Salesforce Integration

Connects Salesforce CRM with the Newo Al agent so callers and chat visitors can be identified in CRM,
saved as new prospects, routed into support cases, followed up by the team, and logged in Salesforce
without a human manually copying conversation notes.

Time to first success: about 45-90 minutes if a Salesforce admin is available and your org already
allows APl access. Plan more time if the org needs a new integration user, permission set review, or the
optional Lead conversion setup.

Before You Start
Make sure you have:

e an active Salesforce org with My Domain enabled;

e Salesforce admin access, or a Salesforce admin who can create an External Client App and assign
permissions;

e adedicated Salesforce integration user, not a personal user account;

e permission to create or update Permission Sets in Salesforce;

e access to Newo Builder for the customer project, with permission to edit project settings and click
Publish All;

e test Lead, Contact, Account, Case, and Opportunity records if you want to validate every feature
before going live.

Required Salesforce permissions

The integration only does what the Salesforce integration user can do. Give that user a dedicated permission
set with the permissions you actually plan to enable in Newo.

Feature in Newo Salesforce access needed

Find Customers APl access plus read access to Leads, Contacts, and Accounts

Create Leads Read/Create/Edit on Leads

Edit access only on the Lead, Contact, and Account fields the business
Update Records
approves

X Activities access, ability to create/edit Tasks, and access to the related
Log Conversations
parent record

Manage Cases

Create Team Follow-up
Reminders

Convert Leads

Manage Opportunities

Save Related Records
Together

Read/Create/Edit on Cases

Activities access, ability to create/edit Tasks, and access to the related
Lead, Contact, Account, or Case

Lead conversion permission and the optional Salesforce admin setup
described below

Create/Edit on Opportunities and read access to related Accounts

All permissions needed for the Lead, Case, and Task parts you enable



For Tasks, Salesforce often exposes access through System Permissions rather than a simple Task object
permission block. The important permissions are Access Activities, Edit Tasks, field-level access to the
Task fields your org uses, and access to the parent record the Task is attached to.

What the Al can do

¢ Find existing customers. The agent searches Salesforce by phone number and uses the matched
Lead, Contact, or Account in the conversation.

e Create duplicate-safe Leads. Before creating a new Lead, the integration checks whether the
same phone or email already exists.

o Update approved CRM fields. The agent can update existing Lead, Contact, or Account details
only after explicit confirmation.

¢ Log conversations as Salesforce Tasks. Useful calls and chats can be saved as internal activity
notes on the selected CRM record.

e Manage support Cases. The agent can look up open Cases, create new support requests, update a
Case, or close a Case after confirmation.

e Create team follow-up reminders. The agent can schedule a contact follow-up for the team, such
as a callback, email, message, or proposal follow-up.

e Convert qualified Leads. Optional, Salesforce-admin-enabled feature for converting a Lead into
customer records, with an Opportunity when needed.

¢ Manage Opportunities. The agent can create or update sales Opportunities, including stage, close
date, amount, and next step.

e Save related records together. A new prospect, support Case, and follow-up reminder can be

saved as one confirmed customer request.

Salesforce data model

Salesforce stays the source of truth. The agent does not create a parallel CRM. It keeps the current
conversation anchored to the selected Salesforce record, then writes only the objects that are enabled in
Newo and allowed by the Salesforce integration user's permissions.

When it happens What the agent does

. Searches Salesforce and classifies the person as an existing
A caller gives a phone number o .
customer, existing Lead, registered Contact, matched record, or

new prospect

or calls from a known number

A new person asks for sales Collects name, phone or email, and reason, checks for duplicates,
follow-up then creates a Lead only if no existing match is found

A customer asks to change . .
. Confirms the exact change and updates only approved fields
stored details

. . . Creates or updates a Case instead of treating every support
A support issue is raised .
request as a live-human transfer

A follow-up is needed Creates a team reminder linked to the right person or support Case

Features at a glance

Feature Included



OAuth 2.0 Client Credentials setup

Existing External Client App or Connected
App reuse

Find Leads, Contacts, and Accounts by
phone

Find customers by email only

Duplicate-safe Lead creation

Existing Lead, Contact, and Account updates
Conversation notes as Tasks

Team contact follow-up reminders as Tasks
Case lookup, creation, update, and close

Opportunity create and update
Lead conversion

Inbound Salesforce webhooks
Mock/dev mode in production setup

Arbitrary custom fields from conversation
text

Setup

Create the Newo project

Yes

Yes, if the Salesforce admin approves it

Yes

No, phone lookup is the supported customer-
identification path

Yes
Yes, with allowlisted fields only
Yes
Yes
Yes
Yes

Optional, requires Salesforce admin setup before
enabling

No
No

No, custom fields must be approved and configured
first

If this project already exists in Newo Builder, skip this subsection and continue with the integration-specific

settings below.

1. In Newo Builder, open the projects list and click Create Project (or Create New Project from the

top-right menu).

| #..Create New Project menu in Newo Builder

2. Fill IDN and Title. The exact names do not matter; use any clear names your team will recognize.

3. In Registry, choose the release channel:

o staging — the newest module fixes appear here first. Use it when you need the latest fix,

but expect possible unfinished changes.

o production — the final stable version for live projects.

4. In Module, select the module for this integration.



[,:Create Project form showing IDN, Title, Registry, and Module fields 5. Leave Module version on Latest

version unless support tells you to pin a specific version, then click Create.

Follow the steps in order. Do the Salesforce setup first, then paste the resulting values into Newo.

1. Prepare your Salesforce org

1a. Confirm My Domain
1. In Salesforce, open Setup.
2. Search for My Domain.
3. Copy the active Current My Domain URL. It should look like https://your-
domain.my.salesforce.com .
4. Do notuse login.salesforce.com as the Base URL in Newo.

» S—— Das?202 0

232 Setup  Home Object Manager v

domain

My Domain

v Email

Authorized Email Domains

« Email Delivery Settings My Domain Settings

Help for this Page @

Email Domain Filters
My Domain showcases your company's brand and keeps your data more secure. The domains that Salesforce hosts for your org include your company-specific My Domain name.

~ User Interface

+Sites and Domains My Domain Details eai
Custom URLs Current My Domain URL

Domains My DomainName | <YOUr-domain>.my.salesforce.com

Sites Domain Suffix  Standard (*.my.salesforce.com)

 Company Settings
Edit

I My_Domain

v Security Routing and Policies Edit

Trusted URLs
Salesforce Edge Network  Salesforce Edge Network applies to most provisioned and deployed domains for this org. See Salesforce Edge Network in Salesforce Help for details.
This org uses Salesforce Edge Network. i
Didn't find what you're looking for? Routing Method
Try using Global Search. Global [
Use Salesforce locations in United Kingdom only | &
Login Policy  If a My Domain change is in progress, your login policy also applies to the provisioned My Domain login URL.

Prevent login from hitps://ogin.salesforce.com and hitps:/welcome.salesforce.com i
Prevent SOAP AP login from hiips://login.salesforce.com
Coalies Require first-party use of Salesforce cookies | ©

This setting isn't compatible with Service Cloud Voice. Leam more.

1b. Create or choose the integration user

Use a dedicated Salesforce user for the integration. This makes audit logs, ownership, and future credential

rotation much cleaner.

1. In Setup, search for Users.

2. Create a new user or choose an existing service user.

3. Make sure the user is active.

4. Assign only the profile and permission sets this integration needs.



Search Setup

Setup Home = Object Manager

HNee222 0

v Users
Analytics Groups
Permission Set Groups
Permission Sets
Profiles
Public Groups
Queues
Roles
User Management Settings

Users

Didn't find what you're looking for?
Try using Global Search.

