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OAISYS Administrative Client

Accessing the Administrative Client

If you have administrative permissions you can access the OAISYS administrative client through
the client application. The Admin button will appear within the client application as shown below.
(If you are already logged into the client application you will not need to log in again.)
The administrative client can be accessed remotely, you do not need to be on the Tracer server
to configure the system or setup your user groups and permissions.
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The Administrative client is divided into three sections; Server, Lists and other Resources, and
Users and Permissions. The administrative client application is responsible for displaying and
allowing changes to user permissions, allowing the administrative user to create and edit
users/groups and allowing the user to create and use lists, displaying and allowing changes to the
system settings and pulling system logs. If the optional OAISYS Screen Recording Server is
present it can be administered from the Tracer Administrative Client also.

& OAISYS Tracer - Logged in as linda_gregg - [Mip:/Nracer5.oalsys.com-Copy Key Information]

- @ Cooy Key Vaid
I2) Server Semal Numbers:  D0DESE2391 7 0030L8923916
Ha Network Configuration
122 Lists and Other Resources Mardonancs Pesod € ndy on 1262000
123 Users and Pemissions
12 hitp:AScreenFec Progamis R

Server

The server section within the Tracer Administrator allows the admin user to configure settings for
the Net Server, Email Service, CTl, SMDR, and the Tracer application. Recording Rules are
configured under this folder too.

Expand the Server folder to display the sub sections below.
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Sl ittpe A ftracert. naizys. com
- MNet Server
[=7 Email
g CTI - Inter-Tel A<ESS
SMDR
% Recaording Ports
% Recarding b anager
r PO Import
&, File Streaming
! Alarm Service
\§7 Houzekesping
Fa Network Configuration
1 Liztz and Other Resources
) zers and Permizzions

Net Server

Clients — displays information about the client applications connected to the Net Server. Display
only. You can not configure anything from this screen.

Services — by highlighting Services under the Net Server all of the services that are running under
the Net Server are displayed. Each of those services can be highlighted to display information
about that service such as the Name of the service, the Client Owner of the service, and the
Clients using the service. Display only. You can not configure anything from this screen.

Copy Key — Your copy key information is the licensing information and the ‘key’ to your Tracer
solution. A green light indicates the key is being read by the Net Server. A red light may indicate

there is a problem.
The Maintenance Period Ends on date is the date your OAISYS maintenance plan expires. It
should be noted that your Tracer system will continue to work even if your maintenance plan has

expired.
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Read Copy Key Again — Sends a message to the Net Server to reread the information on
the key. While rereading the key the status light will temporarily turn yellow to indicate
the reading is in progress.

Apply Enabler Code — An enabler code is an alpha numeric code that is used to extend
the OAISYS maintenance period. If you have been provided an enabler code click here
to enter the code. (Enabler codes are always upper case letters. The letter ‘O’ is never
used in an enabler code.)
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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 dropdown 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.

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

Zip Logs — This is a tool used to help OAISYS technical staff troubleshoot problems.
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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 was involved with the problem already, select their name from the drop down list or
type in their name.

Options: Enter check boxes to indicate if you'd like to include the database and configuration

files, Dr Watson files, and phone system files. If you opt to send the log files directly to the
OAISYS HTTP site then select the option to split the output into smaller files for email.
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Click OK once you've made your choices. Then click Zip. The green bars will indicate the files
are being uploaded. Once complete a message will display below the green bar indicating the zip
log is done.
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Emaill

Settings — Enter the SMTP settings for your server here. Check the box to indicate whether or
not you'd like to enable a secure connection. Make sure to enter the From email address. This is
the address that will be used for all administrative emails sent from the Talkument server.

Send Email — Used to send an immediate message from the Tracer server. The From field will
be populated with the email address entered in the Email Settings.

Event Log — Displays email log information. This is used for troubleshooting purposes. No
configuration can be done from this screen.
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CTI Indicator

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

Click the Setup button to configure the CTI port. Select the OAI Port to be used for replication
from the drop down list. Select a time for resynch from the drop down list. Enter the hostname of
the replicator port, the login name for the hostname’s server, and the password if there is one.
Apply any changes.

