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i

Preface

Preface
This preface introduces information sources that can help you use the application and this guide.

Oracle Applications Guides
To find guides for Oracle Applications, go to the Oracle Help Center at http://docs.oracle.com/.

Documentation Accessibility
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.

Comments and Suggestions
If you find an error or want to suggest enhancements to our documentation, please take one of the following surveys:

• For web-based user guide, http://documentation.custhelp.com/ci/documents/detail/5/4/12.

• For tutorials, http://documentation.custhelp.com/ci/documents/detail/5/3/12.

Thank you for helping us improve our documentation.

http://docs.oracle.com/
http://www.oracle.com/pls/topic/lookup?ctx=acc&id=docacc
http://www.oracle.com/pls/topic/lookup?ctx=acc&id=docacc
http://documentation.custhelp.com/ci/documents/detail/5/4/12
http://documentation.custhelp.com/ci/documents/detail/5/3/12
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1 Authoring Content
Authoring Content

Types of Articles
You define the types of articles in your knowledge base by defining the Content Types which contain the articles. You
determine what Content Types need to be defined based upon the needs of your organization.

However, if you have an existing knowledge base and you would like to migrate that content into a knowledge base, you
must create specific Content Types for that content to migrate to.

Before you migrate your knowledge base, create the following Content Types:

• FAQ - These answers represent frequently asked questions.

• KCS - These answers represent similar content from KSC articles.

• Manual - These answers represent application manuals.

• HTML - These answers represent HTML content. You create an HTML article by entering text in the Summary,
Question, and Answer fields on the Add Content page.

• URL - These answers represent URLs to external content. You create a URL article by entering the URL of the
document that is to be the answer source for the given question in the URL field of the Add Content page. The
URL must be to one specific page and not to a page containing links to additional sources or external collections.
It is also important to enter a descriptive Summary and Question as Knowledge Advanced uses the information in
these two fields when conducting internal searches for documents. For customer searches, Knowledge Advanced
also indexes the destination URL so it can be searched.

• Attachment - These answers represent standalone documents attached to the answer. You create an attachment
article, select the attachment to use from the Attachment link on the Add Content page.

Creating and Editing Articles
You add, modify, and remove content using the Authoring features of Knowledge Advanced. The basic units of content in
Knowledge Advanced are articles. You work with content in Knowledge Advanced by creating and maintaining articles.

This section discusses the following topics:

• Creating an Article

• About Listing Articles

• About Displaying Details for an Article

For information on what types of articles can be created, see Types of Articles.
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Creating an Article
You add content to your knowledge base by creating a new article in the appropriate content type and entering required
and optional information. An article is analogous to an individual document of a particular type, such as a product FAQ or
a solution to a customer incident.

This section discusses the following tasks:

• To learn what information you enter to create an article, see Entering Data into Article Fields.

• To learn how to edit an existing article, see Editing Article Content.

• To learn how to adjust article properties, such as publishing options, see Modifying Article Properties.

Note: Knowledge Advanced does not automatically save data as you edit fields. You must explicitly save
your work using the Save and Continue Editing option provided on the edit pages. If you select a different
task or navigate to another page prior to saving your work, you will lose any unsaved data.

Adding an Article to the Knowledge Base
To add an article:

1. Select Add for the type of content you want to add.

Knowledge Advanced displays the Add Content page for the selected content type.

The Add Content page displays various required and optional form fields, which are determined by the types
of articles that you can create, also known as the content type definition.

Note: Administrators define content types as part of the Knowledge Advanced administration process.

2. Enter the required and optional information. Red asterisks (*) indicate required fields. If you omit required
information, Knowledge Advanced displays an error message. For complete information about required and
optional fields for various types of articles, see Entering Data into Article Fields.

3. Select Save Document. If your administrator has not enabled workflow on the content type, you can
optionally select Save and Publish Document to publish the article. If you need to add to this article later
before you publish, select Save and Continue Editing then you can navigate away from the page or select
Cancel and your work is saved.

Adding Images to Articles
To add images to articles:

1. Select the Finder button on the Editor ribbon.

2. Locate the image file you want to add to the article and select OK.

The image file uploads to the server.

3. Place the cursor in the article text where you want to insert the uploaded image.

4. Select the Image button on the Editor ribbon.

5. Locate and select the uploaded image file and click OK.

6. Save the article.
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You can modify the image size or add and remove borders from the image either when you insert the image originally or
later by editing the article.

Entering Data into Article Fields
You add an article by entering required and optional information as determined by the type of article you choose to add.
This section describes how you:

• About Content Fields

• About View Selections

• About Selecting Categories

• About Selecting a Product

• About Selecting User Groups

• About Publishing Options

About Content Fields
The following table describes the required fields and explains what content types use each fields:

Content Type Description

Title Title is a required field for all article types in which you enter a descriptive title of the article. This
field is used as the Master Identifier for the article, so it appears in the Master Identifier column in
the content list. This field is required for all article types.

Content Content is a generic required field for article content. It is required only for content types that do not
have a specified field for article content. For example, an FAQ article might have a required field
labeled Answer and would not have the Content field.

Question Question is a required for the FAQ content type field in which you enter the question that this
article answers.

URL URL is a required field for URL answer content types.

Attachment The Attachment field is a required field for Attachment content type answers. Select Attachment
and navigate to the attachment you want to include.

Answer Answer is a required field in which you enter the main contents of FAQ, KCS, and HTML articles
using a rich text editor. The Answer field contains text formatting functions which you can use
to add inline formatting to the content. This formatting is independent of, and intended to be
complimentary to, any formatting that the Customer Portal imposes on the content.