SETUP
Users

All Users

Help for this Page @

User names and emails redacted

s 3 Other ANl

—q

User names and emails redacted

1c. Create a permission set

1. In Setup, search for Permission Sets.

2. Click New.

New User

Reset Password(s) | | Add Multiple Users

sloal@iala®e oiolglma6im3lgimibioaaldweyldh e ds gbls 3 Oner Al

3. Name it something clear, for example NewoIntegration .

4. Save it.

\ Search Setup

Setup Home = Object Manager

Click to go back, hold tc

Nee?2z220

v Users
Analytics Groups
Permission Set Groups
Permission Sets
Profiles
Public Groups
Queues
Roles
User Management Settings

Users

Didn't find what you're looking for?
Try using Global Search.

SETUP
Permission Sets

Permission Sets

On this page you can create, view, and manage permission sets.

Edit| Delete | Create New View

Action Permission Set Name +
Clone ActorCASCPermSet
Clone Agentic Near Core CRM

Clone Agentic Near Core Marketing

Clone Agentic Near Core Personalization

Clone Agentic Near Core Provisioning

Clone C2CAnalyticsStoragePermSet

O

=]

=]

@]

O

O

O

(O Clone C2CCapstonePermSet
O Cione C2CE360EmailPermSet
() Clone C2CMcpServicePermSet
O

O

O

=]

=]

@]

O

O

O

n

Clone C360 High Scale Flow Integration User

Clone CMA Admin User
Clone CMA Standard User
Clone COA Admin User
Clone COA User
Clone CRM Analytics Platform Admin
Clone CRM Analytics Platform User
Clone CRM User
Clone Code Builder User
Clone ConnectivityServiceCASCPermSet
1250150 %] 0 Selected |

Help for this Page @

=]

sldlalelalaldiololal@/dl6/m/3almiblolalald el yldhle d6idbls 3 Oer ANl

Description

Allows the integration user to use crm features
Allows the integration user to use marketing features
Allows the integration user to use personalization features

Allows the integration user to manage connections between tenants

Allows integration user to access features specific to C360 High Scal.

Contains permissions required to administer the Channel Order App.
Contains permissions required to use the Channel Order App.
Create and customize CRM Analytics apps, dashboards, datasets an

View CRM Analytics apps and dashboards.

Denotes that the user is a Sales Cloud or Service Cloud user.

Enables the user to create and access Code Builder environments,

“ 4 Previous Nexth B

License
Cloud Integration User
Cloud Integration User
Cloud Integration User
Cloud Integration User
Cloud Integration User
Cloud Integration User
Cloud Integration User
Cloud Integration User
Cloud Integration User
Cloud Integration User

Analytics Platform
Analytics Platform
CRM User

Code Builder

Cloud Intearation User
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Permission Sets
v Users
Analytics Groups

Permission Set Help for this Page &

Permission Set Groups Create

I Permission Sets

Profiles Save | Cancel

Public Groups

Enter permission set information 1 = Required Information
Queues Label I[ - ]
Roles APIName | )i
User Management Settings Description  [SalesForce Integration for N¢
Users

Session Activation Required (7 ;

Didn't find what you're looking for?

Try using Global Search. Select the type of users who will use this permission set
Who will use this permission set?
~Choose -None- if you plan to assign this permission set to multiple users with different user and permission set licenses.
~Choose a specific user license if you want users with only one license type to use this permission set.

~Choose a specific permission set license if you want this permission set license auto-assigned with the permission set.

Not sure what a permission set license is? Learn more here,

License  (—None— >

save| |Cancel

1d. Add system permissions

Open the permission set and review System Permissions.
Minimum baseline:

e API Enabled;

e Access Activities and Edit Tasks if Log Conversations or Create Team Follow-up Reminders will
be on;

e Lead conversion permission if Convert Leads will be on;

e any org-specific permissions required by validation rules, record types, or managed packages.

Search Setup [ & 244 0

Setup Home = Object Manager /

Permission Sets

v Users
Analytics Groups Newolntegration
Permission Set Groups P Clone | Delete = M
Permission Sets Obiject Settings
API Protection Policie
Profiles
API Protection Policy Change Events 2gration for Newo APIName  Newolntegration
) System Permissions -
Public Groups FEIETaET Namespace Prefix
API Only User Created By  Aleksandr Pronin, 01.06.2026, 16:07
Queues Bulk AP Hard Delete Last Modified By  Aleksandr Pronin, 01.06.2026, 16:07
Roles Enable blockchain transaction polling API
Enable RecordVisibility API
User Management Settings Manage MFA in API
Modify Metadata Through Metadata AP| Functions
== Multi-Factor Authentication for AP Logins.
Update Consent Preferences Using REST API Assigned Apps
Settings that specify which apps are visible in the app menu
Didn't find what you're looking for? Assigned Connected Apps

Try using Global Search. Setings that specify which connected apps are visible in the app menu

Object Settings
Perr ns to access objects and fields, and settings such as tab avail:

y

App Permissions
Permissions to perform app-specific actions, such as "Manage Call Centers"

Apex Class Access
Permissions to execute Apex classes

rce Page Access
ns to execute Visualforce pages

External Data Source Access
Permissions to authenticate against exteral data sources

Settings that apply to Salesforce apps, such as Sales, and  Flow Access
‘custom apps built on the Lightning Platform Permissions to execute Flows
Learn

Named Credential Access
Permissions to authenticate against named credentials




Analytics Groups

Search Setup

2ua @

Setup  Home Object Manager
Permission Sets
v Users

Analytics Groups
Permission Set Groups
I Permission Sets
Profiles
Public Groups
Queues
Roles
User Management Settings

Users

Didn't find what you're looking for?
Try using Global Search.

Allow user to access privacy data

Allow user to modify Private Connections

Allow user to train and generate models for Object

Detection. (Retired)

Allow user to use Object Detection for prediction
(Retired)

Apex REST Services

API Enabled

API Only User

Approval Admin

Approval Designer

Approve Uninstalled Connected Apps
Assign Topics

Associate Change Requests and Problems
Associate Incidents and Change Requests
Associate Incidents and Problems
Associate Releases and Change Requests
Associate Releases and Incidents
Associate Releases and Problems
Attribution Model User

Author Apex

Basic Csv Data Import User Permission
Bulk API Hard Delete

Can Approve Feed Post and Comment

Change Dashboard Colors
Chatter Intemal User

Close Conversation Threads.

1e. Add object and field access

0O 0O ooo

O
O
O
O
O
O
O
O
O
O
O
O
O
O
O
O
O
O
O
O

Allow user to access privacy data.
Allow users to modify Private Connections through the Metadata, Tooling, and Connect APIs.

Allows user to train and generate models for Object Detection.

Allows a user to use Object Detection for prediction.

Allow access to Apex REST services

Access any Salesforce.com AP

Access Salesforce.com only through a Salesforce.com API

Cancel or recall in-progress approval submissions and reassign open work items or complete them for other users.
Create, edit, delete, and activate flow approval processes.

Approve access to connected apps that aren'tinstalled in this org.

Assign existing topics to feed items. Remove topics from feed items.

Allows users to add and remove associations for problems and change requests

Allows users to add and remove associations for incidents and change requests.

Allows users to add and remove associations for incidents and problems.

Allows users to add and remove associations for change requests and releases
Allows users to add and remove associations for incidents and releases.

Allows users to add and remove associations for problems and releases.
Allows user to access the Attribution Model

Create Apex classes and triggers.

Basic Csv Data Import User Permission

Delete records in the Bulk API without storing them in the Recycle Bin

Lets users control the visibilty of content to other users by updating the status of a feed item or comment from pending review to published or from published to
pending review.

Choose dashboard color theme and palette.
Use all Chater features.
Close conversation threads in profile, group, and topic feeds in Experience Cloud sites.

Allows the user to create and access Code Builder environments.

In the same permission set, open Object Settings and grant access for the Salesforce objects you enabled

in Newo.

