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Oracle Digital Assistant

99 A concierge bot that
combines individual
chatbots into a unified
user experience

In their early days, chatbots solved simple business
problems

» Customer service automation

« Automation of structured processes
 Self-service

Today, digital assistants are user oriented

« Assist users with various related or unrelated
tasks

« Conversations are context aware
« Assistants learn about the user

Oracle Digital Assistant is what users expect from
chatbots




Oracle Digital Assistant building blocks
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Digital Assistants

* Individual chatbots * Routing assistant
* Reusable * Invokes skills
« Conversational Al * Routes user messages

and ML
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Channels

« Messenger connectivity ¢ Skill store

«  Webhook » Like App Store

* Native channels « Contains skills from
Oracle SaaS
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Skills

Individual chatbots

» Exposed through Digital Assistant
 Skill as a conversation module

« (Can also be used stand-alone

Use natural language processing (NLP)

* Intent resolution
» Regular intents
* Answer intents (FAQ)

 Entity extraction

Conversation flows
* Visual conversation designer
« Uses components and templates

Skills are intelligent and reusable conversation
modules in Oracle Digital Assistant

Image courtesy of pixabay.com




Skill features (1/5)

Intents (3)

Intent builder
 Create intents and utterances
« Utterance tester

Data manufacturing
« Crowd sourcing of utterances

W @ &% U B RS

y R o

& 0

| -
gl -+ Addintent More ¥

Filter

Sort By
Alphabetical

order.ans.whatToOrder

order.asns.termsdelivery

Test Utterances

| order.reg.orderPasta

order.reg.orderPasta

General Information

Conversation Name

Entities
« System entities
 Custom entities

« Value list, regular expression, dynamic entities, entity lists

« Composite bag entities
« Entity event handler

* Query entities

_—

« SQL Dialog that converts natural language to SOL

Enable Intent D

Order pasta £
Name
order.reg.orderPasta
Description
Answer
If th g
the intent corres) 28l
answered with stat ] Entities
this option, the cor
displayed. B Entities  Dataset
H Entities (21)
English Germse
A%
Examples (59) @ B
Utterances to Add Fiter
=
Enter your exam Sort By ) -
Type Ascending
cbe.DeliveryContact g

@& M % R o

cbe.PastaOrder

list.Extras

list. NamedAddress

list.Pastas

list.PortionSize

menu.OrderOptions

ADDRESS

CURRENCY

DATE

DATE_TIME

DURATION

cbe.DeliveryContact

General Information

Name

cbe.DeliveryContact

Description

handles to take delivery information

Configuration
Type

Composite Bag

Event Handler

STRING

ENTITY




XX Findings [> Ppreview v/ Validate Q Train

-
s k II f t 2 5 BotTester TestCases Test Run Results
I ea u res Channal | Webhook + | Conversation Intent/Q&A  View JSON

Save as Test Case Reset

Variables

I want to order a Fettuccini Alfredo
v pastaOrder
Welcome to Pasta Alfredo. Each order comes with up to 3 extras you can choose from a entityName: cbe.PastaOrder
menu. Each order item can have up to 10 servings. To complete your order, press the )
“Send Order” button.
_’ » Size
Are you very hungry, hungry or just a bit hungry? your pa v Pasta
Visual conversation designer . -
pol
Medium entityName: list Pastas

Large originalString: Alfredo

 Built-in components e S

primaryLanguageValue: Fettuccine Alfredo

) ‘ uStO m CO m Onents You can select up to three extras just by typing the index numbers split by a blank.
1. cheese canonicalName: Fettuccine Alfredo

2. cream

3. diced tomatoes .
s beginOffset: 29
. garlic
6.olive ol

7. pepper flakes
8. no extras » menu

userProfile.channel

Utterance @ Atach

Embedded conversation tester
« Simulates different messengers

Please edit your information
O Reco rds test Cases Munich Complete this form and press subml‘t, or press cancel.

San Francisco Select Origin

ORACLE oracle Travel

London po)

Paris v
= Departure Date
p
01/15/21 e

Return Date

v

Structured data input

O I nte g rati n g We b fO r m S Press 'Open Oracle Travel' to complete 01/15/21 i

your reservation

January 2021 >

v

17 18 19 20 21 22 23
Open Oracle Travel *‘
24 25 26 27 28 29 30

Cancel 31




Skill features (3/5) Langusee

Language Mode
Natively-Supported
Primary Language

English

v

Multi Language support
* Resource bundles, native NLU, translation service

Languages Added for This Skill

English | = German + Add Language ¥ ]E[ Delete Language ¥

Arabic

Insights Dutch

» Monitors the runtime performance of French
your Ski” Italian

- - Portuguese
«  Provides visual clues about how your :

Last 90 Days - A Text Conversations - D

E

Spanish

customers work within a skill B ovvien mems Pothe Comersaons  Revsiner  Export Lt o snconds g [ 5
A% -
_ l; Nointent order.reg.orderPasta
» =
Q orderregorderPasta Completed View Path View Canversations
] ] 1 O h ] f 2 RHesei et Total Paths Average duration Fastest ~ 5621secs Average states Shortest  14states
B u ] t ] n A Ut 2 s e C u r]ty e at u re Y 5 1.17 minutes Slowest 1.6 minutes 16.4 states Longest 20 states.
- - 1 1 S
* 2-legged and 3-legged authorization :

Incomplete States Error Conditions

« Security components

« Allow you to configure all states in a dialog flow
to require authorization or individual states




Skill features (4/5)

S B ..

