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I

iServic€ is designed to connect customers with your comjrasgveral ways. Customers submit
guestions via email (including web forms that gateeemail) or the integrated Ask a Question web
interface. These questions are routed to custaenécs agents using skills based routing techniques
where they can be answered using the iServicentetidce. iService eliminates the need to use
email clients such as Outlook and allows custometice agents to work from any location where
they have access to a web browser.

The system allows multiple agents to work at a tmutomatically distributing messages among them
based upon message priority and the agent’s sKillscentralized database provides an enterprise
view of all customer interactions, including telepk calls and tickets that are entered into theisys
Answers composed by service representatives caadilg added to a knowledge base that customers
can browse for self-help purposes, or shared ars@mice representatives to promote a consistent
and high quality service level. The service oridraechitecture (SOA) of iService allows it to be
integrated with other applications, and suppodsuge of various user interfaces.

$ % &'(' )& o Io*

iService is a true multi-tenant application th&vas administrators to easily add new on-demand
customers of the service without the need to instaV software, create new web sites, etc. All
customers operate using a single instance of ftvease, which simplifies the upgrade and
maintenance process.

Within the “Service Provider Console” view of thgpfication, administrators can create “tenants”
that effectively have their own fully configuralsigstem. Differences between client sites are
supported through tenant configuration options,ynednvhich can be maintained through the
standard iService web interface. The data for &a@@mt is contained within its own database, and a
Master Database maintains information about adiriesn

Companies that run the iService solution in-hotgher than in an on-demand configuration, will
have the option to create various tenants fongsind training purposes.

& 1
iService is composed of various components thalesigned for different types of users. These
components include:

o+, & )" * $ 3 - Windows applications
(typically installed on the database server) aegl s create new tenants and manage the mail
processing component.

2. % — This component operates as a Windows Servicesaadponsible for
retrieving mail from monitored mailboxes, gettihg$e messages into the iService database,
and performing various email management tasks ifggadto-responses, filtering messages,
etc.). For additional details regarding the Madd#ssor, see the Mail Processor Installation
and Configuration Guide.

" #
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3. "+ — iService uses an MS SQL Server 2005 databasertoits configuration
information and interaction details. Each installahas a landlord database and separate
databases for each tenant.

4. — iService is designed around the concept of d@eDriented Architecture
(SOA) and is comprised primarily of web servides interact with the iService Database.
The web services (iservice.asmx) can be run sebafadm the iService tenant web site for
performance purposes if desired. These web semparésm functions such as creating
contacts, inserting call notes, sending email nesp® etc. The services are used by the
iService tenant web site to provide the desired exgaerience. The web services orientation
allows users of iService to integrate with othesligations or extend the functionality as
necessary to achieve desired business results.

5 — iService users will perform all of their custarirgeraction
functlons using the iService web interface. THhis isi used by administrators that configure
the site, as well as agents that are responsibiletévacting with customers, prospects, etc.

/

One of the key elements of iService is its abibityoute incoming emails, agent created tickets, an
other types of items using a skills-based routpr@ach. This routing process is customizable withi
the iService rules engine, but the default con&igan is shown below.

Customer sumbits an

— O~ st
inquiry through the
- "Ask a Question" web
interface or via e-mail.
iService Assistant
e-mails an automated
response to customer. iService Assistant Inbound E-mail

"Ask a Question" ‘

Autoresponse

[
O
ta

Agents can be
notified when
messages arrive

(optional)

Auto
Response
Templates

Topics
(Message Pools)

iService Assistant
processes the message
and filters it into the
appropriate topic.

CSR logs in to
iService Assistant
and clicks "Get Next" The CSR e-mails a

to receive message personalized answer
that is assigned that may be added to
according to their p— the knowledge base.
defined skills.

A 4

Figure 1 — iService Routing Concepts
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Throughout this document, there are several conterams used to refer to various parts of the
system. Definitions for these terms are shown helow

& + — Additional details are lists of values (e.ggwser type, credit card type,
etc.) that can be added to customer and interaptigperties. These lists enforce data integrity
by ensuring consistent entries as opposed to fexghred text valued. They are created at the
Tenant level and referenced within Contact Properind Interaction Properties at the Segment
level.
& — An iService User that has access to customerostiepresentative or administrative
functions of the system, such as the Customer Méssage Queue, or Admin Tools pages.
Agents are configured in the Admin Tools > Ageats. t

— A contact is synonymous to a person. They arereal users of the iService product
and are sometimes referred to as customers.

— Contact information, such as contract statusofiware version, that is
conflgurable and unique to each iService segmdresé are user definable fields that may be
shared with other Segments or made private (pegiBc to the Segment). These properties are
configured in the Admin Tools > Segment > ContacipRrties tab.

— Each contact within iService may have one or raostomer types that can be
used for searching, reporting, and organizing abtitds. The standard customer types are customer,
vendor, agent and SPAM. Additional types can beddd needed.

+ % 1 — Each Segment has a default mailbox unlessit imformation Only segment.
The default mailbox is used when information muessbnt by iService and no specific mailbox
is specified. For example, email responses seqiiéstions submitted via the Ask a Question
page uses the default mailbox.

+ — Departments are used to group agents and syntipifassignment of skills and
segments.

! — An Information Only segment can be used to cepdetails about a
contact, and limit access to those details to cedaathorized Agents. These segments are
defined within iService as n&tandard.

— A single instance of the iService software. Tigtallation of iService may contain one
or many tenant databases.

— These are additional values that are assocmtadnteractions. When

a customer asks a question, they select a topticstinaost relevant for the subject of their
guestion. For some topics, like technical suppbis,useful to capture additional information
such as the browser the contact was using whenetkggrienced an error. These properties can
also be designated as answer properties and peduigtthe agent providing the response.
These details are only relevant to the topics tlwthey are assigned and are configurable at
the Segment level.

2 — A SuperUser is responsible for administeringdberall tenant configuration of
iService and creating other administrator users.
$ 1 —iService has the ability to retrieve incomingilnff@m email addresses and convert

them into messages that can be routed internallsirfswering. These email addresses, which are
usually generic (info@, for exmple), are referrecds mailboxes.

" # 0
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— A grouping of information within iService thaigports separate levels of security
and presentation. Segments are often used to $efavatacts and Document Collections of
different business units. See the Business Rut#®adelow for more details.

L — Contact information, such as name and phone nyminch is
standard with each iService installation. This infation is always shared among iService
Segments and is displayed in the contact detdil$otaall contacts.

2 — Each Segment contains a Super User (Landlorthtsathe ability to create
Tenant Administrators. This is the only accountwiite rights to create Administrators.

— iService is a multi-tenant application that aioa single instance of the application to
be used by multiple end users (separate compadig¢shant is the highest level of organization
within iService. It contains all of the Segmentsddusiness. All information within a Tenant is
clearly isolated from other tenants and storedsitown database. Tenants are completely
unaware than they are using the same version tai@ as other on-demand or hosted Tenants.
In-house implementations operate with a singleriena

& — Segment Administrators are Users that haverilidgge level of
Administrator. They are responsible for configurthg iService system for their business
segment.

2 — A person that uses the iService CRM systemydioh contacts and agents).

" # 3
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4

The iService system has business rules that deiwehe system functions. These business rules are
enforced at the web services level, which allovesuser interfaces to operate somewhat independent
of one another. The most important of these busingss are defined below.

A contact is synonymous to a person. They are eakersers of the iService product
sometimes referred to as customers.

Each contact must have membership with (i.e., becated with) at least one segment.

A contact may be associated with more than one sejm

The Contact Standard Details fields are availabkeveryone that has rights to view the
contact, regardless of their segment. That isstaedard contact details (Name, phone,
address, email, organization) are shared amorsggthents.

Interaction History for contacts will be viewabladed upon the Segment in which the
interaction took place. Agents without privilegesee history related to a particular segment
cannot view that information.

+ —

Departments are used to simplify the managemeagents.

Agents that are assigned to a department (e.gs,s&ipport, human resources) will inherit
the attributes of the department. That is, Depantexmay be assigned skills and segment
access, and this privilege will be delegated tofits agents.

A Segment is a grouping of information within iSeevthat supports separate levels of
security and presentation. Segments are oftentossgparate Contacts of different business
units.

Segments are defined as Standard or Informatiog. @rfbrmation only segments do not
have topic trees or mailboxes. They are used taaggaccess to additional contact details
and provide hierarchy in the segment configuratioly.

Each Standard Segment must have a Default Mailyawailbox may exist in only one
segment of the entire iService Installation.

Each Standard Segment has a Topic Tree that istasedegorize incoming questions, and
present articles in the iService knowledge base.

Agents are routed calls from any assigned Segrhémgy have the necessary skills to
answer the call.

Details within the Global Segment (default fieldsg¢ shared across Segments. For instance,
a phone number entered for a Contact in Segmenvisible when the same Contact is
viewed by an agent that only has access to Segheasstlong as the Contact is associated
with Segment 2 in addition to Segment 1.

Segments may have Additional Contact Propertiesaitgaseparate from the Standard
Contact Properties. These additional properties/eawable based upon whether they are
shared or private. If the property is shared, sdira with access to the contact can view them.

