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The Redwood for CX Sales & Service Value Proposition

Q. What is Redwood and what are the benefits for CX Sales & Service?

A:

Oracle Redwood for CX Sales & Service delivers a:

Modern User Experience: Redwood delivers a visually engaging and unified interface, making CX Sales &
Service applications more intuitive and easier to navigate for users across the organization.

Productivity Boost: Enhanced workflows, contextual guidance, and streamlined processes help reduce manual
steps, errors, and training time, improving overall productivity.

Consistent Design: Redwood ensures a consistent look and feel across the entire Oracle ecosystem, reducing
confusion and providing a cohesive user journey in CX Sales & Service and beyond.

Embedded Intelligence: Advanced analytics, Al, and machine learning capabilities are seamlessly integrated,
providing actionable insights and recommendations that enable smarter, faster decisions in sales and service
operations.

AT Agents and Automation: Redwood leverages intelligent Al Agents to automate repetitive tasks, proactively
surface relevant information, and interact with users conversationally. This helps sales and service
professionals resolve issues quickly, optimize workflows, and reduce manual intervention.

o Al Agent Studio: a comprehensive platform for creating, extending, deploying, and managing Al
agents and agent teams across the enterprise. Al Agent Studio provides easy-to-use tools for customers
and partners to create customized Al agents that address complex business needs and can help drive
new levels of productivity.

Personalization: Redwood allows users to tailor their dashboards and experiences to suit their specific roles,
focusing on relevant data and processes within the sales and service.

Accessibility and Security: Redwood is designed with accessibility and enterprise-grade security in mind,
aligning with corporate standards and ensuring data privacy and regulatory compliance.

Scalability: As part of Oracle Cloud, Redwood’s framework can scale with your business needs, supporting
growth and evolving sales and service complexities.
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General Questions About Redwood for CX Sales & Service

Q. When should my organization adopt Redwood for CX Sales & Service?

A. Getstarted now. Build a Plan. We have asked our customers to adopt Redwood prior to 27A. Right now,
please review the value points and develop a migration plan and understand the many places Al agents are
possible within the Redwood applications so you can begin your Redwood and Al Agent transformation.

Q. With the 27A adoption timeline, what will happen to those UX pages if my organization does not adopt some or
all of Redwood for CX Sales & Service by the milestones laid out in the Redwood adoption timeline?

A. As the milestone arrives for adoption of Redwood for CX Sales & Service pages, the equivalent UX pages will be
decommissioned. For purposes of this discussion, “decommissioned” means no further issue or bug fixes and no
new deliveries of features or enhancements.

Q. Do I need to implement Redwood for all CX products at the same time?
A. Customers may choose to implement Redwood all at once, at the feature level/page level or by product. We
only ask that CX Fusion Sales and Fusion Service needs to migrate to Redwood prior to 27A.

Q. Is there a standard approach for implementing Redwood?

A. Implementation deployment plans will be driven based on a customer’s key requirements and desired value
achievement. Testing can be done in Stage pods prior to deploying the pages by process flow. Oracle will
continue to communicate details of feature availability in our Redwood roadmaps and then in our Cloud
Application feature listings and the What’s New documentation, quarterly. As you progress with your
deployment, please utilize the many resources available on Customer Connect including Redwood specific
documentation, Redwood forums and frequent Redwood specific sessions.

Q. How can I keep up to date with the latest developments on Redwood for CX Sales & Service?
A. Check out the ‘What’s New’” documents for CX Sales & Fusion Service.

Q. What do I do if the capability I am looking for in Redwood is not currently available nor on the roadmap?

A. Seek out best practice information about how other similar use cases are handled. The forums on Cloud
Customer Connect are a good place to start. If a capability you are looking for is not on the roadmap, you may
also go to the Idea Lab and upvote on an existing idea or file a new idea if one does not exist.

Q. Is Oracle automatically enabling Redwood?
A. Yes — all new pods are provisioned with Redwood enabled by default.

Q. Can I use AT without Redwood?
A. All the Generative Al features, delivered Al Agents and Al Agent Studio are delivered in the modern Redwood
design system.

Q. Will Oracle advise on porting configurations from Classic to Redwood?

A. There are many resources available to help with your Redwood migration, including bite-sized videos on CCC
(Sales & Service) for the specific use cases with suggested approaches. Oracle COE is also available to guide and
coach on more specialized scenarios. Furthermore, there are tools available to assist with moving configurations
and personalization: Sales Accelerator & Service Accelerator.
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Q. Is data encrypted in Redwood?
A. Yes. Data in transit is protected with HTTPS/TLS, and data at rest is encrypted with Transparent Database
Encryption (TDE).

