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RESUMO

No presente relatorio encontra-se uma exposi¢ao do que foi realizado ao longo do estagio na
empresa Tech Remote Hub (TRH), que se encontra integrado no curso de Técnico Superior
Profissional em Ciberseguranga da Escola Superior de Tecnologia e Gestao do Instituto
Politécnico da Guarda, assim como o projeto e as atividades realizadas durante o mesmo. O
projeto realizado para o estagio com TRH consistiu em resolver o problema apresentado por
uma empresa ficticia, a Trust Online Bank. Baseado na requisi¢do de uma otimizagdo dos
processos de gestdao de dados, a solucao deve refletir o melhor da Customer Relationship
Management (CRM). Para a realizagao deste projeto, com o objetivo de obter uma solugao
CRM, foi utlizada a plataforma Salesforce, a mais utlizada pela TRH para este tipo de servigo.
Na elaboragdo da resolucao do problema, foram realizadas diversas atividades e exercicios da
plataforma Salesforce, onde foram aplicadas tecnologias, entre os quais Apex e HTML, e ainda
recursos, tais como o flow, web-to-Lead e Lead assignment rules, de forma a alcancar os

objetivos da empresa.

Palavras-Chave: Estagio, TRH, Salesforce, Apex, CRM



ABSTRACT

This report provides an overview of the activities conducted during my internship at Tech
Remote Hub (TRH), as a part of my Higher Technician in Cybersecurity program at the School
of Technology and Management in Instituto Politécnico da Guarda. It also covers the project
undertaken and the tasks accomplished during the internship period. The project aimed to
address a challenge posed by a fictitious company, Trust Online Bank. The task involved
optimizing their data management processes through the implementation of a Customer
Relationship Management (CRM) solution. To achieve this, the Salesforce platform was
employed, as the platform of choice at TRH for such solutions. Throughout this project, a
variety of activities were completed, including hands-on exercises within the Salesforce
environment. Technologies like Apex and HTML, features like a flow, Web-to-Lead and Lead

Assignment Rules were all of this was applied to effectively meet the company's requirements.

Key words: Internship, TRH, Salesforce, Apex, CRM



LISTA DE SIGLAS E ABREVIATURAS

CRM - Customer Relationship Management

HTML — Hyper Text Markup Language

Lead — pessoas que estdo interessadas num produto ou num servigo.
org — Organizagao

TRH — Tech Remote Hub
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INTRODUCAO

Este relatorio foi realizado no ambito do estagio curricular, que se encontra integrado no plano
curricular do 2° semestre, do 2° ano, do curso de Técnico Superior Profissional em
Ciberseguranga — 1° ciclo, do ano letivo 2022/2023, do Instituto Politécnico da Guarda (IPG).

O estagio decorreu na Tech Remote Hub (TRH), supervisionado pela Dr.* Maria Candeias.

Ao iniciar o estagio na TRH foi proposta a realizagdo de um projeto sobre o Trust Online Bank,
onde foi desenvolvido uma aplicagdo Salesforce que permita criar e gerir dados de clientes,
assim como agilizar tarefas e apresentar dados relacionados em graficos e tabelas. Permitiu-me
aprofundar os meus conhecimentos acerca da tecnologia Salesforce, desenvolver capacidades

dentro da plataforma Salesforce, realizar teste para garantir o bom funcionamento da aplicagao.

Ao longo deste relatorio descrevo todas as atividades elaboradas durante o estagio curricular,
as atividades e oportunidades que mais me cativaram, assim como também os aspetos menos
positivos que ocorreram durante o estagio. As metodologias utilizadas ao longo da elaboracao
do presente relatorio, sdo a metodologia descritiva e reflexiva, e os recursos necessarios foram

a Internet e o software Word.

O relatorio esta dividido em quatro partes. Na primeira parte ¢ apresentada a empresa TRH,
assim como a sua missdo, a visdo e 0s seus objetivos, na segunda parte estd presente o
enquadramento tedrico acerca da Salesforce. A terceira parte deste relatdrio consiste na
introdug¢do aos objetivos do meu projeto sobre o Trust Online Bank e na quarta parte
encontram-se as atividades realizadas ao longo do estagio curricular para realizar o projeto.
Para finalizar, na conclusdo deste relatorio € feita uma breve reflexdo acerca do estagio na TRH

€ a sua importancia para a evolucao a nivel pessoal e a nivel profissional.
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1. SOBRE A TRH

Ao comegar o estagio, aprendi o essencial sobre a empresa de acolhimento, desde a sua

fundagdo as instalagdes e profissionais que a constituem.

A Tech Remote Hub (TRH) ¢ uma empresa relativamente nova no mercado, ja que foi fundada
em setembro de 2021. Tem como foco principal servi¢os de consultoria, servigos de integragao
de solucdes e manutencdo e desenvolvimento de aplicagdes, através de tecnologias como a

OutSystems, Service Now, sendo que a mais utlizada ¢ a Salesforce.

A TRH apresenta instalagdes fixas em trés localidades — Guarda, Castelo Branco e Lisboa —
embora 0s seus colaboradores estao distribuidos por todo o pais, uma vez que a empresa adotou
o modelo de teletrabalho. De um total de cerca de 100 colaboradores no pais, sdo 5 ligados a
Guarda; no entanto, no decorrer do estagio tive contacto com diversos colaboradores, como a
minha supervisora Eng.* Maria do Carmo Candeias, e alguns dos colaboradores da regido da
Guarda. Tive ainda oportunidade de observar as reunides semanais e diarias na plataforma
utilizada para os encontros online, onde eramos entre 6 a 12 pessoas. No periodo do meu
estdgio, eramos dois estagiarios no total. Tive oportunidade de entrar no edificio na Rua

General Povoas, n° 28 em diversos momentos.

