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Safe Harbor

The following is intended to outline our general
product direction. It is intended for information
purposes only and may not be incorporated
into any contract. It is not a commitment to
deliver any material, code, or functionality, and
should not be relied upon in making purchasing
decisions. The development, release,

timing, and pricing of any features or
functionality described for Oracle’s products
may change and remains at the sole discretion
of Oracle Corporation.
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Role Based Segmentation of Roadmap

Customer Agent
Experience Experience

Developer

Administrator Experience .
Experience




Customer Driven Enhancements
25B Roadmap

Customer

Customer Portal

New Search Widgets For OpenSearch
SSO Support For CP Admin login
Stage And Promote APIs

KF: CP Grid View for top answers widget

Web Chat and Engagement Engine

Q
Q

O

Size of action buttons coming from ODA

Support linkHandler and webViewConfig
settings from ODA Web SDK

Support custom label styling in form

O Visibility of "Try again" button

U Conditional surveys for chatbot and/or live

agent
Source of chat shows WCFS in reports
EE Eventing

Preview WCFS component in EE editor

Agent

Agent Chat
» Chat Includes Queue Label & Color Coding

o Agent System Message, Feedback & Off The Record
Config & Confidence Score Config for Language
Translation

Incidents and Agent Insights

o Al Studios

o ASK Agent

o Prepend Reference Number

o Standard Text Editor added to the Navigation Set
Analytics

o BUI Report Ul Enhancements

«+ Async Report Execution in BUI

Knowledge Advanced

«+ Knowledge Articles in New Tabs

Legend

O Web Chat for Service Upgrade Required
o Pushed in bi-weekly builds

*» Requires 25B Upgrade

» Requires Engagement Panel Update

Administrator

Enhanced Business Rules

¢+ Trigger Custom Business Events

Data Lifecycle Policies

** Purge policies for Orgs, and Answers Transactions
Job Scheduler

% Audit log

Outbound SMS

o SMS Usage Statistics in Service Cloud

Unity Integration

o Choose IA of Unity to display in Service Cloud
Element Manager

0,

*» Manage dependency and configuration of Products,
Categories, and Disposition

Search Service

%+ Open Search Configuration in BUI
Knowledge Advanced

+«+ Additional Reports on KA infolet Dashboard
++ Content type limitation removed

Hot Topic

o Data Source Ul —view data source details used for Hot
Topics

o Hot Topics — Stream to Custom attribute or Custom Object
for customizations

Service Usage Metrics

o Hourly Drilldown & Granular Details for Sessions Reports

Developer

External Objects and Integrations

o Persist XOI connections during site upgrade
Service Health Metrics

o Dashboard Ul

Event Delivery Service

*  Custom Business Events

RightNow OIC Adapter

*  Support OAuth authentication
Extensibility Framework & APIs

o Support MS Azure JWT token in OAuth
authentication

Data Management and Database

* Data Sync: Updated Admin Ul including
Realtime Status and History Details

[ —do




Role Based Segmentation of Roadmap

Customer Agent
Experience Experience

Developer

Administrator Experience .
Experience




New Search Widgets for OpenSearch

25B: Customer Portal

Capability Highlights
* New Search Widget to perform contextual search

* Predictive Search: Dynamically suggests relevant
answers as users types

*  Fuzzy Matching: Automatically handles typos and
spelling errors to deliver the most relevant results.

 New Answer Search and List Widget: Provides
enhanced and modern search experiences for the
end-users

Key Benefits

* Next Gen Self Service: Enhances the self-service
experience by offering a more intuitive, efficient, and
engaging customer portal search

Requires Upgrade to 25A & CP 3.11 \

s

We're here to help

100 Wal q the tery
hen will | receive my monthly phone bill?
O Dhon, Bout SIRA DIR]

Published Answers

iPhone: Charging the battery
iPhone and iPod touch have an internal rechargeable battery. To charge the battery, choose one of the options below:Note: iPhone 3G, iPhone
3GS, iPod touch (2nd generation), and iPod touch (Late...

iPhone: Basic troubleshooting
If iPhone doesn't appear in iTunes or you can't sync iPhone The iPhone battery might need to be recharged. For information about charging iPhone,

see "Charging the Battery" in the iPhone User's...

DROID - Tips for extending battery life
Things you should know about charging your battery. New batteries are not fully charged. Plug the battery charger into your phone and an electrical

—autlet Your ohone might take several seconds to




SSO Support for CP Admin login

25B: Customer Portal

Capability Highlights

* SSO login: Customers can now use Single Sign-On
(SSO) for seamless and secure access to Customer
Portal (CP) ci/admin pages.

Key Benefits

* Enhanced Security: SSO login strengthens security
and reduces the need for multiple passwords,
ensuring safer access to CP admin areas.

£=1 Profile Permissions - Edit

2D Administration 17 Selact All

¥ SSO Login (SAML 2.0)

[¥ sob Scheduler Edit

% Agent Browser User
-

V| Azcount Authentication

% Public SOAP APl V] salect AN

o Public Knowledge ¥ sciact Al

7| Account Authentication

{¥: SSO Login (SAML 2.0)

¥ Session Authentication

Requires Upgrade to 25B & CP 3.11 \‘

¥/ Broadcast Notification
V| Canfiguration
¥ Business Process Settings

] Rules Edit

¥ Obje

plates
¢ Allow Custom Attribute Decryption




Stage & Promote APIs

25B: Customer Portal

Capability Highlights
* Files/Modified API: Admins can access the list of
modified files through the files/modified API

e Stage API: API to deploy file changes from
development to staging area

* Promote API: API to deploy file changes from Staging
to production area

Key Benefits

* Automation Opportunity: Provides the option to
automate the deployment of file changes,
streamlining the process for customer portal
development.

