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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 2
Ability to edit message properties (both questind answer) from within interaction history. 2
Allow agent response via email client.

Minor Enhancements and Bug Fixes
Supervise updates are not reflected in the supepage until the page is reloaded.
Provide Message Details report for SSRS
Error when semi-colon is used in the cc or bcc line
Settings require "double saving"
Style contact property group name
Initial page for agents should be Msg Queue
Alerts result set doesn't match criteria of alefirdtion
Ask a question must handle secure msg without sgratjent notify
Interaction search returns no results for CSRs
Keep topic on customer replies
Make powered by iService open new window
Move Version number label to bottom of page undepyZight info
Present "Contact Editable" checkbox only if "Cohtdiewable” is selected
Reverse default sort order of history to Newe<Dktest
Version # does not appear when web services aegategfrom web site
Windows error submitting agent email inside a tdre@h no subject
No-Reply option for auto responses
Agent notification not saved for topics
Segment level overriding topic for agent notify

Significant Interface Changes

Ability to edit message properties

Allow agent response via email client

Changes to Web Services

© © v o o mhbhphhb#hhhwwwwwwww N

Changes from Release 4.4 to Release 4.5
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Agents can now edit the values of
interaction properties from within

& % Interaction  Interaction history and the Interaction
975 Feature ( ) * % : Search results. This right is limited based
History A
$ on an option at the User Type level. By

default, it will be provided to agents at the
CSR level and above.

Some agents respond to inquiries directly
from their cell phone or Blackberry
device. This makes using the web
interface impractical. This enhancement
allows agents to respond to the agent
notify email message directly, instead of
logging into iService.

1. New variables are available for Agent
Notify auto response templates that will
include a space for responding to the
interaction. It is important that the auto
response provide instructions on where to
type the response, and to NOT change
the reference number on the message.

2. Itis now possible to use different agent
Msg Queue | notify templates per topic. There is still a
- My Queue | segment default agent notify template.
Some topics can have NO agent notify, or
optionally use a customized template. For
instance, topics that require secure
messaging would notify the agent that
they must login to view the question
because it is secure. We would not send
the body of the question or information
about the customer in these templates.

968 Feature & % $

3. Only one response to an interaction via
email is accepted. The first person to
send the response will be marked as the
assigned agent, and their response will
be sent to the customer as the answer.
Subsequent submissions are stored in the
interaction thread history as private notes
from the sender.
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Bug

Feature

Bug

Bug

Feature

Feature

Bug

$ , Msg Queue
- Supervise

I Reports

# % 2% Cust Info -
5 $% Contacts

Admin
Tools -
Segment
Details

Cust Info -
Contacts

4 b Msg Queue
1'5 - My Queue

& 6 % $ Admin
Tools -

$ Alerts

When you do an update in the Supervise
page, the changes are not displayed
immediately. For instance, forward to another
agent does not show the agent as the new
operator. Also, if you resolve messages in
supervise they continue to show in the view.
The old information is being cached. This fix
corrects the problem so updates are shown
immediately.

A pre-written report is now available that will
run from within SQL Server Reporting Service
that can be used to review agent activity, such
as messages that were saved and resolved
without a response or marked as SPAM. The
report includes the following parameters.

1. Select date range for the dates the
messages were resolved.

2. Select segments and within segments
topics to include in the report. The manager
will then pick the _SPAM topic, for instance.
3. Select a list of agents that
resolved/answered the messages, or ALL
messages.

4. The report includes the following fields.

* Ref #

* Date/Time

* Contact Name

* Contact Email

* Agent Name

* Subject of original email

* Body of original email

The SMTP process failed when the cc or bcc
line contained a semi-colon instead of a
comma to separate addresses. This left the
original interaction in an unsent state.
Validations on the email address lines were
added to correct this.

When saving changes in Admin Tools ->
Segments -> Contact Properties (such as
clicking on Agent Settings), the value did not
appear to be saved the first time. Clicking on it
and resaving it keeps the desired value. When
unselecting a checked box, the same behavior
occurs. The first time it is saved unchecked, it
stays instead checked. The second time you
click and save it, it is unchecked. This cache
issue was fixed.

The title for segment information (Global, etc.)
needs to be updated as bold or some other
style to differentiate from the contact details.
These are now separate styles that can be
modified as desired in the CSS.

When an agent initially logs into iService, they
were defaulted to the Default.aspx page that
has no details. The new page for agents after
login is Msg Queue> My Queue.

The alerts were disregarding the time criteria
in some scenarios and began sending
immediately. This has been corrected.
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Ask a
Question

Msg Queue
- Search

Msg Queue
- My Queue

Web
Interface

Web
Interface

Admin
Tools -
Interaction
Properties

Cust Info -
Contacts

Web
Interface

Interaction
History

Admin
Tools —
Auto
Responses

Admin

If a secure message is submitted from the Ask
a Question page, it is important to not send
the body of the message in clear text via the
Agent Notify message or auto response.

Care should be taken to:

A) Ensure the agent notify message assigned
to secure topics does not include the <Original
Body> variable. Release 4.5 allows different
agent notify messages to be assigned on a
topic by topic basis.

B) Ensure the auto response message
assigned to secure topics does not include the
<Original Body> variable.

The Interaction Search page returned no
results when logged in as a CSR. It only
returned results for Mgr, Admin, and super
user. This has been corrected.

When a customer sends a reply to an existing
case the original topic for that case should be
used regardless of the content of the
message..

