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Improving the Release Notes

The purpose of this document is to provide a releasory for users and implementers
of iService Assistant. This document contains tiggral request for change along with developédester
notes regarding how the change was implemented.itdsdace changes are described within the User
Interface 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 to:

support@1tolservice.com
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Release Overview

Major Enhancements

Minor Enhancements and Bug Fixes
Significant Interface Changes

Ask a Question

Interaction Search
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P #9
|ID |Type |Descripti0n Category Details
Create the Ask a Question page, which will be based on
the Ticket page. This page will require extensive
customization by most clients in future releases. The
user will be able to pick the segment>Topic from a drop
down menu. Then will just enter their email address if
Add Ask a they are not logged in. If they are logged in, they will be
797 Feature Question Ask a Question y logged n. 1 they gged In, they wi
Page aIIo_wed to _p|ck_the email address from wh|ch to s_end _
their question, if they have multiple associated with their
account. A future release will support a more detailed
registration process. The first version of Ask a Question
will register the customer if they are not already a
contact in the system.
Create a search page within Msg Queue that allows
searching interaction history based on fields other than
message body. The search will be similar in design and
function to the contact search. This will be the third tab
within the Msg Queue section: My Queue / Supervise /
Search and the tab should be available to all users that
01.7 -
. Msg Queue - | have access to the Msg Queue page. Search results
779 | Feature | Interaction hould be displayed as a single row similar to the
history search My Queue should be dispiay 9
Supervise list of messages and should results should be
exandable to view the msg body ... same as supervise.
Future Release : We will need to add a link within the
result that hyperlinks back to the Contacts account /
History page. The best solution for the link would be to
deep link to the actual message within the history.
" #S %&'(
ID Type | Description Category Details
Question When creating a ticket, the interaction property of type
Interaction Question is not presented. These properties should be listed
Property not | Admin Tools - | when a topic is selected that contains the property. | created a
809 | Bug presented Interaction property named Browser Type and associated it with All
when Properties Topics in Segment 1 of nathandev. Then | created a ticket for
creating contact Scott Whitsitt, selected Segment 1 and topic all topics
ticket and the property was not presented.
Clicking on Logged in as sltopic3csr, | attempt to get new messages
"New Mail" after exhausting the initial batch of messages, and no query
817 | Bug | doesn't Web Interface | for new mail is performed. Aaron Magill says that the behavior
provide new of the "New Mail" button changes once it says there is no new
mail mail for the first time. The button goes dead and is no longer
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a link for getting "New Mail". "New Mail" shows as being
available only after clicking on a different main tab ("Find
Answers" or "Customer Info") and coming back to the
"Message Queue" tab. However, the "New Mail" icon goes
permanently dead again once those new messages are
exhausted, requiring another click on a different tab, etc.,
starting the cycle over.

This unsent response was created when | attempted to send
an email to a non-standard segment for this contact. | got the

Unsent error that the segment did not have a mailbox and the email
response was not sent. So, | selected the correct segment (segment1)
Cust Info - . .

846 | Bug | created on Contacts and then sent the agent email. This unsent response should
Agent Email not be in the history and should have been cleared when the
error message was sent to segmentl. See attached screen shot.

NOTE - this is tied to Bug 822 - ability to select a non-
standard segment. They should both be corrected together.
Anywhere
you can add
an Anywhere you can add an attachment you should now how

284 Featur | attachment (None) big you can go. In tickets, notes and email there should_be

- e you should text of some sort next to the add attachment button stating the
know how size limit for the attachment.
big you can
go.

In customer

info you can In Customer Info you have the abliity to select a segment

select a while creating a note, ticket, and email. The problem is that
Cust Info - . . )

822 | Bug | segment Contacts you can select an informational segment, i.e. seantest5,
with no which has no mailbox. That shouldn't be an option because
default there is no way to send mail from that segment.
malbox.

Unable to
access full
set of Msg Queue - Only the landlord sees the full set of mailboxes in the Forward

824 | Bug mailboxes SuDervise to Segment drop down. When logged in as a MGR we only

during P see the default mailbox.

Forward to

Segment

Msg created

with no We are seeing many instances of incoming messages that
Msg Queue - .

