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INTRODUCTION

This document serves as an Administrator's Guide for the OAISYS Recording
Solutions system. It provides procedures for setting up and customizing your
system, and for programming everyday tasks you perform to capitalize on the
flexibility of your system.

Prior to using this guide, you should become familiar with the Technical
Specification requirements found online.

The target audience for this document includes network engineers, system
administrators, installation technicians, or telecom engineers. The reader is
expected to have a sufficient computer networking and telephony background.

Some readers may need to reference only a small portion of the information
provided; others may need most of the information provided before
understanding how to tailor the OAISYS system to suit their needs. This
document was designed to accommodate the varying needs of the reader.

OAISYS Administration Guide
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QA ISYS

MSI CLIENT

This installer provides Administrators the ability to push the client installer to each
computer as a domain change (similar to scheduled updates) rather than
needing to physically install the client on each individual computer.

REQUIREMENTS:

» Client must be installed by an Admin User
> Recall options in Desktop Client requires Management Studio be installed
and run at least once

For additional installation information, refer to the MSI Client Install Guide.

OAISYS Administration Guide 8
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OAISYS ADMINISTRATOR

ACCESSING THE ADMINISTRATOR

The OAISYS Administrator is a permissions-based application accessed
through the Management Studio, and can be accessed remotely. You do
not need to be on the OAISYS server to configure the system or setup
your user groups and permissions.

Open the Management Studio Client and log in with your username and

password.

You have the option of automatic login by selecting the Automatically log

me in checkbox

Loginto hitp:// "% "%

Y
20OAISYS
s

IVlanagement

Authentication: \ System Authentication

- L Okay. ]

Usemame: Dawn

Password:

Automatically log me in

OAISYS Administration Guide
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This will launch the Management Studio Client. The Admin button will
appear within the client application as shown below.

NOTE: If you are already logged into the client application you will not
need to log in again.

File View Config Window Help

110 Automated Service Canter

Metwork Corfiguration
Full Text Recover
Lists and Cther Resources
B+ Evaluations
{ﬁ Users and Permissions
-5 .
00 e

Clickto
| access the

Administrator Functions

The OAISYS Administrator displays and allows changes to user
permissions.

The administrative user can:

e Create and edit new users e Configure automatic
and groups reports

e Create and use lists

e Display and enable
changes to system
settings

e Set up evaluations

Set up housekeeping rules
Set up after call actions
Configure alarms

Pull system logs

NOTE: If the optional OAISYS Screen Recording Server or a secondary
server is present it can also be administered from the OAISYS

Administrator.

OAISYS Administration Guide
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The Administrator is divided into
five sections:
Automated Service Center

Server
Lists and other Resources
Evaluations

oA~ wDbh e

Users and Permissions

BD. S e
1 ) Automated Service Center
2 -0 Server
Network Configuration
Full Text Recover
5§ @) Users and Permissions
Em‘. - -
@D.. ~

OAISYS Administration Guide
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AUTOMATED SERVICE CENTER

The Automated Service Center is the command center of your OAISYS Solution;
it administers communication with the OAISYS Server located at OAISYS
Headquarters.

This feature allows you to manage your system’s Registration and Licensing,
establish alerts for automated notification of problems to OAISYS, and is the area
in which OAISYS will automatically apply enabler codes for newly purchased
features.

REGISTRATION TAB
The Registration tab allows you to register your system and save your Dealer
contact information.

P et oo T =

#- File View Config Window Help =

Registration | Licensing |

Automated Service Center:

Web Link Status: () Operational

%@ Network Configuration

bad Full Text Recover g n-
I Lists and Other Resources Registration Status: Registered
{CD Evaluations
-2 Users and Permissions Lock #: | SW1521256217 | Lock Type: Keyless
-3 - » -
g Registration ID: 05262 |

Dealer Contact Mame: |Joe |

Dealer Contact Email: |joe_moranﬁe@oai5ys.com |

Customer Contact Name: |Joe |

Customer Contact Email: |joe_m orantte@oaisys.com

NOTE: If using a hardware key, the Lock Type will display | Lock Type: ??

OAISYS Administration Guide 12
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KEYLESS LICENSING

With Keyless Licensing, hardware dongles are no longer required (but are
still available upon request); clients will be provided a Lock Number and a
Registration ID.

Example:
Lock #: SW1713145582
Registration ID: 27797

NOTE: Constant communication with the OAISYS Server via internet
access is required.

The Web Link Status will display a green light to indicate an operating
status with the OAISYS Service Center (OSC).

(Regetration [lomeig
Automated Service Center: /
Web Link Status: () Operational
Registration:

Registration Status: Registered

Lock# SW1311976629 Lock Type: Keyless

Registration ID: 85004

Dealer Contact Name: [Dealer

Dealer Contact Email: ldealeg@dealer.com

|
|
Customer Contact Name: l Customer l
|

Customer Contact Email: [customer@customer.com

| Request UNregistration | | ReCheck Registration |

OAISYS Administration Guide 13
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Yellow indicates the Service Center is not responding.

Registration | Licensing

Automated Service Center:

Web Link Status: O Service Center Not Responding /

NOTE: The Red, Yellow or Green indicator light displays the status of the

connection and does not indicate the status of registration or licensing.

The Registration Status will say Not Registered until the lock number has
been properly registered.

Tracer Escalation

When Tracer cannot access the OSC (no longer has access to the

internet).

Keyless License

Level | Time Action
1 48 hrs. Tracer Alarm: “Network Lost”
2 4 days Attempt to send Email to TS
3 6 days Notify Tracer Clients of Impending
shutdown.
4 8 days Switch Tracer to DEMO mode

Hardware Dongle License

Level | Time Action
1 48 hrs. Tracer Network Lost Alarm
2 4 days Attempt to send Email to TS

OAISYS Administration Guide
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‘OAISYS Service Center Escalation

When a registered Tracer hasn’t checked in recently (each Tracer should
check in approximately every 15 minutes).

Keyless License

Level | Time Action

1 1 day -- Alarm | Send Email alarm to TS, Dealer, &
Customer

2 10 days -- Send Email alarm to TS, Dealer, &
Assumed Dead | Customer

Hardware Dongle License

Level | Time Action

1 1 day -- Alarm | Send Email alarm to TS, Dealer, &
Customer

2 10 days -- Send Email alarm to TS, Dealer, &
Assumed Dead | Customer

TO REGISTER
1. Enter the Lock Number
a. The Lock Type will display until properly registered
Enter the Dealer Contact Name
Enter a valid email address for the Dealer Contact
Enter the end user customer name
Enter a valid email address for the end user customer
Click the Request Registration button

o gk whN
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Once registered, the Registration Status will change to Registered and the
Lock Type will display as Keyless.

| Regstration beemm

Automated Service Center:
Web Link Status: O Operational

Registration:
Registration Status: Registered

Lock#: SW1311976629 Lock Type: Keyless

Registration ID: 85004

Dealer Contact Name: l Dealer

Dealer Contact Email: ] dealer@dealercom

l
|
Customer Contact Name: i Customer I
|

Customer Contact Email: {customer@customer.com

.R UNregi . ] ‘RO k Reoi g

A user can request to unregister their Lock Number by clicking on the
Request Registration button. This will send a message to the Automated
Service Center to unregister this lock number, and confirmation emails will
be sent to each email listed. UnRegistration will not take effect until
confirmation is received from the email link. Once unregistered, the
OAISYS system will no longer function until the lock number is registered
again.

NOTE: If a hardware key is used, the system will continue to function.
However, the features of the Automated Service Center will no longer be
available.

OAISYS Administration Guide 16
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LICENSING TAB

The Licensing tab displays the licenses available for the specific lock
number. This feature is where Enabler Codes can be entered to apply new
licenses or extend the maintenance period. For Keyless Licensing, the

Enabler Code is applied automatically. The Enabler Code for newly
purchased features is applied automatically for hardware keys; however,
manual entry is permitted for re-entry of older Enabler Codes associated

with the hardware key.

The Maintenance Period Ends on date is the date your OAISYS
maintenance plan expires.

- N
T\ Management Studio - Logged in as DawnCM - = _ [E=REEN
#: File View Config Window Help - 8 x
Registration | Licsnsing |
i ) Aotomated Service Center egistered
&, Licensing and Registration Lock# SW1521256217 Lock Type: Keyless
Server License:
Metwork Configuration License Purchase: Purchased {License Doesn' Expire)
Full Text Recover . .
Lists and Other Resaurces Mairtenance Perod Ends: 31 May 2013
Evaluations License Status: Licensed
& Llsfrs a'r\f Pemissions Li Contents:
2 Key Avalable / Date Used
MutoRec 2001 o
ClidVA 400 o
dBasefs... 2 o
E_CNX 500 28
E_EXP 073012
E_MAN 053113
EDCC 1 o
G729 10 o
MANAG... 10 3
RE 7 o
SFES 155 20
T_AD 4 o
TP_API 1 o
VATPorts 400 366
Valp 350 o
Historical Calls
Live Calls
Reports
i - D Copy KeyValid
Admin Read Copy Key Again | [ _Aeply Enabler Code | 200912002550 (HW), 00151750CEST (HW), D0151750CE90 (HW), SW1521256217

NOTE: Your OAISYS system will continue to work even if your
maintenance plan has expired.

OAISYS Administration Guide
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SERVER

The server section within the OAISYS Administrator expands to allow

configuration of:
e Net Server
e Email Service
o CTI
e SMDR
e ALl Integration
e Active Directory Integration
e SQL API
e Speech

EI'[B in "
- Automated Service Center

o=
- Met Server

#-[=7 Email
CTI - Lost Connection

= SMDR

# ALl

-0 Active Directory Integration
B0 SQL AP

1) Speech

% Recording Manager
-4 PVD Import

-Gl File Streaming

- [ Alam Service
-4 Housekesping
Q_g Coach

[+ IP Endpoints

----- Fi@ Network Configuration
g Full Text Recover

F-{.7) Lists and COther Resources
[+ Evaluations

-7 Users and Permissions

=1

Recording Manager
PVD Import

File Streaming

Alarms

Housekeeping Settings
Coaching

IP Endpoints

OAISYS Administration Guide
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NET SERVER

The information covered under this section addresses the folder level
options and provides details for the configuration of specific features.

= ~
--{|f,'| Automated Service Center i

S Server
& MNet Server
-3 Clients
38 Services
8%, Copy Key
| Port Settings
gl Evert Log
------ i Ziplogs
Clients
Displays information about the client applications connected to the Net
Server.

NOTE: Display only — configuration is not available from this screen.

Services
This displays services running under the Net Server. Highlighting a
service displays information about that service such as:

e Name

e Client Owner

¢ Clients using the service
NOTE: Display only — configuration is not available from this screen.

OAISYS Administration Guide 19
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‘ Copy Key

Copy key information will be merged into the Automated Service Center in
a future release. It is being maintained at this time for organizations
accustomed to the old organization format.

The Copy Key section displays the number of port licenses authorized on
your system as well as the number of used ports. A green light indicates
the key is being read by the Net Server. A red light may indicate there is a
problem. Port licenses are displayed as VAT Ports. The number of
available and used licenses for Call Managers is displayed as MANAGER.

The Maintenance Period Ends on date is the date your OAISYS
maintenance plan expires.

Feagpatraen | Loersry
Pl ored.
Loch = SWISZIZSE2NT (=R
Lt
Leerns Purchans. Punchased Lewrne Dieard B

Mlarterarcs Pesod Ende 31 ey 2013

Lateras R Ll
L Cimndnds

§
é
¥

S

R
ﬂ-gﬂ-ﬂaﬂh-ﬂﬁ

r r D Copy Wy Valad
Foad Copy Ky g | | Aoty Erabler oct | v 100029450 WY, 951 $1 730N (AL 001 51 PR0CEI0 WL SO P TT i
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‘ Read Copy Key

Clicking this button sends a message to the Net Server to re-read the
information on the key. While re-reading the key, the status light will
temporarily turn yellow to indicate the reading is in progress.

Apply enabler code

Clicking this button launches a pop-up to enter the enabler code. An
enabler code is an alpha numeric code that is used to extend the OAISYS
maintenance period.

NOTE: Enabler codes are always upper case letters. The letter “O” is
never used in an enabler code. Enabler codes are not used for Keyless
Licensing.

Enter the Enabler Code retumed by the Copy Key Upgrade Web Site
and click Apply to perform the upgrade.

4F8355AA6256776D FO562EB384E133DFOBA455AA481907B5C 35584

ey || Cancel |
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‘ Port Settings

This section is used to configure the port settings for the local and remote
ports. The local port number is set to 8767 by default. Keep the Network
drop-down list set to <Any> unless there is a specific IP address to allow

services to connect to your network.

If you are using a remote port, check the box. The remote port number is
typically set to 8768. Select the IP address from the dropdown lists.

|Event Log

Display of events used primarily by OAISYS technical staff for
troubleshooting purposes.

OAISYS Administration Guide 22
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‘Zip Logs

This is a tool used to help OAISYS technical staff troubleshoot problems
when there is an open support ticket.

ZIP LOGS INFORMATION

ZFiplogs Information

Site Name: |

What was the problem?

What date and time did the problem happen?

What extension|s) experienced the problem?

What was the incoming or outgoing number(s)?

Which ACD Group(s) and / or Agent(s) experenced the problem?
Which PBX Call ID' was assigned to the call?

Describe the call scenario:

QAISYS Personnel involved with this issue:

I |
I |

Enter as much detailed information as you have. If you do not know the

OAISYS Administration Guide 23
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answer to a question or if there is not an answer to the question, leave it
blank. Enter the name of the OAISYS personnel involved with the support
issue if you know it.

Example: John_Smith

OPTIONS

Enter check boxes to indicate if you'd like to include the database and
configuration files, Dr. Watson files, and phone system files. If you opt not
to send the log files directly to the OAISYS HTTP site, select the option to
split the output into smaller files for email.

i 5

Zip Logs Options

Include Database and Corfiguration Files

Include Dr. Watson User.dmp Crash Files

[T] Retrieve Log Files from CTX/CIX Phone System  |communityMame
Send Directly to QAISYS HTTF Stte

en

oK || Cancel

Once you have made your choice, click OK on the Options pop up window
- then Zip

The green bars will indicate the files are being uploaded, and a message
will display below the green bar indicating when the zip log is complete.

OAISYS Administration Guide 24
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This section provides details to configure your email.

Settings

Enter the SMTP settings for your server here. Check the box to enable a
secure connection.

Verify the From email address is entered. This is the address that will be
used for all administrative emails sent from the OAISYS server.

OAISYS Administration Guide 25
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‘Send Email
This sends an immediate message from the OAISYS server; the From
field is populated with the email address entered in the Email Settings

screen.

From: QA Eary-User@oaisys com
Ta:

CL:

Subject: Test Subject

Test Message

Event Log

The Event Log displays email log information for troubleshooting
purposes. Configuration cannot be done from this screen.

AEEMAIL_DUMP UNENUNBER §.495013 -
DREHHL,M:G".:‘- 455 Bytes Snary Data. ServiceRequest Get Settngs Lo Settnga (|

Heat: Processing sequest frvakelD = 063
T oc.sm_wmc.ao.,~ 163 Bytes Bnary Data. Message Dita « LogSetirgs

Ending Pread

OAISYS Administration Guide
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CTI INTEGRATION

This segment of the guide explains the features available for organizations
using CTI integration. Not all OAISYS systems are configured in CTI
mode. This is only for CTI integration.

‘ Tools
The tools folder is for future enhancements to the OAISYS product.

‘ Status

The PBX connection status displays a green light if there is a connection
to the phone switch.

T4 DAISYS Tracer Mansgement Studic - Logged in as DavwnCh -

s Fide  View Config  Wwdew Help

@ Woding a—

& Active CT Cherts

NOTE: A green light for the OAISYS Net Server status indicates a
working connection to the Net Server; the number of active client
connections to the replicator port is displayed below the Net Server.

