enTerprise

PUBLISHING

Salesforce CRM: The Definitive
Admin Handbook

Paul Goodey

Salesforce CRM:

The Definitive Admin Handbook

Chapter No.3
"Configuration in Salesforce CRM"



In this package, you will find.:

A Biography of the author of the book

A preview chapter from the book, Chapter NO.3 "Configuration in Salesforce CRM"
A synopsis of the book’ s content

Information on where to buy this book

About the Author

Paul Goodey isan IT professional with more than 15 years of experience in developing
technology solutions for companies of all sizes across a variety of industries.

Having gained his first experience of Salesforce CRM in 2006 while working in a
combined Web Developer / Salesforce System Administrator role, he quickly recognized
the huge potential of the Salesforce application and has been a keen and active member
of the Salesforce.com administrator and developer communities ever since.

Paul has enjoyed a variety of experiences with using Salesforce CRM, having worked in
several roles such as System Administrator, Developer, Business Analyst, and Consultant
to provide solutions for both in-house and consultancy-based end users.

Based in the UK, near London, Paul's professional qualifications include Salesforce. com
Certified Developer DEV-401.

In his spare time, he is a keen runner, having run several marathons and halfmarathons
since 2001.

Online, Paul can befound on Linkedinat http://www.linkedin.com/in/
paulgoodey

For More Information:
www.packtpub.com/salesforce-crm-definitive-admin-setup-configuration-
customization-handbook/book



http://www.packtpub.com/salesforce-crm-definitive-admin-setup-configuration-customization-handbook/book

Salesforce CRM: The Definitive
Admin Handbook

As an industry-leading Customer Relationship Management (CRM) application,
Salesforce CRM helps the enterprise to improve client relations. It greatly enhances sales
performance and provides your business with arobust CRM system. In order to achieve
optimum performance from the Salesforce CRM system, there are alot of things for you
as the Salesforce Administrator to tackle. Thisisthe only book which focuses on the
administrative aspect of Salesforce CRM.

Salesforce CRM: The Definitive Admin Handbook will give you al the information
you need to administer this powerful CRM application. It isthe definitive guide to
implementing Salesforce CRM. Whether you are looking to enhance the core features, or
you have already started customizing your Salesforce CRM system and are looking for
guidance on advanced features, this book will show you how to get the maximum benefit
from this exciting product.
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What This Book Covers

Chapter 1, Getting Started with the Salesforce CRM Application: Organization
Administration, shows you how to set up the organization wide settings that affect the
look-and-fedl of the system and provide access to features for all users within the system.

Chapter 2, User Management in Salesforce CRM, explains how to add users and
describes how profiles affect the permissions for individual users.

Chapter 3, Configuration in Salesforce CRM, covers the various methods for
configuring and tailoring the system to suit the way information is used within
the organization.

Chapter 4, Data Management, looks in detail at the mechanisms for controlling access to
and quality of data, and information sharing.

Chapter 5, Data Analytics, discusses data reporting and analytics.

Chapter 6, Implementing Business Processes in Salesforce CRM, discusses the various
methods for automating business activities and approval mechanismsto align with
business processes

Chapter 7, Salesforce CRM Functions, looks at the core functional areas within
Salesforce CRM such as Marketing Administration, Salesforce Automation, and
Customer Service, and describes how the process from campaign to customer and beyond
can be administered.

Chapter 8, Extending Salesforce CRM, explains how Visualforce technology can be used
to extend the standard page functionality in Salesforce CRM.

Chapter 9, Best Practices for Enhancing Productivity, looks at ways to add features
to improve the experience of usersin Salesforce CRM and at ways to measure
user adoption.
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Configuration in Salesforce
CRM

In Chapter 1, Getting Started with the Salesforce CRM Application: Organization
Administration and Chapter 2, User Management in Salesforce CRM, we were introduced
to the profile feature in Salesforce, which is a controlling mechanism. Profiles are
used to determine the functions users can perform, which type of data they can
access, and what operations they can carry out on that data.

In this chapter, we will describe in detail the Salesforce CRM record storage features
and user interface that can be customized such as objects, fields, and page layouts. In
addition, we will see an overview of the relationship that exists between the profile
and these customizable features that the profile controls.

This chapter looks at the methods for configuring and tailoring the application to suit
the way your company information can be best represented within the Salesforce
CRM application.

We will look at the mechanisms for storing data in Salesforce and at the concepts

of objects and fields. The features that allow these data to be grouped and arranged
within the application are then considered by looking at Apps, Tabs, Page Layouts,
and Record Types. Finally, we take a look at some of the features that allow views of
data to be presented and customized by looking in detail at related lists and list views.
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Configuration in Salesforce CRM

Relationship between profile and the
features that it controls

The following diagram describes the relationship that exists between the profile and
the features that it controls:

LOGIN RESTRICTIONS ——

|P ADDRESS
SECURITY |
USER ROLE MODEL
LOGIN HOURS |
GENERAL & ADMIN
PERMISSIONS PROFILE PAGE LAYOUT
| X
APPS FIELD LEVEL PERMISSION
A 19
()]
TABS RECORD TYPES PICKLIST VALUES 0
X [
OBJECTS RECORDS FIELDS
x
VIEWS L4 FIELD LEVEL SECURITY

The profile is used to:

Control access to the type of license specified for the user and any login
hours or IP address restrictions that are set. This was covered in detail in
Chapter 1, Getting Started with the Salesforce CRM Application: Organization

Administration.

Control access to objects and records using the role and sharing model. If
the appropriate object-level permission is not set on the user's profile, then
the user will be unable to gain access to the records of that object type in the
application. This was introduced in Chapter 2, User Management in Salesforce
CRM, and will be covered in detail in Chapter 4, Data Management.

In this chapter, we will look at the configurable elements that are set in conjunction
with the profile. These are used to control the structure and the user interface for the
Salesforce CRM application.

[78]
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Chapter 3

Objects

Objects are a key element in Salesforce CRM as they provide a structure for storing
data and are incorporated in the interface, allowing users to interact with the data.

Similar in nature to a database table, objects have properties such as:

* Fields which are similar in concept to a database column

* Records which are similar in concept to a database row

* Relationships to other objects

* Optional tabs which are user interface components to display the object data

Standard objects

Salesforce provides standard objects in the application when you sign up and these
include Account, Contact, Opportunity, and so on. These are the tables that contain
the data records in any standard tab such as Accounts, Contacts, or Opportunities.

In addition to the standard objects, you can create custom objects and custom tabs.

Custom objects

Custom objects are the tables you create to store your data. You can create a
custom object to store data specific to your organization. Once you have the custom
objects and have created records for these objects, you can also create reports and
dashboards based on the record data in your custom object.

Fields

Fields in Salesforce are similar in concept to a database column and store the data for
the object records. An object record is analogous to a row in a database table.

Standard fields

Standard fields are predefined fields that are included as standard within the
Salesforce CRM application. Standard fields cannot be deleted but non-required
standard fields can be removed from page layouts whenever necessary.

With standard fields, you can customize visual elements that are associated to the
field such as field labels and field-level help as well certain data definitions such
as picklist values, the formatting of auto-number fields (which are used as unique
identifiers for the records), and setting of field history tracking. Some aspects,
however, such as the field name cannot be customized and some standard fields
(such as Opportunity Probability) do not allow the changing of the field label.

[79]
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Configuration in Salesforce CRM

Custom fields

Custom fields are unique to your business needs and can not only be added
and amended, but also deleted. Creating custom fields allow you to store the
information that is necessary for your organization.

