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Oracle B2C Service

24C Roadmap

Customer

» Web Chat for Service

O Upgrade & Copy WCFS
Component

L

Q Support multiple interfaces

Q Proactive chat invitation and
support for multiple bots

Q Fully or partly mask sensitive
information

O Header and footer in pre-launch
form

4 Display and customize bot name

O Draggable chat window and
dynamic widget position

O End conversation improvements

O Configure post conversation
message buttons

» Service Emails

% Emoji support for Message
Templates

* Knowledge Advanced

% View filtering of user groups in
CP
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Agent Yo
» Agent Chat

» Color-code chat header for wrap-
up

» Transfer list determined by
profile

o Bring your own translation
service

» Workspace

o Support images in Agent
Insights

* Analytics

% User experience
enhancements for Infolet
dashboards

o Auto-filter on column headers

Administrator

Enhanced Business Rules
«» Exit Function
Element Manager

o Count of nested dependent
elements

Data Lifecycle Management

++ Custom reports on DLP table
Process Framework
% Support multiple PHP versions
Search Service

+ ldentify persona of a keyword
search

Knowledge Advanced

+« Bulk Update User Groups

+ Update to rich text area

+« Delete specific article versions
Service Usage Metrics

+ API for Service Usage Metric
reports

= Developer

» Event Delivery Service

o Support for Oracle Integration

Cloud

o Choose objects for EDS events
+ RightNow OIC Adapter

o Enable private end points

o Support Event Delivery Service

« Service Health Metrics

o Latency Identification

o Monitor Chat Service

Legend

VY & O [J

Web Chat for Service Upgrade Required
Pushed in bi-weekly builds
Requires 24C Upgrade
Requires Engagement Pane




Oracle B2C Service
Customer Experience

Web Chat for Service Service Emails Customer Portal
* Upgrade & Copy WCFS * Emoji support for Message  + View filtering of user
Component Templates groups in CP

» Support multiple interfaces

* Proactive chat invitation &
support for multiple bots

* Fully or partly mask
sensitive information

* Header and footer in pre-
launch form

» Display and customize bot
name

» Draggable chat window
and dynamic widget
position

 End conversation
improvements

» Configure post
conversation message
buttons
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Requires Upgrade to Web Chat for Service 24.07.0

Administration of WCFS Component
24C: Web Chat for Service 24.07.0

Dashboard Sites Rules A/B Testing Help Logout Ca pa bility Highlights
AEE TR VT S R W [~ L

Settings > Web Chat > Create New Component

_ = « Upgrade component: Ability to change a
. Operating Hours Inlays Intelligent Advisor Web Chat Component to the newest re]ease_
« Copy component: Ability to copy a WCFS
et 1 s ot | component and make changes to the new
Fmﬁ B EREE
—— Key Benefits
& wefs_23 12 . .
p— fay 2024 14 N [ @ wels_copy1 » Easier administration: Save time upgrading
Delete c > ———— your Web Chat components to a newer version
Publish .
Loy 2024 182 Copying Component.. | to uptake new enhancements or use a master
& wcfs_24 04
Last Modified: 22 April 2024 1€ ) . component that can be cloned.
= S——— « Component management: Indicate which
':'Pi:ad: ISC:uC:SZf::F’]f::::Zd the details below: Components are a Copy Or an upgrade.
f _24_04 | ompMame_| radel' has been created. = mygm - = =
| @ pucha2htt i At kot « Business agility: Easily meet changing business
[— publish > - = TR requirements while enabling highly personalized
Upgrada pril 2024 \fgurmr;j;;entwillbeupgraded to latest user experiences W]th Engagement Engine
' ' 1 " Close |
| Continue || Cancel | J-
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Requires Upgrade to Web Chat for Service 24.07.0

Administration Enhancement - Support Multiple Interfaces
24C: Web Chat for Service 24.07.0

¢« C @  © Notsecure htps//mumbai54222 bom? fusionappsdbom 1.oracleven.com:7002/editor/ * ® D L @

Capability Highlights

« Support multiple RightNow interfaces via a
single rule for WCFS load: Ability to reuse

ORACLE Engagement Engine

Dashboard

Sites m A/B Testing

AW R UITTE WY W WOTESEAE RS W
Rules > Create New Rule

Settings Help Logout

WCFS component across interfaces.

