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INTRODUCTION

This document serves as &HhaOMSY®Reonordsig r at or “ s
Solutions system. It provides procedures for setting up and customizing your

system, and for programming everyday tasks you perform to capitalize on the

flexibility of your system.

Prior to using this guide, you should become familiar with the Technical
Specification requirements found online.

The target audience for this document includes network engineers, system
administrators, installation technicians, or telecom engineers. The reader is
expected to have a sufficient computer networking and telephony background.

Some readers may need to reference only a small portion of the information
provided; others may need most of the information provided before
understanding how to tailor the OAISYS system to suit their needs. This
document was designed to accommodate the varying needs of the reader.
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ACCESSING THE ADMINISTRATOR

The OAISYS Administrator is a permissions-based application accessed
through the Management Studio, and can be accessed remotely. You do
not need to be on the OAISYS server to configure the system or setup
your user groups and permissions.

The Admin button will appear within the client application as shown below.

NOTE: If you are already logged into the client application you will not
need to log in again.

| Historical Calls All Calls | Can View

=5 My Folders & & 1-s00f 176,468 £ < Find
% Calls | Shared .
1% Calls Shared To Me (2) [F] v o | Start Date(Time Outside Mumber Duration Call Dire... | Subject A
{2} Report Dril-Down = 10,/21/2009 9:45:06 AM (602) 903-5248 E)
-1 My Calls =] 10,/21,/2009 9:44:43 AM 919-3315 1:14 Inbound
-2 ’é" "E:"Td' Lam i =) 10,21,/2009 9:40:31 AM (800) 463-3339  2:08 Outbou...
Bﬁé Azto:ztive =| 10/21/2009 9:38:07 AM (360) 816-3141  0:45 Inbound
EZI Healthcare =) 10/21/2009 %:36:42 AM (508) 286-2300  1:15 Inbound
{27 Insurance = 10/21,/2009 9:34:39 AM (303) 356-2932 11 Inbound
{22 My Calls =) 10,21,/2009 9:33:50 AM (602)614-7986  1:11 Outbou...
E:' Screen Recordings A 10 /21 /2000 O-21-26 AM fEN?Y R14_TORR 1.2a Nubhan b
{2 WO Samples 45 | >
-5 Call Search Folders - =
®-5 Work Queue Folders Selected Call: Outside Number: (602) 903-5248 Date: 10/21/2009 Start Time: 2:45 AM ..
= Folders Shared To Me -2 B = Ma#a»oH Show Video
@ linda_greag - =
— Detailed View | Displayed Sections - Yy O 4@ e 32
# Details At Time: 0:00.0 Q:?:': 0:30 0:40 05| A
[ =

|
| ” L#2 %1040 - Bass, Julie

w
2 Outside Parties Kev: [B Connect=d [N Ringing [ Hokiing ~
8 oust I

4 Fxfensinns
v S

v
— Annotations Collapse all || Expand all

Historical Calls
Live Calls — Evaluations Wiew || Evaluate I

Click to access Evaluation Title | Grader | Employee Ext | Employee De... | Final Score Status | Date Completed
flepoits Administrator SE Scorecard... linda_gregg 1040 Bass, Julie (1... - Mot Started = ~
Admin ive D... linda_gregg 1040 Bass, Julie (1... - Mot Started

Travel Agenc... linda_gregg 1040 Bass, Julie (1... - Mot Started - "
> Travel Agenc... Iinda_-gregg 1011 Break Room (... - Mot Started - b
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|ADMINISTRATOR FUNCTIONS

The OAISYS Administrator displays and allows changes to user
permissions. The administrative user can:

e Create and edit new users and groups
e Create and use lists
e Display and enable changes to system settings

e Pull system logs

NOTE: If the optional OAISYS Screen Recording Server is present it can
also be administered through the OAISYS Administrator.

The Administrator is divided into three sections:
1. Server
2. Lists and other Resources
3. Users and Permissions

T\ QAISYS Tracer Management Studio - Logged in as dawn_davis - [http://trace

&. File View Config Tools Window Help

(D Copy Key Valid
Serial Numbers: 0030483239170

Lists and Cther Resources
IUsers and Pemissions

t http:/Aracerhouse-2

@ http://srstouse-2

@ http://sms-house

Mairtenance Perod Ends on 37

Program is Registered

ey Available £ Date
]
_ DFES 220
. EEXP 999999
Ve Lalls E MAN 030717
G729 5
Reports MANAG.. 40
— NFR 1
RE 7
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SERVER

The server section within the OAISYS Administrator expands to allow
configuration of:

e Net Server e SMDR
¢ Email Service ¢ Recording Rules
o CTI e Tracer application

Admin
=2 hitp:/Aracerhouse.
Bk

[+-2fa Met Server

--El Email
- CTI - Mitel 3300

F-= SMOR

% Recording Manager
-5 PVD Import

-5l File Streaming

B Alam Service
g Housekeeping
gﬁ Coach

----- ‘-EE Metwork Configuration

OAISYS Administration Guide
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NET SERVER

The information covered under this section addresses the folder level
options and provides details for the configuration of specific features.

=5 _| http:/ tracerhouse.
=0 Server

- i8] Services

Em%}@wKw
----- |: Port Settings

[CLIENTS

Displays information about the client applications connected to the Net
Server. Display only — configuration is not available from this screen.

| SERVICES
This displays services running under the Net Server. Highlighting a

service displays information about that service such as:
e Name
e Client Owner

e Clients using the service
Display only — configuration is not available from this screen.

The Maintenance Period Ends on date is the date your OAISYS
maintenance plan expires.

NOTE: Your OAISYS system will continue to work even if your
maintenance plan has expired.

OAISYS Administration Guide
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|COPY KEY

Copy key information is the licensing information and the “k e yo"your
OAISYS solution. A green light indicates the key is being read by the Net
Server. A red light may indicate there is a problem.

\&/ DAISYS Tracer Management Studio - Logged in as Lind: S 1~Copy Key Information]

cates your key

~. File View Config Tools  Window  Help is attached and read by
Admin S
Admin
=50 hitped fracer-house -~ Q Crgy ey vele o BAEE
=53 Server Serial Numbers: - D03048923917,003048323916  €——— 7 = ot
= % Met Server
&3 Clients Maintenance Period Ends on 12/6/2008 €—————— Date your maintenance
a Serwces expires
@ Port Settmgs Frogram iz Registered
B Eventlog
9 Z'DLDQS Fey Ayvailable / Date Uszed
L5 Emai DFES 220 8
g CTI - Inter-Tel AXXESS ECH¢ 500 47
SMDR E_ExF 995335
%‘ Recording Ports E_haM 120809
% Recording Manager G729 g 0
3 PYD Import MaMAG... 40 a
Bl File Streaming EEH 1? g
B alam Service SFES 155 a5
F Housekeeping T &0 4 0
i Coach - PP 1 0
g Network Configuration WaTPorz 48 48
[3) Lists and Other Resources WaIP 43 0
[ Users and Pemmissions w
.17 2 ———
Historical Calls
Live Calls
Reports
Admin
[ Read Copy Key Again | Apply Enabler Code |

READ COPY KEY AGAIN

Clicking this button sends a message to the Net Server to re-read the
information on the key. While re-reading the key, the status light will
temporarily turn yellow to indicate the reading is in progress.

OAISYS Administration Guide 10
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|APPLY ENABLER CODE

Clicking this button launches a pop-up to enter the enabler code. An
enabler code is an alpha numeric code that is used to extend the OAISYS
maintenance period.

NOTE: Enabler codes are always upper case letters. The letter “O” is
never used in an enabler code.

Apply Enabler Code |Z||:|[z|

Enter the Enabler Code returned by the Copy Key Upagrade ‘web Site
and click Apply to perform the upgrade.

SEFGTESTCODESR |

Apply H Canicel ]

OAISYS Administration Guide 11
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|PORT SETTINGS

This section is used to configure the port settings for the local and remote
ports. The local port number is set to 8767 by default. Click the drop
down to select any available IP addresses for your network or to select a
specific IP address for your network.

If you are using a remote port, check the box and select the port number
and IP address from the dropdown lists.

\&) OAISYS Tracer Management Studio - Logged in as linda_gregg - [http:/ftracer-house~NetServer Port Settings] |Z||E|[5__<|
|: Fil=  Wiew Config  Tools  Window  Help - F X
Admin

(Admin | I
=10 hitpeAracer-house ~

=150 Server Local Port

= % Met Server Part Num | 8767
£3 Clients
& Services Network
& Copy Key
|; Part Settings
R Event Log Remote Port
B ZipLogs Enabled

(=1 Emai Port Num [8771

CTI - Inber-Tel 25ESS

SMDR Netwark |192_188.D.202 “

%‘ Recording Ports

% Recording kManager

i VD Import

Bl File Streaming

l Alarm Service

6 Housekeeping

5 Coach 3
o (Y [ . —
I

Historical Calls

Live Calls
Reports
Admin
-
EVENT LOG

Display of events used primarily by OAISYS technical staff for
troubleshooting purposes.

OAISYS Administration Guide 12
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|ZIP LOGS
This is a tool used to help OAISYS technical staff troubleshoot problems.

ZIP LOGS INFORMATION

Enter as much detailed information as you have. If you do not know the
answer to a question or if there is not an answer to the question, leave it
blank. If an OAISYS employee has intervened in the problem already,
select their name from the drop down list or type in their name.

OPTIONS

Enter check boxes to indicate i f you"d I
configuration files, Dr. Watson files, and phone system files. If you opt to

send the log files directly to the OAISYS HTTP site, select the option to

split the output into smaller files for email.

Once you have made your choice, click OK A Zip

The green bars will indicate the files are being uploaded, and a message
will display below the green bar indicating when the zip log is complete.

Zip Logs Options f'5__<|

Include D atabaze and Configuration Files
Include Dir. wiatzon U zer.dmp Crazh Filez
[ ] Retrieve Log Files from CT¥ACI Phone System |
Send Directly to DAISY'S HTTP Site
]

(] l [ Cancel

OAISYS Administration Guide 13
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EMAIL

This section provides details to configure your email.

SETTINGS

Enter the SMTP settings for your server here. Check the box to enable a
secure connection.

Verify the From email address is entered. This is the address that will be
used for all administrative emails sent from the OAISYS server.

\&) OAISYS Tracer Management Studio - Logged in as linda_gregg - [http:/ftracer-house~Email Settings] |Z||E|[z|
ol File Wew Config  Tools  Window  Help - F X
SMTPSetings
=) httpe/ftracer-house ~
=) Server 1 Server Host: |ex1.oaisys.c:om
& et Server
-y Sever ot

[ S cttings i

< Send Email SMTP Security

Bl EventLog [] Enable Secure Connection
CTI - Inter-Tel A:<ESS
SMODR Username: |he|pdesk |
% Hecord?ng Ports Pazzwoard: |.o.oooo.o.o.o |
% Recording Manager
e PVD Import Domain: |oaisys |
Bl File Streaming
B Alarm Service Ermnail Setings
F Housekeeping
% Coach From Email Address: |tracer-house@oaisys.com |

‘E‘é‘:‘ Metwork. Configuration
) Lisgts and Other Resources

) Uszers and Pemizsions Z

. - —

Historical Calls

Live Calls

Reports

Admin

SEND EMAIL

This sends an immediate message from the OAISYS server; the From
field is populated with the email address entered in the Email Settings
screen.

