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INTRODUCTION

This document serves as &haOMSY®Renords)d r at or 6 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.

OAISYS Administration Guide 7
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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.

=50 Http:/fqa-earty-user

#-IC3) Automated Service Center
-5 Server

&g Network Configuration

- Full Text Recover

[ Lists and Other Resources
-2 Evaluations

[#-1C7) Users and Permissions
-0 httpe/feu-ars

OAISYS Administration Guide 8
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|ADMINISTRATOR FUNCTIONS

The OAISYS Administrator displays and allows changes to user
permissions.

The administrative user can:

1 Create and edit new users and groups

1 Create and use lists

1 Display and enable changes to system settings
1

Pull system logs

NOTE: If the optional OAISYS Screen Recording Server or a secondary
server is present it can also be administered from the OAISYS
Administrator.

The Administrator is divided into _

five sections:

Server

Evaluations

ok~ wDbdPE

Automated Service Center

Lists and other Resources

Users and Permissions

=12 http://qa-eary-user
1 =) Automated Service Center
2 =-5 Server
E ----- T Network Configuration

- Full Text Recaover
3 . EJ Lists and Cther Resources
4 - Evaluations
5 @ |Users and Pemmissions
-2 hitp:/feu-srs1

Historical Calls

Live Calls

OAISYS Administration Guide
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) AUTOMATED SERVICE CENTER

The Automated Service Center is the command center of your OAISYS Solution;

it administers communication with the OAISYS Server located at OAISYS

Headquarters. This feature all ows Registratibno manage
and Licensing, establish alerts for automated notification of problems to OAISYS,

and is the area in which OAISYS will automatically apply enabler codes for newly

purchased features.

REGISTRATION TAB

The Registration tab allows you to register your system and save your Dealer
contact information.

Registration | Licensing

Automated Service Center:

Web Link Status: () Operational

Registration:
Registration Status: NOT REGISTERED

Lock# SW1713145582 Lock Type: ??
Registration ID: 27797
Dealer Contact Name: Dealer

Dealer Contact Email: dealer@dealer.com

Customer Contact Name: Customer

Customer Contact Email: customer@customer.com

| Request Registration | | ReCheck Registration |

NOTE: If you are using a hardware key, the Lock Type will display as ??7.

OAISYS Administration Guide 10
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KEYLESS LICENSING

With Keyless Licensing, hardware dongles are no longer required (but are
still available upon request); clients will be provided a Lock Number and a
Registration ID.

Example:
Lock #: SW1713145582
Registration ID: 27797

NOTE: Constant communication with the OAISYS Server via internet
access is required.

The Web Link Status will display a green light to indicate an operating
status.

Automated Service Center: /
Web Link Status: () Operational
Registration:

Registration Status: Registered

Lock# SW1311976629 Lock Type: Keyless

Registration ID: 85004

Dealer Contact Name: [Dealer

Dealer Contact Email: |dea|ef@dealer‘com

]
|
Customer Contact Name: [ Customer l
|

Customer Contact Email: [customer@customer.com

| Request Uvegistration | | ReCheck Registration |

OAISYS Administration Guide 11
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Yellow indicates the Service Center is not responding.

Registration | Licensing

Automated Service Center:

Web Link Status: O Service Center Not Responding /

NOTE: The Red, Yellow or Green indicator light displays the status of the

connection and does not indicate the status of registration or licensing.

The Registration Status will say Not Registered until the lock number has
been properly registered.

| TRACER ESCALATION
When Tracer cannot access the OSC (no longer has access to the

internet).

Keyless License

Level [ Time Action
1 48 hrs Tracer Al arm: AN
2 4 days Attempt to send Email to TS
3 6 days Notify Tracer Clients of Impending
shutdown.
4 8 days Switch Tracer to DEMO mode

Hardware Dongle License

Level | Time Action
1 48 hrs Tracer Network Lost Alarm
2 4 days Attempt to send Email to TS

OAISYS Administration Guide
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| SERVICE CENTER ESCALATION

When a registered Trracendyr(eathdmaersshould hecked i
check in approximately every 15 minutes).

Keyless License

Level | Time Action

1 1 day -- Alarm | Send Email alarm to TS, Dealer, &
Customer

2 10 days -- Send Email alarm to TS, Dealer, &
Assumed Dead | Customer

Hardware Dongle License

Level | Time Action

1 1 day -- Alarm | Send Email alarm to TS, Dealer, &
Customer

2 10 days -- Send Email alarm to TS, Dealer, &
Assumed Dead | Customer

TO REGISTER

1. Enter the Lock Number
a. The Lock Type will display as ??7? until properly registered
Enter the Dealer Contact Name
Enter a valid email address for the Dealer Contact
Enter the end user customer name
Enter a valid email address for the end user customer
Click the Request Registration button

o gk whN

Once registered, the Registration Status willc h a n g Registeredéi a n d
the Lock Type Kayledsb. di spl ay as 0

OAISYS Administration Guide 13
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| Registration | | Licensing |

Automated Service Center:
Web Link Status: O Operational

Registration:
Registration Status: Registered
Lock#: SW1311976629 Lock Type: Keyless

Registration ID: 85004

Dealer Contact Name: ‘ Dealer

Customer Contact Name: | Customer

]
Dealer Contact Email: ! dealer@dealer.com ’
]

: — —
Customer Contact Email: | customer@customer.com

A user can request to UnRegister their Lock Number by clicking on the
Request UnRegistration button. This will send a message to the
Automated Service Center to unregister this lock number, and
confirmation emails will be sent to each email listed. UnRegistration will
not take effect until confirmation is received from the email link. Once
unregistered, the OAISYS system will no longer function until the lock
number is registered again.

