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1.3 Recap of the phases

Subtitle text

®

Discovery

Why are we conducting
this research and how?

Challenge Statement
Align different teams
Review Project Brief
Flag impacted pages

Initial search for alternatives

Any work done yet?

2

A/B Testing

What are our key users
saying?

Wireframe
Interviews

Einstein Meeting Summaries

Discussion highlights

®

Insights

How do their feedback
relate in patterns?

Transcript analysis
Patterns collection
Gathering Insights

salesforce

4

Conclusion

What are the key
considerations?

Conclusion

Key Considerations

0 Plot twist: true challenges are not about version A or B. It's

about the purpose of integrating Slack into Salesforce.



salesforce

e

Phase 1
Discovery

Collect all the insights needed to understand
the problem and identify solutions.
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Deliver a data-backed, user-centered recommendation for the optimal placement of the Slack
LEX component on the Account, Opportunity, Quote and Cases pages (Org62 and OrgSF),
with consistency across L2C objects as a long-term goal. Support the decision with testing,
research, and a platform-wide lens to ensure scalability and adoption.
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who opened accounts that have
Salesforce channels in LEX did
not have impressions with the
Slack component. This points to
the Slack component either not
loading correctly or being too
difficult to locate by the end user
(possibly hidden by the Activity
component).

950/0

Of sellers



1.2 What's essential for this research to be
effective?

e Team Alignment: Align the teams that are working or have worked on this to ensure
everyone is aligned. Consider all perspectives.

e User-Centered Evaluation: Provide an objective, research-driven perspective to evaluate
solutions based on user needs.

e Design for Scalability and Adoption: This is not about design preference — it's about
long-term platform consistency, adoption, and scalability.

Footer



1.3 Structuring project timelines

Staying on track to ensure nothing is overlooked

Apr May Jun

Discovery/Planning
Connect with people

Footer



1.4. Who | connect with

Focused on working closely with different teams to consider all ideas.

Lauren O’Brien

Director, Product
Innovation & Architecture

Charlotte Foy

Manager, Global L2C
Change Management

Jon White

Director, Experience Design
Professional Services

Eshani Deshpande

Sr Experience Consultant
Professional Services

-

Robin Christian

Sr Analyst, L20 Innovation
Product Lead

i (o
Cindy Spencer

Product Management
Senior Director

=
.

Lucas Silva
Product Manager, Manager

Melissa Usman
Product Analyst, Analyst

N ©®
[ A |

Sarah Jones

Staff Researcher, Product
Research & Insights

Martin Owen

Principal Product Designer

salesforce



Go through Org62
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Go through OrgSF
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What other made for solving this?

Professional Service XD Slack Team How it works know

Option 3 Sack Widgatfrom Uty Panal

What | found externally

Design Analysis CEED
SonPmaindc  Sepo  Sock W s

Eigma Research Link Here



https://www.figma.com/design/2bTHSi5Ada7pajyqYeENlL/Slack-Component-LEX-Analysis?node-id=29-51162&t=NB7uQ5NlU0W6wzB3-1

Exploring Diverse Wireframe Concepts
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Phase 2
A/B Testing

Collect all the insights needed to
understand the problem and identify
solutions.




RESEARCH GOALS

e Validate SF Channels Components
concepts; Test if it solves the problem
and users would use it more.

TOPICS

e How important is the Activity section to
sellers?
What barriers do they face using Slack
in Org62?
Which version do you prefer?
Is this new Slack place visible enough?