Note: As noted above, only certain fields are available in any single content type. Similarly, the available editing
and formatting functions are specified in the content type definition on an individual field basis.

You can include a link to another knowledge base answer. To add an answer link:
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1. Select text in the article to provide a placement anchor for the link.

If you do not select text, you must enter anchor text when you create the link.

2. Click the Insert/Edit Answer Link button on the editor toolbar.

You can also right-click on the selected text and select Create Answer Link from the menu.

Knowledge Advanced displays the Answer Link window.

3. Enter the article answer ID in the Answer ID field.

4. Enter text in the Anchor Text field, if no text was previously selected.

If you selected text, that text defaults into the Anchor Text field.

5. Enter the article title in the Title field to provide hover text for the link.

6. Click OK.

About View Selections
The Repository View Selection field enables you to select the views through which the article can be accessed on Agent
Desktop and Customer Portal. A user without the corresponding views cannot access the article. Select the view or views
for which you want to allow user access.

How Views Work
Selecting a view higher up in the hierarchy excludes users assigned to the views lower in the hierarchy from accessing
the article. Consider the following view hierarchy:

 
In this example, users assigned either the demo or the General view can access the article. In contrast, if you select only
the demo view for the article, then only users assigned the demo view can access the article.

 

About Selecting Categories
Select content category or categories and sub-categories to associate with this article. For example, you could specify
that this article is relevant to the Billing or Services categories, or any number of their sub-categories.

If there are more than 100 categories, you will see a search box you can use to locate a subset of the categories.

Note: Unlike the View Selection described above, selecting a category automatically includes any subcategories.
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About Selecting a Product
Select content product or products and sub-products (usually, specific models) to associate with this article. For example,
you could specify that this article is relevant to the Mobile Phones or Laptops, or any number of their sub-products.

If there are more than 100 categories, you will see a search box you can use to locate a subset of the categories.

About Selecting User Groups
Select which user groups can view the article in Customer Portal.

If there are more than 100 user groups, use the search box to locate a subset of the user groups.

About Publishing Options
The Publishing Options fields specify valid publication dates for the article, for example:

 
This article would start displaying on April 23, 2015 and then display for an indefinite amount of time.

Option Description

Display On Specifies the initial date and time that the article will be available to web site users.
Knowledge Advanced uses the current date and time as the default. You can create
a article to publish at a later date by editing the current version and changing the
Display On date. This creates a new minor version of the article. The Remove After
date for the previous version should be adjusted accordingly.

Remove After Specifies the final date and time that the article will be available to web site users;
however the article will still remain in the repository and can be re-activated by
changing the publishing dates.

Display Position Specifies how this article should be displayed on the page.

Knowledge Advanced contains a setting for default number of days, which sets the expiration date for an article relative to
its creation date.

Editing Article Content
To edit an article:

1. Select the article of interest from a list, a task list, or a list of search results.

The content Preview page appears.
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2. On the Preview page, select Content Properties  -  Edit.

Knowledge Advanced displays the various required and optional form fields, which are determined by the
Content Type definition. See Entering Data into Article Fields for information on adding data to an article.

3. Enter the edits.

Knowledge Advanced does not automatically save data as you edit fields. You must explicitly save your work
using the Save option provided on the edit pages. If you select a different task or navigate to another page
prior to saving your work, you will lose any unsaved data.

4. Select Save Document. If your administrator has not enabled workflow on the Content Type, you can
optionally select Save and Publish Document to publish the article. If you need to add to this article later
before you publish, select Save and Continue Editing then you can navigate away from the page or select
Cancel and your work is saved.

When you save a modified article, Knowledge Advanced displays the preview page, which you can use to review the
article and submit it for approval or publication, depending on your user role and the defined workflow.

Modifying Article Properties
You modify existing articles by locating an article, editing the article, and saving your changes.

When you save a modified article, Knowledge Advanced displays the preview page as described in Reviewing Content,
which you can use to review the article and submit it for approval or publication, depending on your user role and the
defined workflow.

Note: Knowledge Advanced does not save data automatically as you edit fields. You must explicitly save your
work using the Save option provided on the edit pages. If you select a different task or navigate to another page
prior to saving your work, you will lose any unsaved data.

To modify article properties:

1. Select the article of interest from a list, a task list, or a list of search results.

The content Preview page appears.

2. From the Content Properties pane of the Preview page, select Edit.

Knowledge Advanced displays the Edit Content page.

The Edit Content page displays the various required and optional form fields, which are determined by the
Content Type definition. See Entering Data into Article Fields for an example of adding information to an
article.

3. Enter the required and optional information.

4. Select Save Document. If your administrator has not enabled workflow on the Content Type, you can
optionally select Save and Publish Document to publish the article. If you need to add to this article sometime
before you publish, optionally select Save and Continue Editing to navigate away from the page, or select
Cancel and your work is saved.

Knowledge Advanced displays a preview of the article.
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About Listing Articles
You can list all of the articles that are available to your user role within a selected Content Type using the List option.
Knowledge Advanced lists articles using the value of one or more fields specified in the Content Type definition. Articles
are listed by their master identifiers.

For each article, Knowledge Advanced lists summary information. You can sort the list by various criteria in either
ascending or descending order.

If the number of articles exceeds the capacity of the initial page, Knowledge Advanced provides links to subsequent
pages.

