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System Overview

iServicé is designed to connect customers withr companyn several ways. Customers submit
guestions vie@mail(including web forms that generate email) or the integrated Ask a Question web
interface. These questions are routed to customer service agents using skills based routing techniques
where they can be answdrusing the iService web interface. iService eliminates the need to use

emalil clients such as Outlo@ind allows customer service agents to work from any location where

they have access to a web browser.

The system allows multiple agents to work at @tieutomatically distributing messages among them

based upon messageority and thea g e BkillsoT$he centralized database provides an enterprise

view of all customer interactions, including telephone ealtsticketghatare entered into the system.
Answers composed by service representatives can be easily added to a knowledge base that customers
can browse for selfielp purpose®r shared among service representatives to promote a consistent

and high quality service levdlhe service oriented aiitdcture (SOA) of iService allows it to be

integrated with other applications, and supports the use of various user interfaces.

Multi -Tenant Architecture (Application Service Providers Only)

iService is a true muitenant application that allows adminggbrs to easily add new -@temand
customers of the service without the need to install new software, create new web shis, etc.
customers operate using a single instance of the software, which simplifies the upgrade and
maintenance process.

Within thefiService Provider Consa@le vi ew of t he application, admi:
that effectively have their own fully configurable syst@ifferences betweerclient sites are

supported through tenant configuration options, many of which can htamed through the

standard iService web interfadéne data for each tenant is contained within its own database, and a

Master Database maintains information about all tenants.

Companies that run the iService solutiofmouse, rather than in an-demaia configuration, will
have the option to create varidasans for testing and training purposes

Application Components
iServiceis composed of various components that are designed for different types of users. These
components include:

1. Desktop Applicati on (Service Provider Console) and Mail Monitor - Windows applicatios
(typically installed on the database seraeeused to create new tenants and manage the mail
processing component.

2. Mail Popper T This component operates as a Windows Service aadgsmsible for
retrieving mail from monitored mailbes getting those messages into the iService database,
and performing various email management tasks (sendingesgtonses, filtering messages,
etc.).For additional details regarding the Mail Processee the Mail Processor Installation
and Configuration Guide.
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3. iSerice Database T iService uses an MS SQL Server 2005 database to store its configuration
information and interaction detaiSachinstallation has a landlord database and separate
databasefor eactienant

4. websenices 1 iService is designed around the concept of a Service Oriented Architecture
(SOA), and is comprised primarily of web services that interact with the iService Database.
The web services (iservice.asmx) can be run sepafi@elythe iService tenant web site for
performance purposes if desir@these web services perform functions such as creating
contacts, inserting call notessending email responsesg. The services are used by the
iService tenant web site to provide thesired user experience. The web services orientation
allows users of iService to integrate with other applications or extend the functionality as
necessary to achieve desired business results.

5. iService Tenant Web Site T iService users will perform all ¢fieir customer interaction
functions using the iService web interfagais site is used gdministrators that configure
the site, as well amyents that are responsible for interacting with customers, prospects, etc.

Question Routing

One of the key eleants of iService is its ability to route incoming emails, agent created tickets, and
other types of items using a s&ilased routing approach. This routing process is customizable within
the iService rules engine, but the default configuration is shelewb

' ™
) ne

RECVICEC0m

1 — Custormear submits guestion
as amail or via the Ask a
Quastion form.

3a — iService sends the s 5 = Customar
apprapriate auta ] recalvas a parsonal
response basaed on the response, which is

topic of the question. archived with their
interaction history.

2 — iSarvice procasses
tha question, applies

fillers, and datermines
tha topic.

3o - If applicabla, tha
appropriata agenls ara
notified about the naw
messaga via an agant
natification email

4 — Agends log into iSemvice
and click "New Mail” to get
the nexl messagea that
matches thair skills. Or,
they raspond via the agani
notification email direcily
without the nead to login.

- S

Figure 1 17 iService Routing Concepts
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iService Common Terms and Definitions
Throughout this document, there are several common terms used to refer to various parts of the
system. Definitions for these terms are shown below

Additional Details T Additional details ardéists of values (e.g., browser type, credit card type,
etc.)that can be added to customer and interagiroperties These lists enforce data integrity

by ensuring consistent entries as opposed to freedyezhtext valuedl'hey are created at the
Tenant level and referenced within Contact Properties and Interaction Properties at the Segment
level.

Agent T An iService User that has access to customer support representative or administrative
functions of thesystem, such as the Customer Info, Message Queue, or Admin Tools pages.
Agents are configured in the Admin Tools > Agents tab.

Contacts | A contact is synonymous to a person. They are external users of the iService product
and are sometimes referred tocastomers.

Contact Properties i Contact information, such as contract status or software version, that is
configurable and unique to each iService segment. These are user definable fields that may be
shared with other Segments or made private (i.e.jfgpgcthe Segment)These properties are
configured in the Admin Tools > Segment > Contact Properties tab.

customer Types | Each contact within iServigeay have one or mooeistomerypesthat can be

used for searching, reporting, and organizing cofitds. The standarclistometypes are customer,
vendor,agentand SPAM Additional types can be added as needed.

Default Mailbox T Each Segment has a default mailbox unless it is an Information Only segment.
The defaulimailbox is used when informatianust be sent by iService and no specific mailbox

is specified. For examplemail responses sent to questions submitted via the Ask a Question
page uses the default mailbox

Departments | Departments are used to group agents and simplify the assignnsé&ilisadnd
segments.

Information Only Segment T An Information Only segment can be used to capture details about a
contact, and limit access to those details to certain authorized Agkase segments are

defined within iService asot Standard.

Instal lation 1 A single instance dhe iService softwardhe installation of iService may contain one

or many tenant databases.

Interaction Properties i These are additional values that are associated with interactions. When
a customer asks a question, theleatea topic that is most relevant for the subject of their
guestion. For some topics, like technical support, it is useful to capture additional information
such as the browser the contact was using when they experienced afh&serproperties can

also be designated as answer properties and populated by the agent providing the response.
These details are only relevantetopicsto which they are assignad are configurablat

the Segmentevel.

SuperUser T A SuperUsers responsible for adminisiag the overaltenant configuratioof

iService and creatingther administrator users

Mailbox T iService has the ability to retrieve incoming mail from email addresses and convert
them into messages that can be routed internally for answering. Tha$adunesses, which are
usually generic (info@for exmplg, are referred to as mailboxes.
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Segments 1 A grouping of information within iService that supports separate levels of security
and presentation. Segments are often used to separate Contacteame it Collections of
different business units. See the Business Rules section below for more details.

Standard Contact Details I Contact information, such as name and phone number, which is
standard with each iService installation. This informationviagé shared among iService
Segmentsnd is displayed in the contact detadb for all contacts

Super User | Each Segment contains a Super User (Landlord) that has the ability to create
Tenant Administrators. This is the only accowith the rights to reateAdministrators.

Tenant 1 iService is a multtenant application that allows a single instance of the application to
be used by multiple end uséseparate companied) tenant is the highest level of organization
within iService. It contains all dhe Segments for a business. All information within a Tenant is
clearly isolated from other tenarated stored in its own databa3enants are completely
unaware than they are using the same version of software as otifmand or hosted Tenants.
In-house implementations operate with a single tenant.

Segment Administrators T SegmenAdministrators are Users that have the privilege level of
Administrator. They are responsible for configuring the iService syi&tetheirbusiness
segment

user I A personthat uses the iService CRM systéincluding contacts and agents)
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Business Rules

The iService system hassiness rules that defihnew the system function§hese business rules are
enforced at the web services level, which allows the user interfamgsréie somewhat independent
of one anotheiThe most important of thebeisinessules are defined below.

Contacts 1

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

Each contact msthave membership with (i.be associated wijtat least one segment.
A contact may be associated with more than one segment.

e The Contact Standard Details fields are available to everyone that has rights to view the
contact, regardless of their segrérhat is, the standard contact detéNsme, phone,
address, email, organizatioae shared among all segments.

e Interaction Historyfor contactswill be viewable based upon the Segmienwhich the
interaction took placeAgents without privilege toee history related to a particular segment
cannotview that information.

Departments 1

e Departments are used to simplify the management of agents.

e Agentsthat areassigned to a department (e.g., sales, support, human resauliced)erit
the attributs of the departmenthat is,Departments may be assigned skills and segment
access, and this privilege will be delegated to all of its agents.

Segments i

e A Segment is a grouping of information within iService that supports separate levels of
security ad presentation. Segments are often used to separate Contacts of different business
units.

e Segments are defined as Standard or Information Only. Information only segments do not
have topic trees or mailboxes.é&yhare used to manage accessaiatactpropetiesand
provide hierarchy in the segment configuration only.

e Each Standard Segment must have a Default Mailbox. A mailbox may exist in only one
segment of the entire iService Installation.

e Each Standard Segment has a Topic Tree that is used to categmineng questions, and
present articles in the iService knowledge W&sed Answers tab)

e Agents are routed calls from aagsignedsegment if they have the necessary skills to
answer the call.

e Details within theGlobal Segmentdefault fields) are shared across Segmeéfusinstance,
a phone number entered for a Contact in Segment 1 is visible when the same Contact is
viewed by an agent that only has access to Segment 2, as long as the Contact is associated
with Segment 2 in addition to Segment 1.

e Segmerg may havedditional Contact Propertiethat are separate from the Standamhtact
Properties Thesecontactpropertiesare viewable based upon whetherytheeshared or

Business Rules 9 Confidential and Proprietary Information
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private. If thepropertyis shared, all users with access to the contact cantkimw If the
propertyis not sharedonly users with a@ss to the Segment may vighose properties
Customer Info Search Results are limited based on the Segmeriikhthe Agent has
access. (i.e., searches performed within the Customer Béarchab).

Find Answers Sarch Results are limited based on the Segnmientdhichthe Agent or
Contacthave access.

All interactions (customer emsijltickets agent emails, efcare tied to a specific Segment
and topic within that Segment.

Parent Segments are automatically granted access todhmarion (contacts and details)
from their child segments.

Eachtenanthas a global hidden segment that is not visible to administrators. This segment
contains the standard contact details that are shared with all segments.

Contact properties may be pdpted for a Contact even if they are not a member of the
segment that the properties are in.

Tenants 1

A tenantis a separate database within iService that contains all the configuration information
and database tablascessary to use the iServgystem

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

Reporting is designed to be on a tenant by tenant basis, withoutlttyetalgjenerate reports

that combine more than one tenant.

Tenants have the ability to configure their iService system any way they choose, without
regard to how other tenants configure and use their systems.

Tenants share a common website, but may customize the interface via a customized
Cascading Stylel&et (css).

Business Rules 10 Confidential and Proprietary Information



o | one
|SerV|C£> Setup Guide v5.11 service.com

Desktop App lication (Service Provider Console )

Desktop App  Summary

iService is designed as a muénant application in which a Landlord operates the system for many
customers, referred to as Tenants. Although they are sharing various aSpgeziService system,

the enant is unaware of this faand has complete control over customizing and using the iService

systemTenants have the ability to configure their iService system any way they choose, without

regard to how other tenants configure and use their systems.

Desktop Apps used by technat services staff that are responsible for the systems administration of
the iService system. It is used to create new teaadtapply upgrades to the systéins a Wndows
application that is typically run from the MS SQL Server that contains theaSeatabase

Master Tab

iServiced Desktop App

l Update ] Tenants I

Server Mame: dzer Mame Pazzword
[localhost |sa [
M aster Database Mame:

testdd Recreate Master D atabase

Figure 27 iService4 Desktop App Screen - Master

TheiService4 Desktop Apjs used to create the initial iService database and update the various
databaseand stored procedurés new released.he iSevice master database contains reference
information for all tenant databasg&fie Master tab includes the following fields

Server Name- The location of the database server that will contain the iService master database
all of its tenant databases

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

Landlord Administration 11 Confidential and Proprietary Information
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Master Database Namé& The name that will be used for the iService master database.

Recreate Master Databasé Thisbutton isused tacreate thénitial master database acan also
recreate a new version for testing purpogsu click this buttonafter the initial installation, wvill
delete your database and should only be used when testing.

See the iServiédnstallation Guide for additinal details.

