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24D Roadmap

Customer 1

Customer Chat
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Conditional Chat Link to promptin
line of page context

B2C Chat Offer Effectiveness

Conditional Launch Button Details to
allow polling on multiple queues

Field pattern validation on chat form
Dynamic fields on chat form
Control attachments on agent side

Sensitive Information detection in the
subject

Improved cross site scripting
prevention and form security

Post conversation message link

Longer text field for icons

Customer Portal

Oracle CloudWorld

Calendar Date Picker Widget
KA - multi-facet support for OR
KA - content grid support

KA - link to search results from
suggestions widget
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Agent vy

Agent Chat

o Additional reporting on Chat Agent
Preferences

» Option to Send a Zoom Link During
a Live Chat

Incidents and Agent Insights
o Incident Thread Translation

o Execute Agent Insights by Default

o Workspace Control Enhancements

Analytics

o Scheduling reports as XLSX Excel

attachment

Column header Auto-filter criteria

o Move reports out of deferred
execution from BUI

o

Administrator 8

Enhanced Business Rules

2

< Outbound SMS via Responsys

Element Manager

«» Customizable menus support

< Product, category, and disposition
support

Data Lifecycle Management

2

< Customer defined retention period
for transactions

Job Scheduler
« Job Scheduler

Administrative User Interfaces

o Hot Topics*

Knowledge Foundation

< Editor anchor support
% Editor color coding support

Knowledge Advanced
v' Require remove after date

Developer %.

Event Delivery Service
o Admin Ul for OSS credentials

External Objects & Integrations
o Allowed APl Methods

Service Health Metrics
o Chat Service Support

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

2

’0

Requires 24D Upgrade
Requires Engagement Panel Update

\4
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Requires Upgrade to Web Chat for Service 24.10.0

Conditional chat link
24D: Web Chat for Service 2410.0

N : T Embeddedselvi(e . ) )
. Capability Highlights

S - . + Conditional chat link: When defined conditions are
Ere o To o met show a chat link instead of the launch button in an
ST Element Id on your web page. This is an extension of

@ Sl Condisonsi chat Lk © ) the Conditional Launch Button feature.

» Consistent styling:
* You can apply classes and / or styles to the link with
the Conditional Chat Link Css setting key.
» The link text and aria label can be changed using
custom text keys.

Init Bot Audio Muted
Persistence
Show Pre Launch Form

Split Text

Functionality Configuration

Target Element
Timestamp Format
Timestamp Header Format ¢ Conditional Chat Link Css

Timestamp Header Mode

Timestamp Mode

- : Key Benefits
Welcome to Orion |Button
HIML Forms — e ) - Design user experiences: You can have a chat button
i on a page or offer a conditional chat link embedded in
k another page where you feel visitors should read the

|
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Typing Delay |
~
|

I
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l
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v

oo © . text before seeing the chat link.
“card": "Card {0}", -

CerdmapePacehoer Cardmage” “ » Business agility: Easily meet personalized business
requirements with Engagement Engine.

"cardNavPrevious™: "Previous card”,

“clear”: "Clear conversation”,
“clientGreetingAgent™: "Hello, my name is {0}, how can | help

“clients " "Hello, I ?
Copyright © 2024, Oracle and/or its affiliates




B2C Chat offer effectiveness

Requires Upgrade to Web Chat for Service 24.10.0

24D: Web Chat for Service 24.10.0

Threads (threads)
Time Biled (time_billed)
Top kem Stats (Kf_top_item_stats)
Topic Word Phrases (topic_w ords_phrases)
Topic Words (topic_w ords)
Tracked Link Categories (link_categories)
Tracked Links (tracked_links)
Transaction Locks (lock_xactn)

1 Schema Version (|

sct
Transactions (transactions)

URSs (ink_checker_uris)

URSs in CX Answers (link_checker_uri2answe
URSs in OKCS Answ ers (link_checker_uri2okc:
Upgrade Catalogs (upgrade_catalogs)
Upgrade Invocations (upgrade_invocations)
Upgrade Steps (upgrade_steps)

Upgrade Transactions (upgrade_trans)

User Transactions (user_trans)

Variable to nterface (var2intf)

Variables (variables)

Table Information - visitor_pages

Table Label Visitor Pages
Table Description URLs of pages visited
Tbl 667
Visibility Chat
Primary Key visior page i
Columns Date Created (created)
Title (title)
URL (urf)
URL Title Hash (url_tite_hash)
Visitor Page ID (visitor_page_id)
Indexes visitor_page i (Unique)

Variables Foklers (var_folders)
Visibilty (visiity)

Visit Summary (session_summery)
Visitor Events (visitor_events)
Visitor Offers (visitor_offers)
Visitor Pages (visitor_pages)
Visitor Sessions (vistor_sessions)

Workfflow Script Image Attachments (wf_scri
Workflow Folders (w orkflow _folders)
Workflow Script Edge to Answers (wf_script_
Workflow Script Edges (wf_script_edges)
Workflow Script iage Folders (wf_script_ime
Workflow Script Node to Name-Value Pairs (w
Workflow Script Nodes (w_script_nodes)
Workflow to Workflow (cw f2cwf)
Workflow s (w orkflow s) =
key service decryption fransactions (ks_decryV/ |

N

Capability Highlights

» Write events to Visitor Events table: Report on how
many times the chat was accepted or declined. No EE
settings are required for this feature.