»

Home

Setup

Search Setup

Object Manager v

o222 0

v Users

Analytics Groups
Permission Set Groups
I Permission Sets
Profiles
Public Groups
Queues
Roles
User Management Settings

Users

Didn't find what you're looking for?
Try using Global Search.

SETUP
Permission Sets

Permission Set

Newolntegration

A Find Settings. *

| ctone| pelete

Video Tutoral | Help for this Page @

System Permissions

Permission Set Overview > System Permissions [ v

save

v System

Por

ion Name.

Accept Risk For Problems

Access Actionable Relationship Center for partner
users

Access Activities

Access Banking Relationship Assistance
Access Banking Service Agent

Access Custom Mobile Apps

Access drag-and-drop content builder
Access Experience Management
Access Libraries

Access Personalization Platform

Access Policy Agent

Access Service Einstein

Access to manage the template framework apps

Access to manage the template framework templates

Access to View-Only Licensed Templates and Apps

Access to view templated apps and assets

Access Tracer for Extemal Data Sources.

Recommended object access:

Salesforce
object

Enabled Description

Jj000o0oocoocoooo0o0o00 oo

Allows users to accept risk for problems.

Grants access to ARC Relationship Graph, ARC Highiights Panel, and ARC Record Details Lightning components to partner users.

Access tasks, events, calendar, and email

Enable Banking Relationship Assistance.

Grants users access to Banking Service Assistance Al agent.

Allow user to run custom mobile apps.

Create and manage email templates and content in a drag-and-drop builder.

Access pages and dashboards available in Experience Management.

Access libraries.

Access the Personalization Platform and its entities.

Enable insurance service assistance agent features.

Grants users the access to Al-powered copilot actions for capturing service process requests.

Allows access to create, update, and manage apps from templates, analytics, data, and other assets.
Allows access to create, update, and manage app templates

View apps based on View-Only License.

Allows access to app, analytics, data, and other assets that are created from the template framework.

Access the Tracer tool for testing queries to Extemal Data Sources.

Minimum access



Account
Contact
Lead

Case

Task

Opportunity

Read; Edit if the agent may update Account details

Read; Edit if the agent may update Contact details

Read/Create/Edit

Read/Create/Edit if Case management is enabled

Create/Edit for conversation logs and team reminders; also check Task field-level

permissions

Create/Edit if Opportunity management is enabled

Click to go back, hold to see history

Setup  Home

Search Setup

Object Manager

o222 0

v Users
Analytics Groups
Permission Set Groups
I Permission Sets
Profiles

Public Groups

Permission Sets

Pormission Set

Newolntegration

Find Settings % || |clone | Delete

Permission Set Ovenview > Object Settings | v |

Object Settings
Queues Object Name
Roles Accounts.
: Action Hub
User Management Settings
Actiity History,
Users Actor Reactive Ask Response Events
AllSites
Didn't find what you're looking for? Analytics

Try using Global Search.

API Protection Policies
API Protection Policy Change Events

Details

Approval Submissions

ive Job Sessions
Asset Relationships
Assets

Associated Locations

Auth Domain Status Events

Butharizatinn Frm Cansante

Object API Name
Account

ActionHub
DevopsActivityLog
ActorReactiveAskRespEvent
CmsExperiences
WaveHomeLightning
ApiProtectionPolicy
ApiPrtcPolicyChangeEvent
AppAnalyticsQueryRequest
ProcessinstanceWorkitem
ApprovalsHome
ApprovalSubmissionDetail
ApprovalSubmission
ApprovalWorkitem
ArchiveJobSession
AssetRelationship

Asset

AssociatedLocation
AuthDomainStatusEvent

AuthnrizatinnFarmCaneant

Object Permissions
No Access
No Access
No Access
No Access
No Access
No Access
No Access
No Access
No Access
No Access

No Arrace

Video Tutorial 1 Hel forthis Page @

Total Fields  Tab Settings




Q  search Setup

Setup Home = Object Manager
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v Users

Analytics Groups
Permission Set Groups
Permission Sets

Profiles

Public Groups

Queues

Roles

User Management Settings

Users

Didn't find what you're looking for?
Try using Global Search.

SETUP
Permission Sets
Tab Settings
Avallable Visible
o [m]5
Object Permissions

Permission Name
Read

Create

Edit

Delete

View All Records
Modify All Records
View Al Fields

Field Permissions

Field Name Fleld API Name. L
Address Address [m} [m]
Annual Revenue  AnnualRevenue 0 0
Campaign Campaignid
Company Company
Created By CreatedByld
Data.com Key Jigsaw [m} [m]
Description Description [m} [m]
Do Not Call DoNotCall [m} [m]
Email Email m] O
EmailOpiOw HasOpledOuOEmai 0 0
Fax Fax [m] 0
Q  Search Setup E] A 2604
Setup Home = Object Manager v
users
Permission Sets
v Users
Analytics Groups
Permission Set X Video Tutorial | Help for this Page @
Permission Set Groups Newolntegration
s S Q accounts %] | [ctone | petete | | Edit Properti
Profiles Object Settings L
E Accounts issions | v |
Public Groups
System Permissions Edit

Queues
Roles
User Management Settings

Users

Didn't find what you're looking for?
Try using Global Search.

v System

Pormission Name

Accept Risk For Problems

Access Actionable Relationship Center for partner
users.

Access Activities

Access Banking Relationship Assistance

Access Banking Service Agent

Access Custom Mobile Apps

Access drag-and-drop content builder

Access Experience Management

Access Libraries

Access Personalization Platform

Access Policy Agent

Access Service Einstein

Access to manage the template framework apps
Access to manage the template framework templates
Access to View-Only Licensed Templates and Apps
Access to view templated apps and assets

Access Tracer for External Data Sources

Account Switcher User

Enabled Description
Allows users to accept risk for problems.

Grants access to ARC Relationship Graph, ARC Hig!

Access tasks, events, calendar, and email.
Enable Banking Relationship Assistance.

Grants users access to Banking Service Assistance Al agent.
Allow user to run custom mobile apps.

Create and manage templat

d content in a P builder.

Access pages and dashboards available i

Experi

ce Management.
Access libraries.

Access the Personalization Platform and its enties.

Enable insurance service assistance agent features.

Grants users the access to Al-powered copilot actions for capturing service process requests.

Allows access to create, update, and manage apps from templates, analytics, data, and other assets.
Allows access to create, update, and manage app templates.

View apps based on View-Only License.

Allows access to app, analytics, data, and other assets that are created from the template framework.
Access the Tracer tool for testing queries to External Data Sources.

Let site members access the Account Switcher.

lights Panel, and ARC Record Details Lightning components to partner users
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Setup Home = Object Manager v

SETUP
Permission Sets
v Users
Analytics Groups -
Permission Set K Video Tutorial | Help for this Page @
Permission Set Groups Newolntegration
| Permission Sets Q opportunities *]| . v
Profiles e
E Opportunities |v | Tasks| v |
Public Groups o
Tasks Edit
ueues
Queue: Tab Settings
Roles Available Visible
User Management Settings i
sers
u Field Permissions
Field Name Field API Name Read Access Edit Access
- ) o,
Didn't find what you're looking for? Assigned To Ownerld
Try using Global Search.
Call Duration CallDurationinSeconds
Call Object Identifier CallObject
Call Result CallDisposition
Call Type CallType
Comments Description
Completed Date/Time CompletedDateTime
Created By CreatedByld
Create Recurring Series of  IsRecurrence
Tasks
Due Date ActivityDate
Email Email
Last Modified By LastModifiedByld
Name Whold

1f. Assign the permission set
1. Open the permission set.
2. Click Manage Assignments.
3. Assign it to the integration user.
4. Confirm the assignment completed successfully.

