acknowltng.PermissionSetAssignmentSelector
acknowltng.PlatformOpenAlApiService
acknowltng.PlatformOpenAlApiServiceTest
acknowltng.PlatformOpenAlAssistantPicklist
acknowltng.PlatformOpenAlAssistantSelector
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acknowltng.PlatformOpenAlAssistantSelectorTest
acknowltng.PlatformOpenAlChatApiService
acknowltng.PlatformOpenAlChatUtils
acknowltng.PlatformOpenAlController
acknowltng.PlatformOpenAlControllerTest
acknowltng.PlatformOpenAlConversationHelper
acknowltng.PlatformOpenAlConversationSelector
acknowltng.PlatformOpenAlConversationService
acknowltng.PlatformOpenAlLogEventTriggerHandler
acknowltng.PlatformOpenAlReadFilesApiService
acknowltng.PlatformOpenAlReadFilesApiServiceTest
acknowltng.PlatformOpenAlService
acknowltng.PlatformOpenAlServiceTest
acknowltng.PlatformOpenAlUtils
acknowltng.PlatformOpenAlUtilsTest
acknowltng.QuestionArticleLinkTriggerHandler
acknowltng.RepublishingArticlesBatch
acknowltng.RepublishingArticlesBatchTest
acknowltng.RetryKnowledgeExportBatch
acknowltng.RetryKnowledgeExportBatchTest
acknowltng.ValidateLImSettingsController

e Provide access for external users to the following Apex Classes:

brknowledgeDataCategoryUtilCtrl (added manually)
acknowltng.acArticleDetailFormCitrl
acknowltng.acCreateArticleContainerCitrl
acknowltng.acCreateArticleCtrl
acknowltng.acFollowArticleChildCtrl
acknowltng.acFollowArticleCtrl
acknowltng.acFollowArticleListCtrl
acknowltng.acKnowledgeCustomFiltersController
acknowltng.acStatisticsCtrl
acknowltng.acStatisticsService
acknowltng.AsyncApexJobSelector
acknowltng.AttachmnetsUtils
acknowltng.BatchUtils
acknowltng.brCategoryController
acknowltng.brCategoryLandingCtrl
acknowltng.CaseDeflectionQuestionCitrl
acknowltng.ContentDocumentLinkSelector
acknowltng.ContentDocumentLinkTriggerHandler
acknowltng.ContentDocumentLinkTriggerHandlerTest
acknowltng.ContentVersionSelector
acknowltng.DataConvertExtendUtils
acknowltng.DataConvertUtils
acknowltng.DMLBYyldsService
acknowltng.DMLFIsUtils
acknowltng.DMLProcessResultsUtils
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acknowltng.DMLService
acknowltng.DMLServiceException
acknowltng.DMLUtils
acknowltng.FieldMappingService
acknowltng.HttpRequestException
acknowltng.lArticleDeletionFromOpenAlService
acknowltng.lArticleLinkerToPlatformOpenAlService
acknowltng.lArticleUploaderToPlatformOpenAlService
acknowltng.IContentDocumentLinkSelector
acknowltng.IFieldMappingService
acknowltng.IFieldMappingServiceMock
acknowltng.lKnowledgeArticleSelector
acknowltng.lIKnowledgeArticleSelectorMock
acknowltng.lKnowledgeExportSelector
acknowltng.IKnowledgeExportService
acknowltng.ILLMMappingSelector
acknowltng.ILLMMappingService
acknowltng.ILLMVectorStorageSelector
acknowltng.IPlatformOpenAlApiService
acknowltng.IPlatformOpenAlApiServiceMock
acknowltng.IPlatformOpenAlAssistantSelector
acknowltng.IPlatformOpenAlChatApiService
acknowltng.IPlatformOpenAlConversationSelector
acknowltng.IPlatformOpenAlReadFilesApiService
acknowltng.IPlatformOpenAlService
acknowltng.JobManagerController
acknowltng.JobManagerControllerUtils
acknowltng.JobManagerSettingsSelector
acknowltng.KnowledgeAdvancedNavigationCtrl
acknowltng.KnowledgeArticleAdditionallnfoCtrl
acknowltng.KnowledgeArticleBodyCitrl
acknowltng.KnowledgeArticleltemController
acknowltng.KnowledgeArticleListController
acknowltng.KnowledgeArticleSelector
acknowltng.KnowledgeArticleVotingController
acknowltng.KnowledgeArticleWrapper
acknowltng.KnowledgeBreadcrumbsCitrl
acknowltng.KnowledgeChatterFilesCtrl
acknowltng.KnowledgeExportSelector
acknowltng.KnowledgeSettingsCtrl
acknowltng.KnowledgeSidebarController
acknowltng.LLMLogsSelector
acknowltng.LLMMappingSelector
acknowltng.LLMMappingService
acknowltng.LLMProcessingUtils
acknowltng.LLMVectorStorageController
acknowltng.LLMVectorStoragePicklist
acknowltng.LLMVectorStorageSelector
acknowltng.LogService
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acknowltng.PermissionSetAssignmentSelector
acknowltng.PlatformOpenAlApiService
acknowltng.PlatformOpenAlAssistantPicklist
acknowltng.PlatformOpenAlAssistantSelector
acknowltng.PlatformOpenAlChatApiService
acknowltng.PlatformOpenAlChatUtils
acknowltng.PlatformOpenAlController
acknowltng.PlatformOpenAlConversationService
acknowltng.PlatformOpenAlConversationHelper
acknowltng.PlatformOpenAlLogEventTriggerHandler
acknowltng.PlatformOpenAlReadFilesApiService
acknowltng.PlatformOpenAlService
acknowltng.PlatformOpenAlUtils
acknowltng.QuestionArticleLinkTriggerHandler

e Provide access for guest users to the following Apex Classes:

brknowledgeDataCategoryUtilCtrl (added manually)
acknowltng.acCreateArticleCtrl
acknowltng.acFollowArticleChildCtrl
acknowltng.acFollowArticleCtrl
acknowltng.acFollowArticleListCtrl
acknowltng.acKnowledgeCustomFiltersController
acknowltng.acStatisticsCtrl
acknowltng.acStatisticsService
acknowltng.AttachmnetsUtils
acknowltng.brCategoryController
acknowltng.brCategoryLandingCtrl
acknowltng.CaseDeflectionQuestionCirl
acknowltng.ContentDocumentLinkSelector
acknowltng.ContentDocumentLinkTriggerHandler
acknowltng.ContentVersionSelector
acknowltng.DataConvertExtendUtils
acknowltng.DataConvertUtils
acknowltng.DMLBYyldsService
acknowltng.DMLFIsUtils
acknowltng.DMLProcessResultsUtils
acknowltng.DMLService
acknowltng.DMLServiceException
acknowltng.DMLUtils
acknowltng.FieldMappingService
acknowltng.HttpRequestException
acknowltng.lArticleDeletionFromOpenAlService
acknowltng.lArticleLinkerToPlatformOpenAlService
acknowltng.lArticleUploaderToPlatformOpenAlService
acknowltng.IContentDocumentLinkSelector
acknowltng.IFieldMappingService
acknowltng.IFieldMappingServiceMock
acknowltng.IKnowledgeArticleSelector
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acknowltng.lIKnowledgeArticleSelectorMock
acknowltng.lKnowledgeExportSelector
acknowltng.IKnowledgeExportService
acknowltng.ILLMMappingSelector
acknowltng.ILLMMappingService
acknowltng.ILLMVectorStorageSelector
acknowltng.IPlatformOpenAlApiService
acknowltng.IPlatformOpenAlApiServiceMock
acknowltng.IPlatformOpenAlAssistantSelector
acknowltng.IPlatformOpenAlChatApiService
acknowltng.IPlatformOpenAlConversationSelector
acknowltng.IPlatformOpenAlService
acknowltng.KnowledgeAdvancedNavigationCtrl
acknowltng.KnowledgeArticleAdditionallnfoCtrl
acknowltng.KnowledgeArticleBodyCitrl
acknowltng.KnowledgeArticleltemController
acknowltng.KnowledgeArticleListController
acknowltng.KnowledgeArticleSelector
acknowltng.KnowledgeBreadcrumbsCitrl
acknowltng.KnowledgeChatterFilesCtrl
acknowltng.KnowledgeExportSelector
acknowltng.KnowledgeSettingsCtrl
acknowltng.KnowledgeSidebarController
acknowltng.LLMLogsSelector
acknowltng.LLMMappingSelector
acknowltng.LLMMappingService
acknowltng.LLMProcessingUtils
acknowltng.LLMVectorStoragePicklist
acknowltng.LLMVectorStorageSelector
acknowltng.LogService
acknowltng.PermissionSetAssignmentSelector
acknowltng.PlatformOpenAlApiService
acknowltng.PlatformOpenAlAssistantPicklist
acknowltng.PlatformOpenAlAssistantSelector
acknowltng.PlatformOpenAlChatApiService
acknowltng.PlatformOpenAlChatUtils
acknowltng.PlatformOpenAlChatUtilsHelper
acknowltng.PlatformOpenAlController
acknowltng.PlatformOpenAlConversationService
acknowltng.PlatformOpenAlLogEventTriggerHandler
acknowltng.PlatformOpenAlReadFilesApiService
acknowltng.PlatformOpenAlService
acknowltng.PlatformOpenAlUtils
acknowltng.QuestionArticleLinkTriggerHandler

Flow Access

The list contains access provided in the permission sets.
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To set Flow access manually, go to Setup - Permission set and select a profile.
In the Flow Access page or related list, click Edit.
Select the flows that you want to enable from the Available Flows list and click Add.
For admin users:
e AC Create Case From Al Chat - Default On
For external or guest users:
e AC Create Case From Al Chat - Default On

Assigned Apps

Admins: AC Knowledge Classic - visible
Admins: AC Knowledge Lightning - visible

Tab settings

Admins:

Knowledge (add manually to the AC Knowledge app!) - Default On
Knowledge Settings - Default On

Knowledge Categories - Default On

AC Knowledge Article Subscriptions - Default On

Case Deflection Questions - Default On

Questions Article Links - Default On

CD Statistics Visits - Default On

CD Statistics Questions Tracking - Default On

CD Statistics Articles Tracking - Default On
LLM Conversation Settings - Default On
LLM Knowledge Exports - Default On

LLM Conversations - Default On

LLM Message - Default On

LLM Knowledge Export Links - Default On
LLM Logs - Default On

LLM Vector Storages - Default On

Jobs Manager - Default On

Sharing Settings

Organization-Wide Defaults (Default External Access):

Knowledge — Read Only

AC Knowledge Article Subscription — Private
Case Deflection Question — Public Read Only
CD Statistic Visit — Private
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Knowledge Category — Public Read Only
Question Article Link — Public Read Only

LLM Assistant Setting - Public Read Only

LLM Conversation - Public Read Only

LLM Conversation Case - Public Read Only

LLM Conversation Feedback - Public Read/Write
LLM Knowledge Export - Public Read Only

LLM Knowledge Export Link - Controlled by Parent
LLM Log - Public Read/Write

LLM Mapping - Controlled by Parent

LLM Message - Private

LLM Vector Storage - Public Read Only

Custom Setting Definitions

Enabled by default AC Admin, Community, and Guest permission sets.

AC Lightning Knowledge uses Custom Setting Definitions. To make this data visible for admins,
community users and guest users, provide them with read access to the following custom
settings:

AC Knowledge Settings
Only users with Customize Application permission can provide access to custom settings.
To grant a specific profile or permission set read access to custom settings:

1. Search for Profiles or Permission Sets from Setup, then click the name of the profile or
permission set.

2. Click the Custom Setting Definitions permission.

3. Click “Edit”, add the custom setting to the Enabled Custom Setting Definitions list, then
click “Save”.
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SETUR
Profiles

Profile

Customer Community Plus User

Q, Find Seffings.. * | | jCInne: ;Edit Properties:

Profile Overview = Custom Sefting Definitions | »

Custom Setting Definitions Save | |Cancel
Available Custom Setting Definitions Enabled Custom Setting Definitions
|acbib Blog Settings =] acknowling AC Knowledge Setfings =

acideas |deas Commuon Settings
|acideas.ldeas Zone Settings

|bre BrEvents Settings

|brgdpr. GOPR Settings

|brgdpr Legal document settings Add

|brgdpr.MC Settings LLJ
brgdpr.5F-MC Fields mapping [ 4]
|gallerydev Gallery Settings Remove

|partdir_mp.Partner Details Setting

Org Settings

For the custom components to function correctly, please make sure to enable the “Use
Lightning Web Security for Lightning web components and Aura web components” checkbox in
Setup — Session Settings — Lightning Web Security.

Guest User Access

To improve data security for orgs with guest users, Salesforce enabled the “Secure Guest User
Record Access” setting (Setup - Sharing Settings - Other Settings). Default value - On.
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Other Settings

Manager Groups la

Uze perzon role for first user i
in community account )
Grant community users Vil
access to related cases
Secure guest user record ¥l
ACCEsS 4

1. To configure Guest User access to Case Deflection records, create Sharing Rules (Setup -
Sharing Settings) for the following objects:

e Case Deflection Question
e (D Statistic Visit
e Question Article Link

Step 1: Rule Name

Label || Guest User Access |

Rule Name ||Guest_User_Access |i

Description ‘

Step 2: Select your rule type

Rule Type ¢y Based on record owner () Based on criteria @ Guest user access, based on criteria

Step 3: Select which records to be shared

T By meodifying the default seftings in accordance with these criteria, you are allowing immediate and unlimited
credentials. To secure your community for guest users, consider all the use cases and implications and imple:
[%  of your data to unauthenficated users related to this change from default settings.

Criteria Field Operator Value
| Owner ID v| [notequalte | [0054H000005eDcn | AT
[-None— ~| [-None- v | &=
[--None-- ~| [~None— v | AND
[--None-- ~ | [~None-— v | AT
|--None-- v| |--None-- v| | |

Add Filter Logic...

Step 4: Select the users to share with

Sharewith I AC Support Site Guest User -

Step 5: Select the level of access for the users

Access Level I Read Only v

Save Cancel
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If you need to share all records, you can set the criteria where the records’ Owner ID is not equal
to some inactive or guest user ID.

2. CD Statistic Visit is a master record for the following objects’ records:

e CD Statistic Article Tracking
e CD Statistic Question Tracking

Select the minimum access level (Read Only - the max level of access for guest users) required
on the Master record to create, edit, or delete related Detail records.

Go to Setup - Object Manager - CD Statistic Article Tracking/CD Statistic Question Tracking -
Fields & Relationships - edit the “Visit” field - select “Read Only: Allows users with at least Read
access to the Master record to create, edit, or delete related Detail records” option - click Save.

7 SETUP > OBJECT MANAGER
e CD Statistic Question Tracking

Details Custom Field Definition Edit Save | |Cancel

I Fields & Relationships Fleld Information 1
Fleld Label izt Data Type Masier-Detall

Page Layouts Jvisit

Ficld Name [Vlhl

Lightning Record Pages MNamespace Prefix  acknowltng

Description
Buttons, Links, and Actions
e
Compact Layouts Help Text || i
Field Sets
Data Owner |USE|' V|| |C£I
Object Limits it |-None———v|
Record Types Data Sensitivity Level |-Nor‘|e—-7v|
Compliance Categorization -

Related Lookup Fliters Available Chosen

Pl L]

= )

Search Layouts HIPAA

GDPR 4]

- Ty = PCI -
Search Layouts for Salesforce
Classic
Master-Detail Options
Triggers
g Related To  CD Statistic Visit Child Relationship Name |r_’;|’]5;i.:.'ic.ii(-('Ju.:g:tZr.ncTrars'in

Validation Rules Relatec ListLabel | £ Statistic Questions Track

Sharing Setting Select the minimum access level required on the Master record to create, edit or delete related Detail records:
(_i‘ Read Only: Allows users with af least Read access to the Master record to create. edit or delete related Defail records

() Read'Write: Allows users with at least Read/Write acceas to the Master record to create, edit, or delete related Detail records

Allow reparenting Child records can be reparented to other parent records after they are created

3. To configure guest user access to your knowledge categories in Advanced Navigation,
create a sharing rule (Setup - Sharing Settings) for the Knowledge Category object:

4. To configure guest user access to your knowledge articles, create a sharing rule (Setup
- Sharing Settings) for the Knowledge object. Set the rule criteria as: Owner # Null
(Owner is not equal to blank).
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5. To configure guest user access for your LLM Integration (if you choose to use this
feature), follow the steps outlined in the Guest User Access for Chat.

Page Layout Assignments
The following page layouts are automatically assigned to admin users during app installation.

If needed, you can manually assign these layouts to other profiles—see the instructions below
for guidance.

Object: LLM Conversation
Assign the “Platform OpenAl Conversation Layout” page layout to the needed profiles (System

Admin) through Setup - Object Manager - LLM Conversation - Page Layout - Page Layout
Assignment.

LLM Conversation Detail y
[Edit| Delsts| Clone Change Owner| | Change Record Typs Printable View | Sharing| Sharing Hierarchy  Edit Labals

| Conversation Number GEN-2004-001234

* @ Conversation Sample Text
Setting Id

#* ® Conversationld Sample Text

| Created By ~ Sample Text
=l Last Modified By — Sample Text

Related Lists

Y
LLM Conversation Feedbacks Now | Changs Cwner
Name Rating Feedback Created By
Sample Text &1 Sample Taxt Sarah Sample
ALY
LLM M ges (LLM Conv ion)
Name Created By Created Date = Message
Sample Text Sarah Sample 1111472025, 12:37 AM Sample Text
LAY
LLM Conversation Cases
Case Case Title Created By Created Date ¥
GEN-2004-001234 Sample Text Sarah Sample 111412025, 12:37 AM

Object: LLM Conversation Setting
Assign the “Platform OpenAl Assistant Layout” page layout to the needed profiles (System

Admin) through Setup - Object Manager - LLM Conversation Setting - Page Layout - Page Layout
Assignment.
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LLM Conversation Setting Detail

o on odii only)

Sfandard Butior
(Edit| Delete| Clone Change Owner| Change Record Type Printable View  Sharing Sharing Hierarchy Edit Labels

* @ conversation Sample Text Temperature 0,60
Setting Name
* Modsl Sample Text % LY Reasoning Effort  Sample Text
Output Verbosity  Sample Text
Remove
! Instruction
Instruction  Sample Text
ii Extended Params
Enable Custom
Parameters
Custom Parameters  Sample Text
(J5ON)
| System Information
| Croated By Sample Text &) LastModified By ~ Sample Text
Owner  Sample Text
Custom Links (Header visible on edit only)

Object: LLM Knowledge Export
Assign the “Knowledge Export Layout” page layout to the needed profiles (System Admin)

through Setup - Object Manager - LLM Knowledge Export - Page Layout - Page Layout

Assignment.

