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Trademark Notice

The Emplifi and Astute logo, Astute Agent, Astute Social, Astute Knowledge, Astute Bot, and
Astute SOS are trademarks of Emplifi Inc. Microsoft, Word, SQL Server, and Windows are
trademarks of Microsoft Corporation in the United States and/or other countries.
PureConnect and Customer Interaction Center (CIC) are registered trademarks or
trademarks of Genesys Telecommunications Laboratories, Inc. and/or its affiliates in the
United States and certain other countries. Other brand and/or product names referenced in
this document may be trademarks or registered trademarks of their respective companies.

Copyright Notice

This material contains Proprietary Information of Emplifi Inc. Your right to copy this
documentation is limited by copyright law and the terms of the Software License and
Services Agreement or other terms and conditions applicable between Emplifi Inc. and your
company. As the software licensee, you may make a reasonable number of copies or
printouts of this material for your own use. Making unauthorized copies, adaptations,
compilations, or derivative works for commercial distribution is prohibited and constitutes a
punishable violation of the law.

Copyright © 2022 Emplifi Inc. All rights reserved.
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0 Introduction

This document describes the upcoming software changes in Astute Agent version 11.1. This
document does not cover previous releases.

Astute Agent version 11 is a SaaS-only deployment. In this release, System Manager will
have limited functionality. If you are a SaaS customer, the required changes will be made
during your upgrade.

Most changes to the software are available immediately after you upgrade; however, some
changes may require setup or configuration before you can use them.

Users of Internet Explorer (IE) Browser

Important: Microsoft will end support for Internet Explorer (IE) on June 15, 2022. Please
visit the Lifecycle page on Microsoft’s website for more information.

Emplifi Inc. supports the latest versions of the Chrome, Edge (including Chromium), and
Firefox browsers.

Users of ePowerCenter Earlier than 10.0

Emplifi Inc. no longer provides Development support for ePowerCenter versions earlier than
10.0. Please contact your Customer Success Manager to plan for an upgrade.

Users of PCEmail using CIC 2015 R1 and Earlier

Emplifi Inc. no longer provides support for CIC 2015 R1 and earlier versions for PCEmail
users. Please contact your Customer Success Manager to plan for an upgrade.

Help File

The Astute Agent Help provides detailed documentation on how the system works. To
display the Help topics provided in your most recent upgrade, click the Help button (or press
[Ctrl + F2]) in either the Classic or Standard interface.

Standard Interface

@AstuteAgent F New Case (SY5) ~ [JEEPRSH - S [ BT
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@ New Features

Added the ability to customize ESP Cards using the Layout Editor
A11-3

An administrator is now able to edit some of the ESP layouts using the Layout Editor. This
will improve the process of customizing the ESP cards. The following layouts can be edited:

SearchAddressEspResponseH Address Search Results
CaseCallerEspH Caller
IssueProductEspH Product

Issue Linked Addresses (for example,
IssueAddressEspH Store address)
LocatorEspResponseH Power Locator Results

When an administrator edits these ESP layouts, the agent will view the ESP card information
according to the customized layout. Below are some examples of customized ESP cards.

SearchAddressEspResponseH — Address Search

AL Last Name and First
Name (22)

City was
changed to
the first place

Columbus,|Pri Test v

Abc
J 0OH 43231

797-847-55

Pri Test v %

Pri Test v

793-386-85

More Options

CaseCallerEspH — Caller
\1 Pri

|. Pri (CONSUMER)
LSA

Data was inverted
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IssueAddressEspH — Issue Linked Addresses

4 . \§ company Name
State was changed to first

| place ) (OH lewis center,

s ~ [43035

== |sTORE

555 Orange St

Enhanced security for case attachments and utility uploads
A11-477

The security for case attachments and utility uploads is enhanced for performing a virus
check on uploaded files. When the file is infected or if an error occurs during the virus scan,

the user will receive a system message to inform them of the issue.

Below is an example of a system message the user could receive.

Insert/Edit Image X
Source
[ ®
Alternative description
width Height
]
s [

v The file you are trying to insert has failed

the virus scan.
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Added release notes and video content to the Agent Help
TW-694 AND TW-705

A new Release Notes menu option is added to the Agent Help banner. This menu will allow
you to view Release Notes, Hotfixes, and Updates to Astute Agent beginning with version
11.

