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Deploying Oracle Service Cloud

The Oracle Service Cloud Smart Client is deployed on your staff workstations to provide
access to Oracle Service Cloud. Oracle Service Cloud uses Microsoft’s Click-Once industry
standard technology for deployment of the client application to staff workstations. This pro-
vides the following benefits:

* New versions of Oracle Service Cloud can be downloaded without redeploying the cli-
ent.

* Service packs are applied automatically.
* Workstation administrative permissions are not required for staff members.

* Deployment requires little to no involvement from your IS staff.

Note If you are deploying Oracle Service Cloud in a Citrix environment, contact cus-
tomer supportt to discuss your deployment needs by sending email to

installer(@mailca.custhelp.com.

Click-Once deployment

When you deploy the smart client, all necessary components and files are automatically down-
loaded to your workstation (refer to Application deployment process). After this is complete,
your staff can immediately log in and begin configuring and customizing your application. To
access the same site in the future, you can launch the client by selecting Start menu > All Pro-
grams > RightNow > RightNow (<your_site>).

The client application is site-based, meaning that a separate client must be deployed for each
site you access. However, a single client application can be used to access all interfaces on a
single site. Interfaces are added to the client in the same way the client is deployed. Simply
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access the interface’s Launch page and click the Install Oracle Service Cloud button (as
described in the following procedure), and the deployment tool will add the interface to the
Interface drop-down menu on the client’s Login window.

Important Before deploying the client application, be sure to review the system require-
ments (Answer ID 31) and the environmental configuration information
(Answer ID 2364) on our support site.

If you are performing a large-scale deployment of Oracle Service Cloud, refer to
Deploying Oracle Service Cloud to multiple staff members.

To download the Oracle Service Cloud client and log in

Important Cookies must be enabled on your workstation in order to work in the applica-
tion.

1 Open your web browser and type the following URL.

http://<your_ site>.custhelp.com/cgi-bin/<your interface>.cfg/php/
admin/launch.php

2 Click Install Oracle Service Cloud. A security message warns you that the application
should not be installed unless you know that it is from a trusted source.

3 Click Install. Once Oracle Service Cloud downloads to your workstation, the Login win-
dow opens.

(yomscie
W service cLoun
— e
‘ Ask the Experts
Password Webinars O
Login Help You, your p . e exp
Note To view all deployment files and processes, click View Log File. Refer to

Application structure.
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You can configure several login options for your application, including login help and
Login window customizations. Other login options can help you control and track login
behavior.

4 Type administrator in the Username field. You must enter this user name the first time.

5 Type the password assigned when your site was created. After logging in the first time, you
must change your password.

User names and passwords are case sensitive. Keep this in mind as you add staff accounts.

Tip The Interface field displays the name of the interface from which you launched
the installer. This drop-down menu will also contain the names of any additional
interfaces you install for this site, beginning with the first interface installed.

6 Click Login. The Service Console opens after the system updates and loads all necessary
support files.
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Application deployment process
When you deploy Oracle Service Cloud, the following process occurs.

Launch Initialization Deployment

Service Console
Application
Files

Click-Once RightNowCX.exe

o o

1 Click-Once downloads the Oracle Service Cloud application, verifies that its deployment
files are current (updating them if necessary), and launches the application.

2 The application prompts you to log in and verifies the credentials you enter.

3 The application deploys the appropriate version application and user files and initializes
the smart client. You are now logged in to Oracle Service Cloud.

After Oracle Service Cloud is deployed to your workstation, you can access it in the future by
selecting Start menu > All Programs > RightNow > RightNow (<your_site>).

Important Each time you start the application, the Click-Once function will make sure
Oracle Service Cloud is current, downloading new files and libraries as needed
to keep your deployment up-to-date with each release. For this reason, there is
no need to uninstall and reinstall the application following an upgrade.

When logging in after an upgrade, Oracle Service Cloud streamlines the deploy-
ment by removing from the workstation any application files (such as program
binaries) for versions previously run for the same site. However, user settings
and cache files are retained to ensure a smooth transition and consistent experi-
ence for staff members.

The deployment process can be customized to ease the load on network bandwidth and disk
space during large-scale deployments, operations, and updates of Oracle Service Cloud. For
custom deployment options, refer to Deploying Oracle Service Cloud to multiple staff mem-
bers.




Service pack deployment

Oracle issues service packs to enhance the product release cycle of Oracle Service Cloud. Six
iterations ate delivered on a regular schedule following the general availability of each major
quartetly release. Oracle’s automated service pack deployment process provides a simplified
change management methodology, promptly delivering code and performance improvements
without the need to perform a full upgrade. Service pack updates are deployed using a back-
ground process that requires no involvement from your IS team, minimizes impact on your
network bandwidth, and is seamless to customers and staff members. For more about service
pack deployment, refer to Answer ID 2525 on our support site.

