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PREFACE

About This Guide

This guide provides instructions and supporting information for implementing and using AnswerFlow within an
Oracle Knowledge application. This guide is intended for application developers, business analysts, and
systems administrators who need to understand how to create and implement AnswerFlow processes.

In This Guide

The Oracle Knowledge AnswerFlow Implementation and User’s Guide is divided into the following sections:
Chapter 1, “Introduction to This section describes AnswerFlow and its application components, and
AnswerFlow” provides an overview of AnswerFlow processes.

Chapter 2, “Configuring and This section describes how to manage the AnswerFlow application and
Administering AnswerFlow” data.

Chapter 3, “Creating This section describes how to create and edit AnswerFlow processes,
AnswerFlow Processes ” sub-processes, and their various components.

Chapter 4, “Deploying This section describes how to deploy processes to the runtime environ-
AnswerFlow Processes” ment and the sample user interface.

Examples of Product Screens and Text

The product screens, screen text, and file contents depicted in the documentation are examples. We attempt
to convey the product's appearance and functionality as accurately as possible; however, the actual product
contents and displays may differ from the published examples.

Operating System Variations in Examples and Procedures

We generally use Linux screen displays and naming conventions in our examples and procedure
descriptions. We include other operating system-specific procedures or steps as noted in section headings, or
within topics, as appropriate.

We present command syntax, program output, and screen displays:
¢ in Linux format first

* in other Unix-specific variants only when necessary for proper operation or to clarify functional
differences

* in Windows format only when necessary for clarity

ORACLE KNOWLEDGE ANSWERFLOW IMPLEMENTATION AND USER’S GUIDE DRACI—E



2 REFERENCES TO WORLD WIDE WEB

References to World Wide Web Resources

For your convenience, we refer to Uniform Resource Locators (URLs) for resources published on the World
Wide Web when appropriate. We attempt to provide accurate information; however, these resources are
controlled by their respective owners and are therefore subject to change at any time.
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3 THE ANSWERFLOW APPLICATION

CHAPTER 1

Introduction to AnswerFlow

Oracle Knowledge AnswerFlow is a guided knowledge delivery application that enables you to provide
precise and dynamic automated answers and user assistance for complex customer questions.

AnswerFlow enables you to create and deploy automated interactive processes that guide users toward
appropriate answers or solutions in cases where:

* Answers are conditional, and can vary based on factors such as account status, location, or specific
product or model

¢ Diagnosis is complex, and identifying the best response among many possible answers involves
asking detailed questions and eliminating alternatives

¢ Answers exist in various forms, and delivering the right one can involve serving an Information
Manager article, executing an Intelligent Search question, or making calls to internal or external systems

AnswerFlow’s editor enables designers, analysts, and developers to create and refine dynamic service
processes to meet complex customer needs.

The AnswerFlow Application

AnswerFlow includes the following components:

« the Editor, which you use to create and manage AnswerFlow processes, context variables, and service
calls

* the datastore, which stores the AnswerFlow objects

* the Runtime user interface (RuntimeUl), which you can use to test processes in development, and which
provides a basis for integrating AnswerFlow processes with your production application.

The AnswerFlow Editor

The Editor is a web-based user interface that is installed and configured as part of the standard installation
process. You use the editor to create and manage AnswerFlow processes and their various components as
described in “Creating AnswerFlow Processes ” on page 10.

Important! If you are using the AnswerFlow Editor with the Internet Explorer Release 7 or Release 8
browser, you must install the Google Chrome Frame. See Installing and Configuring Oracle Knowledge for
more information.

The AnswerFlow Datastore

The AnswerFlow installation process creates a dedicated datastore that contains sample AnswerFlow
objects, such as processes, context variables, and service calls. The AnswerFlow Editor creates and stores
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4 ANSWERFLOW PROCESSES

objects in JSON (JavaScript Object Notation) format, and the application uses SVN to manage the data. The
AnswerFlow RuntimeUl accesses these objects and presents them in a sample web user interface. You can
move AnswerFlow data between Editor and RuntimeUl instances in development, staging, and production
environments using the processes described in “Configuring and Administering AnswerFlow” on page 6.

The AnswerFlow Runtime User Interface

The AnswerFlow installation process installs and configures the AnswerFlow RuntimeUl. You can customize
the Runtime Ul to conform to the look and feel of your end-user facing application using the processes
described in “Deploying AnswerFlow Processes” on page 24.

AnswerFlow Processes

An AnswerFlow process is a set of steps that you create to guide end-users to specific goals, such as trouble-
shooting complex issues or enrolling in programs or services. Processes can collect and validate user input,
make calls to sub-processes and available services, and deliver content based on the data and built-in
business logic.

