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Welcome

This guide providesinformation aboutthe Archive Call Recording End User Interface features, functions, and
reports presented as tools to be used to solve your business management requirements. It is focused on some
of the most common tasks, such as managing recorded calls and calls in progress, with step-by-step
procedures and/or examples of how to complete the functions within the application where useful.

e The End User Interface allows Users of the system to manage calls by number.
e Usersofthe system might be characterized as managers or supervisors of contact centers, members of
law offices, or financial institutions.

e Usersare assigned numbers by which they are then able to manage calls in progress as well as recorded
calls.

Note: Usersshouldbeawarethatthe organizationdefinesthefeaturesandtoolstheywillbe permittedtoviewand
use.Someinformationandfeaturedescriptionsinthis guidemaynotbeenabledforusebyallusers.Contactyour
organization or Group’s Archive Call Recoding Administrator to learn more about which features you will have access
to use.
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Sign In
In order to access the application, you must log in with a user name and password.

The Username is assigned by the Group Administrator when the user profile is created.

Initial Passwords areauto-generated bytheapplicationand emailed directlytoyou.Onceyouhave accessto the
application, you have the ability to change your password using the Change Password link.Youarethen ableto select
apasswordofyourchoice.Passwordsareinitiallyauto-generated becauseAdministratorsandProvidersare notallowed
toknow the passwords of the Users they create.
1 Openaninternetsession.Supported browsersandversionsincludethefollowingandshouldbe HTML 5
compliant:
IE/Edge
Firefox Call Recorder Login
Google Chrome
Safari
The latest version and one version prior are supported for each browser.

2. Enter the following URL to open the Call Recorder Login Page: 9 x saraKipling
http://callrecording.mymtm.us/CallRecorder/account/login

3. Enterthe User Name and click Next. @, PpassworD

Note: The first time a user logs in, the system requires them to create a

new password. version: 5.0.638.42

4. EnterthePasswordand clickSignIn.

Thedefaultlandingtabisthe Home or Dashboard Tab. This can be customizedtobest suit your needs.
Tosetyourdefaultlandingtab, clickonthe tabthatyouwishto makethe default.

&) CTigroup — [® @) sy

58.9 Days

Taxal Duration of Recsrmgs

© Cat Hancire Summary °

etron Cat arciery Recems Caily © Coty oy Categoty L) Storage


http://callrecording.mymtm.us/CallRecorder/account/login
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User Menu

Inthe upperright corner ofthe screen, the drop down nexttothe avatarimage will displaythe User Menu.

The User Menu provides the following selection options:

Slgn Out (Se&r:i‘ Interactions ‘ Q) ® =

Change Password Sign out ®

Desktop Notifier ChangePass.. &

= Archive Tool i 893 Desktop Notifier
= Options calls Archive Tool
. Options o
Sign Out

Select this option to immediately sign out.

(SEEI’CI" Interactions Q) ® -

[
i Sign Out (= E
_ You have signed out.

Goodbye

To return to the dashboard, click on the button.

Change Password

Users are created in the End User Interface by the Group Administrator.

The Group Administrator assigns the User a username during the creation process. Once the user is added, the
applicationwillautomaticallyemailatemporarypassword.Userslogginginforthe firsttimewillberedirectedtothe
expired passworddialogtoresetthe passwordtosomething more meaningful and within the company’s rules for
avalid password. The rules for a valid password are displayed as text on the expired password dialog. The dialog
willalsodisplaya messageidentifying the strength of the selected password. Itisencouraged that all passwords
meetthe Excellentstrength level.Strongvs.Weak passwords are described by the following:

Weak password - no password at all; contains your user name, real name, or company name; or
contains a complete dictionary word

Strong password - at least seven characters long; does not contain dictionary words, letter or
numbersequences, usernames, relative or pet names, romanticlinks, or biographical information;
does not contain a complete dictionary word; is significantly different from previous passwords;
contains a combination of uppercase, lowercase, numerical, and symbol characters; and is not the
same password used for multiple sites or purposes

By default, passwordsare setto expire 90 days after the date of the last password change. During installation and
configuration of the system, your System’s Engineer has the option to pick a timeframe other than 90 days or to
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set the value so that passwords never expire.Onthe daythe passwordis setto expire,whenlogginginyouwill be
redirected tothe expired password dialog to reset the password.