About Filtering Display Lists
Personalized list filters enable you to filter lists to quickly identify articles that meet common criteria. For example, you
can quickly see all articles you last modified, or your articles at a specified point in a workflow. You can use the following
filters:

Your Document Filters All Document Filters

• My documents • All documents

• My master documents • All master documents

• My translated documents • All translated documents

• My published documents • All published documents

• My pending documents • All pending documents

• My expired documents • All expired documents

• My unpublished documents • All unpublished documents

• Documents I last modified • Documents needing translation

Sort by Criteria
You can sort lists by selecting the column head you want to sort by or, select the sort criteria from the menu. The following
additional criteria are available from the menu:

• End Date

• Start Date

• Date Added
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About Displaying Details for an Article
Knowledge Advanced displays the preview page when:

• You save a new or modified article.

• You select an article as part of a workflow approval process.

The example preview page displays the following information about the article:

• The content section.

• The Content Data section.

• The Workflow section (if applicable).

The preview screen does not format the content as it will be displayed in the Customer Portal. The formatting in the
Customer Portal is controlled by presentation templates.

Knowledge Advanced also displays the preview page when you select the article as part of a content approval step within
a workflow process.

Task Details
When an article is in a step in a workflow, the Task Details section appears in the article preview page for users assigned
the workflow task.

The following table lists the task details attributes.

Attribute Description

Task Type This field displays the type of task.

Status This field displays the current status of the article, such as Open, Pending, or Closed.

Assigned to This field displays the name of the user to which the current workflow task is assigned.
A user with the proper permissions can click on the named user to access the Task
Assignment page and assign the task to another user.

When assigning a workflow task to a user, only users with permission to perform the
particular workflow task appear in the User drop-down menu in the Task Assignment page.
Contact your Knowledge Advanced administrator if your are unable to assign the task to the
correct user.

On Date and time the task was assigned to the user.

Priority The priority (None, Low, Medium, or High) given to the task by the user who assigned the
task.

Modify Assignment Select to access the Task Assignment page and assign the task to another user.
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Attribute Description

Return Select to go back to the previous page.

About the Content Data Section of the Preview Page
The Content Data section of the preview page is divided into tabs that display the following attributes:

Option Description

Properties View the properties of the article. See Content Properties Attributes for
more information.

Info View or modify the authoring information associated with the article. See
Content Info Attributes for more information.

User Group Preview View or modify the user groups associated with the article. See User
Group Preview Attributes for more information.

Feedback View or modify the comments associated with the article. See Content
Feedback Attributes for more information.

Links View or modify the and case links associated with the article. See About
Links Attributes for more information.

Content Properties Attributes
Select the Properties tab to view the properties of the article, or to check out or modify the article.

The following table lists the Properties tab attributes.

Attributes Description

Displayed Displays the current version level of the article.

Live Displays the level of the published version of this article, if applicable.

Master Locale Displays the original language used to author the article.

Document ID Displays the document ID of the article.

Answer ID Displays the answer ID of the article.

Categories Displays the category or categories assigned to this article.
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Attributes Description

Products Displays the product or products assigned to this article.

Valid Display Dates Displays the dates between which this article is available for publishing. Knowledge
Advanced administrator can set an optional default number of days that an article is valid,
which automatically sets the end date relative to the initial publishing date for the article.

Content authors and editors can be override the default by specifying explicit publishing date
attributes for individual articles.

Articles that have no default or explicit publishing dates will never expire.

Views Lists any views to which this article is assigned. Knowledge Advanced administrator assigns
content to views on the basis of the Content Type definition. See Views for more information
about views.

User Groups Lists the groups associated with the article.

Display Position Displays the display position assigned to the article.

Edit Document Select to edit the article, as described in Editing Article Content.

Unpublish this Version Select to add or edit the article meta data. The meta data will appear in the content preview
page but not in the content displayed in the Customer Portal.

Check Out Select to lock the article and prohibit other users from editing the article.

Done Select when finished to return to the previous Knowledge Advanced page.

Content Info Attributes
Click the Info tab to view or modify the authoring information associated with the article.

The following table lists the content info attributes.

Attribute Description

Owner Displays the original author of the article. Select Change to change the
article owner.

Created Displays the date the article was created.

Last Modified Displays the user and date for the last update to the article. Select History
to view each edit made to the document.

Review Date Displays the review date, if set in the article.
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Attribute Description

Compare Versions Select to display the differences between the current version of the article
and a previous version. The differences between the articles are displayed
as editorial deletes and inserts.

Side by Side View Select to compare selected versions of an article, side-by-side.

User Group Preview Attributes
Click the User Group tab to view the properties of the article, or to check out or modify the article.

The following table lists the user group attributes.

Attributes Description

User Groups Lists the groups associated with the article.

Preview Displays a preview of the article.

Content Feedback Attributes
Click the Feedback tab to view or modify comments and case links associated with the article.

The following table lists the feedback attributes.

Attribute Description

Recommendations Select Add Recommendation to access the Manage Content
Recommendations page to enter Title, Text and Case Number for your
recommendation.

Ratings Displays all of the ratings received for each version of this article. Select
Rating Details to view more detailed information about the ratings or Rate
this Document to enter your own rating.

Discussion Board Displays the link to the discussion board for this article.

About Links Attributes
Click the Links tab to view the properties of the article, or to check out or modify the article.
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The following table lists the links attributes.

Attributes Description

Case Links Lists the cases associated with the article.

Reuse Count

Document Value

Manage Case Links

Learned Links List links added by the machine learning process.
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2 Performing and Managing Tasks
Performing and Managing Tasks

About Task Management
The Knowledge Advanced Task Management facility automatically generates tasks based on configured workflow
processes and content life cycle events, such as content translation. Task Management notifies users of tasks based on
the user roles, privileges, and notification configuration defined for your application.

For example, your organization defines a workflow for FAQs that contains steps to create, edit, review, and publish. When
a user creates and saves a new FAQ, Task Manager automatically creates a task for the next step, which in this example
is Edit. Then, any users who have edit privileges for the FAQ Content Type see the new edit task in their Available Tasks
list.

