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1 Welcome

This User Guide is intended for iService users responsible for managing outbound email
campaigns within iService. It is available in the following formats.

—

itin your browser while offline.

(HTML | Online Help - This HTML help can be browsed online. You will be automatically
{9} directed to the standard, smartphone, oriPad version that is most appropriate for
: your browser.
[CHM 5 Compiled HTML Help - You can download this Windows Compiled Help file and view
v

PDF - Acrobat file for printing

iPad / iBook - This is an ePub file for viewing on your iPad.

C
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2 Overview

The iService customer interaction solution includes a fully integrated and complete outbound
email management system. The process for sending mass emails with iService consists of the
following steps, and is managed in the pages shown in parenthesis (from within the Admin Tools
tab of iService).

The Mailing tab is used to execute outbound mailings. This page allows the user to selecta
Message, send it to a List of recipients, and optionally use Criteria to limit the recipients. The
recipients are all pre-existing contacts within the iService database. Each aspect of the mailing
functionality can be controlled via UserTypes. For instance, an organization might provide the
marketing team access to the Messages tab but limit access to the Mailings tab to IT staff to
control distribution.

II
service®

7 :“_CI.IEI'DMR INFO |—E MESSAGE QUEUE l-. FIND ANSWERS ) ASK A QUESTION e MY ACCOUNT [}

Hello, Landlord Administrator! ([ ogout)
95;015 gne; g ;;E L;e'T-@\ Additional Details | | Departments | | Alerts | [ Centact Summary || Help || Mailing || Forms || Senice Level || SMTF Out
Lists || Criteria || Messages | | Mailings || Campsigns

List Name Segments Shaw In
My
Account

25,000 seantest, Segment1, Segment2 False

Agent Only seantest, Segmentl, Segment2 False

All Customers seantest, Segmentl, Segment2 False

Customer Only Segment1, Segment2 True

51 and 52 Segmentl, Segment2 True

51 Exclusive Segmentl True

51 Only Segment1 True

51 or 52 Segmentl, Segment2 True

52 Exclusive Segment2 True

52 Only Segment2 True

New Mailing List

The Admin Tools - Mailing Tab

1) Message Tab - The Message contains the subject line and body of the email that is delivered to
the Contact. It also defines the topic and business segment for the message.

2) Lists Tab - Lists are used to associate contacts with the types of mailings you will perform. For
instance, you might create a list named Press Releases to distribute news to people that are
interested in following your company. List management (subscribing and unsubscribing from lists)
is a very important aspect of ensuring your mailings are truly permission-based, and iService
includes a complete list management process. Messages are sent to a list.

© 2014 One-to-One Service.com, Inc. Overview
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3) Criteria tab - When a mailing is executed, you might want to deliver your message to a subset of
the specified list. For instance, you might want to send a test message before delivering a mailing
to the full list. In this case, you could use a “Criteria” such as “Test Mailing Accounts” that limits
the delivery to your internal and external test email accounts. Criteria can also be used for
limiting messages to Contacts located in certain geographic regions, for instance.

4) Campaigns Tab - Campaigns allow you to group together a series of mailings that execute
automatically on a schedule. This is especially useful when you need to send a series of messages
at regularintervals. For example, you might begin with a new customer welcome message sent on
day 0, and then include a follow up with a “helpful tips” message on day 7 and 14. Campaigns have
their own lists and list management features.

The Elements of an Outbound Campaign

The relationship among these elements is shown in the diagram below.

The iCentives” Permission Marketing Process
An integrated feature of iService®

Mailing1

& - oo

Criteria

Message {Optional ) Contacts

Mailings

Mailing2 may be

- combined

~ v -QQ- to form
| Criteria complete

(Optional ) campaigns

© 2014 One-to-One Service.com, Inc. Overview
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3 Mailing Lists

The first step in sending a recurring mailing is to create a list and associate it with contacts.
Contacts may be associated with lists in one of two ways: they may be added to the list by an
agent, or the contact may add themselves to the list through a list management page (if the list is
designated as “Shown in My Account”). A standard list management page is included within the
My Account > Subscriptions page where contacts have full control of the public lists available to
them. Custom list management pages can be created using iService forms (see the Forms User
Guide for more information on custom subscription pages).

Lists are created in the Admin Tools > Mailing > Lists tab by clicking the New List button and
providing a list name.