Visto o estagio na TRH ser mesmo um estdgio de projetos, ndo tomei conhecimento da
totalidade de servicos oferecidos pela empresa, no entanto através das reunides didrias tive

oportunidade de conhecer algumas das caracteristicas especificas dos seus clientes.
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2. ENQUADRAMENTO TEORICO

Entender este estagio ¢ impossivel sem uma descri¢do da importancia da tecnologia Salesforce
para o desenvolvimento de solugdes CRM (Customer Relationship Management), uma
abordagem de gestao que reconhece a relevancia importante dos clientes e a necessidade nao

so de criar lagos, mas também de gerir de forma adequada os dados recolhidos.

A Salesforce ¢ uma empresa que tem como principais objetivos ajudar os seus utilizadores a
vender, prestar servigos e analisar dados de forma a facilitar a sua relagdo com os seus clientes
(Cawley, 2023). A Salesforce ¢ uma das plataformas mais utlizada para o desenvolvimento de
solugdes CRM. Uma das razdes para este reconhecimento pode estar ligada as carateristicas
simples e intuitiva da interface desta plataforma, assegurando que novos utilizadores naveguem
facilmente pelos diversos tipos de personalizacao. Permite também criar reports (relatorios)
estatisticos acerca dos dados armazenados, o que ainda possibilita a elaboragdo de graficos para

uma representacao visual dos mesmos (Cawley, 2023).

Ao longo dos anos e com a evolugdo da tecnologia, cada vez mais as empresas optam por
solugdes CRM para gerir tanto os seus dados como os dos seus clientes de uma forma mais
eficaz. Este tipo de solucdes permite uma melhor relagdo entre a empresa e os seus clientes o
que, por sua vez, tem como consequéncia um aumento exponencial da eficidcia com os

processos realizados internamente.
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3. TRUST ONLINE BANK

Nesta secdo serd apresentada a empresa ficticia na qual este projeto € baseado, tendo como
objetivos apresentar os dados correspondentes deste “banco”, assim como uma solucdo para os
problemas da mesma. Os pormenores sdo elaborados ao longo dos exercicios nos proprios

enunciados.

O banco ficticio em questdo opera um site que disponibiliza detalhes acerca dos seus produtos.
No entanto, o método pelo qual eles estdo a administrar a informag¢ao demonstra-se lento,
resultando em atrasos nas respostas fornecidas aos clientes. Esta situagao acarreta o risco de
perdas de vendas. Para abordar esta questdo, o banco decidiu contratar os servicos da TRH,
com o objetivo de conceber uma solugdo de CRM capaz de otimizar os procedimentos

associados a gestao de dados.

Para a elaboracao deste projeto, as principais tarefas para o desenvolvimento do projeto foram

as seguintes:

1. Estudo sobre Salesforce e linguagens de programacao associadas;
Analise dos Requisitos presentes nos enunciados fornecidos pela TRH;
Consulta de documentagao acerca do Salesforce;

Desenvolvimento do projeto;

wok wN

Escrita do relatério de projeto.
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4. ATIVIDADES DESENVOLVIDAS

De entre as atividades desenvolvidas, encontram-se o Trailhead, todos os exercicios realizados
para otimizag¢do da empresa Trust Online Bank, assim como os exercicios realizados para a

obtencao do certificado em Salesforce.

4.1 Trailhead

O Trailhead consiste numa plataforma online de aprendizagem que permite que pessoas
individuais, equipas ou empresas aprendam novas habilidades e fungdes da plataforma
Salesforce. O Trailhead encontra-se subdivido em varias Trails, que por sua vez sdo
constituidos por diversos Modules (Anexo A), divididos em duas formas de aprendizagem — os

Quizzes e Hands-on-Challenges.

Flow Builder Basics Go with the Flow ~

Time Estimate

Resources @ About 10 mins

= Flow Video Resource: Flow Builder
Topics:
Learning Objectives
Quiz +100 points Some Important Flowcabulary
Flows Are Friends

Know When to Flow 'Em

1 How does Flow Builder relate to Salesforce Flow?
I Let's Look at an Example
A Flow Builder is a part of Salesforce Flow. RESEED
B Salesforce Flow is a part of Flow Builder. Challenge
c Salesforce Flow is the fastest version of Flow Builder.
o Get help with this badge

D Flow Builder is an alternative to Salesforce Flow.

Provide feedback for this

badge
2 When should you build a flow?
A Every time you need to automate something
B When you want to automate without writing code
c When you need to replace an assignment rule
D When you want to code

Second attemnpt earns 50 points. Three or more earns 25 points.

