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Overview

Talkument is a Voice Documentation system. A voice document captures a
digital copy of telephone calls for users to comment upon, share and retain.
The Talkument Client application is used to organize, comment upon and
collaborate with others with regards to telephone interactions.
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Talkument Client PC Requirements

The Talkument Client PCs must meet the following requirements:

Minimum Recommended
Operating System Win2000 Pro / XP SP2 or Vista
Server SP4, WinXP
Pro
Processor Celeron or Pentium
4.2.0 GHz+
Memory 512 MB 1+ GB
Hard Drive 20 GB
Optical Drive CD-RW
Video XGA (1024 x 768 or | 128+MB Video
higher)
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The Folder View
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Extensions

The Folder View consists of Personal Folders and Network Folders, or Group
Folders.

A plus sign indicates the folder can be expanded to display the folders under the
Personal Folders or Network Folders.

Perzonal Folders
Metwork, Folders

By default, each user will have a set of Personal Folders. Personal folders
consist of an Inbox, Shared Documents, My Documents, All Documents,
Document Folders, and Search Folders.
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Calls
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Inbox

The inbox is a default folder that appears in every user’s application. The inbox
is populated with documents that have been distributed to the user. You can not
drag and drop documents to this folder from another folder however; you can
drag and drop documents from your inbox to another folder. The inbox is a static
folder. This means it does not have a search criteria associated with it.

Shared Documents

The Shared Documents folder is a default folder that appears in every user’s
application. The Shared Documents folder is populated with documents that the
user has shared with one or more users or user groups. You can not drag and
drop documents to this folder from another folder however; you can drag and
drop documents from your Shared Documents folder to another folder. The
Shared Documents folder is a dynamic folder. This means it has a search
criteria associated with it.

My Documents

This default folder appears in every user’s application. This folder is populated
with documents that have call data such as extension or agent ID associated with
the user. This is a dynamic folder. This means it has a search criteria
associated with it. The search criteria for the My Documents folder is the user’'s
extension or agent ID. This search criterion can not be changed. You can not
drag and drop a document from another folder into your my Documents folder.
You can drag a document from your my Documents into one of your static
folders. The document will remain in your My Documents folder as well as the
folder you placed it in.
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All Documents

This is a default folder that appears in every Talkument user’s application
interface. This folder is populated with all documents the user has permission to.
This is a dynamic folder. You can not drag and drop documents into your All
Documents folder. You can drag and drop documents from your All Documents
folder into one of your static folders. The document will remain in the All
Documents folder as well as the folder you placed it in.

Document Folders

By default every Talkument user will have Document Folders in their application.
Document folders are user created folders. They are static folders. The user
can add and remove documents from any other folder and put them in a
document folder.

To create a new document folder: Highlight <Document Folders>, right click and
select New Folder.

Callz

=] Personal Folders

i"ﬂ Inbox (0]
2] Shared Documnents

i) My Documents
Mew Folder \

i) Al Documents

A folder will appear under your Documents Folder called New Folder. Name
your new folder and click away. Your new folder will appear with its new name in
alphabetical order under your Document Folders.
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Search Folders

Talkument users will be allowed or denied the ability to create search folders
based on their permissions set by the Talkument Administrator. A search folder
is a dynamic folder. This means that each time you select the folder it will
‘search’ for documents that meet the criteria or condition that you have set for
that folder. You can not place documents into a search folder by dragging and
dropping them there however, you can drag and drop documents from a search
folder into one of your static personal folders. Search folders can be
distinguished from document folders by their unique icon:

=2 Search Folders

/1 E.'_-:ﬂ Account 1003
E.'_-:ﬂ phone number zearch

0] Sales
ia) TALkKument

To create a new search folder: highlight <Search Folders>, right click and select
New Folder.

