
�

�

��������������	
�����
 Ò�
iServiceÒ Email  

and Customer Information  
Management System 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

��������������
�

����������	 �

 

 



�

�

� � � � � � � � � � � 	 � 
 � 	 � � � �
� 
 � � � � � � � � � � � � � 	 � � � � � � 	 � 	 � � � � � � � � � � � � � �

��������
�����
�����������	�

Improving the Release Notes 
������������������� The purpose of this document is to provide a release history for users and implementers 
of iService Assistant. This document contains the original request for change along with developer or tester 
notes regarding how the change was implemented. User interface changes are described within the User 
Interface Changes section. 

You should use this document to: 

�  Become familiar with the changes in the system since your last release. Some changes may require 
user training because of a new interface or workflow. 

�  Develop a test plan for implementing the new release. Your test plan should cover the new 
functionality introduced within this release. 

This release document is intended to help our users effectively utilize iService and we would 
like your feedback on whether it is helpful and how we can improve. Please send your 
comments to support@1to1service.com or contact your account manager directly. Thank you 
in advance for your help! 

Sincerely,  

The One-to-One Service.com Team  

 

 

 

 

Please send your comments to: 

support@1to1service.com 
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ID Type  Description  Category Details 

763  Feature 
Create database 
update process for 
final release 4.0.9 

(None) Create a process for rolling forward pre-4.0.9 final databases to the final 
4.0.9 database that contains the Alerts database configuration. 

628  Feature iService Alerts Admin Tools - Alerts 
A system is required to monitor the status of message queues and send 
notifications when certain conditions are met (e.g., message unanswered 
after 24 hours). 

699  Feature 

Canned phrases 
needed in the Cust 
Info - Contacts page 
for notes, agent 
email, and tickets. 

Cust Info - Contacts 
The Global and Agent canned phrases need to be available to the agent in 
the Cust Info - contacts page when they prepare an agent email, note or 
ticket.  

641  Feature 
Add New Contact in 
the Customer Info - 
Contact section. 

Cust Info - Contacts Created the ability to add contacts regardless of the initial contact channel. 

644  Feature 
Create Notes from 
the Cust Info - 
Contacts page 

Cust Info - Contacts Added the ability to create Notes in the Customer Info - Contacts section, 
similar to how we create agent email and tickets. 

642  Feature Create Tickets in 
Cust Info - contacts Cust Info - Contacts Added the ability to create Tickets in the Customer Info section. The 

customer info section tickets are used when a phone caller requests action.  

643  Feature 
Create Agent 
Emails from Cust 
Info - Contacts 

Cust Info - Contacts We need the ability to create Agent Emails in the Customer Info section. 
This should be in a tab along with Create Tickets and Create Notes. 

781  Feature Forward to another 
segment 

Msg Queue - My 
Queue 

Ability to forward a message that arrives in Segment 1 to another Std 
Segment. This is a sub-option within the Forward button, and only Std 
Segments will be available for selection.  

677  Feature Add SPAM button 
to My Queue 

Msg Queue - My 
Queue 

Added the SPAM button to the My Queue page that will perform the 
following on the selected message. 1. Mark the message as ignored. 2. Set 
the topic to the _SPAM topic 3. Add the contact type of SPAM to the 
contact 

697  Feature 
Add canned 
phrases to My 
Queue 

Msg Queue - My 
Queue 

The Global and Agent canned phrases need to be available to the agent in 
the My Queue page.  

698  Feature 
Add canned 
phrases to 
Supervise  

Msg Queue - 
Supervise 

The Global and Agent canned phrases need to be available to the agent in 
the Supervise page.  

695  Feature Change message 
topic in supervise 

Msg Queue - 
Supervise We need to the ability to change the topic in the supervise page.  

638  Feature Windows Active 
Directory Integration Web Interface 

A URL will be provided where agents that are logged into a domain will be 
automatically logged into iService. The Windows AD user name and their 
domain will be stored within the agent settings, and this usename will be 
obtained from the users browser to automatically log them in. All security 
settings will be retained within the iService system, not within AD. 
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ID Type  Description  Category Details 

813  Bug 
Limit notices in 
Alerts to type 
Alerts 

Admin Tools - 
Alerts 

In the alerts page, we should only display the autoresponses of type 
alerts.  

771  Bug Some parent Admin Tools - When creating multiple segments, the Parent Segment list does not 



 

iServiceÒ Release Notes  v4.1        

����������������� �  )

segments not 
shown in Admin 
Tools > Segments 
during setup 

Segment Details show all Segments. This was a cache issue and required tuning of the 
cache timing. 

783  Bug 

Non-Std 
Segments should 
not have 
notification options 

Admin Tools - 
Segment Details 

Since Non Standard Segments do not have mailboxes, they should 
not have the notification options displayed for Segment Default Topic 
Auto Response: Segment Default Account Creation Message: 
Segment Default Agent Notification Message. 

793  Bug Display Skill 
details for edit 

Admin Tools - 
Skills 

When you select a skill from the Admin Tools > Skills page, it should 
display the name for editing.  

725  Bug 
Topic tree should 
display in 
alphabetical order 

Admin Tools - 
Topics The topic tree should display in alphabetical order from A-Z.  

