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Overview of the tutorial

Oracle Real-Time Integration Business Insight (or short Insight) is designed for business users to model,
collect and monitor business level metrics. It comes fully integrated with Oracle SOA Suite and Oracle
Service Bus.

Oracle Real-Time Integration Business Insight puts the business owner in control of the content, timing
and format of metrics they need to make informed decisions daily. By simply identifying the key points
within their business integrations, stakeholders immediately have access to detailed and actionable data,
in real-time, with no costly engineering engagements or production redeployments.

For more information, please visit the Oracle Real-Time Integration Business Insight product page.

In the detailed tutorial 01: Oracle Real-Time Integration Business Insight: Designing Insight Models, the
user takes on the role of a Business User to create a model with business milestones and indicators,
which represents! @ U NJ ¢ S|j Qa apgplcation] St LI5 Sa ]

In 02: Oracle Real-Time Integration Business Insight: Mapping Models to Implementation, the previously
created milestones and indicators are mapped to the integration implementation as an Integration
Architect.

In the third tutorial, to be released soon, the user steps into the role of a Business Owner to view the
preconfigured dashboards and create custom dashboards for the Help Desk model to gain valuable
insight into their business.

The current document is a shorter form of the tutorial and focuses on the Business Owner persona. It
describes the import of an already nearly completed model, with only a few milestones and indicators
left to define and map.

ST2NB 6S 0S3aAAYyI fSUQA KI @S Helpbesk2oplicaBobiK A Y R (G KS
implemented, on which you will define your model and analyze metrics.

QX
O
(7))

Setting the scene

The help desk service company AstraTeq has created a new solution for its customers. Their proprietary

help desk application has been implemented using Oracle SOA Suite, including Oracle Service Bus, and
AYGSaANFGSa ! AGNF ¢Sl Q& Ol FRudzys Stk aviceOpadlefRiGhtNow QlalidA OF G A 2 v
Service (which is part of Oracle Service Cloud). A key goal in creating the new help desk application was

to improve operational efficiency, avoid integration hot spots and minimize escalations.

The picture below shows the flow of steps in this integration application.
9 A customer submitting a problem report in their mobile application triggers the application.
 Anincident is created in Oracle RightNow and the issue is qualified for service.

9 If service is required, a service request (SR) is initialized in Oracle E-Business Suite and assigned
to a front-line technician, unless the customer is part of a priority program (has gold status), in
which case the SR is escalated immediately to backline support.

9 The support engineer analyzes the issue and escalates if there is a security issue or high risk.
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9 If the problem cannot be reproduced, and more data is needed from the customer, the SR is
suspended until the customer provides the missing information.

9 If the issue can be successfully resolved or the SR is rejected, the customer is notified and the SR
and incident are closed.

a Initialization and e Automated Analysis and
Auto-Assignment Escalation
- Create incident in RightNow

- Qualify incident for service
- Invoke SOA orchestration

- Apply routing and escalation logic
based on front-line and customer-
supplied metadata

Customer determines that
something is wrong with
device, scans device ID and

submits a problem report AR Initialize SR,m EBS . s e . l
using custom mobile app / ORACLE J ORACLE y ORACLE /
SOA SUITE y E-BUSINESS SUITE i L SOA SUITE_ /1
(003 ORACLE' e i
RightNow E-BUSINESS SUITE SINESS *

Automated Analysis,

Resolution & Sync

- Synch all data b - Customer notified that
EBS, RightNow, and integration problem has been resolved
schemas and ticket closed via a

mobile notification
ORACLE . / ORACLE /‘
E-BUSINESS SUITE ¥y L SOA SUITE _
o

E-BUSINESS SUITE

RightNow

The following sections describe the implementation of the underlying help desk application, which
consists of a Service Bus project and a SOA composite.

HelpDesk Service Bus Project

The receipt of an xml message through a web service call (from the mobile application) triggers the
Service Bus project.

getincidentld

& 2
submitProblemRe... @
createSRandTrack

insertincidentRep...

The input message looks similar to the following:
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<hel:issue xmlns:hel="http://www.oracle.com/helpdesk'>
<hel:customerID>444</hel:customerID>
<hel:category>1</hel:category>
<hel:problemDescription>My ear buds need cleaning so I would like them serviced</hel:problemDescription>
<hel:product>Service</hel:product>
<hel:deviceID>36522447658419300</hel:devicelD>
<hel:retailValue>122</hel:retailValue>
</hel:issue>

and includes:

Customer ID

Product Category

Problem Description

Product Type (Phone, tablet, service, accessory)
Device ID

Retail Value of product

=A =4 =4 =4 -8 =9

The Service Bus pipeline submitProblemReport executes the following high-level steps:
 Createl dzyAljdzS AYOARSYy(d L5 60GKAa Aa ySOSaal Ne
application during the demos)
9 Invoke pipeline insertProblemReport

The Service Bus pipeline insertProblemReport executes the following high-level steps:
9 Create the incident in RightNow (we simulate this in through a database table)
9 Call the SOA composite for further processing
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HelpDesk SOA composite

k)
createSRINEBS
Operations:
insert

D o &
getCustomerinfo
Operations:
getCustomerinfoSel...

OEE
escalateSR
Operations:
update

>

createebs_srandtr...
Operations:
process

(% D Y=

2 resolutionService assignSR
Operations:

update

- suspensionServ...

The composite is triggered by the Service Bus pipeline and consists of the following services, references
and components:

T Web Service receiving the input message from Service Bus
1 createEBS_SRANndTrack BPEL process:
0 Qualifies the problem for technical support
0 Retrieves customer information from E-Business Suite
0 Creates Service Request in E-Business Suite
0 If Gold Customer
A Assigns SR to tier 2 (backline) technician (== escalate issue)

A Diagnoses the issue (invokes diagnosisService BPEL process)

A Assigns SR to tier 1 (frontline) technician
A Diagnoses the issue
A If issue is high profile or security risk
9 Escalate (assign to backline technician)
9 Diagnoses the issue (invokes diagnosisService BPEL process)
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diagnosisService BPEL process: diagnoses the issue

resolutionService BPEL process: notifies customer of resolution

rejectionService BPEL process: notifies customer of rejection and reason

suspensionService BPEL process: notifies customer of suspension and reason

createSRINEBS reference: simulates E-Business Suite application to create SR
getCustomerlinfo reference: simulates E-Business Suite application to retrieve customer info

escalateSR reference: assigns SR to backline technician

=A =4 =4 =4 4 4 4 I

assignSR reference: assigns SR to frontline technician

Why Real-Time Integration Business Insight?

A key goal in creating the new help desk application was to improve operational efficiency, avoid
integration hot spots and minimize escalations.

Rather than writing a custom set of dashboards to track business performance when the new
application goes live, AstraTeq has decided to implement Oracle Real-Time Integration Business Insight
due to the pre-configured dashboards and bundled reports. The business directors also are interested in
establishing real time metrics to track paid support programs, measure resolution velocity and
technician performance, identify high-maintenance products and surface regional support hotspots.
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Introduction and Concepts

Before diving into the tutorial, please make yourself familiar with the concepts of Insight, described in
the following documentation sections:

Getting Started with Oracle Real-Time Integration Insight

Understanding Oracle Real-Time Integration Business Insight
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Prepare for the tutorial

Download the tutorial resources

Download AstraTeqHelpDeskTutorial.zip from the Insight AstraTeq Help Desk tutorial OTN page, after
accepting the license agreement, YR SEGNJ OG AydG2 I+ F2f RSNJ 2F &2dzNJ OF
AstraTegHelpDeskTutoriaROOT

Setup the Insight domain
In order to work through this tutorial, you have the following options:
I Native Install (on your own laptop or server):

0 Install Oracle Real-Time Integration Business insight natively and configure a compact
domain, following the steps in the Real-Time Integration Business Insight Quick Start
Guide.

0 Setup your environment for the tutorial by following the steps in the Real-Time
Integration Business Insight Tutorial setup for native install.

I Pre-configured VirtualBox image:

0 Download and import the SOA Suite plus Insight 12.2.1.1.0 VirtualBox image, following
the steps outlined in the README document.

0 Setup your environment for the tutorial by following the steps in the Real-Time
Integration Business Insight Tutorial setup for VirtualBox image.

Once your environment is set up, start the Insight Server as described in the corresponding document.

You are now ready to start the AstraTeq Help Desk Tutorial!
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http://www.oracle.com/technetwork/middleware/insight/learnmore/insighttutorialastrateq-setupvbox-3037476.pdf
http://www.oracle.com/technetwork/middleware/insight/learnmore/insighttutorialastrateq-setupvbox-3037476.pdf

Tutorial Instructions: AstraTeq Help Desk

This chapter describes step-by-step how to define your first Insight model with milestones and
indicators, test the application to start collecting metrics, analyze the out of the box dashboards and
create custom dashboards.

Tutorial Users

The following users have been created for the tutorial. Please refer to User Personas in the product
documentation for a description of the personas used within Insight.

T

Susan - Model Creator: The person creating the model. In reality, Susan would assign model
permissions the other users. We skipped this step in the tutorial for simplicity.

Nina - Business User: The business user has the functional knowledge of the business use case
and will create milestones and indicators using business language, irrespective of the
implementation.

Karl - Integration Architect: The integration architect has an understanding of the
implementation of the application. He defines the mapping of milestones to the appropriate
location in the implementation and the extraction of indicators.

John - Business Owner: The business owner has access to the real-time business data provided
by the consoles and defines custom dashboards for a tailored view of the data.

Emily - Administrator: The administrator manages the Insight application itself and creates
connections to the implementation to enable mapping of the models.

We also gave Nina and Karl Business Owner privileges, so that they can test the consoles of the model
they are creating. They may not have those permissions in a production system.
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Import the AstraTeq Help Desk Model
Locate AstraTeq Help Desk_partialModel.zip in AstraTeqHelpDeskTutorialRO®iodel.

This zip file includes a partial implementation of the AstraTeq Help Desk model as a starting point for
this tutorial.

A model can be imported by a user of type Model Creator, but before it can be activated, the data
connections to the SOA and Service Bus servers have to be defined and tested by an Administrator.

Emily, the administrator, also has model creator privileges: Sign in as Emily ¢ LI & & WeRkdiig1¢ @

z A

Ifthehomeda ONBSYy R2SayQi t221 tA1S (K 0St2¢ FFGSNI aAa

s Emily v
ORACLE" Real-Time Integration Business Insight N (7 Designer Consoles [ Reports gy Administration
Welcome Emily P

2

-

Designer Consoles Reports Administration Guided Tour

Create Models, Milestones, Track business Creates and analyzes data Configure connections to B .

and Indicators that performance, identify captured in detail by implement applications for Provides an introduction to
represent critical trends, and discover Models. Reports can be facilitating Milestone and each area and its
components of the key outliers (using both pre- created, altered, viewed Indicator mappings functionality

business processes. Map defined and custom directly, printed for

the Milestones and dashboards) through the distribution to Executives,

Indicators to implement the Console within each Model or archived for compliance

application

9 Select the Designer tab on top

aa Emily »

e
Designer Consoles E Reports .&_ Administration

@

gS4Gx &2dz oAff asSS | Y

pu
(0p))
Q

T LT e2dONBIOEYRGI ye Y2
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5 Emily v

ORACLE' Real-Time Integration Business Insight ﬁ Home @ Designer Consoles E Reports &ﬁ- Administration

Import Model Create Model

Insight Models

You currently have no Models

After creating your first Model,
it shall appear here.

9 You can either create a new model or import a model that was provided to you
9 Click the button Import Model on top.
9 Click Choose File in the Import Model dialog

Import Model X

Archive To Impc:-rt Click to select an archived model.