= m— o® * New URI property in WCFS load rule: Override
Qe . the initial component URI with a value or a
e Enable PagePeek Va ri a b] e-
; e ; « Dynamically set the URI: Using the host page
_— JS variable.
-Select.» | v
— Value F Key Benefits

Choose Companent *
2404_WCFS_RightNow

Choose Component *

2404_WCFS_RightNow

- Easier administration: Save time setting up
Web Chat on multiple interfaces.

[J Enable PagePeek ) Enable PagePeek

. o « Component management: No need to create a
: : component per interface to initiate chat from

setum e the right interface.

Javascript Variable

Variable
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| Value

» Business agility: Easily meet changing business
requirements while enabling highly personalized

user experiences with Engagement Engine.a



Requires Upgrade to Web Chat for Service 24.07.0

Proactive Chat Invitation & Support for Multiple Bots
24C: Web Chat for Service 24.07.0

Capability Highlights

e  Proactive Chat: When defined conditions are met
show a chat invitation dialog.
Cloud

JJ Acolications « Consistent branding: Style the default proactive chat
Frst Name * g T Frst Name * invitation CSS to match look & feel of your brand.

test2 Bl Anagentis available to chat.

Live Chat
Subject

Subject

testl

g o : - « Combine WCFS widgets: Support for multiple
= o bots on the same page to design the desired

t@rcom oo experience.

By dlicking on Start Chat, you are agreeing to

e [ Key Benefits

. » Design user experiences: You can have a basic chat

. widget routing to a bot on every page and offer a
proactive invitation to chat with a human agent on a
checkout page.

 Decrease abandonment: Offer an invitation to chat

Functionality Configuration

s e psace © ’ with an agent on cart checkout page after idle time
| | * Increase conversion: Offer an invitation to chat when
Prese a1 © ’ not proceeding to next step when completing a form.

Launch 3 page based upon the URL defined instead of opening the widget on the

» Business agility: Easily meet personalized business
requirements with Engagement Engine. E
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Requires Upgrade to Web Chat for Service 24.07.0

Fully or Partly Mask Sensitive Information
24C: Web Chat for Service 24.07.0

Capability Highlights

€« > C 23 https/foda2a.dv.dev.rightnow.com/AgentWeb/

= ORACLE' serc cioud  Sensitive information masking : Besides sending
" s Ly T sensitive information off the record it is now
Bos e W QABos1324 ¥ 240613-000005 . . - -
el TR possible to either fully or partially mask it.

« Custom regular expression: Next to the built-in

Hi, my name is Edward Huth ;-). QA

_EE— — regular expressions you can now define your own
Credit card ##### # R #HEE oo N Ones.
oty Key Benefits
" » End-user security compliance: By not storing
personal information to the transcript
e - Agent efficiency: By giving agents visibility on data
e that is needed to resolve the ticket but not storing it
1, my name 1s war uth - - - -
L EET T as part of the transcript or completely hiding it from
Public Respronse @ Sensitive information has the agent’s V] eW-

been found

Your message has been
masked

Credit card ®
BHERHFREHEHR

[Type a message
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Requires Upgrade to Web Chat for Service 24.07.0

Header and Footer in Pre-Launch Form
24C: Web Chat for Service 24.07.0

Oracle Assistant

MSCONNECTED

Capability Highlights

olfHeaderHtm Live Chat  Launch form enhancement: A header and a
Subject oo Sings © ) footer have been added to the pre-launch
prTCTTECT——or z form.
First Name * Bl | "E:;Eirr:i::arsgll_ébim%f::ilrst Mame", 1 u -
L pvootenr « Custom text keys: Easily change header &
2 "plfHeaderHtml": ™", o =
i | "I;IflncjdentSeverityCodeLape]":"IncidentSeverity", footer W]th new Custom Str]ngs that are b]ank
"pifincidentTypeLabel: "Incident Type",
Last Name * [} "plfinventoryltemidLabel”: "Inventory Item", by defa UIt
ot ::p:;:_nw_;:ltoryCi_rgt:dll_f?fI":t":ﬂn\.rent?ry Organization”,
| "ngMissingLabeI“: "Addalahelin iI'ISn for this field", X ° prHeaderHtm]
Ema.i * TR R T A
* plfFooterHtml
t@t.com | r p
prFooterHtmI SE[CII_EK;IT,E.._[-J'rj_s-t_ir{_[:hmrYDU are agreeing 1o C Fu"y customize with HTML.: Ablhty to Change
' the font and colors to comply with your
R o | corporate UX standards.
T -
e Key Benefits
it - Add disclaimer text: Directly add a custom
plfHeaderHtml: '<span style="font-size: x-large; font-weight:bold;">Live Chat</span>', footnote with €.8.a link to your Terms and
plfFooterHtml: 'By clicking on Start Chat, you are agreeing to our <a Conditions or other policies
href="https://www.oracle.com/legal/terms.html" target="_blank"> terms of service</a>.' ]
} » Business agility: Easily meet personalized

