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Live agent transfer

Integrate a skill or DA with a live agent system in two ways

You can integrate with version 18C (and later)

of Oracle B2C
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Steps to build a live agent transfer B2C

e

Configure the agent-transfer dialog flow




Configure B2C

Before you start you should have credentials
provided by the Oracle B2C administrator

Those credentials should have permissions for:
« Access to the desired Oracle B2C Service interface

« Account Authentication and Session Authentication for
Public SOAP API

« Account Authentication for Agent Browser User
Interface

You also need to confirm that your Oracle B2C
Service Account Manager has enabled the Chat
Custom Interface APl and the Chat Third-Party
Queue Integration API
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Incidents
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Create an agent integration channel

B2C
Interaction Enabled @
) | @)
Users Agent Integrations DA as Agent Name
On the ODA side we create and configure an Agent Integrations

agent integration channel to access Oracle
B 2 C Optional short description for this integration

Filter

Integration Type
Sort By - “ "
Display Namg Ascending Service Cloud

Agent integration is one of the many types of @

available channels under Development >
v Hostname Prefix

Channels

Create Agent Integration

User Name

Admini

The B2C URL is composed by hostname and N
domain name




Enable skill insights

Enable insights for your skill

In the skill's settings page, switch the Enable
Insights option to On to enable the framework to
pass the conversation history to the live agent

This switch allows the handover of conversation
history to Oracle B2C chat

B 2

|0

W @ g3

9 R ™

L

General Configuration Digital Assistant

Display Name
B2C_Integration

Name

B2C_Integration

Version

1.0

Platform Version

22.10 (Latest)

Created

Last Wednesday at 1:20 PM

Category

Category your skill falls under

One-Sentence Description

Detailed Description

Q&A Routing Config

This description appears on the skill's Details page in the skills catalog

Training Model @

Trainer Ht

Enable Insights

&)

Enable Enhanced Speech Recognition ®

»




Configure the agent-transfer dialog flow

In the visual flow designer, the state template
Agent Communication has two states which will
implement the handover to the live agent. Add State

The state Agent Initiation initiates contact and °ZZZ:I'T;'}ZI?Z: | e |
establishes connectivity

Search ‘

The State Agent cOnversation requests and < Service Integration E . Conversation
manages the conversation ke oo oot s

Agent Communication Name
Transfer from skill to a human agent

agentinitiation1
Agent Transfer

Transfer from DA as agent to a human
agent

Description

Agent Transfer Condition
Evaluate whether DA-as-agent transfer
conditions can be met

Optional short description. 1

Knowledge Search
Search a knowledge service




Configure the agent-transfer dialog flow
Agent Initiation

Initiates contact with Oracle B2C 2
« References name of configured agent integration

channel
Component can pass information to agent /

« Action strings to return the chat to a specific state
in the bot

» Custom properties to pass custom field
information

Allows developers to configure messages for when a
chat request is accepted or rejected by an agent, or
when the bot conversation gets resumed

» Use resource bundles for the messages

2 agentlnitiation

Genera Component Transi tions

Agent Integration Channel ®

82 -

Agent Actions ®

rejected agent rejects the call Z

Subject @

Chat Response Variable @ Create ~

Not Defined > 4

Custom Properties @

fo agentlnitiation

General  Component  Transitions

agentConversation




Configure the agent-transfer dialog flow
Agent Conversation

Requests and handles agent conversation P, agentConversation
« References agent integration channel name General  Component  Transitions
Agent Integration Channel @
Exit keywords allow users to end conversation with 5 v
agent | |

B2C Wait Message Override ©

« Otherwise, agent too can end conversation

You can override the B2C Wait message where you can
access the ‘position’ and ‘waitTime’ variables

« Use ${system.message.messagePayload.position}
to determine position in queue

« Use ${system.message.messagePayload.waitTime} wanttotak oan sgent o
to determine the eXpeCted Waiting time Agent chat session established, Waiting for agent to join. po)

You are in position 1 in our queue. Expected wait time is O minute(s) 14 second(s). po) ’

Action transitions allow the bot to resume
conversation
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Other Oracle B2C features

Pass context and user information
« Custom and primary Oracle B2C fields

« Use Agent Initiation component’s “Custom Properties"
property to pass an object (Map) containing key-value
pairs

Sending attachments

« Users and agent can attach images, audio, video, and
files to the conversation

* Requires Oracle B2C version 19A and later

Direct chat requests to specific queues

« Oracle B2C uses chat rules and queues to sort incoming

chat requests

Queue ID ® Expression

o

‘1 v oA

Allow Transfer If @

‘ Agents Are Requesting New Engagements v ‘

Transcript Date/Time Format @

Transcript Time Zone ®

Not Defined v




How a chat session can be terminated

\n Here are the available actions

The agent terminates the session e e e e

conversation back to the bot.
Prepend the action with a forward

__slash (for example

JactionName).\n/Out for a coffee
break

The agent sends a supported action
/Wait : Agent asks to wait

« Skill terminates the session and transitions to state e it
corresponding to action the session

v

John Dunbar 09:56 [0 minutes O ...

