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System Overview  

iService  is designed to connect customers with your company in several ways.  Customers submit 

questions via email (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 answered using the iService web interface. iService eliminates the need to use 

email clients such as Outlook and 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 a time, automatically distributing messages among them 

based upon message priority and the agentôs skills. The centralized database provides an enterprise 

view of all customer interactions, including telephone calls and tickets that are entered into the system. 

Answers composed by service representatives can be easily added to a knowledge base that customers 

can browse for self-help purposes, or shared among service representatives to promote a consistent 

and high quality service level. The service oriented architecture (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 multi-tenant application that allows administrators to easily add new on-demand 

customers of the service without the need to install new software, create new web sites, etc. All 

customers operate using a single instance of the software, which simplifies the upgrade and 

maintenance process. 

Within the ñService Provider Consoleò view of the application, administrators can create ñtenantsò 

that effectively have their own fully configurable system. Differences between client sites are 

supported through tenant configuration options, many of which can be maintained through the 

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

Master Database maintains information about all tenants. 

Companies that run the iService solution in-house, rather than in an on-demand configuration, will 

have the option to create various tenants for testing and training purposes. 

Application Components  

iService is 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 applications 

(typically installed on the database server) are used to create new tenants and manage the mail 

processing component.  

2. Mail Popper  ï This component operates as a Windows Service and is responsible for 

retrieving mail from monitored mailboxes, getting those messages into the iService database, 

and performing various email management tasks (sending auto-responses, filtering messages, 

etc.). For additional details regarding the Mail Processor, see the Mail Processor Installation 

and Configuration Guide. 
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3. iService Database  ï iService uses an MS SQL Server 2005 database to store its configuration 

information and interaction details. Each installation has a landlord database and separate 

databases for each tenant.  

4. Web Services  ï 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 separately from the iService tenant web site for 

performance purposes if desired. These web services perform functions such as creating 

contacts, inserting call notes, sending email responses, etc. The services are used by the 

iService tenant web site to provide the desired 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  ï iService users will perform all of their customer interaction 

functions using the iService web interface. This site is used by administrators that configure 

the site, as well as agents that are responsible for interacting with customers, prospects, etc. 

Question Routing  

One of the key elements of iService is its ability to route incoming emails, agent created tickets, and 

other types of items using a skills-based routing approach. This routing process is customizable within 

the iService rules engine, but the default configuration is shown below.  

 

Figure 1  ï iService Rout ing 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  ï Additional details are lists of values (e.g., browser type, credit card type, 

etc.) that can be added to customer and interaction properties. These lists enforce data integrity 

by ensuring consistent entries as opposed to freely entered text valued. They are created at the 

Tenant level and referenced within Contact Properties and Interaction Properties at the Segment 

level.  

Agent  ï An iService User that has access to customer support representative or administrative 

functions of the system, such as the Customer Info, Message Queue, or Admin Tools pages. 

Agents are configured in the Admin Tools > Agents tab. 

Contacts  ï A contact is synonymous to a person. They are external users of the iService product 

and are sometimes referred to as customers.  

Contact Properties  ï 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., specific to the Segment).  These properties are 

configured in the Admin Tools > Segment > Contact Properties tab. 

Customer  Types ï Each contact within iService may have one or more customer types that can be 

used for searching, reporting, and organizing contact lists. The standard customer types are customer, 

vendor, agent and SPAM. Additional types can be added as needed. 

Default Mailbox  ï Each Segment has a default mailbox unless it is an Information Only segment. 

The default mailbox is used when information must be sent by iService and no specific mailbox 

is specified. For example, email responses sent to questions submitted via the Ask a Question 

page uses the default mailbox.  

Departments  ï Departments are used to group agents and simplify the assignment of skills and 

segments.  

Information Only Segment  ï An Information Only segment can be used to capture details about a 

contact, and limit access to those details to certain authorized Agents. These segments are 

defined within iService as not Standard. 

Instal lation ï A single instance of the iService software. The installation of iService may contain one 

or many tenant databases. 

Interaction Properties  ï These are additional values that are associated with interactions. When 

a customer asks a question, they select a topic that is most relevant for the subject of their 

question. For some topics, like technical support, it is useful to capture additional information 

such as the browser the contact was using when they experienced an error. These properties can 

also be designated as answer properties and populated by the agent providing the response. 

These details are only relevant to the topics to which they are assigned and are configurable at 

the Segment level. 

SuperUser  ï A SuperUser is responsible for administering the overall tenant configuration of 

iService and creating other administrator users. 

Mailbox  ï iService has the ability to retrieve incoming mail from email addresses and convert 

them into messages that can be routed internally for answering. These email addresses, which are 

usually generic (info@, for exmple), are referred to as mailboxes.  
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Segments  ï A grouping of information within iService that supports separate levels of security 

and presentation. Segments are often used to separate Contacts and Document Collections of 

different business units. See the Business Rules section below for more details. 

Standard Contact Details ï Contact information, such as name and phone number, which is 

standard with each iService installation. This information is always shared among iService 

Segments and is displayed in the contact details tab for all contacts. 

Super User  ï Each Segment contains a Super User (Landlord) that has the ability to create 

Tenant Administrators. This is the only account with the rights to create Administrators.  