Choose FiI Mo file chosen

Model Name
Import archive to see name

9 Owerwrite Any Existing Drafts

9 Locate AstraTeq Help Desk_partialModel.zip
9 Click Open

Real-Time Integration Business Insight 12.2.1.1.0: AstraTeq Help Desk Tutorial
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Import Model

Archive To Import

Click to selec
AstraTeq Help Desk_partialModel zip | Update... |

Model Name
AstraTeq Help Desk

Import Model

0 COwerwrite Any Existing Drafts

9 Click Import Model

1 2dz aK2dz R aMBd8I sukcessfullydnipdrtadSTo activate, first configure imported
Connections.£

ORACL €' Real-Time Integration Business Insight 4§ Home

[&5 Designer consoies [ Reports R, Administration

@ Model successfully imported. To activate, first configure importel§ C

Insight Models

“ Favorites SortBy :Date =

Import Mode! Create Model
AstraTeq Help Desk(Draft) 1

B ~nti 0,
AstraTeq's help desk application 96% B ke to Complete
Modified At: Jul 2, 2016 §:35:52 PM

1 Click on the Connections hyperlink to see the list of connections that have been imported. You
should see SBConnection and SOAConnection.

brted Connections

Imported Skipped

SBConnection

SOAConnectian

9 Click on either one of the connections to open the Admin page
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Data Connections

Sartby: Name w
SBConnection

SBConnection

SOAConnection

SOAConnection

Updated: 06/08M16 5:01 PM CEST - by Emily

Updated: 06/08M16 5:01 PM CEST - by Emily

Draft
06/08/16 5:01 PM CEST

Draft
06/08/16 5:01 PM CEST

9 You can see both data connections in draft state. They have to be configured for your
environment before they can be activated.
9 Hover with your mouse over the SBConnection and click the edit button

SBConnection
SBConnection
Updated: 06/08/16 5:01 PM CEST - by Emily
SOAConnection

SOAConnection
Updated: 06/08/16 5:01 PM CEST - by Emily

Draft
06/08/16 5:01 PM CEST

Draft
06/08/16 5:01 PM CEST

<]
up

3N

9 Inthe Edit Connection dialog, enter the values for host, port, admin user and admin password
for your environment where Service Bus is running

q Click Test Connection
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Edit Connection x

Edit Connection by updating the below values

Name SBConnection

ID SBCaonnection

Description SBConnection

Type Service Bus L4

Host Name

acalhost

Port Number 7001
55L Enabled
Login | weblogic

Password  sscesees

Draft

Test COnHEEtiOE

Cancel = Save

9 If the result is not Configured, correct the values you entered

Edit Connection x

Edit Connection by updating the below values

Name SBConnection

ID SBCaonnection

Description SBConnection

Type Service Bus v

Host Name

ocalhost

Port Number 7001

S5L Enabled

Login  weblogic

PassWord  eeeses
Configured
Retest Connection
Cancel = Save
o
1 Click Save

9 Repeat the same steps for the SOAConnection
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Edit Connection x

Edit Connection by updating the below values

Name SOAConnection
ID SOAConnection
Description SOAConnection
Type SOA v
Host Name localhost
Port Number 7001

SSL Enabled

Login  weblogic

Password sssssses
Configured

Retest Connection

Cancel | Save

2]

9 Both connections should now be configured

Data Connections

Sortby: Name w Test All Create Connection

SBConnection

Configured
SBConnection 06/09/16 1:53 PM CEST
Updated: 06/09/16 1:56 PM CEST - by Emily
SOAConnection coni 4
onfigure - ™
SOAConnection 06/09/16 2:00 PM CEST s/ u

Updated: 06/09/16 2:05 PM CEST - by Emily

You have now completed the import of the partial model and the data connections setup.

Log out from the Insight UL.
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Business User: Define Milestones

The model you imported in the previous section has a number of milestones and indictors already

configured and mapped. This section will lead you through the creation of a few additional milestones,
followed by a section focusing on creation of additional indicators.

Once those are complete, you will map the milestones and define the extraction criteria for the
indicators to complete the model creation.

Sign in as Nina with password welcomel.

Welcome Nina

Designer

Create Models, Milestones, and
Indicators that represent critical
components ofthe key business
processes. Map the Milestones
and Indicators to implement the

ORACLE Real-Time Integration Business Insight

-

Consoles

Track business performance
identify trends, and discover
outliers (using both pre-defined
and custom dashboards) through
the Consale within each Model

/h'\ Home

ﬁ
Reports

Creates and analyzes data
captured in detail by Models.
Reports can be created, altered
viewed directly, printed for
distribution to Executives, or

pa Nina v

Guided Tour

Provides an introduction to each
area and its functionality

’_E‘,\ Designer Consoles E Reports
=

()

application archived for compliance
Recent Models
AstraTeq Help Desk
View All
bAyl R2SayQi KIF @S 00Saa (2 |Adninistraftod taby/ishdt showh ( A 2 v
for her

9 Select the AstraTeq Help Desk model under Recent Models

Note:

If you want to create a new model from scratch and define and map additional milestones and
indicators, feel free to follow the steps in the 01: Oracle Real-Time Integration Business Insight:
Designing Insight Models and 02: Oracle Real-Time Integration Business Insight: Mapping Models to
Implementation tutorials.

You can even just delete a few milestones and indicators from the model you imported and re-
create them, following the steps in the tutorials mentioned above.
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The imported model is in daft state and is missing
1 Four milestones (Incident Created, Analysis Started, Ticket Suspended and Problem Resolved)
 The unique instance identifier Incident ID
9 Three indicators (Reason for Suspension, Total Resolution Cost, Resolution)
The unique instance identifier is mandatory and you will only be able to activate the model once you
created and mapped it and also mapped al milestones and indicators.
This is visualized as 26 mandatory task to complete.

g Nina »
ORACLE" Real-Time Integration Business Insight A Home consoles [ Reports
£ Models AstraTeq Help Desk (Draft) ‘m’ 1 Tasks to Complete Save =
4 Modified At: Jun 9, 2016 5:15:02 PM
AstraTeq's help desk application
» )
Single Instance Label: Service Request
Multiple Instance Label: Service Requests
Milestones Unigue Instance |dentifier Dimensions and Measures
8 Total 0 Total 1 Incomplete Tasks 1 7 Total
v v
Milestones Create Milestone
n # Initial Milestone ™ Standard Milestone A Error Milestone ||E| Terminal Milestone x Terminal/Error Milestone
4 9 Problem Received
Problem received from customer
Lﬂ_mﬂdgmﬂualiﬁed

You can see on top of the model definition that the Single Instance Label is set as Service Request.

Feel free to make yourself familiar with the milestones that have already been created. This includes the
AYAUGAL f prybled Bedeittedsyd a

Three indicators are extracted when this milestone is passed: Problem Description, Retail Value of
Product and Product.

The completed model will consist of the following milestones:
Initial milestone
I Problem Received

0 Once this milestone has been passed, a new instance, or rather a new service request, is
created in Insight.

0 Three indicators are extracted when this milestone is passed: Problem Description,
Retail Value of Product and Product.
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9 Problem Received

Problem received from customer

Milestone Type @ Initial Standard Error () Terminal Terminal/Error

Implementation Mapping(s) Service Bus

Indicators (g Problem Description Q) Retail Value of Product 558 Product

Standard milestones

9 Incident Qualified

0 After the incident has been created, the issue is qualified for technical support

0 No indicators are assigned to this milestone

Incident Qualified

Incident qualified for technical support

Milestone Type Initial (@ Standard Errar Terminal Terminal/Errar

Implementation Mapping(s)

Indicators No indicators defined

I Customer Data Retrieved

0 E-Business Suite contains data related to the customer who reported the problem, like
name, address and status. This information is retrieved using the customer ID that was
included in the problem description. You will be extracting the data at this milestone
and use it for your dashboards.

0 Several customer data related indicators are extracted when this milestone is passed
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0 Customer Data Retrieved y SN

Customer data retrieved from EBS

Milestone Type Initial (® Standard Error Terminal Terminal/Errar

Implementation Mapping(s)

Indicators () CustomerName () Company () Address (QEmail HiE Country 22 Region  HiE Customer Status

I Ticket Created

0 This milestone marks the creation of the ticket in E-Business Suite. It is used to extract
the EBS ticket ID.

Ticket Created

Service Request ticket created in EBS from RightNow incident

Milestone Type Initial (@ Standard Errar Terminal Terminal/Error

Implementation Mapping(s)

Indicators (g TicketID

9 Ticket Assigned
0 After the ticket has been created, it is assigned to a front-line engineer unless the

customer is a premium (= gold) customer, in which case the ticket is escalated right
away.

0 The name of the frontline technician is extracted when this milestone is passed.

Ticket Assigned

Assigned to front-line support if not escalated

Milestone Type Initial 0 Standard Error Terminal Terminal/Errar

Implementation Mapping(s)

Indicators () Frontline Technician

i Problem Diagnosed
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0 This milestone is passed when the problem has been diagnosed. You will extract the
issue type here and an indicator showing how many times the same issue has been
reported before.

0 Problem Diagnosed

Froblem has been diagnosed by engineer

Milestone Type Initial (@ Standard Error Terminal Terminal/Errar

Implementation Mapping(s)

Indicators ;Q Times Reported Issue Type

9 Ticket Escalated

0 If the customer reporting an issue is a premium (=gold) customer or the analysis shows a
high risk or security issue, the ticket is escalated to a backline support engineer.

0 The name of the backline support engineer and the reason for escalation are extracted
at this milestone.

0 The milestone is mapped to 2 different locations in the implementation.

Ticket Escalated

Ticket assigned to back-line engineer for escalation or high risk/security issue

Milestone Type Initial (@ Standard Errar Terminal Terminal/Error

Implementation Mapping(s)

Indicators () Backline Technician Escalation Reason

9 Ticket Rejected

0 This milestone is passed if the engineer rejects the ticket. The reason for rejection will
be extracted.

0 From a business perspective, this is an error state, and as it cannot be revoked, it is also
a terminal state.

0 The reason for rejection is extracted when the milestone is passed.
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6 Ticket Rejected

Ticket has been rejected and customer notified

Milestone Ty pe Initial Standard Errar Terminal (& Terminal/Error

Implementation Mapping(s)

Indicators Reason for Rejection

I Problem Resolved

0 This milestone is passed if the reported problem has been successfully resolved. The
problem resolution will be extracted.

0 You will create this milestone yourself and define indicators for resolution and total
resolution cost.

Follow the steps below to create the missing milestones:

Incident Created

This milestone will be passed after the incident has been created in the RightNow application, and will
be used to extract the unique instance identifier Incident ID.

Note:

It is extremely important that the unique instance identifier is indeed unique across all instances. If
that is not the case, unexpected behavior will be noticed.

9 Select Create Milestone.

Milestones Unique Instance ldentifier Dimensions and Measures
8 Total 0 Total 1 Incomplete Tasks 1 7 Total
v v

Milestones Create Milestone I

n # Initial Milestone ™ Standard Milestone A\ Errer Milestone ||E‘ Terminal Milestone x Terminal/Error Milestone

9 Select the Milestone Name field and enter "Incident Created".
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Enter the milestone name ﬁ Provide details of the milestone
Create a milestone by starting with a name

9 Use the tab key or click in the area outside of the milestone, so that the area expands.
9 Inthe expanded milestone, enter "Incident Created in RightNow" into Description.

Incident Created o

Incident Created in RightNow
Milestone Type Initial @ Standard Error Terminal Terminal/Error

Implementation Mapping(s)

Indicators No indicators defined

T The o behind the milestone name indicates that a mandatory task has to be completed
before the model can be activated and start collecting metrics. In this case, the milestone has to
be mapped to the implementation. This is a task for the architect though and will be done in a
later section.

9 Keep the milestone type as Standard Milestone
I The milestone has been created.
9 Save the model by hitting Save on top of the designer page.

b
ﬁ Home @ Designer Consoles E Reports

‘m’ 2 Tasks to Complete §av§ =

9 You can also use the following keyboard short cuts to save the model:
M Use "Alt S" on Chrome/IE browsers
I Use "Alt + Shitft S" on Firefox browsers.

9 You will see the following message:

Insight model AstraTeq Help Desk has been successfully saved.
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Analysis Started

After the ticket has been assigned, the analysis is started.

Select Create milestone.

Enter "Analysis Started" into Milestone Name.

Use the tab key to expand the milestone definition.

Enter "Engineer starts analysis of the problem" into Description.