Actions
Knowledge Advanced defines two types of tasks: Actions and Notifications.

Actions tasks are assigned to and performed by users. Knowledge Advanced notifies users about action tasks based on
the workflow process steps that are specified in their assigned security roles.

Action Task Description

WorkFlow These tasks are created when articles progress through a defined
workflow process prior to publication.

Translation These tasks are created when an authorized user or process determines
that an article requires translation. You must submit separate translation
requests for every locale. Authoring generates a task for each request.

Content Review These tasks are created when an authorized user or process determines
that an article needs to be reviewed. The review process is not tied to a
workflow process.

Recommendation These tasks are created when an authorized user or recommendation
form requests a new article in the content type.

Survey Answer These tasks are created when a survey response record is created within
a content type. Knowledge Advanced sends an email to users who are
authorized to see the results of a form and have expressed an interest in
the survey answers in their user profiles.
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About Task Fields
The Tasks screen displays the following information for each task:

Field Description

Age This field displays the age of the task, or how old the task is. Select the
link in this column to display the Task History page, where you can assign
the task by selecting the Assign Task link.

Details This field displays the master identifier for the task item; for articles, this is
the title. Select this field to view details for the task, such as its status or
whether it is assigned.

Type This field displays the type of task. Authorized users can sort the task list
by Type, and filter the task list by a selected task type.

Priority This field displays the priority assigned to the task. Priorities are None,
Low, Medium, or High.

Assigning Tasks
Authorized users can assign available tasks to themselves and other users from the Tasks screen.

Assigning a Task to Yourself
To assign a task to yourself:

1. Select the task in the Details column from the list of available tasks (tasks not assigned to you). The
Management Console displays the appropriate page for the selected task type.

2. Select Assign to me in the Task Details portlet.

Reassigning Tasks
To assign a task to another user:

1. Select the task in the Details column.

The Management Console displays the appropriate page for the selected task type.

2. Select Task Details - Modify Assignment.

The Management Console displays the Task Assignment screen for the selected task type.

3. From the User drop-down list, select the user to assign the task to.

4. From the Priority drop-down list, select the task priority.
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5. Select Assign Tasks.

Performing Tasks
You can perform tasks that are assigned to you, or for which you are eligible, by selecting the task on the Task tab. When
you select a task, Knowledge Advanced displays the appropriate functional page.

Note: If you perform an action that satisfies a task from another area of Knowledge Advanced, for example, editing
an article from a Search results list, Knowledge Advanced updates the task manager just as if you had performed
the task by selecting it from the Task tab.

1. From the list of tasks, select the task in the Age or Details column.

Knowledge Advanced displays the Task History page for the selected task.

2. Complete the task, and then select one of the following:

# Create content record. Creates a content for this task.
# Reject with selected status. Select a status from the drop-down menu to reject this task.
# Cancel. Cancels any action and returns you to the previous page.

Alternatively, if you do not complete the task, you can choose one of these actions:

# Assign to me. This changes the task assignment to the current user.
# Modify Assignment. Reassign the task to a different user.
# Return. Returns you to the previous page. If you have any unsaved actions, you are prompted to

save or cancel.

After you complete the task, Knowledge Advanced closes it. Closed tasks remain in the task list.

About Filtering the Task List
Filters enable you to view a specific subset of tasks from the Task list. You can use the filters to view:

• Tasks for specific users

• Tasks that are assigned or unassigned

• Only open (or closed) tasks

• Tasks in specific views, channels, or locales

These filters appear at the top of the screen:

Filter Description

User Use this filter to select a user from the list to view the user’s assigned
tasks. This filter displays only to users who have privileges to view tasks
for other users.
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Filter Description

Assignments Use this filter to view assigned or available tasks. Select Assigned to list
only the tasks assigned to the specified user. Select Unassigned to list
only the tasks available to the specified user.

Views Use this filter to select a view that list the tasks associated with the articles
in that view.

Content Types Use this filter to select a content type that list s only the tasks associated
with the records in that channel. Channels are the content types, such as
FAQs or Solutions.

Locale Use this filter to select a locale that lists only the tasks associated with the
records in that locale. A locale is the language and region (for example,
English_US) used to author the article.

Deleting a Task
Deleting a task removes it permanently from the knowledge base. When you delete articles, any tasks associated with
those articles are also deleted.

To delete a task:

1. Do one of the following:

# Right-click a task in a report and select Delete  -  Task.
# When a task is open, click the Delete button on the ribbon.

A Task Delete confirmation window displays.

2. Click Yes to delete the task.
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3 Working with Feedback
Working with Feedback

About Ratings, Forms, and Recommendations
You can create and manage forms to collect information from users, manage the content rating system that enables then
to provide feedback on content, and create and manage recommendations to add content to the knowledge base.

Creating Feedback Forms
You can create and manage forms that users can use to submit information to your organization using the Forms
Management page.

You create forms by:

• Defining the basic form properties as described in Creating Feedback Forms

• Defining the question and answer form fields as described in Creating Form Questions and Creating Form
Answers

To define a feedback form:

1. At the Feedback tab, select Forms > Add.

The Data Form Properties page appears.

2. Specify the following information:

Field Description

Name Specify a name for the form.

Reference Key Accept the default value supplied by the application or specify a string to use as an
internal identifier.

Include Content in email notifications Specify whether to include the form content in email responses based on the form.

Repository Views Specify a base repository, or one or more child repositories from the hierarchy for which
this form will be available.

Form Privileges Assign user roles and privileges for the form.