3.1 Lists > Details (Summary Information)

. L il
I SEervice

J 'a_CUSTOMER INFO ||=§ messace QuEue B FIND ANSWERS P ASKAQUESTION £ MY ACCOUNT
Hello, landlord@mail02.1to1service.com! (LOgOLUT)

| Segments || Websites || Skills | | Agents || User Typ

=5 || Additicnal Details || Departments || Alerts || Contact Summary || Help || Mailing
| | Lists || Criteria || Messages || Mailings || Campaigns
| List Name Segments Public
[&5] Coupons and Promotions seantest, Segmanti, Segment2 Falsa
Prass Releases Segment1, Seg True

2[ New Mailing List |[__ Delete Mailing List... ]

Details |

| Mame: Segments:

| 13 |Press Releases 6 [ seantest
| Description: []. . segment1
4 Stay up to date with our monthly press release. .. segment2

5 @ shown in iy account

§ Save

The Admin Tools - Mailing - Lists Tab
The Mailing > List > Details tab provides a description of the list, indicates whether it is viewable by the
contact, and specifies the segments in which it can be used. A description of the screen is shown
below.

1. All lists are displayed at the top of the screen, similar to other admin tabs. The Segment column
indicates the segments for which the list is available, and the public column indicates whether
the list is publicly available to contacts in their My Account > Subscriptions page.

2. These buttons are used to create a new list or delete an existing list.

© 2014 One-to-One Service.com, Inc.
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3. The name of the list is used for display on all internal and external pages. Since your customers
may see this name, it's important to use a name that is descriptive and appropriate for public
viewing.

4. The description is displayed within the My Account >Subscriptions page and optionally on
custom subscription management pages. We recommend that the description be short enough
to accommodate use on customized list management pages.

5. Selecting the “Shown in My Account” box will make the list viewable by contacts in the My

Account page. The list will appear as an available list to all contacts on the selected segments

within their My Account > Subscriptions page. As shown below, the only Mailing List that is

displayed is Press Releases, because the other list (Coupons and Promotions) is not public.

teraction History Ny Details

Mailing List Subscriptions

beeition R The public mailing lists are

Press Releases  Stay up to date with our monthly press release. | ‘— d|sp|ayed here,I and contacts
— can opt-in or opt-out as desired.

Find Answer Article Subscriptions .

Topic Subject If the contact subscribes to

Mone Subscribed

Find Answers articles, those

articles are listed here.
® 2008-2009 One-to-COne Senice.com. All rights reserved.
Powered by ISEMVICE Version: 4.15 - 2000.04.20 - 11:25:18

6. The Segments box indicates the segments in which the list will appear. It will also limit access
to iSenice administrators that have corresponding segment access. For instance, if the List is
marked as Segment 1 only, then contacts that only do business with Segment 2 will NOT see it
in their My Account page.

3.2 Lists > Subscribed (Contacts that will receive mailings)

Once you create your list, you need to add contacts that will receive mailings. Contacts can be
added by an iService agent, or contacts can add themselves from a list management page such as
My Account > Subscriptions (above). The details of all subscribers that have joined the list are
displayed on the Lists > Subscribed > Members page.

An example of the Members page is shown below. This page shows that there are three contacts
subscribed to the Press Releases list, and the details of those members are displayed. This display
will only show the first 1000 contacts for performance purposes. Clicking on a contact name will
open the corresponding Customer Info > Contacts page with the Subscriptions tab highlighted.

© 2014 One-to-One Service.com, Inc. Mailing Lists
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® i _
‘_l service”

5 -..‘.CUFI'DMEII INFO ||=E MESSAGE QUEUE 'I FIND ANSWERS 7} ASK A QUESTION

£ MY ACCOUNT
Hello, Landlord Administrator! (Logout)

s | | Skills ||;¢.;Er'l5

| User Types || Additional Details | Departments | Alerts || Contact Summary | [ Help l‘.1ai|ing
Lists | Criteria || Messages | | Mailings || Cs:‘r,:si;r‘;|

List Name Segments Public
Coupons and Promotions seantest, Segmentl, Segment2 True
Fress Releases g t1, S t2 True

[ New Mailing List |[_ Delete Mailing List... |

Details || Subscribed || Opted Cut

Members || Add || Remove
Mumber of members subscribed: 3
Page: 1

Name Email - ASC Company Address Phone
51, Customer customers1@to1senvice.com
52, Customer customers2@1to1senice.com <_ These contacts haVE been ﬂdd&d
Administrator, Landlord  landlord@mail02.1to1service.com to the PTESS Releases IISt

3.2.1 Agent Options for Adding Subscribers

Agents can add subscribers in several ways: from the Admin Tools > Mailings > Lists page, using
the contact import process, or from the Customer Info > Contacts > Subscriptions page.

