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Safe harbor statement

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

Recent Go Lives

New Siebel CRM 
implementation set to 
be one of the largest 
deployments worldwide

New Siebel Digital 
Transformation in 
progress!

New WinsTelco’s Running Siebel CRM 

Related Session: Customer Leadership Panel – Business ROICopyright © 2020, Oracle and/or its affiliates. 5



Agenda

1 Industry Disruptions

2 Oracle Solution Innovations

3 Demonstration

4 Next Steps
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Experience Economy

Experience defines value

Journeys are non-linear and unpredictable

Customer is innovator
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Communications in the Digital Age



Covid-19 has Accelerated Consumer Digital Behaviors
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High 
Performance 
Results

Increase Constituent Satisfaction

Increase Efficiencies

Decrease Costs

60% 85% 50%

will not miss
retail stores

prefer to continue digital
channels for buying

like digital interactions
better than non-digital

Source: Accenture Comms and Media Covid-19 Consumer Study



Most digital transformation 
projects are failing

70%
of digital projects
have failed

CSPs spend 60-80% IT budget

on maintenance vs. innovation.”

- ZDNet

“
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Digital channels and 
prettier UI alone 

don’t cut it

No time or money 
for massive IT 

transformations
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think differently

Providers with best customer 
intelligence have the biggest 

chance to win!

Rapid innovation is equally 
important

respond
to moments
of need in 
real time 

Data driven 
Experiences

Efficient 
service is zero 
touch service

Multi-speed 
architecture
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“We’re not doing this [transformation] to drive an 
incremental improvement in our operations… We’re 
targeting to have a step change in how we operate our 
Telco software. I’m talking about at least a 10 times 
improvement in operational efficiency through 
automated operations and standardization.”

Dr. Lester Thomas, Chief Architect

Source: TM Forum



A new paradigm for
radical transformation in
the experience economy

Oracle Digital 
Experience for 

Communications



Digital Experience for Communications Delivers Value
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Business

INDUSTRY FABRIC – Open Digital Architecture (TM Forum)

• CRM

• Billing

• Order Management

• Fulfillment

• Marketing & Sales

• Call Center

• Digital Channels

• Integrations

experiences:

• Launch

• Buying

• Sales*

• Care

* roadmap

IT

Oracle Industry Fabric
the Oracle industry solutions platform

5x faster deployments

10x lower cost of IT

TMF Open Digital Architecture

Experience first

Adaptive data mastering

Co-exit, leverage and evolve

Cloud native infrastructure

Benefit targets, may vary by customer
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10x faster launches

launch in days vs. weeks

Enterprise catalog

Business user experience

1-click publish

ALL OFFERS

Oracle LaunchX

Benefit targets, may vary by customer
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OMNICHANNEL SHOPPING CART

HYPER-PERSONALIZED CATALOG

EASY SERVICE CHANGES

Omni-channel commerce

Common sales catalog

Common shopping cart

Rich pricing & config

Rich subscription LCM

5x higher conversion rates

lower cost of acquisition 3X

Oracle BuyingX

Benefit targets, may vary by customer
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360 AGENT DASHBOARD

UNIDENTIFIED CONTEXT

IDENTIFED CONTEXT

600% higher CSAT

lower cost to serve 20x

Unassisted digital channels

Smart 360 agent desktop

Sell while providing care

DIGITAL ASSISTANT

Oracle CareX

Benefit targets, may vary by customer
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1. What is your digital customer experience strategy?

2. Which customer experience SaaS apps you are using or implementing

3. Which customer experience capabilities represent your top priority?

4. If any, what are the barriers to adopting SaaS customer experience?

Poll
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Demonstration

Copyright © 2020, Oracle and/or its affiliates. 22

Demo



It is important to have a lean 
and decoupled architecture 
that delivers out-of-the-box 
capabilities in the cloud.”

Deliver the best customer 
experience regardless of location

Drive operation excellence
to reduce cost

Identify new growth areas
especially in digital

As a market leader, Swisscom 
is shaping the future

23

“
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https://www.youtube.com/watch?v=YAL2rpfdnXI
https://www.youtube.com/watch?v=YAL2rpfdnXI
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1. What can Oracle do to enable you to better leverage your Siebel CRM 
investments and adopt SaaS for customer experience?