Figura 1: Exemplo de Quizzes
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Leads & Opportunities for Lightning Experience Create and Convert Leads as Potential Customers ~

GET READY Time Estimate
(O About 25 mins
You’'ll be completing this unit in your own hands-on org. Click Launch to get started, or click the name of your org to
choose a different one.
Topics
If you use Trailhead in a language other than English, make sure that your hands-on org is set to the same language

. . . . - . - B . Ls ing Objecti
as the challenge instructions. Otherwise you may run into issues passing this unit. Want to find out more about using earning Objectives

hands-on orgs on Trailhead? Check out Trailhead Playground Management. The Sales Process from Creation to

Conversion
YOUR CHALLENGE .
Use Leads to Track Potential

Customers and Companies
Create and Convert Leads Adding Leads to Salesforce
uUnderstand Lead Records
Leads are potential opportunities. Create records to track your leads, and update the status of each lead as
you work with them to initiate a deal. Convert Leads to Opportunities,
Accounts, and Contacts
= Create a lead: Resources
= First Name: Chantal
= Last Name: Smith
= Company: Get Cloudy South |
= Update lead status:
= Change Chantal Smith’s Lead Status to: Working - Contacted
= Add a task on Chantal Smith’s record:
+ Subject: Call Ms. Smith
= Due Date: any future date
+ Convert the lead to an account and contact: R R
« New Account Name: Get Cloudy South ° badge® fesdbactk for this
= New Contact: Chantal Smith

o Get help with this badge

« Select: Don"t create an opportunity upon conversion (We will create one in the next unit)

Energy Audit .
Last used on 6/23/2023 °
Check Challenge to Earn 500 Points

Figura 2: Exemplo de Hands-on-Challenges

Ao longo do estagio da TRH foi proposto a realizagdo um trailmix da empresa que consiste
num conjunto de modules (Anexo A) que sdo realizados na primeira semana na empresa com
o objetivo de desenvolver conhecimentos acerca do Salesforce e para garantir que o projeto

Trust Online Bank fosse realizado de forma mais eficaz.

4.2 Exercicios realizados em contexto do projeto

Os exercicios elaborados ao longo do estagio foram divididos em trés partes: Sales, Services e
Customer Service. Os exercicios a apresentar t€ém como objetivo principal otimizar a gestdo de

dados da empresa Trust Online Bank.

Em cada exercicio foram fornecidos enunciados (Anexo B, dos quais os primeiros trés em
excerto na figura 1) que continham um conjunto de requisitos a implementar, sendo que a

primeira fase de cada exercicio ¢ interpretar o mesmo, e determinar o que o sistema deve fazer.
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Epic\ UserStory \ Pseudo Requirement

Architect Comments

As a manager | want to be able to register and seeall
the request of the potential clients in salesforce.
AC:
- Weneed to seethe details and the product
type shared the potential client.

| heard about a standard feature that might be used to
create leads in salesforce by generating HTML to be used
in external websites. Do you think that can be used?
Don't’ forget to request different data of the clients like,
name, email. What other fields could be important?

- To simulate the website, you can create HTML files saved
in your laptop. In this file, you can save the HTML of the
form.

2 As manager | want to send a “Thank you” email to - Emails should be sent automatically as soon the potential
the potential client. client is created.

3 Asa Manager | want the new potential clients - The new owner should receive an email whenis assigned a
assigned to: new potential client.

- Credit cards: Manager -
- Bankloan: Sales
- Investments: a list with the 2 users, when

auser is available will get the new
potential client to work.

Could be used automation like the Assignment Rules?

Figura 3:Exemplo dos requisitos a implementar

Apesar do inglés mal-amanhado do sistema, de acordo com figura 1, os exercicios oferecem
situagdes a resolver que proporcionam ao formando oportunidades de aprender sobre os
respetivos cenarios especificas relativos a atividade profissional adequada de vendas, servigos

e atendimento ao cliente.

Na segunda fase dos exercicios € realizada a criagdo de uma org de desenvolvimento (fig. 4 e

fig. 5), a denominagdo da resposta do formando a tudo que foi requisitado na fase anterior.

Sign up for your Salesforce Developer Edition

A full-featured copy of the Platform, for free

Complate the form to start your free trial. Our team will ba in touch to

help you make the most of your trial,

Build enterprise-quality apps fast to
bring your ideas to life

Figura 4: Exemplo da cria¢do de uma org
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o Q search. f@e?2s2 @

see
222 Sales Home  Opportunities ~  Leads ~  Tasks «  Files ~  Accounts -  Contacts Campaigns »  Dashboards » Reports ~  Chatter More ¥ rd

Quarterly Performance Assistant
<
| CLOSED €2375000  OPEN(-70%) €395000  GOAL - # i
M
2.5m

Nothing needs your attention right now. Check back later,

1.5m
im
500K
0
01 02 03
Closed W Goal B Closed + Open (> 70%)
Today's Events Today's Tasks -
Y= To Do List

Figura 5: Exemplo de uma org

Na terceira e ultima fase, ao contrario das anteriores, ndo existe um padrdo ligando os
exercicios, uma vez que os requisitos variam consoante o que as empresas necessitam. Dos
diversos recursos disponiveis para a elaboracao da terceira fase, serdo apenas apresentados
alguns dos recursos utlizados ao longo do presente projeto. Assim, um flow ¢ uma automagao
de tarefas (s.d., 2022) (fig. 6), como por exemplo o Web-to-Lead, que é um processo que

consiste na utilizacdo de um formulario de um site para obter informagdes do visitante e guardar

as mesmas como um novo /ead no Salesforce (Caveney, L, 2022) (fig. 7).

