Telia CallGuide 10 Release Notes

Always read the release notes for each CallGuide sub product for​​ complete information.  This document is only a summary.
This document is only updated when new functionality has been released (i.e. it is usually not updated if a single sub product is released).

Additionally released components and sub products for Telia CallGuide 10 Date 2017-12-20
Updated in this release 

CallGuide Agent 10.1.2

For complete information about Telia CallGuide 10, see also all sections below.

Summary of new functionality:
· CallGuide Agent available in German.

Important notes:

- 

Additionally released components and sub products for Telia CallGuide 10 Date 2017-10-05
Updated in this release 

CallGuide Chat Engine 10.0.0

CallGuide Cobrowsing Engine 10.0.0

CallGuide Web SDK 10.0.0

CallGuide Proactive Web Engine 10.0.0
CallGuide Edge Agent 10.1.1

CallGuide Admin 10.1.1
For complete information about Telia CallGuide 10, see also all sections below.

Summary of new functionality:
· Possibility to configure priority for a waiting list in CallGuide Admin and support for sorting waiting list contacts also by priority of the waiting list in CallGuide Edge Agent.

· One CallGuide Web SDK instance can be shared by more than one domain. I.e., if a contact centre is associated with web sites using more than one domain name, chat, cobrowsing, and proactive web sessions continue seamlessly when the user navigates across the configured domains.

· Improved security in CallGuide Chat Engine, CallGuide Cobrowsing Engine, CallGuide Proactive Web Engine and CallGuide Web SDK. Examples:

· Support for CORS (Cross Origin Resource Sharing) in CallGuide Cobrowsing Engine, CallGuide Web SDK and CallGuide Proactive Web Engine. CORS means (in this case) that requests from domains not specified in the configuration for CallGuide Cobrowsing Engine or CallGuide Proactive Web Engine are disallowed. The prevention protects the customer from requests against CallGuide from an unauthorized domain. See the document Configuration Instructions CallGuide Cobrowsing and Configuration Instructions CallGuide Proactive Web for further information. Note that CORS must be configured in order for CallGuide Cobrowsing and CallGuide Proactive Web to work.

· In CallGuide Cobrowsing Engine, different TCP ports for agent and visitor connections makes it possible to protect the agent functionality from internet access.

· Improvements in CallGuide Cobrowsing:

· Improved control of cobrowsing sessions from CallGuide Server.

· Configuration of cobrowsing is simpler with respect to web proxies. 

· Cobrowsing sessions pause and resume at the next agent when transfer or placement in queue is performed.
· Yaws web server version 2.0.4 used for CallGuide Chat Engine, CallGuide Cobrowsing Engine and CallGuide Proactive Web Engine.
Important notes:

· Recommended upgrade order when upgrading to CallGuide Chat Engine, CallGuide Cobrowsing Engine, CallGuide Proactive Web Engine and CallGuide Web SDK 10.0:
1. Upgrade CallGuide Server components and CallGuide Database to CallGuide 10.

2. Upgrade CallGuide Chat Engine (may be upgraded before CallGuide Server components).

3. Upgrade CallGuide Web SDK, CallGuide Proactive Web Engine and CallGuide Cobrowsing Engine.

Detailed information about compatible versions is given in release notes for CallGuide Chat Engine, CallGuide Cobrowsing Engine, CallGuide Proactive Web Engine and CallGuide Web SDK.
· The old client ProactiveWebClient.min.js is no longer supported and will not work. Instead, CallGuide Web SDK must be available and integrated in the web pages in the affected companies' websites. See the document Configuration Instructions CallGuide Proactive Web and Configuration Instructions CallGuide Web SDK for further information.

· The system parameter proactiveWebChatUrl is not used by CallGuide Proactive Web Engine 10 and CallGuide Web SDK 10. Instead, the instance of Chat Engine used when accepting a chat offer is governed by configuration of CallGuide Web SDK.

· CallGuide Web SDK 10 must be available (loaded) in the web pages in the affected companies' websites. Note that CallGuide Web SDK 10 does not support old versions of CallGuide Proactive Web Engine so the two components must be available at the same time.

· Although several instances of CallGuide Proactive Web Engine (for different CallGuide systems) can be hosted on the same server computer, the same server computer cannot be used for a mix of instances running 10.0 and instances running an older version. If both version 10.0 and older versions have to be used in production at the same time, a new server has to be allocated for version 10.0.

· Only one active Proactive Web Engine Server per CallGuide Server is supported.

· #16507 Cobrowsing might not work correctly if the web site uses responsive design. The device-related media queries, such as max/min-device-width/height, might cause different layout in the agent’s browser since the devices might be different. Note: the device-related media queries are deprecated from the CSS specification.

· #17615 Cobrowsing might not work correctly if the end user zooms in the web browser.