Both standard and custom fields can be customized to include custom help text
to help users understand how to use the field:

Opportunity Detail Edit | | Delete || Clone v

Opportunity Owner  Trevor Howard [Change Amount  $110,000.00
Private Expected Revenue $11,000.00

Opportunity Hame  Test Close Date  06/12/2012

Account Name  Westwood Next Step
Type Stage () Prospecting

This is a custorm Help Text on a Probability (%)  10%
Standard field called Stage

Sertinn One

Object relationships

Object relationships can be set on both standard and custom objects and are used
to define how records in one object relates to records in another object. Accounts,
for example, can have a one-to-many relationship with opportunities and these
relationships are presented in the application as related lists.

Apps
An app in Salesforce is a container for all the objects, tabs, processes, and services

associated with a business function.

There are standard and custom apps that are accessed using the App menu located
at the top-right of the Salesforce page as shown in the following screenshot:

Paul Goodey ¥  Help Sales v
Call Center

Products Rep Marketing oard
Force.com )
Community

Content

Force.com App Menu
Working Nromre

Eventforce v3.0

Private Messages

Add AppExchange Apps
Create Mew Apps..
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Chapter 3

When users select an app from the App menu, their screen changes to present
the objects associated with that app. For example, when switching from an app
that contains the Campaign tab to one that does not, the Campaign tab no longer
appears. This feature is applied to both standard and custom apps.

Standard apps

Salesforce provides standard apps such as Sales, Call Center, and Marketing.

Custom apps

A custom app can optionally include a custom logo.

Both standard and custom apps consist of a name, a description, and an ordered list
of tabs.

Tabs

A tab is a user-interface element which, when clicked, displays the record data on a
page specific to that object.

Hiding and showing tabs

To customize your personal tab settings follow the path Your Name | Setup | My
Personal Settings | Change My Display | Customize My Tabs. Now, choose the
tabs that will display in each of your apps by moving the tab name between the
Available Tabs and the Selected Tabs sections and click Save. The following
shows the section of tabs for the Sales app:

Customize My Tabs
Choose the tabs that will display in each of your apps.
Save | |Cancel
Custom App:
Sales |Z|
Available Tabs Selected Tabs
Console - Home (default) -
Content B Campaigns B
Contribute Add |Leads Up
Events » Accounts =l .
ldeas = ) |contacts —
Private Messages |4} |Opportunities =)
Sessions Remove |Customizable Forecasts Down
Speakers Contracts
Start Here i Cases
Subscriptions Solutions
Vendars = Products T
[81]
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Configuration in Salesforce CRM

To customize the tab settings of your users, follow the path Your Name | Setup |
Administration Setup | Manage Users | Profiles. Now select a profile and

click Edit. Scroll down to the tab settings section of the page as shown in the
following screenshot:

Tab Settings
[] overwrite users' personal tab customizations
Standard Tab Settings
Home  Default On Customizable Forecasts | Tab Hidden|[~|
Accounts | Default On [+] ideas | Tab Hidden [ =]
Campaigns I Default OF E Leads I Default On |Z|
Cases I Default On Opportunities I Default On |z|
Console  TabHidden portals | Tab Hidden [ =]
Contacts I Default On E Products I Default On |Z|
Content I Default On E Reports I Default On |z|
Contracts I Default On E Solutions I Default On |Z|
Dashboards I Default On E Subscriptions I Default On |z|
Documents I Default On E Workspaces I Default On |z|
Custom Tab Settings
Activity Tracker I Default On E Sessions ITab Hidden|Z|
Events ITEb HlddenE Speakers ITab HlddenE
Intranet Menu ltems I Default On E Start Here I Default On |Z|
Links to Objects I Default On E Vendors ITab Hiddenlz'
MDOnes | Default On [<] Venues | Tab Hidden =]
Private Messages I Default On E Working Model Demo Links I Default On |z|

Standard tabs

Salesforce provides tabs for each of the standard objects that are provided in the
application when you sign up. For example, there are standard tabs for Accounts,
Contacts, Opportunities, and so on:

Home Campaigns Leads Accounts Contacts Forecasts Cqdntracts

Opportunities Tab - Selected ]

Visibility of the tab depends on the setting on the tab display setting
s for the app.

Custom tabs

You can create three different types of custom tabs: Custom Object Tabs, Web Tabs,
and Visualforce Tabs.

[82]
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Custom Object Tabs allow you to create, read, update, and delete the data records
in your custom objects. Web Tabs display any web URL in a tab within your
Salesforce application. Visualforce Tabs display custom user-interface pages
created using Visualforce.

Creating custom tabs:

The text displayed on the custom tab is set from the Plural label of the
custom object which is entered when creating the custom object. If the tab
text needs to be changed this can be done by changing the Plural label stored
on the custom object.

Salesforce.com recommends selecting the Append tab to users' existing
personal customizations checkbox. This benefits your users as they will
automatically be presented with the new tab and can immediately access the
corresponding functionality without having to first customize their personal
settings themselves.

It is recommended that you do not show tabs by setting appropriate
permissions so that the users in your organization cannot see any of your
changes until you are ready to make them available.

You can create up to 25 custom tabs in Enterprise Edition and as many as you
require in Unlimited Edition.

To create custom tabs for a custom object, follow the path Your Name | Setup | App
Setup | Create | Tabs. Now select the appropriate tab type and/or object from the
available selections as shown in the following screenshot:

Custom Object Tabs | New | What s This?
Action Label Tab Style Description
Edit| Del  Activity Tracker @
Edit|Del  Events
Edit|Del Intranet Menu tems
Edit|Del  Links to Objects
Edit| Del  MDOnes Alarm clock
Edit|Del  Private Messages
Edit|Del  Sessions
Edit|Del ~ Speakers
Edit| Del  Vendors
Edit|Del  Venues [ ] Building
Web Tabs | New | What |s This?
No Web Tabs have been defined
Visualforce Tabs | New | What s This?
Action Label Tab Style Description
Edit| Del ~ StartHere Wrench
Edit| Del ~ Working Model Demo Links
[83]
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Configuration in Salesforce CRM

Renaming labels for standard tabs, standard

objects, and standard fields

Labels generally reflect the text that is displayed and presented to your users in the
user interface and in reports within the Salesforce application.

You can change the display labels of standard tabs, objects, fields, and other related
user interface labels so they can reflect your company's terminology and business
requirements better. For example, the Accounts tab and object could be changed to
Clients, Opportunities to Deals, and Leads to Prospects. Once changed, the new
label is then displayed on all user pages.

The setup pages and setup menu section cannot be modified and
7 does not include any renamed labels and continue. Here, the
standard tab, object and field reference continues to use the default
original labels. Also, the standard report names and views continue
to use the default labels and are not renamed.

To change standard tab, objects, and field labels follow the path Your Name | Setup
| App Setup | Customize | Tabs Names and Labels | Rename Tabs and Labels.
Now select a language, and then click Edit to modify the tab names and standard
field labels:

Rename Tabs and Labels el forihis Page (3
Make salesforce.com match your organization's terminology by renaming tab and field labels. Use the
lists below to select the tab you want to rename in the language you choose. After renaming any tab or
field label, remember to update all custom reports, views, templates and other items you have created
containing the original name.
Select Language |English |Z|

Standard Tabs Standard Tabs Help (2

Action  Tab Name Display Label Renamed Last Modified

Edit Accounts Accounts

Edit Activities Activities

Edit Articles Articles

Edit Assets Assets

Edit Campaigns Campaigns

Edit Cases Cases

Click on Edit to select the tab that you which to rename.

_ Although the screen indicates this is a change for the Tab name,
% this selection will also allow you to change the labels for the object
L and fields in addition to the tab name. To change field labels, click
through to Step 2. Enter the new field labels.

[84]
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Chapter 3

Here we are going to rename the Accounts tab to Clients.