3 Live Chat

An agent is available to chat.

e e e Chat offer effectiveness: WCFS now supports
recording the Visitor Service offer and accept events for

Proactive Chat and Conditional Chat Link with

[No [ Yes]

url_title_hash A
realad b Engagement Engine.

Column | Preaetive Chat Offer Ellecteness e s At o ® B2C Visitor Service: When invoking WCFS using
03/07/2024 0200 AM ! 0 000% Engagement Engine with Proactive Chat or Conditional
03/07/2024 04:00 AM 3 0 0.00 % - - = -

SRR ATS : 0 000% Chat Link enabled, the Visitor Service events offer and
03/07/2024 07:00 AM 248 7 2.82% 3 ) 2,
e o . b 2R accept are recorded in the visitor_sessions and
03/07/2024 05,00 AM a9 o 215% roi_conversion_offer_stats tables.
/2024 10:00 AM 458 8 1.75 %
3, /2024 11:00 AM 476 7 147 %
/2024 12:00 PM 470 9 1.91 %
/2024 01:00 PM 458 16 3.49 %
0. 12024 02:00 PM 435 8 1.84 % -
03/07/2024 03:00 PM 422 8 1.90 % Ke Beneflts
03/07/2024 04:00 PM 405 [ 1.48 % y
I et o 5 T « Improved reporting: Analyze whether customers accept
03/07/2024 07:00 PM 448 7 1.56 % ] 1 ] ]
DI040 M g ! Lsex or decline the chat invitation.
T 0 ) T - Measure channel adoption: Investigate how Web Chat
— — — 2% is being used including features such as Proactive Chat

Copyright © 2024, Oracle and/or its affiliates

Invitation or Conditional Chat Link.



Conditional launch button: Polling on multiple queues

Requires Upgrade to Web Chat for Service 24.10.0

24D: Web Chat for Service 24.10.0

Conditional Launch Button @

custom

¢ Conditional Launch Button Details

Category Id

Capability Highlights

» Support multiple queues for polling: When defined
conditions are met show the launch button or a chat link.
This is an extension of the Conditional Launch Button

feature.

[[] Enable Polling

Max Queue Size

* Queue Id parameter: Supports a comma separated
string of queue IDs instead of just a single queue ID.

Max Wait Seconds

Min Agent Sessions

Key Benefits

Product Id

* Improved polling: Show the launch button based on
availability conditions across multiple queues.

Queue Id

‘ + Simplified administration: You can now handle polling
across queues from the same Web Chat component

| 6.8

Copyright © 2024, Oracle and/or its affiliates

.\ setup.



Pre-launch form: Field pattern validation

24D: Web Chat for Service 2410.0

Chat “ X

First Name *

Namita1234 Goyal0987654321

a
L No numbers and max 15 characters

Email *

Birth Date

1minm

Concel

Type a message
Chat

First Name *
test

Last Name *
test

Email *
a@a.com

Birth Date

mmmm

Pre Launch Form Field Data

Custom Field Type

<select

Dependency

Name*

firstName

Options

Pattern

| taea-ziissy

Relaunch Value *

| default

Required

Date format: YYYY-MM-DD

Type a message

Copyright © 2024, Oracle and/or its affiliates

Pre Launch Form Field Data

Custom Field Type

text

Dependency

Name *

birthDate

Options

Pattern

‘ [o-¢]{4}-(ort-al@2)-(r-2]l1[0-9]I2[0-e1[3[01])

Relaunch Value *

‘ default

() Required

Requires Upgrade to Web Chat for Service 24.10.0

Capability Highlights

* Field Pattern Validation on Pre-Launch Form: Check
that the correct field format or pattern is entered.

Key Benefits

» Correct data entry: Validate input before starting chat.

» Data completeness: Show dynamic fields when relevant
for the agent or routing.

» Faster issue resolution: Agents get correct and
complete information so they can more efficiently
answer the customer’s question.



Requires Upgrade to Web Chat for Service 24.10.0

Pre-launch form: Dynamic field visibility
24D: Web Chat for Service 24.10.0

Chat £ x Chat X% Capability nghllghts

* Dynamic Field Visibility on Pre-Launch Form: You can

- Fountry : make the visibility of the fields dynamic by adding
Country dependencies.
Other Country v Language . Q -
— v * You can either hide or show a field when another one
R . Tracking ID matches a value or a regular expression. E.g.
Latin ' S575%0 + Show a language field when the country is Other,
v S— and when the selected language is Spanish ask if it is
Tracking ID = Lat]n Spamsh
Concel__| Concel | » A ZIP code field is shown when the tracking ID starts
S S with either 123 or 321.
Pre Launch Form Field Data Key Benefits
x
» Correct data entry: Validate input before starting chat.
Custom Field Type .
- - » Data completeness: Show dynamic fields when relevant
| text v | for the agent or routing.
* Faster issue resolution: Agents get correct and complete
Dependency > information so they can more efficiently answer the

customer’s question.