METHOD

30 min 1:1 remote interview sessions

PARTICIPANTS

8 participants

6 AEs (Slack Specialist, Manager and Core)
2 SEs

PROTOTYPES (Figma)

Figma Prototype

salesforce
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A/B Prototypes

Version A - Card (2nd column) Version B - Change Tab placement

Q. Search Salesforce *[7) 2% A . . Q_ search Salesforce x|~ 2% A .

leads v Tasks V  Files Vv

Sales  Home Opportunities v Accounts v Contacts v Analytics \/  Chatter More ¥

Sales Home Opportunities \ leads v Tasks Vv Fils Vv Accounts \ Contacts v  Analytics V'  Chatter More ¥

Account Account
+ Follow Lab Delete  Clone | % + Follow Lab Delete  Clone %
i Acme, Inc. B Acme, Inc.
Industry Phone city Website Account Owner Industry Phone city Website Account Owner
Public Schools (415) 111-8000 San Francisco, CA wwwsfsd.org £ seannette Gomez Public Schools (415) 111-8000 San Francisco, CA www.sfsd.org £ seannette Gomez
Home Details Sales Service Billing Activity Insights Account Channel & Home Details Sales Service Billing Asset Manager !\ Slack Activity
Account Owner Phone Account Owner Phone =
Jeannette Gomez (415) 111-8000 a Geeta Joshi Today 8:15 AM N — (415) 111-8000 Account Channel & gk
joined #Harmony Labs. 1
Account Name Fax Account Name Fax Geeta Joshi Today 8:15 AM
] Gl o " ) R o hamony ats
A, Inc: {415)242:8000 Hey team - let's use this space to collaborate about Acme. Acme, Inc. {6351 111:5000
a Geeta Joshi Today 8:15 AM
Parent Account Website Gagan Anand Today 835 AM Parent Account Website Hey team - let's use this space to collaborate about Acme.
worstsdiicom Hi @geeta, I've been in touch with their team regularly.

= Additional Information

They've mentioned some concerns about the value
they're getting from our solution. We need to highlight
the ROI and the improvements they've seen over the
past year.

=¢ Additional Information

wwwsfsd.com Gagan Anand Today 8:35 AM

Hi @geeta, I've been in touch with their team regularly.
They've mentioned some concerns about the value
they're getting from our solution. We need to highlight

the ROI and the improvements they've seen over the
Tye Employees E3) Mauricio Rodriguez Today 11:35 AM Type Emplojees Hett s & 4
Mid-Market 450 @Deal Coach do you have ideas how we could de-risk Mid-Maiket 450
this account? Mauricio Rodriguez Today 11:35 AM
Industry Annual Revenue Industry Annual Revenue @Deal Coach do you have ideas how we could de-risk

Public Schools

Description

=¢ Additional Information

Billing Address
10 Main Rd

$5,000

Shipping Address
10 Main Rd

1 reply Today at 11:36 AM

@
Message the #Harmony Labs channel

¢ ©

Public Schools

Description

= Additional Information

Billing Address

$5,000 this account?

1 reply Today at 11:36 AM

Message the #Harmony Labs channel
Shipping Address

10 Main Rd. 10 Main Rd 6 ©
an Francisco. CA 94105 an Francisco. CA 9410t San Francisco, CA 94105 San Francisco, CA 94105
UsA UsA

Eigma Research Link Here

Figma Prototypes

Link Here



https://www.figma.com/design/2bTHSi5Ada7pajyqYeENlL/Slack-Component-LEX-Analysis?node-id=29-51162&t=NB7uQ5NlU0W6wzB3-1
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Version C: Side panel as a challenging

Request feedback for future options

While focusing on the two most viable
options, | also took the opportunity to
gather feedback on how sellers might
perceive this alternative in the future
(possibly in OrgSF). Participants
showed interest in this version but felt
that sellers should first get
comfortable using Slack in Org62, so
they don’t have to search for the
Slack icon later.

Please note: Regarding the technical
side, | understand that building this
option is not feasible at the moment.

i3 Sales  Home

E Account
i) Acme, Inc.

Industry Phone

Public Schools

Home Details  Sales

Account Owner

Jeannette Gomez

Account Name

Acme, Inc.