1
T
1
T

Analysis Started o
Engineer starts analysis of the problem

Milestone Type Initial ® Standard Error Terminal Terminal/Error

Implementation Mapping(s)

Indicators No indicators defined

9 Save the model.

Ticket Suspended

This milestone is only passed if the ticket is suspended due to insufficient information. It is an error

milestone as this puts the service request A Y 1 2 |y dzy & dzO O Star@ifaldzilesténélas theS @ L (G Q&
service request will be resumed once the missing information has been received from the customer. The

reason for suspension will be extracted in this milestone.

Select Create milestone.

Enter "Ticket Suspended" into Milestone Name.

Use the tab key to expand the milestone definition.

Enter "Ticket has been suspended and customer notified" into Description.
Select Error as Milestone Type.

=A =4 =4 =4 =4

Milestone Ty pe Initial Standard & Error Terminal Terminal/Error
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Ticket Suspended o

Ticket has been suspended and customer notified
Milestone Type Initial Standard ® Error Terminal Terminal/Error

Implementation Mapping(s)

Indicators No indicators defined

I Save the model.

Problem Resolved

This milestone is passed if the reported problem has been successfully resolved. The problem resolution
will be extracted.

9 Select Create milestone.

I Enter "Problem Resolved" into Milestone Name.

I Use the tab key to expand the milestone definition.

9 Enter "Problem has been resolved and customer notified" into Description.

9 Select Terminal as Milestone Type.

Err:Ir s Terminal Terminal/Errar

| Problem Resolved o

Froblem has been resolved and customer notified
Milestone Type Initial Standard Error (& Terminal Terminal/Errar

Implementation Mapping(s)

Indicators No indicators defined
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9 Save the model.

Re-order Milestones

lff YAt SadzySa KIFI@S y2¢6 06SSy RSFTFAYSREZ

happen.

0 dzii
sometimes easier to have the milestones in & y I i dzNJ ife. the d¥der$ Mdich they normally

iKS@&

9 Highlight the milestone you would like to move and click on the appropriate arrow to move it up

or down.

G Incident Created o \[b

mp

Incident Created in RightMow

 Move the Incident Created milestone under the initial milestone Problem Received
9 Move the Analysis Started milestone under the milestone Ticket Assigned

I Move the Ticket Suspended milestone under the milestone Ticket Escalated

The model now looks like this:

ORACLE" Real-Time Integration Business Insight

Tasks to —
% S =
£ Models \m) 5 Complete 2 =

AstraTeq Help Desk (Draft)
4 Modified At: Jun 9, 2016 5:52:16 PM

AstraTeq's help desk application

Single Instance Label: Service Request

Multiple Instance Label: Service Requests

Milestones

Unique Instance Identifier

1

Total Incomplete Tasks

4 0

Total Incomplete Tasks

-

Milestones

Dimensions and Measures

17

-

Total

Create Milestone

This concludes the creation of the milestones. In the next section, you will define the unique instance

identifier.
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Business User ¢ Define Unique Instance Identifier

Now that all milestones have been defined, you will ¢ still in the role of Nina, the business user - create
the corresponding indicators: Unique Instance Identifier, Dimensions and Measures.

As previously mentioned, the RightNow incident ID is used as the identifier for the help desk model. This
ID is available in the Service Bus project as well as the SOA composite.

Choose the Designer tab and select the AstraTeq Help Desk model.

Select the Unique Instance Identifier tile:

Unique Instance Identifier

0 Total 1

Incomplete Tasks

This opens the Unique Instance Identifier definition:

Unique Instance Identifier

Enter the name « You currently have no Identifier

An Identifier is required. Create one starting with a name

Enter the Name "Incident ID".

Use the tab key to expand the indicator definition.
Enter the Description "RightNow Incident ID".
Select milestone "Incident Created".

=A =4 =4 =4

Incident ID Sk

RightMow Incident ID
Milestone \™ Incident Created W

Implementation Mapping(s)

Additional mappings for disconnected model

9 Save the model
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4 Modified At: Jul 2, 2016 6:42:33 PM

AstraTeq's help desk application

Single Instance Label: Service Request

Multiple Instance Label: Service Requests

Milestones Unique Instance Identifier

12 4 1.1

Total Incomplete Tasks Total

Incomplete Tasks

Unique Instance Identifier

4 o Incident ID (1]

RightNow Incident D

Milestone \""Inmdentcreated v

Implementation Mapping(s)

Additional mappings for disconnected model

Dimensions and Measures

17

Total

up
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Business User - Define Dimensions and Measures

Both Dimensions and Measures can be created within the milestone they are associated with, by
selecting the Create a new indicator button within the expanded milestone definition. You may have to
expand the milestone first, clicking the small arrow on the left.

E Problem Received

Problem received from customer

9 /A0l +2yalEBY ki (KS miegoel 2Y NARIKG 2F (KS

a Problem Received a v .

Problem received from customer

Milestone Type @ Initial Milestone Standard Error Terminal Te

Implementation Mapping(s) Create Mapping B

Indicators  No indicators defined D

Alternatively, you can select the Dimensions and Measures tile on top of the designer and select the
Add Indicator button.

Dimensions and Measures

£ Dimension & Measure || Add Indicator N
Dimension

Measure

As a reminder, Measures identify values, which allow the state of the application to be quantified.
Dimensions provide a type of grouping and categorization of applications, allowing for "slicing and
dicing" of aggregate measures.

In this tutorial, you only need to define indicators Reason for Suspension, Total Resolution Cost and
Resolution.

9 Select the Dimensions and Measures tile
9 Select the Add indicator button on top and select Measure
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Add Indicator

Dimension

Measure

9y i SNJ { Kofal ResduMios Coété

Use the tab key to expand the indicator definition
Enterthe R S & O NI dtdiirds@uyion Gost of Issueé
Filterable: No

Select milestone Problem Resolved

Save the model

6 Total Resolution Cost 0

Total Resolution Cost

=A =4 =4 =8 -8 =4

Filterable No ¢

Milestone I Problem Resolved W

Implementation Mapping(s)

The next two indicators to be defined are dimensions:

9 Select the Add indicator button on top (or at the bottom) and select Dimension

Add Indicator «

Dimension

Measure

T 9y SNJ ( ReSsonyol S¥sBensioné
9 Use the tab key to expand the indicator definition
9y iSNI GKS InRuBidea: M¥brimlitiAndnhot éeproducibleé
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9 Filterable: No
9 Select milestone Ticket Suspended
9 Save the model

4 O Reason for Suspension 0

Insufficient information or not reproducible

Filterable No ¢

Milestone /) Ticket Suspended W

Implementation Mapping(s)

Select the Add indicator button on top (or at the bottom) and select Dimension

9y (i SNJ (i ReSolutiphéY'S @

Use the tab key to expand the indicator definition

9y i SNI i KS HRSvEQMAckdikeit, BYE fixéd, Documentation updated, Bug
declared as feature¢

Filterable: No

Select milestone Problem Resolved

Save the model

R O Resolution o

Hardware replacement, Bug fixed, Documentation updated, Bug declared as feature

=A =4 =4 =9

=A =4 =4

Filterable No ¢

Milestone l Problem Resolved W

Implementation Mapping(s)

Remember to save the model.

Real-Time Integration Business Insight 12.2.1.1.0: AstraTeq Help Desk Tutorial Page 32 of 99



4 Modified At: Jul 2. 2016 6:45:10 PM

AstraTeq's help desk application

Single Instance Label: Service Request

Multiple Instance Label: Service Requests

Milestones Unique Instance Identifier

12 4 1.1

Total Incomplete Tasks Total Incomplete Tasks

Dimensions and Measures

20 . 3

Total

Incomplete Tasks
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Integration Architect ¢ Map Milestones to Implementation

In this section, you will map the previously created milestones to the implementation in the role of Karl,
the integration architect.

Sign out and sign back in as Karl, the integration architect (password: welcomel).

a2 Karl v

ORACLE’ Real-Time Integration Business Insight [ S [ Designer Consoles [ Reports gy, Administration

Designer Consoles Reports Administration

Welcome Karl

o

Guided Tour
Create Models, Milestones, Track business Creates and analyzes data Configure connections to . . .
and Indicators that performance, identify captured in detail by implement applications for Provides an introduction to
represent critical trends, and discover Models. Reports can be facilitating Milestone and each area and its
components of the key outliers (using both pre- created, altered, viewed Indicator mappings functionality
business processes. Map defined and custom directly, printed for
the Milestones and dashboards) through the distribution to Executives,
Indicators to implement the Console within each Model or archived for compliance
application

Click on the Designer tab and select the AstraTeq HelpDesk(Draft) model:

AstraTeq Help Desk(Draft)

8
AstraTeq's help desk application 75%

Tasks to Complete

Modified At: Jun 9, 2016 6:28:09 PM

33 tasks have to be completed before the model can be activated.

After selecting the model, you can see that 4 milestones have to be mapped and extraction criteria for
the Unique Instance Identifier and 3 indicators have to be defined.

Milestones Unique Instance Identifier Dimensions and Measures
1 2 Total 4 Incomplete Tasks 1 Total 1 Incomplete Tasks 20 Total 3 Incomplete Tasks
v v

[ SGQa 3ISG adFINISR gAlGK GKS YAfSad2yS YILWLAy3Id

Incident Created

This milestone is mapped at the invocation point for the SOA composite HelpDesk, at the REQUEST of
operation process of the createSRandTrack business service.

At this point, the incident has been created and the incidentID is available.
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9 Expand milestone Incident Created by clicking on the arrow left of the milestone icon.

|£| G Incident Created

Incident Created in RightNow

9 Select Create Mapping to open the Implementation Mappings page.

Incident Created o

Incident Created in RightNow

Milestone Type Initial ® Standard Error Terminal

Implementation Mapping(s) | Create Malﬁging
N

Indicators ¢ Incident ID

9 Before you can start mapping, you need to select the data connection to the deployed
application, to which you will define the mapping.

9 Because the previous milestone has been mapped within the Service Bus domain, the Service
Bus Data Connection (SBConnection) is already selected.
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0 Incident Created

4 Create New Mapping

Data Connection

SBConnection

Project | ¥ | Filter the connections.

Name

P default
b System
4 helpDeskProj
4 Fipeling
InsertProblemReport
submitFroblemReport

b Business Service

9 You can switch to a different data connection in the dropdown box

Data Connection

| SOAConnection

9 Selecting the connection (and as such the server to which the Service Bus application is
deployed), loads information about all pipelines and business services deployed in that server,

as long as the component interface is supported by Insight:

Name

b default
b System
4 helpDeskProj
4 Fipeling
InsertFroblemRepart
submitProblemReport

p Bpsiness Service
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If you have a large number of artifacts in your domain, you can filter the view.

9 You can see both Service Bus pipelines in this project: insertProblemReport and
submitProblemReport. The latter pipeline is invoked when the problem report is received from

the mobile application.

» default
b System
4 helpDeskProj
4 Pipeline
InsertProblemReport

submitProblemReport

» Blisiness Service

9 Expand Business Service to see the list of business services in this project

Name

b default
b System
4 helpDeskProj
4 Pipeline
InsertProblemReport
submitProblemReport
4 Business Service
createSRandTrack
getincidentid

insertincidentReport

9 The project includes three business services:
0 createSRANndTrack: invokes the SOA composite
0 getlncidentld: internal implementation
0 insertincidentReport: invokes incident creation in RightNow

9 Select the createSRandTrack business service and you will see an icon to map the milestone to
the pipeline:
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Name

b default

b System

4 Bu

4 helpDeskProj

4 Pipeline

InsertProblemReport
submitProblemReport

siness Service

createSRandTrack

o

getincidentid

insertincidentReport

You can see two disabled icons to the left and the right of the mapping icon. The icon on the left
is only used when a BPEL process is selected to drill down into the BPEL structure.

 Theicon on the right can be used to remove a mapping and will be enabled as soon as a

T
T

Note:

mapping has been defined.

Click the mapping icon.
This opens a dialog where you select the Operation for the business service.

Operation defines which operation within the business service the milestone is mapped to.

