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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. 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 

 
 
 
 
 

�  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-to-One Service.com logo are registered trademarks of One-to-One 
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ID Type Description  Category  Details  

 631 Feature �������&����������
���!����'��(�����
$��������%��������
���$���$��'�����

Admin Tools – 
Agents 

Blind and Carbon Copies of an email response 
can now be restricted by UserType. 

1103 Feature ) �������$���������
�������$����

Find Answers Contacts may now subscribe to articles in Find 
Answers, once logged into iService.  
Management of subscriptions is done through 
the user’s My Account page under the 
Subscriptions tab.  Agents can see and manage 
that information for the customer from the 
Customer Info > Contacts > Subscriptions page. 

1126 Feature )���$����$��
���������������������
$���������%��$���'�
����*�����������
)������

Admin Tools – 
Filters 

This allows a filter to take an action based on a 
contact property match. For instance, a filter 
can check whether the sender has a Customer 
Type of SPAM, and if so set the topic to 
_SPAM. 

1178 Feature ���������+� ,����%����
�������

Mail Processor A native 64-bit version of the mail popper is now 
available.  This, along with other code 
enhancements to both 32-bit and 64-bit code, 
increases email processing speed significantly. 

1179 Feature -�������..-������+� ,
����%�$�����

Web Interface There is code now available which supports a 
64-bit IIS server installation for increased 
access to memory to help speed processing of 
requests. 

1194 Feature /�������-!�0�
���$����

Mail Processor The prior mail sending process was 
synchronous and saved the interaction and 
submission to SMTP in a single step.  This new 
process splits the function of saving the 
response and submitting it to the SMTP server 
for delivery.  

1245 Feature �������)�%���������
1�!�����'�1�2���������

Admin Tools - 
Mailing 

The new permission marketing functionality will 
be managed from the Admin Tools > Mailing 
tab. This tab will contain five sub-tabs: Lists, 
Criteria, Messages, Mailings, and Campaigns. 
This first item represents the creation of the List 
tab and the ability to define new lists. 

1246 Feature �������!��)$$�����
1�-���$���������
��'� ��

My Account This new tab within My Account allows users to 
manage the articles and lists to which they have 
subscribed. 

1247 Feature ������������%���
.����1������$���1�
-���$�������������

Customer Info Create a new Contacts tab to display the 
contact’s subscriptions to Find Answers articles 
and standard mailing lists. Allow agents with 
access to the contact to update these lists. 
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ID Type Description  Category  Details  
621/ 
947 

Bug ����
���&���������
�3��������������������
������������.#+�������
���������444�-0�5�
��3�����'�%����

Web Interface The top navigation bar showed a CSS issue 
that was not apparent in any other browser.   

 957 Bug )�6���(������������
�����7�����������������
��������������,%����
�����������'������

Ask A Question Malformed email addresses were allowed in 
submission of questions through Ask A 
Question. iService now validates email format. 

993  Bug )�6���(����������������
��$6���������������

Interaction 
History 

Questions submitted through Ask A Question 
are now labeled “Ask A Question” in interaction 
history. 

1002 Bug )'����#%���������������
)'����������������
������$��������������

Interaction 
History 

Agent Emails are now labeled Agent Email 
rather than Agent Response in interaction 
history.  Agent Response is now only applied to 
responses to emails or questions submitted. 
However, an Agent Email that is added to an 
existing thread IS labeled as Agent Response. 

1190 Bug . ��������������������
���������'��

Admin Tools – 
Filters 

Invalid regular expressions of “*” and “+” at the 
beginning of a filter are now prevented by the 
front end. 

1202 Bug -�������%���������
���'�����&�������������

Mail 
Processor/Auto

Responses 

The variable $Original Body$ can now safely 
be used in both the plain text and HTML 
versions within responses. 

1209 Bug ��%����*���� )�������
����$�������%�
.�����$�����-���$��
��������

Msg Queue – 
Search 

Interaction search results previously returned 
articles from the Find Answers area, since they 
are also interactions. 

1214 Bug #�������'�����������
8�����9�������

Mail Processor The log for the mail processor mistakenly 
referred to a “Calls” table rather than the actual 
table with the problem. 

1224 Bug �����$������$������
���������������'�

Ask A 
Question/ 

Admin Tools -> 
Filters/ Admin 

Tools -> 
Mailboxes 

The topic tree is now sorted in alphabetical 
order in Ask a Question, Admin Tools -> 
Filters, and Admin Tools -> Mailboxes. 

1227 Bug :��������'��������
���������$������������
)��������'��

Admin Tools -> 
Alerts 

The agent list in the Alerts area was not shown 
alphabetically. 
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1228 Bug #�������%���� '����%��
���%�)����������:�������
�����

Admin Tools -> 
Additional 

Details 

Commas were creating problems when 
deleting. This is now corrected. 

1231 Bug #����$�������������
0�������3��&����

Msg Queue – 
My Queue 

The plain text preview has been enhanced for 
this release to properly wrap long paragraphs. 

1160 Feature �����������%����'�����
����������������6����
�3�������

Interaction 
History 

By default the first message in a thread now 
opens automatically when an interaction thread 
is opened in the Customer 
Info>Contacts>History page. 

