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Improving the Release Notes

The purpose of this document is to provide a releasory for users and implementers
of iService. This document contains the originglest for change along with developer or testegsnot
regarding how the change was implemented. Usefantechanges are described within the User laerfa
Changes section.

You should use this document to:

Become familiar with the changes in the systemesymur last release. Some changes may require
user training because of a new interface or workflo

Develop a test plan for implementing the new re&e#sur test plan should cover the new
functionality introduced within this release.

This release document is intended to help our efEdively utilize iService and we would
like your feedback on whether it is helpful and heg/can improve. Please send your
comments to support@1tolservice.com or contactgorount manager directly. Thank you
in advance for your help!

Sincerely,
The One-to-One Service.com Team

Please send your comments support@1tolservice.com

2009 One-to-One Service.com, Inc.
All Rights Reserved
PO Box 2231 « Champaign, IL 61825
Phone 217.398.MAIL (6245) « Fax (866) 557-2545

One-to-One Service.com, iService, and the One--8Brvice.com logo are registered trademarks oft@ane
Service.com, Inc.
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ID Type Description Category Details

1077 Feature & % Admin Tools -  This enhancement extends the use of
% Mailboxes multipart email (plain text/HTML) from auto
% responses to stock responses. Users can

now create HTML elements for agent
generated responses, such as company
signatures, message footers, or table
inserts with pre-filled data.

Because email client software does not
consistently present HTML, it is suggested
that HTML be used sparingly and fully
tested before provided to agents as Stock

Responses.
1169 Feature ( v Admin Tools -  This enhancement allows agents to insert
$ Autoresponses  the same variables used in auto responses

when composing a response or new
interaction (e.g., agent email). These
variables will be replaced with the
appropriate text when the response is sent.

The set of variables available when
composing responses are as follows:

Name — The contact’s full name

First Name — The contact’s first name
Last Name — The contact’s last name
Original Date — The date the message is

sent

Original Time — The time the message is
sent

Original Subject — The subject of
Original Body

Quoted Question

Interaction Property

Stock# (inserts a stock response that
corresponds to the number, such as

Stock5)
1204 Feature & 9) * Stock The insert button for Stock Responses will
Responses now insert a variable so that the html

version gets properly inserted into the
finalized html response body. Also, the
stock responses can be typed directly by
agents once they learn the most commonly
used responses (e.g., opening and closing).
1200 Feature ( + % Msg Queue - My Created three tabs for the message body
% ', Queue area in My Queue — Draft Body, Final Plain
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Text (preview), and Final HTML (preview).

The Draft Body is the text area used to
compose a response, while the preview
areas display the final message as it will
appear to the recipient.

1195 Feature - : Admin Tools - iService now displays the original set of
$ Interaction interaction properties on subsequent
' Properties customer replies, but reflect the most

recent updates. For example, assume a
customer submits ask a question and
populates propertyl with a value of Foo.
The agent takes the message but updates
the value of propertyl to Bar when they
send the answer. If the customer replies
back to the agent, the property will now
display Bar.

I # $% I+

ID  Type Description Category  Details '

1210 Feature 0 % % Desktop A new hash is used for storing
App the maximum agent per tenant
count. This value is updatable via
a script provided by One-to-One
Service.com.
1223 Feature , 01 Ask a The ask a question page will
Question  rejecting questions with a blank
Subject and Body.
1218 Bug ( &$ P % & Msg Queue Secure messages may now be
' - My Queue sent from the Message Queue —
Supervise page.

1205 Feature ( 2 2 (None) A new $ref$ variable can be
used anywhere the other
interaction related variables are
used. It displays the reference
number of the interaction.
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Stock responses are now stored in both plain tektHa ML format, similar to auto responses. The new
interface is shown below.

sho

1 ADMIN TOOLS

the best place for shopping I ) s CUSTOMER INFO IE MESSAGE QUEUE B FIND ANSWERS '7) ASK A QUESTION MY ACCOUNT
Hello, Landlord Administrator! (L000Lt)

Intesaction History | | My Details | | My Stock Responses

nse Name

Change Password

Help

[ New Stock Response | [ Delete Stock Response 1
Mame:

|Landlord Closing \

Body:

Html Body (Optional):

Let me know if you need anything else.<br>
<br>

Regards, <br>

<br>

<i>The Landlord Administrator</i>

Let me know if you need anything else.

Regards,

The Landlord Administrator

Save

® 2008-2009 One-to-One Senvice.com. All rights resenved.
Powered by iSenice version: 4.12 - 2009,02.17 - 14:00:00

Figure 1 - Composing a Stock Response
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The Message Queue > My Queue page now includebilitg to preview messages prior to sending. The
image

Figure 2 - My Queue Draft Body

When previewing a message, any variables includgihvthe stock response and the HTML will be
substituted and displayed as it will be viewedHsyrecipient. The image below shows the exampleeabo
previewed in both Text and HTML.
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Figure 3 - Final Plain Text Preview

Figure 4 - Final HTML Preview
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The following information is provided for clientsat are accessing the iService Web Services girectl

" %
There were no changes to existing web servicessgeetvelease 4.12 and 4.13.




