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System Overview

iService® is designed to connect customers with service representatives 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 age of message, the importance of each message, and the agent’s skills. The centralized
database provides an enterprise view of all customer interactions, including telephone calls if call
notes 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.

Contact Management

iService includes the ability to manage all of your interactions with contacts. Every email interaction
is automatically archived within the system, and call notes can be added to provide a complete view of
your interactions with the contact. Contacts can be associated with organizations, which provide an
effective way to view all of your contacts within an organization.

Question Routing

One of the key elements of iService is its ability to route incoming emails and agent created tickets
using a skills-based routing approach. This routing process is customizable, but the default
configuration is shown below.
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Figure 1 — iService Routing Concepts
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Logging Into iService - iService Screen Layout

Open a web browser and type in the address for your iService server. Once connected, you will
see a login screen, shown below. This login screen will also appear on all iService pages if you
have yet to log in.

. - G
:l service”

BB FIND ANSWERS 7) ASK A QUESTION

Login Email Address: Password: forgot password »

E‘gj LOGIN
Register new account »

Figure 2 - Initial iService Login Screen

Once authenticated, various tabs are displayed, depending on the user’s access authority. For
standard users, the default page is the Message Queue and the display should look like this:

- = ®
Jservice

J -..‘.CUSI'OMER INFO ||=§ MESSAGE QUEUE .I FIND ANSWERS "?) ASK A QUESTION e MY ACCOUNT

Hello, s1ltopiclesr@1tolservice.com! (Logout)

Figure 3 - Basic iService Tabs

The five basic tabs shown are Customer Info, Message Queue, Find Answers, Ask A
Question and My Account. These tabs are explained in the following pages.
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The Customer Info Tab

CUSTOMER INFO |r—§ MESSAGE QUEUE A FIND ANSWERS P ASKAQUESTION () MY ACCOUNT

Hello, s1topiclesr@ltolservice.com! (Logout)

Contact | | Search HeIpL
Advanced Search
SEARCH WHERE: IN FIELD: SEARCH FOR:
anywhere ~  —All— A

Add Field

SEARCH |@

Figure 4 - Customer Info Tab (Showing Search)

The Customer Info section of iService provides a detailed view of each contact within the
system. In addition to contact information (name, address, email address, phone numbers, etc.),
the details of every interaction with the contact are maintained within this tab. The Customer
Info tab includes two sub-tabs: Search and Contacts.

Finding A Contact — The Search Tab
(Customer Info -> Search)

CUSTOMER INFO

IE MESSAGE QUEUE

A FiND ANSWERS ?) ASKAQUESTION (& MY ACCOUNT

Hello, s1topiclcsr@ltolservice.com! (Logout)

Contact || Search

Help

SEARCH WHERE:

Advanced Search

IN FIELD:

SEARCH FOR:

anywhere

-

- All-—-

-

Add Field

Add Field Button

SEARCH @

The first step in viewing the details of a contact is to locate it within the iService database. The
search tab consists of a single option called Advanced Search. This search allows for single or
multiple criteria for making queries of the database.

There are three drop-down boxes which can be configured for searching for records. They are
Search Where, In Field, and Search For.

Search Where Options - This drop-down box allows the user to target how a match is made
while searching. The default is ‘anywhere’ within a field.

The Customer Info Tab 7
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The following options are available:

Anywhere- This parameter will look for a match on the search term anyplace within the field. For
instance, the search term ‘ab’ will return a match for ‘absolute’ and ‘fabulous.’

Start— the start parameter will only look for matches at the beginning of the value. For instance, the
search term ‘ab’ will return a match for ‘absolute’ but will not return ‘fabulous.’

End- The end parameter will only look for matches at the end of the value. For instance, the search
term “ute’ will return a match for ‘absolute’ and ‘salute.’

Entire— The entire parameter requires an exact match on the full term. For instance, the search term
‘absolut’ will not return a match for ‘absolute.’

In Field Options - This drop-down box shows all of the fields within the contact details tab which are
searchable. To limit the search to a specific field, select it from the In Field drop down menu. The
default is ‘All.’

Many fields may be listed, but fields which all databases will have are shown below.
All - The All field will search all contact properties and logins.

ID - The ID field will search for a specific contact ID. It expects an integer value in the Search For
field.

Login- The Login field will search within the contacts’ logins field.

Segment Membershif he Segment Membership field will limit a search to contacts within the
matching segment name. This would be used most often when searching using multiple fields.

Search For Options - This field allows the user to enter an alpha-numeric value which the database
will match against. This field supports a wildcard option only by leaving it blank, which causes it to
return all records of the type denoted by the other fields.
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If only one field is to be searched, click on the Search button. Should additional search criteria be
desired to either narrow or expand the final result set, click on Add Field and enter the additional
search criteria there.

||=E messAGE QUEUE [l FIND ANSWERS P ASKAQUESTION (&) MY ACCOUNT

Hello, s1topiclcsr@ltolservice.com! (Logout)
Contact || Search Help

Advanced Search

SEARCH WHERE: N FIELD: SEAR

o
T

anywhere ~ - All- A
Remave Field

tnd -w—  Toggles "AND" or "OR"

anywhere »  —-All—- A
Add Field | Remove Field

SEARCH |@

Figure 5 - Entering Multiple Search Criteria

Once you choose to have more than one simultaneous criterion in your search, you will be asked to
choose an Operation. The operations are either ‘and’ or ‘or,” with the default being ‘or.” ‘And’ will
return all results meeting all criteria for all fields, usually making a smaller result set than any field
criteria would have individually provided. ‘Or’ returns results that meet each criterion on their own,
as one complete group, providing larger result sets than any criteria given alone. Once all the search
criteria have been entered, click Search to execute the query. Click on Remove Field to remove a
field.

Search results are displayed in a panel below the search query. Clicking on the Name field will
open the contact’s details within the Contact tab as shown below.

The name field is a hyperlink to contact details Page: 1

Company Address Phone Mumber

Customer customerz2-s@1ltolservice.com

Customer customer3-s@1tolservice.com

Customer customerd-s@1ltolservice.com

Customer customer3-s@1tolservice.com

Customer customerg-s@ltolservice.com

S mm bW

Customer customer7-s@1tolservice.com

8, Customer customerg8-s@1ltolservice.com

S, Customer customer3-s@1tolservice.com

Figure 6 - Understanding Search Results

Column headings denoting basic fields such as Name, Email, and the like (as shown above) can be
clicked on to sort the result records alphabetically by that field. Clicking on one of the blue items in
the name field will bring up the contact information for that contact.
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Search results are limited to the access permissions, based on segments granted to the agent. Since a
contact may be in more than one segment, the agent is only required to have access to one of the
segments associated with the contact to view their basic contact information and any segments the
agent has access to. However, additional segment level contact properties (credit card number, etc.)
that were created for the contact can only be viewed if the agent has access rights to that particular
segment.

Adding A Contact — The Contact Tab
(Customer Info -> Contact)

The Contact tab provides detailed information about the selected contact, as well as tabs for viewing
interaction history and creating notes, emails, and tickets for the contact.

The initial Contact tab screen is shown below.

||=E messaGe QUEUE [l FIND ANSWERS P ASKAQUESTION £ MY ACCOUNT

Hello, s1topiclcsr@ltolservice.com! (Logout)

Contact || Search Help

Create a new contact or select a contact from Search. ADD CONTACT | &=

Figure 7 - Initial Contact Tab Screen

To add a new contact, click on the Add Contact button in the upper right side of the screen. By
default, the new contact will have the same Segment Membership as the agent creating the
contact. After entering the relevant details click the Save button to save the contact.
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Contact Overview — The Summary Tab
(Customer Info -> [Contact (Click Add Contact) or Search and select a record] -> Details)

||=§ MESSAGE QUEUE BR FinD ANSWERS P ASKAQUESTION {3 MY ACCOUNT

Hello, John x. Doe! (Logout)

Contact || Search I_He|p
|
ADD CONTACT |
John x. Doe — =
Summary || Details | | Subsaiptions || History | | Agent Email || Create Note || Create Ticet
Contact Summary Information Contact Status Information
Name: Unresolved Questions:
John x. Doe hone

Organization:
One-to-One

Email/lLogin:
s1topicicsr@1to1service.com

Phone Number:

Home: 555-1212

Other Contact Information

Address:
Home: PO Box 5555 Champaign, IL 61826

Title: GSR  Contact Type: Agent

Figure 8 - The Summary Tab
The Summary tab proves a quick place to review critical information about a contact or agent that
otherwise requires viewing multiple tabs.

The default view shows:

Full Name — The name assigned in the system.

Email Addresses — The one or multiple email addresses this contact is known to use.

Unresolved Questions — The requests submitted and pending answers from an agent.

