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SUMMARY 
 

XO v10.21.0 / v11.20.0 and XOCC v3.20.0 is scheduled to be released on our Kore 
cloud regions as per the below schedule: 

 

Detailed information will be available on our documentation portal after the release.  

If not yet subscribed, please do Subscribe to Kore.ai status updates to receive notifications for 
upcoming scheduled maintenance and deployments. 
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The upcoming release delivers a focused set of stability improvements, functional corrections, 
and platform-wide enhancements across the XO Platform and XOCC. This update strengthens 
interaction accuracy, service reliability, analytics consistency, and overall agent experience, while 
also addressing several customer-reported issues and internal quality findings.​
​

Key Enhancements/ Features 
(XO+XOCC+Search) 
We are excited to announce the upcoming AI for Service release, featuring new capabilities to 
help you design AI Agents and provide a delightful customer experience. 

Key highlights include: 

AI Agents 

●​ DialogGPT will be the default intent-detection mode for new AI Agents, replacing 
traditional NLP with advanced orchestration capabilities to improve conversational 
accuracy. The platform will provide tailored navigation experiences for DialogGPT and 
NLP-based apps, creating an intuitive experience.  

●​ Agent Nodes now support the generation of structured outputs to present UI templates 
across supported digital channels, creating visually engaging conversations. 

●​ A new Playground section in the Evaluation menu will combine Debug Logs and Talk to 
Bot in a side-by-side view for DialogGPT apps, providing an integrated testing and 
debugging experience with synchronized session control and status management. 

●​ The Prompt Library will have enhanced search, sorting, and multi-select filtering by 
name, feature, model, type, status, or usage, with a Quick Filter for instant access to 
system and custom prompts.  

●​ The new Axero connector will ingest Pages, Wiki, Discussions, Documents, Articles, 
Announcements, Blogs, and comments, preserving hyperlinks. 

●​ The GitHub connector will improve incremental synchronization and support pull request 
conversations, issue threads, file names, and wiki pages. 

●​ The Confluence Cloud connector will add header-based authentication, expand ingestion 
(blogs, spaces with comments), offer space-based and advanced filters, and support 
incremental sync with webhook-based deletion (upon request). 

●​ The Custom Connector will provide flexible per-header Encoding Format options (Base64 
or plain text) for header values. 

●​ The unified RACL framework will ensure that user-specific content visibility is enforced 
across all interfaces and that RACL settings are managed exclusively by connector 
owners through an ownership-and-delegation model.  

●​ Search AI App import and export APIs will enable easy migration, backup, and seamless 
replication of configurations across apps.  
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Agent Assist  

●​ The Agent AI widget will display user-bot conversation summaries for the first agent 
receiving the conversation, providing immediate context under Landing Summary in the 
Assist tab. 

●​ The Raw Data API will include Custom tab details, and the Hooks API maintains accurate 
agent context during internal call transfers across all supported third-party desktops. 

●​ Historical data from live Agent Coaching and Playbooks will be stored, ensuring real-time 
agent activity data remains available across widget reloads. 

●​ Salesforce Omni-Channel integration will support email interactions with AI-generated 
draft responses and recommendations.  

●​ Genesys integration will support metadata transfer via SIP REFER headers during call 
transfers. 

●​ NICE CXOne integration will support outbound calls with AI-driven guidance and 
transcription. 

Agent Desktop 

●​ The Agent Console will enforce controlled session transfers across tabs, windows, and 
browsers with new event logging to ensure secure access and improved compliance 
auditing. 

●​ Voice Gateway will deliver consistent CSAT survey behavior across all call types, 
automatically honoring the last agent's survey settings and callback rules. 

●​ Agents will receive a confirmation prompt before sending predefined email responses, 
allowing them to review or edit content before delivery to prevent accidental sends. 

●​ The post-contact survey trigger will be enabled, supporting higher survey participation 
while allowing agents to disable it when needed. 

●​ The Call History tab will display only the logged-in agent's outbound calls, providing a 
focused, personalized view of individual call activity. 

●​ OnConnect messages will support Queue, Skill, and Queue + Skill mappings for targeted 
communication. 