Parent Account

+t Additional Information

Type
Mid-Market

Industry
Public Schools

Description

« Additional Information

Billing Address

(415) 111-8000

Opportunities v Leads

City
Service Billing

Phone
(415) 111-8000

Fax
(415) 111-8000

Website

www.sfsd.com

Employees
450

Annual Revenue
$5,000

Shipping Address

San Francisco, CA

Q_ Search Salesforce
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Clone % m

Vv Tasks Vv Files v  Accounts vV Analytics vV

+ Follow Lab Delete

Account Owner
a Jeannette Gomez

Website
www.sfsd.org

Asset Manager Activity Insights
Task Log Call Event Email

Create a task

Filters: All time - All activities - All types -
Refresh « Expand All « View All
#t Upcoming & Overdue
ot August - 2019

3 Months Ago

L] B Re: Updated Proposals
Great, thanks for the timely response. I'll take
#rlepk Adam Choi  To Jason Dewar

August 28 ¢t

A
it

August 27 et
Name Adam Choi Assignedto Jason Dewar

Follow up with Adam: Call 3

L Call 1 with Lei

| Interested in particular products from the
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@322 @

Chatter ~ More ¥

Slack Conversation  Add Support Team X

# Acme, Inc. ~ & 4= |5k

Geeta Joshi Today 8:15 AM
joined #Harmony Labs.

g Zoe Maxwell Today, 2:29 PM
| do have something actually: check out this
recent customer insight review.

B Acme Insights.pdf

& ¢

= Arcadio Buendia Friday, 5:16 PM
y & Hi @geeta, I've been in touch with their team

regularly. They've mentioned some concerns
about the value they're getting from our
solution. We need to highlight the ROI and the
improvements they've seen over the past year.

8 Geeta Joshi Today 11:35 AM
@Deal Coach do you have ideas how we could

de-risk this account?

B I S

=l

Message the #Harmony Labs channel
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Collab/Slack Tab: 2nd alternative

Version D: No feedback requested but it can be considered a good proposal

No feedback has been collected on
this version since it was not
previously the most popular, but it is
worth considering.

e Easy to find

e Increased prominence as slack
integration is a way forward

e No loss of real estate for key tabs

e [ncreased number of tabs

Things to check
e L ook for any performance issues

Q search Salesforce

Sales Home  Opportunities Vv Leads Vv Tasks VvV Filess v  Accounts vV Contacts Vv

F Account
=l Acme, Inc.

Industry

Public Schools

Home

Phone City Website Account Owner

(415) 111-8000 San Francisco, CA www.sfsd.org

Details Sales Service Billing Asset Manager Slack

B Account Channels (2) &

£
8
a8

Jane Johnson Case Owner 11:03 AM
joine Harmony Labs Case

Arcadio Buendia Friday, 5:16 PM
Hi @geeta, I've been in touch with their team regularly. They've mentioned some concerns about the value

they're getting from our solution. We need to highlight the ROI and the improvements they've seen over the past

year.

Geeta Joshi Today 11:35 AM
@Deal Coach do you have ideas how we could de-risk this account?

1 reply Today at 11:36 AM

=@
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Message the #Harmony Labs channel

%

©

£ Jeannette Gomez

Swarm channels
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@2 a@

Analytics v Chatter ~ More ¥

+ Follow Lab Delete Clone = %t

Activity Insights

Task Log Call Event Email

Filters: All time - All activities - All types g

Refresh - Expand All - View All
¢ Upcoming & Overdue
«t August - 2019 3 Months Ago

L] g Re: Updated Proposals
Great, thanks for the timely response. I'll take a look...

August 28 s

From Adam Choi To Jason Dewar

ot Follow up with Adam: Call 3
Name Adam Choi Assignedto Jason Dewar

August 27 s

() canzwithiei

| Interested in particular products from the premium...