! business requirements with Engagement E
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Requires Upgrade to Web Chat for Service 24.07.0

Display and Customize Bot Name
24C: Web Chat for Service 24.07.0

Functionality Configuration Capability Highlights
Bot Name Mode © Oracle Assistant  New Bot Name Mode attribute in
Haow to display the name of the bot in the conversation SOMBECIED Engagement Engine: The name Of ‘the bot
nohame agent can be customized in the conversation.
fullMame
frsthame  Display bot name: Show the name of the bot
| defaultName above each message.
H:nr:'?::acr?r;ilav the name of the liveNggent in the conversation

* Personalize according to desired support
experience: Ability to change the chatbot
name for branding purposes.

fullMame \

Custom Strings @

P Key Benefits

"agent": "Agent”,

* Bot branding: Options to show a custom bot
"avatarfAgent™ "Agent icon”, - -
e ot eon” Fe Jun7, 400 PM name in the chat conversation.

"avatarUser™ "User icon”,
"bot": "Bot",

"card™ "Card {0}", B8  Hello, I'm chatbot Chatbot ’ BUS'II'IESS aglh.ty' EaSIIy meet Chan.g]ng .
“cardimagePlaceholder: "Card image", Oda, how can | help you? business requirements while enabling highly

"cardMavMext”™: "Mext card"”,

Chatbot Oda

b Dot i el Now & personalized user experiences with
Engagement Engine.

Type a message
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Draggable Chat Window and Dynamic Widget Position

24C: Web Chat for Service 24.07.0

About

ORACLE Functionality Configuration

Unlock endless possibilities
A culture of innovation has prop [[] Enable Draggable Button @

Requires Upgrade to Web Chat for Service 24.07.0

Capability Highlights

Oracle since its inception. Today, A flag to make the ODA Chat button draggable )
Ly - Draggable chat window: The end-user can
applications technologies. / drag the Chat dCross the WII"IdOW Wh]]e Chattlng
Oracle Assistant .
85 24 X [] Enable Draggable Widget @ X L. ) . .
T e o e the DDA Chet e droseable « Change position of widget: It is now possible

r

position: {

top: '',
bottom: '28px',
left: "',
right: '28px'
¥
Fri Jun 7, 410 PM
Edad i) The following will move the widget 80 pixels to the left:
Hi, my name is Edward Huth
;-)- How may | help you?
4min ago Bots.updatePosition({
right: "1@8px'
Xfd Type a message })J
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to dynamically update the widget position
based on a page element via a method.

Key Benefits

» Improved user experience: position of the
widget can be different based on the page
content to eg. avoid overlaying buttons or
shopping carts.

« Business agility: Easily meet changing
business requirements while enabling highly

personalized user experiences with
Engagement Engine.




End Conversation Improvements
24C: Web Chat for Service 24.07.0

Functionality Configuration ~

[] Enable End Conversation Button To Close @ ®
Enable the end conversation button to also close the widget when there is no active
connection

Clear Conversation On Close @

Whether to clear or keep the conversation when the widget is closed
Oracle Assistant
DISCONNECTED

Edward Huth ;-)

you?

System

\ @ Sensitive information has

been found

Your message has been

masked

Credit card

FHHBEHERERRERERE

System

The agent has concluded

this conversation.

Now

Do you wRnt to start a
new conversation?

’ Start New Conversation

[Type a message
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E\ Hi, my name is Edward
" Huth ;-). How may | help

Requires Upgrade to Web Chat for Service 24.07.0

Capability Highlights

 End conversation button: When there is no
active connection the X button can now also
close the widget.

» Keep or clear an ended conversation: New
setting to keep or clear an ended conversation
when closing the widget

Key Benefits

* More intuitive user experience: An end-user
would click the X to close a widget.

« Business agility: Easily meet changing
business requirements while enabling highly

personalized user experiences with
Engagement Engine.




Requires Upgrade to Web Chat for Service 24.07.0

Configure Post Conversation Message Buttons

24C: Web Chat for Service 24.07.0

Chat

DISCONNECTED

SF20194321?