Copyright © 2024, Oracle and/or its affiliates E



Requires Upgrade to Web Chat for Service 24.10.0

Control attachments on the agent side
24D: Web Chat for Service 24.10.0

Functionality Configuration -~

Capability Highlights
< Attachment Settings
+ Enable Agent attachment: You can now control if the
Max File Size Mb agent can send files to WCFS.
120 « This is enabled by default, and you can disable the
) Stonclard Dowlond ORACLE' senice Cloud attribute.
Supported File Types Chats
png jpg txt gif pdf docx bmp doc csv xlsx xls jpdg j?r:::rnmmnwmwmm a4 X
aaaa NG nl, my qame is o
HUBUBRRBBRUBURRBYBH amita -
® 0 0 ® : Gojait. How Key Benefits
Enable Agent Attachment © Nl Gty _ G549 A4fo ks e + More control: Define who can't send files based on
iraililsbisdb ot The agent has your business requirements.
Attachment Mode @ Namita1 Goyall  05:49 PM [0 minut. 1.5MB.pdf (1625
test1 RB):
| agent
You shared the following file successfully
1 5MB.pd (2MB) D
Public Response &£ »

15MB.pdf 4,

10 Copyright © 2024, Oracle and/or its affiliates E



Requires Upgrade to Web Chat for Service 24.10.0

Sensitive information detection in subject
24D: Web Chat for Service 24.10.0 t

Capability Highlights

+ Sensitive information detection: The subject
= ORACLE" seniceCloud  Reference # - connection data field is also checked for sensitive

A —— information. No setting needs to be done in EE.
ats
" 2219 2 q - . . .
aaaa e - . « Masking subject field: WCFS is sending masked
T a X - -
—_ ® sasaz19 % 201007 ? string on the chatAuthenticate API call.
@ o 0 @ : B save ave & Close g 3 ] 1
B s B smeac - Masking patterns for Subject: Next to the built-in
o e regular expressions like Credit Card Number or
aa - - -
Social Security Number you can now define your
(_current Chat ) own ones for masking, and they also work for the
Namital Goyall ~ 07:00 PM [0 minut... S u b] ect
Hi, my name is Namita 1 Goyal1. Enla‘]‘ aa@a.com '2024'-10"-'07'T"19"'00'43"
How may | help you? Namital Goyall
Namita1 Goyal1 ~ 07:00 PM [0 minut... 3if::1****“*“7415 Hir mylname )
Covall How Key Benefits
Public Response Va Incidents Visitor Browser Histol nz)au\él hEIp - - .
- . . yors * End-user security compliance: By not storing
Open dd New X - - - - -
' e s personal information to the transcript or incident.
H Stat/ ;e Interval fecong e 0. 0O o o o__Of_ono
» Agent efficiency: By giving agents visibility on
umesolver N Offfype a message data that is needed to resolve the ticket but not

storing it as part of the transcript or completely
hiding it from the agent’s view.

n Copyright © 2024, Oracle and/or its affiliates E



Requires Upgrade to Web Chat for Service 24.10.0

Improved cross site scripting prevention and form security
24D: Web Chat for Service 24.10.0

Capability Highlights

» Content Security Policy (CSP): CSP is an added layer of
security that helps detecting and mitigating certain types
of attacks, including Cross-Site Scripting (XSS) and data
injection attacks. WCFS supports the use of CSP.

» Cross-Site Scripting (XSS): We have improved security by

adding extra algorithms to prevent cross site scripting.
eature Flags ~

 Sanitize Html setting: Sometimes these algorithms can be
[ Disable Infine CS5 @ X too strict, you can use the setting Sanitize Html to turn it
Enable to stop web-sdk from inserting inline css. Requires you to link the css file off.

yourself in your webpage

* Pre-launch form security: Use the Enable PIf Security
setting to turn off the restriction to manipulate the form

Sanitize Html @ X Key BenEfits

Sanitize HTML from received messages to prevent cross site scripting attacks. . Improved Security: Th]S a"OWS yoU tO have a t]ghter
content-security-policy.

R ' * Business agility: Easily meet changing security

Secure the pre-launch form by forbidding it to be manipulated

requirements while enabling highly personalized user
experiences with Engagement Engine.

12 Copyright © 2024, Oracle and/or its affiliates E



Requires Upgrade to Web Chat for Service

Post conversation message link
24D: Web Chat for Service 24.10.0

By o e I Capability Highlights

- WYERVINEEy T B EE T NS

» Post conversation message link: You can now customize the
survey URL with parameters.

» Add parameters: You can customize the URL with
substitution strings to add parameters that can be replaced by
field values.

< Post Conversation Message Options > Url Parameters

» Supported keys:
e Connection Data standard fields
Url Parameter » Connection Data custom fields

» System keys: engagementld; timestamp

Field Name *

‘ engagementld ‘

Substitution String * ‘ Key Benefits

' ‘ (ENCACEMENT 10} ‘ » Survey analytics: Add additional attributes in the survey URL
for reporting purposes.

|| Close || Save || Savea

] * 3rd party survey tools: Ability to send e.g. Interaction ID,
Contact ID and Time stamp to e.g. Eloqua for reporting.

13 Copyright © 2024, Oracle and/or its affiliates E




Requires Upgrade to Web Chat for Service

Longer text field for icons
24D: Web Chat for Service 2410.0

Dashboard Sites Rules A/B Testing Help Logout

A LR USSR WY W YA
Settings > Web Chat > Edit Component

Capability Highlights
PTIT [T G ..., ... | P y Highlig
* Removed field size limit Text fields for defining the icons

are no longer limited to 124 characters

< lcons

» Resizable text area: The text area can be made bigger or
Avatar Agent is scrollable for very long strings.

