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TRACER

Professional Interaction Management




ONLINE CERTIFICATION QUESTIONNAIRE



Name: ______________________________________________


Company: ___________________________________________


Address:
_________________________________


_________________________________



_________________________________


Email: ______________________________________________


Phone: ______________________________________________
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Instructions:  Provide the best answer to each question.  Each question is worth 1pt unless otherwise marked.  Once completed, email this questionnaire to aarik_ames@oaisys.com or fax to (480) 496-9015. To receive your OAISYS Tracer Certification, you must earn a minimum passing grade of 75%. 
INSTALLATION

1. Tracer can record calls “on hold” when using a
a. Trunk TAP.
b. Digital Station TAP.
c. VOIP TAP.
d. All of the above

2. If the Tracer is setup for Station Side Recording, it will record calls

a. All of the time.
b. Only when they reach the designated extensions.
c. From “Cradle to Grave”.
d. None of the Above
3. With standard trunk-side SMDR integrations, which extensions will appear on the call record?
a. First extension of record

b. Last extension of record

c. Extension with the longest talk time

d. All Extensions touched during life of call

4. List the 4 integrations that allow Screen Recording to work on a Tracer (4pts)
_____________________________ 

_____________________________ 

_____________________________ 

_____________________________

5. What 3 management tools does Tracer software provide that Talkument software does not? (6pts)
_____________________________

_____________________________ 

_____________________________

6. In order to record traditional VOIP Extensions, Tracer must capture the call
a. Directly from the IP Card.
b. Through a network switch with port mirroring ability.
c. From analog phone lines.
d. All of the Above
7. VOX recordings (typically done when recording radio traffic) are ended based on 

a. SMDR data signaling the end of the call.
b. When the device hangs up.
c. Seconds of silence.
d. CTI data signaling the end of the call.
8. Recording a SIP trunk is most similar to recording a

a. Analog Trunk.
b. T1/PRI Trunk.
c. Digital Station.
d. VOIP Station.
9. Extension data on SIP recording

a. Is never available.
b. Can be available through SMDR Matching Logic.
c. Can be available through the CTI information stream.
d. Will appear on all calls regardless of the data integration with the PBX.
10. Prior to even launching the Management Studio software, what is the first step of integrating your recording server with the PBX data stream? (2pts)
__________________________________________
11. Where do you confirm the number of total devices that the server is enabled to record?

a. Server > CTI > Port Settings

b. Server > Recording Manager > Recording Port Settings

c. Server > Recording Manager > Ports

d. Server > Recording Manager > Recording Manager Status

12. When verifying that your Ports are properly configured in the Recording Ports tab, we are looking for them to read either
a. ENABLED or OKAY.
b. ACTIVE or ON A CALL.
c. IDLE or RECORD.
d. None of the Above

13. What is the Copy-Key/Lock number for the following system (pic below)? (2pts)
______________________

[image: image3.jpg]



14. Referencing the above window, which option would be clicked to send Ziplogs to OAISYS for review? (2pts)
____________________

15. Programming the system’s range of IP Addresses in the Network Configuration tab allows Tracer to

a. Have email abilities.
b. Recognize the computers that will be connecting.
c. Run accurate extension activity reports for all of the phones on the network.
d. All of the above.
16. What two things need to be programmed within the WAN Clients tab and/or on the network in order for people on the outside world to connect directly to the OAISYS server? (4pts)
____________________________________________
____________________________________________
ADMINISTRATION

17. In order to browse to the OAISYS software download page, you need to know one of these two things about the server (list both possibilities): (4pts)
___________________________

___________________________
18. The OAISYS Desktop Client can be used with which of the following data integrations?
a. CTI

b. CTI and SMDR

c. CTI and VOX

d. SMDR and VOX

19. What is the default username and password for logging into the Admin side of the OAISYS Management Studio? (2pts)
_____________________

20. Stage and Purge settings are configured within the 

a. Recording Manager tab.
b. Alarm Services tab.
c. Housekeeping tab.
d. File Streaming tab.
21. By default, the OAISYS Server will begin deleting recordings when the hard drive is 

a. 80% full.
b. 85% full.
c. 90% full.
d. 90% full.
22. Old Voice Documents can conveniently be moved to a new location or deleted based on
a. Extension.
b. Phone Number.
c. Age.
d. All of the Above
23. Alarms are

a. System Notifications that are sent to designated Recipients.
b. Actions that take place immediately after a call.
c. Used to ensure that you are recording all of your important calls.
d. None of the Above

24. What are the two main steps in configuring an Alarm? (4pts)
_____________________________________________ 

_____________________________________________ 

25. Call Recording Triggers can be defined by
a. Call Direction (i.e. Inbound or Outbound).
b. Groupings of Extensions or Agent IDs.
c. A fixed percentage of calls.
d. All of the above
26. If a group of calls is to never be recorded under any circumstance, what would be the best recording rule option to use?

________________________________
27. What would be the best recording rule to use if a group of individuals want to record calls on demand and also want those recordings to be kept in their entirety?

