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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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1277 Feature

1276 Feature

1269 Feature

Description
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Category
Admin Tools -
Mailing

Admin Tools -
Mailing

(None)

Details

Created a new page in Admin Tools > Mailing
> Mailings where mailings are created and
accessed. The initial version of this page has
the following features:

1. Ability to create new mailings with a mailing
description.

2. Mailings are associated with one or more
Segments, which determine the agents that
will be granted access.

3. Select a message, from the list of available
messages that will be sent.

4. Select the mailbox that will be used for the
mailing

5. Select the topic for the messages in the
mailing

6. Upon sending, save the message details
and display it in the interaction history for all
contacts in the mailing as type Mass Mailing.
7. Select the list to which the mailing will be
sent.

Created a new page in Admin Tools > Mailings
> Messages where outbound email messages
are created and access. The initial version of
this page has the following features:

1. Ability to create new messages with a
message description.

2. Ability to delete existing messages with a
confirmation that indicates any mailings that
use the message.

3. Messages are associated with one or more
Segments, which determine the agents that
will be granted access.

4. Provide a Text and HTML message area.
Messages are delivered in multipart form.

5. Support the use of Stock Response and
Contact Property variables (without drop down
menu) in both the message body and subject
line.

6. All message to be sent without a Ref# in
Subject Line

Add support for a Date type for properties. -
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ID Type
794 Feature
1114 Feature
1267 Bug
1270 Bug
1272 Bug
1266 Bug
1267 Bug
1287 Feature
1311 Feature

$ $
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Description Category
. - - Admin Tools -
I "% ( Agents
)
$ Website
0 ) My Account
$ %
1 )%
22% ) Web Interface
#
2 ) 3, % (None)
$ -
* 14 Interaction
% History
I 5
0% My Account
)%
6 $7 My Queue
5 Admin Tools >

Show "Date" as one of the choices, below
"Text", when picking type for contact or
interaction properties. - Allow setting the date
for a property when editing properties for
contact or interaction. - Set interaction property
action step will try to parse a date value found
by a filter.

Details

The text boxes used for agent config are too
narrow and short to properly display contents.
They need to be stretched to use the full panel
width and increased to 10 rows deep. See the
mockup attached for details.

All images within iService are derived from a
single sprite image. To reduce load times, the
expire time on this image was set to one hour
so the image is not reloaded for each page.

| created a list that was only available to
Segment2, but when logged in as a contact
that was only a member of Segmentl the list
appeared in My Account. This lists should only
display to contacts that are members of the
lists segments.

Corrections were made to the standard CSS to
enhance display within Internet Explorer 6
Corrections were made to the standard CSS to
enhance display within Internet Explorer 6

When certain actions are taken from My
Queue, they show the Mass Update description
in the interaction audit trail. The known cases
are in the Forward actions, but may also exist
in others. Instead of marking them as Mass
Update 1 in the audit trail, we should refer to
My Queue or leave this indication blank if it
does not add additional value. For items
updated via the Supervise page, it is useful to
know the number of items affected ... but it
adds no additional value when done from My
Queue.

Lists marked as Show in My Account were
being displayed to all segments, rather than
limited to the specified segment.

A second button has been added to insert
stock responses as text, in addition to the
variable option.

Access to each sub-tab within Admin Tools >
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Outbound mailings are defined in the Mailings pades page is described in the screenshot below.

- ' ®
I SEervice

J s CUSTOMER INFO IE MESSAGE QUEUE B FIND ANSWERS 7) ASKAQUESTION ' MY ACCOUNT ADMIN TOOLS
Hello, landlord @mail02.1tolservice.com! (Logout)

Websites || Skills | Agents
Li5t5| Crit&ria| I'-.-Iesssges| Mailings Csmnsi;nsl

Segments

e

User Types || Additional Details

Alerts | | Contact Summarny

Mailing

| HE|E‘|

[ New Mailing | Delete Mailing... |

Mame: Segments:
'Sample Mailing | [ seantest ~| Segment assignment defines which agents can
Description: (4. Segmentt - | view the mailing.
This is a sample [¥]. . segment2 =
mailing. [¥]..1T Compliance (¥
Message Recipients
- The mailing list defines the recipients of the
Mailing List: |Customer Only v | message.
Sender Information
& - The mailbox defines the "From" address and
- ot “ the topic selected will be associated with the
SEEEALEG "Segment 1 Topic 1" <s1topic1@1to1 v P

outbound message and any replies from the
Select Message

All messages for which the agent has access
(based on their segment assignment) will be
Save available.

Mailing Message: |Sampie Message R

After clicking Send Mailing, a confirmation is requested and the number of
recipients will be displayed.

2) $ . % ) 8
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New messages are created in the Messages pageedhdn used by the Mailings page when sending
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outbound mailings. This page is described below.

j:_i_service-’i

b, -.tCUSI'OMEl INFO ||——E MESSAGE QUEUE

Hello, landlord @mail02.1tolservice.com! (L ogout)

BB FIND ANSWERS

70 ASK A QUESTION

Segments

E==En

Additional Details | Departments

ites

Agents

Alerts |C:r‘ts:t§|.’r'rs'y Help |I‘_1a\|ing|

Lists m Messages || Mailings | | Campaigns

€ myaccount |3 ETINIRIIE

Message Name

Segments

Press Release Sagmaent1, Segmant2

[ New Message H_ Delete Message... ]

N

Mame: Segments
|Press Release ‘2 [ seantest 4
Description: . Segment1
Press release 3 . Begment2
announcement.
n
' [IMessage Requires Secure Message Template
Subject Line
\June iService News Release ﬁ

[include Ref# In Subject Line 7

Plain Text Body

Dear Snames$, 8
We're very excited about the following news release
and hope you find this information useful. If you
no longer wish to receive these updates, you can
unsubscribe be following the instructions below.

55tockl5Ss

$Stocklis

Rich Text Body

Dear Sname$,<br> 9
<br>

We're very excited about the following news release
and hope you find this information useful. If you

no longer wish to receive these updates, you can
unsubscribe be following the instructions below.<br>
<br>

55tocklSs<br>

<br>

855tockl7S<br>

Save

Page Legend

1 - This is a list of all messages that
match the agent's segment access
rights.

2 - This is the name of the current
message viewed.

3 - This is a description of the current
message viewed.

4 - The Segments box limits access
to the message to agent's with
corresponding segment rights.

5 - If the message contains
confidential information, it can be sent
using the iService secure message
process.

6 - This is the subject line for the
message. All variables that are
available to auto responses may be
used here.

7 - To include the standard iService
ticket reference number in the subject
line of each message, check this box.

8 - Paste the plain text version of the
message in this text box. This version
of the message is required.

9 - Paste the HTML version of the
message in this text box. This version
of the message is optional.
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A new “date” property type is available for contaat interaction properties. This presents the user
with a set of drop downs for Month, Day, and Yeaestion. This property appears in the Customer
Info and Ask a Question pages as shown below.

The first example shows a contact with no valueisieel.

The second example shows a contact with a valwi#isge

2) $ . % ) 9
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The following information is provided for clientsat are accessing the iService Web Services girectl

) % 8
There were no changes to existing web servicessgeetvelease 4.15 and 4.16.




