» emplifi

Agent Release Notes
vil.2

EMPLIFI AGENT
NOVEMBER 2022

Emplifi.io



® emplifi

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.

Emplifilnc. | emplifi.io
4200 Regent Street, Suite 200,
Colombus, Ohio 43219, United States | 3 E1 [& {3 E3




® emplifi

Table of Contents

Table Of CONTENES ..o 2
o g1 g o 11Tt T o T USSR 1
Users of Internet EXplorer (IE) BrOWSET ...............ocvieiiiiiiie ittt sttt e s s ebtee e s sraee e s sebreee e 1
Users of ePowerCenter Earlier than 10.0 ..o 1
Users of PCEmail using CIC 2015 R1 and Earlier.................vvvvviiiiiiiiiiiiiiiiiiiiiierireiereiererersrsnennnnnen, 1
L [T o T8 1 LR PPPRPRPPPPPPRS 1
& N YA T U ST 2
Improved the process for managing Favorites ................cccoooiii i 2
Added the ability to create Personal or Shared Favorites and Folders .................ccccvvvvvvviiiinnnnnnn, 5
Added a NEW RQA FEALUIE............oveiiiieieiiiieeieeeite et eeteeeeeteaeaeteaeeebebeaeaeaebebebebebebebebebesebeberebesererererereres 7
Added Queue Details item to Work Items list................ouuviviiiiiiiiiiiiiiiiiiiiiiiiiieieeeveveverererererenerenenes 8
Added QUICK REPOIES LiSt...........uviiiiiiiiiiiiiiiiiiiiiiiiirtteriieserere e ebereaebererererebebebererererererarersrarererareres 9
Summary of new features for version 11.2 ...........ccccooiiiiiiii i 11
9 2 U = o (PR 13
Summary of fixes to software elements for version 11.2....................ccoiiiiiiiii i, 13
9 Pre-Rel@ase HOLfiX . ......ooi i e e e e e e et e e e e e e s e nnnrrees 15
Summary of fixes to software elements for version 11.2.707 ..............ccccccviviiiiiii 15
0 Pre-Rel@ase HOLfiX . ......ooi i e e e e e e st e e e e e e s e nnnreees 16
Summary of fixes to software elements for version 11.2.695 .............ccccccciiii 16

Emplifilnc.
4200 Regent Street, Suite 200,
Colombus, Ohio 43219, United States

emplifi.io

fodEma



® emplifi

O Introduction

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

Astute Agent version 11.2 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 ended 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

@ Astute Agent + New Case(sys) ~ [ - e [T
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@ New Features

Improved the process for managing Favorites
Al11-5; A11-693

The Favorites feature now has a new menu and new pages for managing favorites.
The Favorites drop-down menu allows you to access two new pages: My Favorites
and Manage Favorites. The My Favorites page functions similarly to the previous
version of Favorites. It allows users to manage their favorites and folders. A new
Manage Favorites page allows an administrator to search, view, and manage all
favorites for all users.

From the Home Page function bar, select either Reports > Reports Admin or select
Utilities and the Favorites drop-down menu will display. Select Favorites to view a

list of menu options. Below is an example of the Favorites menu when accessing it

from Reports Admin.

When accessing favorites from Reports Admin, you can choose to view the following
pages: My Favorites, Scheduled Report Results, Jobs, Report Catalog, and Manage
Favorites.

When accessing favorites from Utilities, you can choose to view the following pages:
My Favorites, Scheduled Report Results, Background Process Status, Jobs, and
Manage Favorites.

Important: The navigation for Scheduled Report Results, Jobs, Background Process
Status, and Report Catalog has changed. These options are only available from the
Favorites menu.
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The My Favorites page allows you to create personal or shared favorites that you can
share with other teams or individual users. There are three views available for this
page:

e All - allows you to view all your personal and shared favorites.

e Personal - allows you to view only your personal favorites.

e Shared - allows you to view only shared favorites.

@ Astute Agent

+MNewFolder  / Distribute Favorites ) Copy Favarites Fram User

Name Description Function Type Notes
Case Reports Case Raports P
Fhvrorcor FavFoldo1 shared
FavFoldoz FavFoid02 Shared

By hovering over a personal favorite or folder, a tool menu button — will display.
Selecting the menu button ~ will open tool options for scheduling, editing,
distributing, and deleting the favorite.

Astute Agent
= My Favorites +NewFolder /@ Distribute Favarites % Capy Favarites From User
® Saarch:
Name Description Function Type Notes

Case Reports Casa Raports Personal
PavFoLdo
FavFoldoz
kanban

Newshart

Newshar2

open it

ssFav
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The Manage Favorites page is a new page that will display all favorites in the system.
This page is only visible to an administrator with the new w_admin_favorites
permission. If an administrator has the proper permission, they can view, organize,
and manage favorites for specific users.

(&) Astute Agent

Pl Manage Favorites iuewing s Stephanieistepie) for company Y5 and canfg DEFAULT) T Mave To Folder [ New Fakder ¢ Distibute Faverites X Delete Favorites | QL SEARCH @viEw as

Selecting the View As button allows you to view and manage favorites for a specific
user. The Manage Favorites banner will display the “viewing as” username, user ID,
and company ID for the favorites you are currently viewing on the page.