NOTE: If a hardware key is used, the system will continue to function.
However, the features of the Automated Service Center will no longer be
available.

LICENSING TAB

The Licensing tab displays the licenses available for the specific lock
number. This feature is where Enabler Codes can be entered to apply new
licenses or extend the maintenance period. For Keyless Licensing, the

OAISYS Administration Guide 14



Enabler Code is applied automatically. The Enabler Code for newly
purchased features is applied automatically for hardware keys; however,
manual entry is permitted for re-entry of older Enabler Codes associated
with the hardware key.

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

r 1 ) '.
Registered
Lock# SW1311976629 Lock Type: Keyless
License:
License Purchase: Purchased [License Doesn't Bxpire)

Mairtenance Period Ends: 9 Sep 2017
License Status: Licensed

License Contents:
Ky Fvalable / Date Used
E_CNX 500 32

ELEXP 999599
E_MAN 090817

G725 5 0
MANAG... 11 4
=13 7 0
SFES 155 20
T_AD 4 0
TPAPL 1 0
Trhouse 1 0
VATPorts 203 0
0

VOIP 433

@ Copy Key Valid

| Read Copy Key Again | | Apply Enabler Code | o 1211076629

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

OAISYS Administration Guide 15
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SERVER

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

1 Net Server 1 Recording Manager

T Email Service 1 Alarms

1 CTI 1 Housekeeping Settings
1 SMDR 1 Tracer application

1

ALI Integration

=5 hitp//qa-eary-user

@ Automated Service Certer
Server
[#l-ga Net Server

-[=7 Email
<8y CTI- Mitel 3300
- SMDR
# ALl
.--{h Active Directory Integration
-0 SAL AP
% Recording Manager

4% PVD Import

Bl File Streaming
: l Alam Service
§ Housekeeping
--1-5 Coach
------ ‘gl Peformance
----- ‘l'.E! Metwoark Configuration
g Full Text Recover
- @ Lists and Cther Resources
L3 Evaluations
.3 Users and Pemissions
{5 hitp:/feu-srs
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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.

=I5 http://qa-eary-user -
--{|f,'| Automated Service Center il

B- ) Server
B- 2 Net Server
B3 Clients

- i Services

-8 Copy Key
|: Port Settings

CLIENTS

Displays information about the client applications connected to the Net
Server. Display only i 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:

 Name
M Client Owner

1 Clients using the service
Display only i configuration is not available from this screen.

OAISYS Administration Guide 17
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|COPY KEY

Copy key information will be merged into the Automated Service Center in
a future release. It is being maintained at this time for organizations
accustomed to the old organization format.

The Copy Key section displays the number of port licenses authorized on
your system as well as the number of used ports. A green light indicates
the key is being read by the Net Server. A red light may indicate there is a
problem. Port licenses are displayed as VAT Ports. The number of
available and used licenses for Call Managers is displayed as MANAGER.

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

T\ QAISYS Tracer Management Studio - Logged in as DawnCM - [htlp:;‘fqa—early‘—u_ E@g
w{; File View Config Window Help - 8 X
E-C) hitp://qa-eary-user - Leensing
-2 Automated Service Center F Registered
5
&0 Server Lock#: None Lock Type: 22

=3 ﬁ Net Server
: License:

License Purchase: mone

m

Maintenance Period Ends: 9 Sep 2017
License Status: Licensed

H-[=1] Email License Contents:
3--2 CTI- Mitel 3300 b
- SMODR Key Available / Date Used il
5@ ALl E_CNX 500 2
I Active Directory Integration E EXP 999999
-0 SQLAPI E_mAN 030817
]--% Recording Manager G729 5 0 |
-t [l | wanscer 3
RE 7 0
Historical Calls SFES 155 40
T_AD 4 0
Live Calls TP_API 1 0 M
Trhouse 1 1]
Reports VATPorts 203 0 =2

i @ Copy Key Valid
Admin Read Copy Key Again | | Apply Enabler Cods zoumzzyuzgu (:VIV}
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| 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.

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 i Oi®
never used in an enabler code. Enabler codes are not used for Keyless
Licensing.

Enterthe Enabler Code retumed by the Copy Key Upagrade Web Site
and click Apply to perform the upgrade.

AFBa55AAR256776DF0562EB324E183DF0BA455AA481907B5C 35584

ey || Cancel |

OAISYS Administration Guide 19



|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. Keep the Network
drop-down list set to <Any> unless there is a specific IP address to allow
services to connect to your network.

If you are using a remote port, check the box. The remote port number is
typically set to 8768. Select the IP address from the dropdown lists.

m QAISYS Tracer Management Studic - Logged in as DawnCM - p‘w
|| File | view Config Window Help -

gmin |

I hitp-//ga-eay-user -
+H) Automsted Service Canter Local Port

EVENT LOG

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

OAISYS Administration Guide 20



|ZIP LOGS

This is a tool used to help OAISYS technical staff troubleshoot problems
when there is an open support ticket.

ZIP LOGS INFORMATION

Fiplogs Information

Site Name: |

What was the problem?

What date and time did the problem happen?

What exdensionis) experienced the problem?

What was the incoming or outgoing number(s)?

Which ACD Group(s) and / or Agent(s) experenced the problem?
Which PBX Call ID' was assigned to the call?

Descrbe the call scenario:

QAISYS Personnel involved with this issue:

I |
I |

Enter as much detailed information as you have. If you do not know the

OAISYS Administration Guide 21
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answer to a question or if there is not an answer to the question, leave it
blank. Enter the name of the OAISYS personnel involved with the support
issue if you know it.