4 5
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If the property is not shared, only users with aede the Segment may view those
properties.

Customer Info Search Results are limited basedhersegments to which the Agent has
access. (i.e., searches performed within the Cuestémfo tab).

Find Answers Search Results are limited based ®@s#dgments to which the Agent or
Contact have access.

All messages, tickets, agent emails, etc., arettiedspecific Segment and topic within that
Segment.

Parent Segments are automatically granted accdiss toformation (contacts and details)
from their child segments.

Each tenant has a global hidden segment that igisibte to administrators. This segment
contains the standard contact details that areedhaith all segments.

Contact properties may be populated for a Contzanh € they are not a member of the
segment that the properties are in.

A tenant is a separate database within iServidecthr#ains all the configuration information
and database tables necessary to use the iSemypers system.

Tenant information is completely isolated from attenants. As a result, it is not possible
for a user logged into one tenant to see any irdtion from other tenants.

Reporting is designed to be on a tenant by tenasispwithout the ability to generate reports
that combine more than one tenant.

Tenants have the ability to configure their iSeeviystem any way they choose, without
regard to how other tenants configure and use fystems.
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iService is designed as a multi-tenant applicatiomhich a Landlord operates the system for many
customers, referred to as Tenants. Although theglaaring various aspects of the iService system,
the tenant is unaware of this fact and has comptettol over customizing and using the iService
system. Tenants have the ability to configure tiSsrvice system any way they choose, without
regard to how other tenants configure and use skisiems.

Desktop App is used by technical services staffal@responsible for the systems administration of
the iService system. It is used to create new teraand apply upgrades to the system. It is a Wisdow
application that is typically run from the MS SQér&er that contains the iService database. Itis
normally available undeYiServiceand it is calleddnetoOne.iService4.DesktopApp.exe

$

iServiced Dezktop App

l Update ] Tenants I

Server Name; Uzer Mame Password
[localkiost |sa s
Master Databagze Mame:

testa0 Recreate Master Database

Figure 2 — iService4 Desktop App Screen - Master

The iService4 Desktop App is used to create thialifbervice database and update the various
databases and stored procedures for new reledmesSarvice master database contains reference
information for all tenant databases. The Mastemraudes the following fields.

Server Name- The location of the database server that wiltao the iService master database and
all of its tenant databases.

User Name / Password- The user name and password within SQL Servairegtto login to the
iService database.

7 &
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Master Database Name- The name that will be used for the iService eraitabase.

Recreate Master Database- This button is used to create the initial madéabase and can also
recreate a new version for testing purposes. Ifcliolt this button after the initial installatioi will
delete your database and should only be used \whting.

See the iService4 Installation Guide for additiothetiails.

2

iserviced Desktop App

Mazter Update | Tenantsl

|lpdates Required:

Mazter: testd0: Databaze version: & - 2008/02,/04 -
Table Updates:
Werzion b updates:
Mo updates.
Frocedure Updates:
Werzion b updates:
Mo updates.
Data Updates:
Werzion b updates:
Mo updates.
Tenant large: 15 - Releaze 4.8 - 20081015
Table Updates:
Werzion 15 updates: —
Mo updates.
Procedure Updates:
Werzion 15 updates:
Mo updates.
Data Updates:
Werzion 15 updates:
Mo updates.
Tenant newtenant: 15 - Releaze 4.8 - 2008410415
Table Updates:
Werzion 15 updates:
Mo updates.
Procedure Updates: ;I

Perform |Jpdates

Figure 3 — iService4 Desktop App Screen - Update

The Update tab is used to apply database updattes itBervice master and tenant databases.
Database updates are delivered in the form of datapo the Desktop App, and clicking the Perform
Updates button will apply the necessary updatdsetdiaster and all tenant datab&ee the

iIService4 Installation Guide for additional details
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iservice4 Desktop App

Masterl Update Tenants

Tenants

zeantestbd
Seantestbdb

Mew Tenant | Delete Tenant |

Info ISettingsl Fiawe Messagesl Lanu:llu:urdl

Mame:

Damains:

Figure 4 — iService4 Desktop App Screen - Tenants

The first step in using the iService applicatiotoisreate a tenant database that can be configared
necessary to support a company’s sales and supgeats. The Tenants tab provides a list of all
tenants configured, and includes a New Tenanttétocreating a new tenaiee the iService4
Installation Guide for additional details.
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8#
% Mew Tenant H[=1E
Tenarit Haie:

[ omain LIRL:
[locahost

Sudeniniztraton Login Mames;
[landioidEmail2. 1ol service.com

Ademinisirator Passwond
|pa.;swd

ok | cance |
&

Tenants are created within the Tenants tab oS&wvice Landlord Administration component. To
create a new tenant, basic information regardiagehant is entered into the Landlord Administratio
component, including the following:

Tenant Name— This must be a unique name associated withetient database.

Domain URL — The Domain URL specifies the domain where usétke iService system will
login and must be unique for each tenant.

Administrator Login Name — This will have a default name. If this is chathgalease record
the name.

Administrator Password — This will show the default password. If thislsanged, please keep
track of the new password.

+

When a tenant is deleted within the Desktop Ageritry in the Master Database is removed. The
Tenant database will remain in SQL Server unidl thysically removed. To do this, click on the
Tenants tab, click on the tenant you desire to verrend then click “Delete Tenant.”
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This button allows the importing of a previously gp tenant. This can be used to move tenants from
other servers. Click on the Tenants tab and thgn“tmport Tenant.”

Import Tenant !EI E

— Databaze Mame

I ame of tenant databaze:

et » |

Ferfarm pdates | < Back et =

—'website Domain Conflicts
YWiehszite Mame: I

Conflicting Domain Mame: I

Subsitute Domain Mame: I

Fix Diomain |

¢ Back | fiewt > |

— Impart Tenant

Add Tenant To b aster |

< Back | Cloze |

4

If the tenant needs to be updated, the “Updatedihgahould show the option to upgrade it.

“Website Domain Conflicts” allows the tenant to &atg prior associated domain changed to
eliminate conflicts.

“Import Tenant” will attach the desired tenanttie Master database.
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This tab shows the various domains a tenant igJusin

iserviced Desktop App

Masterl Update Tenants |
Tenants

Seanteztbdb

Mew Tenant | Delete Tenant | Irpart Tenant

;I Settingsl Fiawe Messagesl Lanu:llu:urdl

Mame:

Iseantest54

Damains:

seantestEd

To use, highlight the tenant from the “Tenants” bbrve to see the current domain allocated to the
tenant.
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This tab allows the maximum number of agents tohamged. Hosted versions of iService may
desire to limit the maximum number of concurrergrag as part of a price per agent fee to a client.
For on-premise installations, this number will ingited based on your license agreement.

iservice4 Desktop App

Masterl Update Tenants |

Tenants

SeanteztEdh

Mew Tenant | Delete Tenant | Irpart Tenant

Info Settings I R aw Messagesl Lanu:llu:uru:ll
Agent Limit:

[1d
Save |
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#$
This tab shows where the raw messages would kectedrto, usually for purposes of diagnosing
issues or to convert information.

iserviced Desktop App

Masterl Update Tenants |

Tenants
Seantestbdb
Mew Tenant | Delete Tenant | Import Tenant
Irfia I Settings |Lanu:||n:nrd|
Folder:
IE:'\F‘ngram Filezh1 Tl ServicehiService |

Eutract B aw Mezsages |
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.
This tab allows the Landlord’s password to be chdng

iserviced Desktop App M= &
b azber I Update Tenants |

Tenantz

Seantestbdb

Mew Tenant | Delete Tenant | [rpart Tenant

Change Landlard Paszword:

Change Pazswaord
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The iService MailPopper Monitor is used to monika status of the mail processor and other threads
within the iService4 application. The mail processms as a Windows Service that checks tenant
mailboxes, retrieves those messages, and getetgages into iService appropriately. The monitor
provides a real-time view of the status of varimasiboxes including the number of messages being
processed. The MailPopper Monitor is found unigarviceand is known as
OnetoOne.iService.Mailprocessor.Monitor.exe