= Subscribing Contacts in Bulk from Admin Tools

The most common way to add subscribers that are already in the iService database is using the
Lists > Subscribed > Add page. This page allows the agent to identify the contacts using detailed
search parameters. In the example below, the agent searched for contacts with the value
“customer” in their first name. When the search results are returned, the agent can add all

matching contacts by clicking Subscribe All. Or, they can select individual contact by checking
the box next to their name and clicking Subscribe Selected.

© 2014 One-to-One Service.com, Inc.
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. - -
=_| service”

Hello, Landlord Administrator! (Logout)

J s CUSTOMER INFO [E messacequeve il FIND ANSWERS P AskaQuEsToN € myaccount | [ETINERI

Segments | Websites || Skills | | Agents | User Types || Additicnal Details | Departments | | Alerts | Contact Summary | | Help || Mailing
Lists |:'It5'|s Messages | | Mailings || Campaigns
List Name Segments Public
Coupons and Promoticns seantest, Segmenti, Segmentz True
Press Releases i True

[ New Mailing List |[ Delete Mailing List... |

Details || Subscribed || Opted Qut
Iembers | [ Add || Remove

Search for contacts that are notin the listin order to add them:

IMew Search — Change search criteria.

Page: 1
Name Email - ASC Company Address Phone

[] 1. Customer customer!@1tolservice.com  Sample Company PO Box 2231 | Champaign, IL 61825 (Work) 217-555-1212

[] 10, Customer customer10@1to1service.com

[ 2. Customer customer2@1toi1semnvice.com

[] 2 Customner customer3@1toisernice.com

[] 4 Custoner customerd@1tol1service.com

[] 5, Customer customers@1to1service.com

[ & Customner customeré@1to1semnvice.com

[ 7. Customner customer?@1to1semnvice.com

[ 8. Customer customerd@1to1service.com . .

[] 9, Customer customerd@1to1service.com ThIS DUﬁon WI” add a" contaCtS that

Subscribe All — Add all (10} found contacts to this mailing list ‘_ matChEd the SearCh'

Subscribe Selected — Add all selected contacts to this mailing list. 4— ThlS buﬁon Wl" add iny the ContaCtS
hat are checked.

= Importing Contacts from a CSV File

You can use the iService batch utility to import a file of contacts to iService and add them to
lists and campaigns. This process works whether or not the contacts are already in iService.

For additional information on using the batch utility to import contacts, see the following
resources.

Creating a form to import your contacts and add them to a list or campaign

Using the batch utility import process to add your contacts to the form created in the step
above

=] Subscribing Contacts Individually From Customer Info

The second way to add contacts to alist is through the Customer Info > Contacts > Subscriptions
page. Simply search for the contact, and open the Subscriptions page where you will see a

© 2014 One-to-One Service.com, Inc. Mailing Lists
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summary of the available lists.

Hello, Landlord Administratar? (LOJ0Ul)

ADD CONTACT
John Doe =2

Mailing List Subscriptions

o
]

Cument List of current &-Shop customers.
Cuslomers

Customer Mews  Important news items for current Cuslomers.
Emergancy Molice Recete notices about emergencies.

Platinurn Qur best cuslomens
Customers

<

| b |
qiia) 8

Campaign Subscriptions 3

Naw Custorner  Messages senlto new customers.
Welcome
Find Answer Article Subscriptions

e-shop — All Topics — Shipping Shipping outside the United States =
e-shop — All Topics — Shipping Shipping Methods and Times
e-shop — All Topics - Products - Televisions Imipact of digital TV

Save

<

2 2003-2009 One-10-One Serdce com. All Aghts rasened.
Powered by ViCE Version: 5.1 - 2009.11.19 - 12:25:08

The Customer Info - Contact - Subscriptions Tab

1. This column indicates whether the contactis a member of the list. To add the contact to
a mailing list, click the Member Of box for the desired list.

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 to the list when this box is checked.

3. Campaign subscriptions are shown below the mailing lists, and function identically to
mailing lists.

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.

3.2.2 Options for Contacts to Subscribe Themselves

Contacts can manage their subscriptions from the My Account > Subscriptions page. They can
subscribe to three types of lists: standard mailing lists, campaigns, and Find Answers article
subscriptions. A summary of all of these subscriptions is shown in the contact’s My Account screen

© 2014 One-to-One Service.com, Inc.
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3.3

below. These list memberships are specific to the contact.