1 Click the Change Password option in the User Menu drop down.
i . . Search Interactions Q ® >
2. Enter or select the following information: ( : ‘ )
*  Old Password - current password Sign Out ®
*  New Password - select a new password that meets the password _ Change Pass.. G
security requirements et
*  Confirm - enter your new passwordagain
3. When an appropriate password has been entered, the Confirm new Change Password
password field will appear. Enter your new password again.
4. Click Change Password to save your new password. Current password
5 Click OK to confirmation the action.
New password
NOTE: Password security requirements are defined during the installation and Password is swang.

configuration process. Once you begin typing your new password, the

Confirm new password

security requirements will be displayed under the New Password field.

Change Password

Change an Expired Password

ThePassword Is Expiredscreendisplaysonthedaythatitissettoexpire. Therewill notbeanyprevious
warnings. Whenyou attemptto log on you will be redirected to update the password before you can proceed
any further in the application.

1  Enterorselectthe following information:

Password Is Expired

*  Current Password - current password

]

M e

* New Password - select a new password that
meets the password security requirements

* Confirm - enter your new password again

2. Click Change Password.
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Desktop Notifier

The Desktop Notifieris an externalapplicationthatallows the Usertoreceive automated notificationsof new
incomingalerts. Itthen picksuponwhatcallthealertisassociatedwith, and enablesyouto playbackthe call,associate
acategorywiththe call,savethe call (ifitis still in progress),and write up comments for the call.

Thefollowingdescribes how to download the Desktop Notifierviathe End UserInterface. For information about
howtousetheapplication, refertothe Desktop Notifier Online Help found within theapplication.

NOTE: When using Windows 8, you must run Desktop Notifier as an Administrator.
Download the Desktop Notifier

1  Clickthe Desktop Notifier option fromthe User Menu drop down.

The Desktop Notifier applicationwill be downloaded toyour system.
2. Clickonthedropdown menu” onthe downloaded fileinthe lower left of your screento openthe
application menu

3. ClickOpen. Orclickthe fileitself to open the application directly.

4. When the DesktopNotifier Installwindow launches, click Install. pEm————
5 Selectthe defaults for each screenin the wizard.

e e . :
Gerenmeraceons_ @) (@) -
Cpen

Sign Out = Always open files of this type

Change Pass... 2% - £ Show in folder
i Interactions e —
893 Desktop Notifier

L] DesktopMotifierSe...exe ™

Calls Archive Tool
. Options ol

Archive Tool

TheArchive Tool allows userstoarchive call recordings toISOimages. Theseimage files can be burnedto CD/DVD
atthe convenienceof the user. Thefollowing describes howto download the Archive Toolviathe End User Interface.
Once downloaded, the Archive Tool contains a complete help file with
instructions touse the availablefeaturesandfunctions ofthetool. Formore
information on how to configure the Archive Tool, open the Archive ISO Image tool
and clickthe Documentation tab.

GOpen

Show in folder
m

©  ArchiveToolSetup (1)e.. ¥

Download the Archive Tool
1 Click the User Menu drop down.

2. Click on the Archive Tool option. The file will be downloaded to your
system.

3. Click Install when the Archive Tool Install window launches
Select the defaults for each screen in the wizard and Finish.
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Screen Recording Client
This option is only available under an Administrator login.

TheScreenRecording Clientisan external applicationthatcaptures the callhandler's desktop and records the
actionstakenbytheminordertosatisfytheircustomercall.Inordertoaccess the screenrecording functionality, the
user mustfirstdownload the clientand then must have access, viathe applicationfeatures, to the functionality.

Download the Screen Recording Client
1 Click on the User Menu drop-down.

2. Clickthe Screen Recording option.

o . ! ScreenRecordenvszi A
The Screen Recorder application will be downloaded to your system. sl sl E

3. Clickonthedropdown menu” onthedownloaded zipfileinthe lower left of your screento open
the application menu and click Open.

ChentRecorder v5-0-0

4. Extractthe zipfile.

5  Clickthe Screen Recording Client link.

6. Double click on the ProgramFiles/ClientRecorder/x64/Setup/setup.exe file.
This will start the Smart Recording Client application.

7. Selectthe defaults for each screenin the wizard and finish.

Options

Clickingonthe Optionsiteminthe User Menu drop down listwill open up the User Settings page. Thiswill allow you
to customize your SmartRecord experience.

User Settings Window
The following items are customizable in the User Setting

e TimeZone-usethedropdownto selectthe desired

. User Settings
Time Zone.

Tume Zone:

e Default Page - usethe drop down to selectthe page
which will become the default page viewed upon i v RO
opening of SmartRecord. The defaultis setas the
Dashboard. @ CAM Connection

Defauin Page:

e CallsinProgress -there are two customizations availabl:

* Thelengthoftimeeachcompletedcallis
displayed.

* How often Callsin Progress is automatically refreshed.
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CRM Connection

Touploadrecorded callstoaninterfaced CRM systemthrough the standard API, the CRM connectionmustfirst be
setup.