° Recard-Triggered Flew Debug Details
Start
Expand & Basic Debug Log

- 1 ~
Run Immedistely
~ How the Interview Started
This del

I:lc‘w Laad Email Alart ereated.
J’ Action Bruno

P4 Version fer Ru

XRE3) started the flow interview

some of this fiow
started.

O End $Record = Lead

\ Start Condition Requirements

1 the interview

The triggering record met the condition requirements.
Entry Canditions
il

« [E) send Emait: New Lead Email Alert

emailbody = Thank vou

> Rallback

> How the Interview Finished

Figura 6: Exemplo de um flow
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Registo

First Name

Company

State Province

Product Type - flons v

Conmact Trpe —ome-  ~

Figura 7: Exemplo de um Web-to-Lead

Neste ambito, os Lead assignment rules sdo utilizadas para especificar como as leads sdo

atribuidas a utilizadores ou listas de utilizadores.(SalesForce, 2023)

Lead Assignment Ru

Rute . Help tor s Page @
Lead Assignment based on profiles

Add rule entries that specify the criteria used to route leads. You can reorder rule entries on this page after you create them,

Rule Detail ED

Rule Entries. Hew| |Reorder

Action  Order Criteria

Edit | Del
ot oo
Edit | Del

vanble to Assign v

Figura 8: Exemplo de Lead assignment rules

4.3 Obtencéao de certificado Salesforce

No decorrer do estagio, surgiu a oportunidade de realizar uma Certificacdo em Salesforce
Associate (Anexo C). O processo consiste na realizagao de um exame com 40 questoes de
escolha multipla, com tempo maximo para a realizacdo do mesmo de 70 minutos. Para a
preparacado desta certificacdo, foi preciso recorrer ao conhecimento obtido através da realizacao
dos exercicios previamente propostos, a realizacdo de exames praticos na plataforma

SalesforceBEN (Anexo D) e Cloudpadhle (Anexo E), bem como a ja referida plataforma

Trailhead, onde também foram realizados diversos modules associados.
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CONCLUSAO

Com a conclusdo do presente relatdrio, gostaria de refletir um pouco acerca do estagio na Tech
Remote Hub e como o mesmo foi de extrema importancia para a minha evolugdo pessoal e

profissional.

Com a realizacdo do projeto Trust Online Bank, obtive competéncias sobre como comunicar
com um cliente, assim como também me proporcionou conhecimentos acerca de CRM,

Salesforce e Apex, entre outras tecnologias.

Ao longo do estdgio na TRH, foram encontrados diversos desafios que exigiram uma
capacidade de resolu¢do de problemas e de construcdo de estratégias. A maior dificuldade

sentida ao longo do estagio foi trabalhar com a tecnologia Apex.

No inicio do presente relatorio foram apresentados os objetivos do mesmo, assim como os do
estagio, assim para finalizar e apesar das dificuldades apresentadas, posso concluir que todos
os objetivos propostos foram atingidos. Alcangar esta meta foi possivel a passo da grande
evolucdo do meu conhecimento acerca da Salesforce, a plataforma utilizada pela TRH, assim
como as reunides didrias que ajudaram na minha integragdo na empresa, o que facilitou a

expressao de duvidas e desafios que foram surgindo ao longo deste periodo.

As experiéncias e aprendizagens que foram adquiridas no decorrer do estagio sdo extrema
importancia para a evolu¢do do meu conhecimento. A experiéncia de realizar o estagio na TRH
teve uma grande contribui¢do para o crescimento da minha network, o que € indispensavel para

a minha futura carreira como profissional.

19



REFERENCIAS BIBLIOGRAFICAS

Cawley, B. (2023) “Salesforce Trailblazer Community”. Acedido dia 23/07/2023, disponivel
em_https://trailhead.salesforce.com/trailblazer-

community/users/0053A00000E4QGkQAN/files?lang=en

Caveney, L. (2022) “Salesforce’s Web-to-Lead Forms: A Complete Guide”. Acedido dia

22/07/2023, disponivel em https://www.ruleranalytics.com/blog/crm/web-to-lead-forms/

SalesForce (2023) “Assignment Rules”. Acedido dia 21/07/2023, disponivel em
https://help.salesforce.com/s/articleView?id=sf.customize leadrules.htm&type=5s.d (2022)
“The Ultimate Guide to Salesforce Flow”. Acedido no dia 20/07/2023, disponivel em

https://www.kicksaw.com/blog/the-ultimate-guide-to-salesforce-
flows#:~:text=What%2015s%20%C2%A A %20flow%20in,used%20t0%20build%?20individual
%20flows

Weeby, A. (2023) “What is Trailhead? All about Salesforce’s Free Online Learning Platform”.
Acedido dia 20/07/2023, disponivel em https://www.salesforce.com/blog/what-is-

trailhead/#trailhead-what

20


https://trailhead.salesforce.com/trailblazer-community/users/0053A00000E4QGkQAN/files?lang=en
https://trailhead.salesforce.com/trailblazer-community/users/0053A00000E4QGkQAN/files?lang=en
https://www.ruleranalytics.com/blog/crm/web-to-lead-forms/
https://help.salesforce.com/s/articleView?id=sf.customize_leadrules.htm&type=5
https://www.kicksaw.com/blog/the-ultimate-guide-to-salesforce-flows#:~:text=What%20is%20%C2%AA%20flow%20in,used%20to%20build%20individual%20flows
https://www.kicksaw.com/blog/the-ultimate-guide-to-salesforce-flows#:~:text=What%20is%20%C2%AA%20flow%20in,used%20to%20build%20individual%20flows
https://www.kicksaw.com/blog/the-ultimate-guide-to-salesforce-flows#:~:text=What%20is%20%C2%AA%20flow%20in,used%20to%20build%20individual%20flows
https://www.salesforce.com/blog/what-is-trailhead/#trailhead-what
https://www.salesforce.com/blog/what-is-trailhead/#trailhead-what

ANEXOS
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ANEXO A — Modules da Trailhead

Get Started with Trailhead

Earn badges, have fun, and build your career on Salesforce.