Example: John_Smith

OPTIONS

Enter check boxes to indicate if youodd
configuration files, Dr. Watson files, and phone system files. If you opt not

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

split the output into smaller files for email.

Zip Logs Opticns

Include Database and Corfiguration Files

Include Dr. Watson User.dmp Crash Files

[] Retrieve Log Files from CTX/CIX Phone System  |communityMame
Send Directly to QAISYS HTTP Site

OK || Cancel

Once you have made your choice, click OK on the Options pop up window
A then 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.

OAISYS Administration Guide 22
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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.

From Enad Adsess
[ e |

OAISYS Administration Guide 23
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| 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.

From: QA Eary-User@oaisys com
To:

CLC:

Subject: Test Subject

Test Message

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

313 12.05.01.4] T AE.EMAIL_DUMP LINENUMEER 57,318
320 120501 5] Rx: DR EMAIL, cnd)20351 + 485 Bytes Binary Data: S«vmﬂeqauGﬂSﬂn

=i203)

OAISYS Administration Guide
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CTI INTEGRATION

This segment of the guide explains the features available for organizations
using CTI integration. Not all OAISYS systems are configured in CTI
mode. This is only for CTI integration.

TOOLS
The tools folder is for future enhancements to the OAISYS product.

STATUS

The PBX connection status displays a green light if there is a connection
to the phone switch.

M QAISYS Tracer Managemsent Studic - Logged in as DawnCM - [hitp//qa-early-user-PEX Status)
—
g File  WView Config  Window Help

 hitp-/foa-aarly-user -

Ml 3300 Connaction

@ Viokrg ————

#-0 Automabed Service Carder
) Senver
T-ghg Met Senver
+-[=7 Emad
145 CT1 - Mied 3300
) Tocls

QAISYS Nel Server

D Woking e

4 Active CTl Clents:

NOTE: A green light for the OAISYS Net Server status indicates a
working connection to the Net Server; the number of active client
connections to the replicator port is displayed below the Net Server.

OAISYS Administration Guide 25
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| PORT SETTINGS

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

To configure the port settings
Enter the IP address or the hostname of the PBX A click Apply

rm QAISYS Tracer Management Studio - Logged in as m-wummsmgi@

oy File  Wiew Config  Window Help - 5 X
|

|| Adwin |
Ml 3300 Port Setup

=0 hitp:fga-cary-user -
-0 Automated Sarvice Carder PEX Hostrsns of [P Addrass:
50D Server
¥ -gha Met Sarver
et [50 Emad
=gy CT1 - Mieel 3300

23 Tocls .
I Simus [ Cose |

1L

| DEVICES

Configuration is required when using secondary line appearances, or
secondary DNs. Enter the Primary DN and Secondary DN extension
information; drag a column to the top of the screen to group by Primary
DN or Secondary DN information. Tiers can be used.

OAISYS Administration Guide 26



| MONITOR
The monitor is primarily used for troubleshooting purposes.

| DND MESSAGES

The DND Messages lists the available fDo Not Di s t mesbages, and is
only available for some phone systems.

EVENTS
This displays events which are primarily used for troubleshooting.

OAISYS Administration Guide 27



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 operating status light
will turn green.

PORT TYPE

Select the method in which the OAISYS system is receiving the SMDR

output from the phone system. The available options are RS232 or IP
Port.

If IP Port is selected, enter the IP Address of the port and the port number.

Some SMDR outputs include leading zeros in the ANI information; enter a
checkmark to strip the leading zeros from the ANI.

'mmrmmmmm-hmhum-w
g5 File View Config  Window Help

) hitg aty
1 £/ Aay L -
500 Automated Sanacs Carber ot Dﬂwtu In Gusus:
o Senver Tipe: Mol 3300 (Edended Lvl 52 wth Transfer events) - Matching Logc, IF pont: 192, 16810150, #1754
* é&l‘iu&amr !
+ [= Emal Post Configuration
E:D:“m PEX fype :mmwuﬂ.mimm-mm -]
3 SMDR Past
{2} Echa Poa Post Type
& Evert Log REZ12 @ IP Pont
+ i@ AL
+-10 Active Dwectory Inbegration P Post
3 SaL AP Ardn o
+ 'xﬁewdrqﬂmm - TLPAF Address
Pavt N 1754 | Opearsia in kstening mode
Historical Calls
Opbons
2 [ Sirip off leading ems in AMI
Reports
Achmi Refresh Settings
2

OAISYS Administration Guide
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|[ECHO PORT

Configure the port type if you are using your OAISYS system to replicate
the SMDR integration.

1.
2.
3.

Check the Enabled box
Select the appropriate port type

If RS232 is selected, choose the Com port, BAUD Rate, Parity, and
HandShake from the drop down options

Enter the data and stop bits

& RSEm

RSE32 Pent Configuration

COM port
BAUD Rate  [1200 -
Pasy

HardiShake [HW only -

EVENT LOG

This screen displays events for the SMDR service and is used primarily for
troubleshooting.
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AUTOMATIC LOCATION IDENTIFICATION (ALI)
Automatic Location ldentification (ALI) requires custom integration at this

time. This integration requires that ALI information be sent to the OAISYS
system from a PSAP or 911 system via RS232 or IP Port.

[ALI PORT

Select the ALI Integration output type from the drop down. Configure the
port settings.

AL Defriion 1D: NONE. COM1 1200N8.1
Poa Cortiusaton
ALl rtegration: [TEST Caputre Only

Pot Type
@ RS232 () IPPodt

RS232 Pot Corfiguration
COMpet  |COMY b

T —
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| ECHO PORT
The Echo

Port

recei

Ves

a n cEnable thetporte s 0

type and enter the configuration information for the port.