Callz
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1 Shared Documents
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] Document Folders

=
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2] phan
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The following window will be displayed:

O Create a new Search Folder

Folder M ame: Search Type:
Sales| | |Basic v|
Search String:

|Sa|es |

Okay H Cancel ]
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Enter a name for your new search folder. Select Basic or Advanced from the
Search Type drop down. (Please see the section on Searches for more
information.) For a basic search select your search string. 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.
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Network Folders

Talkument users will be allowed or denied the ability to create Network folders
based on their permissions set by the Talkument Administrator.

A network folder is a folder you create that allows others to view the documents
in that folder. In other words, it is a shared folder. For example, you may have a
collection of documents you’d like to share with your sales team. You can create
a folder called Sales Team and share it with your team. Each time you have a
document you’d like your sales team to review; you just drag and drop it into the
specified network folder. Network folders are static folders. They are not
associated with search criteria. A user must manually place a document or
documents in the folder.

To create a new Network Folder: highlight the folder you want to share, right
click and select Share Folder.

Select the user(s) or user group(s) you want to share the folder with. The folder
will now appear as a Network folder under the user(s) or user group(s) Network
Folders. The user whom shared the folder will appear under the Network
Folders, then the folder they shared will appear.
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Folder Maintenance

Each time you select a folder and right click on it you will see the following
options: New Folder, Delete, Rename, Edit Folder, Share Folder. Some of the
options may be grayed out. This means you do not have permission to the
option or that the option is not available for the selected folder.

Delete

You can not delete your Inbox, Shared Documents, My Documents, or All
Documents folders. If you have permission to delete you can delete a user
created document folder, a user created search folder or a user created network
folder.

Rename

You can not rename your Inbox, Shared Documents, My Documents, or All
Documents folders. If you have permission to rename you can rename a user
created document folder, a user created search folder or a user created network
folder.

Edit Folder

If you have permission to edit you can edit a user created search folder or a
network folder. You can not edit your Inbox, Shared Documents, My Documents,
or All Documents folders. You can not edit a user created document folder. By
editing a search folder you are changing the search criteria for the search folder.
By editing a network share folder you are changing the share conditions of the
folder.

Share Folder
You can not share your Shared Documents, My Documents, or All Documents
folders. If you have permission to share a folder you can share a user created
document folder, a user created search folder or a user created network folder.
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Annotations

Annotations are comments that are added to a voice document once a call has
completed. They are post call information to help users identify key information about
calls. Annotations have a starting point, an ending point, an author, a subject and text.

A user with permissions can annotate an entire call, or any part of a call. There are no
limitations on the number of annotations a voice document can have.

Part of the power of Talkument is the ability to search based on text entered as an
annotation.

The ability to annotate a voice document is permissions based. A user may have
permission to Add, Edit and or Delete annotations. By default a user will have the ability
to annotate all of the voice documents that appear in their My Documents folder. The
ability to annotate other voice documents is determined by permissions lists. (For more
information on permission lists, refer to the documentation on permissions.)
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View Annotations

You can identify whether or not a voice document has one or more annotations
associated with it several different ways.

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

2. From the Detailed View you can identify annotations under the Annotations section.
Make sure to enter a checkmark in the box to indicate you'd like to see the
annotations displayed. The annotations appear as a yellow bar on the timeline in the
place in the call where the annotation was entered.

3. Expand the Annotations panel. Highlight an annotation on the left to see the Author,
Start Time, End Time, Subject, and Text on the left.
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Add or Insert an Annotation

Highlight a document in the document list view. The highlighted record will load in the
Call Visualization area, or double click on the highlighted document to open the Call
Visualization details.

Use the blue tracker ball to highlight an entire call or just a section of a call.

Click the Insert Annotation button as shown above. This will open the Create Annotation
box. The author will be filled out with the logged in users name. The start time and end
time will automatically be filled out according to the highlighted section of the call. Enter
a subject for the annotation. Enter text for the annotation. Click Save to save the
information. Note: You must enter either a subject or text or both. You can not leave
both the subject and the text blank.
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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. If you do not highlight a section of a
call and you click Add then the annotation will apply to the entire call.