Auto Upgrade Program

The Auto Upgrade Program is for organizations that want the latest version of Oracle Service
Cloud by upgrading to each new quarterly release. By upgrading automatically, you get access
to the latest features of Oracle Service Cloud while streamlining the upgrade process.

Sites that use standard product functionality and configuration options qualify for the Auto
Upgrade Program. Sites that use customizations can qualify for the Auto Upgrade Program if
the custom capability is built within the Connect APIs. To see if your site qualifies, contact
your Oracle technical migration manager or account manager for a review of your implemen-
tation.

After your site is enrolled in the Auto Upgrade Program, an upgrade will be initiated for the
site each quarter. An upgrade site and cutover date will be automatically generated, with noti-
fications to your organization sent through an incident generated on our support site. The
upgrade site will be available for you to test before cutover. You can change the upgrade
cutover date if necessary. Any questions or problems during testing can be reported to cus-
tomer support, which will be available to assist you during each upgrade cycle.

Starting with the May 2014 release, new sites are automatically enrolled in the Auto Upgrade
Program. For more information, refer to Answer ID 6409 on our support site.

Application structure

Becoming familiar with the application’s file structure can be helpful when considering cus-
tom deployment options or troubleshooting problems. The following overview describes the
smart client directory structure and provides brief definitions of the major files and directo-
ries.

When Oracle Service Cloud is fully deployed to a workstation, the Click-Once deployment
tool creates the following directories and files in the %USERPROFILE%\ AppData\1.ocal
\Apps\2.0 directory.
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* <Alphanumeric string>—Contains client executables, cached libraries, and manifest
files.

* Data—Contains user-specific settings and cache files.

In addition, a set of application resources is downloaded to the Windows user profile of each
staff member. By default, these are placed in the %.4PPDAT.A%\RightNow_Technologies\
<your_site>\ <version> directory.

Oracle Cloud Internet Your Network

dfrrresnsnssasnasasnannnnrnnnny ->
ORACLE
Oracle Service Cloud Oracle Service Cloud
and database Smart Client

These resources fall into the following three categories.

* Application files—The binary (.dll) and client files that comprise the extracted appli-
cation. Upon deployment, these files are downloaded to the <your_site>\ <version>
directory and two subdirectoties, AddlnPipeline (containing add-in libraries) and
RN_COM (containing the Redemption library used for Outlook integration).

* User files—The user-specific files written and used by the application, including user
settings, downloaded file attachments, cache files, message base strings, and any add-ins
to which the staff member has access. The user files are placed in the <your_site>\
<wersion>\ Users subditectory.

* Updates directory—Fach time Oracle Service Cloud starts, it checks Oracle’s cloud
servers to see if there are new versions of the application files available, such as those
provided by a service pack release. When an update is found, it is automatically down-
loaded to the <your_site>\ <version>\Updates subdirectory as a zip file. The updated files
are then extracted and moved to the application files location. The zip file and directory
are removed following the update.

Note For custom deployment options, refer to Deploving Oracle Service Cloud to

multiple staff members.




All deployment files and processes are logged in a time-stamped file called

<yyyy.MM.dd. HHmm.ssffff> log.txt, found in the <your_site>\logs directory. The log for the
current session can also be accessed by clicking View Log File on the Login window. Log files
are saved for seven days following deployment and are then automatically deleted to conserve
disk space.

Deploying Oracle Service Cloud to multiple staff members

When deploying Oracle Service Cloud to a large team, it is

important to consider the impact of the deployment process [ ]

on your network resources. When each staff member initially ORACLE

logs in to the application, client files and libraries that sup- SERVICE CLOUD DJ
port the application’s activity are downloaded to the worksta-

tion (refer to Application structure). Depending on the A 4

number of staff members and workstations, these individual
downloads can consume significant bandwidth and disk
space.

Oracle Cloud Internet Your Network
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To reduce the impact of deployments and software updates on your resources, the application
provides three custom deployment options. These settings allow for great flexibility and effi-
ciency of scale when deploying Oracle Service Cloud to large numbers of workstations. All
three options can be used together to dramatically lower the use of the local hard drive on
agent workstations.

Important A few basic distribution items such as lock, logging, and settings files will always
be written to the Windows profile directory. This occurs before agent login and
therefore cannot be redirected to a custom location through configuration of
the application. If you want to prevent any client files from being written to the
workstation hard drive, you must implement Windows redirected profiles.