E-0 Automated Sanvice Certer
D) Server

[ g2y Mt Serewr

# [ Emad

ey CTI - Meedl 3300

i+ s SMDR

I

Dusabiesd
Pt Type

Sius: () Unknown Crutpit G )

[¥] Ensbled @ RS232 ) IP Post

F5232 Poet Configumtion

R
BAUD Rate
Poty
e N (T T

Data Bs
o7 &8

Sbep Bas
@1 &2
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| SIMULATOR

This option is used to simulate ALI information for testing purposes.

Browse to the location of the input log file(s).

- —
T\ QAISYS Tracer Management Studio - Logged in as DawnCM - [http://qa-early-user~ALl Silmlatm__ﬂ £3

3%k File View Config Window Help - 2 X

o one [ |

=2 hitp://qa-eary-user - Directory to ALI Input Logs:
. - Automated Service Center [

Browse..
File Pattem:
*log [] Meter simulation according to time stamps

m

@-3) Active Directory Integration
- SQLAPI

E]---% Recording Manager

[ .'9 PYD Import
[~k File Streaming
[
[+]-

H-- l NarrnSemce

| EVENT LOG

This screen displays the events for the ALI integration and is used
primarily for troubleshooting purposes.
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ACTIVE DIRECTORY INTEGRATION

Active Directory Integration is an optional feature providing the OAISYS
system access to import user and user group information from Active
Directory (AD). To use this feature, an AD domain name has to be
specified. All users on this AD domain will be allowed to log into OAISYS;
it is system-wide and is available for users with OAISYS Admin privileges.

For each AD user i the user will have the following options:

1 Automatically log into OAISYS using Windows credentials

1 Populate the user name from Windows credentials without
automatically logging the user into OAISYS, and require the user enter
their password

1 Do not use Windows credentials to log into OAISYS; require manual
entry of user name and password to log into OAISYS

OAISYS will authenticate each AD user with AD server during the login
process. If authentication is successful, OAISYS will sync the user
credentials with the OAISYS server.

NOTE: The OAISYS system will generate a major alarm (#2043: Active
Directory Integration Inoperationalg if OAISYS loses communication with
AD.

When OAISYS syncs the user credential with the OAISYS server, the
following fields will be imported from Active Directory:

U User Name (User Name in Active Directory)

U User Description (Description in Active Directory)

U Password (Password in Active Directory)

U0 Primary Extension (Telephone Number in Active Directory i

General Tab)

Email Address (Email address in Active Directory)

U All the AD user group(s) memberships for this user; the
relationship/membership for the AD user group(s) will be
maintained

c:
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These imported fields cannot be modified from OAISYS.

The user imported from Active Directory cannot be deleted through
OAISYS, but setting the user account expiration date disables the
account. A delete option is not available for the OAISYS user.

An imported user from AD will have the default permissions for this site.
Any additional permission must be established through the OAISYS
Administrative Client Application.

By default, the imported user group from AD will not have any preset
Application Permissions. Application permissions for User Groups can be
set through the User Groups section of the OAISYS Administrative Client
Application.

Users created in OAISYS will not be added to AD i but if the same user is
later createdinAD( based on user name) the AD wuser
be overwritten and mergedwi t h t he OAIl SYS wuser 6s per mi s

OAISYS only users can be added, edited and deleted from the OAISYS
Admin Client application. However, these changes do not carry over to
Active Directory. System-defined user accounts in OAISYS are not
integrated with AD.
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| ENABLING AD INTEGRATION

This section reviews Active Directory Integration configuration, each
section is discussed in further detail below.

'mmﬁmhhmgmm-hﬂdhum-w
oy File View Config Window Help - X

Geraral
i hEp /oa-aaty-ier -
5100 Mutosated Sendce Certer JDHW
ST Server ¥ Ao user login when AD i down
¥ gog Mt Server
+ [= Emad Fuly-qualfied doman nama:
¥ gcn-m.guu:- oinys com
F SMDA E
5 ALl

g Search

=) Active Denctory inbegration
¥ Lise the “matiching nde in chain” ne for efficent, senver sde 1arche) ffe—

Liser Propesty Hames
Descrption:  on
Emad Address:  mad
Bdension: ielephorsnumber

NOTE: If any of these fields are left blank in Active Directory, they will not
import into OAISYS.

Example: If the email address field is left blank, email addresses from AD
will not be imported.

GENERAL
For OAISYS to integrate with AD, check the box to enable AD integration.

Checking the box to allow user login when AD is down provides users the
ability to log into the OAISYS system when AD is unable to communicate
by using the OAISYS authentication instead of Windows authentication
from the login pop up. However, it will not sync any changes since the last
login if AD is down.
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Use the text box under fully-qualified domain name to enter the domain
name for the AD Server.

GROUP SEARCH
This feature provides a more efficient way of searching AD users; check
the box to use the matching chain rule.

USER PROPERTY NAMES

This feature provides the flexibility and adaptability to different customer
environments.

Forexample: For emai | , MS Exchange uses the fAim
the email address, but a different email solution may use a different
property name; e.g., fdemail o, fAemail addr o
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SQL API

A set of stored procedures requiring account authentication are available
that provide restricted access to search for recordings, retrieve information
about a recording, and add new information to recordings.

OAISYS products utilize Microsoft SQL Server as the backend platform. A

complete list of stored procedures can be found in the OAISYS API found

here:

http://www.oaisys.com/downloads/OAISYS API_Overview & Developer's
Guide.pdf

ENABLE SQL API

This section reviews the procedures for configuration of the SQL API;
each section is discussed in further detail below.

