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24C Roadmap

Customer

• Web Chat for Service

❑ Upgrade & Copy WCFS 
Component

❑ Support multiple interfaces

❑ Proactive chat invitation and 
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

• Service Emails

❖ Emoji support for Message 
Templates

• Knowledge Advanced

❖ View filtering of user groups in 
CP

Agent
• 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

❖ Identify 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
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Oracle B2C Service

Legend

❑ Web Chat for Service Upgrade Required
o Pushed in bi-weekly builds
❖ Requires 24C Upgrade
➢ Requires Engagement Panel Update



Customer Experience

Web Chat for Service

• Upgrade & Copy WCFS 
Component

• 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

Service Emails

• Emoji support for Message 
Templates

Customer Portal

• View filtering of user 
groups in CP
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Oracle B2C Service



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

Capability Highlights

• Upgrade component: Ability to change a 
component to the newest release.

• Copy component: Ability to copy a WCFS 
component and make changes to the new 
version.

Key Benefits

• Easier administration: Save time upgrading 
your Web Chat components to a newer version 
to uptake new enhancements or use a master 
component that can be cloned.

• Component management:  Indicate which 
components are a copy or an upgrade.

• 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



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

Capability Highlights

• Support multiple RightNow interfaces via a 
single rule for WCFS load: Ability to reuse 
WCFS component across interfaces.

• New URI property in WCFS load rule: Override 
the initial component URI with a value or a 
variable.

• Dynamically set the URI: Using the host page 
JS variable.

Key Benefits

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

• Component management:  No need to create a 
component per interface to initiate chat from 
the right interface.

• 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



24C: Web Chat for Service 24.07.0

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

Proactive Chat Invitation & Support for Multiple Bots

Capability Highlights

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

• Consistent branding: Style the default proactive chat 
invitation CSS to match look & feel of your brand.

• Combine WCFS widgets: Support for multiple 
bots on the same page to design the desired 
experience.

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 
with an agent on cart checkout page after idle time

• Increase conversion: Offer an invitation to chat when 
not proceeding to next step when completing a form.

• Business agility: Easily meet personalized business 
requirements with Engagement Engine.

Requires Upgrade to Web Chat for Service 24.07.0



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

Requires Upgrade to Web Chat for Service 24.07.0

Capability Highlights

• Sensitive information masking : Besides sending 
sensitive information off the record it is now 
possible to either fully or partially mask it.

• Custom regular expression: Next to the built-in 
regular expressions you can now define your own 
ones.

Key Benefits

• End-user security compliance: By not storing 
personal information to the transcript

• Agent efficiency: By giving agents visibility on 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.



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

Requires Upgrade to Web Chat for Service 24.07.0

Capability Highlights

• Launch form enhancement: A header and a 
footer have been added to the pre-launch 
form.

• Custom text keys: Easily change header & 
footer with new  custom strings that are blank 
by default

• plfHeaderHtml

• plfFooterHtml

• Fully customize with HTML: Ability to change 
the font and colors to comply with your 
corporate UX standards.

Key Benefits

• Add disclaimer text: Directly add a custom 
footnote with e.g. a link to your Terms and 
Conditions or other policies.

• Business agility: Easily meet personalized 
business requirements with Engagement 
Engine.

i18n: {
    en: {
        plfHeaderHtml: '<span style="font-size: x-large; font-weight:bold;">Live Chat</span>',
        plfFooterHtml: 'By clicking on Start Chat, you are agreeing to our <a    
        href="https://www.oracle.com/legal/terms.html" target="_blank"> terms of service</a>.'
    }
}

plfHeaderHtml

plfFooterHtml



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

Requires Upgrade to Web Chat for Service 24.07.0

Capability Highlights

• New Bot Name Mode attribute in 
Engagement Engine: The name of the bot 
agent can be customized in the conversation.

• Display bot name: Show the name of the bot 
above each message.

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

Key Benefits

• Bot branding: Options to show a custom bot 
name in the chat conversation.

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



24C: Web Chat for Service 24.07.0
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Draggable Chat Window and Dynamic Widget Position

Requires Upgrade to Web Chat for Service 24.07.0

Capability Highlights

• Draggable chat window: The end-user can 
drag the chat across the window while chatting.

• Change position of widget: It is now possible 
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.



24C: Web Chat for Service 24.07.0
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End Conversation Improvements

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.



24C: Web Chat for Service 24.07.0
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Configure Post Conversation Message Buttons

Requires Upgrade to Web Chat for Service 24.07.0

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.



24C: Email Message Templates
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Emoji Support in Message Templates

Requires Upgrade to 24C

Capability Highlights

• Emojis are not supported on message templates 

Key Benefits

• Clarifying the meaning: By displaying expressions, 
tone of voice, and human gestures in digital 
communication 

Emoji



24C: Knowledge Advanced in Customer Portal
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View Filtering of User Groups in Customer Portal

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



Agent Experience

Agent Chat

• Color-code chat header 
for wrap-up

• Transfer list determined 
by profile

• Bring your own 
translation service

Incidents and Agent 
Insights

• Support images in 
Agent Insights

Analytics

• User experience 
enhancements for 
Infolet dashboards

• Auto-filter on column 
headers

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

Oracle B2C Service



24C: Agent Chat
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Chat Header can be Color Coded for Wrap-up