L
= ®
Service :
1 J a_CUSTOMER INFO [E messagequeve B FIND ANSWERS ‘?) ASK A QUESTION MY ACCOUNT 2 ADMIN TOOLS

Hella, landlord @mail02.1tolservice.com! (LogoUT)

Interaction History | | My Details | | My Subscriptions | WMy Stock Responses || Changs Passwerd |
Mailing List Subscriptions
tame veoeeo - Standard mailing list subscriptions
Press Releases  Stay up to date with our monthly press release ‘—
are shown here.

Save Subscriptions
Find Answer Article Subscripti Find Answers article
Topic Subject ‘— m
Segment1 — All Topics — s1topict Changing my passwaord Unsubscribe m mwﬂ

Lists > Subscribed > Opted Out (Contacts excluded from mailings)

When a contact does not want to receive further mailings from a list, you are obligated by law to
honor that request (except for certain types of account correspondence that are transactional
rather than marketing related). These contacts are referred to as Opted Out and are shown within
the Mailing > Lists > Subscribed > Opted Out page.

iservicem

Hello, Landlord Administrator! (Logout)

)’ ..‘.CUSTOMER INFO ||=§ MESSAGE QUEUE .. FIND ANSWERS 7} ASK A QUESTION O MY ACCOUNT

Segments | Websites | | Skills || Agents | User Types || Additional Details || Departments | Alerts || Contact Summary | | Help || Mailing
Lists | Criteria I-.Issss;§5| Mailings || Campaigns
List Name Segments Public
Coupons and Promotions seantest, Segmentl, Segment2 False
Press Releases 1 True

[ New Mailing List |[__ Delete Mailing List... ]

This contact has asked to be excluded
from future mailings to the list. This

Details | | Subsaribed || Opted Out
W OVe ae any LID () (] ()

Mumber of members opted-out: 1

==c=: 1 list that might be added by an agent

Company Address Phone

Name Email - ASC
Administrator, Landlord landlord@maild2.1to 1service.com

Methods Used to Opt-Out of a List
There are several ways that a contact may be opted out of a list.

a. Unsubscribe vialink in email —Your message may contain an Unsubscribe link to
automate the contacts unsubscribe request. The recipient will click this link, which

© 2014 One-to-One Service.com, Inc. Mailing Lists
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will load a URL that specifies the Contact ID, MSG ID, and List ID. This page will then set
the Opted Out value to True for the contact, and a record of when the property was
updated will be recorded in the contact property history. The page will refresh to
either a standard iService Successful Unsubscribe page or a customizable message
specified in the message. For additional information on the unsubscribe link, see the
Link Variables section below.

b. Visit My Account > Subscriptions page and remove subscription. As shown above, a
contact can remove themselves in the same way that they add themselves to a list.
The web services used to display the lists in the My Account > Subscriptions page may
also be used to create a customized list management page.

c. Agents can remove subscriptions from Customer Info > Contacts > Details, and can add
those contacts to the Opt Out list.

© 2014 One-to-One Service.com, Inc. Mai/ing Lists
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Using Criteria to Limit Distribution

There are times when a message should be delivered to a subset of list members. For instance,
you might only want to deliver your message to contacts that live in a certain location or use a
specific product of yours. Criteria are used to select a subset of list members, and are based on
the same search options as found in the Customer Info > Search page. These predefined searches
are saved and used within the mailing process.

Segments || Websites | | Skills || Agents || User Types | | Additicnal Detsils | | Departments || Alerts | | Contact Summary || Help | [ Mailing %%
i
Lists | | Criteria Messages | | Mailings || Campaigns g)
Mame Segments
Test List a-shop, Financial Services, Manufacturing, Power Company. Sales
TV Preferance e-shop

[ Mewar Criteerisi H | delestey Corifeariza l

M Segroents:

|'I"wr [ resitereenic

| esseription:

Foiaoi iz meiling Lo

nhiop

O vinzancial somices

C 1 rman Resourees

CIOTLL R TINE WILi v I:l I (:ﬁ]l’l’l[]”?”l(:ﬂ

|:|I'u1=1r|u‘i':nrturir|_u
Cirower Company

RERSRIRT AT |- 0 e W]

O ssates
Clrene
Clrnemod
SEARCH [N SEARCHTFOI:
W
|:Jr|1nj-rhtzm Vl | Product Profronce Vl |'I"\.|’ |
Add Field

B N e A N e e e v W e e

QV\/JM\MJ’” "“L-r””"\/\,f\\f’\,p.vfwvw"ﬁ"“"\«f h 2V

In the example above, this criteria would limit the recipients of a mailing to those contacts that
have avalue of TV in their Product Preference contact property.

