Oracle B2C Service
24B Roadmap

Customer i

O Page Peek and Visitor Browser History
support

O Custom icon support for avatars and
system messages

O Agent name customization for privacy

Q Allowed file types can now be
customized for file sharing

O Noinline CSS

*  View attachment from
recommendation

Documentation
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Suggestions for agents in the
engagement panel

Report on Agent Preferences

Report on Not in Focus Chat Time
Create custom Action Buttons for the
chat panel

Language translation for Chat Agents

Agent Insights ODA Integration for
Response Suggestions

Mentions support for private notes
Disable parent node in menu fields if
not selectable

Attachment Image Viewer

Custom Config to make all attachments
private by default

Honoring of chart data label formatting
in BUI

Filter search results for accounts by
content type privileges in BUI
Get to more facets in BUI

Administrator

O O &

o

Deployment time reduction
Execute Task Object Events
Export usage statistics to CSV file

New Enhancement Alert
Config Assistant Card

Limit maximum package size
Modify config verbs and msg base
values at import

Import progression indicator

Elem type in dependencies view
Notify of Export Completion

Enforce range filters in a DLP
Purge chat transcripts Custom policy
Support Async CPMs for Tasks

Relative threshold based alerting for
sessions usage

Report on access type in more tables
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Custom Parameters for authentication

API for returning health metrics

Microsoft Azure Event Hub support

Share Your Feedback about
Accelerators
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Web Chat for Service Upgrade
Pushed in bi-weekly builds
Requires 24B Upgrade

Requires Engagement Panel Update



Visitor Browser History and Page Peek
Web Chat for Service

- LB i e N — e Capability Highlights

« Visitor Browser History: Allows a Chat Agent to
see which URLs the end-user has visited, prior to
chatting with the agent, within a current browser
session.

» Page Peek: Allows agents to see the page the
end-user was viewing when they requested a
chat.

Key Benefits

« Agent context: Give the agent a wider context in
his desktop during the chat interaction to give a
quicker and more accurate response.

« Improve customer experience: Better agent
insight leads to reduced chat handle times.
* Business Agility: Easily meet changing business

B : requirements while enabling highly personalized
= i user experiences with Engagement Engine rules.
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Agent Name Customization

Web Chat for Service
Capability Highlights
Th Mar 7,510 PM * New agentNameMode attribute: The name of
(G} Hi.myname s Edward Huth the agent can be removed or customized in the
e DR conversation.
A few seconds ago
TheMar S B * Personalize according to desired service
Agent oo 0
Type a message N T process: Ability to copy an Embedded Service
e I component and make changes to the new
o version.
Thu Mar 7, 5:8 PM
Type a message Echwn_d
E Hi, is Edward Huth c
) e | i i Key Benefits

A few seconds ago

« Agent privacy: Options to show a custom
agent name in the chat conversation.

Type a message ©

* Business agility: Easily meet changing
business requirements while enabling highly
personalized user experiences with
Engagement Engine.

noName The name of the agent is not shown

fullName The name received from the chat server (default value)

firstName First ‘word' of the name received from the chat server

lastName Last 'word' of the name received from the chat server

defaultName Value from the custom text key agent (See ODA Native Client SDK for Web)
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Default Icon Values
Web Chat for Service

Capability Highlights

« Default icon links: Default values for the
existing icons such as avatars and system
messages

* Personalize according to desired service
process: Ability to customize the icons
according to your company brand identity.

{ lcons

HAvatar Agent

<svg xmins="http: /v w3.org /2000 /svg” version="1.0" width:= . avatarAgent

Avatar Bot = avatarBot
Waldlr Do
\

<svg xmln5="hw.w3.org S2000/svg" viewBox="0 0 36 36

Bvatar User \ Thu Mar 7, 5410 PM

= avatarUser

Key Benefits
<svg xmins="http: /v w3.org /2000 /svg 4 e Ca i, my name is Edward Huth . . )
T * Flexible branding: Option to use the default
Ao secands es values or your own icon strings.

