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Overview	
  

Response	
  Time	
  allows	
  management	
  to	
  have	
  the	
  detailed	
  visibility	
  into	
  lead	
  response	
  times	
  they	
  
have	
  always	
  wanted	
  with	
  Salesforce.com.	
  Now,	
  lead	
  response	
  times	
  are	
  easily	
  captured	
  and	
  
displayed	
  in	
  reports.  

§ Response	
  Time	
  provides	
  management	
  greater	
  visibility	
  and	
  insight	
  into	
  sales	
  reps’	
  daily	
  
activities	
  by	
  accurately	
  tracking	
  all	
  lead	
  response	
  times.	
  

§ Response	
  Time	
  allows	
  sales	
  management	
  to	
  know	
  how	
  long	
  reps	
  have	
  had	
  their	
  sales	
  leads	
  
assigned	
  to	
  them	
  before	
  logging	
  their	
  first	
  activity	
  (tasks,	
  events,	
  etc…).	
  The	
  app	
  displays	
  
lead	
  response	
  times	
  in	
  minutes	
  on	
  custom	
  Salesforce.com	
  reports	
  and	
  a	
  dashboard.	
  The	
  
analytics	
  can	
  be	
  customized	
  to	
  display	
  lead	
  response	
  times	
  in	
  hours	
  or	
  days.	
  

§ Response	
  Time	
  helps	
  increase	
  sales	
  by	
  decreasing	
  the	
  time	
  it	
  takes	
  sales	
  reps	
  to	
  respond	
  to	
  
assigned	
  leads.	
  Being	
  the	
  first	
  to	
  call	
  gives	
  your	
  company	
  a	
  leg	
  up	
  on	
  the	
  competition.	
  

Response	
  Time	
  provides	
  enhanced	
  Salesforce.com	
  functionality,	
  which	
  greatly	
  assists	
  executive	
  
management.	
  With	
  the	
  app,	
  it	
  is	
  now	
  possible	
  to	
  determine	
  how	
  long	
  it	
  takes	
  sales	
  reps	
  to	
  log	
  
activities,	
  tasks	
  or	
  events	
  after	
  a	
  lead	
  is	
  assigned	
  to	
  them.	
  This	
  greatly	
  improves	
  sales	
  rep	
  
productivity	
  because	
  it	
  is	
  now	
  easily	
  discernible	
  whether	
  the	
  deals	
  are	
  not	
  closing	
  because	
  of	
  a	
  
slow	
  response	
  time	
  or	
  other	
  factors.	
  Now,	
  instead	
  of	
  leads	
  lying	
  dormant	
  for	
  hours,	
  days,	
  weeks	
  
or	
  even	
  months,	
  sales	
  management	
  can	
  ensure	
  their	
  sales	
  reps	
  are	
  actively	
  working	
  their	
  leads	
  
and	
  responding	
  quickly.	
  The	
  app	
  displays	
  lead	
  response	
  times	
  in	
  minutes	
  on	
  custom	
  pre-­‐built	
  
reports	
  and	
  a	
  dashboard,	
  and	
  it	
  can	
  be	
  customized	
  to	
  display	
  in	
  hours	
  or	
  days.	
  Independent	
  
research	
  has	
  conclusively	
  confirmed	
  that	
  sales	
  reps	
  that	
  do	
  not	
  quickly	
  respond	
  to	
  leads	
  are	
  at	
  
an	
  almost	
  unrecoverable	
  disadvantage	
  compared	
  to	
  companies	
  that	
  respond	
  first.	
  Confirming	
  
your	
  reps	
  are	
  the	
  first	
  to	
  call	
  the	
  customer	
  gives	
  your	
  company	
  a	
  strategic	
  advantage	
  over	
  the	
  
competition.	
  This	
  will	
  help	
  you	
  close	
  more	
  deals	
  and	
  reach	
  your	
  ultimate	
  goal:	
  increasing	
  your	
  
bottom	
  line.	
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Instructions	
  

Step	
  1:	
  Click	
  on	
  the	
  ‘Leads’	
  tab.	
  

	
  

Step	
  2:	
  Click	
  the	
  ‘New’	
  button	
  on	
  the	
  leads	
  page	
  and	
  create	
  a	
  new	
  lead	
  record.	
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Step	
  3:	
  Enter	
  the	
  mandatory	
  details	
  and	
  click	
  ‘Save.’	
  

The	
  created	
  time	
  of	
  the	
  lead	
  is	
  reflected	
  on	
  the	
  lead	
  detail	
  page.	
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Step	
  4:	
  Click	
  on	
  the	
  ‘New	
  Task’	
  or	
  ‘New	
  Event’	
  link	
  to	
  create	
  a	
  new	
  task	
  or	
  event.	
  Fill	
  in	
  the	
  
mandatory	
  fields	
  and	
  click	
  ‘Save.’	
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Step	
  5:	
  The	
  response	
  time,	
  that	
  is,	
  the	
  time	
  taken	
  to	
  log	
  a	
  task	
  or	
  event	
  once	
  the	
  lead	
  is	
  
assigned	
  to	
  a	
  specific	
  rep,	
  is	
  displayed	
  in	
  minutes	
  and	
  hours	
  on	
  each	
  individual	
  lead	
  record	
  in	
  
the	
  ‘Response	
  Time’	
  field.	
  

	
  

Technical	
  Design	
  

In	
  the	
  lead	
  object,	
  there	
  is	
  a	
  new	
  field	
  that	
  captures	
  the	
  date	
  and	
  time	
  of	
  the	
  first	
  task	
  or	
  event	
  
created.	
  This	
  is	
  implemented	
  as	
  an	
  APEX	
  trigger	
  on	
  the	
  event	
  and	
  task	
  objects.	
  Using	
  two	
  
custom	
  formula	
  fields	
  on	
  the	
  lead	
  object,	
  we	
  determine	
  the	
  time	
  difference	
  between	
  the	
  first	
  
created	
  date	
  of	
  the	
  first	
  activity	
  record	
  and	
  the	
  corresponding	
  created	
  date	
  of	
  the	
  lead	
  record.	
  