OAISYS Administration Guide 14
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EVENT LOG

The Event Log displays email log information for troubleshooting
purposes. Configuration cannot be done from this screen.

\&) OAISYS Tracer Management Studio - Logged in as linda_gregg - [http:/ftracer-house~Email Event Log]

ol File  Wew Config  Tools  Window  Help  Ewent

|
215 hittpMracer-house A [01028 12:01:37.9] Tx AE EMaIL_DUMP LINEMUMEER 51027
210 Server

[0102913:00:37.9] B« DR.EMAIL_cmd.i2dE:5, + 486 Bytes Binary Data; ServiceRequest. GetS ettlngs<LogSettmgs>[
ﬁ Met Server 01030 13:01:37.9] ObjectHost: F'roc:essmg request [invokelD = i2d6]

=029 Emai [C1031 1301:37.9] T+ DC.EMAIL _cmd,i2dE:5.0,. + 163 Eytes Binary D ata; Meszage Data = LogSettings
|_=_z’ Settings
A Send Email

|
[+ CTl - InterTeIAXXESS
&3] g SMDR
% Fecording Ports
% Fecording Manager
o PYD Import
G, File Strearming
l Alarm Service
F Housekeeping
5 Coach

‘f‘.& MNetwark. Configuration
#-12) Lists and Other Fesources
-1 Users and Pemissions

P T [ :
—r71 7727 e—1

[z R s

Historical Calls

Live Calls

Reports

Admin

OAISYS Administration Guide 15
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CTI INDICATOR

This segment of the guide explains the features available for organizations
using CTI integration.

STATUS

The Replicator Port status displays green lights if everything is working.

& OAISYS Tracer Management Studio - Logged in as linda_gregg - [http:/tracer-house-PBX Status] E|E|rg|
I:— File Wiew Config  Tools  Window  Help - 8 x
Admin

i T

= PréfTacer-nouEe 6 Working
2 s O Wotira
dia Met Server - .
=4 Emai O Events On *.—-— Green indicates a working status.
=% CT'ﬁ sl AHESS @ dPatyOn 0Al Frotocol \Vsu Version: Y05.103
'36 Poart Settings DAISYS NetServer
£ Diebug Output ;
i tonitar @ warking
_'] DHD Meszages B
BE Events
& sSMDR 9 Active CTI Clisnts

%‘ Recarding Ports

% Recording Manager

D Import

Bl File Streaming b’

Historical Calls

Live Calls

Reports

Admin

NOTE: The OAISYS Net Server status displays a green light to indicate
there is a working connection to the Net Server. The number of clients
that are currently connected to the replicator port is displayed below the
Net Server status.

SETUP BUTTON

Click the Setup button to configure the CTI port. This brings you to the
Port Settings screen.

OAISYS Administration Guide 16
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| PORT SETTINGS

In the expanded folder view, select Port Settings to access the
configuration screen.

To configure the port settings

Use the drop down list to select the OAI Port to use for replication A

select a time for the re-synch to occur A enter the host name of the

replicator portA enter the login name for the hostn a me * s Asenterv e r
the password if there is one A click Apply

\&) OAISYS Tracer, Management Studio - Logged in as linda_gregg - [http:fitracer-house~PBX OAl Port Setup] |’._||'E|fg|
2B File  Yiew Corfig  Tools  Window  Help - F X
=0 hitp:/uacer-house AN oalpat [NTCPUarCPC Resynch DAl Stream at
=) Server
ﬁ Met Server
#-[Z7 Email
2 @ CTI - Inter-Tel AXKESS HostName:  |192163.030 |
3: — Hoszt Port: 4000
& Debug Dutput Lagin Mame: |D.t’-‘A|SYS Level2 Service |
# Monitor | |
_°| DND Messages o Passward:
B Events
& sMoR
% Fecording Ports
% Fecarding M anager
PO Import

| <

Lk Fil= Streaming

Historical Calls

Live Calls

Reports

Admin

NOTE: Not all OAISYS systems are configured in CTI mode. This is only
for CTI integration.

OAISYS Administration Guide 17
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| DEBUG OUTPUT

The Debug Output allows you to select the events to include in the debug

files. Enter checkboxes indicatingthes y st em events yeu"d | i ke
in the debug files. These files will be used by OAISYS technical staff for

troubleshooting purposes.

& DAISYS Tracer Management Studio - Logged in as linda_gregg - [http:f/tracer-house~PBX Show Events] |Z||E|fg|
|: File  ‘iew Config  Tools  MWindow  Help - 5 X
=420 http: Atracer-house ~ Show Client Events

B0 Server Show OAl Events

§g Met Server

[Z7 Email ] Show Detailed Serial /0

= @ CT_' - Inter-Tel AX<ESS [] Show Engineering Debug Events
|5 Status . .
al Part Geftings Show Detaled Monitar Events
|; Debug Output Clase
i
_'] DMD Meszages B
Bl Events

& sMoR

%‘ Fecaording Portz
% Recaording Manager
PO Import

Bl File Streaming [

Historical Calls

Live Calls

Reports

Admin

| MONITOR
The monitor is primarily used for troubleshooting purposes.

| DND MESSAGES

The DND Messages lists the available “Do Not Di s t meskafes, and is
only available for some phone systems.

[EVENTS

This displays events which are primarily used for troubleshooting.

OAISYS Administration Guide 18
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SMDR

This is for organizations using their OAISYS system with SMDR
integration.

SMDR PORT

If using your OAISYS system with SMDR integration select the PBX type
from the drop down list.

Once the port is open the status light will turn green.

& DAISYS Tracer Management Studio - Logged in as linda_gregg - [http:f/tracer-house~SMDR Port] |Z||E|rg|
ol File Wew Config  Tools  Window  Help - 3 X
s
=) ttp: A dracer-house s
= Status: Clozed InQueue: 0
=100 Server O CTS DSR CD
i Met Server No PBX SMDR Set
[Z7] Email ) _
g CTI - Inter-Tel A<E 55 Part Canfiguration
=]

PEX type: | NOME 4

I

[} Echo Port
%‘ Recaording Ports
% Recarding Manager »
e FYD Import
Bl File Streaming
B &lam Service
6 Housekesping
5 Coach

<€

Historical Calls

Live Calls

Reports

Admin

OAISYS Administration Guide 19
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|ECHO PORT

Configure the port type if you are using your OAISYS system with SMDR

integration.

1. Check the Enabled box
2. Select RS232 or IP Port

& DAISYS Tracer Management Studio - Logged in as linda_grepg - [http:f/tracer-house-Echo Port] |:||E|rg|

o=l File “iew Confign  Tools

=2 bt Atracer-house
=100 Server
& Met Server
[Z7 Email
g CTI - Inter-Tel Ax<ESS
= SHMDR
#2 SMDR Port
9
BB Event Log
%‘ Recarding Ports
% Fecaording Manager
) FYD Import
E File Streaming
l Alam Service
6 Houzekeeping
e Coach

Historical Calls

Aindo

Help

- F X

Ll

&3

Live Calls

Reports

Admin

Operating Status
Status: O Closed Output Queus: 0

Disabled

Fort Type
[] Enabled

Refresh Settings

EVENT LOG

This displays events if the SMDR Port is operating.

OAISYS Administration Guide
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RECORDING PORTS

The expanded view of Recording Ports provides several options:

e Settings e Spans

e Ports e Copy Ports

e Port e Event Log
SETTINGS

A green light indicates ports are connected and working; each section is
discussed in further detail below.

& DAISYS Tracer Management Studio - Logged in as linda_grepp - [http:f/tracer-house-VAT System Status and Informat... g|ﬁ|rg|

ol File  Wew Config  Tools  Window  Help - T X
=1+ hitp:/ftracer-house ~ O VAT Ready
=12 Server )
VAT Sypstem Sett
& Met Server BRI SETES
[Z1 Email Total Licenses 48
CTI - Inter-Tel 45ESS =
2
g MDA WolP Ports o
=] % Recording Ports Snoop Ports
i5 s
I% Parts Recording Share |Hecordings w
|7 Patt B
i3 Spans WolF Tap Tupe | Metwark Capture v
3 Copy Portz
B Event Log Screen Capture Porte l:l
% Recording Manager
D Import
Metwork Yol Tap Inf
G4 Fil= Streamning b R
YolP Tap Adapter | Local &rea Connection 2 (Intel(R] PROA000 PL Metwark Connection) v
Historical Calls O
Live Calls
Admin

Total Licenses: This displays the total number of connected
recording ports.

VolIP Ports: This displays the total number of VoIP ports.

Snoop Ports: This displays the total number of ports used for Live
Monitoring.

Recording Share: Select the drive you want your recordings to be

OAISYS Administration Guide 21



stored on from the drop down list.
VoIP Tap Adapter: Select the adapter from the drop down list.

OAISYS Administration Guide
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PORTS

This displays quick view information for the port including:
e Port number e Spans
e Type e Copy Ports
e Extension e EventLog
e Status

I% File  Wiew Config  Tools  Window  Help - 8 X
Admin
”~
210 hitp:dracer-house -~ Port | Type Ext Status —
=53 Server b B-Chann... E
ﬁ Met Server 2 B-Chann... | 94262 O IDLE
(=1 Email 3 B-Chann.. | 94263 @/ Disabled
CTI - Inter-Tel &4<ESS A BChann. | 54264 |O)|IDLE
SMDR -
= % Fecording Farts 5 B-Chann.. | 94265  |{@|Disabled
{53 Settings & B-Chanr.. | 94266 |(O)|IDLE
7 B-Chann... | 34267 o Dizabled
[ Port 8 B-Charr.. | 34263 |(O)|IDLE
% EPB”SP t || 's  [EChann.. 94269 | @ Disabled =
a o L°D'gs 10 |B-Chann.. |94270  |()|IDLE
% Fiecording Manager 1A B-Chann.. | 94271 |{@|Dizabled
¥ PYD Import 12 |B-Chann. 94272 |(O)|IDLE
& File Stieaming 13 |B-Chann.. 94273 |@) Disabled
B Alam Service “|| [14  |BChann. 94272 |(O)/IDLE
— |
et Tl 15 B-Chann... | 94275 o Dizabled
fonea’ =a™e 16 | B-Chann.. | 94276 |()|IDLE
Live Calls 17 B-Chann.. | 94277 |{@|Dizabled
18 |B-Chann. 94278 |(O)|IDLE
Reports 19 |B-Chann.. 94279 (@ Disabled
20 |B-Chann. 94280 |(O)|IDLE
Admin .
21 B-Chann... | 94281 o Dizabled b
»|| £ | ¥
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|PORT

This provides a detailed view of the port and allows you to view or
configure from the port drop down list. The current status of the port you
selected is displayed next to the port. Check the Enabled checkbox to
allow the port to record. Enter the trunk number for the port or enter the
VoIP board IP address. Port Type is automatically configured for the type
of port the OAISYS Recording System is tapped onto. Select the Trunk
Type from the drop down list.