· #17642 CallGuide Reference Chat Client does not preserve layout information across multiple domains. Note that this limitation is not inherent in CallGuide Web SDK, the limitation lies within the chat client itself. A custom chat client can mitigate the limitation.
Telia CallGuide 10.1 Date 2017-09-06
Updated in this release

CallGuide Admin 10.1.0

CallGuide Agent 10.1.0

CallGuide Application Server 10.1.0

CallGuide ClusterWare 10.1.0

CallGuide Database 10.1.0

CallGuide Dialer 10.1.0


CallGuide Edge Agent 10.1.0 

CallGuide Edge Node 10.1.0

CallGuide Edge Pulse 10.1.0 (first version of this component)

CallGuide Email Server 10.1.0

CallGuide Facebook Adapter 10.1.0

CallGuide Interaction View Database 10.1.0

CallGuide Interface Server 10.1.0

CallGuide IVR Enterprise 10.1.0

CallGuide Pulse 10.0.1
CallGuide Server 10.1.0

CallGuide Service Engine 10.1.0

CallGuide Stat Transfer 10.1.0

Current versions of components not updated in this release

CallGuide AD Adapter 9.0.0

CallGuide Application IVR 9.1.3
CallGuide Auto Answer Plugin 1.0.3.6

CallGuide Chat Engine 9.0.0

CallGuide Cobrowsing Engine 9.1.1

CallGuide Configuration Utility 10.0.0 (component in client components)

CallGuide CTI Engine 10.0.0

CallGuide Demo Web 9.0.2 (internal component)

CallGuide Dialer Engine 9.1.0

CallGuide Interaction View Transfer 10.0.0

CallGuide IVR Gateway 10.0.0

CallGuide IVR VCC 9.0.1

CallGuide Mobile Engine 8.6.0.491

CallGuide OCS Adapter 8.4.3.5 

CallGuide Presence Adapter 10.0.0

CallGuide Proactive Web Engine 8.5.0.1

CallGuide Recording 9.1.1 (6.5.7)
CallGuide Recording Adapter 9.0.1

CallGuide Recording Audio Interface 9.0.1

CallGuide Recording Usersync 8.5.0.2

CallGuide Reference Chat Client 9.0.2
CallGuide Report 10.0.0

CallGuide Report Server 8.0.0.11

CallGuide Screen Pop 10.0.0 (component released with CallGuide Agent and from CallGuide 10 also separately released component for Edge Agent)

CallGuide Service Database Dialer Engine 8.0.0.2

CallGuide Service Manager 8.6.0.1

CallGuide ServiceNode Base 9.1.1
CallGuide ServiceNode Tenant 10.0.0

CallGuide Sms Database 9.1.0

CallGuide Sms Engine 9.1.0

CallGuide Supervise Interface - Extended 8.1.1.1

CallGuide Survey Database 9.1.0

CallGuide Survey Engine 9.1.7
CallGuide Text To Speech Engine 9.1.0

CallGuide Web SDK 9.0.2
Summary of new functionality in CallGuide 10.1:
· New CallGuide client, CallGuide Edge Pulse. This version is primarily intended to replace the “Monitor” function in CallGuide Pulse. Functionality in short:

· Building and storing pages with groups of cards presenting real time data.

· Cards for presentation of data as a gauge, a table of values or a single value.

· Presentation of data in full screen mode or in workspace mode.

· Two themes when presenting data, a dark theme and a light theme.
· Display number (“A-number”) for dialer campaigns may be configured in CallGuide Admin and used for customer calls from CallGuide Dialer.

· Improved support for park and place in queue of non-IVR calls (such as callback calls) in CallGuide systems with multiple Touchpoint domains by allowing configuration of IVR groups without IVR locations in CallGuide Admin (#16941).
· Improvements of the callback appointment function:
· Configuring different numbers of bookable times in parallel for different time intervals for a day (e.g. three bookable times in parallel between 8 and 10 but only two between 10 and 12).
· Changing the number of bookable callback appointments for the day where booking is in progress (normally the current day).
· Viewing the booking situation for the day where booking is in progress (normally the current day).
· Old exception days configured for callback appointment schedules are now always automatically deleted.
· CallGuide IVR Enterprise:

· Support for the improved functionality when placing calls in queue that was introduced in CallGuide Agent/Edge Agent 10.0.

· Support for Enghouse Interactive Communications Portal 10.1.

· Support for Windows Server 2012.

· Before CallGuide 10.1, an agent did not enter the status "chat" until the agent accepted (answered) the chat. In CallGuide 10.1, an agent will switch to status "chat" when a chat has been routed to the agent and the Accept button starts flashing. One consequence of the changed behaviour is that task time will be longer than before as task time will now include "ring time" for chats (including chats that are routed to agents but aborted by the customer before they are answered by the agent). The change makes the behaviour for chat more similar to the behaviour for incoming IVR calls.
· New handling to avoid “starvation” when CallGuide Email Server reaches max capacity. This is configured using the new system parameter maxNumEmailPerSrv, described below.
· New global system parameters:
· maxNumEmailPerSrv (No. emails that can be handled at a time per individual CallGuide Email Server). If this parameter is set to maxNumEmailInSystem / N, where N is the number of instances of CallGuide Email Server used in the system, it will guarantee that each instance of CallGuide Email Server always will be fed with new incoming emails. The default value of maxNumEmailPerSrv is however the same as the parameter maxNumEmailInSystem. It is thus necessary to re-evaluate the setting for maxNumEmailPerSrv in systems with more than one instance of CallGuide Email Server.
· edgePulseVersionPrimary (Edge Pulse, primary version (x.y.z)).
· edgePulseVersionSecondary (Edge Pulse, secondary version (x.y.z)).

