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1. Introduction
As organizations continue to prioritize digital engagement, 

the need for efficient and interactive platforms becomes essential. 
Salesforce Communities offers a robust solution by enabling 
businesses to connect with customers, employees and partners 
in a collaborative online space. Salesforce Communities provide 
a self-service portal where users can find answers, post queries 
and interact with other members of the community. This paper 
focuses on enhancing customer engagement through improved 
knowledge base integration using Lightning Web Components 
(LWC) and highlights the built-in collaboration tools like Chatter 
that Salesforce Communities offer by default.

2. Main Body
2.1. Problem Statement: While Salesforce Communities offers 
a variety of tools for customer interaction, finding relevant 
knowledge articles can sometimes be challenging. The default 
search functionalities may not always be efficient in guiding 
users to the right content. Additionally, although Communities 
provide collaboration features, maximizing these functionalities 

to foster better communication and engagement requires an 
effective structure and seamless integration of available tools.

2.2. Solution: We propose a solution that leverages Lightning 
Web Components (LWC) to enhance knowledge base 
integration. LWCs provide a modern, reusable way to deliver a 
more dynamic and interactive user experience, particularly for 
search, filtering and displaying knowledge articles. Furthermore, 
the paper will discuss how the built-in Chatter functionality, 
which enables users to chat, like, comment and post, can drive 
customer engagement without the need for custom coding.

2.3. Salesforce Communities: Advantages

Salesforce Communities offer several advantages that make 
them a valuable asset for organizations:

1. Self-Service Capabilities: Salesforce Communities 
empower users to find solutions to their problems 
independently. Customers can access knowledge articles, 
ask questions and even provide peer-to-peer support, 
reducing the need for direct involvement from customer 
support teams.
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2. Customization and Branding: Communities can be fully 
customized to reflect a company’s brand. This allows 
for a consistent experience across different touchpoints, 
enhancing brand loyalty and recognition.

3. Case Management and Knowledge Sharing: Communities 
provide users with the ability to submit and track their 
support cases, access FAQs and search through knowledge 
articles. This not only improves user satisfaction but also 
reduces the workload for support teams.

4. Chatter for Collaboration: Salesforce Communities are 
equipped with Chatter, an internal collaboration tool. Chatter 
allows users to post updates, ask questions and interact with 
other community members by liking and commenting on 
posts. This drives engagement and builds a collaborative 
environment without the need for custom development.

5. Global Reach: Communities are easily scalable across 
multiple regions and languages, making them suitable 
for global organizations looking to engage with users 
worldwide.

6. Real-Time Updates: Salesforce Communities provide 
real-time updates on cases, discussions and activities, 
ensuring that users are always in the loop. This is crucial 
for maintaining customer satisfaction, as users can track the 
status of their service requests or product issues without the 
need to repeatedly contact support teams.

2.4. Knowledge Base Integration Using Lightning Web 
Components (LWC)

Why Lightning Web Components? LWC is a modern 
framework built on standard web technologies such as HTML, 
JavaScript and CSS. Using LWC in Salesforce Communities 
allows developers to create reusable components that are 
lightweight, fast and easy to maintain. LWCs are ideal for 
building customized experiences that enhance the search and 
display of knowledge articles.

2.5. Enhanced Search Capabilities

One of the main challenges in communities is the ease with 
which users can find relevant content. With LWCs, it’s possible 
to build a more intuitive and enhanced search experience that 
includes autocomplete functionality, filters and categories. Users 
can search for articles by topic, category or keyword, leading to 
quicker access to the most relevant information.

2.6. Article Previews and Filtering:

LWCs can also be used to display interactive previews of 
knowledge articles. For example, users can see a short summary 
or the first few lines of an article before deciding to click 
through. Additionally, LWCs can include filtering options based 
on categories or tags, further refining the user experience.

2.7. Improved User Interface (UI):

With the flexibility of LWC, the UI of the knowledge base 
can be customized to provide a seamless and visually appealing 
experience. Companies can align the look and feel of the 
knowledge base with their branding, creating a cohesive user 
experience.

2.8. Seamless Integration with Knowledge Base:

The integration of LWC with the Salesforce Knowledge 
base means that users can view, search and interact with articles 
without leaving the community. This reduces friction and 
ensures a smooth customer journey from searching for an article 

to reading and implementing solutions.

3. Chatter
Driving Engagement and Collaboration

What is Chatter?

Chatter is Salesforce’s social collaboration tool that allows 
users to communicate and collaborate within the community. 
Customers can post questions, like or comment on posts and 
interact in real-time with company representatives or other 
customers.

3.1. Engagement through Chatter:

Chatter allows users to engage directly with support staff and 
other community members. It serves as a real-time forum where 
users can post questions, share insights or respond to others’ 
queries. By using Chatter, customers feel more connected to the 
brand and are more likely to contribute to the community.