ANI/DNIS Settings: ANI before DNIS

Predictive Dialer Tap: Check this box if tapping onto a Predictive
Dialer (Tracer).

Dynamic License: Check this box to use On Demand or Dynamic
Licenses. This will allow the port to be used on a first come, first

served b

asis.

T) DAISYS Tracer Management Studio - Logged in as linda - [http://tracer-p-house~Port]

|5 File

B2 http
= |

ﬁ Met Server

-[Z Email

g CTI- Mitel 3200
&2 SMOR

EI% Recording Manager

View Config

Server

#-{2) Recording Rules
----- Gy AterCall Actions
----- ‘-E'é':' Ird. Party Interface
----- r:.‘if Recording Port Sed

Tools

-/ Aracerphouse

.

----- 3 Copy Ports

----- t.‘;f Recording Manage
----- # Calls Status

----- % Device Monitors
----- 3 ACD Groups

----- E] WAT Status

BER Evert Log

Window  Help

Pt (1 ~| @) REcoRD

Enabled

Port Settings

Port Type

Trunk Type

Extension

[ Predictive Dialer Tap
[7] Dynamic License

Digital Pri

|BChannel PRIBR)  ~|

T9201

CTI Manitor
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SPANS

Spans are used to allow robust monitoring solutions; this screen allows
you to manage your spans.

\&) OAISYS Tracer Management Studio - Logged in as linda_gregg - [http:fftracer-house~Spans]

ol File  Wiew Config Tools  Wwindow

210 hitpAfhacerhouse
= &J Server
ﬁg Met Server
[Z7] Email
g LTI - Inter-Tel £4<ESS
SMDR
= %‘ Recording Ports
‘3:} Settings
I% Ports
L_Z’ Port
g
™ Copy Parts
& Event Log
% Recording Manager
> PYD Import
E File Streaming
B 4lam Service

Historical Calls

Help

FY

£

Live Calls

Reports

Admin

Spanz

Spati ...  Board.. PCl Slat Mame | Tupe | Ports First Port | Last Part | 0. Status
0 | Tion |z 1 o
1 i Triton 23 24 46

& >
Span Info

Span 0

Signalling Encoding Framing

Om O A (%) ESF

@ PRI @ BaEZS QO D4

[] Blink LEDs on Span Cannectar for 1dentification

Save ] [ Refresh
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|COPY PORTS

This feature is used to copy settings from a previous recording port.

\&) OAISYS Tracer Management Studio - Logged in as linda_gregg - [http:/ftracer-house~Copy Ports]

Admin

210 hitpAfhacerhouse A~
= E} Server b
ﬁg Met Server
[Z7] Email
g LTI - Inter-Tel £4<ES5
SMDR
= %‘ Recording Ports
‘3:} Settings
I% Ports
[ Port
o Spans
™ Copy Parts
& Event Log
% Recording Manager
e FYD Import
E File Streaming
B 4lam Service
I

Historical Calls

£

Live Calls

Reports

Admin

ol File Wew Config Tools  Wwindow  Help

- 8 X
Copy From Port
Po... | Tw.. | Est En.. | Tunk AniBef.. | AniDni..  Be.. | TaplD
4 B-.. 94264 B-Channel [...
| b
Copy To Ports
>
AniBef.. | Ani/Dni..  Be.. | TaplD

CREETT 3
2 B-.. 94262 B-Channel [... : ]
3 B-.. 94263 []  B-Charnel ... : O
4 B-.. | 94264 B-Charnel [... : [
5 B-.. | 94265 []  B-Charnel|... i
5 B-..  9426E B-Channel [... : il
7 B-. | 94267 [ B-Charirel [.. ]
g B-.. 94268 B-Channel [... ! [F
| B-.. 94263 []  B-Charnel|... * ]
0 B-.. 94270 B-Channel [... ! [F
1 B-.. 34271 [J  B-Charnel|... : ]
HTTTR EYERD (T M A A i 59
< >

[ #lso Copy Computed E ztension [ Copy ] [ Refresh
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|[EVENT LOG

The Event Log displays recording port events.

\&) OAISYS Tracer Management Studio - Logged in as linda_gregg - [http:/ftracer-house~Recording Ports Event Log] |Z

ol File Wew Config Tools  Wwindow  Help

(27052 13.29-43.1] e ¥AT1_DUMP LOGIN 25, -
(27053 13:29:431] Tw CFMAT1_DUMP LOGIN 2fe5.0..

=0 hitp:/racerhouss # | 27054 13:29:43.1] Tw: AE VAT 1_DUMP.LINENUMBER 5.827051

=10 Server

ﬁg Met Server
[Z7] Email
g LTI - Inter-Tel £4<ES5
SMDR
= %‘ Recording Ports
‘3:} Settings
I% Ports
[ Port
{23 Spans
™ Copy Parts
- E Log
% Recording Manager
e FYD Import
&l File Streaming
B 4lam Service v
I

Historical Calls

Live Calls

Reports

Admin

4
|
|l
=]
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RECORDING MANAGER

The recording manager is used to configure call recording settings.

CALL RECORDING RULES

Recording rules are based on call filters indicating to the OAISYS system
which calls to record, and apply to the current point in time of the call.
Each Call Recording Rule can only have one active Recording Action
associated with it, but may contain multiple call filters. OAISYS can only
record a call when the call satisfies a call filter. You can create call filters
from this screen or from the Call Filters section under Lists and Other

Resources.

&) DAISYS Tracer Management Studio - Logged in as linda_grepg - [hitp://tracer-house-Call Recording Rule]

° File  View Config  Tools  Window  Help

ﬁ Met Server -~
[Z3 Email
CTI - Inter-Tel &<ESS
SMDR
%‘ Recarding Parts
= % Recaording Manager
=) Recording Rules
° Call Recording Rule
T Extengion Recording Contr
G After-Call Actions
“tig Third-Party Interface Network [
5 Status
4 Calls Status
T2 Device Monitars
& ACD Groups
VAT Status
B VAT Status Detail
R EventLoa
YD It
File Streaming
B Alam Service
\37 Housekeeping
% Coach
i MNetwork Corfiguration
) Lists and Other Resources
) Users and Permissions
) http:#dtracer-house-2
) http:fdsrs-house-2
) http:#srs-house

< b4
]

Historical Calls

Live Calls

Reports

Admin

»

Recording Action
Mo Manual Overide
Highest
() Do Mot Record

() Always Record
Manual Overide
) Do Not Recard
() Do Mot Recard Yith Restart Loopback.
(&) Fecod
) Record Sometimes
Percent

Lowest

Record

- Fifth highest priarity recarding action

- Starts recording of the call

- Usger can manually overide this action during the
call.

Include:

Call Filter
[Default Call Recording Rule]

area code test

Chiig Home - DON'T REMOVE

Exclude:
Call Filter

1012 only

1031 Server Claset
11122

2005

Aarik's Cel
Adrik's Ext
ACDPatten
AlIWAT Parts
Andie Cel
asdfast

Bill's List

Break Room Only
Erians call:

carl test list

Chris’ sian
Custamer DNIS
[ioug C cell

Ext to not record

Fun Digh

Gary

Gany's Cell

Garys Ext

Intercom Calls

Intemal Call

Joe's Cel

Kobel Demo

Linda Cell Tt Msg
Linda's Cell

tain Line

take and hodel
tdervReportTestCallFiker
Narme

hot recorded

hot recorded2

C Move one or more call filters over using the double arrows.

C Add, Copy, Edit or Delete call filters from this screen.

A call may satisfy one or more Recording Rules at a specific point in time.
If a call satisfies two or more Recording Rules with conflicting Recording
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) Actions, OAISYS will resolve the conflict using the action with the highest
precedence. The recording actions are listed in hierarchal order below.

RECORDING ACTIONS
Do Not Record

This action immediately stops the physical recording of the call and
discards any loopback portion of the recording in the call. When
the call is in this state, no user can manually resume recording of
this call.

Always Record

This action immediately starts a recording on the call when the call
satisfies a call filter. There is no manual override. In other words, if
the call satisfies the call filter it will be recorded 100% of the time.
No user can manually stop recording this call.

Do Not Record with Manual Override

This action immediately stops the physical recording of the call. A
user with manual recording permission can resume recording of the
call.

Do Not Record with Pause Loopback

This action does not stop the physical recording of the call, but from
t he user " s heeallwildoskas if ivisenpt being
recorded. If another call filter is eventually met or if the user with
permission manually starts the recording, the loopback portion of
the call is retained. If the OAISYS system or user does not resume
recording the call, then OAISYS will discard the loopback segment
of the call.
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Record

This action starts a recording on the call when the call satisfies a
call filter. A user with permission can stop the recording. If this
happens and the user then resumes recording, the loopback
portion of the call is retained.

Record Sometimes

Enter a number from 1 to 100 to indicate the percentage of calls
meeting the call filter to be recorded.
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| EXTENSION RECORDING CONTROL

This control screen allows a list of extensions to manually stop and start
recordings. Select the list of extensions from the drop down. Each option
is discussed in further detail below.

\&) OAISYS Tracer Management Studio - Logged in as linda_gregg - [http:/ftracer-house~Extension Recording Control] |’._||’E|FZ|
T File Miew Config  Tools  Window  Help - 5 X

Extenzion Recording Contral:

& Met Server 5 Allow Start/Stop+'Loopback Recordings:

[Z7 Email

M

CT1 - Inter-Tel AXXESS [¢hone> ]

SMDR Allow Start/Stop+''Loopback Recordings (Carry Fonward):

%‘ Recording Ports |<N0ne> v|

& % Recarding Manager — Allow Start/Stop Recordings:

[=-1=) Recording Rules

Al Sati
° Call Hecordlng Flule | alions v|

Allow Start/Stop Recordings [Carmy Fonward):

% After-Call Actions |<N0ne> v|
‘t&' Third-Party Interface Metwork, [
FB ol Chabe bt _

£ | >

Historical Calls

Live Calls

Reports

Admin

ALLOW START/STOP + LOOPBACK RECORDINGS

This allows the user to manually stop and start their recordings with the
OAISYS Desktop Client application or by another legacy application, and
when the user starts the recording it will include the entire call. It will
include any part of the call that took place prior to the user clicking the
start button.

For example: If a user was on a call for five minutes before they click the
Start Record button, and the calls lasts ten minutes, when the call
recording is retrieved, it will include the entire duration of the call including
the first five minutes.
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ALLOW START/STOP + LOOPBACK RECORDINGS (CARRY
FORWARD)

This allows the user to stop and start their recordings manually. When the

user starts a recording, the entire call will be recorded including any part of

the call that happened prior to the user manually starting the recording.

The recording w/l Imea@Gamgyi Fotwar dall
another extension the call recording will continue.

ALLOW START/STOP RECORDINGS

This allows the users in the extension list to stop and start recordings. It
does not include Loopback or Carry Forward.

ALLOW START/STOP RECORDINGS (CARRY FORWARD)

This allows the user to manually stop and start recordings. It does not
include Loopback but it does include Carry Forward (as described above).
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| AFTER CALL ACTIONS

This feature allows one or more actions to run after the call has ended,
and are based on Call Filters.

