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Optimizing the Support Experience
How to reduce time and stress
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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 upon 
in making purchasing decisions. The development, release, and timing of any features or 
ŦǳƴŎǘƛƻƴŀƭƛǘȅ ŘŜǎŎǊƛōŜŘ ŦƻǊ hǊŀŎƭŜΩǎ ǇǊƻŘǳŎǘǎ ǊŜƳŀƛƴǎ ŀǘ ǘƘŜ ǎƻƭŜ ŘƛǎŎǊŜǘƛƻƴ ƻŦ hǊŀŎƭŜΦ
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Agenda
ÅScope

ÅThings to be aware of: Site 
Administration

ÅSubmitting Service Requests for 
faster resolution

ÅWhat 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 Scope- Self Service Solution

ÅImplementation help

ïLaunch Pad: Free training

ïKnowledge Base (KB)

ïCommunity: Free advice

ïConsulting for fee (Oracle or Partner)

ÅMaintaining /troubleshooting the site, your workstations and network

ïYou the customer (unless you outsourced)

ÅDefect investigation, our network, hosting infrastructure, our ISPs and 
sometimes yours, documentation errors, help enabling features you cannot 
do through Configuration Assistant
ïTechnical Support
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Things to be aware of: Site Administration
ÅAuto-update

ïEnd of Life

ÅMaintenance and Maintenance Packs

ÅData Management

ïConfiguration settings

ÅSessions and User Seat charges

ÅCustomizations

ÅAll the questions and data we ask for from you
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Auto-update and End of Life (EOL)

ÅKeeps you up to date with the latest features and security updates

ïNew customers are automatically enrolled for the auto update program

ÅYou can test the new version on your test siteone week prior to production 
release

ïSearch updates in the KB for the service cloud solution you use

ÅPrevents end of life issues: http:// communities.rightnow.com/posts/c0a75e1d6c

ïSites that go EOL are not eligible for Service Level Target (SLT) service, defect fixes, or 
security updates

ï¢ƘŜǊŜ ƛǎ ŀ мΦр ȅŜŀǊ ǿƛƴŘƻǿ ǘƻ ƎŜǘ ǳǇƎǊŀŘŜŘΣ ŘƻƴΩǘ ǿŀƛǘ ǳƴǘƛƭ ǘƘŜ ƭŀǎǘ ƳƛƴǳǘŜ

ÅUpdate guides for ǿƘŀǘΩǎ new https:// cx.rightnow.com/app/answers/detail/a_id/5167

ïReading these is key to managing the site
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Maintenance and Maintenance Packs

ÅMaintenance occurs on the 1st and 3rd Friday of every month at 9PM Local 
time of the data center housing any of your cloud solutions.  

ïYour maintenance cannot be moved or postponed.  
ÅThis work is for the entire datacenter and hosted infrastructure (multi-tenant environment)

ïFAQ and schedule for Maintenance
Åhttps:// cx.rightnow.com/app/answers/detail/a_id/5722/kw/maintenance

Åhttps:// cx.rightnow.com/app/answers/detail/a_id/9799/kw/maintenance

ïDuring Maintenance Windows you may also receive maintenance packs (updates to 
Oracle Service Cloud Solutions)
Åhttps:// cx.rightnow.com/app/answers/detail/a_id/9013/kw/maintenance

ïGenerally no impact is expected from maintenance.  
ÅIf impact is expected we post that information on VCIO. 

ïTypically that impact would be 5-15 minutes.
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ÅData Management

ïThe production use (agents and 
customers interacting) can be impacted 
by the size and amount of data being 
stored in the site

ïThe solution is not a data warehouse
ÅIf you have data retention requirements of 

several years, 

ïLook into moving data to a data warehouse

ïArchive incidents for data management

ÅSet purging for incidents no longer required.

ÅData Lifecycle Management

ïReview documentation for your release 
version
Åhttps://cx.rightnow.com/app/answers/detail

/a_id/5168

ïDefault set for archiving, 1 yr after 
incident is set to solved.

ïPurging default is disabled
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ÅWrite logs for any customizations you 
do to help you troubleshoot them

ÅhǊŀŎƭŜ ŘƻŜǎƴΩǘ ƘŀǾŜ ŀŎŎŜǎǎ ǘƻ ǘƘŜ ŎƻŘŜ 
ǘƘŀǘ ǿŀǎ ǿǊƛǘǘŜƴ ŀƴŘ ǿŜ ŀǊŜƴΩǘ ƭƻƎƎƛƴƎ 
the customizations

Å To do a defect investigation we will need 
logs and a hello world example and 
access to code

Å Fixing broken customizations would be 
the responsibility of the entity that 
built them

Å You may need additional contract or 
time from partners or Oracle Consulting 
if you used them to build the 
customizations

Å You would want to build this into your 
work with those groups

Customizations/Code
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ÅIssues that pop up can be 
caused by:

ïAgent workstations

ïDeployment methodology

ïYour network

ïOur network

ïISPs

ïOur hosting infrastructure

ïThe solution

ïImplementation

ÅWe do not have access to 
many of these things

Å¢ƘŜ ǎƻƭǳǘƛƻƴ ŘƻŜǎƴΩǘ 
capture this data

ÅYou know your 
implementation and how 
things are set up and how 
you expect them to work 
and why (based on your 
implementation)
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ÅWe need examples that 
you are questioning to 
research what transpired 

ÅSometimes we need 
additional examples even 
ƛŦ ǿŜΩǾŜ ŀǎƪŜŘ ōŜŦƻǊŜ

ÅWe need an owner on 
your side for network and 
workstation to work with 
directly and provide 
information.