Enter the Singular and Plural names and then click Next:

Language

Tab  Accounts
English

Singular ICIient

Starts with [T
vowel sound

Plural ICIients

Example: Account

Example: Accounts

Step 1. Enter the new tab names Step 10f 2

Save || Mext | Cancel

Salesforce looks for the occurrence of the label Account and displays an auto-

Only the following standard tabs and objects can be renamed:
Accounts, Activities, Articles, Assets, Campaigns, Cases,
. Contacts, Contracts, Documents, Events, Ideas, Leads, Libraries,

Opportunities, Opportunity Products, Partners, Price Books,
~" Products, Quote Line Items, Quotes, Solutions, Tasks.

Tabs such as Home, Chatter, Forecasts, Reports, Dashboards
cannot be renamed.

populated screen showing where the text Account would be replaced with Client. This
auto-population of text is carried out for the standard tab, the standard object, and the
standard fields. Review the replaced text, amend as necessary, and then click Save:

Tab
Language

Please review all the auto-populated values below for grammatical accuracy. Edit any standard field
labels and other labels for the selected tab and language.

Accounts
English

Standard Field Labels
I —

Step 2. Enter the new field labels Step2of2

Previous | | Save | Cancel

Other Labels

Singular Plural Starts with vowel sound
Account Division W [
Account Name |Chent Name |Client Names &
Account Mumber W 0
Account Owner |Chent Owner |Client Owners &
Account Site |Chem Site |CI|ent Sites 0
Address Address
Annual Revenue  Annual Revenue
Billing Address  Billing Address =
Billing City Billing City 0o
Billing Country Billing Country =
[85]
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Configuration in Salesforce CRM

After renaming, the new labels are now automatically displayed on the tab, in
reports, in dashboards, and so on:

Rename Tabs and Labels Help for this Page (9
Make salesforce.com match your organization's terminology by renaming tab and field labels. Use the
lists below to select the tab you want to rename in the language you choose. After renaming any tab or
field label, remember to update all custom reports, views, templates and other items you have created
containing the original name.
Select Language |English |Z|
Standard Tabs Standard Tabs Help (2
Action Tab Name Display Label Renmamed Last Modified
Edit| Reset  Accounts Clients v Paul Goodey, 20/02/2011 04:04
Edit Activities Activities
Edit Aricles Articles
Edit Assets Assets
Edit Campaigns Campaigns
Edit Cases Cases

Some standard fields, such as Created By and Last Modified By, are
a prevented from being renamed because they are audit fields used to
"~ track system information.

You will, however, need to carry out the following additional steps to ensure
consistent renaming throughout the system as these may need manual updates:

* Check all list view names as they do not automatically update and will
continue to show the original object name until you change them manually.

* Review standard report names and descriptions for any object that you
have renamed.

*  Check the titles and descriptions of any e-mail templates that contain the
original object or field name and update as necessary.

* Review any other items that you have customized with the standard object or
field name. For example, custom fields, page layouts, and record types may
include the original tab or field name text which is no longer relevant.

If you have renamed tabs, objects, or fields, you can also replace the Salesforce online
help with a different URL. Your users can view this replaced URL whenever they
click on any context-sensitive help link on an end-user page or from within their
personal setup options.

[86]
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Creating custom objects

Custom objects are database tables that allow you to store data specific to your
organization in salesforce.com. You can use custom objects to extend Salesforce
functionality or to build new application functionality.

% You can create up to 200 custom objects in Enterprise Edition and
= 2000 in Unlimited Edition.

Once you have created a custom object, you can create a custom tab, custom-related
lists, reports, and dashboards for users to interact with the custom object data.

To create a custom object, follow the path Your Name | Setup | App Setup |
Create | Objects. Now click New Custom Object, or click Edit to modify an
existing custom object. The following screenshot shows the resulting screen:

Custom Object Definition Edit Save | | Save & New |  Cancel
Custom Object Information | = Required Information
The singular and plural Iabels are used in tabs, page layouts, and reports
Label || Example: Account
Plural Label I Example: Accounts

Starts with vowel sound |}
The Object Name is used when referencing the object via the AP

Object Name I Example: Account

Description -

Context-Sensitive Help @ Open the standard Salesforce.com Help & Training window
Setting ) Qpen a window using a custom s-control
) Open awindow using a Visualforce page

Content Name [ _jqne—

Enter Record Name Label and Format

The Record Name appears in page layouts, key lists, related lists, lookups, and search results. For example, the Record Name for Account is "Account Wame® and for Case itis
“Case Number”. MNote that the Record Name field is always called "Name™ when referenced via the API
Record Name I Example: Account Name

DataType | Text =]

Optional Features

[ Allow Reports

[C] Allow Activities

[] Track Field History

Deployment Status What is this?
@ In Development

@ Deployed

Object Creation Options (Available only when custom object is first created)

[] Add Motes and Attachments related list to default page layout
[] Launch New Custom Tab Wizard after saving this custom object

[87]

For More Information:
www.packtpub.com/salesforce-crm-definitive-admin-setup-configuration-
customization-handbook/book



http://www.packtpub.com/salesforce-crm-definitive-admin-setup-configuration-customization-handbook/book

Configuration in Salesforce CRM

On the Custom Object Definition Edit page, you can enter the following:

Label: This is the visible name that is displayed for the object within the
Salesforce CRM user interface and shown on pages, views, and reports,
for example.

Plural Label: This is the plural name specified for the object which is used
within the application in places such as reports and on tabs if you create
a tab for the object.

Gender (language dependent): This field appears if your organization-wide
default language expects gender. This is used for organizations where the
default language settings is for example, Spanish, French, Italian, German
among many others. Your personal language preference setting does not
affect whether the field appears or not. For example, if your organization's
default language is English but your personal language is French, you will
not be prompted for gender when creating a custom object.

Starts with a vowel sound: Use of this setting depends on your organization's
default language and is a linguistic check to allow you to specify whether
your label is to be preceded by "an" instead of "a". For example, resulting in
reference to the object as "an Order" instead of "a Order" as an example.

Object Name: A unique name used to refer to the object. Here, the

Object Name field must be unique and can only contain underscores and
alphanumeric characters. It must also begin with a letter, not contain spaces,
not contain two consecutive underscores, and not end with an underscore.

Description: An optional description of the object. A meaningful description
will help to explain the purpose for your custom objects when you are
viewing them in a list.

Context-Sensitive Help Setting: Defines what information is displayed
when your users click the Help for this Page context-sensitive help link
from the custom object record home (overview), edit, and detail pages, as
well as list views and related lists. The Help & Training link at the top of
any page is not affected by this setting. It always opens the Salesforce
Help & Training window.

Record Name: This is the name that is used in areas such page layouts,
search results, key lists, and related lists as shown next.

Data Type: The type of field for the record name. Here the data type can
be either text or auto-number. If the data type is set to be text, then when a
record is created, users must enter a text value which does not need to be
unique. If the data type is set to be Auto Number, it becomes a read-only
field whereby new records are automatically assigned a unique number:

[88]
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Enter Record Name Label and Format

The Record Name appears in page layouts, key lists, related lists, lookups, and search results. For example, th
"Case Mumber”. Mote that the Record Mame field is always called "Name” when referenced via the API.

Record Name I Example: Account Name

LTI (Ao Number [

Digplay Format I Example: A-{0000} Whatl|s This?

Starting Humber I

Display Format: As in the preceding example, this option only appears when
the Data Type is set to Auto Number. It allows you to specify the structure
and appearance of the Auto Number field. For example: {YYYY}{MM}-{000}
is a display format that produces a 4-digit year, 2-digit month prefix to a
number with leading zeros padded to 3 digits. Example data output would
include: 201203-001; 201203-066; 201203-999; 201203-1234.