There are five types of actions:
1. Logto File
This action will write a text string to a specified file.
The input parameters are:
e Append or Write to a new file
e Log file path name

e Log string

2. Run a Program
This action will run an external program.
The input parameters are:
e Program Name
e Username
e Password for the user account

¢ Domain Name

3. Delete Recording

This action deletes the recording of a
completion.

4. Send Email

This action sends an email of the recording once the call is
complete.

The input parameters are:

e Emailto
e Subject
e Message

e Attachment
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5. Export Recording

This action exports the audio from a PVD to a GSM wav file format
after the call has been completed. (This action can be used with a
third party speech analytics application. Please refer to the
application note specific to this action for more information —
available upon request from technical support.)

The input parameters are:
e Export Path
e Export Recording Type — select from the drop down list.
e Export Recording File Name
e Meta Data File Type — optional
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|STATUS

Status provides a quick view of the following components:

e Status and Configuration e Database and
e PBX Integration Link Housekeeping
e CTI Monitoring Mode e Reload Rules
e Untapped and Tapped

Calls

These components are discussed in further detail below.

BX

&) OAISYS Tracer Management Studio - Logged in as linda_gregg - [http:#/tracer-house~Recording Manager...

i% File view Config  Tools  Window  Help

- F X

Admin

=20 htEp:Ntracer-house A Connection Opersting Status
S0 Server

dia Met Server Server. () Mormal

[Z7 Email

CT1 - Inter-Tel AXXE Clitink () Cperating
g SMDR

8¢ Recording Parts SMDR Service: () Disabled

= % Recording Manager
) Recording Rules SMDR Fart: O stk

':!; After-Call Actions
"t-;-.'l Third-Party Interf.

P Integration Link: CTI Manitaring Moce;
J“_" Calls Status
7 Pravics Mamitars O Mone @ All Tapped calls (Recommended)
<_ | 3 @ CTI Lirnk \./ Urtapped and Tapped Calls:

Historical Calls © SMDR Link #ilEeETs

O COCalls
Live Calls ) IC and CO Calls
Reports

Database:

Admin
Housekeeping Time:  |12:00 &M E Reload Rules:
»»

STATUS AND CONFIGURATION

This section displays the server status, CTI link status, the SMDR Service
status and the SMDR port status.
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PBX INTEGRATION LINK

Select the link type OAISYS will have with your PBX. You may select
only one. The options are:

1. None
2. CTllink
3. SMRD link

CTlI MONITORING MODE

We will get CTI call events (from the PBX) for all the tapped ports
programmed in OAISYS.

UNTAPPED AND TAPPED CALLS

We will get CTI call events (from the PBX) for all the tapped ports
programmed in OAISYS and non-tapped ports (i.e. those that are not
programmed in OAISYS).

NOTE: Currently, this is only supported in the Mitel 5000
Communications Platform (CP) and the Toshiba Strata CIX system.

DATABASE AND HOUSEKEEPING

Choose the time of day you want the database and housekeeping tasks to
be performed.

RELOAD RULES

This button will reload the rules such as recording rules and after call
actions immediately instead of waiting until the time used for general
Housekeeping and Database tasks.
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|CALLS STATUS

This view displays information about each call. A count of calls is
displayed on the top bar.

Select Active to display all active calls that are currently being recorded.

Select Clearing to view information about calls that are completed and are
being cleared from the system.

The following information is available for each call:
e Date and Time of call e Call direction
e Port used to record the call e GUID (unique identifier)

e State of the call

You may arrange the column headers in any order by dragging and

dropping them.
&) OAISYS Tracer Management Studio - Lopged in as linda_gregg - [http:/ftracer-house-~Calls Status] '._ |’E|[z|
ol File  Wiew Config  Tools  Window  Help - @ X
,.-":-L
{ @ Qpand all  Collapse All - Active = Count: 2 b J
=10 http:/fracerhouse AT
=) Server
ﬁg Met Server
[=7 Email Estension + | State
CTI - Inter-Tel A3<E! [x): 94263 Talking
SMDR w1113 T alking
%‘ Hecord!ng Forts Agent D - | State
= % HecordmgManager BETEE Talking
[5) Recording Flules
@ After-Call Actions Time(ms] | Key | Value » | Source
‘E&' Third-Party Irterf, - 3 ~RECFMNAME \WTRACER-HOUSE-24R... ( CTI
w‘t Status = “CHOBGUID 0F371595-63b1-4bd3-87 ... CTI
#f Calls Status 3 = “PYDCALLGUID | 0f371595-6301-4bd3-87..  CTI
= . l“ﬂwim Mnni'n; i 2 ACD Group 2002 CTI
[ ] 3 Account Cods ;2008 LTI
Historical Call -4 3 “CHOBGUID 968df960-2404-430a-66...  CTI
fonea’ =ats i3 ~PYDCALLGUID - 968dI360-e404-430a06 .. CTI
Live Calls Time + | Bec. Port | State | 1D | Direction | Guid
El 11/6/2009 9. @ 1:2 : Talking : BO98PO1 ' Inbound - 42343458 2c9c-4dbf-.
Reports
Admin
1< | >
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|DEVICE MONITORS

This screen displays information about each recording port as well as
provides a count for the total devices. The port is indicated by the board
number, a colon, and the port number.

For example 1: 20 represents port 20 on board 1. The trunk or extension,
device status, and alarm status is also displayed.

You may arrange the column headers by dragging and dropping them in
place.

&) OAISYS Tracer Management Studio - Logged in as linda_grepg - [http:/iracer-house~Device Monitors]

o= File Wiew Config  Tools  Window  Help - 5 X
| @ st [clck and brag J
gfa Net Server 2 waT Part | Extens Feference | Status | &larm -
L= E;“la"l Ao 2001 | 029 Active Active
- InterTel Ay 2002 30 Lctive Betive
SMDRA i : .
) 2003 Active Active
%‘ Fecording Ports . ;
. 2005 032 Active Active
= % Recarding kanager : :
) Recording Rules } 2008 033 .fi.ct!ve Act!ve
Qg After-Cal Actions 2007 034 Active Active
{g Third-Party Interf. 2003 035 Active Active
‘::‘* Status 2009 036 Active Active
#i Calls Status 200 037 Alive Ative B
L O evice b onitars 2013 038 Active Active
% ACD Groups 2M5 033 Active Active
2 [Ed }mT Stahis s > 2016 040 Active Active
] 2018 041 Active Active
Historical Call 2022 042 Active Active
iEtoncaLballs 2023 043 Active Hctive
Live Calls 2024 044 Active Active
2025 045 Active Active
Reports 2026 046 Aclive Act?ve
2032 047 Active Active
Admin 2037 043 Active Active
2041 043 Active Active K
21| R R o v e
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|ACD GROUPS

This screen displays a count of the ACD Groups configured in the PBX.
The name of the ACD Group (number) and the description is displayed.
Use the plus/minus button to expand or collapse the view.

In the expanded view you will see the Agent ID, description of the agent,
and the extension for the agent for each agent that is currently logged into
the ACD Group. This window is used for information only. You cannot
configure anything from this view.

&) OAISYS Tracer Management 5tudio - Logged in as linda_gregg - [http:/ftracer-house~ACD Groups] '._ 'E|[g|
ot File Wiew Config  Tools  Window  Help . - 5 X
Total number of ACD Groups in
Ca AfterCall Actions » Name ToeamiT ~
iﬁ Third-Party [nterf. & 2001 i
i Status 2002 Takument
#i Calls Status _ S0 s
T Device Monitors :
% ACD Groups
VAT Shatus
o WAT Status Deta | Extension
R Event Log L1113 ~tech suppart 1113
;P WD Import. B Hame | Deseription
B File Streaming
B Alam Service -1 2007 TASEE suppart
6 Housekeeping -4 2008 Toshiba support
# Crach 0y - 2008
< | > -4 2010 test group B
T | = 203 Sales Dverflow
Historical Calls - 2015 callback dema
& 208 DAISYS overflow
Live Calls . 2018 Tashiba averflaw
- 2022 Sales Demo
Beports - 2023 T5 Callback 2008
_ - 2024 TS Callback 2006
-i 2025 JP Test Queue
s || 2026 JP Test-|Ds
. iy Przilinn Tect v
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VAT STATUS

Use the col

or coded key on

t he

view is for information only. Configuration cannot be done from this

window.

Thisg h t

&) OAISYS Tracer Management Studio - Logged in as linda_gregg - [http:/ftracer-house~VAT Status]

ol File  Wiew Config  Tools

‘Windiawy

Help

EEX

)

G After-Call Actions &

Live Calls

Reports

Admin

[177 ] [17& ] [172] [150][151] 152 [182 ] [184][1&5

[86][157 | [15&][155]

[30] et [Ez]

‘Et." ThirdParty Interf VAT # | StaIU§ | FPartz Equipp... = | Ports License | Ports Enabled | Disk Space | %R en:ain |
1  Running 48 48 11 (74Ghutes 5TR1 X%
a4 Status ‘ ; ;
#f Calls Status
T2 Device Monitors
% ACD Groups < >
= VAT Status Deta Recarding Parts:
ER Eventlog IIIB-----EIIIEIEE-E Key:
o FYD Import [E1][E2] [ = UnEquipped
&l File Strearming (a7 1[#5] [ ] = UnLicensed
B Alam Service [ez 1641 [ = Wat Operational
F Housekeepin ErEE]EEET] ] - pisabled
i e ] - g
St Lok (107 ] (10 | 11| [112] =
< > LI (e | WIS ™ - Ringing
F——z2— 120 123 124 TTIH2E] o R cordin
ElmllmImmlmlhsslhssImmhssllmlm-lmllml -8 tgH
ilictoricalllzal L (125 g% | e ] (188 1] (1501 (157 ] sz ] (153 | 154 ] =1 (1561 57 ] (e | (159 [160 ] sy [not Fiec)
116z ][163][16: [1ee1[1e7][182 ][4 [l K2 | KR | KR F=]h7E] I - Stopped Mo Licens:
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‘VAT STATUS DETAIL

This screen displays more detailed information about each recording port,
including error information. This screen is used for information only. Port
configuration cannot be done from here.

Use the icon to clear all errors if desired. This can be useful for
troubleshooting purposes.