LLM Knowledge Export Detail

Edit| Delete Clone| Change Owner |Change Record Type | Printable View  Sharing  Sharing Hierarchy | | Edit Labals

information (Header visible on edit only)
L) Knowledge Export  GEN-2004-001234 Parent Knowledge Export  Sample Text
Number
Status  Sample Text L) Type  Sample Text
Vector Store ld  Sample Taxt * Paront Record Id  Sampie Text
51 Mumber of Links 25484 Parent Tide  Sample Text
Fileld Sample Text Parent Knowledge Article  Sample Text
i}
Retry Number 40,037 Parent Last Published  11/14/2025, 12:42 AM
Data
Owner  Sample Text
Infarmation (Header vislble on adit only)
2 created By  Sample Text 2 Last Modified By  Sample Text
om Link .| odfit I
Related Lists
=
Files
This list is not customizabie
o9
LLM Knowledge Export Links
Knowladge Export Link Number Status Combined Group &amp; Category Name Vector Store 1D
Sample Text Sarmple Text Sample Text Sample Text
X
LLM Knowledge Exports
Knowledge Export Number Type Status
Sample Text Sample Text Sample Text
LY
Related Content
Title Crested Date Last Modified Date
Sample Text 11/14/2025, 1242 AM 111412025, 12:42 AM

Object: LLM Knowledge Export Link
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Assign the “Knowledge Export Data Category Link Layout” page layout to the needed profiles
(System Admin) through Setup - Object Manager - LLM Knowledge Export Link - Page Layout -
Page Layout Assignment.

LLM Knowledge Export Link Detail d B
Edit| Delete Clone | Change Owner Change Record Type Printable View | Edit Labeis

©) Knowledge Expert  GEN-2004.001234 # @ Combined Group  Sample Text

Link Number & Category Name
% @ LLM Knowledge  Sample Texi #* ® VectorSterelDd  Sample Text

Export
LLM Mapping  Sample Text
Status  Sample Text
J Fileld Sample Text

| Croated By Sample Text Last Modified By ~ Sample Text

._5 AC Knowledge Man... Home  Knowledge v Knowledge Settings  Knowledge Categories ~  AC Knowledge Article Subscr,. w  Case Deflection Questions ~  Jobs Manager  More w Vs

Jobs Manager

Scheduler  Quoueable  Batch

Select Scheduler Job

Action  Jab Mame Submitted By Submitted Started Mext Scheduled Run Type Cron Trigger ID
1 Dol ArticleUploaderTollLM Jun18, 2025, 14:39:53 Jun 18, 2026, 14:39:53  Jun 26, 2025, 17:05:00  WAITING (BeakiD000LHMaAAD

ArticleDeleterFromLLM Jun 18 2025, 18:39:53  Jun 18, 2025, 14:3%53  Jun 27, 2025, 12:00:00  WAITING (1BeakiD000LHATRAAD

The Jobs Manager is a centralized control panel that allows administrators to configure and
manage background automation jobs across AC Knowledge Enterprise. It is divided into three
functional sub-tabs:

Scheduler - for configuring scheduled (CRON-based) jobs.
Queueable - for tracking or debugging queueable classes triggered by automation logic.
Batch — for monitoring or managing batch jobs, typically triggered behind the scenes.

These jobs are essential for features such as reputation scoring, subscription update delivery,
and LLM integration (e.qg., article uploads, deletions, log syncing, and index maintenance).

Scheduler Tab

The Scheduler sub-tab allows administrators to create, modify, or remove scheduled jobs that
run at specific time intervals using CRON expressions. These jobs power the platform'’s
automated behavior — such as syncing knowledge articles with the LLM platform or sending
update notifications to subscribers.
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Below is a list of available scheduler jobs and their configurations:

Reputation Points Update

1. Not enabled by default. Must be scheduled manually.

If your organization uses reputation tracking for articles, schedule this job to automatically
update article reputation scores based on user interactions.

Steps to Schedule:

Schedule Job

Job Name

‘ Reputation Points Update ‘

CRON Expression

‘ 000**? ‘
Class Name

acReputationPointsUpdateScheduler

Go to Jobs Manager — Scheduler tab
Select Reputation Points Update
Click Run
In the popup:
o Edit the job name if desired
o Enter CRON expression (e.g., 0 0 0 * * ? for daily at midnight)
*0 0 0 = seconds, minutes, hours
5. Click Run

Sl

You may schedule this job multiple times with different CRON settings.

Subscription Mailing and Updates

I\ Not enabled by default. Must be scheduled manually.

This job automatically sends update notifications to article subscribers when content is
modified.

Steps to Schedule:

1. Go to Jobs Manager — Scheduler tab
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2. Select Subscription Mailing and Updates
3. Click Run
4. Inthe popup:
o Edit the job name if needed
o Enter CRON expression (e.g.,00 0 * * ?)
*0 0 0 = seconds, minutes, hours
5. Click Run
Schedule Job
Job Name

‘ Reputation Points Update ‘

CRON Expression

‘ 000**? ‘
Class Name

acReputationPointsUpdateScheduler

Notifications will only be sent if the job is actively scheduled.

ArticleUploaderToLLM

1. Not enabled by default. Must be scheduled manually.

The job is a scheduled task that runs to process articles flagged for upload to the LLM platform.
It prepares these articles for linking with the default LLM vector storage and ensures they are
correctly mapped.

This job should run at least once per hour to ensure that newly published articles are
continuously processed and uploaded for indexing in the LLM vector storage.

If you need the job to run more frequently, or if you want to delete the existing one and schedule
it at a custom time, you can do so through the Jobs Manager.

Recommended frequency: At least once per hour.
Steps to Schedule:

1. Go to Jobs Manager — Scheduler tab
2. Select ArticleUploaderToLLM

3. Click Run

4. Inthe popup:
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o Confirm/edit the job name
o Use CRON expression: 0 5***?
5. Click Run

Queue Execution Order:

® (CreateKnowledgeExportRecordsQueueable: Creates Knowledge Export Records for
preparing articles to be uploaded to LLM.

® ArticleUploaderToPlatformOpenAlQueueable: Uploads articles to the LLM platform and
links them to the default LLM vector storage.

® ArticleLinkedToOpenAlStrorageQueueable: Links the uploaded articles to mapped vector
storages.

ArticleDeleterFromLLM

1. Not enabled by default. Must be scheduled manually.

This job manages the removal of articles marked for deletion from the LLM platform and all
linked vector storages. It ensures timely cleanup and helps maintain accurate, relevant data
within your Al integration.

If you need the job to run more frequently, or if you want to delete the existing one and schedule
it at a custom time, you can do so through the Jobs Manager.

Recommended frequency: Daily.
Steps to Schedule:

1. Go to Jobs Manager — Scheduler tab
2. Select ArticleDeleterFromLLM
3. Click Run
In the popup:
o Confirm/edit the job name
o Use CRON expression: 0 1 ***?
4. Click Run

Queue Execution Order:

® KnowledgeExportReadyToDeleteBatch: Selects non-deleted Knowledge Export Records,
checks if they are published, and changes their status to ‘Pending Deletion'.
Non-published articles are also processed here.

e ArticleDeletionFromOpenAlQueueable: Deletes the uploaded files from the LLM platform
and unlinks them from mapped vector storages for articles marked with ‘Pending
Deletion'.

LLMLogsSendAndDeleteScheduler

1. Not enabled by default. Must be scheduled manually.
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This job is responsible for handling system logs generated during LLM operations. It automates
two actions:

e Sending stored LLM request logs
e Deleting logs after successful processing

It helps ensure that log records are transmitted as needed and do not accumulate unnecessarily
in the system.

Recommended frequency: Daily
Steps to Schedule:

Go to Jobs Manager — Scheduler tab
Select LLMLogsSendAndDeleteScheduler
Click Run
In the popup:
o Confirm or edit the job name
o Use CRON expression: 0 4 ** *? (runs daily at 4:00 AM)
5. Click Run

Hown =

acknowlitng__AC_Delete_Knowledge_Exports-2

Enabled by default.

Queueable Tab

The Queueable sub-tab in the Jobs Manager displays a list of queueable jobs that are triggered
internally by various automation flows across AC Knowledge Enterprise. These jobs are not
scheduled manually like CRON-based schedulers — instead, they are executed as part of
backend logic when triggered by platform activity (e.g., article upload or deletion).

This tab allows administrators and developers to monitor, trace, or debug the execution of these
queueable classes. These are particularly important for the LLM integration feature, where
multiple queueable jobs are used to prepare, upload, link, or delete articles from the LLM
platform.

Below are the queueable jobs currently available in the system. Each scheduled job in the
system has its own queue that records the history of its executions. Admin can review these
records on this page to monitor or debug job activity.

If required, an administrator can manually trigger any of these jobs without waiting for the next
scheduled run:

e ArticleDeletionFromOpenAlQueueable
Handles the deletion of uploaded articles from the LLM platform. Triggered by the
ArticleDeleterFromLLM scheduled job for records marked as “Pending Deletion.”
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CleanupOpenAlPlatformQueueable

Executes cleanup routines on the LLM platform, including unlinking and clearing
references to articles or vector storage entries.
CreateKnowledgeExportRecordsQueueable

Responsible for creating Knowledge Export records based on newly published articles.
Used in the LLM upload workflow initiated by the ArticleUploaderToLLM scheduled job.

Batch Tab

The Batch sub-tab in the Jobs Manager displays background jobs that are executed in batch
mode. These jobs process records in bulk and are used to support various automation
workflows across AC Knowledge Enterprise.

The tab provides visibility into available batch jobs and can be used to monitor or investigate
their execution when triggered by system logic or platform events.

ClearKnowledgeExportBatch

Processes Knowledge Export records and clears them based on system-defined
conditions. Used in cleanup workflows.

KnowledgeExportReadyToDeleteBatch

Identifies eligible Knowledge Export records for deletion. Updates their status to Pending
Deletion when applicable. This batch is used in the deletion flow initiated by the
ArticleDeleterFromLLM scheduler.

LLMLogsSendAndDeleteBatch

Sends LLM request log records and marks them as processed. Triggered by the
LLMLogsSendAndDeleteScheduler.

RepublishingArticlesBatch

Executes republishing logic for articles that need to be reprocessed or reindexed. This
may occur when correction or update operations are performed.
RetryKnowledgeExportBatch

Attempts to reprocess Knowledge Export records that previously failed to upload to the
LLM platform. Used in combination with the RetryUploadToLLMScheduler.

Set up Record Types and Field Sets

Create Knowledge Record Types to identify each article type and determine the page layout.
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Setup Hore | Object Manager

SETUP » OBJECT MANAGER
=
e Knowledge

Details Record TypES Quick Find MNew Page Layout Assighment
3 Ttems, Sorted by Record Type Laksl

Flelds & Relationsnips

RECORD TYPE LABEL -  DESCRIPTION ACTIVE MODIFIED BY

Page Layouts _
AD ~ Lisa tones, 19.12.2017 11:05 v

Lightning Record Pagas

How To Articies v Lisa Jones, 25.02.2020 11:47 v
Buttons, Links, and Actions
Cornpact Layouts Soiution ~ Lisa lones, 35.02 2020 12:04 -
Fleld 5ets
Onbjact Limits

Record Types

If you are planning to use our custom AC Knowledge Detail component, create a Field Set for
each Knowledge Record Type. This has to be done to define the fields shown on the
community page for each knowledge record type. The Field Sets should have exactly the
same name as the corresponding Record Types.

For example, if the Record Type has the name “FAQ”, then you should have a Field Set with the
same name.

HHE " - ger
By etup Home — Ooject Manager W

Y TETE™ = - —— e T Y T T e ’ TR s TS » - ———e

SETUP s OEIECT MANAGER
]
2o Knowledge

Field Sets Quick Find New

3 Itons, Sorted by Fiold Labal

Details

Fields & Relationships

FIELD LABEL = API NAME CREATED BY MODIFIED BY DESCRIPTION
Page Layouts = i 5, = 5

FaG) FAQY Lisa Jones, 19.12.2017 11:06 Lisa-Jones, 25.02.202012:11 knowledge L 4
Lightning Racord Pages

How To-Articles How _To_Articies Lisa Jones, 25.02:2020 12:09 Lisa Jones, 25.02. 2020 12:11 knowledge v
Buttons. Links, and Actions
Compact Layouts Soluthzn Soiution sa lomes,; 2502 2020 12712 Lisa Jones, 25022020 12:12 knowledge v

| Field Sets

We do not provide any custom fields for the article body in a package. You can use fields that
you already have or create new ones of any field type and add them to the Field Set.

As an example, we are using a field of a Rich Text type called Article Body!

NOTE! The AC Knowledge Detail component will NOT work without having the record types
configured. You should have at least one Record Type and one corresponding Field Set.
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Set up Data Categories and Groups
To add a Data Categories filter to the page, go to the Setup — Data Category Setup.

To create a Group, click “New” in the Category Groups column, then enter a Name and a
Description and click “Save”.

SETUR
Data Category Setup

' Data Categories

Category groups are hierarchies of data categories. For example, 2 category group named Location might conti

Category Groups Categories

Save: |  Undo | | A3 Redo Expand Al Collapse All

Group Name

|
:Grc-u_p Llnic_r_ue MName

Description

Save || Cancel

After that, you can add categories to this group. Click the “Add” or “Actions” button and add a
sibling or child category. Click “Save”.
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SETUP
Data Category Setup

Data Categories

Category groups are hierarchies of data categories. For exampie, a category group named Location might contain a geographical higrarchy. of conti

Category Groups Categories in AC Products
: New | | Save | 4 Undo 3 Redo | Expand All | Collapse All
Active Category Groups &I All
o TOTINEIIE s ~ Troubleshoating
Community Cloud Best Pt Updates
Practices
Inactive Category Groups :
o Add Sibling Category
‘AC Products 4

Add Child Category
Salesforce
L L T Edit Category

Delete Calegory. .

Once you have created all the necessary Groups and Categories, click the key button near the
group name to activate them.

Data Categories

Category groups are hierarchies of data categories. For example, a category group named Location might cont

Category Groups Categories in AC Products
| New | | || save | | | @ undo | [my Redo | | | Expanaan | | comapsean |
Active Category Groups A
Community Cloud Troubleshooting
Coommunity Cloud Best Latest Updates
Praclices
‘- FAQ
Inactive Category Groups '
AC Products & p X
Sal&g{nm S —
i Achivate Category |
| Group
=t

You can choose to prefilter and show Knowledge Articles and Data Categories of a certain
Data Category or a Data Category Group.
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To filter articles by a specific group and/or category, add the APl name of the appropriate
group and category into the properties box of the following components: AC Knowledge, AC

Knowledge Filters, and AC Knowledge Breadcrumbs.

AC Knowledge

Items Per Page

5

Hide component search

I Filter By Group

Group_1

Filter By Category

Category_Al

Hide Article Types

Data Categories Visibility

Modify the global data categories visibility in your organization in Setup - Default Data Category

Visibility.

| SETUP
ﬂ Default Data Category Visibility

Default Data Category Visibility

IT a user has a role, the data category visibility settings for that role defermine the users access to categories. Users without roles can access

Default Data Category Visibility Settings

Action Category Group
Edit AC Products

Edil Communify Cloud Best Practices

Edit  Salesforce

There are three types of visibility:

e All Categories: All categories are visible
e None: No categories are visible

Visibility
Al
MNone

MNone

Visibility Details
Al categaories are visible by default
Mo categories are visible by default

Mo categories are visible by default
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Custom: Selected categories are visible

You can also configure the Data Categories Visibility via Roles, Profiles, or Permission Sets.

For roles: enter Roles in the Quick Find box, then select Roles.
For a role on the customer portal or partner portal: enter Users in the Quick Find box, then

select Users.

For permission sets: enter Permission Sets in the Quick Find box, then select Permission
Sets.

For profiles: enter Profiles in the Quick Find box, then select Profiles.

Open a data category group for edit.

For roles, in the Category Group Visibility Settings related list, click Edit next to the
category group you want to modify.

Role

SETUR
Roles

Help for this Page U

Edge Communications Customer User

Below is the fist of users assigned to this role. Click Edit io modify the role name. Click Assign Users to Role to assign existing users to this role. Click Mew User to create a user
for this role.

Hierarchy: asd = CED » Edge Communicafions Customer Executive » Edge Communicafions Cuslomer Manager » Edge Communications Customer User

Role Detail

Users in Edge Communications Custemer User Role[2] | Category Sroup Yisibility Settings [3]
Label Edge Communications Customer User Role Name EdgeCommunicationsCustomertser
This role reports to Edge Communications Customer Manager Role Name as displayed on Edge Communications Customer User
reports
Modified By Liza Jones. 26.11.2018 15:16 Sharing Groups Eole. Role, internal and Porfal Subordinates

Opportunify Access Users in this role can edit all cpportunities associated with accounts that they own, regardiess of whe owns the opporfunifies

Partner Role

Customer Role ¥

Users in Edge Communications Users in Edge Communications Customer User Role Help 7
Customer User Role

Action Full Name. Alias Username Last Login Active

Edit Fosze Gonzalez gonz rose{@edge.com 28.10.2019 14:08 v

Edit Sean Forbes sforl sean@edgs com 03.10.2019 16:27 B

Category Group Visibility Settings Categofl Group Visibility Settings Hetp (2

Action Category Group Visibility Visibility Details

Edit  AC Products None Mo categories arve visible to this role and subordinates

Edit Communify Cloud Best Practices Inherited from CEQ All categories are visibie to this role and subordinates

Edit Salesforce Inherited from CEC &l categories are visible to this role and subordinates

e For permission sets and profiles:

1. Click a permission set or profile name.
2. Click Data Category Visibility.
3. Click “Edit” next to the data category group you want to assign.
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Category Group

AC Products: Visibility Settings for Customer Community Plus Login 2

Help for this Page @

Category Group Settings [save| _.Canc‘.elj

Profile Customer Community Plus Login 2
Name AC Products

Active v

Description

Category Group Visibility

Select the visibility of this category group for this profile. What is this?

Visibisy ' Al Categories

' None
'®) Custom

Available Categories:
=R

Troubleshooting
L Latest Updates

Save.
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Knowledge Settings

Configure Knowledge settings in the Knowledge Settings tab.