iService MailPopper Monitor
Status:
Checking for new tenants and mailboxes. .
Worker Threads:
Thread Name | Status | Higtory
tailbox: "Segment 1 Topic 1" <s7topic] (@1 tal service. com: Enabled, waiting 20 secs. 0 messages retrieved.
tailbox: "Segment 1 Topic 1a" <s7topic] a@ talservice. com: Enabled, waiting 1 min, 23 secs. 0 messages retrieved.
tailbox: "Segment 1 Topic 1b" <s7topicTb@ talservice. com: Enabled, waiting 21 secs. 0 messages retrieved.
tailbox: "Segment 1 Topic 2 <s7topic2(@ tal service. com: Enabled, waiting 1 min, 45 secs. 0 messages retrieved.
tailbox: "Segment 1 Topic 3" <s71topic@ tal service. com: Enabled, waiting 21 secs. 0 messages retrieved.
tailbox: "Segment 1 Topic 1, 2" <21topic 2@ tal service. coms Enabled, waiting 0 secs. 0 messages retrieved.
tailbox: "Segment 1 Topic 1, 2, 3" <z1topic1 23@ kol zervice.camy>  Enabled, waiting 21 secs. 0 messages retrieved.
tailbox: "Segment 2 topic 1" <z2topic1 @1tal service. coms Enabled, waiting 9 secs. 0 messages retrieved.
tailbox: "Segment 2 Topic 1a" <s2topic] a@ talservice. com: Enabled, waiting 21 secs. 0 messages retrieved.
tailbox: "Segment 1 Topic 1b" <s2topicTb@ talservice. com: Enabled, waiting 13 secs. 0 messages retrieved.
1 tailbox: "Segment 2 Topic 2 <s2topic(@ tal service. com: Enabled, waiting 24 secs. 0 messages retrieved.
tailbox: "Segment 2 Topic 3" <s2topic@ talservice. com: Enabled, waiting 15 secs. 0 messages retrieved.
tailbox: "Segment 2 Topic 1, 2" <22topic] 2@7 tal service. coms Enabled, waiting 21 secs. 0 messages retrieved.
tailbox: "Segment 2 Topic 1, 2, 3" <z2topic] 23@ kol zervice.cam>  Enabled, waiting 16 secs. 0 messages retrieved.
tailbox: "Segment 1 Topic 1" <s1topic]-2@7 tal service. cons Enabled, waiting 25 secs. 0 messages retrieved.
tailbox: "Segment 1 Topic 1a" <sTtopic] a-2@7 tal service. com: Enabled, waiting 18 secs. 0 messages retrieved.
tailbox: "Segment 1 Topic 1b" <s7topicb-2@7 talservice. com: Enabled, waiting 28 secs. 0 messages retrieved.
tailbox: "Segment 1 Topic 2 <s1topic2-s@1 tal service. cons Enabled, waiting 21 secs. 0 messages retrieved.
tailbox: "Segment 1 Topic 3 <s1topic3-2@1 tal service. con Enabled, waiting 28 secs. 0 messages retrieved.
tailbox: "Segment 1 Topic 1, 2" <27topic] 2-2@07 tol service. com: Enabled, waiting 18 secs. 0 messages retrieved.
tailbox: "Segment 1 Topic 1, 2, 3" <z1topic] 23-2@7tol service.com>  Enabled, waiting 28 secs. 0 messages retrieved.
tailbox: "Segment 2 topic 1" <z2topic-2@1 ol service. coms Enabled, waiting 18 secs. 0 messages retrieved.
tailbox: "Segment 2 Topic 1a" <s2topic] a-2@7 tal service. com: Enabled, waiting 28 secs. 0 messages retrieved.
tailbox: "Segment 1 Topic 1b" <s2topicb-2@7 tal service. com: Enabled, waiting 17 secs. 0 messages retrieved.
tailbox: "Segment 2 Topic 2" <s2topic2-@7 tal service. cons Enabled, waiting 28 secs. 0 messages retrieved.
tailbox: "Segment 2 Topic 3 <s2topic3-2@7 tal service. cons Enabled, waiting 23 secs. 0 messages retrieved.
tailbox: "Segment 2 Topic 1, 2" <22topic] 2-2@07 tol service. com: Enabled, waiting 28 secs. 0 messages retrieved.
tailbox: "Segment 2 Topic 1, 2, 3" <z2topic] 23-20@7tol service.com>  Enabled, waiting 25 secs. 0 messages retrieved.
2 Processor localhost: test40 Rearession Test Process new messages in 12 zecs.  Proceszed: 0 success, 0 failed.
Processor localhost: testd0 seantests Process new messages in 13 zecs. Proceszed: 0 success, 0 failed.
3 Alertz: localhost: testd0. Regression Test Process alerts in 29 secs. Alertz Sent: 0
Alerts: localhozt: testd seantasts Process alerts in 29 zecs. Alertz Sent: 0
1 - List of mailboxes monitored
2 - Processing of popped messages by tenant
3 - Alerts threads running by tenant

Figure 5 — The iService MailPopper Monitor
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If it is desired to have Active Directory used las authentication method, you will need to conggur
[IS to support NTML. In the 1IS property pages tioe whole iService web site select the Directory

Security tab. Select the Authentication and Acs#rol group and click Edit, then make sure
"Enable anonymous access" is checked.

21
“Web Site ] Perfarmance ] 1SAPI Filters ] Hame Directory ] Documents ]
Diirectary Security l HTTP Headers ] Custom Ermrars ] ASPMET ] Server Extensions 2002 ]
X el el Authentication Methods
Q g v Enable anornymous access:
R e the Following Windows user account for anonymous access:
SEr name:; | IUSR_MATHAMDEY Browse, .,
IP address ar
Password: | TIIII LI
@ Ensure 'Enable anonymous access' is

selected

Authenticated access

Secure comn | For the Following authentication methads, user name and password
are required when:

- anonymols access is disabled, or

- access is reskricted using MTFS access control lisks

¥ Integrated Windows authentication

[ Digest authentication for Windows domain servers
[ Basic authentication {password is sent in clear kext)
[ .MET Passpart authentication

|
| i
[al'4 | Cancel | Help |

Then in the property pages for the "Agent.aspg; flhat same checkbox is NOT checked, and the
"Integrated Windows authentication" is checked.Hhibse settings, anyone and everyone can go to
the default manual login page and do the old $Bgevice login, and agents on the local intranet ca
go directly to the Agent.aspx file and be autonadificauthenticated.

Note that Windows Integrated Authentication habdaenabled for BOTH the entire web site
AND the Agents.aspx file, otherwise the credenbalke set, will not be sent. So, in the web
site's security, both Anonymous and Windows Integt&uthentication need to be checked.
For the Agent.aspx file, only Windows Integratedtt#entication should be checked.
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Internet Explorer Configuration
Go to Tools->Internet Options, then the Securitly, Zelect "Local Intranet” and
click "Sites" then click "Advanced" and add the Sihttp://yourdomain” and click
"Close" then "OK".

Then in the Security tab, with "Local Intranetllstelected, click "Custom Level" and
at the very bottom of the list, choose "Automatigdn with current username and
password”, then click "OK" and "Yes" until changes saved.
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Firefox Configuration
Go to "about:config", filter for "ntiIm" and in tHenetwork.automatic-ntim-
auth.trusted-uris", enter a value for the iSerwebsite or address (or add that to
whatever is already there with comma separator).
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When a new tenant is created, it must be configused) the iService web interface.

Figure 6 — The Tenant Configuration Tabs Within Adm in

The tenant configuration process is split into t@mponents: Tenant Configuration and Segment
Configuration. Tenant level information is availabb all segments and consists of Segments,
Websites, Skills, Agents, User Types, Additionaldils, Departments, Alerts, Contact Summary,
Help, and Mailing. Segment level information isyonsed within a specified segment and consists of
Segment Details, Contact Properties, Interactiopétties, Mailboxes, Auto Responses, Stock
Responses, Topics, and Filters.

" g

Segments are used to isolate business units taunaue needs or otherwise need to be managed
independently. There are two types of segmentad&td and Informational. A standard segment
must contain a default mailbox and topic treeait optionally contain additional contact properties
auto responses, and filters that are applied toaitboxes. For detailed business rules pertaiaing
segments, see the Business Rules section above.
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Figure 7 - The Segments Tab

8 #
To create a segment, click the New Segment buktdryge the name of the segment. The required
fields for a segment are:

Name— This is a label used throughout iService torrieféghe segment.

Parent— Segments may be hierarchical and if a parentesigsidesired, select it from the drop
down list.

Description — This is a descriptive field used to more fulgsdribe the purpose of the segment.

Standard Segment- If the segment is used for information only msgs (to aggregate sub-
segments or to contain custom contact propergasglthis box unchecked.

Segment Default Topic Auto Response If a default auto response is selected, itlvellised by all
topics within the segment unless they have anatlierresponse assigned. In order to have some
topics that do not send auto responses, this shlugd be left blank.

Segment Default Account Creation Message When a contact sends email to iService foritee f
time, an account is created for them with a rangi@ssigned password. This account allows them to
view the status of their message and manage tippog experience. If a default account creation
message is selected, it will be sent to each timemacontact is created as a result of an incoming
message with information relating to their login.
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Segment Default Agent Notification Message Agents can be configured to receive a
notification whenever a new message is receiveidegvice that matches their skills and
segment access. This default notification messaljdavsent to any agent that is configured to
receive such notifications.

Segment Default Find Answer Article Notification Message- When Find Answers articles are
updated, a notification can be sent out to allsisebscribed. This dropdown selects the Auto
Response choice from that page to be used.

Additional information on the Segments tab optistasts in the section entitled, “Segment
Configuration” later in this document.
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The Find Answers and Ask a Question tabs of iSergrovide a web interface where customers
can ask questions and search for answers withintegrated knowledge base. These questions
and answers are associated with a topic that guertio each Segment. Since a Tenant may have
multiple segments, it is sometimes desired to combie various segments into a single self
service site. An unlimited number of self servicebsites can be defined.

