


Context / scope

B2C Service Cloud Usage Metrics

B2C Service users need a reliable way to see the details of their site usage.

Now there's an an accurate, reliable, and secure way to obtain these usage details using the Agent Browser Ul.
This feature is enabled in 20B update for Oracle RightNow Service Cloud on Browser Ul Only

Overall benefits

An accurate, reliable, and secure way to obtain these usage details using the Agent Browser Ul from B2C Service
Cloud.
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Typical challenges observed

» Customers not using a particular feature from B2C Service Cloud - from BUI
« Difficulties in identifying usage information
« Usage information insufficient
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Findings and recommendations

Category Finding Recommendation Benefit

Service Usage Metrics will
allow access to see the
monthly and daily
breakdown of -

Follow instructions presented below as part of the
configuration steps to obtain service usage from within B2C
Service Cloud

Tier 1 Sessions,

Tier 2 Sessions,

Tier 3 Sessions

Daily peak Seat data for
Connected, Named, Chat or
Non-Contact Center seats.

Service Usage metrics capability not

Product Setup leveraged in order to report on usage
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Configuration Details

= ORACLE" senice Cloud Add the Service Usage Metrics component to the
Navigation navigation sets of the appropriate profiles.
b Home Agents need “Administration” permission enabled within
4 Analytics Permissions -> Administration tab + Service Usage Metrics
Sl Component

Service Usage Metrics
b Contacts

P Organizations

P Incidents

b Answers
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P Opportunities

b Tasks

4

P Configuration
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Navigation Set Enablement

Recent Items |&« Service Usage Metrics = »

s Using Service Usage Metrics is not available in
the Agent Console.
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Users will see the shown message if they
attempt to access.

This feature is only available in the Agent Browser Ul. Please see your

Navigation administrator or refer to documentation.

Analytics

A R N e
g Styles Explorer
@, Chart Styles Explorer
@‘ Color Schemes Explorer
™ Images Explorer
[l Text Fields Explorer

Service Usage Metrics

h JF =@
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Service Usage Metrics Navigation Set Access

= ORACLE

|a« Service Usage Metrics

7

Tier 1 Sessions Tier 2 Sessions

View details of Tier 1 View details of Tier 2

Sessions usage Sessions usage
Copyright © 20232, Oracle and/or its affiliates

Last Name

Tier 3 Sessions
View details of Tier 3
Sessions usage

Seats
View details of Seat
usage

3

Service Usage Metrics will allow
access to see the monthly and daily
breakdown of Tier 1 Sessions, Tier 2
Sessions, Tier 3 Sessions Daily peak
Seat data for Connected, Named,
Chat or Non-Contact Center seats.




Service Usage Metrics Work Area

Ig Service Usage Metrics 1ls Tier 1 Sessions & service Usage Metrics Summ...

Y Search

Selecting the type of Session to

There is a 3 year limit for returning Session history. For additional data, please submit a Service Request.

Tier 1 Sessions review provides a monthly view of
the data and either the graph or the
: table can be used to drill into the
i, daily data for the site.
There is a three year limit on

2 u historical Session data.

2017-05
2017-06
2018-04
018
2019-08
2019-09
2020-04

R 7 For additional data, you may submit
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o & sesss a Service Request to the Technical
: Support team.
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Service Usage Metrics Session View

|« Service Usage Metrics ils Tier 1 Sessions & service Usage Metrics Summ...

Search efres| #) Reset
1D Refresh € R

User Summary Summary of User Gounte Default view for Seats provides a daily peak usage
for Connected, Named, Chat or Non-Contact Center
seats. Unwanted seat metrics can be filtered out
using filters.

== Connected User
== Chat Named User
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. o e e The daily peak seat data will begin to be stored
f \ daily following an upgrade to 20B and the data will
O be collected going forward.
There is no access to historical data for Seat usage
within the system.
04/18/2020 12:00 AM Connected User 2 View Connected User Details . . Y
04/20/2020 08:00 AM Connected User 5 View Connected User Details SerV]Ce Usage Metr]c Supports exportlng the data
' 04/21/2020 02:52 AM Connected User 7 View Connected User Details USing the Sta nda rd export functiona]ity Of Reports.
04/22/2020 12:00 AM Connected User 6 View Connected User Details
04/23/2020 12:00 AM Connected User 4 View Connected User Details

Pannantad Lear A \imw Cannantad |lear Nataile

NADAIININ NT-20 AL
13 Records
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Service Usage Metrics Seat View

las Service Usage Metrics Il Tier 1 Sessions @ service Usage Metrics Summ...