&) OAISYS Tracer Management Studio - Logsed in as linda_gregg - [hitp:/ftracer-house~VAT Status Detail] |Z||E|E|

o= File Wiew Config  Tools  Window  Help - @ X
.
T P — |
i!: .-’-‘«ft,al-CaII Actions A pog < | Statuz | Port Type | Trunk Type | Beep Taw.. | TrunkéStn D | CTIMon, | Emars |
‘tyg ThidParty Infert. ' yg Disabled : Digital VolP Mo Mo E stensio. . Mo
- Eta"‘“;t t 47 Disabled  Digial  VelP Ha Ne Extensia.. Mo
é DZ;CB?‘;RDIS 4 Disabled  Digital PRI B-cha.. : Mo No Estensio. Mo
& ACD Graups 45 Dizabled Digital PRI B-cha... : Mo Mo Extenzio... : Mo
WAT Status 44 Dizabled Digital PRI B-cha... i Mo Mo Estensio... | Mo
WAT Status Deta 43 Disabled  : Digital PRI B-cha.. : Mo Mo Extengio... - Mo
E® Event Log 42 Dizabled Digital PRI B-cha... : Mo Mo Extenzio... | Mo
% PYD Impont ) Dizabled  : Digital PRIB-cha.. Mo Mo Extensio... | Mo
E File Streaming 40 Dizabled Digital PRI B-cha... : Mo Mo Extengio... | Mo =
l Alarm Service 39 Dizabled Digital PRI B-cha... : Mo Mo Estensio... @ Mo
6 Housekeeping 34 Dizabled Digital PRI B-cha.. i Mo Ma Estensio... | Mo
o Crach | e Disabled  : Digital PRI B-cha.. : Mo Mo Extenzio... - Mo
ﬁ 36 Dizabled Digital PRI B-cha... : Mo Ma Extensia... | Mo
. 35 Dizabled Digital PRI B-cha... : Mo Mo Extenzio... | Mo
Historical Calls 34 Disabled . Digital PRI B-cha.. Mo Mo Estersio.. Mo
Live Calls 33 Dizabled Digital PRI B-cha... : Mo Mo Extenzio... : Mo
32 Dizabled Digital PRI B-cha... i Mo Mo Estensio... : Mo
Reports )| Dizabled Digital PRI B-cha... : Mo Mo Extenzio... : Mo
30 Dizabled Digital PRI B-cha... i Mo Mo Estensio... | Mo
Admin 29 Dizabled Digital PRI B-cha... i Mo Ma Extenzio... : Mo
28 Dizabled Digital PRI B-cha... : Mo Mo Extenzio... | Mo 3
» 2_ s e o ..._.l. w o
EVENT LOG

Displays events from the OAISYS system; used primarily for
troubleshooting purposes.
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|PVD QUEUE
This screen provides information on PVDs that are in queue,; i.e. they have
not been written to the database yet.

& OAISYS Tracer Management Studio - Logged in as linda_gregg - [hitp:/ftracer-house~Historian P¥D Queue] |Z||§|rg|
- 2 X

ol Fle  Wiew Config  Tools  Window  Help

= IBP ED Impt A Arrival Time State Diuration Pathihanne
= FvD Queue

"5 Quick Status

5] Daily Statistics

1] Houry Statistics

=] Checkpaint Stati

& Eventlog
g. File Streaming
l, Alam Service
F Housekeeping

=5 Coach

‘-EE Metwork, Configuration
{2 Lists and Other Resource
770 eare and Parmiscions

< 3
Historical Calls
Live Calls
Reports
Admin

| »
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|QUICK STATUS

This view presents real time statistics about the PVDs. However,
selecting a Time Range from the drop down list displays the number of
PVDs imported within that time frame along with the Total, Average, and
Maximum execution time. The Failed Imports and Maximum PVD queue
size within the selected time frame is also displayed.

&) OAISYS Tracer Management Studio - Logged in as linda_gregg - [hitp:#/tracer-house~Historian Quick 5ta... |Z||E|E|

2 Coach
"E';:' Metwark Configuration
I Lists and Other Fesounce

070 | sere and Pemissinne 6 Max PYD-Ousue Size: |-|
< |
> £

Failzd Irnpoarts: | 0

ol File Wiew Config  Tools  ‘Window  Help - 3 X
i P¥Ds in Queue: |-| |
= 129 FD Import ~
|2 PYD Queue ) Real-Time Statistics:
5] Quick Status Ttie Rewez =
3 azt 12 Howrs
"= Daily Statistics L:'"1 ot vl
=] Hourly Statistics POz Imported: |29 (”:}
5| Checkpaint Stati: o
B EvertLog Total Execution Time: |D:DD:11.D15 '|'
g, Filz Streaming Avyg Erecution Time [ms): |3?9 oo |
l Alarm Service } ) .
6 Housekesping Maw Execution Time [ms): |?35.DUU |

Historical Calls

Live Calls

Reports

Admin

OAISYS Administration Guide 43



o
NP

;?QA ISYS

J

DAILY STATISTICS
Statistics summarized by day (shown below).

HOURLY STATISTICS
Statistics summarized by hour.

&) OAISYS Tracer Management Studio - Logged in as linda_gregg - [ http:/ftracer-house~Daily Statistics]

o-l File  Wiew Config Tools  Window  Help - F X
T |
= @ FTIDPI\T[?D“ A ID Dated/Time Reason ‘Wersion #PYDs Process..
L—*' Qu kﬂgtet:e 575 1162009 12:0...  Mew Day £.01024.0 28
=] Guick Status 574 11/5/2009 727 Starup £.01024.0 1
2] Hourly Statistics 573 11/5/2003 B:37 .. Startup E.01024.0 1
El Checkpoint Stati 572 11/5/200912:0...  Mew Dap E.0.1024.0 113
& Evert Log 571 11/4/2003120..  NewDay £.0.1024.0 98
g File: Streaming 570 1143/200912:0...  Mew Dayp E.0.1024.0 77
B claim Service 5E3 11/2/2009120.. New Day £.0.1024.0 £2
F Housekeeping BEE 11A1/200912:0...  Mew Dap £.0.1024.0 0
5 Coach BEY 104342009712 Mew Day E.01024.0 0 o
‘EE MWebwork, Corfiguration BEE 104307200912, MewDay E.01024.0 165
I Lists and Other Resource 2 al=ta] 10/29/200912:...  Mew Day E.01024.0 103
3 &I leare F"I"" ':"'"“i°°i“"'<‘> = oe4 10/28/200912...  Mew Dap E.0.1024.0 120
e BE3 10/27/200912:..  Mew Day E.01024.0 a8
e BE2 10426/20096:1...  Startup E.0.1024.0 0
1stoncat Lalls BE1 10/26/2009 45 Startup E.0.1024.0 1
Live Calls B0 10426/2009 4:4...  Startup £.0.1024.0 0
559 10/26/200972:..  Mew Day E.01024.0 117
Reports 558 10/25/200912..  New Day £.0.1024.0 0
Be7 10/24/200912....  Mew Dap E.0.1024.0 0
Admin 556 10/23/200912...  Mew Day £.0.1024.0 a3
555 10/22/200912....  Mew Dap £.0.1024.0 127 -
Zl<¢ | 3
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|CHECKPOINT STATISTICS
Checkpoint statistics are used primarily for troubleshooting purposes.

Admin

ERS

=] File Wiew Config  Taools

FYD Innport

|2 PYD Gueue
=] Quick Status
=] Daily Statistics

=] Hourly Statistics —

3] Checkpoint Stati

il EventLog

| 3

Historical Calls

Live Calls

Reports

Admin

|~

Window  Help x
K@ 1-10fl Q3 2w Checkpoint... D‘
] D D ate/Time I Description # PYDs Process.. | # PYDslmported | # PYDiz Failed
1 4/21/2008 250 ... Initial Checkpoint 166,842 166,763 73

|

EVENT

LOG

This displays PVD import events.
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FILE STREAMING

CLIENTS

Primarily used for troubleshooting purposes.

File  View  Config  Tools  “Window  Help - x
£y Fil f | d | =
orde | Icepion Fies Ogen
=5 hitp: A hracer-house ~
= Er\:;t S arver : | Pathname | Inception
=7 Email = D:wecordings\0241 2401 1R11.FYD 11/6/2009 10:46...
g CTI - Inter-Tel Asa<ESS hig WWSRS-HOUSE-2\Recordingsh 045008001 Q93P 11/6/2009 10:46...
® % ;MDF‘d, Port Handle | Inception | Files Open =
M Foet d::i Mjnzger W 57 11/6/2009 33306 AM 1
o YD Import - 50 T1/E/A2003 B 1847 &M 11
=Gl File Streaming 2 11/5/2008 7. 2746 PM ¢ 0
£y Clients - 17 11/5/2008 7.2750PM (0
R Event Log b’ = 30 11/5/2009 7:28:00PM 0
<. | & = 55 11/6/2003 3:.05:088M 10
|
o 42 11/5/2009 7:3459PM 20
Historical Calls
wiv2 11/6/2003 1004558 & £ 0
Live Calls LT 11/6/200312:01:26 P 2 0
Reports
Admin
RS »
EVENT LOG

This displays events regarding the File Streaming service.
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ALARM SERVICE

SETTINGS

These settings apply to alarm history files and informational history files.
Indicate the total number of files and maximum size of each file.

Indicate the amount of time to keep the files.

RULES AND ACTIONS
These rules and actions are executed when an alarm condition is met.

SAMPLE ACTIONS
e Send an email

e Start an application

SAMPLE RULE
e Send an email when a port is not responding

HISTORY

This displays a history or log of alarms including the error description,
date, and time of the alarm occurrence.

EVENT LOG
This displays events for the alarm service.
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HOUSEKEEPING

STATUS

|l ndi cate t he tOASS sysitem togerforimkhedaity h e
housekeeping tasks. You can view history, configure, and run the
Staging, Purging, Orphan Recovery, Backup, and Restore functions
individually from here.

15 File  Wiew Config Tools  Window  Help - 8 X
% SMDR F Fun housekeeping daily at: | 2:00 Ak w
% Recording Ports |
% Fecording Manager [ Save ] [ Refrezh ]
e PYD Import
=Gl File Streaming Stage A
Dy Client
o Evnt Lo () |1 since 11/6/2009 200:32 M (1:03:37) ‘ [ histow.. | [configwe.. | [ Run |
B Alam Service
= @ .I_-Iousekeeping Furge
15 i -0 .03 ! "
%m&ackup Setings O Idlle since 11/5/2009 2:00:33 &M [11:03:36] ‘ [ Histon.. | [ Configwe.. | [ Fun |
@ Stage Settings
3’ Purge Settings Purge Spztem Stats
oW 4 . y
(& Purgs System Stat () [1e since 11/6/2009 200:35 AM (11:03:34 [Corfigwe. | [ A ]
& Orphan-Recovery ¢
% Database-Mainten:
g;é‘ [Liive Usage Orphan Recovery
%gﬁ:g: E:z:zg O Idle since 11/6/2009 2:02:48 AM (11:01:21] ‘ [ Histon.. | [ cConfigwe.. | [ Fun |
5] Orphan Recovery t
=] Restare Histary Backup Spstem Settings
K Event Log () |die since 11/6/2008 206:41 AM (10:57:28] [ Configue.. | [ Run |
=% Coach |
‘E&‘ Metwork, Configuration
) Lists and Other Resources [ atabase Maintenance
) Users and Pemissions & O Idle since 11/6/2009 2:06:43 AM [10:57.27) ‘ [ configwe.. | [ Aun |
< | b4
 —r7 7 r—
Historical Call [ratabaze Copy
1stoncal als
O Idle since 11/5/2003 Z:06:43 &M [10:57:27) ‘
Live Calls
- " Fiestore PYDz 1
eports
O Idle since 11/5/2009 7:27:47 PM [17:35:52) ‘ Histary...
Admin v
» (i '

HISTORY
This displays a detailed history of the selected function.