________________________________
28. Name 3 pieces of information that will automatically be populated in a new User’s profile when integrating with Active Directory: (3pts)
_______________________ 

_______________________

_______________________ 
29. Which two groups of calls can permissions be granted to without having to create any additional Lists/Call Filters? (4pts)
________________​​​​​_______ 

_______________________ 

30. What are the 4 User Types and which User applications can they access? (8pts)
_____________________________________________ 

_____________________________________________ 

_____________________________________________ 

_____________________________________________ 

31. What User Type(s) are allowed to have Admin Access to the system? (2pts) _____________________________________________
32. A Call Manager’s Profile can be linked to his/her
a. Extension.
b. Agent ID.
c. DNIS/DID.
d. All of the Above.
33. What determines the number of Call Managers that can log into the Tracer software at the same time?

a. The Number of Trunks being recorded

b. The Number of Stations currently on the phone

c. The Number of Manager licenses available

d. The Number of computers on the network
34.  The User Group utility will allow you to 

a. Quickly assign identical permissions to like Users in the system.
b. More easily configure your Backup & Archive settings.
c. Change call recording triggers.
d. None of the Above

35.  Lists and Call Filters can be used when programming

a. Stage and Purge Settings.
b. Call Recording Rules.
c. User Permissions.
d. All of the Above.
36. Name any 3 of the common List/Call Filter types that are used for programming within the Tracer? (3pts)
_________________________ 

_________________________ 

_________________________ 

37. Which of the following permissions can be granted (or taken away) within the Historical Calls Interface?

a. The permission to permanently delete voice documents.

b. The permission to share voice documents with guest users.

c. The permission to change document expiration dates.

d. All of the Above
38. When given the ability within Tracer Calls to Permanently delete documents, a user would be able to

a. Delete calls from their own interface without affecting others.
b. Delete calls from their interface and from select others of their choosing.
c. Delete calls from the hard drive where no one would be able to retrieve them.
d. Delete call records from the SQL database only - leaving behind the audio file.

39. What is the maximum number of answer choices that can be programmed in a custom Employee Evaluation Scale?

a. 5

b. 7

c. 10

d. 15

40. Employee Evaluations can each contain 

a. 15 questions.
b. 25 questions.
c. An unlimited number of questions.
d. None of the Above.
41. If the weight of each question is left at the default value of "1” when creating an Employee Evaluation

a. Each question will be worth 1/10 of the grade.
b. You must create a 100 question evaluation.
c. You can only allow 1 Call Manager to use the completed Evaluation.
d. The value of each question will be equal to all others.
42.   Ad Campaigns are setup within the _______ folder.
a. Server
b. Lists and other Resources

c. Users and Permissions
d. None of the Above

43.  Ad Campaigns statistics are tallied by tracking
a. ACD Information.
b. ANI/CLID Information.
c. DID/DNIS Information.
d. All of the Above

USE

44. The OAISYS Desktop Client can allow users to

a. Attach information to calls.

b. Start/Stop the recording of their calls.

c. Initiate a coaching session with a Supervisor.

d. All of the above.

45. The Historical Calls interface allows Users to listen to

a. Only their own calls.

b. All the calls within the Organization.

c. Only those calls that they have been given permissions to.

d. None of the above

46. To locate a voice document based on specific information that you know about the original call, it would be best to run a(n)

a. Basic Find.

b. Advanced Find.

c. Call Column Sort.

d. None of the Above
47.  Call Folders and Call Search Folders are
a. Identical for all of the users in the Tracer system.

b. Uniquely created and customized by each Tracer user.

c. Only ever really used in companies that have a large call volume.

d. None of the Above

48.  Voice Documents can be shared with
a. Internal Users.

b. External Users. 
c. Only the people that the user has been given permission to share with.

d. None of the Above
49. Once an Employee Evaluation has been finished, what two features become available for the completed scorecard? (4pts)
______________________________ 

______________________________ 

50. Employee Evaluations can be filled out by

a. Self Graders.

b. Supervisor Graders.

c. Self & Supervisor Graders.

d. None of the Above

51. Live Call Monitor allows Users to

a. Listen to calls that are taking place in the company in real-time.

b. Add bookmarks to calls that are currently active in the system.

c. Automatically start monitoring calls from a given extension in the company.

d. All of the Above
52. When a Manager starts a Coaching Conversation from the Management Studio, where does it appear on the Agent’s Computer? (2pts)
_________________________________

53. Which Manager would be pulled into a coaching conversation when an Agent Requests Help?

a. Direct Supervisor

b. Last Manager to have coached any other Agent

c. First Available manager to accept

d. Manager who had been idle the longest

54. What are the 3 Suites/Categories of Reports that OAISYS provides? (6pts)
___________________________________ 

___________________________________ 

___________________________________ 
55. When Scheduling Reports, what are the 3 W’s that need to be programmed?

a. What, Who, When

b. When, What, Where

c. Who, What, Why

d. Why, What, Where
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