Note: Not all Tracers will be configured in CTI mode. This is only for CTI integration.
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Port Settings — This is another way to get to the port settings configuration screen as shown
above.

Debug Output — Enter checkboxes indicating what system events you'd like to include in the
debug files. These files will be used by OAISYS technical staff for troubleshooting purposes.
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Monitor — The monitor is primarily used for troubleshooting purposes.

Events — Displays events; primarily used for troubleshooting purposes.

SMDR

SMDR Port — If you are 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.

Echo Port — Configure the port type if you are using your OAISYS system with SMDR integration.
First, enter a checkbox in the Enabled box. Next, select RS232 or IP Port.
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Event Log — Displays events if the SMDR Port is operating.
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Recording Ports

Settings -- A green light indicates ports are connected and working.
Total Ports — Total number of connected Talkument ports.
VolIP Ports — Total number of Talkument VolP ports.
Recording Share — Select the drive you want your recordings to be stored on
from the drop down list.
VoIP Tap Adapter — Select the adapter from the drop down list.

Ports — Displays Tracer port number, type, extension and status for each Talkument port.
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Port — Select the port you want 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 box to allow the
port to record. Enter the trunk number for the port or enter the VolP board IP address. Port Type
is automatically configured for the type of port Tracer is tapped onto. Select the Trunk Type from
the drop down.

ANI/DNIS Settings: ANI before DNIS

Beep tone every 15 seconds: Check this box to enable a beep tone every 15 seconds. This
option is only available for analog ports.

Predictive Dialer Tap: check this box if you are tapping a predictive dialer.

VOX Tap: Check this box to indicate you are using the port for voice detection, such as radio
channels or station side non CTI. Enter the number of seconds in which you want the recording
to stop after silence.
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Spans — This screen provides board number, slot number, and numbered ports for each span in
your system.
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Copy Ports — This feature is used to copy settings from a previous Tracer port.

Event Log — Displays recording port events. It is used primarily by OAISYS technical staff for
troubleshooting purposes.
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Recording Manager

Call Recording Rules — indicates to the OAISYS system which calls you want to be recorded.
Recording rules are based on Call Filters. A call filter applies to the current point in time of the
call. Tracer 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.

A Call Recording Rule can only have one Recording Action active at one time. A Recording Rule
may contain multiple Call Filters. A Recording Rule can be set to use all filters or any one filter.

A call may satisfy one or more Recording Rules at a point in time. If a call satisfies two or more
Recording Rules with conflicting Recording Actions Tracer will resolve the conflict for that point in
time by following the Recording Action with the highest precedence. The recording actions are
listed in hierarchal order below. The priority of the recording action is also displayed in the
interface for reference.

Recording Actions:
No Manual Override:

Do Not Record -- This action immediately stops the physical recording of the call and discards
any look-back 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.

Manual Override:

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 Restart Loopback — This action does not stop the physical recording of the
call. The call will look to the user like it is not 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 Tracer system or user does not resume recording the call, then Tracer will discard
the loopback segment of the call.

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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Move one or more call filters over using the double arrows. Add, Copy, Edit or Delete call
filters from this screen.
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Recording Extension Control

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

There are five types of actions:
Log to File — This action will write a text string to a specified file. The input parameters
are:
Append or Write to a new file
Log file path name
Log string
Run a Program — This action will run an external program. The input parameters are:

Program Name
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Username
Password for the user account
Domain Name

Send A Chat Broadcast — This action is for use with OAISYS Chat only. It uses the
ONESHOT command and sends a chat message to one or more recipients.

Delete Recording — This action deletes the recording of a call upon the calls’ completion.

Send Email — This action sends an email of the recording once the call is completed.
The input parameters are:

Email to
Subject
Message
Attachment
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Third Party Interface Network Configuration — This is for use with Third Party interfaces only.
Status —
Status and Configuration — Displays the server status, CTI link status, the SMDR Service
status and the SMDR port status.