To use the SQL Stored ProcedPuroe sh,oxcheck

o File  View Config Window Help

SI}LAPI

SOL AP1'Web Service
URL: it S e s el Saence ] s

[¥] Enforoe authentcation
7] Enfoece HTTPS
(o Ao requests orky fom pemany dala senver
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SQL API WEB SERVICE
Enforce Authentication

Check this box to enforce a valid OAISYS user/password with
permission for the API call. Keeping this box unchecked leaves the
API open to any user.

Enforce HTTPS

This ensures the traffic between the client application and OAISYS
is encrypted; check this box to ensure OAISYS has a valid SSL
certificate, and require the web service take requests via HTTPS
(port 443). Keeping the box unchecked allows client application
requests via HTTP (port 80); the results transmit in clear text.

Allow requests only from primary data server

When checked, the SQL API web service will fail a request if its
origin I P address doesnd6t evaluate to

RECORDING MANAGER

The recording manager is used to configure call recording settings.

NOTE: Some PBX platforms include a node called ACD Config; this is to
specify the setting to connect to the ACD server.

| 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 associates a call filter to a recording action.
You can establish multiple call filters to a specific recording action.
OAISYS can only record a call when the call satisfies a call filter. You can
create call filters from the Call Filters section under Lists and Other
Resources.
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Id Paty rtedace Netwosk Cord
(&) Recordng Port Settngs ‘
»oPoPl E
2 Pot
L Soos
)CawPoﬂs
(& Recordng Manager Qatus
$9 Cals Stus
@ Device Montors
Q ACD Grongs
[ VAT Ratus

« User can manually overmde this action dung the
cal.

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

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
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.
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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 6s 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.

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.

NOTE: These permissions do not apply to start/stop in Management
Studio Live Calls whichare est abl i shed by the useroés L
Permissions.

T QAISYS Tracer Management Studio - Logged in as DawnCM - [http://qa-early-user~Extension Recording @m

T File View Config Window Help - F X

Admin BExtension Recording Contral:

- SQL API Allow Start/Stop+"Loopback” Recordings:

EI--% Recording Manager 1034

=) Recording Rules
° Call Recording Rule Allow Start/Stop+"Loopback” Recordings (Camy Forward):
-2 Extension Recording Control <None>

Oy After-Call Actions Allow Start/Stop Recordings:

F@ 3d. Party Interface Network Cortl

L <None=
----- ‘f\f‘i Recording Port Settings one

Allow Start/Stop Recordings (Camy Forward):

----- ,:r:} Recording Manager Status =
#2 Calls Status
T Device Monitors
ACD Groups

[+1-8%3 PVD Import
4 | I

I
Historical Calls
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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.

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 wjpollmed@amgy i Fot \waor ¢ al |
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.

m OAISYS Trdcer Management Studio - Logged in as DawnCM - Wfqafulyhuserw_lgl_u
G File View Config Window Help
ll Admin Call Fitters
) SOL AP || ® © 1-280f28 -‘JG—) =N
E‘% gc;r:;ngrdrdan;ﬁler Name Number of After Call Actions -
ording Rules
...... " Call Recordng Rue o
------ i Bxtension Recording Cortrol _DNH'F" 4 | |1__ =
..... @y AfterCall Actions http://ga-early-user~Create new Call Filter | &
----- e 3d. Party Interface Network Cort ||/ |/,
----- ;;:} Recording Port Settings —ill|
..... I% Ports 1
""" [ Por 1| Combined Matches
% g:::sPorts @) Match one or more of the following criteria
----- ;;:} Recording Manager Status . () Match all of the following criteria
----- # Calls Status |
----- & Device Monitors 1 ; n
& ACD Groups i Match Lists = il
..... [#] VAT Status I Account Code List [(Noneb ']
..... Event Lo =Il1A L
95 ﬁD ;nport s 3 ACD Group List [(Noneb v]
g 2'9 Sf?ﬁm_iﬂg Agent ID List [<None> -
am Service o~
¥ Housekeeping ANI List [(Noneb '] =
[ Coach o .
_____ ol Performance Call Answered Extension List [(Noneb v]
Eeﬁ‘;"”‘ g';:ﬁg“'ﬂﬁ"” Call Bxtra Info List [<None> -]
----- fag Full Text over
-2 Lists and Other Resources DMIS List [(Noneb v]
-2 Evaluations L . . B
-{2) Users and Permissions Extension List [(Noneb v] =
[‘lﬁ it e L : Schedule List [<None> -
| .
VAT Port List [<tone> -
Historical Calls
Subject List [(Noneb ']
Live Calls
[T] Match Call Direction
Reports @
Admin h
Save ] [ Cancel
» Had

There are seven types of actions:
1. Logto File
This action will write a text string to a specified file.
The input parameters are:
1 Append or Write to a new file
1 Log file path name
1 Log string
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2. Run a Program
This action will run an external program.
The input parameters are:
1 Program Name
1 Username
1 Password for the user account
1

Domain Name

3. Delete Recording
This action deletes the recordingofacalupon t he call sé compl

4. Send Email
This action sends an email of the recording once the call is complete.
The input parameters are:
1 Emailto
1 Subject
1 Message
1 Attachment

5. Export Recording

This action exports the audio after the call has been completed, and
can be used with a third party speech analytics application.

Audio formats supported include:
MP3 40kbps

MP3 64kbps

Native PVD

GSM Wav

Please refer to the application note specific to this action for more
information i available upon request from Technical Support.

