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OVERVIEW

This document serves as a User Guide for the OAISYS recording solutions; Tracer and
Talkument, version 7.1. The features described in this document apply to Knowledge
Workers, Call Agents, and Call Managers.

The following features are Tracer only features and are not available with Talkument:

Reports

Evaluations (including Live Evaluations)
Work Queues

Coaching

Live Calls

= =4 =4 -4 N

Tracer is OAI SYSO professionalandisdesgmedtot i on mar
provide organizations with greater insight into their phone-based interactions and, as a
result, more efficient management of their overall business operations.

Tracer | everages OAI SYS Portable Voice Docume
advanced contact center management features, including customizable employee

performance evaluations, live and automatic call monitoring, quality and resource

utilization reporting and synchronized desktop screen recording capabilities.

Using the OAISYS Tracer contact center recording and quality assurance solution, call
recordings across the enterprise become a vital part of developing effective compliance,
process, and risk management programs. Tracer call monitoring functionality ensures
phone-based interactions are readily available for handling disputes and verifying
transactions.

OAISYS Management Studio User Guide ~ Version 7.1 4
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FEATURES AND BENEFITS

OAISYS Tracer contact center management software provides robust,
enterprise-class call recording capabilities and quality assurance functionality,
including:

EASE OF TRAINING: Hi ghl i ght agent saknesses usiagiagtiah s

calls and improve their performance through real-world examples.

LIVE CALL MONITORING: Listen to calls as they happen and coach agents in
real-time through instant messaging, reducing the need for follow-up later.

LIABILITY PROTECTION: Put your business in the

comes to compliance issues or dispute resolution by keeping recorded archives

of calls eliminating fihe said/ she saidbo

ACTIVITY REPORTING: Tr acer 6s reporting and scor.i

guantifiably tell you who your star performers are, and who needs extra help in
realizing their potential.

SECURITY: Ensures recording integrity through digital watermarking.
Permission settings dictate which calls the users can access.

SEARCH CAPABILITY: Calls are easily found using any number of search
criteria, including: telephone number, account codes, date or time of call and any
customized field tags you create, such as, &Abusive Callerbor Agree to Pay.6

INCIDENT RECONSTRUCTION: Allows managers and other authorized
personnel to play up to eight recordings simultaneously. Multiple calls
associated with a single incident can be bundled together for ease of playback
and information retrieval. Each recording has variable speed, volume and
balance controls, ensuring the accurate capture of critical information.

AUTOMATIC LOCATION INFORMATION INTEGRATION (ALI): ALlis
commonly used in Public Safety to identify where someone is calling from; it
provides a physical address that corresponds with a phone number. This
information is integrated into the OAISYS solution and displayed as a street
address and/or longitude/latitude coordinates. In addition, the address and/or
location are searchable components to provide insight for compilation of
statistical data for trend evaluation.

OAISYS Management Studio User Guide ~ Version 7.1 5
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Tracer was created to address the needs of the small, medium, and enterprise
sized call centers, making it the ideal call center recording and quality assurance

solution.
- =
T DAISYS Tracer Ma nt Studio - Logged in as [EES N
File View Config Help
Histoncal Calls All Calls | Can View
=5 My Folders ® & 1-500f120412 © < Find
© -4 Calls | Shared
2%, Calls Shared To Me (0} [ ol ok | Customer Levels Extension StartDate/Tme - | ACD Agent Coordinates Call Direction
{3 My Calls =] 1041 9/7/2011 11:59:45 AM Outbound | £
{3 All Calls | Can View =] 2501 9/7/2011 11:59:1...
g ::: ;"'d: - = T9201 9/7/2011 11:59:1... Inbound
23l olders
Work O Folders =] T9221 9/7/2011 11:58:3... Outbound
- Folders Shared To Me = 1606 9/7/2011 11:58:2... Inbound
=] T9201 9/7/2011 11:58:0... s i
= T9222 9/7/2011 11:57:4... Outbound
-
< m | T o i 3

Selected Call: Outside Number: (800) 746-4352 Date: 9/7/2011 Start Time: 11:59 AM Duration: 0:11

— Detailed View Displayed Sections -

@ 0488 RR /2

# Details At Time: 11:59:51 AM  f]o00 0:01 0:02
818007464352

*Ta277
# Outside Parties
818007464352
xT9222

007 0:08 005 010

0 a
| & (300) 745-4352 L2 x1041 =

key: Bl Connected [N Ringing o~
Extensions | ac

Annotations Collapse All || Expand All

Evaluations

| Date Completed

Evaluate

Evaluation Title
Eval - All Calls -1
Call Center CS- ...
Call Center C5- ...

| Employee Descri... | Final Score
XT9222 -
xT9222 -
xT9222 -

| Employee Ext
xT9222
xT9222
xT9222

| Grader
DawnCM
DawnCM
DawnCM

Status

Mot Started
Mot Started
Not Started

OAISYS Management Studio User Guide ~ Version 7.1
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OAISYS CLIENT PC REQUIREMENTS

The OAISYS Client PCs must meet the following requirements:

Operating System Windows XP SP2, Windows 7, Windows
2008

Processor Pentium 4.2.0 GHz or higher

Memory 1+ GB

Hard Drive 20 GB

Video 128+MB Video

OAISYS Management Studio User Guide ~ Version 7.1 7
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ORGANIZATION

MY FOLDERS VIEW

The My Folders expands to display several types of call folders, these include:

M Call Folders
i Call Search Folders
M Calls Shared Folders

1 Work Queue Folders (Tracer
Only)

- N
[ File View Config Help
‘ orical Ca All Ca an Vie
E‘--ﬁg Folders ® & 1-500f120412 © % Find
Calls | Shared
2% Calls Shared To Me (0) ————rrr ! Extension Start Date/Time ~ | ACD Agent Coordinates Call Direction =
£ My Calls 1041 9/7/2011 11:59:45 AM Qutbound @
{3 Al Calls | Can View _ TThe Folder View 2501 9/7/2011 11:56:1...
=9 Call Folders T9201 9/7/2011 11:59:1... Tnbound
g ﬁ:ﬁ?ﬁ;ﬂ:ﬁ:ﬁ T9221 9/7/2011 11:58:3... Outbound
€ Folders Shared To e = 1606 9/7/201111:58:2...
= To201 9/7/2011 11:58:0...
=] T9222 9/7/2011 11:57:4... Outbound
4" 1 | T T - .P