<syg xmins="http:// i3 0rg /2000 fsvg" version="
width="32.000000pt" height="32.000000pt" viewBox="0 0
32.000000 32.000000" WMZHW meet"><g
transform="translate(0.000000,32.000000)
5cale(0.100000,-0100000)" fill="#000000" stroke="none"><path
d="M0 160 10 -160 160 0 160 0 0 160 0 160 -160 0 -160 0 0 -160z -
m209 86 c67 -35 65 -143 -4 -174 -51 -23 -107 -7 -131 39 -47 91 44182 K B f t
135 135z"/><path d="M110 220 c-25 -25 -35 -63 -22 -86 14 -26 130 -27 ey ene l s
144 -122 43-21107 -72 107 -17 0 -39 -9 -50 -20z m8¢6 -11 17 -19 17
-233-47-20-36-58-36-780-1424 1428347 1112272136 2190

25-9 30 212"/><psth d="M29 203 615 -15-2-139 210 225 1245 » Improved branding: This allows you to add icons with very
D}U -1321 -ISf 27-7 IX{-ZW 177-31 17-100-24 i7 -Sj -17z"{=<path . .
0363010 13 105012 4 15 Jor /> pa e s 305 2151 long SVG strings.

Avatar Bot

* Business agility: Easily meet changing business
<svg xmins="http://www.w3.0rg/2000/svg" viewBox="0 0 36 36" . - - - .
fll="none"<path d="MD OhSeVEEHOVOZ fl=#C7a534"<path requirements while enabling highly personalized user

fill-rule="evenodd" clip-rule="evenodd" d="M7.875 8.625a2.25 2.25 0 R . h A
00-2.25 2.25V16¢0 .621.504 1125 1125 1125h.284¢.298 0

585-119.796- 3312.761-2.7632.25 2.25 0 011.55-.66h15.94432.25 2.25 0 experlences wit E n gagement En g] ne.
002.25-2.25V10.875a2.25 2.25 0 00-2.25-2.25H7.8752M24.75 18a2.25
2.250100-4.52.25 2.25 0 000 4.52m-4.5-2.2532.25 2.25 0 11-45 0
2.252.250014.502m- 2.2532.252.25 0 100-4.5 2.5 2250 000
452" fill="#fff"/></svg>

Avatar User

<svg xmins="http://wv.w3.0rg/2000/svg" height="20" width="20"
VviewBox="0 0 24 24"><path fill="black” d="MI2 2¢5.523 0 10 4.477 10
1029:982 9982 0 01-3.804 7.85L18 2039.952 952 0 01-6 2C6.477 222
1752321254 477 212 2702 1Ab_432 2 0 00-174A 1 0ACI122 A 2 405 04

14 Copyright © 2024, Oracle and/or its affiliates



Multi-facet Supports OR in Customer Portal

24D: Knowledge Advance in Customer Portal

Filter [Clear] E article linked to Prod2
Document Types article linked to Prod2
Article N )
B article linked to Prod? & Cat?
Collections article linked to Prod2 & Cat2
FAQ
Bj article linked to Prod2 & Cat1
Product
article linked to Prod2 & Cat1
Prod1 [x]
Prod2 o/ B aricle linked to Prod1 & Prod2

article linked to Prod1 & Prod2

Prod1 Prod2 multiSelectionCondition=AND

/ /\ \ *  Returns FAQ2

f \ " Default
\ FAQ‘I‘ FAQZ\ FAQ3\

multiSelectionCondition=0R
\\ \/ - Returns FAQ1, FAQ2, and
FAQ3

] New

15 Copyright © 2024, Oracle and/or its affiliates

Requires upgrade to 24D

Capability Highlights

» The multi-facet support in knowledge that
was limited to using AND, now supports OR
as well.

Key Benefits

 Increased success rate for users when
looking for answers since filtering can include
all possible related products.



Requires upgrade to 24D

Content Grid for Customer Portal
24D: Knowledge Advance in Customer Portal

Capability Highlights

G @ @@ \,\/\’\/ - Display image from article in a grid instead of a
N i

table of links when browsing specified content
How can Insurance Multiple e Insurance Can policy holder have types

Billing Repository provide fre... ~ Accounts chosen both...
Claims
Key Benefits
o z, Htandaras W‘
ome m\l"m \ =ty

“\J?,E&fmi LS » More visual experience for small record-sets
,,,,, 4B VYN,
6 8 T A such as News or Alerts

Paper electronic policies =~ HST rebates calculated Accounts Payable
transactions

16 Copyright © 2024, Oracle and/or its affiliates E



Requires upgrade to 24D

Link to Search Results from Suggestions
24D: Knowledge Advance in Customer Portal

Capability Highlights
Support Home Answers Ask a Questio . .
*  When there are more suggestions than configured

threshold a link to search results is returned at the
bottom of the list of suggestions

We're here to help

test Key Benefits

Z“gigetstec’ Sesrh +  Encourages users to move beyond the auto-
€S R R

Q. test hello complete and submit their search

Q Test

Q test the seventh content
Q test the tenth content
Q test the nineth content
Q test the third content
More results...

i

'\-j—_I

Copyright © 2024, Oracle and/or its affiliates E




Calendar View Date Picker Widget

24D: Customer Portal

Test Calender Date (Month-Day-Year) *
‘ 25 July 2024 00:00 ‘

Sun Mon Tue Wed Thu Fri Sat
1 2 3 4 5 6

70181 9|10 11([12] 18

14 /15| 16 |17 | 18| 19 20

21 22| 23 |24 25 26 27
28 29 30 31 R
) o

Attach Documents

Choose file |No file chosen

Test Calender with TIME & DATE
\ 18 July 2024 03:00

Copyright © 2024, Oracle and/or its affiliates

Requires Upgrade to Web Chat for Service 24.10.0

Capability Highlights

+ Date Picker: Calendar view widget using which
end-users can pick a date and time as part of
form filling