848 | Bug | segment, Supervise have no body displayed. These messages also show no
topic or segment or topic in the details. See image attached.
body
Browser
Display
Issue: Box

692 Bug ETEmie CIES Tifo - In IE 6, the box around contact details is not fully rendering.
contact Contacts
details not
rendering in
IE 6.
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844

Bug

Alerts
support in
MailPopper
is
generating
excessive
log file

(None)

The alerts log file "MailPopper.Service.AlertsThread.log"
seems large compared to the other log files. Upon reviewing
it, it looks like the following message is repeated every minute
(a sample is also attached as a separate file if that's easier to
read): At: 2008-03-06 13:57:21Z In:
OneToOne.MailPopper.Service.MailPopper.OnStart(String[]
args) +-Error: +-In:
OneToOne.MailPopper.Service.MainThread..ctor(IRunGetMai
Ibox runGetMailbox, IRunProcessRawMail
runProcessRawMail, IRunAlerts runAlerts, Report error,
Context caller) +-Error: +-In:
OneToOne.MailPopper.Service.Thread.CreateAndStartThrea
d(ThreadCallbackFunc workFunc, ThreadCallbackFunc
initFunc, ThreadCallbackFunc quitFunc, String threadName,
Int32 initialDelayMilliseconds, Int32
iterationPeriodMilliseconds, String errorLogFileName, Report
error, Context caller) +-Error: +-In:
OneToOne.MailPopper.Service.Thread.ThreadProc(Object
initialDelayMillisecondsObject) +-Error: +-In:
OneToOne.MailPopper.Service.Thread.ThreadMain(Int32
initialDelayMilliseconds, Report error, Context caller) +-Error:
+-In:
OneToOne.MailPopper.Service.MainThread.MainThreadW ork
Func(Report error, Context caller) +-Error: +-In:
OneToOne.MailPopper.Service.MainThread.CreateAlertsThre
ad(Tenant tenant, Report error, Context caller) +-Error: +-In:
OneToOne.MailPopper.Service.AlertsThread.StartThread(IRu
nAlerts runAlerts, Int32 initialDelayMilliseconds, Report error,
Context caller) +-Error: +-In:
OneToOne.MailPopper.Service.Thread.CreateAndStartThrea
d(ThreadCallbackFunc workFunc, ThreadCallbackFunc
initFunc, ThreadCallbackFunc quitFunc, String threadName,
Int32 initialDelayMilliseconds, Int32
iterationPeriodMilliseconds, String errorLogFileName, Report
error, Context caller) +-Error: +-In:
OneToOne.MailPopper.Service. Thread.ThreadProc(Object
initialDelayMillisecondsObject) +-Error: +-In:
OneToOne.MailPopper.Service.Thread.ThreadMain(Int32
initialDelayMilliseconds, Report error, Context caller) +-Error: |
+-In:
OneToOne.MailPopper.Service.AlertsThread.AlertsThreadWo
rkFunc(Report error, Context caller) | +-Error: | | +-In:
OneToOne.MailPopper.Alerts.Alerts.RunAlerts.RunAlertsProc
ess.Run(Parameters parameters, Client resultClient, Int32&
alertsSentCount, Report error, Context caller) | | +-Error: | | |
+-In:
OneToOne.MailPopper.Alerts.Alerts.RunAlerts.RunAlertsProc
ess.SpawnAlerts(Parameters parameters, Process& process,
Report error, Context caller) | | | +-Error: Failed to spawn
Alerts process: System.ComponentModel.Win32Exception:
The system cannot find the file specified | | | at
System.Diagnostics.Process.StartWithShellExecuteEx(Proce
ssStartinfo startinfo) | | | at
System.Diagnostics.Process.Start() | | | at
System.Diagnostics.Process.Start(ProcessStartInfo startinfo)
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| | | at System.Diagnostics.Process.Start(String fileName,
String arguments) | | | at
OneToOne.MailPopper.Alerts.Alerts.RunAlerts.RunAlertsProc
ess.SpawnAlerts(Parameters parameters, Process& process,
Report error, Context caller): The system cannot find the file
specified | | +-Error: Failed to spawn Alerts process. | +-Error:
Alerts failed. +-Trace: Thread name:
MailPopper.Service.AlertsThread: iISA4.malcomdev