Tenant  ï iService is a multi-tenant application that allows a single instance of the application to 

be used by multiple end users (separate companies). A tenant is the highest level of organization 

within iService. It contains all of the Segments for a business. All information within a Tenant is 

clearly isolated from other tenants and stored in its own database. Tenants are completely 

unaware than they are using the same version of software as other on-demand or hosted Tenants. 

In-house implementations operate with a single tenant. 

Segment  Administrators  ï Segment Administrators are Users that have the privilege level of 

Administrator. They are responsible for configuring the iService system for their business 

segment. 

User  ï A person that uses the iService CRM system (including contacts and agents).
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Business Rules  

The iService system has business rules that define how the system functions. These business rules are 

enforced at the web services level, which allows the user interfaces to operate somewhat independent 

of one another. The most important of these business rules are defined below. 

Contacts  ï  

 A contact is synonymous to a person. They are external users of the iService product 

sometimes referred to as customers.  

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

 A contact may be associated with more than one segment. 

 The Contact Standard Details fields are available to everyone that has rights to view the 

contact, regardless of their segment. That is, the standard contact details (Name, phone, 

address, email, organization) are shared among all segments.  

 Interaction History for contacts will be viewable based upon the Segment in which the 

interaction took place. Agents without privilege to see history related to a particular segment 

cannot view that information.  

 

Departments ï 

 Departments are used to simplify the management of agents.  

 Agents that are assigned to a department (e.g., sales, support, human resources) will  inherit 

the attributes of the department. That is, Departments may be assigned skills and segment 

access, and this privilege will be delegated to all of its agents. 

 

Segments  ï  

 A Segment is a grouping of information within iService that supports separate levels of 

security and presentation. Segments are often used to separate Contacts of different business 

units. 

 Segments are defined as Standard or Information Only. Information only segments do not 

have topic trees or mailboxes. They are used to manage access to contact properties and 

provide hierarchy in the segment configuration only.  

 Each Standard Segment must have a Default Mailbox. A mailbox may exist in only one 

segment of the entire iService Installation. 

 Each Standard Segment has a Topic Tree that is used to categorize incoming questions, and 

present articles in the iService knowledge base (Find Answers tab). 

 Agents are routed calls from any assigned Segment if they have the necessary skills to 

answer the call. 

 Details within the Global Segment (default fields) are shared across Segments. For instance, 

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. 

 Segments may have additional Contact Properties that are separate from the Standard Contact 

Properties.  These contact properties are viewable based upon whether they are shared or 
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private. If the property is shared, all users with access to the contact can view them. If the 

property is not shared, only users with access to the Segment may view those properties.  

 Customer Info Search Results are limited based on the Segments to which the Agent has 

access. (i.e., searches performed within the Customer Info ï Search tab). 

 Find Answers Search Results are limited based on the Segments to which the Agent or 

Contact have access.  

 All interactions (customer emails, tickets, agent emails, etc.) are tied to a specific Segment 

and topic within that Segment.  

 Parent Segments are automatically granted access to the information (contacts and details) 

from their child segments.  

 Each tenant has 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 populated for a Contact even if they are not a member of the 

segment that the properties are in.  

 

Tenants  ï  

 A tenant is a separate database within iService that contains all the configuration information 

and database tables necessary to use the iService system. 

 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, without the ability to generate 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 Style Sheet (css).  
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Desktop App lication  (Service Provider Console ) 

Desktop App  Summary  

iService is designed as a multi-tenant application in which a Landlord operates the system for many 

customers, referred to as Tenants. Although they are sharing various aspects of the iService system, 

the tenant is unaware of this fact and has complete control over customizing and using the iService 

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

regard to how other tenants configure and use their systems.  

Desktop App is used by technical services staff that are responsible for the systems administration of 

the iService system. It is used to create new tenants and apply upgrades to the system. It is a Windows 

application that is typically run from the MS SQL Server that contains the iService database. 

Master Tab  

 
Figure 2  ï iService4 Desktop App  Screen -  Master  

The iService4 Desktop App is used to create the initial iService database and update the various 

databases and stored procedures for new releases. The iService master database contains reference 

information for all tenant databases. The Master tab includes the following fields.  

Server Name - The location of the database server that will contain the iService master database and 

all of its tenant databases. 

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

iService database. 
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Master Database Name ï The name that will be used for the iService master database. 

Recreate Master Database ï This button is used to create the initial master database and can also 

recreate a new version for testing purposes. If you click this button after the initial installation, it will 

delete your database and should only be used when testing.  

See the iService5 Installation Guide for additional details. 

Update Tab  

 

Figure 3  ï 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 update to the Desktop App, and clicking the Perform 

Updates button will apply the necessary updates to the Master and all tenant database. See the 

iService4 Installation Guide for additional details. 
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Tenant s Tab  

 

Figure 4  ï iService4 Desktop App Screen -  Tenants  

The first step in using the iService application is to create a tenant database that can be configured as 

necessary to support a companyôs sales and support needs. The Tenants tab provides a list of all 

tenants configured, and includes a New Tenant button for creating a new tenant. See the iService4 

Installation Guide for additional details. 
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Creating a New Tenant  

 
 

Tenants are created within the Tenants tab of the iService Landlord Administration component. To 

create a new tenant, basic information regarding the tenant is entered into the Landlord Administration 

component, including the following: 

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

Domain Name ï The Domain Name specifies the domain where users of the iService system 

will login and must be unique for each tenant. 

Full Web Service URL ï This is the location of the web services file for the new tenant. It 

should typically be the domain name with http or https (as appropriate) followed by 

/iService.asmx (the name of the web services file). 