OAISYS Administration Guide 27
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‘ Port Settings
In the expanded folder view, select Port Settings to access the
configuration screen.

To configure the port settings

Enter the IP address or the hostname of the PBX - click Apply

Wil 3300 Port Sefup
Humiber of Modes Licensed 77

[PBX Hostnames or IP Addresses:

NOTE: This screen will also indicate the number of Nodes licensed
(Specific to Mitel Multi-Node).

OAISYS Administration Guide
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‘ Events
This displays events which are primarily used for troubleshooting.

BB CT1 - Ml 1300« M Blode

Monitor

The monitor is primarily used for troubleshooting purposes.
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SMDR

This is for organizations using their OAISYS system with SMDR
integration.

SMDR Port

If using your OAISYS system with SMDR integration select the PBX type
from the drop down list. Once the port is open the operating status light
will turn green.

PORT TYPE

Select the method in which the OAISYS system is receiving the SMDR
output from the phone system. The available options are RS232 or IP
Port.

If IP Port is selected, enter the IP Address of the port and the port number.

Some SMDR outputs include leading zeros in the ANI information; enter a
checkmark to strip the leading zeros from the ANI.

[T AISYS Tracer qu DawnCM -
| % File View Coofig Window Hep

Operstng Stus
SQets- () Opersting nGusve: 0
Type: Meel 3300 (Extended Lvi £2 with Tranafer events) - Matching Loge. IP pot.
Post Corfiguration
FEX type j'mmmunmrmwm)-ww

Port Type
RS232 © IP Podt

1P Po Corfiguration
TCPAP Address
Pot Number 1754 Operate n kstering mode

Optiors
Sp off leading 2ers in ANI

OAISYS Administration Guide 30
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‘ Echo Port

Configure the port type if you are using your OAISYS system to replicate
the SMDR integration.

1.
2.
3.

Check the Enabled box
Select the appropriate port type

If RS232 is selected, choose the Com port, BAUD Rate, Parity, and
HandShake from the drop down options

Enter the data and stop bits

mmﬁmﬂhwm-bmadhnm-

IQﬁlz View  Config  ‘Window  Help

‘ Event Log

This screen displays events for the SMDR service and is used primarily for
troubleshooting.
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| AUTOMATIC LOCATION IDENTIFICATION (ALI)

Automatic Location ldentification (ALI) identifies the caller’s location based
on address and/or latitude/longitude coordinates. This feature requires
custom integration at this time. This integration requires that ALI
information be sent to the OAISYS system from a PSAP or 911-system via
RS232 or IP Port.

ALl Port

Select the ALI Integration output type from the drop down. Configure the
port settings.

| £ File  View Config  Window Help

mm"““"'ﬂ"“ﬁ 0 - Logged in a3 DawnCM - ~AU Port] bl

Opersting Sstus
Qatus () Unknown hQuve: 0 @90
CTS DSR €D
AL Defrtion [D: «TEST Caputre Only, COM1 1200N.8.1
Pot Corfiguration
AUl irtegraton: [ TEST Caputre Orty »)
Pot Type
o RS2 © Phea
RS222 Pos Corfiguration
— Data Bes
COM poet Qlﬂ > 7 @8
BAUD Rate (1200 =
Forty [Nore v Spbe
HandShake | HW orly al (9102
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‘ Echo Port

The Echo Port receives and “echoes” the data received. Enable the port
type and enter the configuration information for the port.

Simulator
This option is used to simulate ALI information for testing purposes.
Browse to the location of the input log file(s).

1] Mistir kit Beeindie'sy b3 Bt & vk
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‘ Event Log

This screen displays the events for the ALI integration and is used
primarily for troubleshooting purposes.

ACTIVE DIRECTORY INTEGRATION

Active Directory Integration is a feature providing the OAISYS system
access to import user and user group information from Active Directory
(AD). To use this feature, an AD domain name has to be specified. All
users on this AD domain will be allowed to log into OAISYS,; it is system-
wide and is available for users with OAISYS Admin privileges.

NOTE: AD is not currently integrated with the Navigator application.

From Admin - Active Directory Integration - Configuration - Select the
checkbox to enable or de-select the checkbox to disable this feature

For each AD user — the user will have the following options:

e Automatically log into OAISYS using Windows credentials

e Populate the user name from Windows credentials without
automatically logging the user into OAISYS, and require the user enter
their password

e Do not use Windows credentials to log into OAISYS; require manual
entry of user name and password to log into OAISYS

OAISYS will authenticate each AD user with AD server during the login
process. If authentication is successful, OAISYS will sync the user
credentials with the OAISYS server.

NOTE: The OAISYS system will generate a major alarm (#2043: Active
Directory Integration Inoperational”) if OAISYS loses communication with
AD.

When OAISYS syncs the user credential with the OAISYS server, the
following fields will be imported from Active Directory:

» User Name (User Name in Active Directory)

User Description (Description in Active Directory)

Password (Password in Active Directory)

Primary Extension (Telephone Number in Active Directory —
General Tab)

Y V V
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» Email Address (Email address in Active Directory)

> All the AD user group(s) memberships for this user; the
relationship/membership for the AD user group(s) will be
maintained

These imported fields cannot be modified from OAISYS. The user
imported from Active Directory cannot be deleted through OAISYS, but
setting the user account expiration date disables the account. A delete
option is not available for the OAISYS user.

An imported user from AD will have the default permissions for this site.
Any additional permission must be established through the OAISYS
Administrative Client Application. By default, the imported user group from
AD will not have any preset Application Permissions. Application
permissions for User Groups can be set through the User Groups section
of the OAISYS Administrative Client Application.

Users created in OAISYS will not be added to AD — but if the same user is
later created in AD (based on user name) the AD user’s permissions will
be overwritten and merged with the OAISYS user’s permissions.

OAISYS only users can be added, edited and deleted from the OAISYS
Admin Client application. However, these changes do not carry over to
Active Directory. System-defined user accounts in OAISYS are not
integrated with AD.
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‘ Enabling AD Integration

This section reviews Active Directory Integration configuration, each
section is discussed in further detail below.
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NOTE: If any of these fields are left blank in Active Directory, they will not
import into OAISYS.

Example

If the email address field is left blank, email addresses from AD will not be
imported.

GENERAL
For OAISYS to integrate with AD, check the box to enable AD integration.

Checking the box to allow user login when AD is down provides users the
ability to log into the OAISYS system when AD is unable to communicate
by using the OAISYS authentication instead of Windows authentication
from the login pop up. However, it will not sync any changes since the last
login if AD is down. Use the text box under fully-qualified domain name to
enter the domain name for the AD Server.

GROUP SEARCH

This feature provides a more efficient way of searching AD users; check
the box to use the matching chain rule.
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USER PROPERTY NAMES

This feature provides the flexibility and adaptability to different customer
environments.

Example

For email, MS Exchange uses the “mail” property to store the email
address, but a different email solution may use a different property name;

e.g., “email”’, “emailaddr”, etc.

'AD SINGLE SIGN-ON (SSO)

AD SSO is a system-wide setting which allows users to bypass entering
their credentials when the Windows SSO Authentication type is selected
from the log on page. This option is available when the Enable AD
Integration option has previously been enabled (checked). If AD SSO is
not available, this option will be greyed out.

EL ...
=} http-//qa-eadyuser .
+-1.) Automated Service Center ’ T
-4 Server I~ Allow user login when AD is down
: % gne:ad 7| Use AD Single Sign-on "
+ CTI - Mtel 3300 - Multi Node
SMDR Fully-qualified domain name:
+-@ ALl oaisys.com
-J-.0) Active Directory Integration
@ Configuration - Goio Senreh
3-.0 SQL API 3 . :
£ Speech v| Use the “matching nde in chain” rule for efficient. serverside searches
[* % Recording Manager
: PVD kmport User Property Names
+ File Streaming ; )
- ' Alam S Description: c¢n
41§ Housekeeping Emai Address:  mad
L3 ;;'5 Coach
3420 IP Endpoints Extension: telephonenumber
ol Peformance

NOTE: A user password will not be retrieved from Active Directory or
stored for this user account. To maintain security, users will not be able to
change their password from within Management Studio (the Change
Password option is not visible if AD SSO is enabled).

If using the OAISYS Screen Recording Server, identical configuration
steps on that server are required to support the AD SSO functionality.
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SQL API

A set of stored procedures requiring account authentication are available
that provide restricted access to search for recordings, retrieve information
about a recording, and add new information to recordings.

OAISYS products utilize Microsoft SQL Server as the backend platform. A
complete list of stored procedures can be found here:
http://www.oaisys.com/downloads/OAISYS API_Overview & Developer's

Guide.pdf

|Enable SQL API

This section reviews the procedures for configuration of the SQL API;
each section is discussed in further detail below.

To use the SQL Stored Procedures, check the “Enable SQL API” box.
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SQL API WEB SERVICE
Enforce Authentication

Check this box to enforce a valid OAISYS user/password with
permission for the API call. Keeping this box unchecked leaves the
API open to any user.

Enforce HTTPS

This ensures the traffic between the client application and OAISYS
is encrypted; check this box to ensure OAISYS has a valid SSL

OAISYS Administration Guide 38


http://www.oaisys.com/downloads/OAISYS_API_Overview_&_Developer's_Guide.pdf
http://www.oaisys.com/downloads/OAISYS_API_Overview_&_Developer's_Guide.pdf

OAISYS

certificate, and require the web service take requests via HTTPS
(port 443). Keeping the box unchecked allows client application
requests via HTTP (port 80); the results transmit in clear text.

Allow requests only from primary data server

When checked, the SQL API web service will fail a request if its
origin IP address doesn’t evaluate to the primary data server.

Set / Change OAISYSGuest Password
This allows the SQL API password to be programmable.

SPEECH SEARCH

The Speech Config screen is used to set up the Speech-Analytics Server
to conduct Speech Searches.

1.

5.

Verify the checkbox is selected to Enable Speech Indexing/Searching

2. Enter the full URL of SAS server including Port Number
3.
4. Set the indexing schedule

Select an option from the drop-down list of supported languages

a. Real Time — Calls are indexed on completion
b. Scheduled — Calls needing to be indexed are set in the queue
until the scheduled time period
c. Disabled
Enter the Start and Stop times
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| Indexing Older Calls
Indexing older calls can be accomplished according to the settings chosen

NOTE: This will take a long time and depends on the number and length
of the calls being indexed. At this time there is no option to cancel once

this is started.

Choose which existing calls o schedule for prendesing
@ A easting cals
[ Gelect exmting calls hased on sat date dre
5.
Ta:
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‘ Pre-Indexing Status

The Pre-Indexing Status screen provides a view of the status for each
Tracer, showing how many calls are scheduled for pre-indexing on that
Tracer. These controls allow users to get the latest count, refresh, or clear
the queues in the entire network.
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‘Speech-lndexer Log

This log file provides a record of all indexing activity.

‘Speech Search Log

This log provides a record of activity that takes place on the speech
search server.
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RECORDING MANAGER

The recording manager is used to configure call recording settings.

NOTE: Some PBX platforms include a node called ACD Config; this is to
specify the setting to connect to the ACD server.

Call Recording Rules

Recording rules are based on call filters indicating to the OAISYS system
which calls to record, and apply to the current point in time of the call.
Each Call Recording Rule associates a call filter to a recording action.
You can establish multiple call filters to a specific recording action.
OAISYS can only record a call when the call satisfies a call filter. You can
create call filters from the Call Filters section under Lists and Other
Resources.
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=>» Move one or more call filters over using the double arrows.

A call may satisfy one or more Recording Rules at a specific point in time.
If a call satisfies two or more Recording Rules with conflicting Recording
Actions, OAISYS will resolve the conflict using the action with the highest
precedence. The recording actions are listed in hierarchal order below.
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RECORDING ACTIONS
Do Not Record

This action immediately stops the physical recording of the call and
discards any loopback portion of the recording in the call. When
the call is in this state, no user can manually resume recording of
this call.

Always Record

This action immediately starts a recording on the call when the call
satisfies a call filter. There is no manual override. In other words, if
the call satisfies the call filter it will be recorded 100% of the time.
No user can manually stop recording this call.

Do Not Record with Manual Override

This action immediately stops the physical recording of the call. A
user with manual recording permission can resume recording of the
call.

Do Not Record with Pause Loopback

This action does not stop the physical recording of the call, but from
the user’s perspective, the call will look as if it is not being
recorded. If another call filter is eventually met or if the user with
permission manually starts the recording, the loopback portion of
the call is retained. If the OAISYS system or user does not resume
recording the call, then OAISYS will discard the loopback segment
of the call.

Record

This action starts a recording on the call when the call satisfies a
call filter. A user with permission can stop the recording. If this
happens and the user then resumes recording, the loopback
portion of the call is retained.

Record Sometimes

Enter a number from 1 to 100 to indicate the percentage of calls
meeting the call filter to be recorded.
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‘Extension Recording Control

This control screen allows a list of extensions to manually stop and start
recordings. Select the list of extensions from the drop down. Each option
is discussed in further detail below.

NOTE: These permissions do not apply to start/stop in Management
Studio Live Calls which are established by the user’s Live Calls
Permissions.
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ALLOW START/STOP + LOOPBACK RECORDINGS

This allows the user to manually stop and start their recordings with the
OAISYS Desktop Client application or by another legacy application, and
when the user starts the recording it will include the entire call. It will

include any part of the call that took place prior to the user clicking the
start button.

Example

If a user was on a call for five minutes before they click the Start Record
button, and the calls lasts ten minutes, when the call recording is

retrieved, it will include the entire duration of the call including the first five
minutes.
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ALLOW START/STOP + LOOPBACK RECORDINGS (CARRY
FORWARD)

This allows the user to stop and start their recordings manually. When the
user starts a recording, the entire call will be recorded including any part of
the call that happened prior to the user manually starting the recording.
The recording will “Carry Forward,” meaning if the call is transferred to
another extension the call recording will continue.

ALLOW START/STOP RECORDINGS

This allows the users in the extension list to stop and start recordings. It
does not include Loopback or Carry Forward.

ALLOW START/STOP RECORDINGS (CARRY FORWARD)

This allows the user to manually stop and start recordings. It does not
include Loopback but it does include Carry Forward (as described above).

ACD Config

This configuration option attaches ACD Agent IDs on calls that are not
associated with an ACD Group, and applies to outbound calls and inbound
calls that do not route through the ACD. Inbound calls to the direct
number can also attach digits (only available for some phone systems).

IC calls will not be tagged with ACD Agent ID.
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(Applies to phone systems ACD information is obtained from: Avaya,
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Toshiba, Inter-Tel, and ShoreTel with ECC integration)

'After Call Actions

This feature allows one or more actions to run after the call has ended,
and are based on Call Filters.

9 Match one o move of the folowng ctens
) Match of of the followng ofters

Match Lists
Aocourt Code Ut | <hiane>

A0 Grop Lt [ horw>

o>

There are eight types of actions:
1. Logto File
This action will write a text string to a specified file.
The input parameters are:
e Append or Write to a new file
e Log file path name
e Log string
2. Run a Program
This action will run an external program.
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The input parameters are:
e Program Name
e Username
e Password for the user account
e Domain Name
3. Delete Recording
This action deletes the recording of a call upon the calls’ completion.
4. Send Email
This action sends an email of the recording once the call is complete.
The input parameters are:

e Emailto
e Subject
e Message

e Attachment
5. Export Recording

This action exports the audio after the call has been completed, and
can be used with a third party speech analytics application.

Audio formats supported include:
MP3 40kbps

MP3 64kbps

Native PVD

GSM Wav

Please refer to the application note specific to this action for more
information — available upon request from Technical Support.

The input parameters are:
e Export Path
e Export Recording Type — select from the drop down list.

e Export Recording File Name — please refer to the Variable
Tokens on page 45.
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6.

Insert Call Information

This action attaches information to a completed call, and can be set up
at the time the Admin user establishes the after call action.

The required parameters are:

o Key
e Value

. Insert Call Data Field

This action attaches preconfigured call data to a completed call, and
can be selected from the drop down list at the time the Admin user
establishes the after call action.