Human agent integration O —sendsmessage > ) ——> comversation —>

Live Help Routing Oracle Digital

« B2B, B2C and others > Assistant

«— User messages —»€------------- > Bot responses —»
g P Bot detects need
« 3 for human agent

« Digital assistant as an agent |
Requests human agent

« Digital assistant to front a call center B

Human agent »

takes over O
Intelligent Advisor integration [

i

Knowledge Search integration

Starts bot human agent —»

conversation — g E to take over
<— Userchats —  Oracle Digital Routing
with bot Assistant
A4
Bot detects need | |
for human agent
Agent chats ————--------------—---—- >
with user Agent passes
< controltothe bot
at the end of the

user interaction




Skill features (5/5)

»

Knowledge

« Automatically import FAQ’s from existing knowledge
sources

« PDF, HTML and URL
* Intents and utterances are generated

Events
« Digital assistant to start user conversation

« E.g. calendar system triggers bot to remind user of an
appointment

Skill lifecycle management
« Versioning
« Cloning

New Knowledge Document X

Name ®

Enter a name. This name will prefix the answer intent names. ‘

Language

English v ‘

Select URL to a HTML page or upload a file in PDF or HTML format

‘ PDF ‘ HTML ‘ URL ]

Drag and Drop

Select a file or drop one here

Selected PDF file:

[ Iacknowledge that this uploaded file may be temporarily stored in Digital Assistant's storage while
questions and answers are being extracted from the file.




Program Agenda

1 About Oracle Digital Assistant
2 Skills

3 Digital Assistant

4 Channels

5 Extending SaaS skills




Digital Assistant

A single front end to multiple skills
* Exposes multiple skills to a single bot solution

* Routing assistant Digital assistants orchestrate individual
skills into a uniform chatbot solution

Intelligently routes user messages

* NLP and rule-based routing Channels
. Configurab]e Intelligent Skill
! Routing >
« System intents
: : Skill
Helps to disambiguate user requests » @ —
« Auto-generated dialogs
| Skl
Non-sequitur request handling




Digital assistant features (1/2)

I

Skills (1) Test utterances
7
Aa

O¥4

Ski" Catalog k7 > Pasta Entities Demo - 22.10_... @ Tif

¢ F] n d an d d d d Sk]" S 488 I€ 4 » > Register or Unregister Skills by Clicking Checkbox

e EEEEEEEEEEEEE———— | Type in filter or pick from recents Q Sort By Created Ascending v

ITOPS Winery Chats O PizzaOrders 0O

I m p]i Cit a n d eXp] i Cit Ski]] i nvocati O n Version 21.04_1 Version 21.02_4 Version 1.0-DA

intent tester sample Skill about wine Pizza ordering skill which uses
= = = = 9 composite bag entity.
« Skills associated with invocation name
Published Published Published
Platform Version Platform Version Platform Version
21.04 21.04 21.04
System intents R Sl e = B | e e

Insights

Handles general digital assistant requests

* Help, exit

2.0k

Insi ghts comstons
« Analytics about digital assistant performance
* Retrainer

v




Digital assistant features (2/2)

v

Utterance tester

» Test how digital assistant resolves user
messages to skills and intents

« Create test suites for batch testing
* Regression testing

Conversation tester
« Test user conversations in digital assistant
» Simulate different messengers
« Multi-language testing
* Non sequitur routing
» Record test cases for batch testing

Skills (2)

MultiLingual Winery Chats » 2... Tar

Routing Results

Save as Test Case

Routing

Router response

View JSON

Digital Assistant « Multilingual Food

Part 3 Multilingual Pasta Alfr...

Utterance Tester

Quick Test Go to Test Cases

Initial Context

Run Test for All

Any skills

Test utterances

Language Tag

Auto

Utterance

[ | want to order pasta|

Skill
Pasta Alfredo

Intent
order.reg.orderPasta

Digital Assistant
MultilingualFoodSample

Skill

100
Part3MultilingualPasta
Alfredo-21.02_4

Skill

0
Candidate Skills MultiLingualWineryCh
ats-21.02_5
View JSON Skill 0

unresolvedintent

Confidence Threshold
70

Confidence Win Margin
]

Consider All Confidence Threshald
{0
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Channels

User channel PR Users  Agentintegrations DAasAgent  Applications  Events
« 3rd party and custom messenger integration =0 sians Channels O
» Facebook, Microsoft Teams (with group 2 pigital Assistants
chats and SS0O), Slack, SMS ¢ Channels
« Web, i0S, Android ———

Optional short description for this channel

Agent integration

Channel Type @

« Live agent transfer T .
DA as Agent
» Agent channels available for B2B and B2C
Applications/Events
 Allows applications to trigger a bot-user

conversation




About user channels

Native channels

Transform incoming and outgoing messages
No custom development needed
Zero-downtime during skill /digital assistant updates

Webhook channel

Standard callback mechanism

Custom adapter to connect Messenger for which there
IS No native channel

Supported by SDK

User channels are configurable adapters that
allow digital assistants to support different
types of messengers without code changes

Image courtesy of pixabay.com




Support for speech

Allows users to talk and listen to a bot

Speech recognition added to Oracle Messengers
» Oracle Android SDK

« OracleiOS SDK

» Oracle Web SDK

Other options requiring Webhook as a channel
« Alexa, Google Home
» Twilio Voice API

Image courtesy of pixabay.com
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Extending SaaS skills

Skill Store

Displays Saa$ skill for download

Skill that loaded from the Skill Store can be extended

e Customization to a business
« Can be rebased to new versions of base skill

What you can customize

Intents and entities

Dialog flow

Resource bundles

Custom component service
Skill settings

Skill Store

Base skill

° -

pull rebase

M extend

Digital Assistant