The websites tab consists of two panels: The Welbiaime panel and the Site Details panel.

Figure 8 - The Websites Tab

1 - Website Name Panel
The Website Name panel provides a listing of dfls&rvice websites that have been defined.
Selecting a site from the list updates the lowergbavhere its details can be edited.

Website Details Panel
The website details panel lists the values fors#flected self service site. These values are:
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2 - Name-— This is the name of the website as displaydidaist.

3 - Style— A cascading style sheet (CSS) is used to défenéormat of the iService website used by
agents and contacts. Most of the look and fedleiService web site can be controlled via CSS
(Cascading Style Sheet). The standard style shedieemodified by a customized CSS. Once a
custom style sheet is created it must be savetbration where it can be loaded by your website.
Enter the full URL string for the customized ststeeet in this text box.

The “Also Include Standard CSS” checkbox will catieestandard CSS to be used for all values that
are not referenced within the custom CSS. The rewamded approach is to begin with a copy of the
standard iService style sheet (css/iservice.csk)emove all entries other than those that will be
customized.

4 - Segments- The segments included within the website aectzl from the Segments list.
Multiple websites can be created with various coralons of segmentslote — There will be no
topics in the Find Answers tab or topics the Ask &uestion tab unless the website includes at
least one standard segment. Also, at least one béttopics in the segment must have Public
Visibility to appear.

5 - Domains— The domain represents the URL at which the weban be accessed.

6 - Password Reset: Outbound Mailbox When a user of the iService Website requests the
password, it is sent using the mailbox selectenhftiois list. Mailboxes are created and
maintained from the Segments > Mailboxes tab.

7 - Password Reset: Notificatior- When a user of the iService Website requests the
password, it is sent using the auto response cafiifin selected from this list. Auto response
notifications are created and maintained from tegnsents > Auto Responses tab. Only auto
responses that are marked as password reset vdisplkayed in this drop down.

8 — Web App Auto Response URL Variables (Forward Eternal & Find Answer Article) —
When an agent sends an Auto Response variableaviitk back to iService, the separate mail
processing portion of iService must be told whatthrRL path back to the site is. This
configuration will be normally set to the corredRU, which should be filled in here. If not, the
Landlord will need to put the links and the necegsariables here. Substitute your server’s
name for “servername”, as follows:

Forward External:
https://servername/Forward.aspx?id=$forward guid$

Find Answer Article:
https://servername/FindAnswers.aspx?topiclD=$td&larticlelID=Sarticle|ID$
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Skills are used to ensure incoming questions akedtf are routed to the correct agents. Skills are
assigned to topics, and agents are limited to rgessahere their skills match ALL of the skills
assigned to a message's topic. Skills are notrestjffar implementations of iService that do notchee
skills-based routing. If skills are not used, C3Hkbe allowed to receive any inbound message for
all segments to which they are granted access. ikeamd that adding a skill to a topic wifevent
CSRs from receiving messages from that topic, sihey also have the corresponding skill.

There are two types of skillstandard skills and interaction property skills standard skill is simply
a label, such as Basic Tech, that is assignetbjgi@ To handle the questions within that topitt wi
require the agent to also be assigned the staskitirdnteraction property skills are based on a
specific value for an interaction property. Fotange, an interaction property named Operating
System might have three possible values — Windslas, and Linux. If a skill is created that
references a value for this property (e.g., M&entany message within any topic that has that
interaction property value (e.g., Mac) will only tmeited to the agents that have this skill assigned
Skills that are based on interaction propertieN&& assigned to topics.

The figure below shows how technical support skilts/ be assigned to both topics and users to
ensure that users are allowed to receive spegifestof messages but are prevented from receiving
others.

Figure 9 - Skill Assignment Diagram
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The figure below shows skill assignments to limiitmg of questions in Spanish through the addition
of a Spanish-speaking CSR. To make sure that theispspeaking CSR receives messages in
Spanish and that the English-speaking CSRs rege#gsages in English, language skills have been
assigned to both topics and CSRs.

Figure 10- Adding Language Skills
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Figure 11- The Skills Tab

To create a new skill in the iService windows aggtion, click the New Skill button and enter the
following information.

Name— The skill name is used throughout iService i@$eaence to the skill. It is displayed within
the Topics, Departments, and Agents administraames. Choose a name for the skill that is
representative of the attributes agents need teesrtgiestions. For example, Technical _Support 1
might be a good name for a skill used to descriy-devel technical support.

Skill Interaction Property - You may apply an interaction property to a skilhis creates a

skill that is applied to ALL incoming interactiotisat contain the matching property value. Skills
that are based on a specific interaction propegynat assigned to topics, because they apply to
all messages regardless of their topic.

" , 9
Skills are used to determine the types of messagé=d to agents. However, they can be overridden
by a manager from the Msg Queue > Supervisor pageabually reassigning the question to any
agent.

To learn about applying skills to Topics, see tegrSent Configuration - Topics section.

To learn about applying skills to Agents, see Teamfiguration - Agents section.

+ 1

Care should be taken when deleting skills. Any eggelepartments, or topics that are using the skill
will have the skill removed when deleted. Deleskdls is a two step process: Evaluate the impkct o
deleting and then confirm deletion.

Clicking Delete Skill will generate the followingpel.
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This panel shows all agents, departments, andsttmat are currently using the skill. Clicking areo
of the hyperlinks will open a new window where #hél association can be updated.
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Agents are “internal” users of iService that hargllestions from contacts, populate the Find
Answers knowledge base, and administer the iSewatesite. The Agents page can be accessed
by Tenant Administrators and CRS Managers. New Agjare added by clicking the New Agent
button.

& +

Figure 12- The Agent Details Tab

1 — Agent Status- Agent status is displayed within the agent detahel. This panel shows whether
the agent is logged in and the last date/timedbatacompleted an activity. Agent activity is defin
as use of any iService web service (loading ang paljuse a web service). Agents can be logged
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out by an administrator via the Log Agent Out huttdny information entered into a web page but
not saved will be lost when the agent is loggedogun administrator.

2 — Segment AccessAgents must have access to at least one segrmandieinto answer messages
and view contact information. Segment access Efggeby checking the box for each segment to
which they are granted access.

3 — Department Membership— When an agent is assigned to a departmentirthest all of the
segment access rights and skills of that department

4 — Skills— Skills are assigned to agents to determine tesages routed to them via the Msg Queue
> My Queue page when the request a new messagetsAgge limited to messages where their skills
match ALL of the skills assigned to a messageis.té@ep in mind that if you only have a small
number of Agents, or you want all Agents to ansyusstions from all topics, you don't have to use
skills.

5 — Windows Domain Login Name- iService4 supports active directory authenticafi o utilize

this feature, the agent’s domain and login name baisntered here. The name should be entered in
the format domain\login_name. If the agent is autydogged into the domain, their authentication
will be passed to iService and they will not haveetlogin to iService.

The agent’s browser must be configured to suppdiNNauthentication. See thkS and Browser
Configuration for Active Directory Authenticatigection below for instructions on configuring
Active Directory Authentication. The page for aaigent login is agent.aspx rather than the
default.aspx web page.

6 - Agent User Types
The following user types are available.

Super User Each installation has a Super User that istaldeeate administrator accounts.
Since users can only create accounts that ardealdelow them, this is the only account
that can create Administrators.

Administrator- These users have the ability to access all afé&grvice including the
Admin Tools pages. Administrators are generallypbeple that maintain your topic tree, add
new users, create mailboxes, etc.

Anonymous- This user type allows those with no login accdorsiee what is granted to this
account.

Customer ¥ you have a CSR or Administrator that leaves yanmpany or should no longer
have access to iService, you can change theityseto customer. This will retain their
information within iService for reporting and megsarchival purposes, but limit their access
to publicly viewable pages.

CSR- this user type is designed for customer sergipeesentatives that will be answering
guestions, but not managing other users. They&@oess to the Message Queue => My
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Queue page, but can't access the Supervise pabesthe Message Queue. The CSR also
has access to Customer Info and Find Answers dmgjiprivate articles within Find
Answers.

CSR Manager this user can access the same pages as thepSRhe Supervise pages
within the Message Queue.
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AGENT SETTINGS TAB

Figure 13- The Skills Tab

1 - Receive Notifications- This is an optional field for each Agent. Whiea Receive Notification
option is True, iService will notify this Agent veamail when a new message is received by a topic
that matches the Agent’s skills. Agents are alsiedwhen the topic is changed for messages from
a topic which they don’t have the required skdlgatew topic in which they do have the required
skills.

2 - Notification Address —Since all contacts may have more than one emaiksasidincluding
agents), the address to which the notificationlvglsent must be selected.

3 - Empty Inbox When Logged Out —This option will reassign all interactions from gagent's My
Queue back to an unassigned state when the agerddd Unsent responses they started will be
available to the next agent that has the interaetssigned.