General
Default Knowledge Base Language English

Enable Multiple Languages Support

Reputation Points

Enable Reputation Points for Article
Contributions

Experience Cloud Site

Select an Option

Knowledge Object APl Name Knowledge - |

Mumber of Points Given for Article 3

Contributions
Enable Article Following .
Organization-Wide Email Address for Select an Option L4 |
Motifications
Article List Article Detail
Enable Ordering by Custom Date Field Enable Enhanced View of Articles had
Field APl Name for Custom Ordering Last Modified Date - Article Body Field APl Name Select an Optien
(Date Fields Only)
LLM Settings Logger Settings
LLM Named Credential @ acknowltng__OpenAl_API_NC | Motify Admin About LLM Integration -

Issues
LLM Default Vector Store ID @ TEST vector storage for all | i ’ "

2 M Email for Integration Issue Alerts @ serhii.noncharenko+sandbox_know
Enable LLM Mapping @ ]
PETa Log Retention Period (Days) [ ] 1

LLM Last Processed Date @ "2025-06-22T23:21:14.000Z" |
LLM Export Field Set @ LLM Field Set v |

Validate LLM Settings
General

e Default Knowledge Base Language

If you use another language, you can change the language in the Knowledge Settings by
choosing the necessary language from the drop-down list.
Note! It is only possible to choose one language.

e Enable Multiple Languages Support

Enable the checkbox to offer your knowledge base articles in multiple languages.
Users will see articles translated to the language defined in their user locale settings.

e Knowledge object APl name

Make sure a correct APl name is specified in this field, otherwise your knowledge base will not
be displayed.
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In Salesforce Lightning: Go to Setup — Object Manager — Knowledge. Copy the knowledge
object APl name and paste it to the field.

- SETUP > OBJECT MANAGER
| Knowledge

[ o | g g i T T . N A e e

Details

Details

Fields & Relationships

o
T
i
i
(=]
[+]
-]

Page Layouts

Lightning Record Pages AP| Mame
Knowledge_ kav

In Salesforce Classic: Setup — Knowledge Object Setup. Copy the knowledge object API name
and paste it to the Knowledge Settings.

Home Ideas Settings Ideas Partner Reviews Projects #

? knowledge] | Knowledge Base Help for this Page &
; ——  Knowledge

Fields [40] | Field Sets[5] | Channel Displays[4] | Validation Rules [0] | Page Layoufs 2] | Compactlavouts [1] |
Search Layouts [4] | Communication Channel Mappings [0] | Record Types [5]

Expand All | Collapse All

Build ”
Knowledge Base Detail Edit | | Delete
B Customize ) CEE o
B Knowledge Singular Label  Knowledge Description
Plural Label ~ Knowledge Track Field History "
Knowledge Object Setup
= - Object Name  Knowledge Deployment Status  Deployed
Knowledge Seftings APIName  Knowledge kav
Knowledge Article Actions Created By  Elizaveta Komarnitskaya, 13/12/2017 Modified By Elizaveta Komamitskaya, 30/08/2018
Data Category 10:16 05:06

Assignments

e Enable Article Following

Enable the following article option to let community members follow the specific article and to
be notified via email about the new published article versions.

e Organization-Wide Email Address for Notifications

Choose from which org-wide email address notifications for Reputation Points and Article
Updates must be sent.

Note If no specific address is selected, notifications will not be sent.
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Reputation Points
e Enable Reputation Points for Article Contributions

Encourage community members to contribute to the Knowledge Base by enabling reputation
support and awarding them reputation points for creating articles from the community.

Make sure you check the “Enable setup and display of reputation levels” setting for the
community in Experience Workspaces - Administration - Preferences.

e Experience Cloud Site
Select the Site to specify the one where the reputation points for creating articles will be

awarded.

If the ID is not specified, Knowledge Reputation Support will be used for all available
communities.
To calculate and update reputation points automatically, see Create Scheduled Jobs!

e Number of Points Given for Article Contributions
Set the number of points to be awarded for publishing articles on the community.
Article List

e Enable Ordering by Custom Date Field

Enable knowledge articles’ ordering by custom date field to create a better structure of your
knowledge base.

e Field API Name for Custom Ordering (Date Fields Only)

The field is filled in with a default value. Use the existing Date field on the Knowledge object, or
create a new one, and specify its APl name in order to use the ordering by custom Date field.

Article Detail
e Enable Enhanced View of Articles

The setting activates a new flexible article detail view with collapsible/expandable sections and
a table of contents.
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Product Types

Last updated 4 days ago

Contents

C Expand ail :) (C:!;pseal ;)

)
A
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Cameras

Come in to try out our expanded selection of cameras, lenses and accessories. Plus, get photography advice from our experts and signup for
our photography classes.

We have a huge selection of cameras and lenses to make sure you'll be able to find the perfect match for vou and your needs. We're alsa
taking the guesswork out of choosing the right photography equipment by giving you a hands-on experience. Point, shoot and try different
lenses on each camera to see the results. Or, just tell our trained associates about the kinds of shots vou'll be taking and they'|l help you with
the perfect selection,

Laptops @

Additional Information @

If you installed AC Knowledge Management before summer 2020, we recommend you enable
Enhanced Article Detail view by following the steps:

a) Delete the Article Body field from the Field Set
b) Enable Enhanced Article Detail view checkbox
c) Copy and paste the Article Body API name into the next field.

e Article Body Field API Name

Create an Article Body (the name can be different) field for the Knowledge object (see Create
Knowledge Articles) and specify Article Body field APl name in order to use the Enhanced
Article Detail view.

Please note that by “Article Body” field we mean the field(s) which would be used to store
contents of the article. In your case it could be a completely different field or fields.

LLM Settings

The LLM Settings section contains critical configuration options for the Al-powered LLM
(OpenAl) integration within AC Knowledge Management. These settings ensure that the Al
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assistant functions optimally by specifying which external credentials, vector store, and field set
are used in the integration.

e LLM Named Credential

Specify the Named Credential used for authenticating API requests to the LLM platform. The
value entered here will authenticate the connection between Salesforce and the LLM provider
(e.g., OpenAl). Make sure there is the prefix in the value: “acknowltng__".

Example: acknowltng__OpenAl_API_NC
Use this value unless you prefer another custom solution.

e LLM Default Vector Store ID

Select the vector storage where knowledge articles are stored for LLM responses. This setting
ensures that articles are linked with the correct vector store for processing by the LLM platform.

A picklist displays available vector storage options retrieved directly from the LLM platform via
API.

e Enable LLM Mapping

Enable linking a single article to multiple mapped Vector Storages based on the mapping. If set
to true, this allows a more flexible data storage configuration by linking articles to multiple
vector storages.

e LLM Last Processed Date

Displays the last time knowledge articles were synced with the LLM platform. Automatically
updated after every successful sync of knowledge articles.

e LLM Export Field Set

The LLM Export Field Set allows you to select the Field Set that contains the specific fields you
want to export to the LLM platform. Only the fields included in the selected Field Set will be
processed and uploaded to the LLM vector storage.

The Field Set should contain relevant fields such as Title, Summary, and Article Body. You can
choose to include additional fields as needed. These fields are extracted from the Knowledge
object and used to generate a specially formatted JSON that will be sent to the external system
(LLM platform).

Important Note:

If you do not include the appropriate fields in the selected Field Set, no data will be sent to the
external system.
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The field set is selected from the available Field Sets that are created on the Knowledge object
level. You can either use an existing Field Set or create a new one, depending on your needs.

Make sure that only the necessary and relevant fields are included in this Field Set to ensure
proper data export and processing.

e Validate LLM Settings Button

Click the button to verify the connection between the Named Credential and the specified
Vector Store ID.

Success toast: LLM Connection Successful. Named Credential and Vector Store ID are valid.

Failure toast: LLM Connection Failed. Please check your Named Credential and/or Vector Store ID
settings.

Note: Learn more about LLM integration here.

Logger Settings

The Logger Settings Tab allows administrators to configure how system logs are handled during
the LLM (Large Language Model) integration. This section is essential for managing integration
issues and keeping track of the system’s behavior.

e LLM Notify Admin About LLM Integration Issues

When enabled, administrators are notified about any issues related to the LLM integration.
Ensures admins receive alerts when there are any problems with LLM processes, helping them
take necessary actions to resolve issues quickly.

e Email for Integration Issue Alerts

Enter the email address where alerts related to LLM integration issues should be sent. This field
allows admins to specify the recipient email for receiving critical integration issue alerts,
ensuring that the right person is informed immediately.

e Log Retention Period (Days)

Defines how long the LLM integration logs are retained. Specify the number of days to keep log
data for troubleshooting and analysis. This ensures that logs are not stored indefinitely, and old
logs are purged after the specified period.
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Create Knowledge Articles

To start creating articles, go to the AC Knowledge app, and open the Knowledge tab.

If you can't see the Knowledge tab, edit AC Knowledge app Navigation Items and add a
Knowledge tab.

Create the following custom fields on the Knowledge object:

e Article Body (rich text area)
e Section Anchors (long text area)
e Enable Collapsable Sections (checkbox)

Please, note! Section Anchors and Collapsable/Expandable sections are only available with
Enhanced Article Detail view enabled in the Knowledge Settings tab!

To use Knowledge Advanced Navigation, create also:

e Navigation Title (text) with a mandatory API Name - Nav_Title

Note! If this field does not exist or has an incorrect APl Name, the articles won't be displayed
in the Advanced Navigation component.

e Visible in Navigation (checkbox)
e Sort Order in Category (number)

We also recommend checking the Knowledge layout and adding all custom fields mentioned
above and the following standard fields to the layout:

e Visible in Internal App (optionally) - enabled by default
e Visible to Customer

e Visible to Partner

e Visible in Public Knowledge Base

56

Advanced Communities Ltd. registered in England and Wales (No. 6659236) VAT No. 115662818
We Work 30 Churchill Place, Canary Wharf, London E14 5RE United Kingdom
We Work SOMA, 156 2nd Street, San Francisco, CA 94105 USA
sales@advancedcommunities.com +44 20 30510075



Save + | Quick Save Cancel £ Undo || 73 Redo [®| Layout Properties

Eiclds @, Quick Find | Field Name | %
Related Lists [+ Section || Articte Archived ... |[ Article Created Date Article Total Vie... [ Assignment Date |[‘crea
Mobile & Lightning Actions :.-An:hived By il Article Body . .'.Article Master La... : :Article Type 'E--Assignmeni Due Date 1 Crea
[ Archived Date || Article Case Asso.. || Article Number || Assigned By || Assignment Nots Enat
[ Article Archived By || Articie Created By || Article Record Type || Assigned To |[ Created By | First
4 [ 3

Salesforce Mobile and Lightning

Experience Actions ' !

Publish Article Edit as Draft

Knowledge Detail

il Information

* @ Title Sample Text

Nav Title  Sample Text

% ® URL Name Sample Text
Summary  Sample Text @ Y

Article Body  Sample Text

Section Anchors  Sample Text
Sort Order in Category

Visible In Public
Knowledge Base

Visible in Navigation

LR

Enable Collapsable
Sections

To create knowledge articles, go to the Knowledge tab, click the “New” button, and choose an
appropriate Article Type.

Fill in the appropriate fields and define channels to make an article visible for partners,
customers, and guests.

Enter an article navigation title (Nav Title) and enable the “Visible in Navigation” checkbox to
make it visible within the AC Knowledge Advanced Navigation (not available with the Knowledge
Filters component).
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Information
*Titla
Adding comments to tickets
Mav Title: @
How to add comments to the ticket?
* LIRL Name
Adding-comments-to-tickets

Summary

Once a ticket has been created and is assigned to an agent, it's the agent's job to resclve the support request.

To do that, you may need to gather more information from the requester. To communicate with the requester, ¥
you add public comments to the ticket. Public comments can be read by anyone who has access to the ticket. =
Artlcle Body
[} Source 4= B I U S I, B o = Em QE = = =

= = e Format + | Fout « || BSize - A-B- B

I I I r =l -

Adding inline images to a ticket comments

You can add inline images to a ticket comment. Rich text formatting must be enabled (see Enabling
formatting options for agents).
To add inline images
« Drag and drop an image from your computer into the comment window, or paste a copied image into
the window by right-clicking and selecting Paste or by pressing Ctrl or 36 + V.

» Enabling attachments in tickets). Instead, you need to add images to tickets as attachments (see
Adding attachments to ticket comments).

Section Anchors @

Commenting basics:commenting_basic;Adding comment to a ticket:add_comment_ticket;Adding
comments:add_comment @

Sort Order In Category
1

Vislbie In Publlc Knowiedge Base
Vislble In Mavigation
Enable Collapsable Sectlons

Cancel Save B Mew
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If the Knowledge article is rather long, you can divide it into section anchors by adding section
title and ID into the Section Anchors field. See Use Section Anchors and Enable Collapsable
Sections.

Define the article sort order in the category (available for Advanced Navigation only).

Each new article is automatically saved in a draft mode and is not visible on the community
until you publish it.

Article Following/Subscription

This feature lets your site members subscribe to their favorite articles, and helps to inform your
members about changes or version updates of the articles they are following by sending email
notifications.

To use Article Subscription feature do the following:

1) Enable the “Enable article following” checkbox in the Knowledge Settings tab - Default On
2) On the AC Knowledge Article Subscription object create a lookup field to Knowledge
object with a mandatory name Article.

To follow an article, go to the knowledge base, choose an article and click the Follow button.

KﬂOWIedge Base |:-Q'-"i%?-'-'-"' J'_I ¥ Best Rating

BEST LAPTOP 2021: 3 BEST LAPTOPS YOU CAN BUY

Last updated aday ago

Laptops

GEMERAL feey =i 3
| \_1._,." Follow |

Product Types

Last updated 11 days ago

You will get an email notification about changes or article version updates.

Click Unfollow to stop getting the article notifications.
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New version of "Product Types" was published. nbox x

Damara via rhgap3wzrsij. 09-7upiSeak eu40 bnc salesforce com 27 0ct 2021, 00:00
to me -

Dear Dagmara Khasueva
The article "Product Types” that you have subscribed to have been updated on 26.10.2021, 17:37.

Please see the updated version on the community https://acec-developer-edition.eud( force.com/achelp/s/article/Product-Types.

4+, Reply ®» Forward

Change email subject for the article email notifications in Setup — Classic Email Templates.

Email Template Send Test and Verify Merge Fields

Subject Changed Subject "{ITitle}" was publizhed.
HTML Preview
Dear {|UserName}

The article "{!Title}" that vou have subscribed to have been updated on {!LastPublishedDate}

Please see the updated version on the community {/UrlName}.

See also Article Subscriptions page to set up a page on community.

Use Section Anchors

To divide an article into sections, do the following:
e insert the following piece of code into the Article Body Source

<div class="article__item article__item--shape" id="section-one">
<h2>Section One</h2>

<div class="article__item-content">

<p>Section Text</p>

</div>

</div>

<div class="article__item article__item--shape" id="section-two">
<h2>Section Two</h2>

<div class="article__item-content">

<p>Section Text</p>

</div>
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</div>

e provide the section ID and Title

We recommend having the section ID similar to the section title, because it will be displayed in
the address bar.

e.g. if the section title is “Using tags to manage workflow” than the section Id could be
“‘manage-workflow”

e copy the title and Id and paste them into the Section Anchors field using the following
format: Section Title:Section-ID;

o if the article title contains a colon, the format would be:
Section Title\: SectionTitle:Section-ID; (for example, if title name is “Tags:
Overview”, the format would be “Tags\:Overview:Section-ID").

Section Title and section ID should be separated with colons and different sections separated
with semi-colons.

Article Body

@ Source

<div class="article item article item--shape" id="section-cne">

<h2>Section One</h2>

<div class="article item-content">

<prsome text is here</p>

</div>

</div>

<div class="article item article item--shape" id="section-two">

<h2>Section Two</hZ2>

<div class="artigcl
<prsome text 1
</div>
</div>

Section Anchors

; . .\ o
Section One:section-one; Section Two:section-two

Enable Collapsible Sections

Collapsible sections feature lets users collapse or expand sections of the articles by using the
“plus” icon next to the section heading, or by clicking the Expand all/Collapse all buttons.
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(Expa"da ) (Callapsea )

‘l Cameras ®

Laptops ©

We offer an extensive range of desktop computers, laptops, servers and devices that can be tailored to suit any situation and
requirements.

Whether you need portable and robust, yet high performing notebooks for the classroom, a sleek and powerful All-in-One
desktop for a clutter-free work space, or a comprehensive network of productivity driving devices for a professional setting, we
can find the right product for you.

Additional Information ®

Please, note! Collapsible Sections feature is only available with Enhanced Article Detail view
enabled in the Knowledge Settings tab.

1. To set up the feature, follow these steps:

e Create a custom field on the Knowledge object:
“Enable Collapsable Sections” — checkbox field.

e Check the Knowledge object layout and add the custom field mentioned above to the
layout. Click Save.

SETUP » ORIECT MANASER
-
g Knowledge

Sawve ¥ || Guit a

Details

| Petwted Lists
Mobils & Lightring Adtions

Fields & Ralatinnchips

Page Layosuts

Lightning Fecord #2ges

Butiors, Links. and Actions

Compact Layouts

= Sample Text

. Sompée Text
Field Sets "

Obyect Limits Sampe Text #
0441 2021, 20:22

Record Types = o+
04.11 2021, 20.22 2

Aelated Loakup Filters o B0 .

Search Layouts

2. To enable the article collapsible sections, do the following:

e Create a new knowledge article

Enowledge . L
Published Articles v * e [Ty T

17 items » Sorted by Language « Filtered by All knowledge - Publication Status « Updated a faw seconds ago
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e Fill in the appropriate fields including the article body field

Information

*Title
[ BEST LAPTOP 2021: 3 BEST LAPTOPS YOU CAN 3UY1

Article Body
[8 Source B I US| T, H«<« = ™ Q@ == =9 W
Z =2 3 Format = Font - Size - A-BRQ- B
MACBOOK AIR (LATE 2020)

The late-2020 MacBook Air, powered by Apple’'s M1 processor, is the best laptop you can buy. The base model,
which includes 8GE of RAM and 256 GB of storage, starts at $999.

Appearance-wise, this laptop has a lot in common with the Intel-powered MacBook Air that Apple released earlier
this year, including the same 2560 x 1600 screen, Touch 1D, 720p webcam, fingerprint sensor, and scissor-switch

keyboard.

e Create Section Anchors to divide the article into sections

e Now, check the “Enable Collapsable Sections” checkbox and Save

Properties
MNavigation Title Visible In Internal App
v
Article Created Date Visible to Custome
Last Published Date Visible to Partner
Sort Order in Category Visible In Public Knowledge Base

Enable Collapsabile Sections

e Assign your article to a data category and publish it.

Add Knowledge Categories

Assign a category to an article on the Article Detail page. Categories can be added or removed
only when the article is in draft mode.
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Edit Article Categories

Use the list on the left to select the categories you'd like applied to current article.

CATEGORIES Expand All SELECTED CATEGORIES
Q. Search Categaries
s Salesforce (1)
< Salesforce
sas Secyrity Updates

Licences

Limitations
Security Updates

Tips and Tricks

5 Community Cloud Best Practices

»  AC Products

We provide custom functionality to improve the usage of standard data categories.

