Telia CallGuide 11 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 11 Date 2018-07-05
Updated in this release 

CallGuide Agent 11.1.1
For complete information about Telia CallGuide 11, see also all sections below.

Summary of new functionality:
· CallGuide Agent available in French.
Important notes:

- 
Additionally released components and sub products for Telia CallGuide 11 Date 2018-06-04
Updated in this release 

CallGuide Reference Chat Client 11.0.1

For complete information about Telia CallGuide 11, see also all sections below.

Summary of new functionality:
· Standalone chat. Chat can be shown in own window.

· Requested chat. Chat can be started directly without showing a chat offer form.

· Optional fields, hidden fields and default values on chat offer form.

· New development project features: source code uses default NPM repository.
Important notes:

- 
Additionally released components and sub products for Telia CallGuide 11 Date 2018-05-25
Updated in this release 

CallGuide Edge Agent 11.0.1

For complete information about Telia CallGuide 11, see also all sections below.

Summary of new functionality:
· Improved user interface for email handling.

· Display the progress when sending an email.

· Email address validation. 

· Saving email card sizes between sessions.

· Added error codes for errors regarding email handling.

· Automatic update of agent status in search result.

Important notes:

- 
Telia CallGuide 11.1 Date 2018-05-21
Updated in this release

CallGuide Admin 11.1.0
CallGuide Agent 11.1.0
CallGuide Configuration Utility 11.1.0 (component for CallGuide clients)

CallGuide Application Server 11.1.0
CallGuide ClusterWare 11.1.0
CallGuide Database 11.1.0
CallGuide EdgeNode 11.1.0
CallGuide Email Server 11.1.0
CallGuide Facebook Adapter 11.1.0
CallGuide Interface Server 11.1.0
CallGuide Interaction View Database 11.1.0
CallGuide OpenTok Adapter 11.1.0
CallGuide Recording 11.1.0
CallGuide Recording Adapter 11.1.0
CallGuide Server 11.1.0
CallGuide Service Engine 11.1.0
CallGuide Survey Database 11.1.0
CallGuide Survey Engine 11.1.0
CallGuide ServiceNode Tenant 11.1.0 (released 2018-04-12)

Current versions of components not updated in this release

CallGuide AD Adapter 9.0.0

CallGuide AlarmHandler 10.0.0

CallGuide Application IVR 9.1.5
CallGuide Auto Answer Plugin 1.0.3.6

CallGuide Chat Engine 11.0.0

CallGuide Cobrowsing Engine 10.0.0

CallGuide CTI Engine 11.0.0

CallGuide Demo Web 10.0.0. (internal component)

CallGuide Dialer 10.1.0


CallGuide Dialer Engine 9.1.0

CallGuide Edge Agent 11.0.0

CallGuide Edge Pulse 11.0.0

CallGuide Interaction View Transfer 11.0.0

CallGuide IVR Enterprise 11.0.0

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 11.0.0

CallGuide Proactive Web Engine 10.0.0

CallGuide Pulse 11.0.0

CallGuide Recording Audio Interface 9.0.1

CallGuide Recording Usersync 8.5.0.2

CallGuide Reference Chat Client 11.0.0

CallGuide Report 11.0.1

CallGuide Report Server 8.0.0.11

CallGuide Screen Pop 10.0.1 (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 Sms Database 9.1.0

CallGuide Sms Engine 9.1.1

CallGuide Stat transfer 11.0.0

CallGuide Supervise Interface - Extended 8.1.1.1

CallGuide Text To Speech Engine 9.1.0
CallGuide Web SDK 11.0.0

Summary of new functionality in CallGuide 11.1:
· Support for recording based on consent (from end-user) in CallGuide Recording Adapter and CallGuide Recording. 

· New system parameter (configurable per organisation area): tasklessCallsPrivate (Anonymize inbound and outbound external calls). The phone number of the calling or called person is, for private calls, anonymized in Interaction View and various open interfaces. Furthermore, the value of the contact data key recordingConsent will be “no” for private calls meaning that they should not be automatically recorded.
· New Search in company tab, in the Users/Company view, is added in CallGuide Survey Admin. This tab makes it possible to search for specific data in all survey answers for a company. The tab also holds functionality to anonymize data in survey answers.
· In CallGuide Agent 11.1.0, logging of personal and potentially sensitive data, from for example emails and chats, is turned off by default. In the new version of CallGuide Configuration Utility, this logging can be turned on for a limited period of time, maximum 24 hours.
· Log records are written to audit trail when the following open interfaces are used:

· Statistics & Workforce Interface
· Historic data Interface (CallGuide Stat Transfer)
· Interaction View Interface (CallGuide Interaction View Transfer)
· Campaign Interface
For these open interfaces, usage history is also written to the product version log which can be reviewed in CallGuide Admin.
· A log record is written to audit trail when an agent or an administrator is creating a callback record.