The required parameters are:

e Key
e Value
Send Chat Broadcast

This action can be used to send a message to all users of the legacy
OAISYS chat application.
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These variables will allow access to more information about a call, as shown in
the following table:

Variable Information

%A Account Number

%BN Recording File name (whole name) - example: “017XD.PVD”

%BX Recording File name (Prefix) - example: “017XD”

%BY Recording File name (Suffix) - example: “PVD”

%BD Recording Date Start - MM/DD/YYYY

%BT Recording Time Start (24 hr.)- HH:MM:SS

%BA Recording Time Start (AM/PM) - HH:MM:SS AM/PM

%BP Dialed Phone Number — xxxxxxxxx if Outbound, blank if Inbound

%BK Trunk ID — blank if IC call

%BG Agent Name

%BR Call Direction (“In" or "Out") — but English only

%C Call Historian Unique Database ID (GUID)

%D Call Direction ("In" or "Out")

%E Called Phone Number (DNIS number)

%F ACD Group Extension

%G ACD Group Name

%H Calling Phone Number (hyphenated - type 1)

%I PBX Call ID

%J Calling Phone Number (hyphenated - type 2)

%K Agent ID

%L Length (duration) of a call in Seconds

%N Calling Party Name (outside calls only)

%P Calling Phone Number

%R Recording Path and Filename

%S Station Extension

%T Call Type ("IC" or "CQO")

%U VAT Extension Number

%V VAT Number

%W VAT port number

%X Extra Info field — i.e. %X(“Notes”)

&C Insert a Carriage Return character

&D Insert the Date in format: "mm/dd/yy"

&L Insert a Line Feed character

&N....&N Insert the Date and/or time in user-specified format and close with the ‘&N’
character. i.e. &Nhh:mm:ss AM/PM&N (we do not support % in the date time
format) for additional details please see:
http://msdn.microsoft.com/en-us/library/8kb3ddd4(v=VS.90).aspx

&Q Random Variable (6 digits)

&R Random Variable (8 digits)

&T Insert the Time in format: "HH:MM"

&& Insert an Ampersand "&" character
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‘Third Party Interface Network Configuration

The Third Party Interface is used when utilizing the OAISYS API. Not all
systems will take advantage of this integration. Each option is discussed
in further detail below.

T) QAISYS Tracer Management Studic - Logged in a5 DawnCM - [ | Thind-Party Interface Network Configurati..\ sl o= et

g File View  Config  Window Help - 5 X

One example of how this interface is used: a Third Party Automatic Call
Distribution application integrates with OAISYS to attach ACD information
to the call recordings.

CONFIGURATION SETTINGS
Listening Port

Enter the number of the port that is opened up on the OAISYS
system that gets the information from the third party application.

Secure Listening Port

Enter the number of the secure port that is opened up on the
OAISYS system.

Maximum Connections

This displays the maximum number of connections for activated
licenses for the OAISYS system.

Available Connections

This displays the number of open licenses remaining on the
OAISYS system.
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RECORDING PORTS

This section is used for general information about your recording
ports.

Settings

A red light indicates a non-operational status, and a green light indicates

ports are connected and working; each section is discussed in further
detail below.
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RECORDING PORT SETTINGS
Total Licenses

This displays the total number of connected recording ports on the

OAISYS system, and represents the total number of voice port
licenses.

VoIP Ports

This displays the total number of VoIP ports your system will use;
this number cannot exceed the total number of licenses.
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Snoop Ports

This displays the total number of ports used for Live Monitoring.
These licenses are used dynamically; only one license is used for
each Live Call monitored.

Recording Share
Select or enter the path of your recordings folder.
Screen Capture Ports

This option is only used for a Screen Recording Server; otherwise
this option will be disabled. Select the number of screen recording
licenses to use; this number cannot exceed the number of screen

recording port licenses purchased.

Inter-Digit Group Timeout

This feature establishes the number of seconds between DTMF
entries.

VoIP SETTINGS
Select the tab corresponding to your VolIP tap configuration (if
applicable).

For more information, please refer to the PBX specific
documentation located at:
http://www.oaisys.com/documentation.aspx

Click Save - click Refresh to ensure changes have been saved
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‘ Ports
This displays quick view information for the port including:

e Port number e Extension

o Type e Status
This screen is used primarily for information, but you can access the

‘ Port

This provides a detailed view of the port and allows you to view or
configure from the port drop down list. The current status of the port you
selected is displayed next to the port.

Check the Enabled box to allow the port to record. Enter the trunk number
for the port and the VolIP board IP address or MAC address.

Port Type is automatically configured for the type of port the OAISYS
Recording System is tapped onto.
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Select the Trunk Type from the drop-down list.
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Predictive Dialer Tap
Check this box if tapping onto a Predictive Dialer (Tracer).
Dynamic License

Check this box to use On Demand or Dynamic Licenses. This will allow
the port to be used on a first come, first served basis.

CTI Monitor

Check this box if the port is CTI enabled.

Digit Capture

By default, this feature is turned off. Check this box to enable digit
capture.

NOTE: Available on digital stations using NGX boards, TDM Trunks, and
analog and digital T1/PRI.

Late Binding

This feature is available for SIP station mapping for dynamic licenses.

Our software will now reserve SIP licenses for designated devices. In
prior versions, SIP licenses were consumed for every SIP device identified
through the IP monitoring stream regardless of which devices were or
were not recorded.

Thus, a customer with 100 SIP telephones wanting to only record a
designated few, still required 100 SIP licenses. With version 7.2 or later,
customers can acquire the precise number of licenses matching the
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designated few phones to be recorded.

OAISYS Administration Guide

55



AISYS

'HOT DESK RTP

If using the Hot Desk RTP feature, select the Hot Desk RTP Port
checkbox - this will bring up the Location Name to identify the station

Pot (1 =] O e
Enabled [ Record ] [ Stop ]
Port Settings
Port Type VoIP
Trunk Type [VolP Tap v]
Extension HDRTP_001
VoIP Tap Type |RTP Capture v
VolP Settings
VolP Device Static IP Address () 1921685182
MAC Address @ 08000f6d487b
] s 5
[] Dynamic License CTI Monitor
Hot Desk RTP Port Location Name: Station 37b
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‘ Spans

Spans are used to allow configuration of OAISYS voice boards, and
modify encoding, framing, and signaling details.

Encedng Framing
AN © ESF
. pazs ol )

| 7] Bk LEDs on Span Cannector for iderthication

Copy Ports

This feature is used to copy settings from a previous recording port.

Using the drop down list, select the port to copy from - select one or

more ports to copy to = click Copy

|/ Tracer Manag o - Logged in a3 DawniCM - ~Copy Ports]
=,

|

l
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‘ Recording Manager Status
This screen provides status information about the OAISYS recording
solution including the operating status of:

o OAISYS server e SMDR port

e CTllink e ALl Service
e SMDR service e ALl Port

A green light indicates the service is operational. A red light indicates the

service is not operating. A non-lit button indicates the service is not
applicable.

NOTE: The Archived Database will have its own rules and housekeeping
settings.

'“Q File View Coofig  Window Help

NOTE: The options used are determined by your system configuration.
Example

A system will not have both a CTI link and a SMDR link.
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PBX INTEGRATION BY EXTENSION

This indicates where the OAISYS system is getting the extension
information (when available). The available options are:

e None e SMDR
o CTI

CTlI MONITORING MODE

This indicates the calls that should be monitored by CTI. Itis
recommended that “all tapped calls” is selected. However, you may
choose to monitor both tapped and untapped calls.

PBX INTEGRATION VIA MATCHING LOGIC

This indicates if the SMDR Matching Logic is used to attach extension
information to calls recorded on SIP Trunks.

ALI INTEGRATION
This check box indicates the use of ALI integration.

DATABASE HOUSEKEEPING TIME

This shows the time the database settings for staging and purging are run.
It is best to select a time when the system is not busy with recording calls.

RELOAD RULES

This button will reload the rules such as recording rules and after call
actions immediately, rather than waiting until the pre-scheduled time for
general Housekeeping and Database tasks.

PBX HOUSEKEEPING TIME
This shows the time the PBX settings for staging and purging are run.

ACCOUNT CODE TYPE
This option dictates if permissions are enabled for calls on a Global or
Local level.
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‘ Calls Status

This view displays information about each call. A count of calls is
displayed on the top bar.

Select Active to display all active calls that are currently being recorded.

Select Clearing to view information about calls that are completed and are
being cleared from the system.

The following information is available for each call:

e Date and Time of call e Call direction

e Port used to record the call e GUID (unique identifier)
e State of the call

You may arrange the column headers in any order by dragging and

=

-8 x

© Epand Al Collapre AT Actve

Tme  + Recfor | Swe ‘ G
@ 201210 Taborg DIl gas

| Voo

D

34

WASWICK CONM N
1688229
2163308229

“CHOEGUD SRITIc i I Tl W
SRECFNANE € '\Recordngs'\01\00\0
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‘ Device Monitors

This screen displays information about each recording port as well as
provides a count for the total devices.

You may arrange the column headers by dragging and dropping them in

St

Falod Mo
Actve Active
Actrve Ao
Actve Actree
Actren Actree
Actve Fctive
Actve Actve
Actve Actve
| Actve Actrve
Actve Ictree
Actve Actrve
Actve Active
Active Actve
Actvn Actren
Active At
[Actve Kove
Actree Actree
Active Actree
Actve Actrve
Active Active
| Actve Ave
Actve Active
At Atrve
Actve Active
Actrve Actve
Actve Aetive
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‘ACD Groups
This screen displays a count of the ACD Groups configured in the PBX.
The name of the ACD Group (number) and the description is displayed.
Use the plus/minus button to expand or collapse the view.

In the expanded view you will see the Agent ID, description of the agent,
and the extension for the agent for each agent that is currently logged into
the ACD Group. This window is used for information only; you cannot
configure anything from this view.
'™ OAISYS Tracer Management Studko - Logged in as DawnCM - {1
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\VAT Status

Use the color coded key on the right to determine each port’s status. This

view is for information only. Configuration cannot be done from this

window.

[35] Fie  View Config  Windew Help
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‘EventLog

The Event Log displays recording port events.

ol File View Config

TY Management Studio - Logged in as DawnCM -

Window  Help

Recording Manager Event Log

s e o |

- 8 X

Display  Dump State

(52025 07:14:59.6] VolP Main.1628:
[52026 07:14:53.8] ValP Main.1628:
(52027 07:14:59.8] VolP Main.1628:
[52028 07:14:53.9] ValP Main.1625:
(52029 07:15:00.0] VolP Main.1628:
[520:30 07:15:00.0] ValP Main.1625:
(52031 07:15:00.0] ValP Main.1628:
[520:32 07:15:00.0] ValP Main.1625:
(52033 07:15:00.0] VolP Main.1628:
(52034 07:15:00.0] ValP Main.1625:
(52035 07:15:00.0] ValP Main.1628:
[52036 07:15:00.1] ValP Main.1625:
(52037 07:15:00.1] ValP Main.1628:
(52038 07:15:00.4] ValP Main.1625:
(52039 07:15:00.4] ValP Main.1628:
[52040 07:15:00.4] ValP Main.1625:
(52041 07:15:00.4] ValP Main.1628:
[52042 07:15:00.4] ValP Main.1625:
(52043 07:15:00.4] ValP Main.1628:
[52044 07:15:00.5] ValP Main.1625:
(52045 07:15:00.9] ValP Main.1628:
(52046 07:15:00.9] VoIP Main.1628:

L F——

UDP Stream
UDP Stream
UDP Stream
UDP Stream
Packet too small?
Packet too small?
Packet too small?
Packet too small?
Packet too small?
Packet too small?
Packet too small?
UDP Stream
UDP Stream
Packet too small?
UDP Stream 192.1
Packet too small?
Packet too small?
Packet too small?
Packet too small?
UDP Stream
UDP Stream
UDP Stream
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PVD IMPORT

|PVD Queue

This screen provides information on PVDs that are in queue; i.e. they have
not been written to the database yet.

(™ Management Studio - Logaed in &< DawnCM - * -Historian PVD Queue] =T
% File View Config Window Help - F X :
0 PVDs (0 in queue 0 clearing) || (3 1-0of0 &) |
F{ecordlng Manager i | Amival Time | State | Duration Pathname
4| T 3
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‘ Quick Status

This view presents real time statistics about the PVDs. However,
selecting a Time Range from the drop down list displays the number of
PVDs imported within that time frame along with the Total, Average, and
Maximum execution time. The Failed Imports and Maximum PVD queue
size within the selected time frame is also displayed.

T\ Management Studio - Logged in as DawnCM - ' = = ~Historian Quick smélﬂg

ol File View Config Window Help

S——

% Recording Manager -

-] Houry Statistics
5] Checkpoirt Statistics

Real-Time Statistics:

Time Range:

From Startup

FVDs Imported:
Total Execution Time:
Avg Bxecution Time (ms):

Max Execution Time (ms):

Failed Imports:

Max PVD-CQueue Size:

2110
0:2451.716
706.974
37.875.000

1
2
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‘ Daily Statistics
Statistics summarized by day.

21972011 115
81972011120,
812011103
2122011120
anyaom 120
8162011121
81672011 120
8152011120
8ne201 120
8122011120
81272011120
v ze
210/201 120
£/472011 1200
8272011 1200
87772011 1200
282011 1200
£/52011 1200
/472011 1200
87372011 1200
_B272011 T41PM_ 3a
»

SREGERBSAE

BSESEEOREEREASARESS25888
sBsae

B

Hourly Statistics

Statistics summarized by hour.

O 1-9ct3618 O

[Date/Tee  (Hor |
82272011 1.00 3
2222011120 12
gm0, N
8/22/2011100.. 10
8/22/2011 900
222,201 800
8/22/2011 700
8/22/2011 600
82272011500
82272011400
82272011 300
22272011200
82272011 100
872272011120
2212011 110
82172011 10:0
82172011 800
2/21/2011 800
82172011 700
82172011 600
82172011 500
8212011400
212011300
872172011 200
-

0

9
2
7
L
S
4
3
2
1
[}
2
2
21
20

NYSBESNEEBNBNIBBELBRENNR
NSNSV LERBRENNR
OO 0000 OOORO000000ORRO00
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‘ Checkpoint Statistics

Checkpoint statistics are used primarily for troubleshooting purposes.

(@ 1-1ofl & | New Checkpoint...
[ i | Dote. Time | Descrpton | ¥ PVDs Process_ | #FVDs impoted | 7 PVDs Faled |
I VAP0 Z20PM  nkiad Chescipoint | 109,182 106.007 F

,,. %‘;‘:
3
[
i

M
i

f

E)
=
=
£ |
=
Fin

§
il

Event Log
This displays PVD import events.
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FILE STREAMING

‘ Clients

This screen displays the handle and inception information for the files that
are being streamed, and is primarily used for troubleshooting purposes.

2222011121606 PN
82272011 1210 PM
21972011 120524 PN
2192011 120925PM |

8192011 121007PM
82272011 102131 AN

Event Log

This displays events regarding the File Streaming service.
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ALARM SERVICE

The OAISYS recording solution provides four levels of alarms:

1.
2
3.
4. Informative

Critical

. Major

Minor

Once an alarm condition is met, the following actions can take place:

Send an email

Start an application

Notify OAISYS Service Center
Send a service command

Example

If a recording port is not recording, the alarm generated will alert an
administrator via email so they can find out why the port is not recording.

NOTE: Log files with alarm activity are kept in the system.
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-OAISYS
| ‘ Settings

These settings apply to alarm history files and informational history files.
Indicate the total number of files and maximum size of each file.

Indicate the amount of time to keep the files.

Hatory Flls Setingy

These settngs apoly separately 10 both types of history fles: slam and rfomastional. This means, for exampie. f you
uuwu!—ummnmuw»mmhm Up te 101ce alaems, and op to 1042¢
riomatonal everts

Mochstory e sze (KB) 20 & O Keehutorytiosfor €0 1 [Dmyl) v
@ Lmteumbercifles 20 -+
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‘ Rules and Actions

These rules and actions are executed when an alarm condition is met.