Q. Are there limits on how many panels/subviews I can add?

A. No hard limit, but best practice is up to eight active panels/subviews at a time for usability and performance.

Q. Why don’t I see some fields from App Composer in Visual Builder?
A. Only fields exposed via REST are available in Visual Builder.

Q. Do the Groovy scripts created in Application Composer work in the Redwood User Experience?
A. All triggers except Before Create work in Redwood. In the Redwood U, field validations run when the record is
saved to the server and not as you tab out of the field.

CX Sales Specific Questions

Q. How can I enable Oracle Sales in the Redwood User Experience?

A. If you're a new customer, then the latest version of Oracle Sales in the Redwood User Experience (Sales in the
Redwood UX) is already enabled for you. If you're an existing customer, then simply ensure that both the
Digital Sales Next Gen UI and Sales in the Redwood UX features in the Sales offering are checked. click here for
the steps to enable Sales in Redwood UX.

Q. What will happen if I moved to Digital Sales in the past, do I still need to move to Redwood Sales?
A. Yes, you need to move from Digital Sales to Redwood Sales ASAP.

Q. Are there any prerequisites for adopting Redwood?
A. Here are the recommended steps:
1. DoaP2T
Enabled Sales in the Redwood UX
Configured Adaptive Search and Workspace
Enabled Access Groups
Enabled the Activity Stream
To display fields in the Redwood UI, ensure the “Include in Service Payload” option is selected for those

A

fields in Application Composer

Q. Why isn't the Global Search bar available in Oracle Sales in the Redwood User Experience pages?
A. The Global Search bar is available only on Classic UX pages. In the Redwood UX, you can use the search bar in
the Sales Dashboard to perform the same search across all sales information. Click here to learn more.

Q. Do we need Redwood to use Sales Orchestration and AI Agents in Sales?
A. Yes. Sales Orchestration is built on Redwood and only runs in the Redwood experience. Al Agents also rely on
the Redwood framework for embedded Ul components and conversational interactions.
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Q. What should I use for analytics in Redwood Sales?
A. Use the Redwood Sales Dashboard as your primary analytics hub. It supports:
Metric cards for KPIs

e List and tabular panels for operational views

e Data and visualizations from saved searches, OTBI, and Express Reports

For details and setup steps, see Overview of the Redwood Sales Dashboard

Once in-app personalization is enabled by an admin, end users can personalize their dashboards without
additional privileges. Access can be role-gated if needed.

Q. How do I add an Express Report to the Sales Dashboard in Oracle Sales in the Redwood User Experience?
A. For an overview, see the video Add Express Report to the Dashboard available on Oracle Cloud Customer
Connect. For detailed steps, see the topic Create the Sections with the Content You're Displaying.

Q. What's the purpose of the Service button in the Sales Redwood UX pages and how do I remove it?
A. The button allows users to control their work assignment availability. If you don't use this feature, then you can

disable it and remove the button by setting the profile option SVC_ENABLE_OMNI to No at the site level. You
won't see the button after signing in again.

You can set this profile option from Setup and Maintenance > Manage Administrator Profile Values.

Fusion Service Specific Questions

Q. How do I enable Redwood Service?

A. The Redwood experience for Fusion Service is referred to as Service Center. You enable it via Navigator > My
Enterprise Offerings. Please see step-by-step details at How do I enable Service Center?

Q. Do I need special privileges for Service Center?

A. The out-of-the-box Customer Service Representative and Customer Service Manager roles contain the necessary
privileges. For custom roles, please see What are the ready-to-use privileges and roles? for details on the
required privileges.

Q. Does Knowledge have a Redwood equivalent?

A. Yes! Please see Knowledge Management Overview and Best Practices for Service for details on the
functionality and How do I set up Fusion Knowledge Management in the Redwood User Experience? enable
it.

Q. What can I extend in Service Center?

A. The Service Request Standard Pages Extensibility Matrix outlines which parts of the standard service request
pages in Oracle Fusion Service can be customized—such as fields, layouts, business logic, and integrations—

and indicates the specific extensibility options or limitations for each page. We also recommend reviewing this
post on the Cloud Customer Connect community with many examples and tutorials of the types of extensions
that are possible in Redwood Service Center.
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‘What is the UI Events Framework for Service?