The input parameters are:
1 Export Path
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1 Export Recording Type i select from the drop down list.

1 Export Recording File Name i please refer to the Variable
Tokens on page 45.

1 Meta Data File Type 1 optional

6. Insert Call Information

This action attaches information to a completed call, and can be set up
at the time the Admin user establishes the after call action.

The required parameters are:

1 Key
M1 Value

7. Insert Call Data Field

This action attaches preconfigured call data to a completed call, and
can be selected from the drop down list at the time the Admin user
establishes the after call action.

The required parameters are:

1 Key
M1 Value
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These variables will allow access to more information about a call, as shown in
the following table:

Variable Information

%A Account Number

%BN Recording File name (whole name) - example:i 017 XD. PVDOo

%BX Recording File name (Prefix) - example:i 0 1 7 XD o

%BY Recording File name (Suffix) - example: i PV D 0

%BD Recording Date Start - MM/DD/YYYY

%BT Recording Time Start (24 hr)- HH:MM:SS

%BA Recording Time Start (AM/PM) - HH:MM:SS AM/PM

%BP Dialed Phone Number i xxxxxxxxx if Outbound, blank if Inbound

%BK Trunk ID T blank if IC call

%BG Agent Name

%BR Call Direction (“In" or "Out") i but English only

%C Call Historian Unique Database ID (GUID)

%D Call Direction ("In" or "Out")

%E Called Phone Number (DNIS number)

%F ACD Group Extension

%G ACD Group Name

%H Calling Phone Number (hyphenated - type 1)

%I PBX Call ID

%J Calling Phone Number (hyphenated - type 2)

%K Agent ID

%L Length (duration) of a call in Seconds

%N Calling Party Name (outside calls only)

%P Calling Phone Number

%R Recording Path and Filename

%S Station Extension

%T Call Type ("IC" or "CQ")

%U VAT Extension Number

%V VAT Number

%W VAT port number

%X ExtraInfofieldii . e. %X( ANotesoO)

&C Insert a Carriage Return character

&D Insert the Date in format: "mm/dd/yy"

&L Insert a Line Feed character

& Né . & | Insert theDate and/ortimeinussrpeci fi ed format and cl o

N &Nhh:mm:ss AM/PM&N (we do not support % in the date time format) for additional
details please see:
http://msdn.microsoft.com/en-us/library/8kb3ddd4(v=VS.90).aspx

&Q Random Variable (6 digits)

&R Random Variable (8 digits)

&T Insert the Time in format: "HH:MM"

&& Insert an Anpersand "&" character
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|THIRD PARTY INTERFACE NETWORK CONFIGURATION

The Third Party Interface is used when utilizing the OAISYS API. Not all
systems will take advantage of this integration. Each option is discussed
in further detail below.

-
T\ DAISYS Tracer Management Studic - Logged in as DawnCM - [http://qa-early-user~Third-Party Interface Netwo... E@g

@ File View Config Window Help - 8 X

EJ SaL AP N Listening Port:
E!% Recording Manager
{23 Recording Rules Secure Listening Port: 1758

) Call Recording Rule
> Bdension Recording Control
Gy After-Call Actions B Available Connections: 1
i 3rd. Party Interface Network Configuration
5 Recording Port Settings Refresh

I% Ports

|57 Port

Madmum Connections: 1

-2 Spans
- |

Historical Calls

Live Calls

One example of how this interface is used: a Third Party Automatic Call
Distribution application integrates with the OAISYS to attach ACD
information to the call recordings.

CONFIGURATION SETTINGS
Listening Port

Enter the number of the port that is opened up on the OAISYS
system that gets the information from the third party application.

Secure Listening Port

Enter the number of the secure port that is opened up on the
OAISYS system.

Maximum Connections

This displays the maximum number of connections for activated
licenses for the OAISYS system.
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Available Connections

This displays the number of open licenses remaining on the

OAISYS system.

RECORDING PORTS

This section is used for general information about your recording

ports.

SETTINGS

A red light indicates a non-operational status, and a green light indicates

ports are connected and working; each section is discussed in further

detail below.

' ™
T\ QAISYS Tracer Management Studic - Logged in as DawnCM - [http://qa-early-user~VAT System Status and Informa_ E@g

) SGL API

EI% Recording Manager
Recording Rules

Call Recording Rule

----- G AfterCall Actions

----- ;;:} Recording Port Settings

..... I% Ports

----- i%# Recording Manager Status
#7 Calls Status
T Device Monitors

(-4 PVD Import
(-l File Streaming
(- [ Alam Service
E]---@ Housekeeping
-5 Coach

all Performance

is3 File View Config Window Help

- Bdension Recording Control

----- ‘E& 3rd. Party Interface Metwork Configuration [

-

Historical Calls

Live Calls

Reports

Admin

- B X

O Working

VAT System Settings

Total Licenses Limited by Hardware
VolIP Ports 4 :
Snoop Ports 0 =

Recording Share  C:\Recordings

Screen Capture Ports |0

VolP Settings
Network VoIP | ShoreTel | Mitel SRC | Microsoft Lync |

Metwork VolP Tap Info

VolP Tap Adapter [Local Area Connection {Intel(R) PRO/1000 PM Network Connection)

O Receiving Metwork Packets (13665 packets per minute)
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RECORDING PORT SETTINGS

Total Licenses

This displays the total number of connected recording ports on the
OAISYS system, and represents the total number of voice port
licenses.

VolP Ports

This displays the total number of VoIP ports your system will use;
this number cannot exceed the total number of licenses.

Snoop Ports

This displays the total number of ports used for Live Monitoring.
These licenses are used dynamically; only one license is used for
each Live Call monitored.