Administrator Login Name ï This will have a default name.  If this is changed, please record 

the name. 

Administrator Password ï This will show the default password.  If this is changed, please keep 

track of the new password. 

 

Delete Tenant  

When a tenant is deleted within the Desktop App, its entry in the Master Database is removed. The 

Tenant database will remain in SQL Server until it is physically removed.  To do this, click on the 

Tenants tab, click on the tenant you desire to remove, and then click ñDelete Tenant.ò To permanently 

delete the database, open MS SQL Server Management Studio, highlight the database, and right click 

to select delete. 
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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 

other servers.  Click on the Tenants tab and then click ñImport Tenant.ò 

 

 

If the tenant needs to be updated, the ñUpdateò heading should show the option to upgrade it. 

ñWebsite Domain Conflictsò allows the tenant to have its prior associated domain changed to 

eliminate conflicts. 

ñImport Tenantò will attach the desired tenant to the Master database. 
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Tenant Information  

This tab shows the various domains a tenant is using. 

 

To use, highlight the tenant from the ñTenantsò box above to see the current domain allocated to the 

tenant. 
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Tenant Settings  

This tab allows 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 on-premise installations, this number will be limited based on your license agreement. 
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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. 
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Tenants - Landlord  

Use this screen to change the password for the tenantôs super user. 
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MailPopper Monitor  

The iService MailPopper Monitor is used to monitor the status of the mail processor and other threads 

within the iService4 application. The mail processor runs as a Windows Service that checks tenant 

mailboxes, retrieves those messages, and gets the messages into iService appropriately. The monitor 

provides a real-time view of the status of various mailboxes including the number of messages being 

processed. 

 

Figure 5  ï The iService Mai lPopper  Moni to r  

1 ï 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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2 ï The mail popper service also controls various processing threads. These are described in more 

detail below. 

A. Processor ï After messages are retrieved and saved in the iService database, a mail 

processor thread is run to convert the raw message into an interaction. 

B. SMTP Out ï Outbound email processing (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.  

C. Mass Mailing ï The mass mailing process selects the appropriate contact based upon 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. 

D. Campaigns ï Campaigns function identically 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. 

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

sending notification messages. 
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Internet Information Service (IIS)  Configuration (For 

Active Directory option)  

If it is desired to have Active Directory used as the authentication method, you will need to configure 

IIS to support NTML. In the IIS property pages for the whole iService web site select the Directory 

Security tab. Select the Authentication and Access Control group and click Edit, then make sure 

"Enable anonymous access" is checked.  

 

Then in the property pages for the "Agent.aspx" file, that same checkbox 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 Agent.aspx file and be automatically authenticated. 

Note that Windows Integrated Authentication has to be enabled for BOTH the entire web site 

AND the Agents.aspx file, otherwise the credential, once set, will not be sent. So... In the web 

site's security, both Anonymous and Windows Integrated Authentication need to be checked. 

For the Agent.aspx file, only Windows Integrated Authentication should be checked. 
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iService  Setup Guide v5.11            

Tenant Configuration               Confidential and Proprietary  Information  24  

Browser Configuration (for Active Directory 

Authentication Option)  

 

Internet Explorer  Configuration 

 Go to Tools->Internet Options, then the Security Tab, Select "Local Intranet" and 

click "Sites" then click "Advanced" and add the site " http://yourdomain" and click 

"Close" then "OK".  

 
 Then in the Security tab, with "Local Intranet" still selected, click "Custom 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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Firefox Configuration 

 Go to "about:config", filter for "ntlm" and in the " network.automatic-ntlm-

auth.trusted-uris", enter a value for the iService website or address (or add that to 
whatever is already there with comma separator).  
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Tenant Configuration  

When a new tenant is created, it must be configured using the iService web interface.  

Tenant Summary  

Figure 6  ï The Tenant  Conf igura t ion Tabs W i th in  Admin  

Configuring a Tenant  

The tenant configuration process is split into two components: Tenant Configuration and Segment 

Configuration. Tenant level information is available to all segments and consists of Segments, 

Websites, Skills, Agents, User Types, Additional Details, Departments, and Alerts. Segment level 

information is only used within a specified segment and consists of Segment Details, Contact 

Properties, Interaction Properties, Auto Responses, Filters, Mailboxes, and Topics. 

Segments  

Segments Overview  

Segments are used to isolate business units that have unique needs or otherwise need to be managed 

independently. There are two types of segments: Standard and Informational. 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, see the Business Rules section above. 
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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: 

Name ï This is a label used throughout iService to refer to the segment. 

Parent ï Segments may be hierarchical and if a parent segment is desired, select it from the drop 

down list. 

Description ï This is a descriptive field used to more fully describe the purpose of the segment. 

Standard Segment ï If the segment is used for information only purposes (to aggregate sub-

segments or to contain custom contact properties) leave this box unchecked.  

Segment Default Topic Auto Response ï If a default auto response is selected, it will be used by all 

topics within the segment unless they have another auto response assigned. In order to have some 

topics that do not send auto responses, this value should be left blank. 

Segment Default Account Creation Message ï When a contact sends email to iService 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 experience. If a default account creation 

message is selected, it will be sent to each time a new contact is created as a result of an incoming 

message with information relating to their login.  
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Segment Default Agent Notification Message ï Agents can be configured to receive a 

notification whenever a new message is received by iService that matches their skills and 

segment access. This default notification message will be sent to any agent that is configured to 

receive such notifications.  

