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This document serves as a User Guide for the OAISYS recording solutions; Tracer and
Talkument, version 8.0. 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 -8 A

Tracer is OAI SYSO6 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.
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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 agentsb6é strengths and
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 driv
comes to compliance issues or dispute resolution by keeping recorded archives
of calls eliminating fihe said/ she saidod co

ACTIVITY REPORTING: Tr ac er 6 s amrdecprimg capahilities
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 Calleréor 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.
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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

. e
T QAISYS Tracer Management Studio - SR~
File View Config Help
1 ot 1 Gon View
My Folders D & 1-500f120412 <& Find
{4 Calls | Shared
2% Calls Shared To Me (D) [E o ok | Customer Levels Extension StartDate/Time  ~ | ACD Agent Coordinates Call Direction +
{23 My Calls =Y 1041 5/7/2011 11:55:45 AM Cutbound £
{3 All Calls | Can View =] 2501 9/7/2011 11:59:1
59 Call Folders = T9201 9/7/2011 11:59:1.... Inbound
3 Call Search Folders =] To221 9/7/2011 11:56:3... Outbound
25 Work Queus Folders - !
Foliders Shared To Me = 1606 9/7/2011 11:56:2...
= T9201 9/7/2011 11:58:0... Inbound
=] T9222 9/7/2011 11:57:4... Outbound
-
4 | L | T T -

3

Selected Call: Outside Number:

SobRhiHEROL D

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

% Extensions

— Detailed View Displayed Sections - & 0 4% Ea a2
4 Details At Time: 11:59:51 AM «floon  |oo01 00z ooz |oos  |oos o 007|008 |oos |00 0.
818007464362
\Te727 ~ | | & (800) 746-4352 Lg2x1041 2
% Outside Parties o
a 18007464352
xT8222

_E

— Annotations Collapse Al || Expand all

— Evaluations

Evaluation Title | Grader | Employee Ext | Employee Descri... | Final Score Status

Eval - All Calls -1 DawnCM xT8222 xT8222 = Mot Started = i

Call Center C5 - DawnCM XT9222 xT9222 - Not Started - D

Call Center CS- .. DawnCM xT8222 *T8222 - Mot Started - o
= = — — =
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OAISYS CLIENT PC REQUIREMENTS

The OAISYS Client PCs must meet the following requirements:

Operating System Windows 7, Windows 2008, Windows 8.1,
Windows Server 2012

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 8.0



~OAISYS

/

ORGANIZATION

MY FOLDERS VIEW

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

1 Call Folders 1 Work Queue Folders (Tracer
1 Call Search Folders Only)
1 Calls Shared Folders

, \

[ File view Config Help

Histonical Calls All Calls | Can View

=3 My Folders @ & 1-500f120412 © ==
“{§ Calls | Shared
@ Calls Shared To Me {0} =W Extension Start Date/Time ACD Agent Coordinates Call Direction +
feef ) My Calls & 1041 9/7/2011 11:53:45 AM Outbound
i) All Calls | Can View v | 2501 9/7/2011 11:59:1... Inbound
= E:: ;UHE . 1! ] T9201 9/7/2011 11:59:1... Inbound
g et FeeeE T9221 9/7/2011 11:58:3... Outbound
ﬁ Waork Queue Folders
%) Folders Shared To Me 1606 9/7/2011 11:58:2... Inbound
T9201 9/7/2011 11:58:0... Inbound
T9222 9/7/2011 11:57:4... Outbound _
poae i s o ——

Selected Call: Outside Number: (800) 746-4352 Date: 9/7/2011 StartTime: 11:53 AM Duration: 0:11

S2onaMaROD D

— Detailed View Displayed Sections - & 049 Fa a2

~ |Details At Time: 11:59:51 AM af]oo0 |oo ooz ooz Joos  Jo0s o oo7 oo [ooe o0 |oa
518007464352

8 oo T LA (s00) 745-4352 L2 x1041 2

# Outside Parties -

a e e Jg
xT8222
# Extensions 32

— A i Collapse Al |[ Expand Al [ Add |
— Evaluations View || Evaluate

Evaluation Title ‘ Grader | Employee Ext ‘ Employee Descri... | Final Score Status | Date Completed

Eval - All Calls -1 DawnCM xT8222 xT8222 = Mot Started &

Call Center C5 - ... DawnCM xT8222 xT8222 - Mot Started D

Call Center CS - DawnCM xTS222 *T9222 - Not Started - s
—— — —— — —

A plus sign indicates the folder can be expanded to display the folders under the
Call Folders, Call Search Folders, or Call Shared Folders.