Show System Message Minimize Button @ X .
Show the minimize widget button when a conversation is ended
@ Please take this survey to
help us improve,
Show System Message Start Button @ X | Print Conversation ‘
Show the start new conversation button when a conversation is ended
P | Start New Conversation |
| Minimize Widget |
Post Conversation Message Options @ > X "
k 4 How would vou rate the chat conversation?
O *=x2x (axcellent)
Post conversation message options ¢ Post Conversation Messa O**** (good)
- € () ==* (average)
O** (bad)
[[] Enable Print Button O* (very bad)

lframe Location

| bubble

Type a message

Feature Flags

Enable Post Conversation Message @

Iframe Styles

Show a message after ending the conversation such as a survey _TWJE

| message

Url

= | |
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Capability Highlights
« Configure minimize widget button: Ability to

hide or show the button when the conversation
Is ended.

« Configure start new conversation button:
Ability to hide or show the button when the
conversation is ended.

Key Benefits

* More intuitive user experience: An end-user
would click the X to close a widget.

« Business agility: Easily meet changing
business requirements while enabling highly

personalized user experiences with
Engagement Engine.




Requires Upgrade to 24C

Emoji Support in Message Templates
24C: Email Message Templates

Capability Highlights
« Emojis are not supported on message templates

ORACLE

Key Benefits
Generate t 07/22/2004 0738 AM « Clarifying the meaning: By displaying expressions,
i tone of voice, and human gestures in digital
Thank you for confacting Oracle 5 5
communication

Question Reference # 2406813000002

Date Created: 06/13/2024 1220 P

Date Last Updated: 07,22,/2024 O7:58 AM
Sranus: Updated
Customer By Service Web (07/22/2024 07:58 am)
HiI Anma,

Thank you for reaching out! We look forward to working forward to working with yo. &=

Sincerely,
Oracle Team

Emoji
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View Filtering of User Groups in Customer Portal

24C: Knowledge Advanced in Customer Portal

15

Add FAQ

Content Entry Fields

Question *

Filtering UG by View in CP

Answier
Q.Sour{:e o o - :E: 7. B

Everyone can see this
This is only visible in Viewl

Access_Level 2

This is only visible in View2

I:I Remave styles definitions

Repository View Selection *
= Demo

I:I Test

_ vigwrl

_ view2

I:I view3
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|

Requires Upgrade to 24C

Capability Highlights
» Cross trained users accessing multiple Customer

Portals viewing articles available in all those
portals see only the sections relevant to the portal

they are currently in

Key Benefits
 More focused content when shared across
multiple views




Oracle B2C Service
Agent Experience

Agent Chat Incidents and Agent Analytics
Insights
« Color-code chat header ~° Supportimagesin « User experience
for wrap-up Agent Insights enhancements for
« Transfer list determined Infolet dashboards
by profile « Auto-filter on column
headers

« Bring your own
translation service
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Chat Header can be Color Coded for Wrap-up

24C: Agent Chat

Save [® Save & Close Qv Refresh

~ Chat Display Options

Font Style Default -
B . /
Header Font Color -v /
/
Header Wrapup Mode  Background Color v/
Background Color -

Transcript \

Agents can configure the color of the
chat when in “wrap-up”

18 Copyright © 2024, Oracle and/or its affiliates | Confidential: Internal/Restricted/Highly Restricted

r > |
Subrato Das 5 @o:32
Issue with Printer 38

b% ?

/ﬁlbmto Das 11:39 AM
oui, l'identifiant du travail est
AU1422024

Current Chat
LoadUser20 01:14 PM [0 minute...

Hi, my name is LoadUser20. How
may | help you?
Subrato Das  01:15 PM [0 minutes 8 sec...
Hi

Subrato Das 01:15 PM [0 minutes 23 se...

| am facing an issue with my printer
which was recently bought

Concluded by Agent
Example of a chat in “wrap-up”

after the agent configures the
color

Requires Engagement Panel 17+

Capability Highlights
» Personalize the display of the chat header so it’s
easy to see when chats are in wrap-up mode

» Selections are configured by the agent to fit their
personal needs

Key Benefits

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




Transfer Queue List is Configured by Profile

24C: Agent Chat

Carcl Cherry
Eelp with phone

ii) o__ (%)

Hold tight.

Jessica Bradley 02:27 PM [0 mir

Hi, my name is Jessica Bradley. H
I help you?