Design Analysis - A/B/C Versions

Version A

Card (Activity main column)

| —
Activity

Positives:
e Access conversations while working on
Account, Opportunity, Quote and Cases.
e Easy findability

Concerns:

e Big Risk - Adding 2nd column will lose the
real estate for the key focus areas of Quote
(Especially the Products tab is going to be
cramped)

e Change a page layout

e Activity and Insight tabs move to the main
column. Increased number of tabs.

Version B

Tab (Change order)

=1 Slack first

Activity 2nd

Positives:
e Minimal impact on the existing experience.

Concerns:

e Less space for adding features on the future.

e |f the component is not placed higher on the
page, it will remain poorly visible.

PROJECT

Version C

Card (Activity 2nd col)

—
Activity

Positives:
e Access conversations while working on
Account, Opportunity, Quote and Cases.
e Easy findability
e The activity tab will stay the same.

Concerns:

e Big Risk - Adding 2nd column will lose the
real estate for the key focus areas of Quote
(Especially the Products tab is going to be
cramped)

e Change a page layout



PROJECT

Design Analysis - Alternative Versions

Version A ‘ ‘ Version C

Slide panel  Slack Widget (Utility Bar) ~ Card (Activity 2nd col)

I | . | CoOC O

Positives: Positives:
e Access conversations while working on quote. | e Easy to find
e Use of real estate for key focus areas of quote. | e Increased prominence as slack integration is
e Close/minimise when not in use or open in new window | a way forward
| e No loss of real estate for key tabs
Concerns: ‘
e BT confirm is not feasible at the moment § Concerns:
e Will be a Learning curve when users switch from Org 62 to SF e Increased number of tabs
LT (0070 . Things to check
e Need to confirm on how to relate to each record when in Utility bar | e Look for any performance issues

e Will need confirmation from platform team

Insights from the Professional Services design team supporting the Lotus initiative



A/B Testing Participants

Interviews with sellers from different regions and roles

1:1 Interviews Slack A/B/C Poll

Graham Bartholomew (lreland - SE) Brian Smith (US - AE, Slack Specialist)
Marta Nieto (Spain - Core AE Specialist) Ricardo Buttigliero (Argentina - RVP)
Sibel Muller (Germany - AE) Julian Gertler (Canada- RSD, Slack)
Stephen Jones (UK - AE Slack) Guy Young (lreland - Sr. Director, SD)
Rudie Van Dijk (Netherlands - SE) Luck Brooks ( US- Prime Territory AE)
Hannah Jack (US - AE Slack Specialist) Virginie Hill (Ireland - Director, BD)
Lucy Williams (UK - RVP) Myronn Brown (US - Territory AE)
Roberto Bianchi (ltaly - RVP) Ivan Davis (Ireland - BDR)

Abi Richard (US - Principal, Account SE)




Potential challenges we might face
Feedback from sellers will help us resolve these concerns

Version A Version B Version C
Card (Activity tab main column) Tab Component (Change order) Card Component (Activity tab 2nd
column)

e \Would this resolve the current lack e Since the ACtiVitY tab is key for.
of visibility of the Slack sellers, how easily would they find

it if it were moved to make room

for the Slack tab? e How much space would it take up
e What would happen if we moved o on the page?
the Activity and Insight tabs to the ° Sel!e.rs U EJSed to finding the
e e e el o Activity tab in the second column.

trouble finding the Activity tab in If we syvap it With thelSIack ta,b’
its new location, or is it visible would its proximity still make it
enough there? easy to find? This change would

affect their workflow?

e s this technically feasible?
component?

e \Would users still be able to work
effectively while it's open?

e Could it be mistaken for the
Agentforce slide panel

e As an option, the Activity tab could component?

be moved further to the left for

. better visibility.

e \Would this resolve the current lack
of visibility of the Slack
component?
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Phase 3
Insights

Collect all the insights needed to understand
the problem and identify solutions.