Phone Number, Company, and Title are optional and are used to hold their respective data.

The layout and content of this page can be customized by your iService administrator.
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Adding, Viewing or Changing Contact Details — The Details Tab
(Customer Info -> [Contact (Click Add Contact) or Search and select a record] -> Details)

Contact || Search Help
ADD CONTACT |=¢
John x. Doe
Summary || Details || Subsoriptions | | History || Agent Email || Create Mote || Create Ticket
Global Segment Membership:
FirstName Jaohn Customer Agent M seantest i
Middle Initial x Tvpe .. segmentt
Compan COne-to-One
LastMame Doe ] bT?tI ! CSR . seament
ob Title
Phone Home = 555-1212 _ : .
Login  sltopiclcsr@1tolservice.com
Address Home * BO Box 5555 (Email)
Champaign, IL 61826
Segment1
cctype AmEx additional
S detail 6 8
additional
additional detail 7 2 Z
BT additional
additional detail 8
detail 2 additional
additional detail 9
detail 3 additional
additional detail 10
det?'! 4 Text Special note
additional
detail 5

Figure 9 - Contact Details Screen

The Details tab lists all of the details for the contact, which includes standard contact information and
custom properties defined for each segment. This tab is comprised of two main areas: Global (certain
basic contact details) and Segment (custom contact properties created for the segment). In the figure
above, the four areas of note are:

Global Segmeribetails— This information is standard within iService and is available to any agent
that has access to one of the contacts segments. All of these properties are shared.

Additional Segmeridetails— In this example, there are two additional segments defined that have
additional contact properties. These properties are defined by your iService Administrator and can be
in a variety of formats. Agents will see all properties within segments to which they have been granted
segment access by their administrator. They will also see any properties that were designated as
shared by the administrator.
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Segment MembershifEach contact must be a member of at least one segment. This section allows
the agent to specify the segments with which the contact is associated. When a new contact is created,
the contact is added as a member of the same segments that the agent is a member of. NOTE:
Segment membership is simply an indication of the segments that are relevant to the contact. This
membership does NOT provide segment access to agents. Segment access is defined separately within
Admin Tools > Agents by the iService administrator.

Adding Contact Details
To add, remove, or update information, simply click in the field and change the information. When
completed, click the Save button in the bottom left portion of the screen.

Viewing Past Contact Interactions — The History Tab
(Customer Info -> Search (Select a record) -> History)

Hello, sitopiclcsr@1tolservice.com! (Logouf)

Contact || Search Help

ADD CONTACT | =

Customer 1
Summary || Details || Subswiptions || History || Agent Email || Create Note || Create Tidet
Page: 1
Subject Type Date
[ [ref#: 45-45] Test11 Customer Email 21412007 12:07-.42 AM
[ [ref#: 16-16] Test41 Customer Email 21412007 12:07:42 AM
[ [ref#: 1-1] Test1 Customer Email 21412007 12:07-.42 AM

Figure 10 - Collapsed History of Cases

The History tab provides a summary of all interactions that have been recorded for the contact. This
includes all email correspondence via the iService system and any additional notes entered by agents.
The figure above shows the history for a contact with three cases. Each case has a unique reference
number shown at the beginning of the case subject.

An interaction thread (sometimes referred to as a Case) can begin with an incoming email from the
contact, a question submitted by the contact via the Ask a Question page, or an interaction entered by
an agent (Agent Email, Create Note, or Create Ticket). Each of these interaction threads shown
above began with an incoming customer email from the contact (shown in the Type column). The
original message subject, type of interaction, and date of the interaction that began the thread are
shown. Clicking the “+’ in front of each case expands the details and shows the full history of the
interaction, including any agent responses, auto responses, and notes entered.
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CUSTOMER INFO ||=§ MEsSAGE QUEUE [l FIND ANSWERS

Hello, s1topiclcsr@1tolservice.com! (Logout)

Contact || Search

P ASK A QUESTION

&3 MY ACCOUNT

Help

ADD CONTACT |'-r'

Customer 1
Summary || Details | | Subsciptions | | History || Agent Email || Create Mote | | Create Tidket
Page: 1
Subject Type Date
[ [refi#: 45-45] Test11 Newsst First
[5] [reff# 45-45] Test11 Customer Email 21412007 12:07-42 AM

Body of message for Testll Sent to Email Address
sltopic3@ltolservice.com

Take Action: Agent Email — Create Mote — Create Ticket Show Audit
[ Autoresponse: [refi#: 45-45] Test11 Auto Response 21412007 12:07-42 AM
[ Re: [ref#: 45-135] Test11 Agent Response AMTI2009 3:26:54 PM
[ [ref#: 16-16] Testd1 Customer Email 21412007 12:07-42 AM
] [ref#: 1-1] Test1 Newest First
[ [ref# 1-1] Test1 Customer Email 21412007 12:07:42 AM
Body of message for Testl Sent to Email Address sltopicl@ltolservice.
com
Take Action: Agent Email — Create Mote — Create Ticket Show Audit
[ iSernviceAssistant Account Created Contact Creation 21412007 12:07:42 AM
[ Autoresponse: [ref# 1-1] Test Auto Response 21412007 12:07-42 AM
[ Re: [ref#: 1-107] Test1 Agent Response AMTI2009 3:24:.02 PM

Reference Number: 45

From: customer!@ltolsenice.com
Segment Name: Segmenti

Topic Name: 51topic3

Operator Name:
sTtopic123csr@1to1service.com
Status: Resolved

Attachments:
Original Message.eml

Message Properties:

Edit Properties

Reference Number: 1

From: customer!@ltolsenice.com
Segment Name: Segmenti

Topic Name: S1topict

Operator Name:
sTtopicicsr@ltolsemnice.com
Status: Resolved

Attachments:

Criginal Message.eml

Message Properties:

Edit Properties

Figure 11 - Expanding Contact History

In the figure above, the history is expanded to show its details. The top interaction thread began with
an incoming email from the contact, and an auto response was sent back.

Each item within the history can be further expanded to view its details, as shown below.
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Search Help
Customer 1 ADD CONTACT |=¢
Summ Detail ubsoripti Agent Email Create Mote Create Tidet
Page: 1

Subject Type Date

[ [refi# 45-45] Test11 Customer Email 21412007 120742 AM

[ [ref# 16-16] Testd1 Customer Email 21412007 120742 AM

[ [ref# 1-1] Test Newsst First

[ [ref#: 1-1] Testd Customer Email 21412007 120742 AM

Body of message for Testl Sent to Email Address Reference Number: 1
zltopicl@ltolservice. From: customer1@ito1senice.com
com Segment Name: Segment1

Topic Name: S 1topic1

Operator Name:
s1topicicsr@1tol1senice.com

Status: Resolved

Attachments:
Criginal Message.eml

Message Properties:

Edit Properties
Take Action: Agent Email — Create Mote — Create Ticket Show Audit g
=] iSenviceAssistant Account Created Contact Creation 214/2007 12:07:42 AM
Thanks for sending an email. &n account has been created for - Referance Number: 2
vou. To: customer1@lto1service.com

Your login info is: E Segment Name: Segment1
user: customerl@ltolservice.com Topic Name: s 1topici

password: svtof
.................... Status: Resolved

Message Properties:

Edit Properties
Take Action: Agent Email — Create Mote — Create Ticket Show Audit
[ Autoresponse: [refi#: 1-1] Test1 Auto Response 21472007 120742 AM
& Re: [refi#: 1-107] Test1 Agent Response 41712009 3:24:02 PM
Public answer to customer 1 - Referance Number: 107
To: customer1@lto1service.com
Cn 2/4/2007 12:07:43 AM, Customer 1 <customerl@ltolservice.com> |- Segment Name: Segment1
wrote: Topic Name: S 1topic1
> Body of message for Testl Sent to Email Address
zltopicl@ltolservice. - =L o

s1topicicsri@1to1senice.com

Agent Motes: Status: Resolved

Private answer to customer 1. -
Message Properties:

Billable
True
Billable Minutes

Edit Properties
Take Action: Agent Email — Create Mote — Create Ticket Show Audit

Figure 12 - Viewing Messages In Contact History - Expanded Message Details

The details of the incoming message are shown in the figure above. There are three areas within this
message detail: The original body, message properties (the area on the right), and an action line
(‘Take Action”). The original message body is read-only and cannot be modified by agents. The
message properties panel shown to the right, displays details about the message, including any custom
interaction properties defined for this topic.

The Take Action row provides an opportunity to directly act on the message without leaving the
history view. If the message is assigned to the agbeibgent can complete their answer by clicking
on the Answer link. The Agent Email, Create Note, and Create Ticket links are always available
within the History view (for information on using those links, see the corresponding sections below).
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All actions taken from inside the History sub-tab will be directly linked into the selected thread.
When these same actions (Agent Email, Create Note, and Create Ticket are selected from outside
of the History tab, they will create a new interaction thread.