723  Bug 
Children must 
inherit the private 
topic status 

Admin Tools - 
Topics 

If a parent topic is made private, then the children must also not be 
displayed even if they are marked as public.  

724  Feature 
Use color coding 
in Admin Tools - 
Topics 

Admin Tools - 
Topics 

We should display the topics in the admin tools section the same as in 
the other views. That is, the private topics should show up in red. 

712  Feature 
List segment 
membership and 
allow agent editing 

Cust Info - 
Contacts Add a Segment Membership list to the Contact Details page.  

772  Bug 
Initial contact 
page is partially 
completed. 

Cust Info - 
Contacts 

If you open Customer Info and click on the Contacts tab, the initial 
contact page is partially completed (segment check boxes) and has a 
Save button displayed. Since there are no contacts displayed and not 
details entered, the page should be blank with a note to create new 
contact or search to find one. It is not a valid use case to save this 
page so that should be clear and the save button should not be 
allowed. 

711  Bug Segment name 
not displayed 

Cust Info - 
Contacts Added the segment name to the contacts page. 

775  Bug 

Create new 
contact not 
functioning when 
current contact is 
open. 

Cust Info - 
Contacts 

Corrected an issue in certain scenarios when an existing contact was 
open and a new contact was created. 

627  Feature 
Sending 
Attachments From 
Customer Info 

Cust Info - 
Contacts 

We need to ability to add attachments to Notes, Agent Emails, and 
Tickets within Cust Info. The attachment must be stored in the 
database and delivered with the email, unless the email is sent in 
secure format. This will be added after the Notes, email and ticket 
sections are added to contacts. 

608  Bug Timeout in Cust 
Info search page Cust Info - Search Adjusted the search page to limit the number of contacts returned to 

1000. 

776  Bug 

Search results 
show contacts not 
in matching 
segment of agent 

Cust Info - Search 

If you create a contact that is not a member of any visible segments 
(i.e., only a member of the global hidden segment), the contact still 
displays to the agent doing the search ... even though they don't have 
access rights to the hidden segment. The agent can open the contact 
but any attempted changes present the access denied error. The 
contact should not be in the search results. This situation occurs when 
you create an agent because they are not added to any of the 
segments. The segment assignment in the admin tools page is only 
for agent access rights. 

710  Bug Search Operation 
not functioning Cust Info - Search 

The Operation field within Cust Info search is not functioning. This is 
present when you try to search on more than one field. See attached 
image. 

770  Bug Search results 
seem cached Cust Info - Search 

After updating a contact, I visited other pages and returned to do a 
new search. The first and last name of the contact in the search panel 
do not display the current information. However, when loading the 
contact you see the updated first and last name. This is in IE7. 

722  Bug Incorrect tabs in 
Search Page Cust Info - Search The Search page displays a Contact and History tab. Neither of these 

tabs should be there. 

812  Bug Add label to file 
attachments 

Msg Queue - My 
Queue 

Add text to the My Queue / supervise/ cust info pages indicating 
maximum file size is 10MB. 
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765  Bug 
Need to address 
Msg Queue cache 
problem in IE 

Msg Queue - My 
Queue 

Updated the cache settings to ensure msg assigned from supervise 
are immediately available. 

721  Bug 

Contact details 
temporarily not 
displayed in 
message queue 

Msg Queue - My 
Queue 

Updated the cache settings to ensure msg assigned from supervise 
are immediately available. 

693  Bug CC not sending 
from My Queue 

Msg Queue - My 
Queue Corrected an issue with the cc line in Msg Queue. 

694  Bug 
CC not sending 
from Supervise 
page 

Msg Queue - 
Supervise Corrected an issue with the cc line in Msg Queue. 

625  Feature Sorting in 
Supervise pages 

Msg Queue - 
Supervise The list of interactions within the supervise page is now sortable.  

715  Feature 

Supervise topic 
display should not 
be hyperlink style 
and should reflect 
visibility 

Msg Queue - 
Supervise 

The color of the topic names within the supervise page topic tree need 
to reflect the visibility selected. Private topics should display in red 
and public topics should display in blue. It appears that the topics are 
using a hyperlink style because they have the followed color after you 
click on them. 

792  Feature 2 - Update web 
site label to 4.1 Web Interface Update the displayed label for the 4.1 release to 4.1.  
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The alerts interface is new and is described within the iService Setup Guide v4.1.1. 
 
�������.�������
The canned phrases interface is consistent in all pages of iService and consists of a list of phrases and 
a display of the phrase body as shown below. Clicking on the Canned Phrases hyperlink displays the 
functionality. 
 

 
 
-���
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New contacts can now be added by clicking the Create Contact link. The default segments for the new 
contact will be the same as the Agent’s. After populating the necessary fields and selecting the 
appropriate segments, the contact details should be saved. 
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Agents may now add call notes, send agent emails, and create tickets from the Customer Info page. 
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Agents can now forward messages from their segment to the segment of another mailbox. 
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The SPAM button will automatically perform the following functions. 

1. Mark the message as Resolved Without Response 
2. Change the message topic to _SPAM 
3. Change the senders Contact Type to SPAM 
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The TOPIC button allows agents to change the topic of the message. All other aspects of the message 
remain the same. 
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Agents can now utilize Windows Authentication for logging into iService. The agent’s Windows ID 
is added to the Admin Tools > Agents page. 
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