3. Select the Save Data Form option.

The Data Form Preview page displays, as described in Managing Feedback Forms.
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Listing Feedback Forms
To list the feedback forms, select Feedback -  Forms  -  List.

The Forms Management page displays the defined forms.

You can perform the following actions for a form:

Action Description

Add Response Select the option to add a response to the feedback form. The Data Form Result Details page
displays.

Find Responses Select the option to locate a response associated with the feedback form. The Find Form page
displays.

List Responses Select the option to list all the responses associated with the feedback form. The Forms
Responses page displays.

Manage Questions Select the option to display the Data Form Questions page. For more information, see Managing
Feedback Forms.

Delete Selected Forms Select the option to delete the selected feedback forms.

Add Data Form Select the option to add a feedback form. The Data Form Properties page displays as described
in Creating Feedback Forms.

Managing Feedback Forms
When you create or edit a feedback form, the application displays the Data Form Preview page.

The preview page displays information about the form, including:

• An overview section, which displays the contents of the question and answer fields defined for the form.

• The Properties section, which displays the form properties and lock status.

You can add questions and answers to the form by selecting the Questions option. The Data Form Questions page
displays as described in Managing Form Questions.

You can edit the form properties by selecting the Edit Properties option in the Properties section. The Data Form
Properties page displays as described in Creating Feedback Forms.

Creating Form Questions
To create a question within a data form:



Oracle Service Cloud
Knowledge Advanced User Guide

Chapter 3
Working with Feedback

19

1. Select the Questions option on the Forms Management or Data Form Preview page.

The Data Form Questions page displays with any currently defined questions.

2. Select the Add Question option.

The Data Form Question Properties page displays.

3. Specify the following properties:

Field Description

Question Text Specify the text of the question for the form.

Reference Key Accept the default value supplied by the application or specify a string to use as an internal
identifier.

Required Specify whether a response to the question will be required to submit the form.

Include in master record identifier Specify whether this question will be included in the master record identifier, which
determines the content for this item when it is displayed within a list in the application.

Answer Type Specify the format of the answer for this question on the form. The available Answer Type
formats are: Check Box, Dropdown List, File,. Multiselect List, Radio Button, Text Area, Text
Area Large, and Text Field.

4. Select the Save Question option.

Managing Form Questions
You can view, create, and manage questions within a selected data form using the Data Form Questions page, which lists
the currently defined questions for a selected form.

Use the Up and Down options to change the order of questions on the form. You can add a question to the form by
selecting the Add Question option. You can view and edit details for a question by selecting the question from the list to
display the Data Form Question Properties page. You can view, create, and manage answers for a selected question by
selecting the corresponding Answers option.

Creating Form Answers
To create an answer for a selected form question:

1. Select the Answers option for a question on the Form Questions page.

The Data Form Question Answers page displays with the currently defined answers for the selected
question.

2. Select the Add Answer option.

The Data Form Answer Properties page displays.
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3. Specify the following properties:

Field Description

Answer Text Specify the text of the answer, which will display as a label for the form field.

Reference Key Accept the default value supplied by the application or specify a string to use as an internal identifier.

Number Value Specify the position of this answer if used in a sequence of choices.

Default Answer Specify whether this answer will be selected by default.

4. Select the Save Answer option.

Managing Form Answers
You can view, create, and manage answers to a selected form question using the Data Form Question Answers page,
which lists the currently defined answers for a selected form question.

Use the Up and Down options to change the order of answers on the form. You can view and edit details for an answer
by selecting the answer from the list to display the Data Form Answer Properties page. You can add an answer using the
Add Answer option, as described in Creating Form Answers.

Creating Rating Forms
Ratings enable you to gauge user satisfaction and gain feedback on knowledge base content.

To define a rating form:

1. At the Feedback tab, select Rating > Add.

The Rating Properties page displays.

2. Specify the following fields:

Field Description

Name Specify a name for the rating form.

Reference Key Accept the default value supplied by the application or specify a string to use as an internal
identifier.
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Field Description

Rating Type For rating forms, select one of the following rating types:

# Five Stars
# Three Stars
# Two Answers
# Single Answer
# Custom

With the exception of Custom, the rating types use a predefined format. When you create a Custom
rating, you add questions and answers in the same way as you do for general-purpose forms.

Question Properties Specify a question.

Answer Properties Specify the text for the answer value.

3. Select the Save Rating option.

The Ratings Management page displays the currently defined rating forms.

Listing Rating Forms
To list the rating forms, select Feedback -  Ratings -  List. The Ratings Management page displays with the defined
ratings.

You can perform the following actions for a form:

• Delete Selected Ratings

• Add Rating

Managing Rating Forms
The Ratings Management page displays a list of ratings. You can:

• Add a new content rating.

• Edit an existing content rating.

• Delete content ratings.

Creating and Managing Content Recommendations
Recommendations enable users to request additional application content. You can create and manage recommendations
from within Knowledge Advanced.
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Knowledge Advanced automatically creates a task for each content recommendation. Authorized users can manage
content recommendations by either accepting or rejecting recommendation tasks. You can configure Knowledge
Advanced to notify the requester when recommendations are accepted or rejected.

You can manage content recommendation tasks on the Manage Content Recommendations page or from the Inbox.

Recommending Content
To recommend that content be added to the knowledge base:

1. Select Feedback -  Recommendations -  Add.

The Manage Content Recommendations page appears.

2. Specify the following information:

Field Description

Title Specify a title for the recommendation.

Description Specify the descriptive information to assist the content author in providing the appropriate
content.

Case Number Specify a related incident number, if applicable.

Select Locale Specify a locale for the recommendation.

Select Content Type Select the relevant Content Type for the new content, if applicable. The application displays
the available content categories for the selected channel.