Histoncal Calls
EF=Ty Foider)

% Calls Shared To Me (11)
(=} Report Dril-Down

=) My Calls

=) All Calls | Can View
F Call Folders

@ Call Search Folders
@ Work Queue Folders

- % Folders Shared To Me
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|DEFAULT FOLDERS

Each user has a set of default personal folders under the heading My Folders.
These folders include:

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

Some users may also have the following folders:

o Work Queue Folders
0 Report Drill Down Folders
o All Archived Calls | Can View

To change the folder display

Go to View A Show/Hide Folders

ol Show/Hide Folders | 23|

Show these folders: Do not show these folders:
Al Calls | Can View [ Al Archived Calls | can View
= Call Folders

=9 Call Search Folders

C%Calls | Shared

(= Work Queue Folders

Okay || Cancel

[

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.

OAISYS Management Studio User Guide ~ Version 8.0
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|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 wuser6s
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 8.0
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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.

Histoncal Calls

To create a new call folder 3 Cals | Shared
Highlight Call Folders el
Right-click A Select New Folder jEIE_ New Folder

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

|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 . Permissions 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:

=53] Search Folders
o) Agent 86 Calls
W2l Client ABC
W2l Customer Service

OAISYS Management Studio User Guide ~ Version 8.0
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To create a new search folder {4 Calls | Shared
A . % Calls Shared To Me (11)
Highlight Search Folders ~{Ch Report Dril-Down
-4 My Calls
Right-click A Select New Folder 1 All Calls | Can View
-5 Call Folders
EI@[@ Add On S Mew Folder...
L0y Add on 53 Delete
S5
G- £5 Work Queue Rename
- Folders Shared T Edit Folder...

Share Folder...

Tr

The following window will be displayed:

“T* Create a new Search Folder g
Falder Mame: Saarch Type:
I |Basic -
Search Sting
| oksy || Conce |

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.

o
{59 My Folders BG1-50406752 O
4 Calls | Shared =
% Calls Shared To Me (11) ] Cal Dire,,. | Duration Quisde Mumber Call Recorded
L Aport Dril-Dawm = || Inbound 2:04 (770) 945-6887  Yes
i3 My Calls i |22 Refrests: an Inbound  4:56 770) 945-6BEF  Yes
=] g:;;‘:d”;"““' 402 22/2011 92534 A1 || Inbound 222 303) 656-3335  Yes
[l ers ..
! j Cal Search Folders ] Inbound 036 (207) 583-8244  Yes
23 Add On Sales 1 2/21/2011 22250 PH Inbound  0:39 (207) 562-8244  Yes
4 Addl o sales ready for ot | 2/21/2011 1:4%:30 PH Inbound  7:47 {919) BE5-2030  Yes
Qm 1 2/21)301111:41:44 AM  Inbound  20:50 207) 582-8244  Yes
iS5 Wik Gueus Folders 4 2/21/2011 11:3248AH  Inbound  6:48 (207) 562-8244  Yes
#-% Folders Shared To Me 1 2/21/20118:3542AM  Inbound  1:11 {713)462-0977  Yes
| 2/1B/2011 2:29:02 PM Inbound  10:09 {954} 725-5028  Yes
1 2/18B/201112:28:48PM  OQutbou.. 5217 BOO) 746-4352  Yes
L1 2/18/2011 121510 PM  Inbound  1:50 (530) 245-7H35  Yes

OAISYS Management Studio User Guide ~ Version 8.0
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FOLDERS SHARED TO ME (NETWORK FOLDERS)

A usero6s ability to create shared folders
the Administrator. A shared folder is a folder you create that allows others to
view the calls in that folder.

Example

You may have a col | ec tharewthywdr sateattamsYoy oudd |
can create a folder called Sales Team and share it with all users under your

Sales Team user group. Each time you have

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

focreate anew shared folder
Highlight the folder you want to share El-£g My Folders » G
. N S % Calls | Shared
Right-click A Select Share Folder @ ~% Calls Shared To Me (11) ERES
----- —i Report Crill-Down = e
..... ) My Calls i 2
----- ) All Calls | Can Vi
Select the users/user groups to share & :—;' ol ot j i
the folder with, and it will appear under = A fch Folders i
----- -
the Shared Folders of the selected . 3 Speeq New Folder
users/user groups. The name of the - Work Queue Fo Delete
. #-% Folders Shared To
user who shared the folder will also Rename

appear under the Shared Folders. N ———

Share Folder... (I i

OAISYS Management Studio User Guide ~ Version 8.0
13
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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
All Calls I Can View Folder.