Requires Upgrade to 25B & CP 3.11 \‘

POST v https://d leploy/stage
Params Authorization e Headers (10) Body e Scripts Tests Settings
none () form-data () x-www-form-urlencoded © raw ) binary GraphQL JSON
11
2 "fileIDs": ["f_a935cefle2c6313dadh2886d9d9966ce”,"f_1d5e4a88820cc470e632778988023076"],
3 "pushVersionChanges": true,
4 "reInitialize":false
5 %
Body Cookies (1) Headers (9) Test Results 200

Pretty Raw Preview Visualize JSON v =
1 i
2 "status": "running",
3 "logFile": "stagel737007081.log",
4 "statusRequest”: "/ci/RestApi/deploy/stageStatus”,
5 "lastResponse": "1737007081"
6 1




Requires Upgrade to 25B “‘

CP Grid view for Top Answers widget
25B: Knowledge Foundation

Popular Published Answers

Capability Highlights

(=)
« Configure Your Top Answers Widget on CP Page in a @@@
grid format @ 6

Key Benefits S

Life Insurance Types of Insurance

* Enhanced Look and feel: Making the end-user page
more user friendly with image and tiles for better e Tretaome st

interaction g }

Consumer Policy Cyber Insurance

Show more Published Answers >




Requires Upgrade to Web Chat for Service 25.04.0 ‘

Size of action buttons coming from ODA
25B: Web Chat for Service 25.04.0

Chat

CONNECTED

Capability Highlights G reto, tmcatvorsupremo

Chatbot, how can | help

Oracle Assistant Oracle Assistant

Classic marinara sauce

- . . . you? e Classic mfan‘nara sauce
» Action button size: The action buttons can now align el thete sl i
. . N Q | can provide guidance to
using the full size or width of the bubble using the returh a product to check 1 Ordr N

diagnose issue with

fullLengthActionButtons setting key. | showmore |

Select a topic or enter your @
H"+HH question.
S Com patlblllty: What size do you want?

| 1. Returning products |

* Together with the existing setting displayActionsAsPills, | 2 Talktoan agent |
you can change the way actions are displayed inside or | 3. Check order status |
outside the message bubble in a straight line.

1. Order Now @)
BB  What size do you want?

1. Large

1. Large
2. Medium

3.Small

4. Issue with my heart
monitor

4. Extra Large

* Make the action buttons use the full length is not | s-sewch e ||
compatible with actionLayout set to horizontal and
with disablelnlineCSS enabled.

Type a message

Functionality Configuration
Key Benefits [] Full Length Action Buttons @ X
. ore . . . Me_ke the action :Ltr.:-n_s use t_hs full '_engt_“. :I_Ts is_ not c_m‘.pa'._ible with
° Bus' ness agl I |ty: Ea Si |y m eet Cha ngl ng bUSI ness actionLayout set to horizontal and with disablelnlineCSs enabled

requirements with Engagement Engine.
[ Display Actions As Pills @ X

* 24/7 support availability with DA as an Agent: Make Disgloy action butians as pils
your digital assistant a true support agent.




Requires Upgrade to Web Chat for Service 25.04.0

Support linkHandler and webViewConfig settings from ODA Web SDK

25B: Web Chat for Service 25.04.0

< Web view Config

Accessibility Title @

:

Capability Highlights |

Close Button lcon @

* Support linkHandler and WebViewConfig: Support

ODA open links on click and in-widget webview

features in the WCFS widget.
* More information:

Web View Config @ b X

Object to configure in-widget WebWiew

hd O pe n I | n kS . Close Button Label @

https://docs.oracle.com/en/cloud/paas/digital- [

I R T Ea
Functionality Configuration ~ [ icon

* In-widget Webview: O Error nfo Bar ©
https://docs.oracle.com/en/cloud/paas/digital- Link Handler © > X

Error Info Dismiss Label @

[

aSSISta nt/Sd k']S/| n d ex. htm |#| n_Widget_We bVIeW Cenfiguration object to process click events on links in messages

Error Info Text @

[

Referrer Policy @

Key Benefits |

* Improve usability: Users can interact with links in the

bot conversation without taking them away from the A o
widget to a new tab or window. o [ -]

l Title @

* 24/7 support availability with DA as an Agent: Make [

your digital assistant a true support agent.



https://docs.oracle.com/en/cloud/paas/digital-assistant/sdk-js/index.html#open-link
https://docs.oracle.com/en/cloud/paas/digital-assistant/sdk-js/index.html#open-link
https://docs.oracle.com/en/cloud/paas/digital-assistant/sdk-js/index.html#in-widget-webview
https://docs.oracle.com/en/cloud/paas/digital-assistant/sdk-js/index.html#in-widget-webview

Support custom label styling in form
25B: Web Chat for Service 25.04.0

Capability Highlights

* Positioning of field labels: Form labels can now be
outside or inside the field.

* Apply CSS to pre-launch form: Custom styling options
for changing the way fields are shown in the WCFS
pre-launch form can be achieved with the
preLaunchFormCss setting in the Engagement Engine

WCFS component.

Key Benefits

* Business agility: Easily meet changing business
requirements with Engagement Engine.

* Design your desired UX: Configure your desired chat
experience for end-users by changing the styling of
the pre-launch form fields.

Chat

DISCONNECTED

Subject

| Issue treadmili |

First Name *

| Cindy |

Last Name *

| Able |

Email

| cindy.able_btcc@oraclepdemos.com |

Product

‘ v

Product Catesorv -

Type a message o Q

Requires Upgrade to Web Chat for Service 25.04.0

Oracle Assistant

DISCONNECTED

Start Chat

Type a message ©

[ Cancel

< _Pre Launch Form Css

Functionality Configuration

Pre Launch Form Css @ > X

Customize the C55 of the prelaunch form

Input Styles ©
Common CSS rules for all input ele

backeround-color: white;

Label Styles ©
Commeon CSS rules for all labels on the preLaunchForm

ound-color: white;
color: rgb(102, 102, 102);

¥



Visibility of "Try again" button

25B: Web Chat for Service 25.04.0

Capability Highlights

* Try again button: Show or hide the ‘Try again’ button
when there is a connection error.