Standard Salesforce Data Categories are limited with only 40 symbols length. You can organize
your Knowledge Base structure with the help of the custom Knowledge Categories object
provided in the package.

It allows you to create custom category labels of any length and to add a category landing page.
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*Knowledge Category Name Cwner

Using Support Drmitry Omelchenko

Landing Content

Salesforce 5ans v 12 -

]
Lo ]
[
U

11!
i
&
m
.
1
1]
1l
11]

Agent guide for Support

« Adding comments to tickets

« Editing and managing your ticket fislds
- Working with tickets @
Helpdesk basics -

Show Landing Page
v
Group With Category ltem

Helpdesk__c: Using_Support__c

Custom Label In Navigation

Custom Landing Title

e Knowledge Category Name - enter the name of the new knowledge category record. This
name is used in the URL when the category is checked and in the Category Landing page
title

e Landing Content (1) - add an image, description, or other information about the category
you want to be visible in the category landing page

e Show Landing Page - enable to show the Category Landing page on the community

e Group with Category Item - enter unique names of the data category Group and Category
separated with a colon

Important! Enter the data only using this format: Group__c: Category__c
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Ex. Helpdesk__c:Using_Support__c

Key

Data Categories

Category groups are hierarchies of data categories. For example, a category group named Location might contain a geographical hierarch
and states. Use this page to manage category groups and the categories they contain.

Category Groups Categories in Helpdesk Products
Save 4 Undo "3 Redo Expand All Collapse All
Active Category Groups I:I All

Group Name = Helpdesk Support

|[Helpdesk Products | [ Using Support

- i~ Agent guide f
Group Unique Name : Category Hame Using Support

I|H elpdesk | i~ Helpdesk ba: | Category Unigues Mame Using. SUpport |

i Security and vsorscooss

Actions ¥

Description

Users, groups, and organizations
Tickets
Channels

E Workflows

Save || Cancel - Email

&l Advice & Troubleshooting

- Helpdesk Guide

Inactive Category Groups ;
- Helpdesk Chat

Test Group :
[+|- Helodesk Talk

e Custom Label in Navigation (2) - optionally add a custom label displayed in the
navigation sidebar
e Custom Landing Title (3) - optionally add a custom title for the category landing page
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Browse by product Using Support | 3. Landing Title

2 Helpdesk Support
2. Nav Label

Agent guide for Support
Helpdesk basics
Security and user access
Users. groups. and organizations
Tickets
Channels

Waorkflows

Email
B Advice & Troubleshooting Agent guide for Support 1. Landing Content
Helpdesk Guide + Adding comments to tickets
» Editing and managing your ticket fields
Helpdesk Chat * Waorking with tickets
Helpdesk Talk Helpdesk basics
Helpdesk Sell + Helpdesk Support plan types

* Sepvice Incidents at Helpdesk

T .
2 Helpgesk Bxpigre « Motice for end-usars who accidentally reach Helpdesk

+ Streamlining your support workflow

» Testing changes in your sandbox (Enterprise)

Add Files to Knowledge articles

Knowledge articles may contain attached files. We provide a custom AC Knowledge Files
component to expose them to community members on the Knowledge Detail page! All you need
to do is to add files to an article using the Article record chatter feed.

To add a file, do the following:

Enable Chatter in Setup - Chatter.

Enable Feed Tracking in Setup Feed Tracking - Knowledge - Enable Feed Tracking
Choose an article that you want to attach some files to.

Attach up to ten files to the chatter feed and choose “All with access”
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Post Question Poll

m
by
La
Lth
I
I
iy
2
®
&

To All with access » o
¢ @

e Click “Share”.

The files you attached to the article will be visible on the community article detail page within
the AC Knowledge Files component.

Configure Creating Articles on Community

You can also let your community champions create their own articles on the community using
the AC Create Article Form component.

To configure adding articles on the community, create a separate knowledge Field Set with the
name “Create Article” and add appropriate fields to be filled by community members when
creating articles.
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Knowledge Field Set

New Field Set

Field Set Edit [maie:] [coimiat)

Enter Field Sef information

Field Set Label “Cfeate Article
it el Mame IECreate_Article |

Namespace Prefix

Where is this used? for creafing knowledge aricls on the community| i

Save | |Cancel |

Articles created on the community are saved as drafts until they are checked and published by
knowledge managers.

®

© o

ARTICLETYPE CATEGORIES ARTICLE CONTENT

v Helpdesk Products

Available Selected

Healpdesk Support
= Hzlpdesk Guide

® Getting Started

Selert =>

® Using Guide

& Advice & Troubleshooting 7
I =< Ramove |
Helpdesk Chat
£2 Helpdesk Talk
£3 Helpdesk Sell

&2 Helpdesk Explore

MNext
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Configure Knowledge Voting

The voting feature helps you to figure out which Knowledge articles are helping your users
most.

There is an option to assign articles a thumbs up or thumbs down vote, but we provide our
custom knowledge voting system — a star rating.

To use a custom star rating system, go to Setup — Knowledge Settings and uncheck the “Enable
thumbs up or down voting for article” checkbox (for Salesforce Classic).

Knowledge Stafistics Settings
Enabile thumbs up or down voling for arlicle {Classic Only)

Edit

There are two options for knowledge articles voting:

1) Thumbs up/down

Was this article he

2) Stars Rating

L0 00 OB ¢

18}

You can choose the voting system or hide voting on the AC Knowledge Detail component.

It is possible to change between these options without losing votes. All votes an article gets will
be converted back and forth as follows:

Stars to Thumbs:

< 3 stars -> dislike
> 2 stars -> like

Thumbs to Stars:
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like -> 5 stars
dislike -> 1 star

Site users can leave their votes for articles, but guest users do not have permission to vote.

When using the thumbs up/down voting system, let site users add a comment when voting
down.

Article Feedback

®

s

In Setup — Object Manager — User Feedback create a lookup field on Knowledge object with the
mandatory name "Article".

Configure Article Sort Order

You can organise and arrange how articles are displayed in your navigation.
The article ordering can be set up internally by assigning each article an appropriate number.

w Properties
MNavigation Title Visible In Internal App
Article Created Date Visible to Customer

25.10.2021, 18:42 o

Last Published Date Visible to Partner
05.11.2027, 18:05 o
Sort Order in Category Visible In Public Knowledge Base

2 ”

Enable Collapsable Sections
Article numbers should be assigned as in an elevator model:
1 - first article in navigation
0 - second article in navigation
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1 - third article in navigation

Cameras

B Olarenis Whether you're an Olympus camera owner or are considering making the switch, discover tips, events, and more to

help guide your photographic journey.

® Howto oreate s case draft?

M85 Mark 11 1415 Kit 1

& Olympis E-MI0Mark 01 5 Pancake Kit [}

® Olymous E-M1 MARK 1

PEN

& How to mstall Windows 10

OLYMPUS

Note Unsorted articles are display below sorted articles

Create Custom Filters
Expand existing filters by creating a custom fieldset and adding custom fields to the fieldset.

In Setup — Object Manager — Knowledge create new fields and add them to the new fieldset.
Supported fields: checkbox, picklist, multipicklist.

SETUP » OBJECT MANAGER
=
Knowledge

Details

save | Canced ||| ) Undo | 7 p=do ||| [F Flekl Set Properties
Fislds & Relaticnships - R.QQHI}M ?il\![l{no'ﬁ'lc:uc Name | #
| Answres Asticie Archived ..
Page Layouts :  rchived By Acticie Bady
Archived Date Arfigko Cazs Assa_
Lightring Recard Pages : Artizia Archisad By Articts Crestod Sy

Buttons. Links. and Achions

Compact Layouts Drag any of the fisids above Into ane of the (1S below.
Field Sets Avallable for the Fisld Set |
Chject Limits

Drag and drop the fields you want Inthe Fiela Set |
Racord Types admi to i 1o add to

the Field Set. Operating System
Related Lookup Filters Relzased Piuducts

Search Layouts

In Experience builder, go to the AC Knowledge List or AC Knowledge Filters component and type
in the API name of the custom fieldset to the “Custom Filters FieldSet Name” property.

Custom Filters FieldSet Name i ]

Custorn_Filters

Publish your site and see the new filters added to the component.
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Feleased Products

(& Al
() Yes
() No

Operating System A

I0s

Android
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Case Deflection

Case Deflection (CD) is a powerful solution that helps you improve customer self-service and
significantly decrease the number of cases.

The main idea is to let customers go through the most common problems and questions and
find relevant knowledge articles for these problems before submitting a case.

AC Knowledge Management Enterprise package is supplied with an advanced Case Deflection
functionality. Create a clear and structured hierarchy of the most common issues or frequently
asked questions and provide community members with solutions from your Knowledge base.

To start configuring Case Deflection questions hierarchy, create a custom fieldset on the
Knowledge object for displaying articles listed within the CD Questions on the community.

> SETUP > OBJECT MANAGER
b Knowledge

Field Sets

Details Quick Find New
5 Items, Sorted by Field Label
Fields & Relationships
FIELD LABEL - APl NAME CREATED BY MODIFIED BY DESCRIPTION
Page Layouts ) for creating knowledge
& AT Groate Arddl Lisa lones, Lisa Jones, it '
_reate Article _reate_Article article on the v
; ; = 25.02.202016:52 25.02.2020 1701
Lightning Record Pages > cammunity
Buttons, Links, and Actions Lisa Jones, Lisa Jones,
FAQ FAQ - B knowledge v
19.12.2017 11:06  25.02.2020 12:11
Compact Layouts
| % . i s Ko Lisa Jones, Liza Jones, i o
- low To Articles ow_To_Articles ; inowledge v
I Field Sets h E - O 95.02.202012:09  17.08.2020 12:45 £
Object Limits o G Lisa Jones, Lisa Jones, case deflection article
List View List_View v

Record Types

26.02.2020 13:53

26.02.2020 17:27

list view

1. Go to Setup - Object Manager - Knowledge - Field Sets - New
2. Create a field set with the mandatory name “List View” that serves to display the list of
articles for case deflection questions
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Knowledge Field Set

New Field Set

Field Set Edit Lufe | | Bemerl)
Enter Field Set information
Field Set Label || List View |
Field Set Name || List View |
Namespace Prefix
Where is this used? 0500 deflection article list view 2

| save | | Cancel |

3. Add appropriate fields. For example, Title, Summary, Last modified Date.

List View « Help for this Page

| save || Cancel | | 4 Undo || 4 Redo ||| [g Field Set Properties |

Knowledge
Assigned To

= _Qlﬂuick Findl Knowledge Name

Last Modified Date Owner | Sort Order in Cat... Title Visible in Naviga...

Created By ID

Last Modified By 1D
Owner

Record Type |ID

| Last Published Date

Plan Availability

| Source

| URL Name

Visible In Public...

Mapping info betw...

| Publication Status

Summary

| Version Number

Visible to Customer

MNav Title

| Section Anchors

| System Modstamp

|| visibie In Intern...

Visgible to Partner

User ID
User 1D

Drag any of the fields above into the list below.
In the Field Set !

Title
Summary
Last Modified Date

Create a field set with the mandatory name “Detail View” that serves to display the detail view
of articles for case deflection questions.
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Knowledge Field 5et

New Field Set

Field Set Edit Sawve | | Cancel

Enter Field Set information

Field Set Label ||Detai| View |

Field Set Name I| DEtEI“_"'-‘riE'l"ir |

Namespace Prefix

Where is this used?  lra320 deflection article detail view] i

Save Cancel

Add an Article Body field, or leave it empty if you have “Enhanced Article Detail view” enabled in
the Knowledge Settings.

Case Deflection Question

Create a hierarchy of the most frequent issues and questions that community members can
search for within the relevant knowledge articles. This will help you decrease the number of
created cases.

Add questions within the CD Questions tab.
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arent Question Sort O

New Case Deflection Question

*Question

How to create a new article? @

(=1

Click a button and fill in a form, @

i
o
(1]

Ea.‘ E ‘L\ El.‘

Question - add a question or statement that users often search for.

Parent Question - search the existing case deflection questions for a parent question and
create an unlimited number of level hierarchy. Note, that the articles display only for the
last question in a thread.

Sort Order - put the questions in the preferred order and create a clear structure.
Message to show to the user — insert an answer to the question.

Enable Case Create Button - enable the checkbox to allow site members to create a case.
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Relevant articles

B Helpdesk Support
B Business rules

B Howdo | use Views to manage ticket workflow?
Working with tickets

As an agent, vour primary responsibility is to solve your
customers’ support requests, To do that, you work with
tickets, which can arrive invarious ways such as via the
Help Center reguest form, directly through email, by
telephone and text chat, and from social media such as
Twitter and Facebook. The options vour customers
have for requesting support are called channels. Your
account owner or the administrator who set up your
Helpdesk Support determines what channels are
included.

11 Jun 2020

o e o R
[;1 + Moreinfo ,/'I

What are triggers and how do they work?
What are the Support default triggers?

What is the difference between automations and
triggers?

Accounts

Question Article Links

Connect CD Questions and Knowledge Articles with the help of Question Article Links object.

To create a question article link:
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1. Add a lookup field on the Question Article Link object to the Knowledge object.

Go to Setup - Object Manager - Question Article Link object - Field & Relationships - create a
new lookup field with a mandatory name - Article.

e .
puw Setup Home Object Manager

SETUP s OBJECT MANAGER
s Question Article Link

Question Ak Link Help or ihis Page @

Detalls New Relationship

Page Layouts

Lightning Record Pages

Field Label lgAﬁiClG

Buttons, Links, and Actions

Field H Erticle
Compact Layouts TR |.Am..le

Descriptian |
Fleld Sets |
; _— Halp Taxt
Object Limits 2
Record Types

Ralated Lookup Riters R S
Child Relationship Nams I!Quesﬁon Article Link=
Search Layouts Regquired || Always reguire a value in this field in orderto save a record
What to do if the lockup recard. @y Glear the value of this field You can't choose this eption if you make this fisld required
Sasrch Layouts Tor Salesions iz i

i | Don't alow delsfion of the lockup record that's part of 3 lookup relafionship
Llassic

- Lookup Filter
Triggers

Optisnzlly. create a filter io it the recomds availabis fo vesrs in the leokup fisld  Tell me maorst

‘alidation Rules
b Show Filier Setfings

|Previoas| | Wext | Cance

2. Create a custom “Publish Article” button to maintain articles links integrity.

This will update article links (lookup field) automatically when new knowledge article versions
are created.

To create and add a custom “Publish Article” button:
1) Go to Setup - Object Manager - Knowledge - Buttons, Links, and Actions - New Action:

Action Type - Lightning Component
Lightning Component - acknowltng:PublishArticleAction
Label - Publish Article
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LK X .
sue Setup Home  Object Manager

SETUR » OBJECT MANAGER
=
i Knowledge

- | Knowledge Actions

Details New Action
Fields & Relationships . v .

Enter Action Information | Save | |Cancel |
F Layout

AEEEayaHR ObjectName:  Knowledge | ;|
Lightning Record Pages Action Type. | | ightning Component ¥ |
: : Lightning Component | gcknowling PublishArticleAction v | i)
Butions, Links, and Actions . 2 — -
Height | 250px | G
Compact Layouts Standard Label Type [ _Npne- LliE
Label | H 5
Field Sets Dbt futlite |
Meme [Publish Adicle |1
Object Limits Description | i
W
Record Types leon # Change lcon
Related Lockup Filters :
| Save | ;Caru::eli
Search Layouts
2) Add a “Publish Article” action to the Knowledge page layout.
EEE Se‘tup Home Object Manager

SETUP » OBJECT MANAGER
e
e Knowledge

Knowledge Layout -
Datails

| save ¥ | Quick Save | Cancel || 4 Linda | 7 Reca ||| 5] Layout Properties |
Fields & Relationships @, Quick Find | Ncbile Action Ham= %
s | New Case | New Event New Opportunity Fost Question Snapins_Comact_F..
Fage tayouts | Mew Commumity Case || New Groun New Standard Posi | Printati View || Restore Submit for Aporoval
= | Mew Contact New Lead New Task Fubilish | Srapins_Case 0. | Thanks
Lighining Record Pages | New Contract || New Nat= Pell | Puttish Adicte | Snapins_Case Prec.. |
; ” 1 ¥
Eutions, Links, and Actions /
e

Compact Layouts

Fleld sets
) . Salesforce Mobile and Lightning Experience
Object Limits
Actions 1
Fecord Types
FPost Question File Poll Delete Article Chanpgitecord Typs Assign Archive Delete Draft
Related Lookup Fiiters Edit Edit as Draft Publish Restare Publish Article
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You should be using the custom “Publish Article” button instead of the standard one! It's
needed for Advanced Case Deflection functionality to keep links to the latest knowledge
article version on case deflection wizard up to date.

See how to set up the components and functionality on the site in the section dedicated to site
setup.

Case Deflection Analytics

AC Knowledge Management Enterprise package also contains custom objects and tabs for
providing CD analytical data.

CD Statistic Visits

CD Statistic Visits is a parent object in a master-detail relationship that serves to summarize
collected information from its child objects with the help of Roll-Up Summary fields.

CD Statistic Visits 2 ¢ o
MNew Impeort Change Cwner Printable View
All v #
5 5 CD S ic Vi k =} e < . £ Search this list = = . = >
| & items - Sorted by CD Statistic Visit Number - Filtered by all cd statistic visits - Updated & few seconds ago s = ik C £ e Y

CD Statistic... T URL “  Questions viewed - Articles viewed v Articles halped *~  Articlas not heiped » Article closed “ Case form opened
V-00000 nrtps: {/true 2 1 1 0

V-00001 hitps:{/true. . 1

1= il = = T =
o a | o @) e
= T R~ A T -

[=]

A Y

CD Statistic Visits performs records based on the community member page visit and displays
the information on CD questions viewed and knowledge articles value.

81

Advanced Communities Ltd. registered in England and Wales (No. 6659236) VAT No. 115662818
We Work 30 Churchill Place, Canary Wharf, London E14 5RE United Kingdom
We Work SOMA, 156 2nd Street, San Francisco, CA 94105 USA
sales@advancedcommunities.com +44 20 30510075



CD Statistic Visit

V-00002
Related Details
CD Statistic Wisit Number Chwrnier
V-00002 $ srthur Song
URL

Attps: /ftruelife-developer-
edition.eul7 force.com fcoml/s/suppaort
Cuestions viewed
%
Articles viewad
0
Caze form openad
il
Articles hefpad
0
Articles not helped
0
Article closed
0
Case form opened on guestion

o Bt

Created By Last Modified By
rtbur-Sorg, 02, % o Arthur Song, 02 7
Arthur Song, 27.02.2020 17:37 Arthur Song, 27.02.2020 17:38

You can track and analyze information from the CD page visit such as the:

- number of CD questions viewed by a member during a visit

- number of knowledge articles viewed by a member during a visit

- number of articles that helped/did not help

- number of closed articles by a member during a visit

- case form opened - a checkbox that shows if a member opened a “New Case” form
during a visit

- case form opened on question - shows a link to the question for which a case form was
opened

The information on the article’s value is based on the member’s votes for CD articles.
It is also possible to enforce voting for community members to collect information on CD
articles. You can disable the ability to close the article pop-up window without voting.
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AC Case Deflection v
Wizard

Title

Relevant articles

Top Question Id i ]
« | Show knowledge articles field labels
ize of knowledage arficle popup windo

Small -

CD Statistic Questions Tracking

Track the progress of the viewed/searched CD Questions based on the community members’
visits.