AnswerFlow processes comprise various components that you create and manage independently, and which
can be reused among multiple processes. Process components can include:

* context variables
* service calls

* page elements
* logical nodes

* sub-processes

Context Variables

Context variables represent contextual information that a user submits in a process. For example, to assist a
customer, it might be necessary to get the customer’s account number. A context variable would be designed
to prompt for this information and then to use this information appropriately. You can define context variables
while creating a new process or you can define some basic context variables independent of a process. All
defined context variables are stored and available to all users when creating a process.

Service Calls

Service calls are Java calls that perform an action within, or retrieve data from, external resources, such as
web services, file servers, and database servers. For example, you could use a service call to retrieve a
customer’s equipment model number within your customer database so that the process will display the most
relevant solutions. Service Calls are one type of Logical Node, as described in “Logical Nodes” on page 5.
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5 ANSWERFLOW PROCESSES

Pages and Page Elements

Page Elements (or Display Elements) are a means to display text within a process to provide explanation and
guidance to end users. They also provide a means to solicit information from users that processes can then
use to determine the best solution. Pages are containers of one or more Page Elements.

Page Elements

Page elements are forms or documents that you display to users within a process. Page Elements include:

* Display Forms, which provide forms to capture user input. You define the form contents by specifying
various form controls, such as password fields and radio button options.

¢ Display IM Documents, which display Information Manager articles. You specify one or more
Information Manager document IDs to display.

¢ Display HTML, which display formatted HTML You specify the HTML to display as a constant or
variable.

Logical Nodes

Logical Nodes map the logical flow of a process and also create Service Calls, which retrieve information
from external systems. Types of Logical Nodes include:

* Branch, which splits the process into divergent paths based on conditional logic, usually by evaluating a
user response

* Service Call, as described in “Service Calls” on page 4

¢ Process Call, which references a previously defined process (sub-process), which then becomes part of
the larger process

Sub-Processes

Sub-processes are processes that you create and use as modules within a process. When you edit a sub-
process that is used in one or more larger processes, your changes will affect all the processes that use the
sub-process.

ORACLE KNOWLEDGE ANSWERFLOW IMPLEMENTATION AND USER’S GUIDE ORACLE



CHAPTER 2

Configuring and Administering
AnswerFlow

This section describes how to configure and administer AnswerFlow in a typical enterprise environment,
including managing the application, administering users and user security, and managing data within and
between development, staging, and production environments.

Installing AnswerFlow

You install AnswerFlow using the process described in the Oracle Knowledge Installation Guide. You must
install AnswerFlow on any instance on which you want to:

» create and manage processes and their related data

e present processes as answers to users’ questions

When installation is complete, you can begin working with AnswerFlow by logging onto the AnswerFlow editor
at the URL that was configured during installation.

Managing the AnswerFlow Application

You can manage various aspects of the AnswerFlow application, including starting and stopping the
application, user authorization, and storing, exporting, and importing AnswerFlow data.

Starting and Stopping AnswerFlow

You can start and stop an AnswerFlow instance using scripts that start and stop the application server for the
instance.

Note: You must be within the ICE environment to use the start and stop commands. See Installing and
Configuring Oracle Knowledge for more information about the ICE environment.

To start and stop the AnswerFlow instance,
* open a terminal window and navigate to:
<answerflow_installation_directory>/AnswerFlow/instances/<instance_ name>
where:
<instance names is the name of the instance, for example Editor

¢ execute the command to start the ICE environment
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7 MANAGING THE ANSWERFLOW APPLICATION

./setenv.sh.

* start, stop, and restart the instance by executing the appropriate command:
inquiraaf.sh start

inquiraaf.sh stop

inquiraaf.sh restart

Managing AnswerFlow Users

The installation process prompts you to configure an instance of Information Manager that AnswerFlow will
use to authenticate users and retrieve articles for use within AnswerFlow processes. All defined Information
Manager repository users are authorized to use the AnswerFlow editor.

See the Oracle Knowledge Information Manager Administration Guide, Chapter 6, “Managing Users” for more
information.

Managing AnswerFlow Data

AnswerFlow manages the data that you create, update, and delete using the web-based editor user interface
in a dedicated datastore. The datastore is local to the instance; as you develop, test, and publish processes,
you need to make the data available to the various environments in which you perform these tasks.

You make AnswerFlow processes available to other AnswerFlow instances within development, staging, and
production environments by:

¢ exporting the data from an instance as described in “Exporting AnswerFlow Data” on page 7
¢ importing the data into an instance as described in “Importing AnswerFlow Data” on page 8

You can export data from, and import data into, both Editor and RuntimeUl instances.