* Business agility: Easily meet changing
business requirements while enabling highly
« infoMessage iCOn shown when the system user posts an information message personalized user experiences with

« warningMessage icOn shown when the system user posts a warning message Engagement Engine.
« errorMessage iCON shown when the system user posts an error message

Type a message

« downloadMessage icOn shown when the system user is downloading an attachment
« offTheRecordOff menu icon that indicates that off the record is disabled

« offTheRecordOn menu icon that indicates that off the record is enabled
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Allowed File Types Can Now be Customized for File Sharing
Web Chat for Service

Capability Highlights

* New attachmentSettings attribute in
= & 00400 w—s e Engagement Engine: To set file upload and

B ; i download settings depending on your service.
To avoid server side validation when uploading
invalid file types, make sure that WCFS is
configured with those that the server will accept or
with a subset of them.

» Define supportedFileTypes to allow or restrict
. S = = file types: The B2C default files types for WCFS
SR B m—gell = 24B and higher are: png jpg txt gif pdf docx bmp
T 2= pPewr doc csv xlIsx xls jpeg odt odm ods odp odf msg
eml rtf ppt pptx htm html zip wav mov mp4 mp3

Key Benefits

+ Optimized Engagement: An end-user or agent
can exchange files during a chat conversation to
resolve the issue.

« Share context in allowed file formats:
Avoid uploading invalid file types in Web Chat for
§ervice.
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No Inline CSS

Web Chat for Service

Capability Highlights

* No inline CSS: WCFS now has a setting to turn
off the inline CSS insertion.

Key Benefits
 Security: This allows you to have a tighter
content-security-policy.
* Business agility: Easily meet changing
business requirements while enabling highly

personalized user experiences with
Engagement Engine.
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View Attachments on Recommendation in CP
Knowledge Advanced

RE: What is Globalization Testing? Capability Highlights
» View the fact that your recommendation has an

attachment

Status New = Download the attachment from your
recommendation

Date Added 01/24/2024

Requested By Joe Bloggs Key Benefits

Recommendation = Reassurance that your attachment is intact on your

Could you add screenshots of the steps, see attachment for examples. recommendation

Attachment
ScreenShots.docx
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Suggested Chat Responses*

Agent Chat
Joe root Q: =y= - -
N Capability Highlights
O 0 0 © * Oracle Digital Assistant automatically suggests chat
, ) o responses to agents during live chat sessions
Agent1 04:10 PM [0 min.. The new Suggestlons
Hello Sir/Madam, How can| component is available within
AR the chat panel, offering Kev B fi
Joect GOl EMInus L automated responses for use 5 EEHEE N o
i i during live chat sessions = Employee Optimization: Enhance usability efficiency
| and personalization for agents handling chats in the
Ui jons P il | | .
2 browser user interface
the leading supplier of goods and v !]
.suvieesin,wirt}shy ‘
Public Response Suggesuons/ sZ-N
With decades of experience, we are the leading v %
supplier of goods and services In our Industry
You can pay for your order with the following: - Visa - v x
I ) [
*Early Adopter phase - If you are interested in
being an early adopter of this feature, please
contact jessica.bradley@oracle.com to learn more
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Automatic Translation*

Agent Chat

9

sumit singhal 10:27
Problem with printer ks

o © © ©

Agent1 10:47 AM [0 minutes O's.

Hi, my name is Agent1. How may | help you?

Agent1 10:49 AM [7 minutes 56 ...

% May | know the issue?

sumit singhal 10:50 AM [8 minutes 15 seconds)

My printer is not working £

Agent1 10:50 AM [8 minutes 42 ...

% May | know some more details about the
issue?

sumit singhal 10:50 AM [8 minutes 55 seconds)

Black ink does not print £

Agent1 10:51 AM [9 minutes 24 ...

% Canyou try cleaning head once?

Agent1 10:51 AM [9 minutes 47 ...

Depuis presque un an

Public Response
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Agents can easily enable & disable

translations within live chat

Customers chat in their
preferred language

8 Agent1 (Listening)

& Agent1: Hi, my name is Agent1. How may | help/you?
bl Agent1: Puis-je connaitre le probleme ?

€ sumit singhal: Mon imprimante ne fonctionne pas

p: | Agent1: Puis-je en savoir plus sur le probléme ?

