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Agenda

e Views
— How data can be organized

e Queues
— How data can be processed

e SLAs (Service Level Agreements)
— Contracts applied to end-users

e Q&A




Views

e Ways to Hide Your Data
— Filters: fixed, run-time selectable and node
e EXpress Yourself
— Logical and color expressions
e Check Your Choices
— Initial search and auto refresh
e Layers of Data
— Drill-down views
e Determining Your Output
— Using functions, column definitions




RightNow Support Console

DEMO




Fixed and Run-Time View Filters

Support Console View - Edit |

* Name

KMy Incidents | Owner: Administrator

Data Set || Dutput || Permissions |

Table Instances

| Fixe: ways applied and cannot be changed at run-time

Name Expression 1 Operator | T | Expression 2 *Q |
incidentz.as=gn_acct_id in list [ Logged In

\ —

Fixed filters cannot be changed

asegn_ac.. |

electable Filters (values can be chal at run-time)

Hame Exprez=zion Cper... | Value Prompt e
zearch_t... | incidents.search_...| = \ *
status_id incidents.gtatus_id | in list Any LF
created incidents.created betwe...| Any to Any v i
updated incidents.updated betwe...| Any to Any i
oUrce incidentz.zource in list Any ik
email contacts.email = /
last name | contactz.last name / Fy

Logical Expressi
| A

Initial Search ‘ i
[ Auto Refresh Run-time selectable can have

defaults and can be altered
during a search




Node Filter

Support Console View - Edit

| Owner: Willie Eide

= Name| Status Summation By Category

Data Set Output || Permissions |

DUtt Ceveis | Lewvel Hame | Unresalved Level |
= [l Levels
&[] Top Cat Drill-down filter | incidents.cat_ivI1 ]
i Output Drill-down link | sum(if (incidents.status_type=1, 1, 03} =]
E: Result Grouping
Nod
Name Expression 1 Operator | f; | Expression 2 42
tvpe incidents.status_type in list [ Unresolved
Result Grouping
~£1] Result Ordering
I'_—'ID Waiting Level
i Qutput
Resuit Grouping Node filters provide levels of
(E1 Result Ordering data segmentation
I'_—'ID Solved Lewvel ) i
] = Qutput Logical Expression
E= Result Grouping |

~~21] Result Ordering




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"' |
iIncidents.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

Support Console View - Edit

= plame | Incidents - Fiters and Expressions - winer: Administrator

Drata Sekt Ouktpuk || Permissions |

Cutput Levels

| Output Columns

= ﬁ Levels I:I ColumniFunction Calumn Wi Data Len... Column Heading L
EID Incident Count incidents ref_no W 100 px | Al b
225 oukput incidents subject [ 300 px | Al e
Result Grouping incident= rel_dues W 100 px | kA w A
£1) Result Ordering inciderts queus_id @ 00 px | &0 va
ElD Incident Details contacts full_name [ 100 px | &l Customer s

Zukpuk
Resulk Grouping
Resulk Ordering

Color Expression
IF(date_diff(sysdate) incidents rel_due)=25300 & (incidents status_type="Unresalved' | -
incidents status_type="waiting'),'green’,

IFidate_diff(sysdatel) incidents rel_due)=14400 & [inciderts status_type="Unresalved' |
incidents status_type="waiting"),'orange’,
IFidate diffisysdate)incidents.rel dusi= 7200 & (incidents . status type="Unresoalved' |

L




Display Options and Color Expressions

" Support Console {2006uckatelynmiler)

