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Safe Harbor Statement

The following is intended to outline our general product direction. It is intended for
Information purposes only, and may not be incorporated into any contract. It is not a
commitment to deliver any material, code, or functionality, and should not be relied upo
In making purchasing decisions. The development, release, and timing of any features
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Agenda

A Scope

A Things to be aware of: Site
Administration

A Submitting Service Requests for
faster resolution

A What to expect from support and
how to provide us feedback
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Policies,
Procedures, and
Bears oh my

Support Scope
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Support ScopeSelf Service Solution

Almplementation help
I Launch Pad: Free training
I Knowledge Base (KB)
I Community: Free advice
I Consulting for fee (Oracle or Partner)

AMaintaining /troubleshooting the site, your workstations and network
I You the customer (unless you outsourced)

ADefect investigation, our network, hosting infrastructure, our ISPs and
sometimes yours, documentation errors, help enabling features you cann
do throughConfigurationAssistant

I Technical Support
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Things to be aware of. Sifgministration

AAuto-update
I End of Life

AMaintenance and Maintenance Packs

AData Management
I Configuration settings

ASessions and User Seat charges
ACustomizations
AAIl the questions and data we ask for from you
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Auto-update and Enaf Life(EOL)

AKeeps you up to date with the latest features and security updates
I New customers are automatically enrolled for the auto update program

AYou can test the new version on your test sitee week prior to production
release

I Search updates in the KB for the service cloud solution you use

APrevents end of life iSSUGrStb:// communities.rightnow.com/posts/c0a75eld6¢

| Sites thatgo EOL are not eligible for Service Level Target (SLT) service, defect fixes
security updates

iI¢CKSNE Aa | mModp @SIFNIgAYR2g (2 3IASO dzLi3
AUpdate guides fog K | te@ idtps:// cx.rightnow.com/app/answers/detail/a_id/5167
I Reading these is key to managing the site
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http://communities.rightnow.com/posts/c0a75e1d6c
https://cx.rightnow.com/app/answers/detail/a_id/5167

Maintenance and Maintenance Packs

AMaintenance occurs on thestland 3¢9 Friday of every month at 9PM Local
time of the data centehousingany ofyour cloudsolutions.

I Your maintenance cannot be moved or postponed.
AThis work is for the entire datacenter and hosted infrastructure (matant environment)

I FAQ and schedule for Maintenance
Ahttps:// cx.rightnow.com/app/answers/detail/a id/5722/kw/maintenance
Ahttps:// cx.rightnow.com/app/answers/detail/a id/9799/kw/maintenance

I During Maintenance Windows you may also receive maintenance packs (updates ftt
Oracle Service Cloud Solutions)

Ahttps:// cx.rightnow.com/app/answers/detail/a id/9013/kw/maintenance

I Generally no impact is expected from maintenance.

Alf impact is expected we post that information on VCIO.
I Typically that impact would be-5 minutes.
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Data Management and Administration

ADataManagement AData Lifecycle Management

I The production use (agents and I Review documentation for your release
customers interacting) can be impacted version
by the size and amount of data being Ahttps://cx.rightnow.com/app/answers/detail
stored In the site /a_id/5168

I The solution is not a data warehouse 1 Default set for archiving, yir after
Alf you have data retention requirements of incident is set to solved.

severalyears, I Purging default is disabled

I Look into moving data to a data warehouse
I Archive incidents for data management

ASet purging for incidents no longer required.
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Customizations/Code

AhN}Of § R2S2a
uKFUO ol a oN
. o the customizations
AWrite logs for any customizations you

do to help you troubleshoathem A To do a defect investigation we will need
logs and a hello world example and
access to code

A You may need additional contract or
time from partners or Oracle Consulting

A Fixing broken customizations would be if you used them to build the
the responsibility of the entity that customizations
built them

A You would want to build this into your
work with those groups
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All the Questionsand Datawe askfrom you

Alssues that pop up can be AWe do not have access to AWe need examples that

caused by: many of these things you are guestioning to
i Agent workstations ACKS a2t dzi A 2y "ESaEhWhgy fanspired
I Deployment methodology capture this data ASometimes we need

i Your network additional examples even

AYou know your

I

I

I ~ Ve ~ ~
. g - A C
| Our network implementation and how AT 85005 lalg
I 1SPs things are set up and how AWe need an owner on

i Our hosting infrastructure you expect them to work = your side for network and

I The solution and why (based on your workstation to work with

i Implementation Implementation) directly and provide

Information.
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Sessions and User Seat charges