€ sumit singhal: L'encre noire ne s'imprime pas

Translated text is
shown on the incident

v [E] Agent1 Browser

Agent1: Hi, my name is Agentl. How may | help you?
Agent1:May | know the issue?
Puis-je connaitre le probleme ?(Translated text)
sumit singhai:Mon imprimante ne fonctionne pas
My printer is not working(Translated text)
Agent1:May | know some more details about the issue?
Puis-je en savoir plus sur le probleme ?(Translated text)
sumit singhal:L'encre noire ne s'imprime pas
Black ink does not print{Translated text)
Agent1:Can you try cleaning head once?
Pouvez-vous essayer de nettoyer la téte une fois ?(Translated text)
Agent1: Depuis presque un an
System: Concluded by Agent

Capability Highlights

OCI Language Translation is now available during
live chat sessions

Agents receive messages in the language set on
the interface, also enable/disable the feature within
a new Preferences option

Customers receive messages in their preferred
language

Key Benefits

Employee Optimization: Enhance usability
efficiency for agents handling chats in the browser
user interface

*Early Adopter phase - If you are interested in
being an early adopter of this feature, please
contact jessica.bradley@oracle.com to learn more
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Report on Chat Agent Personalization Settings

Agent Chat

Capability Highlights

= Understand personal agent settings for the max
chats & stagger chat settings

- Chat Agent Personal Profile Settings

Staff Accounts - Search

Staff Account Name Staff Account Display Name Maximum Active Chats Stagger Incoming Chats Time(seconds)

Bruce Parker Bruce Parker 3 10

—— | Key Benefits

Gnteed Fogniec] 2 = Efficiency: Admins can easily understand agent
e o settings when troubleshooting frequently asked

questions
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Report on “Not in Focus” Chat Time

Agent Chat

Total Chat Duration(s)
244
285
77
82
39

38

Total Not In Focus Duration(s)
56
63
34
42
13

22

This sample report was created using
custom reports, to illustrate how the
new chat data can be used

Not In Focus Interval(s)
46,10
27,36
23M
12,22,8
13

12,10
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Capability Highlights

= Understand “not in focus” details for chat sessions
handled within the Browser Ul

Key Benefits

= New Chat Metrics: Admins have more data related
to active chat sessions, for improved reporting on
when a chat is not in focus

[Date]




Crate custom “‘Action Buttons’ for the Chat Panel

Agent Chat

o
-~ | [£9=] Refund Process
Define custom 'Action Buttons’ d Return Process
that help agents be more efficient IZ‘
during live chat sessions Screenshare
T

\_ IT SOPs
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Capability Highlights

= Implement custom buttons within the chat panel
for agents to utilize during active chats

Key Benefits

= Employee Optimization: Enhance usability &
efficiency for agents handling chats in the browser
user interface

[Date]




Realtime Response Suggestions®

Agent Insights

Insights

ORACLE Support Center Re

13

240321-000004 240322

Save [ Save&Close O Refresh

Subject
Problem with my ENA 5 machine

Unresolved

Assigned
Diana Hunt

Category

Date Created
03/22/2024 04:58 AM
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Insert Standard Text

Please check the following if you find
the espresso is not made as per the
settings:

1. Chances are that when you
reassembled the upper part of the

..... machine after cleaning it, you put the
IT: water nozzle in backwards. The nozzle is

angled and doesn't point straight down,
so if it's pointing backwards, much of the
water won't make it into the grounds and
the pressure will be reduced.

2. Pop the top off of your Ena 5, turn the
nozzle around, and you should be good
to go.

Read less

2 (® toeeedout v

tandard Text

heck the following if you find

Capability Highlights

» Oracle Digital Assistance integrated with Agent
Insights will auto suggest Standard Text Responses

Key Benefits

+  Employee Optimization: ODA will improve
efficiency and help agents get operational tasks done
faster using the Agent Insights Panel

*Early Adopter phase - If you are interested in
being an early adopter of this feature, please
contact diana.hunt@oracle.com to learn more
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Attachment Image Viewer

Workspaces

= ORACLE Suppost Cantar Norme

(o)
% 230926-000000

View Link

B Sewe [0 SwehClose O Refresh [ Mew [ SendisClose [ Send o Forward [ Copy [ Bockmark

eeeeeeee

Manufacturing 1.png

Previous — Next

Rotate Pop out to new tab

Zoom Download
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Capability Highlights

= Preview all attachment files with Next and
Previous arrows

Key Benefits

+ Employee Optimization: Enhance usability
efficiency and personalization for agents handling
chats in the browser user interface

[Date]




@Mentions

Workspaces

Capability Highlights

= Agents can @mention staff accounts to incident
response threads and the mentioned agent will
receive an email notification.

