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Introduction 
This document is intended to provide a hands-on introduction to the Decisions on 
Demand AppExchange app. 

What is Decisions on Demand? 

Decisions on Demand is a Salesforce AppExchange app that makes it easy to configure 
and manage assignment rules for Leads and other objects in Salesforce.  

How does it work? 

Decisions on Demand lets you implement one or more business policies: sets of 
business rules that together specify how new or updated records of a Salesforce object 
will be assigned to an owner.  

A Decisions on Demand business policy can be applied using a custom button, a trigger, 
a batch or scheduled APEX job, or from the APEX API.  

Pre-requisites 

This document assumes the Decisions on Demand app has been successfully installed 
from the AppExchange into your Salesforce org.  

If the app is not yet installed, please ask your Salesforce administrator to install it using 
the instructions in this support article.  

You will need Decisions on Demand Administrator access rights to complete the tutorial. 
Certain steps may also require Salesforce Administrator access. 

If you are not sure you have these rights, or if you run into permission issues at any 
point, please email support@decisionsondemand.com or contact your Salesforce 
administrator. 
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Tutorial 
Overview 

This tutorial gives a hands-on introduction to setting up and applying Lead Assignment 
business rules with Decisions on Demand. You will see how to: 

● Write lead assignment rules in a simple, non-technical format 

● Test rules to make sure they are correct before activating them 

● Label and deploy a new version of the rules 

● Add a custom button to the Lead layout for users to apply the rules 

● View detailed execution records 

● Update the rules to add new conditions 

Navigating the app 

If correctly installed, the application will be available from the App Launcher at the top 
left of your Salesforce tabs. 

 
 

The main entry point to the Decisions on Demand app is the Business Policies tab, 
which shows you all the business policies available to you based on your access rights.  
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If the app has been recently installed, the initial list of policies will be empty. 

The Welcome tab gives a brief overview of the app functionality and links to the 
documentation.  

System administrators will see three additional tabs:  

 

The Policy Execution Records tab provides access to execution records, which are 
(optionally) created every time a business policy is invoked, A Policy Execution Record 
shows the actions applied and details of the business rules which were activated. For 
more information please see the Checking Policy Execution Records section of this 
support article.  

The Decisions on Demand Setup tab, used primarily to install the secret key that 
provides secure access to the Decisions on Demand servers 

The Assignment Business Hours Tab allows administrators to (optionally) associate 
working hours with each user. Please see our support page here for more details on how 
to implement this. 

Tutorial scenario 

In this scenario we will create a sample business policy which assigns leads to queues 
and users, both directly and through Round Robin. 

We will cover the following steps: 

1. Set up queues for Round Robin and direct assignments 

2. Create a new Lead Assignment business policy from a template 

3. Write some sample Lead Assignment business rules 

4. Test and deploy the updated policy 

5. Invoke the policy to assign a lead 

6. Modify the policy to add a new condition column 
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https://decisionsondemand.freshdesk.com/support/solutions/articles/6000168734-what-to-do-if-my-rules-don-t-appear-to-be-working-correctly-
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Create sample queues for Round Robin and direct assignments 

Round Robin distributions in Decisions on Demand are based on standard Salesforce 
queues, public groups or roles. Leads can also be directly assigned to individual users or 
queues. 

In this tutorial we will use five sample queues named Default , Discarded , 
Pre-qualification ,  US Silicon Valley SMB  and US Silicon Valley 
Mid-size .  

To follow the tutorial as written you should create these queues in your org as well 
(under Setup | Users | Queues).  

Alternatively, you can: 

● Substitute names of queues that already exist, or 
● Assign leads to named users instead of queues. 

If you are using new or existing queues, make sure that they support the Lead object: 

The Queues used for Round Robin assignments (all of them except Default and 
Discarded) should have at least two members. 
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Create a new lead assignment policy 

Decisions on Demand provides a library of business policy templates that you can use to 
implement rules for your organization. Each template provides a format for rules that 
apply to one of the standard Salesforce objects, such as Lead or Opportunity. 

In this section we will implement some simple Lead Assignment rules. To get started 
using the app, the first step is to create a new business policy using the pre-built Basic 
Assignment template. 

Use the wizard to create a new business policy 
Select the Decisions on Demand app from the App Launcher, and then click the small 
downward facing triangle on the Business Policies tab followed by the New Business 
Policy item. 

 

 
In the wizard that appears, select the Lead object, and then the BasicAssignment 
template. 
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If you do not see the New Business Policy item under the Business Policies tab, please 
contact your Salesforce administrator to ensure you have Decisions on Demand 
Administrator access rights. 

To learn more about a policy template click the Open link in the Documentation 
column 

 

Click Next in the wizard. 

You will be asked to provide a policy name, description and documentation link, as well 
as a label and notes for the first version.  