Update Tab
iserviced Desktop App

Maszter Update I Tenantsl

|lpdates Required:

Mazter: testd: Databaze version: & - 2003/02/04 -
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 - 20081045
T able Updates:
Werzion 15 updates: —
Mo updates.
Procedure Updates:
YWerzion 15 updates:
Mo updates.
Data Updates:
YWerzion 15 updates:
Mo updates.
Tenant newtenant: 15 - Releaze 4.8 - 2008410415
T able Updates:
YWerzion 15 updates:
Mo updates.
Procedure Updates: ﬂ

Ferform lpdates

Figure 31 iService4 Desktop App Screen - Update

The Update tab is used to apply database updates to the iService master and tenant databases.
Database updates are delivered in the form of an updatBe#ktop App, and clicking the Perform
Updates button will apply the necessary updates to the Master and all tenant daseidise.
iService4 Installation Guide for additional details.
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Tenant s Tab

iservice Desktop App

Masterl Update Tenants |

Tenants

SampleRecords
zeantestqa
ICE

zeantestbd

Mew Tenant | Delete Tenant | Irpart Tenant

Hame:

Iseantest54

Damainz:

seantestd
lozalbiost

Figure 4 1 iService4 Desktop App Screen - Tenants

The first step in using the iService application is to create a ak@hias¢éhat can be configured as
necessary t o ssalgspndsupporoneetise Tepaats tgbdorovides a list of all
tenants configured, and includedlew Tenant button for creating a new ten@ee the iService4
Installation Guide for additional details.
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Creating a New Tenant

MNew Tenant !El E

Tenant Hame:

IT enant

Domain Mame

Imachine.dnmain.com

Full'seb Service URL

Ihttp:.n"a’machine.domain.cnmx’iSewice.asmH

Administrator Login M ame:
Jésdriin

Administrator Pazsword;

0K | LCancel |
4

Tenants are created within the Tenants tab of the iService Landlord Administration component. To
create a new tenant, basiformation regarding the tenant is entered into the Landlord Administration
component, including the following:

Tenant Namei This must be a unique name associated with the tenant database.

Domain Namei TheDomainNamespecifies the domain where usersha# iService system

will login and must be unique for each tenant

Full Web Service URLT Thisis the location of the web services file for the new tenant. It
should typically be the domain name with http or https (as apipte) followed by
/iService.asmx (the name of the web services file).

Administrator Login Name i Thiswill have a default name. If this is changed, please record
the name.

Administrator Password i This will show the default password. If this is changedapt keep
track of the new password.

Delete Tenant

When a tenant is deletedthin the Desktop Apgts entry in the Master Database is removed. The

Tenant database will remain in SQL Server until it is physically remokedio this, click on the

Tenans t ab, click on the tenant you Tbeesmamestly t o r el
delete the database, open MS SQL Server Management Studio, highlight the database, and right click

to select deke.

Landlord Administration 14 Confidential and Proprietary Information
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Import Tenant
This button allows the importing of a previously set up tenant. This can be used to move tenants from

ot her servers. Click lompotrhte TTeennaanntt.s0 t ab and t
ImportTenant =]

— Database Mame

Hame of tenant databaze:

Mext » |

Ferfarm pdates | ¢ Back [ et

—wehzite Domain Conflictz
Wiehsite Mame: I

Conflicting Domain Mame: I

Subszitute Domain N ame: I

Fis Diomain |

¢ Back | [ [=H |

— Impart Tenant

&dd Tenant To Master |

¢ Back | [Claze |

4

|l f the tenant needs to be updated, the fAUpdate

AfWebsite Domain Conflictso allows the tenant t
eliminate conflicts.

Al mport Te n aedesiredwemnahttothaMaster databaseh

Landlord Administration 15 Confidential and Proprietary Information
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Tenant Information

This tab showthe various domains a tenant is using.

iservice Desktop App

=] E3
Masterl Update Tenants |

Tenants

SampleRecords
zeantestqa
ICE

zeantestbd

Mew Tenant | Delete Tenant |

Irpart Tenant

M arme:
Iseantest54

Diamainsz:

seantestbd
lozalbiost

To use, highlight the

tenant from t he
tenant.

AfiTenant s

Landlord Administration 16
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Tenant Settings

This tab allevs the maximum number of agents to be changed. Hosted versions of iService may
desire to limit the maximum number of concurrent agents as part of a price per agent fee to a client.
For onpremise installations, this number will be limited based on yoemdie agreement.

iservice Desktop App

Masterl lpdate Tenants

Tenantz

SampleRecords
zeanteztga
ICE

geantestbd

Mew Tenant | Delete Tenant | Impaort Tenant

Irfia I Faw Messagesl Landlard I

Agent Limit: tail Fop Mode:

ID— I.i‘-.s_lrlnl: j
Save | Save |

Landlord Administration 17 Confidential and Proprietary Information
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Tenant Raw Messages
This tab shows where the raw messages would be extracted to, usually for purposes of diagnosing

issues or to convert information.

iservice Desktop App M= 3
Masterl llpdate Tenants |

Tenantz

SampleR ecords
zeantestqa
ICE

zeantestbd

Mew Tenant | Delete Tenant | Irpart Tenant

Folder:
IE:"-.F"ru:ugram Filez\1T ol ServicehiS ervice |

Extract Raw Mezzages |

Landlord Administration 18 Confidential and Proprietary Information
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Tenants - Landlord
Use this screen to changeerthe password f

iservice Desktop App

M azher I Update Tenants

Tenantz

SampleRecards
eantestqa
ICE

zeantestbd

Mew Tenant | Delete Tenant |

|mpart Tenarnt

hdlord §

Change Landlord Pazswaord:

Change Pazsword

Landlord Administration
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MailPopper  Monitor

TheiService MailPopper Monitas used to monitor the status of the mail processdrother threads
within the iService4 applicatiohe mail processor runs as a Windows Service that checks tenant
mailboxes, retrieves thoseessages, and gets the messages into iService appropriately. The monitor
provides a redime view of the status of various mailboxes including the number of messages being
processed.

iService MailPopper Monitor

Status

| Checking far new tenants...

Worker Threads:
Thread Mame | Status | History

idewl S ampleRecords; Processor
devDZ2 SampleRecords: Smtp Out
devD2.SampleRecards: Mazs Mailing
dev(2. 5 ampleRecords: Campaigns
dew02 SampleRecords: Alerts

devD2 seantestqa: Processor

Process new messages in 14 secs.
Send outgoing messages in 9 secs,
Proceszs mazs mailingz in 59 secs.

Proceszs campaigns in 4 ming, 23 secs.

Process alertz in 54 secs.
Process new meszages in 3 secs.

Processed: 0 success, O failed.
Sent: 0 success, O faled,
Generated: 0 zuccess, 0 failed.
Generated: 0 zuccess, 0 failed.
Alerts Sent: 0

Processed: 0 success, O failed.

Send outgoing messages in S secs, Sent: 0 success, O faled,
Process mass mailings in 29 secs. Generated: 0 success, 0 failed.
devlZ seantestga; Campaigns Process campaigns in 4 ming, 5 secs. Generated: 0 success, 0 failed.
dev0Z2 seantestqa: Alerts Process alertz in B0 secs. Alerts Sent: 0

dew02.ICE: Mailbaow: "Change Requests” <ice-changes...  Enabled, waiting 1 min, 22 secs. 0 meszzages retieved.
dev0ZICE: Maibox: "ICE Support” <ice-supporti@Ttols..  Dizabled. Recheck in 1 min, 37 secs. 0 meszsages retrieved.
devDZ.ICE: Processor Process new messages in 14 secs. Processed: 0 success, 0 failed.
devD2.ICE: Smtp Out Send outgoing messages in S secs, Sent: 0 zuccess, O failed.
devDZICE: Mazs Mailing Process mass mailingz in 12 secs. Generated: 0 success, 0 failed.
dew02.ICE: Campaigns Process campaigns in 4 ming, 42 secs. Generated: 0 zuccess, 0 failed.
devD2ICE: Alerts Process alertz in 48 secs Alerts Sent: 0

devDZ seantestbd: Mailbox: "Automated Mailbox 1" <aut.. Disabled. Recheck in 47 secs. 1 meszages retneved.

devlZ seantestbd: Mailbox: "Segment 1 Topic 1" <s1to...  Enabled, waiting 1 min, 12 secs, 1 meszages retrieved. 1

devD2 seantesztqa; Smip Out
devlZ seantestqa: Masz Mailing

devDZ seantestbd: Mailbow: "Segment 1 Topic 18" <#1t...  Dizabled. Recheck in 1 min, 41 zecs. 1 meszages retrieved.

dew02 seantestBd: Mailbox: "Segment 1 Topic 16" <21t Disabled. Recheck in 1 min, 2 zecs. 0 meszzages retieved.

devD2 seantestBd: Mailbox: "Segment 1 Topic 2" <sTto...  Disabled. Recheck in 1 min, 21 secs. 0 meszages retrieved.

devDZ seantested: Mailbox, "Segment 1 Topic 3" <sTto...  Dizabled. Recheck in 1 min, 17 secs. 0 meszsages retrieved.

devDZ zeantestbd: Mailbox: "Segment 1 Topic 1, 2" <z1... Dizabled. Recheck in 53 secs. 1 meszages retrieved.

devDZ seantestbd: Mailbow: "Segment 1 Topic 1, 2, 3" <... Dizabled. Recheck in 1 min, 36 secs. 1 meszages retrieved.

dev02 seantestBd: Mailbox: "Segment 2 topic 1" <22topi..  Disabled. Recheck in 1 min, 8 zecs. 0 meszzages retieved.

dev02 seantestBd: Mailbox: "Segment 2 Topic 18" <22t Dizabled. Recheck in 1 min, 32 zecs. 0 meszzages retieved.

devDZ seanteszttd: Mailbox: "Segment 2 Topic 18" <2t Disabled. Recheck in 1 min, 7 secs. 0 meszsages retrieved.

devDZ seantesttd: Mailbox, "Segment 2 Topic 2" <s2to...  Disabled. Recheck in 1 min, 31 secs. 0 meszsages retieved.

devDZ seantestbd: Mailbow: "Segment 2 Topic 3" <z2to...  Disabled. Recheck in 56 secs. 1 meszages retrieved.

devDZ2 seantestEd: Mailbow, "Segment 2 Topic 1, 2" <22... Disabled. Recheck in B0 secs. 1 meszages retrieved.

devD2 seantestbd: Mailbow: "Segment @ Topic 1,2 3" <. Disabled. Recheck in 52 secs. 0 meszages retieved.

devDZ seantested: Processor Process new meszages in 4 secs, Processed: 0 success, 0 failled.
devDZ seantesztBd: Smip Out Send outgoing messages in S secs, Sent: 0 success, O faled,
devlZ seantestbd: Mazz Mailing Proceszs maszs mailingz in 28 secs. Generated: 0 success, 0 fpfed.
devlZ seantestbd: Campaigns Proceszs campaigns in 3 ming, 57 secs. Generated: 0 zuccess, 0 Taled.
dew0Z2 seantestEd: Alerts Process alertz in 26 secs. Alerts Sent: 0

< I

Figure 57 The iService MailPopper Monitor

17 The status of mail popping is listed for all mailboxes within each tenant. History is retained for the
number of messages retrieved until the mail popper service is restarted, at which time the count
returns to zero.
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21 The mail popper service also caérvarious processing threads. These are described in more
detail below.

A.

Processor After messages are retrieved and saved in the iService database, a mail
processor thread is run to convert the raw message into an interaction.

SMTP Outi Outbound emapprocessing (SMTP) is managed separately from mail
popping. The SMTP thread takes messages from the SMTPOUT table and delivers them
to the appropriate SMTP mail server for delivery.

Mass Mailingi The mass mailing process selects the appropriate corsact iyaon list

and criteria specified, and generates the SMTP message to be delivered. These messages
are saved in the SMTPOUT table and then processed by the SMTP Out thread. See the
Mass Mailing User Guide for more details.

Campaign$ Campaigns functioientically to Mass Mailings, but are based on a series
of predefined message that process based upon a schedule. See the Mass Mailing User
Guide for more details.