Click the Add button to add a new rule.

SAMPLE ACTIONS
e Send an email

e Start an application

SAMPLE RULE
¢ Send an email when a port is not responding

General Properties
Name: | Type: |Send Email

Email Options
To:

Subject:

Message:

Insert Alam Title Variable | | Insert Alarm Message Variable

OAISYS Administration Guide
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‘ History

This displays a history or log of alarms including the error description,
date, and time of the alarm occurrence. A complete list of alarms and
informational alarms are found here: Appendix A

L — )

ern 10 Qo by th

ot sk

It

Time | Ko Number

TN 40028 AN

TR2M NN T
RN T
TN 07
TRANZNSEBM T
T2 NSE2M 07
TR2NZ NS 2
TR2ANZNSEDAM 302
TR2NZNZE20M N2
TN 02
TR2M NS 02
TR2N2ZNSSBAM 32
TN NS 3012
TRANZNSSDA W2
TR2ANINSEZAM 02
TR2NZNEEM 02
TN 302
V2N 1I552A 302
TYRNZNENDMM N2

o | . ”_

The recordng has faied & the gven pot. Scme for ol of the record:
The recordng hes faled at the gven pot. Some for o) of the record
The recordng has falled o S gven pot. Some for o) of the record
The recondrg has falled o e given pot Some for o) of the tecord.
Pot not cpentenal
Post not eperstional
Pot not operatonal
Pot net cpeestconal
Post net cperntonal
Pos nat epertonal
Post nat aperational
Pos nct cperstional
Por nit cparational
Por net eperstonal
Port not eperatonal
Port not aperstonal
- Pott nct coerstonal

| Sevety |
Mayor
Ccel
Ccal
Cticad
Ctcal
Ccal
Cocal
Ccal
Cacal
Cracal
Cocal
Crcal
Ctcal
Cace
Cecal
Ccal
Ccal
Crtcal
Gl

Event Log
This displays events for the alarm service.

OAISYS Administration Guide



OAISYS

HOUSEKEEPING

‘ Status

Indicate the time for the OAISYS system to perform the daily
housekeeping tasks. You can view history, configure, and run the
Staging, Purging, Orphan Recovery, Backup, and Restore functions
individually from here.

-5

"

-2
-2
i

Cenfig  Window Help

% CTI - Mitel 3300 - Muki Node
= SMDR
@ AUl
A2 Active Directory Integration
o saLarl
A2 Speech
% Recording Manager
- PVD Import
File: Streaming

- B Alam Service
=14 Housekeeping
B |
- Yl backup Settings
_’ User-Defined Stage and Purge Rules
i System Stage and Purge Settings
-5 Purge System Stats Settings
Qﬁ; Ormphan-Recovery Settings
:{} Database-Maintenance Settings
d Drive Usage

5] Stage History
- 3] Purge History

5] Omphan Recovery History
- 5| Restore History

ER Event Log

% Coach

122 IP Endpoirts
-l Peformance

Fi Network Corfiguration
B3 Full Text Recover

-2 Lists and Cther Resources

- Evaluations

-I2) Users and Permissions

Historical Calls

=1 Email

-

m

Live Calls

p N
(T} Management Studio - Logged in as DawnCM - [« = ~Housekeeping Stams_ =N

[ File View

- 5 X

Daity Housekeeping
Run housekeeping daily at: | [IEDE]

-

User-Defined Stage and Purge
O Ide since 8/19/2013 421:27 PM
(15:39:26)

Stage
O Ide since 8/19/2013 421:27 M
(15:39:26)

Purge
Idle since 8/19/2013 4:21:27 PM
(15:39:26)

Purge System Stats
Idle since 8/19/2013 4:21:27 PM
(15:39:26)

Orphan Recovery
Idle since 8/19/2013 4:21:27 PM
(15:39:26)

Backup System Settings
Idle since 8/19/2013 4:21:27 PM
(15:39:26)

Database Maintenance
Idle since 8/19/2013 4:21:27 PM
(15:39:26)

Database Copy
Idle since 8/19/2013 4:21:27 PM
(15:39:26)

Restore PVDs

O ide since 8/19/2013 42127 FM
(15:39:26)

Clean Database
O Idie sincs 8/19/2013 4:21:27 FM
(15:39:26)

| Histoy.. | [ Cofigure.. | [ R |
| Histoy.. | [ Configure.. | [ R |
[ Hstoy.. | [ conigue.. | [ Run |

History.. | [ Configure.. | [ Fun |

HISTORY
This displays a detailed history of the selected function.

(610)

NFIGURE

This allows you to configure the housekeeping tasks.

RU

This allows you to run the housekeeping task.

N
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RUN ALL

This option allows you to run all housekeeping tasks now, instead of at the
previously scheduled time.

Backup Settings

Browse or enter the path to the directory location to save your backup
settings. Indicate the number of backup files to keep.

(T Management Studio - Logged inas DawnCM - | = = ~Backup Settings - Managing where backups are stored] E‘M
é File View Config Window Help - F X

(Aamin | -

g. File Streaming - __— < S Titon Bckup)
l Ao Service Destination Directory: Backup Browse...
- H Backups to Keep: 14

E

——

System Stage and Purge Settings

Purge System Stats Settings
Omphan-Recovery Settings

User Defined Stage and Purge Rules

This new feature allows customers to stage and purge calls based on call
filters or specific identifying information, and allows users to select the
media type.

Example

Calls are set to purge after six months, but certain accounts must be kept
for three years. This feature overrides the purge rule for accounts with
special conditions.

Another use of this feature is staging based on identifying information.
Example

Vendors have discrete FTP sites; this feature enables identification by
DNIS.
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Select one or more call filters from the available call filters. Move them
over to the Call Filters Used panel using the double arrows.

.

TS ——
M) Management Studio - Logged in as DawnCM - [\ -User-Defined Stage and Purge Rules - Managing the staging and purging based cn user-defined ul [ e
[ @ Fie View Config Window Help -5 x
Settings Call Fiter(s) Used Available Cal Fiter(s)
=y - Stage documents based on document age orlast AccountCode9876
£ Automated Service Center CETElEESE 1009
e Li d istrat
4 Leensng nd Regisrtion Do stage based on lest modfied date time 1023
1024
Do stage bassd on documet ags 1032
1032
Do Not stege based on document age or last 1032
modfied dateAime
1034-A
1036
) Active Directory Integration :g{
) saLARI Staging Options
- Spsech 1047
-8 Recording Manager 5 Move documents from the Recerding Drive and 11AMo2PM
PVD Impor purge the records immediately. 5006
E Fie: Stresrming = Move documerts from the Recording Drive and 42051028867
B Ham Senice " purge the records later. BoBAM
-4 Housekeeping Delete documents from the Recording Drive A
Aark’s Bt
A Backip Settinos Destination Directory: AccourtCode 1234
User Defined Stage and Purge Rules o AgtsT0XX
. Stem Stage and FUrge Seings B
7 Purge System Stats Settings Calls Less than 20 seconds logs
& Omhan-Recovery Settings et T CustomeriD
7 Database-Maintenance Settings ia Type Customeriame
4 Drive Usage Target media type: e
Stage History [ovo2 o0 Gy - D‘ilz
] Purge History =
5] Orphan Recovery History Edit DNREx
Restors History DO NOT RECORD 1005
&R Evert Log DoNetRecord
% Coach Early UserPemissiblsExt
-2 IP Endpoirts Empty
lli Performance Exinfolember
£ Network Configuration ExInfoPattem
B Full Text Recover high prioriy
1) Lists and Other Resources inda test
1D Evaluations OuthoundaddExtra InfoforCallDataFi
12 Users and Pemissions PRI Ports
& Leers Richard
#48 User Groups ok
.- ¥ Applications ETF Ports
Screen Rec Today
Skip x1001
stevel513
Stevel5132503
stevedonotrecord
SUBC
Historical Calls Support
- Temy
Live Calls Fots
UDsP
orarte Vi
e VM Answer
VolPSmExt
»
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‘System Stage and Purge Settings
This is used to indicate preferences for System Staging and Purging.

e Select an option to stage based on document modify date/time
e Select to stage based on the percent of hard-disk usage
e Select to purge based on the percent of database usage

e Select an option to move or delete documents from the Recordings
Drive

e Select the media type from the drop down list or select a new
media type

e Select an option to purge based on modify date/time

IS ™
™ Management Studio - Logged in 2= DewnCh - ARSI Sytem Stage and Parge Setfinge - Managing usage of the Recording - (6=l i=k IRES
‘#@ File View Config Window Help - 8 x
B ————
= .',"“”;?:‘EBD'”Q - ) Do stage based on document modiy datetime
|7 Status
% Backup Sefiings @ Do Not stage based on modfy date/ime
. s .
I ‘; System Stage and Purge Settings
~57 Purge System Stats Settings
Q Omhan-Recovery Settings Stage based on hard-disk usage Purge calls based on database usage
- %3 Database-Maintenance Settings Crtical Threshold (%ful): 90~ Crtical Threshold (% ful: 80~
-5 Drive Usags
%] Stage History Target Threshold (% full): 85 - Target Threshold (% full): 85 -
=] Purge History B
5] Omhan Recovery History Staging Options
~ ] Restore History (©) Wove documents from the Recording Drive and purge the records immediatety.
-l Evert Log
% Coach () Move documerts from the Recording Drive and purge the records later.
% 1P Endpoits © Delets documents from th Recordings Diive
‘erfomance E
Fa Network Configuration
- fgd Full Text Recover
) Lists and Other Resources
A Evaluations
=+ Users and Pemmissions Media Type
2 Users Target media type
54 User Groups m [ (E50.00 ME) -
% Applications i
o=
s -
)
Historical Calls Purge calls based on modify date/time
) Do purge based on modfy date/time
Live Calls @ Do Not purge based on modfy dateAime
Reports
Admin
» Refresh
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‘ Purge System Stats Settings
This setting is used to purge the system statistics from the database.

T Management Studio - Logged in as DawnCM - Purge System Stais Settings] El_u

;% File  View Config Window Help

Purge system stats based on database usage

- Housekeeping 0 Citical Threshold (% ful): 30 =

% Status
Backup Settings Target Threshald (% ful): 85 -
----- _i User-Defined Stage and F‘urge Ru

Purge system stats bazed on age
) Do purge based on age
@ Do Not purge based on age
----- E Stage History

- @] Purge History
[

Orphan Recovery Settings
This screen dictates how you handle Orphan Recovery.

Scan documents modified after the specified date and time for the nightly
recovery - indicate the frequency of the full system scan

T\ Management Studic - Logged in as DawnCM - ~ ~Orphan-Recovery Settings - Keeping documents in synch with the D... Elﬂlg

%&; File View Config Window Help

Nty Recovery

=14 Housekeeping G Scan documerts modified on or after:
- | P Status v

% Backup Settings

i User-Defined Stage and Purge Ru

i System Stage and Purge Settings —

e F‘|.| ge System Stats Seﬂlns SEE=R= iy

© Recordings drecoy
" Database-Maintenance Settings () Custom dirsctory:

d Dnve Usage -

-5 Stage History

- %] Purge History =

4 m 2 Save
I
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‘ Database Maintenance Settings

This screen allows you to establish Database Maintenance Settings.

Use the drop downs on this screen to determine how often you’d like to
perform Defragging and Rebuilding of the indexes in the database.

-
T Management Studio - Logged in as DawnCM - [0 0 w0 Datat

e Settings - Keeping the datat

b
in a running, eff... E@g

=] Qf Housekeeping -

7 File View Config Window Help

|} Status
Backup Settings

-l User-Defined Stage and Purge Ru
_i System Stage and Purge Seftings —
(j) Purge System Stats Settings |E

<l Omhan-Recovary Sefting
_;\5 Database-Maintenance Settings
"L Dnve Usage

4, Dnve Usage
- 5| Stage History

-] Purge History <

Historical Calls

I ]

Live Calls

Reports

Admin

Periodically Defragment Indexes
How often to defrag indexes:

Defrag indexes on this 1st weekday:

[Weskiy

'] [Sunday

Periodically Rebuild Indexes
How often to rebuild indexes:

Rebuild indexes on this 1st weekday:

[ Weskiy

'] [Sunday

Refresh

éARCHIVE ONLINE DATABASE

This feature provides the ability to archive calls from the online database
to an archival database; the archival database will serve as a secondary

database to the online database. A new search and playback application
can be directed to this database to find archived recordings.
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Drive Usage

The information in this screen can be used to determine how much disk
space your system has used for call recordings, SQL database, etc.

ﬂ File View Config Window Help

[T Management Studio - Logged in as DawnCM - -Drive Usage] El_lg

x

% Recording Manager ~
- PVD Impart

-{he File Streaming

- l Alam Service

—--Qf Housekeeping

Y Status
Backup Settings

_i User-Defined Stage and Purge Ru
System Stage and Purge Seftings
Purge System Stats Settings

@ Orphan Recovery Settings
e-Maiptenance Settings

age History
= Purge History
- =] Orphan Recovery History
=] Restors History

-l Event Log

-;5 Coach

122 IP Endpoirts

i Peformance

“ft.E MNetwork Configuration

Full Text Recover

[+ Lists and Other Resources
(- Evaluations

= EJ Users and Pemmissions

m

&t Applications &

< 0 3
v

Historical Calls

Live Calls

Reports

Admin

Recondings (C:\Recordings)
Volume =C:\ Name =
|

Max Size = 148.83GB  Used Size = 126.67GB  Percent Full =

|
Volume = ¢\ Name = CTSDevices: SQL Server Express Edition with Advanced Services v10.0.2531.0

]
Max Size = 10.00GE  Used Size = 54740 MB  Percent Full = 5.35%

Staging Destination
Mot applicable, not found, or not valid.

| |
CTSSystemStats Database (Local) (c:\Program Files'\Microsoft SQL

CTSDevices Database (c\Program Files'\Microsoft SQL

Volume = ™\ Name = CT5System Stats: SGL Server Express Edition with Advanced Services

| |
Max Size = 10.00 GB  Used Size = 15.12MB  Percent Full = 0.15%
Houseke_epl_n_g_ Data_b_age fc: \F‘r_o_gm!ﬂ _FIes_\Mlca't_:s(z_ﬂ SaL

‘u’olume &\ Name = Housekeeping: SGL Server Express Edition with Advanced Services v10.0.2531. ﬂ
SERE R el el E F U L

Volume = ¢\ Name = Historian: SGIL Server Express Edition with Advanced Services v10.0.2531.0

| |
Max Size = 1000 GB  Used Size =4.14 ME Percent Full = 0.04%
CTSSystemStats Databass (Primany) (c:\Program Fiss\icrosoft SOL

Volume = ¢\ Mame = CTS5ystem Stats: SGL Server Express Edition with Advanced Services

| |

Max Size=10.00GB  Used Size = 1.85MB  Percent Full = 0.02%

Max Size = 1000 GE  Used Size = 15.12MB  Percent Full = D.15%
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/

Stage History
This section displays the history for the staged PVDs.

: — —
T\ Management Studio - Logged in as DawnCM - -Stage History] .L. ‘
osl File View Config Window Help

| Run time & Input Settings

C:\Recording =

~dg Ophan-Recovery Settings .. 000243 C:\Recording
z;; Database-Maintenance Settings

C:\Recording

C:\Recording

C:\Recording

C:\Recording

C:\Recording

C:\Recording

C:\Recording

»

OAISYS Administration Guide 79



/

“OAISYS

Purge History
This section displays the history for the purged PVDs.