Edit an Annotation

Highlight the annotation you wish to edit in the Annotation pane. Click Edit. This will
open up the Edit Annotation box. Make desired changes and click Save.

Note: You can only edit an annotation if you have proper permissions. Please refer to
the section on Permissions for more information.

OAISYS Talkument User Guide
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Delete an Annotation

Highlight the annotation you wish to delete in the Annotation pane. Click Delete. A
confirmation dialog box will appear. Click Yes to confirm and No to deny the deletion.

Note: You can only delete an annotation if you have proper permissions. Please refer to
the section on Permissions for more information.

Search for an Annotation

Annotations can be searched upon based on the Subject of the annotation or the Text

within the annotation. 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. Click
<enter> or Search.

Basic searches execute the search on all fields available. For example, if you want to
search for an annotation with a subject of Address as shown above, a basic search would
return results for all calls with Address in any field. If there were a document with the
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outside name of Address for example, this too would match your Basic search criteria.
For more information on Searches, please refer to that section of the documentation.

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.

If you select Annotation Subject or Annotation Text from the drop down you’ll have the
following condition options: Exactly Matches, Contains, Starts With, Ends With, Contains
Word, Contains Phrase, and Starts in Word.

Once you select a condition you must enter a value.

For more information on Advanced Searches refer the documentation on Searches.

Annotation View

To display the annotation view from the Talkument client click the plus/minus sign to
display the minus sign.

Use the Expand all and Collapse all buttons to display the contents of all of the
annotations or collapse the contents. If the contents are displayed the Author, Created
date and time, Subject and the start and end times of the annotation are displayed. The
text is displayed too. If the annotations are collapsed, the contents are not displayed.
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You can individually select annotation text to be displayed by clicking on the double
arrows as shown above.

The contents of a highlighted annotation are displayed on the right whether or not the
annotation is expanded or collapsed on the left.

Document View

The Document View is a visual representation of a document. It includes the title bar, the
playback controls, a slider and hover ball, start and end times of the call, call transitions,
extensions and outside parties involved with the call, annotations, and visual indication if
a user does not have permission to certain parts of a call. Each of these is explored in
more detail below.
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Title Bar

The title bar displays information about the selected document or the current document
displayed in the child window.

There are two icons located on the left: Display and Rename Document. The Title of the

document, the Date the document was created, the Start Time the document was
created, and the Duration of the call the document refers to is displayed in the Title Bar.
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Rename a Document

Select the document you wish to rename in the Document List View. Click the Rename
Document icon located in the title bar. Enter a name for the document and click OK. By
default each document has a document title of ‘Untitled’. You can also rename a
document from the Document List View. Highlight the document you wish to rename.
Put the cursor in the Document Name field. Enter a new name for the document. Click
away. Note: The same document can be renamed more than once. The same
document can be renamed by another user with permission to the document.

Display
Click the Display icon in the title bar to select the document controls you want displayed
in the Document View. Your options are Call Recording, Call Details, and Annotations.
At least one of the three options must be displayed at all times.

Call Recording: If you select this option the recording bar, hover ball, and the playback
controls are displayed.

Call Details: If you select this option the detailed view of the call is displayed. The call
details include call transitions, outside parties, extensions, ACD Agents, ACD Groups,
Annotations, Account Codes, and Extra Info.

Annotations: If you select this option the Annotations window will be displayed. It
includes Author, Created date and time, Subject, time interval, and annotation text.
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Call Recording

The Call Recording section of Talkument displays which sections of the call were and
were not recorded, the sections of the call that the user does and does not have
permission to listen to, the Outside Parties, extensions, ACD agents, ACD groups,
account codes, extra information, annotations, and a time line for the duration of the call.
The user can select which of these options to display by clicking on ‘Displayed Sections’
and entering a check mark next to the options they'd like displayed.