Q search Setup \;] & ? o a 6

Home = Object Manager

... > PERMISSION SET 'NEWOINTEGRATION' > MANAGE ASSIGNMENT EXPIRATION

Newolntegration

v Users
Permission Set Groups
. Select Users to Assign
I Permission Sets

v Custom Code

Custom Permissions B AllUsers v
-
Didn't find what you're looking for?
Try using Global Search. =] FullName T v ‘ Profile v ‘
O

Users redacted
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230 Setup  Home Object Manager v

E .. > PERMISSION SET 'NEWOINTEGRATION' > MANAGE ASSIGNMENTS

Newolntegration

~ Users

Permission Set Groups

Permission Sets Assig i
Assigned user redacted
v Custom Code Full Na Time Zone v | status v
Custom Permissions
‘ Assigned user redacted

Didn't find what you're looking for?
Try using Global Search.

Click to go back, hold to see histol
vone

2. Create the Salesforce OAuth app

For new installations, use External Client App with Client Credentials Flow. If the customer already has a
compatible Connected App, a Salesforce admin may reuse it, but new installs should prefer the External

Client App path shown below.

2a. Open External Client App Manager
1. In Setup, search for external client apps.
2. Open External Client App Manager.



EEE Setup Home Object Ma

Q. external client apps|

v Apps
v External Client Apps

External Client App
Manager

OAuth Usage

Settings

Didn't find what you're looking for?
Try using Global Search.



2b. Enable app creation if needed

If the page asks you to allow creation of External Client Apps, enable it in External Client App Settings.
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Setup Home = Object Manager

external client apps

External Client App Settings
~ Apps

+ External Client Apps
External Client Apps
External Client App PP
Integrate third-party apps with Salesforce using APIs and standard protocols, such as SAML, OAuth, and OpenID Connect using External Client Apps. These settings apply to all External Client

Manager
Apps configured in your org.

OAuth Usage
Allow access to External Client App consumer secrets via Metadata AP|

Allow the View External Client App Consumer Secrets in Metadata user permission to be assigned to users. Users with this permission can view External Client App -
consumer secrets in Metadata APl responses. If this setting is disabled and you want to edit it, contact Salesforce Customer Support.

Settings

Didn't find what you're looking for?

Try using Global Search.
Allow access to External Client App consumer secrets via REST API
Allow users to access External Client App consumer secrets through the OAuth credentials resources for Connect REST API.

Connected Apps
Use connected apps to integrate third-party apps with Salesforce through APIs and standard protocols, such as SAML, OAuth, and OpeniD.

To enable creation of connected apps, contact Salesforce Customer Support.
Learn more about Connected Apps and External Client Apps.

2c. Create the app
1. Click New External Client App.
2. Enter a clear name, for example Newo Integration .
3. Use the integration owner's email address as the contact email.
4. Keep the distribution state local unless your Salesforce admin has a different policy.
5. Continue to the API/OAuth section.

. Search Setup K3 2?2408 0

Setup Home = Object Manager

external client apps

External Client App Manager
v Apps

v External Client Apps

v Basic Information

External Client App
Manager

OAuth Usage
*External Client App Name *API Name

Settings ] [ ]

Didn't find what you're looking for? * Contact Email *Distribution State

Try using Global Search. [ Enter an email address... ] [ Local v ]
Contact Phone Info URL
[ Enter a phone number. Enter a URL... I
Logo Image URL Icon URL.
[ Enter a URL... J [ Enter a URL... ]
Choose one of our sample logos. Choose one of our sample logos.

Description

> API (Enable OAuth Settings)

2d. Enable OAuth settings

In the API/OAuth section:



1. Turn on Enable OAuth.

2. Use a standard callback URL accepted by your Salesforce org. For Client Credentials setup, this
value is usually not used during runtime, but Salesforce still requires it on the form.

3. Add the OAuth scope Manage user data via APIs.

4. Do not add extra scopes unless your Salesforce admin requires them.

5. Leave token interception options off unless your security team explicitly requires them.

v API (Enable OAuth Settings)

Enable OAuth

App Settings
*Callback URL

https://app.newo.ai/oauth/callback

* OAuth Scopes
Available OAuth Scopes Selected OAuth Scopes

M data via API i
Access Headless Passwordless Login API (pwdless_login_api) anage user data via s (@pi)

Access Headless Forgot Password API (forgot_password) <
Access Headless Registration API (user_registration_api)
Access Salesforce hosted MCP servers (mcp_api)
Access Service Cloud Real Time API (scrt_api)

Authorize user for Data Cloud Data Governance (data_cloud_use...

] Introspect all Tokens

(] configure ID token

2e. Enable Client Credentials Flow

When Salesforce asks to confirm the Client Credentials Flow, click OK. This flow lets Newo authenticate
server-to-server using the Client ID and Client Secret.

Anyone with the consumer key and consumer secret can access your org on behalf of the

selected user.




Flow Enablement
Enable Client Credentials Flow
(] Enable Authorization Code and Credentials Flow
D Enable Device Flow
D Enable JWT Bearer Flow

D Enable Token Exchange Flow

Security
Require secret for Web Server Flow
Require secret for Refresh Token Flow
Require Proof Key for Code Exchange (PKCE) extension for Supported Authorization Flows
D Enable Refresh Token Rotation
D Issue JSON Web Token (JWT)-based access tokens for named users
D Limit Idle Refresh Token Time-to-Live (TTL) to 30 Days

D Enforce Refresh Token IP Allowlist

> Web App (Enable SAML Settings)

> Canvas App Settings

2f. Configure app policies

Open the app Policies section.
Recommended policy setup:

. Keep the app enabled.

. Set the start page to your Newo or company URL if Salesforce requires a value.
. Open the OAuth policies.

. Keep permitted users aligned with your org security policy.

. Under the Client Credentials Flow settings, set Run As to the integration user.

o b WN -

. Save the app.



Manage External Client Apps [ Help for this Page 7 H Disable |v]
Newo Integration

Review and lock security col

Contact Email App Authorization
email redacted All users can self-authorize
Type App Status

Policies  Settings  Package Defaults

Configure policies to customize the external client app and plugins for this Salesforce organization.

v App Policies
*Start Page @ * Custom Start URL
Custom v ] [ hltps://newo.ai ]

> OAuth Policies

v OAuth Policies

Plugin Policies

*Permitted Users OAuth Start URL

[ All users can self-authorize v Enter a URL...

Custom Scopes
You don't currently have any OAuth Custom Scopes defined. You can define them here before assigning to your app.

Apex Plugin Class
[ Search classes Q]

[ integration user redacted ]

OAuth Flows and External Client App Enhancements

Enable Client Credentials Flow

*Run As (Username)

[ integration user username redacted

App Authorization

Refresh Token Policy *|P Relaxation
(O Refresh token is valid until revoked
O Immediately expire refresh token

@ Expire refresh token after specific time D Enable Single Logout
O Expire refresh token if not used for specific time

[ Relax IP restrictions v

D High Assurance Session Required
*Refresh Token Validity Period Session Timeout In Minutes @

[ 365 ] [ 1-1440

*Refresh Token Validity Unit

[ Day(s) v ]




v OAuth Settings

App Settings

Consumer Key and Secret 7

* Callback URL

https: .newo.aif/oautt

* OAuth Scopes
Available OAuth Scopes Selected OAuth Scopes

Access the identity URL service (id, profile, email, address, ph... Manage user data via APIs (api)
Manage user data via Web browsers (web)

Full access (full)

Access Connect REST API resources (chatter_api)

Access Visualforce applications (visualforce)

Perform requests at any time (refresh_token, offline_access)

2g. Copy the Client ID and Client Secret

Open the app's consumer details and copy:

e Consumer Key - this is the Client ID in Newo;
e Consumer Secret - this is the Client Secret in Newo.

Treat the secret like a password. Do not paste it in chat, email, or a ticket unless your security process
allows it.