(&) Astute Agent

ssssss

Casa Raports Case Reports stepie 55 Fersana
5 © FavFoldol
{= " FavFoldo2
2 kanban
€2 Newshart Wewshar!
€2 Newsharz Nenshar2

£2  opanit

ssFav

This page functions similarly to the My Favorites page. For more information, refer
to the Agent Help.
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Added the ability to create Personal or Shared Favorites and Folders
Al11-749

The Favorites feature now has two favorite types: Personal and Shared. On either the
My Favorites page or Manage Favorites page, the Type column will identify whether
the favorite or folder is shared with other users or personal to you.

@ Astute Agent

rrrrrr

Name Description Function Type Notes

Personal

nnnnnnnnn

When you create a new favorite, you will select the type of favorite it is on the Save
As Favorite window. If the favorite will be shared, you can choose the company and
configuration with which to share it.

Ml Case Listing Report

Options

:::::::::

Report Output
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Similarly, when you create a new folder, you will name the folder and select
“Personal” or “Shared” in the Favorite Type field. If you select “Shared”, you can
choose the company ID and configuration with which to share it.

Note: When naming a shared folder, we recommend that you add a prefix to the name
to indicate that it is a “Shared” favorite folder.

0-33 Astute Agent

My Favorites P Distribute Favarites 1 Copy Favorites From User

Name Description Function Type Notes
Case Reports

FavFoldol

FavFoldo2

kanban
Newshart eud  Enter new folder name x

Nawshar2 Folder Name
apen itt

55 Fav

Important: After saving the new folder or favorite, the Favorite Type setting cannot be
changed.
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Added a new RQA feature
Al11-511

A new RQA feature is added for submitting and tracking requests to retrieve a
product from a customer or retail location.

For an agent to use this feature, an administrator must define an F code for the Case
Request Category. The F code must be set up as “String” with the Capitalize Type set
to “None.” Then, a new RQA Enclosure Code is created for the case Enclosure Type
field.

Next, the administrator will set up the RQA configuration on the Configuration
Editor.

Il

More information on implementing this feature is available in the Agent RQA
Implementation Guide.
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Once this feature is configured, an agent will add an enclosure with the Enclosure
Type field set to “RQA". Then, select the new Create RQA Return Project button on
the Enclosure banner. This will open the RQA Return Project form. The agent will fill
out the form and click Submit.

@ Astute Agent

o tome Bl Case 3246350 Vs GREEN/YELLOW/RED © Add item © o

GRE SRM Post ID

(B08);

@ Product (CO1): - Assigned To €53 Code: -
ca ep:

Route Name:

" , PR 5 1~ Email - Fy
ork ftems Zil) a

7 Encosures() > 1-NEWRQA i
.. o . 5}
E nclosure | NEW RQA atus: | Rezdy 1o P
o sady 10 Pi

HISTORY
R, Unilities ddres:

. CaseEnc | en - .
4 A jon ang 1D: 49: Suggested Al
Letter: | gasicLOL

Issue: |1 GREEN/YELLOW/REDY

After the RQA form is submitted, clicking the RQA Return Project button again will
allow an agent to view the status.

[ Note: Agents will need internet access to use the RQA feature. J

Added Queue Details item to Work Items list
A11-712

Queue Details is a new item that can be accessed from the Work Items list. When the
Queue Details option is selected, an agent can view the case data, issue data, and
case text in their queues. Once an agent selects a case from the Queue Details, they
are prompted to accept the case transfer.

+ New Case (5¥5) ~ [T

Bl queue Details <ALL> - || s -
1-25of62items. 1 £l 4 M 25 ¥ items per page
L} > . Company v case

aqueue

Note to Administrators: The new w_view_queue_details security permission for this
item is only given to FULLACCESS roles by default.
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Added Quick Reports List

A11-54 AND A11-731

A new Quick Reports list is added to the Home Page function bar. This will allow for
easy access to certain frequently used report favorites. The report favorites that can
be added to the list are Case Listing Report, Chart Report, Frequency Report, and
SQL Select Report.

From the function bar, selecting Reports will open a drop-down menu with the
following options:
e Reports Admin will open the Reports Administration page.
e Quick Reports will display a short list of important report favorites. Selecting a
report from this list will display the report results on the page.

R — ]

To have a report show up on the list, you need to save it as a Quick Report. When the
report favorite is created, select the Add to Quick Reports check box on the Save As
Favorite window. This will add the report to the Quick Reports list.

Note: Quick Reports is a short list of reports that can be quickly accessed from the
Home Page. This is meant for frequently used reports only. This is not meant to be used
for a long list of reports. We recommend using My Favorites for accessing most of your
report favorites.

4
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When a report is selected from the Quick Reports list, the report results will display.
The results have full functionality and allow you to drill down to obtain more granular
information on a specific item. To refresh the report, simply click the report title in
the Quick Report list.