OAISYS Management Studio User Guide ~ Version 8.0
14
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The Call View is a visual representation of a call.

It includes:

1

=A =4 =4 4 -4 A -2

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

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

All Calls | Can View

® & 1-10f1 & | Searchfor Webinar Search || Clear || Adv. Find [ Find |
E e ok | Customer Levels Extension Start Date/Time ACD Agent Coordinates Call Direction
(=] 1019 8/11/2011 9:01:07 AM Qutbound

< n >

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

ER R ALY

Date: 8/11/2011 Start Time: 9:01 AM Duration: 8:55

— Detailed View Displayed Sections ~ & 9. & !E%QQ.Q.J
2 Details At Time: 9:01:12 AM 00 1:00 200 3:00 D 4:00 5:00 6:00 7:00 200 -
800) 746-4352
) ,tqgg}go L #1019 - Dawn [ L) 8112/2011 $:57:54 AM by DawnCM
& x1019 - Dawn 8, (s00) ras-4352 L) 972811 12:14:49 PM by DéwnCM

@2 x1019- Dawn

Outside Parhes

»

Key: [l Connected [N Ringing [ | Annotation -
o 2 —
a ngzzo
# Extensions
& %1019 - Dawn

Annotations
D STI2011 12:14:49 PM by DawnCM

) sn2r2011 9:57:54 AM by DawnCM | |

»

— Annotations Collapse Al | Expand Al [ Add |
¥ | DawnCM STI2011 12:14:43 PM Cloud Webinar 2:04- 50

¥ | DawnCM 9M2/2011 9:57:54 AM Avaya 3:35-7.09

— Evaluations View || Evaluate
Evaluation Title Grader Employee Ext Employee Descri... | Final Score Status | Date Completed
Eval - All Calls -1 DawnCM xT8220 xT8220 Mot Started - o
Eval - All Calls -2 DawnCM x1018 Dawn (x1019) Mot Started - E
Call Center C5-... DawnCM xT9220 xT9220 Mot Started -

Call Center CS-... DawnCM ®1018 Dawn (x1019) Mot Started

Call Center GS- ... DawnCM *xT9220 *xT9220 Mot Started - o

Each of these is explored in more detail on the following pages.

OAISYS Management Studio User Guide ~ Version 8.0
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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

Historical Calls All Calls | Can View
My Folders @ G 1-500f120418 & [ Find |
Calls | Shared
Calls Shared To Me {0} D ;&, ﬁ, Customer Levels Extension Start Date/Time ACD Agent Coordinates Call Direction =
{C) My Calls (=] T9201 9/7f2011 12:04:39 PM Inbound Bl
-4 All Calls | Can Vi -
2 cal R Td e 2 | Create Annotaticn i Outbound
2 Cal Search Fod & ——— Inbound
earch Folders
Work Queue Folders - R Bt Inbound
Folders Shared To Me - Statt Time  0:00:00.003 End Time  (:00:00.003 ! Outbound
=] Inbound
= | Subject 3 Inbound
S Te =

Selected
29
et & 138 Faa 2
4 Details A 0:20 0:25 030 0:35 0:40
3w
# Outside
3

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

— Annotations [ Colap== Al || Expand AT |

ion View || Evaluate

Evaluation Title | Grader | Employee Ext ‘ Employee Descri... | Final Score Status | Date Completed
Eval - All Calls -1 DawnCM xT9201 xT9201

- Mot Started
Call Center C5- ... DawnCM *T8201 *T8201 - Mot Started

Call Center CS - ... DawnCM XT9201 XT9201

Mot 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.)

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.

OAISYS Management Studio User Guide ~ Version 8.0
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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.