Selected Call: Outside Number: (800) 746-4352

S IPRIHURO O O

Date: 9/7/2011 Start Time: 11:59 AM Duration: 0:11

— Detailed View Displayed Sections - @ 0 40 e a s2
A Details At Time: 11:50:51 AM afJow  Joor Jooz ooz oo+ Joos o o7 Jo0os Joos  |on |ofa
5180074684352
8 J1ooer ~ | | B, (300) 746-4352 L2 x1041
4 Outside Parties
ez 2
xT5222
H ical Call # Extensions
— Annotations Collapse All || Expand All
Live Calls
— Evaluations
Evaluation Title | Grader | Employes Ext | Employee Descri Final Score Status
Admin Eval - All Calls -1 DawnCM xT8222 xT9222 Not Started - o
Call Center CS - DawnCM xT8222 xT8222 Not Started D
2 ([l call Center CS - ... DawnCM xT9222 xT9222 Mot Started - 2
— — — — —
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A plus sign indicates the folder can be expanded to display the folders under the
Call Folders, Call Search Folders, or Call Shared Folders.

Histonical Calls
BRET i Focen)

----- L Calls | Shared
----- @,, Calls Shared To Me (11)

) My Calls
i) Al Calls | Can View
Call Folders
Q Call Search Folders
g Wark Queue Folders
#-% Folders Shared To Me

| DEFAULT FOLDERS

Each user has a set of default personal foldersunder t he headi ng 0 My
These folders include:

1 Calls | Shared 1 AllCalls I Can View
9 Calls Shared To Me (or Inbox) 91 Call Folders
1 My Calls 9 Call Search Folders

Some users may also have the following folders:

o Work Queue Folders
o Report Drill Down Folders

OAISYS Management Studio User Guide ~ Version 7.1
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To change the folder display
Go to View A Show/Hide Folders

r B
o Show/Hide Folders [t

Show these folders: Do not show these folders:
[E Al Calls | Can View an = Work Queue Folders
£5Call Folders
I |E9Call Search Folders I

% Calls | Shared

| Okay | [ Cance

OAISYS Management Studio User Guide ~ Version 7.1

10



fOAIS YS

|CALLS SHARED TO ME (INBOX)

The Calls Sharedto Meisthei nbox default folder that app
application. This is a static folder, which means it does not have a search criteria

associated with it, and populates with calls that have been distributed to the user.

You cannot drag and drop calls to this folder from another folder. However, you

can drag and drop documents from your inbox to another folder.

CALLS | SHARED

The Calls | Shared folder populates with calls that the user has shared with one
or more users or user groups. This is a dynamic folder, which means it has a
search criteria associated with it, and you cannot drag and drop calls to this
folder from another folder. However, you can drag and drop calls from your Calls
| Shared folder to another folder.

MY CALLS

The My Calls is a dynamic default folder thatappear s i n every wusero0s
and populates with calls that have call data (i.e. - extension or agent ID)

associated with the user. These search criteria cannot be changed. You cannot

drag and drop a call from another folder into your My Calls folder. However, you

can drag a call from your My Calls folder into one of your static folders.

NOTE: The call will remain in your My Calls folder as well as the folder you
placed it in.

[ALL CALLS | CAN VIEW

The All Calls | Can Viewisadynamicdef aul t f ol der that appeal
application interface. Calls are populated based on user permissions. You

cannot drag and drop calls into this folder. However, you can drag and drop calls

from your All Calls | Can View folder into one of your static folders.

NOTE: The call will remain in the All Calls | Can View folder as well as the
destination folder.

OAISYS Management Studio User Guide ~ Version 7.1 11
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|CALL FOLDERS

Every user will have Call Folders in their application. Call folders are static user
created folders. The user can add and remove calls from any other folder and
put them in a call folder.

To create a new call folder
Highlight <Call Folders>

Right-click A select <New Folder>

File  View Config Help

Histoncal Calls

= JWOﬁ(“
) Te
¢ Folders S

A folder will appear under your Calls Folder called dNew Folder.6 Name your new
folder and it will appear with its new name in alphabetical order under your Calls
Folders.

OAISYS Management Studio User Guide ~ Version 7.1 12
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| SEARCH FOLDERS

Call Search folders are dynamic which means each time you select the folder it

will search for calls that meet the criteria or condition that you have set for that

folder . Permi ssions set by the Administra
search folders.

NOTE: You cannot place calls into a search folder by dragging and dropping.
However, you can drag and drop calls from a search folder into one of your static
personal folders.

Search folders can be distinguished from call folders by their unique icon:

=45 Search Folders
5] Agent 95 Call:
@ Client 8EC
{5 Custorner Service

To create a new search folder
Highlight <Search Folders>
Right-click A select <New Folder>

L_Jf__._’ Iy FUIde s J L3
{5 Calls | Shared
% Calls Shared To Me (11)
-4} Report Drill-Down
.@ My Calls
-4 Al Calls | Can View
k- Call Folders
¥ Cal Sescch Py
L.j, Add On 5 Mew Folder...
L'j’ Add on 53 Delete
[ srs
[ Work Queue Rename
[ % Folders Shared Td A
Share Folder...

OAISYS Management Studio User Guide ~ Version 7.1 13
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The following window will be displayed:

“T* Create a new Search Folder E
Falder Name: Search Type
| |Bu-: -
Search Sting
| okey || Coneel |

Enter a name for your new search folder. Using the Search Type drop-down list,
choose Basic, Advanced, or Call Filter. (Please see the section on Searches for
more information.)

For a basic search
Enter your search string A click Okay

Your new search folder will appear beneath your Search Folders. Each time you
select this folder a search will be performed and all the documents that meet your
criteria will appear in the folder.