* New attribute in EE: Configure whether you want to
show or hide the ‘Try again’ button with the Show
System Message Retry Button attribute (true or false)
in Functionality Configuration.

* Similar to the other system message buttons (Start

New Conversation & Minimize Widget) which are
already configurable in EE.

Key Benefits

* Business agility: Easily meet changing business
requirements with Engagement Engine.

* Design your desired UX: Configure your desired chat
experience for end-users by showing or hiding the
system message buttons.

Chat 2 X

® Sorry, the assistant is
unavailable right now. If the
issue persists, contact your

help desk.

‘ Minimize Widget

Type a message

-

® Sorry, the assistant is
unavailable right now. If the
issue persists, contact your
help desk.

Minimize Widget

hy pe a message

Requires Upgrade to Web Chat for Service 25.04.0

A

Network Configuration ~

URI* @

[ cptbchdqy-test.fusionapps.ocs.oc-test.com

Functionality Configuration ~

Show System Message Retry Button @

Show the Retry button when there is a connection error

X

Show System Message Minimize Button @

Show the minimize widget button when a conversation is ended

Show System Message Start Button @

Show the start new conversation button when a conversation is ended




Requires Upgrade to Web Chat for Service 25.04.0 ‘

Conditional surveys for chatbot and/or live agent

25B: Web Chat for Service 25.04.0

Capability Highlights

Enable Post Conversation Message @ X
° Different Surveys: Conﬁgu re the post Conversa'“on Shc_-.'.- 3|'!1e553ge alf:n.a'e_ncl:ﬁgtl'le ccn'.fersaticun.. which can include a SLIII".‘E'V.
. i Options include: off (default), on, botOnly and livefgentOnly. See the "Post
message |ndependent|y for ||Ve agent and bot Eowerss:ioﬁ :-:essage gpticns"asetfﬁglto CDT;’EHE it etl'.c gpthfﬁellv}ipcg _
. onversation Message Options Bot" to have different behavior after chatting with a
conversations. bot.
o . ff -
* Enhanced attributes in EE: | g I
botOnly
* Enable Post Conversation Message attribute enables or liveAgentOnly

disables the feature entirely based on agent type.

* Post Conversation Message Options Bot setting can

optionally provide different options for bots when Functionality Configuration

chats with live agents and bots should end with

different post conversation messages. Post Conversation Message Options @ > X
Key Beneflts Options to configure the post conversation message depending on the "Enable

Post Conversation Message” setting. See "Post Conversation Message Options Bot”

° Business agility: Eas”y meet Changlng bus|ness to optionally configure different behavior for bot conversations.
requirements with Engagement Engine.

Post Conversation Message Options Bot @ » X

* Measure CSAT by agent type: Possibility to rate the
eXperIence Wlth a ChatbOt dlfferently from a human Configure different post conversation message behavior for bots, which will take

effect if "Enable Post Conversation Message” is set to "on" or "botOnly". If
unspecified, bot and live agent conversations will both use the "Post Conversation
Message Options" setting.

agent.




Source of chat shows WCFS in reports
25B: Web Chat for Service 25.04.0

Capability Highlights

* New source of a chat: Measure how many chats
originated from the WCFS widget.

e Chat sources table: A new ID has been added for WCFS
in the Chats Table, column chats.request_src.

* Configuration:

* Add the chat source field to your interaction
workspace and chat reports.

* Upgrade your WCFS component to version 25.04.0.

Key Benefits

* Measure chat adoption: Investigate how many chat
engagements are being handled coming from Web Chat
for Service.

Chat Groups B Real Time (E:h at_groups_rt)

Chat Performance Intervals (chat_performance_intervals)

Chat Queue Stats (chat_gueue_stats)

Chat Queue Stats - Real Time (chat_gueue_stats_rt)

!

Chat Queues (chat gueues)
Chats (chats)

& Heal T1e [Chate Ty
Clazs Locks (clazs_locks)
Clazs State (class_stats)
Clickstream Actions (cs_actions)
Clickstreams (clickstreams)
Client Workflows (client_workflows)
Cluster Class (cluster_class)
Cluster Info (cluster_info)
Cluster Tree (cluster_tree)

|

\

Cluster Tree Answers (cluster_tresZanswers)

Co-Browse Sessions (cobrowse_sessions)
Coler Schemes (ac_color_schemes)
Columns (ac_columns)

Commerce Orders (commerce_orders)

Commaen Uzer to Role Sets (common_userZrole_sets)
Co mmunﬂy Rannrad Mageana fsse hannrad masal

95 250120-000001

[™ Addto New Ir

Community .
Community E Cindy Able:1297 :
Community
Community
Community ™, Cindy Able:1297
Community
Community n
Community Save [ Save & Close
Community
Community
Community Contact
Community | Cindy Able
Community
Communi
Co mmun-g FIrst Name
Community Cindy
Community
Cemmun Last Name

Able

Source

Web Chat for Service (WCFS)

Requires Upgrade to 25B & Web Chat for Service 25.04.0

—aey -
Session ID (session_id)

I Source of Chat Request (request_src) l

Termination Event (termination_ewvent)

User Number of Messages (user_num_msgs)
Indexes chat_id

acct_id, first_engaged

requested

first_engaged

iid

agent_client_id

Column Type Wenu Field
Data Type Small integer
Column Attributes Nullable
Analytics Usage All

Menu ltems 1 - Unknown
2 - Standard
3 - Custom
4 - Proactive Chat
5 - Syndicated Proactive Chat
5 - Web Service AP
T - Conditional Link
& - Syndicated Conditional Link
5 - REST API
10 - Inlays: Conditional Chat
11 - Inlays: Embedded Chat
12 - Inlays: Proactive Chat
13 - Messaging: Apple Business Chat
14 - Messaging: Facebook Messenger
15 - Messaging: Google Business Messages
16 - Mes=saging: Instagram Direct
17 - Mes=saging: SMS
18 - Meszaging: Twitter Direct
19 - Meszaging: WeChat
20 - Mes=zaging: WhatsApp