CD Statistic Questions Tracking is a child object for CD Statistic Visits that collects the
information on questions viewed by a member during a visit. This information is summarized in
the Questions Viewed field of the CD Statistic Visits object.
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sss  AC Kngwledge Home  Knowledge Settings  Knowledge ~s  Chatter  Case Deflection Questions ~ €D

CD Statistic Question Tracking
QT-00073

Related Details

CD Statistic Question Tracking Mumbear
QT-00073

Question
£0300000
Visit

v

Sf

Created By Last Modified By
e Lisa Jones, 13,03.2020 15:21 o Lisa Jones, 13.03.2020 15:21

CD Statistic Articles Tracking

Track CD articles’ outcome based on the community members’ visits.

CD Statistic Article Tracking
AT-00000

Related Details

CD Statistic Article Tracking Number

AT-00000

Visit

V00000

Outcorrie

Article not helped

Article Title

Require Customize Application permission for

direct read access to custom settings

Knowledge Article Id

kADTWOO0O00IKS5CAK
Created By Last Modified By
° Lisa Jones, 26.02.2020 17:30 o Lisa Jones, 26.02.2020 17:31
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CD Statistic Articles Tracking is also a child object for CD Statistic Visits that collects the
information on an article’s outcome, based on actions (voting and closing articles) performed
by a member during a visit. This data is represented on the CD Statistic Articles Tracking by an
“Outcome” picklist field with the following values:

e article helped
e article not helped
e article closed

r‘:] l‘.A['l-Iﬁ?svtEf,ti;al"- Cles Tracking Ne Imiort Printablo Viewr
19 iterns - Sorted by CD Statistic Articks Tracking Mumber - Filterad by all cd statistic articles tracking - Updated a few seconds i :
agno el ! ol L= F 4 ¢Y
CD Statistic Article ... T Article Title “w QOutcome v Visit “ Created By ~* Created Date
Reguire Custornize Applicatio... Article not helped 26.02.202017:30
Article Type Tempiates article heiped V-0000E 28022020 112
Article Type Page Layouts Article haiped 28.02.202010:12
Knowledge Article Types Article heiped 28022020 10:12
Set up Knowledge Data Categ.. Article helped 28022020 14:12
Knowedge Feature Licenss Article heiped 28.02.202010:51
AT-00006 Artlcle Type Page Layou! arlclenotheiped 00013 2802 2020 10-51
AT-00007 Knowiedge Faature Licansa Article haiped W-00017 28.02.2020131-07
Enable Knowledge Article helped 28.02.2020 11:07
Knowiedge Article Types Article not helped 28.02.202011:07
Guest User Access Article helped 2B8.02.202011:07
Articie Type Page Layout article closed e Guest 28.02 2020 11:26

The collected information is further summarized in the CD Statistic Visits object records
according to the criteria provided in the corresponding Roll-Up Summary fields.
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LLM Integration

The AC Knowledge Management Enterprise app integrates with a Large Language Model (LLM)
to enhance search, support, and engagement through Al-powered chat. This integration allows
users to ask natural-language questions and get accurate, article-linked responses based on
your Salesforce Knowledge Base.

Key Capabilities

Conversational Q&A powered by your Knowledge Base
Article Suggestions with Direct Links

Feedback & Rating Options

Create Case from Chat

Support for Data Categories and Vector Storage Filters
Customizable Chat Behavior via Conversation Settings
Structured Article Upload to Vector Stores (with Mapping)
Automated Admin Email Alerts for Error Tracking

Integration Setup

To enable LLM-powered responses in AC Knowledge Enterprise, follow the steps below. The
LLM used in this integration is OpenAl’s ChatGPT. These steps ensure that knowledge articles
can be uploaded to the LLM vector database and that the chat component functions as
expected.

Step 1: Object Permissions and Field-level Security
Make sure the required permissions are assigned as described here.
Step 2: Enable Article Uploading

Create an “Upload to LLM" checkbox field on the Knowledge object (or another selected object),
and ensure its APl name (Upload_to_LLM__c) is specified in the “LLM API Name Field to
Upload” custom setting:

Setup — Search for "Custom Settings" in Quick Find

Select AC Knowledge Settings

Click Manage

Edit the LLM_API_Name_Field_To_Upload, and specify: Value: Upload_to_LLM__c
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= ey Ty =

F

' AC Knowledge Settings Detail

Back to List
e

Edit

Hame y M _API_Name_Fisld_To_Upload | Deoscription

Labal  LLM AP Mame Figid To Upload Values  Upload_lo LLM__¢

Please ensure that the LLM_Articles_Export_Limit value is set to 10 in Setup — Custom Settings

— AC Knowledge Settings — Manage.

This setting controls how many articles are processed at a time during LLM export. A lower
value helps avoid platform limits and ensures stable batch performance — especially after
enabling the file upload feature in recent versions. Default value may be 1000 in older orgs,

which can lead to processing failures.

Grant field-level permissions to admin users as described in the table.

Step 3: Get Your OpenAl APl Key

e Signup orlog in at OpenAl API.
e Navigate to Dashboard — API Keys.

e Click “Create new secret key” and copy the generated value.

o Advanced Communities © Default project © Playground Dashboard

[ oasHsoARD API keys

B Logs
As an owner of this project, you can view and manage all APl keys in this project.

AP reference @2 o

Do not share your AP| key with others or expose it in the browser or other client-side code. To protect your account’s security, OpenAl may

,‘G_" Agsistants automatically disable any APl key that has leaked publicly.
{=} Batches View usage per AP| key on the Usage page

& Rualuations NAME SECRET KEY LAST USED © CREATED BY

i) = TR T e

o rine-tuning X

My Test Key Sk—+ s 9YIA 25 Mar 2025 iktoriia Pelykh

8 storage
db Usage
& APIkeys

Step 4: Set Up Named Credential

PERMISSIONS

All

®
=

Go to Setup - Security - Named Credentials — OPEN API NC -> Allowed Namespaces for

Callouts -> and add the following value - ‘acknowltng’
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https://platform.openai.com

External Credential
OpenAl APIEC

Client Certificate

oking for? Callout Options
Generate Authorization Header @
3
Allow Formulas in HTTE Header @

[

Allow Formulas in HTTP Body @
i

Outbound Network Connection @

Managed Package Access

Created By Namespace @

Allowed Namespaces for Callouts @
acknowltng

Next, go to Setup — Named Credentials — External Credentials.

Select the External Credential you'll use to connect to the OpenAl API.
The AC package provides a default credential named “OpenAl API EC", which you can use as-is
or replace with a custom one.

SETUP

Named Credentials
Mamed C: i External External Auth ldantity Providers
1 Items - Sorted by Label
Label ~ | Authentication Protocol w  Actions
OpenAl AP EC Custom [*]
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Open “OpenAl API EC”, and under Principals, click “API Principal” to edit it.

SETUP > MAMED CREDENTIALS
OpenAl APIEC

Edit Deleta

Label Mame
Opendl AP| EC acknowltng__OpenAl_API_EC
Authentication Pratocol

Custom
Managed Package Access

Created By Namespace @

Related Named Credentials

Labed “ | Mame | URL
hittps:/fapi.cpenai.com

Dpenal AP KT acknowltng__ OpenAl_API_NC

Principals
N ication P... ication Status | |[ i | |

ber Name
1 unknown | | Deleta |
|

1 APl Principal

Custom Headers

Paste the OpenAl API key you obtained in Step 1 into the Bearer Token field:

e Click on the 'Add' Authentication Parameters
e Type 'OpenAlAPIKey' in ‘Name' field ( this value can't be changed )

e Type your bearer token in 'Value' field

Ensure that this External Principal is included in your permission set.
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Edit Principal

* Parameter Name * Sequence Number
AP Principal | 1
*Identity Type
Named Principal v
Authentication Parameters Add
Parameter 1
*Name
I OpenAlAPIKey ‘

Principal Access

Name | Entity Type v | ID A
AC_Knowledge_Admins PermissionSet 0PSAeQ00002rLZpOAM
AC_Knowledge_Guest_Users PermissionSet 0PSA2000002rLZtOAM
AC_Knowledge_Community_Users PermissionSet 0PSAe000002rLZrOAM

Without this step, users (including guest users) won't be authorized to send requests to OpenAl.

Step 5: Create a Vector Storage and set the LLM Default Vector Store ID

Create a Vector Storage

There must always be one default vector storage that contains the full pool of articles — this is a
required step. Once the default storage is created, you can create additional storages if needed
(described below).

You can create vector storages either directly on the OpenAl platform or from within the internal
Salesforce environment. Both scenarios are described in this section.

Tip If you don’t have any existing vector storages on your OpenAl platform that you'd like to use
for this integration, skip directly to Option 2.

Option 1: In the OpenAl Dashboard, navigate to Storage — Vector Stores. Create a new vector
store or copy the ID of an existing one.
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QMnnmdcommllhsc ! Datault progect = Flayground  Dashboard  Docs  AFTrefersice 82 °

[ oaswsosno Storage
Bl Lein Files  Vectoratoms
B Traces
- e— Group One 0270245, 139 WECTOR STORE
5 26 KB - i1 BTWEEda 4BI0HB G ThES ki Untitled vector store &
Batches
Untithed store W22025 1356
@ Bsluations 2 i RSSO TGS GTEDI @ o va_BT40e05has10E 10156781 Bal 4081 2e3
2 Finetuing i Estimatnd usage B 32 ME hours 5o -far this month - $04/ GB per day
& Sien S2KE
¥ Lastoctve 25 Mar 2025, 1:08
db Usoge
B Epiration poficy MNear 27
AP keys
2] ¥ @ Bwins —
© Cronted 10 Feb 2025, 1156

This ID tells the system where to store and retrieve knowledge embeddings for Al-powered
responses.

Next, go to the LLM Vector Storage ID tab and create a record with the defined ID. Fill in the
following fields and save the record:

New LLM Vector Storage

* = Required information

Information

= Vecior Storage Name Wector Stofage id

—— 11

System Information

Crwrat
] SERHI HONCHARENKO

e Vector Storage Name
The internal name of the vector storage in Salesforce. Can be any name.

e Vector Storage ID
The external identifier of the vector storage retrieved from the LLM platform (e.g.,
OpenAl).

Option 2: Create your vector storage directly from the internal Salesforce environment without
needing to access the OpenAl platform at all.
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To do so, go to the LLM Vector Storages tab, click “New”, and fill in the “Vector Storage Name”
with any value. Click “Save”. You'll see the record created with a blank “Vector Storage ID” value.

AL Knowledge Man... Home Enowledge ~  Knowloedge Settings  Knowledge Categorios v AC Knowledge Article Subscr... ~ Case Deflection Guestions ~ Question Article Links ~  LLM Vector Storages ~ More »

™1 LLM Vactor Storage

./ Default Vector Storage Mapping | SindToilM | MaksDefaul | Onlwo From LLM

ast N
i ) serHi He

IMCHARENKD , DA07.2025, 14:52

CHARENKD, 04.07.2025, 14:52

Next, click the “Send to LLM” button. This will send the request to the OpenAl platform and fill in
the “Vector Storage ID” field automatically.

Mark your Vector Storage as Default

Once the vector storage record is created, open the newly created record and mark the storage
as default by clicking the “Make Default” button. This will fill in the LLM Settings — LLM Default
Vector Store ID.

More Details

You're not limited to a single vector storage — you can create multiple storages based on your
use case. For example, you might configure several vector storages and set up mappings (as
described in Step 6), allowing the chat component to return responses only for specific data
categories by combining vector storage selection with category-based filtering.

Step 6: Configure a Mapping

LLM Mapping enables the categorization of articles based on data categories, allowing articles
to be directed to different storage locations. This ensures that the articles are uploaded to the
configured storages and that these storages are available for selection within the chat
component. By setting up LLM Mapping, admins can ensure that only the relevant content is
accessible via the chat component based on specific categories.

Key Fields:

e Mapping Number (Auto Number)
Automatically generated unique numbers for each mapping record. It is used to
reference each mapping entry.

e Combined Group & Category Name
A formula field that combines the data category group name and the data category name
to create a full path for the category. This helps identify where each article fits within the
hierarchy.
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e Data Category Group Name
The name of the data category group that classifies related data. This is part of the
organizational structure that categorizes articles.

e Data Category Name
The specific data category under the selected group.

e [ LM Vector Storage
The vector storage location where mapped knowledge data is stored. This field creates a
relationship between the article and the appropriate storage location where it will be
processed by the LLM platform.

Setup Instructions for LLM Mapping:

Enable LLM Mapping in Knowledge Settings
Go to the Knowledge Settings and check the option Enable LLM Mapping to allow
categorization of articles based on data categories.

Create LLM Vector Storage
Navigate to the LLM Vector Storages tab and create a new LLM Vector Storage record. Ensure

that the Vector Store Id field is populated. If this field is empty, the Vector Storage will not be
available for use in the chat component. Do not use the default vector storage for that.

Go to Record Page of Created Vector Storage
After creating the LLM Vector Storage record, navigate to the record page.
Click on the Mapping button to start the mapping process.

Select Data Categories to Link to Storage
From the Mapping page, select the data categories you want to link to the selected LLM Vector

Storage. This ensures that the content is properly categorized and can be retrieved by the LLM
component when needed.

Choose the LLM Vector Storage in the Chat Component
In the chat component property, select the configured LLM Vector Storage to make it available

for categorizing responses. This links the specific vector storage with the articles that will be
used for LLM responses.

Add Additional Data Categories (Optional)

If you need to add more data categories, go to Setup > Data Category Setup and create the new
data categories as required. After adding new categories, they will be available for selection in
the Mapping process.

Step 7: Select the Field Set for LLM Upload

Go to Knowledge Settings and locate the “LLM Export Field Set” field. Select the Field Set that
contains the fields you want to upload to the LLM.
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Only the fields included in this set will be processed and embedded into the vector storage. See
more details in the Knowledge Settings — LLM Settings section.

Note The fields included in this Field Set are defined by each organization based on their
specific needs. For example, some organizations may choose to include Title, Summary, Article
Body, or any custom fields relevant to their use case. There is no required or default list of fields
— only the fields included in the selected Field Set will be processed and embedded into the
vector storage.

Home  Knowledge Settings  Knowledge Categories AC Knowledge Article Subscr... Case Defiection Questions ~ Question Article Links  ~ CD Statistic Visits ~  More ¥

X r g g ToTTTOTeTICT T e =

Feel free to contact us regarding anything related to Community Cloud.

General Reputation Points
Default Knowledge Base Language | English - Enable Reputation Paints for Article ¥
I Contribution:
Enahie Multipie Languages Support [ Experience Cloud Site | - distion =
Knowledge Object API Name | Knowledge L 3
Mumber of Paints Given for Article | 3

. Contributions
Enabla Articte Following [
Organization-Wide Emall Address for | Select an Option L
Motifications
Article List Article Detail

Enabie Ordering by Custom Date Field

Field AP Mame for Custom Ordering
{Date Fields Only)

LLM Settings

LLM Named Credential @

| Last Modified Date

Enable Enhanced View of Articles

Article Body Field AP Name

Logger Settings

Motify Admin About LLM Integration

Select an Option

| openai_aPI_NC

|ssues

2 ? 3 o
LLM Default Vector Store ID @ | ve_67afeS5bae308191a63a10a144

Email for Integration tssue Alerts @

Enable LLM Mapping @ [#)

Log Retention Period (Days) @ 14

LLM Last Processed Date @ | "2025-03-18T15:26:57.0002"

LLM Export Fisld Set @ | Detail View . l

J

Step 8: Create the LLM Conversation Settings Record

Go to the LLM Conversation Settings tab and create a new record.
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Edit Assistant gpt-4

* = Required Information

* Conversation Setting Name Output Verbosity @

Assistant gpt-4| [ --None-- w l
*Model @ Reasoning Effort @
‘ gpt-4o v l l --None-- v ‘

*Temperature @

‘ 0.10 J

Instruction

Instruction @

You are a professional and concise assistant that provides responses exclusively based on the content of uploaded files
associated with the assigned vector store.

"oy

System Information

Enable Custom Parameters @ Last Modified By
L @ Admin User, 06/11/2025, 18:01
Custom Parameters (JSON) @ Created By

@ Admin User, 06/08/2025, 13:21

Owner

© Admin User

l Cancel H Save & New ‘

The LLM Conversation Settings tab allows administrators to configure how the Al assistant
behaves during chat interactions. You can define tone, style, response formatting, and select the
Al model to use. Note: Turbo model is recommended for file-based searches, such as searching
through articles and attachments

Key configuration options include:

e Conversation Setting Name: A required name used to reference the conversation
configuration.

e [nstruction: Long text where you can define specific guidelines for the Al-assistant’s
responses, such as tone, formatting style, or any restrictions.
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Example Instruction for LLM Conversation:

“You are a professional and concise assistant that provides responses exclusively
based on the content of uploaded files associated with the assigned vector store.
Restrictions:

-Do not use external sources, browsing tools, or third-party plugins.

-Do not speculate. If the requested information is not present in the files, clearly
state this.

-Do not return internal file names (e.g., ka0Qz000000HBS5IAQ.json).

Standards:

-All responses must be accurate, clear, and aligned with the language of the user’s
query.

-If any of the user’s search terms appear in a document's title, treat that document
as the primary source.

-When applicable, cite exact excerpts or phrases from the documents.

