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Improving the Release Notes

We need your help.  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:

e 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.

e 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@1tolservice.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@1tolservice.com

Copyright © 2010 One-to-One Service.com, Inc.

All Rights Reserved
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Release Overview

Major Enhancements

ID Type Description Category Details
1490 Feature New Forms Admin Tools- Create a new form generation interface that will allow
Interface Forms customers to directly modify the customer facing

pages of iService. This new interface allows customers
to build forms by simply inserting new S commands
into the form HTML.

The first type of forms included are Registration
forms. This is the page that is loaded within iService
when clicking on the Register link. The default
registration page can be set for each iService Website
in the Admin Tools > Websites tab. A default
registration page is included with each tenant.

The syntax for the new registration form is as follows.

Sinput$ - The Input variable will create an HTML input
box. Examples of usage for the Input command are
below.

Sinput -contactPropertyNN'name'S

Sinput -contactPropertyNN'name' -requiredS

Sinput -email$

Sinput -email -required$

Sinput -passwordS

Sinput -password -required$

For the -contactProperty option, NN is the contact
property ID number. The value 'name' must be in the
definition, but it is just for the sake of human
readability and doesn't have to actually match the
specified ID.

Sbutton$ - the button variable will generate the
submit button for the page. Examples of useage of the
button command are below.

Sbutton -okS

Sbutton -ok -text 'button text's

Sbutton -ok -linkS

Sbutton -ok -text 'button text' -linkS

Sbutton -cancel$

Sbutton -cancel -text 'button text's

Release Overview
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1459 Generate
agent
notification
on Forward

to Agent

Feature

897 Include
original
quoted te xt
In answers
from
Supervise
page
Display
agent notes
for new
tickets in the
unsent
response in
My Queue

Feature

1475 Feature

1315 Revise
Private
Emalil

handling

Feature

1456 Feature Make filters

Release Overview

Msg Queue -
My Queue

Msg Queue -

Supervise

Msg Queue -
My Queue

Mail Processor

Utility-Contact

EN L NIV

Sbutton -cancel -linkS
Sbutton -cancel -text 'button text' -linkS

The optional -link command will show a hyperlink style
word instead of the normal button. If no -text option
is specified, a default of "OK" or "Cancel" is used.
When a message is directly assigned to an agent, they
should receive an agent notification (if they have
Receive Notifications as True). The logic behind this is
that agents that login on an occasional basis will not
be aware of the new interaction in their queue unless
they receive this notification.

This change was to add the actual quoted text below
what is entered in the Supervise draft response box
when creating the agent response. If a partial
response is created in Supervise for several messages,
and then forwarded to an agents queue, the original
quoted text will display below the draft message
created from the Supervise page.

When you create a ticket from Customer Info and add
Agent Notes (private comments), these notes are
technically part of the original ticket. If you take the
ticket in the My Queue page the notes are on the
original ticket entry and thus hidden from the agent.
This enhancement passes the private comments /
notes from the original ticket onto the unsent
response so they are visible to the agent in the My
Queue page.

When an email is received by iService and it matches
an existing ref#, private emails are created when the
sender is not the owner of the root thread. This occurs
when an agent replies to a customer via the Email
Reply to Agent Notification, and the agent reply is
parsed and sent on to the customer. The other cases
that may occur are when an agent sends a response
with a CC, and the recipient of the CC sends a reply
back. These cases were previously set as private email
because the sender is not the owner of the thread.
The requirements of this change were to make the
incoming email a new unanswered question from the
sender. Multiple answers by agents via email reply will
continue to be blocked and saved as private email,
because we know those are agent replies based on the
Notify ID and Begin / End markers in the message. A
future enhancement will notify the agent that the
interaction has already been answered and closed.
We now allow filters to work on a ticket submission.
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work for Import This has become necessary as more automated
ticket submissions of tickets are performed by other systems
submissions integrated with iService. These filters must be set at

the topic level using the Ask a Question Filter drop
down. The filters set from the Segments>Filters page
are limited to process against incoming email

messages.
Minor Enhancements and Bug Fixes
ID Type Description  Category Details
1488 Bug External Web Interface  An agent coming back in to answer an external
agent's notification does not have the option to choose from
answer via the drop-down or to type a new From.
URL shows
no active
From: in
drop -down
1461 Bug Cache- Ask a Ask a Question The AAQ topic tree is not updating with new topics in
Question a timely manner. The reset.aspx is required to update
topic tree the tree. If this is a page level setting, we should drop
it down to the 5 second range like our other pages.
1283 Bug Cache- Admin Tools-  Reduced the cache time on the Skills page.
Error Skills
creating
Skill
1446 Bug Cache- Admin Tools-  Reduced the cache time on the Segment details page.
Segment > Segment
Details Details
1449 Bug Change Find Answers  The button focus on the Find Answers page has been
focus on changed from New Article to Search.
Find
Answers
page to
Search
1442 Bug Forward Msg Queue -  In rare situations, the list of Forward External
external My Queue templates were duplicated in the My Queue drop
errors - downs.
duplicates
and invalid
auto
responses
1466 Bug Unable to Msg Queue -  In the Msg Queue page, the Contact Details tab did
remove Is My Queue not allow the contact to remove the check from dis
Bounced Bouncedé from their own login. This was a permissions
from Msg issue that is now corrected.
Queue > My
Queue >