· CallGuide Admin log of changes is updated when an administrator configures parameters that require a security ticket. 
· Log records in the audit trail in CallGuide Database are now kept for the number of days specified in the system parameter adminLogCleanDays. This system parameter has also been renamed to "No. days to store log of changes and Audit Trail".
· CallGuide ClusterWare, CallGuide Edge Node, CallGuide Facebook Adapter: support for not logging potentially sensitive customer data (default) and to temporarily activate logging of such information.

· CallGuide OpenTok Adapter and CallGuide Service Engine: support for not logging sensitive personal data.

· CallGuide ServiceNode Tenant: support for new query restartCall that make it possible to route a call via an alternative CallGuide Server in case of serious problems to route the call via ordinary CallGuide Server.
· New signals subscribeWL and unsubscribeWLs in Agent Interface - CRM Server. Signals openDomain and closeDomains are deprecated.
· 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 11.1:
· The upgrade program for CallGuide Database 11.1 requires, for distributed installation of CallGuide Statistics Database, more information to be entered compared to previous versions in order to provide for synchronization of audit trail into a central location.
· The installation program and the upgrade program for CallGuide Interaction View Database requires, for distributed installations of CallGuide Interaction View Database, more information to be entered compared to previous versions in order to provide for synchronization of audit trail into a central location.

· If upgrading from a version older than CallGuide 11.0, it is strongly recommended to read release notes for all intermediate versions. For instance, if upgrading from CallGuide 8.5 to CallGuide 11.1, CG86ReleaseNotes, CG9ReleaseNotes and CG10ReleaseNotes should be read in addition to this document.

· CallGuide Admin versions 11.0.0 or newer are supported. 

· CallGuide Report versions 11.0.0 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 Edge Agent versions 10.0.0 or newer are supported. 

· CallGuide Edge Pulse versions 10.1.0 or newer are supported
Additionally released components and sub products for Telia CallGuide 11 Date 2018-05-02
Updated in this release 

CallGuide IVR Enterprise 11.0.0

For complete information about Telia CallGuide 11, see also all sections below.

Summary of new functionality:
· Support for retrieving consent for recording from customer (contack data key recordingConsent is used).

Important notes:

- 

Telia CallGuide 11.0 Date 2018-03-28
Updated in this release

CallGuide  Admin 11.0.0

CallGuide  Agent 11.0.0

CallGuide  Application Server 11.0.0

CallGuide  Chat Engine 11.0.0

CallGuide  ClusterWare 11.0.0

CallGuide  CTI Engine 11.0.0

CallGuide  Database 11.0.0

CallGuide  Edge Agent 11.0.0

CallGuide  Edge Pulse 11.0.0

CallGuide  EdgeNode 11.0.0

CallGuide  Email Server 11.0.0

CallGuide  Interface Server 11.0.0 
CallGuide  Interaction View Database 11.0.0

CallGuide  Interaction View Transfer 11.0.0

CallGuide  OpenTok Adapter 11.0.0 (first version of this component)
CallGuide  Presence Adapter 11.0.0

CallGuide  Pulse 11.0.0

CallGuide  Reference Chat Client 11.0.0

CallGuide  Report 11.0.0

CallGuide  Server 11.0.0

CallGuide  ServiceNode Tenant 11.0.0

CallGuide  Stat transfer 11.0.0

CallGuide  Web SDK 11.0.0

CallGuide 10-versions released in conjunction with CallGuide 11.0 

CallGuide AlarmHandler 10.0.0

CallGuide Screen Pop 10.0.1 (component released with CallGuide Agent and from CallGuide 10 also separately released component for Edge Agent)

Current versions of components that are 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 Cobrowsing Engine 10.0.0
CallGuide Configuration Utility 10.0.0 (component in client components)

CallGuide Demo Web 10.0.0. (internal component)