I 22 - Web Chat for Service (WCFS) I

Insert Control

J,) ‘ﬁ)\gent Mumber of Messages [GH] Date Completed

£ Agent Response Time

Chat
Fields v | T23chat

Assigned EH Date of Wrap Up
Ef|Date Requested

[~ Email Addresses
EH Date First Engaged End-User Browser
End-User IF Address
End-User Operating System Last Name

Queus ermination Event

Session ID

{Field Name: request_src
Description: Source of this chat




EE Eventing

25B: Engagement Engine
Capability Highlights

* Subscribe custom handlers to the new WCFS events: New
rules actions in EE to subscribe or unsubscribe to the
chatConnect or chatDisconnect events or the events.load
setting,

e Custom event handler: Trigger a custom JavaScript
function for what you want to do when the event fires
within Web Chat for Service (WCFS).

* For all but the load event, see Fvents in the Web SDK
documentation for how to bind custom handlers to these
events.

* For the load event, specify a custom handler in the new
events.load setting in EE.

Key Benefits

* Business agility: Allows you to use custom code based on
events for integration with analytics tools.

* Understand user behavior: Deliver top service by analyzing
what the user was doing before initiating web chat to
design the optimal journey.

Available in Engagement Engine as from 25B ‘

Web Chat

Web Page Content

Close
Destroy
End Conversation

Load

Open

Reset Pre Launch Form Fields
Subscribe Event

Unsubséribe Event

Updzte Connection Data

B8 Chat with me?

Functionality Configuration

A Web Chat: Subscribe Event

»

Choose Component *

Subscribe
Event *

|- Select -

- Select -

Chat Disconnect

¢ Ewvents

Load @

Specify a callback function to invoke when WCFS has loaded on the page,
regardless of whether it is currently visible. In Engagement Engine, specify the
name of a function defined on the window object.



https://docs.oracle.com/en/cloud/paas/digital-assistant/sdk-js/index.html#events

Available in Engagement Engine as from 25B \‘

nnn
° ° ° Dashboard Sites Rules A/B Testing Settings Help Logout H-H
AW L. S WY W WS n EE————
Settings > Web Chat > Create New Component
General | Operating Hours | Inltays isor ice

Name *

25B: Engagement Engine

WCFS25.04

Web Chat Version =

Capability Highlights [| Close |M| Save || Saveand Publish |

* Preview mode for WCFS component: New preview e

Functionality Configuration

button inside the EE component editor will launch the R

Always Show Send Button

URI* @

Web Chat widget within the editor screen as from .

Bot Name Mode

25.04 (25B) version.. o

Conditional Chat Link Css

Functionality Configuration

Pre Launch Form Fields @
Conditional Chat Link Element Id

* Inline editor preview: The Web Chat component is oo o

- Connection Data

running inside the editor page to verify the selected =~ e
properties.

B+++++++++K

© Preview Mode

Key B e n efi t s This feature allows you to quickly view the configured

properties in action through a running component.
However, please note that the component preview does not

° Business agility: See changes made to the Web Chat test or invoke the underlying rules, even if the component

has been linked to them.

CO m pO n e nt O n t h e fl y. It is recommended to test the component on the final user

page where you expect it to be deployed for your customers.

Unsupported Properties

First Name *

* User-friendly administrator experience: No need to

The following WebChat properties are not supported in
preview mode:

deploy the widget on a test portal to quickly check « Functionalty Confgwation  Hotkeys
layout changes when attributes are being changed in Exit review

To exit preview mode, click the X' at the top or press the

the EE editor. ESC ke,




Role Based Segmentation of Roadmap
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Experience




Chat Header Includes a Queue Label &

Automatic Color Coding
25B: Agent Chat

Capability Highlights

* The name of the chat queue appears within the
header of the live chat session

 The chat header is color coded based on the chat
gueue configuration

Key Benefits

* Employee Optimization: Enhances usability of chat
within the Browser Ul

Requires Engagement Panel Update ‘}

Queue Label

Queue Color

Agent1 06:50 PM [0 minute...

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




Agent is Notified About the Language

Translation *
25B: Agent Chat

Capability Highlights

* A system message is displayed in the live chat session

* The detected language is provided in the message

Key Benefits

 Employee Optimization: Artificial Intelligence
provides chat agents a better language translation

experience

Raul Gonzalez 0:07
Microcredentials Inquiry R

> Agents can easily

i) o 1% ©)

This conversation is being translated. - i
The language is detected as Spanish

Alex 02:03 PM [0 minutes O sec...

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

'

Pushed in bi-weekly builds G

understand when a chat
is translated & the
customer’s preferred
language




Requires Engagement Panel Update

Feedback for Chat Language Translation *

25B: Agent Chat

Capability Highlights

* Provide feedback on the quality of the translation
during live chat sessions

Key Benefits

* Elevated Engagements: Artificial Intelligence provides
agents & customers a better chat experience

| bought a new microwave, how can |
take advantage of the warranty?