ASessions AConcurrent Users ANamed Users
I Sessions are sold in bundles 1 isthe maximum daily I are the total count of
they are not charged number of staff members enabled staff accounts in a
individually logged in simultaneously on site
i Review your sessions often, a site. i Youcan create a custom
more often than once a I Thisincludes ALlsers report to list which staff
month iIncluding agents responding accounts are enabled in
A Review them after any to incidents, agents handling your site.Formore
customizationor Customer chat requests, managers information on creating a
Portal (CPyhange who are logged in and other custom staff report, refer
AIf you need help identifying staff members. to Answer ID 5199:
issues you have to submit Interpreting the attr' field in
within a 30 day window of the 'accounts' table
the event

A https:// cx.rightnow.com/app/answers/detail
/a id/10427/kw/sessions
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Answer IDs for sessions and user data

4057 ¢ what counts as a session,
what can impact a session

5103¢ decoding click streams table
for one session (within 30 days)

2120c¢ license compliance and user
Info
1042+ demystifying session usage
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Optimizing The Support Experience

ASearch the knowledgebase AUse Webinars
I More than 70%of the SRs we get are known I We provide webinars on items we notice are
guestions for which a detailed knowledge repeat issue
article exists i There are good pointers and help for
I Fastest route to answer your questions or help implementations and troubleshooting

troubleshoot an issue

A Only 2% of submitted SRs turn into a defect, most are in
documentation, answers or training

AUse Training AUse Documentation
I We offer beginning free training for our cloud I Searching the KB also brings up answers in
solutions on Launch Pad documentation
I For higher expertise there are more trainings I In the solution when implementing clicking on
available through Oracle University the [& in the upper right corner will take you

i All people working with the solution or to documentation on that area of the product

submitting SRs should be highly trained
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Launch Pad: Free training with your Platinum Support
https://learn.oracle.com/pls/web_prod-plg-dad/learn?p=HP:39618

& EBecOnline X | [ Course Description And Schedu!. X | [ (7) Linkedln X | B Bxecutive Education at Chicago ' X | [ Cloud Support Customer Experic X | G FY19 Staffing for Cloud Services X [@) Oracle LaunchPad | Oracle Clous X | + = | o
b
& C & hitpsy/learn.oracle.com/pls/web_prod-plq-dad/learn?p=HP: * ® 0 ® :
i1 Apps % Bookmarks [@) Conversations - Or @ The Coaches Train & Customer Services [S) Marketing Internal Imported From [E  [@) Support | RightNow  [@) Skills and Qualificatic Q) Oracle Corporation ' [@] CustomerFeedbacks: FZ Duty Manager » Other bookmarks
ORACLE —— Menu

Q

LaunchPad | Learn Dashboard Favorites (@ Live Events Guided Learning Community

© Points:0 Badges:0 | Marie |

Oracle LaunchPad

U
Search, Learn, Achieve!
Start Learning — =
Welcome to Oracle LaunchPad ® P = N\ ‘
3 )61 -
J \v) /
- /] J
N/

\

Learn by Cloud

Learn by your area of interest.
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Optimizing The Support Experience

Different ways to get the support you need

Oracle Service Clou
Support and
Development have
Invested heavily In

the knowledge base.

More than 70%of
the SRs we get are
knownquestionsfor
which a detailed
knowledge article
exists

ORACLE’

1 Search the Knowledg®

Base Search Find answers fast,

search theKnowledge Base
for a solution

Visitthe Communityand seek answers

from Oracle experts & industry peers
AUser Discussion Forum
Meveloper DiscussioRorum

2 Ask the Community

Unable to locate a solution? Submit a
Service RequeghroughQOracle Service
Cloud Support Portal

3 Service Request
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Things that Increase $Rsolution T
Aalse Start

ANot enough information in the SR to begin investigation
ARefusing tgrovide information
Anaiting to submit the SR
Arelling someone outside of support the issue or the
details of the issue

(0p)
Q

Aw {LISOAFTAO&a 6 ¢KS R
Ancorrect Severity
Ancorrectproductselected
Metailed information is missing

ncrease
time to

AEscalation
ASeeking to resolve the issue outside of Support
A ack of training or expertise
Awaiting too long to submit the SR
ANot the correct contact to provide information support
needs
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