-In every response, include a reference to the source link from which the
information was taken.”

e Model: Select the LLM model that will generate responses. Current supported models
include:

o

gpt-40: The latest OpenAl flagship model with multimodal capabilities (text,
image, audio). Offers fast, high-quality, human-like responses. Best for advanced
conversational experiences.

gpt-4o-mini: A lightweight variant of gpt-4o designed for faster responses with
lower compute requirements. Ideal for responsive chat with lower latency.
gpt-4-turbo: Optimized version of GPT-4. Offers high performance at lower cost
with support for large context windows (up to 128,000 tokens). Recommended for
file-based search and complex tasks.

gpt-4.5-preview: Experimental version with preview access to upcoming GPT-4.5
features. Useful for testing new capabilities but may be subject to change.
gpt-3.5-turbo: A cost-efficient model with good performance for everyday tasks.
Ideal for general support interactions that don’t require deep reasoning.

gpt-4.1: A balanced and stable GPT-4 variant for production environments. Offers
strong accuracy and reasoning at standard token limits.

gpt-4.1-mini: Lightweight version of gpt-4.1 that trades off depth for improved
speed and responsiveness. Suitable for real-time chat.

gpt-4.1-nano: Ultra-light GPT-4.1 variant optimized for speed and minimal resource
usage. Best for quick, simple responses in high-traffic use cases.

gpt-5: The next-generation flagship model offering state-of-the-art reasoning,
generation, and language understanding. Designed for the most demanding Al use
cases across enterprise and research.
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o gpt-5-mini: A streamlined version of GPT-5 optimized for performance and lower
compute cost. Suitable for interactive applications that require fast, smart
responses.

o gpt-5-nano: Ultra-efficient GPT-5 variant built for minimal latency and high
scalability. Best suited for lightweight, high-volume tasks with concise output
requirements.

o gpt-5.1: Enhanced GPT-5 variant offering improved stability, accuracy, and
performance for production deployments. Ideal for organizations seeking the
latest advancements with predictable behavior (add manually).

Note: Turbo is recommended for file-based searches, such as searching through articles and
attachments

e Temperature: Set the randomness level for responses. Lower values (e.g., 0.01) make
replies more focused and deterministic, while higher values (e.g., 0.8) increase creativity.
Note: This field is applicable only for GPT-4 and earlier models. For GPT-5 and higher,
leave this field empty.

o Lower values (from 0.01) make responses more factual and focused.
o Higher values (e.g., 0.8) generate more diverse and creative answers.

To support more granular control when using GPT-5 and higher models, several new fields have
been introduced. These are optional and will only apply if a GPT-5+ model is selected in the
Model field.

e Reasoning Effort: Controls the reasoning depth used by the Al assistant.
Controls the reasoning depth for GPT-5+ models. Applies only to GPT-5 and higher. Leave
blank for earlier versions.

e Qutput Verbosity: Determines how concise or elaborate the model’s responses should be.
Sets output verbosity level for GPT-5+ models. Applies only to GPT-5 and higher. Leave
blank for earlier versions.

Note: If either Reasoning Effort or Output Verbosity is populated, the system will ignore the
value in the Temperature field.

Optional Fields for Future OpenAl Parameters

e Enable Custom Parameters: Enable this option to allow manual configuration of advanced
OpenAl parameters (e.qg., future features like reasoning depth). When unchecked, the
Custom Parameters (JSON) field is disabled.
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e Custom Parameters (JSON): Enter a valid JSON object to pass additional OpenAl
parameters. Use this only if OpenAl has released new supported fields and you've been
instructed to apply them.

These fields are intended for forward compatibility and should only be configured by advanced
users familiar with OpenAl API capabilities.

Each Conversation Setting record can later be selected in the LLM Chat component setup to
define how the Al chat behaves for users.

If you wish to allow guest users to access the chat, refer to the following section to learn how to
grant them access.

Chat Component Setup and Behaviour

This “LLM Chat Container” component integrates with LLM to facilitate article-based queries,
enabling users to send requests and receive responses. It supports retrieving answers with
relevant article links, categorizing search results by topics and conversations, collecting
feedback, and creating salesforce cases.

Chat Setup

The component can be placed on both internal and external environments.

@ Knowledge Chat

GFT a0 with Lirks

Helbe, I'm Knowledge Chat! =

Iean halp you find answers based on the knowledge articles available in this system.

| generate responses using the content from these articles and prowide direct links for further reading. Ifan answer
isn't helpful, you can rate it or create a case for further assistance.

Need a new topic? Just start a new chat armytime!

The component has the following properties:
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LLM Chat Container (*] ¥ix

Flow APl Name i ]

acknowltng__AC_Create_Case_From_AI_

*LLM Conversation Setting Name @
Assistant gpt-4 -

* LLM Vector Storage Name o
All Articles v
URL To Article On Site [ ]

[sfarticle/{0}

Chat Button Position [
bottom-right v
Chat Button Margin )
medium v
Chat Body Max Height [ ]

200px

] Display Chat as Embedded Component g

| Preserve Chat Session )

Flow APl Name: Contains the APl name of the Salesforce Flow used for case creation
from the chat

o Filled in with the default flow APl name

o The flow is evoked by the “Create a Case” button displayed in the chat (the button
is hidden if the field is blank)

LLM Conversation Setting Name: Select the LLM conversation to define the response
behavior, including instructions, model, and temperature settings

o Select one of the previously created conversations

o Once selected, the value is displayed on the Ul of the component
Knowledge Chat All Articles ; As 1

LLM Vector Storage Name: Select the vector storage where files are stored for retrieval
and processing by the LLM

o Select one of the previously created records

99

Advanced Communities Ltd. registered in England and Wales (No. 6659236) VAT No. 115662818
We Work 30 Churchill Place, Canary Wharf, London E14 5RE United Kingdom
We Work SOMA, 156 2nd Street, San Francisco, CA 94105 USA
sales@advancedcommunities.com +44 20 30510075



o If left blank, the chat searches across all available articles and displays the label
“All Articles” in the chat component.

o Knowledge Chat All Artices Assistant]

o If a specific vector storage is selected, the chat only searches articles within that
storage, and the component displays the name of the selected vector storage
instead of “All Articles”.

e URL To Article On Site: Define the path to be used for article links redirection (e.g.,
'/s/article/{0}). Please provide setup information about if the community uses multiple
sites (in this case url link should be added).

e Chat Button Position: Select where the floating chat button appears on the screen

o You can place it in one of the four corners: bottom right, top right, bottom left, or
top left.

e Chat Button Margin: Defines the spacing around the floating chat button.
o Use this setting to fine-tune the button’s position on the screen.
e Chat Body Max Height: Set max height for the chat body in px.

e Display Chat as Embedded Component: Choose how the chat is displayed—either
directly on the page or as a floating button.

o If checked, the chat appears as an embedded component directly on the page.

o If unchecked, a floating button is shown instead, which opens the chat when
clicked.

Preserve Chat Session: If checked, chat history is preserved between sessions. If
unchecked, the chat will reset every time a session is started.

Chat Behaviour

The AC Knowledge Chat component provides a conversational interface powered by LLM
(OpenAl). Below is an overview of the key behavior and functionality.

Access and Permissions

e Only administrators can manage vector storages and conversation settings via the
component'’s properties.

e End users (including site users and community members) do not have access to modify
configuration settings.
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e The component is fully supported in both internal Salesforce Ul and Experience Cloud
sites.

General Chat Functionality

e When the component is launched, it displays a default welcome message to the user:
“Hello, I'm Knowledge Chat!
I can help you find answers based on the knowledge articles available in this system.
| generate responses using the content from these articles and provide direct links for
further reading. If an answer isn't helpful, you can rate it or create a case for further
assistance.
Need a new topic? Just start a new chat anytime! ¢
This is a custom label that can be changed according to your needs.

Hello, I'm Knowledge Chat!
| can help you find answers based on the knowledge articles available in this system.

| generate responses using the content from these articles and provide direct links for further reading. If an answer
isn't helpful, you can rate it or create a case for further assistance.

Need a new topic? Just start a new chat anytime! .-

e Clicking the “New Chat” button resets the conversation and clears previous messages.
Note: Chat history is not saved for end users.

e The chat input field supports standard text input controls:
Pressing Enter (or Return on Mac) submits the message.

Pressing Shift + Enter (or Shift + Return on Mac) creates a new line within the same
message.

e The chat replies based on instructions defined by the administrator and may include:
o Direct article links for further reading (if configured via the conversation
instruction settings).

o Attachments related to the referenced articles (if applicable).
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o A rating option for user feedback.

How helpful was this conversation?

L 0.6 6 6 ¢

o A feedback comment box that allows users to share additional context.

Thanks for your rating! Want to leave a comment?

- s \
Kip
\ J

Feedback data is stored internally within the Salesforce org.

o When a new response is generated, the chat automatically scrolls to the beginning
of the new message, ensuring users can read the response from the start.

Case creation

o Users can escalate a question by clicking the “Create Case” button shown within
the chat window.
Admin and Community users can upload files if required (.pdf, .jpeg, .jpg, .png.,
.odt, .doc, .docx). All the uploaded files are attached to the Case record upon
successful form submission.

New Case

* Subject

* Description

Attachments

2, Upload Files |Ordr0pﬁies

( CaHCEJ ) —
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o This triggers standard Salesforce case creation and links the case to the current
user. When a case is created from the chat, it is automatically linked to the
corresponding conversation.

See the junction object between Case and LLM Conversation — LLM Conversation
Case tab.

Support for Attachment Search

The LLM Chat Al Assistant can search not only through the body of Knowledge Articles but also
through their attachments (e.g., PDF, DOCX). This ensures that users receive more complete
and accurate answers, even when relevant information is stored in files.

Key Capabilities:
e Semantic Search in Attachments

Attachments uploaded via either the Files related list or the Chatter feed are processed and
indexed into the vector store. During a chat interaction, the Al assistant can now retrieve
relevant data from both article text and file content. See how to upload attachments through the
Chatter here.

e Unified Results with Article Links

Even when an answer is found in a file, the Al assistant provides a link to the associated article
using the improved label format:
Example: View: How to Set Up Two-Factor Authentication

e Support Across Environments
Attachment search works in both Experience Cloud sites and internal Salesforce Ul.
How It Works (for Admins):

e Knowledge Export Enhancements

When a Knowledge Article is uploaded to the vector store, all its attachments are also exported.
Attachments are tracked using the Knowledge_Export__c object as child records linked to the
parent article record via Parent_Knowledge_Export__c.

Make sure the LLM_Articles_Export_Limit is set to 10 to ensure reliable export processing
without hitting system limits.

e New Object Logic

Each attachment is marked with the type ‘Attachment' and inherits the vector storage mapping
from its parent article.
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e Triggers and Sync

When a new file is attached, a trigger creates a corresponding Knowledge_Export__c record and
links it to the article.

If afile is deleted, its export record is marked as Pending Deletion.
If an article is deleted, its attachments are also removed from the vector store.
e Size Limitations
When uploading attachments through the LLM integration, the following size limits apply:

Salesforce limit: Maximum 6 MB per file due to HttpRequest restrictions.
OpenAl platform limit: Maximum 20 MB per file.

Important: If you need to upload a larger file, it must be manually split into smaller parts (each
not exceeding 6 MB) before uploading.

Internal View

Note In addition to adding the LLM-powered chat for external users via the Experience Cloud
site, the chat also supports internal use directly within Salesforce.

Administrators can access and manage all LLM-related settings, mappings, logs, and
conversation records using dedicated tabs inside the Salesforce org.

This section provides an overview of the available LLM administration capabilities, tab by tab.
LLM Conversation Settings Tab

Part of the Integration Setup.

i1 AC Knowledge Man.,  Home  Knowleoge Knowedge Settings Krowledge Categorles AC Wrowlege Adticie Subscr . . Case Detiection Questions LM Comersation Setfings - Were v

[} LiM Comversation Seting
b Assistant gpt-a

(31

Instruction
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The LLM Conversation Settings tab allows administrators to configure how the Al assistant
behaves during chat interactions. You can define tone, style, response formatting, and select the
Al model to use.

Key configuration options include:

e Conversation Setting Name: A required name used to reference the conversation
configuration.

e Instruction: Long text where you can define specific guidelines for the Al assistant’s
responses, such as tone, formatting style, or any restrictions.

o

Example Instruction for LLM Conversation:

“You are a professional and concise assistant that provides responses exclusively
based on the content of uploaded files associated with the assigned vector store.
Restrictions:

-Do not use external sources, browsing tools, or third-party plugins.

-Do not speculate. If the requested information is not present in the files, clearly
state this.

-Do not return internal file names (e.g., kaOQz000000HBSS5IAOQ.json).

Standards:

-All responses must be accurate, clear, and aligned with the language of the user’s
query.

-If any of the user’s search terms appear in a document'’s title, treat that document
as the primary source.

-When applicable, cite exact excerpts or phrases from the documents.

-In every response, include a reference to the source link from which the
information was taken.”

e Model: Select the LLM model that will be used to generate responses. The following
models are currently supported, each offering different capabilities:

o

gpt-4o: The latest OpenAl flagship model with multimodal capabilities (text,
image, audio). Offers fast, high-quality, human-like responses. Best for advanced
conversational experiences.

gpt-4o-mini: A lightweight variant of gpt-4o designed for faster responses with
lower compute requirements. Ideal for responsive chat with lower latency.
gpt-4-turbo: Optimized version of GPT-4. Offers high performance at lower cost
with support for large context windows (up to 128,000 tokens). Recommended for
file-based search and complex tasks.

gpt-4.5-preview: Experimental version with preview access to upcoming GPT-4.5
features. Useful for testing new capabilities but may be subject to change.
gpt-3.5-turbo: A cost-efficient model with good performance for everyday tasks.
Ideal for general support interactions that don't require deep reasoning.
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o gpt-4.1: A balanced and stable GPT-4 variant for production environments. Offers
strong accuracy and reasoning at standard token limits.

o gpt-4.1-mini: Lightweight version of gpt-4.1 that trades off depth for improved
speed and responsiveness. Suitable for real-time chat.

o gpt-4.1-nano: Ultra-light GPT-4.1 variant optimized for speed and minimal
resource usage. Best for quick, simple responses in high-traffic use cases.

o gpt-5: The next-generation flagship model offering state-of-the-art reasoning,
generation, and language understanding. Designed for the most demanding Al use
cases across enterprise and research.

o gpt-5-mini: A streamlined version of GPT-5 optimized for performance and lower
compute cost. Suitable for interactive applications that require fast, smart
responses.

o gpt-5-nano: Ultra-efficient GPT-5 variant built for minimal latency and high
scalability. Best suited for lightweight, high-volume tasks with concise output
requirements.

o gpt-5.1: Enhanced GPT-5 variant offering improved stability, accuracy, and
performance for production deployments. Ideal for organizations seeking the
latest advancements with predictable behavior (add manually)

Note: Turbo model is recommended for file-based searches, such as searching through articles
and attachments.

e Temperature: Set the randomness level for responses. Lower values (e.g., 0.01) make
replies more focused and deterministic, while higher values (e.g., 0.8) increase creativity.
Note: This field is applicable only for GPT-4 and earlier models. For GPT-5 and higher,
leave this field empty.

o Lower values (from 0.071) make responses more factual and focused.
o Higher values (e.g., 0.8) generate more diverse and creative answers.

To support more granular control when using GPT-5 and higher models, several new fields have
been introduced. These are optional and will only apply if a GPT-5+ model is selected in the
Model field.

e Reasoning Effort: Controls the reasoning depth used by the Al assistant.
Controls the reasoning depth for GPT-5+ models. Applies only to GPT-5 and higher. Leave
blank for earlier versions.

e Output Verbosity: Determines how concise or elaborate the model's responses should be.
Sets output verbosity level for GPT-5+ models. Applies only to GPT-5 and higher. Leave
blank for earlier versions.
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Note: If either Reasoning Effort or Output Verbosity is populated, the system will ignore the
value in the Temperature field.

Optional Fields for Future OpenAl Parameters

e Enable Custom Parameters: Enable this option to allow manual configuration of advanced
OpenAl parameters (e.g., future features like reasoning depth). When unchecked, the
Custom Parameters (JSON) field is disabled.

e Custom Parameters (JSON): Enter a valid JSON object to pass additional OpenAl
parameters. Use this only if OpenAl has released new supported fields and you've been
instructed to apply them.

These fields are intended for forward compatibility and should only be configured by advanced
users familiar with OpenAl API capabilities.

Each Conversation Setting record can later be selected in the LLM Chat component setup to
define how the Al chat behaves for users.

LLM Vector Storages Tab

Part of the Inteqgration Setup.

The LLM Vector Storages tab allows administrators to manage vector storage records that store
embeddings of knowledge articles for LLM search and retrieval.

Each vector storage record links your Salesforce Knowledge Base with an external storage
system (e.g., OpenAl platform) where article embeddings are maintained.

Key Fields:

e \Vector Storage Name
The internal name of the vector storage in Salesforce.

e \Vector Storage ID
The external identifier of the vector storage retrieved from the LLM platform (e.g.,
OpenAl).

Vector Storage Management Buttons

Use the following buttons on the Vector Storage record page to create, delete, or set a storage
as default directly from the Ul — no need to navigate to external settings or APIs. These actions
simplify the management of your vector storages within Salesforce.

e “Create on LLM” Button
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Admins can create a new vector storage directly from the Vector Storage record page.

Behavior: Sends a creation request to the LLM platform and auto-populates the Vector Storage
ID field with the returned ID. Displays a success or error toast.

e “Delete from LLM" Button
Enables direct removal of the vector storage from the LLM platform.
Behavior: Sends a deletion request to the LLM platform and shows a success or error toast.
Enabled only if a Vector Storage ID exists.

e “Make Default” Button

Allows admins to set a particular storage as the default without navigating to Knowledge
Settings. There must always be one default vector storage that contains the full pool of articles
- this is a required step. Once the default storage is created, you can create additional storages
if needed.

Behavior: Marks the current vector storage record as the default for uploads and chat behavior.
LLM Mappings Tab

Part of the Inteqgration Setup.

LLM Mapping is used to categorize articles by data categories, directing them to specific
storage locations. Once articles are categorized, they can be used within the chat component
for LLM responses, ensuring that only relevant knowledge articles are accessible to users.

Can be accessed through the LLM Vector Storages record — Related tab.
Key Fields:

e Mapping Number
Automatically generated unique numbers for each mapping record.
e Combined Group & Category Name
A formula that combines the data category group name and the data category name to
create a full path for the category.
e Data Category Group Name
The data category group name that classifies related data.
e Data Category Name
The specific data category under the selected group.
e [[M Vector Storage
The vector storage where mapped knowledge data is stored. This field creates a
relationship between the article and the appropriate storage location.
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LLM Knowledge Exports Tab

The LLM Knowledge Exports tab displays the articles that have been uploaded or are scheduled
for upload to the LLM platform for use in Al-driven responses.

Each record represents a single article export process, showing the current status, parent article
details, and vector storage association.

Key Information:

Knowledge Export Number: Auto-generated number for easy reference.

File ID: The unique file identifier received from the LLM platform after successfully
uploading the article.

Number of Links: Displays the number of linked vector storages (child records).

Parent ID: ID of the parent Knowledge record.

Parent Knowledge Article ID: ID of the parent KnowledgeArticle record from Salesforce.
Parent Last Published Date: Date and time the Knowledge article was last published.
Parent Title: Title of the parent article.