· To avoid confusion with new parameter maxNumEmailPerSrv, the description of the global system parameter maxNumEmailInSystem has changed from "No. emails that can be handled at a time in CallGuide Email Srv" to "No. emails that can be handled at a time in CallGuide Account Manager".
· The following global system parameters have been changed into parameters configured per organisation area in the system parameters window in CallGuide Admin:

· ufCustomField1GuiDesc (Customer specific Unifinder field 1. Not shown in Unifinder if empty.)

· ufCustomField2GuiDesc (Customer specific Unifinder field 2. Not shown in Unifinder if empty.)

· ...

· ufCustomField10GuiDesc (Customer specific Unifinder field 10. Not shown in Unifinder if empty.)

· New functionality in CallGuide Edge Agent:

· Support for Interaction View:
· Manual search in Interactions card.

· Automatic search when in contact card.

· Filter interactions.

· View contact data for all interaction types.

· View chat conversation.

· Listen to voice message.

· Client settings for automatic search.

· CallGuide Answer integration: 

· Automatic search.

· Manual search.

· Client settings for automatic search.

· First time login is performed in two steps to aid the agent choosing location name.

· Click to call the originator of a voice message.
· New functionality in CallGuide Agent: 

· New support function CallGuide Answer

· Automatic search

· Manual search

· Configuration of settings for automatic search

· E-mail

· New shortcut key to reply Ctrl-Alt-R.

· New shortcut key to send Ctrl-Alt-S.
· Possible for operator to connect call without recall in Unifinder.
· New functionality in CallGuide Admin (in addition to those mentioned in other points): 

· Configuration of CallGuide Answer portals.
· Support for configuring "Automatic search in CallGuide Answer" for Agent/Edge Agent.

· Support for configuring "Automatic search for interactions" for Edge Agent.

· New functionality in CallGuide Pulse: 

· New setting under the menu “file -> settings -> update method” controls if the information in the Agent window is automatically or manually updated.

· In the Agent window, the new button “Update” is enabled if the setting for update method is “manual”. Manual update using the new button is useful when you go through a lot of information and do not want an automatic update to disturb you.
· New and improved functionality in CallGuide ClusterWare. See release notes for CallGuide ClusterWare.

· CallGuide Edge Node can now operate as a cluster of server computers.

· New and improved functionality in CallGuide Server Manager, see Telia CallGuide Operation Manual for more details.
· Support for new API functions in System Functions Interface, e.g. for looking up the descriptive name of a queue.  See Interface Specification System Functions Interface for details.

· Support for subscription of changes of custom work level in Real Time and Workforce Interface. See Interface Specification Real Time and Workforce Interfaces for details.
· Changes in Historic Data Interface:
· Changed definition of agent status chat.

· Changed data model for the table cg_hist_contact. See the document Interface Specification Historic Data Interface for details.

· For overall information about changed functionality and limitations in CallGuide Interfaces, see Release Notes Open Interfaces. For complete information, see interface specification for each interface. 

Important notes for CallGuide 10.1:
· If upgrading from a version older than CallGuide 10.0, it is strongly recommended to read release notes for all intermediate versions. For instance, if upgrading from CallGuide 8.5 to CallGuide 10, CG86ReleaseNotes and CG9ReleaseNotes should be read in addition to this document.

· CallGuide Admin versions 10.1.0 or newer are supported. 

· CallGuide Agent versions 8.0.0.40 or newer are supported. 

· CallGuide Pulse versions 9.0.0 or newer are supported. 

· CallGuide Report versions 8.6.0.9 or newer are supported. 

· CallGuide Edge Agent versions 10.0.0 or newer are supported. 

· Note that the new version of CallGuide Pulse is released as version 10.0.1 (not 10.1.x) to clarify compatibility with CallGuide 10.0 and that there is no dependencies to CallGuide 10.1.
· Note that it is necessary to re-evaluate the setting for maxNumEmailPerSrv in systems with more than one instance of CallGuide Email Server, see information about new global system parameters above. 

· Regarding display number (“A-number”) for dialer campaigns used for customer calls from CallGuide Dialer, there are restrictions in PSTN that affect which number that is displayed for the end customer. Some type of end customer terminals may show the billing number instead of the display number as calling party number. It is therefore required that both display numbers and billing numbers are contact center numbers that the end customer may call back to in order to receive information of the purpose of the dialer call. For more information on the subject and for full information regarding CallGuide Dialer, see release notes for CallGuide Dialer, which must be read before deploying a CallGuide Dialer for a CallGuide customer. 
· Limitations in CallGuide Edge Agent regarding web browser used (besides those already described for CallGuide 10.0 below):

· Tool tips in Internet Explorer are not fully displayed if exceeding 512 characters.

· System parameter “Maximum number of characters in a chat entry” (chatEntryMaxLength), set in CallGuide Admin, must not exceed 4000 when running CallGuide Edge Agent in Internet Explorer 11.

· System parameter ivSearchMaxRecords (Interaction View maximum no. of records when searching for interactions), set in CallGuide Admin, must not exceed 500 when running CallGuide Edge Agent in Internet Explorer or Firefox.