Which version did you prefer

Version A

a» Q search Salstorce

2252 @

Sales  Home Opportunites V' leads Vv Tass v Fles v Accounts \ Contacts V  Amaytics \/  Chatter More ¥

wwwsfsd.com

¢ Additional Information

Version B

Q_ search Salesforce

i) Account +Follow | lab  Dekte  Cone @
Acme, Inc.
Industry Phone ci Website Account Owner
Public Schools (415) 111-8000 San Francisco, CA www.sfsd.org © Jeannetie Gomez
Home  Detalls  Sales  Sevice  Biling  Actvity Insights Account Channel a |«
Account Owner Phone
Jeannette Gomez (415) 111-8000 Geeta Joshi Today 815 AM
joined #Harmny Labs.
AccourEha f Geeta Joshi Today 815 AM
Agiie,Inc. {415) 141:0000 Hey team - ' use this space to collaborate about Acme.
Parent Account Website Gagan Anand Today 835 AM

Hi @geeta, I've been in touch with their team regularly.
‘They've mentioned some concerns about the value
they're getting from our solution. We need to highlight
the RO and the improvements they've seen over the

past year.

*-) @ ? @

Sales  Home Opportunitis v leads v Tass v Fles v Accounts v Comtacts v Anlytics v Chatier More ¥

Account Owner Phone.
Jeannette Gomez (415) 111-8000
Account Name Fax

Acme, Inc. (415) 111-8000
Parent Account Website

wwwisfsd.com

+* Additional Information

Account
+ Follow | Lab  Delete  Clone ®
L] Acme, Inc.
Industry Phone ciy Website Account Ouner
PblcSchools (91118000 sanfendsco,CA wwwsisdog ) Jeonnette Gomer
Home  Details  Sales  Service  Biling  Asset Manager Slack Activity

Account Channel
a Geeta Joshi Today 615 AM
joined #Harmony Labs,
n Geeta Joshi Today 8:15 AM
Hey team - let’s use this space to collaborate about Acme.
Gagan Anand Today 835 AM
Hi @geeta, I've been in touch with their team regularly.

They've mentioned some concerns about the value
they're getting from our solution. We need to highlight

Points scored

Version A

Version B

and why?




Which version did you prefer and why?

Explanation from each participant:

Why version A?

e Participant 3: Originally | prefered Version B, but then | realised |
had Activity in the main column what give me more space to review
it. Although | also think that version B could be a good option to
encourage sellers to use it.

e Participant 4: As a AE Slack Specialist | prefered Version A, since
my main problem at the moment with Slack component in
opportunity page was it is placed very far down. | wish It would be
fixed on the top.

e Participant 5: Preferred the idea of a dedicated Slack component
rather than reordering components. She did not see Version B as a
significant improvement and leaned toward a more clearly defined,
standalone Slack experience for better usability and visibility.

Good to have Challenges Suggestions

salesforce

Why version B?

e Participant 1: Version B wouldn’t impact too much on the
seller workflow.

e Participant 2: | prefer Version B_so | can click in Activity tab
and leave it selected since | use it all the time and | prefer to
not have big changes on my actual workflow.

e Participant 6: Preferred version B because it maintains the
current CRM layout while improving Slack visibility—strikes a
balance for both Slack and non-Slack users.

e Participant 7: He prefers Version B because it preserved
existing Salesforce behaviors, like the traditional activity tab.
Seen as a lower-impact change with better alignment to
current workflows.

e Participant 8: Prefers Version B due to its versatility and
balance for different user needs. Suggests it better supports
visibility and practical use.

Canvas answers Research Link Here



https://salesforce.enterprise.slack.com/docs/T5J4Q04QG/F08UP8Y86QY

salesforce

The main problem at the moment with
Slack component in opportunity page
was it is placed very far down. | wish It

would be fixed on the top.

Stephen Rhodes, AE Slack Specialist
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| don't use Slack in Org62 because | avoid using the "Create Channels”

button, as it usually leads to more unnecessary channels. | already have

over 200, and it's overwhelming to keep up with them. | do see value in

linking them to existing channels, but this action is unnoticed because it
IS not visible enough.