2. How familiar are you with Oracle CX Cloud applications?

3. What functional areas would you like to learn more about with Oracle 
CX Cloud?

Poll
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Product Roadmap – Siebel CRM

CURRENT & COMMITTED NEAR-TERM FUTURE

Core Features

Siebel on OKE

CI/CD, Metrics & Monitoring, API 
Completeness, Identity/Security 

Alignment, 
Streaming/Messaging Alignment

Cloud Native Computing 
Foundation (CNCF) 

Compliance

3rd party certifications

WebTools, Workspaces

Cloud Native

DX4C – APIs for Launch, 
Buying and Care experiences 
(B2C), Application TrimmingIndustry Solutions

Dx4HS – Adoption of Cloud 
Native Changes, APIs for 
Clinical Functionalities

DX4A/DX4F –Automotive & 
FINS Dashboards via MCPS, 

AI/NBA data driven use cases

DX4C – Advance Order 
Management API for B2B –

Pricing, Quoting, Fallout 
Management, Trade-in/Returns
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Approaching the Challenges: Siebel CRM Modernization Patterns

Siebel CRM enriched with OCI 
Gen2 hosting and management

Migrate Siebel CRM to complete 

cloud solutions from Oracle

Transformation to 
Cloud

Rapid Value from 
CRM & Cloud

Surround Siebel CRM 
with cloud innovation

Modernize Siebel 
CRM with Cloud 

Applications

• Reduce TCO by moving your Siebel CRM 
deployment on Cloud infrastructure for elastic 
agility. Deploy with Containers & Kubernetes

• Transform let Oracle help you to complete the IT 
transition from on premise to cloud solutions

• DevOps near zero downtime and CI/CD pipelines at 
extreme scale with the latest Siebel CRM release

• Innovate - Oracle’s PaaS services can be 
integrated into Siebel CRM – e.g. Chatbots, 
Mobile Cloud, IoT, Content Management, Live 
Experience, Analytics Cloud

• Integration of Oracle’s CX Suite into existing 
Siebel CRM implementations with Oracle’s secure 
cloud integration platform

• Enhance UX – improve CX, AI powered UX 
design, create Mobile Apps rapidly

• SaaS++ Oracle’s CX solutions can be quickly 
deployed and integrated with Siebel CRM for 
extended functionality

• Transform your view of CRM and deliver 
orchestrated, omni-channel Customer Experiences 
powered by data and real-time signals 

• Oracle Leadership can lead you in a phased 
transition to ensure clear ROI and competitive 
advantages

Copyright © 2020, Oracle and/or its affiliates. 26
Related Session: Digital Transformation 

Strategies for your Siebel CRM Application



Next Steps

Attend DX4C deep-dive sessions 

(Oct 12th – 15th)

• Oct 12th : Industry Fabric 

• Oct 13th : Launch Experience

• Oct 14th : Buy Experience

• Oct 15th : Care Experience

1

2

3

Schedule 1:1 meetings with Oracle Product 
Management and Consulting teams 

Attend DTW Catalyst event to see DX4C 
live demonstrations
Digital Transformation World Series
Virtual conference (Oct 7th – Nov 12th)

Copyright © 2020, Oracle and/or its affiliates. 27

http://dtw.tmforum.org/
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Thank you
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1. What is your digital customer experience strategy?

2. Which customer experience SaaS apps you are using or implementing

3. Which customer experience capabilities represent your top priority?

4. If any, what are the barriers to adopting SaaS customer experience?

Poll



What is your digital customer experience strategy?