All the Questions and Data we ask from you
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ÅSessions

ïSessions are sold in bundles 
they are not charged 
individually

ïReview your sessions often, 
more often than once a 
month

ÅReview them after any 
customizationor Customer 
Portal (CP) change

ÅIf you need help identifying 
issues you have to submit 
within a 30 day window of 
the event

Å https:// cx.rightnow.com/app/answers/detail
/a_id/10427/kw/sessions

ÅConcurrent Users

ïis the maximum daily 
number of staff members 
logged in simultaneously on 
a site. 

ïThis includes ALLusers, 
including agents responding 
to incidents, agents handling 
chat requests, managers 
who are logged in and other 
staff members.
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ÅNamed Users

ïare the total count of 
enabled staff accounts in a 
site

ïYou can create a custom 
report to list which staff 
accounts are enabled in 
your site. For more 
information on creating a 
custom staff report, refer 
to Answer ID 5199: 
Interpreting the 'attr' field in 
the 'accounts' table.

Sessions and User Seat charges

https://cx.rightnow.com/app/answers/detail/a_id/10427/kw/sessions
https://cx.rightnow.com/app/answers/detail/a_id/5199
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Å4057 ςwhat counts as a session, 
what can impact a session

Å5103 ςdecoding click streams table 
for one session (within 30 days)

Å2120 ςlicense compliance and user 
info

Å10427- demystifying session usage

Answer IDs for sessions and user data



Copyright © 2017,Oracle and/or its affiliates. All rights reserved.  |

Optimizing the Support Experience
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ÅSearch the knowledgebase

ïMore than 70% of the SRs we get are known 
questions for which a detailed knowledge 
article exists

ïFastest route to answer your questions or help 
troubleshoot an issue
ÅOnly 2% of submitted SRs turn into a defect, most are in 

documentation, answers or training

ÅUse Webinars

ïWe provide webinars on items we notice are 
repeat issue

ïThere are good pointers and help for 
implementations and troubleshooting
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ÅUse Training

ïWe offer beginning free training for our cloud 
solutions on Launch Pad

ïFor higher expertise there are more trainings 
available through Oracle University

ïAll people working with the solution or 
submitting SRs should be highly trained

ÅUse Documentation

ïSearching the KB also brings up answers in 
documentation

ïIn the solution when implementing clicking on 
the       in the upper right corner will take you 
to documentation on that area of the product

Optimizing The Support Experience
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Launch Pad: Free training with your Platinum Support
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Visit the Community and seek answers 
from Oracle experts & industry peers 

ÅUser Discussion Forum
ÅDeveloper Discussion Forum

Unable to locate  a solution?  Submit a 
Service Request through Oracle Service 
Cloud Support Portal

Search - Find answers fast, 
search the Knowledge Base
for a solution 

3 Service Request

2 Ask the Community

1 Search the  Knowledge 
Base

Optimizing The Support Experience
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Oracle Service Cloud 
Support and 
Development have 
invested heavily in 
the knowledge base. 
More than 70% of 
the SRs we get are 
known questions for 
which a detailed 
knowledge article 
exists

Different ways to get the support you need

http://communities.rightnow.com/groups/eedd6685ae/summary
http://communities.rightnow.com/groups/bef552360b/summary
https://cx.rightnow.com/app/answers/list
https://cx.rightnow.com/app/answers/list
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Submitting Service Requests
Getting faster resolution time
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False Start

SR SpecificsEscalation

Things that Increase SR Resolution Time
ÅFalse Start

ÅNot enough information in the SR to begin investigation
ÅRefusing to provide information
ÅWaiting to submit the SR
ÅTelling someone outside of support the issue or the 
details of the issue

Å{w {ǇŜŎƛŦƛŎǎ ό ¢ƘŜ ŘŜǾƛƭΩǎ ƛƴ ǘƘŜ ŘŜǘŀƛƭǎύ
ÅIncorrect Severity
ÅIncorrect product selected
ÅDetailed information is missing

ÅEscalation
ÅSeeking to resolve the issue outside of Support
ÅLack of training or expertise
ÅWaiting too long to submit the SR
ÅNot the correct contact to provide information support 
needs

Increased 
time to 
Resolve




