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Safe Harbor Statement

The following is intended to outline our general product direction. It is intended for
information purposes only, and may not be incorporated into any contract. It is not a
commitment to deliver any material, code, or functionality, and should not be relied upon
in making purchasing decisions. The development, release, and timing of any features or
functionality described for Oracle’s products remains at the sole discretion of Oracle.
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Topic agenda

ORACLE

E» Overview

E» High level analysis

) Complete & incomplete paths
) Drill down to conversations

) Find root cause of failures

) [nsights Data Management & Export API
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Topic agenda

B» Overview
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Overview

* What are the problems and how do | fix them?
— Is my skill performing well?
— In which cases can’t the skill continue?
— How do | find root cause of why my skill fails?

* Developer oriented analytics
— Track conversation trends, intent resolution accuracy
— ldentify most/least popular execution paths
— Conversation debugger with transcripts

* Moderated self learning
— Augment intent resolution using insights data

ORACLE
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Overview

* Disabled by default - —

 Available at instance level, digital

assistant & skill level

General Configuration Digital Assistant Events Q&A Routing Config

Display Name FinancialBot

© ©

* No instrumentation required

Name FinancialBot

Version 1.0

* Conversation completion status

— Incomplete conversation : one that
resulted into an error or abandoned by
the user

Category Category your Skill bot falls under

One-Sentence Description PLEASE DO NOT TOUCH THIS _ USED FOR DEMOS & TIED TO BIGO

o &

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

— A complete conversation : typically
represented by execution Of a State that @ Training Model Trainer Ht v

f=
h a S a ret u r n t ra n S it i O n Translation Service None v
@ [ Enable Insights () ]
ORACI_E@ Copyright © 2018, Oracle and/or its affiliates. All rights reserved. 7



Business user insights and retraining

= ORACLE Digital Assistant ? @

< Skills « eCommerceBot v Valdate Train

* Smart insights for LOB decision-making ¢ (=
* Execution trends S R
* Deflection rates

* Retraining capability via tag clouds

Total 17

Escalated

Popular Intents @

returnsrefundStatus returnsrequeStAReturn

membershipcancelDowngrade - membershipmyMembership
botgoodbye

accountissues ordersstatus
warehousepaymentMethods  orderscancelOrder accountverification

unresalvedintent duCtspjfcmg;;;fg;“"wEm“’s”“’ warehousehoursAndLocations

returnswarranties
orderswhyOrderCancelled

= ORACLE Digital Assistant 2 e
S .ol

< Skills « eCommerceBot v Validate Train

9 #  Channels: All Locale: All Reset to All Last updated a few seconds ago (8]

Overview  Retrainer  Export Last7Days ¥

P stowme atuterancas hero [ any ot otowingar e

Intent v Matches v unresolvedintent X

© You can add examples only if the bot is in Draft status. eCommerceBot 1.4

Intent Classification

Utterances Result Win Margin Intents Score Add To  Select Intent v +
W accountdme
» get membership info on free mem... unresolvedintent 9.03 I B B membershipt Sefect Intent v
membershipr...
W bogoodbye
» where's my item? unresolvedintent 2.95 NN EEEEm M accountissues  Select Intent v
ordersstatus
W warehouseh.
> v are you open on thanks giving? unresolvedintent 773 IS BRI ® sothelo Select Intent v

botcontactUs
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Development — ORACLE' Digital Assistant ? e

Home

Skills Analytics

Development

Skills 100 Skills

7 Al Last updated a few seconds ago c

Digital Assistants

Channels 327 Total conversatiorfghf Oracle Digital 36 36

Assistant Level
Total Conver‘sa/tims/ Completed Conversations Incomplete Conversations Errors in HCMBot_1843
Store
11.0% Skill Completed Skill Incomplete
O i
@ Analytics Greeting_ETR 180 HCMBot 1843 36
Settings HCMBot_ 1843 99 Greeting_ETR 0
CX_Inside_Sales 12 CX_Inside_Sales 0
Downloads...
Documentation... : ri:‘?:’uts
nrinite Loop
B Completed M Incomplete B System Handled Errors
Completed Descending v Incomplete Descending v

: ‘ Cl_e Copyright © 2018, Oracle and/or its affiliates. All rights reserved. 9




Digital Assistant insights

Top level routing analytics
(conversation metrics,
completion/error rates for
constituent skills), popular
skills by invocation

—The graph shows total
completed conversations
across all the skills and also
shows conversations that
were marked as unresolved.