External Client App Name

Newo_Integration

Consumer Details

Consumer Key [ Consumer Key redacted - copy your own value J7i
Copy

Consumer Secret [ Consumer Secret redacted - copy your own value

Copy

3. Configure in Newo

. Open the project in Newo Builder.

. Go to Attributes.

. Select Customer.

. Open the Module - Salesforce group.
. Fill the visible credential fields:

o b WN -

o Base URL - Salesforce My Domain URL.
o Client ID - Salesforce Consumer Key.
o Client Secret - Salesforce Consumer Secret.

6. Review the feature switches and turn off anything the Salesforce admin has not permissioned yet.
7. Keep Convert Leads off until the optional Lead conversion setup is complete.
8. Click Publish All.



o I e e e

Project name redacte% | Attributes

&
||D Customer Projects Personas
5] 2. Agent
oo 2. Agent - Advanced
oo

3. Knowledge Base
=2

3. Knowledge Base - Advanced
=

4. Agent Behavior
] 4. Agent Behavior - Advanced
IE' 5. Reports

5. Reports - Advanced

&

& 6. Support

& 6. Support - Advanced
7. Customer Account
8. System
0. Agent Creator
Module - Lead Nurturing
Module - Outbound
Module - Salesforce

<> Show Loas

Client ID | salesforce_client_id

Q_ search by idn, title, group

Base URL ' salesforce_org_url

Publish All @ Pprofile v

@ show Hidden

Paste the Salesforce My Domain URL for this org, for example the address that ends with .my.salesforce.com. Use the org URL, not login.salesforce.com.

Paste your Salesforce My Domain URL here

Case Fields ' salesforce_case_field_mapping

Internal defaults and allowed fields for Salesforce Cases. Change only after the Salesforce admin confirms Case rules.

{"defaults": {"Origin": "Phone", "Status": "New", "Priority": "Medium"}, "closed_status": "Closed",
"allowed_fields": ["Subject", "Description", "Priority", "Origin", "Status", "ContactId", "AccountId",
"SuppliedName", "SuppliedEmail", "SuppliedPhone", "OwnerId"]}

Paste the Client ID or Consumer Key from the Salesforce OAuth app.

Save

o

Paste Client ID / Consumer Key here

Save
Client Secret = salesforce_client_secret H
Paste the Client Secret or Consumer Secret from the Salesforce OAuth app. Treat it like a password.
Paste Client Secret / Consumer Secret here
Save

Recommended first-publish switches:

Setting in Newo

Find Customers

Create Leads

Update Records

Log Conversations

Recommended first value

On

On if sales follow-up is in
scope

On only after approved field
access is confirmed

On if Task permissions are
ready

Why

Most Salesforce scenarios need CRM
context

Creates new prospect records after
duplicate check

Prevents accidental CRM writes before
sign-off

Saves conversation summaries to activity
history



Manage Cases

Create Team Follow-
up Reminders

Convert Leads

Manage
Opportunities

Save Related Records
Together

4. Hit Publish All

On if Case permissions are
ready

On if Task permissions are
ready

Off at first

On if sales pipeline
automation is in scope

On if the team wants Lead +
Case + Task saved together

After Publish All, the integration takes care of the rest:

Enables support request handling

Creates callback/email/message
reminders for the team

Turn on only after Salesforce admin
installs and tests conversion support

Creates or updates sales Opportunities

Useful for complete intake requests

o verifies the Salesforce credential path by requesting an access token;

e creates the secure connection Newo uses for Salesforce calls;
e registers the Salesforce actions the agent can trigger from conversation;

e installs the Salesforce reference scenarios and intents on the canvas when the setup switch is on;

e preserves existing edited canvas copies instead of overwriting operator customizations.

How to verify immediately:

e The visible fields Base URL, Client ID, and Client Secret are filled.
e Hidden technical values do not need manual editing.

e The Salesforce scenarios listed below appear in the canvas library.

e A test chat where the customer gives a known phone number makes the agent say "Let me check

that for you." and then answer from the Salesforce match.

5. Optional: enable Lead conversion

Turn on Convert Leads only after a Salesforce admin confirms Lead conversion is installed and tested for

this org. The admin must make the org expose a Lead conversion action compatible with the integration's

expected request and response, then confirm that the integration user can run it.

If this is not installed, keep Convert Leads off. The rest of the Salesforce integration can still work normally.

6. Optional: tune custom fields and routing

Only a technical owner should change hidden Salesforce settings. Common reasons:

e the org requires extra Lead fields;

the Case status, priority, or origin picklists are customized;

Opportunity stages or required fields differ from defaults;

owner or queue routing must write only approved Salesforce owner IDs or queue IDs;
the org uses custom objects that need explicit support.

After any hidden setting changes, click Publish All and rerun the smoke tests below.

How to test that everything works



Use dedicated QA records. Some tests create or update Salesforce records, so do not run them on real
customer data.

Test customer lookup

1. In Salesforce, prepare a Contact, Account, or Lead with a unique phone number.

2. In a test chat, say: "Can you check my account? My phone number is +14155550101."
3. The agent should say "Let me check that for you."

4. The next reply should identify the caller context without creating a new record.

Test new Lead creation

1. Use a phone/email that does not already exist in Salesforce.
2. Say: "I am new here. Please have sales follow up with me. My name is QA New Lead, my phone is
+14155550999, my email is qa.salesforce.lead@example.com, and | need pricing."

3. The agent should collect or confirm missing details and say "I'll send this to the sales team."
4. A new Salesforce Lead should appear only after the duplicate check passes.
Test duplicate prevention

1. Use an email or phone already attached to an existing Lead, Contact, or Account.
2. Ask the agent to save you as a new Lead.
3. The agent should find the existing record and not create a duplicate Lead.

Test record update

1. First run customer lookup so the agent has a selected CRM record.
2. Say: "Please update my email to ga.updated@example.com.”

3. The agent should confirm the change and say "I'll update that for you."
4. Salesforce should show only the approved field changed.

Test support Case creation

1. Say: "Please send this to support. My product has stopped syncing, and | need help today."
2. If details are missing, the agent should ask for a short subject or issue description.

3. Once confirmed, the agent should say "I'll send this to support now."

4. A Salesforce Case should appear with the issue summary.

Test follow-up reminder

1. Make sure the caller has a selected customer record or Case.

2. Say: "Please ask the team to call me tomorrow about the proposal.”

3. The agent should say "I'll set up that follow-up."

4. A Salesforce Task should be created with a due date and linked target.

Test conversation note

1. Run a short test conversation after customer lookup.

2. Say: "Please add this as a note on my profile."

3. The agent should say "I'll add that note to your profile."

4. A completed Salesforce Task should appear as an activity note.

Test Opportunity management

1. Use a test Account or a known Opportunity.

2. Say: "Create a sales opportunity for the onboarding package, stage Qualification, close date next
Friday."

3. The agent should confirm the stage and close date, then say "I'll create that sales opportunity."”


mailto:qa.salesforce.lead@example.com
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4. Salesforce should show the new Opportunity or the approved update.

Test related-record bundle

1. Give the agent a complete intake request that includes prospect details, a support issue, and a team
follow-up.

2. The agent should confirm the combined request and say "I'll save the full request now."

3. Salesforce should show the related records saved together. If one required part is invalid, the agent
should not claim partial success.

Scenarios

The integration ships with 10 editable scenarios on the canvas. Operators can tweak them in Newo Builder;
the agent picks up changes on the next Publish All.

What gets added on Publish All

The first Publish All adds the following intents and scenarios to your project library:

Intent Scenario
Customer Record Lookup Customer Record Lookup
New Prospect Capture New Prospect Capture
Customer Details Save Customer Details Save
Customer Record Update Customer Record Update
Conversation Note Conversation Note
Support Case Management Support Case Management
Follow-up Reminder Follow-up Reminder
Prospect Conversion Prospect Conversion
Sales Opportunity Pipeline Sales Opportunity Pipeline

Complete Customer Request Complete Customer Request

These are a reference implementation. You can edit wording, add extra questions, translate, or change
tone in the canvas Ul.