Status: Shows the current status of the export process. See Status Descriptions below
for details.

e Vector Store ID: ID of the vector storage where the article has been stored, if applicable.

Status Descriptions

Each export record has a status that reflects its current stage of processing:

e Pending Review: The article existed before the export system was enabled and “Upload
to LLM" was not checked. Manual admin review needed.
New: The article is queued for upload during the next scheduled upload job.
Uploaded: The article was successfully uploaded to the LLM platform and received a File
ID.

e Stored in Default Storage: The article was successfully linked to the default vector
storage.

e Stored in All Mapped Storage: The article was successfully linked to all configured
mapped vector storages.

e Upload Failed: The upload process encountered an error. The export attempt was
unsuccessful and will not proceed to linking.

e Linking Failed: The upload was successful, but the record failed to link to the vector
storage(s).

e File Size Exceeded: The article or attachment file size exceeded the maximum value
defined in the custom setting. It was not uploaded.

e Max Retries Reached: The system attempted to upload the file multiple times and failed.
The retry limit was reached.

e Pending Deletion: The article is scheduled to be unlinked from storages and deleted from
the LLM platform during the next deletion run.
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e Deleted: The article was successfully deleted from the LLM platform.
e Deletion Failed: Deletion attempt failed, and manual intervention may be required.

LLM Knowledge Export Links Tab

The LLM Knowledge Export Links tab allows administrators to manage the connection between
articles and their corresponding vector stores in the LLM platform. This tab provides essential
information about the status and linkage of articles for Al-driven knowledge retrieval.

Key configuration options include:

e Knowledge Export Link Number:
An auto-generated field that uniquely identifies each knowledge export link. This is a
system-generated field for tracking each exported article.
e Combined Group & Category Name:
A text field that stores the Data Category Group and Data Category Name associated
with the uploaded article. This provides context for organizing and categorizing
knowledge exports.
e LM Knowledge Export:
This field links the export record to the parent LLM Knowledge Export record, providing a
relationship between the knowledge article and the export process.
e [ LM Mapping:
A lookup field that establishes a relationship to the LLM Mapping record. This field
ensures the proper link between the article and its corresponding vector storage in the
LLM system.
e Status:
A picklist field that tracks the current status of the integration process with LLM. The
available statuses include:
o New: Article is ready for export but hasn't been processed yet.
o Linked: Article has been successfully linked to a vector storage on the LLM
platform.
o Deleted: Article was unlinked from LLM platform and is removed.
o Failed: Article failed to be linked or unlinked from LLM platform.
e Vector Store ID:
A text field containing the ID of the vector store in the LLM platform where the article is
stored. This field ensures that articles are correctly linked to the appropriate vector
storage location in the LLM system.

LLM Conversations Tab

The LLM Conversations tab provides a detailed view of all interactions between users and the
Al assistant, storing conversation records, feedback, ratings, and thread information.

Key fields:
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Conversation Number

Auto-generated unique number for each conversation, used for tracking purposes.
Conversation

A list of all messages associated with the conversation, including both the user’s queries
and the Al assistant’s responses. This field is used to retrieve past interactions when
needed.

Conversation Id

Unique identifier for the Al assistant that handled the conversation, received from the
LLM platform. Helps to identify which assistant (or version of the assistant) was used for
the conversation.

Feedback

Feedback message provided by the user for the conversation, capturing any comments
about the Al assistant’s responses.

Rating

Rating of the conversation, typically represented as stars (e.g., 1-5). Allows the user to
rate the conversation (usually on a scale of 1-5), providing insights into the effectiveness
of the chat.

Conversation Setting Id

A unique identifier for the conversation thread, as provided by the LLM platform.

This tab helps admins manage and review the interaction data between users and the Al
assistant, providing a clear history of conversations, user feedback, and ratings.

LLM Messages Tab

The LLM Messages tab stores every individual message sent or received during the Al-powered
chat interaction, including user queries and the assistant’s responses.

Key fields:

e Message Number

Auto-generated unique number for each message, used for tracking purposes.

LLM Conversation

Links each message to its parent conversation record. It is a Master-Detail relationship
that connects the message to the specific conversation it belongs to.

Message

The text content of the message, whether it was sent by the user or generated by the Al
assistant. This field stores the actual content of the conversation.

This tab helps admins track and manage individual messages from Al-powered interactions,
providing insights into both user input and Al assistant responses.

LLM Logs Tab
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The LLM Logs tab allows admins to view detailed records of any errors or issues related to the
LLM integration. These logs capture information about failed processes, system errors, or other
integration-related issues.

Key Features:

Fields:

View logs for various LLM processes, including file uploads, conversation creation, and
message generation.

Detailed information on the exceptions, request and response data, and the type of error
encountered.

Log Number:

A unique identifier for each log record. This is an auto-generated field.

Exception Message:

A field that contains the error message or exception details. This includes messages
from the exMessage (custom exception).

Request Data:

A field containing the serialized data of the request that caused the error (including HTTP
request and body).

Response Data:

A field containing the serialized response data from the system (provides detailed
information about the system’s response).

Type:

A picklist field that describes the type of exception or error. The values could include
options like “Upload Failed”, “Conversation Creation Failed”, “Run Creation Failed”, etc.
(see detailed list below).

Type Picklist Values:

Upload Failed:

The system encountered an error while uploading files to LLM.
Linking Failed:

The system failed to link the exported file to LLM storage.
Deletion Failed:

The system was unable to delete a file from LLM storage.
Conversation Creation Failed:

An error occurred while creating an LLM conversation.

Thread Creation Failed:

The system failed to create a new conversation thread.
Message Creation Failed:

An issue occurred while generating or storing a message in an LLM conversation.
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e DML Exception:
An issue occurred while inserting, updating, or deleting a record during integration with
LLM.
e Unlinking Failed:
The system failed to unlink the exported file from LLM storage.
e Run Creation Failed:
The system failed to create a new Run.
e Run Status Retrieval Failed:
The system failed to retrieve the status of a run.
e Al Response Retrieval Failed:
The system failed to retrieve the Al response.
Knowledge Export Creation Failed
Instance Duplicate

The LLM Logs are crucial for troubleshooting integration issues, identifying system failures, and
ensuring that the system is functioning correctly. Admins can use the log data to track down
specific errors and address any failures in the LLM system.

Job Manager Tab

The Job Manager tab offers administrators full control and visibility over all background
processes powering LLM integration and other Knowledge-related automations.

It includes the following internal tabs:

e Scheduler: Displays and manages all recurring jobs. Each record shows the job name,
schedule, and status. You can run, stop, or delete jobs with just a few clicks.

e Queueable: Lists all asynchronous queueable processes, including file and article upload
queues. This view helps you monitor real-time processing and retry or delete jobs if
needed.

e Batch: Displays all batch jobs with metrics like batch count, success status, and error
rates. This is useful for long-running or high-volume processes like cleanups or exports.

Admins use this tab to ensure the health of article syncing, LLM export queues, and periodic
jobs like log reporting and data clean-up — all in one centralized place.

Learn more about scheduled jobs here.
Daily LLM Error Email Summary

To help administrators stay informed without being overwhelmed by frequent notifications, the
app includes a daily error summary email for issues related to LLM integration.

e All LLM integration errors are logged in the LLM Logs tab as usual.
e A daily batch job collects errors that occurred within the past 24 hours.
e One email is sent to system administrators listing all new issues.
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e After sending, logs are marked to avoid duplicate inclusion in future summaries.
e The feature should be enabled in Knowledge Settings — Logger Settings

Each error listed in the email includes the following:

e Timestamp — When the issue occurred.

e User Name — Who encountered the issue.

e Exception — The error message or problem encountered.

e LogLink — Adirect link to the related log record for investigation.

The following LLM integration issues were detected in your system today:

1. Timestamp: 6/22/2025, 4:27 PM

User Name: SERHII HONCHARENKO

Exception: Failed Records: Try Delete record with empty Platform_OpenAl_File_Ild__c.
View Log

This email is generated once per day to keep you informed about system-level issues affecting LLM functionality. Please investigate and resolve the errors as necessary.

Guest User Access for Chat

To allow guest users to access the LLM chat functionality, follow the steps below to ensure
proper configuration.

Create Guest User Sharing Rules for Relevant Objects

To grant guest users access to the necessary LLM objects (such as LLM Conversation Settings,
LLM Knowledge Export, and LLM Vector Storage), follow these steps:

Go to Setup — Sharing Settings
Scroll to the object’s sharing rules section (LLM Conversation Settings, LLM
Conversation, LLM Conversation Case, LLM Conversation Feedback, LLM Knowledge
Export, LLM Log, LLM Message and LLM Vector Storage)
e Click “New" and create a new sharing rule with the following parameters:
o Label: Share With Guest Users
Rule Name: Share_With_Guest_Users
Rule Type: Guest user access, based on criteria
Criteria: Owner ID not equal to "Null"
Share With: Site Guest User
Access Level: Read Only

o O O O O

This will allow guest users to read the data they need for the chat functionality.
Assign Guest User Permission Set with Access to Named Credentials

Ensure that the guest user has access to the Named Credential used for LLM. Here’s how to
check this:
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Go to the Permission Set page.
Navigate to External Credential Principal Access.

Choose your credentials to ensure that the guest user has appropriate access to the
required named credentials.

Permission Set

AC Knowledge Guest Users

% || |Clone | Edit Properties | Manage Assignments | View Summary

Pamssien Sel Ovendaw > External Credential Principal Access |«

ttoms per paga: [ 50 ftems v

Viaw: | All

External Credential Principal Accass Edn

Page 1of1 |ee < [3|[ss

Extarnal Cradorial Principal Namo Installod Package

OpenAl_API_EC - AP| Principal

Ensure the Site is Public
Check that the site where the LLM chat is embedded is publicly accessible:

e Go to All Sites > Builder > Settings > General.
e Ensure that Public Access is enabled.

Settings General
General View and edit the main properties of your site.
Th 4 "
Rine Site Details
Languages
Template

Haviaat Build Your Own

BVIgE‘IDI‘I

Mobile Publisher Public Access @

|| Guest users can see and interact with the site without logging in
SEO

Configure Page-Level Access for Guest Users

Some pages on the site may have different access levels than the general site. To ensure guest
users can access all required pages:

e Go to Site Builder and review the page access settings.
e Ensure that all pages meant to be visible to guest users have “Public” access level.

Page Access ©

Public =
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Update Custom Label for Article Links

To ensure that links to articles in the chat component correctly lead to the site page:
Go to Setup -> Translate -> Enable

@& i i me2s2 @

i Setup Home  Oiject Manager

. transla SETUP
E Translate

= User Interface

Translation Workbench Trarikation Workhenah

Erion Translation Settings
et Welcome to the Translation Workbench
Ovarride
The transintion workbench akows you to creste Fansations for the cusiomizatons you've made t your Salesionce. cam aganizaton. Evenyting fram cuslom picsést values 10 cusiom feids can be knnskied 5o your
Transiate it usets can e all of Salasforos.com in her lrousos.
Transiaticn Language |, Hyouwant ta ime the translation workbench. you need to ensble It Enabling the 9es fo your
Senings + Piciiial v mus be adied indtwdusly. Tris means you can’ mess et pioklist vaises, thoogh you e stil mass sdd rew valves
- 'Ahan pichlisl vakass 18 oI aiErabebealy, ING vaide 010 Slpnabalical by v GrANZEBONY doloul Begusa.
+ Roports have 2 anguage dropdawn on the Ailier orieria pago when any fier criuna usos the "stars wih™, “ooniaing” or “doas ol coriain® apemitcrs.
o R T o o kg s NAve @ Beguege Cropdowns and Sl FRCOmIS S0 vaHIBE Wi 118 iIMmport fs must Be in 1L Eng.iage
Didn’t find what you'ra logking for + ‘Websta-Leard and Wieb-to-Casa furve a langusge dropdown belooe you generaa fha HTML
Try uaing Global Search, + Al bt e sl b 1| e anbored i m orgaestioets cerbml longuage - Glalist ackinistiatars nmisd wark fgathae n (he orzarizatorts delaull Engusge

11 yourt Tk 1 proceed with using the woskanch, cice Enble. (f you need io 1m he workbenzh of, cick Diesble cn (e ransialion kanguage seilings pags
Enstila

i

To ensure that links to articles in the chat component correctly lead to the site page:

Go to All Sites > Builder and find the Article page.

Copy the portion of the URL before :urlName or :recordlid.

Go to Custom Labels and find the value of labelURLToArticleOnCommunity.
Click on the ‘New Local Translations / Overrides button

Type value from page URL
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. Search Setup _' -dh\.» ') !3 .- @

E:E Setup Home  Object Manager ~

SETUP
ﬂ Custom Labels

O, custom la

v User interface

Custom Labels

o
Custom Labsl

labelURLToArticleOnCommunity (Managed) Slhwpiornisbace @

Dadn't find what you're ladking for? ¥ This Custom Labe is managed, meaning that you may onéy 061 cortan atribstes. Display Mor infmation
Try using Global Search.

Local Tranelations § Owarises 1 | Eackagss Transl atong ()

Custom Label Detail Ediz

Short Description  |fis @ URL for redirection to articls record Hame  labadl/RLToAicleOnCommunity
Language  English Protectad Componant

MNamespace Prefic  acknawling

Instafied Package  AC Enterprise

Categories  LLM
Valse  fsianticie
Creatod By SERHII HONCHARENKD, 511212025, 1234 PM Modified By SERHILHONCHAREMKD, SM2I2025, 1234 PM
Edit
. N " 4l
Local Translations | Overrides. Mew Local Translations | Cverrides
0 These sans wane created by i i your campany. Local renslations ovarride pockeged ones.

Mo recorcs 1o display

Packaged Translations

. C Search Setup .v! a72n0 A @

i Setup Home  Object Manager

C custam la

~ User interface

Custom Labels

New Translation Helatorhis Page @)
Didn't_!ind what you're looking for? Translation Edit e | (e
Try using Glokal Search. =
Master Label Information 1 "= Faquind Infarm atan
Master Label  sbelUR| To ArficlaOnCommunity Mastor Label Language  English

Mastar Label Tt slarticle

Translation Information
tensusse | Englsh V] 14

Transtation Text | s/eample

Eave  Caneel

Learn More About OpenAl

Please refer to the official documentation if you need to learn more about OpenAl itself

If you'd like to learn more about how OpenAl works — including its models, API usage, and
integration capabilities — please refer to the official OpenAl documentation:
https://platform.openai.com/docs/overview
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https://platform.openai.com/docs/overview

This resource provides comprehensive guidance on:

Available models and their capabilities
Authentication and API key setup
Usage limits and pricing
Request/response formatting

Best practices for working with the API

We recommend reviewing it if you're managing or extending any part of your LLM integration.
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Experience Cloud Site Setup

AC Knowledge Management Enterprise provides customizable lightning components for the
community:

e AC Case Deflection Wizard - shows the list of the most searchable questions and
relevant articles

e AC Create Article Form - a form to create articles within the community, the usage is
optional

e AC Follow Article Button- shows the follow/unfollow button

e AC Follow Article List - displays the list of articles followed by a certain user and allows
this user to follow/unfollow the article

e AC Knowledge List - displays the list of articles and a sidebar with groups and categories
filtering

e AC Knowledge Advanced Navigation - displays the knowledge categories hierarchy,
articles within a certain category in a defined order, and article sections

e AC Knowledge Breadcrumbs - an ordered list that displays the path of a page and helps
the user to navigate back to the parent category

e AC Knowledge Category Landing - displays a category landing page that includes a
landing content (e.g. image and description) and a list of sub-categories (if exist)

e AC Knowledge Detail - displays article detailed information showing the fields added in a
knowledge field set

e AC Knowledge Files - displays a list of files attached through chatter

e AC Knowledge Filters - shows the navigation filters by article type (optional), data groups
and categories

e LLM Chat Container - component integrates with LLM to facilitate article-based queries,
enabling users to send requests and receive responses.

e AC Jump To Top Button - component designed to enhance user navigation on long
pages.

There are two ways that you can set up Knowledge Management in the community depending
on your goals and kind of Knowledge Base — Standard Filtering and Advanced Navigation.

The main difference is in the Navigation component. You can use the AC Knowledge Filter
component to filter articles by groups and categories, but if your Knowledge Base requires strict
order (like a guide or manual), we recommend using the AC Knowledge Advanced Navigation.

We suggest two scenarios of configuration. However, AC Knowledge Management Enterprise
components and features are completely flexible and can be fully customized and combined
according to your needs.

Set up Knowledge Management with standard filtering

The AC Knowledge Management with Standard Filtering allows you to filter articles by article
types, groups, and categories. If your knowledge base is big enough and you need to let your
site member search through the base and filter existing articles, we recommend using the AC
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Knowledge List component with filters.

[ ] FaOs

[} danua
PRODLICTS
]

Lagop

FAQS AND MANUALS

1. Article List page
Create a new_standard community page and add it to the Navigation Menu.

Knowledge Base

COMORAL

BEST LAPTOP 2021: 3 BEST LAPTOPS YOU CAN BUY

t upciatiad & days ago

Limspe

CENERAL

Product Types

Camerzs

ot}

How to create a case draft?
Last upcated 3 C33 830

R

Drag and drop the following components:

e AC Knowledge List Component

ﬂ
U

¥ Best Rating

=2

The component displays the list of articles and a sidebar with groups and categories

filtering
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AC Knowledge List

Title

Configure:

[ Knowledge Base

Items Per Page

| 5

Custom Filters FieldSet Name

‘ Custom_Filters

[] Hide component search

[v] Show Create Article Button

Filter By Group

|

Filter By Category

Filter By Article Type Ids

|

[] Hide Article Types Filters
[~] Hide Article Types Labels

[ ] Hide Modify Date

[] show categories checkboxes

[ ] Hide filters section

@ ©¢ ¢ © ¢©

The categories selection logic is the following:
- the number of categories to check is unlimited
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Title - a title for your knowledge base

Items Per Page - number of items per
page

Custom Filters FieldSet Name -
display custom filters by adding a
fieldset name

Hide component search - hide/show
the search on the component

Show Create Article Button -
enable/disable Creating Article

Filter by Group/Category/Article type
- copy and insert the knowledge
group/category/article type ID to sort
articles only by this
group/category/article type

Hide Article Types Filters - enable the
checkbox to remove the article type
section from filters

Hide Article Types Labels - article
type labels are hidden when the
checkbox is ticked

Hide Modify Date - modify date is
hidden when the checkbox is ticked

Show categories checkboxes on
navigation - enable the checkbox to
show checkboxes next to the
categories

Hide filters section - enable to display
a list of articles with no filters
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- the logic within one data category group is set to OR; this means that articles which
belong to at least one of the selected categories will be shown

- if all child categories are selected, the parent one will be selected by default

- for the different data category groups, the logic AND works; this means that only articles
which belong to each of the selected categories will be shown

Filters o | F;) Create Articla ':]
¥ ARTICLETYPE . 5
Knowledge (Q searen ~ Date
[ Article
O FAQ
ARTICLE rQ’} Follow )
i= CATEGORY Working with tickets

Last updated = day zgc
HELPDESK PRODUCTS
As an agent, your primary responsibility is to solve your customers' support requests, To do that, you work with

& Helpdesk Support tickets. which can arrive in various ways such as via the Help Center request form, directly through email, by
telephone and text chat. and from social media such as Twitter and Facebook. The options your customers
2 Using Support have far reguesting support are called channels. Your account owner or..