CONFIGURE
This allows you to configure the housekeeping tasks.
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RUN /RUN ALL

This option allows you to run the housekeeping now, instead of at the
previously scheduled time.

BACKUP SETTINGS

Browse or enter the path to the directory location to save your backup
documents. Indicate the number of backup files to keep.

\&) OAISYS Tracer Management Studio - Logged in as linda_gregg - [hitp:f/tracer-house~Backup Settings - Managi... |Z||§|r5__<|

ol Fle Wew Config  Tools  Window  Help - 5 X
Admin .
(Admin | I
= @.Hougntakteeplng s Destination Directany: |C:\Trit0nBackup | [ Browse. .. l
A Status
%BackupSettings # Backups to Keep:

1 Stage Settings
2 Puige Settings -
:})) Purge System Stat:
@ QOrphan-Recoveny &
% Database-Mainten:
4 Drive Usage

=] Stage History w

| »

I

Historical Calls

~

Live Calls

Reports

Admin
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| STAGE SETTINGS

This is used to indicate preferences for Staging.

Select an option to move or delete documents from the Recordings Drive.

Indicate the hard-disk usage thresholds.

Select to stage or not stage based on document age.

Select the media type from the drop down list.

“hfind o

Help

‘@ Fle View Config Tools
=l sMDR A

%‘ Recording Ports

% Recording Manager

e PWD [mport

=Gl File Streaming —
Sy Clients
E& EventLog

[ u Alarm Service

= @" Houzek eeping

=5 Status Z
< | >
T

Historical Calls

Live Calls

Reports

Admin

Staging Optiong

() Move documents fram the Recordings Drive to anather storage location,

(%) Delete documents fram the Recordings Drive.

| Stage based on hard-disk uzage | | Stage based on document age

Critical Threshold [ full; |90 LY

T arget Threshold [ full;

Media Type
arget media bype:

() Do stage based on document age.

(%) Do Mot stage based on document age.,

| o oo

Edit...

] ’ Delete ]
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|PURGE SETTINGS
This screen manages the Purge Settings.

Indicate the purge thresholds.
Select to purge or not purge based on document age.

\&) DAISYS Tracer Management Studio - Logged in as linda_gregg - [http:/ftracer-house~Purge Settings - Managin... |:||§|r5__(|
- X

o File ‘iew Config Todls  Window  Help

Admin
_ Purge calls bazed on databasze uzage

= ¢ Housskeeping s Critical Threshold (% full; 90~

[# Status
% Backup Settings Target Threshold (% full;
3 Stage Settings
Al Punge Settings
73 Purge System Stat:
g: QOrphan-Recoveny &
__{'«_,l D atahase-Mainten: (#) Do Mot purge based on modify date ftime
4 Drive Usage
1| Stage History v

|
I
Refresh

Historical Calls

Purge callz bazed on modify date/time
) Do purge based on modify datetime

| ~

Live Calls

Reports

Admin

PURGE SYSTEM STATS SETTINGS
This setting is used to purge the system statistics from the database.
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|ORPHAN RECOVERY SETTINGS
This screen dictates how you handle Orphan Recovery.

Scan documents modified after the specified date and time for the nightly
recovery.

Indicate the frequency of the full system scan.

\©) OAISYS Tracer Management Studio - Logged in as linda_gregg - [hitp:#ftracer-house~0Orphan-Recovery Settings - Keeping d... |Z||E|r5__<|

% File  Wiew  Config  Tools  Window  Help - 8 X
Ny ecorey
= .Housekeeping L' Sean documents modified on o after:
% atus [11/5/2008 7:3243 PM
Backup Settings
_i Stage Settings
(y Purge Setftings Full-System Scan
(j) Furge Systern Stats Settings How often to do a full-spstem scan: Do a full-gystemn gcan on this 1t weekday:
4+, Ophan-Recovery Settings Weskly v/ |Sunda_l,l v|
:{.f; [ atabase-Maintenance Settings — <
gz Diive Usage I}
5] Stage History
5] Purge Histary w

Historical Calls

Live Calls

Heports

Admin
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|DATABASE MAINTENANCE SETTINGS
This screen allows you to establish Database Maintenance Settings.

Use the drop

perform Defragging and Rebuilding of the indexes in the database.

downs on this screen to

\2) OAISYS Tracer Management Studio - Logged in as linda_gregg - [hitp:/ftracer-house~Database-Maintenance Settings -

74 File  view Config  Todls  ‘Window

|7 Status
Backup Settingz

_i Stage Settings
5 Purge Seftings
u> Purge Systern Stats Settlngs

gz Dirive Usage

5] Stage History

5| Purge History

=] Orphan Recovery History
=] Restare Histary

& Eventlog
-

Historical Calls

Help

-

v

Live Calls

Reports

Admin

keep... = BX]

- 2 X

Periodically Defragment Indexes
How often to defrag indexes:

Defrag indexes on this 1t weekday:

| wieekly

v| |Sunday

Periodically Rebuild Indexes
How often to rebuild indewes:

Febuild indexes on this 13t weekday:

| wheekly

v | | Saturday

]

OAISYS Administration Guide

53

det e



\
2

N
~~J
V o
Jq

(

NP

5AI

SYS

DRIVE USAGE

The information in this screen can be used to determine how much disk
space your system has used for call recordings, SQL database, etc.

Tools

i File

Wiews  Config ‘window

& EventLog
l Alarm Service
= @ Housekeeping

|7, Status

% Backup Settings

@ Stage Settings

757 Purge Settings

3’ Purge Spstem Stats Settings

ﬁ: Orphan-Recovery Settings

":; D atabase-Maintenance Settings

=] Stage Histary
"= Purge Histary
=] Orphan Recovery Histary
5] Restore Histary
& EventLog
5 Coach
‘E&‘ Metwork. Configuration
) Lists and Other Resources
1 Users and Permissions
) http/ftracerhouse-2
1 http:#fere-housze-2
) hitp:/fsrs-house

Historical Calls

Help

L

[ER|

Live Calls

Reports

Admin

Fecordings [D:%ecordings] | —————— This is where your call recordings are stored.

Wolume = Db Mame = DATA

]
This is your SQL Database.
CT5Devices Databaze E:\Eogram Files\Microsoft SOL Server\MSSOL TAMESALADATAACT S Devices mdf]

Wolume =C:%  Name = CTSDevices: SOL Server Express Edition with Advanced Services +3.00.3068.00

|

Max Size = 12951 GB  Used Size = 54.91 GB  Percent Full = 42.40%

Max Size = 4.00 GE  Used Size = 635.06 ME  Percent Full = 16.97%

Staging Destination
Mot applicable, not found, or not walid.

[ I
EITS S}!s_tx_ap_s_tats_ pa_t_apg_sg _[L_D_c:@!] [C: \Progran] FiIes\M_i_crosoft SGL

Configure

Wolume =C:h - Name = CT5SystemStats: SOL Server Express Edition with Advanced Services +9.00.3068.00

[ ]
Max Size = 4.00GE  Used Size = 357 MB  Percent Full = 0.09%
Housekeeping D atabase [C:\Program Files\Microzoft SOL ServerMSS0L 1WA S S0LADATAH ousekeeping. mdf)
Wolume =C:%  Name = Housekeeping: SOL Server Express Edition with Advanced Services +3.00.3068.00

[ ]
Max Size = 4.00GE  Used Size =1.84 MB  Percent Full = 0.05%
Historian Databaze [C:\Program Files\Microzoft S0L Server\MSSOL1AMSSOLADAT A\ Historian. mdf]

Wolume =C:%  Name = Historian: SAL Server Express Edition with dvanced Services +5.00.3068.00

( )

Max Size = 400GE  Used Size = 476 MB  Percent Full = 0.12%

STAGE HISTORY

This screen displays the history for the staged PVDs.

PURGE HISTORY

This screen displays the history for the purged PVDs.
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| ORPHAN RECOVERY HISTORY

This screen displays the history for the orphaned PVDs that have been
recovered.

RESTORE HISTORY

This screen displays the history for the PVDs that have been recovered.

EVENT LOG
This displays events for the housekeeping tasks.

OAISYS Administration Guide 55



NP

ZOAISYS

COACHING

The options listed under coaching provide information about the coaching
application such as what calls are available for coaching and active
coaching sessions.

=55 http:Aracer-house
=50 Server

ﬁg Met Server

[=5 Email

g CTI - Inter-Tel AX<ESS

SMDR
% Recording Ports
% Recording Manager
v PYD Import
Gl File Streaming
l Alarm Service
Houzekeeping
(=) Coach
| Clierts
|2 Monitors
| & Coach Sessions
|2 Help Requests

= Uszer Infa

i

i

i
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The Lists and Other Resources section of the OAISYS Administrator consists of
SiX sub-sections:

1. Lists

Calls

Evaluations

Area & Office Codes
Extra Call Info fields
Actions

SR

Administrators use the Lists section to create user permission lists, and the
Calls section to create Call Filters used for permissions. The lists and call filters
created here are used throughout the OAISYS Administrator to populate several
drop down lists.

=50 hittpe A tracer-house

#10) Server

‘-EE Metwork, Configuration

' and Other Resources

oG Lists

-1 Calls

E‘ Evaluations

1) Area & Office Codes
iy ExtrarCaldnfo Fields

{ '?3 Actions

+-I) Users and Permissions
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LISTS
There are ten different types of lists available within OAISYS:
1. Account Code 6. Extension
2. ACD Group 7. Schedule
3. Agent 8. Extra Call Info
4. ANI 9. VAT Port
5. DNIS/DID 10. Subject lists

System Lists are indicated by brackets appearing around the name.

For example: [All Account Codes] represents a system list of all of the
account codes in the system. System lists cannot be edited or deleted.

| ACCOUNT CODES

Account Code Lists are used by OAISYS to allow users to view or listen to
calls that have specific account codes associated with them. Account

Code Lists can apply to recording rules.

Create a New Account Code List

From the tree view on the left A highlight on of the Account Code

Lists A click Action A New

odl File Wiew Config  Tools  wWindow  Help

] Server ~

{g Metwark, Configuration ‘ @ W 1-2d2
=) Ligts and Other Resources Diescript
=G Lists _ acct gt 123
& Acoount-Code Lists

ﬁ ACD Group Lists Tl Account Cod...

@ Ad-Campaign Lists
&g Aaert Lists
-G AN Lists

Account-Co
+

Lizt Type
Account Code
Account Code
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| ACD GROUP

ACD Group Lists are used by OAISYS to allow users to view or listen to
calls that have specific ACD Groups associated with them.

AD CAMPAIGN

Ad Campaign Lists are used by OAISYS to allow users to view or listen to
calls that have specific Ad Campaigns associated with them. Itis
necessary to set up an Ad Campaign List if evaluations and/or reports will
be set up to use information in one or more Ad Campaigns.

AGENT

Agent Lists are used by OAISYS to allow users to view or listen to calls
that have specific agent IDs associated with them. This information can
be used as a recording trigger.

ANI

ANI Lists are used by OAISYS to allow users to view or listen to calls that
have specific ANIs associated with them. This information can be used as
a recording trigger.