 

Additional information on the Segments tab options starts in the section entitled, ñSegment 

Configurationò later in this document. 
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Websites  
Websites  Overview  

The Find Answers and Ask a Question tabs of iService provide a web interface where customers 

can ask questions and search for answers within an integrated knowledge base. These questions 

and answers are associated with a topic that is unique 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 service websites can be defined.  

 

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

 
Websites Tab  

 
Figure 8  -  The W ebsi tes Tab  

1 - Website Name Panel 

The Website Name panel provides a listing of all self service websites that have been defined. 

Selecting a site from the list updates the lower panel where its details can be edited. 

 

Website Details Panel 

The website details panel lists the values for the selected self service site. These values are: 

 

2 - Name ï This is the name of the website as displayed in the list. 
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3 - Style ï A cascading style sheet (CSS) is used to define the format of the iService website used by 

agents and contacts. Most of the look and feel of the iService web site can be controlled via CSS 

(Cascading Style Sheet). The standard style sheet can be modified by a customized CSS. Once a 

custom style sheet is created it must be saved in a location where it can be loaded by your website. 

Enter the full URL string for the customized style sheet in this text box. 

The ñAlso Include Standard CSSò checkbox will cause the standard CSS to be used for all values that 

are not referenced within the custom CSS. The recommended approach is to begin with a copy of the 

standard iService style sheet (css/iservice.css) and remove all entries other than those that will be 

customized. 

4 - Segments ï The segments included within the website are selected from the Segments list. 

Multiple websites can be created with various combinations of segments. Note ï There will be no 

topics in the Find Answers tab or topics the Ask a Question tab unless the website includes at 

least one standard segment. Also, at least one of the topics in the segment must have Public 

Visibility  to appear. 

5 - Domains ï The domain represents the URL at which the website can be accessed.  

6 - Password Reset: Outbound Mailbox  ï When a user of the iService Website requests their 

password, it is sent using the mailbox selected from this list. Mailboxes are created and 

maintained from the Segments > Mailboxes tab. 

 

7 - Password Reset: Notification  ï 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 Segments > Auto Responses tab. 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 routed to the correct agents. Skills are 

assigned to topics, 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 allowed to receive any inbound message for 

all segments to which they are granted access. Keep in mind that adding a skill to a topic will prevent 

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

Types of Skills  

There are two types of skills: standard skills and interaction property skills. A 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 standard skill. Interaction property skills are based on a 

specific value for an interaction property. For instance, an interaction property named Operating 

System might have three possible values ï Windows, Mac, and Linux. If a skill is created that 

references a value 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 assigned to topics. 

The figure below shows how technical support skills may be assigned to both topics and users to 

ensure that users are allowed to receive specific types of messages but are prevented from receiving 

others. 

Figure 10 -  Ski l l  Assignment  Diagram   
Figure 9  -  Ski l l  Assignme nt  Diagram  
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The figure below shows skill assignments to limit routing of questions in Spanish through the addition 

of a Spanish-speaking CSR. To make sure that the Spanish-speaking CSR receives messages in 

Spanish and that the English-speaking CSRs receive messages in English, language skills have been 

assigned to both topics and CSRs. 

 

 
Figure 11 -  Adding Language Ski l ls  
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The Skills Tab  

 

Figure 12 -  The Ski l ls  Tab  

Creating Ski lls  

To create a new skill in the iService windows application, click the New Skill button and enter the 

following information. 

Name ï The skill name is used throughout iService as a reference to the skill. It is displayed within 

the Topics, Departments, and Agents 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 entry-level 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 assigned to topics, because they apply to 

all messages regardless of their topic.  
 

Overriding Skill Requirements  

Skills are used to determine the types of messages routed to agents. However, they can be overridden 

by a manager from the Msg Queue > Supervisor page by manually reassigning the question to any 

agent. 

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

 

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

 

Deleting Skills  

Care should be 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 Delete Skill will generate the following panel. 
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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 are ñinternalò users of iService that handle questions from contacts, populate the Find 

Answers knowledge base, and administer the iService web site. The Agents page can be accessed 

by Tenant Administrators and CRS Managers. New Agents are added by clicking the New Agent 

button.  

 
Agent Details  

 
Figure 13 -  The Agent  Detai ls  Tab  

 

 

1 ï Agent Status ï 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 completed an activity. 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 be lost when the agent is logged out by an administrator. 

 

2 ï Segment Access ï Agents must have access to at least one segment in order to answer messages 

and view contact information. Segment access is specified by checking the box for each segment to 

which they are granted access. 

 

3 ï Department Membership ï When an agent is assigned to a department, they inherit all of the 

segment access rights and skills of that department. 

 

4 ï Skills ï Skills are assigned to agents to determine the messages routed to them via the Msg Queue 

> My Queue page when the request a new message. Agents are limited to messages where their skills 

match ALL  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 Agents to answer questions from all topics, you don't have to use 

skills. 

 

5 ï Windows Domain Login Name ï iService4 supports active directory authentication. To utilize 

this feature, the agentôs domain and login name must be entered here. The name should be entered in 

the format domain\login_name. If the agent is currently logged into the domain, their authentication 

will be passed to iService and they will not have to re-login to iService.  