· Internet Explorer 11 does not always update icons properly; switching to Chrome or Firefox is recommended if problem occurs.

· Limitations in CallGuide Edge Pulse:

· Web browser must be at least 1366x768 pixels wide to be able to run CallGuide Edge Pulse.

· If an unsupported browser is used, the application will not work as intended. See Site Environment Requirement CallGuide Edge Clients for information about supported browsers.

· CallGuide Edge Pulse does not support Single sign-on (SSO). If the CallGuide system is configured to enforce login with SSO, CallGuide Edge Pulse cannot be used.

· From CallGuide 10.1.0 a newer version of Erlang is used. This means that all customer unique Erlang code should be recompiled before use.

· CallGuide Facebook Adapter is designed to operate as a cluster of server computers. There is however currently only support for using one Facebook Adapter in a cluster.
· Regarding login using Single Sign On (SSO):

· The CallGuide client types/login methods below are exempt from login using SSO. User name and password (alt. mobile identity/pin code) must be used regardless of the SSO configuration for the CallGuide system. Thus these clients/login methods may be used in a system configured for SSO but login does not use SSO.

· CallGuide Report

· Mobile login

· CallGuide client types that does not login via CallGuide Server (CallGuide Survey Admin and CallGuide Sms Admin) are also exempt from login using SSO. 

· The following CallGuide client types/login methods below are not exempt from login using SSO and they also lack support for login using SSO.

· Mobile Agent

· CallGuide Edge Agent

· CallGuide Edge Pulse

Telia CallGuide 10.0 Date 2017-05-11
Updated in this release

CallGuide Admin 10.0.0
CallGuide Agent 10.0.0 
CallGuide Application Server 10.0.0
CallGuide Auto Answer Plugin 1.0.3.6
CallGuide Configuration Utility 10.0.0 (component in client components)
CallGuide CTI Engine 10.0.0

CallGuide Database 10.0.0
CallGuide Dialer 10.0.0

CallGuide Edge Agent 10.0.0 

CallGuide Email Server 10.0.0
CallGuide Interface Server 10.0.0
CallGuide Interaction View Database 10.0.0

CallGuide Interaction View Transfer 10.0.0

CallGuide IVR Gateway 10.0.0 (released 2017-04-05)
CallGuide Presence Adapter 10.0.0

CallGuide Pulse 10.0.0
CallGuide Report 10.0.0

CallGuide Screen Pop 10.0.0 (component released with CallGuide Agent and from CallGuide 10 also separately released component for Edge Agent)
CallGuide Server 10.0.0
CallGuide ServiceNode Tenant 10.0.0
CallGuide Stat Transfer 10.0.0

Current versions of components not updated in this release

CallGuide AD Adapter 9.0.0

CallGuide Application IVR 9.1.0
CallGuide Chat Engine 9.0.0

CallGuide ClusterWare 9.1.2
CallGuide Cobrowsing Engine 9.1.1

CallGuide Demo Web 9.0.2 (internal component)

CallGuide Dialer Engine 9.1.0
CallGuide Edge Node 9.0.1

CallGuide Facebook Adapter 9.1.2
CallGuide IVR Enterprise 8.5.2.3
CallGuide IVR VCC 9.0.1
CallGuide Mobile Engine 8.6.0.491

CallGuide OCS Adapter 8.4.3.5 

CallGuide Proactive Web Engine 8.5.0.1

CallGuide Recording 9.1.0 (6.5)
CallGuide Recording Adapter 9.0.1
CallGuide Recording Audio Interface 9.0.1

CallGuide Recording Usersync 8.5.0.2

CallGuide Reference Chat Client 9.0.0
CallGuide Report Server 8.0.0.11

CallGuide Service Database Dialer Engine 8.0.0.2

CallGuide Service Engine 9.1.0

CallGuide Service Manager 8.6.0.1

CallGuide ServiceNode Base 9.1.0

CallGuide Sms Database 9.1.0
CallGuide Sms Engine 9.1.0
CallGuide Supervise Interface - Extended 8.1.1.1

CallGuide Survey Database 9.1.0
CallGuide Survey Engine 9.1.7
CallGuide Text To Speech Engine 9.1.0

CallGuide Web SDK 9.0.0 
Summary of new functionality in CallGuide 10.0:
· Improved functionality when placing calls in queue in CallGuide Agent or CallGuide Edge Agent. Additional call types may now be placed in queue and a call placed in queue by an agent, or by an operator, may (in the new queue) get a new task type and queue time, and be escalated if not immediately answered. CallGuide IVR Gateway or CallGuide VCC is required; IVR Enterprise is not yet supported for this functionality. 
· New CTI integration, Skype for Business with CallGuide Voice. Skype for Business 2016 is now a verified softphone with CallGuide Voice and the catalogue in CallGuide Voice is automatically updated with presence from Microsoft Skype for Business. This enables catalogue information with activities for the operator using CallGuide Agent. Note that all CallGuide Voice calls may be recorded. Skype for Business as softphone is not supported with Telia Touchpoint Plus. 
· Improvements of the callback appointment function:

· Callback appointments may be created for days other than today. 

· Bookings may be created from CallGuide Edge Agent.