For the purposes of this tutorial you can leave the default settings but change the 
version label to 'Tutorial'.  

Now click Create Policy. This will create a skeleton Lead Assignment policy: 

8 © 2019 Decisions on Demand, Inc. - All Rights Reserved 



 

 

Cells highlighted in orange denote invalid values -- typically references to records 
(such as Queues or Users) or picklist values that do not exist.  

Invalid cells will not prevent the business policy overall from functioning, but will likely 
cause incorrect behavior at the level of individual rows. They should be corrected 
before deploying a policy to production. 

 

Understanding the policy template 

A business policy contains one or more tabs, referred to as decision tables. Each table 
may contain one or more rows, each of which corresponds to a business rule. 

In this tutorial we will focus on the Assignment  table, which contains the main 
assignment rules and the Regions  table, which contains specifications of geographical 
regions (or territories) used in assignment rules.  

A decision table contains one or more action sections, and one or more condition 
sections: 

● Action sections have a red header. There is one action section in the 
Assignment tab of the Basic Assignment template; it specifies the assignment 
that will be carried out if the associated rule is applied.
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● Condition sections have a green header. Conditions can refer to any fields on 
the lead object, as well as related objects. The template contains a typical 
sample of columns but columns can be added or removed, as described later in 
this guide.  
 
Conditions may also refer to values computed in another table. For instance, the 
Regions  column in the Assignment  table checks the region as computed in 
the Regions  table.

 

A rule applies when all of the conditions on the row are met. For instance, the following 
row from the Regions  table will include the lead in the US Silicon Valley  region if 
the Country of the lead is United States  and the area code of the phone number is 
one of 650 , 408 , 415  or 669 

 

Rows are always evaluated from top to bottom. In the Assignment  table, rule 
evaluation stops when a first matching rule is found -- as a lead can only have one 
owner, multiple assignments are not meaningful. Other tables (such as Regions ) allow 
multiple matches -- a lead could belong to multiple overlapping or hierarchical regions.  

Sample rules 

The template contains a few sample rules to illustrate typical use cases: 
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● Rule 1:  Assign leads with obviously fake emails to the Discarded queue. 
● Rule 2:  Assign leads with personal emails to the Pre-qualification queue using 

Round Robin, so that they can be further validated and/or enriched before further 
assignment 

● Rule 3:  This is a default ‘catch-all’ rule which assigns all Open leads to the 
Default queue. It is best practice to have such a rule as the last rule in the policy, 
to ensure that leads always receive an assignment. Other rules should be added 
before this rule, as shown in the next section 

 

Add new Round Robin assignment rules 

In this section we will see how to create new Round Robin assignment rules.  

Create a new assignment rule  

As an example, we’ll create a new rule that assigns all leads from small businesses in 
the US Silicon Valley region to the members of a queue using Round Robin. 

To start, first click the Edit button above the policy to open the policy editor wizard: 

 

Then, click the Add new row icon at row 2:  
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This creates an empty new row after row 2, into which you can enter the appropriate 
actions and conditions: 

● Action: assign lead to Queue US Silicon Valley SMB  with Round Robin mode 
● Condition: Region is ‘US Silicon Valley’  and Annual Revenue is between 0 

and 25 million dollars (you may need to scroll right to see the Annual Revenue 
columns) 

 

Notes: 

● As we saw previously, the ‘US Silicon Valley’  region is defined in the 
Regions table. 

● When selecting queues or other records you can either type the name manually, 
or click the lookup icon to open a lookup dialog 

. 
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Type a partial name into the dialog to see a list of matching queues. If the desired 
queue does not appear, please make sure it is created (under Setup | Users | 
Queues) 
 

● Not all cells need to have a value 

Those that are empty will not be considered during the evaluation of the rules. In 
many cases cells can also contain a list (separated by semicolons), to match 
multiple values.  

Next, let’s create a similar rule for leads in the same region with higher annual revenue. 
Specifically:  

● Action: assign lead to Queue US Silicon Valley Mid-Size  using Round 
Robin 

● Condition: Region is ‘US Silicon Valley’  and revenue is between 25 million 
and 50 million dollars 

Save the modified policy 

The end result should look like this (note: some columns hidden for clarity): 

 

If the policy looks correct, click Save Draft at the top right of the page to save your 
changes. 
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Notes on additional capabilities 

● In the section ’Add a new column to the lead assignment policy’ you will learn how to 
add additional condition columns.  

● For bulk edits it is often more convenient to edit rules in Excel. 
To do so, you can download the decision tables in Excel format using the ‘Download 
the most recent Excel link on the first page of the editor wizard: 

 
 
or from the ‘download’ link in the Version History, 

and then upload a modified version using the ‘Upload Files’ button or drop files.

 

 

Test and deploy the updated policy 

Before deploying the rules to the production environment it is important to test them.  