 

The agentôs browser must be configured to support NTLM authentication. See the IIS and Browser 

Configuration for Active Directory Authentication section below for instructions on configuring 

Active Directory Authentication. The page for auto-agent login is agent.aspx rather than the 

default.aspx web page. 

 

6 - Agent User Types 

The following user types are available. 

 

Super User ï 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 Administrators. 

 

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. 

Anonymous ï This user type allows those with no login account to see what is granted to this 

account. 

Customer ï 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 retain their 

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 

questions, but not managing other users. 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 user can access the same pages as the CSR, plus the Supervise pages 

within the Message Queue. 
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Agent Settings  

 
AGENT SETTINGS TAB  

 

Figure 14 -  The Ski l ls  Tab  

1 - Receive Notifications ï This is an optional field for each Agent. When the Receive Notification 

option is True, iService will notify this Agent via email when a new message is received by a topic 

that matches the Agentôs skills. Agents are also notified when the topic is changed for messages from 

a topic which they donôt have the required skills to a new topic in which they do have the required 

skills. 

2 - Notification Address ï 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 Out ï This option will reassign all interactions from the agentôs My 

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 ï When an agent has been inactive for this period they will be 

automatically logged out of iService.  
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5 - Login (Email) ï This is a list of email addresses and logins associated with the agent. 
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Contact Details  

 

AGENT CONTACT DETAILS TAB 

 

Figure 15 -  The Agent  Contac t  Detai ls  Tab  

The agentôs detailed properties, such as name and phone number, can be updated from the Agent > 

Contact Details page as well as the Customer Info>Contact>Details page. This is the same page as 

Customer Info > Contact > Details. 
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Agent Stock Responses  

 

 

Agents can create their own canned phrases from the My Account > Stock Responses page. 

Administrators can access the personal phrases created by agents from within the Admin Tools > 

Agents > Stock Responses page.  
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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 types from this menu. 

User Types Tab  

 

Figure 16 -  The User  Types Tab  

For a description of the common user types, see the Admin Tools > Agents section. 
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For any selected default or new user type, the administrator is able to change the default behavior 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 fields (properties) can be added to contacts and interactions. For instance, 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 

questions contain this information. These properties 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 installation 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  

 
Figure  17 -  The Addi t ional  Detai ls  Tab  

 

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

1 ï Additional Detail Name ï this is the name of the detail that will be referenced in the Contact 

Properties and Interaction Properties tab.  
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2 ï Text Box ï To add a detail to the list, enter its value in the text box and click <<Add. 

3 - Values ïThese are the values that will be presented within the propertyôs drop down menu. 

Assigning Additional Details to Contacts and Interactions  

Once the additional detail is created, you must associate it with a contact property or interaction 

property within one or more segments. This is done within the Contact Properties and Interaction 

Properties tab within segment configuration. If the detail is used within an Interaction Property, then 

you will need to associate it with a topic (Admin Tools>Segment>Topics). See those sections below 

for further details. 
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Departments  

 
Departments Overview  

Departments are used to organize groups of Agents according to common attributes, such as job 

function. Skills and Segment access can be assigned to Departments and then inherited by agents 

that are assigned to the department. 

  
The Departments Tab  

 
Figure 18 -  The Departments Tab  

 

1 - Department Name ï This is the label that is used when displaying the department in other 

screens such as the Agent screen.  

2 - Segments ï Select the segments that should be granted to any agent that is associated with 

this department. 

3 - Skills ï Select the skills that should be granted to any agent that is associated with this 

department. 

 

 

 

 

 

 



 

iService  Setup Guide v5.11            

Tenant Configuration               Confidential and Proprietary  Information  47  

Alerts  

 

Alerts may be created to monitor your iService site and take automated actions when conditions are 

met. They can be used to alert management when service levels have dropped, or can be configured to 

change the topic of messages that meet the specified conditions.  

Creating Alerts ï Step 1 (Frequency) 

 

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

1 ï Alert Name ï This is the name that appears in the Alert list. 

2 ï Frequency ï Specify the frequency with which the alert will process. For example, an alert 

with a frequency of 1 day will check for the conditions and perform the specified action once per 

day. 

3 ï Enabled - To enable the alert, check the Enabled check box. 

4 ï Conditions ï After specifying the frequency, the conditions will be selected in Step 2. 

 

Creating Alerts ï Step 2 (Conditions) 

The second step when creating an alert is to specify the conditions in which the actions will 

apply.  Clicking the Add Condition button allows an additional condition to be added via an 

AND or an OR; however, in release 4.12, the only condition is unanswered interaction, so adding 

additional conditions through this mechanism is currently not useful. 

 

 

After selecting the condition type, define the details for the condition as shown below. 
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1 ï Age ï Specify the age of the unanswered interaction that will satisfy the condition. 

2 ï In Topics ï Specify the topics to monitor for unanswered interactions. If 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. 

 

Creating Alerts ï Step 3 (Actions) 

The third step when creating an 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. 

 

Change Topic ï This will change the topic for messages that match the condition to the designated 

topic. Select the segment and desired topic. 

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

auto response is created in the Segment > Auto response page. This action must always be used with 

the Send Auto Response action. 

Send Auto Response ï This action generates the auto response sent to the selected agents. To send an 

Auto Response you must first select the action óSelect Agentsô and specify the agents that should 

receive the notice. Then add the action Send Auto Response and complete the action as shown below. 
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1 ï Segment ï Select the agent that contains the desired alert auto response template. Note that only 

Standard Segments contain mailboxes. 