Y Search 1) Refresh  §) Reset .~ Open (5 New ¥ Delete % Copy
Top Level All

User Details

This report displays the users who currently have active Staff Accounts. It will not display Staff Accounts that do not currently qualify as a named user.
Please use the below links to create, edit and delete transactions. These reports provide insight into Staff Accounts transactions to help provide msight about changes that may affect summary count details.

Account Transactions Account Deletions
4 User Account ID User Name User Group
2 admin admin Staff

Users can drill into the Action column to see supporting details for the supporting Accounts. The
Accounts listed will be the accounts that are currently configured in the system.
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Currently, there is not a daily snapshot of users that comprise the daily peak. To help understand recent
Account object changes, there are reports to help see Account Transactions and Deletions within the
User Details report
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Steps to Enable

. NENGERGRRCL SN || | New Navigation Set = X

Summary
Find in List | W Campaigns ¥ MoveUp
- [ Interfaces A @ Surveys
@) Language Skills @, Mailings § Move Down
...... : ] Logs 411 Content Library
-0 Mailboxes D Audiences
- {09 Manage Access Tokens {54 Quick Search
i-[a%| Message Bases &
~~~~~ (-4 Message Templates fsced
----- 8 My Incident Conversations & | Staff Management ¥ MoveUp

i  Navigation Sets

~~~~~~ & Notifications

----- Object Designer

----- 2, Password Configuration
403 Process Designer

@) Product Skills

444444 % Rules

-5, SA Auto Tuner

----- [’j_'] Scripts Explorer

i--4) Service Update Notifications
~~~~~ -

----- [ Single Sign-On Configurations
L[ dy Workspaces / Workflows
&+ Concurrency Manager

@--u_ﬁ Content Library

(- Feedback

o - L

Add =

¥ Remove

[# | Application Appearance
& |5 Site Configuration

# [ Internationalization

# [ Service

# |5 Opportunity Tracking
[# [ =) Outreach

# |7 Database

T4 Service Usage Metrics
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4§ Move Down

# Rename

4 New Folder

Open the Agent Console to edit Navigation Set
Open or Create the applicable Navigation Set

Select Navigation Folder to add Service Usage
Metrics component.

Find the Service Usage Metrics component
either in the Common folder or by using the
Find in list capability.

Select the Service Usage Metric component.

Click Add to associate the Service Usage Metrics
component to the Navigation Set item.

Save and Close
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Tips and Considerations

For the Concurrent User Detail, the Account Session History (account_session_history) table is used for
reporting the login activity. The default retention period for the Account Session History table is 180 days.

If you want to report on the connected user detail for longer than 180 day, you will want to increase the
purge timing configuration for Session History Purge Days.

SESSION_HISTORY_PURGE_DAYS

Defines the number of days after which an entity's session history records are removed from the
session_history table (relative to the end time).

It is recommended that this value be carefully reviewed. Verify that your organization will have no future
need to report on the date range exceeding the intended threshold. Default is 180.
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Resources and documentation

* Profile permissions required to access Service Usage Metrics
* Monitoring Service Status and Utilization
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https://cx.rightnow.com/app/answers/detail/a_id/11627/~/service-usage-metrics-required-permissions
https://docs.oracle.com/en/cloud/get-started/subscriptions-cloud/mmocs/monitoring-service-status-and-utilization.html

! Customer Success - Digital Services Portal

. ORACLE

EMEA Customer Success

Cloud Adoption Portal

About @  GetStarted © Implement @  Adopt @ ~ Videos @  Resources @

go.oracle.com/EMEACustomerSuccess R

Advance your knowledge and realize value through
Customer Success Webinars

Bookmark it & revisit frequently to find:
 all upcoming webinars available
 other valuable resources.

If you are at the beginning of your journey o simply aim to learn how to better navigate through Oracle ecosystem, then this is the right place to start.

We d you to bookmark this page and revisit it frequently. Select and register to
the ones relevant to you and share the information with other interested colleagues.

‘Welcome to Your Oracle Cloud Journey Oracle Cloud Portal - Start here! Oracle Guided Learning
Duration: 60 mins Duration: 45 mins Duration: 60 mins
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Thank you D4 ey

go.oracle.com/EMEACustomerSuccess
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