CallGuide Dialer 10.1.0


CallGuide Dialer Engine 9.1.0

CallGuide Facebook Adapter 10.1.1
CallGuide IVR Enterprise 10.1.0

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 Proactive Web Engine 10.0.0
CallGuide Recording 9.1.2 (6.5.7)

CallGuide Recording Adapter 9.0.1

CallGuide Recording Audio Interface 9.0.1

CallGuide Recording Usersync 8.5.0.2

CallGuide Report Server 8.0.0.11

CallGuide Service Database Dialer Engine 8.0.0.2

CallGuide Service Engine 10.1.0

CallGuide Service Manager 8.6.0.1

CallGuide ServiceNode Base 9.1.1

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 9.1.9
CallGuide Text To Speech Engine 9.1.0

Summary of new functionality in CallGuide 11.0:
· Video chat. Start a video chat during an ongoing text chat with an agent using CallGuide Edge Agent. Functionality on visitor web page is implemented using CallGuide Reference Chat Client and CallGuide Web SDK 11.0 and requires CallGuide Server 11, CallGuide Chat Engine 11 and the new component CallGuide OpenTok Adapter. 
· Support for incoming email in Edge Agent.
· Support for CSTA III for CTI connection to MX-ONE.

· Support for Skype for Business using UCMA5. UCMA3 is no longer supported.

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

· Support for incoming email including the possibility to send multiple replies for the same email, full history in Interactions and preview of the first part of the email text in waiting lists.
· Support for using the browsers own spellcheck when handling emails.

· Support for quick texts when handling emails.

· New client settings for email. 

· Improved user interface for chat, e.g. actions previously available in each chat card's menu are now offered via buttons. 

· Find other agents via Assistance and Search and call and perform enquiry/direct transfer/place in personal queue. 
· Improved queue search.

· Contacts from waiting lists, except callbacks, are always automatically accepted. No client settings are required and they are thus removed from this version.

· Support for handling work items (including voice messages) from queue.

· When performing screen pop, a limited number of contact data keys are transferred to avoid web browser limitations (for more information. see Interface Specification Screen pop Interface and release notes for CallGuide Database).
· Support for checking if an entrance is open at the moment, and collecting entrance opening times for a supplied time period, with CallGuide Chat 11.0, CallGuide Web SDK 11.0 and CallGuide Server 11.0.

· News in CallGuide Web SDK (in addition to those mentioned in other points):
· The API also supports native apps, by means of invisible embedded web views, making it possible to integrate the video chat in a native app.
· Proactive Web offers can be loaded from templates; they do not have to be implemented in the page markup.

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

· Support for configuring localised names for activity types, to be shown in CallGuide Agent, when using Mitel CMG as UC system. Note that the localised names for the activity types will not be presented in CallGuide Report or CallGuide Pulse.
· Support for configuration of mapping of activity types in CallGuide to activity types in Mitel CMG. Note that CallGuide Presence Adapter 11 is required for the configuration to be usable.
· Support for searching campaign records in all campaigns in the organisation area in one go.

· Support for deleting closed campaign records even if they have been called.

· Support for filtering access functions per client type in the Role form.

· Support for new client settings for email in Edge Agent.

· User accounts no longer need to explicitly be configured as Report user accounts. It is sufficient that the user’s access role includes access functions for statistics.
· Support for German phone numbers.

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

· Possibility to erase closed contact in Interaction View.
· When using Mitel CMG as UC system, activities are shown in the agent’s own language providing that localised names for activity types are configured in CallGuide Admin. 

· When an agent opens Unifinder for the first time, Person tab is chosen and text size is Medium.

· News in CallGuide Presence Adapter:

· New Java version, updated to Java Runtime Environment 1.8.

· Mapping of activity types between CallGuide and Mitel CMG is handled in CallGuide Server from version 11.0 according to configurations in CallGuide Admin. For older versions of CallGuide Server or a system upgraded to CallGuide 11 where no configurations yet have been made in CallGuide Admin, the mapping is still handled in Presence Adapter (according to configuration in activitymapping.ini). The purpose of moving the configurations to CallGuide Admin is to simplify the configuration process. 

· Removed the possibility to create new activities when work level is changed (in CallGuide Agent/CallGuide Edge Agent). 
· A number of improvements and changes in CallGuide Reference Chat Client, see release notes for CallGuide Reference Chat Client for details.
· New status views in Edge Pulse:
· Workforce. Status and time in status for agents logged in to a selected queue.
· Potential workforce. A list showing which agents could serve a selected queue. When creating the card it is possible to choose to exclude agents not logged in.