Updates do not overwrite your edits. Once you edit a scenario or intent in the canvas, future
integration updates will not touch your edited copy. To pull newer shipped defaults later, delete the
edited copy from the canvas and run Publish All again, then re-apply your tweaks.

Why trigger phrases matter

Each scenario contains a short sentence the agent says when it is ready to perform a Salesforce action. That
sentence is the trigger phrase for the feature. If you rewrite a scenario, keep the trigger phrases below
intact.

Scenario - Customer Record Lookup



Runs when a caller asks whether the business has their account on file, provides a phone number for lookup,
or the agent needs CRM context before routing the conversation.

1. Check whether Salesforce customer context is already present.

2. Use caller ID or the phone number the customer gave. Do not ask for email, username, company, or
name when a phone number is already known.

3. Trigger lookup with “Let me check that for you."
4. Wait for the customer record result.
5. Branch as existing customer, registered contact, existing Lead, or new prospect.

Triggered by intent: Customer Record Lookup.
Trigger phrases (do not edit):

e '"Let me check that for you." - fires customer lookup.

What the agent reads to know the result:

e Salesforce CRM panel - current customer lookup status, selected record type, selected record
name, and whether the caller is a new prospect or existing customer.

Safe customization (edit in the canvas Ul):

e Safe: reword the explanation around lookup, add compliance wording, add language-specific
greetings.

e Do not: ask for email before phone lookup, remove the lookup step, or rewrite the trigger phrase.

Scenario - New Prospect Capture

Runs when no matching Salesforce record exists and the caller wants sales, service, or follow-up.

1. Confirm that a new prospect should be saved.

2. Collect only missing details: name, phone or email, and a short reason for follow-up.
3. Repeat the details and let the caller correct them.

4. Trigger Lead creation with "I'll send this to the sales team."

5. Wait until the Lead result is visible before claiming the details were saved.

Triggered by intent: New Prospect Capture.
Trigger phrases (do not edit):

e "I'll send this to the sales team." - fires new Lead creation.

What the agent reads to know the result:

e Salesforce CRM panel - whether lookup found no existing record.
o Salesforce Lead panel - whether the Lead was created, duplicate was found, or Salesforce rejected
the save.

Safe customization (edit in the canvas Ul):

e Safe: ask for business-specific qualification details before confirmation.

e Do not: promise to save before name plus phone/email plus reason are known, or rewrite the trigger
phrase.

Scenario - Customer Details Save

Runs before ending a conversation when another business action already happened but the caller is still not
saved in Salesforce.



1. Before closing, check whether the caller is a new prospect and whether the conversation already
contains name, phone or email, and reason.

2. Ask for exactly one missing detail if needed.

3. Trigger save with "I'll make sure the team has this."

4. Continue to the normal closing path only after the result is known.

Triggered by intent: Customer Details Save.
Trigger phrases (do not edit):

e "I'll make sure the team has this." - fires post-action Lead save.

What the agent reads to know the result:

e Salesforce CRM panel - whether the caller is still a new prospect.
o Salesforce Lead panel - whether details were saved or a duplicate was found.
e Conversation context - the already-confirmed details collected earlier.

Safe customization (edit in the canvas Ul):

e Safe: change the closing wording around the save.
e Do not: skip this scenario when the caller is new, or rewrite the trigger phrase.
Scenario - Customer Record Update

Runs when an existing customer asks to change stored details.

1. Ensure a Salesforce customer record is selected.
2. Confirm the exact field change.

3. Trigger update with "I'll update that for you."

4. Wait for the update result before confirming.

Triggered by intent: Customer Record Update.
Trigger phrases (do not edit):

e "I'll update that for you." - fires approved record update.

What the agent reads to know the result:

e Salesforce CRM panel - selected record context.
e Salesforce Update panel - update status and returned details.

Safe customization (edit in the canvas Ul):

e Safe: require an extra confirmation for sensitive fields.
e Do not: let the agent infer unconfirmed changes or rewrite the trigger phrase.

Scenario - Conversation Note

Runs when a caller asks to save a note or the business wants a conversation summary stored on the
selected Salesforce record.

1. Ensure a customer record or newly created Lead is selected.
2. Confirm that the note should be saved.

3. Trigger note creation with "I'll add that note to your profile."
4. Confirm only after the note result succeeds.

Triggered by intent: Conversation Note.



Trigger phrases (do not edit):

e "I'll add that note to your profile." - fires conversation note creation.

What the agent reads to know the result:

e Salesforce Interaction Log panel - whether the conversation note was added.

Safe customization (edit in the canvas Ul):

e Safe: change when the agent offers to save a note.
e Do not: claim the note is saved before the result panel updates, or rewrite the trigger phrase.
Scenario - Support Case Management

Runs when the caller asks about an open support case, issue, complaint, service request, ticket, or support
follow-up.

1. Decide whether the caller wants lookup, create, update, or close.
2. For a new support issue, collect a subject and issue description.
3. Confirm the action.

4. Trigger the right action with one of the phrases below.

5. Wait for the Case result before summarizing.

Triggered by intent: Support Case Management.
Trigger phrases (do not edit):

e "I'll check your support cases." - fires Case lookup.
o "I'll send this to support now." - fires Case creation.
e "I'll update the case." - fires Case update.

e "I'll close the case now." - fires Case close.

What the agent reads to know the result:

e Salesforce CRM panel - selected customer context.
e Salesforce Case panel - Case lookup, create, update, close, or error result.

Safe customization (edit in the canvas Ul):

e Safe: add business-specific support triage questions.
e Do not: route asynchronous support requests to live-agent transfer unless the caller asks for a live
human right now, or rewrite trigger phrases.

Scenario - Follow-up Reminder

Runs when the caller asks the team to contact someone later about a prospect, customer, or support case.

1. Ensure a customer, Lead, or Case target exists.

2. Collect who should be contacted, what the follow-up is about, and the due date when possible.
3. Confirm the follow-up details.

4. Trigger reminder creation with "I'll set up that follow-up."

5. Confirm the reminder and due date only after success.

Triggered by intent: Follow-up Reminder.
Trigger phrases (do not edit):

o "I'll set up that follow-up." - fires team follow-up reminder creation.



What the agent reads to know the result:

e Salesforce Follow-up Task panel - reminder status, target, and due date.

Safe customization (edit in the canvas Ul):

e Safe: require due date for every reminder if the business policy demands it.
e Do not: let callers manage arbitrary internal CRM tasks, or rewrite the trigger phrase.

Scenario - Prospect Conversion
Runs when a qualified Salesforce Lead should be converted into customer/account records.

1. Ensure the selected record is a qualified prospect or Lead.
2. Confirm whether an Opportunity should be created.

3. Trigger conversion with "I'll convert this lead now."

4. Mention the Opportunity only if the result includes it.

Triggered by intent: Prospect Conversion.
Trigger phrases (do not edit):

e "I'll convert this lead now." - fires Lead conversion.
What the agent reads to know the result:

¢ Salesforce Lead Conversion panel - conversion status and created customer records.

Safe customization (edit in the canvas Ul):

e Safe: require manager confirmation before conversion.
e Do not: enable this scenario until Salesforce admin setup is complete, or rewrite the trigger phrase.

Scenario - Sales Opportunity Pipeline

Runs when the caller or operator asks to create a sales opportunity or update a pipeline stage, close date,
amount, next step, owner, or approved custom field.

. Determine whether this is a create or update.
. For create, collect opportunity name, stage, and close date.
. Confirm the pipeline values.

A W N =

. Trigger create with "I'll create that sales opportunity." or update with "I'll update that sales
opportunity."
5. Confirm only from the result.