Test the rules 

The test console allows you to do a dry-run of the rules using real records that exist in 
your organization – but without actually applying the actions (in this case, assigning the 
leads).  

Let's create two leads: both with phone numbers with an area code in the ‘US Silicon 
Valley’ region.  
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The difference is one (we’ve used the name Jennifer Johnsen) is from a company with 
annual revenue of $10m, the other (Thom Thompson) has an annual revenue of $45m.  

 

 

 

Open the Test Console 

Click the Next button at the top right to move to the Test Console:  

The Test Console is also available by clicking the Test button on the policy detail page: 

15 © 2019 Decisions on Demand, Inc. - All Rights Reserved 



 

 
Select test leads 

In the Select Test Data section, select the newly created leads from the Recently Viewed 
Leads tab, then click the Run Test button. 

 

 

 

You can see the test results displayed in the Test Results section: 

 

The SV Startup lead is assigned to the US Silicon Valley SMB because it falls below 
revenue threshold of $25 million specified on row 2 -- the new rule we just added. The 
annual revenue for SV Mid-size exceeds the threshold, so the engine continues on to 
the next row (#3), which assigns it to US Silicon Valley Mid Size. 

For a more detailed explanation of the rule invocation, you can also click View, which will 
show you exactly which rules were executed: 
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● Deploy the policy 

Assuming the test results are as expected, click the Next button to move on to the 
final page of the wizard. Here you can specify a label for the policy version, as well 
as more a detailed description of the changes made.  

 

Click Commit and Activate to save the new policy version to the server and ensure 
that they are immediately available for use. If you are not yet ready to activate the 
new version there are two other options: 
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● Save as Draft – the rules are saved but the version is still editable. Choose 
this option if the rules are not yet complete and you anticipate further short 
term changes. 

● Commit – the rules are saved and the content of this version is frozen. Any 
subsequent edits will create a new version, but the policy version still needs 
to be activated before it is available for use. Use this option if the rules are 
complete but should not go into effect until a later date. 

The label and status of version #1 are now updated: 

 

 

Invoke the policy to assign a lead 

Now that the new policy version is available we can use it to assign a lead.  

● Add the Assign button to the lead layout 

There are multiple ways to invoke the business policy we just updated. The easiest is 
to use a custom button on the Lead detail page.  

To do so, select one of the leads you used in the test phase of editing the policy 
above. Then click Edit Layout at the top right of the Lead detail page and drag the 
pre-defined custom button named Assign from the Buttons section to the page: 
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After adding the button, save the layout to return to the lead detail view.  

 

 

● Invoke the business policy 

Clicking Assign will call out to the Decisions on Demand server to execute the lead 
assignment rules.  

 

The lead owner should be changed to the queue defined in the rules: 
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● Consult the execution log 

Every business policy invocation (optionally) creates an execution log entry, which is 
linked to the Salesforce object involved. To consult the execution log, scroll down the 
page to the Policy Execution Log related list (note that you may need to add this 
section to the Lead layout if it isn’t there by default).

 

You can also consult the execution logs for all the policies to which you have access 
from the Policy Execution Records tab, or from the detail page for each policy. 

 

Add a new column to the lead assignment policy  

If your business scenario requires you to assign leads based on fields that are not 
present in the template, you can add columns for these fields to the table. Similarly, if the 
template contains columns you do not need, you can hide or remove them 

● Open the policy configuration dialog 

The policy configuration dialog lets you modify the columns in the table, as well as 
their label and width. To open the dialog, click Edit to open the edit wizard: 
 
Then click the gear icon at the top right of the Decision Tables.  
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● Adding a column 

To allow assignment of leads based on the city names, select the City column 
from the Address section, then click on the arrow button to add it to the Columns in 
use. 

  

Now find the newly added column at the bottom of the list, and use the up arrow to 
move it into the Location section: 

 

Now click Save to update the configuration. The Assignment table now has a new 
City column: 
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Enter values into the new column if desired, then click Next to proceed to test and 
deploy the policy as shown in the previous section. 

 

Appendix: Additional resources 
Validating the setup 

To validate that the app is correctly installed and configured, please visit the Decisions 
on Demand Setup tab. You should see a message saying Current status: VALID KEY 

 

If you have any issues, please check the Installation Guide or contact Decisions on 
Demand support at support@decisionsondemand.com. 

Accessing the Business Policy 

The policy can be accessed on the Business Policies Tab under the Available Business 
Policies section. 
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Click the name of the policy to open up the Business Policy Assignment page, where 
you will be able to edit and manage your policy.  

 

Getting help 

You will find online help on all the pages of the app, as well as documentation links on 
the Welcome tab of the Decisions on Demand app. 

For any additional questions, you can also reach us at the following locations: 

● Support portal: https://decisionsondemand.freshdesk.com/support/home  

● E-mail: support@decisionsondemand.com 

● Twitter: @decsond 
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