Key Benefits

+ Usability: Enhances user experience of end
users while inputting dates with intuitive Ul



Roadmap Strategy

Agent
Experience
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Additional Reporting on Chat Agent
Preferences

24D: Agent Chat

- Chat Agent Personal Profile Settings
Staff Accounts

Staff Account Name Staff Account Display Name

Searc

h

Maximum Active

Chats Staggar Incoming Chats Time{seconds)

x
Max
e Cha}ts Active Last Modification
for Profile
Chats
4 3 May 7, 2023 (11:00 AM)
4 4 June 1, 2023 (04:15 PM)
2 1 July 9, 2023 (09:54 AM)

20 Copyright © 2024, Oracle and/or its affiliates

Pushed in Bi-weekly Builds I \

-

Capability Highlights

* Understand personal agent settings for the max
chats set on the profile & the last time the agent
modified their personal max chat setting

Key Benefits

+ Efficiency: Admins can easily understand agent
settings when troubleshooting frequently asked
questions



Option to Send a Zoom Link During a Live Chat

24D: Agent Chat

Subrato Das 3:54
Missing Items from Grocery List

® © 8 ® O

Hi, my name is satish d. How may |
help you?
Subrato Das  02:54 PM [0 minutes 15 se...

Hi there,
| have received my grocery items
today and was surprised to see two
items missing
Subrato Das  02:54 PM [0 minutes 22 se...
Could you please help me with it
satish d 02:54 PM [0 minute. .
Hi Subrato,
| apologise for the items being
missed on your delivered grocery
today.

Subrato Das  02:55 PM [T minute 16 sec...
It was delivered today marning

satish d 02:55 PM (1 minute... /

ok

/

Public Response A G
Please join the collaboration session by /
clicking this link|

21 Copyright © 2024, Oracle and/or its affiliates

Requires Engagement Panel 17+

Capability Highlights

» Agents can create Zoom meetings from within
the chat panel

+ Requires an integration with Zoom is in place for
\ the interface
Send a Zoom meeting link .
during a live chat session ~ Key Benefits
+ Employee Optimization: Enhance usability
efficiency for agents handling chats in the browser

user interface



2
Pushed in Bi-weekly Builds I \

-

Incident Thread Translation
24D: Incidents and Agent Insights

Capability Highlights

Pl

¥, AutoDetect ™ A%

« Language Translation for OCl and Third-
Party will be available for Customer Entries,
Response Threads, and Private Notes

« Agents receive messages in the customer’s
language and can translate to their preferred
language

« Customers receive messages in their preferred
language
Key Benefits

« Employee Optimization: Enables agents to
communicate effectively with a diverse and
global customer base

*All dates are subject to change based on Oracle’s legal process
22 Copyright © 2024, Oracle and/or its affiliates



Pushed in Bi-weekly Builds \

4

-

Execute Agent Insights by Default
24D: Incidents and Agent Insights

Capability Highlights
= ORACLE' support Center  Reference # iQ OB+ CE xdow v @ o '

@ Administration ‘5 Agent Insights O Set Up Agent InSightS end point tO eXGCUte
B Agentlnsights & ODAendpoint © by defa ult

® Reject Save [} Save & Close

- * Workspace Rules Action to include

S B o executing an Agent Insight Endpoint
o :

AN

Insight Cqmw;m\:ﬁ{ue : Chat Agent Key B e n Efi t S

Oracle Digital Assistait,_

- Agent Insights
Oracle Digital Assistant Bot URI gent Insigh

* Increase Control of when information is

S Second Chat Agent
Oracle Digital Assistant Channel AN

R diSpIaVEd to th e Agent

Oracle Digital Assistant Channel Secret Key

Max Token Expiration (Minutes) ~

20

Options to Execute Endpoint on New or on Open when the Workspace renders

23 Copyright © 2024, Oracle and/or its affiliates E



Pushed in Bi-weekly Builds

Workspace Control Enhancements
24D: Incidents and Agent Insights

Capability Highlights

e @ o B * The maximize and minimize icon for the
e ——l R thread control is now in the Thread Header and
ey " e — the icon is now in the Report Header in the

oo/14720 Ao | Edtnd | Fora e Consom ey | 01300210 |

09/08/20; AprilRein _ Assigned  ToPremium / Apri Rein

reports control

Browser Control * Maximize and minimize is now supported in
the browser control in BUI

mers Partners Developers Company

+ Text on Workspace Tab label now supports text

B Oracle Playbook color

Key Benefits
Messages Contacts Details Time Billed © Tasks © Organization Web Visit 1 Attachments Audit Log

Contacts ! Contact Fields Incident History 1 . Employee optimization: Enhance usability
Open v [ AddNew v [ & print v [ Copy v 2 Assign v © Propose

efficiency for agents in the browser user
interface

*All dates are subject to change based on Oracle’s legal process
Copyright © 2024, Oracle and/or its affiliates



Pushed in Bi-weekly Builds i \

Scheduling Reports as XLSX Excel Attachment D
24D: Analytics

Destination folder

I Format

Run report as

Recumence
Filter values

Excel (xIsx)

HTML Attachment (Images/Charts stored on the server)
HTML Email (Images/Charts stored on server)

HTML Email (Images/Charts sent in email)

Excel (xls)

Excel (xlsx

Comma Delimited Attachment (Images/Charts unavailable)
XML Attachment (Images/Charts unavailable)