To greatly reduce the resources required to complete a large-scale deployment,
we recommend the following process.

3; Step 1—Log in to Oracle Service Cloud and define one or more custom deploy-
ment options, based on resource availability.

* Sharing application files
e Storing user files on a network drive
* Sharing update files

Step 2—Using the Click-Once deployment tool, deploy the application to one
workstation. Refer to Click-Once deployment. This will download the deploy-
ment files to the custom locations you have defined.

Step 3—Complete the deployment by instructing all staff members to log in.
The deployment process on each workstation will access the files from the cus-
tom locations, resulting in a much smaller resource impact than using the stan-
dard deployment procedure.

Sharing application files

When multiple staff share a single workstation, a full set of application files is placed in the
Windows user profile of each staff member. These application files are identical for all staff
members, as they do not include personal settings. To save disk space and avoid unnecessary
redundancies, you can define a custom deployment location (CDL) to serve a single set of
application files to multiple staff members. This location can be a directory on the worksta-
tion itself, or any path in universal naming convention (UNC) format.
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When this option is enabled, the full set of application files is downloaded only once from the
Oracle servers to the location you define, conserving bandwidth. This set of files can then be
shared from the custom location by multiple staff members, conserving disk space. Even
greater savings can be achieved when you store this set of files on a network drive, allowing it
to be shared by staff members across multiple workstations.

Oracle Cloud Internet Your Network
(multiple users/workstations)

Custom Deployment
Location (CDL)

- Shared location on
local hard drive
(c:\QOracleServiceCloud)

-or-

- Shared network drive
(any UNC path)

You can define a CDL for your entire site, for specific profiles, or both. If both are defined,
the location defined in the profile will override the location defined for the site for all staff
members who share that profile.

To define a custom deployment location for a sife

Set the CUSTOM_DEPLOYMENT_LOCATION configuration setting to the location you
want. Refer to the online documentation.

Note If your site contains multiple interfaces, this setting must be consistent for all
interfaces.

To define a custorm deployment location for a profile

1 Login to Oracle Service Cloud on an administrator’s workstation.

2 Click the Configuration button on the navigation pane.

ORACLE’
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3 Double-click Profiles under Staff Management. The report opens on the content pane,
listing the profiles created for your site.

4 Double-click a profile to edit it. The Profiles editor opens.

5 Click the Deployment tab to display custom deployment settings.

6 Select the Custom Deployment Location check box.

Norkspaces

Norkflows | Add-Ins | Deployment | Other

[ Custom Deployment Location [J]

(=) User Files Location [

(=) Shared Metwork Location [

ce Cloud Server Fallbac|

7 Click the Browse button to the right of the field. The Browse for Folder window opens.

Tip

As an alternative to browsing for a location, you can click the text field and type
the path you want. This setting supports any UNC path or local directory name,
such as C:\OracleServiceCloud.

8 Select a location for the custom deployment directory that is outside of the profile direc-

tory.
Or

Click the Make New Folder button to create a folder.

Important Staff members associated with the profile must have permission to create the

directory you define (if it does not yet exist) as well as the ability to write and
execute files in that directory. If a staff member does not have these permissions,
the deployment tool will cease deployment of the files and prompt the staff
member to contact an administrator to resolve the problem.

9 Click the OK button to close the window.

10 Click the Save and Close button to save your changes.
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Storing user files on a network drive

When deploying to multiple staff members and workstations, you can define a custom user
files location (UFL) for storing private user files that are used to run the Service Console. By
default, these files are stored within each staff member’s Windows profile. With this option,
you can redirect them to a network drive.

User Files Location (UFL)

= Ashared network drive (any UNC path)

User 1'sFlles *° .o

User2'sFlles & m

User3'sFiles 4=*"""

User 5's Files

Vn.._
User6'sFlles ., H
...."l. N . ﬁ
1] S

Caution  When specifying a shared network location for user files, make sure the location
you define has adequate resources to serve these files efficiently to all of your
staff members. Because these files support user processes in the application,
they must be served efficiently in order to avoid system latency.

This option is also useful if your staff members roam among different workstations. When a
UFL is defined, each staff member will access a single set of user files regardless of what
workstation is used.
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User Files Location (UFL)

= Ashared network drive (any UNC path)

= Helpful for roaming seat environments

User 1's Files
».

.

%
User 6's Files

You can define a UFL for your entire site, for specific profiles, or both. If both are defined,
the location defined in the profile will override the location defined for the site for all staff
members who share that profile.

To define a user files location for a site

Set the USER_FILES_LOCATION configuration setting to the location you want. Refer to
the online documentation.