Exporting AnswerFlow Data

You can export AnswerFlow data from Editor and RuntimeUl instances. The export process exports the entire
datastore as a compressed (.zip) archive. To export data:

* open a terminal window and navigate to
<answerflow installation directory>/AnswerFlow/instances/<instance names
where:
<instance names is the name of the instance, for example Editor
* execute the command to start the ICE environment
./setenv.sh
To export data:
* execute the command:
exportData.sh
The export process copies the data into a . zip archive and places the archive in the following location:

<answerflow_installation_directory>/AnswerFlow/data/exports
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8 MANAGING THE ANSWERFLOW APPLICATION

The export process names the archive based on the instance type (Editoxr or RuntimeUI) and the date
and time at which the archive was created. For example, if you export data from an Editor on Sept. 14, 2012,
at 6:46:46 PM, the script will name the archive:

exportedEditorData-2012_09 14-18_46_46.zip

Modifying the Archive Name

You can modify the name of the export data archive by specifying additional text as an argument to the
exportData.sh command, for example:

exportData.sh MyData

Note: The argument appends the modification to the base name that the script assigns to the archive; it
does not replace the base archive name. For example, if you specify the argument with the text MyData and
export data from an Editor on Sept. 14, 2012, at 6:46:46 PM, the script will name the archive:

exportedEditorData-2012 09 14-18 46 46-MyData.zip

You can use the custom text argument when you export data from an Editor or a RuntimeUl instance.

Importing AnswerFlow Data

You can import AnswerFlow data that has been exported from an instance into either an Editor or a RuntimeUl
instance.

When you import data, the import process backs up the existing datastore to a separate location, then deletes
the existing data from the datastore before copying in and expanding the newly imported archive. When the
import process is complete, the datastore will contain only the newly imported data.

Important! The newly imported data will be available the next time the server starts after the import
process completes. If the server is running during the import process, you will need to restart the server to
make the imported data available to the application.

To import AnswerFlow data:

e open a terminal window and navigate to

<answerflow installation directory>/AnswerFlow/instances/<instance names
where:
<instance names is the name of the instance, for example RuntimeUl

» execute the command to start the ICE environment:

./setenv.sh.

* execute the command:

importData.sh <data_file name>.zip
where:
<data_file name> is the name of a previously exported AnswerFlow data archive.
The import process automatically:

¢ creates a backup of the target instance’s existing datastore at the location:

<answerflow installation directory>/AnswerFlow/instances/<instance name>

¢ copies and expands the archive into the instance's datastore in the folder:
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9 MANAGING THE ANSWERFLOW APPLICATION

<answerflow installation directory>/AnswerFlow/data/<target instance names/SVN/
Repositories/PM

Note: You can specify not to create the backup copy using the - -no-backup argument. You must
specify --no-backup as the first argument to the import command.

ORACLE KNOWLEDGE ANSWERFLOW IMPLEMENTATION AND USER’S GUIDE ORACLE



CHAPTER 3

Creating AnswerFlow Processes

This section describes how to create and edit AnswerFlow processes, sub-processes, and their various
components. You create and edit AnswerFlow processes by:

* logging onto the AnswerFlow editor
 creating process components
 creating the process

* testing and validating the process

Logging onto the AnswerFlow Editor

You log onto the AnswerFlow Editor at the URL provided by your system administrator:

Answer Flow

Login
* Username:
* Password:

* Repository: | demo |Z|

Submit
Tips

Quickly build out flows using the graphical diagrammer interface.
Immediately test out new flows using Preview.

Include Oracle Knowledge IM Documents in flows.

Perform actions in or retrieve data from other applications using Service Calls.
Mote: Using the browser's back and forward buttons may cause problems.

The AnswerFlow Editor login screen prompts you for login information.
1 Enter your login information.

2 Select the Information Manager repository that AnswerFlow will use to authenticate users and retrieve
articles for use within processes.

Note: You configure the Information Manager repository during the installation process.

3 Select Submit.

ORACLE KNOWLEDGE ANSWERFLOW IMPLEMENTATION AND USER’S GUIDE DEACI—E



11 THE ANSWERFLOW EDITOR

The AnswerFlow editor displays the initial screen.

The AnswerFlow Editor

When you log onto the AnswerFlow editor, the editor displays the initial screen:

An swer FIOW Welcome Joe A. | Logout

Processes op

Battery Not Charging

Car Won't Start

Create Case @
Credit Card Statement
Guided Help @
Home Networking Flow .
Internet Banking Mot W__.
My Demo Flow
Purchasing Flow

Roaming Help

Skype Problems
Troubleshooter 1

eFile 3 Benefit Plan

test Please select or create an item.