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 blue hover ball can be dragged across the gray/red bar to display what happened at
that point in time. 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.
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Playback Controls

The playback controls are located in the Call Recording section of Talkument. The
controls are used to view the entire call, zoom in on a selected part of a call, zoom in,
zoom out, insert annotations, 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.

Clear All — Clear any selected parts of the call.

Lock — Lock the selected part of the call.

Share Segment — Share the selected or highlighted segment(s) of the call.

Entire Call — Use this option to view the entire call if you previously zoomed into the call.
Zoom Selected — Highlight part of the call and zoom in on the highlighted part.

Zoom In — Zoom into the call gradually.

Zoom Out — Zoom out gradually.

Insert Annotation — Enter an annotation. (Refer to the documentation on Annotations for
more info.)

Play — Play the recording back in normal speed.

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

Stop — Stop playback of the recording.

Jump to Beginning — Go back to the beginning of the recording.
Rewind — Rewind playback approximately 12 seconds.

Fast Forward — Fast forward playback approximately 12 seconds.

Volume — Adjust the playback volume.
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Call Details

The Call Details section of Talkument displays the Outside Parties, extensions, ACD
agents, ACD groups, account codes, extra information, and annotations. The user can
select which of these options to display by clicking on ‘Displayed Sections’ and entering a
check mark next to the options they'd like displayed.

The user can further control what is and is not displayed by entering a checkmark in the
individual boxes for the different options. For example, if the user does not want to see
where extension 1009 is involved in the call below, they simply 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.

OAISYS Talkument User Guide 24



Annotations

The Annotation section can be used to View, Add, Edit, and Delete annotations.
Please refer to the section on Annotations for more information.

OAISYS Talkument User Guide
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Document List View

The document list view consists of a listing of all documents in a selected folder.
Documents can be read or unread. An unread document is displayed in bold
text. You can also distinguish a read document from an unread document by the
icon that appears in the first column of the document list view. The read icon
looks like a yellow note while the unread document icon looks like a yellow note
with a red circle on it.

Note: You can not edit information that appears in the Document List View, with
the exception of the document name.
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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 select the second column you'd
like to sort by.

Customize

Information about documents appears in a table form that consists of rows and
columns. Each row represents an individual document. Each column represents
information about the documents. 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.

Click on View from the menu then Visible Columns. Enter a checkmark by the
columns you’d like displayed in the Document List View.
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The available columns are:

Sharing-User ID — The ID of the person who shared the document.
Share-Recipient User ID — The ID of the person who received the shared
document.

Share-Recipient User — User name of the person who received the shared
document.

Share- Recipient User-Group ID — The ID of the user group that received
the shared document.

Share-Recipient User Group — The name of the user group that received
the shared document.

Share-Recipient — The name of the user who received the shared
document.

Received-Share ID --

ReShare? — Indicates whether the document has been further shared.
Sharing User — The name of the user who shared the document.

Static Document ID --

Call-Record ID — ID Number of the Call Record

Start Date/Time — Date and Time the call started

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

Outside Name — name of the outside caller for inbound calls if available
Outside Number — number of caller for inbound/outbound calls if available
Call Direction — direction of call, either inbound or outbound

DNIS/DID — DNIS or DID if available

Account Code — account code entered during call if applicable

Subject — extra info added to call by another OAISYS application

Ref ID — document reference identification number

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

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

ACD Group — ACD Group associated with the call

ACD Agent — ACD Agent associated with the call

Document Name — document name (default is Untitled)

Original User — user name associated with the document

Original User ID — User name ID number

PVD Pathname — location where the pvd is stored

Save Until — date document is tagged as being saved until (default is
blank)

From — user name of person who shared the document

Share Expires —date you can access the share until for shared document
Share? — Yes/No indicator to let you know if this is a shared document
Modify Annotations? — Yes/No indicator to let you know if annotations
have been modified.
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**Note: If there are multiple values associated with a column the last value
entered will be displayed. For example, if there is more than one account code

entered during a call, the last account code that was entered will display in the
Account Code column.
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Remove from this folder

(You must have permission to do this.)

