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Value and Innovation for your Business

Continuous Release Model

Leveraging Siebel Open UI

Siebel Mobile

Data Visualisation

Integration and Services
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• We recommend customers apply updates on a 
quarterly basis to take advantage of:
• Bug fixes Updated certifications

• New features Product Enhancements

In 2018 Siebel moved to a new release model 
with monthly, cumulative updates that can be 
applied with less risk and effort.  This approach 
should dramatically lower the cost of ownership

Siebel Continuous Release Model



CABLE / TELCO FINANCE / 
INSURANCE 

FINANCE / 
INSURANCE 

LIFE SCIENCES / 
HEALTHCARE

AUTOMOTIVE / 
HIGH TECH

CONSUMER GOODS 
/ RETAIL PUBLIC SECTOR

PROFESSIONAL 
SERVICES / 

HOSPITALITY

Customers Live with the Continuous Release Model
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• Mobility and flexibility
• UI framework for outstanding user experiences

Functional enhancements and new features

Deliveries for the Business
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Siebel Open UI

Siebel’s User Interface

• Introduced from 2011 onwards

• Designed to work with any 
browser on any device

• Uses standard browser HTML,
CSS style sheets, Java just like 
any other web app

• Provides the tools and features 
to change appearance, colour 
scheme, and add custom style 
& branding

# 2
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Evolving User Experience

2000 : Laptop-only

2006 : Internet Explorer Browser

2013 : Any Desktop Browser
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Evolving User Experience

2019 : Any Browser, phone, tablet, desktop
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Dozens of Subtle Enhancements

The Siebel Open UI is constantly being updated to 
match common web app themes and conventions:

• Elastic List Applets - efficient display of 
list records

• Unsaved Data Indicator

• Attachment View – no need to download

• Field Prompts – cleaner and clearer

• Modern navigation icons

Navigation 
Icons

 Old
New

Elastic List Applets
Unsaved Data Indicator
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File View



Siebel search has been enhanced to offer more modern 
and flexible search capability and to work with 3rd party 
search engines for a more Google-like experience:

• Siebel Search now supports the Elastic Search Engine

• Siebel’s “Application Search” in the menu bar now more 
flexible

• Results of an Application Search are displayed in a separate 
search pane, showing instances of matching records

• Users can drill into displayed records providing they have 
appropriate visibility

• Offers users a new way of working with Siebel – easily and 
instantly find customer, vehicle etc data without having to 
remember where to look first

Simplified Search
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Context-sensitive help and guidance

• Navigates users through a task or process

• Can be used as an aide-memoire or, by clicking on each 
step, to navigate between views and highlight important 
fields or buttons

• Easy to set up, no IT involvement needed

• Supports multiple languages

• Feature was available in older versions of Siebel but 
removed with the introduction of Open UI and has now 
been made available again.

iHelp Embedded Help and Guidance
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Open UI enables organisations to adapt Siebel to 
fit with their corporate brand and deliver a more 
personalized user experience (UX), without 
complex coding or niche developer skills 

• Successful customer UX projects deliver results –
Die Mobiliar, a Swiss insurance company, improved 
productivity by 75%

• Examples:

• Customer 360 dashboard

• Client briefing

• Corporate client 360 dashboard

• Agent / Broker Portal

• Customer direct service portal

Adapting the Siebel User Experience 
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Siebel UI tailored to 
customer needs:

• Customer 360 core 
details clearly shown

• Sections expand to 
capture additional info

• - modern experience

• Clear task guidance 
with progress bar to 
highlight steps

• Intuitive and easy to 
navigate

UX Example: European Motor Manufacturer
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Siebel UI tailored to 
customer needs:

• Customer 360 core 
details clearly shown

• Context sensitive
menus and tasks

• Belgian Telco 
“Proximus” presented 
this example to the 
Siebel Customer 
Advisory Board (CAB)

Search Google for
”Siebel Proximus”

Example: Proximus Customer 360

https://videohub.oracle.com/media/Siebel+CRM+Virtual+CAB+-+June+2021/1_pyza6jaj
https://videohub.oracle.com/media/Siebel+CRM+Virtual+CAB+-+June+2021/1_pyza6jaj
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Original Siebel UI