9 Select process, the only operation available
B
createSRandTrack
Operation
[Select
process
9 Inthe next step, select the Interaction.
Note:

Interaction gives you a choice between REQUEST and RESPONSE.

a)
b)

REQUEST: The milestone will be passed when the pipeline is invoked
RESPONSE: The milestone is passed when the pipeline is complete. For pipelines without a
response part, RESPONSE will not be available.

Select REQUEST as this milestone is passed when the business service is invoked.
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createSRandTrack

Operation

process ¥

Interaction

Select

REQUEST X B

9 The mapping is confirmed and the mapping string is displayed on the top of the page and next
to the pipeline:
helpDeskProj > createSRandTrack > process > REQUEST
(the string has been concatenated from Service Bus project name > Business Service name >

operation name > interaction)

0 Incident Created Add Mapping

4 helpDeskProj > createSRandTrack > process > REQUEST

Data Connection

SBCaonnection v |

Project || Filter the connections.

Name

b default
b System

4 helpDeskProj

b Fipeline

4 Business Service
createSRandTrack 0 Mapped REQUEST for process Egj ﬂ'
getincidentld

insertincidentReport

9 Now that the mapping has been defined, the Clear Mapping icon is also enabled.

¢ Mapped REQUEST for process B w

9 Select Return to Editor on top of the page to get back to the milestones page.
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¢ ReturnToEditor | Implementation Mappings

Incident Created

9 The Incident Created milestone has been successfully mapped to the entry point of the
createSRandTrack business service.

0 Incident Created

Incident Created in RightMow

Milestone Type Initial w0 Standard Errar Terminal Terminal/Error

Implementation Mapping(s) Service Bus helpDeskProj = createSRandTrack = process = REQUEST

Indicators  § Incident D

9 The number of incomplete tasks has been reduced by one:

Milestones

Total Incomplete Tasks

 Save the model.

Analysis Started

The problem analysis is handled by the BPEL process diagnosisService. You will map this milestone to
the REQUEST of this BPEL process.

On the Implementation Mappings page, select SOAConnectionA ¥ A (1 Qa y2& I f NBI Re&
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Analysis Started

4 Create New Mapping

Data Connection

S0AConnection

SBConnection
SOAConnection

L i

Compaosite Filter the connection

The mapping screen shows what has been mapped for the previous milestone. This has been done, so

aKIF G

GKS dzaSNJ R2SayQi

KI g8 (2

O 2 vy (inilgsdnd maPdingsl- Y RA y 3

4 Create New Mapping
Data Connection

30AConnection

airz

Composite | ¥ | Filterthe connections.

Name

4 SeniceRequest[1.0]

¢ Exit

gdreateEBS_SRAndTrack

b Senvices

b References

4 Components
createEBS_SRAndTrack
resolutionService
diagnosisSenice
rejectionSenice
suspensionService

b TestHelpDesk[1.0]

Page

“ main
Receive - receivelnput
Empty - qualifyincident
Assign - assignSRInput

-

Extensionactivity
Invoke - getCustinfo
Assign - assignCustomer
Invoke - createSRINEBS
Assign - assignSRTicket
p Extensionactivity
4 If-IfGoldCustomer
b Sequence
4 Else
4 Sequence - nonGoldStatus
Assign - assignTier1Tech
b If-1fStuck
Invoke - assignsSrR
Invoke - diagnoseProblem
Assign - getDiagnostics2
p If-HighProfileOrSecurityRisk

2

1 of 2 (1-20 of 21 items)

> A

1
createEBS_SRAndTrack BPEL process
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You can see all composites deployed to this server (your list may look slightly different, dependant on
your domain).

Name

4 SewiceRequest[1.0]

b Senices

b References

4 Components
createEBS_SRAndTrack
resolutionService
diagnosisService
rejectionSenvice
suspensionSenvice

p TestHelpDesk[1.0]

CA f (i SeNdce# A2 ydbimisosites filter to restrict the list to the ServiceRequest SOA composite:

Composite ¥ fkenice

Name

4 SeniceReqguest [1.0]
b Semnices
p References

p Components

9 E LJI S¢ricesél Refakencesé | Gomporientsé Y
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Name

4 SeniceRequest[1.0]

4 Services
createebs_srandtrack_client_ep

4 References
createSRINEBS
getCustomerinfo
escalateSR
assignsk

4 Components
createEBS_SRAndTrack
resolutionSenvice
diagnosisSenice
rejectionSenvice

suspensionService

9 Highlight the diagnosisService component and click the map icon

4 SeniceRequest[1.0]

4 Senices
createebs_srandtrack_client_ep

4 References
createSRINEBS
getCustomerinfo
escalateSR
assignsk

4 Components
createEBS_SRAndTrack
resolutionSenvice

diagnosisSenice

rejectionService

9 Select operation process
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Implementation Mappings

Select the artifact to be mapped and you will be prompted with configuration options.

Analysis Started

Create New Mapping

diagnosisService

Operation

process |Z|

Interaction

Select |Z|

Select
RESPOMNSE
&

Crewiewtu wrendirack clend s

9 Select Interaction REQUEST
I The view changes and highlights the mapped BPEL process.
9 If the BPEL process is visible just at the bottom of the screen, pull it up with your mouse.
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Implementation Mappings x
Select the artifact to be mapped and you will be prompted with configuration options.
Analysis Started
ServiceRequest [1.0] = diagnosisService > process:REQUEST
@
O
9
Remove Mapping Done
9 Click Done
9 The mapping string should look like this: ServiceRequest [1.0] > diagnosisService >

process:REQUEST
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0 Analysis Started

Data Connection

S0AConnection

Bifs

Composite | ¥ Filter the connections.

Name

4 ServiceRequest[1.0]

b Services

} References

4 Components
createEBS_SRAndTrack
resolutionService
diagnosisService
rejectionSenice
suspensionSenvice

p TestHelpDesk[1.0]

4 ServiceRequest [1.0] » diagnosisService > process:REQUEST

Add Mapping

Show All Revisions @

@ MAPPED TO OPERATION process Lp 93 §

 Return to the editor

¢ ReturnToEditor | |mplementation Mappings

G Analysis Started

I The milestone should look like this:

Analysis Started

Engineer starts analysis of the problem

Milestone Type

Implementation Mapping(s)

Indicators

Initial Milestone (@ Standard Milestone () Error Milestone () Terminal Mild

ServiceRequest [1.0] > diagnosisService > process:REQUEST

No indicators defined

9 Save the model
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Ticket Suspended

A ticket is suspended if more information is needed from the customer to continue the analysis.

The milestone will be mapped within the suspensionService BPEL process, which handles the steps
necessary in case of a suspension. The mapping will be done to the entry point of the
notifyCustomerOfSuspension activity. At this point, the suspension reason is available and can be
extracted.

 Onthe Implementation Mapping screen, exit the previous BPEL drill-down

Name Ex& createEBS_SRAndTrack
4 ServiceRequest[1.0] 4 Sequence - main
b Senices Receive - receivelnput
p References Emipty - qualifylncident
4 Components Assign - assignSRInput
createEBS_SRAndTrack p Extensionactivity

| Select the suspensionService BPEL process and select (i K 8rill downé 0 dBPHL Srycture

4 ServiceRequest[1.0]
b Senices
» References
4 Components
createEBS_SRAndTrack
resolutionService
diagnosisService

rejectionService

suspensionSenvice Egi

b TestHelpDesk[1.0] {b

9 This opens the structure of the BPEL process
9 Select the notifyCustomerOfSuspension activity and the Edit Mapping button

Name ¢ Exit suspensionService
4 SeniceRequest [1.0] 4 Sequence - main
p Senices Receive - receivelnput
p References Empty - notifyCustomerOfSuspens
4 Components {b

9 Select On Entry: this defines the milestone is passed as the activity is entered, also called
activation.

Note:
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When mapping to a BPEL activity, you have a choice to define the mapping at the beginning of the
activity (On Entry), the end of the activity (On Exit) or in case of a fault during the execution of the

activity (On Error).

Name { Exit suspensionService
4 ServiceRequest [1.0] 4 Sequence - main

» Services Receive - receivelnput
Empty - notifyCustomerOfSuspension _a

Milestone Passed

4 Components
createEBS_SRAndTrack ﬂn Entry
n Exit

resolutionService

» References

diagnosisService On Error

rejectionService

suspensionService

9 This defines the mapping string as ServiceRequest [1.0] > suspensionService >
notifyCustomerOfSuspension

O Ticket Suspended

4 ServiceRequest [1.0] > suspensionService > notifyCustomerOfSuspension

Add Mapping

Data Connection

SOAConnection $ |

Composite ' ¥ Filter the connections.
Show All Revisions €

Name ¢ Exit suspensionService

4 ServiceRequest [1.0]

» Services

» References

4 Components
createEBS_SRAndTrack
resolutionService
diagnosisService
rejectionService

suspensionService

4 Sequence - main
Receive - receivelnput

Empty - notifyCustomerOfSuspensi

Q MAPPED TO activation

m}

Return to the editor and save the model.

The milestone should now look like this:
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o Ticket Suspended

Ticket has been suspended and customer notified
Milestone Type Initial Milestone Standard Milestone ) Error Milestone Terminal Milestone

Implementation Mapping(s) ServiceRequest [1.0] > suspensionService > notifyCustomerOfSuspension

Indicators  ::f Reason for Suspension

Problem Resolved

And finally, the Problem Resolved milestone is mapped to the end of the resolutionService BPEL
process, at the activity Assign ¢ IssueResolved (On Exit):

Name { Exit resolutionService
4 ServiceRequest [1.0] 4 Seguence - main
» Services Receive - receivelnput
» References » Extensionactivity
4 Components Assign - IssueResolved 24
createEBS_SRAndTrack Milestone Passed
resolutionService n Entry
diagnosisService n Exit
rejectionService n Error
suspensionService
E Problem Resolved i
. Add Mapping
A

ServiceRequest [1.0] > resolutionService > IssueResolved

Data Connection

SOAConnection

-
~,

Composite | ¥ Filter the connections.

Show All Revisions )

Name ¢ Exit resolutionService
4 ServiceRequest [1.0] 4 Sequence - main

b Services Receive - receivelnput

» References » Extensionactivity

4 Components Assign - IssueResolved @ MAPPED TO completion 4]

mf

createEBS_SRAndTrack
resolutionService
diagnosisService
rejectionService

suspensionService
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The mapping string looks like this: ServiceRequest [1.0] > resolutionService > IssueResolved

The milestone should now look like this:

Problem Resolved

Problem has been resolved and customer notified

Milestone Type

Implementation Mapping(s)

Initial Milestone

ServiceRequest [1.0] > resolutionService > IssueResolved

Indicators (g Total Resolution Cost %% Resolution

Standard Milestone Error Milestone @) Terminal

Save the model.

All milestones have now been mapped, 4 tasks still need to be completed: the mapping of the Unique
Instance Identifier and three additional indicators.

Milestones

Unique Instance Identifier

1

Total

1

h

Incomplete Tasks

Dimensions and Measures

20 . 3

Total Incomplete Tasks
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Integration Architect ¢ Define extraction criteria for Unique Instance

Identifier

Now that the milestones have been mapped, you are ready to define the extraction criteria for the

indicators.

First, you will define the Unique Instance Identifier, the Incident ID.

Both the Service Bus project and the SOA composite are part of the same integration flow, which means
that the model is connected from beginning to end and you only have to define one mapping for the

identifier.

Select the Unique Instance Identifier tile:

Unique Instance Identifier

A o Incident ID

RightNow Incident ID

Additional mappings for disconnected model Create Mapping

Milestone \™ Incident Created W

. R helpDeskProj > createSRandTrack > process > REQUEST
Implementation Mapping(s) Service Bus P d =
Extraction Criteria

The Identifier has been assigned to the Incident Created milestone and the mapping for that milestone

is shown.

9 Click the Define link next to Extraction Criteria. This opens the Implementation Mappings page.
9 Click on the Edit Extraction Criterion pencil icon:

o Incident ID

L LT N M helpDeskProj > ProxyServices > insertincident > RESPONSE

Extraction Criteria Undefined - Extraction expression needed V.