[l Management Studio S Lonaedin o DawnC R 4 4 -Purge History] = - |
ol File View Config Window Help - 2 X
O -+ ©
B Aam Service o | Run time & Input Settings | Source L~
F Housekesping
% Status
Backup Settings
----- ‘@ UserDefined Stage and Purge Ru O Rtttk c:\Progre
@ System Stage and Purge Settings 817/20.. 00111, No No rull null null - c:\Progre| —
Purge System Stats Settings 8/16/20... 0:00:06... No No null null null ¢ \Progre
4 Omhan-Recovery Settings = 8/15/20..  0011... No No nul ol il c:\Progre
::g g::aebazzjfime”a”ce Settings 814/20.. 0O0A0.. Ne Mo ndl ol il c\Progre
= § 8/13/20... 0:00:34... No No null null null c\Proge—
E Furge History 8/12/20... 0:00:08... No Mo null null null c:\Progre
"= Orphan Recovery History 8/11/20... 0:00:38.... No Mo null null null c:\Progre
Restore History 8/10/20... 0:00:23.. MNo No null null null  c\Progre
8/9/201... 0:01:54... No No null null null e’\Progre
8/8/201... 0:0049.. No Mo rull null null c\Progre
8/6/201... 0:0013... No Mo rull null null c\Progre
8/5/201... 0:0043.. No Mo rull null null c\Progre
8/4/201... 0:0042.. No Mo rull null null c\Progre
8/3/201... 0:0049.. No Mo rull null null c\Progre
8/2/201... 001:26... No Mo rull null null c\Progre
817201, 0:0012... No Mo rull null null c\Progre
7/31/20... 0:00:00.... :No Mo rull null null c\Progre il
. —fmr'\".:'ln : n.n.an s nie Zu o TR Y =
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‘Orphan Recovery History

This section displays the history for the orphaned PVDs that have been
recovered.

-
| T\ Management Studic - Logged in as DawnCM

ot File

View Config Window Help

|

B Aam Service
-{F Housekeeping

-\ Status
Backup Settings

‘@ User-Defined Stage and Purge Ru
_i System Stage and Purge Settings
5% Purge System Stats Settings
-4s Omphan-Recovery Settings
E; Database-Maintenance Settings
a Drive Usage
- | Stage History
- | Purge History
7= Omphan Recovery History

2 1-500f354 &

| Fun Time & Inputs

ordings

81972013 ..

0:02:02.140

C:\Recordings

81872013 ...

0:02:02.532

8/16/2013 ..

C:\Recordings

872013 .

0:01:36.328

81672013 .

C\Recordings

81672013 ..

0:02:43.093

8152013 ..

C:\Recordings

8/15/2013 ..

0:02:40.500

81472013 .

C\Recordings

8142013 .

0:02:40.110

8/13/2013 ..

C:\Recordings

81372013 .

0:02:39.907

8/12/2013 .

C:\Recordings

81272013 .

0:02:35.938

81072013 .

C:\Recordings

81172013 .

0:01:03.984

8/9/20135...

C:\Recordings

81072013 .

0:01:45.182

8/9/20131...

C:\Recordings

8/9/20131...

0:02:30.213

8/8/20131...

C:\Recordings

8/8/20131...

0:01:34.851

8/6/20131...

C\Recordings

8/6/20131...

0:02:08.250

8/5/20131...

C:\Recordings

8/5/2013 1...

0:01:44 638

8/3/20N136...

C:\Recordings

87472013 1.

0:01:00.282

8/2/20136...

C:\Recordings

8/3/2013 1.

0:01:23.266

8/2/20131...

C:\Recordings

872720131,

0:01:49.547

8/1/20131..

C:\Recordings

N4 anan 4

LU}

n.n4.cnonnd

=4 mnan

P - TR N—
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‘ Restore History
This screen displays the history for the PVDs that have been recovered.

Config  Window Help

@ 1-10f1 ©

| Run Time & Inputs

- Purge System Stats Settings

ﬁ Omphan-Recovery Settings
_7\.5 Diatabase-Mairtenance Settings |~
ﬂ Drive Usage

- | Stage History
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‘ Event Log

This displays events for the housekeeping tasks.

Management Studio - Logged in as DawnCM -

_. File

View Config Window Help

sekeeping Event Log]

[[E3720 13.1453 7] localhost: T AE, Housekesping DUMP LINENUMBER, 104~ »

Alam Service

Housekeeping
- |74 Status
% Backup Settings
1§ User-Defined Stage and Purge Ru
_i System Stage and Purge Settings
L"‘) Purge System Stats Settings
-4g Omphan-Recovery Settings
__{.!; Database-Maintenance Settings
- Drive Usage
7| Stage History
| Purge History
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This section is used to enter information about the SIP Endpoints (i.e., Edge
Device(s) or SIP phones) when SIP Trunks or SIP Stations are recorded; click
the Plus sign to add a new SIP Endpoint (use the Edit, Copy, and Delete buttons
accordingly).

Q@111 D+ 220
s IF Address IP Addreas:
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SIP CALL MAPPING

This feature allows the user to assign the mapping of the following
information:

e SIP URIlin the To field

e SIP URI in the From field

e Display name in the To field

e Display name in the From field

To the following OAISYS fields:

e Extension field

e Agent ID field

e ACD Group

e OQutside name

e Outside number

e DNIS/DID

e Extra Call Info field

The caller name and called name are reported in SIP and can be mapped
or ignored. Call direction can also be ignored, but still captured as SIP-
info fields and mapped. SIP-call info mapping details are now
programmed into profiles, making it easier to share settings among
various SIP devices without opening and changing each SIP device.

r -
o = EditSapinfahlapping L
Diegeorgatan
Cal Drecton: | ioners Cal Drwction -
Cadl im 12 ey

Coller Humber:  CALLERMD®IUIM -
Called Mumber:  CALLEDDNUIL -
Caller Mama: CALLERID -
Caslesd Piame -

Caall ou foem charvice
Caar Hourmbes

Caler Namn

4 4 L 1

Caled Mo
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SIP DEVICE DETAILS

This screen allows you to enter the SIP Device details; the specific
elements are discussed in further detail below.

..t:..1 | - ~Edit SIP D ‘7.. ¥ % “

Extension Prefix: House SIP Trunk.
Start Extension Number: 9500

Extension Sample: House SIP Trunk.9500

' SIP to/from digits

Fixed Exdension

Description

Enter a unique description for the SIP Device.

IP Address

Enter a unique static IP address for the SIP Device.

MAC Address

Enter a unique MAC address for the SIP Device.

NOTE: Either an IP Address or a MAC address is required.
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Port

Enter the port used for the SIP Device; typically this is 5060.
SIP Device Type

Select the type of SIP Device from the drop down list:

e SIP Trunk
e S|P Station
e Generic SIP Device

Call Direction

Select if traffic into the device should be considered an inbound or
outbound call from the drop down.

Extension Options
Select from the following options:

e Auto Generate
= Select this option if the PBX and /or Gateway do not reliably
use the to/from field to communicate the trunk extension
over SIP. If this option is selected you must enter the
Extension Prefix, the extension number you wish to start
with, and an extension sample.
e SIP to/from Digits
= Select this option if the PBX and/or Gateway reliably use the
to/from field to communicate the trunk extension over SIP.
e Fixed Extension
= Enter a fixed extension for your SIP Device.

NOTE: If you do not know which option to select please contact
OAISYS Support for assistance.
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COACHING

The options listed under coaching provide information about the coaching
application such as what calls are available for coaching and active
coaching sessions.

=-2 -
E,'] Automated Service Center b

=) Server

Eﬂ--ﬁ Met Server

+-{Z] Email

]% SMDR

i@ ALl

{2 Active Directory Integration
1) SQL AP
H-{) Speech
]% Recording Manager
-4ge PWVD Impart
Hll, File Streaming
‘B Alam Servics
6' Housekeeping
= Coach
----- A Clients
|2 Monitors
| % Coach Sessions
..... &, Help Requests
L Live Calls
L User Info
-2 IP Endpoirts
----- all| Performance T
----- Fa Network Configuration
----- Full Text Recover
[ Lists and Other Resources >

m

| oy 1 oy R ey O ey (O oy O oy O oy O o O o O e |

E|..
E|..
E|..
:|..

1

'Clients

This section provides a list of user names and user types that are currently
logged into the OAISYS system with coaching permissions enabled. User
types that can coach are Call Agents and Call Managers.
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‘ Monitors

This section lists all monitors on coaching sessions.

‘Coach Sessions
This section displays coaching sessions in progress.

‘Help Requests
This section displays active help requests from call agents to supervisors.

‘ Live Calls

This section displays the live calls with active coaching sesssions.

‘ User Info
This section displays users available for coaching.

This section is primarily used for troubleshooting purposes. Configuration
cannot be done under this section.
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The following sections address network configuration for the OAISYS system.

o 1D b Beharvir | Lscal Dsta Senve | Cal st Server | Moet Server | IP Adciesses | Remote Nodes | Chent Depioymant URL |
Hads iertficaton

Made 10 e T e—— W
Hode Descrption

Mg beawior

© I B Pl e SRR, Oy D Nasde SPeie b Be prngrarmresd 5o e the Preany rocks. Al pther rackes sheakd ber
e Band-More or Secondany rodes

& Pemary Hods Secandary Nade S M

NODE ID & BEHAVIOR

The node ID is used to identify unique nodes, and is used for processes
such as orphan recovery. It is highly discouraged to generate a new node
ID once one has been established as this may interfere with existing
processes.

NOTE: The Archive Database will show up as a node — OAISYS currently
only supports one (1) Archived Database.

Hode 1D & Behavior | Local Diata Server | Call Data Server | Met Server | IP Addmsses | Remote Nodes | Chent Deployment URL |
Node Identification
Node [D:  Seeedl - cam g i e b

Node Descripkion: .

Node behavior

Mote: In a multi-node smvircnment, only one nods should be programmed o be the Primary node. Al other nodes should ba -
a3 Sand-flone or Secondary nodes. -

@ Primary Node (0 Secondary Node (D) Stand Alone
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The attributes are discussed in further detail below.

NODE DESCRPTION
Enter a description to identify the node.

NODE BEHAVIOR
Select the radio button to identify the network configuration.
Primary Node

This is the primary node in a network of two or more OAISYS
systems.

Secondary Node

This is one of two or more OAISYS systems that are networked
together and this node is not designated as the primary node.

Stand Alone
This is indicative of only one OAISYS system in a network.

LOCAL DATA SERVER

The Local Data Server is used to define the instance name for the local
databases of each OAISYS Server when using SQL named instances.

NOTE: In a multi node OAISYS Server configuration, this must be
configured on each OAISYS Server’'s Network Configuration
independently. If using the default instance, this remains blank.

Node ID & Behavior| Local Data Server | Call Data Server | Net Server | IP Addresses | Remote Nodes | Cliert Deployment URL

Local Data Server
Instance Mame:
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CALL DATA SERVER

The Call Data Server tab is used to define the primary call data server
which hosts the primary databases. In a multi node OAISYS Server
configuration this must be configured on only the primary node. This will
be communicated to secondary nodes by the primary.

Node D & Behavior | Local Data Server | Call Data Server | Net Server | IP Addresses | Remote Nodes | Client Deployment URL

Call Data Server
Server name used by local clients

Server name published to clients on the LAN

Server name published to clients on the WAN

SERVER NAME USED BY LOCAL CLIENTS

This defines the hostname of the primary call data server as it concerns
clients running locally on the OAISYS Server. If the primary databases are
hosted locally on the OAISYS Server it is recommended you use
“‘localhost”.

SERVER NAME PUBLISHED TO CLIENTS ON THE LAN

This defines the hostname of the primary call data server as it concerns
clients running on the LAN.

SERVER NAME PUBLISHED TO CLIENTS ON THE WAN
This defines the hostname of the primary call data server as it concerns
clients running on the WAN.

If using SQL named instances enter the server name and instance name
in this format “server name\instance name”.
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NET SERVER

This tab lets you define the Net Server and port that the clients will
connect to as well as enable or disable compression of the
communication.

MNode ID & Behaviorl Local Data Server | Call Data Server | Met Server | |P Addresses | Remote Nodes | Client Deployment URL

Local Clients
Server name and port used by local clients

8767
Enable compression
LAN Clients

Server name and port published to clients on the LAN
8767

[] Enable compression

WAN Clients
Server name and port published to clients on the WAN
8770

Enable compression

LOCAL CLIENTS

This defines the Net Server and port for clients running locally on the
OAISYS Server. Typically this will be “localhost”.

LAN CLIENTS
This defines the Net Server and port for clients running on a LAN.

WAN CLIENTS
This defines the Net Server and port for clients running on a WAN.

IP ADDRESSES

This where you define the internal address of your firewall and additionally
where you set the address ranges for Local and LAN clients. Client
connections being attempted from addresses outside of the defined
ranges will be considered WAN and the connection will be attempted over
the defined WAN port.
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Click the Add button to enter the various ranges of IP addresses for clients
accessing the OAISYS system.

Use the Edit button to change information about the range.
Use the Delete button to delete a range of IP addresses.

REFRESH
Click refresh to update the screen with recent changes.

Node ID & Behavior | Local Data Server | Call Data Server | Net Server | IP Addresses | Remote Nodes | Client Deployment URL

Intemal |P Address of Firewall Server:

LAM IP Address Ranges:

Add

it

1l

Delete
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REMOTE NODES

This section displays any networked nodes.

Node ID & Behavior | Local Data Server | Call Data Server | Net Server | IP Addresses | Remate Nodes | Gient Deployment URL|

‘ URL Node 1D Node Descrption Behavice
Gﬂm4 i - - e ——g $o SIS Secondary
cha oA AT g Secondary
[ PrgA ] [ Ad. || Remove |

CLIENT DEPLOYMENT URL

Indicate whether or not to use the same URL for both LAN and WAN
clients or use different URLs. If you wish to use one URL the domain
name must work both internally and externally.

Node ID & Behavior | Local Data Server | Call Data Server | Net Server | IP Addresses | Chent Deployment URL |

) Use the same URL for both LAN and WAN clents:
b - e s & omw - s W me e -

(Note that this option requires that the domain name, * "% % == works intemally and extemally) -

@ Usetwo URLs:
LAN clients: "= " . > wmr O e - -t O me LR ——— >
WAN clients:
- $+ P P—tosativ - - ’ e o O aw S -
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This section allows the administrator to re-index the Full Text Catalog in SQL

when a “Full Text Mode Catalog Error” message appears.

LISTS AND OTHER RESOURCES

The Lists and Other Resources section of the OAISYS Administrator consists of
five sub-sections (listed below), and an additional resource entitled IP Endpoints:

1.

A

Lists

Calls

Area & Office Codes
Extra Call Info fields
Actions

Administrators use the Lists section to create
lists to define the call filters user permissions
are based on. The lists and call filters created
here are used throughout the OAISYS
Administrator to populate several drop-down

lists.

I_:_l--{h ' =W

-5 Automated Service Center

{a Server

..... 'EE Metwork Configuration

..... Full Text Recover

(=W Lists and Cther Resources

- Lists

i) Cals

..@ Area & Office Codes

u.lg Bdra-Call-info Figlds

\h Actions

(-2 Evaluations

-2 Users and Pemissions
— .

=+1-.-I+1

-G
-G
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LISTS

There are eleven different types of lists available within OAISYS:

1. Account Code
ACD Group
Ad Campaign
Agent

ANI
DNIS/DID

o0k whN

System Lists are indicated by brackets appearing around the name.