&+ o

Module +100 POINTS

Trailblazer Community: Quick Look

Connect with other Trailblazers by exploring the Trallblazer Community

=] +]e]

Completed 3/1/23

(- R <700 pomTs

Salesforce CRM

Learn how to use customer relationship management (CRM) software to grow your
business.

=]+

Completed 3/1/23

° o +100 POINTS
Customer Service with Salesforce: Quick Look

Learn how Salesforce helps you deliver faster, more personalized service.

[(=][+]<]

Completed 3/1/23

ma Module +300 POINTS

ké . Experience Cloud Basics

Use Experience Cloud to connect with your customers and partners.

(=) +]e]

Completed 3/1/23

° Module +900 POINTS

Salesforce Platform Basics

Get introduced to the platform, navigate use cases, and build custom functionality.

Completed 3/1/23

° Module +700 POINTS

Trailhead Playground Management

Create hands-on orgs, practice your Salesforce skills, and complete Trailhead
challenges

(=] +]e

Completed 3/1/23

° Modue +300 POINTS

Marketing Cloud Basics

Explore our powerful suite of products and start building your digital marketing

strategy.

=] +]e]

Completed 3/2/23

Module +100 POINTS

Setup: Quick Look

Find your way around Setup and use the Object Manager to create and edit objects.

(=] +]e!

Completed 3/1/23

° Modue +100 POINTS

Salesforce Admin: Quick Look

Learn what Salesforce admins do and the skills they need to succeed.

£l

Completed 3/2/23

° oduie +400 POINTS

Sales Cloud Basics
Grow your business, boost productivity, and make smart decisions with Sales Cloud.

(=]+]e!

Completed 3/1/23

Module +100 POINTS

Salesforce Business Analyst: Quick Look
Learn what Salesforce business analysts do and the skills they need to succeed.

(=]+]]

Completed 3/2/23

po— +100 POINTS

Salesforce Business Analyst: Quick Look

Learn what Salesforce business analysts do and the skills they need to succeed.

(] +]e]

Completed 3/2/23

Module +100 POINTS

Admin & BA Job Comparison: Quick Look

Learn what Salesforce admins and business analysts do, and how their roles are

different.

() +][e]

Completed 3/2/23

° i +100 POINTS
Salesforce Developer Experience: Quick Look
See how Salesforce improves developer productivity with the Customer 360 Platform.

(#)+][e]

Completed 3/2/23

Wadkis +100 POINTS

Salesforce Architect: Quick Look
Learn what Salesforce architects do and the skills they need to succeed.

(] +]<]

Completed 3/2/23

WModule +100 POINTS

Sales with Salesforce: Quick Look

Connect with customers, close more deals, and build your business with Salesforce.

EIEI0)

Completed 3/2/23

Module +100 POINTS
Effective Emails: Quick Look
Get best practices for sending effective business emails

“|+|® Completed 3/2/23
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Q o 400 poINTS
Service Cloud Basics
Supercharge your agents with omni-channel tools and an intelligent service platform.

(=]+]e]

Completed 3/2/23

+1,500 POINTS
Data Modeling
Give your data structure with objects, fields, and relationships.

(#)+]e]

Completed 3/2/23

° — +600 POINTS
Accounts & Contacts for Lightning Experience

Discover how accounts and contacts work together in Salesforce.

%] +]

Completed 3/2/23

o +600 POINTS
Data Management

Learn how to import and export data in Salesforce.

\
|

#|+]e

Completed 3/3/23

+300 POINTS,

© i
Quick Start: Visualforce

Build your first Visualforce page.

(z]+]e]

Completed 3/2/23

[¢
(¢

=|[+][=

Completad 3/6/33

a Space Station App

R 00 eoiNTS
Customize a Salesforce Object
Use plckiists, iters, formulas, and other tooks (o customize an obiect In your o

Bulid a project management app to construct 2 galsctic Space Station. Mo cade

(=][+]=]

Hlad 34723

User Story Creation

[x][+][=] Compteted 318733

Module +2,300 POINTS

Lightning Experience Customization

Customize the Lightning Experience user interface without writing any code.

#|+]e

Completed 3/3/23

Module +2,100 POINTS
Reports & Dashboards for Lightning Experience
Visualize key business metrics in real-time using Lightning Experience,

(=]+]e]

Completed 3/3/23

IC

Stay connected and succeed while working from home.

=+l=]

Completad 3/6/23

Cormplutus 3/7/23

Fonte:

Module +1,500 POINTS
Formulas and Validations
Tallor your apps without writing code by using point-and-click logic.

(=][+)e]

Completed 3/6/23

9

Module 43,100 POINTS
Data Security

Control access to data using point-and-click security tools.