The iService hyperlink should is opened in a
new window.
http://www.1tolservice.com/iservice.asp

Version Number tag line was moved to the
footer

If the Contact Viewable flag is not set, then the
Contact Editable flag should not be available.
This change was applied to both Contact and
Interaction Properties.

The contact history now lists the newest cases
first.

It appears that when the web services are in a
different location from the web site, the
version number is not displayed. This has
been corrected.

A Windows error was generated in addition to
the iService error notice when you submit an
agent email from inside the History page (i.e.,
inside of an existing message thread) and the
subject line is blank. The Windows error did
not occur if you attempted an agent email
without a subject line as part of the Agent
Email tab instead of the History tab. This has
been corrected.

Auto responses now have a "no-reply From"
option. When checked, the auto response is
sent from the "No Reply" address. The Admin
Tools > Alerts “Send Auto Response” action
had this option removed as it is now
designated within the auto response itself. By
default auto responses are not "no-reply" so
any existing auto responses will need to be
manually updated to preserve their old
behavior.

In certain scenarios administrators were
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$ Tools — unable to save the Agent Notification auto
Topics response for topics. You could pick an agent

notify auto response, but the selection
reverted back to segment default.

| '% % Admin In certain scenarios the segment default agent
1009 Bug Tools — notify was overriding the topic level agent
Topics notify.
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Message properties may not be edited by any Userihgt is granted access from the Admin Tools>User
Types page. This right is granted as shown below.

L 3
15 oS .’ LH CUSTOMER INFO ||——E MESSAGE QUEUE 7 ASK A QUESTION O MY ACCOUNT Ej ADMIN TOOLS

fersion: 4.5.2105.28757 Hello, landlord@mail02.1tolservice.com! (Logout)

Segments | | Websites | | Skills | | Agents Additional Detsils | | Departments

User Types

| Alerts |

User Type Name

Administrator

Anonymous

C5R Manager

Customer

Super User

MNew User Type

Mame: |CSR

Access Rights:

[ Tab.Admin Skills

DTab.Admin.UserTypes

O Tab.Admin Websites

[¥ Tab.Customerinfo.Create

Tab.CustomerInfo.Modify

¥ Tah.Customerinfo.ModifyHistory | This new option within User Types provides the ability to
[ Tab MessageQueue BCC edit interaction properties from within the history views.
[ Tab.MessageQueus.CC

|:|Tab.MessageQueue.SupeMse
|

Save

>

[ |1Th

|«

© 2008 One-to-One Senvice.com. All rights reserved.
Powered by iService

A new Edit Properties link now appears below tleraction property.
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Clicking this link will make the property editatdad present a Save and Cancel link.

CUSTOMER INFO

[ mEssAGE QuEUE

7 ASK A QUESTION

&5 MY ACCOUNT ] ADMIN TOOLS

-

Jersion: 4.5.3105.28757 Hello, landlord@mail02.1tolservice.com! (Logout)

Contact || Search

Create Contact

Agent Email || Create Note | | Create Tidet

History

Summary || Details

Page: 1
Subject Type Date
[=] [ref#: 106-106] Example subject TS
= [ref#: 106-106] Example subject Ticket TII2008 210:01 PM

Example message body.

The property can be changed as required
after clicking the Edit Properties link.

Take Action: Agent Email — Create Mote — Create Ticket Show Audit

] Autoresponse: [ref# 106-106] Example

; 772008 2:10:01 PM
subject

Auto Response

Refarence Number: 106
Segment Name: Segment
Topic Name: S1topicib

Operator Name:
landlord@mail02.1to1service.com

Status: Open

Message Properties:
Browser Type

Internet Explorer
Safari

© 2008 One-to-One Senvice.com. All rights reserved.
Powered by iSenice
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New variables have been introduced to auto respdhatallow agents to reply directly to an agent
notification, rather than logging into the iSerweeb interface to answer a question. There areatosite
interface changes associated with the changeh&iitowing variables are required.

A1

NotifyResponselD This is used within an Agent Notification to all@agents to reply directly to the
notification, rather than logging into iService.idts used to identify the
notification interaction and enables the mail pssce to connect the agent rep
to the original interaction, since the notificatiateraction ID is not part of the
subject line. This can be used within a Forwarxternal Agent or Agent
Notification on receipt of new messages.

y

NotifyResponseBody | This is where the quoted question appears and itheggent enters their
answer. Itincludes a special start and end m&videich must not be corrupted
by the agent in his reply. This can be used wahiorward to External Agent
or Agent Notification on receipt of new messages.
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The following information is provided for clientsat are accessing the iService Web Services girectl

%
FunctionsAutoResponsesFilteredForTopic :

AutoResponsesFilteredForSegment , and
AutoResponsesFilteredForinteraction are disappeared and replaced with
AutoResponsesFiltered , Which takes as parameter the new type

AutoResponseskFilter
Each topic can specify it's own customized agetification.

o New functionTopicsGetAgentNotificationsList gets list of auto responses
that are agent notifications in the same segment.

o TypeTopicsGetBylDResult added fieldagentNotifylD and
neverAgentNotify

TypelnteractionHistoryGetDetailsResult added fieldsromAddress ,
toAddress , ccAddress , bccAddress , andcanModifyProperties

Editing interaction properties from history usesvrfanctions
InteractionHistoryGetProperties and
InteractionHistorySetProperties

FunctionMessageQueueSuperviseList takes additional parameteseCached .

Auto responses now each contain an option thaatéetwhether that auto response is sent
from a "No Reply" address:

o TypeActionsActionSendAutoResponse lost fieldnoReply .

o TypeAutoResponsesGetBylDResult added fielchoReply .