This opens the expression builder:
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Expression Builder

0 Build an expression by typing directly into the Expression field, and/or insert fragments from the fragment editors below the expression field.

Expression

AN

4" Insert into Expression

4 Variables boolean
4 body ceiling
4 payload concat
» nsi:incident contains
count
false
floor
last
local-name
name
namespace-uri

normalize-spaces

Content Preview

Description:

0 Cancel OK

The expression builder shows all variables that are available at the point where the milestone has been
mapped. As this milestone has been mapped to the service bus business service createSRAndTrack, only
one variable is available.

9 Expand nsl:incident and select nsl:incidentlD
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Expression

4" Insert into Expression

4 Variables
4 body
4 payload
4 nst:incident
ns1i:incidentiD
ns1:customeriD

ns1:problemDescription

1 t dzalfsertdnto Expressiong

Expression

$body.payload/ns1:incident/ns1:incident|D

1 Click OK

¢ Return ToEditor |mplementation Mappings

o Incident ID

> Service Bus helpDeskProj > createSRandTrack > process > REQUEST

Extraction Criteria $body.payload/ns1:incident/ns1:incidentiD §J

9 Click Return To Editor

The Unique Instance Identifier should now look like this:
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Unigue Instance |dentifier

- o Incident ID

RightNow Incident ID

Milestone \™ Incident Created W

. . Service Bus helpDeskProj > createSRandTrack > process > REQUEST
Implementation Mapping(s)

Extraction Criteria $body.payload/ns1:incident/ns1:incidentlD o
Additional mappings for disconnected model Create Mapping

If an instance of the help desk spanned several domains or integration flows (so called disconnected

flows), additional mappings would be necessary for correlation. As that is not the case with this
application, the Unique Instance Identifier is now complete.

Save the model.

@ Insight model AstraTeq Help Desk has been successfully saved.
< Models  AstraTeq Help Desk (Draft) @) 3 Tasks to Complete Save =
4 Modified At: Jun 16, 2016 9:55:31 AM
AstraTeq's help desk application
’ Single Instance Label: Sernvice Request
Multiple Instance Label: Service Requests
Milestones Unique Instance Identifier Dimensions and Measures
1 2 Total 1 Total 20 Total 3 Incomplete Tasks
v v
3 tasks are yet to be completed before the model can be activated
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Integration Architect ¢ Define extraction criteria for Indicators

Select the Dimensions and Measures tile:

Milestones

1 2 Total

b

Dimensions and Measures

» e Customer Name

Mame of Customer reporting the Issue

Unique Instance Identifier Dimensions and Measures

1 2 0 Total 3 Incomplete Tasks

Total

i Dimension @ Measure  Add Indicator v

a—

Most indicators have already been completed, only Total Resolution Cost, Reason for Suspension and

Resolution are left to be mapped.

Total Resolution Cost

This indicator will be mapped to the variable totalResolutionCost in the BPEL process resolutionService.

e Total Resolution Cost

Total resolution Cost of [ssue

Filterable

Implementation Mapping(s)

Mo

v

Milestone | Problem Resolved W

Extraction Criteria DEﬂI’Ii

ServiceRequest [1.0] = resolutionService = IssueResalved

9 Click the Define link next to Extraction Criteria. This opens the Implementation Mappings page.
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< RetwrnToEditor |mplementation Mappings

e Total Resolution Cost

> ServiceRequest [1.0] > resolutionService > IssueResolved

Extraction Criteria  Undefined - Extraction expression needed

9 Click on the Edit Extraction Criterion pencil icon to open the expression builder:

Expression Builder

'ﬂ' Build an expression by typing directly into the Expression field, and/for insert fragments fr

Expression

f Insert into ExpressiorL\g

4 Variables
4 resolutionDoc
4 payload
p nsiresolution
resolutionlD
resolution
patchiD

totalResolutionCost

Content Preview

$totalResolutionCost

9 Select the variable totalResolutionCost and push the button Insert into Expression

Expression Builder

© Builc an expression by typing directly into the

Expression

$totalResolutionCost

4 Variables

4 resolutionDoc

4_payload

9 The expression is now complete: StotalResolutionCost
T Press OK
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Note:

When defining extraction criteria for an indicator assigned to a SOA composite milestone, you
can use XPath variables for building the expression.

9 XPath expressions are not supported for mappings within a BPEL process at this point.

¢ RetunToEditor |IMplementation Mappings

e Total Resolution Cost

4 ServiceRequest [1.0] > resolutionService = IssueResolved

Extraction Criteria StotalResolutionCost €9

9 Click Return To Editor

I The Indicator now looks like this:

e Total Resolution Cost

Total resolution Cost of Issue

Filterable No v

Milestone |l Problem Resolved W

. . ServiceReqguest [1.0] = resolutionService = IssueResolved
Implementation Mapping(s)

Extraction Criteria $totalResolutionCost )

Reason for Suspension

This indicator will be mapped to the element suspensionReason in the variable suspensionReason
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Reason for Suspension o

Insuficient information or not reproducible

Filterable No v

Milestone J} Ticket Suspended W

. . ServiceRequest [1.0] = suspensionService = notifyCustomerCfSuspension
Implementation Mapping(s)

Extraction Criterig Defin

9 Click the Define link next to Extraction Criteria. This opens the Implementation Mappings page.

Click on the Edit Extraction Criterion pencil icon to open the expression builder
Extract the variable suspension

= =

Expression Builder

ﬂ Build an expressian by typing directly into

Expression

4 Variables
4 inputvariable

4 payload

Y

n$1:suspension

9 Select the element suspensionReason and push the button Insert into Expression
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Expression

Sinputvariable/payload/ns1:suspension/ns1:suspensionReason

4 Insert into Expression

4 Variables
4 inputvariable
4 payload
4 nsTisuspension
ns1:ticketiD
nsi:incidentiD
ns1:customeriD
nsi.contact
ns1:email

ns1:suspensionReason

Content Preview

Sinputvariable/payload/ns1:suspension/nsi:suspensionReason

The expression is now complete: SinputVariable/payload/ns1:suspension/nsl:suspensionReason

I Press OK

£ ReturnToEditor  Implementation Mappings

Reason for Suspension

4 ServiceRequest [1.0] = suspensionService = notifyCustomerOfSuspension

Extraction Criteria Sinputvariable/payloadinsi:suspension/nsi:suspensionReason o

I Click Return To Editor

I The Indicator now looks like this:

@ Reason for Suspension

Insufiicient information or not reproducible

Filterable No v

Milestone A Ticket Suspended W

. . ServiceRequest [1.0] = suspensionService = notifyCustomerCfSuspension
Implementation Mapping(s)

Extraction Criteria S$inputVariable/payload/ns1:suspension/ns1:suspensionReason o

Save the model.
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Resolution

Resolution o

Hardware replacement, Bug fixed, Documentation updated, Bug declared as feature

Filterable Mo v

Milestone || Problem Resolved W

i . ServiceRequest [1.0] = resolutionService = [ssueResolved
Implementation Mappingis)

Extraction Criteria Define

Extraction criteria:

SresolutionDoc/payload/ns1:resolution/nsl:resolution

Expression

SresolutionDoc/payload/ns1:resolution/ns1:resolution

4" Insert into Expression

4 Variables
4 resolutionDoe
4 payload
4 nsiresolution
ns1:ticketlD
ns1:incidentD
ns1:customeriD
nsi:contact
ns1:email

ns1:resolution

Content Preview

$resolutionDoc/payload/ns 1 resolution/ns1:resolution
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@ Resolution

Extraction Criteria

¢ RetwrnToEditor |mplementation Mappings

4 m ServiceRequest [1.0] = resolutionService = IssueResolved

$resolutionDoc/payloadins1:resolution/ns1 resolution @)

Resolution

Hardware replacement, Bug fixed, Documentation updated, Bug declared as feature

Filterable No

Milestone [ Problem Resolved W

i i m SenviceRequest [1.0] = resolutionService = IssueResolved
Implementation Mapping|s)

Extraction Criteria $resolutionDoc/payloadins1resolution/ns1resolution )

Save the model.
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Integration Architect - Activate the AstraTeq Help Desk model

With all milestones mapped and indicator extraction criteria defined, there are 0 tasks to be completed.
The model can now be activated.

ORACLE" Real-Time Integration Business Insight PN [F5) Designer consoles [ Reports
< Models AstraTeq Help Desk (Draft) - O 0 Tasks to Complete Save =

4 Modified At: Mar 18, 2016 6:33:03 PM

AstraTeq's help desk application

Single Instance Description: Senice Request

Multiple Instance Description: Service Requests

Milestones Unique Instance Identifier Dimensions and Measures

Total 1 Total 20

v v

Total

Select Activate fromthe & K I Y 0 deiedl Sritle top right of the page:

Tasks to
Sa
O 0 Complete e

Activate

Click Continue to confirm activation.

Activate Confirmation

This will initiate the collection of data and creation of the dashboards for the model. This action may take few seconds to complete.

Do you want to continue?

Cancel| Continue

-

The view is switched to the Designer home page.
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Insight Models

“ Favorites SortBy :Date =

AstraTeq Help Desk
AstraTeq's help desk application
Status Changed At: Jun 23, 2016 5:50:30 FM

@ Successfully submitted the request to activate the model AstraTeq Help Desk. This will take a minimum of 60 seconds to complete.

Activate

In Progress

[ |

0% 100%

Activation will take at least one minute.

The model is activate when you see the green check mark and is now ready to start collecting metrics:

AstraTeq Help Desk

AstraTeq's help desk application
Status Changed At: Jun 23, 2016 5:51:58 PM

¢ Activated
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Change an activated model

If you want to make further changes or corrections to your model, follow these steps:

T /tA0] 2y GKS Y2RSf CraebmfEys YSydz  yR a8t 34
AstraTeq Help Desk
AstraTeq's help desk application « Activated =
Status Changed At: Jun 23, 2016 5:51:58 PM View
Create Drah
Deactivate
Delate
Export

This creates a draft model and opens the model page

If you save the draft model and go back to the Designer home page, you see the activated
model and the draft model

=a =

AstraTeq Help Desk

AstraTeq's help desk application V Activated
Status Changed At: Jun 23 2016 5:51.58 PM

AstraTeq Help Desk(Draft)

0
AstraTeq's help desk application 100%

Tasks to Complete

Modified At: Jun 23, 2016 5:56:44 PM

Making changes to the draft will not affect the currently active model until you activate the draft:

Complete your changes.

Save the model.

Activate the draft.

This will overwrite the active model with the changes @ 2 dzQ@S 2dzad Y
If you decide not to go forward with the changes, you can discard the draft.

E N ]
¢
w

Note: Refer to Model Lifecycle States for more details on the different states of a model.
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Test the AstraTeq Help desk application to start collecting metrics

Perform the same test as previously.

9 Copy one of the test files, e.g customerReportl.txt, into /home/oracle/Insight/problem (or the
folder you defined earlier)

T Asuccessful test will show a server output similar to the below, or you can just check for a new
instance in Enterprise Manager Fusion Middleware Control, following the steps below.

Incident ID ARAARAARARARAR

% Customer ID H

e Rategory s Sof tuare *000nnnnn
***********High ppufilg hug***********
e d] ie ket ApProUe d e s

S R R R

- T S L NN

Sof tware

e P AN [ 5 5 0e T ype S aaaaee:
high profile

3o - PP oMM RN ] 0 e £ 5 T 1 e e e e oo -SeE oo
approved

R R
e M] imes Report e d sesesesese e e e e
0

e pe e M MM T Je et e s ] g e ol e e e pe e b

e dleso lution: Bug declared a feature s
e pe e ni e w MMM T O] Peso LUt 10N  C0S b Eee bbb

b2¢g f SGQA EnterpkseM&nagé KuSida Middleware Control:

9 Open Enterprise Manager Fusion Middleware Control using http://<hostname>:<port>/em, e.g
http://localhost:7001/em

Log in with your admin user

Click on Target Navigation on top left
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insight_domain @

@ & WebLogic Domain v

Servers

N

ORACLE Enterprise Manager Fusion Middleware Control 12¢

Administration Server

Expand SOA, then click soa-infra (AdminServer)

Click the Deployed Composites tab.