Goal: 

• Revise UI to make it 
more task-oriented 
and visually 
appealing

• Align it more closely 
to actual business 
processes

• Retain Siebel Open 
UI framework

Example:  Vodafone Contact Centre
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Example:  Vodafone Contact Centre

Updated UI following process re-design :
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Objective : 
To provide an “at a glance” customer 
360 whilst still leveraging  Open UI

Desjardins UI was developed in 
conjunction with SI Partner 
Dymensions and presented at the 
Siebel Virtual Summit 2020.  A replay 
of this Financial Services example is 
available at : 
https://go.oracle.com/OracleSiebelCR
MVirtualSummit#sep22sep24

Example: Desjardins 

https://go.oracle.com/OracleSiebelCRMVirtualSummit#sep22sep24
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Siebel’s web portals have also been updated to adopt 
the Open UI framework, supporting:

• Dealers

• Service & Breakdown partners

• End customers & fleet buyers 

UX Examples : Web Portals
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Ideal for sales and field service users, this enables 
customers to run their own Siebel application on a phone

Key features:

• Phone app UX is automatically generated from existing 
Siebel configuration and can be “fine-tuned” to complete 
the experience

• Available from Release 20.9 onwards 

• No additional cost for connected, additional license 
required for offline use

Siebel Mobile Phone UI



Siebel on a Phone – How it works

Detail View Navigation

Applet

Collapsed 
Applet

Screen Navigation

Toolbar
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• Hybrid mobile application for the latest iOS 15.x and 
Android 10.x and above

• Current Architecture - Oracle Mobile Application Framework v2.6.x
• Migrating to React Native framework for the Hybrid container 

app

• Redesigned Responsive UI to support multiple mobile applications 
on Tablet and Smartphone

• Offline operation using SQLite storage and in-memory database

• Server Script Migration for execution on the Offline Client

• Industry App features - eDetailing, OIA integration etc

Mobile Application



30

At-a-glance view of key customer, account and 
other information

Rich combination of colourful analyses, 
graphics and reports

Available from Release 22.5 onwards, at no 
extra cost

Data Visualisation :

Industry Dashboards

Siebel on your Laptop
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Data Visualisation in Siebel

Organisations are looking for an intuitive approach to consuming 
aggregate data and insight.  Dashboards support this without the 
need for additional business intelligence applications.

• The new dashboard functionality comprises the following:

1) New Data Visualization Components

• Infolets

• Timeline

• Hierarchy

2) Sample Industry Dashboards

• Financial Services

• Hitech and Manufacturing

• Telecom

Hierarchy 
Component

Infolets
Component

Timeline 
Component
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Infolets Component

Single BC field Multiple BC fields Aggregate Infolet List Infolet

• An Infolet is used to display a Title and associated display values

• Framework supports the ability to add\edit\delete Infolets in a dashboard

• There are 4 types of Infolets
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Timeline Component

• Timeline provides the ability to see the sequence of events

• Ability to display events from multiple entities

• Entity icons can be clicked as toggle buttons to make related 
data hide and unhide

• Option to add activities in the timeline by clicking the “+” icon

• Calendar icon can be used to filter events between a date range

• Scroll option can be used to navigate the records

• Framework supports the ability to add\edit\delete Timeline
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Hierarchy Component

• Hierarchy component enables display of linked data in an 
ordered 4 level hierarchy.

• The hierarchy fields can be configured and displayed 

• Hierarchy component is used to show various multiple 
associated entities in a single view

• There is a drop down to display the level 4 data 

• In case no level 2 hierarchy data exists, the last level data 
gets displayed.