●​ A new permission will control access to download transcripts, recordings, events, and 
latency reports from the Interactions tab, ensuring secure handling of sensitive interaction 
data. 

●​ Snooze settings will support custom date-and-time durations for precise follow-ups, and 
agents can log out even with snoozed items remaining in their tray. 

●​ Admins will be able to configure phone numbers and email addresses at the queue level, 
giving agents a focused selection of relevant options during outbound actions. 

●​ The Connect to API node's Asynchronous mode will include a new option to handle 
client or server errors by immediately detecting them and routing execution to the 
onFailure path, preventing hung sessions. 

Page 4            ©2025 Kore.ai, Inc. All rights reserved.  
 

 



 
                                                                                                                    AI For Service Release Notes​

XO V10.21.0/ V11.20.0 AND XOCC V3.20.0 
  
 
 

●​ The Interaction Dashboard will add email fields to transcripts, including a searchable, 
optional EmailSubject column, and will allow filtering and enhanced SmartStatus 
searching. 

●​ A suppressed campaign will become immediately eligible again once the suppression 
reason (cooldowns, ongoing chats, or another active campaign) is removed. 

●​ All Voice Campaigns will require both Global and Campaign-specific Do Not Call (DNC) 
lists for compliance and consistent management. Global DNC lists will be applied first, 
followed by Campaign-specific DNC lists. 

●​ The DNC list view will show all numbers with validity details. Only one DNC list per 
application will be set as Global, and DNC and Call-Me-Later lists will be automatically 
updated from agent dispositions for both campaign and global lists. 

●​ Answering Machine Detection will be disabled for Preview and Progressive dialing modes 
to provide consistent call behavior. 

●​ The Latest Execution List View will display all calls from the most recent or active 
campaign run, with key call details for better campaign outcome analysis. 

●​ Campaigns will maintain real-time information on agent queues, skills, and availability, 
enabling efficient workload management and appropriate call assignment. 

●​ A new Agent-Customer mapping feature will enable tracking agent-customer 
relationships independently of campaigns or contact lists, improving relationship 
management and call-routing efficiency. 

●​ Disposition codes will include a Type field for better categorization. When using the 
"Call-Me-Later" disposition, agents will have to specify a callback time. Additionally, a 
new Dispositions tab in Campaign settings will allow for configuration of retry rules 
(status, max attempts, and intervals) for supported dispositions. 

●​ Contact lists will include Agent IDs to establish direct agent-customer relationships, 
enabling relationship-based dialing and prioritizing high-value customers. 

●​ Campaign managers will be able to define precise contact subsets using dynamic filters 
based on specific conditions, ensuring targeted outreach and improved campaign 
performance. 

●​ Three new Campaign APIs will be introduced: 'informAgentInfo' (agent details/skills), 
'informAgentAvailability' (real-time status), and a disposition handling API (call 
outcomes/callback details) for better campaign management, execution, and reporting. 

Voice Gateway 

●​ A new ‘voiceUtils.transfer’ utility will enable seamless call transfers between flows or 
external numbers with session continuity, and callers will be able to provide DTMF input 
after external transfers to IVR systems. 

●​ Administrators will be able to select specific ASR and TTS models directly from the UI at 
the application and Start Flow levels for enhanced flexibility. 

●​ TTS streaming will use global IVR settings for consistent behavior, while background 
streaming maintains persistent connections from call start to reduce latency. 
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●​ Latency reporting will capture ASR, Bot, and TTS delays at node and call levels with 
end-to-end metrics and clear notifications for unsupported scenarios. 

Other Enhancements 

●​ A new ‘Locale-specific Responses’ section in Languages Management will provide a 
consolidated view of all language-dependent components, allowing developers to update 
prompts and messages for all enabled languages from a single interface. 

The release is planned for December 06, 2025, for Global Cloud in the US region and will be 
rolled out to other regions over the following 2-3 days. Subscribe to Kore.ai status updates to 
receive notifications for upcoming scheduled maintenance and deployments. 