. AlertsT The Alerts thread monitors your iService tenant and takes actions, such as

sendingnotification messages.
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Internet Information Service (1IS) Configuration (For
Active Directory option)

If it is desired to have Active Directory used as the authentication method, you will need to configure
[IS to support NTML. hthellS property pages fahe wholeService web site selettie Directory

Security tabSelect thé\uthentication anéd\cces<Control groupandclick Edit, thenmake sure

"Enable anonymous access" is checked.

i B

“Web Site ] Perfarmance ] 1SAPI Filters ] Hame Directory ] Documents ]
Diirectary Security l HTTP Headers ] Custom Ermrars ] ASPMET ] Server Extensions 2002 ]

PN e e ] fwuthentication 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: |oooooooooo
@ 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 |

Thenin the property pages for thAgent.aspx" file, that same clikbox is NOT checked, and the
"Integrated Windows authentication” is checked. With those settings, anyone and everyone can go to
the default manual login page and do the old style iService login, and agents on the local intranet can
go directly to the Agerdspx file and be automatically authenticated.

Note thatWindows Integrated Authentication has to be enabled for BOTH the entire web site
AND the Agents.aspx file, otherwise the credential, oncensétjot besent. Sa. In theweb

site's security, botAnonymous and Windows Integrated Authentication need to be checked.
For the Agent.aspx file, only Windows Integrated Authentication should be checked.
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.[ Internet Information Services [115) Manager

Vg Fle Action View Window

Help

I [=TE|
JRETE

- O@EXEFR @®E|E] > 5

g iService 4.0 [Stopr

[+ __) Wwieb Service Extensior

?’! Internet Information Services Name | Path | Statug
=8 .1‘5 HATHAMDEY [local compl ‘b Report: C:\Program FileshMicrozoft SOL Serv. .
) Application Pools b ReportServer C:\Program Files\Microsoft SOL Serv. .
£l Weh Sites _ kin
= 1584xin DA & cos
-~.P Reports Jimages Agent. azpy Properties
“ast ReportServer .
] bin -k File pee 1o o = 1.
£ css =l Admin. azpy Authentication Methods
£ images Agent.azpx | —Authentication and aco
s AskAluestion. azpx

=] Customernio. zsps
| | Default aspx
| | File. azps
| | Find&nswers. aspx
=] B ervice. asmx
=] Messagelueue asps
| | Mypdccount. asps
| .'| PazswordR eset. azpy
| | Precompileddpp. config
| | Reset aspx

| weh. config

Enabls an
authentics

b

I ISR _MATHAMDEY

Erowse. .. |

 IP address and domain

e

Grant or di
IP address

Ensure '‘Enable anonymous access’ is not

 Authenticated access
For the Following authentication methods, user name and password
are required when:

- anonymoUs access is disabled, ar

 Secure communications

Require s¢ - access is restricted using NTFS access contral lists
enable clie _ o
esoUIce i v Integrated Windows authentication

[ Digest authentication For Windows domain servers
[ Basic authenkication (password is sent in clear text)
[ MET Passport authentication

I— Select,, |
I— Select,, |

Default domain:

Feealm:

|| Ok I Cancel | Help | |
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Browser Configuration (for Active Directory
Authentication Option)

Internet Explorer Configuration
e (o to Tools>Internet Options, then the Security Tab, Select "Local Intranet" and
click "Sites" then click "Advanced" and add the sitétp:/Ayourdomaiti and click
"Close" then "OK".

Local intranet R‘

. You can add and remove websites from this zone. All websites
in this zone will use the zone's security settings.

Add this website to the zone:
Websites:

iservice \ Remove

The website added should match the
URL or IP address of your iService
installation used by the agent.

[CJRequire server verification (https:) for all sites in this zane

Close

e Then in the Security tab, with "Local Intranet” still selectedk¢litustom Level” and
at the very bottom of the list, choose "Automatic logon with current username and
password", then click "OK" and "Yes" until changes are saved.
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Security Settings - Local Intranet Zone

X

Settings

O Prompt

| Allow status bar updates via script
O Disable
® Enable

= | Allow websites to prompt for information using scripted winc
O Disable
® Enable

| Scripting of Java applets
O Disable
® Enable
O Prompt

82, User Authentication
8 Logon

O Anonymous logon

| >

(O] Automatic logon with current user name and pa

) Prompt for user name and password
< [ >

*Takes effect after you restart Internet Explorer

Reset custom settings

Resetto: | Madium-low (default) V| [ Reset... ]

o ] [ oo ]

Firefox Configuration
e (o to "about:config", filter for "ntim" and in the " network.autatie-ntlm-
auth.trusteduris”, enter a value for the iService website or address (or add that to
whatever is already there with comma separator).

5 about:config - Mozilla Firefox

File Edit View History Bookmarks Tools Help

€ - - @ ﬁ_l‘ | [} about:config - =] ] Q-]

# Getting Started £ Latest Headlines [ iService Assistant Type about:config in the address bar to

lo.
Filter: | ntim Show Al

Preference Name ©| Status Type Value ®
network.automatic-ntim-auth.allow-proxies  default boolean  true
‘network.automatic-ntim-auth.trusted-... user set  string
network.ntim.send-Im-response default boolean false

=

Done &
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Tenant Configuration

When anewtenant is created, it must be configured using the iService welaaaterf

Tenant Summary

° L 11
I SE€rvice

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

J i..‘_CI.IfI'DMER INFO ||=§ MESSAGE QUEUE .. FIND ANSWERS 7 ASK A QUESTION @'H\'A(CDUNT bt

Segments | | Websites || Stills || Agents || User Types | | Additional Detsils | | Departments || Alers | | Contact Summary | | Help

Segment Name Standard
B s=antests False
St Ponmenen - Tenant level configuration tabs

Segmenti True

Segment2 Trus

Figure 6 1T The Tenant Configuration Tabs Within Admin

Configuring a Tenant

The tenantonfigurationprocesss split into two components: Tenant Configuration and Segment
Configuration.Tenant level informatiors available to all segments aoonsists oSegments,
Websites, Skills, Agents, User Types, Additional Details, DepartiamsAlerts Segmentevel
information is only used within a specified segment@nists oS5egment Details, Contact
Propertiesinteraction Propertieg\uto Responseg-ilters, Mailboxes, and Topics.

Segments

Segments Overview

Segments are used to isolate business units that have unigque needs or otherwise need to be managed
independentlyThere are two types of segments: Standardrdadmnational. A standard segment

must contain a default mailbox and topic tree. It can optionally contain additional contact properties,
auto responses, and filters that are applied to its mailboxes. For detailed business rules pertaining to
segments, sethe Business Rules section above.
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%ga)' i
- 1SeTY § scusromesiro B m ? =)
Version: 4.0.2.0 Hello, landlord @mail02.1tolservice.com! (Logout) (Reset)
Segments || Websites | | Skills || Agents || User Types || Additionsl Details | | Departments || Alerts
D regression test False
Segmenti True
Segment2 True
MNew Segment
Details || Contact Properties || Intersction Properties | | Mailboxes || Auto Responses || Canned Phrases || Topics || Filters
Mame:
Segment]
Description
Segment 1
Parent
| regression test v |
[¥] Standard Segment
Seogment Default Topic Auto Response: | Auto Acknowledge | %
Segment Default Account Creation Message: | Contact Creation b
Seogment Default Agent Notification Message: | Agent Notify b

Figure 7- The Segments Tab

Creating New Segments
To create a segment, click the New Segment button and type the name of the segment. The required
fields for a segment are:

Namei This is a labkused throughout iService to refer to the segment.

Parenti Segments may be hierarchical and if a parent segment is desired, select it from the drop
down list.

DescriptionT This is a descriptive field used to more fully describe the purpose of the $egmen

Standard Segment If the segment is used for information only purposes (to aggregate sub
segments or to contain custom contact propgtéase this box unchecked.

Segment Default Topic AutoResponsé If a default auto response is selectedjll be used byll
topicswithin the segmeninless they have another auto response assigrader to have some
topics that do not send auto responses, this value should be left blank.

Segment Default Account Creation MessageWhen a contact sends emaii$ervice for the first

time, an account is created for them with a randomly assigned password. This account allows them to
view the status of their message and manage their support expdfiemietault account creation

message is selected, it will sent to each time a new contact is created as a result of an incoming
messagevith information relating to their login
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Segment Default Agent Notification Messageé Agents can be configured to receive a
notification whenever a new message is receiveidegvice that matches their skills and
segment acces$hisdefault notification message will be sent to any agent that is configured to
receive such notifications

Additional information on the Segmenhts tab opt
Configurationo | ater in this document.
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Websites

Websites Overview

The Find Answerand Ask a Question talo$ iService provide aveb interface where customers
can ask questiorandsearch for answesgithin an integrated knowledge ba3éesequestiors

and answerare associated with a togttat isunique to each Segment. Since a Tenant may have
multiple segments, it is sometimes desired to combine the various segments into a single self
service site. An unlimited number of self serweebsites can & defined.

Thewebsites tab consists of two panels: TMgebsiteNamepanel and the Site Details panel.

Websites Tab

L ] A o
I Service

J & _CUSTOMER INFO Tg messAGE QUEUE Il FIND ANSWERS P ASKAQUESTION (& MY ACCOUNT L4

Hello, Landlord! (Logoutf)

Segments || Websites || Skills || Agents || User Types || Additional Details || Departments | | Alers | | Contact Summary || Help
Website Name 1
Website
New Website

Mame:
[Website \ 2

Style:

'I

||:|Also Include Standard CSS3

Dlomains:

localhost [ <<Add | 5
seantest ‘ |
seantest. 1to1. 1to1service.com

Segments:

[ seantest
.. Segment1
.. Segment2

[ Remove Domain ]

fe i1l

Password Reset
Outbound Mailbox: ~
|—— Password Reset Disabled — b v
INotification:
|—— Password Reset Disabled — + | 7

@ 2008 One-to-One Service.com. All rights reserved.
Powered by iService Version: 4.12 - 2009.02.04 - 12:25:48

Figure 8 - The Websites Tab

1 - Website NamePanel
TheWebsite Namganel provides a listing of all self serewebsites that have been defined.
Selecting a site from the list updates the lower panel where its details can be edited.

WebsiteDetails Panel
Thewelsite details panel lists the values for the selected self service site. These values are:

2-Namei This is the name of the website as displayed in the list.
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3- Stylei A cascadingtyle sheefCSS)is used to define the format of iService website used by
agents and contactdost of the look and feel of the iService web site can be controlled3&a C
(Cascading Style Sheethe standard style sheet can be modlifigd customized CS®nce a
customstyle sheet is created it must be saved in a location where it can be loaded by your website.
Enter the full URL string for theustomized style sheet this text box.

The fiAlso I nclude Standard CSS0 checkbox wil/l
are not referenced within the custom CSS. The recommended approach is to begin with a copy of the
standard iService style sheetgiservice.css) and remove all entries other than those that will be
customized.

4 - Segmentd The segments included within the website are selected from the Segments list.
Multiple websites can be created with various combinations of segiNete$. There will be no
topicsin the Find Answers tab or topics the Ask a Question tab unless the website includes at
least one standard segmenalso, at least one of the topics in the segment must have Public
Visibility to appear.

5-Domainsi The domain represents ti&L at whichthewelsite can be accessed.

6 - Password ResetOutbound Mailbox i When a user of the iService Websiguests their
password, it is sent using the mailbox selected from this list. Mailboxes are created and
maintained from the Segments > ildaxestah

7 - Password ResetNotification T When a user of the iService Website requests their
password, it is sent using the auto response notification selected from this list. Auto response
notifications are created and maintained from the Segrmehtdeo Responsesb. Only auto
responses that are marked as password reset will be displayed in this drop down.
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Skills

Skills Overview

Skills are used to ensure incoming questions and tickets are rotitecttwrect agentSkills are

assigned to fuics, and agents are limited to messages where their skills match ALL of the skills
assigned to a message's topic. Skills are not required for implementations of iService that do not need
skills-based routing. If skills are not used, CSRs will be alloweddeive any inbound messdge

all segments to which they are granted access. Keep in mind that addingpaaghitiic willprevent

CSRs from receiving messages from that topic, unless they also have the corresponding skill

Types of Skills

There arawo types of skillsstandard skills and interaction property skilks standard skill is simply

a label, such as Basic Tech, that is assigned to a topic. To handle the questions within that topic will
require the agent to also be assigned the standirthgdraction property skills are based on a

specific value for an interaction property. For instance, an interaction property named Operating
System might have three possible valu®gindows, Mac, and Linux. If a skill is created that
references a vaé for this property (e.g., Mac), then any message within any topic that has that
interaction property value (e.g., Mac) will only be routed to the agents that have this skill assigned.
Skills that are based on interaction properties are NOT assigneit to

The figure below shows how technical support skills may be assigned togiothandisers to
ensure thatisers are allowed to receive specific types of messages but are preventedeirongrec
others.