= ORACLE" Support Center Re fQ 0 %« + d;é:l @ Loggedout ¥ ) H

9= 240321-000004

save [ savekClose & Refresh [ new [ sendsclose [ send ~» Forward [0 copy [ Bookmark

Subject Contact o Reference #
Trouble with my Jura EMA 5 coffee machine. Need help! Anna Apple 240321-000004

Saverity Communication History ~ Contacts  ° incldents 13 Detalls Key Be n efits

Status “ addaResponse  [F Addprivate Mote 2 Add Customer Entry W oFilter ¥ T Mewsstfirst ~

e = - Employee Optimization: Enhance usability

~ [F Diana Hunt [Fl Nochannel ~ Mot it Saved

et o nT efficiency and personalization for chat agents

Diana Hunt (B « Fou i

=
Jens Lundell

i e working in the browser user interface

Josa Antonic Juarez
e, antonio juarez@arade com

Category Justin Anderson

Hi @Diana Hunt, |isnandrmsenmens com
Date Created Can you work with @j
03/21/2024 05:47 AM v @

Product

@mentions here, when saved an email notification will be sent to the tagged account
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Disable Parent Node

Workspaces

. Capability Highlights
e ot B e e e = Parent Node in menu hierarchy fields will be
R i disabled when it is not a valid value
Key Benefits

B AddPmueNose A Add Customer Entry

v = Dacabet [ Emal v DraftMose

* Employee Optimization: Enhance usability
efficiency for agents working in the browser user
interface

Doar Aevin,

Mesoges  Orgarvasscn  Cosacts  Deads  Tiwe Biied

Parent node is disabled
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Honoring Chat Label Formatting and Hiding Grid Lines

Analytics

Capability Highlights

= Data Label: Honors chart data label formatting in BUI
= Exception Text Box Outline & BG color.

= Hide Grid Lines: Honors hide chart grid lines in BUI

= Secondary Axis: Displays secondary axis except for
sync scale formatting

¥ Reports Explorer X ¥e Chart (Design) X ¥e Chart

Key Benefits

= Visibility: This enhancement provides better visibility
as the report admins design a report with formatting
to make the data more visible, which will be honored
in BUI to make it more visible in BUI as well

B Count

.BUI

)
Z

]
=
<
>

Rance
Harmon
admin
admin
Will
Warw...

Agentl
Browser

17 Copyright © 2024, Oracle and/or its affiliates | Confidential: Internal/Restricted/Highly Restricted [Date] E




Filter Search Results for Accounts by Content Type

Knowledge Advanced

U Content type Capability Highlights
e view privileges « Control which content types users get search
results from in Browser Ul
F Key Benefits
Type A '@ = Consistent filtering behavior between the various
O _0 Knowledge panels in Browser Ul
O™ Type B r
A 3
Type C
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Get More Facets in BUI

Knowledge Advanced

Search the Knowledge Base

check facets

Language Choices

[C] Remember Filters

B¢ Filters

e

19

Clear

() Cars

() Cats

) Cooking

() Couches

() Disabled Item

O Dogs

O Fish

O Grill

() Horses

) Level 6 MAX Product
() Level 6 Product

(0 Level 6 Special Product
(O no vis prod

) Parent Visibility Disabled

) Printer

X

Search the Knowledge Base

x

check facets o Capability Highlights
Longuage Chotes « Navigate to your full list of sibling filters fore result
() Remernber Fiters Y sets in which more than 20 are present
@ Filters Clear
= ¢
¥ (O Dogs
¥ (O Fish
v Ol
¥ () Horses

) Level 6 MAX Product
) Level 6 Product

() Level 6 Special Product
() no vis prod

(O Parent Visibility Disabled
O Printer

() Painter

() QBert

) Sample1

) Sample2

() Snakes

() SPDestroy
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Standard Text Editor
Administration Uls in BUI