Views Specify one or more views for which this content should be available.

Available Categories Select one or more categories for which this content should be available.

Products Select one or more products for which this content should be available.

Priority Specify an optional priority for the recommendation. The valid priorities are: Low, Medium,
and High.

3. Select the Save Content Recommendation option.

The Manage Content Recommendations page displays.

Locating Content Recommendations
You can locate content recommendations by using the Find option.

To locate specific content recommendations:

1. Select Feedback -  Recommendations -  Find.

The Find Content Recommendations page appears.
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2. Specify any combination of the following criteria:

Field Description

Case Number Specify an incident number to locate recommendations associated with a specific incident.

The incident number must be an exact match.

Content Types Select Content Types to locate recommendations associated with one or more Content Types.

Requested by Select a user name to locate recommendations associated with a specific user.

Completed by Select a user name to locate completed (having a status of Rejected or Content Created)
recommendations associated with a specific user.

Priority Select a priority to locate content recommendations assigned as either:

# Low
# Medium
# High

Recommend Status Select a status to locate content recommendations assigned, as one of the following:

# New
# Rejected - Duplicate
# Rejected - Not enough information
# Rejected - Unsuitable
# Rejected - Other
# Content Created
# Content Modified

Locales Select a locale (language and region) that the recommendations were created in.

Recommendation created on or after
date

Specify date on or after which the recommendations were created.

Recommendation created before
date

Specify date before which the recommendations were created.

3. Select the Find Recommendations option.

The Manage Content Recommendations page appears with the list of content recommendations that match
the specified criteria.

Listing Content Recommendations
To list the content recommendations, select Feedback -  Recommendations  -  List.

The Manage Content Recommendations page displays the currently defined content recommendations.



Oracle Service Cloud
Knowledge Advanced User Guide

Chapter 3
Working with Feedback

24

The content recommendation fields include the following information:

Field Description

Case Number Displays the number associated with a specific incident.

Recommended Title Displays the content recommendation title.

Document ID Displays the Document ID associated with the content recommendation record. If this
recommendation is from is from an incident it will not have a document ID.

Priority Displays the priority assigned to the content recommendation.

Status Displays the status of the content recommendation.

Requested by Displays the user name associated with the content recommendation.

Created Displays the date and time when the content recommendation was created.

Actions Click Perform to go to the Manage Content Recommendation page for this
recommendation. On the Manage Content Recommendations page, you can choose
to create a content record for this recommendation or reject the recommendation.

Managing Content Recommendations
When you create or edit a content recommendation, the application displays the Manage Content Recommendations
page.

The Manage Content Recommendations page displays the list of current recommendations.

The following table lists the current recommendation options.

Option Description

Add Content Recommendation Allows you to add a new content recommendation. The Rating Properties page displays as
described in Recommending Content.

Edit Content Recommendation Allows you to edit a current content recommendation. The Manage Content
Recommendations page displays as described in Recommending Content.

Perform Allows you to reject a defined content recommendation. See Rejecting Content
Recommendations.

Delete Selected Content Recommendations Allows you to delete the content recommendation from the list of current recommendations.
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Rejecting Content Recommendations
You can reject a content recommendation using the Perform option on the Manage Content Recommendations page.

To reject a specific content recommendation:

1. Select the Feedback -  Recommendations -  List.

The Manage Content Recommendations page appears.

2. Select Action -  Perform.

The Submit Content Recommendation page appears.

3. Specify the following information:

Field Description

Comments associated with action Specify the reason for rejecting the content recommendation.

Rejection Value Specify any of the following rejection values from the drop-down list:

# Rejected - Duplicate
# Rejected - Not Enough Information
# Rejected - Unsuitable
# Rejected - Other

4. Select the Reject with selected status option.

The Confirm page displays.

5. Select Yes to reject the selected content recommendation.
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4 Using Knowledge Advanced in Agent
Desktop
Using Knowledge Advanced in Agent Desktop

About Knowledge Advanced in Agent Desktop
Customer support agents can use Knowledge Advanced to find answers to customers’ questions, retrieve recommended
answers, add bookmarks to frequently-used answers, recommend additional information to articles, and access related
articles.

In Agent Desktop agents can access Knowledge Advanced in two ways:

• A UI toolbar button added to the agents’ profile by an administrator

• The Knowledge window, which agents can add by themselves

This topic explains how agents can add the Knowledge window to their Agent Desktop UI.

About Adding Knowledge Advanced to Agent Desktop
Agents can access Knowledge Advanced functionality within Agent Desktop by using the Knowledge button to initiate a
search. They can also use the display of answers to retrieve recommended answers, add bookmarks to frequently-used
answers, and access related articles.

Administrators can add the Knowledge item to user Profiles. When Knowledge is available in the Profile, agents can add
the item to their desktop ribbon menu to access Knowledge Advanced.

Prerequisites to Configuring Knowledge Advanced on
Agent Desktop
In Agent Desktop, you must either have an existing Incident Workspace or copy and create a new Incident Workspace. If
you use Oracle RightNow Chat Cloud Service, the Chat component of Oracle Service Cloud, you must have or create a
new Chat workspace. For more information on creating workspaces, see the Service Cloud User Guide at Oracle Service
Cloud Products (Answer ID 5168).

About the Knowledge Window
The icons in the Knowledge window access tools that can help you search for and save answers. When you enter one
or more terms in the search text field and click the search icon, the window lists answers that correspond with the search
term.

https://cx.rightnow.com/app/answers/detail/a_id/5168
https://cx.rightnow.com/app/answers/detail/a_id/5168
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The following figure illustrates the icons and tooltips:

• Add Link, Add Favorite, and Add Text icons, with their keyboard shortcuts

• E designation of an external document

• “Viewed by Customer in the last 24 hours” icon

 
Click an icon to select one of the following options:

• Open an HTML page answer in a browser.