Carol Cherry 02:29 PM [2 minutes 17 seco
I need some help
Jessica Bradlsy 02:29 PM [2 mix

0k, I'm happy you chatted with us|

Yes, this has been great

Here is some more information:
wWwWwW.oracle.com

I see that link & can access the
information

Does that help you?

I think I need more help

I'm transferring you ta a n agent.
™~
\

15y, bot' d t £

1 v Transfer to Queue

Jessica Bradley 02:29 PM [2 minutes 47

Carcl Cherry 02:29 PM [2 minutes 59 seconds]

®

Bibrptacuires

Customer Service

Beluad-Departrment
Technical Support

Tier 1 Escalation

Carel Cherry 02:29 PM [2 minutes 35 se;cA\\\ //

Instead of seeing all chat
queues within the
transfer list, a limited set
of queues will appear

Carol Cherry 02:29 PM [3 minutes 13 seconds]

Jessica Eradley 02:30 PM [3 minutes 2.
Ok, then I will transfer you to my
manager
Public Resp
s
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Requires Engagement Panel 17+

Capability Highlights

Transfer Queues are configured per profile to fit the
needs of the business

Agents have a tailored list of transfer queues so
sending chats to the intended queue is easier & faster

Key Benefits

Agent Efficiency: Enhance efficiency for agents
transferring chats by reducing the number of queues
to choose from

Administrator Efficiency: Admins can reduce the
number of chats that are routed incorrectly




Language Translation - Powered by Third-Party Services

24C: Agent Chat

{X% Administration 4% Chat Translations :

A% Chat Translations A% Google ©
® Reject Save  [% Save&Close Q Refresh
‘,/ Name \ Profile Access  Customizations
Google

Choose profile for below interfaces
Language Detection Connection
~  sd2_231101_sql_276h

GoogleDetec S
Language Translation Connection ™ Q
GooglTrans! P

Notes
Google Translate

\\ / Analytics_No_Access

# Analytics_Editors_Create_Some_Canned
Created

06/21/20241235 AM PRT Analytics_Editors_Only

Pushed in Bi-Weekly Builds

Capability Highlights
- Language translation by a third-party

The new third-party service is now available during live chat
configuration menu for sessions

the Chat Language . .

Translation feature « Agents receive messages in the language

set on the interface

« Customers receive messages in their
preferred language

:SS;%Z}:Z"WF % Administration 4% Chat Translations : Key Benefits

e (|8 OhatTansiations ) 4% Googe - Employee Optimization: Enhance usability
Refresh [ & [ oelee efficiency for agents handling chats in the
e e 6 browser user interface
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Pushed in Bi-Weekly Builds

Images Display in Agent Insights
24C: Agent Insights

ORACLE" support Center Reference # H Capa bility Highlights

S T : - Agent insights can be configurated to show
: : , . images uses html
Save [® Save&Close G Refresh [ New [ Send&Close [ Send ~ Forward [ Copy : c - J

Subject Contact Reference #
Membership Renewal JulieH 240721-000005

Key Benefits

- Employee Optimization: Provides clarity
making it easier for agents to understand

Workspace Rule Action with HTML for Image BB DT S SIS
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Pushed in Bi-Weekly Builds

User Experience Enhancements for Seeded Infolet Dashboards
24C: Incident Response Threads

e e Capability Highlights

Closed

| R i I
e O lO| ¢« 0) (0o o - Infolet: Promote essential, easily consumable

— = b - Agent Overview Dashboard: to monitor agent
(] e e,
performance

« Service Overview Dashboard: to monitor contact-
center status

Key Benefits

R — — « Easy to consume Data: Provide a visually rich means
e R | - of displaying essential or summary information with
= s | mair (O o) (o) |ziz= @ (o) - a modern look and feel
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Auto-Filter on Column Header

24C: Analytics

Jpportunity Name

. just needed something here for CPObject4

Fs

Assigned

admin admin

ssign To Me opportunity

ssign To Me opportunity2

ssign To Me opportunity3

ssign To Me opportunity4

ssign To Me opportunity5

osed Opportunity Permission Test
etFileData

TOM Opportunity Add

TOM Opportunity Remove

on Mative Opportunity

3p associated with Oliver2 OppCustomFields2

pportunity Copy Break Test 1
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admin admin
admin admin
admin admin
admin admin
admin admin
Bryon Postma
Rance Harmon
Rance Harmon
Rance Harmon
Brian Crumrine
andychat borgmi

Penney Lane

Sti ‘er Forecast

Auto Filter
Assigned InList ¥ | Clear
Q
O an
[J NoValue
[ 12 Level 12 Level

o
O
o

admin admin

admin2 admin2

andychat borgmanchat

x

p Forecast

L o

£ 500,000.00
0

1]

Pushed in Bi-Weekly Builds

Capability Highlights

« Auto-filter columns: Filter rendered data through
column filters

» Preference: Agents can choose between side panel
auto filter and Column Header Auto Filter.

