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a Why workspace rules?

Q What are workspace rules?

e How are workspace rules executed?

Today’s Agenda

a When are workspace rules getting confusing?

e Conflicts?! I’'m peaceful.

e Fun times. Demo. Questions.
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 Companies want agents to be as efficient - I . : I: @ Q
as possible T

e Streamline the 'active' part of the .

business process and drive automation
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rules?

‘mewuln_}w Resolution Interval =7 Seventy Level =1 - BT
2, Survey Score Interval . SLA Instance -u:l-un

E These rules apply to the workspace.
Ind drop the rows to change the order in which the rules are evaluated

4% Add Rule % it Rule 13 Copy Rules X Delete Rule | pute wizard ? % |»
Active  Name 3
There are no iterms to show in th : (*\ Triggers 12) Condiiocns &) ThenActions ) ElseActions fj Properties

ngamzalon Web V| Step 1. Add trigger(s) that determine when this rule should be applied
Add The editor loads

e Conditional, automated actions that — R —
change the behavior of a workspace o bt A

e Automated actions that take place in the

editor before data is committed*

Add A named event fires

Step 2: Edit the Rule Descnption (click an underlined value)

* committed

X <Bock Next > Finish
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Rules are executed in the
order listed in the rules
window from top to
bottom.

* Preceding rules may be
overwritten by the ones
which follow them

e More general rule should
be set to execute first

* Avoid two rules using the
same condition, just add
multiple actions

ORACLE

How are workspace rules executed?

Rules

Active

/

Cil

& & & K

Name

Mot Assigned Message Box
Alice's Incidents

Alice's Incidents - Primary
Other issues

Prepay products

n going this way !

These rules apply to the workspace.
You can drag and drop the rows to change the order in which the rules are evaluated

% Add Rule % Edit Rule 1) Copy Rule X Delete Rule

When bij

The editor loads An existing record is being edited AND_Assigned & null

The editor loads The logged in account equals Alice Smith

The editor loads The logged in account equals Alice Smith JJAND The current editor is a primary editor
The record is saved Dsr:os;m eguals Othar AND The record i not copied AND Queus not eguals (excluda
Froduct changes Product equals Prepay AND Category equals Device Issues

Then

Display a message box

Show Category AND Make Language required
Hide Category

Sat Severity to Low

Set Status 10 include Updated, Waiting, Researchi

2 Options ~

Elea  Action
Edit , Copy , Delete
Edit | Copy  Delete
Edit . Copy . Delete
Edit . Copy . Delete
Edit , Copy , Delete

OK Cancel
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o When are workspace rules getting confusing?

Rules ? X

These rules apply to the workspace.
You can drag and drop the rows to change the order in which the rules are evaluated.

“% Add Rule % Edit Rule ) Copy Rule X Delete Rule 3 Options -
Active  Name when 1f Then El Actidih  Print 3
¥ Notassigned Mess  The editor lnads A existing record is beng edited AND Assigred  Display & message box gdit | [, Print Preview
¥ alice's Incidents The editor lads The logged in account equals Alice Smith Show Category AND Make Langua Edit|&] Page Setup I f yo u h a Ve a I a rge n u m b e r Of r u I e S
¥l Alice's Incidents - The editor lbads The logged in account equals Alice Smith AND T Hide Category Edit|[r3 Forward
A Other issues The record s saved witho  Disposition equals Other AND Therecord lsnotc  Set Severity to Low mm Export >| HTML | and find it har‘d to read th rough
¥ Frepayproducts  Product changes Product equals Prepay AND Category equaks Dev  Set Status to includs Updated, Wai Edt| & Auto Format PDF
¥ New Rule sssigned changes OR Sev  Severity in list Critical, Very High Hide SLA Instarce = Display Options Excel . . .
D eeme s Tha v cor s chk ooy Sacmemeicin = . F them, consider exporting the list.
C New Rule The Guide finished The logged in account's profile equals Sales ‘Add standard text 'agent Greeting' Edit 3, Zoom » Image
#  Find Delimited  »
% Find Next
Clear
3 Field Chooser
24 Sort
# Auto Filter
Export Optiens ? hed
/_1 File i
o e Location |D'\workspace_rules_exporf|Rules himl >