4 - Inactivity Timeout Minutes —When an agent has been inactive for this perioghliebe
automatically logged out of iService.
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5 - Login (Email) — This is a list of email addresses and loginsaated with the agent.
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Figure 14- The Agent Contact Details Tab

The agent’s detailed properties, such as namelaepumber, can be updated from the Agent >
Contact Details page as well as the Customer Indotgct>Details page. This is the same page as
Customer Info > Contact > Details.
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Agents can create their own stock responses frerii{hAccount > Stock Responses page.
Administrators can access the personal phrasdsdieaagents from within the Admin Tools >
Agents > Stock Responses page as well as makersgprinses available for others to use.
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The User Types page can only be viewed by the Aidtrator user, which is typically the person that
maintains the Tenant. Administrators can modifygages accessible by each User Type or create
custom users types from this menu.

2

Figure 15- The User Types Tab
For a description of the common user types, seAdhan Tools > Agents section.

For any selected default or new user type, theraigirator is able to change the default behavior of
the majority of access rights that user type wotterwise have, through checking or unchecking the
boxes listed above, within iService.
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Custom fields (properties) can be added to contauisnteractions. For instance, a segment that
handles credit card transactions might add a coadlit type to their contact records. Segments
that provide technical support might add browspetio the support topic so that incoming
guestions contain this information. These properdie added at the segment level. However,
any lists used with the property are created inAtiditional Details tab.

This is a tenant level configuration because thaildeay be reused within any number of
segments. For example, your installation might htavee business units that provide support
and need to capture browser information with inaggrquestions. Therefore, you may create
one detail named Browser and reuse it within ed¢hase segments.

& +

Figure 16- The Additional Details Tab

To create a new Additional Detalil, click on New &kand enter the following information.
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1 — Additional Detail Name-— this is the name of the detail that will be refeeed in the Contact
Properties and Interaction Properties tab.

2 — Text Box— To add a detail to the list, enter its valuthatext box and click <<Add.
3 - Values—These are the values that will be presentedmiitia property’s drop down menu.

& & +

Once the additional detail is created, you musicste it with a contact property or interaction
property within one or more segments. This is deitlen the Contact Properties and Interaction
Properties tab within segment configuration. Ifdie¢ail is used within an Interaction Propertynthe
you will need to associate it with a topic (Admiools>Segment>Topics). See those sections below
for further details.
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Departments are used to organize groups of Agects@ding to common attributes, such as job
function. Skills and Segment access can be assigriedpartments and then inherited by agents
that are assigned to the department.

(+

Figure 17- The Departments Tab

1 - Department Name- This is the label that is used when displayimgdepartment in other
screens such as the Agent screen.

2 - Segments- Select the segments that should be grantedytagent that is associated with
this department.

3 - Skills— Select the skills that should be granted toaggnt that is associated with this
department.
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Alerts can be created to monitor your iServiceaite take automated actions when conditions are
met. They can be used to alert management wheioestgvels have dropped, or can be configured to
change the topic of messages that meet the spletiff@itions.

Creating Alerts — Step 1 (Frequency)

Figure 18 - Creating Alerts

To create an alert, give it a unigue name andchsefréquency.

1 — Alert Name — This is the name that appearkanAfert list.

2 — Frequency — Specify the frequency with whiahakert will process. For example, an alert
with a frequency of 1 day will check for the comalits and perform the specified action once per
day.

3 — Enabled - To enable the alert, check the Edatiieck box.

4 — Conditions — After specifying the frequencye ttonditions will be selected in Step 2.

Creating Alerts — Step 2 (Conditions)

The second step when creating an alert is to gp@fconditions in which the actions will

apply. Clicking the Add Condition button allows additional condition to be added via an
AND or an OR; however, in release 4.12, the onlyditoon is unanswered interaction, so adding
additional conditions through this mechanism igently not useful.

After selecting the condition type, define the dstfor the condition as shown below.
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1 — Age— Specify the age of the unanswered interactiahwhil satisfy the condition.
2 — In Topics— Specify the topics to monitor for unanswereeiattions!f no topics are
selected, the Alert will apply to all topics of thdenant.

If multiple conditions are required, join them withe appropriate AND or OR operation via the
Add Condition button..

Creating Alerts — Step 3 (Actions)

The third step when creating an alert is to spéh#yactions that are to be taken when the condgio
met. There are three different actions that camak®n, and multiple actions may be specified: Chang
Topic, Select Agents, and Send Auto Response.

Change Interaction Parent— This changes an interaction’s root thread eraation to a different
pre-existing transaction.

Change Topic— This changes the topic for messages that maatondition to the designated topic.
Select the segment and desired topic.

Filter — Forces a specific filter or filter group to run.
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Forward External — This allows the alert to be sent to an externahta@yéa email) with a custom
URL link back to iService for a response. The ragsesent is determined by the segment

Select Agents- Select a list of agents that should receivdication when the condition is met. The
auto response is created in the Segment > Automesppage. This action must always be used with
the Send Auto Response action.

Send Auto Response This action generates the auto response sttd selected agents. To send an
Auto Response you must first select the actiore@élgents’ and specify the agents that should
receive the notice. Then add the action Send Aagpéhse and complete the action as shown below.

Set Interaction Property — Sets any interaction property to the value.

1 — Segment- Select the agent that contains the desiredaaltatresponse template. Note that only
Standard Segments contain mailboxes.

2 — Auto Response- After the segment is selected, a list of autpaases of type Alert will be
displayed from that segment.

3 — Mailbox — A list of mailboxes from the selected segmeifithvei displayed. Pick the mailbox that
should send the notification.

Set Interaction Property —This can change an interaction property’s value

1 — Property —This is the Interaction Property to be changed

2 — Add to Existing Value —This will only show if the Interaction Property svpreviously
defined as a multi-value field. It will add the ualto the field if checked.

3 — Value —The value to be changed or added to the Intera&troperty field.
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The contact summary is the default view for costagthin the Customer Info > Contacts page. The
information displayed on the summary page can bmmized by selecting the fields to display, and
the styles used for displaying that information.

Figure 19 - Contact Summary Tab

1 — The “Item Name” corresponds to the contact ptgpeme used in the Admin Tools > Segments
> Contact Properties page. All contact propertieated from all segments are available for inclusio
on the contact summary page.

The item labeled “Open Count” is a system genewditgalay of all questions submitted by the contact
that have not been answered. In future releades, ®ystem generated values will be available for
inclusion within the summary page.
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2 —The “Show” column presents a checkbox for eacpasty. 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 arrangetaytin alphabetical order. Therefore, the gredp
main will appear above the group b-extra.

4— The “Displayed Label” column contains the labaittwill display on the contact summary page.
This label can be different from the item namedgsired.

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 tloeesthe actual values do not have to be sequertial.
lowest numbered item (including negative numbeit)ayppear first followed by the next highest
number.

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

Figure 20 - Example of Contact Summary After Config uration

Additional fields are added simply by assuringftilel has been defined as an Interaction Property o
other such field and a checkmark is placed netktatbsame field on the Contact Summary page. All
fields defined in iService show on the main Confaginmary screen.
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Additional sections can be added to the screen tinenbottom of the Contact Summary screen, as
shown here:

NOTE: Knowledge of HTML is required to successfatyd sections. The HTML entered here is
directly used in the web page and can cause dispiagsistencies if not properly formatted.
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iService comes with the ability to provide custoalpifiles for use when using certain functional
areas. The current help files are for an unmatiifiervice installation. However, customers can
provide company-specific help files which couldwtarlded fields in screenshots or additional
instructions describing the flow of processes.

Figure 21 - Help file links

The files are generally taken from the PDF versibthe respective manual chapter, but
rendered in HTML for more universal viewing. Fil@® located off théhelp subdirectory in
the main iService install directory for the websitdodifications made to the HTML files will
be immediately available for users.

The Help tab on these pages is located in the upgl@rportion of the screen, as shown here:
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iService will allow email campaigns to be created managed. Version 4.16 will have some of
these features implemented for use. We includétiosving tab screenshots for your perusal.

The standard mailing lists, described in the iat¥fchanges below, are created from the Admin
Tools > Malling > Lists tab. This tab is shown belo

Figure 22 - Mailing Lists Details screen

1.

All lists are displayed at the top of the screénilar to other admin tabs. The Segment
column indicates the segments for which the liat/alable, and the public column indicates
whether the list is publicly available to contaattheir My Account > Subscriptions page.

These buttons are use to create a new list oredmtegxisting list.
The name of the list is used for display on a#iinal and external pages.

The description is displayed within the My AccomBtubscriptions page and optionally on
custom subscription management pages. We recomimeritie description be short enough
to accommodate their use on customized list managepages.
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5. Selecting the “Shown in My Account” box will makeetlist public. The list will appear as an
available list to all contacts on the selected sggswithin their My Account > Subscriptions

page.

6. The Segments box indicates the segments in whéclsttwill appear. It will also limit access
to iService administrators that have corresponsiaggnent access.

NOTE: The other tabs within the Admin Tools > Majjisection will be completed over the next few
releases. Release 4.15 includes mockups for stamana customer input is highly encouraged.
Screen shots of those pages immediately follow.

Figure 23 — Subscribed Members screen

The Subscribed Members screen allows an agergwoall contacts that are queued for receiving
updates to an article.
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Figure 24 - Sample "Subscribed Add" tab

This is not yet fully implemented, but will allom@agent to add someone to a subscribed list.