Use the Refresh button to execute the search and refresh your search folder.

e
€3 My Folders B3 1-500t6752 ©
4 Calls | Shared -
% Calls Shared To Me (11) B Cal Cwre,..  Cuwrabon Cutmde Mumber Cal Recorded
i} Fieport Dril-Dawn =T eIl ettty Inbound 04 (770] 945-6887  Yes
I My Calls i =122 Refreghy: am Inbound 4:56 770) 945-68EF  Yes
= gf:;d' Can View o N/ 22/ 2011 9:25:34 AM Inbound  3:33 303) 656-3335  Ves
I+ L] b
j Cal Search Folders — Inbound (=36 (207) 583-8244  Yes
73 Add On Sales o 2/21/2011 22250 PH Inbound  0:39 (207) 582-8244  Yes
3 Add on sales ready for expod | 2/21/2011 1:4%:30 PH Inbound  7:47 {919) B65-2030  Yes
e B 1 2/21/2011 114144 AM  Inbound  20:50 207] 582-8344  Yes
15§ Work Queue Folders L 2213011 11:3248 AH  Inbound  6:48 (207) 582-8244  Yes
%k Folders Shared To Me 1 2/21/2011 B:35:42 AM Inbound  1:11 (713) 462-0977  Yes
| 2/1B/2011 2:29:02 PH Inbound  10:09 {954) 725-5028  Yes
1 2/1B/2011 12:28:48 PM  Outbow.. 517 B00] 746-4352  Yes
4 218/2011 12:15:10 PM Inbound  1:50 (530) 345-2835  Yes

OAISYS Management Studio User Guide ~ Version 7.1
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FOLDERS SHARED TO ME (NETWORK FOLDERS)

A usero6s abil ity t odetermireed ltyéhe pemessioasdssetbyo | der s
the Administrator. A shared folder is a folder you create that allows others to
view the calls in that folder.

For example: You may have a collectionofcalls youdd | i ke to share
salesteam. Youcancreatea f ol der <call ed O0Sales Teamd ¢
users under your Sales Team user group. E

your sales team to review; you can drag and drop it into the specified shared
folder. Shared folders are dynamic folders.

To create a new shared folder
Highlight the folder you want to share
Right-click A select <Share Folder>

Historical Calls

=+ My Folders

----- 4 Calls | Shared
----- % Calls Shared To Me (11)
----- _1| Repart Dnll-Diown

..... =) My Calls

----- 1 Al Calls | Can View

- Call Folders

== Call Search Folders

L-E Special Req Mew Folder
- Work Queue Fo
-1 Folders Shared To N

o EEE D S
MMM MR D

ml

Delete

Rename

Edit Folder...

Share Folder... (| 'i

Select the users/user groups to share the folder with, and it will appear under the
Shared Folders of the selected users/user groups. The name of the user who
shared the folder will also appear under the Shared Folders.

OAISYS Management Studio User Guide ~ Version 7.1 15
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Each time you select a folder and right-click on it you will see the following options:

1 New Folder i Edit Folder
M1 Delete i Share Folder
f Rename

Some of the options may be greyed out. This means you do not have permission to
access the option or that the option is not available for the selected folder.

DELETE

You cannot delete your Inbox, Shared Calls, My Calls, or All Calls | Can View
folders. If you have permission to delete enabled, you can delete a user created
call folder, a user created search folder, or a user created shared folder.

RENAME

You cannot rename your Inbox, Shared Calls, My Calls, or All Calls folders. If
you have permission to rename enabled, you can rename a user created call
folder, a user created search folder, or a user created shared folder.

EDIT FOLDER

If you have permission to edit enabled, you can edit a user created search folder
or a network folder. You cannot edit your Inbox, Shared Calls, My Calls, All Calls
| Can View folders, or a user created call folder.

NOTE: Editing a search folder changes the search criteria for the search folder,
and editing a shared folder changes the share conditions of the folder.

SHARE FOLDER

You can share your Calls | Shared, My Calls, or All Calls | Can View folders. If
you have permission to share documents enabled, you can share a Call Folder, a
Search Folder, your Calls Shared to Me Folder, your My Calls Folder, and your
Alls Calls | Can View Folder.

OAISYS Management Studio User Guide ~ Version 7.1 16



<>
fOAIS YS

y ANNOTATIONS

Annotations are comments that are added to a call recording, and aid in identifying key

information about calls. Annotations have a starting point, an ending point, an author, a
subject, and text.

, ,

File View Config Help

Histonical Calls All Calls | Can View
=9 My Folders & 1-500f120414 © (2 Find |
{5 Calls | Shared
%, Calls Shared To Me (0) [E o o | Customer Levels Extension Start Date/Time ACD Agent Coordinates Call Direction +
{3 My Calls (=] - T9201 - 9/7/2011 12:04:39PM Inbound
{3 All Calls | Can View =] [ e - - Outbound
= — —— Inbound
: Work Queue Folders = bz Danbl Inbound
- Folders Shared To Me = Start Time  0:00:00.003 End Time  0:00:00.003 . Outbound
[e=] Inbound
= oz Inbound
g Text - -

»

rt Time: 12:04 PM Duration: 0:42

g 038’ 2

o3 0:35 040 a

{ Collapse All || Expand All ]

View || Evaluate

Evaluation Title | Grader | Employee Ext | Employee Descri... | Final Score Status | Date Completed
Eval - All Calls -1 DawnCM xTS201 *T8201 - Not Started
Call Center CS- ... DawnCM xTE201 xT9201 - Mot Started
Call Center C5- ... DawnCM *TS201 *T5201 - Not Started

A user with permissions enabled can annotate an entire call, or any part of a call. The
ability to Add, Edit, and/or Delete annotations is permissions based. By default, a user
will have the ability to annotate all of the calls that appear in their My Calls folder. There
are no limitations on the number of annotations a voice document can have. Part of the
power of the OAISYS Client is the ability to conduct a search based on text entered as

an annotation. (For more information on permissions and permission lists, refer to the
OAISYS Administrative Guide.)

OAISYS Management Studio User Guide ~ Version 7.1 17
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VIEW ANNOTATIONS

There are several ways to identify if annotations are associated with a call:

1 From the Visualization window you can identify annotations by the date, time
stamp, and author next to the annotation icon.

1 From the Detailed View you can identify annotations under the Annotations
section. A checkmark in the box beside Annotations must be selected to display
annotations. The annotations appear as a yellow bar on the timeline in the place
in the call where the annotation was entered.

1 Expand the Annotations panel. Highlight an annotation on the left to see the
Author, Start Time, End Time, Subject, and Text on the left.