PBX Integration Link — Select the link type Tracer will have with your PBX. You may
select only one. You may have no link to the PBX, a CTI link, or an SMRD link.

CTI Monitoring Mode — This indicates the type of CTlI calls you want the system to
monitor. It is recommended you select All Tapped Calls.

Database Housekeeping — Choose the time of day you want the database tasks to be
performed. Database housekeeping includes:

PBX Housekeeping — Choose the time of day you want the PBX housekeeping tasks to
be performed. PBX housekeeping includes:
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Calls Status — This view displays information about each call. Select Active to display all active
calls that are currently being recorded and select Clearing to view information about calls that are
completed and are being cleared from the system. A count of calls is displayed on the top bar.
The following information is available for each call; Date and Time of call, Port used to record the
call, State of the call, call direction, and the Guid (unique identifier).

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

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, then 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.

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 can not configure anything from this view.

VAT Status — This view is for information only. No configuration can be done from this window.
Use the color coded key on the right to determine each port’s status.

VAT Status Detail — This screen displays more detailed information about each recording port,
including error information. This screen is used for information only. No port configuration can be
done from here. Use the icon to clear all errors if desired. This can be useful for troubleshooting
purposes.

OAISYS Administrator Guide 27



Event Log: Displays events from the Talkument system. This is used primarily for
troubleshooting purposes.

PVD Import

PVD Queue — Shows any PVDs that are in queue.
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Quick Status — This view presents real time statistics about the PVDs. Select a Time Range from
the drop down list. The number of PVDs imported within that time frame is displayed along with
the Total, Average, and Maximum execution time for those PVDs. The number of PVDs that
failed to import properly is displayed. The Maximum PVD queue size within the selected time
frame is displayed.

Daily Statistics — Statistics summarized by day.

Hourly Statistics — Statistics summarized by hour.

Checkpoint Statistics — Checkpoint statistics.

Event Log — Displays PVD import events.
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File Streaming

Clients — Primarily used for troubleshooting purposes.

Event Log — Displays events regarding the File Streaming service.

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 — Setup actions to be taken when an alarm condition is met.
Examples actions are to send an email or start an application. An example rule is to
send an email when a port is not responding.

History — Displays a history or log of alarms. The error description, date and time the
alarm occurred can be found here.

Event Log — Displays events for the alarm service.
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Housekeeping

Status — Indicate the time you'd like the OAISYS system to perform the daily
housekeeping tasks. You can view history, configure, and run the Staging, Purging,
Orphan Recovery, Backup, and Restore functions individually from here.

History — displays a detailed history of the selected function.
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Configure — configure the housekeeping tasks.
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Run Now — This option allows you to run the housekeeping now, instead of the scheduled time.

Backup Settings — Enter or browse to the directory you want to backup your documents to.
Indicate the number of backup files to keep.
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Stage Settings — Indicate whether you'd like to move documents or delete them altogether. Also,
indicate the hard disk usage thresholds and whether you'd like to stage based on document age
or not. Select the media type from the drop down list.

Purge Settings — Indicate the purge thresholds and whether or not you want to purge based on
document age or not.
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Orphan Recovery Settings — Indicate the date and time after which documents were modified that
the nightly recovery should take place. Indicate the frequency of the full system scan.
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Database Maintenance Settings — Indicate how often you would like to perform housekeeping
tasks on your database.

Drive Usage — Displays status of your Recordings, Stagind, and Database drives.
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Stage History — Provides an itemized history of stage processes.

Purge History — Provides an itemized history of purge processes.

Orphan Recovery History — Provides an itemized list of orphan recovery processes.

Restore History — Provides a history of any restored PVDs.

Event Log — Displays events for the housekeeping tasks.
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Lists and Other Resources

The Lists and Other Resources section of the OAISYS Administrator consists of several sub-
sections including Lists and Calls. The Lists section is where the administrator creates lists that
will be used for permissions purposes. The Calls section is used to create Call Filters used for
permissions. The lists and call filters created here are used to populate several drop-down lists
that are used in different parts of the OAISYS Administrator.