DNIS/DID

DNIS/DID Lists are used by OAISYS to allow users to view or listen to
calls that have specific DNIS/DIDs associated with them. This information
can be used as a recording trigger.

| SCHEDULE

Schedule Lists are used by OAISYS to allow users to view or listen to calls
that have specific schedules associated with them. This information can
be used as a recording trigger.
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| EXTRA CALL INFO

Extra Call Info Lists are used by OAISYS to allow users to view or listen to
calls that are associated with a piece of information (i.e. extra call info).
Extra Call Info can be added real time or after the call is completed. This
information can be used as a recording trigger.

VAT PORT

VAT Port Lists are used by OAISYS to allow users to view or listen to calls
that arrived at specific VAT Ports. This information can be used as a
recording trigger.

EXTENSION

Extension Lists are used by OAISYS to allow users to view or listen to
calls that have specific extensions associated with them. This information
can be used as a recording trigger.
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CALLS

Expand the Calls view to display the Call Filters view.

CALL FILTERS
Call Filters are used to make permission granting easier.

For example: To give your employees permission to view documents and
playback calls to or from their extension, or to or from your extension. You
can set up a call filter to do this.

Call Filters are created automatically by checking the Call Filter option
when creating lists. Call Filters can be created, edited, copied, and
deleted from the tree view.

Create a New Call Filter

From the tree view on the left A highlight the Call Filters folder A
click <Action> A <New>

CailF

ﬂ File: Stre:aming .
B Alam Service : @ & 1-50ofed a_"’ H=
Q.\? Housekeeping Diescription

o Coach
{E Metwork: Configuration
=1 Listz and Other Resources

All Calls

Sales

a Ligts
=15 Calls way file test
v Call Filters WO
E:__ Call Data Fields WO List
b Call Columng test for Carl
Search Fields
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This will display the Create a New Call Filter pop-up. You can create call
filters based on DNIS #s, Extensions, Account Codes, Agent IDs, ANI,
ACD Groups, or Call Direction.

Create a new Call Filter

Save Cancel

Enter a name lo describe the

Call Filter

Description:

|Drder Processing

Combined Matches:
(® Match one or more of the following:

(O Match all of the following:
[IMatch DNIS #S

[¥] Match Extensions

(¥) Extension-List Matching:

| “Mone:

O Exrtension-Pattern Matching d]j

Description: Enter a name for the Call Filter.

Combined Matches: Sel ect the appropriate radi

match only the selectedopt i ons t hen select the

like to call to match all of the options you select, use the bottom radio
button.

Match DNIS#s: Create the Call Filter to match information about DNIS
numbers.

OAISYS Administration Guide

62

f

0]

bu
rst



)

e,

OAISYS

Match Extensions: Create the Call Filter to match information about
extensions.

Match Account Codes: Create the Call Filter to match information about
account codes.

Match Agent IDs: Create the Call Filter to match information about Agent
ID numbers.

Match ANI: Create the Call Filter to match information about ANI.

Match ACD Group: Create the Call Filter to match information about ACD
Groups.

Match Call Direction: Create the Call Filter to match information about call
direction.

Matching and Pattern Matching: Once an option to match is selected a
drop down appears allowing you to choose from an existing list. You can
also match a pattern.

For example: If you want to match any account code that begins with 1,
you will enter 1* in the account code pattern matching.
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Copy a Call Filter

From the tree view on the left A highlight the Call Filters folder A select
the call filter you want to copy A click Action A Copy

Edit a Call Filter

From the tree view on the left A highlight the Call Filters folder A select
the call filter you want to edit A click Action A Edit

Delete a Call Filter

From the tree view on the left A highlight the Call Filters folder A highlight
the call filter you want to delete A click Action A Delete

Extra Call Info Fields

Extra Call Info Fields are used by the OAISYS Recording Client when
attaching information to a call in real time. The Extra Call Info will display
in the Call Visualization panel of the OAISYS client and will be searchable
information.

Extra Call Info Field (=13

D ata Mame: |Matter Code |

Description: |Matter Code |

Save ][ Cancel ]
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| ACTIONS
Actions must be created before they can be used in After Call Actions.

e Coach
‘-EE Metwork, Configuration
=) Lists and Other Resources
(@ Lists
=) Calls
45 Call Filters
|:£ Call Data Fields
I._Q; Call Columns
E‘; Search Fields
g Outzide-Mumber Link,
5] Evaluations
|3 Area % Office Codes
il

[+ E.'] Llsers arg
=) hitpe A ftracer-house-2

Actions

The user can create, view, change or delete an action.
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USERS AND PERMISSIONS

The OAISYS system records all calls. The permissions set up within the
Administrative Client determine who can listen to calls or parts of calls. The
Users and Permissions section of the OAISYS Administrator consists of three
sub-sections:

1. Users
2. User Groups
3. Applications

The Users section is where the administrative user sets up and administers
users.

The User Groups section is for administering groups of OAISYS users or Guest
users.

USERS

A user is someone who has permissions to access one of the OAISYS
Applications. A user can also be a member of a user group in which case
they may inherit the permissions assigned to the user group.

Create a New User
Click Action A New
Thiswildi spl ay a ,p@rue (@hoven oritsedotiowing page).
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!

= hitp:fftracer-house~Create User

Create User

Izer Warme: |

Description: |

Email Address: |

Passwaord: |

Werify Passwaord: |

Allows the uzer to change his ar her own pazsword.

[] Require the user to change the password on his or her nest login,

[] User &iccount E xpires on; |

[] Is Bemote

Uszer Tope: | Knowledge Worker

F.nowledge ‘worker
Guegt Uzer

Call M anager

Estenzions

Extension Effective Date

Add...

Save

] [ Cancel

User Name: Enter a unique user name for the application user.

Description: Enter a description for the application user.

Agent ID: Enter a unique agent ID for the application user.

DNIS/DID: Enter a unique DNIS or DID number for the application

user.

Email Address: Enter an email address for the application user.

Password: Enter a password for the application user.

Verify Password: Reenter the password.
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User Account Expires On: Enter a checkmark if you want the user
account to expire. Indicate the date the account should expire.

Is Remote: Enter a checkmark for external users.

Extensions: Select one or more extensions for the user. The
extension field is not required. The extension(s) will be used in the
My Calls folder. Select from the available extensions.

NOTE: The extensions must first be created in your extension list.

Application Permissions and User Groups are subfolders
accessible from the User view.
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From the tree view, you can highlight the Users folder. Once expanded,
you will see all current users. When you expand the individual user in the
tree you will see the Applications Permissions folder and the User Groups
folder. This allows you to see theuser “ s a p poerimissiarts ana n
group memberships.

Users

g Recording Ports 1.
9% Recording Manager P 5 1-500f197 Q) +

e PYD Imnport

Hll. File Strearing
B Alam Service
@J’ Houzekeeping
% Coach

L _
Fe Metwork Configuration 1] kara F.ara Hill
- Liztz and Other Resources carl Carl Giambri
=) Uszers and Permizsions Chiiz Chris Lishhart

Lilie Julie Bazs
+ o’f'} Ilzer Groups
1 1 kd (18

& |ptiur'1} Agent 1D
Richard K.

Linda Gregg 1003

Doug Ames

[Jsermame

Copy, Edit, and Delete Users
From the Users folder A Select the User you want to copy, edit or delete
A make the appropriate changes A click Save
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USER GROUPS

User Groups let you specify a group of users that can perform specific
actions within the OAISYS applications. By creating User Groups and
assigning Applications Permissions to the User Group the users of the
group automatically inherit the permissions of that group.

Create a new user group

From the User Group folder A click Action A New A enter the
Description A click Save

hitp:fftracer-house~Create a new Liser ... E'

Deszcription
| Salez Tean| |

[ Save H Cancel ]

Highlight the new User Group on the left pane.
Move members to and from the group using the double arrows.

OAISYS Administration Guide

70



fbAISYS

APPLICATIONS

There are five OAISYS Applications in which the permissions can be set
from the OAISYS Administrative Client, and can be set at the individual
user or user group level. The five applications are:

1. OAISYS Administrator

2. Reporter

3. Agent and Employee Evaluation
4. Tracer Calls

5. Live Calls

(Live Calls, Reporter, and Employee Evaluations are available with the
OAISYS Tracer recording solution.) Each can be expanded to display the
Users with Permissions to the application and User Groups with
Permissions to the application.

Users with Permissions: Setup or configure individual users permissions.

User Groups with Permissions: Setup or configure user groups
permissions. All users in the user group will inherit the permissions of the
user group at a mini mum. The individual

to allow or deny further permissions.

! Alarm Service
&’ Housekeeping
o Coach
‘-E'é'.." Metwork, Configuration
) Listz and Other Resources
=) Usgers and Permizzions
i Users
t:ﬁ Izer Groups
wha Applications
.;l_-él Reporter
.;l_-;"l Agent & Emploves Evaluation
.;l_-él Tracer Callz
.;l_-él Tracer Admin
.;l_-él Tracer Live Callz
) http:/ftracer-house-2
) http:/fars-houze-2
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ADMIN PERMISSIONS

This screen is used to set up an administratoru s er “ s
permissions to users/user groups and to administer devices.

pemgmEnt ssi on t

DEVICE ADMINISTRATION

This is used to enable permissions for individual users or user groups with

Admin permissions to create new users or user groups, view and modify

server settings, and view and modify lists and other resources.

To allow or deny an Admin user rights

Go to Applications A Admin A Users (or User Groups) A select the user

or user group A enter a checkmark in the appropriate allow/deny box for

each permission

‘e Metwork. Configuration rS

) Lists and Other Resources
=120 Users and Permissions
&3 Users
t:!‘ User Groups
[=-5% Applications
gl Feporter
g’l Agent & Employes Evaluation
I Tracer Calls
I Tracer Admin
&, Users with Permissions
= t:i ser Groups with Permizsic

[ BB

e [Syztem Adrminiztrators,
gl Tracer Live Calls e

< >
.|

Historical Calls

Live Calls

HReports

Admin

ol File  Wiew Config  Tools  Window  Help

- B X

resources

Tracer Admin Fermissions for User-Group "OAISYS Sales”
General E WTUUDS I_
Device Admin
Hﬁ Allow Dery
Create new users [
Create new user groups D D
Wiew and modify server settings D D
Wiew and modify lists and other O
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| GENERAL ADMINISTRATION

A user or User Group with Admin permissions may be granted permission
to View, Edit, or Delete users or user groups.

To allow or deny an Admin user rights

Go to Applications A Admin A Users (or User Groups) A select the user
or user group A move the User Groups the admin user has permission to
administer by using the double arrows A enter a checkmark in the
appropriate allow/deny box to indicate if the Admin user is allowed or
denied permission to View, Edit, or Delete the selected user groups

| ADMIN-CLIENT ADMINISTRATION

NOTE: This section refers to the administration of the OAISYS Admin
application.

Permissions can be set for the Admin user to view or change (edit) the
permissions for users/user groups. Enter checkmarks indicating the
applicable permissions for the Admin user.

CLIENT ADMINISTRATION

NOTE: This section refers to the administration of the OAISYS Client
application.