· Improvements in the Callback appointment schedule window in CallGuide Admin, e.g. a callback appointment schedule may be stopped and the task type set on callback records created for a callback appointment schedule must now be configured per appointment schedule in CallGuide Admin.
· New predefined call parameters and queries defined to handle new functionality for callback appointment in CallGuide ServiceNode Tenant.
· Updated dialogue flow including manuscript for callback appointment.

· There is a new statistics collection in CallGuide Report allowing creating statistics reports for the callback appointment function. 
· Voice messages recorded through an IVR integration may be routed as a work item to a waiting list in CallGuide Edge Agent to be listened to by the agent. Note that the voice messages may not be listened to from CallGuide Agent. The voice messages are archived in Interaction View, but there is not yet support for listening to these messages from the Interaction View window.
· New functionality in CallGuide Edge Agent (in addition to those mentioned in other points):

· CallGuide Edge Agent is now enhanced with the media Chat, via queue and waiting list. New client settings for chat.
· Support for work item via waiting list.

· Support for voice messages via waiting list.

· Support for Screen Pop via Microsoft Windows scripting (requires installation of CallGuide Screen Pop with separate installation program). New client settings for Screen Pop. 
· Possibility to see and set own activity.

· Possibility to extend wrap-up.

· Queue status.

· Possibility to select which queues to serve.

· Announcement when callback appointment should be called (client setting).

· Search/Call and Assistance:

· Detailed status information for selected sub area, queue or skill when making enquiry call or placing a contact in queue.

· Possibility to filter out queues in which an ongoing contact can be queued.

· Support for placement in queue with escalation including new terms in Statistics today.

· Support for displaying how many times a contact has been placed in queue.

· Message when logging out as last agent even if there is no queue situation.

· New functionality in CallGuide Agent (in addition to those mentioned in other points): 

· Support for placement in queue with escalation including new terms in Statistics today.

· Unifinder fully replaces Make Call, Enquiry and Send message support functions. Note that it is now possible to cancel enquiry before call is established in Unifinder.

· Removed support for mute at enquiry.

· Message when logging out as last agent even if there is no queue situation.

· Support for terminal type Skype for Business via CallGuide Voice.

· New functionality in Unifinder in CallGuide Agent:

· Skill tab enhancements:

· A search field allowing the user to find a subset of queues and skills.

· A filter to select if only skills, queues or queues in which an ongoing contact can be queued should be displayed in list.

· Detailed status information for selected sub area, queue and skill when making enquiry call or placing a contact in queue.

· Queue information that is updated when a queue is selected.

· Possibility to mark queues and skills as favourites.

· Persons tab enhancements:

· Possibility for operators to search for queues as well as persons.

· Detailed status information for selected queue when making enquiry call or placing a contact in queue.

· Possibility for operator to set future activities for Touchpoint Plus users.

· Possibility to send email to email addresses in operator information.

· Support for searching and receiving data from Touchpoint Plus field7 to field20.

· Support for filtering on groups is removed.

· New functionality in CallGuide Admin (in addition to those mentioned in other points): 

· Possibility to change the user profile for many agents simultaneously.

· Selected system parameters may be configured per organisation area (in the system parameters window) instead of globally for the whole system. The new type of system parameter is called organisation area parameter.

· New window, Interaction View - Storage rules, for configuring Interaction View storage rules per organisation area. Possibility to configure the no. of days to keep data per organisation area and task type.
· Support for configuring enhanced place in queue, e.g. escalation of contacts placed in queue. 
· Support for copying a row in Task type assignment for e-mail and work item window by using the Duplicate context menu choice.

· Support for importing configurations from file, e.g. Excel. The following configurations may be imported:

· user accounts.

· queues and waiting lists.

· skills.

· entrances.

· task types.

· Boolean system parameters are displayed as check boxes in the System parameters window.

· System parameters with value sets are edited by means of a drop down menu in the System parameters window.

· New functionality in CallGuide Pulse: 

· New statistics terms in the Organisation area today window, the Incoming calls - Task types window, the Subarea today window and in the Agents window. See release notes for CallGuide Pulse for details. 

· Changed name for some statistics terms in the Organisation area today window and the Incoming calls - Task types window. See release notes for CallGuide Pulse for details. 

· New system parameters:
· callbackDuplicatePolicy (Policy for duplicate phone numbers in callback records). Organisation area specific system parameter that replaces the global system parameter callbackAllowDuplicates. The new parameter allows for a more detailed configuration on how to handle duplicate phone numbers for callback records. Specifically, it is now possible to configure that phone numbers may be duplicates between task types but not within a task type.
· campaignKeepCanonicalFormat (Preserve canonical format (+) on campaign record phone numbers). This is a global system parameter. For new systems that are installed, this parameter will be set to preserve the "+" character in phone numbers when importing campaign records. For existing systems upgraded to CallGuide Database 10.0, the parameter will be set to remove the "+" character.
· Some global system parameters have been removed from the system parameters window in CallGuide Admin and are instead configured per organisation area in the new window Interaction View - Storage rules in CallGuide Admin. See release notes for CallGuide Database for more information. 
· Support for copying the value of contact data key customerEmailAddress to the contact data key customerAddressSrv for chat contacts (#16672).

