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Purpose statement

This document has been created by the Siebel Center of Excellence team for informational purposes only. It aims
to provide valuable insights and guidance on the subject matter while serving as a reference for stakeholders.
This document does not constitute a binding agreement or official policy.

Disclaimer

This document in any form, software or printed matter, contains proprietary information that is the exclusive
property of Oracle. Your access to and use of this confidential material is subject to the terms and conditions of
your Oracle software license and service agreement, which has been executed and with which you agree to
comply. This document and information contained herein may not be disclosed, copied, reproduced or
distributed to anyone outside Oracle without prior written consent of Oracle. This document is not part of your
license agreement nor can it be incorporated into any contractual agreement with Oracle or its subsidiaries or
affiliates.

This document is for informational purposes only and is intended solely to assist you in planning for the
implementation and upgrade of the product features described. 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,
timing, and pricing of any features or functionality described in this document remains at the sole discretion of
Oracle. Due to the nature of the product architecture, it may not be possible to safely include all features
described in this document without risking significant destabilization of the code.
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Summary

Siemens operates two global call centers, one staffed by agents who speak only German and the other by agents
proficient in Spanish. The company receives email communications from customers in various languages. To
facilitate seamless communication with its global customer base, Siemens may employ external tools to translate
incoming language text into either German or Spanish, enabling their agents to assist customers more effectively.
However, Siemens recognizes the need for a more integrated solution and seeks to integrate Al-powered translation
capabilities that can seamlessly translate incoming email communications during real-time conversations.
Specifically, the company wants to enable the automatic translation of incoming language text to either Spanish or
German, depending on the agent's native language, thereby ensuring optimal customer support and minimizing
linguistic barriers.

Overview

Siemens, headquartered in Munich, Germany, was founded in 1847 by Werner von Siemens and has evolved into
one of the world's largest industrial manufacturing companies. With a presence across various industries, Siemens
offers products and services primarily related to electrification, automation, and digitalization. As a leading player
in engineering, technology, and innovation, Siemens emphasizes merging the physical and digital worlds to
optimize numerous industries.

Siebel CRM is a widely used customer relationship management solution, renowned for its robustness in managing
large enterprise needs for customer relationships, sales, marketing, and customer service operations. Specifically,
Siebel CRM is popular in industries such as telecommunications, financial services, and life sciences, where handling
complex customer data and workflows is crucial.

Siebel CRM can integrate with Oracle's Al and analytics tools, enabling organizations to leverage predictive analytics
and advanced customer insights. This integration empowers businesses to make data-driven decisions and
improve their customer engagement strategies.

Siebel Call Center applications facilitate seamless email communication through the "My Communications" screen,
where logged-in users can access, receive, and send emails. When configured with SMTP settings, agents can
manage their communications directly within Siebel, enhancing efficiency by keeping customer interactions in one
place. In a globally deployed Siebel application, customers may communicate in various languages, presenting
challenges for agents who may not be proficient in all those languages.

Challenges in Multilingual Communication

For agents in global customer service centers, receiving emails in multiple languages poses several difficulties.
Language barriers can lead to delays, misunderstandings, and reduced customer satisfaction. While global reach
is essential, ensuring that agents can efficiently communicate with customers worldwide is a priority. Without
built-in language translation, agents might need to rely on external tools, disrupting workflow and potentially
compromising security and accuracy.
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Solution: Siebel Al-Powered Email Translation

Siebel’s Al capabilities present a powerful solution for this multilingual challenge. Leveraging Al-driven
translation, Siebel can automatically translate incoming emails into the agent's preferred language upon receipt.
This translation process is seamless and immediate, allowing agents to read andrespond to messages in their
native language, enhancing productivity and customer engagement.

The Al functionality is two-fold:
¢ Incoming Translation: When an agent receives an email in a foreign language, Siebel Al translates it to
the agent's language, ensuring quick comprehension.

e Outgoing Translation: When an agent composes a reply, it is initially written in their language. Once the
agent clicks "send," Siebel Al translates the response into the customer’s original language, ensuring clear
and effective communication.

Benefits of Al-Driven Multilingual Support

¢ Enhanced Efficiency: Agents can quickly understand and respond to messages without external
translation tools.

¢ Improved Customer Satisfaction: Personalized communication in the customer's native language
creates a more positive experience.

e Consistent Service Quality: Al translation helps agents deliver accurate responses across languages,
maintaining high standards of service.

e Streamlined Workflow: With built-in translation, agents can remain within the Siebel environment,
maintaining a more secure and cohesive workflow.

Conclusion

The integration of Al-driven email translation within Siebel Call Center applications represents a leap forward in
global customer service capabilities. By translating messages into the agent's and customer’s respective
languages, Siebel enables efficient, clear, and personalized communication across borders. Embracing this Al
functionality empowers customer service teams to overcome language barriers, enhancing both agent
productivity and customer satisfaction in multilingual environments.
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