1049 Feature *��������������$������
����<�����������������
��%�������%�������

Msg Queue – 
My Queue 

All comments added to an Unsent Response 
are saved automatically before the message is 
forwarded to an agent. 

1219 Bug #������������'�$����$� �
�����������

Admin Tools – 
Contact 

Properties 

Contact properties can now be deleted 
successfully even if they are referenced in the 
Contact Summary page. 

1229 Bug -!�0�������$������
����%������������
���$�����'�

Mail Processor Errors sending agent notifications because of 
SMTP failures were causing the original 
message to fail processing. The SMTP process 
is now separated, which has eliminated this 
error. 

1234 Bug 0���������������
%�����3�-!�0�
����������

Admin Tools –
Mailboxes 

Input is now validated in the Admin Tools> 
Mailboxes admin page to ensure the Reply To 
address is properly formed.  Additionally, 
SMTP now logs errors and marks a message 
as permanently undeliverable when an address 
is found to be invalid. 
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The CC and BCC fields can be optionally suppressed for agents. To eliminate these lines from the 
agents My Queue page, either remove them from the CRS user type, or create a new user type that 
can be used to limit access.  
 

 
 
 �
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Future versions of iService will include a variety of outbound mass email features. The first of these will be 
delivering updates to subscribers of Find Answers articles whenever those articles are revised. Users 
subscribe to articles by clicking the link within the article shown below. 

 

 

Once users have subscribed, a list of these subscriptions is available within their My Account > 
Subscriptions page. The new My Account page also provides access to standard mailing list subscriptions, 
as shown below. 
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Users can subscribe to two types of lists: Find Answers article subscription lists, and standard mailing lists. 
Both of these are shown in the screen below. 

 

All of the user’s subscriptions can be managed from this page. 
 
�
 �
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This new tab within the Customer Info > Contacts page allows agent to see the contacts subscriptions, and 
manage them if requested by the contact. 

 
 

1. This column indicates whether the contact is a member of the list. If the list has no “Opt Out” 
box in the next column, then it is not publicly viewable. This means that the contact was added 
by the outbound mailing administrator and was not Opted-In. If the list does have a box in the 
next column, then it is a public list and the contact may have been added through an opt-in 
process. 

2. The “Opt Out” column indicates whether or not the contact has asked to be excluded from 
future mailings. Whether or not the contact is added back to the list, they will be excluded 
from mailings when this box is checked. 

3. If the contact has subscribed to Find Answers articles, those articles will be listed here. To 
remove this article subscription, uncheck this box and click the Save button. 

 
 
 
 
 
 
 
 
�
 �
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The standard mailing lists, described in the interface changes above, are created from the Admin Tools > 
Mailing > Lists tab. This tab is shown below. 

 

1. All lists are displayed at the top of the screen, similar to other admin tabs. The Segment column 
indicates the segments for which the list is available, and the public column indicates whether the 
list is publicly available to contacts in their My Account > Subscriptions page. 

2. These buttons are use to create a new list or delete an existing list. 

3. The name of the list is used for display on all internal and external pages. 

4. The description is displayed within the My Account >Subscriptions page and optionally on custom 
subscription management pages. We recommend that the description be short enough to 
accommodate their use on customized list management pages. 

5. Selecting the “Shown in My Account” box will make the list public. The list will appear as an 
available list to all contacts on the selected segments within their My Account > Subscriptions 
page. 
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6. The Segments box indicates the segments in which the list will appear. It will also limit access to 
iService administrators that have corresponding segment access.  

NOTE: The other tabs within the Admin Tools > Mailing section will be completed over the next few 
releases. However, release 4.14 includes mockups for each tab and customer input is highly encouraged. 

 �
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Contact Properties has been added as a regular expression filter option. This option functions similar to the 
To, From, Subject, and Body matches previously supported. That is, when a message arrives the filter will 
evaluate the contact properties associated with the sender and attempt to find a match.  

During filter execution, contact properties are assembled into a block of text with one property name and 
value on each line, and the filter expression will be matched to this text just like the email body. For multi-
value properties, each value has its own line and all lines have the property name included. For multi-line 
values, newlines are replaced by spaces. If there's a value description, it is included in parenthesis.  

For example, the contact property text for an example contact might look like:�
�
�������
�������	
���
����
�	����	
�������
������������
����������	������	�	 �!��"#��#�
��������

 

Some filter expression match examples based on these properties are shown below. 

Wildcard match on portion of Address property 

$	�������%&"#��#��

This expression says “at beginning of line, evaluate the “address” property, and look for 61801 at the end” 

Exact match on First Name property 

$�������	
���
����

This expression says “at beginning of line, evaluate the First Name property, and look for “John” anyplace 
on that line. 

Match on all properties 
 

'(�)�

This expression says “evaluate all properties, and look for the text SPAM anyplace” 
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The example below shows a filter that evaluates all of the sender’s contact properties for the text SPAM. 
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The following information is provided for clients that are accessing the iService Web Services directly. 
Although new web services are often introduced with each release, the primary concern for existing 
integrations is with changes to existing web services. Any changes to existing web services are shown 
below. 

����'������%�����������	 ��������������	��
There were no alterations to existing web services between release 4.13 and 4.14. 

 

 