— ORACLE Digital Assistant
< Digital Assistant « ODA CX_HCM_ERP SCM ~ < Digital Assistant - ODA_CX_HCM_ERP_SCM ¥
D 7 Al Last updated a few seconds ago 9]
+ Add skill N A
1]
9 'ﬁ SupplyChainBot_1843_ETR = 2.1 X 267 w0 .
@ Total Conversations ] —
Eﬁ Greeting_ETR » 1.2.4 X § 160 i
L Status Count 8 eo
’ ﬁ [ ]
a HCMBot 1843 « 4.6 X Completed 267 0 22
R Errors 0 40 o
a' 'ﬁ ProcurementBot_1843 « 4.3 X 30 £
Unresolved 0 20 ©
10
Fﬂ SalesBot 1843 ETR » 2.1 X February 26, 2019 March 5, 2019 °
Time in UTC
.ﬁ ExpenseBot e 1.2 X @ Completed @ Errors -® Unresolved
How are my skills performing?  Trend  Summary Total Ascending v
Skill Completion Rate Errors Unresol... Performance History

The indicated skills have a
100% completion rate

showing very well designed
skills.

Reference Documentation

ORACLE
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https://docs.oracle.com/en/cloud/paas/digital-assistant/use-chatbot/digital-assistant-insights.html

Skill insights

* Skill insights give detailed analysis
of a skill in its operational state.

* YOou can see
— Number of total conversations

— Number of completed and
incomplete conversations

— Error conditions

— Completed and incomplete
conversations across intents

* Reference Documentation

ORACLE

Validate

Instant Apps

< Skills « FinancialBot v

@ Feb 2019 Mar 2019
Time (UTC)
@ Completed (87%) Incomplete (13%)
f=
203 Conversations Intents
& 13 vear... [ ¢
‘23 o rarsctors. I ¢
Conversations Top Channels S
Send Money - 4
20 G @ Error Conditions
Disput 2
Completed 3-14 hrs Ispute _
Average duration
3 0 1 2 3 4 5 6
Conversations Count
Incomplete ‘: 491
Average states I completed Incomplete
| §
Copyright © 2018, Oracle and/or its affiliates. All rights reserved. 11
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Topic agenda

ED» High level analysis
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Conversation trends, success indicators

* Overview of number of conversation

6 1 CO l I l p I ete d < adtv24hrsflowers_presenter v
#  Channels : All Locale: Al Reset to All pdated 4 minutes ago O
76 |ncomp|ete o

* Number of error conditions
— Could indicate user or system failure

@ » & i 00
Conversations Count

TTTTTTTTT

* Completion based on intents N -
. #133 77 : ::: _2530
— High number of unresolved 137 ° 5 - o —
— File complaint 100% successful 0B T —
N 76 4 1353 ’ ’ * E—
— Order flowers high incomplete :
ORACI_EO Copyright © 2018, Oracle and/or its affiliates. All rights reserved. 13




< adtv24hrsflowers_presenter v

# Channels: All Locale: All

Intents Paths

© ©

Conversation Trends

il
||||||
w
o

30
a) . ©
Q| S 25
Q
o
@ 20
5
) @ 15
[
>
5 10
_ o
| 5
0
@ 20-26 Aug 2018
£=
03 Conversations
Conversations
Completed
’ Incomplete
\»/
X

ORACLE

Reset to All

Conversations Retrainer

27-02 Sep 2018

133
® 52

Top Channels

G 22.5k secs

Average duration

é 13.53

Average states

Instant Apps Validate © Train

Last updated 4 minutes ago ‘w

Last 90 Days ¥

_®
—— /
/ \'
03-09 Sep 2018 10-16 Sep 2018 17-23 Sep 2018 24-30 Sep 2018
Time (UTC)
@ Completed (45%) Incomplete (55%)
Intents
unvesotvedinten | I 20
ana | I
Fiecompiaint | 's
8
§  OrderFlowers | s
£
Tackorders | I
. Opentrancrise. | o
@ Error Conditions pe
weicome |1 I ©
[ 5 10 15 20 25 30 35