• User can scroll through the horizontal scroll bar to view 
more members in a household 
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Oracle
Intelligent Advisor
(Policy Automation)

Natural language 
business rules & 
data capture

Oracle OCI
Artificial Intelligence

Services

AI analysis 
and enrichment

CRM Desktop

Outlook integration
and synchronisation

REST
Integration

Industry standard
real-time access to
data and processes

Siebel Integration and Services 
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Corporations want 360° view of customers :
• Requires users to update and maintain CRM data in the 

corporate application

• Centralised record of customer meetings in CRM database

• All activities linked to end customers maintained centrally

However .. many users prefer to manage customer 
interactions and data in Microsoft Outlook

• Require ability to manage subset of CRM data to support 
day-to-day tasks

• Require ability to manage calendar, contacts, and email 
communication and relate it back to CRM data

• Require ability to keep shared calendar and contact data in 
sync between Microsoft Outlook and the CRM system

• Require ability to navigate to CRM system to do periodic 
advanced tasks

Siebel CRM Desktop bridges this gap

Siebel CRM Desktop
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Intelligent Advisor is an intelligent, natural language, 
business rules engine.

• It was originally designed to interpret legal policy 
documents and to make decisions based on the policies –
hence its original name: “Oracle Policy Automation” (OPA)

• It is capable of understanding the grammar of natural 
language and supports 19 languages out-of-the-box

• Intelligent Advisor is designed to allow business users to 
create and maintain their own business rules without the 
need to involve a developer

• The on-premise version of OIA can be sold by Applications 
Unlimited – however there are strict approval criteria for this 
version and corporate preference is to position SaaS

Oracle Intelligent Advisor (aka Policy Automation)
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OOTB Product :
• Integration to Siebel

• Use cases for speech & language

• Suitable for both on-premise & OCI customers

Pre-requisites :
• Subscriptions to OCI AI Services and OCI Object Storage

• Must update to Siebel CRM 22.10 or later and upgrade repository

* Just Released * - Oracle OCI AI Services

Available
Now

22.10+
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Digital Assistant
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Language Analysis

(1) Description saved containing 
personally identifiable information

(2) AI Language 
service analyses text 
and identifies PII Data
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OCI Speech Service
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• OIA:  Basic Enhanced
• Siebel Mobile
• Data Visualisation & Dashboards

Demonstrations

https://rspaug14-opa.rightnowdemo.com/web-determinations/startsession/AUDemo1
https://rspaug14-opa.rightnowdemo.com/web-determinations/startsession/AUDemo2
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Established Industry CRM with a Modern Cloud-Ready Microservice Architecture
Siebel CRM

• Customer 360 – B2B and B2C
• Retail & Corporate Sales, Opportunity & Leads
• Needs analysis and applications
• Account and asset tracking, client service
• Wealth Management
• Insurance policies & claims, all LOBs
• Broker Portal, Agent Portal 

Siebel CRM

Modern CRM Platform

400+
Siebel CRM 
customers 
across 
Western 
Europe

Banking
Insurance

Telco PubSec

Prof
Svcs

Cross Industry Deployments

• Zero downtime 
• Cloud-native (OCI), Docker containers
• Microservices, K8S orchestration
• Agile development – CI / CD, DevOps
• New responsive UI & themes
• Embedded automated testing
• Secure REST integration

Auto

22.x Benefits
• Premier Support to at least 2033
• Continuous Monthly Releases – no more 

complex & costly upgrades
• Retain existing integrations & configuration

Strong Roadmap



Thank You!

Richard Spearman

richard.spearman@oracle.com

blogs.oracle.com/siebelcrm


	Welcome !
	Slide Number 9
	Slide Number 10
	Siebel Continuous Release Model
	Slide Number 12
	Slide Number 13
	Siebel Open UI
	Slide Number 15
	Slide Number 16
	Dozens of Subtle Enhancements
	Simplified Search
	iHelp Embedded Help and Guidance
	Adapting the Siebel User Experience 
	UX Example: European Motor Manufacturer
	Example: Proximus Customer 360
	Example:  Vodafone Contact Centre
	Example:  Vodafone Contact Centre
	Example: Desjardins 
	UX Examples : Web Portals
	Slide Number 27
	Slide Number 28
	Mobile Application
	�Data Visualisation :��Industry Dashboards
	Slide Number 31
	Slide Number 32
	Slide Number 33
	Slide Number 34
	Siebel Integration and Services 
	Siebel CRM Desktop
	Oracle Intelligent Advisor (aka Policy Automation)
	* Just Released * - Oracle OCI AI Services
	Digital Assistant
	Language Analysis
	Slide Number 41
	Slide Number 42
	Siebel CRM
	Thank You!