7. Extension

8. Schedule

9. Extra-Call Info
10.VAT Port
11.Subject

O O01-0460O + 2
List Type

Exterson List
Extenson Lt

Descrpten
1008
1009
1023
1030
1031
108
105
1034
108
103

2008

A3

4305106367
Ro3AM

W0

Ak B2
AccourtCode 1234
AccourtCode 3876
Agts 1000C

1N Accourt Cod
N ACD Gronps]
N Ad Compmgrs]
1M Agerts]

N ANe]

1N DNIS]

Example

Extenson Lt
Exteraon Lt
Ederson Lst
Exenson List
Edergon Ust
Exdenson Lst
Ederson List
Eterson st

[All Account Codes] represents a system list of all of the account codes in
the system. System lists cannot be edited or deleted.
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‘Show Membership

This function provides the ability to select a list member and view the other

lists that member is associated with;

up call filters and permissions.

this is especially helpful when setting

Open the desired list > click Show Membership

_

Earl

g Housekeeping « | Members |—|F'aﬂems
[#-x5 Coach -
(£ IP Endpoints ® G166 © + 25 O g——
; """ Ni Pe::’g:r”ce ) Extension Description Type moort Status
B T oo 1034 Chris Staton ﬂe« cd
E—J-- Lists and Cther Resources 03 Steve Watson Station User Defined
E‘a Lists 106 Carl Giambri Station User Defined
- Account-Code Lists || | 1045 Chuck Station User Defined
i ACD Group Lists 1504 Greg Station User Defined
8 o Carpain o
: Agts 1053
[All Agents]
G AN Lists
g ONIS/DID Lists
&8 Extension Lists
£ 1005
g 1009 F
1Y
=  -ListMembershipform | Rbdeod A AL Al |
Extension List
©O01-3039 + 1 0 O C1-000 O + 1 O
Descrption Descripton
N Btensons) 1005
¥ Sations] 1009
EatyUserPermas 1022
1030
| 1031
1032
1033
1004
| 1038
, 103%
3048
Al Btensons for
N Hunt Growps|
(4 Trurks)
1A Vioice Mad]
DNR-Bxt
high prosty
RTP Tark E¢
w10
| VolPSmExe
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‘ Account Codes

Account Code Lists are used by OAISYS to allow users to view or listen to
calls that have specific account codes associated with them. Account
Code Lists can apply to recording rules.

Create a New Account Code List

From the tree view on the left - highlight the Account Code Lists = click
Action > New

@ File View Config Window Help

count-Code List L
B--[E:.I..ESUZT: Cther Resources - 7 1-40f4 +

&: Account-Code Lists \_//: &% Description List Type

&_ ACD Gmup IJst_s AccountCode 1234 Account-Code List
% z:_:ng:;gn Lists [All Account Codes] | Account-Code List
- ANI Lists

F-@ DNIS/DID Lists
a Extension Lists
[ Schedule Lists
- Extra-Call Info Lists
-5 VAT Port Lists

m

ACD Group

ACD Group Lists are used by OAISYS to allow users to view or listen to
calls that have specific ACD Groups associated with them.

Ad Campaign

Ad Campaign Lists are used by OAISYS to allow users to view or listen to
calls that have specific Ad Campaigns associated with them. Itis
necessary to set up an Ad Campaign List if evaluations and/or reports will
be set up to use information in one or more Ad Campaigns.

OAISYS Administration Guide 99



OAISYS

‘Agent

Agent Lists are used by OAISYS to allow users to view or listen to calls
that have specific agent IDs associated with them. This information can
be used as a recording trigger.

ANI

ANI Lists are used by OAISYS to allow users to view or listen to calls that
have specific ANIs associated with them. This information can be used as
a recording trigger.

DNIS/DID

DNIS/DID Lists are used by OAISYS to allow users to view or listen to
calls that have specific DNIS/DIDs associated with them. This information
can be used as a recording trigger.

Extension

Extension Lists are used by OAISYS to allow users to view or listen to
calls that have specific extensions associated with them. This information
can be used as a recording trigger.

'Schedule

Schedule Lists are used by OAISYS to allow users to view or listen to calls
that have specific schedules associated with them. This information can
be used as a recording trigger.

| Extra Call Info

Extra Call Info Lists are used by OAISYS to allow users to view or listen to
calls that are associated with a piece of information (i.e. extra call info).
Extra Call Info can be added real time or after the call is completed. This
information can be used as a recording trigger.
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| VAT Port

VAT Port Lists are used by OAISYS to allow users to view or listen to calls
that arrived at specific VAT Ports. This information can be used as a
recording trigger.

Subject

Subject Lists are used by OAISYS to allow users to view or listen to calls
that have a specific subject attached to them. A subject can be added real
time or after the call has completed. This information can be used as a
recording trigger.

CALLS

Expand the Calls view to display the Call Filters view.

Call Filters
Call Filters are used to make permission granting easier.
Example

To give your employees permission to view documents and playback calls
to or from their extension, or to or from your extension. You can set up a
call filter to do this.

Call Filters are created automatically by checking the Call Filter option
when creating lists. Call Filters can be created, edited, copied, and
deleted from the tree view.
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A
Create a New Call Filter

From the tree view on the left > highlight the Call Filters folder - click
Action 2> New

ol File View Config Window Help

Call Filters
-2 Server - -
----- T Network Configuration W @ © 1-290f29 + E
----- Full Text Recover Description
EHE,'] UF:tS and Cther Resources Al Calls
- Lts My Cals
B{ﬁ Calls | e ——
- -4 Call Filters DNR-Ed
- kL Call Data Fields o

This will display the Create a New Call Filter pop-up. You can create call
filters based on DNIS #s, Extensions, Account Codes, Agent IDs, ANI,
ACD Groups, or Call Direction.

@) Match one or more of the following critera
() Match all of the following criteria

[dh-m
ACD Group List [ <hone>
Agert 1D List [ <hone>
ANI List [<Hunn>

Call Answered Bxtension List | <None>

Cal Bxra Irfo List | <hione>

DNIS List [ <None>
[d‘h‘u)
[cm:
VAT Port List [ <hiane>
Subject List [<Hma>
[T] Match Call Direction

@)
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Description
Enter a name for the Call Filter.
Combined Matches

Select the appropriate radio button. If you'd like to match only the
selected options then select the first radio button. If you'd like to call to
match all of the options you select, use the bottom radio button.

Match DNIS #s

Create the Call Filter to match information about DNIS numbers.
Match Extensions

Create the Call Filter to match information about extensions.
Match Account Codes

Create the Call Filter to match information about account codes.
Match Agent IDs

Create the Call Filter to match information about Agent ID numbers.
Match ANI

Create the Call Filter to match information about ANI.

Match ACD Group

Create the Call Filter to match information about ACD Groups.
Match Call Direction

Create the Call Filter to match information about call direction.
Matching and Pattern Matching

Once an option to match is selected a drop-down appears allowing you to
choose from an existing list. You can also match a pattern. (Pattern
Matching is done on the “Patterns” tab when creating a list, not when
creating a call filter.)

Example

If you want to match any account code that begins with 1, you will enter 1*
in the account code pattern matching.
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Wildcard

Regular

Expression
Equivalent

SQL
Equivalent

Description

*or+ x % Matches zero or more characters.

? _ Matches a single character.

[charlist] [charlist] [charlist] Matches a single character that is
one of the characters in charlist.

[*charlist] | [*charlist] [“charlist] Matches a single character that is
not one of the characters in the
charlist.

# \d [0-9] Matches a single numeric
character.

- None None Must be the first character. This
wildcard finds values that do *not*
match the rest of the pattern.

\ N/A N/A This is the escape character.

\\ N/A N/A Translates into a single V'
character.

Copy a Call Filter

From the tree view on the left > highlight the Call Filters folder > select
the call filter you want to copy - click Action - Copy

Edit a Call Filter

From the tree view on the left > highlight the Call Filters folder > select
the call filter you want to edit - click Action - Edit

Delete a Call Filter

From the tree view on the left = highlight the Call Filters folder - highlight
the call filter you want to delete - click Action - Delete
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| CALL DATA FIELDS

The Call Data Fields in OAISYS can be used in many ways.
Example

A Call Data Field can be used as a drop down list. The drop down list can
appear in the Historical Calls View in the OAISYS Management Studio
and/or under a configurable button in the OAISYS Desktop Client.

Create a New Call Data Field

From the OAISYS Administrator = select Calls = Call Data Fields = click
on the Plus sign on the tool bar

NOTE: Please note Call Data Fields with brackets [ ] around them are
system Call Data Fields and cannot be edited or deleted.
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The following window will appear to add a Call Data Field.
Enter a Name and Description for the Call Data Field - select the Data Type

NOTE: Select Tiny Number as shown below if you want to create a drop
down list.

[N i - Create new Call Data FIEld_ E
I MName |
I

Description

-

Data Type
| Small Text |
Small Text
Yes/No
Date/Time
Tirmy Number (0 - 255) h‘
Small Mumber {max 32,76
Large Mumber (max ~2.147 billian)
Huge Mumber {max ~9.223 quintillion)
() Muttidfanguage or non-English {uses more storage)

255 Mzxdmum # of Characters

Default-Value Options
@ MNo default value

") Define a default value for new & modified calls

1 Define a default value for all calls (including existing calls)

Column & Search Options

Automatically create an associated column in the Historical-calls listing
Automatically create an associated search field for basic/advanced search.

Save ] [ Cancel

DEFAULT VALUE OPTIONS

Select a radio button to indicate a default value.
The options are:

e Never define a default value
e Define a value for only new and modified calls
e Define a value for all calls; including all historical/existing calls.

COLUMN & SEARCH OPTIONS

Enter check boxes to automatically create a column with your newly created
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Call Data Field Name in your Historical Calls View and/or to create a search
field with this Call Data Field Name in basic and advanced searches.

DATA TYPE

Select the data type of Tiny, Small, Large and Huge Number when you want
text to appear in drop down lists.

For predefined data to appear in the user’s interface, select Define an
enumeration to represent/edit the data. Once this option is selected the
Enumeration options appear (see next page).

A numeric value ranging from 0-255 can be used with Tiny Number.

Enter the text you want to appear in the dropdown in the text field - enter a
value for your text

Alow Edt
LE&Mway-s v
Default-Value Options
@ No defautt value
' Define a defauk vaiue for new & modfied calls

1 Define a defaul value for all calls (including existing calls)

Enumeration Options
) Do not define an enumeration

9 Define an enumeration to represent/edt the data
Enumeration Values

Text Value

Column & Search Options
(V] Automatically create an associated column in the Historical-calls listing
V] Automatically create an associated search field for basic/advanced search.

L seve [ Conc |

NOTE: This value must be a number between 0 and 255. The values
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entered do not need to be in numeric order nor in sequential order. In other
words, you can enter the values of 2, 7, and 5 if you wish.

Changing the numeric value does not change the order the text will be
displayed in the User Interface. The text will appear in the order it was

entered.

Below is an example of how the Call Data Field configured on the previous
page will appear in the OAISYS Management Studio.

- ™
File View Config Help
Historical Calls All Calls | Can View
B-ﬁg Folders ® G 1-500f110281 &
Calls | Shared
{2%, Calls Shared To Me (0} [E & o | Customer Levels | Extension Start Date/Time ACD Agent Duration -
{2 My Calls a 1542 3/4/2011 3:35:06 PM 1:18 |:
{2 Al Calls | Can View =] 2508 342011 3:36:37 PM 0:18
= N T9221 3/4/2011 3:35:17 ... 208
o 5 Work Queue Folders - Platinum N 19222 3/4/20113:43:42 ... 119
¢ Folders Shared To Me =] High Gold 1016 3/4/2011 3:33:07 .. 14:30
= God 2101 3/4/2011 3:50:11 ... 1:28
= silver 2501 3/4/2011 3:53:52 ... 0:35
=] Bronze 1040 3/4/20113:54:34 ... 1:10
= Not Applicable 1513 3/4/2011 3:38:51 ... 1513 18:40 -
14 [ +

Selected Call: Outside Number: (602) 200-4251

B2 PbhiMédRod D

Date: 3/4/2011 Start Time: 3:35PM Dura...

— Detailed View Displayed Sections ~

. 0 & A ! 2
# |Details At Time: 3:35:17 PM fipo 130 200 |

_
L&, WiRELESS CALLER

% Outside Parties
8 xTo221

+ Annotations

+ Evaluations

» Entries selected from the drop down option through a Call Data
Field cannot be deleted.

» The order of the text in the display in Historical Calls or the Desktop
Client cannot be changed.

» The text for an item in an enumeration cannot be changed.

» You can add more names and values to an enumerated Call Data

Field.
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‘ Call Columns

This branch displays the call columns that are available for display in the
Historical Calls tab. Call columns with brackets around them are System
call columns, and cannot be edited or deleted. Call columns without
brackets are user defined call columns, and can be automatically created
when creating new call data fields.

®O1-%0477 O +

Naa [ Dsatome |
[PVD Patname]  [PVD Pathname)
[Sove Urtl] it
[Sharrg User] [Srarrg User]
[Shon Ecims]  [Shae Eres]
[ReShare7] [RaShare?]
Modfy Arnctati. [Moddy Annctats
[Ongnal User] Onprad User)
[Read] [Read]
[Ongral User 1] [Ongnal User 1D)
|ScDocumen.  [Statc-Documen

[Shawg-User 10}
|Share-Recpient
[Share-Recpient
|Srave-Recouert
[Share-Recpent

Do ot format data
Do ot fomat data
Do ret format data
Do rict format dats
Do rct format data
Do ot format data
Do ret fomat data
Do ret fomat data
Do ot format data
Do ret fommat data
Do rot fommat data

Bin ot Lnmins dutn
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Create a new Call Column

Click the Plus button to display the following:

| DoNotRecordinfo
Defaut Visiilty
© Show this column by defaul
() Hide this column by defaut

Display column data using the following format

COLUMN NAME
Enter a name for the call column.

CALL DATA FIELD
Select a call data field from the drop down list.

DEFAULT VISIBILITY

Choose to show or hide the column in the Historical Calls call grid. If the
column is hidden, by default the users may still display the call column by
going to their Field Chooser.

DISPLAY COLUMN DATA USING THE FOLLOWING FORMAT
Select an option from the drop down list:

e Do Not Format Data

e Whole Number (i.e. 1,254)
e Fractional Number (12.35)
e Yes/No

e Duration (i.e. 12:34:56)

Click Save to save your changes.
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‘Search Fields

This branch displays the Search Fields that are available for searching.
Search Fields with brackets around them are System Search Fields, and
cannot be edited or deleted. Search Fields without brackets are user
defined Search Fields, and can be automatically created when creating
new call data fields.

Search Fields
901-50d9§°+ e E O
Name Duta Nesme
Call-Receed 1D [Calt-Racoed 10]
Stat Date/Tme  [Stat Date/Time)
Duration [Duration]
Outsde Name Outsde Name]
Outsice Number  [Outside Number]
Call Drection [Call Drection]
[DNIS/DID]
Account Code {Account Code)
Subject [Subject]
muttple)
{Start Time)
{Area Code)
{ACD Group)
IACD Agent]
[Documert Name)]
{PVO Pathname]
[Save Ured]
[Sharng User]
{Share Expires]
[ReShere?]
[Modfy Annctati
Ongnal User]
[Read]
mutiple)
Annctation Text]
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Create a new Search Field

Click the Plus button to display the following:

-

- e ™y
S R Eor cearch Rt T S
- i

Search Field Name

|
Call Data Field

| DaNotRecordinfo

Search field uses the following format
Do not format data

Enter a unique name for the Search Field - select a Call Data Field from
the drop down list > select a format for the Search Field = click Save to
save changes

The new search field will be available anywhere advanced searches can
be performed.

Extra Call Info Fields

Extra Call Info Fields are used by the OAISYS Recording Client when
attaching information to a call in real time. The Extra Call Info will display
in the Call Visualization panel of the OAISYS client and will be searchable
information.

Set Call-Data Field

Field: [pwgc Safety v}

Value: [<Seled a value> v]
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‘ Outside-Number Link

This feature allows users to lookup a phone number through a pre-
configured URL.

NOTE: OAISYS does not offer or support this service; it is available
through a number of companies that provide data quality and phone
number/address management solutions.
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‘ Actions

Actions must be created before they can be used in After Call Actions.

SN
| @) Automated Service Center
@4 Server
&g Network Configuration
43 Full Text Recover
(=4 Lists and Other Resources
i) (g Lists
- Calls
-4 Area & Office Codes
Licfo Fields

&G ™
@D ™

Actions

The user can create, view, change or delete an action. For additional
information on accomplishing this, please see After Call Actions.
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EVALUATIONS

Evaluations can be performed on Live Calls or Historical Calls. Evaluations are
set up in the administrator application.