= 4 goa-infra @

== 1 sOAInfrastructure «

Key Configuration

Dashboard 3S0AFolders J Deployed Composites § Flow Instances  Error Hospital

.ﬁ Business Transaction Faults

Click on ServiceRequest [1.0]

Show only active composites
View w

Composite

@ ServiceRequest [1.0]

@ TestHelpDesk [1.0]

Click on Flow Instances

Active  Retire ... Shut Down... Test

Dashboard = Composite Definition  Flow Instances

4 Components

Name

533 suspensionService

Settings... ¥ %

Policies

Click on the Search button on the right
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A Req™
Q < Search Options

Instances Within a Time Range Search

B H % % Add/Remove Filters

Time (Options...) Custom time period

Instance Created

Last 24 A w Hours %

Composite
Participating

9 You should see one instance for the one test message you had copied over or several if you ran
more than one test

Flow ID Initiating Composite Flow State Created Last Updated
1 « Completed Feb 29, 2016 1:57:52 PM Feb 29, 2016 1:57:54 PM

9 Click on the Flow ID to bring up the Flow Trace

Instance Type Usage State Time Composite
A zg ServiceBus Feb 29, 2016 1:57:52 PM

A Q Web Service o Service « Completed Feb 29, 2016 1:57:52 PM ServiceRequest [1.0)

4 51‘ createEBS_SRAndTrack BPEL « Completed Feb 29, 2016 1:57:52 PM ServiceRequest [1.0]

2 JCA Adapter f#ﬁ Reference « Completed Feb 29, 2016 1:57:53 PM ServiceRequest [1.0]

v} JCA Adapter o Reference « Completed Feb 29, 2016 1:57:53 PM ServiceRequest [1.0]

v JCA Adapter o Reference « Completed Feb 29, 2016 1:57:53 PM ServiceRequest [1.0]

5*; diagnosisService BPEL « Completed Feb 29, 2016 1:57:53 PM ServiceRequest [1.0]

5‘1, resolutionService BPEL « Completed Feb 29, 2016 1:57:53 PM ServiceRequest [1.0]

9 It should look similar as the above

You should start seeing metrics in the Insight console right away. Work through the following sections to
learn more about the console, dashboards and metrics.

If the test is successful, copy all 499 messages. It will take a while to process all messages.

The more test messages you process, the better the metrics will be.
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Work with the Console ¢ pre-configured/out of the box dashboards

Push all test messages through, following the steps in the previous section. Feel free to continue testing,
while you discover the console functionality to get more varied results.

Nina and Karl both have business owner privileges in the test system, so that they can check the
consoles while running test messages through. You can do the following exercises with either one of
those users or you can log in as John, the Business Owner.

John does not have permission to design models; his activities in Insight are restricted to the consoles
and reports:

pa Jonn ¥

ORACLE" Real-Time Integration Business Insight PN (€] consoles [ Reports

Welcome John

o

i=

Consoles Reports .

P Guided Tour
Track business performance, identify trends, Creates and analyzes data captured in detail i i i .
and discover outliers (using both pre-defined by Models. Reports can be created, altered, Provides an infroduction to each area and its
and custom dashboards) through the viewed directly, printed for distribution to functionality
Console within each Model Executives, or archived for compliance

When John logs in for the first time, his home page is empty.

Add the AstraTeq HelpDeskc2 Y 32t S adzYYl NB OF NR ( 2AdddorSolekK-2 Y S
OAstraTeq Help Deske:

Add Console =

AstraTeq Help Desk

The summary card on your setup will differ from the below screenshot dependant on the test data in
your system. You will most likely only see data for one day instead of five.
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AstraTeq Help Desk + )4

Active I 12
Healthy

10
1 22 Recoverable Errors

Completed  m—— 46
Successful

12
Failed

Follow the steps below to open the AstraTeq Help Desk console:

9 Click on the Consoles tab on top of the page or choose the Consoles tile

Consoles

“ Favorites Sort By : Date « @ Healthy @ Recoverable Errors () Successful (@ Failed

AstraTeq Help Desk V active [T
AstraTeq's help desk application _
Activated At: Jul 2, 2016 7:07:04 PM Completed

9 You can see the distribution of service requests for the different states: Healthy, Recoverable
Errors, Succesful, Failed.

9 Select the AstraTeq Help Desk model

This opens the Milestone Status Dashboard (yours may look slightly different than the screenshot
below):

=] Milestone Dashboards +) Refresh Data
b Filters

=
Format v 2 Initial Milestone ™ Standard Milestone A\ Error Milestone  [® Terminal Milestone ~ 3€ Terminal/Error Milestone
®

@ @ @ @ Ticket Susperded @

Incident Created Customer Data Retrieved TickstAssigned Prablem Disgnosed Protiem Resoived

@ @ @ @ @ Ticket Rejectad

Frosem Recene Incident Qualified Ticket Creas Anaysis Stanies TicketEscaimes

Change the view from Diagram to Table:
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=
=

Milestone Dashboards

b Filters

Format w # Initial Mild

Table I}

Diagram

i R

Milestone Dashboards

b Filters
Format w # Initial Milestone
Milestone

# Problem Received

\™ Incident Created

\™ Incident Qualified

\"’ Customer Data Retfrieved
\™ Ticket Created

Page 1 of3 (1-50of 12 items)

\" Standard Milestone

[1]2 3

Count

4409

4499

4409

4499

4499

>

A Error Milestone

Avg. Time To Following

Milestone (Minutes)

0:0.000139269
0:0.000135485
0:0.000052723
0:0.000037012

0:0.000017759

||E| Terminal Milestone x Terminal/Error Milestone

Avg. Time From Previous Milestone (Minutes)

0:0.000139269
0:0.000135485
0:0.000052723

0:0.000037012

The table form of this view is paginated for performance and space reasons. You can use the page
numbers or arrows at the bottom to move between pages.

The below screenshot shows an example of the four preconfigured (or out of the box) dashboards on
the console page:

(]

500
400

300

Count

200

10D

L]

Passed Milestones

12:00 AM

Jul 22016

Date

W W

Instance Errors

M Znalysis Started

M Customer Data Retrieved
Incident Created

M Incident Qualfied

B Problem Disgnosed
Problem Received
Problem Resolved

M Ticket Assigned

I Ticket Creates

W Ticket Escalated

M Ticket Rejected
Ticket Suspended

M Ticket Rejected
B Ticket Suspended

Active Instances

E o M Ticket Suspended
5 M Ticket Assigned
&
D
0
12:00 AM
Jul 22016
Start Date
E ]

Avg Instance Completion Time

Completion Time (in minutes)

@ Faied @ Successful
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This is the view if metrics are available for five days:

o
Passed Milestones Active Instances
M Analysis Started a0
1°0 H Customer Data Refrisved
Incident Created s
o W Incident Qualfied 30
F B Problem Disgnosed .
E g Problem Received £ 2% M Ticket Suspended
8 Problem Resolved 8 20 M Ticket Assigned
a0 W Ticket Assigned je
W Ticket Created
. M Ticket Escalated 10
20 | B Ticket Rejected B
) | |“ Ticket Suspended ; [
28 29 0 El 1 2 28 29 0 El 1 2
May 2016 Jun May 2018 Jun
Date Start Date
E m 1l i ii I = = - | =
Instance Errors Avg Instance Completion Time

[

no®

=]

M Ticket Rejectsd
M Ticket Suspended

Completion Time (in minutes)
w@

@ Failed @ Successful

New in release 12.2.1.1.0

Dependant on the number of instances in the system, loading of the four dashboards can be slow.

Release 12.2.1.1.0 provides a user preference that lets you change the console view to only show one of
the four dashboards:

9 Click the user name on top of the page select Preferences

! Preferences %

Help
J A Aboutinsight
Sign Cut
Qly [ vrew

9 Change the Milestone Dashboard View to Separated

9 Select the dashboard you want to see when entering the page, e.g. Active Instances
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User Preferences

Homepage Welcome Panel External Dashbhoard

Description of functional areas of application and External dashboards tab in console page
directional help

-
N -

Default Start Time Filter Milestone Dashboard View
Default value for all the start time filters in console “iew dashboards combined or separated on the
pages Console screen

LastoDays - | Combined REETEIEIEN] |

Default Dashboard

When separated, this dashboard displays first

I Active Instances v I

Click Save on top of the page
Click Done

You will now only see one dashboard, with a legend on top to select any of the three other
dashboards.
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Avg. Instance

Passed Active Instance
Milestones Instances Errors Completion 0
Time
Active Instances
. I
5
3
O 20
15
10
5
. |
28 29 30 31 1 2
May 2016 Jun
Start Date
. oom =  mm — [ |

28 ) 20 Kyl

| ]
—
1

For more details on user preferences, consult the Preferences chapter in Oracle® Fusion Middleware

Using Oracle Real-Time Integration Business Insight.

Exercise: Use the Milestone Status Dashboards on the Console

As an example of the type of information that can be gleaned from the default console, try and answer
the following questions using the capabilities of the Insight console, such as the milestone status table

and the pre-configured dashboards.

1 Q: How many failures have happened over the past five days?

9 A: By default, the console shows activity over the last five days, so you will not need to change

the filter criteria.

1 Looking at the milestone status diagram, thereA & 2 Y S FIF Af dzNB

milestone: Ticket Rejected.

ol faz

0 Ticket Suspended is not terminal and can still be recovered, so an instance that has

most recently passed this milestone does not count as failed.

0 The count for the Ticket Rejected milestone will tell you the total number for failures

for the application over the past five days.

Incident Created Gustomer Data Retrieved

Froblem Recaived Incident Qualified Ticket Craamd

TicketAssigned

Analysis Snad

Problem Diagnosed

TicketExcalaied

@ @ @ @ Ticket Suspended @

Froblem Resolved

Note: you can also see detailsof 1 KS F I A f dzZNB &

w

o0e
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Instance Errors

M Ticket Rejected
M Ticket Suspended

I Q: Do any milestones appear to be bottlenecks over the past five days?

9 A: Milestones with a count that is significantly larger than other milestones can be an indication
of application slowdown at that milestone.

1 . 2dz Ol y Disglaré (KASS ¢ 2 F YAt SadzyS adridda G2 AR
potential bottlenecks. In the diagram view, the size of each milestone is determined by the
milestone traversal count.

(*] Milestone Dashboards

o

] b Filters

:

Table
I il Milestone \" q
Diagram

Milestone Diagram

0 o @ @ Ticket Suspended @

Incident Created Gustomer Data Retrieved TicketAssigned Frablem Diagnesed Froblem Resolved

@ @ @ @ @ Ticket Rejected

Froblem Recaived Incident Qualified Ticket Craamd Analysis Smnsd TicketExcalaied

9 Q: Over the past 30 days, which milestone has been taking the longest to complete?

f  A: Milestones are atomic and instantaneous in nature, intK I i (4 KS& R2 y2i KI @S
GSYyR¢ GAYSET 2dzad | adGAYS (GKFG GKS YAfSalbzysS
' YAfSabhz2yS GFr1S G2 02 YL} SinBodvevaRdtBrénie@dw lohgB |  f
it takes on average to get from one milestone to another.

T LY GKS YAftSadz2yS adliddza dGFrofST GKAA AYTF2NXIG
C2ft2Ay3a aifSaltz2yS¢é YR a! @3 ¢AYS CNRY tNBQ
for any given milestone, the time spent after passing the previous milestone was used to
accomplish the tasks required to mark the next milestone as complete.
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T  ¢F-1S F 221 4 GKS YAftSadz2yS adGradza GrofS | yR
¢CAYS CNRBY t NBUJA 2 dza sisthe nifedotie2hgt$ éakin@tBefmdzYthe(on ¢ K A
average) to reach, and therefore could be a bottleneck in the application.

Milestone Count :":IQESI::: ;:i:::g‘;ling Avg. Time From Previous Milestone (Minutes)
\"’ Ticket Assigned 376 0:0.410272224 0:0.226270951

\™ Analysis Started 429 0:0.404753946

‘\" Problem Diagnosed 429 0:0.553184035 0:0.560223896

\"" Ticket Escalated 341 0:0.539183676 0:0.767273596

A\ Ticket Suspended 75 0:0.198413333

Page 2 of3 (6-10 of 12 items) K < 1 E 3 >

 Q: How many instances that were started today are still running?