Context Variables op

BankAccount
Locale @

User-Agent

question_box

Service Calls op

AccountUpdate
CreateSubmitCaseHtml
CustomerInformation
Echo Service 3

WarrantyInformation

The initial screen displays a blank editor canvas, and lists the currently defined processes, context variables,
and service calls in the left column.

Creating Process Components

You can use the editor to create the various process components that you will include in processes. You can
reuse these components in multiple processes. You can also create processes as modules for reuse as
subprocesses within larger processes.

ORACLE KNOWLEDGE ANSWERFLOW IMPLEMENTATION AND USER’S GUIDE ORACLE



12 CREATING PROCESS COMPONENTS

Defining Context Variable Values

Context variables represent contextual information that a user submits in a process. For example, to assist a
customer, it might be necessary to get the customer’s account number. A context variable would be designed
to prompt for this information and then to use this information appropriately. You can define context variables
while creating a new process or you can define some basic context variables independent of a process. All
defined context variables are stored and available to all users when creating a process.

Context variables represent contextual information that a user submits in a process. Select * to add a context
variable or select a context variable from the list to edit or delete that variable.

An swer FIOW Welcome Joe A. | Logout

Cancel | Save *

Field Description

Name Enter a unique, descriptive name to identify the variable.

As you define and use context variables, you can click Details to view which processes and nodes reference
the variable.

Defining Service Calls

A service call allows a process to contact a third-party service—web services, file servers, database
servers—whereever data is stored that you want to bring into a service process. For example, you might want
to retrieve a customer network equipment before helping them solve a networking issue. This information is
stored in a database that lists the equipment originally supplied to the customer. The service call could
connect to the database, retrieve the information, and then display it on the screen for the customer to
confirm.

You can define service calls while creating a new process or you can define some basic service calls
independent of a process. All defined service calls are stored and available to all users when creating a
process.

ORACLE KNOWLEDGE ANSWERFLOW IMPLEMENTATION AND USER’S GUIDE ORACLE



13 CREATING PROCESS COMPONENTS

Answer Flow o

Cancel | Save *
*Return Type @ Bean
.:.Map
= Class Mame
= Method
MName IType i.-'-\ch'ons
Parameters
Add
Mame !Type |Acﬁ0ns
Return
Parameters
Add
Field Description
Name Enter a unique, descriptive name to identify the service call.
Return Type Select the return type, either Bean (boolean) or Map, to designate the type of information
that the service call returns.
Class Name Enter the Java class name.
Method Enter the method used to retrieve the information. For example,

getCustomerInformation.
Parameters and Return Parameters
Name Enter the parameter name.

Type Select the parameter type from the dropdown list. Selections are:
» Object
« string
* boolean
* byte
* char
» double
* float
e int
* long
 short

Actions Select X to delete the parameter.
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14 ADDING PAGE ELEMENTS AND LOGICAL NODES

Adding Page Elements and Logical Nodes to a
Process

Page elements and logical nodes are basic components that you use to define how a process will display to
users:

¢ Pages contain the various Page Elements that display within a defined process step.

* Page Elements provide text to guide users through the process and also provide input channels to allow
users to enter data that AnswerFlow can then use to reach a solution. Page Elements are also called
Display Elements because they display things to the end-user.

* Logical Nodes map the logical flow of a process and also create Service calls allowing AnswerFlow to
retrieve information available only on external systems, such as a database.

Page Elements

Page elements are forms or documents that you display to users within processes. You add page elements to
the pages that define the steps within processes using the right hand side Configuration Details panel. Page
Elements include:

¢ Display Forms, which provide forms to capture user input. You define the form contents by specifying
various form controls, such as password fields and radio button options.

* Display IM Documents, which display Information Manager articles. You specify one or more
Information Manager document IDs to display.

» Display HTML, which display formatted HTML You specify the HTML to display as a constant or
variable.

To add a Page Element:

1 Drag a Page Element from the left side onto the process build area.

AnswerFlow automatically connects it to the last node placed on the page; you can change the page
element location by selecting and dragging the connector to the node you want to connect it with.

2 Specify the various fields in the Configuration Details panel to define the page element.

Logical Nodes

Logical Nodes map the logical flow of a process and also create Service Calls, which retrieve information
from external systems. Types of Logical Nodes include:

* Branch, which splits the process into divergent paths based on conditional logic, usually by evaluating a
user response

* Service Call, as described in “Service Calls” on page 4

* Process Call, which references a previously defined process (sub-process), which then becomes part of
the larger process

ORACLE KNOWLEDGE ANSWERFLOW IMPLEMENTATION AND USER’S GUIDE ORACLE



15 ADDING PAGE ELEMENTS AND LOGICAL NODES

To add a Logical Node:

1 Drag a Logical Node from the left side onto the process build area.

AnswerFlow automatically connects it to the last node placed on the page; you can change the
location by selecting and dragging the connector to the node you want to connect it with.