Permissions can be set for the Admin user to view or change (edit) the
permissions for users/user groups. Enter checkmarks indicating the
applicable permissions for the Admin user.
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REPORTER PERMI

SSIONS (TRACER)

This section is used to set up permissions to the Reporter application
(Tracer). Permissions can be set up based on individual users or user
groups.

Under the General Tab the Admin can allow the users/user groups to
alls associated wi

report on My Calls; i.e. c

t h

t he

Under the Report Definition tab the Admin can select the reports that the

users/user groups have permissions enabled. They can allow the

users/user groups to Run the reports, Save the reports as Private (i.e. only

reports as Public (i.e. any user with permission to the reports can run

them).

the user who created the report can view and run the report), or save the

Under the Call Filters tab the Admin can enable permissions to specific

call filters.

NOTE: Call Filters must be previously set up under the Lists and Other

Resources.

o File Wiew Config  Tools  Window  Help

Eenarter Parmizeinns for lleer "call manager”

% Coach A

i Metwork Configuration

Eeneral FRepart Defirition | Call Filkers

) Lists and Other Resources
[=-12) Users and Permissions
&3 Users
t:} Uszer Groups
= ,1‘; A pplicatics
= a Users with Permissions
e aarik
b bl
Baob
brian
cal manager
Y cail -

Historical Calls

Live Calls

Reports

Admin

Report Permissions
Allow  Deny
Fun
Save Az Private

Save Az Public

Permissions To:

Mo Permizsions To:

Feport
Categomy

Customer Interact.,

Customer Interact...
Customer Interact...
Customer Interact
Customer Interact...
Employee-fssess..
Employee-tssess...
Employee-fssess..
Employee-fssess..
Employee-fssess..
Tracer Usage
Tracer Uzage
Tracer Usage

Tracer Usage

< ¥

Fieport
Category
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AGENT & EMPLOYEE EVALUATION

This section is used to set up permissions to the OAISYS Evaluations.
The Admin user can set permissions based on individual users or user
groups.

GENERAL TAB
The options under the General tab are Show Evaluations Grid and Email
Evaluations.

Show Evaluations Grid

By allowing this option, the user/user groups will see the
evaluations panel and grid in the Management Studio application.
All evaluations with permissions enabled will be displayed here.

Email evaluations

This option will allow the users/user groups the ability to email an
evaluation once complete to one or more recipients.

EVALUATIONS TAB

This allows the Admin the ability to enable permissions for specific
evaluations to users/user groups. All evaluations that were previously set
up under Lists and Other Resources will be available here.

| e Evaluation Permissions for User-Group "[Call Managers]”

i Metwork Configuration ~
] Lists and Other Resources
=) Users and Permissions Ewvaluations Grid
&% Users
f:i Uszer Groups Allow Deny
=% Applications Shiow Evaluations Grid
= Feperte
= ',Igl Agent & Employes Evaluatio
L e it e s sions
= {:& Uszer Groups with Permissic
3 [All Users]

Call M anagers]

General | Evaluations

Email Evaluations

5 DAISYS Sales
5 [Power Users]
%5 Support Team v

Historical Calls

Live Calls

Reports

Admin
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OAISYS CALLS APPLICATION PERMISSIONS

This section is used to setup or configure users/user group permissions to
the Management Studio client application for folders, documents (call
recordings), and annotations.

NOTE: Document and Annotation permissions are based on Call Filters.
In order to assign permissions you must first set up your Call Filters.

o File Wiew Config  Tools  Window  Help — &
Tracer Calls Permissions for User-Group "OAISYS Sales”
6" Houszekeeping ~ — ———
<3 Coach General | Usgers | User Groups | Call Filers I_
i Metwork Configuration Folders Documents
) Lists and Other Resources
=) Users and Pemmissions Allow Deny Allow Deny
& Users Add new folders | Pemanently delete documents F
£
t;‘ isel[_ GTUDS Change my folders O Remove documents from document IFI
#w Applcations fold
" Delete my folders O ouers
Share documents with guest uzers F
Change document expiration dates F
Export call data to a C5Y file O
L Export audio from documents to the file v
{é" "LI':ers] I spstemn and email O
all Managers
GuestU Flayback screen recordings associated
[Gues SEIS] 3 with audio to which pou have playback = O
3 e perm
Create, edit, and delete guest user
... |
accounts O o
Historical Calls
Live Calls
Reports
Admin
»

FOLDER PERMISSIONS

This is used to enable permissions for users/user groups to add new
folders, or to change the name or search criteria of their folders in their
OAISYS Client Application. These folders can be either static folders or
search folders. This enables permission to delete folders that appear in a
u s e cliénsapplication.

NOTE: Users cannot delete system folders.
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| DOCUMENT PERMISSIONS

PERMANENTLY DELETE DOCUMENTS

This is used to enable permissions for users/user groups to permanently
delete voice documents.

A NOTE: Once deleted, the voice document cannot be retrieved.

REMOVE DOCUMENTS FROM DOCUMENT FOLDERS

This is used to enable permissions for users/user groups to remove
documents from their document folders. This does not delete the
document; it only removes the document from the folder. The user can no
longer see the document in the folder, but it may appear in other folders.

SHARE DOCUMENTS WITH GUEST USERS

This is used to enable permissions for users/user groups to share
documents with guest users. Guest users are external to the OAISYS
System, requiring adding an email address. Sharing a document with a
guest user sends an email with a link back to the document on the
OAISYS server.

NOTE: The guest user will be emailed a link to install the application the
first time they are shared a document.

CHANGE DOCUMENT EXPIRATION DATES

Documents are kept until a specified date. Once a document reaches this
date, it follows normal housekeeping rules for staging and purging.
Enabling permissions provides users/user groups the ability to change the
expiration date of a document so the user can keep a document longer.
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EXPORT CALL DATA TO A CSV FILE

Call data appearing in the call grid can be exported to a *.csv file based on
enabled permissions.

EXPORT AUDIO FROM DOCUMENTS TO THE FILE SYSTEM AND
EMAIL

This is used to enable permissions for users/user groups to select one or
more recordings from the call grid and export the audio from the call to
another format. The user or user group can the email the audio to one or
more email recipients.

PLAYBACK SCREEN RECORDINGS

This is used to enable permissions for users/user groups to play the video
or screen recordings associated with the calls they have permission to
access. OAISYS Screen Recording is an add-on option for the Tracer
recording solution.

For more information please refer to the online OAISYS Screen Recording
Manual.

CALL FILTERS TAB

DOCUMENT VIEW PERMISSIONS
Document view permissions are based on call filters.

Select the call filters and move them with the double arrows to enable
permissions to view documents that meet the call filter criteria in the
document list view and in the visualization view. Permissions can also be
enabled for audio playback with the associated document.

ANNOTATION PERMISSIONS

Annotation permissions are based on call filters and provide users/user
groups the ability to view annotations, add and edit their own annotations,
and delete their own annotations.
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| USER AND USER GROUPS TABS

SHARE DOCUMENTS

This is used to enable permissions for users/user groups to share
documents with specific users/user groups.

OAISYS LIVE CALLS APPLICATION PERMISSIONS

This section enables permissions for users/user groups within the Live
Calls application in the OAISYS Management Studio. Users/user groups
can listen to calls live as they take place if permissions are enabled.

NOTE: All permissions are based on Call Filters; Call Filters must be
established prior to assigning permissions.

GENERAL
This is used to enable tracking of users/user groups while monitoring a
live call. Ifenabled,t he | i stening user®"s | ogin name

information in the live call.

ALLOW EMAIL RECORDINGS

This is used to enable permissions for users/user groups to email a secure
link to the recording from their Live Calls interface.

To email recordings
Select a call in the call grid A right-click A select email recording

ALLOW USERS TO EXIT OAISYS DESKTOP CLIENT

This is used to enable permissions for users/user groups to close and exit
their Desktop Client application which is used to enter information on live
calls and for coaching.

For more information please refer to the Desktop Client User Guide.
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‘T‘_:E Metwark Configuration
- Lists and Other Resources
=0 Users and Permissions
&5 Users
t:i User Groups
=gt Applications
.:,-_‘_I'j Reporter
-l Agent & Employee E valuation
..,-_‘_I'j Tracer Calls

=]

f.i User Groups with Permiszic

%?“, [al USBI$]
“e,; [Ca ers) v
< | >

Historical Calls

Live Calls

Reports

Admin

’1;- File  Migw  Config  Tools  Window  Help

=3

=5 Coach N

Tracer Live Calls Permissions for User-Group "[Call Managers]"

General | Users || User Groups || Call Fi|lBlSI|
|

Live Calls

Allow Deny

Cat be tracked when
ligtening on Calls

Allow Email recordings

Allaw uzer ta exit
041555 Desktop Client

USERS AND USER GROUPS

Allow or deny users/user groups the ability to create or administer custom
buttons to users. These custom buttons are used to enter information to
live calls, add annotations to live call, push URLSs, and annotate live calls.

For more information on custom buttons please refer to the OAISYS

Desktop Client User Guide.
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))5 CALL FILTERS

Permissions to view and listen live to calls, and to stop and start recording
of live calls from the Live Calls Interface are set from this screen. The
Live Calls interface will differ depending on the user type.

The Live Calls interface for Call Agents is the OAISYS Desktop
application.

The Live Calls interface for Call Mangers is the OAISYS Management
Studio — Live Calls tab.

Tracer Live Calls Permissions for User-Group "[Call Managers]"

General || Users | Uzer Groups

Live Calls Permizzions To: Mo Permissions To:

— — =
Allow Deny Dezcription Dezcription
Wiew/Listen to Call IHHE H 1005 anly

1009

1009 anly

1012 anly

1031 Server Cloget
1122
<7 ES
aarik's Cell

Aarik's Ext
ACDPattem

All Calls

AlVAT Ports
Andre Cell

area code tesgt

Start and stop recording

azdfazf
Bill's List b
£ > £ ¥

Users and User Groups that appear with brackets around them are
system users or system user groups, their permissions cannot be edited.
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| USER TYPES DEFINED

This section provides a description of the types of users supported in the
OAISYS solution system.

Knowledge Worker (unlimited with all OAISYS recording solutions)
The Knowledge worker has permission to his/her own calls and
permissions to any other calls the Admin gives them permissions to
access. The Knowledge Worker can run the OAISYS Desktop
Client application with customizable buttons. (Coaching is NOT
available to the Knowledge Worker.)

Call Agent (Tracer only)

For Tracer 6, this user type is functionally the same as it is for the
Knowledge worker. In addition, the Call Agent will have access to
self-evaluations. The Call Agent can run the OAISYS Desktop
Client with coaching features and customizable buttons.

Call Manager (Tracer only)

This user type has rights to their calls and any other calls the Admin
enables permissions to access. In addition, the Call Manager has
the ability to run reports and evaluations according to enabled
permissions. The Call Manager also may have permission to the
Live Calls application.

Admin User

This user type has extended rights. A user or user group with
Admin permissions may be granted access to View, Edit, or Delete
users or user groups. An Admin User can also view and modify
permissions to users and user groups, as well as administer system
devices.
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