Luis Millan, Named Account Executive




Which version did you prefer?

+ An extra study here...

Good morning everyone,
| would like to encourage you to have a say in the look and feel for collaboration (slack) and activity.

Wednesday, June 18th display in our future in house CRM.
Thank you!
5 - @ Laura Pérez Carrion
Laura Pérez Carrion 4:33 PM Hello testers and happy Wednesday @here!
| We're exploring improvements to the 5 Slack/Sales Cloud integration within the SF.
Hello testers and happy WednESday @here! Channels components, and we'd love your input on three possible layout versions. Your
We're exploring improvements to the %:* Slack/Sales Cloud integration within the SF Channels components, and we'd love your input on three feedback will help us decide which direction best supports your workflow and user
experience.
possible layout versions. Your feedback will help us decide which direction best supports your workflow and user experience. 1fyou could vote for your preferred option by selecting one emaji below, and—if you'd
. . .. . . like—feel free to leave a comment to tell us why. We'd really appreciate it!
If you could vote for your preferred option by selecting one emoji below, and—if you'd like—feel free to leave a comment to tell us why. We'd really (©) Version A - Slack Card + Activity Tab moved to main column
. . () Version B - Reordered Tabs: Slack First.
appreciate it! (© Version C - Slack Card First + Activity tab component below
() Version A - Slack Card + Activity Tab moved to main column Showmore

Q Version B - Reordered Tabs: Slack First. e - z
G Version C - Slack Card First + Activity tab component below =t e :

Your feedback is much appreciated!
Thank you

Thread in @ seller-network broadcast Jun 18th View message

3files w 02 03 @

Points scored

Version C
1.1%

PreeT—

Version B
88.9%




Final Summary of All Survey Results
34 sellers in total have given their feedback

Points scored

Version A/C

Version B

30

35



Phase 4
Conclusion




Conclusion

e Most participants preferred Option B due to its minimal impact on the existing Sales Cloud experience. It
preserves the familiar tab structure, making it easier for non-Slack users to adapt.

e However, users already working with Slack in Org62 favored Option A, as it gives Slack more visibility
and supports their collaborative workflows more effectively.

e Key takeaway: While Option B is preferred for its low friction, Option A aligns better with Slack power users.

e The side panel is seen as a promising future enhancement by users already familiar with Slack in Sales
Cloud, offering more space and flexibility. However, others believe the immediate focus should be on
increasing adoption through Version A or B. They note the current Slack icon is hard to spot and suggest
improving its visibility—such as using a purple background—to boost engagement.

Q However this research surface insight that need to be considerate to relevate this integration Sack into
Salesforce



Key Considerations

e Placement: e Features Integration: They indicated they would be

) . more likely to use the Slack component if it offered
o Ensure the Slack component is always positioned more functionality, as the app offers much more and

at the top of the page — currently, it can appear this component is very limited.
too far down, making it easy to miss.

e Privacy: There are also concerns about how secure or

o Activity is very important to sellers, but they visible Slack channels really are

don’t seem significantly affected by its location

change—as long as it remains visible, as in both e Uncertain Call to Action & Overwhelm of
options. Furthermore, many point out that if they information:
didn't see it, they would look for it without any
problem. o Some avoid using Slack because they don’t want to
] create more channels — they already have too
e Adoption: many. The abundance of communication
o Sellers are confused between Chatter and Slack channels feels overwhelming.
in Org62, which may impact adoption. Some of o They might use Slack more if they understood that
them are worried about how to connect with they only need to link to existing channels.

support teams in case Slack replaced chatter. . . )
N e Purpose: What is the purpose of having Slack into
o Participants shared that managers usually play a Salesforce? Clearer communication about the specific

key role in driving adoption. benefits this integrated component offers is needed.



Thank you




