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What's the Point?

1. Design and implement solutions
utilizing custom fields and objects
while leveraging them to their
optimal extent.

2. Accommodate specific processes
that are not accounted for with out-

of-the-box data points.




Overview

* Custom Fields and Custom Objects

* Data Types

 Considerations for Indexing

 Relationships

 Best Practices, Gotchas, Impacts, and Considerations
e Demo

e (Questions



Custom Fields - Extend existing predefined tables
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0 Customn Objects CUStom ObJeCtS
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Custom Fields vs. Custom Attributes - Rules

e Custom Fields only are available in business rules

Add Action - Then = Add Action - Else -
| SetField -l
______ setCustombFigld ¥ cc
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Custom Fields vs Custom Attributes -
Relationships

» Custom Attributes are capable of relationships to other tables/objects;

Custom Fields are NOT.

J Object Relationships - Edit

Parents of Incident Object (1) ﬂ Add

Main | Type
i Association

& | Parent Object Parent Field

Child Field

Edit Relationship | Delete

g —

Delete Table

OracleServiceCloud.Contact c_id escalated_by Edit A
ks B - »
I:" 11 Clickstreams 3
Delete Cloud Results 3
Jointo 4 Co-Browse Sessions 3
Mia Contacts 3
Dispositions 3

incidents.c_id = contacts.c_id

incidents.CCSescalated_by = contacts.c_id
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Custom Fields vs. Custom Attributes — Data
Dictionary

e Custom Attributes will be in the Data Dictionary.

Table Label Incidents
Table Description Contains information on incidents in Oracle Service Cloud.
Thl 1
Visibility Service
Custom Fields Allowed
Primary Key | _id
Columns ANDVOR (=zearch_and_or)
Aszet D (asset id)
Assigned Account (assgn_acct_id)
Attributes (attr)
Banner Account (banner_acct_id)
Banner Flag (banner_flag)

Banner Text (banner_txt)
CCSescalated by



Custom Fields vs. Custom Attributes - Masking

. Pattern ) .
[ Bot h h ave m a S kl ng’ Ty_rpe a regular exp_ressmn string pattern to_deﬁne a format that
will be used to verify the contents entered in the field. The carat (%)
b ut |t Va rl es . character is automatically added to the start of the pattern and

the dollar sign ($) character is automatically added to the end.
This ensures that strings entered in the custom object’s field

Ad Va nta ge C U Sto m match the entire regular expression.
Att r| b utes fo r‘ ut| | |Z| n g For example, if you want to create a field to store phone numbers

in a format of 123-456-7890, enter a pattern of [0-2]{3}-[0-9}{3}-[0-

regex al{a4).

This option is available only for plain text and long text fields.
Custom Fields
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Custom Fields vs. Custom Attributes - Permissions

* Both inherit permissions from profile.

-
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Custom Fields vs. Custom Attributes — Final Thoughts
(Finally)

e Use Custom Attributes when possible
* Lack of availability in business rules is biggest weakness

e Use Custom Fields when needed for business rules
e e.g. rule escalations or order of operations

e Possible to create one of each and utilize the benefits of both
e But not an ideal solution



Data Types

Custom Fields Custom Objects
* Date Field * Date

* Date/Time e Date Time

* Integer * Integer

°* Menu * Menu

* Text Area * Text -> Long Text

* Text Field -> Plain Text * Text -> Plain Text
 Text Field -> URL * Text->URL

* Text Field -> Email Address * Text -> Email

* Text Field -> Phone Number  N/A

* Yes/No * Yes/No



Data Types — Date Considerations

* Need pre-1970 capabilities?
* Are the hour, minutes, and seconds necessary?
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Data Types — Plain Text

* Size option of 1-255




Data Types — Objects that “Generate Menus”

. . ] . Generates Menus ({Integer) l [No Value] l“
* Consider the Ul implications & Genernes vers e i

Integer ———

D

zenerstes Menus Label
%

ID | Generates Menus Label 4

1 Menul
2 Menu 2
3 Menu 3

Menu ||

Generates Menus (Menu) | |

[No Value]
Menu 1
Menu 2
Menu 3
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When and What to Index?

e Better be Unique

e When in doubt, leave it
out

 Used in ROQL query?
 Used In report filters?

 Composite for Objects
only

Duck Duck Gray Duck vs, Duck Duck Goose - State By State - 2017

Duck Duck Crmy Duce
Ducx Duck Come
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Relationship Types

When does this matter?

Aggregation

[ Parent ]

!

[ Children (Deleted) ]

Association

[ Parent ]

!

[ Children (Remain) ]
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Relationships

One-to-Many
Children of Answer Object (1) |+] Add

Type & Child Object
HI Association CCStats AQIReview i

Many-to-Many

Parents of Inc2QA Object (3) |+] Add

Main | Type &P Parent Object
@ [l Association CC.QAIncidentInfo ]

@  [H9 Aggregation OracleServiceCloud.Incident |

Many-to-One

Parents of Incident Object (3) || Add

PMain | Type k& Parent Object
IHI Association OracleServiceCloud. Contact

Have one intermediate table with a
relationship to two other tables!
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Demo



Chat and Phone Lines

* Send your chats to ALL PANELISTS
* Lines are muted. Press #6 to unmute.
e Recommend unmuting and then muting via your device or desk phone



Have a Question? Ask the Experts!

SAVE

Troubleshooting Wizardry
Thursday, Feb. 8 @ 11 a.m. EST

Register at: http://bit.ly/OSVCexperts
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Continue the Conversation WWW.cX.rightnow.com
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Getting Started With Oracle
Service Cloud Technical Support

Familiarize yourself with best practices related to
working with our Technical Support team.

a iy

New Support Answers

Browser Ul Assets
Published 05 days ago | Service Module

UK Government Secure Login
Published 07 days ago | multiple

'Unable to connect to mailbox' on Office365-hosted
mailbaxes

ORACLE

New Discussions New Blog Posts

with information from a different object? By: Jeffrey Wartgow 1 Month ago

How do | create a new record and populate it What is so scary about customer service?
By: Scott Heidenreich 4 Hours ago

Review attachments for OSC objects # I What's Waiting for You in Oracle Service Cloud
By: Steven Robert 6 Hours ago ¥ | August 2017
By: Nate Hossner, Oracle 2 Months ago
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Your Feedback

* Once | end the meeting,

— You will get a notification that the host has ended the meeting.
— Click OK.
— A short feedback survey will appear in your browser.
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Thank You!

ORACLE

Copyright © 2018, Oracle and/or its affiliates. All rights reserved. |

25



ORACLE