2 Complete the configuration details to define the page element purpose in the process.

Adding a Display Form Page Element to a Process

You can define a form to collect various types of information from users within a process using the Display
Form page element. To display a form, it must be added to the process and then Form Controls, specific
elements that request user input, must be defined.

Configuration Details

Add A Form Control

v | B ® | 8| | 8| 8|
B E

= Mame | Display Form (1)

To add a Display Form page element:

1 Drag the Display Form page element onto the Process Build area.
AnswerFlow automatically connects it to the previous node.

2 In the Configuration Details area, select Form Controls to display on the form on the page.
3 Enter the necessary parameters for each desired Form Control.

When you add a Form Control, it appears in the Local Variables section of the AnswerFlow screen. Select Is
Input? or Is Output? as appropriate.
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16 ADDING PAGE ELEMENTS AND LOGICAL NODES

Configuration Details

Add A Form Control

v B ® | 8| F| 8| 8|
abI

= Name | Display Form (1)

GeNeral Properties

™ Label
Defgult @ Constant & Variable
Value
! i@ Constant = Variable
Options — =

Input | Check Box Variable (1) [+]
Variable B
Class

Local Variable :
T |15 Input? [Is Output? |Delete

Check Bo & 0 4 |
Field Description
Name Enter a unique name to identify the form.

Form Contol Description

Check Bo
x Adds a check box to the form. Use for simple yes/no responses.
=
Hidden . . . . '
Adds a hidden variable to the form. This places a hidden field on the page.
|
Label .
Adds a label to the form. Use to label a screen object.
Y

Multi-Select  Provides the ability to select multiple options. Use if users are allowed to make multiple selections from
a menu.This is different from a radio button, which only allows one option to be chosen.

S|

=0

Password

o

Requires password submission.

Radio Button Add a radio button to the form. Use for two distinct choices.

E
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Form Contol Description (continued)
Select Adds a selection variable to the form. Use when users are presented with a menu and must make one
selection.
B
bmit
Submi Adds a submit button to the form.
|
Text Adds a field where customers can enter information. Use for small fields such as Name or Customer
Number.
i
Text Area

Adds an area where more lengthy text can be entered.

Defining Form Control Parameters

You define Form Control parameters when you add the form control to the process. Depending upon the
Form Control added, there will be different parameters that must be defined. Not all parameters appear for
every Form Control. The following table lists all of the parameters available for all of the Form controls.

Parameter Description

Label This is the label that appears on the page in the User Interface.

Constant/ Select whether this value is a constant or variable value. Depending upon which form control is selected,
Variable this might be defined for the Label, the Default Value, additional options (see “Options” below), or a

Default Value
Options

Input
Variable

Class Name

Required

Tooltip

Ghost Text

Image URL

combination of these parameters.
A default value that populates the field when the page is accessed. This is optional.

Enter additional options. This is used for Check Box, Multi-Select, Radio Button, and Select only. This
provides user input options for various types of selections or menus.

AnswerFlow automatically generates this variable. This corresponds to a variable in the Local Variables
section of the page.

Tip: Rename the variable as you define the element to provide a more meaningful name. For example, if
The field label is User Name, you might rename the variable username.

Used only for the Label form control.

Selecting this box makes the element a required field in the User Interface.

Enter a tip for the kind of data to enter if the label does not provide adequate description. For example, a
page might have two fields, one labeled Customer Number and another labeled Account Number. A
tooltip might be, "This is your five digit number provided for returning customers." for the first field and ,
"This is your eight digit account number if you purchase for your business or other organization." for the
second field. The tip is revealed when the user places the curser over the field.

Similar to the tooltip, this is text that appears greyed-out in the field in the Ul. For example, for a Customer
Name field you might designate how the entry should be made with the ghost text of "LAST,FIRST" in the
field.

Enter the URL for an image to use for the submit button. This is used for Submit only.

Adding a Display IM Document Page Element to a Process

AnswerFlow can point the user to a specific Information Manager document at any point in a process. This is
useful if you create a troubleshooting process and at a certain point, you have determined what the issue is
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and can identify a solution. Once the AnswerFlow process has guided the customer through troubleshooting
and eliminated other possible solutions, it can present the solution to the customer.

Important! You cannot add Information Manager articles that belong to channels having a schema
attribute of type List to a Display IM Documents display element within a Process. The List attribute
specifies a defined data list, which can be in the form of check boxes, drop-down menu, radio button, etc. If
you do try to add an article that belongs to this type of channel, the editor will display the following error
message:

A connection to the server has failed.