When you remove a document from a folder, you do not delete the document.
You simply remove the reference to the document from the selected folder. You
can not remove documents from the Shared Documents, My Documents, Al
Documents, or any of Search folders.

Select a document, right click and select <Remove from this Folder>. A
confirmation dialog box will appear.

Delete permanently

(You must have permission to do this.) When you delete a document you delete
all references to that document permanently. To delete a document select a
document, right click and select <Delete Permanently>. A confirmation dialog
box will appear. You can delete a document from any folder if you have
permission to do so.
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Share

(You must have permission to do this.) You can share a document located in
any folder. To share the document: highlight the document, right click and select
<Sharing>, then <Create and Manage Shares>. The Share Documents window
will appear.

Select one or more users/user groups/external users to share the selected
document with and use the arrow to move them to the Share with box. The user
class is displayed next to the name. User represents a User with a Talkument
Client account. A user group represents a group of users set up in the
Talkument Administrative client application. An external user is someone outside
of the regular business that has a temporary user account. An external user
must have an email account associated with their name. An external user must
have an expiration date associated with their user account.

Add a new external user: To add an external user not displayed in the list of

names click on <New>. Enter the name, email address, and the date you would
like the account to expire on. The default is 3 days.
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Sharing options
This Share will expire on: Enter a checkmark to indicate you'd like
to specify an expiration date. Enter a date or click on the dropdown
to display a calendar. This is the date the selected user or user
group can access the document(s) through. If a user tries to
access a document beyond the expiration date they will receive an
expiration notice and they will not have access to the document(s).

Allow internal user(s) to further share the document(s): Enter a
checkmark to indicate whether or not you'd like to allow the
recipient(s) of the shared document(s) to share the document(s)
with someone else. Note: If the recipient of the shared
document(s) is allowed to further share the document(s) the next
recipient will be limited to the permissions of the original sender.
For example, if you share a document that consists of a phone call
that involved both you and the president of your company, but you
only have permission to listen to the segment of the call that
involves you, when you share the document the recipient and
anyone whom they share it with will be limited to the segment of the
call that involves you.

Allow the recipient(s) to create, change, and delete their own
annotations, based on your permissions: Enter a checkmark to
indicate whether or not you'd like to allow the recipient(s) to be
allowed to use the annotation feature of Talkument to create, edit,
or delete annotations. This refers to their annotations. They can
not edit or delete annotations that already exist in the document(s).

Click Okay to complete the sharing of the document(s).

OAISYS Talkument User Guide 33



Receiving a Shared Document or Documents

Internal Talkument Users:

Once a document has been shared with you by a Talkument user the
document(s) will appear in your Inbox. The number in parenthesis shows how
many new documents you have in your Inbox.

If the Talkument Client Application is minimized and you receive a new document
in your Inbox you will receive a visual notification. A pop up will tell you that you
received a new document and an icon will appear in your tray.
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You can sort upon Shared documents. There are column headers to indicate
whether or not a document is shared and if so, who it is from, the date the share
expires, and whether or not the recipient is allowed to create, edit, or delete
annotations.

External Users:

Once a document has been shared with a recipient by a Talkument user the
recipient will receive an email notification that includes a link to the document. If
the recipient has loaded the Talkument client previously, the client will launch
upon clicking the link and the distributed document will be selected and available
for the user to play and view the information they have permissions to. If the
recipient has not loaded the Talkument client before, they’ll be prompted to do
so. By default the temporary account should be valid for 3 days. The distributor
of the document can set this to another value.

Note: The recipient must have .NET installed on their PC.
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Sharing a Folder

Select the folder you wish to share from the Folder view.
Right click on the folder and select Share Folder.
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This will bring up the Share Folders window.