{& Administration

D AcdMew

20

Standard Text

Q Reteesh

Standard Text Edit

- BI VUS A-D- k= A 2=

Standard Text Editor

Standard Text
Editor
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Capability Highlights
+ Standard Texts can be created in the browser Ul

Key Benefits

» Supervisor Optimization: creating content that is
used multiple times to maximize agent efficiency
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New Enhancement Alert
Administration Uls in BUI

& Administration

Capability Highlights

= New Feature Alerts: Alerts about new
enhancements under Admin tiles

= Check Out: Option to directly check out the feature

@ Administration e i Y = Later: Option to review the feature later

Sessions Usage Alert, to

o oy = Got It: Option to hide the feature alert from future

Key Benefits

= Awareness: Heps admin to improve the awareness
about the availability of new valuable features in

Admin Ul
@ Administration L) service Usage Alerts i
L service Usage Alerts L) New Service Usage
© Reject k] save | save &Close
Name *
Enabled * Yes
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Modify Config Verbs and Message Base Values during Import

Element Manager

& Element Manager Imp... Ca pability Highlights

R Booknerk = Modify values: The ability to modify value for
[l Analytics Select applicable standard texts and apply permission changes Co nfi gu rati on Setti n g an d M essa ge Ba se e] eme nts
B ko n/Bom. X during import.
55“"‘“"’“f' ~ B Confgtonsetings = Support for Site and interface: The admins can modify
il Cusom Objct vac;mm the values for site level and interface level configuration
2 £ Biben s (O CUSTOM_CFG RR YESNO .

— (@B CUSTOM_CF6_RR_TEXT settin gs.
& Configurations... (O CUSTOM_GFG_RR_MENU -
= MessageBases (O CUSTOM_CFG_RRINTEGER . .

N OB CUSTOM_CFG_RR_DATETIME Config verbs from the package listed for modifying the values. Key Beneflts

o N = Agent productivity: Eliminates the need to change the
P s A e Base Bty Iuformation x values of configuration settings and message bases post
deployment.

Name

CUSTOM_MSG_RR_HTML
r ~
~ Attributes

Entry Type
HTML

Maximum Length

1000

/
[ Values

Message Base Value

pm_demo |

pm_insights

OK Cancel
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Import Progression Indicator During Import

Element Manager

(] (/] y ‘) Capability Highlights
Upload Package Validate Package Manage Configurations Import Package " ProgreSSion StatUS: A dep]oyment progreSSIon bar

indicates the progress of import. A green bar indicates

successful import and a red bar indicates deployment
errors.

Deployment progression: 100% completed

Importing Element Set : Test-3.zip

Deployment pae ramnlatad cirencefulle

Type [/ L/ ’

2

9 Key Benefits

BrowserExte:  Upload Package Validate Package Import Package - - - - o
o o e » Intermediate Information: Provides information about
Browserfxte
T — number of elements deployed out of the total elements
Browserbxte 1 1
R in the package, and import status.
Deployment has completed successfully.
Status
Package Nar Type Imported Folder ) Name Status
Test-3.zip BrowserExtension Agent Browser Ul Extensions 2 BxternalReport-Resources 0 Deployed
Browserbxtension Agent Browser Ul Extensions 25 ExtensionSample-Workspace X Failed
BrowserEitension Agent Browser Ul Extensions 8 ConsoleAddingForAppendDefect X Failed
Status
Package Name Status Action Deployment status bar indicating the progress of import.
A green bar indicating success and a red bar indicating deployment errors
Test-3zip Import Complete Rollback
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Limit Package Size to Prevent Out of Memory Issues
Element Manager

@& Administraton |2} Element Manager Export

0 & )

Create Package Search and Confirm Elements Review Package

Package Name *  BrowserExt_Reports

Package Notes * test

Summary  Dependencies View

@ Package size has crossed the allowed limit of 20.97152 MB. Please proceed by removing some elements by navigating to the previous page.