© 2014 One-to-One Service.com, Inc.
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5 Creating Messages

One of the most important aspects of sending a mailing is the message itself. Messages are
created in the Mailing > Messages tab and are comprised of the elements describe below. These
messages are delivered through mailings and campaigns executed on the Mailing > Mailings or
Campaigns page.

© 2014 One-to-One Service.com, Inc. Creat/'ng Messages
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iservi cE;

a CUSTOMER INFO
-

iy messace queve

BR rvo answeRs

T ASK A QUESTION 3 MY ACCOUNT

Halls, Landlord Administrator! (Logoul)

New specials

- Produtts

a-shap -- &ll Topics

Havsletter

a-shop == All Topics == Products

Tree Trimming

Povear Company - All Topics - Sarvice Questions

2 MewMessage | Delete Message... |
Name;
3| |Welcome Message
Description:
4| |Initial welccme message
Topic:
5 |..ﬁ.:cnwd0uasl’uns j
Subject Line
6 |Welcome to e-Shop!
7| [ include Ret In Subject Line
Plain Text Body
10 11
B| |[Dear 5FiratHames, =1 | Variabl ea“srcck Responses
0 Contact Ed
|We're excited about having you as a cuatomer and will do ocur very A
best to make sure you feel the same about us. This welcome :J‘:ﬂ tel'rre
message has a few details that you might want to kesp for future ;;m;”‘:c;
reference. s
Company
Micgdle Initial
Your Account MHumber: $ContactProperty-"Accounc Humber's Phone
Your Product Freference: 5ContactPropercy-'Froduct Freference'$ Address
Customer Type —
Tou will receive updates from us each month regarding s=xciting Job Title
deals and speciala. These apeciala are limited toc customera that = Customer Level
(participate in cur Welcome Package campaign. Account Mumber
Product Preference
A1l the best and happy shopping! Lead Source
=l Sales Pipeling Slage 2
Rich Text Body
9 Vanables | ISI.;:F' Responses
Contact =
Name
First Name
Last Mame
Company
Middle Inikial
Phone
Address —
Custormer Type
Job Titke
Customer Level
Account Mumber
Product Preferance
Lead Source
Sales Pipeling Stage el
Save

@ 2008-2009 One-10-0ne Sendce.com. All ights resaned.
Powered by iSerice version: 5.1 - 2009.11,19 - 12:25:08

© 2014 One-to-One Service.com, Inc.
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The Message Page Elements

1. Message List. This is a list of all messages that are available to the agent for editing. Users of
this page can only see messages in the Segments to which they have been granted access. The
message’s segment is determined by its topic.

2. New Message / Delete Message. Use these buttons to create new messages or delete existing
messages. When deleting a message, iService will display the Campaigns and Mailings in which
the message is used, and prompt for confirmation. If the message is used in a Campaign or
Mailing, they must first be removed before the message can be deleted.

Deleting this will affect the following:;

Campaigns that send this message.
These campaigns must be modified before the message can be deleted::

» Pew Customer Welcome

Mailings that send this message. These mailings will be setto have no message:;

s Customer Specials Update
& Platinum Update
+ Emergency

3. Name. The name is a label that is displayed in the Message List and in other iService screens.
4. Description. This description is used to explain the purpose of the message.

5. Topic. All interactions within iService must have an assigned topic. This topic determines the
Segment in which the message resides, which then determines agents that will have access to the
message.

6. Subject Line. This is the subject line of the message that will be viewed by the recipient.

7. Include Ref# in Subject Line. This option will include the standard iService reference number
in the subject line of the message. In some cases, the sender may not want the Ref# displayed in
the subject line, especially if the message is personal oris not intended to receive areply. The
Ref#is used by iService to link any responses from the contact with the original outbound email.
This association creates a message thread within interaction history that makes it easier to view
the overall conversation with the contact.

Mailings are delivered as true multipart messages that include a text body and optional HTML
body. This ensures that regardless of the recipient’s email client (cell phone, outlook, etc.), the
message will be rendered properly. The HTML body is optional, but the plain text body is required
for every message.

© 2014 One-to-One Service.com, Inc. Creat/'ng Messages



-------- iCentives Mass Mailing User Guide Page 18

Note: You should never send an HTML only email, as it will be viewed as SPAM by most network
providers. Also, some email clients are unable to render HTML and your message will not be
viewable on their device (e.g., cell phone or some smart phone email clients).

8. Plain Text Body. The plain text body may include stock responses and variables, similar to
composing responses from the Message Queue page. Stock responses are commonly used blocks
of text and variables that simplify creating messages (such as the opening or closing for
messages). All of the contact properties to which the agent has access may be used as variables
when composing a message. Variables are inserted where the cursoris placed in the text box by
clicking the variable name. Although listed in the Variable quick pick list, you can also type them
directly such as SContactProperty-'lob Title'S. Be sure to use a single quote around the actual
property name instead of double quotes. Variables are described in detail within the iService
Setup Guide using Auto Reponses section.