Recording Share
Select or enter the path of your recordings folder.

Screen Capture Ports

This option is only used for a Screen Recording Server; otherwise
this option will be disabled. Select the number of screen recording
licenses to use; this number cannot exceed the number of screen

recording port licenses purchased.

VoIP SETTINGS

Select the tab corresponding to your VolIP tap configuration (if
applicable).

Click Save A click Refresh to ensure changes have been saved
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|PORTS
This displays quick view information for the port including:

1 Port number i Extension
1 Type { Status

This screen is used primarily for information, but you can access the
individual port configuration by double-clicking on any port.

[ /TY QAISYS Tracer Management Studio - E in as DawnCM - i@!qa-eﬁy—usermeord'E Ports Siatu_

E File View Config Window Help - B X

G- SQL API i Pot  Type Ext Status ‘o
29 Recording Managsr 1 BChanrel (P... 75201 [F] RECORD r
=3 &3 Recording Rules 2 B-Channel (P... | T5202 IDLE
""" € Call Recording Rule 3 | B-Channel (P... | T9203 IDLE
_____ é"ﬁerze"”i;’l“j:c‘”d'”g Control 4 | BChamnel (P... | T9204 IDLE -
----- Fi 3rd. Party Interface Network Configuration | 5 B-Channel (P... | T9205 RECORD
..... {54 Recording Port Settings 6 B-Channel (P... | T3206 IDLE
----- [L, Ports 7 BCharnel (F... |T9207 IDLE
----- [ Pott 2 BChannel (F... | T9208 IDLE L
""" @; g:::spm 3 |BChamnel (P... | T9209
_____ {53 Recording Manager Status 10 |BChannel (P... | T9210
..... oy Calls Status 1 B-Channel (P... | T9211
..... 12 |BChamnel (P... | T9212

,,,,,,,,, 13 B-Channel (P... | T9213
14 B-Channel (P... | T9214
15 B-Channel (P... | T9215
16 B-Channel (P... | T9216
17 B-Channel (P... | T9217
18 B-Channel (P... | T9218
13 B-Channel (P... | T9213
20 B-Channel (P... | T9220

L N Lin_ | Tann

OO0 eO00
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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 box to allow the
port to record. Enter the trunk number for the port and the VolP board IP
address or MAC 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.

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 basis.

CTI Monitor
Check this box if the port is CTI enabled.

T\ QAISYS Tracer Management Studic - Logged in as DawnCM - [htlp:!lqa—early‘-usermpor_ [EI&IQ

o' File View Config Window Help - 8 X

Admin
5 Port |1 b RECORD
) SOLAP] ° O
=t Recording Manager Enabled

Recording Rules Port Settings
Call Recording Rule
Extension Recording Control

— Port Type Digital Pri

55 Ater-Call Actions ) Trunk Type B-Channel (PRI/BRI) -
% 3rd. Party Interface Network Configuration | =

ik Recording Port Settings Extension T9201
[ L Ports

% Port = [C] Predictive Dialer Tap

i Spans [7] Dynamic License CTI Meniter
- Capy Ports

{5 Recording Manager Status
@ Calls Status

- Device Monitors

[ Yol W
I
Historical Calls

Live Calls
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| SPANS

Spans are used to allow configuration of OAISYS voice boards, and
modify encoding, framing, and signaling details.

Im OAISYS Tracer Management Studio - Logged i http://qa-early-user~5Spans]

’ ot File View Config Window Help

:

pans
i) SQLARI -
B% Recording Manager Il Drag & column header here to group by that column

Recording Rules
€ Call Recording Rule .| FCI Slot First Port | Last Pot | O...| Status

T Bdension Recording Contral
-G Ater-Call Actions
EE 3rd. Party Inteface Network Corfiguration | =
%4 Recording Port Settings
I% Ports 4

L} Port
Span Inf
5 Spans HED

j Copy Ports Span 0
%4 Recording Manager Status Signalling Encoding Framing

@ Calls Status & % @
® T ® @ ESF

- Device Monitors - oA ~
G e @ FRI @ BB8ZS ) D4

Blink LEDs on Span Connector for ldentification

OAISYS Administration Guide 52



)
fOAIS YS

|COPY PORTS

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

Using the drop down list, select the port to copy from A select one or
more ports to copy to A click Copy

[ T\ QAISYS Tracer Management Studio - Logged in as Da

oc! File View Config Window Help

| 42 SGLAPI o~
EI--% Recording Manager
(=) Recording Rules

- Cal Recording Rule

i % Bxtension Recording Cortrol
-G After-Call Actions

EE 3rd. Party Interface Network Configuration  |=

%} Recording Port Settings

@ Calls Status
@ Dewce Manitars

oo )
-8 x

Copy From Port
14 -
Po. |Ty.. Bt | En.. | Trunk | AniBef. | An/Dni. | Be. [TapID IP Adc
14 B 19214 ¥ BChamnel(.
4 n ] 3
Copy To Ports

Il Drag a column header here to group by that column

Po. | Ty.
1]

2 B

3 B, TH203 B-Channel (.

4 B T3 B-Channel (.

5 B T9205 BChannel

6 B TI206 BChannel (. [ =[]

7B, TI207 B-Channel (.

§ B Ta208 BChamnel (. [[] =[]

9 B.. T®09 [ BChamnel(.

10 B-. T9210 B-Channel (.. -

-

Also Copy Computed Extension
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| RECORDING MANAGER STATUS

This screen provides status information about the OAISYS recording
solution including the operating status of:

1 OAISYS server 1 SMDR port
1 CTllink 9 ALI Service
1 SMDR service i ALI Port

A green light indicates the service is operational. A red light indicates the
service is not operating. A non-lit button indicates the service is not

applicable.