Poll Result

7%

10%

10%

10%

10%

13%

14%

18%

19%

26%

27%

30%

Adopt SaaS for all of customer experience

Adopt SaaS applications for some segment, market, service domain, or other scope

Pre-integrate Siebel to CX SaaS consumer ordering

Pre-integrate Siebel to CX SaaS Enterprise catalog

Pre-integrate Siebel to CX SaaS Sales force automation

Pre-integrate Siebel to CX SaaS business ordering

Pre-integrate Siebel to CX SaaS AI/ML applications

Add TMF Open APIs to Siebel

Other

Augment Siebel with SaaS applications

Enable customer data to stay in Siebel on premise when using CX SaaS applications

Augment Siebel with custom extensions and on-premise applications



Which customer experience SaaS apps you are using or implementing?

Poll Result

8%

8%

10%

12%

14%

14%

16%

24%

31%

35%

Business Care

Other

Business Ordering

Data Applications - Data Science Applications and Analytics

Consumer Ordering

Enterprise Catalog

Consumer Care

Marketing

Sales Force Automation

None



Which customer experience capabilities represent your top priority?

Poll Result

1%

5%

9%

9%

10%

11%

13%

15%

18%

23%

25%

Customer assets repository

Shopping cart

Other

Enterprise catalog

Omni-channel business care

Sales / Enterprise Product Catalog

Customer / Account management

Configurator, Pricing, Quotation

Omni-channel consumer care

Open Digital Architecture / TMF Open APIs

Blended ordering and care



If any, what are the barriers to adopting SaaS customer experience?

Poll Result

4%

8%

10%

12%

14%21%

31%

Internal organizational issues

Nothing

Other

Limited customization of SaaS applications

Data residency requirements or concerns

Feature gaps of SaaS applications

Cost of transformation



Take the Siebel CRM

Innovation Survey

https://go.oracle.com/siebelcrm-innovation

Let us help you kickstart your 
Siebel CRM transformation

Copyright © 2020, Oracle and/or its affiliates. 35

https://go.oracle.com/siebelcrm-innovation


Stay Connected
blogs.oracle.com/siebelcrm



Siebel CRM Customer Connect 
CAB portal

LinkedIn Customer Connect

Newsletter Email Distribution list 
(Customer) & (Partner)

Virtual CAB replays

Siebel CRM Learning Subscription
(Free content, click Preview)

Siebel CRM Bookshelf

Siebel CRM Github

Siebel CRM Advisor Webcasts

My Oracle Support Community

Siebel CRM Statement of Direction

Siebel CRM Release Updates

Siebel CRM Premier Support

Datasheets – Features by Release

Siebel CRM Ideas (Collaboration)

Siebel CRM Blog

Siebel CRM YouTube

Siebel CRM Sales Team 

Siebel CRM ACS Services

Oracle Support Value

Partner Spotlights

Useful Resources
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http://customerconnect.oracle.com/
https://www.linkedin.com/groups/8735948/
https://go.oracle.com/LP=59391?grp=crmcab
https://go.oracle.com/LP=59391?grp=crmptn
https://videohub.oracle.com/category/Products+and+Services%3EOracle+Siebel+CRM/97347451
https://education.oracle.com/oracle-siebel-learning-subscription/ls_38497
https://www.oracle.com/technetwork/documentation/default-5244921.html
https://github.com/OracleSiebel/ConfiguringSiebel
https://support.oracle.com/epmos/faces/DocContentDisplay?id=1456246.1
https://community.oracle.com/community/support/siebel
http://support.oracle.com/epmos/faces/DocumentDisplay?id=2641170.1
https://support.oracle.com/epmos/faces/DocumentDisplay?_afrLoop=280773470197856&id=2382435.1
https://www.oracle.com/support/lifetime-support/applications-unlimited.html#unlimited
http://support.oracle.com/epmos/faces/DocumentDisplay?id=2494861.1
https://community.oracle.com/community/support/siebel/siebel-crm-ideas
https://blogs.oracle.com/siebelcrm/
https://www.youtube.com/oraclesiebelcx
https://blogs.oracle.com/siebelcrm/new-acs-services-for-ip2017-and-siebel-on-cloud
https://blogs.oracle.com/siebelcrm/why-support-is-vital-for-your-siebel-crm-implementation
https://blogs.oracle.com/siebelcrm/partners-6
mailto:appslicensesales_be@oracle.com
mailto:acs_ww@oracle.com