C? (Quick Search = b

Support Console

Incients - Fiters and Expressions -2

<L Refrest ), Seach 371

y Viewing Incidents - Fitters and Expressions -km2: Top Level > Unresolved

[Ax

AT TN RSN USY
ﬂNaw- @Edit \ XDalete- é;F‘rimv l@Furward (QPmpusa

Records Found: £4 y

Reference 2 7| Subject Dte Due (ueye Customer
1| 0029-000001 Biling. (1843072006 08.00 AM Tier One Hiatelym Millr
2 | (60329-000000 mable plans... (1873062006 0300 AM Tier One Hatetyn Wiler
3 D024-000000 (CTedt.. (1812512006 04:25 AM Tier One Hiatelym Millr
4/ DB0a17-000001 Wibet i & credt ind?... (13 812006 0729 AM Tier One Kiatelym Wit
5| 06015000000 Cirect Biling... (1841 312006 0414 P Tier One Hiatelym Millr
f | OG0T 26-000000 Complete (7A2712006 1032 AM Ay Sintes
T/ 00711000000 Complete (7 212006 1242 P Ay Sintes
§ | 060710000000 g} (7 042006 04:00 P Tier One
| DBO705-000000 Complete (TIOEI2006 11:20 AM Ay Sintes
A [ AC0EA0 ARAA00 " sl et OCATACAE 4048 (b4 Bl bmmmlnmur,

Fy
—




Function Usage in Views

Support Console View - Edit

& Name| Status Summation By Category | Owner: Wilie Eide

Dataset || output || Permissions | et e, —

Output Levels | tput Columns /
= ﬁ Levels (1 |_Column/Function ’ Column Wi... § Data Len... | Column Heading 4
=1 Top cat incidents. cat_vI1 ‘ 150 px Al L
sum(if (incidentz.status_type=1, 1, 0)) 150 px | NIA Unrezolved Type v i
Result Grouping sum(if (incidents.status_type=3, 1, 0)) l 150 px  |[HA Waiting for Customer i
| Result Ordering sum(if (incidents. status_type=2, 1, 0)) 150 px JHia Sohved i
=[] Unresolved Level count( incidents.i_id) 50 px J MiA Total &

Quiput

Result Grouping
L Result Ordering
EID Waiting Level
Qutput

Result Grouping
| Result Ordering
EID Solved Level

N Example of functions within

Result Grouping .
51} Result Ordering column definitions

Another example of
column display option

Color Expression




Function Usage in Views

? Cluick Search » m Statuz Summation By Category |a, Refresh 1 Search i Fil L] Mesy =
3, Viewing Status Summation By Category: Top Level
' Category Hierarchy | Unresolved Type | Waiting for Customer Solved | Total |
1| Mo Value 43 B 19 it
2| Generl 5 0 14 1
_3 Account and Billing 13 0 g 18
_4 DL and Internet Services 1 a0 1 2
5 |HowDol..? 6 0 5 12
LR on Halelg (1=
1] Trolat ket - "
B Req (R quick Search ~ E| Status Summation By Categary | = Refresh 4, Search 3, Fil U] Mewe = T Edit ) Dele
[ ,.3 :ﬂ,ar & Viewing Status Summation By Category: Top Level > Account and Billing
— Reference = | Subject | Gueue Assigned Account 1D | Date Due |
1 | D60711 -000000 Complete 07 M 202006 12:42 P
2 | D507 26-000000 Complete Hate OF 2702006 10:32 Ak
3 | DB0E02-000000 Complete Hate 08032006 10:45 A
4 | 051021 -000006 What i my latest bill amount  Tier One Chuck =, Reynolds 102152005 04:26 Phi
5 | 051024-000000 | need to add more minutes to Tier One Chuck =, Reynolds 1052452005 04:00 Phd
6 | 051024-000004 Can you direct bill my credit  Tier One Chuck . Reynolds 102452005 04:00 Phd
T | 051025-000004 | need a copy of my kill?... Tier One Chuck =, Reynalds 1072572005 04:00 Ph
& | 051010-000001 Haowy much does it costto call Tier One Chriz R. Marriz 101172005 100531 Ak
% | 051013-000000 What is the cost of long Tier One Chriz R. Marriz 1020052005 10:30 Ak
A ik OS4 A 0T CuonTe0cnT L L= HTPY, SRV TRV oW B ST e Timw e, P PV | = ¥ } i A4 STn0s Gd-nn Dka