%ol P
Agent1 07:55 AM [2 minute...
Para aprovechar la garantia de Agents can provide input
productos nuevos, puede registrar / on the quality of the
el producto iniciando sesién en el : : .
portal del cliente y registrar el / tn anSIG?l O_n with the like &
producto. / dislike buttons

%ol P

Public Response | Spanis V|43 % @ aa &)




Off The Record Data can be

Configured for Language Translation *
25B: Agent Chat

Capability Highlights Name

ociTranslation

* Prevent Off the Record data from going to the
language translation service

Language Detection Connection

Detect_OC| v

Enable Confidence Score

Key Benefits (I
* Security: Ensures private information is not sent Language Translation Connection _
outside of B2C Service | T . T
Translate Off The Record Messages
ae |
N /

Notes

testing chat translation




Confidence Score can be Configured

for Language Translation *
25B: Agent Chat

Capability Highlights

» Configure a confidence score for the detected
language

* If multiple languages are detected, then the language
with the highest confidence score is used

Key Benefits

 Employee Optimization: Artificial Intelligence
provides chat agents a more accurate language
translation experience

Name
0l

Language Detection Connection

QCIDetect

| Enable Confidence Score

0
k

Confidence Score

N

N L

Language Translation Connection

OClITranslat

Pushed in bi-weekly builds

‘o




Al Studios

25B: Incidents and Agent Insights

Capability Highlights

* A Generative Al connection to OCI or 3" party Open
Al can be added to the Al Configuration

Key Benefits

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

Pushed in Bi-weekly Builds G

£

Al Studios

9 250403-000029 {3 Administration £ ASK Agent Studio

3 ASK Agent Studia 5 New ASK Agent Studio Configuration @
@ Reject Save [ Save & Close
Ham

Configuration  Profile Access  Customizations

Provider © Request  Additional Configurations
Search.. Gonfigure request for e selected Extomal Objects Connection
Remember previous conversation
Reguest Payload Code Vil Parameter Variable ta replace in request template

( Question to ASK Agent ${auestionToASKAgent)
R “userMessage”: "${guestionToASKAgent)",
Carnectory “sessionkd": "${sessionid]”




ASK Agent®

25B: Incidents and Agent Insights

Capability Highlights

 ASK Agent is backed by a Large Language Model and
will assist the agent by providing answers,
suggestions, and know-hows.

Key Benefits

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

— —

9 250403-000029

Save [% SwekCose O Refresh [} Ne

Subject
Inquiry About Micro-Credentials at Your University

(M serdonse
- & Trevi Antonel
De:
-
.
Date Last Respon. How long do these

Are micro-credantial

ASK Agent

What types of micro-credential
programs does your university offer?

19:03

Qur university offers a diverse range of
micro-credential programs spanning
various disciplines, including business,
technology, education, health sciences,
and the arts. These programs are
designed to cater to professionals
seeking to upskill and students aiming
for supplementary qualifications. We
offer micro-credentials in specific areas
such as data analytics, project
management, digital marketing, and
sustainable development. Most of our
micro-credentials are available across
multiple fields to ensure that students
from diverse academic backgrounds
can benefit.

& P EH D

ent can make mista ck important info.

Pushed in Bi-weekly Builds

)

C

ASK Agent is a new tab on
the left panel

‘ ASK Agent ;
Referencs #
250403-000029

V Fiter v Th Newestfist ¥ &}

04/03/202509:49 M %

iparticularly interested in learing mare about the micro-credential

understand haw they work in the context af Australisn higher

= Hello Clarke

s vt o sonal learners? §
jor are they desigriid for part-time or professional learmers’ What can | help with 7

Burees you could shile would be greatly appreciated.

The ASK Agent can provide:
* Answers to the agent’s questions




Pushed in Bi-weekly Builds ‘)

Prepend Reference Number

25B: Incidents and Agent Insights el e 5 Swnn+ @

B

& 250320-000005

Save [% Save&Close (3 Refresh [ Forward Incident

oge . .
Capability Highlights _
Subject Reference #
Cleaning my EN5 Coffee Maker 250320-000005

Subject  FWD: 250320-000005: Cleaning my EN5 Coffee Maker

e Agents have an option to prepend the
Severity unication  Commens
reference number on the Forward Dialog o n S e e -

Unresolved
@ 03/20/20251151AM

Assigned

Key Benefits b

Category

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

Date Created
03/20/2025 11:51 AM PDT

Date Last Respo -

Icon to prepend the Reference Number to the Subject




Standard Text Editor in the Navigation

25B: Incidents and Agent Insights

Capability Highlights

The Standard Text Editor can be added to the
Navigation Set in BUI

Key Benefits

Employee Optimization: Enhance usability efficiency
for admins and supervisors in the browser user
interface

Navigation
P Home
P Analytics
b Answers
* Configuration
b Site Configuration

P Service

Service Usage Metrics
Administration

Standard Text Editor

b Assets

m&

Pushed in Bi-weekly Builds

Yo

-~




BUI Report UI Enhancements

25B: Analytics

Capability Highlights

* Select/Unselect Data Series by clicking on the legends of
charts in BUI

* Highlight a Data Series plot by hovering over the element
(Line/Bar/Area) or the legend

e Chart Animations to make the chart Ul live and engaging
* Honor Chart Layout from Report Designer

* Honor Header Line Limit from the Report Designer

Key Benefits

* Modern Look & Feel: Provides a dynamic, engaging chart
experience with enhanced user interaction.

» Effective Space Management: Optimizes chart layouts/grid
header areas as designed in the report designer for better
data visualization.

Pushed in Bi-weekly Builds G

Funnel Chart

Select/Unselect chart legends

Pie Chart

W Agent] Browser

Highlight chat legends on hover




Async Report Execution in BUI

25B: Analytics

Capability Highlights

e Async Report Execution: Execute reports
asynchronously without moving to queued reports in
BUI and with an extended BUI timeout.

* Auto-enabling of Async execution setting at report

level based on their previous execution performance.