3.2. Fostering Peer-to-Peer Support:

Chatter can significantly enhance the peer-to-peer support 
experience. Community members can help each other by 
answering questions, liking helpful responses and sharing their 
experiences. This not only strengthens the community but also 
reduces the pressure on customer service teams to respond to 
every inquiry.

3.3. Real-Time Collaboration:

In addition to providing engagement, Chatter fosters real-
time collaboration. Users can post updates, comment on ongoing 
discussions and share relevant information, all in one place. 
This feature is particularly useful for cases where customers 
need quick support or want to engage in discussions about new 
product releases or services.

Uses and Impact of the Solution.

3.4. Customer Support:

The integration of LWC for knowledge base enhancement 
and Chatter for collaboration transforms Salesforce Communities 
into a powerful customer support tool. Users can efficiently 
search for and find solutions, reducing the time spent waiting 
for support responses. Moreover, Chatter enables real-time 
interaction, ensuring customers get the assistance they need 
quickly.

3.5. Product Feedback:

Communities also serve as a platform for product feedback. 
Through Chatter posts, customers can share their experiences 
with products and services, allowing the company to gather 
valuable insights. This feedback loop can lead to improved 
products and services based on real customer input.

3.6. Increased Engagement:

The interactive nature of Communities, enhanced by LWC 
and Chatter, significantly boosts engagement. Customers feel 
more involved in the community, as they are encouraged to 
participate in discussions, answer questions and share their 
knowledge.

4. Enhanced Search Capabilities with Sample Code
One of the challenges in Salesforce Communities is 

improving the relevance of knowledge articles presented to 
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users. Leveraging LWCs allows us to create customized search 
functionalities with filtering and sorting based on keywords, 
topics or categories. This provides a more focused and intuitive 
search experience for the end-user.

The following sample code demonstrates how you can create 
a Lightning Web Component to search knowledge articles by 
keywords and sort the results based on different criteria.

Javascript:
// knowledgeArticleSearch.js
import { LightningElement, track, wire } from ‘lwc’;
import searchKnowledgeArticles from ‘@salesforce/apex/
KnowledgeArticleController.searchKnowledgeArticles’;

export default class KnowledgeArticleSearch extends 
LightningElement {
 @track searchKey = ‘’;
 @track articles;
 @track error;

 handleSearchKeyChange(event) {
 this.searchKey = event.target.value;
 }

 handleSearch() {
 searchKnowledgeArticles({ searchKey: this.searchKey })
 .then(result => {
 this.articles = result;
 this.error = undefined;
 })
 .catch(error => {
 this.error = error;
 this.articles = undefined;
 });
 }

 get hasResults() {
 return this.articles && this.articles.length > 0;
 }

 get sortedArticles() {
 return this.articles ? [...this.articles].sort((a, b) => {
 return a.Title.localeCompare(b.Title); // Sorting by article title
 }) : [];
 }
}
5.Backend Apex Controller
In order to query and retrieve knowledge articles, an Apex 
controller is required to interact with the Salesforce database and 
return the search results. Here’s the backend logic:
apex

// KnowledgeArticleController.apex
public with sharing class KnowledgeArticleController {
 @AuraEnabled(cacheable=true)
 public static List<KnowledgeArticleVersion> 
searchKnowledgeArticles(String searchKey) {
 String keyword = ‘%’ + searchKey + ‘%’;
 
 // Query knowledge articles based on the search keyword
 List<KnowledgeArticleVersion> articles = [
 SELECT Id, Title, Summary
 FROM KnowledgeArticleVersion
 WHERE PublishStatus = ‘Online’ 
 AND Title LIKE :keyword
 ORDER BY Title ASC
 LIMIT 50
 ];
 
 return articles;
 }
}
6. Explanation
•	 JavaScript (knowledgeArticleSearch.js): This file 

handles user input, calls the Apex controller and sorts the 
results. The handleSearchKeyChange() method updates the 
search keyword based on user input and the handleSearch() 
method calls the Apex controller to retrieve articles based 
on that keyword. The sorting function sortedArticles() 
arranges the results alphabetically by title.

•	 Apex Controller (KnowledgeArticleController.apex): 
This code queries the KnowledgeArticleVersion object to 
retrieve online knowledge articles that match the search 
keyword provided by the user. It performs a LIKE search on 
the article titles and returns up to 50 articles.

•	 HTML (knowledgeArticleSearch.html): The HTML 
template creates the structure for the search input, a 
search button and displays the search results. The results 
are displayed as clickable links, with the article title and 
summary shown.

7. Conclusion
Salesforce Communities offer a versatile platform for 

customer interaction and self-service. By integrating Lightning 
Web Components (LWC) for knowledge base enhancement, 
companies can create a more efficient and dynamic search 
experience for users. The collaboration and engagement features 
provided by Salesforce Chatter further enhance the community 
experience by enabling real-time interactions and peer-to-peer 
support. Together, these tools empower organizations to build 
stronger relationships with their customers, improve service 
delivery and create a more engaged and satisfied user base.
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