-

1ello, s1topiclcsr@ltolservice.com! (Logout)
Contact || Search Help
CUStOmer 1 ADD CONTACT |==
Summary || Details || Subswiptions | | History || Agent Email || Create Note || Create Tidet
Page: 1
Subject Type Date
[ [ref#: 45-45] Test11 Customer Email 21412007 12:07-42 AM
[ [ref#: 16-16] Test41 Customer Email 21412007 12:07-42 AM
[ [ref# 1-1] Test1 Newest First
[ [ref# 1-1] Test Customer Email 21412007 12:07-42 AM
[ iSenviceAssistant Account Created Contact Creation 21412007 12:07:42 AM
[ Autoresponse: [ref 1-1] Test1 Auto Response 21412007 12:07-42 AM
5] Re: [ref#: 1-107] Test1 Agent Response 41712000 3:24:.02 PM
Public answer to customer 1 - Reference Number: 107

To: customeri@itolservice.com
Segment Name: Segment1

<customerl@ltolservice.com> wWrote:

Topic Name: S1topic1
» Body of message for Testl Sent to Email Address —

Operator Name: S1topiclcsr@1to1service.com

On 2/4/2007 12:07:43 AM, Customer 1 ‘

sltopicl@ltolservice. -
Status: Resolved

Agent Motes:

- Message Properties:

Private answer to customer 1. .
Billable
True -
Billable Minutes
1

Save Cancel
Take Action: Agent Email — Create Mote — Create Ticket Show Audit

Figure 13 - Editing "Message Properties"

The Message Properties area shows information related to that specific transaction in the database
and allows individuals with the proper authority to change specific editable properties, as set up in
iService. In the case of the above example, once Edit Properties was clicked, the field, Billable
Minutes showed up, to allow a change to whatever billable time was finally agreed upon. This is
useful for assuring records show information which might not have been available at the time of the
transaction. After any changes, click on Save to keep the changes and Cancel to leave the records
message properties unchanged.

The Show Audit link will provide a detailed summary of the actions taken on the interaction, such as
when it was assigned to an agent, actions taken by the assigned agent, etc. Clicking this link will
reveal the following audit trail details.
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MIRCIVIINEEN [ messace QuEUE [l FIND ANSWERS P ASKAQUESTION ¢ MY ACCOUNT

Hello, s1topiclcsr@ltolservice.com! (Logouf)

Contact || Search |—He|p

ADD CONTACT |'-r'

Customer 1
Summary || Details | | Subsoriptions | | History || Agent Email | Create Mote | | Create Ticet
Page: 1
Subject Type Date
[ [ref#: 45-45] Test11 Customer Email 21412007 12:07-42 AM
[ [ref#: 16-16] Test41 Customer Email 21412007 12:07-42 AM
=] [ref#: 1-1] Test1 Newest First
[ [ref#: 1-1] Test1 Customer Email 21412007 12:07-42 AM
[ iSenviceAssistant Account Created Contact Creation 21412007 12:07:42 AM
[ Autaresponse: [ref# 1-1] Test1 Auto Response 21412007 12:07-42 AM
5] Re: [ref#: 1-107] Test Agent Response 41712009 3:24:.02 PM
Public answer to customer 1 o Reference Number: 107
To: customer1@ltolsenice.com
On 2/4/2007 12:07:43 AM, Customer 1 <customerl@ltolservice.com> Segment Name: Segment!
wrote: Topic Name: S1topicl
» Body of message for Testl Sent to Email Address
sltopicl@ltolservice. - Operator Name:

sttopiclcsr@tolsenice.com
Agent Notes: status: Resolved
Private answer to customer 1.

Message Properties:

Billable
|True v|

Take Action: Agent Email — Create Note — Create Ticket Billable Minutes
Time Modifier Status Action Assigned Tdgdide Audit |‘| |
To Edit Properties

4M17/2009 3:24:02 PM  s1topiclcsr@ltolsenvice.com Unsent Contact 2 = Segment1

Mass Update 1 — All Topics

-=Send — s1topic

Response -=

Interaction 1-=

Update

Response -=

Create
41712009 3:24:02 PM  s1topiclcsr@ltolsenice.com Sent  Contact2 = Segmentt

Mass Update 1 — All Topics

-=Send — s1topici

Response -=

Interaction 1-=

Update

Response 107

Figure 14 - Detailed Audit Trail Of A Contact's Interactions
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Sending An Email To A Contact — The Agent Email Tab
(Customer Info -> Search (Select a record) -> Agent Email)

Agents can send messages to contacts via the Agent Email tab. Such messages are simply outbound
email sent from iService site to the contact and are not in response to open or pending questions. As
such, they will appear in History as a separate occasion of contact rather than as a part of an existing
thread. The Agent Email function is not intended to answer pending questions that are waiting for an
answer. Those questions are assigned to agents and answered from the Message Queue tab.

Help

ADD CONTACT |==
Customer 1

I Detail ubsoripticons Hi: Create Tidet

Choose Segment:

A SEND |w .. Segmentl ~
X - Choose Topic:

To: customerl@tolservice com - -

All Topics
cC:
BCC:
Subject:

Aftach a file — Maximum 10 MB upload at one time.
~/'STOCK RESPONSES | ¥

Dear Customer,

We appreciate your continued business
Regards,

Scott
Customer Service Manager

@, Private Comments

Properties

Segment1

Billable - | Billable
Minutes

I noticed you had a problem with one of our products and I would like
to apologize. I've attached a coupon for use at our store.

Figure 15 - "Agent Email" Example

The Customer Info Tab
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Steps used to create an Agent Email:

1.

2.

ok~

Pick the appropriate segment the contact should be referenced within, via Choose
Segment.

Pick the topic, via Choose Topic (pressing the All Topics button beneath it), that will
reference the nature of the contact’s email.

Enter the subject, the message body, and add any attachments which the contact may
need. If the Stock Responses drop-down has a needed answer, select it and then click on
the insert button to insert it where the cursor is located.

If a private note for future reference is needed, add it in the Private Comments area.

If a response should be expected, click on Expect Customer Reply under the send drop-
down. If a secure message is to be sent, and the iService Administrator has properly
configured the option, optionally choose Send Secure. If no options are needed, simply
press the send button to send the email.
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Creating A Note — The Create Note Tab
(Customer Info -> Search (Select a record) -> Create Note)

Notes are comments entered by an agent about the contact. They can be the documentation for a call
from the contact, or any other comment that would be helpful when dealing with the contact in the
future.

||=E messaGE QUEUE [l FIND ANSWERS 7) ASKAQUESTION & MY ACCOUNT

Hello, sitopiclcsr@1tolservice.com! (Logout)

Contact || Search m
l
ADD CONTACT |==
Customer 1 — ==
Summary | | Details | | Subsoriptions | | History || Agent Email || Create Note || Create Ticket
~ (a3 Choose Segment:
(=] PRIVATE NOTE | v PUELIC NOTE ..Segmenﬂ -
Subject: Choose Topic:

Aftach a file — Maximum 10 MB upload at one time.

—_ T
i 7'ST0CK RESPONSES | ¥

Q‘ Private Comments

Figure 16 - "Create Note" Example

Steps used to create a note:

1. Pick the segment associated with the Note via Choose Segment.

2. Pick the topic associated with the Note via Choose Topic (click the All Topics button).

3. Enter the subject, the message body, and add any attachments which the contact may
need. If the Stock Responses drop-down has a needed answer, select it and then click on
the blue insert button to insert it at the top of the message body below.

4. If the note for the contact is to be public (the contact is allowed to see it in the My
Account tab), click the Public Note button to save it. If the note is for internal use only
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and not should not be viewable by the client, then click the Private Note button to save
it.

5. If a Private Note (for internal use only) is needed but you want the contact to view the
main body of the note, add your private comments to the Private Comments area.

Creating A Contact Ticket — The Create Ticket Tab

Tickets are similar to incoming questions from contacts. They contain the same elements (subject,
body, interaction properties, etc.) and are queued and routed for action in the same way. However,

they are created by the agent instead of the contact. Tickets are useful when a contact submits their
request via telephone rather than email or the Ask A Question page.

||=§ MESSAGE QUEUE BA FIND ANSWERS 7) ASKAQUESTION 3 MY ACCOUNT

{ello, s1topiclcsr@1tolservice.com! (L00oUf)

Contact || Search Help
|
ADD CONTACT
Customer 1 —_—

Summary Subsoriptions

Create Note | Create Ticket

| Details

History | | Agent Email

Choose Segment.

| | cREATE TICKET .. Segmentl ~

Choose Topic:

From:  customerl @1tolservice.com ¢
opics

Subject:
Assign To Agent:

Aftach afile — Maximum 10 MB upload at one time. - .
= sTtopiclcsr@1to1service.com -

—_— |
~#/'STOCK RESPONSES | ¥

Q-‘ Private Comments

Figure 17 - Create A Contact Ticket
Steps used for creating a ticket:

1. Pick the segment associated with the Ticket via Choose Segment.
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2. Pick the topic associated with the nature of the email to the contact, via Choose Topic
(click the All Topics button).