Key Benefits

» User Experience: Enhanced user experience with
auto filter available on column headers

 Visibility: Users can filter out the relevant data from
the rendered report for quick analysis

« Performance: Filters rendered data without making
another server call.




Oracle B2C Service
Administrator Experience

24

Element Manager

e Count of nested
dependent elements

Business Rules
 Exit Function

Data Lifecycle
Management

» Custom reports on
DLP table

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

Service Usage Metrics

« APl for Service Usage
Metric reports

Search Service

 Identify persona of a
keyword search

Process Framework

* Support multiple PHP
versions

Knowledge Advanced

Bulk Update User
Groups

« Update to rich text area

» Delete specific article
versions




Exit Function
24C: Enhanced Business Rules

==

@ Rules :

@ Rules & Testrule O
() Reject Save [ Save&Close O Refresh

Rule  Notes  AuditLog

Neme ~ Testrule Description A test rule to demo Bxit function
Enabled
IF SWITCH
v F Summary
v IF
Incidents > Severit : I : Unspecified
ncidents > Severity : equals ' pe Incidents > Severity equals
Unspecified
+ 14 v THEN
o 1. Stop Processing
~ THEN
v ELSE
. i i Exit function in the THEN clause of a rule defined in a function
Exit Function e —————
v ELSE
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Requires Upgrade to 24C

Capability Highlights

New Action: A new action called ‘Exit Function’is

available to exit the function without executing the
subsequent rules in the Function.

Key Benefits

* Flexibility: Admins can easily avoid executing the
subsequent rules in the function.

« Performance: Improves the run time efficiency by

avoiding unwanted rules in the flow.




Count of Nested Dependent Elements
24C: Element Manager

&‘ Administration = Element Manager Export

Create Package Search and Confirm Elements Review Package

Package Name * Test

Package Notes * Test package

Summary  Dependencies View

\
‘|_ Address (4) ,*«_‘\\\

§f vl \&_ r
StreetType — Count of dependent elements listed in paranthesis for the parent element

StreetName
< Export
Unit_Apt_Suite
‘ N
‘| T Dashboard-Version ng (3) |
| —

b ReportVersioning2
l ReportVersioning!

h EmReport for Dashboard
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Pushed in Bi-Weekly Builds

Capability Highlights

Count of dependent elements: Provides the count of
dependent elements of the parent element in the
dependencies view.

Key Benefits

Efficiency: Identify the element with most dependent
elements and remove them from export/import if any
errors.




Custom Reports on Data Lifecycle Policy Table

24C: Data Lifecycle Management

LEESEETEEE = e o < < [

v | Add Drilldown Level

Level Grid Report

Docked Filters

Drop Fields from the Data Dictionary or Columns from the Design Surface

R RN Y e A ara N G S N R R R R B s I T (T )

{CurrentDate}

Data Area

Drop Fields from the Data Dictionary Window.

2

Page {PageNumber} of {NumberOfPages}

| Data Dictionary

Data Dictionary B

Customize Fie..
- .| Customer Portal Polling Stats (polling_stats) AiwC
-_...| Customer Portal User Agent Mapping (cp_ua_mapping) ¢cC
----- (... Customer Portal Widget Statistics (widget_stats) @ Cl
----- .| Data Import Folders (data import_folders) ¢ Cl
Data Lifecycle Policy table available for custom reports via Report Explorer @D
tezaid
-....| Deleted Records (deleted_recs) vD
.| Desktop Navigation List tem Folders (desktop_nav_list_item_folders) ¢ D
|| Desktop Navigation List kems (desktop_nav_list_tems) vD
""" Desktoo Navigation Sets (desktoo nav sets) Vi<
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Requires Upgrade to 24C

Capability Highlights

« Custom Reports: Ability to create custom reports on the
Data Lifecycle Policies via Report Explorer.

Key Benefits

* Reporting: The admins get the details like policy that
deleted the record, the status of the previous run etc...
using a custom report.