Key Benefits

* Usability: Render larger reports in the same Ul
without affecting the performance of other day-to-
day operations or hitting BUI timeout limitations..

zarch

Subject Like (Use % for wildcards) Search Terms (No Exact Search)

AG Site%

Q search <+ AllFilters X Settings ¥

Reference

Nu

mber




Knowledge Articles in new tabs

25B: Knowledge Advanced

Capability Highlights

* Allows Agents to open Knowledge Articles in new tabs
from Knowledge Search panel (as opposed to new

windows) by setting a configuration

Key Benefits

* Enhances experience and increases Agent Efficiency

-

Recent Items

@ No Items to Display

Requires upgrade to 25B

|||||

25 1s-24801-sql-314h.dv.dev.rightnow.com/AgentWeb/?route=okcsAnswerDetails&

test feedback “ Language Choices

Remember Filters

Doc ID:

| test feedback e T
Version:

| preview test updated o T
Status: Published

| test document curve e T
Published | test document with T

Date: 12/5/2024 clamation
Author: Administrator | test document with dollar ~ ea T

| test more link updated tite e T

Question | test more link in bui o T
test feedback | test document with original  se T
Answer

e
WashingMachine.pdf
Ltest document with sinale  ea T

Present Default Behavior of opening in new window

Oracle ® Service Cloud | ts_24¢ X Oracle ® Service Cloud | Answe X Oracle ® Service Cloud | Answe X | + -
c 25 as-okcsapps.corp.channels.ocs.oc-test.com/?route=okesAnswerDetails&answerld=1000014&contentState=published a ¥
= Print [l Recommend Change 5] Subscribe &5 Add Link | Add Text Add Favorite

test document curve

Dac ID:
Status: Published

Author:

Question

Published Date:

Articles open in new tab in same window




Role Based Segmentation of Roadmap

Customer Agent
Experience Experience

Developer

Administrator Experience .
Experience




Admin UI with Deployment History Details

25B: Data Management

Capability Highlights

*Updated Admin Ul for Data Sync. Including real-
time status updates and deployment history.

Key Benefits

*Provides administrators with clear visibility into
data sync status and progress.

Requires upgrade to 25A .’

Real-time Syne Status °

Deployment History

Real-time Sync Status and Deployment History.

S User S Deployment Version = Sl
et aimie Sepingreer ¢ argietes
sctrren athmie Fbback Camplsnad
airren athmin Folbiack Complused
ad Depiaymen Completed
i Folback Complened
et arimie Liapiayman ¢ ameised
actren athmie Fisbbuac Complesad
it athme Dplayment Completed
i Rullback Com, phesed




Requires upgrade to 25B ‘

Trigger Custom Business Events

25B: Business Rules

UserEvent - Mapping

Field Name Data Type Value

EventSummary Text [200] Incidents > Subject

Capability Highlights

e Ability to trigger an event upon satisfying the
specified business scenario.

[ Constant Value

LastSurveyScore Integer Incidents > Last Survey Score

PrecisionValue Decimal €0 > DecimalField

e Ability to map the service data to the fields of the
payload and create a custom event. Resonse Boan s feges s

SRCreatedDate Incidents > Date Created

Key Benefits

* Filtering: The admins can now filter the events by
defining the scenario in business rules.

e Custom Payload: The admins can map the desired
fields from the Standard and Custom Object to the
event and create the custom payload.

A new action in EBR to trigger the
=2 A popup dialog to map the event

Custom Busi Event
ustom Business Even fields with fields of Standard and
Custom Object




Requires upgrade to 25B .

Purge policies for Orgs, and & s+ oty
Answers Transactions R sk

25B: Data Lifecycle Policies

Select an object X

Transactio
Define lifecy:

Capability Highlights ‘

Incident Transactions Contact Transactions

e Canned Purge policies for Organization and Answer Organzation Transactions \
transactions.

The dialog box containing the Org and

e Ability to increase the retention period beyond the Detsedre Answer Transactions
dEfault retention period for the tra nsactions_ for Deleted kecorus T Eefrg:ﬁr{.;;c%:l:ei:cr:ncles TTOF INCIUent Uojects TTOr LUSTOM UnjEct

Transactions

4% Admiistration ('_\ Data Lifecycle Policies @ Ansver Transactions

Key Benefits

1) Refresh
* Lean Database: The admins can now enable the Summay  Usge St
canned purge policies, purge the transactions and oo E
ensure a lean database for the site.
Enabled Data Lifecycle Policy Name Report Status Last Run
"o Purge Answer Transactions.TransEdit Older Than 6 Months
"o Purge Answer Transactions.TransAssigned Older Than 6 Months
[ 1Y Purge Answer Transactions TransAccess Older Than 6 Months.
"o Purge Answer Transactions.TransStatus Sider Than 6 Months
"o Purge Answer Transactions TransVersionDraft Older Thant-Months
"o Purge Answer Transactions. TransVersionUnpublish Older Than 6 Months

Canned purge policies for Answer
Transactions




Job Scheduler Audit Log

25B: Job Scheduler

Capability Highlights

Log of changes made to a job are captured and stored
as Audit log. The details such as

* Who
e  When
* Action

* Field Name
e Old value and

e New value

of the change are captured as part of the log

Key Benefits

Accountability: The audit log tracks admin action and
ensures accountability

Traceability: The audit log provides historical
information that can be used to reconstruct the
changes and ensures traceability

?
Requires upgrade to 25B .&

= ORACLE senice Cioud flrnce R B R A Q
@ Job Scheduler 1l Reports Explorer | Top 1000 Engaged Contacts [% IVFJFirst IVjFJLast
N Bookmark

Job Detalls  Job Execution Details  Audit Log

\ Ao
A= s
Search ‘ )
Job Name
Al v
+ Al Fites
3 JobName When \ First Name Last Name Action Field Name 0ld Value New Value

5 When, 09/12/2024 04:45 AM

audit test (0912/2024 04:45 AM Jon Snow Rollback description old new

5 When, 09122014 04:45 AM

test 09/12/2014 04:45 AM Jon Snaw Rollack descripuon\\ old new

Record Count: 2

\ \

A new tab to provide the log of changes made to the Jobs \

When, First Name, Last Name, Action, Field Name, Old Value, and Ne
Value are provided are provided as part of the Log




SMS Usage Statistics in Service Cloud

25B: Outbound SMS = ORACLE seniceGiud 1o
@Respor;vs
Capability Highlights e ==
* The Key PerfprmanFe Metri_cs of SMS from Oracle LT v Qs SMS stats in B2C Service
Responsys will be displayed in a new tab. a3 o5 Falure Statstics
° . . . . . 0
* The failure statistics of SMS will also be displayed in et Delverd Delvrd it I

the new tab.