® Agent guide for Support SR Sapport

@ Helpdesk baslcs

ARTICLE i
® Security and user access \— Unfollow:

Adding comments to tickets
® Users, groups, and organizations Last updated 7 days ago
Once a ticket has been created and is assigned to anagent, it's the agent's job to resolve the support request,
To do that. you may need to gather more information from the requester. To communicate with the requester,
you add public comments to the ticket. Public comments can be read by anyone who has access to the ticket

® Tickets

® Channels z
Agent guide for Support

B \Workflows

2. Article Detail page

You can use the existing Article Detail page with standard community components provided by
Salesforce. In this case, you may not provide Field Sets for knowledge as mentioned above and
no further steps are needed on this page.

We recommend using an Article Detail page with our custom components provided in the
package. This way you will be able to use all the advantages we provide in our custom
components, such as breadcrumbs, flexible voting system, enhanced filtering, file attachments,
etc.

Add the following components to the page:
e AC Knowledge Breadcrumbs

This is an ordered list that displays the path of a page and helps you to navigate back to the
parent category (for standard filtering only).
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AC Knowledge
Breadcrumbs

Main Knowledge Page

knowledge

Filter By Group

Fitter By Category

Main Knowledge Page — type in a name of the
main knowledge site page.

Filter By Group — copy and paste the knowledge
data category group name to display breadcrumbs
for this group only.

Filter By Category — copy and paste the
knowledge category name to display breadcrumbs
for this category only

Add the Knowledge page URL to the component properties box.

ﬁ Knowledge

(6=

5 Pages
1 ’ Q Find a pagt
W

AL Resource Booking

Chatter

Events
Group 2
group detail 2
I Knowledge ass
Members

e AC Knowledge Detail

PROPERTIES

PAGE VARIATIONS

Mame @

Knowledge

URL @

knowledge

API Namez €

Knowledge ¢

Page Access @

Community Default Setting: Public

The component displays article detailed information showing the fields you added in a

knowledge field set.
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Configure:

AC Knowledge Detail (+] %

Article Id

| {irecordld}

[ ] Hide Field Set Labels

[ ] Hide Article Type Label

[] Hide Modify Date

[ ] Hide Attachments

[ ] Hide Voting

[ ] Use Thumbs Up/Down Voting
[ ] Show Print Button

D Expand All Collapsed Sections by
Default

e AC Knowledge Filters

@ ©¢ ¢ ¢ 6 © o o

Article Id - Leave the default value

Hide Field Set Labels - choose whether to
display or not the fields’ labels

Hide Article Type Label - choose whether
to display or not the article type label

Hide Modify Date - a date when an article
was last updated is hidden when the
checkbox is ticked

Hide Attachments - attachments are
hidden when the checkbox is ticked

Hide Voting - check the checkbox to
disable voting for articles.

Use Thumbs Up/Down Voting - star rating
is used by default, you can change it to
thumbs ups and downs by enabling this
feature

Show Print Button - enable the checkbox
to let site members save or print out the
articles.

Expand All Collapsed Sections by Default -
enable to automatically expand all
collapsed sections in Knowledge Articles
when the page is loaded.

Not mandatory. The component shows the navigation filters.

Configure properties:
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- Main Knowledge Page - add Knowledge page URL
AC Knowledge Filters v - Custom Filters FieldSet Name - display custom
filters by adding a fieldset name

Main Knowledge Page i ]
knowledge - Filter By Group - paste the knowledge data
category group name to sort articles by this group
Custom Filters FieldSet Name i ]
- Filter By Category - paste the knowledge category
name to sort articles by this category
Filter By Group Li ]
- Hide Article Types - enable the checkbox to remove
the article type section from filters
Filter By Category i

- Show categories checkboxes on navigation -
enable the checkbox to show checkboxes next to the
categories

Hide Article Types
o ow categories checkboxes on

n
all

oo W

navi on

Set up Knowledge Management with Advanced Navigation

Knowledge Management with Advanced Navigation allows you to have an ordered navigation
through articles and to build up your Knowledge Base in a well-organized and structured way.

Using Support Custom Title

Browse by product
B Helpdesk Support
& Using Support Long Name
B Agent guide for Support
B Adding comments to tickets
® Editing and managing your ticket fields
® Working with tickets
€ Helpdesk basics
Security and user access

E2 Users, groups, and organizations

Ticksts
B2 Channels
Workflows Agent guide for Support
Email » Adding comments to tickets
» Editing and managing your ticket fields
Advice & Troubleshooting « Working with tickets
Helpdesk Guide Helpdesk basics
Helpdesk Chat = Helpdesk Support plan types
» Service In ielpdeskc

B3 Helpdesk Talk

Helpdesk Sl r support workflow

= Testingchanges in your sandbox (Enterprise)
E2 Helpdesk Explore
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This type of configuration requires no Article List page.
1. Article Detail page

Add the following components to the page:
e AC Knowledge Detail

The component displays detailed article information showing the fields you defined in
a knowledge field set.

Configure: Article Id - Leave the default value
Hide Field Set Labels - choose whether to
AC Knowledge Detail |3 ¥ display or not the fields’ labels
Article Id (3 Hide Article Type Label - choose whether
- to display or not the article type label
| {irecordld} 1

Hide Modify Date - a date when an article
was last updated is hidden when the

(] Hide Field Set Labels up
checkbox is ticked

[} Hide Article Type Label Hide Attachments - attachments are

- hidden when the checkbox is ticked
[ ] Hide Modify Date

Hide Voting - check the checkbox to

[ ] Hide Attachments

[ ] Hide Voting

[ ] Use Thumbs Up/Down Voting
[ ] Show Print Button

D Expand All Collapsed Sections by
Default

@ ©¢ ¢ ©¢ ©¢ ©¢ © o

disable voting for articles.

Use Thumbs Up/Down Voting - star rating
is used by default, you can change it to
thumbs ups and downs by enabling this
feature

Show Print Button - enable the checkbox
to let site members save or print out the
articles.

Expand All Collapsed Sections by Default -
enable to automatically expand all
collapsed sections in Knowledge Articles
when the page is loaded.
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e AC Knowledge Advanced Navigation

The component displays the knowledge categories hierarchy, articles within a certain
category in a defined order, and article sections (if applicable).

Browse by product

& Helpdesk Support

& Using Support
Agent guide for Support
& Helpdesk basics
® Helpdesk Support plan types
® Service Incidents at Helpdesk

® Notice for end-users accidentally reache
d support

® Streamlining support workflow

® Testing changes in sandbox

-+

Security and user access

+]

Users, groups, and organizations

-+

Tickets

-+

Channels

-+

Workflows

Email

Advice & Troubleshooting

+]

Helpdesk Guide

+]

Helpdesk Chat

]

Helpdesk Talk

]

Helpdesk Sell

+]

Helpdesk Explore
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Configure:

- Title - type in a title for your product knowledge
AC Knowledge Advanced base to display on the navigation

Navigation ) _ )
- Article ID - leave the field blank on article detail

Title page to avoid errors
Test Title - Knowledge Category ID

- Category Group Unique Name - enter the name
of the group to define what categories to display in
your knowledge base

- Category Unique Name - enter the name of the
category to define what categories to display in your
knowledge base

st Gy Uk - Support Multibase - enable the checkbox to
- : support displaying the correct navigation if one article
is assigned to different products.

e Ui - Page Name - define the name of the page
i where the component is used at the moment: Article
Detail or Knowledge Category page. Choose an
appropriate value for each page

Note If you have only one category displayed on your
Article - knowledge base, it will automatically expand and
show its subcategories.

e AC Create Article Form

Allow your site members to contribute to the knowledge base and provide valuable
content directly within the site using the AC Create Article Form component.

Home > Laptops

Configure:
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- Button float - choose a position for the
“Create Article” button

AC Create Article Form v
S ton fost - Visible to Partner - enable the checkbox to
i hee make a button visible for partners and allow partners
Left & create articles

B - Visible to Customer - enable the checkbox to
Visible to Partner make a button visible for customers and let

customers create articles
+ | Visible to Customer

- Visible to Public Knowledge Base - enable the
Visible In Public Knowledge Base checkbox to make a button visible in public
knowledge base

2. Knowledge Category page

If you would like to have a Knowledge Category Landing Page, where you can give a brief
description of the category information and add an image, create an object page for Knowledge
Category.

OLYMPUS LEARN CENTER

Browse by product

8 Olympus Whether vou're an Olympus camera owner or are considering making the switch, discover tips, events, and

mare to help guide your photographic journey.

P

® E 5 Mark (11 1415 Kit

® Olympus E-MIMARK N

OLYMPUS PEN

E-PL10

® Dlympus E-MA0 Mark |15 Pancake Kit

B Nikon

Add the following components to the Knowledge Category Detail page:
e AC Knowledge Advanced Navigation

To set up the component on this page, set a page type to “Knowledge Category”

Page Name

Knowledge Category -
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e AC Knowledge Category Landing

The component displays a category landing page that includes a landing content (e.g.
image and description) and a list of sub-categories (if exist).

AC Knowledge Category v
In the Properties box, you can specify the Knowledge

Landing Category ID.

Knowledge Category Id

Optionally, you may also add the AC Create Article
Form component to this page.

3. Article Subscriptions page

To let community members quickly find and review knowledge articles that they have followed,
create a standard community page, and add an AC Follow Article List component.

This page is used for both types of Knowledge component configuration.
e AC Follow Article List

The component displays the list of articles followed by a certain user and allows this user to
follow/unfollow the article

Articles subscription

How to fix your laptop overheating issue
Last Published Date: 12 o 11
Olympus E-M1 MARK I1I
Last Published Date: 20 087 20211, 1516
BEST LAPTOP 2021: 3 BEST LAPTOPS YOU CAN BUY

Last Published Date: 15 HOAD. 20211, 15:5

The component has one property:

AC Follow Article List v Title — text field, default value - Articles subscription
Title See how to set up the Article Following/Subscription
feature.

Articles subscription
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Use Multibases Feature

Provide your site members separate knowledge bases for your multiple products when using
advanced navigation, including the ability to search through each base separately.

Create standard pages for your knowledge bases and add the AC Knowledge Advanced
Navigation component.

Configure the component’s properties and enable the “Support Multibase” checkbox for all
bases.

Sy BA Faco
v | Support Muitibase 'ﬂ'

The feature is helpful when you have one article assigned to different data categories which are
separate knowledge bases, and you need the article to be displayed in both knowledge bases
with the correct navigation tree on the article detail page.

Set up Case Deflection Page

To configure the Knowledge CD feature, create a new standard page using the ready-made
“Knowledge Case Deflection Layout” page layout.
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New Page

Choose a content iayout that defines the regions of your page.

AC E-commerce One Column AC E-commerce Product AC E-commearce Shopping Cart Ideas T-column-layouwt

Ideas 2-columnsdeft layout Ideas Z-colurnns right layout Enowiedge Case Deflection Layout

Add the following components:
AC Case Deflection Wizard Component

Make sure to add the component to the designated section where its name is displayed.

AL_Casaleflection

ContactSuppanam

Configure component properties:
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AC Case Deflection v - Title: Label shown at the top of the component
Wizard - Top Question ID: Enter the ID of a parent question to

display only its related sub-questions

- Show Knowledge Articles Field Labels: Check this box to
display field labels (e.g., Title, Summary) in the article view.
Leave unchecked for a cleaner layout

- Size of Knowledge Article Popup Window: Choose the
size of the article pop-up window (Small, Medium, or Large)
based on your typical article length and layout needs

- Enable Closing of Knowledge Article Popup Window
small +  Without Voting: Allows users to close the article pop-up without

submitting a vote. To enforce voting before closing, uncheck this
option

- Support Page Name (Optional): Enter the API name of a
custom site page to redirect users when they click Create Case.
Leave blank to use the default case creation pop-up

There are two ways to configure case creation for community users on the Knowledge Case
Deflection page:

Redirect to an existing support page
If your community already has a dedicated support page, enter its APl name in the

Support Page Name property of the AC Case Deflection component. This will redirect
users to that page when they choose to create a case.

Use the built-in case creation pop-up
Alternatively, you can add the standard Contact Support Form component directly inside

the pop-up window triggered by the Create a Case button.

Contact Support Form Component

Make sure to add the component to the designated section where its name is displayed.

Configure component properties:
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Contact Support Form v

Let community users create cases using
global actions.

> General Settings

v Authenticated Users

* Global Action (i ]

Snapins_Case_ OfflineCaseQuUickAct

Configure global actions far i ]
authenticated usars

+ | Attach files ﬂ

File Upload Button Label

Upload File

“ Guest Users

Global Action i ]

GuestCommunityCase W

Configurs global actions for gpuest users i ]

> Style

» Confirmation Text
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Case Deflection Page Redirection from Case

To reduce the number of created cases and provide customers with the necessary information,
we suggest adding a custom button on the Case List page that will redirect users to the Case
Deflection page.

To configure custom “New” case button, do the following:

1. Hide the standard “New” case button by adding the following piece of code to the Theme
- Edit CSS:

.comm-page-list-500 .forceListViewManagerHeader .forceActionsContainer
a.forceActionLink[title="New"]

{
}

display: none !limportant;

This works for standard Case object community pages.

Note! If you are using any other page to display the Case List, check the page name within the
inspector and change the first part of code to the correct page name.

.pageNameFromiInspector .forceListViewManagerHeader .forceActionsContainer
a.forceActionLink[title="New”]

{
}

display: none !limportant;

Go to the Case List page, right-click and choose Inspect.
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Back Alt+Left Arrow

Forward Alt+Right Arrow
Reload Ctrl+ R
Save as., Ctri+5
Print... Ctri+P
Cast

L0 Sendto AAMKH-NEK L
Translate to pycoseid
) AdBlock — best ad blacker >

View page source Ctrl+U
View frame source
Reload frame

1 I Bt Cteeshitest | |

Copy the name of the page in the Body tag and class attribute, excluding null in the class and
paste into the code.

¥Y#document

¥Ychtml die="1tr" lang="en-U5">
P cheads.< /head>

¥ body class="null interactions-enabled|comm-page-1ist-500"}

1
H
Ty
L]

P odiv class="zuraMsgBox auraleoadingBox™ 10 SUlaLOa01NBDOX
<fdivs
Podiv class id="auraErrorMask’s.</fdive
S ——
Poscript type="text/javascript” noncer.</script>
-ty
Poscript type="text/javascript” noncer.</fscript>

mor

2. Add a custom case button.

Add an HTML Editor standard community component to the Case List page and insert the
following piece of code, with YOUR prefix (if exists) and Case Deflection community page URL:
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<div class="slds-grid slds-grid--align-end">
<a class="slds-button slds-button—-neutral slds-truncate"
href="/prefix/s/casedeflectionPage">New</a>

</div>

Copy the prefix and case deflection community page name in the address bar of this page (not
in the community builder) and paste them into the code.

« 2 8 truclife-developer-edition.eu1? force.com/com1/s/case-deflection

dvanced TOPICS
COMMUNITIES B :

1. Prefix
2. Case Deflection Page]|

Questions

& Salesforce Security

Other Components
Below are the descriptions of components that can be added to any page.
AC Jump To Top Button

This is a floating button component designed to enhance user navigation on long pages. When
users scroll down past a certain point, this button appears and allows them to instantly return to
the top of the page with a single click.
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Configure properties:

AC Jump To Top Buitt... (v ¥ Button Position: Determines where the
floating button appears on the screen.
Available options: Top, Bottom, Bottom-Right,
top v Bottom-Left, Top-Right, Top-Left.

Default value: Top.

Button Position o

BuioniMangln e Button Margin: Sets the spacing between

medium v the button and the page edge.
Options include: Small, Medium, Large.
Default value: Medium.

The button’s arrow color is automatically pulled from the builder theme colors to ensure
consistent styling. It is round, semi-transparent, and designed to remain unobtrusive while
reading. On hover, the button darkens slightly to indicate interactivity.

Softwood Veneer

Species: Most common is Douglas Fir; Pines are available; other softwoods in limited supply. Most softwood veneer is Rotary sliced, Plain sliced softwood veneer and “vertical

grain” (quarter sliced) softwood veneer are limited in availability with long lead times and higher prices associated with special orders.

Rotary sliced softwood sheets are typically manufactured in various grades referring 10 the appearance of the face, back, and interior plies of the sheet and are intended for

exterior (with a fully waterproof glue line) or interior {(with a moisture resistant, but not waterproof, glue line). Clear faces, free of patches, are not typically available.

Veneer Grain
Grain might not match the grain of solid stock, and it might not accept transparent finishes in the same manner; additional finishing steps might achieve similar aesthetic value.

Figure
It is not a function of a species grade. and special desires must be so specified.

Special Characteristics
Items such as sapwood, heartwood, ribbon stripe, birdseye and comb grain, must be so specified.

Matural
A type of wood species selection, It allows an unlimited amount of heartwood and/or sapwood within a face and is the default selection, unless specified otherwise.

Select Red or White
Means all heartwood or all sapwood, respectively, and must be so specified.

Reconstituted Veneers

Logs that are first sliced into veneer leaves, the leaves may be dyed, then glued under pressure in a mold to produce a large laminated block. The laminated block is then sliced
across the glue line to create a faux grain with a designed appearance that is highly repeatable. Not all pre-dyed veneers are colorfast, consult with manufacturer,

e The Jump to Top button becomes visible only after the user has scrolled more than 50%
down the page.
Clicking the button smoothly scrolls the page back to the top.
The component is responsive and works seamlessly on both internal Salesforce pages
and Experience Cloud sites.
The button does not obscure content.
On hover, the button visually darkens to signal it is clickable.

This component is useful for enhancing usability on pages with long-form content or extensive
scrolling.
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Get in Touch

AC Knowledge = Management  Enterprise is created and maintained by
advancedcommunities.com - Experience Cloud experts.

We specialize in Experience Cloud customization, development and consulting.
Feel free to contact us regarding anything related to Experience Cloud.

advancedcommunities.com
sales@advancedcommunities.com
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