3. Enter the subject, the message body, and add any attachments which the contact may
need. If the Stock Responses drop-down has a needed answer, select it and then click on
the insert button to insert where the cursor is located.

4. If private comments for future reference are needed, add it in the Private Comments
area.

5. When finished, press Create Ticket. This will create a new ticket in the system, which
will be routed to the appropriate agent area for follow up.

Editing and Reviewing Subscriptions
(Customer Info - > Contacts - > Subscriptions)

This tab within the Customer Info > Contacts page allows agent to see the contact’s Subscriptions,
and manage them if requested by the contact.

Hello, Landlord Admvinistratoet (LOoJ000

ARG CONTACT &

Landlord Administrator

Malling List Subscriptions 1 2
Coupons and Spedial mailings for weekly coupons and discounts. 0
Promotions

Press Releases  Stay up (o date with our monthly press release 2} 0

Find A Articke Subsc 3

Segment1 — All Topics — s 1lopict Changing my passwoed

[ Sawe |

Figure 18 - Customer Info Subscriptions

1. This column indicates whether the contact is a member of the list. If the list has no Opt-
Out box in the next column, then it is not publicly viewable. This means that the contact
was added by the outbound mailing administrator and was not Opted-In. If the list does
have a box in the next column, then it is a public list and the contact may have been
added through an Opt-In process.

2. The Opt-Out column indicates whether or not the contact has asked to be excluded from
future mailings. Whether or not the contact is added back to the list, they will be excluded
from mailings when this box is checked.

3. If the contact has subscribed to Find Answers articles, those articles will be listed here.
To remove this article subscription, uncheck this box and click the save button.
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The Message Queue Tab

The Message Queue tab is the primary work area for customer service agents. This is where agents
retrieve incoming messages and compose their answers. The Message Queue area is normally
composed of two tabs: My Queue and Search. If a user is given authority to perform certain
administration functions, an additional tab called Supervise also appears. We will discuss the
Supervise tab later in this chapter.

My Assigned Messages - The My Queue Tab
(Message Queue -> My Queue)

The My Queue tab shows the messages currently assigned to a user. The My Queue page is
comprised of two sub-tabs: My Message Inbox and Pending.

Answering A Contact’s Message — The New Mail Button

Clicking the New Mail button on the upper right side of the screen above will bring one message into
the My Message Inbox area from whatever unassigned messages matching the skills of the agent are
waiting to be addressed. The number of messages available in the queues for their particular areas is
displayed to the left of the New Mail button. As shown above, there are 11 messages available for
this agent from contacts. The oldest waiting message is chosen first.

Messages Waiting For Me — The My Message Inbox Tab

When messages are received by your iService site, they are assigned to a topic and remain unassigned
to an agent until requested by an agent as New Mail or are manually assigned by a supervisor. This
tab shows a list of presently retrieved messages for the agent. The moment a message is brought into
My Message Inbox, it appears as shown below.
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The “Message Details” Tab

B FIND ANSWERS

7 ASK A QUESTION

& MYACCOUNT |2 ADMIN TOOLS

the best place for shopping l J a_CUSTOMER INFO

Hello, QC and Training Manager! (LogouT)

My Queue | | Supervise | | Se

1 | My Message Inbox (2) || Pending
From Dat=

Jahn williams 1/12/2011 9:16:06 AM

James williams 1/12/2011 9:16:07 AM

There are no messages to approve. | S€T NEXT ‘"F There are 13 messages available \ GET "“TP

Account Quastions

Message nmns‘ vistory [ contact etais |

Message Properties

v 7 5 o
2 G seND v DS FORVARD | | e SAVE ¥ | b CHANGE TOPIC A senn
Sagmant Name: e-shop
From: [~ Default Mailbox — ~| Status: Open
To \cusmmsr?@llmsewlcs com v| Attachments:
cc ‘ ‘ Original Message.eml
jes (Custs Email):
Bcc | | Account Number
Subject: [Re: [ref#: 8826-8826 ‘Fietum policy ‘
Interaction Properties (Answer):
4 Aftach & file — Maximurm 10 MB upload at one time. Coupon Value
t‘ Draft Body Final Plain Text Final HTML

On 1/12/2011 9:16:07 AM, James Williams <customer7@ltolservice.com> wrote:
> What is your return policy? I purchased a product that I do not need

> and would like to return it.

>

> Thank you,

> James

>

> Fowsred by MachS Mailer:

ariables | | Stock Responses

>

Segment Responses

http://machS-mailer.com

6 @, Private Comments

e e e e ]

oo ororOoDODODO®

EEAREAREEAREEARR
[

OPT-Test 2 Precision
OPT-Test IDAuto

10

Message Thread History
Subject Typ
[ Iref#: 8826-8826] Return policy

e
Customer Email 11212011 3:16:07 AW

©2008-2010 One-to-One Service.com. All rights reserved

Powered by iService Version: 5.7 - 2011.01.12 - 08:45:10 Anti-Spam Policy

Figure 19 - Message Details Panel

Only one message within the My Queue tab will be expanded for viewing. Users can choose by
clicking on the blue title of the desired message under the My Queue area’s subject heading.

The Message Details tab is comprised of 10 main sections:

1 — Message Inbox List. All messages assigned to the agent are displayed within their My Message
Inbox List. The selected message is highlighted within the My Message Inbox list, and its details are
shown in the panel below.

2 — Action Buttons. There are five main action buttons: Send, Forward, Save, Change Topic, and
SPAM. These buttons are described below.

3 — Header Information. Message header information includes the “To:” email address as well as the
‘CC’ and ‘BCC’ email addresses. Additional addresses can be included by separating them with a
comma. The subject can be modified if necessary.
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4 — Attachments and Stock Responses. Clicking the attachments link or stock responses button will
expand this section to allow the inclusion of attachments and to display available pre-written phrases.

5 — Answer Body. The original question and the agent’s answer are entered into this box.

6 — Private Comments. Agents can enter comments that will never be seen by the contact. For
instance, this could be an explanation of the actions taken that would not be appropriate to send the
contact. These are saved and viewable by other agents within Interaction History.

7 — Interaction Details. The details of the original interaction, such as its segment and attachments,
are displayed in this section.

8 — Interaction Properties (Question). Based on the topic, the customer may have provided
additional information with their question. For instance, they may have indicated the type of browser
they were using if they submit a technical support question.

9 — Interaction Properties (Answer). Based on the topic, there may be custom properties for the
agent to complete. For instance, the agent may indicate whether their time is billable or how many
minutes they spent providing the answer.

10 - Message Thread History. This area can be expanded to show all interactions between the agent
and the contact.

Several of the areas mentioned above are expanded upon below.

Message Action Buttons

2 ™ SEND W J % FORWARD g SAYE W &% CHANGE TOPIC ,‘J SPAM
- »

The Message Queue is designed to function similar to most email clients. The agent types a response
or notes into the body and Private Comments section and then clicks on one of the Action Buttons.
The available actions are as follows.

SEND ¥

Send -

Clicking on the main Send button will send the answer back to the contact as a standard email. This
will also mark the original question as resolved and it will be removed from the list of unanswered
messages. The response will become part of the contacts’ history.

Send Secure

Clicking on the right portion of the Send button will reveal the Send Secure option. To send a secure
message, pick a secure message template from the drop down menu and then click on the Send
Secure (with Notification) hyperlink. This will send the customer a template response indicating a
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secure message is available for them. They must them return to your iService website and login to
read their message in a secure manner.

Send Secure (with Motification):
- Mone - hd

DExpect Customer Reply

Expect Customer Reply

If you send a reply to the customer and request additional information, you might want to keep a copy
of your reply in your Pending box. Check the Expect Customer Reply box before sending your
message and a copy of your response will be stored in your Pending tab. The message copy will
remain there until the customer responds to your request.

Forwal’d- ~J= FORWARD

The Forward button is used to forward the message to another agent, to another segment, or back to
an unassigned state. Clicking on the Forward button reveals the following options.

|Iandlnrd@mail[lz’ltmsewice.cnm j
Assign To Selected Agent

Femuove From hly Quele

Forward To Segment...

Forward To External Agent...