Thank you for your continued partnership with Kore.ai. We look forward to helping you leverage 
these enhancements to optimize customer and employee experiences. 
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Detailed information will be available on our documentation portal after the release. XO 
Platform Bugfixes Details 

●​ Quality Management – Fixes were implemented to address data 
inconsistencies within Quality Management dashboards, ensuring accurate 
interaction metrics and reliable comparison views.​
 

●​ Search & Answers (Answer AI) – Enhancements were applied to Search & 
Answers components to resolve autosuggestion mismatches, improve 
retrieved-chunk visibility, and correct related API behavior.​
 

●​ Agent Desktop – Stability updates were introduced in Agent Desktop to 
resolve layout overlaps, restore missing UI elements, and ensure accurate 
loading of campaigns and business hours.​
 

●​ Live Chat / Co-Browse – Improvements were made within Live Chat and 
Co-Browse to fix missing interface indicators, resolve cross-browser rendering 
issues, and enhance overall session stability.​
 

●​ Campaign Management – Issues affecting Campaign Management 
operations—including agentless call execution and module validation—were 
corrected to ensure smooth campaign execution.​
 

●​ Interaction Services – Updates in Interaction Services resolved 
unresponsive interaction flows, corrected transaction-ID mapping issues, and 
improved reliability in accessing flows within XO 11.​
 

●​ Admin Console / Permissions – Admin Console fixes addressed permission 
synchronization problems and restored consistent UI behavior for admin-level 
configurations.​
 

●​ Integrations – Enhancements to integration components resolved missing 
visual elements and improved compatibility across third-party systems.​
 

●​ Analytics & KPIs – Corrections were made in Analytics and SQP KPI 
calculations to ensure accurate score reporting and metric reliability.​
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XOCCAI Bugfixes Details 
●​ Quality AI – Multiple fixes were completed within Quality AI to correct 

recording mismatches, missing transcript segments, inaccurate evaluation 
exports, and overall scoring inconsistencies.​
 

●​ Workforce Management (WFM) – Adjustments in Workforce Management 
resolved incorrect adherence percentages, improved schedule 
synchronization, and ensured accurate updates to agent calendars.​
 

●​ Agent Desktop – Several defects were addressed in the Agent Desktop 
experience, including incorrect agent state behavior, disposition inaccuracies, 
unavailable-agent errors, and duplicate timeline entries.​
 

●​ Interaction Search & Retrieval – Stabilization work in Interaction Search 
fixed issues with missing recordings, non-loading filters, and inconsistencies 
in interaction data retrieval.​
 

●​ Speech Analytics – Enhancements within Speech Analytics corrected 
missing audio segments and improved transcript stitching for more accurate 
speech insights.​
 

●​ CSAT & KPI Reporting – Updates to CSAT and KPI Reporting resolved 
mismatches in CSAT counts, Quality Score values, and multiple queue-level 
performance metrics.​
 

●​ Telephony / Softphone – Corrections were applied in Telephony and 
Softphone functions to fix mute-state errors, blended-mode call failures, and 
agent state synchronization issues.​
 

●​ Platform Stability – Core platform stability improvements addressed login 
issues across tenants, export inconsistencies, and misclassified long-wait 
interactions. 
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Search Assist Bug Fix Details : ​
 

●​ Corrected UI inconsistencies across file previews, train logs icons, chunk 
browser source visibility, shortcut image rendering, dropdown population, and 
broken image displays.​
 

●​ Resolved operational issues in document workbench actions (delete/save), 
training failures, re-crawl behavior, scheduler enablement, and URL/page 
count inconsistencies.​
 

●​ Fixed region-specific and encryption-related failures affecting chunk retrieval, 
extraction strategy creation, and markdown parsing.​
 

●​ Addressed API-level issues, including incomplete chunk visibility in the JSON 
connector and nextCursor/prevCursor errors in the ChunkFilter Public API.​
 

●​ Improved reliability of Answer Insights by correcting time zone mismatches 
and removing duplicate document references.​
 

●​ Ensured consistent cleanup and de-registration of custom embedding models 
and related prompt data in index configurations.​
 

●​ Strengthened Agentic RAG performance by reducing internal server errors 
and improving overall response stability.​
 

●​ Resolved failures in training legacy custom embedding models in older app 
versions. 
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