9. HTML Body. The HTML body section of the page functions the same as the Plain Text Body
which is described above. The same variables and stock responses may be used in both areas, and
the preview panel will display using your properties. The most common method for constructing
the HTML body is to use an HTML editor such as Adobe Dreamweaver or Microsoft Expressions. For
simple messages that include only basic markup, like font styles (e.g., bold, underline, etc.), the
most common approach is to paste and edit the text version of the message.

10. Variables. Toinclude variables in the message body, select them from this panel and they
will be pasted into the message at the cursor location. The list of variables displayed is limited to
the agent’s segment access. That is, if the agent would not normally see the contact properties in
the Customer Info>Contacts>Details tab, they will not be displayed here.

11. Stock Responses. All of the stock responses available to the agent are displayed in this tab.
To insert the stock response as a variable, click the stock response name. To insert the full text of
the stock response, click the word “Text” to the right of the stock response. When “text” is
selected, the corresponding version (Text or HTML) of the stock response will be inserted.

5.1 Link Variables

Variables and message personalization are an important part of the outbound email process. The
Link command is a special class of these variables, and has special syntax for tracking message
views, unsubscribe requests, and URL clickthroughs (trackable URLs). The Link command utilizes
the iService Link.aspx page, which records the action and performs the requested function.

There are three versions of this command: Link, Linka, and Linkimg. The Link command is primarily
used for plain text messages, while Linka and Linkimg are used for HTML messages. The syntax for
each version of the command is as follows.
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5.1.1 The Link command

SLink [name]$ - name is used to differentiate the links in a message and for reporting.

Optional Parameters: [-URL] [-VALUE] [-DEF] —-URL specifies the landing page for the link, -VALUE
records a corresponding value in the database, and -DEF makes the link a definition that can be
reused throughout the message.

The Link command generates a URL that is based on the website and link.aspx page. It is primarily
used to generate trackable URLs that redirect the contact to a specified page. The optional
parameters of URL and VALUE are always followed by text included within quotes (e.g.,
“something here”) that specify the action.

The name is required and is used to identify the link for reporting purposes. Any name can be
used, such as “OurWebsite”, but the name cannot contain spaces or special characters. The name
Unsub is reserved and is described in the table below.

Link Unsub The word UNSUB is areserved name and is used to generate an
unsubscribe link. This name does not require any of the optional
parameters if the standard unsubscribe landing page is desired. When
clicked, the link will remove the contact’s email address from the list
used in the mailing.

For example, SLink Unsub$ will generate a link that looks like
https://1tolservice.iServiceCRM.com/link.aspx?
id=25&contact=16&value=&hash=aert4323342.

When clicked, the above link will remove the contact from the list used
for the mailing and refresh to a similar URL that displays standard
verbiage indicating the contact has been unsubscribed from the list.

To refresh to a customized page, add the —URL parameter and specify
the desired landing page.

Link Unsub -URL ‘foo’” The —URL parameter can be used along with the Unsub name to specify a
customized landing page for unsubscribe requests.
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For example, SLink Unsub —URL ‘http://www.website.com/sorry.html’S
would redirect the contact to the sorry.html page after the unsubscribe
request is completed. The actual url must be enclosed in single
quotation marks. NOTE: do not use double quotes.

Link fname} -URL ‘foo’

This is the standard format for creating a trackable URL. The URL that is
included within the quotes will be the landing page.

For example, SLink OurWebsite —URL ‘http://www.website.com’S will
generate a link that looks like https://1tolservice.iServiceCRM.com/
link.aspx?id=25&contact=16&value=&hash=aert4323342.

When clicked, this link will record the event and refresh to the
www.website.com page specified by the —URL parameter. The name
used in this example, OurWebsite, will display on reports and within
history to indicate the specific link that was clicked by the contact.

Link {name}-URL ‘foo’
-value ‘bar’

The —Value parameter can be added to store a specified value
associated with the link. This is useful for including simple surveys,
asking for approval, etc. The text associated with the —Value parameter
is stored by iService and available for reporting.

For example, SLink Survey —URL ‘http://www.website.com/thanks.asp’ —
Value ‘Yes’S will generate a link that looks like
https://1tolservice.iServiceCRM.com/link.aspx?
id=25&contact=16&value=Yes&hash=aert4323342.