Bounced Messages
Performance Trend /

Total Undelivergﬂ Messages

* Ability to choose the duration to view the Usage
Statistics

Key Benefits

e Operational Insights: The admins now can view the
KPMs of SMS such as number of sent SMS, delivered,
and delivered rate.

e Ease of Use: The admins can now view the failure
statistics such as number of skipped and bounced

SMS enabling them to reach out to Responsys admin. \
KPMs of SMS — Sent, Delivered, and Delivered Rate Failure Statistics —

Skipped and BounE




Requires upgrade to 25B .’

Choose Intelligent Attributes (IA) of Unity to display in Service Cloud

= ORACLE' seniceCloud  ersh
25B: Unity Integration S ——

@ Administration ~ =~ Unity Configuration © P8 Amina Ershadu & Responsys

Capability Highlights o 0

* Admins will have the ability to choose the IAs of Unity
to be displayed in Service Cloud. Choose Intelligent Attributes from Unity

List of Intelligent Attributes

* The IAs of Unity will be displayed in the Unity Insights
panel.

Search

Total Spent Amount Total Purchase Count Total Order Count Most Popular Month Most Popular Day Average Order Value

8 (Select Al
Total Spent Amount
Total Purchase Count /

Key Benefits 8 Tl

[ Total Opened Count

* Improved Customer Satisfaction: Agents now e

() Top Product

equipped with IAs from Unity can provide a better 1 Mot P it /
service to contacts. zjjﬂjﬂjj[z;“’ j
Months Since Last Operfed Event
Months Since Last De\iﬁered Event
Last Sent Event Date‘;‘s

Last Push Opened Ersm Date

Last Purchase Dalgf

The list of Intelligent Attributes displayed for

selection in Unity Configurator page E




Requires upgrade to 25A ‘

Dependency and Configuration Management of Product, Category & Disposition

25B: Element Manager

Capability Highlights

* Dependency management allows administrators to P —
choose to include the dependent elements during e
export - °

Assign Permissions

* Choose interface of elements in Manage
Configuration page during import

Key Benefits

e User Efficiency: Administrators can include
dependent elements and ensure the deployment is
always successful during import

e User Productivity: Eliminates the need to change the
permissions of elements post deployment

Ability to choose interfaces
while deploying Product,
Categories, & Disposition

A new tab for Product,
Categories, & Disposition in
Manage Configurations page




Open Search Configuration in BUI

25B: Search Service

Capability Highlights
e Ability to provide Search Configuration for the search
results for Open Search engine.

* Search Configurations can be provided for Agent
searches (Agent Console), and End-user searches
(Customer Portal).

Key Benefits

* Refined results: The Search Configuration allows to
provide field level configuration, Weights for each
application area.

& Administration < Search Configuration

El Save E Save & Close 4 Refresh I Bookmark

otes Answer Search Configuration
Updated Summary Welight
Agent Consele  Customer Portal
& Field Leyél Configuration
Created

Enable fu;éy matching to find results with minor spelling variations and typos.

[No Value]
Enable Fuzziness o

Created By
Admin Admin v
Updated Weight Configuration
[No Value] f‘;ﬁdwst tha importance of aach fleld in search rasults.
Updated By Summary Question
Admin Admin v High (3) v  Low (1)
J/“‘
: Attachment Answer
Low (1) »  Low (1)

/

/

Configurations can be provided for each
applications and fields.

Requires upgrade to 25A .’

)

Search Configuration

Search Configuration Admin

Card in Admin page




Requires upgrade to 25B

Additional Reports on Knowledge Overview Dashboard

25B: Knowledge Advanced

Capability Highlights

Two new metrics on the Knowledge Overview
Dashboard for authors that are

* Content Not Updated
* Top 5 Content Feedback

Key Benefits

Easier Monitoring and Content Updating based on
recommendations and aging

Top Content Feedback Content Not Updated

T —
— o om

New Reports on KA Dashboard

=



Content type limitation removed

25B: Knowledge Advanced

Capability Highlights

e Alimitation in the OKCS CP system, restricting the
number of content types to 20 has been removed.

Key Benefits

e Better customization of the end-user page allowing
for a more elaborate and detailed content with more
number of content types.

rt Home Answers Ask a

ContentType1 ContentType10
ContentType16 ContentTypel7
ContentType3 ContentTyped

File News

Filter by product

No Products Available

Requires upgrade to 25B

1 Ques Search... Q og in or Sign up

ContentType11 ContentType12 ContentTypel3 ContentType14 ContentType15

ContentType18 ContentType19 ContentType2 ContentType20 ContentType21

ContentType5 ContentType6 ContentType7 ContentType8 | ContentType9 FAQS

Available Articles

Title Published Date

No articles found.

Filter by category

No Categories Available

More than 20 content types are allowed now




' Al Feature Pushed in Bi-weekly Builds .’

Data Source Ul — view data source details used for Hot Topics ¢

25B: Hot Topics & Al Services

Capability Highlights
« Data Source Listing Ul: Review incident data (Data

Source) used for generating hot topics. T = o
Key Benefits .
incid
* Visibility: Enhanced transparency with easy access to
Incident Datasource

data source configurations.

\r‘r‘ ;i:r‘:
~ Criteria for Data Tagging

~ Initial (One Time)

Created Date between 6 Aug2024 to 5 Sept2024
AND

Status Type equals Solved

~ Incremental (Continuous)

Status Type equals  All




' Al Feature Pushed in Bi-weekly Builds

Stream Hot Topics Data to Custom Attribute or Custom Object ¢

25B: Hot Topics & Al Services

i ohli IR - cvecsore - I
Capability Highlights

© Custom Objects |) Object Fields - Edit
e Stream to Custom Attribute: Deploy custom L) Accelerator
o . A B2C_AIML ~ " %)
attributes to map the hot topics data and enable T— O T
streaming of topic name, topic ID, and incident ID in e B ity
near real-time. T Updoted By Accoun
Configs
 Stream to Custom Object: Deploy custom objects to N ot et s )t
map the hot topics data and enable streaming of topic Qo OtjectLookup | Fiekd Neme Duta Type Dette
. . . . . SvcVentures O 1D 25 Integer A
name, topic ID, and incident ID in near real-time. B Dote Time
CreatedTime i Date Time A
"; Integer X
Key Benefits

e Customization: Enables the creation of custom
reports by combining Hot Topics data with incident
data.

e Automations: Facilitates the creation of business
rules to support downstream automation based on
near real-time Hot Topics mapping.