Selection D Type v Folder Name Status Message Size (MB)

< 102097 Report [CXSets - Exportmport ReportVersioning2 Success 0009254 Epal
102096 Report [CXSets - Exportimport ReportVersioning1 O Success 0.010534
2 DesktopAddin ~ [Agent Desktop Add-Ins AddinTest.dil 0 Success 0.005632

102098 Dashboard [CXSets - E Success 0.044068

Dashboard-Versionin

9

198 BrowserExtension ~ [Agent Browser Ul Extensions  EMmaxsizeTest! o Total file size has crossed the allowed limit of 2097152 MB.  21.664476

Apply Changes

Page 1 of1 (1-5of Hitems) IE

Error message thrown when the size of the element exceeds the allowed size
limit during export
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Capability Highlights

= Package Size: The size of the package and individual
elements are displayed in ‘Review’ and ‘Import Package’

page.

Key Benefits
= Efficiency:
= Export Error message: Alerts admins of the size of
the elements and package and avoids creating

oversized packages that will result in error during
import.

= Import Error message: A proper error message about
the size of the package is provided and enables
admins to retry the import with a package lesser in
size.

[Date]




Display Element Type in Dependencies View
Element Manager

{& Administration /' Element Manager Exp... - Ca pa bility Highlights

= Element Type: Displays element types in the
Dependencies hierarchy view during export.

Package Name " 24B CDE Package

Package Notes " Atest package to demo 248 CDEs

pr————— Key Benefits
R ; = Dependent Elements: The admins can know the type of
& Pr— Boon the dependent element from the dependencies
N Te—— hierarchy view.

1k ReportVersioning2
1l ReportVersioning1
i Report ¢ |—78 ™ —— Tool tip showing the element type in the
Dependencies Hierarchy view
1l Bubble
[3 CUSTOM_CFG_TEXT
[73 CUSTOM_CFG_MENU

["d CUSTOM_CFG_INTEGER
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Notify of Export Completion

Element Manager

Notifications [ Create +) Refresh 3¢ Delete All £+ Settings capablllty nghllghts

Agenti Browser - Message Yesterday at 9:58 PM & = Notifications: Notification for in progress and
The package test.zip downloaded successfully = successful download of package during export.

Agent1 Browser - Message Yesterday at 9:58 PM @

The download of the package test.zip is in progress. You will be notified onc... = Key Benefits
= Information: The admins will become aware of the
Notifications for the in progress and successful download of package Status Of the download Of a paCka ge With these
notifications.

26 Copyright © 2024, Oracle and/or its affiliates | Confidential: Internal/Restricted/Highly Restricted [Date]




Rule Deployment Time Reduction
Enhanced Business Rules

Capability Highlights

= Delta Deployment: The Rules service will deploy only
the changes made to the rule base instead of the entire

rule base.
Key Benefits
Deply = Performance: The time taken to complete the
Areou sur youvantto Deply? deployment is drastically reduced and allows admin to

All open rules for Incidents will be closed and unsaved changes will be lost.

continue editing rule base.

[ Notify all rule administrators
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Export Usage Statistics to CSV

Enhanced Business Rules

= ORACLE' senie s wetia #x+#  Capability Highlights

Onis 3 x & oo x [ nihotoe = Export stats with limits: Ability to export the business
———— rules execution stats of a specific time period and limit.

= Export complete Stats: Ability to export the business
rules execution stats of the last year.

fdes % Incidents (Active) ©

ORdet  Vsewh ORefesh [ ViewMigraionStatus EditRules & Export v

Summary  Auditlog  Usage Statistics  Rule Inspector Rules Summary
Usage Statistics | Usage Statistics with Limit 4 =
Time Period Limit : i Key BenEfltS
{2 modle 21 [ig A Complete Usage Statistics Summary . . . . . .
= Better Insights: Provides the ability to filter rules within
0 Sesch a state, Last executed date, Execution count etc....
Rules 145
ik s wrerobsiinal n e st ort L 5 = Offline Storage: Enables customers to keep a store of
5% (7 Rules) nabled Rules 14 . . . . .
' the execution information offline for extended period
Disabled Rules 0 Q
PRTI and perform further analysis.
States 16
’ 7/7 Rules
o Rule v Last Executed Exgtution Count Last Updated Updated By Hcipns i
Transition to Variables 16
5% 138 ks Migaton Enfobnd 012520240435 — 1 02520240431 AM.adrmin adrmin 3

A new tab under Export for exporting usage statistics
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Execute Object Event Handlers for Tasks
Enhanced Business Rules