· Queue status. The number of agents logged in to a selected queue, number of contacts in the queue, queue times and service level fulfilment.
· Queue table. Select a number of queues with drag and drop. In the resulting table, you see the same data as in Queue status.

· Campaign status. A continuous daily summary of the outcome of a campaign.
· A number of statistics term names have been changed/corrected in CallGuide Report, CallGuide Pulse and CallGuide Edge Pulse in order to ensure that the same names are used for statistics terms in these clients. Note that the changes will not be reflected in existing tailored reports in CallGuide Report. 
· GDPR compliance - privacy
· Privacy by default.

· Additional personal data filter on log-files. 
Support in CallGuide Server for not logging potentially sensitive customer data (default) and to temporarily activate logging of such information. (GDPR)
CallGuide Edge Agent by default excludes sensitive data from log files to support GDPR.
CallGuide Reference Chat Client does not log Information that can be sensitive (like name, email, chat messages) to web browser console by default.
· Closed campaign records can now be removed automatically. The number of days to keep closed campaign records is configured via the new system parameter campaignRecordCleanDays.
· The number of days to keep closed callback records is now configured per organisation area in the callbackRecordCleanDays system parameter.

· Opt out – Search in the entire organization area and delete all personal data for an end customer. Opt out applies for:

· Campaign records.

· Callback records.

· Interaction View archive.
· GDPR compliance – Security and audit
· Automatic lock of unused user accounts after a number of days specified in the unusedAccountLockDays system parameter, replacing the removed pwdExpiredLockDays. 

· System parameters for password complexity are now installed with hardened values for new installations of CallGuide. The default minimum password length is for example set to 10 characters.

· Encrypted communication between CallGuide clients and CallGuide Server is now activated by default for new installations of CallGuide.

· To improve security in open interfaces, the following applies from CallGuide 11:

· A new, built in, access role Open interface has been added. It contains one (and only one) access function: Execute login to open interface. Using best practise, user accounts for open interfaces should have this role. The account previously identified via the system parameter usernameInterfaceServer is automatically changed to have this role during upgrade of CallGuide Database. Note that this opens for having several different accounts for open interfaces (e.g. one for each interface).
· The open interface Agent Interface - CRM Server now requires login with password before any other event is accepted.
· Enhanced security for access to CallGuide Statistics Database in CallGuide Report. The Report client no longer need access the database directly.

· When the administrator changes a user's password, the user must now by default change it again at next login.

· Enhanced audit trail, logging more details.
· The system parameters governing the primary and secondary version of CallGuide Edge Pulse will automatically be changed to 11.0.0 and 10.1.0 respectively when upgrading the system to 11.0.0. This means that all users of CallGuide Edge Pulse will automatically start using the new version at next login after upgrade.

· The following system parameters are new:
· campaignRecordCleanDays (No. days to store closed campaign records).

· recordingConsentDefault (Default for recording consent).

· unusedAccountLockDays (Time before an unused account is locked). This parameter replaces the system parameter pwdExpiredLockDays (Time before locking an account when the password has expired). The value for unusedAccountLockDays when upgrading an existing system will be set to the sum of the system parameters pwdExpiredLockDays and pwdValidTime.

· openTokAPIKey (OpenTok Adapter, API key for login to OpenTok Cloud). This parameter is required for the new video chat function. Note that this parameter only can be configured by accredited personnel at Telia.

· openTokSecret (OpenTok Adapter, password for login to OpenTok Cloud). This parameter is required for the new video chat function. Note that this parameter only can be configured by accredited personnel at Telia.