Triggered by intent: Sales Opportunity Pipeline.
Trigger phrases (do not edit):

e "I'll create that sales opportunity." - fires Opportunity creation.
e "I'll update that sales opportunity." - fires Opportunity update.

What the agent reads to know the result:
o Salesforce Opportunity panel - Opportunity creation or update result.
Safe customization (edit in the canvas Ul):

e Safe: add stage-specific qualification questions.
e Do not: let the agent infer stages, close dates, owners, or custom fields, or rewrite trigger phrases.



Scenario - Complete Customer Request

Runs when a confirmed request should save multiple related items together, such as prospect details plus a
support issue plus a follow-up reminder.

1. Confirm that a combined customer request is needed.

2. Collect all required details for the prospect, support issue, and follow-up parts.
3. Repeat the complete request.

4. Trigger the bundle with "I'll save the full request now."

5. Confirm only if the whole request succeeds.

Triggered by intent: Complete Customer Request.
Trigger phrases (do not edit):

e "I'll save the full request now." - fires related-record bundle save.

What the agent reads to know the result:

o Salesforce Composite Write panel - whether all requested related records were saved together.

Safe customization (edit in the canvas Ul):

e Safe: use this only for high-confidence intake flows where the business wants all-or-none saving.
e Do not: use this for a single simple action, or rewrite the trigger phrase.

Trigger phrases reference

Phrase (verbatim)
"Let me check that for you."
"I'll send this to the sales team."
"I'll make sure the team has this."
"I'll update that for you."
"I'll add that note to your profile."
"I'll check your support cases."
"I'll send this to support now."
"I'll update the case."
"I'll close the case now."
"I'll set up that follow-up."
"I'll convert this lead now."
"I'll create that sales opportunity."”
"I'll update that sales opportunity."

"I'll save the full request now."

Fires
Customer lookup
Lead creation
Post-action Lead save
Existing record update
Conversation note
Case lookup
Case creation
Case update
Case close
Team follow-up reminder
Lead conversion
Opportunity creation
Opportunity update

Related-record bundle save

Scenarios
Customer Record Lookup
New Prospect Capture
Customer Details Save
Customer Record Update
Conversation Note
Support Case Management
Support Case Management
Support Case Management
Support Case Management
Follow-up Reminder
Prospect Conversion
Sales Opportunity Pipeline
Sales Opportunity Pipeline

Complete Customer Request



Example dialogs

Example 1 - Existing customer lookup

Customer: Can you check my account? My phone number is +14155550101. Agent: Let me check that
for you. Agent: | found your customer record. How can | help you today?

Example 2 - New prospect saved without duplicate

Customer: | need pricing and | want sales to follow up. My name is Maya Stone, my phone is
+14155550999, and my email is maya@example.com. Agent: | have Maya Stone, +14155550999,
maya@example.com, and a pricing follow-up request. Is that correct? Customer: Yes. Agent: I'll send
this to the sales team. Agent: You're all set. The team has your details and will follow up.

Example 3 - Support Case instead of live transfer

Customer: Please send this to support. My sync stopped working after the update. Agent: What
subject should I use for the support request? Customer: Sync stopped after update. Agent: | will open
a support request for "Sync stopped after update" with the issue description you gave. Is that correct?
Customer: Yes. Agent: I'll send this to support now. Agent: The support request has been created.

Example 4 - Follow-up reminder

Customer: Please ask the manager to call me tomorrow about the proposal. Agent: | can set a reminder
for the team to call you tomorrow about the proposal. Should | do that? Customer: Yes. Agent: I'll set
up that follow-up. Agent: Done. The team has a follow-up reminder for tomorrow.

Example 5 - Opportunity update

Customer: Move the onboarding deal to Proposal and set next step to send the quote. Agent: | will
update the sales opportunity to Proposal and set the next step to send the quote. Is that right?
Customer: Yes. Agent: |'ll update that sales opportunity. Agent: The sales opportunity has been
updated.

Customizing the agent
The shipped Salesforce scenarios are a reference implementation. Common safe edits:

e Change tone and language. Reword greetings, confirmations, and handoff wording around the
trigger phrases.

e Add business qualification questions. For example, add budget, company size, product area, or
support severity questions before saving to Salesforce.

¢ Add stricter confirmations. For record updates, Case close, Lead conversion, and Opportunity
changes, you can require explicit yes/no confirmation.

¢ Restore defaults after an update. Delete the edited scenario from the canvas and run Publish All
to restore the shipped library version.

Always preserve: every trigger phrase in the Trigger phrases reference table.

FAQ


mailto:maya@example.com
mailto:maya@example.com

Q. Should I use External Client App or Connected App? Use External Client App for new installs. A
Salesforce admin may reuse an existing Connected App if it already supports the required server-to-server
setup.

Q. Why does Newo ask for Base URL instead of login.salesforce.com? Salesforce token requests should
use the org's My Domain URL. That also keeps setup tied to the correct org.

Q. Does the agent search by email? Customer identification is phone-based. Lead duplicate checks can
use phone and email before saving a new Lead.

Q. Can the agent write any Salesforce field the caller mentions? No. Writes are restricted to configured
and permissioned fields.

Q. What happens if a duplicate Lead exists? The agent should not create a new Lead. It explains that an
existing Salesforce record was found and can offer update, note, or follow-up options.

Q. Does the agent transfer every support issue to a human? No. Support issues become Cases unless
the caller explicitly asks for a live human right now.

Q. Can | turn features off? Yes. Turn off the matching feature switch in Module - Salesforce and click
Publish All.

Q. Do | need Lead conversion enabled? Only if the business wants the agent to convert qualified Leads.
Keep it off until Salesforce admin setup is complete.

Q. What should | do when the Client Secret is rotated? Paste the new secret into Client Secret and click
Publish All.

Common errors and recovery

Publish All fails after entering credentials

Likely cause: the Base URL is not the org's My Domain URL, the Client ID/Secret pair is wrong, or the
External Client App is not enabled for Client Credentials.

How to recover:

1. In Salesforce, reopen My Domain and copy the active org URL.

2. In Salesforce, reopen the External Client App and confirm Client Credentials Flow is enabled.
3. Copy the Consumer Key and Consumer Secret again.

4. Paste them into Base URL, Client ID, and Client Secret in Newo.

5. Click Publish All.

How to verify: a customer lookup test makes the agent say "Let me check that for you." and then answer
from Salesforce context.

The agent says it cannot save a Task or note

Likely cause: the integration user does not have Activities/Task permissions or does not have access to the
related parent record.

How to recover:

1. In Salesforce, open the integration user's permission set.
2. Confirm Access Activities and Edit Tasks are enabled.
3. Confirm Task field access and parent object access.



4. Republish in Newo.

How to verify: run the conversation note or follow-up reminder test and confirm a Salesforce Task appears.

The agent ignores a Salesforce action after canvas edits

Likely cause: a trigger phrase was rewritten, translated, or removed from the scenario.
How to recover:

1. Open the edited scenario in the canvas.

2. Compare each action sentence against Trigger phrases reference.
3. Restore the phrase exactly.

4. Click Publish All.

How to verify: repeat the same test chat and confirm the action runs.

Lead conversion fails or never runs

Likely cause: Convert Leads is on before Salesforce admin setup is complete, or the integration user
cannot convert Leads.

How to recover:

1. Turn Convert Leads off if conversion is not ready.

2. Ask the Salesforce admin to confirm Lead conversion permissions and compatible conversion setup.
3. Turn Convert Leads back on only after an admin test succeeds.

4. Click Publish All.

How to verify: run a test conversion on a disposable Lead and confirm Salesforce shows the converted
customer records.

A Case or Opportunity save is rejected

Likely cause: the Salesforce org has required fields, record types, validation rules, or restricted picklists
that are not reflected in the integration settings.

How to recover:

1. Ask the Salesforce admin which required value is missing.

2. Update the hidden field mapping/defaults with a technical owner.
3. Confirm the integration user has access to those fields.