The UI Events Framework is a tool that allows you to configure actions or custom logic in response to user
interactions with the application interface—such as field changes, button clicks, or navigation events—without
modifying application code. This framework lets you automate behaviors and enhance the user experience on
standard application pages. For more information, visit How do I use the UI Events Framework?

How can I save column widths on the Service Center home page?

Yes, create a copy of the Service Request list page with the column widths you set:
On the Service Request list page, widen the columns as needed.

Click the Actions menu, select Save.

Give the list a name, and click Update.

LR .

View your new Service Request list.

Service Request Activities

Q.
A

> 0 > 0

> 0

‘What are service request activities?

. Service request activities are records of interactions or actions taken in relation to a service request, which

appear in the SR activity stream (also known as the Feed). These may include phone calls, emails, notes, tasks,
or other updates that track the progress and resolution of the SR.

. What types of activities can be tracked or displayed?

You can track and display various activity types such as emails, telephone calls, appointments, notes, and other
communication or system-generated updates associated with a service request.

. How do I view activities for a specific service request?

Activities associated with a service request can be viewed in the activities section of the service request record.
This section provides a timeline/list view of all related activities.

. Can activities be customized or configured?

Yes, administrators can configure which activity types are tracked, displayed, and how they are presented
through setup tasks and preferences. For more detailed steps, configuration options, and related setup tasks,
please refer to What Service Request Activities Track and Display and the related sections.
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General Questions about Extensions

VB Studio

Q. How can we identify which POD has VB Studio associated?

A. Every TEST and DEV instance in your Oracle Cloud Application environment family receives its own instance
of VB Studio, which in turn are tied together by a single VB Studio organization. For more information please
refer to With Multiple VB Studio Instances.

Q. Which security is needed to access VB Studio?
A. Refer to the documentation — Essential Setup Tasks

Migrations

Q. If we develop Redwood Ul in one POD (e.g., EXP1), can we later reuse the Redwood work that was done in
POD1 when we move to a different POD (e.g., EXP2) or do we need this developed from scratch again in new
POD?

A. The build process is what packages and deploys the code from GIT to the target environment. A best practice is
to have one branch for each environment such as main for your primary Dev/Test, production for prod
environment. And if you have additional environments, a branch for their purpose such as test. You can
merge the code into the release level named branch and then do a build from that branch to deploy to the
environment.

Click here to learn more about Visual Builder.

Q. Should we deploy our extension for Oracle Sales in the Redwood User Experience to test before deploying to
production?
A. Yes. Here are some best practice recommendations:
1. Preview your extension in Oracle Visual Builder Studio
2. Build (package and deploy) to the test environment so that users can validate the extension without going
through VB Studio's preview mode. The package step introduces some optimizations to the code that aren't
present in the preview mode.
3. Deploy to production.
As a best practice, have a dedicated branch for production builds (package and deploy). You can move the
code from the test environment's main branch to this production branch when it passes the second test. This
configuration makes it possible for you to move forward in the test environment, while still being able to
create an emergency fix for production without including everything in development from the test
environment's main branch.

Q. Can I migrate changes from a pod that is on lower release to a pod that is on a higher release?

A. Make sure that the source and target instances are of the same release, with the same standard and one-off
patches applied to both environments. For detailed information, refer to What if Dev and Prod Instances Aren’t
On the Same Release?
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Accelerator Tools

Q. What's the Redwood Migration Accelerator tool?

A. Oracle's new Redwood Migration Accelerator tool helps you quickly migrate from Classic Sales and or Service to
Redwood User Experience.

For more details on CX Sales click here.

For more details on Fusion Service click here.

Q. I've already started Redwood migration — can I still use the Accelerator?

A. The Redwood Accelerator is primarily for new migrations from Classic to Redwood. However, you can use it to
add new customizations to existing Redwood implementations. For other scenarios, work with the CoE Product
Development team for possible approaches.

Q. Can I use Redwood Accelerator for a net-new implementation?

A. No. The Accelerator is not intended for net-new implementations — those are typically simpler and don’t
require migration tooling.

Q. How long does it take to run the Accelerator?
A. It’s pretty fast to run the accelerator, depending on the setup, it can run in minutes.

Q. Do I still need an implementor or internal team?
A. The Accelerator can cover up to 80% of migration efforts. You may still need an implementor or internal team
for the remaining work.
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