It is worth noting that although you can specify the number to be 3 digits if
the number of records created becomes over 999 the record will still be saved
but the automatically incremented number becomes 1000, 1001, and so on.

Starting Number: As described, Auto Number fields in Salesforce CRM are
automatically incremented for each new record. Here you must enter the
starting number for the incremental count (which does not have to be set

to start from 1).

Allow Reports: This setting is required if you want to include the record data
from the custom object in any report or dashboard analytics.

Such relationships can be either a lookup or a master-detail.

. Lookup relationships create a relationship between two records
% so you can associate them with each other. Master-detail
— relationship creates a relationship between records where the
master record controls certain behaviors of the detail record
such as record deletion and security.

When the custom object has a master-detail relationship with a standard
object or is a lookup object on a standard object, a new report type will
appear in the standard report category. The new report type allows the user
to create reports that relate the standard object to the custom object which is
done by selecting the standard object for the report type category instead

of the custom object.

Allow Activities: Allows users to include tasks and events related to
the custom object records which appear as a related list on the custom
object page.
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Track Field History: Enables the tracking of data field changes on the custom
object records, such as who changed the value of a field and when it was
changed. Fields history tracking also stores the value of the field before

and after the fields edit. This feature is useful for auditing and data quality
measurement and is also available within the reporting tools.

Deployment Status: Indicates whether the custom object is now visible and
available for use by other users. This is useful as you can easily set the status
to In Development until you are happy for users to start working with the
new object.

Add Notes & Attachments: This setting allows your users to record notes
and attach files to the custom object records. When this is specified, a related
list with New Note and Attach File buttons automatically appears on the
custom object record page where your users can enter notes and attach
documents.

The Add Notes & Attachments option is only available
s when you create a new object.

Launch the New Custom Tab Wizard: Starts the custom tab wizard after you
save the custom object.

The New Custom Tab Wizard option is only available
s~ when you create a new object.

Creating custom object relationships

Considerations to be observed when creating object relationships:

Create the object relationships as a first step before starting to build the
custom fields, page layouts, and any related list

The Related To entry cannot be modified after you have saved the
object relationship

Each custom object can have up to two master-detail
“e—relationship and up to 25 total relationships.
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When planning to create a master-detail relationship on an object be aware
that it can only be created before the object contains record data

Clicking Edit List Layout allows you to choose columns for the key views
and lookups

The Standard Name field is required on all custom object-related lists and
also on any page layouts

Creating custom fields

Before you begin to create custom fields, it is worth spending some time to first plan
and choose the most appropriate type of field to create. You can create many different
custom field types in Salesforce CRM, including text, number, currency as well as
relationship types that enable lookup, master-detail, and hierarchical relationships.

Adding custom fields can be carried out by navigating to the fields area of the
appropriate object:

For standard objects, follow the path Your Name | Setup | App Setup |
Customize. Now select the appropriate object from the Customize menu,
click Fields, and then click New in the Custom Fields & Relationships
section of the object page.

For custom task and event fields, follow the path Your Name | Setup |
App Setup | Customize | Activities | Activity Custom Fields. Now click
the New button.

For custom objects, follow the path Your Name | Setup | App Setup |
Create | Objects. Now select one of the custom objects in the list. Now
click New in the Custom Fields & Relationships section of the page.

Field dependencies and field history tracking

From these pages, you can set field dependencies and field history
tracking for the objects. Field history tracking captures information
for the date, time, nature of the change, and who made the change.
- A dependent field is a picklist field for which the valid values
& depend on the value of another field. Field dependencies and
=" field history tracking are not available for task and event fields as
described later in this chapter.

Whenever history tracking is set, a separate history data object is
created for the object. This history data comprises the record ID
and the history tracked field names whose value has been changed.
Here, both the old and the new record values are recorded.
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Choose the data type of the field to create. The following screenshot shows a full list
of data types that are available to choose:

»  Field types not listed in custom field types may appear if your
organization installed a package from the AppExchange that uses

those custom field types.
Room Help for this Page @
New Custom Field
Step 1. Choose the field type Step 1
Next | Cancel
Specify the type of information that the custom field will contain.
Data Type
@ Mone Selected Select one of the data types below.
) Auto Number A system-generated sequence number that uses a display format you define. The number is
automatically incremented for each new record.
©) Formula A read-only field that derives its value from a formula expression you define. The formula
field iz updated when any of the source fields change.
Roll-Up Summary | A read-only field that displays thegum, minimum, or .maximum wvalue of a field in a related list
or the record count of all records listed in a related list.
© Lookup Relationship Creates a relationship that links this object to another object. The relationship field allows
users to click on a lookup icon to select a value from a popup list. The other object is the
_— L
Some data types are only available for certain configurations.
For example, the Master-Detail Relationship option is available
. only for custom objects when the custom object does not already
% have a master-detail relationship. The Roll-Up Summary option
L~ is only available for objects defined as Master in master-detail
relation and is used to record an aggregate of the child records
using functions such as SUM, MAX, MIN, and so on (This is
described in more detail later).
- L
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Click on Next and enter a field label. The field name is a mandatory field and must
be unique within the Salesforce CRM application. There are also some restrictions
on what can be entered. Here, you can only enter alphanumeric characters and
underscores. In addition, the text must start with a letter, it cannot include spaces,
it cannot contain two consecutive underscores, and the final character must not be
an underscore.

Step 2. Enter the details Step2o0f4

Previous | | Next | Cancel

Field I
Label

Default = Checked
Value g Unchecked

Field | A
Name =
Description -
Help Text - [i

For relationship fields, choose the object that you want to associate with it:

Room Help for this Page &

New Relationship

Step 2. Choose the related object Step 2

Previous Cancel

Select the other object to which this object is related.

Related To I| —Mone— |Z|

The number of custom fields allowed per object is 500 for Enterprise and
Unlimited Editions of Salesforce and relationship fields count towards
these custom field limits.
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Make both the custom field name and label unique in your application

Ensure that both the custom field name and label are unique and
not the same as any existing standard or custom field for that object.
Creating identical values may result in unexpected behavior when you
reference that name in a merge field. If a standard field and custom field
M have matching names or labels, the merge field displays the value of
the custom field. If two custom fields have matching names or labels,
Q the merge field may not display the value of the field you expect.
For example, if you create a field label called Phone, the field name
automatically populates as Phone__c. If you also have a standard field
with the label Phone, the merge field may not be able to distinguish
between the standard and custom field names. Make both the custom
field name and label unique by adding a suffix to each, such as Phone
Customand Phone_Custom__ ¢, respectively.

Enter any field attributes. In this example, a new checkbox field is set as checked
by default:

Step 2. Enter the details Step 2 of 4

Previous | | Next | Cancel

il 171 Conditioned i

Label

Default  {g: Checked

Value = Unchecked

Field | Air_Conditioned i

Name
Description [
Help Text ke

Object relationship fields, allow you to create a lookup filter that can be used to
further control the associated returned records and lookup dialog results for the
field. These are available for Lookup, Master-detail, and Hierarchical relationship
fields. Here, you can select multiple fields and selection criteria to restrict the results.
This is presented in an additional step of the field creation process and is available

at the bottom section Lookup Filter available from the setup page "Step 3. Enter the
label and name for lookup field".
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Click on Next to continue and specify the field's access settings for each profile:

Step 3. Establish field-level security Step 3 of 4

| Previous | | Next | Cancel
e Iei]

Field Label  Air Conditioned
Data Type  Checkbox

Field Mame  Air_Conditioned

Description

Select the profiles to which you want to grant edit access to this field via field-level security. The field will be hidden fram all
profiles if you do not add it to field-level security.