;;:} File View Config Window Help

[-) SGL API

B% Recording Manager

=) Recording Rules

[ ° Call Recording Rule

,:;} Recording Manager Status
&5 Calls Status
T Device Monitors

----- & ACD Groups

-4 PVD Import
(-l File Streaming
[~ l Alam Service
E]---@ Housekeeping
% Coach

all Performance
{E Network Corfiguration
Full Text Recover
+-{3) Lists and Other Resources

Historical Calls

-

=

' ™
T QAISYS Tracer Management Studio - Logged in as DawnCM - [http://qa-early-user~Recording Manager Sialus_él&lg

x

Status And Configuration
Connection Operating Status

Server: O Normal

. T Extension Recording Control CTI Link: O Operating
----- G AfterCall Actions
----- {& Ird. Party Interface Metwork Corfiguration SMDR Service: O Disabled
----- {54 Recording Port Settings
SMDRPort: ()  Disabled

AllService: (()  Disabled

AllPort: ()

PBX Integration By Extension:

Disabled

) None
@ CTILink
) SMDR Link
PBX Integration By Matching Logic:
@ None
(©) SMOR Link

[] Collect device-state transitions

Database:

Live Calls

PBX Housekeeping:

Housekeeping Time: | 12:00 AWM -

CTl Monitoring Mode:
@) All Tapped calls (Recommended)

[] ALl integration

ping Time: (12004 | Reload Rules:

Account Code Type

@ Global @) Local

NOTE: The options used are determined by your system configuration.

For example: A system will not have both a CTI link and a SMDR link.
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PBX INTEGRATION BY EXTENSION

This indicates where the OAISYS system is getting the extension
information (when available). The available options are:

1 None 1 SMDR
1 CTI

CTlI MONITORING MODE

This indicates the calls that should be monitored by CTI. Itis
recommended that fall tapped callsois selected. However, you may
choose to monitor both tapped and untapped calls.

PBX INTEGRATION VIA MATCHING LOGIC

This indicates if the SMDR Matching Logic is used to attach extension
information to calls recorded on SIP Trunks.

ALI INTEGRATION
This check box indicates the use of ALI integration.

DATABASE HOUSEKEEPING TIME

This shows the time the database settings for staging and purging are run.
It is best to select a time when the system is not busy with recording calls.

RELOAD RULES

This button will reload the rules such as recording rules and after call
actions immediately, rather than waiting until the pre-scheduled time for
general Housekeeping and Database tasks.

PBX HOUSEKEEPING TIME
This shows the time the PBX settings for staging and purging are run.

ACCOUNT CODE TYPE

This option dictates if permissions are enabled for calls on a Global or
Local level.
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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:

1 Date and Time of call i Call direction

1 Port used to record the call 1 GUID (unigue identifier)
1 State of the call

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

g N
T\ QAISYS Tracer Management Studio - Logged in as DawnCM - [hitpi/qa-early-user~Calls _ [F=

#% File View Config Window Help

=% Recording Manager .
E-2) Recording Rules
i i Call Recording Rule
@ Exension Recording Contral
-Gy AfterCall Actions
f 3rd. Party Interface Network Configuration |
~{%h Recording Port Settings
|-y Ports
|7 Port

S
% Cz:;sPons Time{ms) | Key | Value = | Source

-{% Resording Manzger Status L4 -4 “PWVDCALLGUID | 536daff3-7bb4-4874-Bde... ( CTI
&5 Calls Status L4 ~“CHDBGUID 536daff-Thb4-4874-84e . : CTI
2 Device Manitors - 373 ~RECFNAME ' C:\Recordings\03%09\0... :CTI

Ss ACD Groups

-[Z] VAT Status

| Guid
136474b2codd-deab-, . |

m

- 1022 Talking
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‘ DEVICE MONITORS

This screen displays information about each recording port as well as
provides a count for the total devices.

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

—— B
T\ QAISYS Tracer Management Studio - Logged in as DawnCM - [hitpy//qa-early-user~Device Monilors_lglﬂg
? - Heages

T File View Config Window Help - 8 x
® o
=-3§ Recording Manager # [ vaT Port | Extension | Cross Refere... = | Status | Alam .
E‘@ gcording Fules 2003 043 Active Active B
Call Recording Rule -
8 G s e e 1=
ef- ons
{g 3rd. Party Interface Network Corfiguration 2L L5 ST b
,;:} Recording Port Settings ! Ta201 047 Ative M!\ra
I% Ports 2 T9202 48 Active Active
| Pott =l E T9203 049 Active Active
A0 Spans 4 T5204 050 Active Active
™ Copy Ports 5 T9205 051 Active Active
-5} Recording Manager Status [ T9206 052 Active PActive =
-4 Cals Status 7 T9207 053 Active Active
T Device Monitors 8 T5208 054 Active Active
%, ACD Groups 9 Ta209 055 Active Active
-2 VAT Status 10 T9210 056 Active Active
i I;Effﬁ"ﬁﬂ'—"g B} Ta311 057 Active Active
I — | 12 T9212 058 Active Active
Historical Calls 13 T9213 059 Active Active
14 T9214 060 Active Active
Live Calls 15 T5215 061 Active Active
16 T9216 62 Active Active L
Reports 17 TS217 063 Active Active
18 T9218 64 Active Active
Admin 15 T5215 065 Active Active
20 T9220 066 Active Active
Skl T9221 067 Active Active -
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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 (humber) 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.
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