This error message can also result from various other types of errors.

The error condition prevents you from adding another article until you reset the display element input field; to
reset the display element and add an article from a supported channel type:

 de-select the display element, or change focus by selecting a different editor function
* re-select the element

* add an article that resides in a supported channel type

See the Content Channels section of the Information Manager Administration Guide for more information
about Channel Attribute Types and Data Lists.

To have AnswerFlow point directly to an Information Manager document:

1 Drag the Display IM Documents page element onto the Process Build area.
AnswerFlow automatically connects it to the previous node.

Configuration Details

*Mame | Display IM Documents (1)
* Type a Doc ID
Add

Documents

2 In the Configuration Details area, provide a Name for this node, perhaps the title of the document.
3 Enter the document ID in the Type a Doc ID field.
4 Select Add.

Adding a Display HTML Page Element to a Process

AnswerFlow can display custom HTML at any point in a process. This is useful to display brief content not
contained in an Information Manager document.

To have AnswerFlow display custom HTML:

1 Drag the Display HTML page element onto the Process Build area.
AnswerFlow automatically connects it to the previous node.
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Configuration Details

* Mame | Display HTML (1)
i@ Constant () Variable

2 In the Configuration Details area, provide a Name for this node.
3 Select whether this is a constant or variable element.

4 In the white text area, enter the HTML code to use.

Adding a Branch Logical Node to a Process

Branch nodes provide the ability to branch a process based on one or more conditions, such as a user
response, that the system evaluates.

To add a Branch node to a process:

1 Drag the Branch node onto the Process Build area.
AnswerFlow automatically connects it to the previous node.

Configuration Details

= Mame | Branch (1)

Conditions
Priority: 1 [F§8
Condition:
Destination:

Add

2 In the Configuration Details area, provide a Name for this node.
3 Select Add to create the first condition.

4 Select B to edit the condition.
The Condition Builder appears on the screen.

Condition Builder L]

&

() Constant (g) Variable (@ Constant (=) Variable b3

question_box E| equals (ignore case) E| Yes

+AND

OR

(7) Constant @) Variable (@) Constant () Variable Q

question_box E| equals (ignore case) E| no

+AND

+0R

5 Select whether this is a constant or variable element.
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Select the input type from the dropdown menu.
Select the condition from the dropdown menu.

Enter the input variable.

© o0 N o

Select +AND or +OR to add additional conditions.
Note: As you add conditions, AnswerFlow updates the Configuration Details area.

10 Select Close when completed.

Adding a Service Call Logical Node to a Process

Use a Service Call when information from an external system, such as a database, is necessary.
To add a Service Call node to a process:

1 Drag the Service Call node onto the Process Build area.
AnswerFlow automatically connects it to the previous node.

Configuration Details

= Mame | Service Call (1)
Service Call | CustomerInformation ||

Input Parameters

Mame | e |'I.-'a|ue

i@y Constant = Variable
name da — -

i@ Constant =, Variable
email qa = -
Output Parameters
Mame | (=43 |1.-'aria|:ule
name (=) El
email 4 El
address (=43 El

" phone =) El

registered =53 El

2 In the Configuration Details area, provide a Name for this node.
3 Select the Service Call from the dropdown menu.

4 Complete the Input Parameters and Output Parameters sections.
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Adding a Set Variable Values Logical Node to a Process

To add a Set Variable Values node to a process:

1 Drag the Set Variable Values node onto the Process Build area.
AnswerFlow automatically connects it to the previous node.

2 In the Configuration Details area, provide a Name for this node.
3 Select Add to create a new variable.

4 Enter the variable value parameters.

Adding a Process Call Logical Node to a Process

Use the Process Call logical node to reus a previously defined process flow within a new, larger process.

1 Drag the Process Call node onto the Process Build area.
AnswerFlow automatically connects it to the previous node.

Configuration Details

* Mame | Process Call (1)
Process

Battery Mot Charging

Create Case

Credit Card Statement
Guided Help

Home Networking Flow
Internet Banking Mot Waorking
Purchasing Flow

Roaming Help

eFile 3 Benefit Plan

2 In the Configuration Details area, provide a Name for this node.

3 Select the Process from the dropdown menu.
AnswerFlow displays the Input Parameters and Output Parameters of the selected process.

ORACLE KNOWLEDGE ANSWERFLOW IMPLEMENTATION AND USER’S GUIDE ORACLE



22

ADDING PAGE ELEMENTS AND LOGICAL NODES

AnswerFlow Process Review View

When you log in to AnswerFlow, you see a window similar to the following graphic.