· openTokCWUrl (OpenTok Adapter, base for URL to CallGuide ClusterWare). This parameter is required for the new video chat function.
· The following system parameters have been removed:
· reportStatDBAddress (CallGuide Report, external TCP/IP address for CallGuide Statistics Database). This parameter is no longer required.
· reportStatDBInternalAddress (CallGuide Report, internal TCP/IP address for CallGuide Statistics Database). This parameter is no longer required.
· reportStatDBPort (CallGuide Report, TCP/IP port number for CallGuide Statistics Database). This parameter is no longer required.
· pwdExpiredLockDays (Time before locking an account when the password has expired). See unusedAccountLockDays above.
· usernameInterfaceServer (Username when logging in to open interfaces in CallGuide Interface Server). See the new access role Open interface.
· The following contact data keys are new:
· recordingConsent (Recording consent)
· recordingOnDemand (Recorded manually)
· The following access functions are new:
· Execute login to open interface - This access function is required for accounts logging in to the following open interfaces:
· Agent Interface - CRM Server
· Attendant Message Interface
· CallBack Interface

· Pulse Interface

· Supervise Interface
· Execute video chat - This access function is required in order to work with video during a chat.
· Support for authenticating the chatting end customer's identity with JWT (Java Web Token) or similar in CallGuide Web SDK and CallGuide Chat Engine.
· Support for linked organisations in Touchpoint Plus and CallGuide Voice:
· Calls between linked organisations are now connected as internal calls instead of calls via PSTN and can be handled via CTI.

· Calls entered via an access number in one organisation can be answered by an agent belonging to a linked organisation.

· An operator can search and set activities for agents and users belonging to linked organisations. 

· The linked organisations can be viewed as a single directory or multiple directories.
· Support for Windows Server 2016 in CallGuide Application Server, CallGuide CTI Engine, CallGuide Database, CallGuide Email Server, CallGuide Interface Server, CallGuide Interaction View Database, CallGuide Report and CallGuide Server.
· End of support for Windows Server 2008 in CallGuide Application Server, CallGuide CTI Engine, CallGuide Database, CallGuide Email Server, CallGuide Interface Server, CallGuide Interaction View Database and CallGuide Server. 
· Support for MS SQL Server 2016 in CallGuide Database, CallGuide Interaction View Database, CallGuide Interaction View Transfer and CallGuide Stat Transfer.
· End of support for MS SQL Server 2008R2 in CallGuide Database, CallGuide Interaction View Database, CallGuide Interaction View Transfer and CallGuide Stat Transfer. 
· 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. 

· CallGuide Online help (https://docs.callguide.telia.com/):

· Is updated with information about CallGuide 11.0.    

· As CallGuide Agent is available in German since version 10.1.2, the Get started section for CallGuide Agent on CallGuide Online help is available in German from version 10.1 of CallGuide Online help (https://docs.callguide.telia.com/10.1/de/).
Important notes for CallGuide 11.0:
· If upgrading from a version older than CallGuide 10.1, it is strongly recommended to read release notes for all intermediate versions. For instance, if upgrading from CallGuide 8.6 to CallGuide 11, CG86ReleaseNotes, CG9ReleaseNotes and CG10ReleaseNotes should be read in addition to this document.

· CallGuide Admin versions 11.0.0 or newer are supported. 

· CallGuide Report versions 11.0.0 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 Edge Agent versions 10.0.0 or newer are supported. 

· CallGuide Edge Pulse versions 10.1.0 or newer are supported

· Limitations in CallGuide Edge Agent:
· The browser Internet Explorer is no longer supported (from version 11.0.0 of Edge Agent). Supported browsers are Google Chrome and Firefox, see Site Environment Requirement CallGuide Edge Clients for details.
· When handling emails where another agent, using CallGuide Agent (“classic Agent”), has started to write an answer, this answer won’t be accessible in CallGuide Edge Agent and vice versa.

· An image that is pasted into an email from a web browser preview on Windows 7 or from Windows Photo Viewer will not be displayed correctly or at all to the recipient.

· #17882 Screen pop fails for contacts containing large amounts of contact data. In version 11.0.0 new functionality is added to mitigate this problem.
· There are limitations in Screen Pop in Edge Agent depending on web browser used. See release notes for CallGuide Edge Agent. 
· Whitelist for “origin” URL:s for CallGuide Edge clients must be configured in ClusterWare Admin. The format should be “https://base-edge-url:port” or “https://base-edge-url” if port 443 is used. More than one URL may be entered using a semi colon separated list. 
· Recommended upgrade order when upgrading to CallGuide Chat Engine 11.0, CallGuide Web SDK 11.0 and CallGuide Reference Chat Client 11.0 (and possibly also to CallGuide Cobrowsing Engine 10.0 and CallGuide Proactive Web Engine 10.0):

1. Upgrade CallGuide Server components and CallGuide Database.

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

3. Upgrade CallGuide Web SDK, CallGuide Proactive Web Engine, CallGuide Cobrowsing Engine and CallGuide Reference Chat Client.