Completed 3/6/23

https://trailhead.salesforce.com/users/topealvim/trailmixes/thr-202 1 -cohort-1-must-

have-trailhead-completion
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ANEXO B - Enunciados

TRH

TechRemeHuly

TRH Project Sales V1.3 (2022-09-21)

TrustOnlineBank is a Bank that has available a website with the information of your products. The
clients have some forms to request more details about their product types (Credit Cards; Bank Loan;

Investments).

Currently they are managing all the requests by email. The Managerwants to optimize and

automatize the processes using salesforce.

He expects on seeing a prototype built on a new developer sandbox fully made for this project.

While he isn't an expert on agile, he tried to share some epics / pseudo-user stories that would make
sense for you to work with. Our technical architect was able to perform some triage and comments
to try guide you in the design and implementation.

Epic \ UserStory \ Pseudo Requirement

ct Comments

As a manager | want to be able to register and see all
the request of the potential clients in salesforce.
A
- We need to see the details and the product
type shared the potential client,

Archite

| heard about a standard feature that might be used to
create leads in salesforce by generating HTML to be used
in external websites. Do you think that can be used?
Don't' forget to request different data of the dlients like,
name, emall, What other flelds could be Important?

To simulate the website, you can create HTMLfiles saved
I your laptop. In this file, you can save the HTMLaf the
form

As manager | want to send a “Thank you™ email to
the potential dlient.

Emails should be sent automatically as soon the potential
client is created.

Asa Manager | want the new potential clients

assigned to:
- Credit cards: Manager

- Bankloan: Sales
Imvestrnents: a listwith the 2 users, when
a user is available will get the new
patential client to work.

The new owner should receive an email when is assigned a
new potential client.
Could be used automation like the Assignment Rules?

As Manager | want that the sales userdoesn't see
the leads assigned to the manager.

|5 possible complete this request with some standard
feature or we need to go with custom development?

Asa Manager | want to differentiate the individusal
person from companies,

This information should be send by the potential client.

Asa Manager | want to have a dashboard:
- withthe number of leads by product type
- withthe number of leads by individual or
company
- forthe converted leads, show who and
when the lead status changed to “Working
- Contacted”.

In the last report could be used the history field report
type?

The manager alsowants to have a report that
displays all the comverted leads in the system.

How can we have a report to view all comverted leads?

As Manager | want the potential clients converted to
clients and epportunities after confirmation, that the
potential client has interest in receiving more details
about the product type. The product type should be
saved in the opportunity.

On the conversion process: Map the fields of potential
clients with the client and cppoertunity fields.

As Manager | want all the opportunities withthe
same type of name: Account Mame + Product Type.

I this case the opportunity name will be overridden with
SOMe automation

As Manager | want the opportunity name updated
every time the product type in the opportunity is
changed or the account name is changed.

I this case the opportunity name will be overrl dden with
S0me automation
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T a H TRH Project Sales V1.3 (2022-09-21)

TeshRemotst uty

10 As a TechLeader |want to access to the test class that Create a test class to validate the 2 previous
validates the 2 previous requests. requirements.
Make sure you create a dedicated test class for
each class created. Alsodon’t forget the 75%
- Thisis a *WERY* |mportant requirement to the
client.
11 As manager | want to have away forall Trust Online - The request is that only the selected users
Bank team members (all of whom are Salesforce users) rrermbxers and the salesforce administratos should
to collaborate an all leads by sharing files and tracking be the only users able to view the discussion
progress on Chatter in Salesforce. activity in Chatter. You probably need to create 2
users and inactivate and activate licenses to try
ot this Teature if you only have accesste
developer sandbome.
12 As a security awdit manager, | want to make sure that all

non-manager and admins are only able to change the
data that exists on salesforce during normal business
hours in GMT.

He has a very tight schedule, and he expects a demonstration of ALL listed before — 20min should be
more than enough. Should you need him, he requires well organized questions beforehand.

This demonstration should include the relationship model, and while we are demoing the tool, we
mustindicate what it's possible to build and include accurate data — please do not use record with
“test 123", “test”, "ayuidiauyd” as examples.

Good luck.
Tips:
1.  Organize your waork.
2. Willyou be able to implement all requirements?
3. Skimming through the reguirements do you know whatit's needed for implementation?
4. Dovyou require amy additional R&D prototyping time?
5. Should you rewrite / split each “epic” / “user Story” ? Some of them? None?
6. Write down your ASSUMPTIONS and where you need maore information,
7. You're NOT working ingroups, but you can peer review and ask for peer review from others, Define a common
approach that maywork for you.
B.  Prototype the Apps and layouts —remember pen & pencil ? (do it quickiy)
9. Don't immediately start coding the test class — use psewdo code first.
10, Do you know what requirements are more valuable to the user? Deliver those first. Speak with the client!
11. Readthis list several times.
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TRH

TechRemoteH ub

TRH Project Sales - Part 2 V1.1 (2021-11-29)

TrustOnlineBank is a Bank with several products grouped by product types (Credit Cards; Bank Loan;

Inwestments).

Currently they are managing all opportunities using excel. The Manager wants to optimize and

automatize the pracesses using salesforce.

He expects on seeing a prototype built on a new developer sandbox fully made for this project.

While he isn't an expert on agile, he tried to share some epics / pseudo-user stories that would make
sense for you to work with. Our technical architect was able to perform some triage and comments
to try to guide you in the design and implementation.