Field-Level Security for Profile Visible Read-Only
Authenticated Website ]
Contract Manager
Custom: Marketing Profile
Custom: Sales Profile
Custom: Support Profile [l
Customer Portal Manager

— —

To set the field-level security, enable the following settings:

* Users can view and edit the field: Visible checked and Read-Only

not checked

* Users can view but not edit the field: Visible checked and Read-Only
checked

* Users can neither view nor edit the field: Both Visible and Read-Only
not checked
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Click on Next and choose the page layouts that you would to add the new field to:

Step 4. Add to page layouts Step 4 of 4

Previous | | Save & New | | Save Cancel

Field Label  Air Conditioned
Data Type Checkbox
Field Name  Air_Conditioned

Deszcription

Selectthe page layouts that should include this field. The field will be added as the last field in the first 2-column section of
these page layouts. The field will not appear on any pages if you do not select a layout.

To change the location of this field on the page, you will need to customize the page layout.
Add Field Page Layout Hame

Room Layout

The new field is automatically positioned on the page layout as the final field in the
first two-column section. However, there is an exception for Text Area (Long) and
Text Area (Rich) fields. These fields, due to their double width, are placed as the
final field on the first one-column section on the page layout.

For user custom fields, the field is automatically added to the

bottom of the user detail page.

For universally required fields, you cannot remove the field
from page layouts or make it read only.

Click Save to finish or Save & New to create more custom fields.

For relationship fields, choose whether to create a related list that displays
information about the associated records or not. You can choose to put the
related list on any page layouts for that object.

To change the label of the custom-related list as it will appear on the page layouts of
the associated object, edit the Related List Label.

To add the new related list to page layouts that users have already customized, check
Append-related list to users' existing personal customizations.
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Custom field data types

When creating a custom field, the first step is to select the appropriate type for the
tield. There are many different field types available in Salesforce which allow the
storage of records of various data types such as numbers, dates, percentages, and
so on. The following describes the data types that are available.

Chapter 3 - Configuration in Salesforce CRM

Master Detail to Account  Company X Lookup to Account  Company X S|
Auto Number  A-0001 Humber 123 456

Checkbox Percent 10,000
Currency  100.00 Phone  (555) 123-4567
Date  7/27/2012  [9/24/2011] Picklist  One  w
DatelTime /272012 10:00 AM [9/24/2011 4:20 PM | Picklist (Multi-Select)  Cr-2b ™17y |l o
Six = Four
— Five
J
Email  me@widgelsxyz.com TextArea  yorigHello WorldHello WorldHello -
1 remaining WorldHello WorldHello WorldHello -
Text Area (Long) WaorldHello WarldHello WorldHello pn WorldHello WorldHello WorldHello
WorldHello WorldHello WorldHello
Text
WorldHello WarldHello WarldHello - =xt [WordHello WorldHello

WaorldHello WarldHello WorldHello

www.widgetsxyz.com
Text Area (Rich)

B

i~

U §|s= =@

Salesforce CRM: The Definitive
Admin Handbook

Salesforce CRM: The Definitive
Admin Handbook

Save Save & New | | Cancel

Auto Number

An Auto Number field produces a unique number that is automatically incremented
for each saved record. As such this is a read-only field where the maximum length

is 30 characters of which 20 are reserved for further prefix or suffix text that you
can specify.
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Checkbox

A Checkbox allow your users to set or unset a value to mark the attribute as either
true or false.

. When using a checkbox field in a report use True for values that
are checked values and False for unchecked values. The import
= wizards and the weekly export tool use 1 for checked values and
0 for unchecked values.

Currency

Salesforce provides a Currency field to specifically capture a money value. Here the
Salesforce CRM application applies currency-related codes which are applied when
working with that field record.

Values lose precision after 15 decimal places.

a Salesforce uses the round half even tie-breaking rule for currency
/= fields. For example, 23.5 becomes 24, 22.5 becomes 22, -22.5
becomes —22, and —23.5 becomes —24.

Date

The Date field provides a way for your users to either pick a date from a pop-up
calendar or to manually key the date. Your users can also enter the current date
clicking on the date link positioned to the right of the field.

Date/Time

The Date/Time field provides a way for your users to either pick a date from a
pop-up calendar or to manually key the date and the time of day. Your users can
also enter the current date and time by clicking on the date and time link positioned
to the right of the field. Here, the time of day includes A.M. or P.M. notation.

Email

Email fields provide the facility to store an individual's email address. The Salesforce
CRM application provides a very robust method of verifying the correct format of
e-mail addresses before they are allowed to be saved. If this field is specified for
contacts or leads, users can choose the address when clicking Send an Email.
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[ % You cannot use custom e-mail addresses for mass e-mails. ]

Formula

Formula fields provide a method to automatically calculate a value which is
calculated from other fields or values stored within Salesforce CRM. These
referenced fields are known as merge fields. Formula fields are very powerful and
flexible mechanisms, however, a formula field cannot be set to reference itself within
a formula whether the reference is made directly or indirectly. Further information
concerning formulas is covered later in this chapter under Building Formulas.
Salesforce uses the round half up tie-breaking rule for numbers in formula fields.
For example, 12.345 becomes 12.35 and —12.345 becomes —12.34.

Hierarchical relationship

This field type forms a hierarchical lookup relationship between relevant objects.
For the user hierarchical relationship, users can use a lookup field to associate one
user with another For example, you can create a custom hierarchical relationship
field to store each user's direct manager.

Lookup relationship

The lookup relationship field creates a relationship between two records so you can
associate them with each other.

For example, opportunities have a lookup relationship with cases that enable you to
associate a specific case with an opportunity.

A lookup relationship creates a field that allows users to click a lookup icon and
select another record from a pop-up window. On the associated record, you can
display a related list to show all of the records that are linked to it, and you can
create lookup relationship fields that link to the following: users, and custom or
standard objects. A lookup relationship has no effect on record deletion or security,
plus the lookup field is not required in the object page layout.

If a lookup field references a record that is deleted, Salesforce

sets the lookup field to null, and does not run any Apex triggers,
o . . .
validation rules, workflow rules, or roll-up summary fields.
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Master-detail relationship

Creates a parent-child type relationship between records where the master record
controls certain behaviors of the detail record such as security and record deletion.

Master-detail relationship fields can only be created on custom objects that relate to a
standard object and not the other way. If the Master record is deleted then all detail
records are also deleted. You can create up to two Master-detail relationship fields
per custom object.

Number

The Number data type can be used to enter any number with or without a decimal
place (the number of decimal places can be specified) and saved as a real number
with any leading zeros removed.

Salesforce uses the round half up tie-breaking rule for number
fields. For example, 12.345 becomes 12.35 and —12.345 becomes

—12.34. Salesforce rounds numbers referenced in merge fields
’ according to the user's locale, not the number of decimal of

spaces specified in the number field configuration.

Percent

With Percent fields in Salesforce CRM, a percentage sign is automatically appended
to the entered number.

Fields values lose precision after 15 decimal places. If the
%‘\ decimal value is greater than 15 and a percent sign is added to

the number, a runtime error occurs.

Phone

The Phone field allows the users in your organization to enter any telephone number
and while saving the record the Salesforce CRM application will attempt to format it
into a known phone format.

When your users enter phone numbers in phone fields, Salesforce keeps the phone
number format that has been entered. However, if the Locale is set to English
(United States) or English (Canada), ten-digit phone numbers and eleven-digit
numbers that start with 1 are automatically formatted as (800) 555-1234 when you
save the record. If you do not want this formatting for a ten- or eleven-digit number,
they can enter a + before the number, for example, +44 117 123 4567.
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_ If you are using Salesforce CRM Call Center, custom phone
fields are displayed with the button, allowing click-to-dial
v

functionality. Consequently, salesforce.comrecommends
that you do not use a custom phone field for fax numbers.