When clicked, this link will record 1) when it was clicked and 2) the
value associated with the click. In the example above, the contact would
be refreshed to the www.website.com page and the value of Yes would
be associated with their click.

Link {name} -URL ‘foo’
-DEF

The —DEF parameter converts the link into a definition. It will not display
anything where created, but is available for use as often as desired
within the message. If you have a link that is used in many places, the
definition can save you some time.

For example, SLink OurWebsite —URL ‘http://www.website.com’ -DEF$
creates a definition of the name OurWebsite. To insert this link in
various places, you could simply use the following.
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To visit our website, click the link below.

SLink OurWebsite$

In addition, if you have a set of links that are used often, you can format
them as stock responses and insert them at the beginning of your
message. Then you can simply use the definition wherever desired.

For example, you might add this text at the beginning or end of all of
your plain text messages.

SLink OurWebsite —URL ‘http://www.website.com’ —-DEF$
SLink Unsub —URL ‘http://website.com/sorryurleaving.asp’ —DEFS

SLink Survey1 —URL ‘http://website.com/thanks4voting.asp’ -VALUE
‘Yes’ -DEFS

SLink Survey2 —URL ‘http://website.com/thanks4voting.asp’ -VALUE ‘No’
-DEFS$

5.1.2 The Linka command
SLinka [name]$

Optional Parameters: [-URL] [-TEXT] [-VALUE] [-DEF]

The Linka command is identical to the Link command, except that it automatically generates the
necessary HTML A tag to make the generated link a true hyperlink. That s, instead of seeing the
link http://1tolservice.iServiceCRM.com/Link.aspx?id=... the command will generate a hyper link
that looks like click here. The text that is displayed in the message (e.g., click here) is generated
by the —Text parameter, which is required.

For example, the Linka command below

SLinka Unsub -TEXT ‘click here to unsubscribe’$

will generate and an unsubscribe link that looks like this: click here to unsubscribe.
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5.1.3

Other than generating the required HTML instead of a plain link, the Linka command functions
identical to the Link command.

The Linkimg command

SLinkimg Viewed$

This command will insert an image in the HTML portion of the message. When the email is opened
and the images are displayed, this action is tracked by iService and provides a reliable indication
that the message has been viewed. However, if the user does not accept the images or reads the
text version of the message, this attribute will not be updated.

The Linkimg command generates an image tag that looks like the following.

<img src="https://ltolservice.iServiceCRM.com/Link.aspx?
id=3&contact=1l6&value=&hash=F0A16B" alt="" />

The link page redirects to a standard blank gif image stored on the iService website.

NOTE: for the Linkimg Viewed tag to work properly, the iService website URL must be externally
accessible.
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6 Executing Mailings
The Mailings tab provides the ability to create a mailing that specifies the following items.
a. The List to which the message will be sent.
b. The message that will be sent to the list.
c. Criteriafor the delivery of the message

Essentially, the mailings page allows the user to pick a message and send it to a list. A unique
mailing ID is used to track the effectiveness of each mailing. The contents of the Mailings >
Mailing page are described below.

Lists | | Critesia || Messages || Mailings || Campaigns
Mailing Name Topic Description
1 Current Customer Notice Power Company -- All Topics -- Service Questions Notice to current customers:
Customer Specials Update a-shop -- All Topics -- Products Mailing to current custamers for this months speacials.
Emergency e-shop -- All Tepics -- Products
Newsletter e-shop -- All Topics -- Products
Platinum Update e-shop -- All Topics -- Products Mailing to platinum customers

2 ’ New Mailing ” Delete Mailing... ]

Mame:

3 |CurrentCust0merN0tice |
Description:

4| |[Wotice tO CUrrent Customers

Message Recipients

5 | Mailing List: |Cu910merNews "l

Select Message

6| wailing Message: |Tree Trimming "l

Sender Information

Topic: Power Company — All Topics — Service Questions
g | From Mailbox: ©"TGC Support” <power@server]. Tiolservice.ci v

9 Save

Send Mailing

Limit mailing with the criteria;| TestList  ~ |40

SEARCH IN FIELD: SEARCH FOR:

WHERE:

|anywhere V| | —Login - "l |@‘Ito‘|ser\.'ice.com
Add Field

Lahbel for critiera shown in reparts: |TestMaiIing Only | 11

12 | Send Mailing

The Mailings Page Elements
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1. Mailing List. This is a list of all mailings that are available to the agent for editing. The list of
mailings is limited to the Segments for which the agent has been granted access. The mailing’s
segment is determined by the topic of its message.

2. New Mailing / Delete Mailing. Use these buttons to create new mailings or delete existing
mailings. When deleting a mailing, iService will prompt for confirmation.