Assign to Selected Agent

To assign the message to another agent, pick the agent from the drop down menu and click the Assign
To Selected Agent hyperlink. Managers have the ability to assign messages to any agent, regardless
of their skills. CSRs are limited to assigning the message to an agent whose skills match the
interaction.

The drop down menu will show the status of each agent and whether they are available for message
assignment.

landlord@maill2 1to1service.com

(logged out) sTtopiclcsri@ lto1service.com
(logged out) sTtopicZecsr@1tolsarvice.com
{unavailable) sTtopic3csr@1tolservice.com

In the example above, the Landlord is logged into the system and available. Agents s1topiclcsr and
sltopic2csr are logged out but available for message assignment. The last agent, s1topic3csr, is logged
out and has their message queue set to Empty Inbox on logout. This prevents any new messages
from being assigned to them while they are logged out of the system.
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Remove From My Queue

This takes the current message being viewed and resubmits it to iService for routing back through the
assigned skills. This would be useful if someone did not know how to answer the question, but didn’t
know to whom to route the message. The system will re-reroute it to the likely general group and the
agent involved will not be able to get the message if not available to click on New Mail.

Forward To Segment...

This allows the agent to reassign a request to a completely different segment for answering. This
would be useful when an agent has been routed a request for something related to an entirely different
segment within the company (i.e. — a request for a credit increase was wrongly sent to the web site’s
webmaster) and the user knows an existing segment (perhaps ‘Credit Approvals’) which would be
able to handle the request appropriately.

Forward To External Agent...

This option forwards the contact’s message to someone outside of the iService environment, via
email. An example of when this would be useful is when an external contractor, who is not a user of
iService, is best suited to follow up on the request.

Messages forwarded to an external agent are then assigned to that agent and no longer appear in the
original agent’s queue.

Save g SAVE ¥

Clicking on the drop-down option provides the following options:

JSave Private Mote
] Save Public Mote

Save And Resalve

Save Private Note

This saves the message as a Private Note. Private Notes are internal-use only documents which can be
searched or referenced by other internal staff, but not by the contact or others outside of the agents or
administrators.

Save Public Note

This saves the message as a Public Note. Public Notes are available for internal use and are also
viewable by the contact with whom it was associated, but the general public (other contacts) cannot
see the note. The note is viewable by the contact by logging into iService.

Save And Resolve
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This saves the message and closes out the expectation for immediate further resolution. It shows up in
the history of the contact.

Change Topic - w',._n CHAMGE TOPIC

This button brings up a drop-down menu, similar to the following:

E ai Topics
_Spam
_Undeliverable
D s1topicl

s1topicla
sltopiclb

s1ltopicl?

s1topicl23

s1topic?

s1topics

This allows the agent to reassign a message to another topic, which will queue it for other agents that
handle the new topic.

& SPM
SPAM - A

The SPAM button is a convenient way to handle SPAM that is not filtered out of the system. This
button takes three actions when selected.

1. Changes the topic to SPAM. This helps ensure the reports within iService are accurate.

2. Saves any notes entered and marks the interaction as Resolved. This will eliminate it from the
message queue.

3. Adds the Customer Type of SPAM to the contact that sent the message. This will help in the
future when performing database maintenance, as these contacts can more easily be purged
from the system.

Attachments and Stock Responses

Attaching files is accomplished by clicking on the words Attach a file. Locate the file desired through
the Browse button. Repeat for each file to be added. Files must be less than 10MB in size.

Stock responses are pre-written text made available from a menu on the right side of the screen.
These can be created by a manager or above on behalf of agents (using the Admin Tools tab) or by
an individual agent, through the My Account tab. Only responses for which an agent has been
authorized are available. The response names appear on the Stock Response menu.
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(‘Search )
Segment Responses

Agent Responses

Contact ™

Answer

The text body of the response can be pasted into your answer by clicking the Text link. If the
response includes HTML (signature, for example), you must insert the response code by clicking on
the stock response name. This allows stock response to be created with different plain text and HTML
versions, and will ensure the proper version is rendered for the recipient. Viewing the message in
Final Plain Text or Final HTML allows the agent to see how it will look to the client. The list of
available variables is available in Appendix A — Variables.

The Draft Body is the area for composing a response and accepts only plain text. However, stock
responses are composed of both plain text and HTML and can be used to form signatures and other
common elements that require HTML. An example of how the Draft Body, Final Plain Text, and
Final HTML might appear is shown below.
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@_‘ Draft Body Final Plain Text Final HTML

Thanks for contacting us.
Sstockls
On 3/5/2009 €:03:22 PM, landlord@mail02.ltolservice.com

<landlordBmaill2.ltolservice.comn> wrote:
> This is the request

Figure 20 - Draft Body

@_4 Draft Body Final Plain Text Final HTML

Thanks for contacting us.
Regards,
Landlord

Oon 3/5/2009 €:03:22 PM, landlord@mailiz.ltolservice.com <landlord@mail02. 1t
> This is the request

Figure 21 - Final Plain Text

Q‘ Draft Body Final Plain Text Final HTML

Thanks for contacting us.
Regards,

The Landlord sfp— The HTML version includes Italics on the Landlord's name.

On 3/5/2009 6:03:22 PM, landlord@mail02.1tolservice.com
<landlord@mail02.1tolservice.com> wrote:
> This is the request

Figure 22 - Final HTML

The message will be sent in multipart format, which will ensure the proper version is delivered based
on the mail client used by the recipient.
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If graphics or backgrounds are to be used, it is highly recommended that care be taken to ensure they
are properly formed and tested across various email clients (Outlook, Notes, Yahoo, Gmail, Hotmail,
AOL, etc.). HTML and CSS is not uniformly supported across email clients, and unpredictable results

can occur if not properly tested.

The Message Queue Tab 31 Confidential and Proprietary Information



iService® User Guide v5.7

Messages Expecting Follow Up — The Pending Tab
(Message Queue -> My Queue -> Pending)

L

There are 8 messages available. | NEW MAILY

futy heszage Inbox @)

Customer 9 customer @ 1to 1service.com 7/23/2008 7F:17:43 AM Re: [ref#: 57-166] Test19 5 1bopic 1
Page: 1

Figure 23 - Pending Contact Messages

This tab shows all outstanding items which have been labeled by the agent with the Send button as
Expect Customer Reply. This allows the agent to know, at a glance, how many messages from
contacts are expecting further follow up. The agent may see a need to follow up on a Pending item
by sending another note or by calling the contact after a given amount of time without the expected
contact’s response.

The Pending queue and the messages in it, work the same as the My Message Inbox tab. However,
when a response is received to the pending agent reply, the response will automatically enter the
agents My Message Inbox tab and the item will be removed from the Pending tab. These messages
have been previously answered by the agent, so they are not listed as unanswered messages within the
Message Queue > Supervise page.

Training New Agents — The QA Process

Some customer service organizations like to review the work of a new service representative
before they are allowed to send actual e-mail messages to customers. iService includes a special
user type that removes a CSR's ability to send messages directly to customers. These CSR's are
provided a Submit button instead of a Send button. Their answers are set to a proposed status
waiting for manager approval.

As shown below, the interface for QA CSR's is identical to other CSR's except for the submit
button. The submit button does not include advanced options such as secure messaging,
suppressing reference number, or expect customer reply.

= SUBMIT J = FORWARD g SAYE ¥ - % CHANGE TOPIC & SPAM

Messages that have been submitted by a QA CSR will appear to a QA manager as messages
pending approval. The QA manager functionality is granted by a special user type access right.
As shown below, QA managers can access and review proposed answers by clicking the Get
Next QA button. When the get next QA button is clicked, the proposed message will be
displayed within the “Approved” tab.
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My Queue || Search 0

My Message Inbox (0} || Pending (0) || Approve (o) There is 1 message to approve. GET NEXT M'F There are 2 messages available. GET NEXT F
y ending {0) | | Approve (D)

The manager has two options for these messages. They can approve the message and allow it to
be delivered to the customer, or they can reject the message and it will be returned to the QA
CSR for correction. Comments for the agent can be entered into the private comments area. The
“Approve” button works identically to the Send button for the manager.

The image below shows a manager working on a proposed answer.

Message Details || History || Contact Details

lv APPROVE w ® REJECT \‘. ﬂ FORWARD -L: SAVE ¥ \-f'-“r CHANGE TOPIC by SPAM
From: |- Default Mailbox |
To |customer'l@‘lto'lservice.com V|
CC: | |
BCC: |
Subject: | Selenium Form Test

Aftach a file — Maximum 10 MB upload at one time.
Q_ Draft Body Final Plain Text Final HTML

Yes, we allow returns.

On 1/17/2011 12:57:46 PM, Customer One <customerl@ltolservice.com»r wrote:
> Do you allow product returns?