Lists

There are eleven different types of lists available within Tracer; Account Code, ACD Group, Ad
Campaign, Agent, ANI, DNIS/DID, Extension, Schedule, Extra Call Info, VAT Port, and 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. This list can not be
edited or deleted.

Account Codes

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

Create a New Account Code List

Create a new Account Code List by highlighting one of the Account Code Lists from the tree view
on the left. Click on the plus sign.
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The following window will appear:

Enter a description for your Account Code list. It is useful to check Create a Call Filter for
this List so you can use the call filters for permissions and recording rules.
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Once you have the list created you will need to edit it to add account codes.

Select individual account codes and move them over to the Members list by using the double
arrows. Or enter a Pattern under the patterns tab.

ACD Group

ACD Grouop Lists are used in Tracer to allow users to view or listen to calls that have specific
ACD Groups associated with them.

Ad Campaigns

Ad Campaign Lists are used in Tracer to allow users to view or listen to calls that have specific
Ad Campaigns associated with them.

Agent

Agent Lists are used in Tracer to allow users to view or listen to calls that have specific agent IDs
associated with them.

ANI

ANI Lists are used in Tracer to allow users to view or listen to calls that have specific ANIs
associated with them.

DNIS/DID

DNIS/DID Lists are used in Tracer to allow users to view or listen to calls that have specific
DNIS/DIDs associated with them.
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Extension

Extension Lists are used in Tracer to allow users to view or listen to calls that have specific
extensions associated with them.

Schedule

Schedule Lists are used in Tracer to allow users to view or listen to calls that have specific
schedules associated with them.

Extra Call Info

Extra Call Info Lists are used in Tracer to allow users to view or listen to calls that have specific
extra call info associated with them.

VAT Port

VAT Port Lists are used in Tracer to allow users to view or listen to calls that have specific VAT
Ports associated with them.

Subject

Subject Lists are used in Tracer to allow users to view or listen to calls that have specific Subjects
associated with them.
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Calls

Expand the Calls view to display the Call Filters view.

Call Filters

Call filters are used to grant permissions. Call Filters can be made up of lists. For example,
maybe you would like 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 can be 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
Highlight the Call Filters folder from the tree view on the left.
Click the Plus sign.

This will open a new window:
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Indicate whether or not one or more criteria or all the selected criteria must be met.

Select one or more Lists, Call Direction, Call Duration, Answered, or Recorded.

Copy A Call Filter

Highlight the Call Filters folder from the tree view on the left. Highlight the call filter you want to
copy and click the Copy icon.

Edit A Call Filter

Highlight the Call Filters folder from the tree view on the left. Highlight the call filter you want to
edit.
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Click the edit icon.

Delete A Call Filter

Highlight the Call Filters folder from the tree view on the left. Highlight the call filter you want to
delete.

Click the delete icon.

Call Data Fields

Call Data Fields are used to store pieces of information in the OAISYS database. Call Data
Fields must be created for use with Customizable Call Columns.

There are two types of Call Data Fields; System and User Created.

System Call Data Fields are indicated by brackets around the name. These are database fields
that can not be edited or deleted.

User Created call data fields do not have brackets around them and these can be edited and
deleted.

Create a Call Data Field
Highlight Call Data Fields in the tree view and click on the plus sign to display the following view.

Enter a name for you're your Call Data Field.

Enter a description.

Data Type: Indicate what type of data will populate this field. You can choose from Small Text,
Yes/No, Date/Time, or a number.

Allow Edit: Indicate whether or not this field is allowed to be edited once, never or always.
Choose the locale.

Default Value Options: You may give this field a default value for new calls, for new and existing
calls, or not at all.

Create a call column for this call data field: check this box if you want a call column with this call
data to be available in the client interface.

Create a search field for this call data field: check this box if you want the user to be able to
search based on this call data field.
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Call Columns

Call Columns are used to display data in the OAISYS Client Application interface. Call Columns
can be populated with data from Call Data Fields.

There are two types of Call Columns; System and User Created.

