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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

Customizable Contact Summary

Minor Enhancements and Bug Fixes

Error loading My Queue msg

Supervise response box shifts right when msg ageéue

Rename canned phrases to Stock Responses

Supervise view displays pages above 10

Limit Stock Answers to the proper segment

Add interaction type labels to database

Messages with non-standard headers not parsedrfyrope

Variable <Name> not populated in agent notify -eemal auto response

Delete canned phrases in Admin>Tools

Delete an agent specific canned phrase

Remove the scrolling text box from User Types page

Create access right for Msg Queue>Search

Move answer properties to right panel

Significant Interface Changes

Customizable Contact Summary

Changes to Web Services

Changes from Release 4.6 to Release 4.7
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0 Aattin Each contact now has a Contact Summary page that is the default page when viewing a
% & Tl contact. This page is not editable and displays a customizable set of information that is
831  Feature $ i configured by the tenant administrator. This page can be used with CTI applications for
%% o screen pops on incoming calls, as a quick reference for the contact, or for people that
Y| should not have the ability to edit contact information.
I # $% ()*+
| D | Type | Description Category Details
# ) Msg Under certain scenarios, messages are received that contain null values in unexpected
1046 Bug 0 Queue - | locations. This was causing the message to load incorrectly in the Message Queue. The
I, %) My Queue | web service for loading these messages has been updated to deal with this scenario.
+ Msg A nuance of Internet Explorer 7 was causing the response box to shift to the right when
908 Bug ) Queue - | there were messages in the topic. When the topic was empty, the page displayed
%) Supervise | properly. This has been corrected.
%
$ W d the C d Ph Stock R b i h
935 Bug Reports e renamed the Canne rases pages to Stock Responses to be consistent across the
application.
' 8.
l To improve performance, only 1000 unanswered messages are displayed per topic. An
Msg . .
1015 Bug Queue - issue occurred where page links were s_hown for messages 1OQ1+, but there we no
= ) Supervise = Mmessages on those pages. The topic will now only show page links for 10 pages as that
/ P is the limit to the number of unanswered messages displayed in Supervise.
0% *$. Admin : : i
1 Tools - We previously displayed the Stock Answers from all segments to which the agent had
1021 Bug Canned access, even though the selected messages was from a known single segment. We now
h only display the agent’s stock answers + the segment’s stock answers.
)% Phrases
1
1025  Feature $ Interactio = There are various statuses and interaction types within the iService database. A new
= n History | interaction type value has been added to the database to facilitate reporting.
')
2 Certain messages with multiline subjects and from addresses, or multi-byte character
1029 Bu Mail sets were not being parsed properly by the mail processor. The subject for these
= 9 Processor messages was being replaced with illegible characters. These messages are not
processed properly.
3 %4 Admin
1059 Bu Tools — The Name variable has been added for Agent Notify for forward to external auto
I 9 ) 2 Auto responses.
responses
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Admin

Tools -
Canned
Phrases

Admin
Tools -
Agents

Admin
Tools -
User
Types

Msg
Queue -
Search

Msg
Queue -
My Queue

Canned phrases can now be deleted from Admin Tools and My Account.

In Admin Tools under Agents - Canned Phrases, a manager can delete an agent specific
canned phrase (Stock Answer).

The text box in the User Types page made the information difficult to read. It is not a list
rather than scrolling text box.

A new access right was created that will has been assigned to UserTypes for the
Message Queue>Search page. This will allow administrators to grant some agents
access to the search function while others will be restricted.

Interaction answer properties have been moved to the right panel directly under any
question properties.
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A new tenant level administration tab is availahkg controls the information displayed in the Guossr
Info > Contact > Summary page. This tab is shoviovihe

- = &
Jservice

€3 MY ACCOUNT

J -.AI'EUS'I'OMEII INFO E MESSAGE QUEUE

?) ASK A QUESTION

Hello, landlord@mail02.1tolservice.com! (| ogoui)
Segments ‘ Websites H Skills | | Agents | User Types | Additional Detsils | | Departments | Alerts ‘ Contact Summary
1 iterm Hame 2., & roup Div 4 pisplayed Labal 5 order 1n Group

OpenCount |a-main ||Unreso|ved Questions: ||3 |

FullMame |a—main ||Fu|l Mame: ||1 |

Loging |a-main ||EmaiIAddresses: ||2 |

First Name (Property) Fl | K || ||{]' |

cotype (Property) [ | ‘\ || ||{]' |

s1only (Property) ] | ‘\

additional detail 1 (Property) [ | ‘\ These items will display as the top secli[:-n of the
N : Contact Summary because the Group Div name

additional detail 2 (Property) [ ] | begins with the letter "a"

additional detail 3 (Property) [] |

additional detail 4 (Property) [ | | o |

additional detail 5 (Property) [ | | o |

Middle Initial (Property) O | | o |

additional detail 6 (Property) [ | | |0 |

additional detail 7 (Property) [ | | o |

additional detail 8 (Property) [ | " L '

additional detail 9 (Property) [ | These items will display as the bottom section of the

additional detail 10 (Property) [ | Cc-n_lacl Summaryr because the Group Div name

e roweatr O | /' begins with the letter "b".

s2only (Property) O | /’ I Y |

Last Mame (Property) ] | " || ||{]' |

Phone (Property) |b-extra ||Phone Mumber: ||{]' |

Address (Property) [Fl | || ||{]' |

Customer Type (Property) F] | || ||{]' |

Company (Property) |b—extra ||Company: ||2 |

Job Title (Property) b-extra || Title: |13 |

Y $ 8 $ )
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1 — The “Item Name” corresponds to the contact ptgpeme used in the Admin Tools > Segments >
Contact Properties page. All contact propertieatetefrom all segments are available for inclusiothe
contact summary page.

The item labeled “Open Count” is a system genewditgalay of all questions submitted by the contaat
have not been answered. In future releases, gtstens generated values will be available for inolus
within the summary page.

2 —The “Show” column presents a checkbox for eacpaaty. Clicking on the check box indicates the
property is to be included on the summary page.

3 — The “Group Div” column describes the sectiothef summary page where the information will appear.
The divisions of the page are arranged verticalBiphabetical order. Therefore, the group a-mdin w
appear above the group b-extra.

4— The “Displayed Label” column contains the labeittwill display on the contact summary page. This
label can be different from the item name, if dehir

5— The “Order in Group” column describes the oafezach item inside of its Group Div. The order of
each item is relative to other items, and therdfteeactual values do not have to be sequentiallovrest
numbered item (including negative numbers) willegdirst followed by the next highest number.

An example of how a Contact Summary page wouldadpea site using the configuration above is
shown below.

'Y $ 8 $ ) 9
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The following information is provided for clientsat are accessing the iService Web Services girectl
) %
Everything that used to @annedPhrase , is nowStockResponse
FunctionMessageQueueSuperviseList now returns
MessageQueueSuperviseList which includes the array of

MessageSearchResultList and also the total number of messages that cahdyen,
which might be less than the total number of messaythe topic.

The structuredgentEmailAttachmentDetails andMessageQueueAttachment
are replaced bgpttachmentUpload




