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Agenda

• Views
– How data can be organized

• Queues
– How data can be processed  

• SLAs (Service Level Agreements) 
– Contracts applied to end-users

• Q&A



Views

• Ways to Hide Your Data
– Filters: fixed, run-time selectable and node

• Express Yourself
– Logical and color expressions

• Check Your Choices
– Initial search and auto refresh

• Layers of Data
– Drill-down views

• Determining Your Output
– Using functions, column definitions
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Fixed and Run-Time View Filters



Node Filter



Display Options and Color Expressions

IF(date_diff(sysdate(),incidents.rel_due)>28800 & 
(incidents.status_type='Unresolved' | 
incidents.status_type='waiting'),'green',

IF(date_diff(sysdate(),incidents.rel_due)>14400 & 
(incidents.status_type='Unresolved' | 
incidents.status_type='waiting'),‘blue',

IF(date_diff(sysdate(),incidents.rel_due)> 7200 & 
(incidents.status_type='Unresolved' | 
incidents.status_type='waiting'),'red','default')))

If the difference between the system date and due date 
is greater than 8 hours and incident status type equals 
Unresolved or Waiting, then turn the incident green. 
Applies blue for 4 hours and red for 2 hours. 



Display Options and Color Expressions



Display Options and Color Expressions



Function Usage in Views



Function Usage in Views



Queues

• Types of Queues
– Round robin and default

• Handling the Workload
– Pull quantity 
– Pull Policies – Manual, First Due, and Strict Priority
– Inbox limit

• Queue Statistics
– Warning and critical levels
– Session Console
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Creating and Defining Usage of 
Queues



Queue Statistics on the Session 
Console

CSRs – Agents currently logged into 
the system associated with the 
indicated queue

Unassigned – Unresolved incidents 
not yet assigned in that queue

Assigned – Unresolved incidents that 
are assigned in that queue

Earliest Due – When the next incident 
will be due per the response interval

Arrival – Incidents that have arrived in 
the specified time window

Service – Incidents either resolved or 
moved to another queue within the 
specified time window

Net Trend – Difference between 
Arrival and Service statistics



SLAs – Service Level Agreements

• The 5 Ws

– Who – Which organization/contact gets them? How do you 
associate SLAs?

– What – Types of SLAs (entitlement, access points, response 
requirements)

– Where – In what areas of the product are SLAs visible 
(assigning, viewing)?

– When – Active dates and expiration dates

– Why – What affect does this have on your organization?
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Defining an SLA



Granting New or Previewing Issued 
SLAs



Service Level II Workshops

RightNow Service 7.5 Level II Workshop

Princeton, New Jersey
September 26th, 2006 8:30 am to September 29th, 
2006 4:30 pm 

San Mateo, California
December 05th, 2006 8:30 am to December 08th, 2006 
4:30 pm



Q&A

• Questions?
• Additional information

– Ask the Experts
– Product booths
– Professional Services Training
– http://rightnow.custhelp.com
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