Messages Topics CSRs

Tech Support
Level 1
(Basic Tech Skill)

Tech Support
Level 2
(General Tech Skil)

"Basic Tech" Skil
"General Tech" Skil

Tech Support
Level 3
Advanced Tech Skil)

"General Tech" Skil
"Advanced Tech" Skil

Figure 10- Skill Assignment Diagram
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The figure below shows skill assignmetatdimit routing of questions Spanish through the addition
of a Spanistspeaking CSR. To make sure that the Spespslaking CSR receives messages in
Spanish and that the Englisheaking CSRs ceive messages in English, language skills have been
assigned to both topics and CSRs.

Messages Topics CSRs

Tech Support
Level 1 - English
{Basic Tech Skill)
{English Skill)

"Basic Tech" SkKil
"English" Skill

Tech Support
Level 2 - English
{General Tech Skill)
{English Skill)

"Basic Tech" SKil
"General Tech" Skil
"English" Skill

Tech Support
Level 3 - English
{Advanced Tech Skil)
{English Skill)

"General Tech" Skil
"Advanced Tech" Skl
"English" SkKill

Tech Support
evels 1,2,3 - Spanish
{Basic Tech Skill)
(General Tech Skill)
(Advanced Tech Skill)
(Spanish Skill

"Basic Tech" Skil
"General Tech" Skil
"Advanced Tech" Skl
"Spanish" SKil

Figure 11- Adding Language Skills
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The Skills  Tab

Hello, landlord @ mail02.1to1service.com! (Logout)

Segments | | Websites || SKills || Agents | | User Types || Additional Detsils || Departments | | Alerts | | Contact Summary | | Help

no-route

topicl

topic2

topic2

New Skill || Delste Skill__

Skill Name: topict
Interaction Property: - Mone — -
Property Value:

Save

Figure 12- The Skills Tab

Creating Ski lIs
To create a new skill in the iService windows application, click the New Skill bartihenter the
following information

Namei The skill rmme is used throughout iService as a reference to the skill. It is displayed within

the Topics, Departments,cAgents administration pages. Choose a name for the skill that is
representative of the attributes agents need to answer questions. For example, Technical_Support _1
might be a good name for a skill used to describe-#atg} technical support.

Skill I nteraction Property - You may apply an interaction property to a skill. This creates a

skill that is applied to ALL incoming interactions that contain the matching property value. Skills
that are based on a specific interaction property are not assgytogrds, because they apply to

all messages regardless of their topic.

Overriding Skill Requirements

Skills are used to determine the types of messages routed to Hgergser, theyan be overridden
by a managdrom the Msg Queue > Supervisor pagerianuallyreassigning the question to any
agent.

To learn about applying skills to Topics, see $sgment ConfigurationTopics section.

To learn about applying skills to Agents, Jemant Configuration Agents section.

Deleting Skills

Care shouldbe taken when deleting skills. Any agents, departments, or topics that are using the skill
will have the skill removed when deleted. Deleting skills is a two step process: Evaluate the impact of
deleting and then confirm deletion.

Clicking DeleteSkill will generate the following panel.
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Deleting this will affect the following:

Agents that have this skill. These agents will lose this skill:

. -
L]

= sltopi @1to1se

= sltopi

* sitopici2

-

-

. 3csr@ltols om

. mgr@itols

. -
. -

Cepartments that have this skill. These departments will lose this skill:

* TopiciDept

Topics that require this skill. These topics will no longer require this skill:

ment1 - s1toy
ment1 - s1to
ment2 - s2to
ment2 - 52t

Segment2 - s2topic123

Deletion is immediate and irrevocable upon confirmation.

Confirm Deletion

This panel shows all agents, departments, and topics that are currently using the skill. Clicking on one
of the hyperlinks will open a new window where the skill association can be updated.
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Agents

Agents apboeuBenseohal Servi ce t hgopuldtethedinde quest
Answers knowledge base, and administer the iService well b#éd\gents page can lsecessed

by Tenant Administratorand CRS Managerdlew Agents are added by clicking the New Age

button.

Agent Details

J 4 _CUSTOMER INFO ||=§ messaGe QUEUE [l FIND ANSWERS 7) ASKAQUESTION £ MY ACCOUNT L‘

Hello, landlord@mail02.1tolservice.com! (Lo0oUl)

Segments || Websites | | Skills || Agents || User Types | | Additional Details | | Departments | | Alerts | | Contact Summary | | Help
Email First Name Last Name Departments Segments Logged In
landlord@mail02.1tols ervice.com -- Al -- True
Segment1, Segment2 False
Segmentl, Segment2 False
Segmentl False
s1topic122mgr@itols ervice.com Segment1 False
sitopicl2csr@ltols ervice.com TopiclDept Segmenti False
sltopiclcsr@ltols ervice.com Segmentl False
sltopic2esr@1tols ervice.com Segmentl False
sitopic3csr@ltols ervice.com Segmentl False
s2topicl23csr@1tols ervice.com Segment2 False
s2topic123mgr@ltols ervice.com Segment2 False
s2topicl2csr@ltols ervice.com Segment2 False
s2topiclcsr@ltols ervice.com Segment2 False
s2topic2ecsr@1tols ervice.com Segment2 False
s2topic3csr@ltols ervice.com Segment2 False

Details || Agent Settings || Contact Details || Stodk Responses
1| This agentis notlogged in. Last activity was Never.

3 4
2 Segment Access: Department Membership:Skills:

[Tl seantest  *|[Cl Topic1Dept | I no-route #
..Segment‘l top\c1
D..Segmenw Dlop\cz
[Ttopic3
4 13 4 * 4 »
5 Windows Domain Login Name

6 Agent User Type:
CSR -

Save

Figure 13- The Agent Details Tab

17 Agent Statusi Agent status is displayed within the agent details panel. This panel shows whether
the agent is logged in and the last date/time the agent conmguledetvity. Agent activity is defined
as use of any iService web service (loading any page will use a web service). Agents can be logged
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out by an administrator via the Log Agent Out button. Any information entered into a web page but

not saved will bedst when the agent is logged out by an administrator.

21 Segment Accesbk Agents must have access to at least one segment in order to answer messages

and view contact informatio®egment access is specified by checking the box for each segment to
whichthey are granted access.

31 Department Membershipi When an agent is assigned to a departmentijriherit all of the
segment access rights and skills of that department.

47 Skills T Skills are assigned to agents to determine the messages rougsd taetthe Msg Queue

> My Queue page when the request a new mes&ggats are limited to messages where their skills
matchALL of the skills assigned to a message's topic. Keep in mind that if you only have a small
number of Agents, or you want all Agenib answer questions from all topics, you don't have to use
skills.

51 Windows Domain Login Namel iService4 supports active directory authentication. To utilize
this feature, the agentds domai n a baenetedigi n
the format domaiogin_name. If the agent is currently logged into the domain, their authentication
will be passed to iService and they will not have flogin to iService.

The ag e n massbeconfigaredsossupport NTLM authenticatiddeethellS and Browser
Configuration for Active Directory Authenticatisectionbelow for instructions on configuring
Active Directory AuthenticatioriThe page for autagent login is agent.aspx rather than the
default.aspx web page.

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

Super Usei Each installation has a Super User that is able to create administrator accounts.
Since users can only create accounts that are at a level below them, this is the only account

that can create Admstrators.

Administrator- These users have the ability to access all areas of iService including the

Admin Tools pages. Administrators are generally the people that maintain your topic tree, add

new users, create mailboxes, etc.

Anonymou$ This user typallows those with no login account to see what is granted to this
account.

Customeii If you have a CSR or Administrator that leaves your company or should no longer

have access to iService, you can change their user type to customer. This will ietain the

information within iService for reporting and message archival purposes, but limit their access

to publicly viewable pages.

CSR- this user type is designed for customer service representatives that will be answering
guestions, but not managing othsers. They have access to the Message Queue => My
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Queue page, but can't access the Supervise pages within the Message Queue. The CSR also
has access to Customer Info and Find Answers, including private articles within Find
Answers.

CSR Manager this usercan access the same pages as the CSR, plus the Supervise pages
within the Message Queue.

Tenant Configuration 37 Confidential and Proprietary Information



. . . one
iServic€ Setup Guide v5.11 service.com

Agent Settings

AGENT SETTINGS TAB
. -
servu:e"

J ..n‘.I:Ll.'aTDMEl INFO ||=E MESSAGE QUEUE .-. FIND ANSWERS 7 ASK A QUESTION @ MY ACCOUNT %,

Hello, landlord @mail02.1tolservice.com! (Logouf)

Segments | | Websites || Skills || Agents || User Types || Additicnal Detsils | | Departments | | Alerts | | Contact Summary || Help
Email First Name Last Name Departments Segments Logged In
landlord@mail02.1to1s ervice.com -- All - True
s1s2topic123csr@itols ervice.com Segmentl, Segment2 False
ce.com Segmentl, Segment2 False
Segmenti False
Segmentl False
sitopiciZesr@itols ervice.com TopiclDept Segmenti False
sltopiclcsr@ltols ervice.com Segmentl False
sltopic2csr@ltols ervice.com Segmentl False
sitopic3csr@itols ervice.com Segmentl False
s2topicl23csr@ltols ervice.com Segment2 False
s2topicl23mgr@1tols ervice.com Segment2 False
s2topicl2esri@itols ervice.com Segment2 False
s2topicicsri@itols ervice.com Segment2 False
s2topic2csr@ ltols ervice.com Segment2 False
s2topic3csr@itols ervice.com Segment2 False
Detsils || Agent Settings || Contact Detsils || Stock Responses
Global
1 Receive True - 4 Inactivity Timeout 30
Motifications Minutes
2| Notification s1topicicsr@1tolsenice.com - 5 Login (Email) sTtopiclcsr@1tolsenice.com
Address
3| Empty Inbox False M

‘When Logged Out

Save

Figure 14- The Skills Tab

1 - Receive Notifications’ This is arnoptional field for eacii\gent When heReceiveNotification
option isTrue iService will notify thisAgentvia email when a new message is received by a topic
that matches th& g e rskillé. Agensare also notified when the topic is changed for mess$ame

a topi c whi cthereaquiredgkilsitoanéw topit ia wheeh they do have the required
skills.

2 - Notification Addressi Since all contacts may have more than one email address (including
agents), the address to which the notification will be sent must be selected.

3- Empty Inbox When Logged Outi Thi s option will reassign al/l
Queue back to an unassigned state when the agent logs out. Unsent responses they started will be
available to the next agent that has the interaction assigned.

4 - Inactivity Timeout Minutes i When an agent has been inactive for this period they will be
automatically logged out of iService.