Hi there, my name is John Dunbar.
How may | help you today?

The customer enters one of the specified exit keywords

The session expires after a period of inactivity

talk to agent o
~

Agent chat session established, Waiting for agent to join. ol

oy Hi there, my name is John Dunbar. How may | help you today? o]

A problem occurs with the connection to Oracle B2C
 Transitions to an error state

Q Chat session ended. Thanks for chatting with us. ol J
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Examples

User Agent

hello o
™
2 © Incoming Chat
areyouabot? o Customer: daniel.martins.teixeira@...
™

Queue; Default Chat Queue

‘ @ | am an automated assistant that can assist you with many inquiries! o Email: anonymoug@ anonymou S.0NV...
Chat subject: | want to talk to an ag...

I want to talk to an agent .
€ 2 Accept  Decline

Agent chat session established, Waiting for agent to join. o)

You are in position 1 in our queue. Expected wait time is 0 minute(s) 14 second(s). po)




Examples - the handover

Anonymous 0:22
| want to talk to an agent

O ©0 0 @®

Anonymous  09:52 [0 minutes O seconds]

Conversation history:
[2022-11-17T08:51:48.150Z] user:
hello

[2022-1-17T08:51:48.207Z] bot:
Hello, how can | assist you?
[2022-11-17T08:51:52.643Z] user: are
you a bot?
[2022-11-17T08:51:52.703Z] bot: | am
an automated assistant that can
assist you with many inquiries!
[2022-11-17T08:52:03.573Z] user: |

want to talk to an agent
John Dunbar 09:52 [0 minutes 0

Hi there, my name is John Dunbar.
How may | help you today?

™ Anonymous:1200 2z *

. Anonymous:1200 95 221117-000002

 save B save & Close 5 Add to New Incident | Add to Incident
.
S UPREMO
FITNESS
Contact

User user32758224 Unspecified

Inactive?

No

SLA

Contact Type
[No Value]

Mobile Phone

-

Question

want to talk to an agent

Queue

Default Chat Queue

Assigned

John Dunbar

Unrestricted v

#® x + W s

Guided Assistance Visitor Browser History Page Peek

Verificati
1 2 3

Verification Discovery Resolution

= \ Search fora Guide 9§ Select a Guide

No Guide loaded. Select a Guide to get started.
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B2C Incident Creation

You can directly create an B2C incident from the skill

Useful for cases where there is no available agent, or
the handover is rejected, or an error occurs

agentlnitiation
Agent Initiation

— E

accepted

error @

incidentCreation
Incident Creation

agentConversa...

Agent
Conversation

incidentCreat @
Incident Creation

next
endmessage
Send Message

agentLeft p—

2 incidentCreat @
Incident Creation
incidentCrea: @

rejected Incident Creation

& incidentCreation

General Component Transitions

Incident Service Name @

B2C_Agenq

Subject of incident @

${variable_holding_the_message.value}

Attachment URL ©

Custom Fields (® @

No custom field attributes are available.

Contact Properties (® o}

firstName Daniel

email daniel.martins.teixeira@oracle.com




B2C Incident Creation

In the conversation on the left, the agent
left the chat, which will lead to the
transition “Incident Creation”

The transition was defined in the dialog
flow

Q incidents * ¥ 221214-000000 *

| am having issues with my product and | think the warranty is about to expire. | need to help from an agent.

Agent chat session established, Waiting for agent to join.

You are in position 1 in our queue. Expected wait time is O minute(s) 5 second(s).

Hi there, my name is John Dunbar. How may | help you today?

Chat session ended. Thanks for chatting with us.

Incident created successfully. Incident number : 221214-000009

o}
m

ISR RN SN SN OB 6]

We created an incident.

sa Add Customer Entry

A &S 4 7 Administrator 12/14/2022 02:37 AM
Cofmee The following answers might help you immediately. (Answers open in @ separate window.)
Answer Link: Locating Your Service Tag or Asset Serial Number
_____ Answer Link: Shipping Return Costs
-'BI US A-B- & & = =8 = Answer Link: US Shipping Rates and Times

Answer Link: Oversized Items Return Policy

A Flint Lockwood 12/14/2022 02:37 AM

 save 4 saveaclose 1) Refresh [5 New 124 print | Bookmark
Messages
SUPREMO subject
| > FITNESS Subject:

Customer Health My machine is not warking properly:

Contact " Add Private Note

Bt ) ~ 4 %] JohnDunbar 6 Email ¥ Draft Mode
Reference # To

221214-000003 _

] Font - | size

Queue e o

[No Value] -

|

Severity

[No Value] -
Product

[No Value] -
Category

[No Value] -

scrpt Tacking Go-browse

Incident created by ODA.

@ Firstname: Daniel

Lastname: Unspecified
Email: daniel. martins.teixeira@oracle.com

Question: My machine is not working properly!
Description :

Detailed Chat info:

Chatid:

Transcript : {"body™:"AGENT_CONCLUDED"}

Contactinfo :
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