& Call Visualization Details 9i=1/c3]
Selected Call: Outside Number: (503) 223-5008 Date: 9/24/2009 Start Time: 11:31 AM Duration: 1:47
Q2 bhiHEMPOD

— lD!spIa,ve-dSecﬂolls- & A a'”%@%% 2
# Details At Ti.. oan 0-50 - P : a

2:00 030 40 1:00 1:10 30 40
3 xoess ﬁ: f—
i“m; L) Sep. 24, 11:43.05 am by Linda
X -
: “¥3 1025 - Suesse, Vern

£ sep. 2.
@2 x1025 - Suessg, Vern
@3 %2501 - AA-Main Greeting
2 Outside Par... |Kev. [B Connected [ Ringing [ | Haiding Annotation
& xp4285

| €

# Extensions

e x|
eeso. | R

@™ x1025..

# Annotations
@

— Aluuﬂdims@ Collapse Al ] Expand all
# |Linda Sep. 24 11:42:05 am Address 0c15 - 1:02

The address is 1234 Apple Court
4+ BEvaluations

OAISYS Management Studio User Guide ~ Version 7.1 18
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ADD OR INSERT AN ANNOTATION

1. From the call list view, highlight the desired call. The highlighted record will
load in the Call Visualization area.

2. Click on the highlighted call to open the Call Visualization details.

3. Use your mouse to highlight an entire call or just a section of a call.

4. Click the Insert Annotation button as shown below.

Selected Call: Outside Number: (503) 223-5008 Date: 9/24/2009 Start Time: 11:31 AM  Duration: f 4

| A i
-2 R IDIH#EN O LH nsert Annotation

- B Displayed Sections = o 0 3 e Q?Q = -ﬁ
% Details At Th.. | °%° 30 120 230 b:50 1:00 1:10 1:20 1:30 140 ~
e —— -~
8 x04265 L) Sep. 24, 11:42:05 am by Linda

¥ %1025 - Shesse, Vern

,_j Sep. 2.
- @R %1025 - Suesse, Vermn v

@™ x1025-... ‘ ‘ {

5. This will open the Create Annotation box. The author field will populate the
name of the user logged into the system. The start time and end time will
automatically be filled out according to the highlighted section of the call.

6. Enter a subject for the annotationA enter text for the annotationA click Save
to save the information

NOTE: You must enter either a subject or text or both. You cannot leave both
the subject and the text blank.

- w e -_——

Authar DawnCM

Start Time  0:00:00.003 End Time  0:00:00.003

Subject Address

Text 1234 E. Main Street
Arytown, US 98765

OAISYS Management Studio User Guide ~ Version 7.1 19
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Another way to annotate a call is to highlight the section of the call that you want
to annotate and click Add in the Annotation section.

Selected Call: Outside Number: Unknown Date: 9/12/2011 Start Time: 8:51 AM  Duration: 4:05
— Detailed View Displayed Sections - & 3 4 2 Faa 2
2 Details At Time: 8:55:38 AM DJZ':’:' 030 1 :':*:! 1:30 2:00 .2:3'3 3:00 330 40 u
x304% - SRSuser2
e use L g2 %3048 ; SRSuser2
# Extensions Key: [ Connected -
# xi0is- srsuser — ]
— Annotations Collapse Al |[ Expand Al | %
— Evaluations View || Evaluate
Evaluation Title Grader Employee Ext Employee Descri... | Final Score Status | Date Completed
Eval - All Calls -1 DawnCM %3045 SRSuser? (x3049) - Mot Started - &

NOTE: If you do not highlight a section of a call and you click Add then the
annotation will apply only to that specific point in the call.

OAISYS Management Studio User Guide ~ Version 7.1 20



22 :
ZOAISYS

EDIT AN ANNOTATION

Highlight the annotation you wish to edit in the Annotation pane A right-click and
select Edit Annotation.

This will open up the Edit Annotation box. Make desired changes and click Save.

— Annotations [ collapse Al |[ Expand Al | Add
# | DawnCM 9212011 92916 AM Disagreement 110-2:31
This isthe place in the call thatthe customer disagrees with - -
| Edit Annotaticn... |
View Annotation...
— Evaluations . View || Evaluate
Delete Annotation
Evaluation Title Grader Employee Ext | Em Stitus \ | Date Completed
Ewal - All Calls -1 DawnCM x3049 SRSuser? (x30498) - No{&arted 5 - -
LGall Center 5 _ DiawnChi X045 SRSuserd? (k3045 Mot Starte -

' T

Author DawnCM

Start Time 0:01:10.7383 End Time 0:02:31.104

Subject Disagreement

Teut This is the place in the call that the customer disagrees »
with our Agert |

NOTE: You can only edit an annotation if you have proper permissions.

OAISYS Management Studio User Guide ~ Version 7.1 21



22 @
- ?A ISYS

j

DELETE AN ANNOTATION

From the annotation pane, highlight the annotation you want to delete A right-click
and select Delete Annotation

A confirmation dialog box will appear.

Click d&resodto confirm or dNodto deny the deletion.

Deletion Confirmatio

NOTE: You can only delete an annotation if you have proper permissions enabled.
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SEARCH FOR AN ANNOTATION

Annotations can be searched according to the Subject of the annotation, the Text
within the annotation, by Author, according to Date/Time, or a Date/Time range.
Both Basic and Advanced searches can be performed on annotations.

Basic Search: Enter the text string for the subject or the text within the
annotation A click Enter or Search

All Calls | Can View

® @ 1-500f123942 © | Searchfor Webinar Clear
E vk g | customer Levels Extension Start Date /Time ACD Agent Coordinates Call Direction =
= 2506 9/12/2011 9:50:2... Inbound |=|
= T9223 9/12/2011 9:48:5... Outbound

Basic searches execute the search on all fields available.

For example: If you want to search for an annotation with a subject of fAddresso
as shown above, a basic search would return results for all calls with fAddressoin
any field. If there were a call with the outside name of fAddressofor example,
this too would match your Basic search criteria. For more information on
Searches, please refer to that section of the documentation.
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Advanced Search: An advanced search can be done based on the criteria of
either the subject of the annotation or the text content of the annotation.