Requires Upgrade to 24C

Support Multiple PHP Versions
24C: SPM/CPM Framework

blorer X 8 Incidents X [ Incident Audit Log - Without Custom Script (Design) X~ B# Incident Auditlog X & All Custom Object Event Handlers X

Capability Highlights

9, ]
6.3 Process Desi

© ProcesModely Ot | ) corver Process Object Event Handler Edit « Multiple PHP Versions: Oracle Service Cloud will
0 support multiple PHP versions
» &) OracleseniceCloud *Procedure Name
incident_update
*PHP Version Key Benefits
= - P « Flexibility: Customers can choose to upgrade their base
- PHP version on their timeline and control.
© seare « Reporting: Various canned reports and portals are
ObjctEven Handies E“"” provided to know the PHP versions used by
5 et oplate F customizations in the Analytics, Custom Scripts, CPMs,

Customer Portal areas.

Update PHP Version
" T— \
PHP Versior
A new tab lists the PHP versions
"PHP Cu”e :13 _'5,6 supported in the site
Cancel ~ Save Changes
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Requires Upgrade to 24C

Identify Persona of a Key Search
24C: Search Service

Capability Highlights
— o o - Canned Report: A new canned report will provide the

= ORACLE' senice Cloud

th Reports Explorer B Keyword Searches By Us...

Viah ORwh §tem | Do Dere ks 8o . 1 Bkt - : details of the Phrase searched, the Agent or end user
IfKeyword Searches By Usersj_ e caned resortshowine the Phases and the Saff Accourtand . WhO Sea rChed .

Phrase Stem ; o e

f \ /-

I::usesum #Resq.llts0 A:r;h:::‘iﬁnmum NS::::dcuntad | //// K ey B en e fl t S

el / « Effectiveness: Provide information about the frequently
searched phrase and the associated answer. The admins
N - o | can optimize the answer to include accurate information.

Record Count: 5

5 Records
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Bulk Upgrade User Groups
24C: Knowledge Advanced Authoring

Change User Groups

Important: This action may affect a large number of documents and can not be undone.

User Groups to Remove

Top Level

Available User Groups Selected User Groups

uGL -- Mo records selected at this time --
UGz Add B
uc4
Add all &
a Remove
@ Remove all

User Groups to Add
Top Level

Available User Groups Selected User Groups

uGL -- Mo records selected at this time --
UGz Add B
uc4
Add all &
a Remove
@ Remove all
Options

D Bypass workflow and publish. Documents already in werkflow will not be published.

Select Document Action Options
Select additional locales for the documents you wish to change user groups:
O erhnvica EAAESS (el-GR)

D English Austrzlia (en-AL)

Dfrangais France (fr-FR)

Select All Unselect All

Suppress subscription notifications D
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Requires Upgrade to 24C

Capability Highlights
» Add user groups to articles in bulk
* Remove user groups from articles in bulk

Key Benefits
« Simplify authoring by getting rid of user groups
that are no longer in use

* Quickly onboard new teams that are going to use
existing content




Requires Upgrade to 24C

Update Rich Text Area
24C: Knowledge Advanced Authoring

Answer

Q-SUUTCE“_J’»_’QVE%}EBIH'S'XQXZ v 1T v =

Capability Highlights

 More secure, Oracle-owned rich text area
Streamlined user experience

Article links can now:

+ Targetanewtab

* Point to an anchor

Q) v = Styles v  Paragraph v Alv £v Av B~

O v e- (e B ®
Header row N |

Insert row above

D Remove styles definitions Insert row below
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Requires Upgrade to 24C

Delete Specific Article Versions
24C: Knowledge Advanced Authoring

B Rty Capability Highlights

User Ver Action Workflow * Purge old article versions
Administrator - 2.1  Edited

Administrator - 2.0 | Published

Administrator - 1.2 Edited

Administrator - 1.1  Edited

Administrator - 1.0 Published

Administrator - 0.3  Approved |Author review
Administrator - 0.3  Edited Author review
Administrator - 0.2  Edited Author review

DELETE https://<your domain>/km/api/latest/content/versions/.versionld
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Requires Upgrade to 24C

API for Service Usage Metrics Reports
24C: Service Usage Metrics

Capability Highlights

*  SUM Report APIs: Admins will be able to use Service
Usage Metrics Reports APIs to write customizations
for scheduling /exporting the reports.