System Columns are indicated by brackets around the name. These are columns that can not be
edited or deleted.

User Created call columns do not have brackets around them and these can be edited and
deleted.

Create a new Call Column by highlighting Call Columns in the tree view and clicking on the plus
sign to display the following:
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Enter a Column Name.

Select the Call Data Field the Call Column will be populated with from the drop down list.
Indicate whether or not you want the call column to show up in the users’ client interface by
default. The user can go to View > Columns and select or deselect the call column if desired.
Choose how you want the data in the column to be displayed.

The newly created call column will display in the OAISYS client application as shown below. The
user can sort on Call Columns and move the Call Columns around for a custom look.

Search Fields

Search Fields are used by the OAISYS Client Application to search for specific information. You
can create a new search field by highlighting Search Fields in the tree view and clicking on the
Plus or by doing this automatically when creating Call Data Fields.
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There are two types of Search Fields; System and User Created.

System Search Fields are indicated by brackets around the name. These are fields that can not
be edited or deleted.

User Created search fields do not have brackets around them and these can be edited and
deleted.

The user can perform basic and advanced searches on the search field in their client application
once a Search Field has been created.

Outside Number Link

Use this section to program a URL for reverse number look ups from the OAISYS Client. Select
a Token from the drop down list. Enter the URL you wish to link to.
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Once you have programmed a URL in the client application will look like this:
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Evaluations

Evaluations provide a method where questions can be presented and the ability to record a grade
or rating for each question is provided. The Evaluation system can be used for several purposes.
It can be used by employees as a self learning tool by having employees listen to their own calls
and evaluate their own work performances. Management can use the Evaluation to evaluate
their employees’ performances and effectiveness. It can also be used to determine what
additional training may be needed for employees. The Evaluation records test criteria for Self,
Supervisor, or Self and Supervisor. Evaluation scores can be used in the Employee Assessment
suite of Tracer Reports.

Create a new Evaluation
Highlight Evaluations in the tree and click on the plus sign to display the following:
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Description —Enter a general description for your employee evaluation.
Graders —Select the radio button to indicate who the grader for this evaluation will be.
Self refers to the employee.

Who this Evaluation appliesto  — Select Extensions or Agents. (These drop downs will be
populated with Extension and Agent Lists previously created. Please see the section on Lists for
more details.)
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Call Filters —These are the calls you'd like the employees to be evaluated on. Use the
double arrows to select call filters. Select [All Calls] if you'd like to evaluate all of the
employees’ calls.

Questions —Click on Add Another Question to add questions to your evaluation.
Name—Enter a descriptive name for the question.

Score Type —Select the type of grading you would like for this question. The
choices are Scale of 1 to 5 or Yes/No.

Weight (%) —Enter the weight in a percentage that you'd like this question to
have. Keep in mind that the weight for all questions totaled must equal 100%.

Question Wording for Self Evaluation ~—Enter the question exactly as you'd
like the agent to see it. Note: this option appears only when Self or Self +
Supervisor Evaluators were selected from the Evaluators section.

Question Wording for Supervisor Evaluation =~ —Enter the question exactly as you'd like the
supervisor to see it. Note: this option appears only when Supervisor or Self + Supervisor
Evaluators were selected from the Evaluators section

Area and Office Codes

Area Codes and Office Codes are used by the Tracer Reporter to generate meaningful reports.

Enter a New Area Code — Select Area Codes in the tree view on the left and click on the plus
sign.

Enter a New Office Code — Select Office Codes in the tree view on the left and click on the plus
sign.

Downloads
Download a new area code and office code file from ftp.oaisys.com to your server.

My Locale

This is used to set your Local Area Code. The Local Area Code will by used by OAISYS
Reporter.
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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.

To create a new Extra Call Info Field highlight Extra Call Info Fields from the tree view on the left
and click on the plus sign. The extra info will be input from the Recording client. Please refer to
the Recording Client documentation for more information.

The Extra Call Information fields can be searched upon in the OAISYS Client application.

Actions
Actions must first be created before they can be used in ‘After Call Actions’.