· New contact data keys, see release notes for CallGuide Database and the document Appendix – Contact Data for more information:
· firstContactId (Initial contact id)

· firstContactSourceType (Initial contact type)

· firstErrand (Initial task type)

· piqCount (Times placed in queue)
· New access functions:

· Modify organisation area parameters - This access function is required in order to change system parameters on organisation area level in the system parameters window in CallGuide Admin.
· Own portal for CallGuide Answer - This access function is required in order to configure portals for CallGuide Answer integration in CallGuide Admin. Note that the integration with CallGuide Answer in CallGuide Admin, CallGuide Agent and CallGuide Edge Agent will be available in a coming version. 
· Execute future activity - This access function is required in order for a user to handle future activities for a person in Unifinder in CallGuide Agent. Note: When upgrading an existing system to CallGuide Database 10.0, the new access function is automatically assigned to all existing access roles that includes the access function Execute operator functions. This is done because the access right to configure future activities was previously in part regulated by the access function Execute operator functions but will from now on be regulated by the new access function.
· Execute manual booking of callback appointment - This access function is required in order to have the possibility to manually add callback appointments in CallGuide Edge Agent.
· New statistics terms for enhanced placement in queue and callback appointment. See release notes for CallGuide Database for details.
· Changed name for some statistics terms:
· The naming convention for statistics terms for incoming calls from IVR has been changed. 
The naming convention for statistics terms including the word automatic services (e.g. Lost incoming IVR calls returned to automatic services after queue) has changed.
· A number of other changes of names for statistics terms have been made in order to improve standardization and sorting of terms that are associated with each other. A number of translation improvements have also been made for the Finnish language.
See release notes for CallGuide Database for more information. 

· Changed names for standard reports and statistics collections in CallGuide Report. The naming convention changes described for statistics terms above also affects names for standard reports and statistics collections.

· Additions of new terms to a number of standard reports available in CallGuide Report. See release notes for CallGuide Database for more information.

· Additions of new terms to a number of statistics collections available in CallGuide Report. See release notes for CallGuide Database for more information.

· New statistics collections available in CallGuide Report:
· Task collection Org.area - Task change. Contains statistics per task type on how many calls that have changed task type from X to Y by having been placed in queue by an agent. The statistics is presented per organisation area and combination of task type/new task type.
· Task collection Org.area - Callback appointment. Contains statistics per task type and appointment schedule for callback appointment. The statistics is presented per organisation area, task type and appointment schedule.
· Improved performance in CallGuide Email Server when receiving large work items.
· The 2GB active work item data limitation per work item server is removed.
· Improvements regarding configurations of email auto replies. See release notes for CallGuide Email Server for more information.
· New recommended Dialogic HMP 3.0 settings, for CallGuide Dialer and CallGuide IVR Gateway, that may improve VoIP media delays. 
· Better published QoS settings for VoIP calls regarding CallGuide Dialer and CallGuide IVR Gateway. See Site Environment Requirements for CallGuide.

· Changed installation registry script files for CallGuide Dialer used together with a Telia Touchpoint Plus/CallGuide Voice solution. See release notes for CallGuide Dialer for more information. 
· Installation registry script files, for CallGuide Dialer used together with a Telia Entry solution, added. See release notes for CallGuide Dialer for more information. 
· Using Presence Adapter 10.0, it is possible to search and receive data from Touchpoint field7 to field20 in CallGuide Agent. To receive data from any of these fields, configuration changes are needed in CallGuide Presence Adapter, in Touchpoint Plus/CallGuide Voice and in CallGuide Admin. Read Configuration Instructions CallGuide Presence for more information and recommendations about how to introduce this functionality.

· Possibility to create/change/delete other users’ future presence in Telia Touchpoint Plus or in CallGuide Voice using CallGuide Agent 10.0. The support for this functionality in Touchpoint Plus/CallGuide Voice production environment is expected to be introduced in Touchpoint Plus/CallGuide Voice version 4.5. Read Configuration Instructions CallGuide Presence for more information and recommendations about how to introduce this functionality. 

· Support for new internal functions in query object in CallGuide ServiceNode Tenant: GetWeekNr get week number from call parameter of type DateTime.

· New function, getEntranceData, in CallGuide Email Interface, which can be used to avoid starvation of emails for an entrance which may occur when reaching maximum number of emails in CallGuide Email Server.

· Support for dropContact via Agent Interface - ActiveX.

· Changes in CallGuide Historic Data Interface: 

· Changed data model for the table cg_hist_contact and breaking changes on how historic data is logged when calls are placed in queue by an agent. See the document Interface Specification Historic Data Interface for details.

· Historic data on callback appointment bookings is logged to the new table cg_hist_callback_appointment.

· Support in CallGuide Interaction View Interface for storing work item content (such as voice messages in base64 encoded mp3 format) in table cg_iv_email_archive and support for collecting new columns for table cg_iv_interaction: workItemContentType, workItemContentEncoding (describing the content). See the documents Interface Specification Interaction View Interface and Appendix - Contact Data for details.
· New fields in CallGuide Pulse Interface.

· For overall information about changed functionality and limitations in CallGuide Interfaces, see Release Notes Open Interfaces. For complete information, see interface specification for each interface. 

· Enhancements in CallGuide Online help:

· Easier language switch.