2 ï Auto Response ï After the segment is selected, a list of auto responses of type Alert will be 

displayed from that segment. 

3 ï Mailbox  ï A list of mailboxes from the selected segment will be displayed. Pick the mailbox that 

should send the notification. 

4 ï Use No Reply From Address - To send the response from no-reply@domain.com (where 

domain is the domain for the selected mailbox), check the Use No Reply From Address box 

 

mailto:no-reply@domain.com
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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. 

 

Figure 19 -  Contact  Sum mar y Tab  



 

iService  Setup Guide v5.11            

Tenant Configuration               Confidential and Proprietary  Information  51  

1 ï The ñItem Nameò corresponds to the contact property name used in the Admin Tools > Segments 

> Contact Properties page. All contact properties created from all segments are available for inclusion 

on the contact summary page. 

The item labeled ñOpen Countò is a system generated display of all questions submitted by the contact 

that have not been answered. In future releases, other system generated values will be available for 

inclusion within the summary page. 

2 ï The ñShowò column presents a checkbox for each property. Clicking on the check box indicates 

the property is to be included on the summary page.  

3 ï The ñGroup Divò column describes the section of the summary page where the information will 

appear. The divisions of the page are arranged vertically in alphabetical order. Therefore, the group a-

main will appear above the group b-extra.  

4ï The ñDisplayed Labelò column contains the label that will display on the contact summary page. 

This label can be different from the item name, if desired. 

5 ï The ñOrder in Groupò column describes the order of each item inside of its Group Div. The order 

of each item is relative to other items, and therefore the actual values do not have to be sequential. The 

lowest 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. 

 

Figure 20 -  Example o f  Contac t  Summar y Af ter  Conf igura t ion  
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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. 
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Help  

 

iService comes with the ability to provide custom help files for use when using certain functional 

areas.  The current help files are for an unmodified iService installation.  However, customers can 

provide company-specific help files which could show added fields in screenshots or additional 

instructions describing the flow of processes. 

 

Figure 21 -  Help  f i le  l inks  

The files are generally taken from the PDF version of the respective manual chapter, but 

rendered in HTML for more universal viewing.  Files are located off the /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 upper-right portion of the screen, as shown here: 
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Mailing  

 

iService includes a complete outbound e-mail marketing component (iCentives
®
), which is 

accessible from the Admin Tools ï Mailing tab. Functionality includes list management, 

customizable messages with trackable URLs, campaign management, and a complete set of 

reports. For more information about outbound e-mail management, see the iCentives Mass 

Mailing User Guide. 

 

Forms  

 

You can generate custom web forms with the iService forms interface that capture customer 

questions, import contact information, 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 calculated target response 

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 Tools ï Service Level page. Service levels are 

created in the service level tab, and are assigned to each segment from the Segment ï Details tab and 

the Segment ï Topics tab. 

 

Service levels can be created based upon interaction or contact property values. Or, they can be 

created with no properties specified as shown in the example above. Service levels are assigned to 

incoming questions in one of four ways. 
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1. Default Segment Service Level ï Each segment can have a default service level set on the 

Admin Tools ï Segment ï Details page. This type of service level typically does not include any 

property values. 

2. Topic Service Level ï 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 Level - you might 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 Property Service 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 whose value is 

platinum might get the shorter response target. 

Segment Default  
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Service Levels in Topics  
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Service Levels for Contact Property  

 
 
Service Levels for Interaction Property  
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SMTP Out  

 

When you send messages from iService, either through the user interface 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 Tools ï SMTP out tab.  

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

next delivery attempt. 

 

Clicking the modify link will expand the selected message with options for delaying to the next 

delivery attempt by one hour, one day, or permanently (see below).  
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Segment Configuration  

A tenant is comprised of one or more Segments that contain contacts and accepts incoming requests 

for assistance. Segments are configured by Administrator Users using the iService web interface. 

Segment information consists of Segment Details, Contact Properties, Notifications, Filters,  

Mailboxes, and Topics.  

Segment  Summary  

 

 
Figure 22 -  Segment  Detai ls  Tab ï Non-Standard Segment  
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Figure 23 -  Segment  Detai ls  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, different topic for their 

knowledge base and message queues, etc. However, since Segment Contact Properties can be made 

private they can also be used to provide access control over sensitive details for Agents. There are a 

number of business rules that are specific to Segments, which are described within the Business Rules 

section above. 

1 - Name ï This is the name used to reference the Segment. It is the name listed in the Segment List 

and is a reference name only. 

2 - Description ï This is a description for the Segment that is not used outside of the Segments page. 

3 - Parent Segment ï 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 Segment ï Standard segments contain mailboxes to accept incoming mail and have 

their own topic tree for queuing messages. If the Standard Segment box is not checked, the segment 

will be considered informational only and will be used to define additional contact and organizational 

details only. 

5 ï Segment Default Topic Auto Response ï If an auto response is selected, it will be used as the 

default for all topics in the segment that ïDefault Auto Responseï selected. 



 

iService  Setup Guide v5.11            

Segment Configuration                Confidential and Proprietary  Information  61  

6 ï Segment Default Contact Creation Message ï If a contact creation auto response is selected, it 

will be used to notify all new contacts created that an account has been created for them. 

7 ï Segment Default Agent Notification Message - The 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 organizations. 

These details will be displayed in the Contacts and Organization pages of iService following the 

details of the Global segment.  