0 mues ¢ Capability Highlights

Ories  Distsiti) [Tl | [ Emotsotct ot hndr 0 = CPMs for Tasks: Trigger async CPMs on Tasks via Rules.
© Reject E Save E Save&Close ) Refresh X Delete 1 Copy
Rule  Notes  Audit Log Key BenEfltS
N v - = Automation: Enables customers to automate business
ame Xecule opject Event nandier escription o - -
’ actions on tasks using async CPMs via Rules.
Enabled
4F Summary
AF
Tasks > Status v equals v Not Started v Tasks > Status equals Not
Started

Execute Object Event Handler action in the THEN clause

Available CPMs listed in the dropdown A THEN
+ | [+ ([No Value] )
1. Execute Object Event

o . Handler Task_2_Update
4 THEN Task _1_Createl '

A ELSE
Task_1_Delete

Task_2_Update

[Execute Object Event Handler vJ Search.. v L x

+
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Enforce Range Filters in a Policy
Data Lifecycle Management

= ORACLE" senice Cloud il ra Capability Highlights
»; ® Dpata Lifecycle Policies = & incidents * & Test policy to enforce range filt... = Limit onra nge filters: Limit the number Of range fi]ters

E Save E Save & Close Refresh R Bookmark in a DLP to One'

Data Lifecycl Policy  Usage Staistcs = Position of range filters: A single range filter will be
R allowed as the last filter of the template.

Interface v equals v [No Value] Key Benefits
@ = Performance: Improves the performance of the policies
e e T | [t ” | (Hete by limiting the number of rows to be queried for the
LAND ) policies.
Date Closed v Search... v [No Value]
equals (ORelative
not equals
+ less than

less than or equal to
greater than
P THEN greater than or equal to

Only one range filter and placed as the last filter in the template.
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Custom Policy to Purge Chat Transcripts
Data Lifecycle Management

= ORACLE senice Cloud a0 ia capability Highlights

= Custom Policy: Ability to define a custom policy to
purge Incident Threads of type Chat transcripts.

" & Administration E‘.. Element Manager Export  * (‘) Data Lifecycle Policies

I Bookmark

Key Benefits

= Lean Active DB: Allows customers to maintain a lean
active database by defining purge policies on Chat
transcripts.

' Select an object

Incidents
Define lifecycl or
Transactions

Incidents Incident Threads

Archived In
Define lifecycl or

Archived Incidents f)?let/en(Mords Define lifecycle policies for | Chat Objects

Incident Threads supported in Data Lifecycle Policies
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Support Async CPMs for Task Object
SPM/CPM Framework

Capability Highlights

' bbb = Async CPM: Ability to create a async CPM on Task object
Recentitems < x [JEEWm : using Process Designer.
_ O Process Model by Object

g Custom Event Handlers For Task

23 Amtherpsckage Key Benefits
=) Answer Interface Name Create Update Destroy Can Suppress
S Tk oMo [Tk M ] [iolau =  Automation: Enables customers to automate business
"B omiscion actions on tasks using async CPMs.
JQ:::unnyC mmmmm it
= Communi ityComment tFlg
(| Communi ityComment itRtg

J CommunityQuestion
=] CommunityQuestionFlg
|| CommunityQuestionRtg
|| Communi ityUser

[B= Contact

?] Incident

] Opportunity

{'\" Organization

[¥] Task
@ Search

Object Event Handlers

Navigation
A -

(5] Task_]_Update
[B) et frona

Tasks supported in Process Designer
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Relative Threshold Based Alerting of Session Usage
Service Usage Metrics

£ Reject iH save |4 Save & Close Hofresh Capability Highlights
= Relative Threshold: Configure alerts based on

e relative threshold which compares the current usage
r—— in relation to the previous usage
Vs
et Key Benefits
Tier 1 Sesslons

= Surge-based alerting: This enhancement provides
:::::m an option to receive alerts based on a sudden surge

or dip

Comiract S1at Date *
1

Send alerte relative ta the usag last month § day.