Create a new Action - highlight Actions in the tree view on the left and click on the plus sign to
display the following.
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Name: Enter a name for your action.
Type: Select the action type from the following choices.

Delete Recording — This action deletes the recording of a call that has just completed.

Log to File — This action will write a text string to a specified file.
The following list shows the action input parameters:

Append or Write to a new file

Log file path name

Log string

Run Program - This action will run an external program.
The following list shows the action input parameters:
Program name

Program arguments

The user account

The password for the user account

Send Chat Broadcast — This action will send a Chat broadcast message to one
or more client PC.

The following list shows the action input parameters:

Service name

Command

Message

Send E-Mail — This action sends an e-mail message. The user can program this
action to attach the recording file in the e-mail.

The following list shows the action input parameters:

E-mail destination address

E-mail subject

E-mail text body

File Attachment

The actions you create will be available for use in the “After Call Actions” under “Recording
Manager”.
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Users and Permissions

The Users and Permissions section of the OAISYS Administrator consists of three sub-sections;
Users, User Groups, and Applications. The Users section is where the administrative user
administers users. The User Groups section is for administering groups of users or Guest users.

The permissions set up within the OAISYS Administrator determine who can listen to calls or
parts of calls, who can share voice documents, who can run what reports, and other permissions.

Users

A user is someone who has permissions to the OAISYS Client Application. A user can also be a
member of a User Group in which case they may inherit the permissions assigned to the User
Group.

From the tree view, you can highlight the Users folder. Once you expand it 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. You can see which application the user has
permissions to and what groups the user is a member of.
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Create a New User

Highlight Users in the tree view. Click on the Plus sign to display the following view:

User Name: Enter a unique user name for the OAISYS Client application user.
Description: Enter a description for the OAISYS Client application user.
Email Address: Enter an email address for the OAISYS Client application user.

Password: Enter a password for the user.
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Verify Password: Reenter the password.

Allow the user to change his or her password: By checking this box you will allow
the user permission to change their password from the client application. (File > Change
Password).

Require the user to change password on his or her next login: By checking this
box the user will be prompted to change their password from the client application upon their
next login.

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.
User Type: Select the user type from the drop down.

Knowledge Worker: This user type has permission to view, listen to, share, and
annotate his/her own calls (calls associated with their ~ extension or extensions) and

permissions to any other call filters the administrator give them permission to.

Call Agent: This user type has the same permissions as the Knowledge Worker for
release 5. (This user type will have additional features in release 6.)

Call Manager: This user type has permissions to view, listen to, share, and annotate
their calls and any other calls the admin gives them permissions to. In addition the Call
Manager has the ability to run reports  and evaluations that they have been granted permission
to.

Extensions: Select one or more extensions for the OAISYS Client user. Select from the available
extensions. Note: The extensions must first be created in your extension list.

Application Permissions and User Groups are sub folders accessible from the User view.

Copy, Edit, and Delete Users

Select the User you want to copy, edit or delete from the Users folder. Make necessary changes
and 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
client application. 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
Highlight User Group in the tree on the left. Click on the Plus sign to add a new group.

Enter a name/description for the user group and click Save.

Your newly created User Group will appear in the tree view.

Highlight the User Group and move users into the group using the arrows.

There are two types of user groups; System User Groups and Admin Defined User Groups.
System User Groups are indicated with brackets around the name of the User Group.

You can not delete System User Groups.

Expand the User Group to display application permissions for the group and users in the group.
Assign Application Permissions to a User Group to allow all members in the group to inherit the
permissions for the group.
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These are the System Groups and a definition for each:

All Users — This group consists of all users in the system. If a new user is added they will
automatically be put into the All Users Group.

Call Agents — This group consists of all users in the system who have been given the ‘Call Agent’
type. This group has permissions to the OAISYS Client application but not Reports.