Conversations Count

ncompele . Completed

Copyright © 2018, Oracle and/or its affiliates. All rights reserved.
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Topic agenda

) Complete & incomplete paths

ORACLE
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Completed paths — tune intents for shorter, faster paths

* For each intent, view the
completed path
- States Conversation passed through < adI74hrsﬂowerspresemerv

— Completed path defined by a return 7 L] =oem ,
transition

sssssssssssss

©8.76 0.81 39.31 &7 7

eeeeeeeeeeeee
eeeeeee

xxxxxx

You might be interested why q— [ - - .©® © o o
some conversations for the same . me-se- W= aEm

intent are longer than others
— Either numbers of steps
— Average time to complete

ORACLE

v

Copyright © 2018, Oracle and/or its affiliates. All rights reserved. 16



< adtv24hrsflowers_presenter v

@
(o)

8

I

03

[ (S 4

# Channels: All Locale: All

Reset to All

Overview Paths Conversations Retrainer

FileComplaint

OpenFranchise

OrderFlowers

TrackOrders

Welcome

qna

unresolvedintent

ORACLE

15 ©876

Seconds Average
Paths

Most Completed Paths ~

Count 15 <

Avg. duration 8 850cs setDiscount

Fastest

0.81

Seconds

enableAutoTrans
lation

Slowest

39.31

Seconds

detectLanguage

«7

States Average

checkUserDetect
edLanguage

Copyright © 2018, Oracle and/or its affiliates. All rights reserved.

Instant Apps

Validate O Train

Last updated a few seconds ago c

Shortest

7

States

getUserintent

Last S0Days V¥

Longest

7

States

=

startFileCompla
int

17



Incomplete paths — why didn’t the conversation complete?

* For each intent, view the incomplete path

— Incomplete is a timesout or error

 Understand at what state the
conversation fails

— For OrderFlowers intent
* makePayment

< adtv24hrsflowers_presenter v

— Timeout?

* switchOrderType

— User error?? st incomplets Pths
“““““ ‘ ®© © 6 6 ©
aaaaaaaaaa 75.. e e uq :MOr?‘ourTyqu switchOrderType Sy:;x‘.nrz:nz
“““““ 3 ® 6 0 0 O
> g "
s e 866471 s eheekc:;cel(lrde y s setFlowerCost makePayment
R CI—G Copyright © 2018, Oracle and/or its affiliates. All rights reserved. 18




< adtvZ24hrsflowers_presenter v Instant Apps ~ Validate @ Train

# Channels: All Locale: All Reset to All Last updated a few seconds ago c

Overview Intents | Paths  Conversations  Retrainer Last90 Days V¥

[Outcome Incomplete ~ ]

© ©

FileComplaint

h

OpenFranchise Incomplete States Error Conditions

OrderFlowers Error Type # of instances

=

@ Welcome

qna Systemn.DefaultErrorHandler

Trackorders macerarrent | - systemHandied 13

States

unresolvedintent

|
@ showFlowersMenu

(]
-]

3 4
Conversations Count

~

|||I
o
o
N

104

Most Incomplete Paths

- @ ©® © O :

Ava. durati 7 5 initializeCardl! setRangeSize checkFlowerBoug showOrderTypeMe switchOrderType System.DefaultE
vg. duration / 09 cecs " uetEntity nu rrorHandler
Count 3
< >
Avg. duration 86647'] e checkCancelOrde ensurePrice orderSummary setCustomerName setFlowerCost makePayment

5

X€

OR CI—E Copyright © 2018, Oracle and/or its affiliates. All rights reserved. 19




Root Cause - SwitchOrderType

< adtv24hrsflowers_presenter v Instant Apps ~ Validate @ Train

Q # Channels: All Locale: All Reset to All Last updated a few seconds ago

Overview Intents Paths  Conversations  Retrainer Last90 Days V¥

Q Intent

OrderFlowers

Selected state
path

(g Intent

7 OrderFlowers

‘@

H OrderFlowers
@ OrderFlowers

OrderFlowers

Outcome Sort By Errors

v Incomplete v Latest v

setimageHost, setDiscount, enableAutoTranslation, detectLanguage, checkUserDetectedLanguage, getUserintent, startOrderFlowers, initializeCardindex, setRangeSize, checkFlowerBouquetEntity, showOrderTypeMenu, switchOrderType,

System.DefaultErrorHandler Remove

Outcome Time User Bot
S orderflowers 2 Do you want to send flowers or a bouquet?