Tenant Configuration 38 Confidential and Proprietary Information



. . . one
|SerV|C£> Setup Guide v5.11 service.com

5-Login (Email) 7 This is a list of email addressm3d loginsassociated with the agent.
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Contact Details

AGENT CONTACT DETAILS TAB

° .
:l service”

J -.nhClISI'OMEIl INFO E MESSAGE QUEUE .. FIND ANSWERS 7 ASK A QUESTION e MY ACCOUNT m ADMIN TOOLS

{ello, landlord@mailD2. 1tolservice.com! {Logout)

Alerts |':.:r'tach|.n'n'ary| Help

Agents | | User Types

onal Details

o

Segments || Websites Ad Departments

First Name Last Name Departments Segments Logged In
landlord@mail02.1tols ervice.com - Al - True
s1sPtopici23csr@itols ervice.com Segmenti, Segment2 False
sls2topicl23mgr@itols ervice.com Segmentl, Segment2 False
sltopicl23csr@ltols ervice.com Segmentl False
sltopicl23mgri@ltols ervice.com Segmentl False
sltopicl2csr@ltols ervice.com TopiclDept Segmentl False
sitopicicsr@itols ervice.com Segmentl False
sitopic2csr@itols ervice.com Segmentl False
sitopic3csr@itols ervice.com Segmenti False
sPtopicl23csr@itols ervice.com Segmentz False
s2topicl23mgr@ltols ervice.com Segment2 False
s2topicl2csr@ltols ervice.com Segment2 False
s2topiclcsr@itols ervice.com Segment2 False
s2topic2esr@1tols ervice.com Segment2 False
s2topic2csr@itols ervice.com Segment2 False

Details || Agent Settings || Contact Details

Stock Responses

Global Segment Membership:
First Name Customer Type - seantest I
Middle Initial Company [¥]. . segment
Last Name Job Title [¥]. . segment2
Phone Fax - Login (Email)  s1topiclcsr@ltolsenice.com
Address Home - -

Segment1 e
cctype additional detail 6 4 +
sfonly additional detail 7

Figure 15- The Agent Contact Details Tab

Theagend detailed propertiesuch as name and phone numban beupdatedrom the Agent >
ContactDetailspageas well as the Customer Info>Contact>Details paes is thesame page as
Customer Info > Contact > Details.
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Agent Stock Responses

(]
- i ®
SEervice -
1 ) s customeriNFo [ messacequeve [l FIND ANSWERS 7) ASKAQUESTION £ MY ACCOUNT ADMIN TOOLS

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

Segments | | Websites | | Sxills || Agents

User Types | | Additional Details || Depatments

Contsct Summary | Help

Last Name Departments Segments Logged In
landlord@maild2.1tols ervice.com -- All -- True
s1s2topicl23csr@itols ervice.com Segmenti, Segment2 False
s1=2topicl23mgr@itols ervice.com Segmentl, Segment2 Fals=
sltopicl23csr@ltols ervice.com Segmentl False
sltopicl23mgr@ltols ervice.com Segmentl False
sltopicl2csr@ltols ervice.com TopiclDept Segmentl False

e S—S—S—S—S—S—S—————
s1topic2esr@ltols ervice.com Segmenti False
sltopic3csr@ltols ervice.com Segmentl False
s2topicl23csr@ltols ervice.com Segment2 False
s2topicl23mgr@ltols ervice.com Segment2 False
s2topici2csr@ltols ervice.com Segment2 False
s2topiclcsr@ltols ervice.com Segment2 False
s2topicZesr@ltols ervice.com Segmentz2 False
s2topic3csr@ltols ervice.com Segmentz False

Details | | Agent Settings | | Contact Details || Stock Responses

MNew Stock Response ] [ Delete Stock Response...

Mame:

S1topic1CSR Closing

Body:

Regards, .
SltopiclCSR

Agents ca create their own canned phraes the My Account > Stock Respongege.
Administrators can access the personal phrases created by agents from within thEoféssn
Agents > Stock Respongesge.
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User Types

The User Types page can only be viewed by the Administrator user, which is typically the person that
maintains the Tenant. Administrators can modify the pages accessible by each User Type or create
custom users pes from this menu.

User Types Tab

-
j service”

J s _CUSTOMER INFO [E messacequeue I FIND ANSWERS 7 askaquesion € myaccount [ EEINLRE
Hello, landlord@mail02.1to1service.com! (L0gouUf)

'.a‘a'etsites| Skills User Types |A=citicr‘a| Details Alerts | Contact Summary || Help

User Type Name

Administrator

Segments

Agents

| Departments

Anenymous

CSR

CS5R Manager

Customer

Super User

Mew User Type

Name: Administrator
Access Rights:
Tab.Admin.AdditionalDetails
Tab.Admin.Agents

Tab.Admin Alerts

Tab.Admin AppData
Tab.Admin.ContactProperties
Tab.Admin.ContactSummary
Tab.Admin Departments
Tab.Admin.InteractionProperties
Tab.Admin.Segments
Tab.Admin Skills

Tab Admin UserTypes
Tab.AdminWebsites
Tab.Customerinfo.Create
Tab.Customerinfo.Modify
Tab.Customerlnfo.ModifyHistory
Tab.FindAnswers.Create
Tab.FindAnswers. Modify

[¥] Tab.MessageQueue BCC
Tab.MessageQueue.CC
Tab.MessageQueue Delete
Tab.MessageQueue.Search
Tab.MessageQueue. Supenvise
Tab.MyAccount.Phrases
Tab.Segments.AutoResponse
[¥] Tab.Segments Details
Tab.Segments.Filters
Tab.Segments.Mai\boxes
[¥]Tab.segments Phrases
Tab.Segments.Topics
Tab.Top.AdminTools
Tab.Top.AskAQuestion
Tab Top.Customerinfo
Tab.Top.FindAnswers

Figure 16- The User Types Tab

For a description of the common user types, seadh@n Tools > Agentsection.
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For any selected default or new user type, the administrator is able to chatefautidoehavior of
the majority of access rights that user type would otherwise have, through checking or unchecking the
boxes listed above, within iService.
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Additional Details

Custom fieldgproperties)can be added to contacts and interactiBosinstance, a segment that
handles credit card transactions might add a credit card type to their contact records. Segments
that provide technical support might add browser type to the support topic so that incoming
guestions contain this informatiofheseproperties are added at the segment level. However,

any lists used with the property are created in the Additional Details tab.

This is a tenant level configuration because the detail may be reused within any number of
segments. For example, your inktabn might have three business units that provide support
and need to capture browser information with incoming questions. Therefore, you may create
one detail named BrowserType and reuse it within each of those segments.

Additional Details Tab

, il‘_CI.IEI'DMﬂ INFO ||=E MESSAGE QUEUE .. FIND ANSWERS 7 ASK A QUESTION e“‘f ACCOUNT |4,

Hello, landlord@mail02.1tolservice.com! (Logouf)

Segments || Websites | | Skills || Agents || User Types | | Additional Details || Departments | | Alerts || Contact Summary || Help

Additional Detail Name

additional detail 1

additional detail 10

additional detail 2

additional detail 3

additional detail 4

additional detail 5

additional detail &

additional detail 7

additional detail 8

additional detail 9

Address Type

Article Use Code

Eool

boolean

brovser

cctype

Phone Number Type

Segment 1 Only

Segment 2 Only

New Additional Detail

1| Additional Detail Mame:
browser
3 Values: 2

Firefox =< Add
Internet Explorer R val
Safari emove Value

Figure 17- The Additional Details Tab

To create a new Additional Detall, click on New Detail and enter the following information.

17 Additional Detail Namei this is the name of the detail that will be referenced in the Contact
Properies andnteraction Propertigsb.

Tenant Configuration 44 Confidential and Proprietary Information



o | one
|SerV|C£> Setup Guide v5.11 service.com

21 Text Boxi To add a detall to the list, enter its value in the text box and click <<Add.
3 - Valuesi Theseare thevaluesthatwill be presented withih h e  p r doop @owrt meidus

Assigning Additional Details to Contacts and Interactions

Once theadditionaldetail is created, you must associate it &ittontacpropertyor interaction
propertywithin one or more segments. This is done within the Contact Propertiesteraction
Propertiegab within segment cdiguration. If the detaiis used within an Interaction Propertlyen
you will need to associate it with a tofedmin Tools>Segment>Topicsyee those sections below
for further details.
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Departments

Departments Overview

Departments are used to amgze groups of Agents according to common attributes, such as job
function. Skills and Segmeatcessan be assigned to Departmeants then inherited by agents
that are assigned to the department.

The Departments Tab

L
e ®
—15 ST LCE J -..‘.CLIS'I'OMER INFO ||=E MESSAGE QUEUE .. FIND ANSWERS 7 ASK A QUESTION e MY ACCOUNT m ADMIN TOOLS

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

Departments || Alers || Contact Summary || Help

'.-‘.a'e‘_';ite;| Skills ‘A;ers
Department Name
TopiciDapt
New Department

1| Department Name:

Topic1Dept

2| Segments: 3 Skills:

[ zeantest “|Cnoroute
[T].. segment1 [¥]topic1

.. segmentz  |[Cltopic2
DtopicS

Segments User Types || Additional Details

Figure 18- The Departments Tab

1 - Department Namei This is the label that is used when displaying the department in other
screens such as the Agent screen.

2 - Segmensi Select the segments that should be granted to any agent that is associated with
this de@rtment

3 - Skills i Select the skills that should be granted to any agent that is associated with this
department.
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Alerts

Alerts may be created to monitor your iService site and take automated actions when conditions are
met. They can be used &dert management when service levels have dropped, or can be configured to
change the topic of messages that meet the specified conditions.

Creating Alertsi Step 1(Frequency)

, :.“CUEI'DMB INFO ||=E MESSAGE QUEUE “ FIND ANSWERS 7Y ASK A QUESTION e“\' ACCOUNT hat

Hello, landlord @mail02.1tolservice.com! (L0gQoUL)

Segments | | Websites | | Skills || Agents || User Types || Additienal Details | | Departments | | Alerts || Contact Summary || Help

Alert Name Enabled

Unanswered 24 Hrs False

Alert Mame: Unanswered 24 Hrs
Frequency: 1440 Minutes -
[CEnabled

- N =

Conditions:

Mo Conditions.

Add Condition

Action:

Empty action.

Save

To create an alert, give it a unigue name and set the frequency.

171 Alert Namei This is the name that appears in the Alert list.

271 Frequency Specify the frequency with which the alert will process. For example, an alert
with a frequency of 1 day will chedkr theconditionsand perform the specified actionce per
day.

31 Enabled To enable the alert, check the Enabled check box.

47 Conditionsi After specifying the frequency, the conditions will be selected in Step 2.

Creating Alertsi Step 2 (Conditions)

The second step when creating an alert is to specify the amwditi which the actions will
apply. Clickng the Add Condition buttoallows an additional condition to be added via an
AND or an OR; howevein release 4 4, the only condition is unanswerederaction so adding
additional conditions through this nmeamism is currently not useful

Pic:kType:| Unanswered v |[ Select Type ]

After selecting the condition type, define the details for the condition as shown below.
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Conditions:

Check for unanswered interactions:

Age (Minutes): | 1440 1

In Topics:

O Segment2 — All Topics 2 ~
[ s2topict12

. s2topica b/

Add Condition

17 Agei Specify the age of the unanswered interaction that will satisfy the condition.
271 In Topicsi Specify the topics to mawr for unanswered interaction$ no topics are
selected, the Alert will apply to all topics of the tenant.

If multiple conditions are required, join them with the appropriate operation.

Conditions:

Check for unanswered interactions:

Age (Minutes): | 1440

In Topics:

DSegment2—AlITOpics ~

. s2topict2 ..

. sotooica v L= Add additional
/ conditions if desired

Pick Type: | Unanswered | ¥ || Select Type

Operation:| AND |+ (— Join multiple conditions with an AND or an OR operation.

Add Condition

Creating Alerts i Step 3 (Actions)

The third step when creatiag alert is to specify the actions that will be taken when the condition is
met.There are three different actions that can be taken, and multiple actions may be specified: Change
Topic, Select Agents, and Send Auto Response.

Choose AType.
Choose A Type...
Add Stef Change Topic
— | SelectAgents

Sav.Send Auto Response

Change Topici This will change the topic for messages that match the condition designated
topic. Select the segment and desired topic.

Select Agentg Select a list of agents that should receive notification when the condition is met. The

auto response is created in the Segin» Auto response pagénis action must always be used with
the Send Auto Response action.