All Calls | Can View

@ W 1-2of2d o2 Search for: Search || Clear | Adv . Find ]
Advanced Search % ]
Field [ anmotation Text v @ =- q;j Search Criteria
Condition ’Cnrrtains Phrase v] ------ L& Annctation Text Contains Phrase "Webinar"
Walue: Webinar o
o
5 [
E vk g  customer Levels Extension Start DateTime ACD Agent Coordinates Call Direction *
= 2508 8/22/2011 6:19:27 AM Inbound
£ 1019 8/11f2011 9:01:07 AM Outbound
| inia /103N 11-54- futhannd
1| 1} 2

If you select Annotation Subject or Annotation Textfrom t he dr op down
have the following condition options:

1 Exactly Matches 1 Contains Word

1 Contains 1 Contains Phrase
1 Starts With 1 Starts in Word

1 Ends With

Once you select a condition you must enter a value.
For more information on Advanced Searches refer to the documentation on
Searches.
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ANNOTATION VIEW

To display the annotation view from the OAISYS client, click the double arrows.

Use the Expand and Collapse buttons to display or conceal the contents of the
annotations. The Author, Created date and time are displayed. If the
annotations are collapsed, the information is not displayed.

nnotations
{7) 9/14/2000 8:44:24 AM by Sy... | %]

) 91412009 5:49:05 AM by Sy...
) 1112002000 B:54:47 AM by ...

NOTE: You can individually select annotation text to be displayed by clicking on
the annotation itself.

SYSTEM ANNOTATIONS

System annotations are added by the OAISYS system, and will display with the
aut hor a s Dhés8 gneotatons provide information regarding why a
recording was started or stopped. The user can toggle the display of System
Annotations by setting the option in the Configuration option from the menu bar.

Go to Configuration A Preferences A View tab
By default, the system annotations are not displayed.

| Auto Monitor | Live Calls | Historical Calls | View | Custom Buttons |

{ [] Show system annotations b}
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|CALL VIEW

The Call View is a visual representation of a call. It includes:

Information bar

Playback controls

Slider and Hover Ball

Start and End Times of the call

Call transitions

Extensions and Outside Parties involved with the call
Annotations

=A =4 =4 -4 -4 -4 -4 -9

Visual indication if a user does not have permission to certain parts of a
call

==

Visual indication for desktop video if Desktop Screen Recording is being
used

Each of these is explored in more detail below.

, ,

File View Config Help

Histonical Calls All Calls | Can View

[=-£5 My Folders ® 3 1-10f1 © Search for: Webinar Search || Clear || Adv. Find [ Find ]
"9 Calls | Shared
‘ @ Calls Shared To Me (0) D m& @ Customer Levels Extension Start Date,/Time ACD Agent Coordinates Call Direction
; L3 My Calls a 1019 8/11/2011 9:01:07 AM Outbound
{2 Al Calls | Can View ] T +
(59 Call Folders
ﬁ Call Search Folders Selected Call: Outside Number: (800) 746-4352 Date: 8/11/2011 Start Time: 9:01 AM Duration: 8:55
5 o S bhiHaRod o
%) Folders Shared To Me
— Detailed View Displayed Sections - & 0 4% Fa a2
2 Details At Time: 9:01:12 AM 0:00 1:00 2:00 300 [] [#00 5:00 600 700 8:00 -
500) 746-4352
3 ;ng}zo Lg2 %1019 - Dawn [ D) 12/2011 9:57:54 Al by DawnCM
& x101% - Dawn &(300) T48-4352 D S7i2011 12:14:49 PM by DawnCM

#2x1019- Dawn

% Outside Parties ey [ Connected [T Ringing || Anootation -
8 T ™ e ]
=T8220
# Extensions
# Annotations
) 501t 121549 Pt by Dawnci I —

[0) 91212011 9:57:54 AM by DawnCM [ |

Annotations Collapse All |[ Expand Al [ add |

¥ | DawnCM S72011 12:14:48 PM Cloud Webinar 2:04- 501
¥ | DawnCM 8/12/2011 9:57:54 AM Avaya 3:35-T.09
I
— Evaluations View || Evaluate
Live Calls Evaluation Title Grader Employee Ext Employee Descri. | Final Score Status | Date Completed
Eval - All Calls -1 DawnCM xT8220 XT8220 = Mot Started = &
T Eval - All Calls -2 DawnCM x1019 Dawn (x1013) - Mot Started - E
Admin Call Center CS- ... DawnCM xT9220 xT9220 - Mot Started
Call Center CS - DawnCM «1019 Dawn (x1019) - Mot Started
s Call Center CS- ... DawnCM xT9220 xT9220 - Mot Started - 52
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INFORMATION BAR
The information bar displays the following information about the selected
document or the current document displayed in the child window:

1 The Calling Number I Start Time
1 Date ¢ Duration of the call

Selected Call: Outside Number: (800) 746-4352 Date: 8/11/2011 Start Time: 9:01 AM Duration: 8:55

HBIoPhATHURO D O E

— Detailed View Displayed Sections - L4 0 Rn @ @ a3

« Details At Time: 9:01:12 AM 0:00 100 200 .00 D 4:00 -\ 8:00 "
3 51@214&4352 L3 %1019 - Dawn VR 9;12&& 19,5754 AM by Dawn G

&, (300) 746-4352 1L1) 97211 12:14:40 Pt by |
#3x1019- Dawn

#* %1019 - Dawn
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DISPLAY

Click the Display icon in the information bar to select the document you want
displayed in the Call View. Your options are:

1 Detailed View

I Annotations

1 Evaluations
At least one of these options must be displayed at all times.

Selected Call: Outside Number: (503) 223-5008 Date: 9/24/2009 Start Time: 11
.

S PREKURD S

. Detailed Yiew ’ Dlsphye(l Sectlons -

V Annokations 0:30 045
V Evaluations LF™ can 24 11
SBp. 249 114

Detailed View: If you select this option, the detailed view of the call is displayed.
The call details include:

1 Call Transitions 1 ACD Groups

1 Outside Parties 1 Annotations

1 Extensions 1 Account Codes
1 ACD Agents 1 Extra Info

Annotations: If you select this option, the Annotations window will be displayed.