Creating Contact Pr operties  

 

Figure 24 -  The Contact  Propert i es Tab  

To create a new contact property, click New Contact Property and enter a name for the new property. 

Then complete the following information. 
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1 - Property Name ï This name will be the label 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. 

2 ï Value Type - Select the type of detail that should be associated with this new property. If the 

property will be a list selection, choose that list from the drop down menu. These lists are created at 

the Tenant level within the Additional Details tab. See Tenant Configuration for additional 

information about creating lists. If the property will contain free form text, just select Text. 

3 - Shared Property ï 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 only agents that have explicit access to this segment will see these values within the 

contact and organization details.  

4 ï Multi -Line Values ï A multi-line property generates a text box in which multiple lines of text 

may be entered. 

5 ï Allow Multiple Values  ï 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. 

6 ï Has Descriptions ï 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 additional detail would be selected in item 7 ï 

Value Description Type. The list of Additional Details is enabled in item 7 when the Has Description 

box is checked.  

7 ï Value Description Type ï This is a list of additional details created in Admin Tools > Additional 

Details. The list will be used as the description for the Multiple Value property. 

8 ï Contact Viewable ï If the property is contact viewable, it will be displayed to the contact in their 

My Account page. 

9 ï Contact Editable ï If the property is contact editable, it can be edited by the contact in their My 

Account page. This value is only available when the Contact Viewable option is selected. 

10 ï Agent Settings ï If the property is an agent setting, it will display within the Admin Tools  > 

Agents > Agent Settings page. Note ï 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 searchable from the Customer Info > Search 

page. 

11 ï Tenant Default Value ï This value is used for agent settings only. It should be left blank in most 

cases. 

Deleting Contact Properties  
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Care should be taken when deleting contact properties. Any contacts that have this value 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. 

 

1 ï Number of contacts with property ï 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. 

2 ï Contact properties that use this property ï It is possible 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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3 ï Interaction properties that use this property ï 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  

Interaction properties provide the ability to append custom details to your interactions.  

 

Figure 25 -  The In terac t ion  Propert i es Tab  

1 - Property Name ï This name will be the label that is displayed within the Topics page.  

2 ï Value Type - Select the type of detail that should be associated with this new property. If the 

property will be a list selection, choose that list from the drop down menu. These lists are created at 

the Tenant level within the Additional Details tab. See Tenant Configuration for additional 

information about creating lists. If the property will contain free form text, just select Text. 

3 ï Is Find Answers Property ï This determines if the property being configured will appear in the 

Find Answers page.  As a rule, relatively few user-created fields would need to be shown in Find 

Answers. For the three properties shown in the above picture, none would have this checked. 
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4 ï Is Question Property (Not Answer) ï If the property will be requested when the question 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 the agents within the Message Queue page. 

5 - Shared Property ï 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 only agents that have explicit access to this segment will see these values within the 

contact and organization details.  

6 ï Multi -Line Values ï A multi-line property generates a text box in which multiple lines of text 

may be entered. 

7 ï Allow Multiple Values  ï 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. 

8 ï Has Descriptions ï 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 additional detail would be selected in item 7 ï 

Value Description Type. The list of Additional Details is enabled in item 7 when the Has Description 

box is checked.  

9 ï Value Description Type ï This is a list of additional details created in Admin Tools > Additional 

Details. The list will be used as the description for the Multiple Value property. 

10 ï Customer Viewable ï If the property is customer viewable, it will be displayed to the contact in 

their My Account page. 

11 ï Customer Editable ï If the property is customer editable, it can be edited by the contact in their 

My Account page. 
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Auto  Responses  

 

Figure 26 -  The Auto  Responses Tab  

Auto response (notification) messages are templates used to send notices to contacts and agents. There 

are six types of notification messages: Contact Creation, Message Acknowledgement, Agent 

Notification, Password Reset, Secure Notification, and Alerts.  The fields common to all auto 

responses are as follows. 
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1 ï Response Name ï This is the reference name displayed throughout iService. It is only viewed by 

iService Agents. 

2 ï Description ï The description is used to describe the purpose of the response, and is only 

displayed in the Auto Response page. 

3 ï Subject ï The subject used used as the subject for email sent to the recipient of the auto response. 

For some message, such as message acknowledgment, a reference number will be appended to the 

subject automatically. 

4a and 4b ï Response body ï This is the body of the auto response message sent to the recipient. It 

may contain the variables that will be automatically populated when iService composes the message. 

The variables available vary by auto response type, and are listed below in the Using Variables in 

Auto Responses section below. Auto responses are sent in multipart format, so you can create a text 

and html version of the response. Plain HTML messages are not recommended, but plain text 

messages are common. 

5 ï Use No-Reply from address ï When checked, the auto response will be sent using a reply 

address of no-reply@domain.com.  The domain used will be the domain for the mailbox that would 

normally be used. 

6 ï Auto Response Type ï There are six types of Auto Response messages. The purpose and use of 

each is described below. 

Contact Creation ï This notification is sent as a response the first time an email is received 

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 a Question interface. The auto response is 

also useful to promote usage of the iService knowledge base. Although 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 the Admin Tools > Segment > Details page. If you 

donôt want your customers to view the iService interface, set the default contact creation auto 

response to ïnone- within the Admin Tools > Segments > Details page. 