Send Auto Responsé This action generates the auto response sent to the selectedTagsensl an
Aut o Response you must foramndsepecifyhehacagemn
receive the notice. Then add the action Send Auto Response and complete the action as shown below.
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Action:
Select Agents
[iandiord@mailo2. 1to1semvice.com ~
s‘ltopic‘lcsr@‘lto‘lsewice.com

[ s1topic2csr@to1senice.com

Send Auto Response
1|| segment | .. Segment1 |+
2 || Auto Response: | Alert Motice A
3 || Mailbox: | "Segment 1 Topic 1" <sTtopic1@1toIservice.com> v
4| Museno Reply From Address

17 Segment Select the agent that contains the desired alert auto response template. Note that only
Standard Segmesntontain mailboxes.

21 Auto Responsé After thesegmenis selected, a list of auto responses of type Alert will be
displayed from that segment.

31 Mailbox i A list of mailboxes from the selected segment will be displayed. Pick the mailbox that
shouldsend the notification.

471 Use No Reply From Address To send the response frama-reply@domain.confwhere
domain is the domain for the selected mailbox), check the Use No Reply From Address box
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Contact Summary

The contact summary is the default view for contacts within the Customer Info > Contacts page. The
information displayed on the summary page can be customized by selecting the fields to display, and
the styles used for displaying that information.

[ ]
= ®
13 I PLCC J # CUSTOMER INFO IE MESSAGE QUEUE T ASK AQUESTION (3 MY ACCOUNT

Hello, landlord @mail02.1tolservice.com! (Logout)
Segments | | Websites || Skills | | Agents || User Types | | Additional Details || Departments |Alen.=. Contact Summary
1 1tem nzme 251 sroup Div 4 pizplayed Label b order 1n Group

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

FullName |a-main ||Fu|l Mame: ||1 |

Logins |a—main ||EmaiIAddresses: ||2 |

First Name (Praperty) | | K || ||{} |

cetype (Property) 0 | ‘\ | |l |

s1only (Property) Ll | ‘\

additional detail 1 (Property) [ | N\, These items will display as the top sectio_n of the
» _ Contact Summary because the Group Div name

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

additional detail 3 (Property) [] |

additional detail 4 (Property) [ | | |l |

additional detail 5 (Property) [] | | |lo |

Middle Initial (Property) O | | |lo |

additional detail & (Property) [ | | [[o |

additional detail 7 (Property) [ | | [[o |

additional detail 8 (Property) [ | . e !

adaitional detail @ (Property) [ | These items will display as the bottom section of the

additional detail 10 (Property) [] | CDn_tact Summary because the Group Div name

— = O | /' begins with the letter "b".

s2only (Property) o | /’ [| Y |

Last Mame (Property) 1 | x’ || ||{} |

Phone (Property) |b—extra ||Phone Number: ||{} |

Address (Property) 1 | || ||{} |

Customer Type (Property) 1 | || ||{} |

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

Job Title (Property) b-extra | Title: |3 |

Figure 19 - Contact Summary Tab
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1iThe Altem Nameod corresponds to the contact pr
> Contact Properties page. All contact properties created from all segments are available for inclusion
on thecontact summary page.

The item | abeled fAOpen Countodo is a system gene
that have not been answered. In future releases, other system generated values will be available for
inclusion within the summarygge.

2iThe AShowo column presents a checkbox for eac
the property is to be included on the summary page.

3iThe AGroup Divo column describes the section
appea The divisions of the page are arranged vertically in alphabetical order. Therefore, the group a
main will appear above the grougektra.

4 The fADisplayed Label o6 column contains the | ab
This label can & different from the item name, if desired.

5"The AOrder in Groupo column describes the ord
of each item is relative to other items, and therefore the actual values do not have to be sequential. The
loweg numbered item (including negative numbers) will appear first followed by the next highest

number.

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

Hello, landlord@mail02. 1tolservica.com! (Looout)

This is Group Div "a-main"
Full Name:
John Doe

Email Addresses:
customer2@1to1service.com

Unresolved Questions:
2/4/2007 12:07:42 AM. [ref#: 17-17] Test42
2/4/2007 12:07:42 AM- [ref#: 4-4] Test2
2/4/2007 12:07:42 AM. [ref#: 47-47] Test12
2 more...

This is Group Div "b-extra"
Phone Number:
Home: 217-398-6245

Company:
Example Corporation

Title:

Accounting Manager
< >

Figure 20 - Example of Contact Summary After Configuration
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This summary page can be easily customized to display any information desired. An example of
additional changes using a custom cascading style sheet is shown below.

L ]
o~ e ®
selwce — -
l CUSTOMER INFO E MESSAGE QUEUE '7 ASK A QUESTION &2 MY ACCOUNT ADMIN TOOLS

Hello, Landlord Administrator! (L0goUT)

Contact || Search
Summary |Détai|s

ADD CONTACT | ==
SGn———

History | Agent Email Create Mote || Create Tidket
Contact Summary Information Contact Status Information
Name: Unresolved Questions:
John Doe Hone

Organization:

XYZ Company

Email/Login:
customer1@1to1service.com

Phone Number:
Home: =- 217s55-1212 @
Work: ==- 2173986245 @

Other Contact Information

Address:
Work :123 Main St Anytown, Anystate 12345

Title: President

Customer Type: Customer  Customer Level: Gold Customer Number: 457856

@ 2008 One-to-One Service.com. All rights reserved.
Powered by iService version: 4.7.2180.27610
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Help

iService comes with the ability to piide custom help files for use when using certain functional
areas. The current help files are for an unmodified iService installation. However, customers can
provide comparygpecific help files which could show added fields in screenshots or additional
instructions describing the flow of processes.

1servicem

Hello, landlord @mail02.1tolservice.com! (Logouf)

7 ..LCUSI'OMER INFO ||——§ MESSAGE QUEUE .l FIND ANSWERS P ASK A QUESTION o MY ACCOUNT m ADMIN TOOLS

Help

Skills | Agents

Segments | | Websites User Types | | Additional Details | | Departments Contact Summary

AskAQuestion:
Customerinfa:
CustomerinfoContact
CustomerinfoSearch:
MessageQueue
MessageQueuelyQueue:
MessageQueueSearch
MessageQueueSupervise:
MyAccount:
MyAccountChangePassword:
MyAccountinteractionHistory:
MyAccountMyCannedPhrases:
MyAccountMyDetails:

help/Ask%20A%20Question.htm

help/Customer%20info_htm

help/Customer%20info%20-%20Contact.htm

help/Customer%20info%20-%20Search_htm

help/Message%20Queue_htm

help/Message%20Queue%20-%20My%20Queus htm

help/Message%20Queue%20-%20Search_htm

help/Message%20Queue%20-%20Supenise_htm

help/My%20Account.htm

help/My%20Account%20-%20Change%20Password htm

help/My%20Account%20-%20Interaction%20History_htm

help/My%20Account%20-%200My%20Canned%20Phrases_htm

help/My%20Account%20-%200My%20Details_htm

SystemOverview:

help/System%200veraew_htm

Figure 21 - Help file links

The files are generally taken from the PDF version of the respective manual chapter, but
rendered in HTML for more universal viewing. Files are locatéthef/help subdirectory in

the main iService install directory for the website. Modifications made to the HTML files will
be immediately available for users.

The Help tab on these pages is located in the ugierportion of the screen, as shown here:

. -
‘_l service”

1 ADMIN TO(g

Ci

There are no messages to approve. GET NEXT an There are no messages available. | GET “"F

J '8 CUSTOMER INFO A FIND ANSWERS

r.-lLss.qGL QUEUE 7) ASKAQUESTION () MY ACCOUNT

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

My Queue || Supervise || Search
My Message Inbox (0) || Pending (0}

There are no messages in your inbox.

The help tab is located in the upper right corner of agent pages. =————————ji

Approve (0)

Select amessage.
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Mailing

iServiceincludes a complete outboundr&il marketing component (iCentivswhich is
accessible from the Admin TodlsMailing tab. Functionality includes list management,
customizable messages with trackable URLS, campaign managenteatcamplete set of
reports. For more information about outbounth&l management, see the iCentives Mass
Mailing User Guide.

Forms

You can generate custom web forms with the iService forms interface that capture customer
guestions, import contact infoation, create tickets, and customize various aspects of the iService
application. To learn more about the forms interface, see the iService Forms User Guide.

Service Level

iService prioritizes the assignment of messages to agents based upon a catrgktteslsponse

time. The target response time is based upon the time a message is received, plus any applicable
service level that has been defined in the Admin Tb@srvice Level pageervice levels are

created in the service level tab, and aregassi to each segment from the Segriéetails tab and

the Segmerit Topics tab.

(‘Q!g)*l

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

Segments || Websites || Skills || Agents || User Types || Additional Details | | Departments | | Alerts | | Contact Summary | | Help || Mailing || Ferms | | Service Level || SMTP out

Sewice Level Name

1 minute topic

10 minute topic

20 Minute Interaction

5 Minute Contact

60 minute topic

[ MNew Service Level ” Delete Service Level...

Name:

|‘I minute topic |

Minutes (lower means more urgent @ "Minutes" indicates the target response time after receipt of the question.
1

Interaction Property: | - None --
Property Value: | |
Contact Property:|--None-- V|

Property Value: ‘_
"Contact Property” service levels apply when the sender of the incoming question
has a contact property that matches the value s[pecified here.

¢ "Interaction Property” service levels apply when the
incoming question has an interaction property that matches
the value s[pecified here.

Service levels can lmeated based upon interaction or contact property v&ugihey can be
created with no properties specified as shown in the example above. Benlgare assigned to
incoming questions in one of four ways.
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1. DefaultSegmenService Level Each segment can have a default service level set on the
Admin Toolsi Segmeni Details pageThis type of service level typically does not include any
property values.

2. Topic Service Levél Each topic can have its own service level. Topic service levels are
typically used for urgent topics they need a response faster than the default segment service
level.

3. Interaction Property Service Levglou migh need to assign questions that have certain
interaction property values ahead of other questions. For example, if you have an interaction
property named priority, questions that have a value of urgent might require more rapid response.

4. Contact Propert8ervice Level if you use contact properties to identify your most important
customers, you can use those values to set a target response time. For example, if you have a
contact property named customer level, questions that come from contacts whesg valu
platinum might get the shorter response target.

Segment Default

service®

3 i.j‘.CI.l'.n'I'DMR INFO ||=E MESSAGE QUEUE .-. FIND ANSWERS 7} ASK A QUESTION @ MY ACCOUNT ™R, |

tello, landlord@mail02. 1tolservice.com! (Logout)

Segmems Websites || Skills || Agents || User Types | | Additional Details || Departments | | Alerts | | Contact Summary | | Help Mailing Forms || Service Level SMTP Cut
Segment Name Standard
Automated Test Segment True
B seantest False
Segmentl True
Segment2 True
New Segment
Details || Contact Properties || Interaction Properties | [ Mailboxes | | Auto Responses | | Stod Responses || Topics || Filters
Mame:
Automated Test Segment
Description:

This segment is created by script.

Parent:

|—-Ncne - V|
Standard Segment

Segment Default Topic Auto Response:

Segment Default Find Answer Article Motification Message: | - Mone - %
Segment Default Sernvice Level: | — None - A < SEt segment dEfaUIt
R minuts topic service level here.

10 minute topic
B0 minute topic
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Service Levels in Topics

iservicei

lello, landlord@mail02.1tolservice.com! (Logout)

[E MESSAGE QUEUE

J s _CUSTOMER INFO B FIND ANSWERS 7 ASKAQUESTION € My ACcOUNT |l

Segments | Websites || Skills | | Agents || User Types | Additional Details || Departments | Alerts || Contact Summary | Help | Mailing | Forms | | Service Level || SMTP Cut
Segment Name Standard
Automated Test Segment True
B seantest False

Segment2 True

Dretails

Contact Properties |

Auto Resp || Stodk Responses | Topics | FiItErs|

Topic Name . B
Topic Mame: Skills:
|AII Topics | [ no-route

Interaction Properti || Mailk: |

—EFEW Parent: Mtopict
_Undeliverable |—N0ne— V| Dmpicz
; Visibility: Otapi
& s1topict - topic3
:
sitopicta Auto Response:
sltopicib |- Segment Default - +|
sltopicl2 Agent Notification:
=1topiciz3 |—SegmentDefauIt— V|
itonicz Ask A Question Filter:
z [Enable Extemal GUID ¥| view
sltopic3 n "

- - Senvice Level: Interaction Properties:
S1Topic-Int Prop Swc Lvl - 20 min - SegmentDefauIt— v| Billable (Answer)
SEpEED G ;i?ﬂ%ﬂe&?cem't_ Billable Minutes (Answer)
S51TopicSvclvl-10 Min ! g . .