Expand the Annotations panel. Highlight an annotation on the left to see the

Author, Start Time, End Time, Subject, and Text on the left.

orere I e

OAISYS Capture: Outside Number: (972) Date: 2/19/2013 Start Time: 3:36 PM  Duration: 1:04:01

SoPbhiHaROLO —

g RaDCO..
DNIS: 80, 212012013 6:26:45 AM by DawnCM L L DiGITS =3
83 Tracer(l... Tracer (ID: 2008) DIGITS =09
L

*1514 - Doug Saviano DIGITS =00
Tracer (ID: 2008) DIGITS = 1100
Tracer (ID: 2006) DIGITS =1
?XZGDB i
# Outside Parties ||Kev. [l Connected [ Ringing '] Hoiding | | Annotation -

3 pris o | [

# Extensions

& x2500 |
& x2507 | =
& x2005 B

# Annotations

D) 2nomo.. {4
) 2narz0... =

) 2i20120.. | @

# Extra Info

M DIGITS ... & o
— Annotations ( 3 ‘ Collapse Al |[ Expand Al Add
¥ | System 219/2013 3:36:48 PM Recording Started 0:00 - 0:00 o
¥ | System 211972013 4:40:45 PM Recording Stopped 1:04:01 - 1:04:01 E
¥ | DawnCM 272002013 6:26:49 AM Annotation 10:26 - 42:26 -
+ Evaluations
4+ Speech Search Results

— Detailed View  Displayed Sections - HEe 0 .48 & a 2y
4 Details At Tim... 0:00 00 20:00 30:00 40:00 50:00 1:00:00 ’.“
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ADD OR INSERT AN ANNOTATION

1.

w

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

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

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

Click the Insert Annotation button as shown below.

OAISYS Capture: Outside Number: (480) 222-3456 Date: 3/27/2012 Start Time: 9:19 AM___Duration: 5:53

S hBHEAMO LD Insert Annotation

_ | Displayed Sections ~ HEH& S FEENE ) (2
[y 0:30 1:00 1:30 4:00 - 30 500D 5:30

4 Details A... =

(48
87 - [ L& DiGITS < 22 W DIGITS = 1218523412 |
2 Outside Par... |Hzw: [0 Connectzd [ Ringing [ |
3% | —
xTO227 | .

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.
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.

Authar DawnCM
Start Time  0:00:00.003 End Time  0:00:00.003

Subject Address

Text 1234 E. Main Street
Amytown, US 98765

OAISYS Management Studio User Guide ~ Version 8.0
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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.

OAISYS Capture: Outside Number: (480) 222-3456 Date: 3/27/2012 Start Time: 9:19 AM Duration: 5:53

- . Displayed Sections ~ . _.ﬁmdﬂla%@%%ﬁ

4:00 4:30 5:00 530 -

4+ Details A... * 0:0D0 0:30 1:00 1:30

a i‘%:_ i || Ll%¢ DiGITS =22 | | Lk DIGITS = 1218523412 | <
# Outside Par.. | s [0 Comnscted [T Ringing l ! -
3% | I I——
4 Extensions | !
o i | I —— I
— Annotations [ Collapse Al |[ Expand Al |
¥ | DawnCM 3272012 9:42:49 AM Address 0:02 - 0:02 ¥
— Evaluations View [m
Evaluation Title Grader Employee Ext Employee Descri... | Final Score Status | Date Completed
Eval - All Calls -1 DawnCM xT9227 xTH227 - Mot Started - :

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

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 [ Coliapse All |[ Expand Al | Add

# | DawnCM SM202011 52916 AM Disagreement 110 - 2:31
This isthe placein the call thatthe customer disagrees withl

Edit Annotation...

e Arnctaion N i i
iew Annotation...
. View || Evaluate
Author DawnCM Delete Annotation

Start Time  0:01:10.783 End Time  0.02:31.104 Status | Date Completed

Subject Disagreement Mot Started - &

Text This is the place in the call that the customer disagrees -« = = il Hint Startedl
with our Agent |

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

OAISYS Management Studio User Guide ~ Version 8.0
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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 Yes to confirm or No to deny the deletion.

P

- ™y
Deletion Confirmation l-*-l

e

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

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
= |pl ol | 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.

Example

If you want to search for an annotation with a subject of FAddressoas shown
above, a basic search would return results for all calls with fiAddressoin 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.

OAISYS Management Studio User Guide ~ Version 8.0
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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 1-240f24 @ Search for; Search Clear [Ad\r. Find ]
Advanced Search '}
Field: [Annotation Text v] @ =8 ;]_j Search Criteria
Condition [Contains Phrase _] ------ (& Annotation Text Contains Phrase "Webinar"
Value: Webinar o
o
=
= o o customer Levels Extension Start Date/Time ACD Agent Coordinates Call Direction »
=) 2506 8/22/2011 6:19:27 AM Inbound
=) 1019 8/11/2011 9:01:07 AM Outbound
A 1n1a RIANIINTL 11-64- Nuthnund

€| 1 +

|l f you select Annotation Subject or Annot
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.

ANNOTATION VIEW

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

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

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