Launch Application
[[] Append dateftime to file name using the following format:  %0¥-%am-%d %H %M %S Reset

[[] save the selected directory as the default directory

/—1 Repor Options i

Add report name to output

* Test the workspace rules on a typical agent machine, don’t
limit yourself to your development environment.
* Rules execute on the client, lack of optimization and clarity of M Opuons }

) Use absolute layout. The output will closely resemble the screen display. However, some browsers may not

process can easily lead to performance issues. support prining wih i lyous

® Use relative layout. There may be some discrepancies between the output and the screen display. Most
browsers support printing with this layout

o] oo

ORACLE
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s?! I’'m peaceful.

Less is more - limit the number of rules.
Structure your workspace rules flow based on triggers.
Think of the workspace rules' evil twin - business rules when designing them.
- Business rules are triggered on commits (eg. save) -> centralized logic
- Workspace rules execute while editing. -> user interface streamlining.
Other 'interferences’: script rules, script branching rules, workflows.

. 7 7 A
Profile A Profile B Profile C
API| or
Workspace \ T ggeﬁ
open I Contact Workspace A open’ Contact Workspace B SEeEy
Rules Rules (Client)
save
creat Contact 1 Contact 1 '
Service Cloud
Contact Business
Rules v

ORACLE
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o Fun times. Demo. Questions.

1. Getting my hands dirty — real-life scenarios.
2. Q&A (my favorite part)
3. Farewell and handshakes

OR Cl_e Copyright © 2018, Oracle and/or its affiliates. All rights reserved. | Confidential — Oracle Internal/Restricted/Highly Restricted



< C O | & Secure || https://cxrightnow.com/app/webinars I 4
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Welcome, Cimberli | My Site Tools | My Account | Manager Connect
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SERVICE CLOUD

Support Documentation Library Community Blogs IdeaLab Events Paid Services mauw"searc“ Q.‘

r Oracle Service Cloud Support Webinars

Service
Request ~ Upcoming Webinars ~ - ~
L Email with the Oracle Service Cloud New Ask the Experts: Best Practices for
Support Scheduled: Wed May 30th, 2018 9:00 am MDT Implementing and Maintaining Single
Hatline Prese|.1te.r: Andrei Vatamanu Sign On (SSO)
Description: _ _ _ Date Recorded: Thu January 11th, 2018 8:47 am MST
Q After sharing best practices for setting up mailboxes, P ter Sh b
tips for troubleshooting delayed or seemingl... More resenter. ohane Farsons
Updates Register Description:
____________________________________ Learn best practices for implementing SSO.
g Watch It Now
Suggestion Demystifying CPMNew | ] e
Presenter: Johnny Meehan sit
| Description: your site
Manager Walk through the development of a CPM, including the Date Recorded: Thu January 25th, 2018 8:46 am MST
(“Dnn;rt idiosyncrasies of implementing a test hamess... More Presenter: Levi Dyckman
Register Description:
------------------------------------ Explore different options for adding data points into a
. i . site with custom fields and objects.
Managing and Monitoring OSvC Health Watch It Now
New | e

Scheduled: Wed July 11th, 2018 2:09 pm MDT
Presenter: Owen Scod-Giddings

Ask the Experts: Troubleshooting

Description: leardw
There’s a lot going on in your support organization and a Date Recorded: Thu February 08th, 2018 8:35 am MST
lot going on in your site. Let Owen tal...More Presenter: Elizabeth Tntthart
Register Description:
\ "TTTmTmTmmmmmmmmmmmmmmmemmemmmmm——---- J Reduce the resolution time of your service request by
learning some useful troubleshooting techniqu...More
Watch It Now

Have a suggestion for a webinar topic? Send us your ideal
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