Detailed information about compatible versions is given in release notes for CallGuide Chat Engine, CallGuide Cobrowsing Engine, CallGuide Proactive Web Engine, CallGuide Web SDK and CallGuide Reference Chat Client.

· Video chat (on visitor web site) is not possible on Android devices, in Internet Explorer, and in Microsoft Edge.

· For details on browser support using CallGuide Web SDK, see Site Environment Requirements CallGuide Web SDK.

· #18004, #18081, #18087 On Safari (MacOS), if browser setting "Prevent cross-site tracking' is enabled (which is the default) a reload of the web page, or navigation, might cause interruptions in CallGuide Web SDK functions, such as a reset of an ongoing chat session.
· #18030 On Safari (iOS), if the device is locked after a video chat is finished it is not possible to start a new video chat without clearing web site data in Safari (browser will otherwise say that camera is used by another application). The problem originates from a bug in the video service provider's software.

· #17880 On any browser (iOS), where the other part (CallGuide agent) is using a Chrome web browser, the agent video can freeze when visitor switches between landscape and portrait mode. The problem originates from a bug in the video service provider's software.

· #18017, #18008 iOS can experience re-connection problems with video provider when Internet has been temporarily disconnected. The problem originates from problems in the video service provider's software.

· #18033 On any browser (iOS), opening the chat in more than one browser tab may lead to unexpected behavior.

· Note that the interfaceServer.config file is updated in CallGuide Interface Server 11.0. Customers who have modified this file need to redo any modifications after upgrade from a version prior to 11.0. 

· Note that the yaws.conf file is removed in CallGuide Interface Server 11.0 and the relevant configurations are moved to file interfaceServer.config. Customers who have modified yaws.conf need to redo any modifications in interfaceServer.config after upgrade from a version prior to 11.0.

· #18066 The CallGuide Presence Adapter configuration file activitymapping.ini must still exist even if all mappings have been moved to CallGuide Admin.
· If a special language configuration has been used in CMG to support strings in another language than Swedish, this special configuration cannot be changed until all clients run in version 11.0 or newer.
· When upgrading a workplace where a previous version of CallGuide Report is installed, SAP Crystal Reports 32-bit Runtime version (older than 13.0.21) must first be uninstalled manually. After this, install the new version of CallGuide Report with the installation program setup.exe. If the older version of SAP Crystal Reports 32-bit Runtime is not uninstalled manually, the installation program will show an error and terminate the installation.

· Some changes in the log format has been introduced in CallGuide Server 11. This means that all customer unique Erlang code must be recompiled before use.
A selection of important notes from earlier releases of CallGuide still applicable
· If upgrading from a version older than CallGuide 10.1, it is necessary to re-evaluate the setting for maxNumEmailPerSrv in systems with more than one instance of CallGuide Email Server. 

· 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. 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 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.

· 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 when upgrading from an earlier version than 10.1.
· 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

· From CallGuide Web SDK 10.0, 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 and CallGuide Web SDK. Instead, the instance of Chat Engine used when accepting a chat offer is governed by configuration of CallGuide Web SDK.

· CallGuide Web SDK must be available (loaded) in the web pages in the affected companies' websites. Note that CallGuide Web SDK 10 or newer 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 or newer and instances running an older version. If both version 10.0 or newer and older versions have to be used in production at the same time, a new server has to be allocated for version 10.0 or newer.

· 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.
· 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 or newer, 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 in CallGuide 10.0 regarding calls placed in queue by an agent. See the document Interface Specification Historic Data Interface for details.

· Note that the pulseWebService.wsdl file was updated in version 10.0. Therefore, clients using the older WSDL file need to change to the new file. 
· Important notes for CallGuide Edge Agent:

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

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

· Web notifications in 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. 

· NYTT

· CallGuide Edge Agent does not support CTI integration with Skype for Business.

· 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 for 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 and CallGuide Web SDK functions are interrupted if the page is reloaded or navigated. E.g. if a chat is in progress, it will be reset and lost if the page is reloaded.
· 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.

· 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 that are not configured as linked organisations:

· 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 CTI 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 Enghouse CTI Connect is upgraded from CTI 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 Skype for Business and Enghouse CTI Connect. See Release Notes CallGuide CTI Engine for more information.
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