· New domain and url.

· Email your suggestions for improvement to the web content editorial.

Important notes for CallGuide 10.0:
· If upgrading from a version older than CallGuide 9.0, it is strongly recommended to read release notes for all intermediate versions. For instance, if upgrading from CallGuide 8.5 to CallGuide 10, CG86ReleaseNotes and CG9ReleaseNotes should be read in addition to this document.

· CallGuide Admin versions 10.0.0 or newer are supported. 

· CallGuide Agent versions 8.0.0.40 or newer are supported. 

· CallGuide Pulse versions 9.0.0 or newer are supported. 

· CallGuide Report versions 8.6.0.9 or newer are supported. 

· CallGuide Edge Agent versions 10.0.0 or newer are supported. This requires CallGuide Edge Agent 10.0 to be configured as primary version in CallGuide Admin immediately after upgrade of CallGuide Server.
· Regarding phone number formats and phone number conversion using CallGuide Dialer:
CallGuide Dialer makes very few phone number conversions before making a call attempt. Only all non-digits in phone number are removed and, if IP-PBX is Touchpoint or Telia Entry, a preceding “+” sign is added. Whether a phone number can be successfully called from CallGuide Dialer or not depends on the phone number format accepted by other VoIP equipment like IP-PBX and IP-IP gateway.  The only supported VoIP phone number format received by CallGuide Dialer from CallGuide Server is E.164 or E.164 without preceding “+” sign. All other phone number formats are regarded as customer unique and require phone number conversion in other VoIP equipment.

· After an existing system has been upgraded to CallGuide Database 10.0, each existing callback appointment schedule must be configured with a (preferably unique) task type in CallGuide Admin.

· Note that there are breaking changes in Historic Data Interface regarding calls placed in queue by an agent. See the document Interface Specification Historic Data Interface for details.

· Note that the pulseWebService.wsdl file is updated in version 10.0. Therefore, clients using the older WSDL file need to change to the new file.

· Note that the yaws.conf file is updated in version 10.0. Customers who have modified this file need to redo any modifications after upgrade from a version prior to 10.0.

· #16941 (JIRA DEV-2534) For cases where multiple Touchpoint Plus domains are connected to a single CallGuide Server it is currently not possible to configure separate pools of group numbers for parking or placing calls in queue. 

· There are limitations in Screen Pop in Edge Agent depending on web browser used. See release notes for CallGuide Edge Agent. 

· Web notifications in Internet Explorer require CallGuide Edge Agent to be in the leftmost browser tab when running the first time.

· If Internet Explorer 11 is used for CallGuide Edge Agent and performance issues are experienced, switching to Chrome or Firefox is recommended. 
· CTI integration with Skype for Business requires CallGuide Agent. CallGuide Edge Agent does not support CTI integration with Skype for Business.

· Note that support for SQL Server 2008 R2 will end in CallGuide 11. Therefore, upgrade to MS SQL Server 2012 should be planned. 
A selection of important notes from earlier releases of CallGuide still applicable
· If CallGuide Cobrowsing Engine is in use in a system that is to be upgraded from a version older than 9.1, please contact CallGuide Product for further information before upgrading.

· Note that the installation program for CallGuide Cobrowsing Engine installs no web client files. Since the release of CallGuide Web SDK, all client files are distributed by CallGuide Web SDK. Note that CallGuide Web SDK thus is required in CallGuide Cobrowsing Engine 9.1 or newer.
· Regarding function for Direct inward dialing (DID) together with Telia Touchpoint Plus:

· Combination with CallGuide Dialer requires that both CallGuide Dialer and CallGuide IVR Gateway are connected to Telia Touchpoint Plus and use version 9.1.0 or later. CallGuide Dialer must use a billing number that belongs to the same Touchpoint Plus organization as the called agent. Also note that it is not allowed to use a dialer that call agents via PSTN as these calls will trigger DID functionality.

· Access numbers must belong to the same IVR pool as the agents’ when customer use the function for DID; otherwise calls to agent phones will trigger the functionality for direct inward dialing.

· All incoming calls from other Telia Touchpoint Plus organizations will trigger the function for Direct inward dialing. If one CallGuide Server handles several Telia Touchpoint Plus organizations it is not allowed to route calls between these organizations when using direct inward dialing.

· Currently, there is no standardised dialogue flow and no script for the DID functionality. 

· When integrating Telia Touchpoint Plus with CallGuide Dialer, see information about limitations in release notes for CallGuide Dialer.

· When integrating Telia Entry with CallGuide Dialer, see information about limitations in release notes for CallGuide Dialer.

· When integrating Telia Touchpoint Plus with CallGuide IVR Gateway, see information about limitations in release notes for CallGuide IVR Gateway.

· When integrating Telia Entry or Telia Touchpoint Plus with CallGuide ServiceNode Tenant, see information about limitations in release notes for CallGuide ServiceNode Tenant.

· From CallGuide ServiceNode Base 9.1.0, connections to CallGuide Service Manager are disconnected after a configurable time (default value is 12 hours) and thus the working operations should be adapted thereafter. 
· #16856 The content URL for a threaded Facebook work item is not updated in Interaction View until the contact is closed. So if the content URL for a threaded Facebook work item is viewed via Interaction View before the contact is closed only the first Facebook item in the thread is shown.
· #16687 In private browsing mode on Safari (Mac and iOS) and native Android browsers, the CallGuide Reference Chat Client does not work.