Ralashie Thneshazld *
1]
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Report on Access Type in More Tables
Knowledge Advanced

Capability Highlights
. = Control the access type values stored in your
Access Type Clickthru Rate Question Count reporting data
TeamA 81%| 43523
m = Segment your knowledge usage by access type
TeamB 0 2
TeamC 73% 398 Key Benefits
TeamD 0 : » Add a dimension to your knowledge usage data that
TeamE 0 1 is specific to your company
Record Count: 5
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Custom Parameters for Authentication

External Objects & Integrations

Capability Highlights
= Custom Parameters: Custom parameters, like

headers & query parameters, can be added to
authenticate with more third-party services

= Save as Secret: Custom Parameters can be saved as
secret to prevent exposure in Ul, and also saves the
value securely.

E External Objects and Integrations E MockOrds E Resio €3
(% FReject Save [ Save & Close % Refresh

Sumimany Audit Log Emor Log

Integration Type © REST ET
Authentication Type ~ Mo Authertication v
Send Custom Parameters Mo -

- Headers

Param Mame Param Value -
— Key Benefits
Confidential? = Easier Integration to 3rd Party Services:
S Connections can be made to third-party external
N R - services that have unique or custom authentication
headernamea headervalue (o] pa ra mete rs
= Security: Secrets will be saved securely in vaults
* Query Parameters
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Support Microsoft Azure as a Destination

Event Delivery Service

= ORACLE senice Cloud

& Administration

Referance #

ta &k + e Q

Capability Highlights

= Additional destination: Deliver OSvC events in
Microsoft Azure Event Hub.
L = Ul for configuration: Provides a Ul to configure the
p— e Azure Event Hub credentials.
. Key Benefits
™ & & v

Service Usage
Metrics

Field Audit

Event Delivery
Configuration

Service

= ORACLE' senvice Gloud
& Administration

ia Ak + e D

Extensibility: The customers can process the OSvC
events in MS Azure cloud platform without the need to

onboard to Oracle Cloud platform.

Service Cloud
& Administration

H Save

' Azure Event Hub

Event Hub Name eventdelivery

Event Hub Name delivery-test

Client Secret ****s+ssesssss

Required Objects [
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A card for configuring the credentials of Azure Event Hub

[Date]

Q i

Tenancy Id 0Oc3fe3f4-0f59-44c6-a50c-9870bbdacded

Client Id 453cb43c-2¢30-45aa-bcfb-1245643131bc




APIs for Returning B2C Service Health Information

Service Health Metrics

Capability Highlights
[l ~ Service Health Metrics . . ..
/i —p |:|I.I|'- U[:.pk:‘ta: i \ To enable end point click New to upload a certificate. . REST APIS can be InCIUded In eXIStlng
ublic Certificate c
A dashboards so that operations teams can observe
Config Assistant { the status of the CX service
Service Health Metrics Endpoint
Certificate:  Paste your certificate and click Save. Key Benefits
, e == Observability: Provides data for th Il health
Health S TS A o B n =
. Motrics servabpiil y.. roviaes data 1or the overa ea
of the CX service, where such data was not
previously available
Service Status [ Concel ]
v
] il Service Health Metrics
B2C Service
- J Z:::::ll:lm
API Endpoint: https://monitoring.custhelp.com/v1/sitemetrics
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Share Your Feedback About Accelerators

Accelerators

_ ‘ _ \ —- — Capability Highlights

ER Accelerators

T B = Feedback Collection: Admins can now provide
Accelerators -
feedback on accelerators which can be used to
rator for Browser Ul (Twilic) I:ZST:‘:::::\NandSMSA((dcramr!crBmwseruldemunstraleshnwlo\mplememtdephonyandSMSsolntvcnsusmgUra(leEZCServxe's = im r V th I r t r
o R prove the accelerators

= Suggestion: Admins can use the feedback for
suggestions to develop related accelerators

tor for Oracle B2C Service Th e code and documentation for building integrat)
ci

4 GitHub Download Confi Guide Share your Feedhack

sis Accelerator for Oracle B2C Service
GitHub Download Configuration Guide Share your Feedhack

Share your Feedback x

Share your Feedback X ks Key Ben EfitS

What da you think about our Telephony and SMS Accelerator for Browser Ul

e = Direct Feedback: Admin can give direct feedback on
ﬁ @ I confirm that | haven't included any personally identifiable information. acce]erators making the process quicker and easier

ke it! Meed to improve

For any technical issues please submit o service request instead of feedback. m m
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