It includes:
1 Author I Time Interval
1 Created Date and Time 1 Annotation Text
1 Subject

Evaluations: If you select this option, all evaluations that are associated with
the call will display.
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DETAILED VIEW
The Detailed View section of the OAISYS application displays:

OAISYS Management Studio User Guide ~ Version 7.1
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9 Sections of the call that were and were not recorded
1 Sections of the call that the user does and does not have permission to
listen to
9 Outside parties and extensions
1 ACD agents
1 ACD groups
9 Account codes
9 Extra information
1 Annotations
1 Coaching conversations
1 Time line for the duration of the call
The user can select which of these option
Sectionsd and entering a check mark next
Selected Call: Outside Number: Unknown Date: 10/20/2011 Start Time: 8:07 AM Duration: 4:05
S-o2bRAHUNIS T [ show Desktop |
— Detailed View Displayed Sections ¥ 0 49 e 2
# Details At Time: 8:09:28 AM Outside Parties 3:00 330 40
& x3048 - SRSuser Extensions
ACD Agents -
2 Extensions ACD Groups ~
& %3048 - SRSuser Annotations _
- Account Codes -
4+ Annotations Extra Info
— Evaluations Coaching Conversation W][m
Evaluation Title Grader |Emp|oyeeExt |Emp|nyeeDescri... Final Scaore Status |Date{?-omp|eted
Eval - &ll Calls -1 DawnCM %3043 SRSuser! (x3048) - Mot Started - it |
Call Center CS- ... DawnCM *3043 SRSuser! (x3048) Mot Started |_|
Call Center CS- ... DawnCM *3043 SRSuser! (x3048) Mot Started
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The gray and/or red bar represents the audio. The gray represents audio that
was not recorded or audio that was recorded but the user does not have
permission to listen to.

If the user hovers over the gray part of the bar, the tool tip will inform the user
whether or not there is audio recorded and whether or not the user has
permission to listen to the audio.

The green bar represents desktop video. (The optional OAISYS Screen
Recording Server is required for Desktop Screen Recording.)

The blue hover ball docks to the play cursor and can be dragged across the
gray/red bar to display what happened at that point in time in the call. As the
user moves the hover ball, the information will dynamically change in the left
panel to represent what happened at that point in time.

The user can also choose to dock the hover ball by right-clicking on the hover
ball and selecting <dock hover ball>.

Undock the hover ball by right clicking and selecting <dock hover ball> again.

OAISYS Management Studio User Guide ~ Version 7.1
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| PLAYBACK CONTROLS

The audio playback controls are located in the Detailed View section of the client
application. The controls are used to view the entire call, play the recording, play
the recording in high speed, stop playback of the recording, jump to the
beginning of a call recording, rewind, and fast forward.

B-oPbhBHENROOL T

[T L

Restart

Rename Sections Map
Document Stop Fast
Showi/ Hide Play Fast F{E"q,anDr‘--'“ard Volume
Sections o

Show/Hide Sections i Show and hide sections of the call.
Rename Document 1 Change the name of the document file.
Play 1 Play the recording back in normal speed.

Play High Speed T Play the recording back in fast mode.

Stop T Stop playback of the recording.

Restart T Go back to the beginning of the recording.

Rewind T Rewind playback approximately 12 seconds.

Fast Forward T Fast forward playback approximately 12 seconds.

Skip Held Sections T Automatically skips playback over any duration
when the call was placed on hold.

Volume T Adjust the playback volume.

Mapi Di spl ays the cal | efandaddressmiccaordinaies
are available.
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| CALL DETAILS
The Call Details section of the client application displays:

M Outside Parties and 1 Account codes
extensions

1 ACD agents
1 ACD groups

M Extra information
I Annotations

The user can select which of these option
Sections® and enteri ng ta ocnhse ctkh enyadrdk I ni ekxet

For example: If the user does not want to see where extension 1009 is involved
in the call below, uncheck the box, and the bar next to x1009 will disappear.

Call transitions are represented by different colors. Each call state, and duration
of that state is displayed as a color coded bar. Annotations are represented by a
color bar for the duration of the annotation and at the point in the timeline where
the annotation was entered.

Account codes and extra info are displayed with markers below the color coded
bars.

Selected Call: Outside Number: (502) 273-1341 Date: 9/25/2009 Start Time: 1:34 PM Duration: 0:25
B-2bhkIH@EMOH
— Detailed View J Displayed Sections - 15 @ Fa a2
¥ Details At Time: 0:00.0 L B 0:05 /___‘\Z- 0 0:15 0:20 o2
# Outside Parties kev: [ Connected [N Ringing { [ Holding }|

o %94283
# Extensions

# x1000 - Gregg, o | | | ]
% Extra Info

S SUBJECT =Gold F ]

OAISYS Management Studio User Guide ~ Version 7.1 32




22 @
- JQA ISYS

| ANNOTATIONS

The Annotation section can be used to View, Add, Edit, and Delete annotations.

Please refer to the section on Annotations for more information.

# Annotations
D S72011 12:14:49 PM by DawnCM

D 81272011 9:57:54 AM by DawnCM

EVALUATIONS

The Evaluation section is used to perform evaluations. The user with permission
can export or email the evaluations and share the call.

Evaluations can be performed live, via the Live Calls feature, or on historical

calls.

— FEvaluations @Iuaﬁon ][ Email Evaluation ][ Wiew ][ Evaluate ] Ji
— T T —

Evaluation Title Grader Employee Ext Employee De:-cri...TFinaI Score [ STETE |uateCompIeted

Eval - All Calls -1 DawnCM xT9220 xT9220 5 Completed an2201 100~

Eval - All Calls -2 DawnCM ®1019 Dawn (x1013) - Mot Started |E |

Call Center C5-... DawnCM xT9220 xT9220 - Mot Started m

Call Center CS- ... DawnCM x1018 Drawn (x1019) - Mot Started

Call Center CS- ... DawnCM xT9220 xT9220 - Mot Started - &7

A call can have zero, one, or more evaluations associated with it. The user will
highlight a call in the call list view. If the highlighted call has an evaluation
associated with it, the evaluation will appear under the evaluation summary
section. Highlight the evaluation and click on the Evaluate button. This will
launch an evaluation form.