Processes op

Delete | Edit |

Answer Flow

Details | Preview

Cancel Bid

Balance Transfer
CU_Item_Picker_Ending...
CU_Item_Picker "1 geli
CU_Item_PickerQhL._.
Cancel Bid

Check temp

Get Seller List

Test Compare Numbers

Test Many Local Variables

Context Variables =
Locale
Timezone 2
Userdgent

Service Calls =

Call Account Balance
Compare Numbers 3
Find Item By ID

Get Item Details For Revi...
Get Seller List
GetCurrentTemp
getCurrentTime

getSearchListingDelay

@
Cancel Item Page

Cancel ltem

Get Item
r‘rii
B 1
o Page (4)
Z R 1stgStats = COMPLETE
:
|

1timeLeft >

Bid Retraéion Page |
> timaleft=12 = rrmel-\em 12

Bid Retraction
Did this solweyou problem?

\ Page (3)
Page (2) \

t @ Local Variables
MName |Inih’al Value o

Welcome Frank Flow | Logout

Mode: View

Configuration Details

Please select an item.

&)

ItemID -l

Submit Variable (1) | 6 ! 3
title

timeLeft i £

™ Legend
Page L? Logical Nodes i

i
Page @Smrt ‘
Page Elements = Branch =
E Display IM Service Call
Documents = 3
— i Set Variable
[: .]Dlsplav Form Valias 2

The process build screen is divided into seven main areas:

1

Processes — Lists all of the available Processes. Users create, edit, and delete processes, and select
between those processes that have been defined. select + to add a process or select a process from
the list to edit or delete that process. A process is a guided help flow that collects user input, make
service calls and deliver a document based on the data and built-in business logic.

Context Variables — Lists defined Context Variables available when building a process. Select + to add
a context variable or select a context variable from the list to edit or delete that variable.

Service Calls — Lists defined Service Calls available when building a process. Select * to add a

service call or select a service call from the list to edit or delete that service call. Service calls are Java
calls that perform an action or collect data from an external system.

Process Build Area — The Process Build Area provides a workspace to build, view, or edit a process.
Select Delete or Edit to delete or edit a selected process. Select a process node and then Details to
view details about individual nodes.

Configuration Details — Displays Configuration Details about a selected node. Select a process node
and then view configuration details about individual nodes.

Local Variables — Provides a list of variables used in the process displayed in the workspace.

Legend — Provides visual guides to interpret each individual component of a process.
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AnswerFlow Process Build View

When you select + to add a process, you see a window similar to the following graphic.

Answer FIOW Welcome Frank Flow | Logout
Cancel | Save *
{ 1 Page & *Name |Start

Page

Page Elements @
Display IM ( 2 )

Documents

Display Form

Logical Nodes

& | ’
Branch

Service Cal

Set Variable Values & Local Variables

Mame iInih’aI Value |Delehe | =)

@ }

The Process Workspace is how users create and edit processes. Users define the components that are
contained within a process, the order in which those components are executed, and any branching for
conditional components. The Process Workspace comprises four primary sections:

1 Node Library — The Node Library contains the components used to build processes. It includes Page
Elements and Logical Nodes.

2  Process Build Workspace — The main workspace provides a review area for a selected process. The
Main Workspace is where users’ define the components that are contained within a process, the order
in which those components are executed, and any branching for conditional components.

3 Configuration Details — As described in “AnswerFlow Process Review View” on page 22.

4 [Local Variables — As described in “AnswerFlow Process Review View” on page 22.
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CHAPTER 4

Deploying AnswerFlow Processes

You can deploy processes to make them available as answers to users’ questions in a runtime environment

by:
» exporting and importing AnswerFlow data among development and production instances as appropriate,
as described in “Exporting AnswerFlow Data” on page 7 and “Importing AnswerFlow Data” on page 8

* integrating AnswerFlow processes into a production user interface
¢ associating processes with user actions (questions, etc.) using Intelligent Search Managed Answers

Integrating AnswerFlow Processes into a
Production User Interface

The AnswerFlow installation process installs a sample user interface that you can use as the basis for
integrating AnswerFlow processes into a production user interface. You can deploy the sample user interface

to an existing server using the steps in this section.
Note: You can contact Oracle Consulting Services for assistance in integrating AnswerFlow processes with
a production user interface.

Using the Sample User Interface

The AnswerFlow installation process installs a sample user interface that you can use as the basis for
developing and integrating user interface elements to present AnswerFlow processes within your production
application. The sample user interface is located in the RuntimeUl instance directory:

Directory Description
sample/docs/SampleUl/lib contains jars for the SampleUl project
sample/docs/SampleUl/src contains source code for the SampleUl project

You can deploy the sample user interface to an existing RuntimeUl instance running on WebLogic Server.
Important! You must deploy the sample user interface from the ICE environment.