• Add a link to the answer to the Message tab in the incident window.

• Add the answer to the Message tab in the incident window.

• Add the answer to the list of My Favorites.

In the Knowledge window, click an answer link to open the answer in the Result Details window. When you click a link,
highlighted answers direct you to articles.
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In the Answer Details window you can:

• Filter which type of answers to view.

• Open HTML answers in a browser window.

• Select and search text by using the context menu when the Knowledge window is open.

• Restore a search to its default parameters.

• Unlink answers to an incident before saving the incident.

• Print answers while reviewing them in the Answer Detail window.

• Select which language to use in your search.

• Continue using the same filters for the next search by clicking the Remember Filters icon.

• Display excerpts of documents with the titles of the listed answers by clicking the Show Excerpts icon.

• Recommend additional content to an answer by clicking the Recommend Content icon.

• Re-use previous searches. The Recommended Answers tab lists your five most recent searches.

Adding the Knowledge Advanced Window
Agents must manually add the Knowledge Advanced window to their individual Agent Desktop. This topic provides the
instructions to add and use the window.

To add the Knowledge Advanced window:

1. Go to File, Options,and then Tool Windows.

2. Select the Knowledge check box.

3. Click OK to open the Knowledge window.

4. Optionally, you can resize the Knowledge window and dock it on the side of the Agent Desktop UI. You can
also move it anywhere on your monitor screen, or minimize it to keep it closed but available.

Adding the Knowledge Advanced Button
Agents can access Knowledge Advanced by clicking a button on the Agent Desktop toolbar ribbon. To add the Knowledge
Advanced button to Agent Desktop:

1. Click the Incident workspace. Then from the toolbar, click the Open button.

2. In the incident pane, click the Details tab.

3. In the Name column, double click the Incident to open the Incident tab.

4. Customize the ribbon elements. In the main menu Home tab, click the Ribbon button on the button ribbon bar
to open the Ribbon Designer.

5. In the button ribbon, click any button in the button group where you want to add the new Knowledge button.
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In the Editing pane, the title bar shows the path of the button group, and the pane lists the buttons in that
group.

6. In the Editing pane toolbar, click the Add Buttons button to open the Add or Remove Buttons dialog box.

7. Select the check box of the Knowledge button and click OK.

8. Save your work.

9. Log out and then log in with the profile associated with the Incident workspace.

10. Verify that the Knowledge button that you added appears on the user’s toolbar ribbon and verify that it works.

11. If you have Chat, repeat steps 6 through 10 for the Chat workspace.

12. Save your work.

13. Repeat steps 9 and 10 to verify that the Chat button appears on the toolbar ribbon.

About Documents
The options that are available for an article depend on whether its document is internal or external:

• A URL answer is a link to a specific, external document.

• An HTML answer is an internal web document.

About External Documents
External documents are documents that were not created with Knowledge Advanced Authoring. In the Knowledge window
list of recommended answers, the title of an external document is preceded by the letter “E” and the tooltip “External
Document”.

The Add Link and Print options are the only options available in external documents.

About Internal Documents
Internal documents are created with Knowledge Advanced Authoring. When using internal documents, agents have the
following options:

• My Favorites—bookmark frequently-used answers.

• Recommended Answers—recommend answers to other agents.

• Linked Articles—link to articles outside of Knowledge Advanced Authoring.

• Print—print copies of answers.

• Recommend Content—recommend adding or changing information in an answer.

• Subscribe—receive email notifications when someone updates an answer.

• Open in Browser—open HTML answers in a web browser.
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Displaying Incident References
An incident reference is a table that lists the incidents that an article links to. It is specific to an article and is displayed
on the article View page so that agents can see if an article is the right solution for an incident. Without running a report,
agents can see which articles are used most often. Each incident includes the incident number, status, summary, date
and time opened, and date and time closed. Agents can navigate to different sources of relevant information from the
Incident Reference list.

To control the display of incident reference:

1. Go to Site Configuration, then Configuration settings.

2. Enable incident reference by changing the value of OKCS_SHOW_INCIDENTLINK_INFO to true.

Configuring Searches to Filter by Product or Category
Administrators can change agents’ search results to filter for Product or Category, both Product and Category, or no
filtering.

To configure search filtering:

1. In the incident workspace, select at least one value in the Category and Product drop-down lists.

2. Go to Site Configuration, then Configuration Settings.

3. Set the value of the config verb OKCS_PRODUCT_CATEGORY_SEARCH to one of the following values:

Table 1: Values for Searching by Product or Category

Value Contextual Search Filtering Sorting User-Favorite Articles

product Filters by product, if selected in the incident. Sorts articles with an associated product in
ascending order.

category Filters by category, if selected in the incident. Sorts articles with an associated category in
ascending order.

product_category Filters by both product and category, if selected in
the incident.

Sorts articles with both associated product and
category in ascending order.

none Does not apply filtering by product or category. Sorts articles based on the dates the user selected
them as favorites.
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Filtering Incident Search Results by Agents’ Roles
Administrators can activate search results in Knowledge Advanced so that agents, when searching Knowledge Advanced
from an incident, can see only articles relevant to the areas the agents support. The filtering equates user groups with
web roles and service level agreements; however, you can only tag articles with user groups.

Before you can turn on filtering in the Knowledge screen, you must complete the following prerequisites:

• Set up access level and service level agreements and user groups and web roles. See the Knowledge Advanced
for Service Cloud Configuration Guide at Documentation for Oracle Service Cloud Products (Answer ID 5168) for
more information on these procedures.