Picklist

The Picklist field allows users to choose a value from a set of pre-defined text values.
The maximum length of the text values is 255 characters.

Picklist (Multi-select)

The Picklist (Multi-select) field allows users to choose more than one picklist value
from a set of pre-defined text values.The maximum length of the text values is

255 characters. When saving and viewing, the data is stored as text along with
semi-colons which are used to separate the individual picklist values.

Roll-Up Summary

A Roll-up Summary field (or RUS) is used to automatically display the summarized
values of the related records. This can be a record count of related records or a
calculation of the sum, minimum, or maximum value of the related records.

The records must be directly related to the selected record and
_on the detail side of a custom master-detail relationship with the
% object that contains the roll-up summary field. For example, a
L= custom account field called Total Number of Branches displays
the number of branches the custom object records in the branch-
related list for Accounts.

Text

The Text field allows users to enter any combination of alphanumeric characters.
The maximum length of the text value is 255 characters.

Text (Encrypted)

The Text (Encrypted) field allows users to enter any combination of alphanumeric
characters. The text is then stored in an encrypted form (this data type is available by
request to Salesforce support). The maximum length of the text value is 255 characters.
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For encrypted text, you can set a maximum length of up to
/o 175 characters.

Encrypted fields are encrypted with 128-bit master keys and use the AES (Advanced
Encryption Standard) algorithm.

Encrypted text activation is available by request to
— Salesforce customer support.
Text Area

The Text Area field allows users to enter alphanumeric characters on separate lines.
The maximum length of the text value is 255 characters and a warning is displayed
when the number is about to be reached (as shown before).

Text Area (Long)

The Text Area (Long) provides for the storage of up to 32,000 characters that display
on separate lines similar to a Text Area field. However you can specify a lower
maximum length of this field type from between 256 and 32,000 characters.

Every time you press Enter within a long text area field, a line
% break, and a return character are added to the text. These two
’ characters count towards the 32,000 character limit.

This data type is not available for activities or products on opportunities. Only the
first 254 characters in a rich-text area or a long-text area is displayed in a report.

Text Area (Rich)

Using the Text Area (Rich) data type your users are provided with text field with
an embedded toolbar. This toolbar allows for the simple formatting the text and
provides for the adding of images and URL web links.

The maximum size for uploaded images is 1MB and only
" GIF, JPEG, and PNG file types are currently supported.
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Also, the toolbar allows your users to undo, redo, bold, italicize, underline,
strike-out, add a hyperlink, upload or link to an image, and add a numbered
or non-numbered list.

The maximum field size is 32,000 characters, which is inclusive of all the formatting
and HTML tags and only the first 254 characters in a rich text area or a long text area
will be displayed in a report.

URL

The URL field allows users to enter a web link. When the web link is clicked the
Salesforce CRM application opens a new browser window to show the web page.

, The URL field can store up to 255 characters. However, only the
= first 50 characters are displayed on the record detail pages.

Useful tip for users when entering value in currency or

Wl numbers fields

~ Whenever your users enter values into either a currency amount
or a number field, they can use the shortcuts k, m, or b to indicate
thousands, millions, or billions. For example, when you enter 7k
it displays as 7,000.

Building formulas

Custom formula fields require additional settings as specified by the Salesforce CRM
application, which are carried out using the following actions and steps:

1. Create the Formula field.
2. Choose the data type for the formula based on the output of the calculation.

3. Enter the number of decimal places for currency, number, or percent
data types.

The number of decimal places setting is ignored for currency
fields in multicurrency organizations. Instead, the decimal
places for your currency setting apply. Salesforce uses the round
"~ half up tie-breaking rule for numbers in formula fields. For
example, 12.345 becomes 12.35 and —12.345 becomes —12.34.

4. Click Next to display the formula creation screen.
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Basic formula

To create a basic formula that passes specific Salesforce data, select the Simple
Formula tab, choose the field type in the Select Field Type drop-down list, and
choose one of the fields listed in the Insert Field drop-down list.

To insert an operator, choose the appropriate operator icon from the Insert Operator
drop-down list.

Advanced formula

The basic formula feature is quite restricted and you will likely seek to create
more complicated formulas which can be performed by selecting the Advanced
Formula tab.

Within this tab, click on Insert Field, choose a field, and then click on Insert.

You can now include merge fields along with advanced operators as well as
functions, which are pre-built Salesforce CRM formulas that you can invoke
and pass your input values.

\l Function description and example usage

Select a function and click Help on this function to view a
description and examples of formulas using that function.

Click Check Syntax to check your formula for errors.
Enter a description of the formula in the Description box.

If your formula references any number, currency, or percent fields, choose an
option for handling blank fields. To give any blank fields a zero value, choose
Treat blank fields as zeros. To leave these fields blank, choose Treat blank
fields as blanks.

Click Next.

5. Set the field-level security to determine whether the field should be visible
for specific profiles or not, and click Next.

6. Choose the page layouts that should display the field. The field is added
as the last field in the first two-column section on the page layout. For user
custom fields, the field is automatically added to the bottom of the user
detail page.
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Formula fields are automatically calculated, therefore they are
% not visible on edit pages and are read-only on record detail
’ pages. Formula fields do not update last modified date fields.

7. Click Save to finish or Save & New to create more custom fields.

Formula fields have character and byte size limits and cannot
o contain more than 3,900 characters.

Building formulas best practices

Some best practices and methods to improve the creation and maintenance of
formula fields are as follows:
e Formatting with carriage returns and spacing

* Commenting

Formatting with carriage returns and spacing
* Consider the following formula:

Sales Tax (Percent) =

IF( TEXT (Account.Market_ c¢) = "US", IF(TEXT(Account.State_c) =
"California", 0.0925, IF(TEXT(Account.State c)= "Nevada", 0.081,
IF (TEXT (Account.State_ c¢) = "Utah", 0.0835, 0) )) , 0)

To improve the readability of formula fields, you can add spacing and carriage
returns. The preceding formula can be made far easier to understand simply by
adding spaces and carriage returns as follows:

Sales Tax (Percent) =
IF( TEXT (Account.Market c) = "US",
IF (TEXT (Account.State c) "California", 0.0925,
IF (TEXT (Account.State c)= "Nevada", 0.081,
IF (TEXT (Account.State c¢) = "Utah", 0.0835, 0) ))
, 0)

Commenting

Salesforce CRM allows you to put comments in your formulas. These are sections
of text that are not run as part of the formula and are typically used to make notes
about the formula code especially if it is particularly complicated. Comments must
start with a forward slash followed by an asterisk (/*), and finish with an asterisk
followed by a forward slash (*/).
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Comments are useful for explaining specific parts of a formula to other system
administrators viewing the formula definition. For example:

Sales Tax (Percent) =
/* value only set for US opportunities */

IF( TEXT (Account.Market c) = "US",
/* Check for the US State of the Account record and set accordingly */
IF (TEXT (Account.State c¢) = "Califormnia", 0.0925,
IF (TEXT (Account.State c)= "Nevada", 0.081,
IF (TEXT (Account.State c¢) = "Utah", 0.0835, 0) ))
)
, 0)

By carefully using comments to prevent parts of the formula from being activated
allows you to test and verify the syntax as you construct and iron out bugs in the
formula. However, if you try to comment out the entire formula a syntax error is
shown. You will also experience a syntax error if you try to place comments within
other comments because this is not supported in the Salesforce CRM application.

/* /* comment */ */

Including comments and formatting with carriage returns and
spacing adds to the number of characters used and so count
g against the character and byte size limits.

Building formula text and compiled character
size limits
There is a text character and byte size limit of 3,900 characters and 5,000 characters

for the compiled characters for formulas.