OAISYS Management Studio User Guide ~ Version 7.1 33



a

OF

54

OAISYS

EVALUATION FORM

An evaluation can have zero, one or more categories with at least one question

per category. A text box is provided at the bottom of each category to add notes
and comments. Use the Finish, Finish Later, or Cancel buttons at the bottom of
the evaluation form to indicate the status of the evaluation.

ra - ™y
Eval - All Calls -2 Ext: xT5201 Grader: DawnCM

Call: Outside Number: (410) 583-43428 Date: 10/14/20117 Start Time: 12:44 PM

B Ca@ KWW

Question 1: Cuestion 1
Rate the agent's overall performance from 1 to 5. (5 being the highest)

Not
Applicable

@

Question 2: Question 2
Do you think the customer was happy with the agent's proposal?

Not
Applicable Fail
@

[ Finish | [ Finish Later | [ Cancel

NOTE: An evaluation score can be modified by the user that completed the evaluation

by selecting the evaluation, clicking Evaluate, make the appropriate changes, and click
Finish. This will update the score accordingly.
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\S Email an evaluation to someone once the evaluation is complete by clicking the
email button as shown below.

Selected Call: Outside Number: (623) 748-9237 Date: 1/14/2011 Start Time: 10:00 AM Duration: 3:33

% Details At Time: 3:27.6 & P {23 | 100 130 | 290 |
FULTON COMMUNL., : : : \
3 ONIS: 3344 xT9201 L axo l auzso1-mn-1.moom L2500
&3 x1003(x0)

- Gregg, Linda

&° x1009 . Gregg, Linda !
% Extensions [t 5 Regeg M Comoncsea_ [ rioung | |

& x2500 |

@™ x2504 . ANN-Cali Blocker

e 0

& x1009(x0) - Gregg, Linda

& x1009 .. Gregg, Linda
e XAN13 - WAt QD StV
— Evaluations

I2x1013 'Watson, Steve

Grader v 5 sCoipti.
Customer Sabisfact . linda Gregg, Linda (100, 45
Eval - &I Calls -2 linda xT9201

Ewval - All Calls -3 linda Gregg. Linda (x100.

oG

This will display the Create and Manage Share box. Email to an external user or
share with another OAISYS client user.

(™) Email and Share Evaluation and Document =
Do not share with:
Name Class Email Address Expires it
&5 (Al Users] User Group (3
&3 [Guest Users] User Group
A3 lsvsadmin] User 5
« m J
Share with:
Name Class Email Address Expires New
Edit
[ Delete
Sharing options
[7] This share will expire on: Fiday . March 04,2011 @~
Allow intemal user{s) to further share the document(s).
Allow the recipient(s) to create, change, and delete their own annotations, based on your pemissions.
Send evaluation email
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Once the eval uat iEgportH vsa Icuantpil cent ée , bvisible oon b e
which allows the export of the evaluation to a specific file location.

Selected Call: Outside Number: (410) 583-4948 Date: 10/14/2011 Start Time: 12:44 PM  Duration: 0:40

-

— Detailed View Displayed Sections - @ o a8 e 2

L_L

# Details At Time: 12:44:30 PM
a MD TEL PRODUCTS (410) 583-49. . Laﬂﬂ}? Lﬂﬂﬂl’i
DMIS: 3344 xTH201 ﬂﬂEﬂD

% x2503 E i Pl vl
# Outside Parties key:  [M Connected [N Ringing [T Hokding
e | —
DNIS: 3344 xT9201

4+ Annotations

— Evaluations Export Evaluation ail Evaluation ][ Wiew ” Evaluate |

Evaluation Title Grader Employee Ext Employee Descri... | Final Score Status | Date Completed
Call Center CS- ... joe xT9201 xT9201 5 Completed 10M 42011 12:...
Eval - &ll Calls -2 DawnCM xTS201 xT5201 - Mot Started -

Call Center CZ- ... DawnCM xT82M xT9201 - Mot Started -
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To export an evaluation

Click the Export Evaluation button A Enter a File Name for your evaluation A
select the desired location for export A click Save

Save As
— e — — - P —
@Uv|@ v Libiarizs » Documeznts » - | $f| | Search Documents o
[ .- ——— e o —
Organize ¥ New folder g== = (7]
- .
' Favorites = Documents_ library Arange by: Folder ~
Bl Desktop Includes: 2 locations
4@ Downloads Name Date modified Type |~
15 Recent Places E
1 L PM 2/18/2011 11:20 AM  File folder N
=5 Libraries 1 .. PRICE LISTS June 2010 12/3/201012:26 PM  File folder |
@ Documents . OneMote Motebooks 9/3/2010 1:59 PM File folder I
J’ Music J Snagit 8/12/2010 917 AM File folder I
[ Pictures @ My Shapes 8/10/2010 12:57 PM  File folder :
E Videos b | . Inter-Tel 8/4/2010 12:50 PM File folder i
. My Google Gadgets 8/3/201011:53 AM File folder f
1% Computer . Add-in Express 8/3/2010 8:38 AM File folder
&. Local Disk (G} = ¢ [ il | ,
File name: Exported Evaluation ‘_—— - I
Save as type: - ]
“ Hide Folders [ Save ] [ Cancel ] I

L = — —= — — et

NOTE: The file will be saved in *.csv format.

Once you click the Save button you will get a message:

r i h

. File Ch\Usershlgregg\ Documents\PMATracer T\Customer Satisfaction
: li Evals\Exported Evaluation.csv does not exist,
Do you want to create it?

: (e I % ]

Click d&resoto save the file A Browse to the saved file to review the content.

Perform a Live Evaluation following the same steps from the Live Calls
application.
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CALL LIST VIEW

The call list view consists of a listing of all calls in a selected folder. Calls can be read
or unread. An unread call is displayed in bold text. You can also distinguish a read call
from an unread call by the icon that appears in the first column of the call list view. The
read icon looks like an opened envelope while the unread call icon looks like a closed
envelope.