Release Overview
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Contact
Details

1455 Bug Cache - Msg Queue -  The cache period for information in the Supervise
Supervise Supervise page has been reduced.
page not
updating

1458 Bug Cache- Admin Tools- The cache period for information in the Admin Tools >
Agent Agents Agents page has been reduced.
properties

1432 Bug Set cursor Find Answers  In FA, when the user clicks Login To Subscribe, set the
focus to cursor focus to the Login Name box.
login box

1491 Bug Attachments Interaction Attachments were not being saved when added to an
lost when History interaction created inside of an existing thread in the
added from History tabs.
Interaction
History

1424 Bug Cache- Find Find Answers  Reduced the cache periods for Find Answers.
Answers

867  Feature Display Desktop App  In the desktop app, the list of tenants should be
tenants in displayed in alphabetical order.
alphabetical
order

Release Overview
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Significant Interface Changes

New Forms Interface

This release of iService includes the first phase of a new forms interface that will allow users to create their
own automatically generated web forms created by iService. These forms are rendered by a new component
of iService that renders the HTML within the form, combined with predefined variables for accepting input.

The first phase is limited to registration pages that are embedded within the iService interface. The default
registration page has values for the most common contact properties (First Name, Last Name, Email Address,
and Password). This form can be revised directly or new forms can be created.

The dIs Registrationé checkbox indicates whether the form is used for registration, and when checked will
appear in the Admin Tools > Websites tab for selection. The next form type will be an Ask a Question form that
will allow you completely customize the layout of the Ask a Question page, including headers and footers of
the page.

sho

the best place for shopping l J ._n‘.l:I.IEI'OMEl INFO ||=§ MESSAGE QUEUE .. FIND ANSWERS 7 ASK A QUESTION @ "MY ACCOUNT
Hello, Landlord Administrator! (Logout)

Fom Mame o Desoiption
Drefault Registration 1 ice Default

Segments

Form

| Websites

Agents | User Types | | Additional Details |

Departments

’?';‘

| Alerts || Contact Summary

Mailing

[ MNew Form ][ Delete Form... ]

Form Name:

|DefauItRegisUaﬁon |
Description:

|iService Default Registration

Form Body:

<div class="title">Register New Lccount</diwv>
<table>
<try<td>First Name:</tdr»<td>Sinput -reguired -contactPropertyl'First Name'S</td></tr>

<try<tdrLast Name:</td>»<td>»Sinput -reguired -contactFroperty3'Last Name'sS</td»</tr>

</table>
Sbutton -submit$ &nb

p; $button -cancel -link$

|s Registration

Save

@ 2008-2010 One-to-One Service.com. All rights reserved.
Powerad by iSenice Version: 5.5 - 2010.06.16 - 15:35:54 Anti-Spam Policy

In the example above, the first row of the form includes the First Name field. The SInput command is
used to present an input box where the user can type their first name. The ¢required parameter
indicates that it is a required field, and the ¢contactPropertyl@irst NameCharameter indicates which
iService contact property will be saved.

Significant Interface Changes
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The image below shows where the registration page is selected in the Website tab. Each separate
website within an iService tenant can have its own customized registration page.

sho

the best place for shopping l J s _CUSTOMER INFO [E messace queve Il FIND ANSWERS 7 ASKAQUESTION &

) MY ACCOUNT

Hello, Landlord Administrator! (Logout)

Segments || Websites || Skills

ite Name

Agents

| User Types || Additi Detsils

| | Alerts

Contact Summary Mailing

Help

Form

Financial Services

Greeting Cards

Human Resources

IT Compliance

Power

Travel

Website
New Website

Mame:
Style:

|hlips:,fﬂto]service.iservicecrm.com,f{}(}_custom_cs| [l alzo Include Standard C8S
Anti-Spam Policy URL:

|hiip:,fﬁnvww.1to1service.com,famjspam.asp |

Segments: Domains:
[l e-shop #| e-shop.iservicecrm.com [ << Add ]|
ClFinancial eshop.iservicecrm.com [ Eyo—— ]
Senvices
CIHuman
Resources =
O Compliance
[ manufacturing . . .
Ol Power || The registration page for each website is selected from
Company this drop down menu within Admin Tools > Websites
Osales 3
Password Reset /
COutbound Mailbox:
| e-shop - "Customer Service" 4dem0—cc@server1.1to1§ﬁice.com> v
Motification:
|e—sh0p—Password Reset v|
" New Contact Registration Form:
|- |DefauItRegistraﬁon V|

Significant Interface Changes
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Changes to Web Services

The following information is provided for clients that are accessing the iService Web Services
directly.

Changes from Release 54 to Release 55
There were no changes to existing web services; however, new walvises have been added.

Changes to Web Services



