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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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Release Overview _________________________________________________________________ 2�

Major Enhancements ____________________________________________________________ 2�
Create web service for delete interactions ____________________________________________ 2�
Collapse the Mass Update box in the Supervise page ___________________________________ 2�
Add help tabs and database links ___________________________________________________ 2�
Updates to Forward to External Agent ______________________________________________ 2�

Minor Enhancements and Bug Fixes _______________________________________________ 3�
Create, Modify and Delete articles are UserType options________________________________ 3�
Allow article rating for anonymous users ____________________________________________ 3�
Msg body not displayed in My Queue with over 1000 unanswered messages ________________ 3�
Error creating new contact with existing contact is open ________________________________ 3�
Assign to Selected Agent should Save ______________________________________________ 3�
Delete filters __________________________________________________________________ 3�
Increase font size on Forgot Password page. __________________________________________ 4�
Add text to Forgot Password page __________________________________________________ 4�
Increase list box size for Admin Tools > Filters _______________________________________ 4�
Copy email-body into FilesText table _______________________________________________ 4�

Significant Interface Changes _______________________________________________________ 5�

Changes to Web Services ___________________________________________________________ 8�

Changes from Release 4.9 to Release 4.10 ___________________________________________ 8�
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ID Type  Description  Category  Details  
1161  Feature ����
������� ����$����������
��

��
���$
�����

Interaction 
History 

Created a web service that will allow the deletion of 
interactions. This web service may only be invoked by 
the UserTypes to which it is assigned 
(Tab.MessageQueue.Delete). A windows-based utility, 
similar to Import Contacts, will be available for 
download that will connect to a tenant and perform a 
deletion based on certain criteria specified. However, 
clients may create their own database maintenance 
functions using this web service 
(InteractionDeleteConfirm) if desired. 
 

1117  Feature ���������
���!����&���
����'�
���
���(�����������)��

Msg 
Queue - 

Supervise 

The Mass Update section of the supervise page may 
now be minimized until needed. This presents a 
cleaner list of pending items and makes it easier to 
monitor the status of queues. 
 

1024  Feature *��������
����������
������
���+��

Web 
Interface 

Context sensitive help is now available for user 
screens. Help tabs are available on the upper right 
corner of screens, and standard documentation is 
linked to each sections tab. Although standard help 
files are available in html format, users may create 
their own files if desired and link to them from the 
Admin Tools > Help interface. 
 

992  Feature &���
���
��,�������
��
#'
������*)��
�

Msg 
Queue - 

My Queue 

iSA Agent Interface:  
-Save Agent Notes-- When the agent enters notes in 
the unsent response before it is forwarded to the 
External Agent, those notes are saved and presented 
as part of the Unsent Response when the new agent 
opens the answer page. Previously the notes were 
not saved.  
 
iSA Supervise Interface:  
- After an interaction is forwarded, the operator is 
revised to the new external agent. Within the 
supervise view, the tag 
"External:address@domain.com" is shown as the 
assigned operator. The External label will make it 
easier to see which messages are outside of agent 
control.  
 
External agent interface:  
- The external agent that receives the interaction 
needs details regarding who has assigned them the 
message and why. New variables are available for 
the Forward Auto Response including:  
 
* <ForwardingAgentName> - this is the name of the 
forwarding agent.  
* <ForwardingAgentEmail> - this is the email address 
of the forwarding agent.  
* <ForwardingAgentPrivateComments> - these are 
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notes entered into the Unsent Response Private 
Comments panel by the agent prior to forwarding to 
the external agent.  
 
- The receiving external agent is now able to forward 
the message to whomever they wish, and the 
embedded URL will still function for whomever is 
answering it. Once the interaction is answered, 
anyone attempting to click the link should receive a 
page indicating the question has already been 
answered.  
 
"The interaction you are attempting to answer has 
already been resolved. If you believe this is an error, 
please check the URL you are attempting to access 
or contact the iService agent that forwarded you the 
request for assistance."  
 
- The variable <Name> is now populated in Forward 
External auto responses. 
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ID Type  Description  Category  Details  
1123  Feature ����
� /�!����� �����0���
� �

��
�$��������&��������
��
�����

Find 
Answers 

Access to Create, Modify, and Delete find answers 
articles can now be specified as UserType options. 

1122  Bug *�������
�$�����
��)�����
�����%����������

Find 
Answers 

The Rate Answer function is now available to 
anonymous users. The users IP address is used to 
determine the number of ratings selected. 
 

1149  Bug !�)��� �����
��������������
!��1�������
�������	


�
�����������%����)���

Msg Queue 
- My Queue 

Because of the logic to limit the size of queries, an issue 
occurred randomly when a queue had more than 1000 
pending messages. This has been corrected. 
 

1106  Bug #����� $���
��)�����$��
�$
�
��
���'��
��)�$��
�$
����
�����

Cust Info - 
Contacts 

An error occurred when an existing contact was open in 
the details page and the user clicked the Add Contact 
button. The details panel was cleared as if they were 
creating a new contact, but the old contact remained 
shown above the tabs. The summary page also still 
showed the first contact's information. This has been 
corrected. 
 

1147  Feature *���)��
��(���$
���*)��
�
�������(����

Web 
Interface 

Currently, when someone is expected to use "Assign to 
Selected Agent" to keep a thread alive, one must 
remember to "Save" prior to using "Assign to Selected 
Agent." For workflow applications, comments may be 
required to be retained. If someone forgets to "Save" 
before passing on the thread to another, this creates an 
unnecessary exception. We now automatically "Save" 
anytime comments have been modified, prior to 
"Assigning to Selected Agent." 
 

736  Feature 0 ���
�����
��� � Admin We now allow filter deletion in Admin Tools 
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Tools - 
Filters 

>Segments>Filters. 

962  Feature 2�$���������
���3�����,��)�
�
4����������)���

Web 
Interface 

The font size on entered text in the “forgot password” 
page is now the same as the login page. 
 

1032  Feature *���
�'
�
��,��)�
�
4����������)��

Web 
Interface 

Added the text "Please enter the email address 
associated with your iService account. We'll send you a 
link so you can change your password." 
 

1131  Bug 2�$���������
���'���3� �����
*�%���������5�,��
����

Admin 
Tools - 
Filters 

Increased the size of the list box so the full name of the 
filter is displayed.  

1135  Feature ������%��� 6�������
��
,������'
�
�����

Interaction 
History 

We now copy the main email-body fragments into the 
FilesText table to enhance Full Text Indexing and 
extraction for report views. 
 

�
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���������(���������4�����
To simplify the interface for viewing message queues, the Mass Update Panel can now be collapsed. 

 

After the button is selected, the controls are available. 
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�)��
���:����
The user pages now have a context sensitive help tab as shown below. 

 

These help files can be modified, or new help pages may be linked as shown in the Admin Tools > Help 
screen below. 
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The following information is provided for clients that are accessing the iService Web Services directly.  

����)������%�����������<�
������������	
�
There were no changes to existing web services between release 4.9 and 4.10. 

 

 