Call Managers — This group consists of all users in the system who have been given the ‘Call
Manager’ type. This group has permissions to the OAISYS Client application and the Reports.
Guest Users — This group consists of all guest users. Guest users are those users who are
located externally from the OAISYS system. The guest user has an email address and receives
new voice documents via a secure link through their email client. Guest Users are the only users
who can be created from the OAISYS Client application. Only users with permission can create
guest users.

Knowledge Workers — This group consists of all users in the system who have been given the
‘Knowledge Worker’ type. This group has access to the OAISYS Client application but does not
have access to Reports.

Power Users — This system user group has access to the all calls filter and all applications except
the Administrative client application. Users are manually put into this group.

System Administrators — This system user group has access to the Administrative client
application. Users are manually put into this group.
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Applications

There are five OAISYS Applications in which the permissions can be set from the Administrative
Client. The permissions can be set at the User or User Group Level.

The five applications are Reporter, Agent & Employee Evaluation, Tracer Calls, Tracer Admin,
and Tracer Call Monitor. 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 minimum. The individual user’s
permission can be edited to allow or deny further permissions.
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Reporter Permissions

General Tab:
Enter a checkmark in the box on the left to allow permissions to Report on My Calls and
permission to the Reporter Application in general.

Report Definition:
Enter checkmarks to allow or deny the user/user groups permission to Run reports, Save

Reports as Private, and Save Reports as Public. Move each report you want to give the
user/user group access to over using the double arrows.
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Call Filters:

Allow the user/group to run reports on calls that include specific call filters.
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Agent and Employee Evaluation Permissions:
Grant users/user groups permissions to the Agent & Employee Evaluations.

General: Enter checkmarks to allow or deny the user/group to see the  Evaluations Grid. The
Evaluations Grid is displayed in the lower section of the Historical Calls in the OAISYS Client
Application.

Enter a checkmark to allow or deny the user/group permission to email evaluations once the
evaluation has been completed. The email button will display in the OAISYS Client application
once the evaluation has been completed.

Evaluations:

You must give the user/group permission to each evaluation.

Self Evaluation Permissions — Allow or deny the employee to evaluate and or view others
evaluations of themselves.

Supervisor Evaluation Permissions — Allow or deny supervisors to evaluate other employees and
view other evaluations made by other supervisors.
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Tracer Calls Permissions:

General

Allow or deny Users/Groups permission to Add, Change, and Delete folders. Allow or deny
users/groups permission to permanently delete documents, remove documents from static
folders, share documents with guest users, change document expiration dates, export call data to
a CSV file, and export the audio from documents to another file and email the audio portion of the
document.
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Users:
Allow or deny the user/group to share documents with specific users by moving users over to the
Permissions To side with the arrows.

User Groups:
Allow or deny the user/group to share documents with specific user groups by moving user
groups over to the Permissions To side with the arrows.
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Call Filters:

Allow or deny the user/group document view and annotation permissions for specific call filters.
Allow or deny the user/group the ability to view and playback voice documents for call filters.
Allow or deny the user/group the ability to vew, add, edit and delete bookmarks (annotations).

Tracer Admin

This is where you give users or groups permissions to the OAISYS Administrative Client
Application. Users with permissions to this application will see the <Admin> button in the lower
left hand corner of their OAISYS Client.

General:

Allow or deny the user/groups to create new users and user groups, view and modify server
settings (configuration settings for the OAISYS system), and view and modify Lists and Other
Resources. It is important to give users and user groups permissions to view and modify Lists
and Other Resources if you want the user or group to be able to set up evaluations, call columns,
call data fields or search fields.
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Users:
Allow users/groups permission to view, edit, and delete users, view or change permissions for the

administrative client (per user), view or change permissions for the client application (per user), or
view and change permissions for the evaluations and reports (per user).

User Groups:
Allow users/groups permission to view, edit, and delete users, view or change permissions for the

administrative client (per user group), view or change permissions for the client application (per
user group), or view and change permissions for the evaluations and reports (per user group).
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Tracer Call Monitor

General:

Allow or deny users/groups permission to track monitored calls and email recordings via the Call
Monitor application.

Allow or deny users/groups permission to view calls, start and stop recordings according to
specific call filters.
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