élljloévrvise to In the supervise page, the forward button should allow the
847 Bu asgi nms Msg Queue - | assignment of messages to any agent within the
- 9 0 ar? a e?‘lt Supervise corresponding segment. The supervisor needs the ability to
in segmgnt override the skills since they are doing the routing manually.
<Name> The Name variable is returning an email address instead of
variable Admin Tools - First/Last name. | sent an email from my address and verified
790 Bug returns AUtOresponses the system had the full first and last name for the contact
email P record. The auto response listed my email address instead of
address my name.
Remove The reset link is not applicable to users and should be
842 | Bug |resetlinkat | Web Interface | removed. We can leave the reset page in case we need to
top of page use it, but just remove the link.
Within Cust Info>Contacts>Email, note, and ticket .... if you
No error attempt to send a blank message to the contact an unsent
iven for response is created. The email is not sent, but there is no
860 Bu gm tv agent Cust Info - error message and the unsent record becomes part of the
- 9 emgil)//nogze/ti Contacts contacts history. We should require a subject and body. We
cket need to prevent creating these unsent responses and provide
an error message that reads "Your agent email / note/ ticket/
must include a subject and body."
S;?]?]Zld In various scenarios, the global canned phrases are not
hrases do Admin Tools - appearing. For two users the global canned phrases did not
871 BU 20t appear Canned appear in either the My Queue or Supervise page (one
- 9 unde?p Phrases administrator and one super user). For another user
various (administrator), the phrases appeared only in the My Queue
conditions page. See attached images.
Should not You can forward messages to a non-Standard segment.
forward ms These messages then disappear from view but are eventually
873 Bu to Non 9 Msg Queue - | routed since no skills are required. However, they can't be
- 9 Standard Supervise answered in that segment since there is no mailbox. If there
Segments are no agents available with access to that non-std segment,
9 they would likely just sit there unanswered.
Canned When you select the canned phrases link any attachments
hrases Msg Queue - selected are removed. This section of the page needs to stay
875 | Bug Femoves 58 arvise static similar to the msg body. Since it is apparently reloading
attachments P that part of the page, all attachments are lost with you click
canned phrases.
Error . L . .
resolving Msg Queue - When an interaction is assigned to a topic that has an
889 Bug messanes My Queue interaction property of type Answer, agents are unable to
in topicgwith y resolve them using Send or Save and Resolve.
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The “ask a question” interface is based on theetuifficket creation page. The user first selects a
topic.

@
. =
I SErvice - o~
PR GRS R = RYTIEVYC JC TV () ASK A QUESTION MY ACCOUNT

L=

Version: 4.1.2008.18123 Hello, s1topic123mgr@1tolservice.com! (Logout) (Reset)

Flease pick the topic of your question:

— SeleCct ATOPIC — ¥ e Step 1 is to pick a topic for the question.
- Select A Topic —

All Topics © 2008 All Rights Reserved One-to-One Senvice.com, Inc.
Powered by iSenvice
... .sltopicla
.. ..S1ltopiclb
.. s1topic2
.. s1topic3
.. s1topic12

. S51topic123

Then the question details are entered.
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) ' CUSTOMER INFO ||——§ MESSAGE QUEUE

Version: 4.1.2993.128128 Hello, s1topic123mgr@1tolservice.com! (Logout) (Reset)

(&) Ask A QUESTION 3 MY ACCOUNT ! ADMIN TOOLS

Flease pick the topic of your question:

|. . 51topic1 v_|
From: |s1mpic123mgr@1to1sewice_com v |
Subject: | Question about web page <€——— The user enters a subject and |
Attach a file — Maximum 10 MB upload at one time. the body of the question.
Enter the body of your question:
Hello -

I have a question about using the sofware. Please help me.

Thanks.

Mr. Sl1Topicl23 Manager

e v Jf"’ Since the topic selected has interaction
— properties associated, they are presented
Submit 'S“:?;':Ie‘ Explorer to the user for selection.
© 2008 All Rights Reserved One-to-One Service.com, Inc.
Powered by iSenvice
- # ,#

The Interaction Search interface is similar todheent Contact Search page. The page has three
sections: The search parameters section, the seattcim, and the search results panel.

D 1
service"
ﬁ_ J) #_CUSTOMER INFO MESSAGE QUEUE ‘T ASK A QUESTION &% MY ACCOUNT 0 |

Version: 4.1.2000.16332 Haello, s1s2topic123mgr@1tolservice.com! (Logout)

ADMIN TOOLS

My Queue || Supervise || Search

Search Where: In Field: Search Far:

anywhere |v | BV ~ | [L_Add Another Field | < Search
Parameters
Search | |Search Button

O Subject From Email Date - ASC
Mo messages

Page: 1

Operator

Search Results

There are several parameters for searching, asrshelow.

& # - # & 2
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1 — All Properties will search among all listed pedies for the value entered in the Search For box
2 — The Subject search will search among the sulijes of all interactions.

3 — Ref # will search for matching reference nuraber

4* — Assigned To will search for interactions thag currently assigned to the agent selected.

5* — Resolved By will search for interactions thadre resolved by the agent selected.

6 — In Segment will search for interactions in skkgment entered in the Search For box.

7 — Interaction Properties defined within the tenaill be listed and are fully searchable.

* - These parameters will return a list of agenithiw a drop down menu.