• Assign web roles to console users.

• Create articles with user groups.

• Create an incident and open the Knowledge screen.

To limit search results to user groups and web roles:

1. Select Service, Authoring, and then Tools to open the Knowledge Advanced Settings screen.

2. Click Content Visibility Configuration to open the User Group Configuration window.

3. In the Content Visibility Configuration pane, select the Use User Group For Console User check box.

4. Click Save to turn on filtering.

5. Click the Knowledge button on the toolbar to open the Knowledge screen, where you can filter articles by
user group.

About Managing Subscriptions to Answers
When you subscribe to an answer, you automatically add a link to the answer in the MySubscriptions tab. For each article,
you can open the article, unsubscribe, and see the article number, title, version, locale and language, and whether the
subscription is in effect (active).

The Active status indicates whether the subscription to an article in Authoring is in operation. An administrator can make
a subscription active (True) or inactive (False), in User Details in Authoring, to send email notifications of changes in
subscribed articles.

Subscribing to Answers
To subscribe to an answer:

1. Go to the Recommended Answers tab.

2. In the Relevant Answers pane, click the article title to open the article in the Result Details window.

3. In the toolbar in the upper right corner, click the arrow to open more options.

4. Click Subscribe.

https://cx.rightnow.com/app/answers/detail/a_id/5168
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Unsubscribing from Answers
To unsubscribe from an answer:

1. Click the My Subscriptions tab to open the list of subscribed articles.

2. In the toolbar to the right of the document title, click the Unsubscribe button.

Rating Answers
You can rate the helpfulness of answers that are internal articles. At the bottom of an internal document is a row of five
star icons, each representing a level of quality. Rating is available only for answers within the knowledge base. It is not
shown for external documents, URL answers, and attachments.

To rate an answer:

1. In the opened answer, click the star icon of a rating.

2. Click the Submit button.

Recommending Content for Answers
Agents can recommend adding new answers and changes to existing answers.

To recommend content for articles:

1. In the toolbar, click the arrow icon beside the article title and select Recommend Content to open the
Content Recommendation window.

2. In the Title field, enter a descriptive name for the topic.

3. In the Comments field, enter a detailed description of the information you want to recommend.

Tip: For future reference, make a note of the assigned number that appears in the Reference Number
field.

4. From the Content Type drop-down list, select the type of article.

5. From the Priority drop-down list, select the importance of this recommendation.

6. Click the Submit button.

7. Click the Authoringtab, the Feedback tab, and then select the Enable Content Recommendations option.

Sending a Link to an Article by Email
You can send an agent or customer an email that includes a hypertext link to the article you are viewing currently.

To send a link to an article by email:

Steps
1. In an open article, click the Email this page link.



Oracle Service Cloud
Knowledge Advanced User Guide

Chapter 4
Using Knowledge Advanced in Agent Desktop

33

2. Complete all required fields.

3. Optionally, enter your name and email address.

4. Click the Send Email button.
A success message appears and an email containing a link to the article goes to the recipient.

Keyboard Shortcuts
The following table lists Agent Desktop keyboard command shortcuts.

Table 2: Keyboard Shortcuts

Description Keyboard Shortcut

Open the Knowledge window. Ctrl + K

Go to the next page in the Recommended Answers and Answer
detail page.

Ctrl + K + Page Up

Go to the Previous page in the Recommended Answers and Answer
detail page.

Ctrl + K + Page Down

Restore to default Search when the user has entered a custom
search text.

Ctrl + K + R

Add Link answer from the Answer detail view. Ctrl + K + L

Add as Text answer from the Answer detail view. Ctrl + K + T

Add answer in Favorites from the Answer detail view. Ctrl + K + F

Delete an answer in Favorites from the Answer detail view. (From the
Subscription tab, Favorites tab, and Recommended Answers tab).

Ctrl + K + D

Go back to the previous page from the Answer detail view. (From
the Subscription tab, Favorites tab, Content Recommendation, and
Recommended Answers tab.)

Ctrl + K + B

Go to the next answer (Details page). Ctrl + K + Down Key

Go to the previous answer (Details page). Ctrl + K + Up Key

Open in a browser (for external documents). Ctrl + K + O

Search/Click through (from the Knowledge window or when a
document is selected in tab sequence).

Enter
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Description Keyboard Shortcut

Unlink an answer from the answer detail view of the Linked answers
tab.

Ctrl + K + U

Add a Link to an answer from the list view of the Subscription tab,
Favorites tab, and Recommended Answers.

Ctrl + {Num} + L

Add a Text answer from the list view of the Subscription tab,
Favorites tab, and Recommended Answers.

Ctrl + {Num} + T

Add an answer to Favorites from the list view of the Subscription tab,
Favorites tab, and Recommended Answers.

Ctrl + {Num} + F

Delete an answer in Favorites from the list view of the Subscription
tab, Favorites tab, and Recommended Answers.

Ctrl + {Num} + D

Open an answer from the list view of the Subscription tab, Favorites
tab, and Recommended Answers.

Ctrl + {Num} + O

Unlink an answer from the list view of the Linked Answers tab. Ctrl + {Num} + U

Add or Delete an answer to Subscriptions from the Answer detail
view (Subscription tab, Favorites tab, and Recommended Answers).

Ctrl + K + S

Add or Delete an answer to Subscriptions from the list view
(Subscription tab, Favorites tab, and Recommended Answers).

Ctrl + {Num} + S

Select text from the compose chat window and launch Knowledge
with the selected text.

Ctrl + Q

Go to the next page. > key

Go to the previous page. < key
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