'Y @dtiveInstancest OKI NI &aK2 ga K 2dill adivegr@upet yndhé x-ayisO S & NB
by the day on which they were started. For each day, you can also see what the most recently
passed milestone is.

Active Instances
40
K]
0
E = Ticket Suspended
S 20 M Ticket Assigned
15
10 I
0 I
28 29 30 31 1 2
May 2016 Jun

 ,2dz 62dZf R SELISOG | OGABS AyaidlyOS GKIG Y2aid NBO

numberof Ayaul yOSa UKFEGO Y2aud NBOSyufe LI aasSR UKS a4
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Business Transactions (or Instance Listing) Page

Recall that Insight collects metrics and data about applications for which an abstract model has been
defined (i.e., milestones and indicators). Each time that an initial milestone is passed, a new instance
(i.e. service request) is created to track the details associated with that particular execution flow
throughout the integration application. You can inspect the details of groups of service requests using
the Business Transaction or Instance Listing Page, as well as drill into fine-grained details on individual
service requests.

There are a number of different ways that you can inspect groups of service requests in Insight,
including:

9 Searching for service requests using a portion of the unique instance identifier (incident ID)
9 Drilling into entries on the milestone table or the milestone diagram
9 Drilling into elements of either preconfigured dashboards or custom dashboards

Note: every time that you perform a search, Insight opens a new tab in your browser.

Make sure that the popup blocker on your browser is disabled for this new tab to open.

Searching for Instances

Use the search box at the top-right of the console page to search for instances from the console. You
can enter a partial or a complete identifier string ¢ in this case the Incident ID -, and Insight will find the
instance that has an identifier that matches your string.

Try searching for an Incident ID.

{ Consoles  AstraTeq Help Desk = . _ \/ Activated
b Status Changed At: Mar 18, 2016 6:54:13 PM Service Requests 20| B, | view Al
[*] Milestone Dashboards 4) Refresh Data
| Ad aSYydaSNE®

~ z A

¢KS NBadzZ & akKz2ga |ff aSNBAOS NBljdzSaia o KSNB

e
e
w

Service Requests EnterIncident ID here Q
b Filters

Incident ID [S’:‘r:ice Request Start g:‘r:ice Request End Service Request Status  Last Milestones Customer Name Company Address Email [P)Lzzll?:(‘iun E?ﬁi:
277348 07/02/2016 19:55:53 07/02/2016 19:55:53 Successful Problem Resolved Silvia Karol PROTOCOPE 410 Division Str. Silvia.Karol@ma... Screenonphon... 755
277347 07/02/2016 19:55:51 Recoverable Errors Ticket Suspended Carrie Lacresha  SUBVANT 504 2nd StreetE... Carrie.Lacresha... Noconnectivity 830
277346 07/02/2016 19:55.43 07/02/2016 19:55:43 Successful Problem Resolved Laila Marketta APOSTLIO 572 Church Stre...  Laila.Marketta@... Tablet\WIFInotw... 928
277345 07/02/2016 19:55:39 07/02/2016 19:55:39 Successiul Problem Resolved Leopolde Dara PLAGIA 757 Broad Street  Leopoldo.Dara...  Theringerisrun... 518
277344 07/02/2016 19:55:34 07/02/2016 19:55:34 Successful Problem Resolved Hester Silas PRENET 612 Woodland R... HesterSilas@m... Earbudsseemt.. 93
277343 07/0212016 19:55.27 Healthy Ticket Assigned Johnathan Truliv... SSC, Inc 773 Fireplace St Johnathan.Truliv... No sound 589
277342 07/0212016 19:55:22 Recoverable Errors Ticket Suspended Kennith Zoe REFTEPH 296 Lafayette Av._. Kennith. Zoe@m I need service o 79
277341 07/02/2016 19:556:17 07/02/2016 19:556:17 Failed Ticket Rejected Robbyn Man RATIOHONG 215 Ann Street Robbyn Man@m. . The tabletis not 505
277340 07/0212016 19:55:12 07/02/2016 19:55:12 Successful Problem Resolved Collen Evelyn BYRTH 120 Grove Aven Collen Evelyn@ Screen on phon 818
277339 07/02/2016 19:55:07 Recoverable Erors Ticket Suspendsad simpson Simple_. Fidelity Incorpor._. 17 Park Avenue  Simpson.Simple_.. Thetabletwilln.. 771
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Drilling Into Milestone Status Entries

You can drill into milestone status entries on either the milestone status table or the milestone status
diagram.

From the milestone status table, simply click on any row in the table and a search will be executed to
show you all service requests that most recently passed that milestone.

From the milestone status diagram, click on the icon for any node in the diagram, and a search will be
executed to show you all service requests that most recently passed that milestone.

Drilling Into Milestone Charts & Graphs

For charts and graphs on the milestone status portion of the console, as well as on custom dashboards,

it is also possible to do a search for all instances that contribute to a particular chart element. To do

this, right click on any chart element (e.g., a bar in a bar chart, or a slice in a pie chart) and select
GLyadlyoS [Aadéod ! ASINDK ¢gAff 0SS LISNF2N)¥SR
portion of the chart.

Right-Of A O1 2y ((GKS

¢ A | & & AsékyW
Fd GKIFIG YAfSaldz2yS:s

a
asStsSoi dLyéu

&
8](
g-
'9(
3))

t@rmeﬁ&e)étucle
yOS [ Aa

PO

S
Y

Active Instances

ount

P

28 25 0 21
May 2016 T

o I InstEce List

Scroll to the right in the list and you will see that all stuck instances are assigned to the same frontline
technician, Victor Diaz. It may be a good idea to check if Joe is on vacation or sick and re-assign to a
different engineer.
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probler, . BeiVatueof pigp  Fromine
ruliv... Mo sound 589 277343 Victor Diaz
tE@m... Bluetooth heads... 44 277327 Victor Diaz
tma... Bluetooth speak... 69 277325 Victor Diaz
nail.... Thetabletisnot... 554 277308 Victor Diaz
sto... Please service ... 81 277302 Victor Diaz
j@m... Thetabletisnot... 390 277290 Victor Diaz
bast... The phonenolo... 747 277288 Victor Diaz
@m... My phonewillo... &16 277287 Victor Diaz
usill... Mo calls 1101 277236 Victor Diaz
pma... The phoneisne... 538 277270 Victor Diaz
lita... My headsetnee... B84 277268 Victor Diaz

Indicators on theBusiness TransactioRage

Once a search has been performed (either an explicit identifier search, or a drill-down), the user is
presented with a list of service requests that match the search criteria specified. All identifiers are listed
in tabular form in the search results table.

Clicking on any value in the identifier column will drill into the details for a particular service request.
See the next section for details on how to use the Business Transaction Details page.

The user can sort the list by clicking one of the arrows on one of the column headers:

Incident ID « Service Request Start
Date
277551 031812016 13:31:05
277594 03182016 12:53:08
277729 03182016 11:50:15
Note:
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Some indicator columns may not have values for certain service request. This could be due to the fact
that no values were present in the message when the extraction criteria was evaluated, or also due to
the fact that the milestone at which the identifier was to be extracted was not passed by the instance.
C2NJ SEIl YLX SZ ISyspehsibriRabbhéli 26N\d dgf R ffSAR &t & y 2 KI
was not suspended.

Completed service requests show the Service Request End Date while active service requests show no
date in that column.

&\

Incident ID [S)ztr:ice BenuestiS [S)ztr:ice BequestEnd Service Request Status  Last Milestones Customer Name Company
277348 07/02/2016 19:55:53 07/02/2016 19:55:53 Successful Prablem Resolved Silvia Karol PROTOCOPE
277347 07/02/2016 19:55:51 Recoverable Errors Ticket Suspended Carrie Lacresha SUBVANT
277346 07/02/2016 19:55:43 07/02/2016 19:55.43 Successful Froblem Resolved Laila Marketta APOSTLIO
277345 07/02/2016 19:55:30 07/02/2016 19:55:30 Successful Froblem Resalved Leopaoldo Dara FLAGIA
277344 07/02/2016 19:55.34 07/02/2016 19:55.34 Successiul Froblem Resolved Hester Silas FRENET
277343 07/02/2018 19:55:27 Healthy Ticket Assigned Johnathan Truliv... SSC, Inc.
277342 07/02/2016 19:55:22 Recoverable Emors Ticket Suspended Kennith Zoe REFTEFH
277341 07/02/2016 19:55:17 07/02/2016 19:55:17 Failed Ticket Rejected Robbyn Man RATICHONG
277340 07/02/2016 19:55:12 07/02/2016 19:55:12 Successful Prablem Resolved Collen Evelyn BYRTH
277339 07/02/2016 19:55.07 Recoverable Errors Ticket Suspended Simpson Simple... Fidelity Incorpor...
277338 07/02/2016 19:55:.03 07/02/2016 19:55:.04 Successful Froblem Resolved Romana Beau NECLES
277337 07/02/2016 19:54:57 07/02/2016 19:54:57 Successful Problem Resalved Sudash Welcom... CCNF

The list also shows the status of each service request and the last passed milestone.

You can change the order of the columns to get a better view of the indicators that are most important
to you.

Filtering theBusiness Transactionnstance ListinyPage

The list of service requests can be refined using the filter criteria at the top of the page. There are two
categories of filter criteria that can be specified: Lifecycle and Indicators.

Lifecycle criteria allow the user to filter by terms related to the progression of a service request through
its lifecycle. For example, the user can limit by the date that a service request was created, or limit the
matching service requests by the most recently passed milestone.

Indicator criteria allow a business owner to limit search results based on value ranges applied to the
indicators that are unique to their model. For example, one might limit matching service requests to
those issues that have been reported between 0 and 4 times.
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4 Filters

Lifecycle
service request Start Date  Last5 Days w Milestones v
service request End Date v service request Status i
service request Duration v
Indicators
Frontline Technician v Backline Technician v

Times Reported £

Clear A" “
Clear

Business Transaction Detail Page

The business transaction details page gives a chronological view and detailed flow of any single service
request that a user wishes to inspect.

A user looking for failed service requests, or active service requests, or any other filtered list of service
requests on this page may as a consequence want to delve into each of these service requests to
investigate the causes for the same. Business owners may drill into a specific service requests by clicking
on the identifier value in the business transaction listing page.

277348 07/02/2016 19:55.53 07/02/2016 19:55:53 Successiul
277347 I 07/02/2016 19:55:5 Recoverable Errors
277346 07/02/2016 19:55:43 07/02/2016 19:55:43 Successful
277345 07/M02/2016 19:55:39 07/02/2016 19:55:39 Successful
277344 07/02/2016 19:55:34 07/02/2016 19:55:34 Successiul
277342 07/02/2016 19:55:22 Recoverable Errors
277340 07/M02/2016 19:55:12 07/02/2016 19:55:12 Successful
277339 07/02/2016 19:55:07 Recoverable Errars
277338 07/02/2016 19:55.03 07/02/2016 19:55:04 Successiul
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Milestone Status
2 Initial Milestone \- Standard Milestone A Error Milestone ||E| Terminal Milestone x Terminal/Error Milestone

Minutes @[] | | | | | | (@ HalfYears

Problem Received \- Ticket Assigned
622016 12:35:59 AM 622016 12:39:53 AM

Problem Diagnosed
622016 12:4513 AM

\F’

\~ Incident Created \~ Analysis Started

\~ Ticket Escalated
622016 12:36:38 AM 622016 12:41220 AM

6212016 12:4626 AM

Incident Qualified
6212016 12:36:54 AM

L

g Ticket Suspended
61212016 12:46:45 AM

\ Customer Data Retrieved
6272016 12:37:14 AM

16 Ticket Created

The details page also shows a list of indicators grouped according to the milestone with which they are
associated, and the values of these indicators.