Incomplete a month ago ) . View Conversation
& orderType: Flowers J » &2 Oops I'm encountering a spot of trouble. Please try again ...
& orderflowers £ Do you want to send flowers or a bouquet?

Incomplete a month ago View Conversation
& orderType: Bouguet 22 Oops I'm encountering a spot of trouble. Please try again |...
& orderflowers 22 Do you want to send flowers or a bouquet?

Incomplete a month ago View Conversation
& orderType: Flowers £ Oops I'm encountering a spot of trouble. Please try again |...
& Orderflowers 22 Do you want to send flowers or a bouquet?

Incomplete a month ago View Conversation
& orderType: Bouguet £2 Oops I'm encountering a spot of trouble. Please try again ...

Page 1 (0 of 0 items) E

Select a conversation

ORACLE

Copyright © 2018, Oracle and/or its affiliates. All rights reserved. 20



Unresolved intents

* What phrases were unresolved
— Where the skill has not understood

* Shows the closest possible intent

ORACLE

< Skills » FinancialBot v

@
®

o

59

[y

#  Channels: All Locale: All

Reset to All

Overview Paths Conversations Retrainer Export

Balances
Dispute

Send Money
Track Spending
Transactions

| unresolvedintent

Closest Predictions

Intents

Send Money

2
Intent Count

o
-

Copyright © 2018, Oracle and/or its affiliates. All rights reserved.

Instant Apps Validate Train

Last updated a few seconds ago o/

Last 365 Days V¥

Unresolved Messages

Phrase Score
expenditure on watching movies 0.24
will this allow me buy gifts 0.12

21



< Skills « FinancialBot Y Validate  © Train

9 # Channels: All Locale: All Reset to All Last updated a few seconds ago c
Overview Paths Conversations Retrainer Export Last365Days V¥
Balances o
Closest Predictions Unresolved Messages
= Dispute
Phrase Score
Send Money Balances 3
E‘a expenditure on watching movies 0.24
Track Spending — .
will this allow me buy gifts 0.12
o Transactions o
@ =
[
E
a unresolvedintent Send Money _ 1
@ Track Spending /I:] 1
0 1 2 3 4
f= Intent Count

R Cl_e Copyright © 2018, Oracle and/or its affiliates. All rights reserved. 22




Topic agenda

ORACLE

) Drill down to conversations

Copyright © 2018, Oracle and/or its affiliates. All rights reserved.
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Review paths — Why users are not able to complete

* Insights into conversation path based on

I nt e nt < adtv24hrsflowers_presenter v a rai
# ch : Last updated a few seconds ago
eeeeeeeeeeeee P Cersatons  etriner
. O l Itco m e O e it st sty
lowers v Incomplete rHandler v Frequency Ascending v

— Final state

fcons Legend @ System.DefaultErrorHandler

nnnnnnnnnnnn

* View all or focus on specific intents o o o

— View conversation information - 00000 —~ = -
8 09
* Average states : e

orderType: Bouquet

* Average time
* Conversations ®

ORACLE
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Instant Apps Validate © Train

< adtv24hrsflowers_presenter v

@
o

Last updated a few seconds ago ‘v

# Channels: All Locale: All Reset to All
Overview Inten}s Paths Conversations Retrainer Last90Days V¥
Intent Outcome Final State Sort By

OrderFlowers v Incomplete v System.DefaultErrorHandler v Frequency Ascending v

I

Icons Legend €@

Tip: To zoom in and out, you can click on the path and then press + or - on your keyboard.
: FORORAE " thand RN System.DefaultErrorHandler

k,liv

Abandonments

©0

Timeouts

|
Q4
@ 1 @ Errors

System.DefaultE

f=
5 5 5 5 rrorHandler
.g. Phrases

getUserintent startOrderFlowe initializeCard| setRangeSize checkFlowerBouq
([ ceX LY 4 4 @ orderType: Flowers

orderType: Bouquet

showOrderTypeMe switchOrderType System.DefaultE orderType: Flowers
L rrorHandler orderType: Bouquet

&

Conversations

(3

OR CI_E Copyright © 2018, Oracle and/or its affiliates. All rights reserved.