Epic \ User Story |\ Pseudo Requirement

Architect Comments

Az manager | would like to save all the opportunities of
the clients in the same place and see all the requests of
each client,

A standard feature is available similar to this request. Do you think
that fills the requirement?

As manager | want to contral my opportunities through
the following steps: Detect; Propose; Defend; Close
Won; Close Lost

- Could some feature be used to help the users to follow
these steps?
This seems ke a sales process.

Several of the sales reps can help on participating on the
same deal and we need a way of tracking their
collaboration on each deal.

They would also like to enable the cpportunity owner to be able to
credit team members with a percentage, based upon their level of
helping, close deals and receive a percentage.

‘Which Salesforce feature would you enable and configure in order to
satisfy this new requirement? ¥ou have 2 licenses but you should be
able to demo this feature?

As manager | want to know the reason why we lost
apportunities,

My understanding is that information Is required for the opportunity
to be closed as lost.

As Manager | want the know the contract start date
before close won the opportunities

|5 this information already available in the opportunity?
My understanding is that information Is required to the opportunity to
be closed

Az Manager | want all opportunities with the amount
bigger than 1k approved by manager of the user before
closed won

Cnly the opportunities with 1k in the amount needs to be approved,
and the other opportunities? As the requirement is not clear, we can
approve other opportunities automatically

As manager | want to know to classify clients based on
the total of opportunities won.

Gold = 1 Million
Silver > 100 K

Bronze = 1K

This kind of request could be calculated in real time or scheduled. In
this case, as the client doesn't give any instruction, | propose to
implement a schedule once per day.
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TRH

TechRemoteHuly

TRH Project Sales — Part 2V1.1 (2021-11-29)

a2 As Manager | want to manage all the products. Each As the dient doesn't give the list of products we can suggest some
product has a product type. products to the dema. For example
- Credit cards: Visa; mastercard
Investments: bow risk: medium risk
Could some standard feature be used to manage the products?
g Az manager | want define the different prices for each In the products it is passible to define different prices. Is it possible to
type of client {Gaold, Silver, Bronze) canfigure some product lists with the names required by the client?
10 | As Manager | want to sell one or more products to the In the opportunity could be added one related list of products that
clients and save this information in the system. can be added to the opportunity.
11 | As Manager | want to know when clients are buying You need to compare the product type of opportunity with the
products from other product types than the product Product type of products in the related list,
type defined in the opportunity.
Probably saving this information in the opportunity could help.
ACL: | want a task to be created and assigned to the
systemn administrator. This task should be associated in
the appartunity that was created with products of other
product types.
AC2: | want one report that displays this kind of
Oppartunities.
12 | As manager | want a webservice to share the This technical user could be configured based on some existing

oppartunities details, with the client's details and
primary contact details. The WebService will be available
only to the technical user that should be created.

AC1: Use a specific user use only for APl integration

profile?
The class should return a json with a list of fields.

As the requirement doesn't identify the field to be returmed, select
the most importants from your point of view. Later could be added or
removed if necessary.

He has a very tight schedule, and he expects a demonstration of ALL listed before — 20min should be
mare than encugh. Should you need him, he reqguires well organized guestions beforehand.

This demonstration should include the relationship model, and while we are demoing the tool, we
must indicate what it's possible to build and include accurate data - please do not use record with

“test 123", “test”, “ayuidiauyd” as examples.
Good luck.
Tips:

Crrganize your work.
Wil you be able to Implement all requirements?

HEn s W e

approach that may work for you.

pa

skimming through the requirements do you know what it's needed for implementation?

Do you require any additional R&D prototyping time?

Should you rewrite / split each "epic” / "user Story"? Some of them? None?

Write down your ASSUMPTIONS and where you need more information.

. You're NOT working in groups, but you can peer review and ask for peer review from others, Define a commaon

Prototype the Apps and layouts — remember pen & pencil? [dao it guickhy)

9. Don't immediately start coding the test class — use psewdo code first,
10, Do you know what reqguirements are more valuable to the user? Deliver those first, Speak with the client!

11, Read this list sewveral times.
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T2RH

TechRematabiub

TRH Froject Services V1.0 (2021-11-19)

TrustOnlineBank is a Bank only available online truth a website, email or phone, The clients contact
the bank to solve problems, to clarify doubts, to request more details about the bank products or
services. They are contacting the support team by sending emails or by phone.

Currently, they are managing all the requests by email or in excel, The Manager wants to optimize
and automatize the processes using salesforce.

He expects on seeing a prototype built on a new developer sandbox fully made for this project.

While he isn’t an expert on agile, he tried to share some epics / pseudo-user stories that would make
sense for you to work with. Our technical architect was able to perform some triage and comments
to try to guide you in the design and implementation.

Epic '\ User Story \ Pseudo
Requirement

Architect Comments

Az manager | wiould like to save all the requests
of the clients in the same place and seeall the
requests of each client.

Try to use the standard features to solve this request.

As manager | want Lo know how the request was
done, by email or by phone.

ALC: If the request is done by phone, the priority
of the case should be set as “High".

Could some standard fiekds be adapted?

As Manager | want to identify the praduct type
associated with the reguest,

- Theusers should be able to select the product type.

Az Manager | want to identify the type of
request.

- Thewusers should be able to select the type of request identified in the
description.

As manager | want to send an email
automatically to the support team if the request
is not updated in the last 3 days. The email
should not be sent if the status 15 walting for the
Customer

Could be used the last modified date to identify when the record was
updated.