Figure 25 - Sample "Subscribed Remove" tab

This is not yet fully implemented, but will allom@gent to remove someone from a subscribed list.

Figure 26 - Mailing Lists Opted Out Screen

This screen shows contacts that have chosen taubpt-a specific subscription.
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Figure 27 - Mailing Criteria screen (example)
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Figure 28 - Mailings Messages screen (example)
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Figure 29 - Mailing Mailings screen (example of fir st quarter of page)
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Figure 30 - Mailing Mailings screen (example of sec ond quarter of page)
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Figure 31 - Mailing Mailings page (example of third quarter of page)
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Figure 32 - Mailing Mailings page (example of last quarter of page)

Figure 33 - Mailing Campaigns screen (First half ex ample)
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Figure 34 - Mailing Campaigns screen (Second half e xample)
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A tenant is comprised of one or more Segmentstrdhin contacts and accepts incoming requests
for assistance. Segments are configured by AdmatustUsers using the iService web interface.
Segment information consists of Segment Detailsf&db Properties, Notifications, Filters,
Mailboxes, and Topics.

Figure 35- Segment Details Tab — Non-Standard Segme nt




iServicé Setup Guide v4.15

Figure 36- Segment Details Tab - Standard Segment

g
Segments are used to separate information witkivii® into logical groupings. They are most
commonly used to separate business units thatdiiéaent sets of customers, different topic faith
knowledge base and message queues, etc. Howewer Sggment Contact Properties can be made
private they can also be used to provide accessotomer sensitive details for Agents. There are a
number of business rules that are specific to Setgnehich are described within the Business Rules
section above.

1 - Name-— This is the name used to reference the Segihenthe name listed in the Segment List
and is a reference name only.

2 - Description— This is a description for the Segment that taused outside of the Segments page.

3 - Parent Segment Segments may be hierarchical. To make the ngmesa of child of an
existing segment, select the parent from the dospndnenu.

4 - Standard Segment Standard segments contain mailboxes to acaaphing mail and have

their own topic tree for queuing messages. If tiadd&ard Segment box is not checked, the segment
will be considered informational only and will beadl to define additional contact and organizational
details only.

5 — Segment Default Topic Auto Responself an auto response is selected, it will be sethe
default for all topics in the segment that —Deféuwito Response— selected.
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6 — Segment Default Contact Creation Messagelf a contact creation auto response is seleitted,
will be used to notify all new contacts created #raaccount has been created for them.

7 — Segment Default Agent Notification MessageT he selected auto response template will be used
to notify agents when a new message arrives.

8 — Segment Default Find Article Notification Messge— Determines the Find Answer Auto
Response sent to contacts as an update notifitateofind Answers article.
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Contact properties provide the ability to apperst@mm details to your contacts and organizations.
These details will be displayed in the Contacts@rghnization pages of iService following the
details of the Global segment.

Figure 37- The Contact Properties Tab

To create a new contact property, click New Corfeacperty and enter a name for the new property.
Then complete the following information.
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1 - Property Name— This name will be the label that is displayethinithe Contact or Organization
page. The order of the values will determine thieioin which they are displayed within the iService
interface in the Contact and Organization pages.

2 — Value Type- Select the type of detail that should be astetiaith this new property. If the
property will be a list selection, choose thatftiein the drop down menu. These lists are credted a
the Tenant level within the Additional Detalls t&®e Tenant Configuration for additional
information about creating lists. If the propertyl wontain free form text, just select Text. it
property contains Date, then a date field will @ppehere used.

3 - Shared Property— If you want all users of iService to view thesatact properties, regardless of
their access to this segment, then select the Bhaperty checkbox. Otherwise, leave this box
unchecked and only agents that have explicit acoghss segment will see these values within the
contact and organization details.

4 — Multi-Line Values — A multi-line property generates a text box inakrmultiple lines of text
may be entered.

5 — Allow Multiple Values — This attribute will place a [+] next to the penfy allowing agents to
enter multiple values. For instance, a propertyé phone number might allow several different
numbers to be entered.

6 — Has Descriptions- If the value allows multiple values, it mightdesirable to provide a
description for each value. For instance, an amfditidetail for types of phone numbers might be
created with values of Home, Office, and MobileisTddditional detail would be selected in item 7 —
Value Description Type. The list of Additional Diétas enabled in item 7 when the Has Description
box is checked.

7 — Value Description Type- This is a list of additional details created itnA4in Tools > Additional
Details. The list will be used as the descriptiomntfie Multiple Value property.

8 — Contact Viewable- If the property is contact viewable, it will Bsplayed to the contact in their
My Account page.

9 — Contact Editable— If the property is contact editable, it can tieel by the contact in their My
Account page. This value is only available whenGbatact Viewable option is selected.

10 — Agent Settings- If the property is an agent setting, it willgay within the Admin Tools >
Agents > Agent Settings page. Note — these aratedlecontact properties that only appear within
the Admin Tools > Agents page. They are valuesdtiatoe assigned to agents only and are helpful
for organizing and describing agents. These vatesearchable from the Customer Info > Search

page.

11 — Tenant Default Value-This value is used for agent settings only. It khba left blank in most
cases.

+




iServicé Setup Guide v4.15

Care should be taken when deleting contact pregeriny contacts that have this value assigned will
lose their history of the property since it is efiated from the iService database when deleted.
Deleting properties is a two step process: Evaliigt@npact of deleting and then confirm deletion.

1 — Number of contacts with property —This is the number of contacts in the iservicalase that
have a value set for this property. Clicking onrtbenber will open a new web page showing alll
contacts that have a value set.

2 — Contact properties that use this property- It is possible to use the results from one abnta
property as the value list (drop down menu) fortiaocontact property. Similar to 1 above, thigd wil
provide a list of those properties that will be anfed by deletion.

3 — Interaction properties that use this property— It is possible to use the results from one @inta
property as the value list (drop down menu) fomngéeraction property. Similar to 1 above, this will
provide a list of those properties that will be anfed by deletion.
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Interaction properties provide the ability to apgpe&nstom details to your interactions.

Figure 38- The Interaction Properties Tab
1 - Property Name— This name will be the label that is displayethinithe Topics page.

2 —Value Type- Select the type of detail that should be astetiaith this new property. If the
property will be a list selection, choose thatftietn the drop down menu. These lists are credted a
the Tenant level within the Additional Details t&®e Tenant Configuration for additional
information about creating lists. If the propertyl ontain free form text, just select Text. tif i
contains Date, a date property will appear wheee.us

3 —Is Find Answers Property— This determines if the property being configurdtiappear in the
Find Answers page. As a rule, relatively few ugeated fields would need to be shown in Find
Answers. For the three properties shown in the@bp@ture, none would have this checked.

4 — Is Question Property (Not Answer}- If the property will be requested when the qaess
submitted, check the Is Question Property boxdfroperty will be populated by agents when
providing the answer, leave this box uncheckedtawitl not be presented when the question is
submitted. Instead, it will be presented to thenemeithin the Message Queue page.

-3
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5 - Shared Property— If you want all users of iService to view thesatact properties, regardless of
their access to this segment, then select the Bhaperty checkbox. Otherwise, leave this box
unchecked and only agents that have explicit acoghs segment will see these values within the
contact and organization details.

6 — Multi-Line Values — A multi-line property generates a text box inakhmultiple lines of text
may be entered.

7 — Allow Multiple Values — This attribute will place a [+] next to the penty allowing agents to
enter multiple values. For instance, a propertyé phone number might allow several different
numbers to be entered.

8 — Has Descriptions- If the value allows multiple values, it might dbesirable to provide a
description for each value. For instance, an amfditidetail for types of phone numbers might be
created with values of Home, Office, and MobileisTddditional detail would be selected in item 7 —
Value Description Type. The list of Additional Diétas enabled in item 7 when the Has Description
box is checked.

9 — Value Description Type- This is a list of additional details created itin Tools > Additional
Details. The list will be used as the descriptiomntfie Multiple Value property.

10 — Customer Viewable- If the property is customer viewable, it will thsplayed to the contact in
their My Account page.

11 — Customer Editable- If the property is customer editable, it carebiged by the contact in the
Ask A Question page if also made “Is Questions éntgh
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Figure 39- The Auto Responses Tab

Auto response (notification) messages are templates to send notices to contacts and agents. There
are six types of notification messages: Contacaticre, Message Acknowledgement, Agent
Notification, Password Reset, Secure Notificataong Alerts. The fields common to all auto

responses are as follows.

1 — Response Name This is the reference name displayed througSauvice. It is only viewed by
iService Agents.

2 — Description— The description is used to describe the purpbte response, and is only
displayed in the Auto Response page.

06
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3 — Subject— The subject used used as the subject for eamdits the recipient of the auto response.
For some message, such as message acknowledgmaeteteace number will be appended to the
subject automatically.

4a and 4b — Response body This is the body of the auto response messatjéosthe recipient. It

may contain the variables that will be automatygatipulated when iService composes the message.
The variables available vary by auto response tpetare listed below in thésing Variables in

Auto Responsegction below. Auto responses are sent in multipartat, So you can create a text
and html version of the response. Plain HTML message not recommended, but plain text
messages are common.