Select the user(s) or user group(s) you want to share the folder with by entering a
checkmark next to their name.

If you wish to share with an external user who is not listed and you have

permission to add external users, click the New button and add their
name, Email Address, and expiration date for their temporary account.
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Sharing Options:

Select the date the shared folder will expire on or click on the drop down to pick a
date from the calendar.

Allow Document Remove — By checking this box you allow the user(s) or user
group(s) you are sharing the folder with to remove documents from the shared
folder.

Allow Document Delete — By checking this box you allow the user(s) or user
group(s) you are sharing the folder with to permanently delete documents from
this folder. Once deleted, the document is gone.

Allow Document Add — By checking this box you allow the user(s) or user
group(s) you are sharing the folder with to add documents to this folder.

Allow Annotation Modification — By checking this box you allow the user(s) or

user group(s) you are sharing the folder with to modify annotations.

Note: Shared folders can not be further shared by a recipient of a shared folder.
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Searching

There are two types of searches available within Talkument; Basic and
Advanced. Each is available from the document list section of the client
application.

Basic Search

The basic search allows the user to enter a text string to search upon. The user
can enter text consisting of letters, numbers, or characters and Talkument will
search all fields for the text string entered by the user.

The basic search is located on the bar at the top of the Document List View next
to the document count.

To perform a Basic Search highlight the document folder you want to search.
Enter the information you want to be found and click the Search button as shown
below or click enter on your keyboard.

Talkument will begin searching all of the documents in the highlighted folder for
the information you entered. While the search is performed you will see a green
bar indicating the search is in progress.
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Once the search is completed the number of documents that meet the search
criteria will be displayed next to the Search.

Click Clear to Clear the search results in the selected folder.

Keep in mind that for a basic search Talkument searches all fields and this may
take awhile if there are many documents in the selected folder. For example,
let’'s say you’'d like to find all of the calls that came from area code 440 in your
‘My Documents’ folder. You enter 440 as your search criteria and click <enter>.
Talkument will return documents that have any instance of 440. You will get
results of documents from area code 440, or calls to 714-440-2121, or calls with
an account code of 4404, or a document that has an annotation that includes 440
in the annotation, etc.

Basic Search — Below are all of the search fields used for the basic search.

Start Date

Start Time

Outside Number
Duration

Call Direction

Subject

DNIS/DID

DNIS Description
Account Code

Account Code Description
Outside Name

Area Code (North America only)
Agent ID

Agent ID Description
Extension

Extension Name

ACD Group

ACD Group Description
Extra Call Info
Annotation Content
Annotation Date
Annotation Author
Annotation Subject
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Advanced Search

The advanced search allows the user to select a specific field to search and a
value for the field. Advanced searches are most useful when you know exactly
what you are looking for.

The advanced search is located on the bar at the top of the Document List View
next to the basic search under the Options button.

To perform an Advanced Search highlight the document folder you want to
search from the folder view on the left. Click on Options then Advanced Search
to display the Advanced Search dialog box.

Select a field from the drop down box. Once the field is selected a condition
control will be enabled. The condition control will be populated with conditions
that are appropriate for the selected field. If appropriate, the value control will
become enabled. Enter a value to search upon.
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The advanced search will allow you to enter as many criteria to a search list as
you want to. Use the And/Or toggle to change the search from an ‘and’
statement to an ‘or’ statement. Use the up and down arrows to move the search
elements up and down to support grouped element searches.

Finally, click Execute Search to begin the Advanced Search.

While the search is performed you will see a green bar indicating the search is in
progress.

Once the search is completed the number of documents that meet the search
criteria will be displayed next to the Search.

Click Clear to Clear the search results in the selected folder.

Close the Advanced Search dialog box by clicking on the X in the upper left hand
corner or by going to Options and un-checking Advanced Search.
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