Note If your site contains multiple interfaces, this setting must be consistent for all
interfaces.

To define a user files location for a profile

1 Log in to Oracle Service Cloud on an administrator’s workstation.
2 Click the Configuration button on the navigation pane.

3 Double-click Profiles under Staff Management. The report opens on the content pane,
listing the profiles created for your site.

4 Double-click a profile to edit it. The Profiles editor opens.

5 Click the Deployment tab to display custom deployment settings.
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6 Select the User Files Location check box.

Workspaces / Workflows | Add-Ins | Deployment | Other

(£ Custom Deployment Location [7]

[ User Files Location [

[ Shared Network Location []

Oracle Service Cloud Server Fallback

7 Click the Browse button to the right of the field. The Browse for Folder window opens.

Tip As an alternative to browsing for a location, you can click the text field and type
the path you want. This setting supports any UNC path.

8 Select a location for the user files directory, generally somewhere inside the staff member’s
profile directory.
Or
Click the Make New Folder button to create a folder.

Important Staff members associated with the profile must have permission to create the
directory you define (if it does not yet exist) as well as the ability to write and
execute files in that directory. If a staff member does not have these permissions,
the deployment tool will cease deployment of the files and prompt the staff
member to contact an administrator to resolve the problem.

9 Click the OK button to close the window.

10 Click the Save and Close button to save your changes.
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Sharing update files

To reduce the bandwidth and disk space required for application updates, you can define a
shared network location (SNL) for storing and applying updates. This option can greatly
reduce the impact of updating multiple workstations by locally mirroring the update content
from the Oracle host servers. The first client to detect an available update will download the
zip file to the location you define and extract the contents to its application files location. The
zip file is then retained so it can be extracted by the remaining clients upon subsequent logins.

Oracle Cloud Internet Your Network

Single user
retrieves updates

o Shared PC

o retrieves
. updates
Shared Network 6 “rdaiss (zp) ¥
Location (SNL) > e
- Ashared network drive 4 ~cihe
(any UNC path) = .a'

- Suppons environment Mressssssnsnannas o> 4"@
variables Custom deployment
location (CDL) u
retrieves updates m
Note By default, updates are automatically downloaded to the Updates subdirectory of

the application files location. For this reason, if a custom deployment location
(CDL) has been specified (refer to Sharing application files), update files will
already be shared from that location’s Updates subdirectory just as they would be
if the same location were defined in this setting,

However, you can still use this setting to define a different location to store
updates if you prefer to do so. For example, if the CDL you have defined is on
the workstation hard drive, you can still reduce resource impact by downloading
updates to a shared network location.
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You can also specify the protocol used to perform the updates, and enable the Oracle servers
as a fallback resource should the location you define become unavailable, such as during
server maintenance.

You can define an SNL for your entire site, for specific profiles, or both. If both are defined,
the location defined in the profile will override the location defined for the site for all staff
members who share that profile.

To define a shared update files location for a site

1 Set the SHARED_NETWORK_LOCATION configuration setting to the location you
want. Refer to the online documentation.

2 To enable the Oracle servers as a fallback resource should the location you define become
unavailable, set the RNT_SERVER_FALLBACK configuration setting to Yes.

Note If your site contains multiple interfaces, these settings must be consistent for all
interfaces.

To define a shared update files location for a profile

1 Log in to Oracle Service Cloud on an administrator’s workstation.
2 Click the Configuration button on the navigation pane.

3 Double-click Profiles under Staff Management. The report opens on the content pane,
listing the profiles created for your site.

4 Double-click a profile to edit it. The Profiles editor opens.
5 Click the Deployment tab to display custom deployment settings.

6 Select the Shared Network Location check box.

Workspaces / Workflows | Add-Ins | Deployment | Other

(£ Custom Deployment Location [7]

[ User Files Location [

[ Shared Network Location []

Oracle Service Cloud Server Fallback
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7 Click the Browse button to the right of the field. The Browse for Folder window opens.

Tip As an alternative to browsing for a location, you can click the text field and type
the path you want. This setting supports any UNC path.

8 Select a shared directory on the network.
Or
Click the Make New Folder button to create a folder.

Important Staff members associated with the profile must have permission to create the
directory you define (if it does not yet exist) as well as the ability to write and
execute files in that directory. If a staff member does not have these permissions,
the deployment tool will cease deployment of the files and prompt the staff
member to contact an administrator to resolve the problem.

9 Click the OK button to close the window.

10 To obtain update files from the Oracle servers as a fallback in the event the network loca-
tion is inaccessible, select the Oracle Service Cloud Server Fallback check box.

11 Click the Save and Close button to save your changes.
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