Root Cause - SwitchOrderType

< adtv24hrsflowers_presenter v Instant Apps ~ Validate @ Train

Q # Channels: All Locale: All Reset to All Last updated a few seconds ago

Overview Intents Paths  Conversations  Retrainer Last90 Days V¥

Q Intent

OrderFlowers

Selected state
path

(g Intent

7 OrderFlowers

‘@

H OrderFlowers
@ OrderFlowers

OrderFlowers

Outcome Sort By Errors

v Incomplete v Latest v

setimageHost, setDiscount, enableAutoTranslation, detectLanguage, checkUserDetectedLanguage, getUserintent, startOrderFlowers, initializeCardindex, setRangeSize, checkFlowerBouquetEntity, showOrderTypeMenu, switchOrderType,

System.DefaultErrorHandler Remove

Outcome Time User Bot
S orderflowers 2 Do you want to send flowers or a bouquet?

Incomplete a month ago ) . View Conversation
& orderType: Flowers J » &2 Oops I'm encountering a spot of trouble. Please try again ...
& orderflowers £ Do you want to send flowers or a bouquet?

Incomplete a month ago View Conversation
& orderType: Bouguet 22 Oops I'm encountering a spot of trouble. Please try again |...
& orderflowers 22 Do you want to send flowers or a bouquet?

Incomplete a month ago View Conversation
& orderType: Flowers £ Oops I'm encountering a spot of trouble. Please try again |...
& Orderflowers 22 Do you want to send flowers or a bouquet?

Incomplete a month ago View Conversation
& orderType: Bouguet £2 Oops I'm encountering a spot of trouble. Please try again ...

Page 1 (0 of 0 items) E

Select a conversation

ORACLE
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= ORACLE' Digital Assistant ? e

Skills = FinancialBot v Validate Train

Q & Channelz: All Locale: All Reset to All Last updated a few seconds ago C
Overview  Intents Conversations  Retrainer  Export Last90 Days ¥
Q Intent Outcome Final State Sort By
All Intents v Select Intent Status v Select end state v Frequency Ascending v

Tip: To zoom in and out, you can click on the path and then press + or - on your keyboard. Icons Legend i ]

7
‘o -
startPaymenss rescveToAccoun cive Fromic 2
@ 3 ot o
@ l O 1 9
askTorccount kPHyErantAmO coPuyment
t
setDate seeAmount seeMerchant snDescripion RnDispre InstantAppOutpe
t
sanBlinces akBalincasAcco printBaknce
untType
Sogn
SartTans s asTanType pentTins
e s

(S 4
©
0 O

OR CI_E Copyright © 2018, Oracle and/or its affiliates. All rights reserved. 27




Conversations summary view

* Skill designer or business can query
a conversation

— Intent E v

me Sort By Errors
Balances Select Intent Status v Latest v
Intent Outcome Time User Skill
— & prey tell me my bank balance R For which account do you want your balance?
Balances Completed 2 days ago View Conversation
@ & accountType: checking R The balance in your checking account (**-**) is §**.**
Q
& What?s my balance R For which account do you want your balance?
_ Balances Completed 23 days ago View Conversation
D a t e & accountType: checking & The balance in your checking account (**-*%) is %%
® For which account do you want your balance?
@ & What's my balance?
Balances Completed 23 days ago R The balance in your credit card account (**-*-+%-+%) s §# View Conversation
& accountType: credit card
@

R Your remaining credit is $*%**

. .
E r ro r CO I I It I O n R For which account do you want your balance?