You deploy the sample user interface by:
* configuring the sample user interface authentication for Information Manager
¢ compiling the sample user interface

¢ deploying the sample user interface
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Configuring Access to Information Manager

You must configure the sample user interface to access the Information Manager instance that AnswerFlow is
configured to use, as described in Installing and Configuring Oracle Knowledge.

You configure the sample user interface to access the Information Manager instance by modifying the
authorization settings in the sample user name service (SampleUserNameService.java). The sample
user name service returns the user credentials and repository information that the AnswerFlow application
requires in order to access the configured Information Manager instance.

You configure access to Information Manager by coding the various methods in the file
SampleUserNameService. java. To modify the user name service:

* edit the file SampleUserNameService. java, located at:

$ {ANSWERFLOW INSTALL DIRECTORY}/AnswerFlow/Sample/SampleUI/src/main/java/com/inquira/
pmeditor/security/SampleUserNameService.java

» extend the following methods as appropriate for your environment, so that:

Method Description

getCurrentUserName returns the name of a user that has permission to access the
configured Information Manager instance. This method accepts
credentials as a parameter.

getUserName returns the name of a user that has permission to access the
configured Information Manager instance.

getCurrentPassword returns the user’s password. This method accepts credentials
as a parameter.

getPassword returns the user’s password.

getCurrentRepository returns the reference key of the IM repository that contains the

documents. This method accepts credentials as a parameter.

getRepositoryReferenceKey returns the reference key of the IM repository that contains the
documents.

Note: For validation and demonstration purposes, you can edit these methods to return static (hard-coded)
credentials for a specific Information Manager user, as follows:

Method Description
getCurrentUserName specify return "IM UserName"

where:

IM UserName is the actual name of the authorized user.
getUserName specify return "IM UserName"

where:

IM UserName is the actual name of the authorized user.
getCurrentPassword specify return "IM Password"

where:

IM_Password is the user’s actual password.
getPassword specify return "IM Password"

where:

IM Password is the user’s actual password.
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Method Description
getCurrentRepository specify return "REPOSITORY KEY"
where:

REPOSITORY KEY is the repository reference key.

getRepositoryReferenceKey  specify return "REPOSITORY KEY"
where:
REPOSITORY KEY is the repository reference key.

Compiling the Sample User Interface

You can build the sample user interface prior to deployment using a packaged ANT utility. You can compile
the sample user interface without deploying it.

To compile the sample user interface:
* open a terminal window and change to the AnswerFlow runtime user interface directory:

cd ${ANSWERFLOW_ INSTALL DIRECTORY}/AnswerFlow/instances/RuntimeUI

¢ start the ICE environment:

./setenv.sh

» change to the sample user interface directory:

cd ../../Sample/SampleUI
¢ execute the sample user interface build process:

iceant

The build process creates the SampleUI . war file.

Deploying the Sample User Interface

To deploy the sample user interface:

» from the ICE environment in the AnswerFlow sample user interface directory, as in “Compiling the
Sample User Interface” on page 26, execute the deployment script and specify:

- the location of the sample user interface source code, for example:

deploy.sh -s ../../Sample/SampleUI -w ../../Sample/SampleUI/target/SampleUI.war
- the location of the web archive (.war) that the deployment script will create, for example:

deploy.sh -s ../../Sample/SampleUI -w ../../Sample/SampleUI/target/SampleUI.war

Viewing the Sample User Interface

You can view the sample user interface by
« starting the RuntimeUl server from the ICE environment

* navigating a browser to the sample user interface

To start the server:
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¢ execute the following command from an ICE prompt:
inquiraaf.sh start
* npavigate to:

http://${RUNTIMEUI_ SERVER LISTEN ADDRESS}:${RUNTIMEUI SERVER LISTEN PORT}/SampleUI/
dashboard

where:

{RUNTIMEUI SERVER LISTEN ADDRESS} is the listen address specified at installation, for example,
localhost, and {RUNTIMEUI SERVER LISTEN PORT} is the listen port specified at installation, for
example,8233:

http://localhost:8233/SampleUI/dashboard

Associating Processes with User Actions

You can make AnswerFlow processes available as answers to users’ questions or responses to other user
actions by configuring processes as responses within Managed Answers. Managed Answers are a type of
Intelligent Search Dictionary Rule that you configure to return a specific answer in response to a specific
question or type of question.

See the Intelligent Search Language Tuning Guide for more information on configuring Managed Answers.
Contact Oracle Consulting Services for assistance in associating AnswerFlow processes with Managed
Answers.
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