Queues

e Types of Queues
— Round robin and default

e Handling the Workload
— Pull quantity
— Pull Policies — Manual, First Due, and Strict Priority
— Inbox limit
e Queue Statistics
— Warning and critical levels
— Session Console
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Creating and Defining Usage of
Queues

Management & Configuration {uiteam)

Queuss :
2@l | incident Queues . o BN | |LProfiles - Edit
® Ter3 ""'"_F:‘”"I“’ f
® RRoba = Nigme .Tgr 1 m. J

Round Robin [ J

Detault [T TMMMUCMESMI m”ﬂ_@rﬂl—

Yiarn Level :3|] .|mmu| !mnrm 0 '.‘b.wr 'i'--'] Pull Policy | Manual
Critical Level |10 {minutes) AR oMY Tir ¢ T | pullQuansty S | (159
Inbay Limit (25 | {1:53)

RRen | &
— —— Statistics [Queves n Profie ]

Feaz *

o . £l | Update

Send Respocae
]
Angveers

Add | Updabe
Dafets

Sef po Publc Status B
Appignmeny

Assign tn Other Grougs B2
“ppear n Wenus =

Edit SLA Instances [

AAWRA A
|
=1
I

"=




Queue Statistics on the Session
Console

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

Message | When

Unassigned — Unresolved incidents
not yet assigned in that queue

* %
3
3

Assigned — Unresolved incidents that
are assigned in that queue

Earliest Due — When the next incident =

will be due per the response interval Queue | CSRs [ Unassigned | Assigned | Earliest Due | Arrival | Service | Net Trend |-
Tier 1 23 125 200 8:00:00 500 4350 -50

Arrival — Incidents that have arrived in ?“ 2 & 0 100 125 5
er 3 3 g 0 20 20 0

the specified time window RRobn 17 0 0 0 0 0

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

e 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

. Management & Configuration {2Z006uckatelynmiller)

- Service Level Agreements - Edit

High Level

BlErstay + Hame |20 Email Only Incidents |
20 Email Only Incidents Active 7

50 Use Them Anyway You Want Incident

Chat Incidents El

CSE Incidents

Email Incidents
Self-Service Incidents D

Total Incidents

I years v l

Length

Self-Service i

Access Levels [y =
Internal
Dealer
Riverstar j

Response Requirements 2006ucksatelynmiler

Save Cancel

. | »l

Done User: Katelyn Miller 12:19PM




Granting New or Previewing Issued

SLAS
=10l x|

Current SLA Instances
SLA | Active Date | Expire Date | Self-Service | Total Incidents |
a0 Use Them Amywway You Want Incidents 1752006 5/17 52007 Yes 0750

SLA: 50 Use Them Anyway YouWart Inciderts [ ReSponse Requirements{default)

Active Date: 05/17/2005 12:00 AM Interface: | 2006uckatelynmiler |
Expiration Date: 051 772007 12:00 &k

Response Time: 0 Days 5 Hours 0 Minutes
Chat Incidents: 30 /30 . A e .
CSR Incidents: 50 £ 50 Resolttion Time: 1 Days 0 Hours 0 Minutes

Email Incidents: 50 /50 Response Intervals

Self-Service Incidents: 50 150 Day Start Time | End Tims
Total Incidents: 50 f 50 handay 1200 &0 11:59 AW
. Tuesday 12:00 A6 11:59 A
Self-5 B
eli-sennce: ves Wednesday 1200 AW 11:53 &M
Access Levels: Thursray 1200 &M 11-59 AN
Holidays
Hame Date:
Christmas 1202512003
Mewy Years Day 010172004

Hew SLA Instances
SLA | Active Date | |

Save Cancel




Service Level Il Workshops

RightNow Service 7.5 Level Il 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

e Questions?
e Additional information
— Ask the Experts
— Product booths
— Professional Services Training
— http://rightnow.custhelp.com
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