A 10 minute topic |:|QueshonPropeﬂy(Queshon}

[ search Terms (Question)

include Deleted Topics o .

- [ search Terms Multi-line (Question)
[ search Terms Multi-value (Question)
[ 5ve Level 20 Minute (Question)

Set topic service
level here.

Save
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Service Levels for Contact Property

®
o ®
I SErvice - ~
J (»_CUSTOMER INFO & messagequeue [l FIND ANSWERS 7 ASKAQUESTION (&) MY ACCOUNT

Hello, landlord @mail02. 1to1service.com! (Logout)

Service Level || SMTF Out

| Websites || Skills

Help

| Alerts |

Segments Agents | User Types || Additicnal Details | | Departrments Contact Summany Mailing Forms

Serwice Level Mame

1 minute topic

10 minute topic

20 Minute Interaction

&0 minute topic

[ MNew Service Level ” Delete Service Level... ]

Mame:

|5 Minute Contact | Indicates that any contact

Minutes {lower means more urgent):

5 | that has a value of TRUE for

Interaction Proper‘ry:|—None— w "
Fropery Value| | the contact property of "Svc
Contact Property: | Svc Level 5 Min (SegmentT) A

Propery Vaius:| TRUE Level 5 Min" will be granted
a 5 minute service level.

Service Levels for Interaction Property

iservice@

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

E messagequeve Il FIND ANSWERS P ASKAQUESTION (3 MY ACCOUNT

J @ CUSTOMER INFO
-

Help Service Level || SMTP Cut

Semvice Level Name

1 minute topic

| Alerts |

Segments | Websites || Skills || Agents | User Types || Additional Details || Departments Contact Summary Mailing | [ Forms

10 minute topic

5 Minute Contact

60 minute topic

[ New Service Level ” Delete Service Level... ]

Mame: H 1 1

20 Mt meracion | Indicates that any interaction
|I\;i{;1utes {lower means mor urgent): that has an interaction
Interaction F'roplerty:| Svc LeveIZ{}MinutT (SegmentT) (Question) V| propertv of "SVC LEVEI 20
Property Value:| TRUE - -

Contact Property:|— None - v Minute" with value of TRUE
F'ropernr\u’alue:l |

will be granted a 20 minute

Save
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SMTP Out

When you send messages from iService, either through thenteséace or a batch utility,

messages are built and stored in a table awaiting delivery to your SMTP server. These messages
are typically delivered within a few seconds, but if there is a problem with delivery you can view
the message from the Admin TodISMTP out tab.

As shown below, messages with errors are displayed on this page with an option to modify the
next delivery attempt.

o .
j service”
J -.]‘_CUFI'OMER INFO ||——E MESSAGE QUEUE

Hello, Scott E. Whitsitt! (Logout)

'r‘a'ébsilés| Skills |Agéms

A FIND ANSWERS

7 askaqueston € myaccount  [UIULREE

Forms || Servios Level | SMTP Out

| [n} | Alerts

Help

User Types || Additional Details

Segments Contact Summary Mailing
Pending
SMTP Out processing last done: 8 seconds ago.
Page: 1
Intended First Attempt Next Attempt Time Message ID  Ref# To Subject Errors
G6M1/2011 35733 FM TIG2011 12:24:53 PN 49083 105374 =scoft@1to1service.c New Message Arrived: 41 Maodify
om= Re: [ref#
105302-105305] wawp
Service issues

Clicking the modify link will expand the selected message with options for delaying to the next
delivery attempt by onkour, one day, or permanently (see below).

L ]
Servu:eﬁ

Hello, Scott E. Whitsitt! (Logout)

[E messacequeve BB FIND ANSWERS ) ASKAQUESTION €3 My Account [ EIRINRECTS

F o CUSTOMER INFO

Segments | | Websites ‘ Skills | Agents | | User Types H Additi Details ‘ D | Alerts || Contact Summary ’?Ip‘ Mailing || Forms || Servios Level | SMTP Qut
Pending
SMTP Qut processing last done: 9 seconds ago.
Page: 1
Intended First Attempt Next Attempt Time Message ID  Ref# To Subject Errors
BM/2011 35733 FM TIB201112.24:53 FM 49083 105374 =scoff@itolsenvice.c New Message Arrived: 41 Modify
om= Re: [ref#:
105302-105305] w3wp
Senice issues
pelay1 Hour — Delay 1 Day — Remoave Permanently 1
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Segment Configuration

A tenant is comprised of one or more Segments that contain contacts arsiiecoepng requests
for assistance. Segments are configiseddministrator Userasing the iService webtrface.

Segmeninformation consists ddegmenDetails Contact Propertie®\otifications Filters,
Mailboxes and Topics

Segment Summary

. - —
=_I service” _
J s CUSTOMER INFO ”E MESSAGE QUEUE A FIND ANSWERS

Hello, landlord @mail02.1tolservice.com! (Lo00oUf)

P ASKAQUESTION £ MY ACCOUNT ADMIN TOOLS

Segments || Websites | | Skills |A;sr:ls User Types | | Additional Details | | Departments || Alerts | | Contact Summary | | Help
Segment Name Standard
@ seantast False
Segmentl True
Segment2 True
MNew Segment
Details || Contact Properti Interaction Properti . Adldiitional tabs are not presented for Non-Standard Segments
MName:
seantest
Description:

The parent segment for SeanTesth

Parent:

-- None — -

[[] standard Segment - Standard S t box not checked

Figure 22- Segment Details Tab i Non-Standard Segment
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.
-_ service : =
- J -.A‘ICI.IEI'DMHIHFO EMESSAGE QUEUE .-.FIND ANSWERS 7 ASK A QUESTION @ MY ACCOUNT L, |
Hello, landlord@mail02.1tolservice.com! (Logout)
Segments || Websites | | Skills | | Agents || User Types || Additional Details | | Departments || Alerts | | Contact Summary || Help
B seantest False
Segmenti True
Segmentz2 True
New Segment Additional tabs for Standard Segment
Details | | Contact Properties || Interaction Properties || Mailboxes || Auto Responses | | Stock Responses || Topics || Filters
1| MName:
Segment1
2| Description:
Segment 1 -
3| Parent
seantest -
4| [J] standard Segment
5| Segment Default Topic Auto Response: Auto Acknowledge -
6| SegmentDefault Account Creation Message: Contact Creation =
7| Segment Default Agent Notification Message: Agent Notify h

Save

Figure 23- Segment Details Tab - Standard Segment

Segment Overview

Segments are used to separate information within iService into logical groupings. They are most
commonly used to separate business units that have different sets of customers, differenttiepic f
knowledge base and message queues, etc. Howener Segment Contact Propertias be made
privatethey can also be used to provide access caeslsensitive detaifer Agents.There are a
number of business rules that are specific to etgnwhich are described within the Business Rules
section above.

1- Nameri This is the name used to referenceSbgmentlt is the name listed in ti&egment List
and is a reference name only.

2 - DescriptionT This is a description for tHeegmenthat is not used outside of tBegmentpage.

3- Parent Segment Segments may be hierarchical. To make the new segment of child of an
existing segment, select the parent from the drop down menu.

4 - Standard Segmeni Standard segments contain mailboxesadcept incoming mail and have

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

571 Segrent Default Topic Auto Responsé If an auto response selected, it will be used as the
default for all topics in the segment th&tefault Auto Responseselected
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61 Segment Default Contact CreatiorMessagé If a contact creation auto response isced, it
will be used to notify all new contacts created that an account has been created for them.

71 Segment Default Agent Notification MessageThe selected auto response template will be used
to notify agents when a new message arrives.
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Contact Pro  perties

Contact properties provide the ability to append custom details to your contacts and organization
These details will be displayed in the Contacts and Orgemizaages of iService following the
details of the Global segment

Creating Contact Pr operties

L L
ﬁSCI'VICE J 4 _CUSTOMER INFO IE messaGe QUEUE [l FIND ANSWERS 70 ASKAQUESTION £ MY ACCOUNT m ADMIN TOOLS

Hello, landlord@mail02.1tolservice.com! (Lo0oUl)

Segments | Websites | Skills | Agents H User Types H Additicnal Details H Departments | Alerts ‘ Contact Summary | Help

Segment Name Standard
B seantest False
Segmenti True
Segment2 True

Detsils || Contact Properties
Contact Property Name

additional detail 1

Interaction Properties | | Mailboxes | | Autc Responses | | Stock Responses T:-;-\G.HFilters

additional detail 10

additional detsil 2

additional detail 2

additional detail 4

additional detsil 5

additional detail &

additional detail 7

additional detail 8

additional detail &

cetype

slonly

Taxt

New Contact Property ] [ Delete Contact Property...

-

Property Name:
additional detail 1
Value Type
Text -
|| shared Property
[T mutti-Line Values
[ alow Multiple Values
6 Has Descriptions
7 Value Description Type:
Text
[ contact viewable
9 Contact Editable
10| [C] Agent Setting
11| Tenant Default Value

L]

[ )

=]

Figure 24- The Contact Properties Tab

To create a newontactproperty, click New Contact Property and enter a name for the new property.
Then complete the following information.
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1 - Property Namei This name will be th&abel that is displayed within the Contact or Organization
page. The order of the values will determine the order in which they are displayed within the iService
interface in the Contact and Organization pages.

21 Value Type - Select the type of detaltat should be associated with this new prop#rtiye
property will be a list selection, choose that list from the drop down rbeedists are created at
the Tenant level within the Additional Details t&ee Tenant Configuration for additional
information about creatingsts. If the property will contain free form tejuist select Text.

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

471 Multi -Line Valuesi A multi-line property generates a text box in which mldtimes of text
may be entered.

571 Allow Multiple Values T This attribute will place a [+] next to the property allowing agents to
enter multiple values. For instance, a property of type phone number might allow several different
numbers to be entered.

61 Has Descriptionsi If the value allows multiple values, it might be desirable to provide a
description for each value. For instance, an additional detail for types of phone numbers might be
created with values of Home, Office, and Mobile. This additidetail would be selected in iteni 7
Value Description Type. The list of Additional Details is enabled in item 7 when the Has Description
box is checked.

71 Value Description Typei This is a list of additional details created in Admin Tools > Addition
Details. The list will be used as the description for the Multiple Value property.

81 Contact Viewable’ If the property icontactviewable, it will be displayed to the contact in their
My Account page.

91 Contact Editable T If the property ixonta¢ editable, it can be edited by the contact in their My
Account pageThis value is only available when the Contact Viewable option is selected.

107 Agent Settingsi If the property is an agent setting, it will display within the Admin Tools >
Agents > Agent Settings pagblotei these are essentially contact properties that only appear within
the Admin Tools > Agents page. They are values that can be assigned to agents only and are helpful
for organizing and describing agents. These values are seafobialiee Customer Info > Search

page.

117 Tenant Default Valuei This value isised for agent settings onliyshould be left blank in most
cases.

Deleting Contact Properties
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Care should be taken when deleting contact properties. Any contacts thiishestie assigned will
lose their history of the property since it is eliminated from the iService database when deleted.
Deleting properties is a two step process: Evaluate the impact of deleting and then confirm deletion.

CUSTOMER INFO ||=E MESSAGE QUEUE .. FIND ANSWERS 7 ASK A QUESTION e MY ACCOUNT .h*
ello, landlord @mail02.1tolservice.com! out)
Segments || Websites | | Skills | | Agents | | User Types || Additional Details | | Departments | | Alerts || Contact Summary || Help
Segment Name Standard
Bl seantest False
Segment1 True
Segment2 True

Cetsils | | Contact Properties || Interaction Properties || Mailboxes | | Aute Responses || Stock Responses || Topics || Filters

Contact Property Name

additional detail 1

additional detail 10

additional detail 2

additional detail 2

additional detail 4

additional detail 5

additional detail &

additional detail 7

additional detail 8

additional detail 2

cctype

slonly

Taxt

New Contact Property ] [ Delete Contact Property...