Just below the timeline is an expandable/collapsible list view component, showing all the milestone
names (and the timestamp of reaching the milestone) as headers, which then can be expanded to view
all indicators associated with the particular milestone along with indicator values captured.
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4 Problem Received (D6/02/2016 00:35:59)

Problem Description

Product

Retail Value of Product

4 Incident Created (06/02/2016 D0:36:38)

Incident ID
Incident Qualified (06/02/2016 00:36:54)
4 Customer Data Retrieved (06/02/2016 00:37:14)
Company
Email

Address

Customer Status

Country

Region

Customer Name

“ibration not warking

Accessory

o
(4]

276871

WVELVUSA

Victoria. Shasta@mail.com

630 Linden Avenue

Silver

England

EMEA

Mictoria Shasta

Note that you can filter the indicators to those collected for a specific milestone by clicking on the
milestone in the timeline. Click off of any milestone to see all indicators again.

Below is a screenshot of a successfully resolved service request:
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Milestone Status

n ,'f Initial Milestone \"" Standard Milestone A Error Milestone |E Terminal Milestone x Terminal/Error Milestone

Minutes @ [ | | | | | | @ HalfYears

Problem Received Ticket Assigned Analysis Started Problem Resolved
¢ ot ot [
3/8R2016 7:20:16 PM 3/82016 722:52 PM 3/82016 7:29:30 PM

\” Incident Created \~ Problem Diagnosed

3BRO16 71715 PM 3/B/2016 7:25:10 PM

Incident Qualified
\~
3/BRO16 71727 PM

‘Customer Data Retrieved
\ﬁ

3/B2016 T:17:46 PM

Ticket Created

16 \ 3/B/2016 7:18:06 PM
19:14 19:15 19:16 18:17 19:18 19:18 10:20 19:21 10:22 10:23 10:24 19:25 18:26 19:27 10:28

With the indicators for this instance:

Indicators

4 Problem Received (03/08/2016 19:16:47)

Problem Description WMy tablet always goes dead after about one hour of use
Product Tablet

Retail Value of Product 924

4 Incident Created (03/08/2016 19:17:15)

IncidentID 3409

Incident Qualified (03/08/2016 19:17:27)

' A lcustomer Data Retrieved  (03/08/2015 19:17:46)

Company GURUWER
Email Lela.Miguelina@mail.com
Address 32 Ann Street
Customer Status Standard

Country England

Region EMEA

Contacting Support Regding a Milestone Status

When viewing the status of a service request, there will be occasions when a business owner wishes to

discuss the situation with technical support. For example, assume that a long period of time has elapsed

since the Analysis Started milestone was passed, but the Problem Diagnosed milestone has not yet

0SSY LI aasSRo 2 Keé Aa U Kanalysis Sting8dAmDeStondPB5 | dzSa o & a b dzO €
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This could be a business problem, but the business owner may also want to exclude a technical problem.

Half Years

\., Analysis Stai ted I

2/29/2016 6:17:52 PM

Ly &dzOK OF aSas astldteéd daaihdy Bqlicat 0 8z34 O NIA Ol Repbda 2y (G KS @
Problemé A O2Yy SY0SRRSR Ay GKS YAfSaluz2yS Ay 6KAOK GKS
system administrator including information on where the problem was seen in Insight, as well as

providing a link to the technical flow trace so that the administrator can view the associated technical

objects in Enterprise Manager.

Note:/ £ AOTAY3a GKS awSLIR2NI | t NP O tbriwéerif oheGsBlefineds A £ £ | dzy C
@ 7. Incident ID 1400 [Insight Report]
H® XD 0oe F
J Message l Options ]
Calibri [xf15 |x :_:_2;_ = f/ ;_' # Signatures~¥ ! High Priority
send | B | I | U ase é_:ﬁdﬂ_rﬁf% Z|E) Atach | Picture & Hyperlink v < Low Priority  Gpeck Names

To: |

Cc:

Bec:

Subject: | Incident ID 1400 [Insight Report]

A Problem has been reported by a user in the Real-Time Integration Business Insight console.

Reported Milestone:
Analysis Started - Standard Milestone - 02/29/2016 18:17:52 - ServiceRequest [1.0] > diagnosisService > process:REQUEST -

target=/Domain_base_domain/base_domain&type=weblogic_domain&flowCorrelationld=0000LCk6eoQ8pmH5IvS4yf1Mp9sk000ONmM

Links above may only be accessible to appropriately privileged users.
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CreateCustom5 | a Ko 2 NRa FT2NJ @! a2ZRISE S|
Business owners often want to track metrics, ratios, and trends on their console that are important to
their business, but for which the preconfigured dashboards do not provide clarity. Insight allows users

to do this by creating custom dashboards that can be used to visualize indicators defined in the model
and extracted as the application runs.

Custom dashboards are collected on the custom dashboard tab of the console. You can add as many as
you like.

] Milestone Dashboards

—-

&

b Filters

Format » # Initial Mile

Customer Status

W Gold

W Silver
Standard

47.87%

COUNT(Problem Desc ription)

Create Dashboard

i | e |
Defects per Customer Status Problems by Region Over Time Product Value to Resolution...
P | | |
EH
Escalations Over Time Issue Type per Customer Problems by Country Over Time

The best way to understand how custom dashboards work is to create a few for yourself! Try to create
the following custom dashboards. Feel free to play around and create your own, too.

A few example dashboards are listed in the next section.
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NoteY ¢ KSy z TANBG aStS800 GKS 6/ dad2Y 51 aKo2l NRaé

ez2d
{AYLX & Of A Ol ereate Dashboarfie| NaEHEI GRNB Siy2 63SU adk NISR ONBI @

i, My Custom Dashboards Refresh Data

-

You currently have no Dashboards

Custom Dashboards must be configured individually

© Create Dashboard

Create Dashboard

This brings up the Create Dashboard page:

Create Dashboard x

Title

Enter a suitable title for the dashboard.

Visualization

Pie Chart

< >
10f4

Slice Size

Measure

Aggregating Function

Grouping

0 Cancel | OK

Real-Time Integration Business Insight 12.2.1.1.0: AstraTeq Help Desk Tutorial Page 86 of 99



9 Select an icon for the dashboard by clicking on the right arrow next to the default icon. Follow

the same steps as when selecting an icon representing your model

Enter a title for your model

Select a chart type from Pie Chart, Bar Chart, Bubble Chart or Area Chart

Select measures and dimensions to define what metrics are visualized in the charts

Defects per Customer Status

This chart shows the amount of issues per customer status (gold, silver, standard)

9 Chart type: Pie Chart

9 Slice Size:
0 Measure: Problem Description
0 Aggregating Function: Count

1 Grouping: Customer Status

Title

Defects per Customer Status

Visualization

Pie Chart

<
1of4

Slice Size

Measure

Problem Description

Aggregating Function

Count

Grouping

Customer Status
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Page 87 of 99



1 Click OK
T You will see the metrics right away (your metrics will vary from the screenshots below,

dependant on how many test messages you created):

Customer Status
M - Gold
M - Silver

47.7%
- Standard

bottom of the page:

Defects per Customer Status

Problems by Region Over Time
This chart shows the distribution of issues across regions per day

9 Chart type: Bar Chart

T Y Axis:
0 Measure: Problem Description

0 Aggregating Function: Count

I XAxis:
0 Service Request Start Date

 Grouping: Region

Real-Time Integration Business Insight 12.2.1.1.0: AstraTeq Help Desk Tutorial

You can edit the dashboard by clicking the pencil button on the top right of the dashboard card at the

Page 88 of 99



Title

Problems by Region Owver Time

L TR

Visualization

Bar Chart
< 3
2 of4
Y Axis
Measure
Froblem Description ¥
Aggregating Function
Count r
X Axis ] lgnore empty value
Service Request Start Date A
Grouping [ lgnore empty value
Reqgion ¥

1 Click OK

9 Your metrics will vary from the screenshots below, dependant on your test data:

120
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Product Value to Resolution Cost and Problem Count

This chart shows the relation between the retail value of the products on which issues have been
reported, the total resolution cost of the problem, and how many times the same problem has been

reported.
1 Chart type: Bubble Chart
T XAxis:
0 Measure: Retail Value of Product

0 Aggregating Function: Average

0 Measure: Total Resolution Cost
0 Aggregating Function: Sum

9 Bubble Size:
0 Measure: Problem Description
0 Aggregating Function: Count

 Grouping: Product
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9 Every bubble represents a different product type:
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Product Value to Resolution Cost and Problem Count

210K
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120K Product
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SOK - Tablet

SUN(Total Resolution Cost)

60K

30K

0.0 0.2K 0.4k 0.6K 0.8K 1.0K
AVG(Retail Value of Product)

9 The bubble color shows the product type, the bubble size shows how many problems have been
reported for this product and the position on the Y axis shows the sum of the cost to resolve the
issues.

 Mouse over a bubble to see the values

AVGIRetail Value of Product): 70.6484375
SUM(Total Resolution Cost): 174718.0
COUNT(Problem Description). 128

Escalations Over Time

This chart shows the number of escalations over time.
9 Chart type: Area Chart
1 Y Axis:
0 Measure: Backline Technicians
0 Aggregating Function: Count

X Axis: Service Request Start Date
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Visualization
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Issue Type per Customer
This chart shows the percentage of issues types per customer.

9 Chart type: Pie chart
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9 Slice Size:
O Measure: Customer Name
0 Aggregating Function: Count
9 Grouping: Issue Type
9 Check Ignore empty value

0 Insome cases, the indicator Issue Type is not set, for example, if no issue has been
identified. Checking this box excludes those service requests with empty issue type from
the chart

Title

Issue Type per Customer

E Pl

Visualization

Pie Chart
< >
1of4
Slice Size
Measure
Customer Name v
Aggregating Function
Count v
Click to ignaoreidisg
Grouping [#| lgnore empty value
Issue Type v

The chart should look something like this:
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34.5%

lssue Type
M - high profile
M - security bug
- standard

33.3%

COUNT({Customer Name)

Problems by Country Over Time
Here you can see how many issues were reported per country every day.

9 Chart type: Bar chart
1 Y Axis:
0 Measure: Problem Description
0 Aggregating Function: Count
X Axis: Service Request Start Date

1 Grouping: Country
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Title

Froblems by Country Cwver Time

Visualization
Bar Chart
< >
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Count v
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Service Request Start Date v
Grouping ] lgnore empty value
Caountry v
The chart should look something like this:
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You can simplify the diagram by unchecking countries in the right legend. A diagram with less countries
could look like this:
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In addition to changing the filter for the dashboards, you can also limit the timeframe in the chart itself

by moving the slider at the bottom:
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View of the last five days
Signed in as John, the business owner, go to the Home page (click on the Home tab).

. 2dz Ol yondol&tiet | 18 GKAA LI 3AS F2N SI OK Y 20RFSfe 2(d2 K3 SAIS yI¢
done so yet.

f Click Add Console and sS f SAGtéaTeqiHelp Deské T NB Y -dovia§st: R N2 LJ

Add Console =

AstraTeq Help Desk

AstraTeq Help Desk %

Active
Healthy

1 22 Recoverable Errors

Completed  m——— 46
Successful

12
Failed

The metrics are grouped into
9 Active orders (orders not passed a terminal milestones yet)

0 Healthy: last milestone passed was a standard milestone. Service Requests that have
been started, but are not complete yet.

0 Recoverable Errors: last milestone passed was an error milestone, but not terminal. This
service request can still be successful as it is not complete yet. If the service request has
been suspended, it can still be recovered, for example if the customer provides
additional information to the support engineer.

9 Completed orders (orders that have passed a terminal milestone)

0 Successful: last milestone passed was terminal: service requests that have been
resolved.

0 Failed: last milestone was a terminal error milestone: service requests that have been
rejected.
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The numbers on the left are a cumulating metrics for the last five days, numbers on the right represent

the current day.

You can select bars in the middle from past days to retrieve the numbers from that day:

AstraTeq Help Desk

Active

=
122
Completed

[———=1

X

Healthy

Recoverable Errors

59

Successful

18
Failed

This concludes the AstraTeq Help Desk tutorial for Real-Time Integration Business Insight. We hope you

enjoyed the experience. Please let us know any questions or comments you may have.
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