5 — Use No-Reply from address When checked, the auto response will be semg asieply
address of no-reply@domain.com. The domain usktevine domain for the mailbox that would
normally be used.

6 — Auto Response Type There are six types of Auto Response messalgegurpose and use of
each is described below.

Contact Creatior This notification is sent as a response thetiime an emalil is received
from a new iService user. This informs the senl&rdn account was created automatically
for them and provides their password. This passveaehuired for the sender to update their
original question or ask new questions via the &d€uestion interface. The auto response is
also useful to promote usage of the iService kndgddase. Although multiple auto
responses of this type may be created, only onéeviised by the Segment. The default
Contact Creation auto response is set in the Adimats > Segment > Details page. If you
don’t want your customers to view the iServicerfaiee, set the default contact creation auto
response to —none- within the Admin Tools > Segmeridetails page.

Message AcknowledgementVessage Acknowledgements are automaticallytsehe
contact each time an inquiry is received by a ttpat has the auto response assigned. The
acknowledgement informs the contact that their agskas been received, and can contain
information specific to the topic that might answer contacts question. These
acknowledgments are associated with topics in threiA Tools > Segments > Topics page.

Agent Notifications Agent notifications are sent to agents only wéetie agent has
notifications enable, and b) the agent has ali®tkills and segments required to answer the
guestion that was received. Although multiple aagponses of this type may be created, only
one will be used by the Segment. The default Aijerification auto response is set in the
Admin Tools > Segment > Details page.

There are two types of agent notifications: sysgemerated agent notifications, and agent
generated notifications. System generated respoasdse sent to agents to inform them of
new messages arriving within iService. These atifbns are set within the Admin
Tools>Segment>Topics page on a topic by topic bAsspecial Forward to External
notification can also be sent by agents from withenMessage Queue page. These types of
agent notifications MUST contain the $Forward URi#iable to appear in the Message
Queue forward list.
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Password ResetWhen a contact forgets their password they agurest a reminder from the
iService web site. The reminder will be sent usirgPassword Reset auto response.
Although multiple auto responses of this type magieated, only one will be used by the
Segment. The default Password Reset auto resosesein the Admin Tools > Segment >
Details page.

Secure Notificatior- When agents respond to contact questions withtisennformation,

that information should not be sent using cleardexail. Instead, a secure notification should
be sent informing the contact that an answer igadol@ within the iService system. The
contact should return to the iService website agohlto read the message from an encrypted
page. These auto response templates can be acitesséte Message Queue page’s SEND
button when agents compose their response.

Alert — iService provides an Alerts system to monitotegyisstatus and can generate notices
to agents. The Alert auto responses are selectedtfre Admin Tools > Alerts page when
creating alerts that send auto responses.

Find Answer Article Notify- Find Answer articles can now be subscribed tougalgited.
Selecting this option allows the message in thep&tese Body area to be sent as that notice.
This allows the Details tab to see this optiorstection.

The following variables may be used within yourcasponse message. Variables within Message
Acknowledgements are obtained from the messagéitinthe auto response is sent. Variables must
be enclosed within brackets (e.g., <Name>) or ttlardsymbol ($Name$). When constructing

HTML responses, the $ symbol is more convenierdudm variables within brackets will not display
within most HTML editors.

S @ ©
T £ Q
q’h) % o= o o=
O| 9 @ 9T §e
| 232 o Q| o ®
S 88 eLg 3| 5L«
Variable Name Description 5|l 95| 8 &| 85 &
ol 2| <Zalnz <
Name; First Name; Last | Recipient's full/first/last name,
Name (always the if known; otherwise, recipient's
“customer’s” email address. Note —thisis | X | X X | X | X
information) always the contact’s name that
sent the message.
Emalil Recipient's email address, if
known. Otherwise blank. X X XX XX
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Original Date; Original
Time

Date/Time of the original
message. For email, the
date/time it was sent; for Ask &
Question, the date/time it was
asked.

X

Today Today's date, in the form X
Sunday, May 12, 2002.

Original Subject; The subject/body of the originalx

Original Body message.

Contact Property Any standard or custom contactx
property information.

Forward URL This is the URL where external

(populated only when
sent from Forward
External within the web
interface by an agent)

agents answer a forwarded
message. It must be included
the Agent Notification used
when forwarding messages to
external agents.

in

ForwardingAgentName

This is the name of the agent
that forwarded the interaction.

ForwardingAgentEmail

This is the email address of th
forwarding agent.

ForwardingAgentPrivat

These are the notes entered

eComments into the Unsent Response
Private Comments panel by
the agent prior to forwarding
to the external agent.

Forward GUID Displays the GUID required to

access an interaction from the
external answer page. This is
used only within agent
notification auto responses se
by the mail popper.

nt

NotifyResponselD

This is used within an Agent
Notification to allow agents to
reply directly to the notification
rather than logging into
iService. This is used to identif
the notification interaction and
enables the mail processor to

y

0
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connect the agent reply to the
original interaction, since the
notification interaction ID is no
part of the subject line. This
can be used within a Forward
External Agent or Agent
Notification on receipt of new
messages.

NOTE — do not set the No-
Reply option for auto response
that are used for accepting
email responses from agents.
Otherwise, the message will n
be delivered to iService.

t

to

S

NotifyResponseBody

This is where the quoted
question appears and where t
agent enters their answer. It
includes a special start and en
markers which must not be
corrupted by the agent in his
reply. This can be used within
Forward to External Agent or
Agent Notification on receipt 0o
new messages.

NOTE — do not set the No-
Reply option for auto response
that are used for accepting
email responses from agents.
Otherwise, the message will n
be delivered to iService.

d

a

Password

Displays the user’s password
necessary to log into the
iIService interface.

Reset URL

The URL at which the recipien
must change their password. |
has the full URL to the reset
confirmation page and is
generated by the web front en
web site (not the web service
back end) and actually has
<Reset GUID> embedded intg
it. Note —there is a space

—

)]

0
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between the word Reset and
URL.

Reset GUID

The GUID of the user to whom

the password reset was sent.
This would probably never be
used directly by an
administrator in the auto
response. Note — there is a

space between the word Rese

and GUID.

—+

Reset IP

The IP address of the user to

whom the password reset was

sent. Reset IP is optional but
can be useful for the user to
investigate if someone else is
trying to hijack their account.

Note — there is a space between

the word Reset and IP.

AlertName

This will return the name of the

Alert.

14

AlertCount

This will return the total
number of items included in th
alert.

<Alertitems> (.*)
<AlertltemsEnd>

This is similar to a /Body tag
within HTML. All Alertltem
tags must be embedded withir
these tags. You must replace
with the actual tags listed
below.

%)

AlertitemID This is the ID of the interactior
included within the detailed
listing section of the alert.

AlertitemAgent This is the Agent assigned to

the interaction included within
the detailed listing section of
the alert.

AlertltemName

This is the name of the contac
for the interaction included

within the detailed listing

0
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section of the alert (if known).

AlertltemEmail This is the email address of the
contact for the interaction

included within the detailed X
listing section of the alert.

AlertitemSubject This is the subject of the
interaction included within the X

detailed listing section of the
alert.

+ &

Care should be taken when deleting auto respofisgdopics that are using the auto response will
have their auto response set to —Segment Defatién deleted. Deleting auto responses is a two step
process: Evaluate the impact of deleting and tbefirm deletion.

Clicking Delete Auto Response will generate thifging panel.
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1 — If the auto response is used by an alert, timkisose alerts will be listed here.
2 — If the auto response is used by a topic, linkhdse topics will be listed here.

3 — If the auto response is used as one of the Seglafaults (topic, contact creation, or agent
notification), those default settings will be Idtieere.

4 — If any websites use the auto response for plassword reset notification, they will be listedehe

00
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Filters are used to redirect incoming messagegliffeaent topic than the default topic associated
with a mailbox. They can be applied to mailboxee (Segment Configuration > Mailboxes)
individually, or combined in groups. When appliecitmailbox, filters parse the contents of incoming
mail and all matches redirect the mail to therfdtéopic. When applied directly to topics (see
Segment Configuration - Topics), filters parsedbetents of messages submitted from the Ask a
Question interface.

Figure 40- Filters Tab - Filter List

#
Individual filters are built using two componerfidter Details and Target Topic.

Filter Details determine whether or not the incaymmessage will be assigned to the Target Topic.

03
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Filters look for matching keywords (Terms) withiretsubject line or body of an incoming question,
or the To or From lines of the header (Email only).

Name- This is the name of the filter. It is used tentify the filter when assigning it to a mailbox or
topic. Select a short name that will be easily @e\from a drop down menu. For example, we might
use a name such as "SPAM" for a filter that lo@ksrfcoming questions that contain common terms
within unsolicited bulk email messages..

Description - Description is used only within the Filter Adnsimation page to describe the objectives
for the filter. Enter a description that will befel to others in understanding what the filteed@r
how it is intended to be used.