When this limit is reached, you will be unable to save the formula field and will be
presented with the following error:

Compiled formula is too big to execute (7,085 characters). Maximum size is
5,000 characters.

It is common to encounter these limits when building complicated formula field
calculations and particularly so when building formula that reference other formula
fields. While there is no way to increase this limit, there are some methods to help
avoid and workaround these limitations as follows:

e Use the cask function for branch conditions
* Use Algebra
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For formulas that use multiple branch conditions to derive the values, as in

the preceding example formula, the check if the market is Us and the state is
California, Nevada, or Utah, you can replace the nested IF statements and instead
use the CASE statement.

Nested IF statements often result in larger compiled sizes where the IF function is
used multiple times as in our example:

IF (TEXT (Account.State c¢) = "Califormnia", 0.0925,
IF (TEXT (Account.State c)= "Nevada", 0.081,
IF (TEXT (Account.State c¢) = "Utah", 0.0835, 0) ))

Using the CASE statement can provide better logic and often results in a smaller
compiled size for the formula.

IF( TEXT (Account.Market c) = "US",
CASE (Account.State ¢,
"California", 0.0925,
"Nevada", 0.0685,
"Utah", 0.0475, 0) ,
0)

Using algebra

The compiled size of formula fields increases as you increase the number of fields
that are referenced. This is compounded when you are referencing fields which are
themselves formula fields. A way to reduce the overall size is to use algebra to avoid
the need to reference fields, wherever possible. The following example shows how
the Sales Tax field is used several times:

Total Price =
(Item Price c + (Item Price c * Sales Tax c)) +
(Support Price c¢ + (Support Price c¢ * Sales Tax c))

To reduce the compiled size, use simple algebra to avoid calling the sales Tax,
for example:

Total Price =
(Item Price c * (1 + Sales Tax «c)) +
(Support Price c¢ * (1 + Sales Tax c))
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Formula field size limits workarounds

There may be situations where the logic that is required for a formula is simply too
complex for the current size limitations in formula fields. The proven methods to
overcome this are to implement a solution using either of the following;:

*  Workflow field updates
* Apex trigger update

There are two ways in which workflow field updates can help to provide the formula
logic workaround. Firstly, larger and more complex formulas can be saved using the

formula building function within the workflow mechanism. Secondly, this approach

also serves to decompose large formula logic into smaller functions of resulting data.
For example, you could create simple formulas that gets the data fed from fields that

have been updated by multiple workflow field updates.

Workflows are covered in detail later in this book, however, the general approach
for implementing a workflow field update to provide a solution to the formula
field limit is to:

* Create a non-formula field on the object such as a currency or number
field in place of the desired formula field. Administrators often identify
this field with a suffix to indicate it is a workflow field for example, Total
Price (workflow). This field is then set as read-only on page layouts as
the field can be considered a system field as it should not be available for
manual updating.

* Create a workflow rule that will always fire.

* Create a field update with an appropriate formula to update the workflow
field; Total Price (workflow) in our preceding example.

Any subsequent formulas can reference the populated field. The disadvantages to
this workaround is that creating many workflows can add to the complexity of the
application and eventually may eventually introduce performance issues. Also,
whenever an object has multiple complex workflows assigned, the order in which
the workflows are evaluated cannot always be guaranteed, which if not properly
maintained, can lead to subtle data discrepancies.

Custom field governance

Controlling the creation of fields is necessary to avoid adding unnecessary new
fields in Salesforce. Without appropriate field creation governance, there is a risk
of producing an application with a complex data structure that provides a poor
user experience.
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This issue can often be observed due to the ease of creating new custom fields,
however, there are other causes such as:

* Configuring spontaneous responses to end-user field creation requests
without gathering full requirements

* Lack of specification or understanding of reporting requirements for
field usage

* Creation of fields that are too specific for common uses, thus driving the need
to create ever more fields

* Lack of knowledge or awareness of existing fields that could be used rather
than creating from new

As the number of unnecessary fields increase, users will find it ever more difficult to
enter the correct data into the correct fields. Therefore, the amount of entered data is
reduced along with users' satisfaction because the application requires more effort to
work with. It is all too easy for your users to become dissatisfied and this can lead

to less usage overall and hence poor data quality due to a lack of user participation.

Addressing the issue

Create new fields with care because as each new custom field is added, your
application structure increases in complexity. As the system administrator, you are
responsible for knowing which fields are used, where they appear on Page Layouts,
and which fields are required for reporting.

If the benefits and long-term use for a new field cannot be easily understood, it is
unlikely to be of much use. One method to help determine its use is to consider
where and how the proposed new field would be used in a report. If it is never
going to be reported, it may be worth querying its purpose and value. The following
considerations can be made when creating new fields:

More generic field names

Try to make your field names more generic so that they can serve multiple purposes.
In some situations, different business units share objects but track different
information. Although they may have different requirements, they can often share
fields. Here you need to be proactive, forward-thinking, and reach out to the
business and propose fields that can be used across multiple business units.
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Field history tracking

Often there are unnecessary date fields used to track milestones or data processing
dates. With native field history tracking, these milestones can be tracked and
reported without the need to always create new fields.

Milestone objects

Create milestone objects and related lists to avoid hard-coding date fields on
arecord. For example, avoid creating fields to track dated historical financial
information within an object. Here you may have to create redundant fields for
each year. For example, 2011 Budgets, 2012 Budgets, and so on. Instead, create an
Financials object with one set of fields and a corresponding date field where you
can create a new record each year. This can result in fewer fields and far better
display and reporting.

Chatter

Consider the use of Chatter to eliminate unnecessary fields. Often text area boxes are
used to track conversation flow such as support comments, internal review, and so
on. These may be no longer be necessary after Chatter is established.

Page layouts

Page layouts are used to organize the display of fields, custom links, and related
lists on an object detail or edit page. They are used to establish unique layouts for
different business scenarios.

The displayed fields within a related list are controlled by the page layout; the name
of the related list is determined by the lookup/master-detail relationship on the
related object.
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Page layouts are comprised of sections and within each section the user interface can
be set to make a field required or read only as shown in the following screenshot:
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In the corresponding Account Edit page the read-only fields are displayed with no
edit capabilities.

You can combine page layouts and field-level security to make the lowest possible
permission. For example, a hidden field (field-level permission) will never display
regardless of page layout. Likewise, a field marked Always require a value in this
field to save a record will always be required on the page layout.

Page layouts allow you to create and organize sections on a page and to show or hide
fields within sections.

Hidden fields may still be accessible elsewhere in the application.
% Use field-level security to restrict all possible means of accessing
"~ afield.

Creating and modifying a page layout

To create or modify a page layout, follow the path Your Name | Setup | App Setup
| Customize, select the appropriate object and click Page Layouts. In the Page
Layouts page, you can either click the New button or choose the existing page
layout to modify and click Edit as shown:

Account Page Layout

This page allows you to create different page layouts to display Account data.
After creating page layouts, click the Page Layout Assignment button to control which page layou

Account Page Layouts {liew |Page Layout Assignment
Action Page Layout Name Created By
Edit| Del  Account (Marketing) Layout Paul Goodey, 19/12/2009 13:01
Edit| Del  Account (Sales) Layout Paul Goodey, 19/12/2009 13:01
Edit | Del  Account (Support) Layout Paul Goodey, 19/12/2009 13:01
Cait | Dal  Arcaunt | st Panl Cnndey 104202000 17201

When clicking the New button, you can optionally choose an existing layout to copy.

Create a page layout based on an existing page layout

\1 In the enhanced page-layout editor, select an existing page layout
~ from the list of page layouts, then click Save As to create a copy of
the layout.