*Controlled Availability E




Hourly Drilldown and Granular Details for Sessions

Reports

25B: Service Usage Metrics (SUM)

Capability Highlights

* Hourly Drilldown: Drill down and view hourly data of
SUM sessions reports.

* Granular Details: Drill down to view individual session
data for each hour of the day.

Key Benefits

* Visibility: Admins can view granular session usage
details.

Q Administration

Engagement Id

ils Tier 1 Sessions

Instance ID

Oct, 2024 2024-10-24 2024-10-24T22

» Search Criteria

Start Time

2024-10-24722:00:00Z

2024-10-24T722:00:00Z

2024-10-24722:00:00Z

2024-10-24722:00:01Z

2024-10-24T722:00:03Z

2024-10-24722:00:04Z

2024-10-24T722:00:06Z

2024-10-24722:00:06Z

2024-10-24T722:00:07Z

2024-10-24722:00:12Z

Pushed in Bi-weekly Builds

The session count may vary for the last 7 days as the bot detection logic identifies and removes the bot sessions.

\‘ Records 1 - 1000 (2108 Total)

End Time

2024-10-24722:15:00Z

2024-10-24T722:15:00Z

2024-10-24T722:15:00Z

2024-10-24722:15:01Z

2024-10-24T722:15:03Z

2024-10-24T722:15:04Z

2024-10-24722:15:06Z

2024-10-24722:15:06Z

2024-10-24722:15:07Z

2024-10-24T722:15:12Z

User Agent
Moz
Moz
Moz
TLS
TLS
TLS
TLS
Moz
Moz

TLS




Role Based Segmentation of Roadmap

Customer Agent
Experience Experience

Developer

Administrator Experience .
Experience




Persist Connections during Site Upgrade
25B: External Objects & Integrations

Capability Highlights

* Persist connections to Upgrade Sites: Admins can
persist non-sensitive connection details from the
production site to the upgrade site.

Key Benefits

e Semi-Automation: Easily test third-party integration
by transferring connection details to the upgrade site,
reducing manual effort.

B external Objects and Integrati...

Open [ Add New

) Refresh { Delet

Preferences

Pushed in Bi-weekly Builds

%,




Pushed in bi-weekly builds. ~>
o s
1948

Dashboard in Browser Ul

25B: Service Health Metrics

Web Server Browser Ul Chat
Average Latency : 86.09ms Average Latency : 75.82ms Average Latency : 1325.78ms

Capability Highlights
* Easily view service health data from within the
Browser Ul

* No development resources are required for
Administrators to utilize this dashboard

Key Benefits

e Observability: Provides easily consumable data about
the overall health of the CX service




Pushed in bi-weekly builds. ~>
o s
1948

Custom Business Events

25B: Event Delivery Service = ORACLE' seve G w0 Ak +w g
@& Administration Custom Business Event Desig...
Capability Highlights Hsoe Fsweatoss ) Roiwsh (2 ooy X oete (3w v | Bookr
* Define a Custom Business Event using the event editor. Satch
* Define the fields to be included in the event payload. B - Custom siness Evert
* Deploy the event and view the deployed events. ot Descit
Tt ¢ Attt e CC v

=
4 T AnalytiesPk
Date

Key Benefits | Test_Fvent CCC -
. . Bo List of fields in the Custom Business Event Add new feld
e Custom Payload: Admins can define the event payload B covetu T
by choosing the number and type of fields to be b 8 Cusondte FelNene \ DaaTpe  Fedlengh  fcton e
included in the payload. B usparen _— . ; Dl
| CustSimName
* Reusable events: The custom business event is defined o0 s W e
as a separate entity and not associated with any object, o aqupctoe — e 0 i
so the events can be reused for multiple business  eposet 5 I
scenarios. B nidnco

-l JetCustom n
B

Custom Business
Event Designer

Event Designer to define the Custom Business Event

A new admin card for
Custom Business Event E




Support OAuth Authentication

25B: RightNow OIC Adapter

Capability Highlights

e OAuth authentication type is supported by the Oracle B2C
Service OIC adapter in addition to the existing SOAP

authentication

Key Benefits

* Enhanced Security: The connection between Oracle Service
Cloud and Oracle Integration Cloud will be more secure and
ensure data is not intercepted in between

Pushed in bi-weekly builds. ~>
o s
1948

EYXY o WKL " RN T S

Properties

WSDL URL

Required

Security

Username Password Token

Security policy - ]

Username Password Token

OAuth 2.0

Basic Authentication

Access type

(@ Public gateway
Connect to endpoints using the internet.

(O Private endpoint
Connect to endpoints using yobr private network.

The OAuth authentication type in the dropdown




Support MS Azure JWT token in
OAuth authentication

25B: Managed APIs

Capability Highlights

e Customer can now integrate Oracle Service Cloud with Azure
through OAuth authentication using the Azure JWT.

Key Benefits

* Flexibility: Supporting MS Azure JWT in OAuth authentication

provides a quick and easy way to integrate Service Cloud and
Azure.

Pushed in bi-weekly builds. ~>
o s
1948

Azure Active
Directory

- Http getg request with header:
 “bearer {token}" - 3
Website/SPA K ——
5 Sensitive data
from api

»
>




Thank You
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Any master slides that appear after this end slide have been
accidentally imported from other slide decks and
may not match the style of this template.

Please locate slides that are referencing these
imported slide layouts and reselect/apply a layout
from the master slide options above.
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