3. Name. The name is a label that is displayed in the Mailing List at the top of the page and in
otheriService screens.

4. Description. This description is used to explain the purpose of the mailing.

5. Mailing List. Select the list of recipients from the Mailing List drop down. The lists available to
the agent are limited to the segments for which the agent has been granted access.

6. Mailing Message. Select the message to send from the Mailing Message drop down. The list of
messages will be limited to those that are in topics to which the agent has been granted segment
access.

7. Topic. When the Mailing Message is selected, the corresponding topic of that message will be
displayed. This topicis display only on the Mailings page and cannot be edited.

8. From Mailbox. The topic of the message defines the segment in which the mailing will be
sent. The corresponding list of segment mailboxes is displayed and the From mailbox must be
selected from the drop down menu.

9. Save. Click the Save button to save the changes to the mailing before sending or leaving the
page.

10. Criteria. If you only want to send the message to a subset of the contacts on a list, selecta
previously saved criteria and create an ad hoc criteria using the drop down boxes. Criteria are
based the iService contact search features, and can include multiple search terms using And/Or
logic.

11. Criteria Label. The criteria label is used within iService mass mailing reports.

12. Send Mailing. The Send Mailing button will prompt for confirmation before delivering the
messages, and will indicate the number of contacts included in the mailing. Access to this button
is limited based on UserType configuration, and is granted to all UserTypes that have
“Tab.Mailings.Mailings.Send” enabled. By default, only Administrators have access to the Send
button.

Once a mailing is executed, message delivery begins immediately.
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7 Using Campaigns To Automate Communication

A campaign is a series of mailings that are scheduled for delivery according to a predetermined
schedule. This simplifies the mailing process when you have a recurring schedule for delivering
various messages to the same contact. The message delivery date is an offset from the date the
contact is added to the mailing.

“‘iservice

J '8 CUSTOMER INFO ‘ MESSAGE QUEUE BE FinD AnSWERS 7) ASKAQUESTION (2 MY ACCOUNT k;
Hello, Landlord Administrator! (Logoul)

Campaigns

1 | Kaw Customar Walcome

2 New Campaign E Delata Campaign... |

Mame:

3 INew Customer Welcome
Dascription:
4 Messages sent TO ReW Customers.

Campaign Messages:

Day Offset > Details 6 7

] Message: [ Welcome Message | Topic: e-shop — All Topics — Account Questions Delete
Mailbox | "Customer Service” <demo-cc@server]. ltolservice.com> LI

[14 Message: | New specials ] Topic: e-shop - All Topics — Products Delete

Wailbox: | "Customer Service™ <demo-cc@serverl. llolservice.com> v|

Add Message B

Save 9

© 2008-2009 One-to-One Senice.com. All fights resensed,
Powered by iSenice Version: 5.1 - 2009.11.19 - 12:25:08

The Campaigns > Details Page Elements

1. Campaigns List. This is a list of all campaigns that are available to the agent for editing. The list
of campaigns is limited to the Segments for which the agent has been granted access. The
campaign’s segment is defined for each campaign in the details tab.

2. New Campaign / Delete Campaign. Use these buttons to create new mailings or delete
existing campaigns. When deleting a campaign, iService will prompt for confirmation.

3. Name. The name is a label that is displayed in the Campaigns List at the top of the page and in
otheriService screens. Since Campaigns are essentially another type of mailing list, this name is
also displayed on all pages of iService where agents and contacts interact with subscriptions.
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4. Description. This description is used to explain the purpose of the campaign. Since Campaigns
are essentially another type of mailing list, this description is also displayed on all pages of
iService where agents and contacts interact with subscriptions.

5. Day Offset. This is the number of days since the contact was added to the campaign until the
message is sent. An offset of Oindicates the message will be sent when the contact is added to
the campaign.

6. Details. The campaign message details include the message that will be sent and the mailbox
from which the message will be sent.

7. Delete. The delete link will remove the message from the campaign. There is no confirmation
prior to removal, but the changes to the campaign are not saved until the Save button is clicked. If
you remove a message by mistake, reload the campaign and the changes will not be saved.

8. Add Message. To add another message to the campaign, click the Add Message link and fill in
the corresponding information.

9. Save. Click the Save button to save your changes. Changes to the campaign are processed
immediately.

The Campaigns > Subscribed Page Elements

Campaigns retain their own mailing lists of recipients. These lists are developed and maintained
identically to the standard Mailing Lists within iService. For details on managing campaign contact
lists, see the “Mailing Lists” section above.
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