Create an email template email and & workflow. Suggest the test of the
email

As manager | want to send an email to the client
if the case is in the status waiting for the
customer for more than 1 week.

- Create an email template email and a workflow. Suggest the test of the
email

Az manager | would like to implement
something in the website to allow the cients to
submit 3 support request with more details
NECEsSAry,

- |5 available some standard feature that allows implementing this
request.

- Theinformation required in the form is not clear, so try to fill in the
information to create requests with more details possible.

- Created an HTML file on your laptop to simulate a website.

As manager | want all the cases from the
website assigned to a group of users

- Create a queue with the 2 users available in your environment,
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I a H TRH Project Bank — Customer Service V1.0
(2022-01-06)

TechRemoteHul

TrustOnlineBank is a Bank product types (Credit Cards; Bank Loan; Investments) and we would like
to give a new channel to the clients interact with us.

We want a website with a private area where my clients can have access to the cases and also to a
list of articles where the users can read and solve the problems alone, If required they can contact us
direct from this private area,

He expects on seeing a prototype built on a new developer sandbox fully made for this project.

While he isn't an expert on agile, he tried to share some epics / pseudo-user stories that would make
sense for you to work with. Our technical architect was able to perform some triage and comments
to try guide you in the design and implementation.

Epic \ User Story \ Pseudo Requirement Architect Comments

As Manager | would a private area to allow the customer - Salesforce has the option to create some sites in the digital
to have access to some private data with the name experiences, is this option enough to solve this

MyBank requirement?

- In the digital experiences are available several templates
that could already have some required features.

- If you use sites, you need to define a domain name that will

be definitive.
As Manager | would like to give one username and - The costumers are accounts/contacts and the contact can
password for each costumer to access to this private be used to create users with permissions to use the private
area. The costumers can't register by themselves. area/site.
As manager | want to share with each costumer the - Should be removed these permissions to the users of this
current status of the cases. site, the site should have a specific profile.

The fields account name, 5LA Violation, Internal
comments should not be visible to the customer.
The related list should not be visible to the customers.

As Manager | want allow the customers to contact the - In some templates these actions are already configured.
suppart team creating new cases. The new cases should
be assigned to a queuve that includes the Manager and

support team.
As Manager | want allow the customers interact with the - The chatter |5 available in the communities. Can it be used?
support team doing some questions. Or should we try something more sexy like Chatter?

As Manager | want share some articles to solve the - If you already did the Service 01 Exercise, The knowledge is
problems by themselves. already configured in the client | in the service exercise}

could be shared this information with the custamers.

He has a very tight schedule, and he expects a demaonstration of ALL listed before — 20min should be
more than enough. Should you need him, he requires well organized questions beforehand.

This demonstration should include the relationship model, and while we are demoing the tool, we
must indicate what it's possible to build and include accurate data — please do not use record with
“test 1237, “test”, “ayuidiauyd”™ as examples.

Good luck.

29



ANEXO C - CERTIFICADO

salesforce

CERTIFIED

Associate

PRESENTED TO:

Bruno Miguel Cunha Saraiva

for successfully completing certification requirements

@ June 01, 2023

Issued
TRAILHEAD

Credentlal ID: 3445032 | Certificatlon Verlflcatlon: sforce.co/verlfycerts

=
CERTIFIED
s
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ANEXO D - SALESFORCEBEN

sALEs FORGEBE N BLOG v GETCERTIFIED ABOUT v FAQS JOB BOARD COURSES

Ready to get Salesforce certified? Let's get started.

SALESFORCE

ASSOCIATE

PRACTICE EXAM

COURSE CONTENT

Ecesystem Introduction- 220 ° QUESTIONS
SEBEN s extetas asas
INT ‘E. s Int - ' Q0 °
dal P~ H
EataM 15 5 = o COURSE INCLUDES
N o S #tessons
() 7Quizzes
® ) ) & Course Certificate
@ Asseetate bxam2 °
() satesforesEeosystem:32% (]
(1) Mavigation-28% ]
(7) bataMedsl25% ]
(7) Repsrts&Dashbeards:=15% ]

Fonte: https://courses.salesforceben.com/courses/salesforce-associate-practice-exams/
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ANEXO E - CLOUDPADHLE.

€ Back to courses = Salesforce Associate Certification Exam Practice Sets

100% completed in 2h 13m

& course Discussions

@@ Practice Set1
Total Questions: 40

@B Practice Set 2 Total Time: 60 minutes

Start Quiz View Solutions

@B Practice Set3

Fonte: https://academy.cloudpadhle.com/s/courses/6454032ee4b0ae747109c497/take

€ Back to courses = Salesforce Associate Certification Exam Practice Sets

100% completed in 2h 13m

[& course Discussions

@ B Practice Set1
Total Questions: 40

@[ Practice Set2 Total Time: 60 minutes

Start Quiz View Solutions

@[ Practice Set3

Fonte: https://academy.cloudpadhle.com/s/courses/6454032ee4b0ae747109c497/take

& Back to courses —  Salesforce Associate Certification Exam Practice Sets

100% completed in 2h 13m

8] course Discussions

@B Practice Set1
Total Questions: 40

Practice Set 2
@B Practice Total Time: 60 minutes

Start Quiz View Solutions

@Bl Practice Set 3

Fonte: https://academy.cloudpadhle.com/s/courses/6454032ee4b0ae747109c497/take
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