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Installation 
 
Browse to your Tracer server.  The URL may be similar to this: 
http://your_server_name.oaisys.com 
 
The following page will display in your browser.  Click on the OAISYS Desktop 
Client button to install the application. 
 
  

 
 
You’ll be prompted to log in. 
Enter your user name and password.  You may be required to change your 
password after your first successful log in.   
Enter a check mark in the box to indicate you’d like the system to log you in 
automatically next time. 
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Using the Desktop Client 
 
The OAISYS Desktop client can be used to: 

·  Stop or Start a recording (permission based) 
·  View information about a call in progress 
·  Add information to a live call 
·  Request help from a manager or participate in a coaching session 

 
Recording Control  
 
The use must have permission to start or stop a recording in progress. 
To start or stop a recording click once on the Stop/Start button. 
 

  
 
View Call Info 
 
The call information is displayed on inbound and outbound calls.  Intercom call 
information is not displayed in the OAISYS Desktop Client.   
The Extension, Outside Number and call Duration are displayed. 
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Add Information to a Call – “Call Tagging” 
 
Six Programmable Buttons are available for the user.  These buttons can be 
customized by users with permission or a Call Manager can publish buttons per 
user or per user group.   
 
To add a custom button; click on the Add Buttons icon.  If the icon appears 
grayed out that indicates the user does not have permission to add buttons or the 
maximum number of buttons (six) have already been programmed.  
 

 
 

 
 
The following window will appear: 
 

 
 

Button Label:  Enter a name for the button. 
Action Type:  Select an option from the dropdown.  (Each type will be 
discussed in greater detail below.) 
Text Color:  Select the color you want the Text on the button to appear. 
Background:  Select the color you want the button to appear (not including 
the text). 
Preview:  Click to see what your programmed button will look like. 
Save:  Save the button you’ve configured or save the changes you’ve 
made to an existing button. 
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Cancel:  Do NOT save changes. 
 
Action Types: 
 
Attach Account Code: 
 

 
 

Account Code:  Enter the account code.  When the user clicks the 
button, this account code will be added to the call.   
If the Account Code field is left blank, the user will be prompted to 
enter an account code if they click the button while on a call.  The 
following will be displayed: 
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Add Annotation:   
 

 
 

Subject:  Enter the subject of the annotation.  Each time the user 
clicks this button this subject will appear as the subject of the 
annotation.  If left blank, the user will be able to enter any subject.   

 
Message:  Enter a Message that will appear each time the user 
clicks the Annotation button.  If left blank, the user will be prompted 
to enter the message or body of the annotation. 
 

 
 

Example:  Set up a button called ‘Shipping Address’.  The subject 
could be programmed to Shipping Address.  While on a phone call 
the user could click the button when the caller provides their 
shipping address.  The Subject would be hard coded.  The user 
would enter the address provided by the caller.  This information 
becomes part of the call information.  The shipping address is 
searchable from the OAISYS Management Studio. 
 



OAISYS Desktop Client Application User Guide  7 

Navigate to Web Address: 
 

 
 

URL:  Enter the URL here.  When a user clicks this button their 
browser will launch and they will be taken to the URL programmed 
here.  This can also be programmed to a path to an important file 
on the pc, or a document, etc. 
 
 
Set Call Data Field: 
 

  
 

Field:  Select a field from the drop down list.  **This drop down list 
will be populated with all fields that have been set up in the 
administrator.  Please refer to the OAISYS Administrator Guide for 
more information.   
You can set this to <Prompt for Field>.  This will allow the user to 
select from the drop down while on a call. 
 
Example:  The agent must identify callers based on their customer 
level.  The agent takes a call and clicks their Customer Level 
button.  They select the level and continue with the call.  The call 
manager can later run a report to see how many times their 
Platinum Level customers called over the past month. 
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Coaching 
 
An agent or employee can request help from call managers while on an inbound 
or outbound call.   
 
The user will click once on the Request Help button. 
A message will go out to all Call Managers who are logged into the system.  The 
Call Managers can Ignore the Request, Accept the Request, or Deny the 
Request.  If they Deny; they can enter a reason.   
More than one manager may accept the request from the agent.  The agent can 
Cancel their request at any time by clicking on the Cancel Request button. 
 
Click on the + sign to expand the coaching conversation. 
 
 

 
 

Once a Call Manager or supervisor accepts the agent’s request their name will 
appear in the Coaching Conversation. 
The agent and supervisor can now send text messages, URLs, Screen Captures, 
and files or shortcuts to one another.   
The agent can end the coaching session at any time.   
Once the call is completed, the coaching session can continue to take place until 
one party ends the session. 
 



OAISYS Desktop Client Application User Guide  9 

 

 
 
 
View Last Call 
 
The Desktop Client User can click once on the View Last Call button to bring up 
the last call they were on in Historical Calls.  This requires the user have 
permission to the call and permission to the OAISYS Management Studio. 
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OAISYS Desktop Client Menu 
 
File 
 Preferences 
 
  General Tab –  
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  Server Tab --  
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  Custom Buttons Tab --  
 

 
 

Exit – Click once to Exit the application.  Note:  Users must be given the 
permission to exit the application by an administrator. 
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View 
 

Call History – Click once to display the calls in the Historical Calls view.   
 

 
 

Event Log – This is used for trouble shooting purposes.   
 
Help 
 

Contents – Display the contents of the OAISYS Desktop Client 
application. 

 
 About – Display the current version information. 
 