All Calls | Can View

i & 1-500f166,758 & C

[ [ ik | Start Date/Time Call Direction Duration Extension Call Recorded
11/9/2011 10:12:43... | Qutbound 4:35 T3221
11/9/2011 10:12:15...  Inbound 1:31

Inbound =
11/9/2011 10:11:... = LCall List View
11/9/2011 10:10:... s

11/9/2011 10:08:.. Inbound -
11/9/2011 10:07:.. Inbound
11/9/2011 10:06:.. Inbound

11/9/2011 10:05:... 4:05 3049 Yes
11/9/2011 10:=n4=.. A-N6 3IN4R Ve

LD D

~{ Kl BiEEE

L

OAISYS Capture: Outside Number: (501) 517-

B-2 Pholiumwad o

Date: 11/9/2011 Start Time: 10:1

— Detailed View BB e 4 # 3 @ Fa
2 Details At Time: 10:13:30 AM [fe-00 0:20 1:00 Z:00
.
g NETWORK SERVICE (501) 617-7... |
DNIS: 3344 xT9206 &, NETWORK SERVICE
# Outside Parties |I¢_e~.'_ B Connected |

) HET WORK "_EF"vILE (801) 517-. D
DMIS: 3344 0

4 xTS206

NOTE: Some columns in the Call List view are editable while some are not.

SORT

Columns can be sorted upon by clicking on the column header. There are up to
four sort orders. After clicking on the first column a number one will appear in

that column. Hold the Control button down and selectthesecond c ol umn
like to sort by.
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CUSTOMIZE

Information about calls appear in table format consisting of rows and columns.

Each row represents an individual call. Each column represents information

about the calls. The order in which the columns appear can be customized by

dragging and dropping the column.

The columns you display in your document list view are customizable per user.

Right-click on the column header A select Field Chooser

All Calls | Can View

D & 101-1500f230338 ©

[= o ok | Start Date/Time Duration
= 8/10/2011 6:49:5... =13
| 8/10/2011 6:46:1... 27:42
ey
= 8/10/2011 6:44:4... 0:14
- 8/10/2011 6:44:0...  0:06

I ——=——"—"1umber C
Sort Ascending
Sort Descending 1
Remove Column 24-7474
Field Chooser
:‘ﬁiE-ZﬂTE Q

Or, from the menu bar, go to View A Field Chooser

View | Config Help

Call-Visualization Panel *
Event Log...
Show/Hide Folders...

Field Chooser... [

NOTE: If a user attempts to move a column and the header disappears from

Freld Chooset

Column Relds:
Modify Annotations? -

Original User

PVD Pathname

RefID

Reshare?

Share-Recipient User
Share-Recipient User Group
Start Time

Subject

WXT Ref ID

m

-

Mote: Drags/Drop desired fields into the
column header at position desired

view, the user can find the column header using Field Chooser.

OAISYS Management Studio User Guide ~ Version 7.1
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|CALL LIST FIELD COLUMNS

Call-Record ID T ID Number of the Call Record

Start Date/Time 7 Date and Time the call started

Duration T The length of time the call lasted from start to finish

Outside Name 7 name of the outside caller for inbound calls if available
Account Code T account code entered during call if applicable

Outside Number i number of caller for inbound/outbound calls if available
Call Direction 1 direction of call, either inbound or outbound

ACD Agent 1 ACD Agent associated with the call

ACD Group 7 ACD Group associated with the call

DNIS/DID T DNIS or DID if available

Extension T last extension involved with the call

Subject T extra info added to call by another OAISYS application

Ref ID T document reference identification number

Start Time T Start time of the call only (does not include date)

Area Code T area code of the inbound or outbound call if available

PVD Pathname 1 location where the PVD is stored

Save Until T date document is tagged as being saved until (default is blank)
Call Recorded i Yes/No indicates whether or not the call was recorded
Call Answered 7 Yes/No indicates whether or not the call was answered

Customizable Call Columns T in addition to the call columns listed above;
custom call columns can be set up in the OAISYS Administrator

NOTE: If there are multiple values associated with a column the last value
entered will be displayed.

For example: If more than one account code is entered during a call, the last
account code that was entered will display in the Account Code column.

Some PBXs do not support all of the information available in call columns.
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REMOVE FROM THIS FOLDER

You can remove a call from a folder if you have permission to do so (permissions
are assigned by the Administrator). When you remove a call from a folder, you
do not delete the call recording. You simply remove the reference to the call
from the selected folder. You cannot remove calls from the Shared Calls, My
Calls, All Calls, or any of Search folders.

@ W 1-30af3 | Search For: Search | Clear | Adw. Find o Find
D ek g | Stark Date/Time Outside Mumber Duration Call Dire... | Subject Outside Mame | Account Code

gf 009 11:10:08 AM | 76
@ Sf18/2009 11:08:52 AM © 766-2286
= 5i18/2009 11:00:00 AM (602} 292-201

Deleke Permanently. ..

Sek Expiration. ..

Sharing 3
Export Selecked Callis) To C3Y File...

Export Enkire Grid To C34 File...

Export Audio ko Disk. ..

— verify Signatures

To remove a call
Select a call A right-click A select <Remove from this Folder>
A confirmation dialog box will appear.

x_;i/ Are you sure wou wish ko remove the selected documents?

OAISYS Management Studio User Guide ~ Version 7.1 41



>

\

\)

ZOAISYS

f\

DELETE PERMANENTLY

You can delete a call from any folder if you have permission to do so
(permissions are assigned by the Administrator). When you delete a call you
delete all references to that call permanently.

To delete a call
Select a call A right-click A select <Delete Permanently>

A confirmation dialog box will appear.

|

] Are you sure you want to permanently delete the selected documents?

Once deleted, there is no way to recover them.

| [ cancel
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You can set the expiration date of a call located in any folder if you have
permission to do so (permissions are assigned by the Administrator).

To set the expiration date of the call
Highlight the call A right-click A select <Set Expiration Date>

Select a date for the call to expire A click on the drop down to select a date from
the calendar.

The default date is set to three monthsf r om t odayés dat e.

' ™
“r PVD Expiration EEREER

Please select the date when this document will expire.
Mondzy . IETEM 23, 2011 @
ok J[ cancd |
| S —
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You can share a call located in any folder if you have permission to do so
(permissions are assigned by the Administrator).

To share the call

Highlight the call A Right-click A select <Sharing> A <Create and Manage
Shares>

The Share Documents window will appear.

Select one or more users/user groups/external users to share the selected call
with, and use the arrow to move them to t

The user class is displayed next to the name. User represents a user with a
client account. A user group represents a group of users set up in the
Administrative client application. An external user is someone outside of the
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