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This document highlights the major changes for Release 17.0 of Oracle Retail Customer
Engagement.

Overview

Oracle Retail Customer Engagement is a comprehensive, web-based, direct-marketing
application designed for today’s fast-paced retail environment, and consists of the
following:

= Customer Management and Segmentation Foundation: A required module that
maintains and serves all customer-related information. In addition to managing
core customer data, the service includes support for strategies that are based on
in-store clienteling and gift registry.

* Campaign and Deal Management: Delivers promotional offers to transaction
systems, drives execution, and performs analysis. It has a more operational focus
and is considered complementary to solutions like Responsys or Eloqua, which
are dedicated to orchestrating marketing communication campaigns. The service
supports offer management, couponing, list targeting, and performance analysis.

* Loyalty and Awards: A leading points-based loyalty platform. It can be quickly
configured to support program concepts from simple punch-card frequency
programs to highly sophisticated programs involving a variety of earning
opportunities, as well as recognition levels like gold, silver, and bronze. In
addition to the management of points, the platform manages awards in the form
of stored value or discounts on merchandise.

=  Gift Cards: A highly evolved stored value solution. It features a sophisticated
back-office user experience and supports global operations with cross-currency
management and cross-channel delivery and fulfillment.

Hardware and Software Requirements

See the Oracle Retail Customer Engagement Installation Guide for the hardware and software
requirements.

Browser Requirements

Connecting to Customer Engagement requires one of the following web browsers:
= Internet Explorer 9, 10, and 11
= Firefox 38 or higher




Functional Enhancements

The functional enhancements below are included in this release. For more information,
see the Oracle Retail Customer Engagement User Guide in the Customer Engagement 17.0
documentation set.

Awards and Points Transfer

Occasionally a loyalty member may want to transfer or gift earned points, or the owner
of an awards account may want to transfer or gift awards. In previous versions, this
would have required multiple separate transactions. Release 17.0 streams these options
into services that are integrated into the account administration console. A customer
service representative can now identify the source and the target account on a single
screen, and initiate and confirm a points or awards transfer. The transfer is recorded in
each of the affected accounts. This event can now trigger an email or SMS notification
sent through the Oracle Marketing Cloud’s Responsys platform.

Integration with Oracle Marketing Cloud

With the delivery of the points/awards transfer capability through the account
administration U, the platform now initiates confirmation emails automatically to both
the account holder of the source and the target account. Users have the ability to
configure the specific content that will be sent. The event trigger includes key data to
drive message personalization, customer engagement, and brand loyalty.

Integration with Oracle Retail Customer Insights

The integration with Oracle Retail Customer Insights (ORCI) is about turning valuable
customer data into actionable strategic insights. The development effort in Release 17.0
publishes loyalty and award activity data ‘owned” by ORCE in a format that is readily
consumable by ORCI. The ORCI solution also features loyalty dashboards that are
specifically designed to work with data from ORCE, and enables users to easily track
loyalty program performance against best-practice KPI's.

File Transfer Management

In order to protect important data and to preserve system integrity, access to the
underlying environments is strictly controlled. With Release 17.0, investments have been
made to more reliably provide users with access to data exported from the system, and to
more easily monitor batch files that are being posted into the system. Administrators can
now schedule jobs that pull files from an inbound SFTP server. ORCE'’s existing job
management framework provides easy monitoring. In addition, a dashboard is being
introduced that summarizes file processing (volume and performance) by data type and
aggregates it daily, weekly, monthly, and annually.

In Release 17.0, all exported data is encrypted and stored centrally in the database. As
normal, the customer can download the files directly as needed by clicking on the link in
the job detail record. If/when transfers are required to support systems integration, the
outbound transfer utilities (by type) regularly push files to the designated outbound
folders on the SFTP server.




This release also includes the option to schedule an email notification summarizing file
processing activity.