Image Attachment

PDF Attachment

Published

Compressed CSV File

Send Report to Report Queue for Delivery as a CSV File

25 Copyright © 2024, Oracle and/or its affiliates

Capability Highlights

* XLSX Format for Scheduling: Schedule
reports in XLSX Excel format attachment

Key Benefits

« Supports Latest Excel Format: Xlsx is
less susceptible to corruption and is a
lightweight format, which reduces the file
attachment size of scheduled reports in
Excel format



Pushed in Bi-Weekly Builds

N
Column Header Auto Filter Criteria in BUI __/'
24D: Analytics

Capability Highlights

v)= Status In List Crit... [ @ )l Full Name Like nith.. () ((J) Date Last Updated Be . . . .
inimizethe Sction b . * Auto-Filter Criteria Section: Users can now
Delete the criteria Unselect the criteria
Reference i v Subject Status . — FullName ~ Que Date La . - - .

iincetorof e view/edit/delete the applied Auto-Filters
241001-000003 Donde esta mi articuloi Unre applied ssar Tier 1 10/01/20.
241001-000002 Daonde esta mi articulor Unresolved Nithin Nassar Tier 1 10/01/20: through Co] umn headers
241001-000001 Help with membership Unresalved Nithin Nassar Tier 1 10/01/20:
241001-000000 Help with membership Unresolved Nithin Nassar Tier 1 10/01/20. = - /

L] -
240828-000025 Offers for gift Solved Nithin Nassar 08/28/20: Un seIeCt optlon' users Can unse]eCt Se]ec’t to
240828-000024 Demo 1 Solved Nithin Nassar 08/28/20. / 1 - 3 3
240828-000001 C€X100 product purchas Solved Nithin Nassar 08/28/20: remove app]y the fl]ter]ng W]thOUt de]et] ng the
240713-000003 Issue with temparature  Unresolved Nithin Nassar Tier 1 07/13/20. 1 ] 1
: criteria applied

240424-000002 smartsense test Updated Nithin Nassar 04/24/20.
240424-000000 Smart sense test Unresolved Nithin Nassar Tier 1 04/24/20. R M = = = t- . U - - - t h
230919-000000 Marketing Campaign  Unresolved Nithin Nassar Tier 1 09/19/20: Inlmlze op lon' Sers Can mlnl mlze e
230830-000005 Repair Coffee Machine Unresolved Nithin Nassar Tier 1 08/30/20. - -
230825-000002 Shop Machine Repair ~ Unresolved Nithin Nassar Tier 1 08/25/20: SeCtlon to Improve rea] eState

Key Benefits

» Ease of Use: The auto-filter criteria section
makes it easy to view, apply, and manage the
column header auto-filters, especially when
handling complex filtering use cases.
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Pushed in Bi-Weekly Builds I \

-

Move Reports out of Deferred Execution from BUI
24D: Analytics

T Capability Highlights
I £ B B overesrpors » Report Management: View Deferred reports
under Report Management tile in BUI

Y Search O Refresh &7 Reset B3 Open [3 View Definition & Print

Report ID Report Inte Public/Private Y Location Database
174189 AndyB main The Official | Public /Public Reports = = = =
* Un-defer: Admins/Analytics Admin with report
174645 Test_FeaturePack: The Official ' Public /Public Reports Operational

7R OB | TR edit permission can use the un-defer option in

183119 Team Backlog The Official | Public /Public Reports
— il bl puicRepors BUI to remove report execution from BUI
ficial | Public /Public Reports

Do Lo s Key Benefits

fricial | Public /Public Reports

) CopyCellToClipboard (o (1 o /Public Reports

g e e P  Usability: Admins can un-defer report execution
N AT, o S without login to the .NET console for business-
critical reports

186458  customer rep The Official | Public /Public Reports
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Requires Upgrade to 24D

Outbound SMS via Responsys
24D: Enhanced Business Rules

s Capability Highlights

Omet  Hse B DL T

* New Action: A new action called ‘Trigger SMS

= Message’ is available to send SMS to contacts
"= New action in Incident rule base to send SMS . . . .
. ey Ul for Configuration: Provides a Ul to configure
A the Responsys credentials
- Key Benefits
T « SMS: Send SMS to contacts when the conditions
{& Administration ¢2 Responsys Configurati... :n EBR t
Trigger SWS Messag v MS Tempiate | Rl In are me
, ) ) » Personalized messages: Personalize the
)k Responsys Configuration ] ] ]
: message using data from Service Cloud objects
Responsys AP| Endpoint URL *
https://<responsys-instance>-api.responsys.pcs.oraclecloud.com and Va riab]es

Username *
Responsys Username
Password *

Responsys Password

Ul Configurator to provide credentials of Responsys

Responsys tile
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Customizable Menus support

24D: Element Manager
= ORACLE’ Service Cloud

I @ Administration = Element Manager Export
Create Package Search and Confirm Element

Search based on name ) i busive

Filter results by date updated

Customizable Menus in the Search page in Left panel
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Requires Upgrade to 24D

Capability Highlights

D #4+9 « Export and Import: Ability to export and import

Customizable menus and System Menus
between two OSvC instances

* API Support: Export and import Customizable
Menus via Element Manager REST APIs

Key Benefits

+ Agent efficiency: Admins can migrate
Customizable Menus between instances
efficiently

* Dependency Management: Admins can choose
to include the dependent elements of
Customizable Menus in the export

+ Automated deployments: Automate the
deployment cycle by setting up CI/CD pipelines



Product, Category and Disposition support

24D: Element Manager

= s oW -— L S

& Administration /7 Element Manager Exp...

