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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 Rout ing 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.  

 

 
Figure 2  -  In i t ia l  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: 

 

 
 
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 

 

 
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) 

 

 

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. 
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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 Membership - The 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.  

 

 
Figure 5  -  En ter ing Mul t ip le  Search Cr i ter ia  

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. 

 

 
 
Figure 6  -  Understanding Search Resul ts  

 

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. 

 

 
 
Figure 7  -  In i t ia l  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) 

 

 
Figure 8  -  The Summar y 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) 

 

 

Figure 9  -  Contac t  Detai l s  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 Segment Details – 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 Segment Details – 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 Membership – Each 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) 

 

 
 
Figure 10 -  Col lapsed His tor y o f  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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Figure 11 -  Expanding Contact  Histor y  

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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Figure 12 -  V iewing Messages In  Contact  His tor y  -  Expanded Message Detai l s  

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 agent, the agent 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. 

 

Figure 13 -  Edi t ing "Message Propert ies"  

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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F igure 14 -  Detai led Audi t  Trai l  Of  A Contac t 's  In te rac t ions  
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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. 

 
 
Figure 15 -  " Agent  Emai l"  Example  
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Steps used to create an Agent Email: 

 

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

Segment. 

2. Pick the topic, via Choose Topic (pressing the All Topics button beneath it), that will 

reference the nature of the contact‟s email. 

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 it where the cursor is located. 

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

5. 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. 

 

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. 

 
 
Figure 17 -  Crea te A Contact  Ti cket  

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. 

 
Figure 18 -  Customer Info  Subscr ipt ions  

 

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 
 

 

Figure 19 -  Message Deta i ls  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. 

 

M ess ag e  A c t i on  Bu t ton s  

 

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 -  

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. 

 

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. 

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. 

 

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. 

 

In the example above, the Landlord is logged into the system and available. Agents s1topic1csr and 

s1topic2csr 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. 

 



 

iService  User Guide v5.7                                            

                            

The Message Queue Tab               Confidential and Proprietary Information 27 

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 -  

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

 

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 -  

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

 

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

handle the new topic.   

SPAM -  

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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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. 

 

 



 

iService  User Guide v5.7                                            

                            

The Message Queue Tab               Confidential and Proprietary Information 30 

 

Figure 20 -  Draf t  Bod y 

 

 

Figure 21 -  F inal  P la in  Text  

 

 

Figure 22 -  F inal  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. 
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Messages Expecting Follow Up – The Pending Tab 
(Message Queue -> My Queue -> Pending) 

 

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. 

 

 
 

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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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.  
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Administering Queues – The Message Queue‟s Supervise Tab 

(Message Queue -> Supervise) 

 

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.  

 
Figure 25 -  Sample Message Queue Supervise  Queue List ing  

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. 

 

Figure 26 -  Supervisor  Mass Update Panel  Expanded  
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Searching Messages – The Message Queue’s Search Tab 

(Message Queue -> 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.‟ 
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In Field Options 

 
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 

 

Figure 28 -  Message Search Sample Resul ts  

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. 

 

Figure 29 -  F ind Answers  w /ar t ic les  

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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Articles can only be created by agents with Create Article authority. Users without such authority will 

not see the Add Article button.  If adding an article, the following section appears: 



 

iService  User Guide v5.7                                            

                            

The Find Answers Tab               Confidential and Proprietary Information 41 

 

Figure 30 -  F ind 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: 

 

Figure 31 -  Subscr ipt ions  to  ar t ic les  
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The Ask A Question Tab 

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

 

Figure 32 -  In i t ia l  Ask A Quest ion  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.  

 

Figure 34  -  Ask A Quest ion -  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: 

 

  
Figure 35 -  Acknowledgement  of  Submit ted Quest ion  
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The My Account Tab 

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

 
 
Figure 36 -  The M y 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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Figure 37 -  In teract ion Histor y  

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) 

 

Figure 38 -  M y Detai ls  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. 



 

iService  User Guide v5.7                                            

                            

The My Account Tab               Confidential and Proprietary Information 48 

Changing Subscriptions 

(My Account -> Change Subscriptions) 

 

 
Figure 39 -  M y Subscr ipt ions tab (Customer v iew)  

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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Figure 40 -  M y 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 S tock 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) 

 

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. 

 

Variable Name Description 
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Name; First Name; 

Last Name (always 

the “customer’s” 

information) 

Recipient's full/first/last name, if 

known; otherwise, recipient's 

email address. Note – this is 

always the contact‟s name that sent 

the message. 

X X X X X  X X 

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 

Original Subject; 

Original Body 

The subject/body of the original 

message. This is encoded in 

plaintext.  Use caution if using 

within an outbound Secure 

Notification. 

X X X  X  X X 

Quoted Question The original customer‟s message 

body with the original date, time, 

name, and email address. This is 

only available when responding to 

a customer question (if it is 

important to keep the client‟s 

  X  X   X 
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Variable Name Description 
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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‟$. 

X X X X X  X X 

Stock Inserts a stock response. To 

identify a specific response, insert 

the number as in: $Stockx$ where 

“x” is the number. 

      X X 

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

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

 
Property Name1: Value 
Property Name2: Value 
Etc. é 
 

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

 
$contact property1$ would display 
the contactôs first name. If the 
property is null or an invalid property 
number is specified, nothing will be 
inserted (just blank). 
 

X X X X X  X X 
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Variable Name Description 
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3) $contact property-
„PropertyName‟$ - This will 
display only the specified 
contact property value that 
corresponds to the property 
name.  For example: 

 
$contact property-óFirst Nameô$ 
would display the contactôs first 
name. If the property is null or an 
invalid property number is specified, 
nothing will be inserted (just blank). 

 

 

 