& what's my balance?
a Balances Completed 23 days ago @ The balance in your credit card account (**-**-*.x%) js §.xx ** View Conversation

* Enables the business user or
developer to locate conversation ., © © O
reported by an end user

— Can view the conversation states

R Your remaining credit is $**.°*

Page 1 of1 (1-40f4items)

untType

(3

— Can view the full conversation

ORACLE

Copyright © 2018, Oracle and/or its affiliates. All rights reserved. 28




< Skills * FinancialBot v Vatdste

Overview  Intents Path Retrainer  Export Last 30 Days V¥

9 Intent Outcome Sort By Errors

Balances v Select Intent Status v Latest v

Intent Outcome Time User Skill

& prey tell me my bank balance & For which account do you want your balance?
Balances Completed 2 days ago View Conversation
@ S accountType: checking &2 The balance in your checking account (**-**) jg §** **
Q@
& What?s my balance & For which account do you want your balance?
Balances Completed 23 days ago View Conversation
u & accountType: checking &2 The balance in your checking account (**-*%) is §****
& For which account do you want your balance?
& What's my balance?
- ?
@ Balances Completed 23 days ago & The balance in your credit card account (**-**-**_¥¥) jg §_x* *x View Conversation
& accountType: credit card
2 vour remaining credit is $**.**
f=
&2 For which account do you want your balance?
Y .
e What's my balance?
ﬂ- Balances Completed 23 days ago & The balance in your credit card account (**-**-**_x*) jg §_xx xx View Conversation
S accountType: credit card
2 vour remaining credit is $**.**

Page 1 of1 (1-4of 4items)

Details for selected conversation

O O

intent startBalances askBalancesAcco printBalance
untType

[ (G 4

ORACLE
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Drilldown — individual messages

< Skills « FinancialBot v

Validate

Overview Intents Paths Conversations Retrainer
6 Intent Outcome
Balances v Select Intent Status
Intent Outcome
Balances Completed
(!
P
a Balances Completed
@ Balances Completed
ﬁ Balances Completed
Details for selected conversation
intent startBalances

>
=

ORACLE

Export

Time

2 days ago

23 days ago

23 days ago

23 days ago

Sort By

Latest

askBalancesAcco

untType

Errors

prey tell me my bank balance

accountType: checking

What?s my balance

accountType: checking

What's my balance?

accountType: credit card

what's my balance?

accountType: credit card

printBalance

Last30 Days V¥

View Conversation

& For which account do you want your balance?
@
2

The balance in your checking account (**-**) is §**.**

For which account do you want your balance?
View Conversat

B B8

The balance in your checking account (**-**) is §****

For which account do you want your balance?

The balance in your credit card account (**-#*-**-%¥) jg §x* xx View Conversation

B8 B B

Your remaining credit is $**.**

For which ac

The balance

B8 B 8

Your remain

4 For which account do you want your balance?
= The balance in your checking account (**-**) is $¥***

Copyright © 2018, Oracle and/or its affiliates. All rights reserved.

prey tell me my bank balance

accountType: checking
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Business user insights and retraining

¢ Ove rVi ew < Skills » eCommerceBot v

g # Channels: All Locale: All Reset to All Last updated a few seconds ago '
 Green are resolved
. 0 . Requests Action Items
[ Ye OW r‘e S O Ve Wi t < I O /0 WwWin = 147 Deflacion rte s 90%. o improve the deflection rate,
1 64 Responded check utterances and retrain ths skill

=c
»e

Total 17

margin (low confidence)
* Red phrases are unresolved

&

warehousehoursAndLocations

ordersstatus

accountissues  productspriceMatch
accountverification  returnsrefundStatus

unresolvedintent membershi
em

orderswhyOrderCancelled

botgoodbye

* Retraining will typically start with the
red phrases

orderscancelOrder . .
membershipmyMembership

arehousepaymentMethods

warehousereceipt returnsrequestAReturn

& Ir @ =

Responded & @

120

o.
100
£ 8
3
S
3 e
2
s
a
g w
L
20
[ 0
September 12,2019 September 13,2019 September 19, 2019
Time in UTC

® responded

L (S 4

Copyright Copyright © 2018, Oracle and/or its affiliates. All rights reserved.