I Create Package Search and Confirm Elements
Maximum allowable elements per export is 50, Create multiple export, if the required elements exceeds 50
s

[0 Disable export of element dependencies.

Search based on name

Filter results by date updated

53

Q search € Clear
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Requires Upgrade to 24D

Capability Highlights
« Export and Import: Ability to export and import

Product, Categories, and Disposition between
two OSvC instances

» API Support: Export and import Product,
Categories, and Disposition via Element
Manager REST APIs

Key Benefits

+ Agent efficiency: Admins can migrate Product,
Categories, and Disposition between instances
efficiently

+ Dependency Management: Admins can choose
to include the Product-Categories and Product-
Disposition link in the export

+ Automated deployments: Automate the
deployment cycle by setting up Cl/CD pipelinesE



Requires Upgrade to 24D

Customer Defined Retention Period for Transactions
24D: Data Lifecycle Management

SeniclE L T TYI Y Capability Highlights
wah Q_ ,,_ . j e . Retention period: Ability for the admins to
[ | P\-llia\mdlnﬂms'anlmr\::mj:lla:hzﬂnhsrlhanﬁwnlhi policies retention period cannot be less than B month(s) ] choose retention period according to their
\ business need.
. Error message when the retention period is below minimumS value
A ummary

*  Minimum retention period: The minimum

@ retention period for each transaction will be
s o enforced with a default value.
Key Benefits

» THEN Vieeks

= Regulatory and compliance: The admins can
define policies with desired retention period to
purge transactions to meet the regulatory and
compliance requirements.

Ability to select duration for an Incident transaction policy
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Requires Upgrade to 24D

Job Scheduler

24D: Job Scheduler
Capability Highlights
= ORACLE' sunicecios s 10 ke P y Hightig
& whotoote 5 » Create Cron Jobs: Ability to create a cron job
:’ e using the Job Scheduler
i bassaoess » Schedule Cron Jobs: Ability to schedule a cron
S mm——— job using the Job Scheduler
- — S - » Frequency: Supported frequencies are hourly,
Job3 Test Description for Job3 S’;:;;'a'irﬁ‘s'da:eqflanvm and June of Enabled Terminated daily’ Week]y’ month]y’ quarter]y’ yearly’ and One
_ time
Details of the jobs scheduled in the site.
Key Benefits
% + Manage Cron Jobs: Admins can now manage
o

the cron jobs from the BUI and have full control
on the cron jobs

Job Scheduler

» Monitoring: The execution details of the cron
jobs will be displayed in a tabular format in the
Ul to monitor the jobs
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Pushed in Bi-weekly Builds

Hot Topic Detection
24D: Embedded Al Services

Capability Highlights
e « Clustering: Provides top clusters of incidents
I - with similar contexts

The report shows hot topics based on a maximum of last 6 months incident data

» Group Identification: Helps to mark
similar/duplicate incidents and name them with
verb and noun

_ + Trends: Provides insights on the trend of Hot
“ 001, Continuous Payment Failure (30117) TOpICS Ident]fled

* 002 Resolag Delayed Deliveries(29865)

* 003, Delayin prod®sipg refunds (29312)

Key Benefits

» Bottleneck Identification: Helps in planning to
either increase/decrease agents supporting a
specific skill

Date 4 “ Number of Incidents

= 001. credit Card (30177)

11/22/2023 334
11/23/2023 300 * Process evaluation: Helps in understanding the
11/24/2023 38 impact of any process changes

+ Identify new emerging topics: Helps in
identifying formulation of a new cluster of E
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Editor Anchor Support
24D: Knowledge Foundation Authoring

Pushed in Bi-weekly Builds

Styles

Capability Highlights
v graph “A’“AJ“;"“Q“BIHSJ-(:X!@E" v

Introduces a dedicated button on the toolbar to
create anchors.

A dedicated button for inserting anchors

Key Benefits
» Ease of use: The authors can easily create
anchors to be referred using answer links
B oG s directly from design mode
Styles v Paragraph v AK-v §
t:s! v X

Pop-up for inserting Anchor name

55)
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Pushed in Bi-weekly Builds

Editor Color Coding Support

24D: Knowledge Foundation Authoring
Capability Highlights

* Introduces support for the following functions in
R N the source mode of new rich text editor:
I > Syntax and Active Line Highlighting + Syntax and Active Line Highlighting

Line Numbers and Code folding
Search and Replace
‘ Auto Closing tags and HTML Auto Complete
~ » Bracket Closing and Trailing Spaces

<abbr
<acronym
-

&nbsp;

Line Numbers and Code Folding

Searen: nbsd Key Benefits

<applet
an styles r:#000000; "> 1@#S¥ Sanp; *()) <area

<article

pe « Author Ease of use: The authors can easily edit,

&nbsp; <
<base

oW | reference and modify content in source mode.

<bdi &nbsp;
<bdo td

(DXG
Search and Replace <hlackaunte

HTML Auto Complete
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Require Remove after Date
24D: Knowledge Advance Authoring

Default Lifespan (days)

Review Date (days)

ing Options

a by Oracle Knowledae Search

Option to include end date for content type

O Remave styles definitions.

Repository View Selection

ime
10/23/2024 [T (07:17  [am~ . A

Review Date

Date Time

Error message when Remove after Date is not entered for a content type where its mandatory

37 Copyright © 2024, Oracle and/or its affiliates

Requires upgrade to 24D

Capability Highlights
« Remove after Date: A new option field
configurable as mandatory for content types.