Expression- The Expression box is where you enter your kegie/or phrases. iService will look for
matches to these terms when the filter is exe@gaahst incoming questions. Regular expression
formula’s are supported such as including the pl@eacter (]) to represent an “or” condition. If
special characters are included in the search tiegsnust be preceded with a *\". Example: If e-
card was a term to be searched for it would beeshtes “e\-card” in the Terms section becauses"-“ i
a special character.

iService allows up to 1,024 characters in the Esgpoa field, and supports matches in the Subject,
Body, To, and From portions of incoming questioRer a deeper insight to the queries possible,
please refer to the following Microsoft link:

http://msdn.microsoft.com/en-us/library/az24sciexas

Contact Properties have been added as a regulassiqn filter option. Usage examples with the
Expression field follow:

Some filter expression match examples based oe fiteperties are shown below.

Wildcard match on portion of Address property

This expression says “at beginning of line, evaltia¢ “address” property, and look for 61801 at the
end”

Exact match on First Name property

This expression says “at beginning of line, evaltia¢ First Name property, and look for “John”
anyplace on that line.

Match on all properties

05
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This expression says “evaluate all propertiesj@wkifor the text SPAM anyplace”.

The example below shows a filter that evaluatesfalie sender’s contact properties for the text
SPAM.

Figure 41 - Filter using Contact Properties

Match In - iService can match text in the following areas:

a. Subject - This is the Subject of the questidared within Ask a Question, or the subject line of
incoming email.

36
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b. Body - This is the body of the question entevethin Ask a Question, or the body of incoming
email.

c. From - This is the From Address line within acoming email.
d. To - This is the To Address line within an ingogremail.

e. Contact Properties — When a message arrivedl,attempt to find a match with an existing
contact property. The field to be searched and t@hdo with the result found is computed in the
Expression field immediately above.

&

There are seven filter actions that can be perfdnvieen an expression match occurs.

Change Interaction Parent— This changes an interaction’s root thread eraation to a different
pre-existing transaction.

Change Topic- When the filter expression finds a match, it aglsign the incoming question to a
specified topic.
Filter — Forces a specific filter or filter group to run.

Forward External — If you want to use the external answer pagevitkin your agent notifications,
you must enable a GUID for those messages. Thi®@lbws anonymous access to answer the
guestion when that value is specified in auto nespo

Select Agentg Send Auto Response The Select Agents and Send Auto Response optiosisbe
used together. The first action, Select Agentd piak the agents that should be notified of the

incoming interaction. The second action, Send ARésponse, will specify the auto response template

to send those selected agents. NOTE- this filtknai assign the message, but simply notify those
agents selected that it has arrived.

Set Interaction Property — This action will set a specified value for istetions when the expression
match occurs. There are two primary ways to setidilue: use a constant value, or set the valinre wit
a variable from the incoming message.

1. Using a constant value — An incoming message mataicovarious subject lines from your
websites email form, such as System Outage Répottlem Notice, etc. When this match
occurs, an interaction property named “Request Tggald set a fixed value such as
“Problem”. This provides the ability to use thlef for routing, reporting and display to
agents.

2. Using a variable — Incoming messages from form$aigntain information such as account
number that you would like to capture from the ragesUsing a special regular expression
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format, you can specify the portion of the messadpe saved as the interaction property
value. An example of this setup is shown below.

If the interaction already has a value set, therfdan either replace that value or add a secainé v
for the property (if the property supports multipiues). To add a second value, you must check the
“ Add To Existing Values” checkbox.

Filters can be combined into Filter Groups to sifplperation. To create a filter group, click New
Filter Group and enter a name for the filter grotipen select the filters to be included within the

3
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group from the Available Filters box and click Addhe order of the filters will determine the order
for matching. For example, if a term within thesfifilter in the list is identified, the filter Witeset the
target topic and will bypass the remaining filterthin the group.

Figure 42 - Filter Groups

Multiple groups can be created, and the optiomwirig all filters to run in a group assures once
matches are made that all remaining filters stitfgom their duties.

For additional information about using filters, along with examples for each
filter, please consult the iService Filter and Rouhg Guide.
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Mailboxes retrieve messages from generic emailatsde.g., info@yourcompany.com) and convert
those messages into questions within the MessageeQu o create a new mailbox within iService,
select New Mailbox and complete each of the fiakldescribed below. Release 4.14 only supports
POP3.

Figure 43 - Mailboxes tab

Figure 44- Mailbox Configuration

1 — POP Server Name- POP Server name is the name of the mail senvehah the mailbox is
hosted. For example, mail.yourcompany.com.

2 — Port Number —Designate the port through which mail will be paghdeor non SSL mailboxes,
this is usually port 110. For mailboxes that reg@6L encryption, this is usually port 993.
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3 — Uses SSE If your mail server required SSL, then check tox and the mail popper will use
SSL when logging into the mailbox.

4 - User Name User Name is the login name for the mailboxthignexample above, the User Name
might be info. If the User Name is entered incdlyeiService will not be able to login to the
mailbox. An error will be recorded in the Mail Pessor log if this value is incorrect. Please o t
the user name is typically not the same as thg esjaress.

5 - Password Password is the POP3 password necessary tcendiretrieve email from the
mailbox. If the Password is entered incorrectlyeaor will be generated and iService will not béea
to login to the mailbox. An error will be recordiedhe Mail Processor log if this value is incotrec

6- Display Name- The display name is typically what will displaythe From line. For example, a
name such as Customer Service might be used.

7 - Reply To— This address is the full email address you teanse as the reply to address when
sending replies or agent emails from this maillbamx.exampleinfo@yourcompany.com

8 — SMTP Server Name- A separate server may be used for sending naalreceiving. List the
name or address for the SMTP server used to sehtbnthis mailbox.

9 - Filters - Filters read incoming messages and set thegsttyased upon keyword or phrase
matches. Filters are created in the Segment Caafign - Filters tab and selected from this drop
down menu.

10 - Topic- Default Topic is the topic to which email fromg account will be assigned, unless a
filter assigned to this mailbox identifies a diéfat topic.

11 - Default Segment Mailbox- Each standard segment must have a default mafiabis used for
processes such as password reminders, agent ext@ifSheck this box to designate the mailbox as
the default.

12 - Enabled- The Enabled checkbox is used to temporarilybtiisehecking of the mailbox, without
deleting the account setup. When selected, iSemicpop email from the mailbox. When not
selected, email will not be popped from this mailbo
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Stock responses provide a convenient and effiatagtfor agents to build answers to commonly
asked questions. There are two types of Stock ResppoSegment Level and Agent Level. Responses
created at the Segment Level are available tgeatita of that segment. Agent level responses are
only shown for the agent that created them, andrasged in the My Account>Stock Responses

page.

Segment level responses are created from withiAdh@n Tools>Segment>Stock Responses tab as
shown below.
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Topics are a critical part of iService. They aredu® organize answers within the iService knowdedg
base and to create message queues for routingomsest customer support representatives. Topics
are organized into a hierarchical topic tree aaritines” or topic categories that can be publicly
visible or private. Clicking on the + or — imagdtiont of a title expands or collapses the topisible

in the Topic Tree.

Figure 45 - Topic Details Panel

The details for the topic selected from the togge are displayed in the Topic Details box to ipetr
You can select any topic for editing by selectirfgom this tree.

To create new topics click on the Topics tab tasti@ Topics tree. Select the topic that will be th
parent for the new topic, and click New Topic. Etite name of the new topic and complete the
following information. The topic name is displayadhe Find Answers view to internal and external
customers.
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Visibility - Select whether you want the topic to be vis#isg@ublic (anonymous and customer user
types may view this topic), private (not viewabjeamonymous or customer users), or deleted (not
viewable by any users).

Auto Response If you would like an automatic response senefrh message that is received by
the topic, select the appropriate auto responsetiie drop down menu. If you do not want auto
responses to be sent for certain topics, thenlyould select --None--. If —-Segment Default-- is
selected, then the Default Topic Auto Responsia $ieé Admin Tools>Segments>Details page will
be used.

Agent Notification - Select the agent area that is notified withvargiopic.

Ask A Question Filter - If you would like to filter messages that aregiged through the Ask a
Question tab, select the appropriate filter fromxdrop down menu. These filters will be applied to
guestions that are submitted from the Ask a Questierface only. To filter questions submitted via
email, add the filter to the Mailbox.

Skills - Select any skills that are required to answestjons sent to the topic.

Interaction Properties — Interaction properties can be presented to cestowhen they fill out the
Ask a Question page. To require this informatiefec it from the Additional Details box. In
addition, agents can be presented with additiaragiguties to complete when they answer a question.

Include Deleted Topics When topics are marked for deletion, they no éoragppear within the topic
tree to users (internal or external). If you wdikd to view the topics that have been marked for
deletion and change their status to public or pejvaick this check box and they will be displayed
a grey color. You can then select the deleted tapic‘undelete” it by changing its visibility.

(
To move a topic within the topic tree, click on tbpic that you would like to move and select a new

Parent Topic. When you save your changes, the walioe saved as a child of that parent node. All
articles and interactions that are assigned ttoftie will be moved along with the node.
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