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OVERVIEW 

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  

Tracer is OAISYSô professional interaction management solution, and is designed to 

provide organizations with greater insight into their phone-based interactions and, as a 

result, more efficient management of their overall business operations.  

Tracer leverages OAISYS Portable Voice Document (PVDÊ) technology paired with 

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: Highlight agentsô strengths and weaknesses using actual 

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 driverôs seat when it 

comes to compliance issues or dispute resolution by keeping recorded archives 

of calls eliminating ñhe said/she saidò concerns. 

ACTIVITY REPORTING: Tracerôs reporting and scoring capabilities 

quantifiably 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, óAbusive Callerô or óAgree to Pay.ô 

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):  ALI is 

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 

solution. 
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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 
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ORGANIZATION 

 MY FOLDERS VIEW 

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

¶ Call Folders  

¶ Call Search Folders 

¶ Calls Shared Folders 

¶ Work Queue Folders (Tracer 

Only) 

 

 
 

A plus sign indicates the folder can be expanded to display the folders under the 

Call Folders, Call Search Folders, or Call Shared Folders.   
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DEFAULT FOLDERS 

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

These folders include: 

¶ Calls I Shared 

¶ Calls Shared To Me (or Inbox) 

¶ My Calls 

¶ All Calls I Can View 

¶ Call Folders 

¶ Call Search Folders 

 

Some users may also have the following folders: 

o Work Queue Folders  

o Report Drill Down Folders 

o All Archived Calls I Can View 

 

To change the folder display 

Go to View Ą Show/Hide Folders 

 

 

CALLS SHARED TO ME (INBOX)  

The Calls Shared to Me is the inbox default folder that appears in every userôs 

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. 
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CALLS I SHARED  

The Calls I 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 

I Shared folder to another folder.     

 

MY CALLS  

The My Calls is a dynamic default folder that appears in every userôs application, 

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 I CAN VIEW  

The All Calls I Can View is a dynamic default folder that appears in every userôs 

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 I Can View folder into one of your static folders.   

 

NOTE:  The call will remain in the All Calls I Can View folder as well as the 

destination folder. 
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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 Ą Select 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 Administrator determine the userôs ability to create 

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: 
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To create a new search folder   

Highlight Search Folders 

Right-click Ą Select New Folder 

 

 

 

 

The following window will be displayed: 

 

 

 
 

 

 

 

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 Ą 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. 

 
 



 

OAISYS Management Studio User Guide ~ Version 8.0 

 
13 

 FOLDERS SHARED TO ME (NETWORK FOLDERS)  

A userôs ability to create shared folders is determined by the permissions set by 

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 collection of calls youôd like to share with your sales team.  You 

can create a folder called Sales Team and share it with all users under your 

Sales Team user group.  Each time you have a call youôd like 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 Ą Select Share Folder   

 

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. 
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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 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 I 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 

I 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 I Shared, My Calls, or All Calls I 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.   
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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 

¶ 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 on the following pages.   
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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.   
 

 

 

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: 

¶ From the Visualization window you can identify annotations by the date, time 

stamp, and author next to the annotation icon.   

http://www.oaisys.com/downloads/OAISYS_Version_7.1_Administration_Guide.pdf
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¶ 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. 
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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. 

 

 
 

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 annotationĄ Enter text for the annotationĄ 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.   
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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. 
 

 
 

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 Ą Right-click 

and select Edit Annotation. 

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.   
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 DELETE AN ANNOTATION 

From the annotation pane, highlight the annotation you want to delete Ą Right-click 

and select Delete Annotation 

A confirmation dialog box will appear.   

Click Yes to confirm or No to deny the deletion.   

 

 

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 Ą click Enter or Search 

 

 
 

Basic searches execute the search on all fields available.   
 

Example   

If you want to search for an annotation with a subject of ñAddressò as shown 

above, a basic search would return results for all calls with ñAddressò in any field.  

If there were a call with the outside name of ñAddressò for 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.   

 

 
 

If you select Annotation Subject or Annotation Text from the drop down youôll 

have the following condition options:   

¶ Exactly Matches 

¶ Contains 

¶ Starts With 

¶ Ends With 

¶ Contains Word 

¶ Contains Phrase 

¶ Starts in Word   

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.   








































































