Ell:j ke » N a
. @) Automated Service Center
@42 Server
B3 Full Text Recover
i ad-0)

-4 Resources
e
s gafion Defintions

[#-4) Evaluation Scales
| @) Users and Permissions
-0 .

EVALUATION DEFINITIONS

The ability to create evaluation definitions is a permission setting.
To Create a New Evaluation Definition

Click on the Plus button =1 to display the following configuration screen

NOTE: When completing an evaluation, if the score for a particular
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gueston is set to N/A, that score and the question weight are simply
ignored when calculating the weighted average.

DESCRIPTION

Enter a unique description for the evaluation. This description serves as
the name of the evaluation and it will appear in Historical Calls, Live Calls,
and Work Queues.

GRADERS

Select the radio button to indicate who will perform this evaluation;
Supervisors, Self Graders, or both Supervisor and Self Graders.

WHO THIS EVALUATION APPLIES TO

Select either the Extension List that this evaluation will be applied to or
select the Agent List that this evaluation will be applied to. You may not
choose both.

SCALES

Select the scale to be used for this evaluation from the available scales in
the drop down list.

NOTE: The scales must first be set up under Evaluation Scales.

ASSOCIATED CALL FILTERS

Move the call filters that the evaluation applies to over using the double
arrows.

Example

To set up an evaluation for your Agent List called "Sales” to apply to
inbound calls over five minutes in duration, set up a call filter for inbound
calls over five minutes, then apply the call fitler here.

MAKE THIS THE DEFAULT EVALUATION

Check this box to indicate the evaluation is to be used as the default
evaluation. (The default evaluation will be used when more than one
evaluation meets a call filter.)

OAISYS Administration Guide 116



“OAISYS

ADD ANOTHER CATEGORY

Click this button to add a new category for the evaluation. A category will

consist of one ore more questions. Once clicked you must enter at least
one question.

ADD ANOTHER QUESTION

Click this button to add one ore more questions to the evaluation. If used,
this option will create an evaluation without categories or sections.

Click Save to save your evaluation.

EVALUATION SCALES

Define custom scales for your evaluations.

) + .
Click the Plus button to create a new evaluation scale

Evaluation Scales
Do L1-wan O + 220
Depcriptian Flargs - Mrmus | Rargs - Madmam

Seale Hema: | (05 Scale]
Scale Range
Miimom:

Scole Types

Scale Typs Descrphion
Merber]

(Pass_Fa]

[¥as_Ma]
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SCALE NAME
Enter a unique name for the evaluation scale.
Scale Range

Enter a minimum and maximum for the scale. The minimum is 0 and the
maximum is 10.

Click New to enter descriptions for the range. Enter a checkmark to
indicate you’d like the description to appear in the Evaluation. If a
checkmark is not entered then the number will appear in the evaluation
but the description will not.

Click Save to save the changes.

———————
a-l Add/Edit Evaluation Scale T e N

Scale Type:

Scale Type Members

Diigit Description Show

Mot Applicable

<l

Strongly Disagree

<l

Disagres

=l

Somewhat Agree

<l

Agree

<l

Stronghy Agree

[ Save ][ Cancel ]

Use the Edit, Copy, and Delete buttons to manage the Evaluation Scales.
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USERS AND PERMISSIONS

The OAISYS system records all calls. The permissions set up within the
Administrative Client determine who can listen to calls or parts of calls.

The Users and Permissions section of the OAISYS Administrator consists of
three sub-sections:

1. Users
2. User Groups
3. Applications

e The Users section is where the administrative user sets up and
administers users.

e The User Groups section is for administering groups of OAISYS users or
Guest users.

USERS

A user is someone who has permissions to access one of the OAISYS
Applications. A user can also be a member of a user group in which case
they may inherit the permissions assigned to the user group.

User Table

The user table lists all users with access to the OAISYS Applications and
displays:

e Username

e Description

e AgentID

e Extension

éEXTENSION AND AGENT ID COLUMNS

This function has been added to the User table in the Administrator and
will be most helpful for sites with a large number of users and extensions
to quickly identify which extension or Agent ID is associated with a
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particular user.

xHouse 3300 I
Rchard &1005)

Roland &1020)

Skp x1001)

Tory 1017}

Create a New User

) +
Click on the Plus button to create a new user

This will display a “Create User” pop-up (see next page).
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Create User

User Name:

Description:
Email Address:

Password:

Verfy Password:

Allow the userto change his or her own password.
[7] Require the userto change the password on his or her nex login.

[ User Accourt Bxpires on:  [Wednesday, March 23, 2011

[T 1z Remate

User Type: ‘M Waorer vi
Knowledge Worker
Guest User

Bxdensions
Bxtension Effective Date Add...
Save ] [ Cancel
User Name

Enter a unique user name for the application user.
Description

Enter a description for the application user.

Email Address

Enter the user’s email address.

Password

Enter a unique password for the application user.
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Verify Password
Reenter the password.
User Account Expires On

Enter a checkmark if you want the user account to expire. Indicate
the date the account should expire.

Is Remote
Enter a checkmark for external users.
Extensions

Select one or more extensions for the user. The extension field is
not required. The extension(s) will be used in the My Calls folder.
Select from the available extensions.

NOTE: The extensions must first be created in your extension list.

Application Permissions and User Groups are subfolders accessible from
the User view.

From the tree view, you can highlight the Users folder. Once expanded,
you will see all current users. When you expand the individual user in the
tree you will see the Applications Permissions folder and the User Groups
folder. This allows you to see the user’s application permissions and
group memberships.

-3 Lists and Cther Resources
=) Evaluations
E Evaluation Definitions
) Evaluation Scales
E|_| |Jsers and Permissions
E-&8% Users
L =& 1005
. [~ % Application Pemissions
: --f:ﬁ User Groups
-3 1012

Copy, Edit, and Delete Users

From the Users folder - select the User you want to copy, edit or delete
- make the appropriate changes - click Save
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USER GROUPS

User Groups let you specify a group of users that can perform specific
actions within the OAISYS applications. By creating User Groups and
assigning Applications Permissions to the User Group the users of the
group automatically inherit the permissions of that group.

Create a new user group

From the User Group folder - click the Plus button - enter the
Description - click Save

'l '
T & s o ~Create a new User Gro... ﬁ

Description

[ Save ][ Cancel ]

B
Highlight the new User Group on the left pane - move members to and
from the group using the double arrows
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APPLICATIONS

There are five OAISYS Applications in which the permissions can be set
from the OAISYS Administrative Client, and can be set at the individual
user or user group level.

_

EI@ ;
@ Automated Service Center
@ Server

- Network Configuration
----- Full Text Recover
@ Lists and Cther Resources
EI@ Evaluations
' |ﬁI Evaluation Definitions
: @ Evaluation Scales
13 Users and Permissions
-8 Users
--f:!. User Groups
EI,"‘H Applications
1 EI Reporter
; EI Agent & Employes Evaluation
-l Tracer Calls
EI Tracer Admin
-l Tracer Live Calls

on e 3B
-

NOTE: Live Calls, Reporter, and Employee Evaluations are available with
the OAISYS Tracer recording solution.
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Each can be expanded to display the Users with Permissions to the
application and User Groups with Permissions to the application.

_| Automated Service Certer
&) Server
----- ‘-E'é"..' MNetwork Corfiguration
e Full Test Recover
_| Lists and Cther Resources
=13 Evaluations
E Evaluation Definttions
¢ -2 Evaluation Scales
=1 Users and Pemissions
-8 Users
--f:ﬁ User Groups
=% Applications
g‘l Reporter
g‘l Agent & Employes Evaluation
- g Tracer Calls
=)--lggh Tracer Admin
| & Users with Permissions
: --f:ﬁ User Groups with Permissions
- igh Tracer Live Calls

Users with Permissions
Setup or configure individual user permissions.
User Groups with Permissions

Setup or configure user group permissions. All users in the user group will
inherit the permissions of the user group at a minimum. The individual
user’s permission can be edited to allow or deny further permissions.

ADMIN PERMISSIONS

This screen is used to set up an administrator user’s permission to grant
permissions to users/user groups and to administer devices.

Device Administration

This is used to enable permissions for individual users or user groups with
Admin permissions to create new users or user groups, view and modify
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server settings, and view and modify lists and other resources.
To allow or deny an Admin user rights

Go to Applications - Tracer Admin - Users with Permissions (or User
Groups) - select the user or user group - enter a checkmark in the
appropriate allow/deny box for each permission

MMTwmm-whum ummﬁwmmm‘j_e—&“
|-,_r Fde_ Niew  Conlg  Windew  Help -5 x
_ Tracer Admin Permessions for Uiser “aank™
) ar
i) Auteated Servios Cantar sl | Laam | Uer Grouga
i) e Davec Addimin
[T T —
Ful Tt Fctrer | Mow Dy
o sty e (e Psacearcs Crmas rres sy
:l_’;: Dot A S (P
43 dvem B Dffeca Coies ey il sy s s
g By Cal-info: Pk sy gl oy b and e macursen
w “dharer o] iy v abon detrtard.

i) Evslamong
) L v Poswiara

IEU'“
gl Uner Crougs

o g Aot | Emciepes Evela
4 i Tracer Caly
i Tracar e
T e et P
¥, 1005
P dhos

General Administration

A user or user group with Admin permissions may be granted permission
to View, Edit, or Delete users or user groups.

To allow or deny an Admin user rights

Go to Applications = Admin = Users (or User Groups) > select the user
or user group - move the User Groups the admin user has permission to
administer by using the double arrows - enter a checkmark in the
appropriate allow/deny box to indicate if the Admin user is allowed or
denied permission to View, Edit, or Delete the selected user groups
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‘Admin-CIient Administration

NOTE: This section refers to the administration of the OAISYS Admin
application.

Permissions can be set for the Admin user to view or change (edit) the
permissions for users/user groups. Enter checkmarks indicating the
applicable permissions for the Admin user.

Client Administration

NOTE: This section refers to the administration of the OAISYS Client
application.

Permissions can be set for the Admin user to view or change (edit) the
permissions for users/user groups. Enter checkmarks indicating the
applicable permissions for the Admin user.
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REPORTER PERMISSIONS (TRACER)

This section is used to set up permissions to the Reporter application
within Tracer. Permissions can be set up based on individual users or
user groups. The components of each tab are discussed in further detail

below.
(G e e gt [ e
| 5 Fse_ Viem _Cortg Wndew -8

Reporter Parmissions for User “aank™

3
Repon Pormissions Permasiors To Ne Posmescra To
Repon Repot
Now Dery Category Pagot Iy Catogory Pagot Nq ‘

An Custorms Miwct  Efoctiven

Save Aa Pavate Custiomer bternct  Calers By

Sove fo Pubic Cuntomer rteract . CalAevend

Tracer Usage Tracer Pod
Tescer Usage Tracer O

NOTE: Reports do not apply to Archived calls.

GENERAL TAB

Under the General Tab the Admin can allow the users/user groups to
report on My Calls; i.e., calls associated with the user’s extension(s).

REPORT DEFINITION TAB

Under the Report Definition tab the Admin can select the reports that the
users/user groups have permissions enabled. They can allow the
users/user groups to Run the reports, Save the reports as Private (i.e.,
only the user who created the report can view and run the report), or save
the reports as Public (i.e., any user with permission to the reports can run
them).
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CALL FILTERS TAB
Under the Call Filters tab the Admin can enable permissions to specific
call filters.

NOTE: Call Filters must be previously set up under the Lists and Other
Resources.

AGENT & EMPLOYEE EVALUATION

This section is used to set up permissions to the OAISYS Evaluations
based on individual users or user groups.

GENERAL TAB
The options under the General tab are Show Evaluations Grid, and Email
Evaluations.

Show Evaluations Grid
By allowing this option, the user/user groups will see the

evaluations panel and grid in the Management Studio application.
All evaluations with permissions enabled will be displayed here.

Email evaluations

This option will allow the users/user groups the ability to email an
evaluation once complete to one or more recipients.

EVALUATIONS TAB

This allows the Admin the ability to enable permissions for specific
evaluations to users/user groups. All evaluations that were previously set
up under Lists and Other Resources will be available here.

& Fle  View Config Window Help

_ Agent & Empioyee Evaluation Permissions for User-Group "CAs”
Gerersl | Evalustions.

) , -
4§ J Atomated Service Corter <H
11 Server Evaluations Gnid

S Network Corfiguration
B3 Ful Tt Recover Now - Denry
) Lits and Other Resources Show Evalustions Gad =
o o Lats Emal Evaluiators &

1) Cals
¥ Area § Ofice Codes
“o Baralalrfo Felds

W Actons

% Fusd orvrra
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OAISYS CALLS APPLICATION PERMISSIONS

This section is used to setup or configure users/user group permissions to
the Management Studio Client Application for folders, documents (call

recordings), and annotations.

NOTE: Document and Annotation permissions are based on Call Filters.
In order to assign permissions you must first set up your Call Filters.

Folder Permissions

This is used to enable permissions for users/user groups to add new

folders, delete folders, or to change the name or search criteria of their
folders in their OAISYS Client Application. These folders can be either

static folders or search folders.

7 A Trcr Veragerment ks Logyed = s Do

Mo lte Vew Coolig Wedow el

ek
on¥

Pomarertly delete documerts

Remowe documents bom document folders
Share docume—ts with puset woors

Change document exprston detes

Boot cal aato aCSVie

Dot audo dom donments 1 Te tie rten
od emal

Phaback $00een MOrdngs sescated wah
882 1o which you have playback cemasors
Creste_ et delete Quesl Usey B00OUTA
View cactured dgts

Siee Cols

Vege Cate

Rodact poton of the dotumert

NOTE: Users cannot delete system folders.
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‘ Document Permissions

PERMANENTLY DELETE DOCUMENTS

This is used to enable permissions for users/user groups to permanently
delete voice documents.

A NOTE: Once deleted, the voice document cannot be retrieved.

REMOVE DOCUMENTS FROM DOCUMENT FOLDERS

This is used to enable permissions for users/user groups to remove
documents from their document folders. This does not delete the
document; it only removes the document from the folder. The user can no
longer see the document in the folder, but it may appear in other folders.

SHARE DOCUMENTS WITH GUEST USERS

This is used to enable permissions for users/user groups to share
documents with guest users. Guest users are external to the OAISYS
System, requiring adding an email address. Sharing a document with a
guest user sends an email with a link back to the document on the
Talkument server.

NOTE: The guest user will be emailed a link to install the application the
first time they are shared a document.

CHANGE DOCUMENT EXPIRATION DATES

Documents are kept until a specified date. Once a document reaches this
date, it follows normal housekeeping rules for staging and purging.
Enabling permissions provides users/user groups the ability to change the
expiration date of a document so the user can keep a document longer.

EXPORT CALL DATA TO A CSV FILE

Call data appearing in the call grid can be exported to a CSV file based on
enabled permissions.
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EXPORT AUDIO FROM DOCUMENTS TO THE FILE SYSTEM AND
EMAIL

This is used to enable permissions for users/user groups to select one or
more recordings from the call grid and export the audio from the call to
another format. The user or user group can the email the audio to one or
more email recipients.

PLAYBACK SCREEN RECORDINGS

This is used to enable permissions for users/user groups to play the video
or screen recordings associated with the calls they have permission to
access. OAISYS Screen Recording is an add-on option for the Tracer
recording solution.

For more information please refer to the online OAISYS Screen Recording
Manual.

CREATE, EDIT, AND DELETE GUEST USER ACCOUNTS

This is used to enable permissions for users/user groups to create, edit, or
delete guest user accounts associated with the calls they have
permissions to access.

VIEW CAPTURED DIGITS

This permission feature allows users to view the DTMF digits that were
captured on a call they have permissions to access. This is used for
Analog, Digital (T1/PRI) Trunk Taps only.