4. Private Comments
Always include our standard opening and closing with your responses.

The Message Queue Tab 33 Confidential and Proprietary Information



iService® User Guide v5.7

Administering Queues — The Message Queue’s Supervise Tab
(Message Queue -> Supervise)

Hello, s1topic122mgr@itolservice.com! (Logouf)

My Queue || Supervise || Search Help
[E] Segment1 -- All Topics 0 Show Mass Update
_Spam [a]
Undeliverabl 0 IR e
Sl L [[] subject From Email Date - ASC Operator
Ei=itopict : [ [ref#: 161-161] Can you Customer customer!@lto1service.com4/20/2009 stopictcsr@tolservice.com
sitopicia o special order Panasonic 1 12:36:25 PM
DVD-RAMs?
sitopicib 0
sltopicl2 o Hello Customer Service, "
F Reference Number: 161
Sltopic123 o I notice from yvour website that vou do not ‘E‘ Segment Name: Segment1
sltopic2 1 normally have Panasonic DVD-RAM= in stock. | Topic Name: sTtapicT
sitopic3 o Since you are a Panasonic dealer, can I :
reguest a special order of eight S-packs of Status: Open
[Tlinclude Al Sub-Topics Message Properties:

QuestionProperty

Save Cancel

Figure 24 - The Message Queue's Supervise Tab

The Supervise tab under Message Queue only appears when logged in as a manager or above. The
Supervise screen shows the current count of all unanswered messages in every segment, at a glance,
on the left side of the screen.

Highlighting a topic on the left will show a listing of all unanswered messages in the list to the right,
as shown below. To list all unanswered questions including those within subtopics, select the box
next to ‘Include All Sub-Topics’ immediately beneath the topic list.

Page: 1

[ Subject From Email Date - ASC Operator

[ [ref¥ 18-18] Testd3 Custamer 2 customer3@itolsenice.com 20452007 12:07:32 landlord @mail02.1t01 service.com
[ [ref# 17-17] Testd2 Customer 2 customer2@1tol service.com ngEUUT 12:07:33 landlord@mail02.1to1 service.com
[~ [ref¥: 20-20) Testds Customer 5 customers@ltol service.com 2?:!200? 12:07:33 landlord@mail0 2.1to1 service.com
[~ [ref# 18-18] Test44 Customer 4 customerdi@itolserice.com QTUQDD? 12:07:33 landlordi@mail02.1to1 service.com
[~ [ref# 10-10] Testd Customer 4 customerd @itolserice.com QTUQDD? 12:07:33 landlord@mail02.1t01 service.com
[ [ref#: 7-T] Test3 Customer 3 customer3ggitol serice.com 2?:1200? 12:07:33 landlord@mail02.1to1 service.com
[ [ref 16-16] Testdl Custamer 1 customert @1tolsenice.com ngQDDT 12:07:33 landlord @mail0 2. 1to1 service.com

Abd

Figure 25 - Sample Message Queue Supervise Queue Listing

Clicking anywhere on a message line will expand the message details. This allows managers to ‘drill
down’ into the details of any message that is unanswered. To take action on multiple messages at
once, select the desired messages by checking the box on the left of the message. Then, expand the
Show Mass Update menu and take the desired action (i.e., Send, Forward, Save, Change Topic, Mark
at Spam). All of the functions available when handling a single message in My Message Inbox may
be used from the Mass Update control on several messages at once.
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An example of the expanded Show Mass Update panel is shown below. To toggle selection of all
messages, check top box directly to the left of the subject column label. See the section within this
guide titled ‘A Single Message Dissected — The Message Details Tab’ for a detailed explanation of

each function.

- ] ®
“‘_lservu:e

J - CUSTOMER INFO

MESSAGE QUEUE

BA FiND ANSWERS
Hello, s1topic122mgr@1tolservice.com! (LoooUf)

?) ASKAQUESTION () MY ACCOUNT |« ADMIN TOOLS

_f‘SIOEK RESPONSES lV

[Tinclude Al Sub-Topics

My Queue || SUpervise || Search | o
[E] segment1 -- All Topics o Hide Mass Update
_Spam 0 = - = -
SEND ¥ FORWARD r SAVE ¥ ¥ CHANGE TOPIC b SPAN
_Undeliverable o ad b | ‘
[[]s1topicl 18 . —
To: | Qriginating Address -
1tapicl 0

sltopicla o~

sitopicib 0
sitopici2 o e
sitopici23 o Subject:
sitopicz 3 (Leave blank for default subject lines.)
s1topica s Attach a file — Maximum 10 MB upload at one time

Q‘ Private Comments

Properties
Segment1
Billable - Billable
Minutes
Page: 1
[[] Subject From Email Date - ASC Operator
7 Iref#: 17-17] Customer 2 customer2@1toisenice.com  2/4/2007 12:07:42 AM unassigned
Test42

sltopicl@ltolservice.com

Figure 26 - Supervisor Mass Update Panel Expanded

Body of message for Test42 Sent to Email Address

Reference Number: 17
Segment Name: Segmenti
Topic Name: 51topicl
Status: Open
Attachments:
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Searching Messages -The Message @earcheTab
(Message Queue -> Search)

Hello, sitopic122mgr@1tolservice.com! (Logout)

My Queue || Supervise || Search Help

SEARCH WHERE: N FIELD: SEARCH FOR:

anywhere + - Subject- -

Add Field
LIMIT BY DATE:
OnOrAfter:  [T][ None Specified ]
On Or Before.  [T][ None Specified ]
SEARCH |@&

Figure 27 - Message Search Tab

Agents and managers may need to search the database for messages history. The interaction search
tab supports simple and multiple criteria searches.

There are three drop-down boxes which can be configured for searching interaction history.
They are Search Where, In Field, and Search For.

Search Where Options — This drop-down box allows the user to target how a match is made
while searching. The default is anywhere within a field.

The following options are available:

Anywhere - This parameter will look for a match on the search term anyplace within the field.
For instance, the search term ‘ab’ will return a match for ‘absolute’ and ‘fabulous.’

Start - the start parameter will only look for matches at the beginning of the value. For
instance, the search term ‘ab’ will return a match for ‘absolute’ but will not return ‘fabulous.’

End - The end parameter will only look for matches at the end of the value. For instance, the
search term ‘ute’ will return a match for ‘absolute’ and ‘salute.’

Entire - The entire parameter requires an exact match on the full term. For instance, the search
term ‘absolut’ will not return a match for ‘absolute.’

The Message Queue Tab 36 Confidential and Proprietary Information



iService® User Guide v5.7

In Field Options

N FIELD:

.- Subject - (|
—In Topic —
- All Properties —
Y- Ref#-
Y —-Assigned To —
- Resolved By —
—In Segment -
- Agent Notes —
— Interaction Status —
Billable P
Billable Minutes u
QuestionProperty
Requested Date
Use Code
— Interaction Body —
— Thread Roots —

Subject - Search among the subject lines of all interactions.

In Topic - Will present a view of the topic tree, and the search will be limited to the topic
selected.

All Properties - Will search among all interaction properties that have been defined for the
tenant, to which the agent has been granted access. It the example above, these would be
Billable, Billable Minutes, and Use Code.

Ref# - Will search for matching reference numbers.

Assigned To* - Will search for interactions that are currently assigned to the agent selected.

Resolved By* - Will search for interactions that were resolved by the agent selected.

In Segment - Will search for interactions in the segment entered in the “Search For” box.

Agent Notes - Will search within the Agent Notes area of interactions.

Interaction Status - Will present a list of interaction statuses (Ignored, Private Note, Public
Note, Queued, Resolved, etc.) and will search for interactions of a certain status.

Billable - A custom interaction property created for this example tenant.

Billable Minutes - A custom interaction property created for this example tenant.

Use Code - A custom interaction property created for this example tenant.

Interaction Body - Will search within the interaction bodies.

Thread Roots - Looks for the initial message of a thread.

*These parameters will return a list of agents within a drop down menu.

Each of the above areas of a message can be searched in for the desired search term.

Search For Options
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In this field, the desired alpha-numeric word or words can be queried from the selected criteria. If this
is left blank, it will act as a wild card and return all interaction with any value for the In Field search
criteria selected.

Limit By Date Options

The search can be limited to a date range by clicking in the boxes and setting the date desired.