Note Security

In Release 17.0, notes management is extended with new features. Users can now apply
security features to notes so they can be designated ‘public’ or ‘private’. ‘Public’ means
the note(s) will be accessible to any associate who has access to the customer’s record as
per customer data security rules. ‘Private’ means the note will only be accessible to the
author and/or the system administrator. Notes can also be deleted. These capabilities are
fully integrated into the API layer to better support integrated clienteling or customer
service applications.

Issue Loyalty Points for Non-Transactional Activity

Loyalty points can now be awarded to a customer for activities other than transactions.
For example, you can now create engagement rules to award points to a customer for
watching a video or participating in social media. Marketing engagement rules can be
defined with location and segment as eligibility criteria. A new version of the Loyalty
web service APl is available to communicate rules to integrating systems.

Rebuild Category Totals

A new scheduled job enables you to rebuild the records in the
CST_DEPARTMENT_TOTALS table. Data from the last three years can be rebuilt.

Batch Process Tracking

The UI now provides an administrative user with the ability to review batch process
activity. The user can view summaries for each batch process type, broken out into daily,
weekly, and monthly totals. The Ul also indicates the total number of successful and
unsuccessful records processed for each batch type, the number of warnings, and the
average processing time for each within the time period.

Technical Enhancements

The technical enhancements described below are included in this release.

Currency Conversion for Customer Period Totals

In an effort to more fully support internationalization requirements, the
retrieveCustomer method has been extended. The requesting system can now include a
‘requesting currency code’. When that currency differs from the defined ‘base currency’,
ORCE automatically converts Life-to-Date and Year-to-Date values (i.e. Sales, Returns)
into the local currency.

Define Attributes through Web Service

Release 17.0 adds the ability to create attributes through the Attribute web service APIL
This API now allows systems to create new attribute groups and define the attributes
belonging to the group, providing a streamlined approach for managing attributes used
in multiple systems.




Delete Segments through Web Service

Added the ability to delete segments through the Segments web service API, providing a
streamlined option for segment management.

Define Customer Lookup Parameters

In order to enhance performance of customer lookup requests, Release 17.0 adds new
configuration properties to define the minimum lengths of certain search criteria. For
example, to prevent inefficient response processing that would yield an excessive
number of matching customers, you can require a length of six positions when searching
based on email address. The search criteria whose minimum lengths you can define are
last name, phone number, postal code, and email address.

Integration Enhancements

Loyalty Activity History Import

Added a new job to import loyalty activity history from an integrating system.

Customer Activity Sync

Added a new job to export customer activity records to a marketing system such as
Responsys.

Loyalty Exports

Added new jobs to export loyalty data to a BI/Analytics system such as Retail Insights.
Exported data includes loyalty programs, loyalty accounts, loyalty transactions, and
loyalty award transactions.

Task Management Enhancements

The getTaskList web service request message now provides the option to limit the page
size of the response, controlling the number of tasks returned. A new configuration
property defines the default.

Related Documentation

For more information, see the following documents in the Oracle Retail Customer
Engagement 17.0 documentation set:

m  Oracle Retail Customer Engagement User Guide

m  Oracle Retail Customer Engagement Implementation Guide (Doc ID 1994453.1)
m  Oracle Retail Customer Engagement Installation Guide (Doc ID 1994453.1)

m  Oracle Retail Customer Engagement Administration Guide (Doc 1D 1994453.1)

m  Oracle Retail Customer Engagement Batch Processing & Web Services Guide (Doc ID
1994453.1)




Supplemental Training on My Oracle Support

Transfer of Information (TOI) Material (Doc ID 732026.1)

For applicable products, online training is available to Oracle supported customers.
These online courses provide release-specific product knowledge that enables your
functional and technical teams to plan, implement and/or upgrade and support Oracle
Retail applications effectively and efficiently.

Oracle Retail Learning Subscriptions at Oracle University

The Oracle Retail Learning Subscription is a digital training solution for anyone on your
team seeking training on Oracle Retail Products. With the learning subscription you get
the key elements of an effective learning program and the conveniences of a digital
format, making this training unmatched in the industry.

You get modern learning at its best, such as:

= 12 months of 24/7 access to a comprehensive set of high quality videos delivered by
Oracle experts.