SLICE CALLS

Users and user groups with this feature enabled can slice segments from
the initial call recording to create two or more legitimate call documents.

MERGE CALLS

This permission feature provides users/user groups the ability to create a
single PVD recording to be created from multiple PVD segments. This
applies to call recordings as well as radio recording segments.
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REDACT PORTION OF THE DOCUMENT

Also called “Blurring” or “Scrubbing”; this feature enables users/user
groups to highlight a segment of the audio and play silence over it.

ARCHIVE DATABASE

These permission features allow users/user groups to view, playback and
remove online archive files. The archive database provides long-term
archiving with instant access.

'CaII Filters Tab

DOCUMENT VIEW PERMISSIONS
Document view permissions are based on call filters.

Select the call filters and move them with the double arrows to enable
permissions to view documents that meet the call filter criteria in the
document list view and in the visualization view. Permissions can also be
enabled for audio playback with the associated document.

ANNOTATION PERMISSIONS

Annotation permissions are based on call filters and provide users/user
groups the ability to view annotations, add and edit their own annotations,
and delete their own annotations.

User and User Groups Tabs

SHARE DOCUMENTS

This is used to enable permissions for users/user groups to share
documents with specific users/user groups.
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‘OAISYS Live Calls Application Permissions

This section enables permissions for users/user groups within the Live
Calls application in the OAISYS Management Studio. Users/user groups
can listen to calls live as they take place if permissions are enabled.

NOTE: All permissions are based on Call Filters; Call Filters must be
established prior to assigning permissions.

GENERAL

This is used to enable tracking of users/user groups while monitoring a
live call. If enabled, the listening user’s login name will appear as extra
information in the live call.

ALLOW EMAIL RECORDINGS

This is used to enable permissions for users/user groups to email a secure
link to the recording from their Live Calls interface.

To email recordings
Select a call in the call grid - right-click - select email recording

ALLOW USERS TO EXIT OAISYS DESKTOP CLIENT

This is used to enable permissions for users/user groups to close and exit
their Desktop Client application which is used to enter information on live
calls and for coaching.

For more information please refer to the Desktop Client User Guide.

OAISYS Administration Guide 134


http://www.oaisys.com/downloads/OAISYS_Version_7_Desktop_Client_User_Guide.pdf

AISYS

ALLOW OAISYS DESKTOP CLIENT TO SHOW RECORDING
STATUS

Selecting the Allow box displays the recording status on the Desktop
Client application. The user of the Desktop Client application will be
aware when their calls are being recorded. If the box is checked to Deny,
this will allow the Desktop Client application to be used for all purposes;
however, the recording status will not appear in the client application.

e e e e

e Y Coolg Windon _Hep .- 6%

oetwork Conbguration Live Calts
il Tt Racover _
) Usts ondd Oher Hlasources \ Mow Decy
& Ums Can b Wacked when Iterwng on Caly
0 D Cole New Emal mcordrgn
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s
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USERS AND USER GROUPS

Allow or deny users/user groups the ability to create or administer custom
buttons to users. These custom buttons are used to enter information to
live calls, add annotations to live call, push URLSs, and annotate live calls.

For more information on custom buttons please refer to the OAISYS
Desktop Client User Guide.
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CALL FILTERS

Permissions to view and listen live to calls, and to stop and start recording
of live calls from the Live Calls Interface are set from this screen. The
Live Calls interface will differ depending on the user type.

e The Live Calls interface for Call Agents is the OAISYS Desktop
application.

e The Live Calls interface for Call Managers is the OAISYS
Management Studio — Live Calls tab.

ol File View Config Window Help - 8 x

Tracer Live Calls Permissions for User "brian”

=) Evaluations -
[0 Users and Permissions | General | Users | User Grougg | Call Fiters |>
T s Live Calls Permissions To T —

.
#4% User Groups Description Description =

| licati
Ei-gha Applications s

Mlow Deny

I Repotier =‘ View/Listento Cal g O |
g Agert & Employee Evaluation |~

(- ligh Tracer Calls =
- g Tracer Admin
E-lgh Tracer Live Calls

1023
Start and stop recording M O
1032

1033

1034

1034-A

1038

11AMo2PM
Bo3AM

A

AccountCode 1234
B

Calls Less than 20 seconds
digits

Live Calls DNR-Ext

F'y

DoNotRecord
Empty -
< i

NOTE: Users and User Groups that appear with brackets around them
are system users or system user groups, their permissions cannot be
edited.

[User Types Defined

This section provides a description of the types of users supported in the
OAISYS solution system.

Knowledge Worker (unlimited with all OAISYS recording solutions)

The Knowledge worker has permission to his/her own calls and
permissions to any other calls the Admin gives them permissions to
access. The Knowledge Worker can run the OAISYS Desktop Client
application with customizable buttons. (Coaching is NOT available to the
Knowledge Worker.)
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Call Agent (Tracer only)

This user type is functionally the same as it is for the Knowledge worker.
In addition, the Call Agent will have access to self-evaluations. The Call
Agent can run the OAISYS Desktop Client with coaching features and
customizable buttons.

Call Manager (Tracer only)

This user type has rights to their calls and any other calls the Admin
enables permissions to access. In addition, the Call Manager has the
ability to run reports and evaluations according to enabled
permissions. The Call Manager also may have permission to the Live
Calls application.

Admin User

This user type has extended rights. A user or user group with Admin
permissions may be granted access to View, Edit, or Delete users or user
groups. An Admin User can also view and modify permissions to users
and user groups, as well as administer system devices.
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APPENDIX A

3000
3001
3002

3003

3004

3005

3008

3009

3010

3011

3012

3013

3014
3015

3016

3017

3018
3019

3020

CRITICAL ALARMS

Port not responding - Possible Port Failure. Check under Recording Ports > Ports
Board not responding - Possible Recording board failure. Check under Recording Ports - Ports

Recording disk full - Recording has stopped due to lack of drive space. Check under housekeeping
- stage settings.

Recording disk usage exceeds high threshold - The recordings partition has met and is now exceeding
the high threshold set in the housekeeping settings. Check Housekeeping - Stage Settings /
Housekeeping ->Drive Usage

Database full - SQL Database had met its maximum size. (Note: This is only for 2005 Express Users) It
Check Housekeeping - Drive Usage

Database usage exceeds high threshold - SQL Database size is at or above the high usage threshold.
Check under housekeeping > Purge Settings to view threshold percentages / settings.

Failed to create new document / Recording failure - Check to make sure recordings folder isn’t full. Make
sure all OAISYS services are running and connected.

Failed to update existing document - Check to make sure someone isn’t currently viewing the same
document that is being updated. Make sure Historian is running.

CTI inoperative or non-responsive - The Level2 service is not sending information from the network
element. Check status under CTI tab in Administrator.

SMDR inoperative or non-responsive - The SMDR service is not sending information from the network
element. Check status under SMDR tab in Administrator.

Port not operational - Port has a LOS. Check port status in Recording Ports/Ports under Administrator
tab.

Critical Triton/software service not available - Voice Assistant Triton service has failed to start. Check
Windows Services to make sure it is started.

Port runtime error - Port has a runtime error. Look under Recording Ports/Ports to check status.

Port startup error - Port did not start in a timely manner. Look under Recording Ports/Ports to check
status.

Database corruption detected - A corruption in the database has occurred. Check in the Event logs under
Housekeeping for details.

The recording has failed at the given port. Some or all of the recording will be lost. - A port has lost the
signal during a call. Look under Recording Ports/Ports to check status.

An unexpected critical error has occurred - Check Alarms under Alarm Services. Restart services.

Recording disk usage meets critical threshold — documents will be deleted if they cannot be moved -
Storage drive is full. Run purge or stage recordings under Housekeeping.

Recording disk unavailable or inaccessible - The drive used for recording storage is unavailable. Check
the system drives to make sure they are connected/ responding.
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3021

3022

3033

3034

3035
3036
3037
3038
3039
3040
3700

2000

2001

2002

2003

2004

2005

2006

2007

2008

2009

Database usage meets critical threshold — documents will be deleted if you don'’t free space - Database is
full. Run copy/clean Database under Housekeeping.

Failed to recover up one or more items; i.e. files, registry keys, or databases - Files/Registry key/database
was not recovered. Make sure Files/Registry key/database is valid. Try again.

Failed to execute an after-call action - After Call action failed to run. Check Recording Manager/ After Call
Actions to make sure it is configured correctly.

Authentication needed at Mitel SRC Server - Username or Password failed at Mitel SRC. Make sure
Username or Password is correct.

License has expired recording ports will shut down. -

Installation version mismatch among servers

Failed To Monitor One or More SIP Ports

Failed To Load SIP End Points

Audiocodes Dongle Has Been Removed; Call Data May Not Get Captured
The Automatically Generated Extension For The SIP Trunk Is Too Long.

Transaction expired - Check services to see what might be causing Transaction to expire. Restart
services.

MAJOR ALARMS

Archive destination full. — The destination location where archived or staged recording is full. Check under
Housekeeping — Stage Setting to find the destination.

Backup destination full. — The destination location where the backup files are moved to is full. Check
under Housekeeping — Backup Settings to find the destination.

Database update failed. - The SQL Server did not receive an update. Check SQL Server to ensure its
running.

Unexpected port signaling. - The signaling/framing doesn't match with expected programming. Check
under Ports of Port Manager.

Invalid port extension. - The extension number programmed in Ports of Port Manager may not be correct
or is a valid device in the PBX.

Failed to stage one or more documents. - Document was not able to move to stage destination. Check
under Housekeeping - Stage Settings

Failed to back up database. - The SQL Server database was not backed up.Typically this may be due to
the Windows account running SQL Server. Make sure SQL Server Services is logged and running with a
user account that has access to write to the Backup destination.

PVD not imported because the queue is full. - The database link/connection is probably down and
gueuing records. Check SQL Server.

Staging destination unavailable. - The destination for staging is not available. Check under Housekeeping
- Stage Settings.

Backup destination unavailable. - The destination for backups is not available. Check under
Housekeeping - Backup Settings.
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2010 Failed to purge one or more database records. - Purge is not working - Check under Housekeeping -
Purge Settings - Ensure SQL database is still online.

2011 Database unavailable. - Check to ensure SQL is running and that the SQL protocols are set up correctly.

2012 Failed to backup one or more items, i.e. files, registry keys, or databases. - Check to make sure drive is
not full and previous backups have been made.

2013 Invalid port Agent ID - Check ACD Groups under Recording Manager to make sure there is not an error
(only available on switches that have ACD integration)

2014 Failed to delete one or more stranded, temporary PVDs - Check for other possible hard drive errors.
2015 Recording file is corrupt. - Check for other possible hard drive errors.

2016 Failed to delete all or a portion of a PVD recording. - Check for other possible hard drive errors.

2017  Failure in CTI monitor. - Check to make sure CTI is still running and communicating with phone system.

2018 ACD Error - Check ACD Groups under Recording Manager to make sure there is not an error (only
available on switches that have ACD integration)

2019 PVD Failure - Check to make sure hard drive is not full or giving errors.
2020 Fail to commit PVD - Check to make sure hard drive is not full or giving errors.

2021 Unexpected major exception - Check OAISYS services to be sure they are running. Make sure all
portions of Admin are accessible.

2022 Import Failed - PVD Import to database failed. Check PVD Queue [ PVD Import

2023 Recording Failure - The recording has failed at the given recording port. Check the port in Recording
Ports > Ports

2024  After-call action failure - Execution of After-Call Action failed. Check Recording Manager - After-Call
Actions

2025 Database query failure - Possible SQL Issue. Check to make sure SQL Services are running.
2026 Port query failure - Check port status in Recording Ports ->Ports

2027  Error in call information - Generic Error. Make sure all services are running.
2028 Fail to export PVD file

2029 Fail to find call recording

2030 Server Board diagnostic Message/Triton

2031 Call recording stopped abruptly

2032 DCN Error

2033 Completing PVD after Timeout

2034  Missing Open File ACK

2035 PVD Import Failed

2036 Failed To Append Recording

2037 Stopped Receiving Data Change Notification from SQL Server

2038 Fuzzy Match Failure

2039 ShoreTel ACD Failure
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2040 Failed to User Defined Rule Stage One or More Documents (failed to move PVD files during the staging
the PVD files based on a user-defined rule)

2041 Failed to User Defined Rule Purge One or More Database Records (failed to remove the call records from
the database during purging of the call records based on a user-defined rule)

2042  ALI Error

2043 Lost Connection to Active Directory Domain (lost connection to AD Domain Server)
2044  SRC Device is Down

2045 OAISYS Service Center is Down

2046  Tracer Clock out of Date (Tracer date is wrong)

2047 Possible Data Corruption (Database may be corrupted)

2048 Monitor Call Count Exceeded (Number of calls detected exceeded max for the system)

2700 Detected devices with duplicate extension - Check to ensure you do not have the same extension
programmed twice in Recording Ports > Ports. Also verify you don’t have a trunk ID and extension with
the same ID.

2701 Fail to open TAPI line - Applies to PBX with TAPI integration. Check TAPI settings in the PBX
programming.

2702 Node down - Tracer has lost connection to remote nodes. Check to make sure network connectivity exists
between nodes. Check Network Configuration under the Remote Nodes Tab.

2703 Database error - Generic Error. If this is repeated, a call to support may be needed.
2704 Fail to decode PBX message - Check CTI connection to make sure it is up and running properly.

2705 Call already connected to this device; Possible missed event = possibly a missed CTI event. Check under
CTl in the admin portion of the client to verify PBX connectivity.

2706 Lost connection to PBX - OAISYS CTI has lost its connection to the phone system. Check under CTl in
the admin portion of the client to verify PBX connectivity.

2707 Late TAPI reply - Information Message related to TAPI PBX integration. Possibly check network latency.
2708 Extension not TAPI line

MINOR ALARMS

1000 Cannot read copy key

1001 Maintenance to expire in 1 month
1002 Maintenance expired

1003 User exceeded login attempts

1004 Client exceeded connection attempts
1005 Expected port event on call start
1006 Expected port event on call stop
1007 Expected CTI event on call start
1008 Expected CTI event on call stop
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1009
1010
1011
1012
1013
1014
1015
1016
1017
1018
1019
1020
1021
1700
1701
1702
1703
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Discovered One or More Stranded, Temporary PVDs on the Server

Fail to email
No user programmed for screen capture
Non critical service not available - Triton

Failed to update system stats

Database usage meets the critical threshold. System Stats Would Cease to Replicate.

Third party API call ends abruptly
Fail to create third party API call
Failed To Update One or More System Strings

Error in Recording Meta Data Module

Suspended Completed Call Will Now Be Forced To Be Completed

SMDR Port Error

ALl Port Error

OAIl command from client unhandled
Clear idle call

Unexpected sequence number

SNMP query error

INFORMATIVE ALARMS

User Login

User Logout

Daily stats on PVDs created

Stats on the Stage Housekeeping task

Stats on the Purge Housekeeping task

Stats on the Orphan Recovery Housekeeping task
Stats on Recordings Drive Usage

Stats on PVD Database Usage

Stats on Staging Destination Drive Usage

Stats on Backup and Recovery Task

Stats on the restore housekeeping task

Stats on the database maintenance housekeeping
User Call Monitor

Call Recording Accessed

WXT conversion pre-requisite error

Unexpected event
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16 Fail to start recording manually

17 Fail to stop recording manually

18 Fail to add annotation

19 Stats on the Clean Database Task

20 Awaiting connection from screen capture client
21 DCN Service is restarting

22 Audiocodes Dongle Added
23 Audiocodes Quota Exceeded; Data for Calls That Exceed the License Will Be Lost

24 Dynamic License Exceeded, the Call Would Not Be Recorded On Dynamic Licensed Ports

25 “Short Circuit” Media Session

26 Historical Folder Wait Time Average Exceeds Max Threshold (Only generated when Tracer is placed into
test mode)

27 Historical Folder Wait Time Max Exceeds Max Threshold (Only generated when Tracer is placed into test
mode)

700 Link to PBX is up and running
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