@ Astute Ag ent Introduction  Administrator's Guide  User's Guide  Release Notes  Support
¥

v11 Release Notes »

You are here: Introduction > Welcome to Astute Agent

Some of the Help topics in Agent now contain instructional videos for Case basics, such as
adding items to a Case, as well as an overview of Astute Agent.

Below is a screenshot of the video content that was added to the “Welcome to Astute
Agent” topic.

@ AStute Ag ent Infroduction  Administrator's Guide User's Guide Release Notes  Support

Search

You are here: Introduction > Welcome to Astute Agent =1 ’!

‘Welcome to Astute Agent
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Astute Agent is an award-winning contact center automation selution designed to address
the unique needs of a business-to-consumer contact center. With Astute Agent. contact
center agents can view, manage, and process all interactions through a single, intuitive user
interface. It enables on-site and remote contact center representatives to provide
exceptional, relationship-building service to consumers on every contact, including through
telephone, email, mail, survey response, chat, or web inquiry.

Here's an quick overview of Astute Agent:

& emplifi

Emplifi Service Cloud

For information about using this online Help, refer to the Help Files topic.

Trademark Notice

Copyright Notice
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Astute Agent Window
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Summary of new features for version 11.1

New Feature Description User Impact Project ID

Added the ability to distribute more
than one favorite to a user at a time. Agents 110352 e

When using the Logon Audit Trall
feature, fixed the browser IP address
reported in the system_login_audit
table.

Administrators A11-106

Enhanced security in Agent so that
the user must have permission to run
the SQLList call while making an API
call outside of the user interface (i.e.
POX call to PCAS).

Administrators Al1-474

Enhanced security for case

attachments and utility uploads to

perform a virus check on uploaded

files. If the file is infected, a message  Administrators Al11-477
will display.

This enhancement does not apply to

PCEmail.

Added the ability to edit some ESP

cards using the Layout Editor. Administrators 116208 Pl

Added Release Notes beginning with
version 11 and added videos to the ALL
Agent Help.

TW-694;
TW-705

Improved logging of middleware

: Administrators Al11-219
exceptions.
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o Bug Fixes

Summary of fixes to software elements for version 11.1

Bug Fix Description User Impact Pr?|13e0t

Fixed an issue so that a scheduled
Address Redaction Utility favorite
will run properly.

Note: Any previous saved Administrators 147074 Al1-225
favorites for the Address

Redaction Utility may need to

be recreated to work.

Fixed an issue where AIS was not
handling an unreadable character.
Now any unreadable characters
are removed from the message.

Administrators Al11-437

Enforced security permissions for
NewsFeed. These can be
enabled/disabled with the
UserPost security function.
(Specifically, the Select, Insert, and
Delete permissions.)

Improved performance of the 139397,141222,
system when there are large ALL 141381,145375, A11-93
numbers of saved Favorites. 232932, 234038

Administrators Al1-476

Fixed an issue with the Test button

on the Email Configuration page. AlTIEEEE N

System Manager Only: added the

path for the Public folder and _ Al11-445;
added the Public Path to list of Al SR (s A11-429
paths in System Manager.

System Manager Only: the
System Setup option now defaults
the “Version to Install” to the latest
version.

Administrators Al11-179

Fixed the product to block the

agent from navigating away from a

case while the case is being Agents Al11-504
dismissed. This could cause auto-

posting actions to be duplicated.
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Bug Fix Description User Impact Pr?|JgeCt

Fixed an issue with renamed Case
Favorites displaying an error when Agents All-114
used.

Fixed an issue where some layouts
were unable to be viewed in the Administrators Al11-149
Layout Editor.

Page 7 of 7 Emplifi.io



	Table of Contents
	Introduction
	Users of Internet Explorer (IE) Browser
	Users of ePowerCenter Earlier than 10.0
	Users of PCEmail using CIC 2015 R1 and Earlier
	Help File
	Standard Interface


	New Features
	Added the ability to customize ESP Cards using the Layout Editor
	A11-3
	SearchAddressEspResponseH – Address Search
	IssueAddressEspH – Issue Linked Addresses

	Enhanced security for case attachments and utility uploads
	Added release notes and video content to the Agent Help
	TW-694 and TW-705

	Summary of new features for version 11.1

	Bug Fixes
	Summary of fixes to software elements for version 11.1