Deleting this will affect the Tollowing:

1 Number of contact property values of this property: 0
2 Contact properties that use this property as the Value Type. These properties will have their Value Type setto Text”

= MNone

3 Interaction properties that use this property as the Value Type. These properties will have their Value Type setto "Text™

= MNone

Deletion is immediate and irrevocable upon confirmation.

Confirm Deletion

17 Number of contacts withproperty i This is the number of contacts in the iservice database that
have a value set for this property. Clicking on the number will open a new web page showing all
contacts that have a value set.

21 Contact properties that use this propertyi It is pcssible to use the results from one contact
property as the value list (drop down menu) for another contact property. Similar to 1 above, this will
provide a list of those properties that will be impacted by deletion.
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31 Interaction properties that use ths property 1 It is possible to use the results from one contact
property as the value list (drop down menu) for an interaction property. Similar to 1 above, this will
provide a list of those properties that will be impacted by deletion.
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Interaction Prop erties
Interactionproperties provide the ability to append custom details to iptenactions

CUSTOMER INFO ”=E MESSAGE QUEUE .. FIND ANSWERS 7 ASK A QUESTION @ “MY ACCOUNT L\|

Hello, landlord @mail02.1tolservice.com! (LoooUf)

Segments || Websites | | Skills | | Agents || User Types | | Additional Details || Depatments || Alerts | | Contact Summary | | Help
Segment Name Standard
B seantest False
Segmentl True
Segment2 True
MNew Segment
Details | Contact Properties | | Interaction Properties || Mailboxes || Auto Responses || Stodk Responses || Topics || Filters
Interaction Property Name Is Question Is Find Answer Shared
Billable False False False
Billable Minutes False False False
QuestionProperty True False False

[ MNew Interaction Property

1| Property Name:

Billable
2| value Type:

Bool -
3| [Clis Find Answers Property
4| [lIs Questions Property (Not Answers)
5| [ClShared Property
6| [[IMulti-Line values
7| [Clanow Multiple Values
8 Has Descriptions
9 Value Description Type

Text

10 [CJcustomer Viewable
11 Customer Editable

Save

Figure 25- The Interaction Properties Tab
1 - Property Namei This name will be the label that is displayed withinTbpicspage.

21 Value Type - Select the type of detail that should be associated with this new prdfitbiy.
property will be a list selection, choose that list from the drop down rbeedists are created at
the Tenant level within the Additional Details t&®e Tenant Configuration for additional
information about creatingsts. If the property will contain free form text, just select Text.

31 Is Find AnswersProperty i This determines if the property being configured will appear in the
Find Answers pageAs a rule, relatively few usareated fields would need to be shown in Find
Answers. For the three properties shown in the above picture, none would have this checked.

Segment Configuration 66 Confidential and Proprietary Information



o | one
|SerV|C£> Setup Guide v5.11 service.com

471 Is Question Property (Not Answer)i If the property will be requested when theestion is
submitted, check the Is Question Property box. If the property will be populated by agents when
providing the answer, leave this box unchecked and it will not be presented when the question is
submitted. Instead, it will be presented to thenemyeithin the Message Queue page.

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

61 Multi -Line Valuesi A multi-line property generates a text box in which multiple lines of text
may be entered.

771 Allow Multiple Values i This attribute will place a [+] next to the property allowing agents to
enter multiple values. For instance, a property of type phone number might allow several different
numbers to be entered.

81 Has Descriptionsi If the value allows multiple valueismight be desirable to provide a
description for each value. For instance, an additional detail for types of phone numbers might be
created with values of Home, Office, and Mobile. This additional detail would be selected iri item 7
Value Description Ype. The list of Additional Details is enabled in item 7 when the Has Description
box is checked.

91 Value Description Typei This is a list of additional details created in Admin Tools > Additional
Details. The list will be used as the descriptiontierMultiple Value property.

107 CustomerViewableT If the property isustomer viewablat will be displayed to the contact in
their My Account page.

117 CustomerEditable i If the property is customeditable, it can be edited by the contact in their
My Account page.
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Auto Responses

. .
j service”

J s _CUSTOMER INFO IE messaGe QUEUE [l FIND ANSWERS ) ASKAQUESTION () MY ACCOUNT m ADMIN TOOLS
Hello, Landlord! { 000U7)

Segments | Websites || Skills Alerts | Contact Summary
Segment Name Standard

Agents Additienal Details Help

| User Types

| Departments

B seantest False
Segmentl True
Segment2 True

New Segment

Details H Contact Properties || Interaction Properties H Mailboxes H Auto Responses

Autc Response Name

Agent Notify

|Etcc>4REs,:cr‘szs‘ Topics || Filters

Alert

Auto Acknovledge

Contact Creation

Forvard to External

Password Resat

S1Topict

S1Topicl2

S1Topicl23

SiTopicla

S51Topiclb

51Topic2

S1Topic3

Secure Noticel2

Secure Notification

[ NewAuto Response  |[  Delete Auto Response. . |
Response Mame: 1
[S1Topict ~ © |
Description: —
|S1Tnpici autoresponse Z |
Subject —
|Autaresponse. 3 |
Response Body: Html Response Body (Optianal)
S1Topicl Rutoresponse. #|«div style="width: &30px; background- =
4a color:#FFFFCC; layer-background-color: #FFF4[b ]
Subject: (<original subject>) — |float:left; wisibility: wvisible"> 7
Mailbox: <Mailbox> <img b
Original Date: <Original Date> —|src="http://www.ltolservice.com/images/email-
Original Time: <Original Time> header.png" border="0">
<p>
Today: <Today> <b>S1Topicl Rutoresponse</b><br>
¥|<br> b
Cuse Mo-Reply From address 5
[l Contact Creation [¥]Message Acknowledgment [] Agent Notification [[] Password Reset [] Secure Notification [ Alert 6
Save

® 2008 One-to-One Senvice.com. Al rights reserved
Powered by ISerVice Version: 4.13 - 2009.02.04 - 12:35:48

Figure 26- The Auto Responses Tab

Auto response (notification) messagestamplates used to send notices to contacts and afjeets
aresix types of notificationmessages: Contact CreatiMgssage Acknowledgemenigent
Notification, Password Reset, Secure Notification, and Aldite fields common to all auto
responses are as follows.
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17 Response Name This is the reference name displayed throughout iService. It is only viewed by
iService Agents.

21 Descriptioni The description is used to describe the purpose of the response, and is only
displayed in the Auto Response page.

31 Subjecti The subject used used as the subject for email sent to the recipient of the auto response.
For somanessage, such as message acknowledgment, a reference number will be appended to the
subject automatically.

4a and 4bi Response body This is the body of the auto response message sent to the recipient. It
may contain the variables that will be autonatygpopulated when iService composes the message.
The variables available vary by auto response type, and are listed beloWs$mtip®ariables in

Auto Responsectionbelow. Auto responses are sent in multipart format, so you can create a text
and himl version of the response. Plain HTML messages are not recommended, but plain text
messages are common.

51 Use NeReply from addressi When checked, the auto response will be sent using a reply
address of noeply@domain.com. The domain used will bedbmain for the mailbox that would
normally be used.

61 Auto Responselypei There aresix types of Auto Response messagdse purpose and use of
each is described below.

Contact Creatioin This notification is sent as a response the first time an emeadeived

from a new iService user. This informs the sender that an account was created automatically

for them and provides their password. This password is required for the sender to update their
original question or ask new questions via the Ask ati@udaaterface. The aut@sponse is

also useful to promote usage of the iService knowledge Aifiseugh multiple auto

responses of this type may be created, only one will be used by the Segment. The default

Contact Creation auto response is set in th@iA Tools > Segment > Details patisiou

dondt want your cust omesetthe default comtaetwreation @autoi Ser v
response tonone within the Admin Tools > Segments > Details page.

Message AcknowledgemenMessage Acknowledgemisare automatically sent to the

contact each time an inquiry is received by a topic thahleasitoresponsassigned. The
acknowledgement informs the contact that their message has been received, and can contain
information specific to the topic thatight answer the contacts questibhese

acknowledgments are associated with topics in the Admin Tools > Segments > Topics page.

Agent Notifications Agent notifications are sent to agents only when a) the agent has
notifications enable, and b) the agkas all of the skillend segmentgquired to answer the
guestion that was receivelithough multiple auto responses of this type may be created, only
one will be used by the Segment. The default Agent Notification auto response is set in the
Admin Took > Segment > Details page.

There are two types of agent notifications: system generated agent notifications, and agent
generated notifications. System generated responses can be sent to agents to inform them of
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new messages arriving within iService. Thesgfications are set within the Admin
Tools>Segment>Topics page on a topic by topic basis. A special Forward to External
notification can also be sent by agents from within the Message Queue page. These types of
agent notifications MUST contain the $Fand URLS$ variable to appear in the Message

Queue forward list.

Password ResétWhen a contact forgets their password they can request a reminder from the
iIService web site. The reminder will be sent using the Password Reset auto response.
Although multige auto responses of this type may be created, only one will be used by the
Segment. The default Password Reset auto response is set in the Admin Tools > Segment >
Details page.

Secure Notificatiofi When agents respond to contact questions with sensitovenation,

that information should not be sent using clear text email. Instead, a secure notification should
be sent informing the contact that an answer is available within the iService system. The

contact should return to the iService website and logiead the messaffem an encrypted

page. These auto response templates can be accessed from the MessggeaQ@ueué s S END
button when agents compose their response.

Alert i iService provides an Alerts system to monitor system status and can gerterege no
to agents. The Alert auto responses are selected from the Admin Tools > Alerts page when
creating alerts that send auto responses.

Using variables in auto responses

The following variables may hesedwithin your autaesponse messagéariables within Message
Acknowledgementare obtained from the message to which therasfmonse is senfariables must
be enclosed within brackets (e.g., <Nama>the dollar symbol ($Name$)Vhen constructing

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

S o o
T £ O
2 %’ C o C
Ol 9 @ Q B 2
G| 22 d 9| o ®
g1 838223 58«
Variable Name Description 5| 95| 8 8| @9 o
Ol 2| <Za|lnzz <
Name; First Name; Last | Recipient's full/first/last name,
Name (always the if known; otherwise, recipient's
Acust omer 0 s|emailaddresNotei thisis X | X X | X| X
information) al ways the co
sent the message.
Email Recipient's email address, if | X | X X | X]| X | X
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known.Otherwise blank.

Original Date; Original
Time

Date/Time of the original
message. For emalil, the

date/time it was sent; for Ask ¢ X| X | X
Question, the date/time it was
asked.

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

Original Subject; The subjettbody of the original

2 X| X | X
Original Body message.
Forward URL This is the URL where externg

(populated only when
sent from Forward
External within the web
interface by an agen}

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

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 throtes entered

eCommens into the Unsent Response
PrivateComments 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 pagehis is
used onlywithin agent
notification auto responses se
by the mail popper.

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 identi
the notfication interaction and
enables the mail processor to

connect the agent reply to the
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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 onreceipt of new
messages.

NOTEI 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.

NotifyResponseBody

This is where the quoted
gueston appears and where th
agent enters their answét.
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 o
new messages.

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

Password

Di splays the
necessary to log into the
iService inteface.

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 intq
it. Notel there is a space
between the word Reset and
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Reset GUID The GUID of the user to whon

the password reset was sent.
This would probably never be
used directly byan
admiristratorin the auto
responselotel there is a
space betweethe word Reset
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.
Notei there is a space betwes
the word Reset and IP.

AlertName

This will return the name of thg¢
Alert.

AlertCount

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

<Alertltems> (.*)
<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.

AlertltemID

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

AlertitemAgent

This is theAgent 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
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section of the alert (if known).

AlertltemE mall This is the email address of th
contact for the interaction
included within the detailed
listing section of the alert.

AlertltemSubject This is the subject of the
interaction included within the
detailed listing section of the
alert.

Deleting Auto Responses

Care should be taken when deleting auto responses. Any topics that are using the auto response will
have their auto response set 88gment Default when deleted. Deletirguto responsas a two step
process: Evaluate the impattdeleting and then confirm deletion.

Clicking Delete Auto Response will generate the following panel.
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