Search Results

SEARCH |&
Page: 123 4
Subject From Email Date - ASC Operator
[ref#: 24-24] Test17 Customer 7 customer7@1to1s ervice.com 21412007 12.07:42 AM  unassigned
Body of message for Testl7 Sent to Email Address
sltopiclb@ltolservice.com Reference Number: 24
Segment Name: Segment1
Topic Name: S1topict
i Status: Open
Attachments:
Original Message.eml
Message Properties:
Edit Properties
Autoresponse: [ref#: 21- 21] Test16 Customer 6 customer6@1to1s ervice.com 2/4/2007 12:07:42 AM  unassigned
Autoresponse: [ref#: 24- 24] Test17 Customer 7 customer7@1to1s ervice.com 21412007 12.07:42 AM  unassigned
iSenviceAssistant Accou nt Created Customer 7 customer7@1to1s ervice.com 21412007 12.07:42 AM  unassigned
[ref#: 20-20] Testds Customer 5 customer5@1to1s ervice.com 21412007 12.07:42 AM  unassigned
[ref#: 19-19] Testdd Customer 4 customerd@ito1s ervice.com 21412007 12.07:42 AM  unassigned
iSenviceAssistant Accou nt Created Customer & customer6@1to1s ervice.com 21412007 12.07:42 AM  unassigned

Figure 28 - Message Search Sample Results

Message search results can be viewed by simply clicking on any part of the line showing the desired
interaction details. To edit properties, click on the Edit Properties link. Note: The ability to edit
historical properties is a user right assigned in Admin Tools > UserTypes tab by your administrator.
All interaction property value changes are recorded in an Interaction Property Audit Trail and can
be reported upon as necessary.
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The Find Answers Tab

The Find Answers tab provides an interface for customers to search a database of articles deemed
useful by agents and managers. In effect, this is a hierarchal FAQ, which users can provide ratings to
influence the importance of the information to help others.

shop _

‘the best place for shepping

{Login) (Register)

T ASK A QUESTION

opic §
[] e-shep -- all Tepics 101
Account Quastions 14 SEARGH TERM
[ Orders &
Returns [ SEARCH &
Other 1
B Products 63
Audio-¥ideo 1 Angwer
Cameras 7 Pagar 12345
Cell Phones 7 Subject Rating viewed Topic
Computars 4 Are there ENERGY STAR qualiied televisions? 45 104 Televisions
Hebreorking 3 Impact 0! digital TV Mone 59 Televisions :
e - 'u‘._'rung bl!Hng_n_a\me MNone 25 AJ:l:Dun_T CQuestions
High-quaity digital convener box 20 34 Televisions
Shipping 14 Install problems with cable box 40 25 Technical Support
Tachnical Suppart 2 Speaker cables 32 143 Televisions
Difference between LCD and Plasma 33 28 Televisions
[Flinciude All Sub-Topics Analog Television Hone 24 Televisions
Cost of a digital receiver 30 16 Televisions
Antenna and digital receiver Mone 10 Televisions
Effect of digital TV on translators MNone 13 Televisions
Speaker eficiency None 10 Products
Dynamic Range None ] Products
Stereo power Mone 10 Products
Decibels 30 & Products
Waltls None 1 Products
Shipping outside the United States 435 a0 Shipping
Taking better pictures of children Hone 22 Cameras
Megapixels MNone 10 Cameras
Sensor Size MNone 10 Cameras
Zoom 50 22 Cameras
Picture stabilization 4.0 15 Cameras
Portrait mode None & Cameras
Landscape mode None ] Cameras
Night scene mode MNone 14 Cameras

B 2008-2010 One-to-One Senvice.com. All rights resenved
Powared by iISEViCe Version: 5.7 - 2001.04.13 - 12:21:48

Figure 29 - Find Answers w/articles

The area labeled, Topic Search allows a user to enter a term to quickly identify all articles which have
that search term in their answer. Search results are limited to the selected topic and its children. The
matching articles from the search appear in the answers area below.

The Find Answers knowledge base is structured around a set of topics shown on the left. The number
of articles available are shown to the right of each topic. Clicking on a topic will only display articles
that are within that topic and its children. This topic tree is identical to those used for queuing
incoming messages.

To view the details of an article simply click on its subject line. An example of an article being viewed
is shown below.
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the best place for shopping (RAELCYYENEE  7) Ask A QUESTION

(Login) (Register)

ic C N
OpIC g Topic Search

SEARCH TERM

Account Questions 14
Bl Crders [ |
e A SEARCH |@,
Cther 1 I
&l Preducts 53
Audic-Video 1 Answers
Cameras 17 Page: 12345
Cell Phones 7 Subject Rating Viewed Topic
Computers 4
Networking Article Selected == Are there ENERGY STAR qualified televisions?
Televisions 28 Question:
Where can | find information about Energy Star televisions? Do they really save much energy?
Shipping 14 "
Technical Support 2 Yes, ENiERGY STAR qualified TVs use about 30% less energy than standard units.
Include All Sub-Topics In early February 2008, EPA revised the ENERGY STAR television specification to significantly raise

the bar on its efficiency requirements. Effective November 2008 you will be able to buy an ENERGY
STAR qualified television that is 30% more efficient than non-qualified products in all modes of
operation (stand-by and active). More information on new specification.

Ifthe TV has an energy star qualification, you should see the logo shown below.

gl 6

ENERGY STAR

91 Mot Helpful =Very Helpful
1.-'01_4.-'2009 9:30:10 AM Average Rating: 4.5
Landlord Administrator » Login to subscribe to this article.
5 Televisions
Attachments: —Mone —

Articles can only be created by agents with Create Article authority. Users without such authority will
not see the Add Avrticle button. If adding an article, the following section appears:
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~ | SAVE
]

O rublic [ auestion And Answer Is HTML
Subject:

Attach afile — Maximum 10 MB upload at one time.
Question:

Answer:

Cancel

Figure 30 - Find Answers (Create Answer)

Adding an article brings up the Create Answer tab. At the top, there is a checkbox to select whether
the article is to be Public (for everyone to view), or, if not checked, Private (only internal agents can
view). There is another checkbox to allow the answer to be in HTML or plain text. Note: if HTML
is selected, both the Question and Answer areas must be in HTML. Graphic images are easily placed
with the appropriate standard HTML coding; however, assure the images to be shown are saved to a
web server location which can be properly referenced from iService, such as on the local iService
drive.

The Subject is the title of the article. Attachments can be added by clicking on the attach a file in blue
under Subject. The Question and Answer areas are their respective areas on the final article.
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Subscriptions to Articles

When viewing articles under Find Answers, there is an option called, ‘Email me when this article
changes!” This allows any logged in user to be notified of any changes to that specific article (answer)
in the future. An example of this follows:

Subject Rating Viewed Topic

Article Selected == Are there ENERGY STAR qualified televisions?
Question:
Where can | find information about Energy Star televisions? Do they really save much energy?

Answer:
Yes, EMNERGY STAR qualified TVs use about 30% less energy than standard units.

In early February 2008, EFA revised the EMERGY STAR television specification to significantly raise
the bar on its efficiency requirements. Effective November 2008 you will be able to buy an ENERGY
STAR qualified television that is 30% more efficient than non-qualified products in all modes of
operation (stand-by and active). More information on new specification.

Ifthe TV has an energy star qualification, you should see the logo shown below.

ENERGY STAR

a1 Mot Helpful = Very Helpful
11442009 9:30:10 AM Average Rating: 4.5
108

Landlord Administrator

= Email me when this aricle changes!

Televisions

— MNone —

EditAricle || Delete Article || Show Subscribers |

Figure 31 - Subscriptions to articles
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The Ask A Question Tab

The Ask A Question tab provides an interface for customers to submit question

1service@

(Lagin)

| L EUGFUTITEUN () ASK A QUESTION

Please pick the topic of your question:
--Select A Topic - -

Figure 32 - Initial Ask A Question screen

Users are not required to register or login to submit questions through the Ask A Question page. They
must enter and confirm their email address, and their initial question will automatically create a new
contact in the iService database to store their interaction history. The user is asked to Please pick the
topic of your question. A drop-down box has predefined topic areas in which the user can submit a
question for an answer. Once the topic is selected, the submission form appears, as shown below.

® . _
] service”

| | ULPUEU R () Ask A QUESTION
{Login)

Please pick the topic of your question:
.._ChangeManagementl -

From: Please enter your email address. The answer to your question will be sentto the specified address.
Customer10@Ttolservice.com
Confirm email address:
Customer10i@1to1service.com

Subject please place the tested software in production
Attach afile — Maximum 10 MB upload at one time.
Enter the body of your question:
We hawve evaluated the program and give our approval to move it onto everyone's computers.

System Payroll -
Affected

Submit

Figure 34 - Ask A Question - Not Logged In
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If there are interaction properties associated with the topic selected, those properties will be presented
to the user. For instance, a topic of Technical Support might have an interaction property of Browser
Type associated. This would be presented below the question text box.