* Detailed coverage and step-by-step demonstrations.
*  Periodic updates for new features and product enhancements.
= Flexibility to search, access and learn about specific topics of interest.

The learning subscription enables current users to continually refresh and upgrade their
product skills. It also enables new employees with a self-paced learning guide to help
them quickly become proficient on Oracle Retail Products.

For training opportunities, see the following web site:

http://www.oracle.com/education

Documentation Accessibility

Our goal is to make Oracle products, services, and supporting documentation accessible
to all users, including users that are disabled. To that end, our documentation includes
features that make information available to users of assistive technology. This
documentation is available in HTML format, and contains markup to facilitate access by
the disabled community. Accessibility standards will continue to evolve over time, and
Oracle is actively engaged with other market-leading technology vendors to address
technical obstacles so that our documentation can be accessible to all of our customers.
For information about Oracle's commitment to accessibility, visit the Oracle Accessibility

Program website at
http://www.oracle.com/pls/topic/lookup?ctx=acc&id=docacc.

Accessibility of Code Examples in Documentation

Screen readers may not always correctly read the code examples in this document. The
conventions for writing code require that closing braces should appear on an otherwise
empty line; however, some screen readers may not always read a line of text that consists
solely of a bracket or brace.



http://www.oracle.com/education

Accessibility of Links to External Web Sites in Documentation

This documentation may contain links to Web sites of other companies or organizations
that Oracle does not own or control. Oracle neither evaluates nor makes any
representations regarding the accessibility of these Web sites.

Access to Oracle Support

Oracle customers have access to electronic support through My Oracle Support. For
information, visit
http://www.oracle.com/pls/topic/lookup?ctx=acc&id=info or visit
http://www.oracle.com/pls/topic/lookup?ctx=acc&id=trs if you are
hearing impaired.
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Value-Added Reseller (VAR) Language
Oracle Retail VAR Applications

The following restrictions and provisions only apply to the programs referred to in this section and licensed to you. You acknowledge that the
programs may contain third party software (VAR applications) licensed to Oracle. Depending upon your product and its version number, the VAR
applications may include:

(i) the MicroStrategy Components developed and licensed by MicroStrategy Services Corporation (MicroStrategy) of McLean, Virginia to Oracle and
imbedded in the MicroStrategy for Oracle Retail Data Warehouse and MicroStrategy for Oracle Retail Planning & Optimization applications.

(i) the Wavelink component developed and licensed by Wavelink Corporation (Wavelink) of Kirkland, Washington, to Oracle and imbedded in Oracle
Retail Mobile Store Inventory Management.

(iii) the software component known as Access Via™ licensed by Access Via of Seattle, Washington, and imbedded in Oracle Retail Signs and
Oracle Retail Labels and Tags.

(iv) the software component known as Adobe Flex™ licensed by Adobe Systems Incorporated of San Jose, California, and imbedded in Oracle
Retail Promotion Planning & Optimization application.

You acknowledge and confirm that Oracle grants you use of only the object code of the VAR Applications. Oracle will not deliver source code to the
VAR Applications to you. Notwithstanding any other term or condition of the agreement and this ordering document, you shall not cause or permit
alteration of any VAR Applications. For purposes of this section, "alteration" refers to all alterations, translations, upgrades, enhancements,
customizations or modifications of all or any portion of the VAR Applications including all reconfigurations, reassembly or reverse assembly, re-
engineering or reverse engineering and recompilations or reverse compilations of the VAR Applications or any derivatives of the VAR Applications.
You acknowledge that it shall be a breach of the agreement to utilize the relationship, and/or confidential information of the VAR Applications for
purposes of competitive discovery.

The VAR Applications contain trade secrets of Oracle and Oracle's licensors and Customer shall not attempt, cause, or permit the alteration,
decompilation, reverse engineering, disassembly or other reduction of the VAR Applications to a human perceivable form. Oracle reserves the right
to replace, with functional equivalent software, any of the VAR Applications in future releases of the applicable program.
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