· Important notes for CallGuide Edge Agent:

· Web browser must be at least 640 pixels wide to be able to run CallGuide Edge Agent.

· Backspace in web browser, when not in input field, will leave page without verifying that the user wants to leave the page.

· Web notifications in Internet Explorer 11 or Google Chrome will not lift browser window on click.

· If the browser is closed (i.e. the whole browser, not just a tab) while logged in to CallGuide Edge Agent, the agent will remain logged in to the system for a few minutes and will be prevented to log in from a new browser instance during this period of time.

· If an unsupported browser is used, the application will not work as intended. See Site Environment Requirement CallGuide Edge Clients for information about supported browsers. 

· CallGuide Edge Agent does not support Single sign-on (SSO). If the CallGuide system is configured to enforce login with SSO, CallGuide Edge Agent cannot be used.

· Beginning with CallGuide 9.0 the system uses 64-bit Erlang for CallGuide Server and related services. This will affect maintenance operations in a few ways. Any manually added 64-bit Erlang services need to be removed before upgrading to CallGuide 9.0 or later. For more information see Telia CallGuide Operation Manual.

· The CallGuide Server installation program will set all services it installs to mode "Automatic (Delayed)" instead of the usual "Automatic". This means that these services will not be started by Windows until a while after the last service with mode "Automatic" has been started. The services should always be reset to "Automatic (Delayed)" after any manual change. The purpose of the change is to reduce the risk for node communication problems after a server computer restart.

· From CallGuide 9.0, a newer version of Erlang is used. This means that all customer unique Erlang code must be recompiled before use when upgrading from an earlier version than 9.0.
· CallGuide Server 8.6 and higher uses a new version of the callback module customerFunctions used by CallGuide System Functions Interface. This means that when upgrading CallGuide from a version earlier than 8.6, a copy of the new file from the templateFiles folder must be used and the copy must be updated with any customer unique configurations from the old customerFunctions. 

· CallGuide 8.6 and higher uses a new callback function in the CallGuide Email Interface. Therefore, after upgrading CallGuide from a version earlier than 8.6, any customer unique code must be moved to the new version of the template file customerFunctionsEmailIncoming.

· Configuration changes of access to Interaction View detail information (contact data, archived emails and chat history) per task type and subarea are deployed with a latency of up to one hour. If faster deployment is required, change the schedule of the SQL Server Agent job CallGuideIVGetSystemParams.

· Limitations when working with multiple Touchpoint Plus directories:

· If an operator queues a call on a User Extension in another organisation, the call must originate from an access number belonging to the same organisation as the User Extension.

· When an operator performs enquiry followed by transfer to a user in another organisation, this call is considered as external, not internal, which may affect the cost.

· After an upgrade of CT Connect components on the CallGuide CTI Engine server, configuration data may have to be re-entered.

· For customers using CallGuide Email the following applies:
After upgrade of CallGuide from a version older than 8.5.2, a restart of CallGuide using CallGuide Server Manager is needed after the upgrade. Select the check box “Reread all emails from email server” before pushing the “Restart” button.

· Limitations when using CallGuide with Telia Touchpoint as switch:

· An agent logged in to CallGuide Agent using CTI-functionality in Touchpoint may only use functions in the Touchpoint terminal (i.e. the phone) to answer calls, make calls or to hang up calls. It is thus not allowed to use built-in functionality in the Touchpoint terminal such as make inquiry call, alternate calls or transfer call. Instead, functions in CallGuide Agent must be used.

· Ring times defined for access numbers will not be used.  See Configuration Instructions CallGuide ServiceNode for other possibilities to set ring time in a Touchpoint solution. 

· In CallGuide Service Engine, all changes in its configuration require a restart of CallGuide Service Engine to take effect. This requires a restart of each CallGuide ClusterWare node hosting CallGuide Service Engine. See Operation Manual CallGuide for more information.

· CallGuide Server, CallGuide Email Server, CallGuide Interface Server and CallGuide CTI Engine use a new installation program from CallGuide 8.5.0. When upgrading from a version earlier than CallGuide 8.5, this new installation program is unable to auto-detect which components that are currently installed. This means that you will have to select the option Modify in the first installation step and mark all already installed components. 

· For information regarding character encoding support (introduced in CallGuide 8.1.0) for countries outside Western Europe, see Release Notes CallGuide 8.1.
· If Syntellect CT Connect is upgraded from CT Connect version 7 to version 8, new licenses must be ordered and installed. 

· The sub products/components CallGuide Server, CallGuide Stat Server, CallGuide Agent Server, CallGuide CTI Engine Server, CallGuide Email Server, CallGuide Account Manager and CallGuide Interface Server share a lot of their installation structure. For this reason, it is strongly recommended that all computers that have at least one of these components installed are updated whenever one of them changes. This applies for both patches and updated installer programs. See Telia CallGuide Operation Manual for more information.

· A number of limitations apply when using the integration of Microsoft Lync and Syntellect CT Connect. See Release Notes CallGuide CTI Engine for more information.
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