Business user insights and retraining

. Ret ra i n e r < Skills « eCommerceBot v Validate Tain
* Can either add to an existing intent or @ 7 ==riwen e

Overview Retrainer Export

create a new | ntent. P srowmeaternceswhere [l o | orthe otowing are e

Intent v Matches v unresolvedintent

_ _ .
* To create a new intent, click on the + B e RN

Intent Classification

icon to bring up the Create Intent screen « e [+

B accountdmc

X

H > get membership info on free memb... unresolvedintent 9.03 I e B membership..  Select Intent v
memberchin
@ W botgoodbye
Create Intent » W where's myitem? unresolvedintent 295 B VU = ccountissues  ordersstatus v
f__
= W warehouseh...
» are you open on thanks giving? unresolvedintent 7.73 I BRI = sotheio Select Intent v
Name * . & U -

B warehouseh...

» are you open on christmas? unresolvedintent 732 IR B = sotheio Select Intent v

- *
Conversation Name
Page 1 of 1 (1-4 of 4 items) Add Example

Answer *

(=2
p A‘C!“"’“"" Copyright © 2018, Oracle and/or its affiliates. All rights reserved.




ORACLE' Digital Assistant

Skills = FinancialBot v

Q & Channelz: All Locale: All Reset to All
Overview Intents Paths Conversations Export

9 Show me all utterances where m Any of the following are true

Validate

Last updated 2 minutes ago c

t 30

Intent v Matches v unresolvedIntent X
:
g
Intent Classification
@ Utterances Result Win Margin Intents Score Add To Select Intent v
> W Track Spending
u » expenditure on watching movies unresolvedintent 9.48 _— B Send Money Select Intent v
Ralanrec
Select Intent
Beterrees e
> Is this an HCM bot? unresolvedintent 391 I .
B Track Spending Dispute
Fe Send Money
— M Track Spending .
> will this allow me buy gifts unresclvedIntent 5.3 _— - W Balances [T %ndmg
Trancactione Transactions

03

Page 2 of2 (6-8of8items) K < 1

ORACLE

Copyright © 2018, Oracle and/or its affiliates. All rights reserved.
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Some popular short forms or common typographical errors

4 Channels: All Locale: All Reset to All Last updated 2 minutes ago c

Overview Intents Paths Conversations Retrainer Export Last 90 Days V¥

FileComplaint

Closest Predictions Unresolved Messages
OpenFranchise
Phra S
OrderFlowers
Ivedint: 4 get flowerss 0.68
Welcom
iwud like to order fiwrs 0.64
ana £ No Intent ; gift flowers 0.62
unresolvedintent B what does this bot do 0.6
Welcome 1
0 1 2 3 4 5
Intent Count

ORACLE

Copyright © 2018, Oracle and/or its affiliates. All rights reserved.

There are a couple of
messages that catch your
eye because they can help
your skill fulfil its primary
goal even if the customer
input contains typos, slang,
or unconventional

* shorthand: "get
flowerss" (68%)

* "iwud like to order
flwrs." (64%)

34



Topic agenda

ORACLE

) Find root cause of failures

Copyright © 2018, Oracle and/or its affiliates. All rights reserved.
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Drill down — find out error condition and cause

< Skills « AB_CompositeBag v

Instant Apps

Overview Intents

© ©

Intent

OrderPizza

#  Channels: All Locale: All

Paths

Reset to All

Conversations

v

Retrainer

Qutcome

Completed

v

Final State

Select end state v

Tip: To zoom in and out, you can click on the path and then press + or - on your keyboard.

@

O 0 0O

Begin

ORACLE

intent

startOrderPizza

7
resolveEntities
3

resolveEntities

Last updated a

Sort By

Frequency Ascefiding

Icons Legefd @

|

maxError
3 @ 3 ‘
setVariable showPizzaOrder

Copyright © 2018, Oracle and/or its affiliates. All rights reserved.

Conversations marked as
complete but have not
logically concluded with a
positive scenario.

There seems to be a
MaxError state that
indicates the skill failed to
continue.