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

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

Example of a chat in “wrap-up” 
after the agent configures the 

color



24C: Agent Chat
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Transfer Queue List is Configured by Profile

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

Transfer to Queue
Billing Inquiries
Customer Service
Refund Department
Technical Support
Tier 1 Escalation

Instead of seeing all chat 
queues within the 

transfer list, a limited set 
of queues will appear



24C: Agent Chat
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Language Translation – Powered by Third-Party Services

Pushed in Bi-Weekly Builds

Capability Highlights

• Language translation by a third-party 
service is now available during live chat 
sessions

• Agents receive messages in the language 
set on the interface

• Customers receive messages in their 
preferred language

Key Benefits

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

The new third-party 
configuration menu for 

the Chat Language 
Translation feature



24C: Agent Insights
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Images Display in Agent Insights

Pushed in Bi-Weekly Builds

Workspace Rule Action with HTML for Image
HTML Image  in Agent Insight Cards

Capability Highlights

• Agent insights can be configurated to show 
images uses html

Key Benefits

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



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

Pushed in Bi-Weekly Builds

Capability Highlights

• Infolet: Promote essential, easily consumable 
information

• Agent Overview Dashboard: to monitor agent 
performance

• Service Overview Dashboard: to monitor contact-
center status

Key Benefits

• Easy to consume Data: Provide a visually rich means 
of displaying essential or summary information with 
a modern look and feel

Agent Overview Dashboard

Service Overview Dashboard



24C: Analytics
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Auto-Filter on Column Header

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.



Administrator Experience

Element Manager

• Count of nested 
dependent elements 

Business Rules

• Exit Function

Data Lifecycle 
Management

• Custom reports on 
DLP table 

Service Usage Metrics

• API 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
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Oracle B2C Service



24C: Enhanced Business Rules
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Exit Function

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.



24C: Element Manager
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Count of Nested Dependent Elements

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.



24C: Data Lifecycle Management
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Custom Reports on Data Lifecycle Policy Table

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.



24C: SPM/CPM Framework
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Support Multiple PHP Versions

Requires Upgrade to 24C

Capability Highlights

• Multiple PHP Versions: Oracle Service Cloud will 
support multiple PHP versions

Key Benefits

• Flexibility: Customers can choose to upgrade their base 
PHP version on their timeline and control.

• Reporting: Various canned reports and portals are 
provided to know the PHP versions used by 
customizations in the Analytics, Custom Scripts, CPMs, 
Customer Portal areas.



24C: Search Service
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Identify Persona of a Key Search

Requires Upgrade to 24C

Capability Highlights

• Canned Report: A new canned report will provide the 
details of the Phrase searched, the Agent or end user 
who searched.

Key Benefits

• Effectiveness: Provide information about the frequently 
searched phrase and the associated answer. The admins 
can optimize the answer to include accurate information.



24C: Knowledge Advanced Authoring
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Bulk Upgrade User Groups

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



24C: Knowledge Advanced Authoring
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Update Rich Text Area

Requires Upgrade to 24C

Capability Highlights

• More secure, Oracle-owned rich text area

• Streamlined user experience

• Article links can now:

• Target a new tab

• Point to an anchor



24C: Knowledge Advanced Authoring
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Delete Specific Article Versions

Requires Upgrade to 24C

Capability Highlights

• Purge old article versions

DELETE https://<your domain>/km/api/latest/content/versions/.versionId



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

Requires Upgrade to 24C

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

Key Benefits

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



Administrator Experience

Event Delivery Service

• Support for Oracle 
Integration Cloud (OIC)

• Choose object for EDS 
events

OIC Adapter

• Enable OIC private end 
points strategy

• Support Event Delivery 
Service

Service Health Metrics

• Latency identification

• Monitor Chat Service
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Oracle B2C Service



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

Pushed in Bi-Weekly Builds

Capability Highlights

• Additional destination: Deliver OSvC events in Oracle 
Integration Cloud.

• UI for configuration: Provides a UI to configure the OIC 
credentials. 

Key Benefits

• Extensibility: The customers can utilize the 
functionality of Oracle Integration Cloud to process the 
OSvC events.

Az
ure 
Eve
nt 
Hu
b



24C: Event Delivery Service
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Choose Required Objects

Pushed in Bi-Weekly Builds

Capability Highlights

• Choose Object(s): Ability to choose the object(s) for 
which the events should be delivered to the destination.

Key Benefits

• Ease of use: The admins can choose the objects from 
the dropdown without needing to mention the object 
names.

Az
ure 
Eve
nt 
Hu
b



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

Pushed in Bi-Weekly Builds

Capability Highlights

• New Access type: A private endpoint is now supported 
as an access type for data transmission.

Key Benefits

• Security: The data can be sent over private network and 
avoid the security risks associated with sending over a 
public internet.

Oracle Streaming 
Service



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

Pushed in Bi-Weekly Builds

Capability Highlights

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

• Authentication Type: The Oauth authentication type 
will be supported for the new configuration type.

Key Benefits

• Extensibility: The OSvC events can be delivered to OIC 
using the new configuration type and via REST APIs.



24C: Service Health Metrics
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Support for Chat Service and Latency Data

Pushed in Bi-Weekly Builds

Capability Highlights

• Chat service data is available via REST APIs

• 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

Additional tracking for the 
Chat Service

Average latency is added





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