Message Acknowledgement ï Message Acknowledgements are automatically sent to the 

contact each time an inquiry is received by a topic that has the auto response assigned. The 

acknowledgement informs the contact that their message has been received, and can contain 

information specific to the topic that might answer the contacts question. These 

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 agent has all of the skills and segments required to answer the 

question that was received. Although 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 Tools > 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. These notifications 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 $Forward URL$ variable to appear in the Message 

Queue forward list.  

Password Reset ï When a contact forgets their password they can request a reminder from the 

iService web site. The reminder will be sent using the Password Reset auto response. 

Although multiple 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 Notification ï When agents respond to contact questions with sensitive information, 

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 login to read the message from an encrypted 

page. These auto response templates can be accessed from the Message Queue pageôs SEND 

button when agents compose their response. 

Alert ï iService provides an Alerts system to monitor system status and can generate notices 

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 be used within your auto response message. Variables within Message 

Acknowledgements are obtained from the message to which the auto response is sent. Variables must 

be enclosed within brackets (e.g., <Name>) or the dollar symbol ($Name$). When constructing 

HTML responses, the $ symbol is more convenient because variables within brackets will not display 

within most HTML editors. 

 

Variable Name Description 
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Name; First Name; Last 

Name (always the 

ñcustomerôsò 

information)  

Recipient's full/first/last name, 

if known; otherwise, recipient's 

email address. Note ï this is 

always the contactôs name that 

sent the message. 

X X X X X  

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 email, the 

date/time it was sent; for Ask a 

Question, the date/time it was 

asked. 

X X X X X X 

Today Today's date, in the form 

Sunday, May 12, 2002. 
X X X X X X 

Original Subject; 

Original Body 

The subject/body of the original 

message. 
X X X X X X 

Forward URL  

(populated only when 

sent from Forward 

External within the web 

interface by an agent) 

This is the URL where external 

agents answer a forwarded 

message. It must be included in 

the Agent Notification used 

when forwarding messages to 

external agents. 

  X    

ForwardingAgentName This is the name of the agent 

that forwarded the interaction. 
  X    

ForwardingAgentEmail This is the email address of the 

forwarding agent. 
  X    

ForwardingAgentPrivat

eComments 

These are the notes entered 

into the Unsent Response 

Private Comments panel by 

the agent prior to forwarding 

to the external agent. 

  X    

Forward GUID  Displays the GUID required to 

access an interaction from the 

external answer page. This is 

used only within agent 

notification auto responses sent 

by the mail popper. 

  X    

NotifyResponseID 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 identify 

the notification interaction and 

enables the mail processor to 

connect the agent reply to the 

  X    
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original interaction, since the 

notification interaction ID is not 

part of the subject line.  This 

can be used within a Forward to 

External Agent or Agent 

Notification on receipt of new 

messages. 

NOTE ï do not set the No-

Reply option for auto responses 

that are used for accepting 

email responses from agents. 

Otherwise, the message will not 

be delivered to iService. 

NotifyResponseBody This is where the quoted 

question appears and where the 

agent enters their answer.  It 

includes a special start and end 

markers which must not be 

corrupted by the agent in his 

reply. This can be used within a 

Forward to External Agent or 

Agent Notification on receipt of 

new messages. 

NOTE ï do not set the No-

Reply option for auto responses 

that are used for accepting 

email responses from agents. 

Otherwise, the message will not 

be delivered to iService. 

  X    

Password Displays the userôs password 

necessary to log into the 

iService interface. 

X      

Reset URL The URL at which the recipient 

must change their password. It 

has the full URL to the reset 

confirmation page and is 

generated by the web front end 

web site (not the web service 

back end) and actually has 

<Reset GUID> embedded into 

it.  Note ï there is a space 

between the word Reset and 

   X   



 

iService  Setup Guide v5.11            

Segment Configuration                Confidential and Proprietary  Information  73  

URL. 

Reset GUID The GUID of the user to whom 

the password reset was sent. 

This would probably never be 

used directly by an 

administrator in the auto 

response. Note ï there is a 

space between the word Reset 

and GUID. 

   X   

Reset IP The IP address of the user to 

whom the password reset was 

sent. Reset IP is optional but 

can be useful for the user to 

investigate if someone else is 

trying to hijack their account. 

Note ï there is a space between 

the word Reset and IP. 

   X   

AlertName This will return the name of the 

Alert. 
     X 

AlertCount  This will return the total 

number of items included in the 

alert. 

     X 

<AlertItems> (.*) 

<AlertItemsEnd> 

 

This is similar to a /Body tag 

within HTML. All  AlertItem 

tags must be embedded within 

these tags. You must replace (*) 

with the actual tags listed 

below. 

     X 

AlertItemID  This is the ID of the interaction 

included within the detailed 

listing section of the alert.  

     X 

AlertItemAgent  This is the Agent assigned to 

the interaction included within 

the detailed listing section of 

the alert. 

     X 

AlertItemName This is the name of the contact 

for the interaction included 

within the detailed listing 

     X 
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section of the alert (if known). 

AlertItemE mail This is the email address of the 

contact for the interaction 

included within the detailed 

listing section of the alert. 

     X 

AlertItemSubject This is the subject of the 

interaction included within the 

detailed listing section of the 

alert. 

     X 

 

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 to ïSegment Default-- when deleted. Deleting auto responses is a two step 

process: Evaluate the impact of deleting and then confirm deletion. 

Clicking Delete Auto Response will generate the following panel. 

 
