4. Republish and rerun the Case or Opportunity test.

How to verify: the same customer phrasing creates or updates the Salesforce record successfully.

Visible credentials are correct, but lookup finds nothing

Likely cause: the test phone is not stored on a Lead, Contact, or Account in the expected format, or the
integration user cannot read that object.

How to recover:

1. Confirm the test record exists in Salesforce.

2. Confirm the phone value is unique enough for a lookup.

3. Confirm the integration user's permission set can read the object.
4. Rerun lookup with the exact phone number.



How to verify: the agent identifies the test record and does not ask for email first.

Limitations

e Phone is the supported customer lookup key - email-only CRM lookup is not the primary
identification path.

¢ No inbound Salesforce webhooks - the integration acts from conversation-driven requests.

¢ No arbitrary custom field writes - field mappings and Salesforce permissions must be approved
first.

e Lead conversion is optional - it requires Salesforce admin setup before the Newo toggle is turned
on.

¢ Validation rules still apply - if Salesforce requires custom data, configure defaults or mappings
before live use.

e The agent is not a general Salesforce admin - it handles customer-facing CRM actions, not
arbitrary admin changes.

Support handoff notes

When handing off a Salesforce deployment to support or a partner team, share:

e Salesforce org URL - the My Domain URL used in Base URL.

e Authentication owner - who can rotate the External Client App secret.

¢ Integration user - the Salesforce user selected as the run-as user.

o Enabled feature switches - especially Convert Leads, Manage Opportunities, and Save Related
Records Together.

¢ Permission set name - the permission set assigned to the integration user.

e Custom mapping decisions - any required Lead, Case, Task, Opportunity, owner, or queue
customization.

e Canvas customization status - whether the shipped scenarios are untouched or edited copies.

Most first-line fixes are: re-paste credentials and Publish All, then run the customer lookup smoke test.

All settings reference

Every setting the integration adds to the Module - Salesforce group in Newo Builder. Operators typically
only touch rows marked Safe. Rows marked Advanced are for admins or technical owners. Rows marked
Auto-managed are written by the integration.

Name Description Required Defe

Salesforce My
Domain URL

https://your-

salesforce_org_url used for Yes

domain.my.sal

authentication
and API calls.

Client ID /
Consumer
salesforce_client_id Key from the Yes (empty)
Salesforce
OAuth app.



salesforce_client_secret

salesforce_enable_record_lookup

salesforce_enable_lead_creation

salesforce_enable_record_update

salesforce_enable_interaction_logging

salesforce_enable_case_management

salesforce_enable_follow_up_tasks

salesforce_enable_lead_conversion

Client Secret /
Consumer
Secret from
the
Salesforce
OAuth app.

Yes

Enables

Salesforce

customer No
lookup by

phone.

Enables
duplicate-

P No
safe new Lead

creation.

Enables
approved
updates to
existing
customer
records.

Enables
conversation
summaries

No
saved as
Salesforce

Tasks.

Enables Case

lookup,

creation, No
update, and

close.

Enables team
contact

No
follow-up

reminders.

Enables Lead

conversion Yes, if Lead
after conversion is
Salesforce in scope
admin setup.

(empty)

on

on

on

on

on

on

off



salesforce_enable_opportunity_pipeline

salesforce_enable_composite_writes

salesforce_api_version

salesforce_oauth_flow

salesforce_redirect_uri

salesforce_authorization_code

salesforce_refresh_token

salesforce_access_token

salesforce_instance_url

salesforce_access_token_expires_at

Enables
Opportunity
creation and

updates.

Enables
related Lead,
Case, and
Task records
to be saved
together.

Salesforce

API version
used by the
integration.

OAuth
method,
normally
Client
Credentials.

Redirect URI
for
authorization-
code setup
only.

One-time
authorization
code for
authorization-
code setup
only.

Refresh token
cache for
authorization-

code setup.

Access token
cache.

Salesforce
instance URL
returned by
OAuth.

Timestamp
used to
refresh the
access token.

No

No

No

No

Yes,
authorization-
code setup
only

Yes

1

authorization-
code setup
only

No

No

No

No

on

on

v66.0

client_creder

(empty)

(empty)

(empty)

(empty)

(empty)

(empty)



salesforce_search_objects

salesforce_allowed_update_fields

salesforce_lead_field_mapping

salesforce_task_field_mapping

salesforce_opportunity_field_mapping

salesforce_assignment_mapping

salesforce_default_lead_source

salesforce_default_company

salesforce_task_subject

salesforce_task_status

Salesforce
record types
searched
during phone
lookup.

Approved
fields for
customer
record
updates.

Approved
fields for new
Lead creation.

Task fields
used for
notes and

reminders.

Opportunity
fields used for
pipeline
writes.

Approved
Salesforce
owners and
queues for
routing.

Default Lead
Source when
the caller
does not
provide one.

Default
Company for
Leads when
company is
not provided.

Default
subject for
conversation-
log Tasks.

Default Task
status for
conversation
logs.

No

No

No

No

No

No

No

No

No

No

Lead, Contact

built-in JSON

built-in JSON

built-in JSON

built-in JSON

empty routin

AI Receptioni

Unknown

Newo AI conve

Completed



salesforce_task_priority

salesforce_case_field_mapping

salesforce_duplicate_lookup_fields

salesforce_follow_up_task_defaults

salesforce_lead_conversion_apex_path

salesforce_setup_scenarios

salesforce_lookup_extraction_schema

salesforce_lookup_extraction_instructions

salesforce_lead_extraction_schema

salesforce_lead_extraction_instructions

Default Task
priority for
conversation

logs.

Case defaults
and allowed
fields.

Fields
checked
before a new
Lead is
created.

Defaults for
team contact
follow-up
reminders.

Salesforce
admin-
provided Lead
conversion
path.

Installs
Salesforce
conversation
scenarios
during Publish
All.

Internal
extraction
schema for
lookup.

Internal
extraction
rules for
lookup.

Internal
extraction
schema for
Lead details.

Internal
extraction
rules for Lead
details.

No

No

No

No

Yes, if
Convert
Leads is on

No

No

No

No

No

Normal

built-in JSON

built-in JSON

Newo AI follc
Started, Norm:

built-in defat

on

auto-created

auto-created

auto-created

auto-created



salesforce_update_extraction_schema

salesforce_update_extraction_instructions

salesforce_case_extraction_schema

salesforce_case_extraction_instructions

salesforce_follow_up_task_extraction_schema

salesforce_follow_up_task_extraction_instructions

salesforce_lead_conversion_extraction_schema

salesforce_lead_conversion_extraction_instructions

salesforce_opportunity_extraction_schema

salesforce_opportunity_extraction_instructions

Internal
extraction
schema for
record
updates.

Internal
extraction
rules for
record
updates.

Internal
extraction
schema for
Case details.

Internal
extraction
rules for Case
details.

Internal
extraction
schema for
follow-up
reminders.

Internal
extraction
rules for
follow-up
reminders.

Internal
extraction
schema for
Lead
conversion.

Internal
extraction
rules for Lead
conversion.

Internal
extraction
schema for
Opportunities.

Internal

extraction

No

No

No

No

No

No

No

No

No

No

auto-created

auto-created

auto-created

auto-created

auto-created

auto-created

auto-created

auto-created

auto-created

auto-created



salesforce_composite_write_extraction_schema

salesforce_composite_write_extraction_instructions

salesforce_interaction_summary_schema

salesforce_interaction_summary_instructions

setup_persona_id

rules for
Opportunities.

Internal
extraction
schema for
related-
record
bundles.

Internal
extraction
rules for
related-
record
bundles.

Internal
schema for
conversation
summaries.

Internal rules
for
conversation
summaries.

Internal setup
record used
to register
Salesforce
actions.

No

No

No

auto-created

auto-created

auto-created

auto-created

auto-created