« Authentication APIs: To ensure only authorized
accounts has access to the SUM Report APIs

A Home ' |8 Service Usage Metrics

Key Benefits

« Ease of Monitoring: Admins can schedule monthly
usage reports to monitor metrics usage effectively
and regularly without logging into the interface

Sessiojlls sent
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Oracle B2C Service
Administrator Experience

36

Event Delivery Service

» Support for Oracle
Integration Cloud (OIC)

» Choose object for EDS
events

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

OIC Adapter Service Health Metrics
Enable OIC privateend ¢ Latency identification
points strategy « Monitor Chat Service
Support Event Delivery
Service




Pushed in Bi-Weekly Builds

Support Oracle Integration Cloud as a Destination
24C: Event Delivery Service

Capability Highlights
« Additional destination: Deliver OSvC events in Oracle
Integration Cloud.

« Ul for configuration: Provides a Ul to configure the OIC

E ORACLE' Service Cloud o N +» @

4 Oracle Integration cloud

4 Oracle Integration cloud

0IC Username *

x credentials.
. o Key Benefits
o « Extensibility: The customers can utilize the
. functionality of Oracle Integration Cloud to process the
Rt Ot OSvC events.

Tabs for OIC Credentials

Button to activate connection

Oracle Integration
cloud
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Pushed in Bi-Weekly Builds

Choose Required Objects
24C: Event Delivery Service

& Administration T Azure Event Hub Capablllty nghllghts
« Choose Object(s): Ability to choose the object(s) for
4 Azure Event Hub . . . .
which the events should be delivered to the destination.
Event Hub Name * Event Hub Namespace Name *
. ' Key Benefits
Clent0* Clnt St (Clint St Voo « Ease of use: The admins can choose the objects from
: ki the dropdown without needing to mention the object
| Required Objects * | TenantID * na mes_
Standard Objects [Al] »
[ (Select All ™~
- mandérd Objects \\\
Incident ™ Adrop down showing the objects in the Required Objects tab
Contact
v ) Custom Obijects
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Pushed in Bi-Weekly Builds

Enable Private End Points
24C: RightNow Oracle Integration Cloud Adapter

< rest_zippo_pe Capability Highlights
» o . " * New Access type: A private endpoint is now supported
Configured T;}éger and invoke F;IE:ST_F_:IF‘PO_PE Sep 12, 20: )4:07:37 PM IST ii;u'w_tegrations as an access type for data tra nsmission_
Key Benefits

Properties

« Security: The data can be sent over private network and
avoid the security risks associated with sending over a
[ Connection URL ‘ public internet.

https://api.zippopotam.us/us/

Connection Type

REST API Base URL

» Optional properties

Security

Security policy
Mo Security Policy

M ‘

Access type Private endpoint as a new Access type

(O Public gateway
Connect to endpoints using the int: :

(@ Private endpoint )

Connect to endpoints using your private network.

(O Connectivity agent
Connect to on-premises endpoints through the agent.
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Pushed in Bi-Weekly Builds

Support Event Delivery Service in OIC Adapter
24C: RightNow Oracle Integration Cloud Adapter

Capability Highlights

« New Configuration Type: A new configuration type
called OSvC Events will be added to the RightNow

Configure adapter

O Business Object O Event Subscription ® [Event Delivery ServiCEJ « Authentication Type: The Oauth authentication type
will be supported for the new configuration type.

) Edit Request

Oracle Service Cloud (RightNow) trigger

Select Event ’ Key BenEfitS
« Extensibility: The OSvC events can be delivered to OIC

S using the new configuration type and via REST APlIs.

A new event type for RightNow events

e (D

[ Cancel
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Support for Chat Service and Latency Data

24C: Service Health Metrics

p
Subrato Das 2:28
Missing Items from Grocery List

O © 8 ® 0O

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.

Additional tracking for the
Chat Service
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{ "Browser UL": i
"totalRequests": 20859,
"averagelatency™: 27,
"fLotalPercentage": &7.1,
"successRequests ' i

"totalRequests": Z0B859,
"averagelLatency": 27,
"totalPercentage™: 100,
"metrichata™: [
{rZ2o0r: {
"totalRequests": 18322,
"averagelLatency": 25,
"totalPercentage™: §1.11
b,

{ rr3 Dz " . {
"totalRequests": 984,
"averagelLatency": 81,

"totalPercentage": 4.786
by

[{rzo4r: {
"totalRequests": B53,
"averagelLatency": 13,

"totalPercentage”: 4.132

Average latency is added

Pushed in Bi-Weekly Builds

Capability Highlights
« Chat service data is available via REST APlIs
- Latency 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




ORACLE



Our mission is to help people see data in new ways,
discover insights, unlock endless possibilities.
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