In the original page-layout editor, select an existing page layout
from the list of page layouts, then click the Clone button.
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Enter a name for the new page layout and finally click Save.

You can set different page layouts for profiles and different page layouts for
record types

Record types

Record Types are a feature of Salesforce CRM to allow you to provide different
sets of object picklists, different page layouts, and custom business processes to
specific users based on their profile. Record types can be used in various ways,
for example:

* Create record types for opportunities to differentiate your internal sales deals
from your field sales deals and show different fields and picklist values

* Create record types for leads to display different page layouts for your
tele-sales leads versus your internal sales prospecting functions.

To create a record type:

The record type called Master is always set for every object and contains all the
picklist and process options. It is not, however, listed under the record types list
and it can be assigned as a record type for a profile, provided it is the only assigned
record type for that profile.

Since each record type is assigned to one page layout type per profile, the numbers
of page assignments can easily increase. So this means, if you have two custom
record types for an account and five profiles, you will have fifteen page assignments
(fivextwo for each custom record type, and five for the Master record type).

Selectable record types are assigned per profile and field-level security is configured
separately for each record type. Consider the following when creating a record type:
*  Which record types are associated with the current profile?
* If more than one record type, prompt user for record-type selection

* If only one, select that record type without prompting (this would be set
as default)

* Based upon record type and profile, assign appropriate page layout

* Based upon record type, assign the appropriate process and picklist values
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By associating different record types to different page layouts, fields and picklist
values you can formulate a set of object-specific processes and in Salesforce CRM the
following are available:

* The Lead process using the Lead object which is governed by the Status field
which is configured to be open, closed, and so on.

* The Sales process which uses the Opportunity object and the fields Stage
field (set to be won, lost etc.) plus the Amount and Probability fields.

* The Support process which uses the Case object and is controlled by the Case
Status field which may be set to open, closed, and so on.

* The Solutions process which used the Solution object and and the fields
Status which are set to be draft, deployed,and so on

Example: Your sales team creates an opportunity that represents a sales deal. Your
sales support team then up sells on this deal. You can then create two sales processes
with two different record types and two different page layouts: Sales and Support.

You would want to create a lookup relationship from opportunity to opportunity,
and only require or display this relationship for the support team profile.

You would also be able to configure the sharing rules so that they could not modify
each other's opportunities. This is covered in detail in Chapter 4, Data Management.

Related lists

Related lists display on the lower portion of the object detail page to display the
related record details. Related lists show the object records that are associated
with that record.

From a related list, you can:
* Click the object record name to view detailed information
* Click Edit or Del to edit or delete the object record
* Click New to create a new object record that is associated with the record you
are viewing

To define if an object can be related to another type of record, you would use either a
master-detail or a lookup relationship.
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Here we show how editing a page layout for the account object enables the

arrangement and configuration

of any related list:

Save ¥ || Quick Save | Preview As.. ¥ | Cancel £ Undo || A

Fields
Buttons

Custom Links
Visualforce Pages
Custom S-Controls
Related Lists

Q, Quick Find | Related List Name

| Account Last Views || Assets

Activity History Cases

Activity Tracker Contact Roles
Approwal History Contacts

x %

Contacts

Sarah Sa

Contact Name Title

New || Merg|

mple Sample Title

* %

Opportunities New
Opportunity Hame
Sample Opportunity Mame

The following screen shows the results of changing the related lists in the page
layout editor screen when navigating to the Account detail page:

Edit | | Delete | | Include Offline

.’ | Contacts

Action Contact Hame
Edit| Del John Smith

New Contact | | Merge Contacts

Title

(2 Opportunities

Action Opportunity Name
Edit| Del Qpportunity Y

New Opportunity

Stage
Prospecting
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List views

When you click on a tab, for example the Accounts tab, you will be shown the My
Accounts in that view. This is termed as a list view and can be seen as shown in the

following screenshot:
Contacts Opportunities  Forecast

L @ You can click the Open Calendar link below to
create events associated with the records. He

‘r My Accounts [~]

Create Mew View | Edit| Delete | Refresh

[ action Account Name + Account Sit
[C] Edit| Del CompanyX

Other list views can be selected from the picklist:

Contacts Opportunities Forecasts

| . @ You can clickthe Open Calendar link below to disg
create events associated with the records. Mew!

‘r My Accounts - Ne
All Accounts
John Smith Accounts

New Last Week ;
) A% N ew This Week Stte
[C] EdiPlatinum and Gold SLA Customers
Recently Viewed Accounts
I Region B0
UK

You can modify existing views and define which columns and buttons (including
both standard and custom buttons) are to be displayed. You can click New to create

new views:
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Accounts

“ Create New View

Save | |Cancel

Step 1. Enter View Name

View Name: ||

View Unique Hame: I

Step 2. Specify Filter Criteria

Filter By Owner:
@ All Accounts

O My Accounts

Filter By Additional Fields (Optional):

Field Operator Value
-Mone— E -~None- E
—MNone— |Z| —Mone—- |Z|
—MNone— E —MNaone—- E
-MNone— |Z| ~None— |Z|
-Mone— |Z| ~None— |Z|

Add Filter Logic...
Step 3. Select Fields to Display
Available Fields Selected Fields

Billing Street Account Name
Billing City |_| Account Site

»

The following applies to list views:

* Every object in Salesforce CRM that is associated with a tab automatically
has at least one list view and if there is no tab set up for the object then there
would be no corresponding list view.

* List views can be modified by assigning filter criteria to control which
records are returned for the object affected.

» List views can be set up to be seen and accessed you just yourself or you can
set it to be accessed by certain roles and groups of individuals.
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* List view have a print feature that can be used by you and your users. To
print from a list view click the printable view button located at the top right
of the page as shown next:

M Contacts Opportunities Forecasts Contracts Cases Sol
All Accounts ~ Edit| Delete | Create New View
f&® Chatter =l } ]
New Account | |} =
A|B|C|D|E[F|GH|I|J|KIL|M|N|O[P|Q|R|S|T|U|V|W|X|Y|Z)|Other ANl ‘
|:| Action Account Name T Account Site Billing State/Province Phone
B Edit| Del| & Burlington Texiles Co NC (336)222 ~
[C] Edit|Del] €& Dickensan plc KS (785) 241
[C] Edit|Del] € Edge Communication T (512) 757,
] Edit| Del| & Express Logistics anc OR (503) 421
[[] Edit| Del] € GenePoint CA (650) 867
[C] Edit|Del] € Grand Hotels & Resor IL (312) 596/ =
[C] Edit|Del] € Pyramid Construction (014) 427
O Edit|Del| @ sForce CA [415) 901
[C] Edit|Del| € United Oil & Gas Corp NY (212) 842
B Edit| Del| & United Oil & Gas, Sinc Singapore (650) 450
[C] Edit|Del| & United Oil & Gas UK UK +44 1914
|7| Editl Dell & Unlverslt:'rofAr\Zona AZ fSED\?TF 34
1-12 0f 12 =| 0 Selected | Page 1 of1

» Printable list-views need to be enabled organization-wide for the print
feature to be available. See user interface settings in Chapter 1,, Getting
Started with the Salesforce CRM Application:Organization Administration.

Summary

In this chapter, we described the ways in which the data structure and user interface
features can be configured within Salesforce CRM.

We looked at how object and records information can be accessed and at the
mechanisms for managing the methods that users view this information using
views and page layouts.

We were shown how these record structures and user interfaces are controlled
by the profile and the wider picture for the way configuration of these concepts
are applied for users.

We discussed some techniques to help govern the way the configuration and creation
of fields can be carried out and some common pitfalls to try to avoid.

In the next chapter, we will look in detail at the mechanisms for controlling access
to data records and the features that provide data management and record sharing.
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