Attachments can be uploaded via the Attach a file blue link under the Subject line. Once the question
has been submitted via the Submit button, the following screen appears:

. -
"'] service”
(Login)

Thank you. Your question has been received.

another q

Figure 35 - Acknowledgement of Submitted Question
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The My Account Tab

The My Account tab provides contacts direct access to their information within the iService system.

L2 5 A
I Service

B FIND ANSWERS 7 ASK A QUESTION
Hello, Customer 1! (Logout)

Interaction History | Ity Details | My Subscriptions | | Change Password Help
Page: 1

Subject Type Date

[ [ref: 25135-25135] This contains the name variable  Mass Mailing 9/28/2009 3:25:04 PM
[ [reff: 85-85] Test31 Customer Email 21412007 12:07:42 AM
[ [ref# 1-1] Test1 Customer Email 20412007 12:07:42 AM
[ [reff: 61-61] Test21 Customer Email 20412007 12:07:42 AM
[ [reff#: 16-16] Test41 Customer Email 201412007 12:07:42 AM
[ [ref#: 45-45] Test11 Customer Email 20412007 12:07:42 AM

Figure 36 - The My Account Tab

The My Account tab has four sub-tabs. These are, Interaction History, My Details, My Stock
Responses (for agents only), and Change Password.

Interaction History Tab
(My Account -> Interaction History)

This tab shows the history of all interactions between the contact and iService agents. Every question
submitted, and all responses from agents (including public notes) are shown within this section. For
contacts that have repeat issues, this screen allows them to get review previous interactions and
potentially find their answer without resubmitting their question.
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L 1
iSCIVICC BA FIND ANSWERS 7) ASK A QUESTION MY ACCOUNT

Hello, Customer 1! (Logout)

Interaction History || My Details || My Subsoriptions || Change Password Help
Page: 1
Subject Type Date
[=] [ref#: 25135-25135] This contains the name variable Newest First
= Lr:g:bzl? 35-25135] This contains the name Mass Mailing 9/28/2009 3:25:04 PM
Reference Number: 25135
$Name$ Segment Name: Segment‘i
Topic Name: 571topic1
Status: Resolved
Show Audit
[ [ref#: 85-85] Test31 Customer Email 21412007 12:07:42 AM
[ [ref#: 1-1] Test1 Customer Email 214/2007 12:07:42 AM
[ [ref#: 61-61] Test21 Customer Email 21412007 12:07:42 AM
[ [ref#: 16-16] Testd1 Customer Email 21412007 12:07:42 AM
[ [ref#: 45-45] Test11 Customer Email 2/14/2007 12:07:42 AM

Figure 37 - Interaction History

This allows contacts to see information related to their own questions, including history and follow
ups to their questions.

Changing Your Own Contact Information — The My Details Tab
(My Account -> My Details)

j:_i_service'a

B FIND ANSWERS 7' ASK A QUESTION

Hello, Customer 1! {Logout)

Interaction History || My Details | My Subsoriptions | | Change Password Help
Global
First Mame Customer Address Home -
Middle Initial
Last Name 1
Compan
Phone Fax - b=
Job Title
Lagin (Email) customerl@ltolservice.com
Segment1
Additional Detail - Existing Phone
Property

Figure 38 - My Details Tab

When a contact first starts using iService, personal information may be incomplete. To update this
information, use the My Details page to change it. Multiple phone numbers and addresses are
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allowed by selecting the + next to each fields. To assure information entered is completely updated,
you must click the Save button.
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Changing Subscriptions
(My Account -> Change Subscriptions)

"iservice

Bl FIND ANSWERS ?) ASK A QUESTION

Hello, Customer 1! (Logout)

‘ Interaction History ‘ [ My Details | ‘ My Subscriptions H Change Password i

Mailing List Subscriptions

Name Description Member Of
Customer Only  Contacts with name Customer v
S1and S2 All customers that are members of both S1 and S2 only. ¥

S1 Exclusive The only customer solely in S1 a

S1 Only All original customers in S1. 4
S1o0rS2 Customers that are a member of EITHER S1 or S2. 4

S2 Exclusive The customer that is solely in S2. O

S2 Only All original customers in S2 only v
Campaign Subscriptions

Name Description Member Of
Campaign 1 Test campaign O

( Save Subscriptions )
Find Answer Article Subscriptions

Toplc Subject

Segment1 — All Topics — s1topic1 Topic1 Question - With subscribers Unsubscribe

Figure 39 - My Subscriptions tab (Customer view)

This tab allows configuration of subscriptions for updates to articles under the Find Answers
tab. A user can click on a reference in an article (‘Subscribe to updates of this article!”) to be
added to the update list. However, users must come into their account to remove themselves.

Creating Canned Responses — The My Stock Responses Tab
(My Account -> My Stock Responses) (requires Agent level or above)
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- il ]
Jservice

Hello, s1topic122csr@ltolservice.com! (Logout)

J a_CUSTOMER INFO [E messace queue Il FIND ANSWERS P ASK A QUESTION @ MY ACCOUNT

Interaction History || My Details | My Subsariptions | | My Stock Responses || Change Password Help
Stock Response Name
Sitopici23CSR Closing &
New Stock Response

Figure 40 - My Stock Responses Tab

When an agent finds the need to type similar things to multiple contacts (such as a signature line at the
end of an email), it may become easier to create a stock response that can be quickly dropped into the
correspondence. iService allows multiple versions of such stock responses via this tab, which then
show up as a drop-down option in the Message Queue message creation areas.

Figure 41 - Adding A Stock Response

Users can create phrases by pressing on the New Stock Response link shown above. Simply enter
the phrase name, type the information, and press Save.

For HTML responses, place the desired HTML into the area on the right. Doing so will allow
contacts’ email to view HTML elements, including graphics, if their email client allows HTML to be
seen. If not, then the plain text version, under Body, is what is seen. HTML is optional for a stock
response, but the plain text version is not.

Special iService variables may be used in either the Body or HTML side. These are described in
Appendix A — Variables.

The Change Password Tab
(My Account -> Change Password)

- -
=_| service”

B FIND ANSWERS P ASK A QUESTION @ MY ACCOUNT

Hello, Customer 11 (Logout)

Change Password Help

Intersction Histery || My Details | My Subsciptions

New Password:
Verify Mew Password:

Save

Figure 4233 - Change Password
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Passwords are changed within the Change Password tab, as shown above. Simply type in the new
password, once already authenticated, and type in the new password twice. Save it by pressing the
Save button.
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Appendix A — Variables

Using variables in responses

The following variables may be used within your response messages. Variables must be enclosed
within brackets (e.g., <Name>) or, preferably, the dollar symbol ($Name$). When constructing
HTML responses, the $ symbol is more convenient because variables within brackets will not display
within most HTML editors.

On the table in the next several pages, the first six highlighted columns refer to auto response
messages. The last two columns refer to responses composed directly by agents. Agent Tickets are
specifically agent tickets entered on the Agent Ticket tab. All other outbound messages from agents
in the form of Agent Emails or responses to messages can use the External Notification column
variables.

S
g B
S| E
| B
2| 2
Variable Name Description S| %
<| W
Name; First Name; Recipient's full/first/last name, if
Last Name (always known; otherwise, recipient's
the “customer’s” email address. Note — this is X | X
information) always the contact’s name that sent
the message.
Original Date; Date/Time of the original message.
Original Time For email, the date/time it was % | %
sent; for Ask a Question, the
date/time it was asked.
Original Subject; The subject/body of the original
Original Body message. This is encoded in
plaintext. Use caution if using X | X
within an outbound Secure
Notification.
Quoted Question The original customer’s message
body with the original date, time,
name, and email address. This is X
only available when responding to
a customer question (if it is
important to keep the client’s
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Variable Name

Description

Agent Tickets

Ext. Notification

question private, DO NOT use this
in the Secure Notification).

Interaction Property

By default, this shows all
interaction properties in a string.
For specific interaction properties,
specify the property name as in
$interaction Property-‘property
name’$.

Stock

Inserts a stock response. To
identify a specific response, insert
the number as in: $Stockx$ where
“x” is the number.

Contact Property

The variable should be entered
using one of the three formats
below:

1) S$contact property$ - This
will display all contact
property values for the
contact in a list format. For
example:

Property Namel: Value
Property Name2: Value
Etc. &

2) $contact property#$ - This
will display only the
specified contact property
value that corresponds to
the property ID number.
For example:

$contact propertyl$ would display

the contactds fir
property is null or an invalid property

number is specified, nothing will be
inserted (just blank).
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Variable Name

Description

3) $contact property-
‘PropertyName’$ - This will
display only the specified
contact property value that
corresponds to the property
name. For example:

$contact property-6 Fi r st Na
would di splay the ¢
name. If the property is null or an
invalid property number is specified,
nothing will be inserted (just blank).

Agent Tickets

Ext. Notification
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