The resolveEntities have
probably asked user a bunch
of questions and since it is
probably not well designed
user could not continue.
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Review conversation that causes the failure

< Skills « AB_CompositeBag . [isantapps | volete & T L\'hftetﬁ?ytjgenﬁﬁre'gg'acr?fd

herbs as toppings but the
skill kept insisting and then

#  Channels: All Locale: All Reset to All Last updated a few seconds ago

Overview Intents  Paths  Conversations Retrainer

©

Intent Outcome . .
ultimately failed.
OrderPizza v Completed v y
Intent Outcome Time User
Eﬂ & god knows @ please enter DeliveryDate
& today @ Ok you want some herbs! **....
? "
% . . ° o View
OrderPizza Completed 5 minutes ago o= Nopes = OK so no herbs Ok you want... Conversation
& 1said nopes & 0K so no herbs Ok you want...
u & I really said | don't want it & OK lets connect you with so...
OR CI_E Copyright © 2018, Oracle and/or its affiliates. All rights reserved. 37




Review conversation that causes the failure

View Conversation You can drilldown to the
*o*!(g?:g‘g::t some herbs! finest details and see how
. Garlic the skill responded to the
user.

In this case if the user
entered nopes, not
interested, etc. the skill
should skip this step and
gracefully proceed to the
next step.

OK so no herbs Ok you want some herbs!
** Oregano
** Garlic

s B

OK so no herbs Ok you want some herbs!
** Oregano
** Garlic

I really said | don't want it

OK lets connect you with someone to help

Copyright © 2018, Oracle and/or its affiliates. All rights reserved.
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= ORACLE Digital Assistant ? @

. Monitor storage used as you
Settings « Data Management enable insights and skills

Last updated 2 minutes ago Ioggl ng °

 The total storage available.

~= Alerts 107.37 c8 26.52 8 80.8568 296.09 me

Monitor ~ Manage

Last 7 Days Total Used Remaining Average - Last 7 days ..
How much storage is Used? ~ Cumulative Percentage  Data Volume Last 90 Days

Used St

80% | =mmememmsssssssssssssssssssssssssssssssssssssssssssssssssss==========:
[}
o
@
€
S 60% e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e
[
o
o
=
T 40%
=]
£
3
o

20%

 —
@
0%
February 25, 2019 March 4, 2019 March 11, 2019 March 18, 2019 March 25, 2019 April 1, 2019
Time (UTC)

==+ Warning Threshold == Critical Threshold

OR CI_E Copyright © 2018, Oracle and/or its affiliates. All rights reserved. 40




Export & Purge Data

You can export the insights
data by giving a date range.

You can also purge the data
so as to release storage.

Name *

Insights_Export

Date Range *

2019-03-01 ) o 2019-03-31

Settings » Data Management

Last updated a few seconds ago c

Monitor Manage

This will allow you to export insights data to Oracle cloud and purge it from bots storage. Learn more about export and purge.

== Export & Purge

Filter by Name or Created B'Q Filter by Task v Filter by Status v Sort By Run Descending v

Task Name Run Created By Date Range Status Delete
Export ExportFlowers Jan 29, 2019 user Oct 1, 2018 - Oct 15, 20... No Data

Export TestDMCExport Jan 29, 2019 user Jan 1, 2019 - Jan 15, 2019  Export Succeeded x

Page 1 ofl (1-2 of 2 items)

ORACLE
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REST API for BOT Insights Export

* https://docs.oracle.com/en/cloud/paas/digital-

assistant/rest-api/rest-endpoints.html
ORACLG‘HeIp Center Welcome

Home / Cloud / Platform as a Service (PaaS) / Digital Assistant

REST API for Oracle Digital Assistant

ﬁ Introduction (+] -]
About the REST APls All REST End pOI nts

All REST Endpoints
Q B | Sort by [BREETSENETHRN Y B @ Group by API

Q Get Started
Quick Start Insights
end Requests
& SendRequest
Authenticate Use this API to manage jobs to export analytics data that's collected from conversa
4 download the data in CSV files.
Test

Delete Export Task

Use cURL
Status Codes Method: s/ H 313
Path: /management-api/v1l/bots/{botId}/insightExports

© Use Cases
/{exportId}

ORACLE

The REST API for BOT Insights
enables developers to export
data using a REST API

Copyright © 2018, Oracle and/or its affiliates. All rights reserved.
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