Key Benefits

* Fresh Content: Maintains the knowledge content
fresh by automatically expiring content after
mentioned date.




=

Roadmap Strategy
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Pushed in Bi-Weekly Builds

Allowed API Methods
24D: External Objects and Integrations

Capability Highlights

E External Objects and Integrations 3

B Sxternal Objects and Integrations B RestComn B New External Object/Integration © « Allowed APl Methods: Admins can choose the
O B et allowed APl methods from the dropdown

Summary  Auditlog  ErrorLog

Key Benefits

Enabled * Ves

* Control: Admins will have more control over the
connection and restrict undesired actions

Base URL *

Allowed API Methods *

Connacton Headers through the invocation.

O (Select All

@) GET
PATCH

Integration Type © () posT
(O DELETE

Allowed API Methodg PUT POST DELETE

Connection Headers
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40

Chat Service Support
24D: Service Health Metrics

Additional tracking for the

Chat Service

Copyright © 2024, Oracle and/or its affiliates

Missing Items from Grocery List

® © © ® ©

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

Subrato Das  02:54 PM [0 minutes 15 se...
Hi there,
| have received my grocery items
today and was surprised to see two
items missing
Subrato Das  02:54 PM [0 minutes 22 se...
Could you please help me with it
satish d 02:54 PM [0 minute. ..
Hi Subrato,
| apologise for the items being
missed on your delivered grocery

today.

(Subrato Das 2:28)

Pushed in Bi-Weekly Builds

= .

Capability Highlights

» Chat service data is available via REST APIs

Key Benefits

» Observability: Provides data for the overall
health of the CX service, where such data was
not previously available



Admin Ul for OSS Credentials ) b?\

24D: Event Delivery Service

Capability Highlights
= ORACLE' suics Cod w10 ok + WG P y Highlig
Py —— + Ul for configuration: Provides a Ul to configure
e the OSS credentials
. Key Benefits
: x » Ease of use: The customers can manage their
J 0SS instances and switch between OSS instances

instead of raising SRs

Oracle Streaming
Service
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Thank You!

42 Oracle CloudWorld Copyright © 2024, Oracle and/or its affiliates O



	Dark
	Slide 1: Oracle B2C Service 24D Release Materials
	Slide 2: 24D Roadmap
	Slide 3: Roadmap Strategy
	Slide 4: Roadmap Strategy
	Slide 5
	Slide 6: B2C Chat offer effectiveness 24D: Web Chat for Service 24.10.0
	Slide 7: Conditional launch button: Polling on multiple queues 24D: Web Chat for Service 24.10.0
	Slide 8: Pre-launch form: Field pattern validation 24D: Web Chat for Service 24.10.0
	Slide 9: Pre-launch form: Dynamic field visibility 24D: Web Chat for Service 24.10.0
	Slide 10: Control attachments on the agent side 24D: Web Chat for Service 24.10.0
	Slide 11: Sensitive information detection in subject 24D: Web Chat for Service 24.10.0 t
	Slide 12: Improved cross site scripting prevention and form security 24D: Web Chat for Service 24.10.0
	Slide 13: Post conversation message link 24D: Web Chat for Service 24.10.0
	Slide 14: Longer text field for icons 24D: Web Chat for Service 24.10.0
	Slide 15: Multi-facet Supports OR in Customer Portal 24D: Knowledge Advance in Customer Portal
	Slide 16: Content Grid for Customer Portal 24D: Knowledge Advance in Customer Portal
	Slide 17: Link to Search Results from Suggestions 24D: Knowledge Advance in Customer Portal
	Slide 18: Calendar View Date Picker Widget 24D: Customer Portal
	Slide 19: Roadmap Strategy
	Slide 20: Additional Reporting on Chat Agent Preferences 24D: Agent Chat
	Slide 21: Option to Send a Zoom Link During a Live Chat 24D: Agent Chat
	Slide 22: Incident Thread Translation 24D: Incidents and Agent Insights
	Slide 23: Execute Agent Insights by Default 24D: Incidents and Agent Insights
	Slide 24: Workspace Control Enhancements 24D: Incidents and Agent Insights
	Slide 25: Scheduling Reports as XLSX Excel Attachment 24D: Analytics
	Slide 26: Column Header Auto Filter Criteria in BUI 24D: Analytics
	Slide 27: Move Reports out of Deferred Execution from BUI 24D: Analytics
	Slide 28: Roadmap Strategy
	Slide 29: Outbound SMS via Responsys 24D: Enhanced Business Rules
	Slide 30: Customizable Menus support 24D: Element Manager
	Slide 31: Product, Category and Disposition support 24D: Element Manager
	Slide 32: Customer Defined Retention Period for Transactions 24D: Data Lifecycle Management
	Slide 33: Job Scheduler 24D: Job Scheduler
	Slide 34: Hot Topic Detection 24D: Embedded AI Services
	Slide 35: Editor Anchor Support 24D: Knowledge Foundation Authoring
	Slide 36: Editor Color Coding Support 24D: Knowledge Foundation Authoring
	Slide 37: Require Remove after Date 24D: Knowledge Advance Authoring
	Slide 38: Roadmap Strategy
	Slide 39: Allowed API Methods 24D: External Objects and Integrations
	Slide 40: Chat Service Support 24D: Service Health Metrics
	Slide 41: Admin UI for OSS Credentials 24D: Event Delivery Service

	Light
	Slide 42: Thank You!