55 555 55359333

When you select the Report Admin button L% on the banner, you are redirected to
the report options page in Report Administration.
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Summary of new features for version 11.2

New Feature Description User Impact Project ID

Added a new Manage Favorites page
for administrators to use if they have  Administrators 126434 Al11-5
w_admin_favorites permission.

Added a new Favorites drop-down
menu with options for accessing new  Administrators Al11-693
and existing pages.

Added a new Quick Reports option
on the Home Page function bar. This
will allow easy access to frequently
used report favorites.

ALL Al1-54

Added the option to choose between
outbound call and SMS, if both are Agents Al11-451
set up in your system.

Improved logging for the Address
Redaction Utility.

Added a new Case Audit Trail Report
to show case data tracking such as

Administrators 234991 A11-498

date, time, and user ID for all case Administrators A11-507
data additions, updates, and

deletions.

Added RQA feature for initiating and

tracking a product retrieval request ALL Al11-511

from a customer or store.

Enhanced Mass Mailing so that an

email subject with [case.case_id] will Administrators e Al11-562
) 239735
substitute the case ID.
Improved the Queue interface to
- . . .. Al11-668;

allow an administrator to edit the list ~ Administrators

! Al11-754
of responsible agents.
Added a new Queue Details item to
dlsp!ay in the Work !tems Ilsjc. A new ALL A11-712
Ww_view_queue_details security
permission is added for this feature.
Added the ability to show Chart
Reports in the new Quick Reports Administrators Al11-731

feature.
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New Feature Description User Impact Project ID

o A11-669;
Eoranced GrophEll Senice©  pginsators
. A11-733

Usability enhancements to allow
arrow keys to navigate the Layout Administrators Al11-761
Editor drop-down lists.

Added the ability to create a shared
Favorites folder. A11-749

Note: When naming a shared

folder, we recommend that you Administrators
add a prefix to the name to

indicate that it is a “Shared”

favorite folder.

Enhanced security for calls from
Agent to Knowledge to validate that

. . Administrators A11-633
the server being called is one from a
valid list.
Added metadata endpoint for
customers to pull into their Identity Administrators Al11-784

Providers.

Page 12 Emplifi.io



® emplifi

© Bug Fixes

Summary of fixes to software elements for version 11.2

Bug Fix Description User Impact Prfé)e ct

Fixed an issue with drop-down list 139734

displaying behind other user Agents ’ A11-81
. 230852

interface elements.

Fixed an issue where you could
dismiss a case with close
mandatory fields not filled in.

Agents 145394 Al11-124
Recfluced scrolling for pending A 228859 A11-444
actions.
Fixed an issue where nested
folders more than 2 levels deep . .
. . . Administrators 228604 A11-482
did not show up in the File
Maintenance Utility.
Improved logging for the Address
Resgejon Willhy o QEaily o | oo 234991 A11-499
what fields are being redacted on
addresses and cases.
Various updates were made based AN,
on recent audits that should not ALL AR
impact users Al
P ' A11-687;
Fixed the Address Service to be
able to support Canadian Agents Al11-677

addresses.
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Bug Fix Description User Impact Pr?IJDe e

Fixed an issue where the favorites
for a selected user could not be
seen and copied.

Fixed an issue with editing
favorite folder names by giving
the option to update the existing
name or create a new folder.

Fixed an issue when distributing a
favorite in a folder. If the user it
was distributed to did not have
that folder, then the favorite was
not visible to the user. The
favorite will now show up in the
ROQOT! folder of the user to which
it is distributed.

Fixed an issue with how Smart
Search performs case and phone
searches.

Fixed an issue with inserting
standard paragraphs after a case
preview.

Fixed an issue with System Last
ID when value is set to less than 8
digits.

Fixed an issue with BCC field not
working in Send Letter Options.

Fixed an issue where uploaded
files show an error on the virus
scan due to a non-ASCII character
in the file name.

Fixed an issue where folder names
in favorites were not required to
be unique.

Page 14

Administrators

Administrators

Administrators

Agents

Agents

Administrators

Agents

Agents

ALL

283697

242529

247253

248097

229450

251163

Al11-734

A11-537

A11-650

A11-738

A11-753

A11-740

A11-440

Al11-772

A11-786
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Bug Fix Description User Impact Prfé)e ct

Fixed an issue where the
Password Attempt Limit was not
being enforced.

ALL 250807 Al11-741

Added security regarding the

passwords stored in the system.

The result it that when storing a

password in the system, you must  Administrators Al11-654
first click a Change Password

button to make the input box

visible.

Fixed an issue where cases

created through Community Inbox

were not correctly setting the Agents A11-785
Action Date and Responses Due

Date.

Fixed an issue where there was an
error when running a scheduled Administrators A11-778
Chart Report.

@ Pre-Release Hotfix

Summary of fixes to software elements for version 11.2.707

Hotfix Description User Impact Prﬂjge &

Fixed an issue impacting specific
SSO configurations. There is no
downtime or intended impact on
other users.

ALL A11-859
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@ Pre-Release Hotfix

Summary of fixes to software elements for version 11.2.695

Hotfix Description User Impact Prfé)e ct

Fixed an issue with ‘Forgot

Password’ failing to send an email ALL A11-835
when the Outbound Email Type is

Graph.