Setup CRM Connection
1 Clickonthe CRM Connection option at the bottom of the User Settings window.

ThISWI” Open Up a SEparate CRM ConneCtion CRM Connection
Wlndow Provider: | salesForce v
2. Enterintherequestedinformation User Name
3- C|ICk Save. Password
B save
Search

TheSearchfeatureallowsyoutosearchanypartofthe callrecord (Number, Duration, Time, Comments, etc.) on the
Recorded Calls screen in order to find a specific call record. For example: if there are 10 pages of recorded call files
ontheRecorded Calls screen and you need to find a specificcall record that you know has acommentassociated with
itthat hasthe wordtestinit, you can search for thatword to find that call record.

Search Call Records

1 Typethedesiredsearchterminthe Search Interactions fieldin the upperright of the screen.

(SE‘&I’CI" Interactions Q> ® -

2 Clickthe 9 search button, or press Enter.

The Interactions page will be opened, displaying all call records that match the search word(s).

. ¥
Interactions

W Categories <5 ‘ : SortBy: = Date/Time « (1

2 records found

h |
7064886700@bwas01.lab.local 00:01:00 EFri 20180406 @10:07:32PM >
From: +13175551050 To: 7064886700 LD

|
7064886700@bwas01.lab.local 00:01:00 E3Thu 2018-04-05 @ 06:54:14PM >
From: +13175551075 To: 7064886700 zﬁ-s L Q
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Dashboard

TheHomeTaborDashboard, provides youwith areal-timeview of the systemdataincluding information about the
total number of callsin progress, active call handlers, number of calls, duration of recordings, callsintherecycle bin,
trends, etc.

&4 CTigroup

- N 1 84806 S 589 Days
s i Progress | Active Call Bandiors Calls Calts in Recycke B II Total Duramion of Recordings

Cabs by Location o Call Kardier Sommary o
Bay Tme nismsar

Audse Searage Usage
-

Audis Wining Storage Ussge
L

>

>

> Meszage Sorage Usage
> Screen Scarage Usage
>

igea Cails Storage Usage

Active Cail Handliss Recent Calls o Cans by Calegory 2 Storage

The Dashboardis divided into nine distinctive panes that give you a pictorial and data overview of your company's
current call usage: First Look, Frequent Callers, Calls by Location, Call Handler Summary, Active Call Handlers,
Recent Calls, Calls by Category, and available Storage. Where applicable, the panes can be viewed as dataoras a
graph.

With the exception of First Look, Active Call Handlers, and Storage, you have the ability to customize the
information displayed within the panel. view each pane as either a text or graphical display. Customizable panes
havea £ (Settings)buttoninthelowerrightcorner.Clickingonthebuttonwillflipthepanetoopentheavailable
Options. When in the Option display, the Settings button turns into a @ (Return) button, that will exit the panel
options.

e Chart - toggles between displaying the
informationinchartortableform.Thisoption
isavailableforallcustomizable panesexcept
Recent Calls. Last 30 Days =

e Last 30 Days - select the timeline for the Top 10 Results
informationdisplayedinthe pane.Thisoption
isavailablefor allcustomizable panes except
Recent Calls.

Optlons

Chart v

e Top10Results-selectthe numberofresults
displayed within the pane.

Frequent Callers ®

TheDashboardis setuptoautomaticallyadjusttheviewwhenthe screensizeis minimized,ensuringthemost
efficientuse of screenspacefortheuser.Whenthescreenis minimized,the informationtabs move fromtheleftside of
the screento the bottom.
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First Look

The First Look section appears horizontally across the top of the Dashboard and displays a quick view of totals
for the following information:

3 DA 488 Days

(Calls In Progress Active Call Handlers en| Total Duration of Recordings

Calls in Progress - At a glance display of the total number of callsin the
systemthatare notterminated, by Group and/or User. Clicking on Calls
5 in Progress pane will take you to the Calls in Progress page of the

Interactions tab.
Calls in Progress

Active CallHandlers-Displaysthetotalnumberofextensionswithan
active call. Active Call Handlers displaysinformation by Groupand then by
1 User. Groupsand Userswill only see information based on extensionsto
which they have access

Active Call Handlers

Calls-Displaysthetotalnumberofcompletedcallsfortheuserthatis
currentlyloggedinandthat have a recording associated with them. This
value is cumulative over the lifetime of the Group. However, the number
willadjustaccordinglywhen callfiles are deleted and/or routinely purged
fromtheapplication.Clickingonthe Calls panewill takeyoudirectlyto
the Completed page of the Interactions tab

Calls in Recycle Bin-Shows the total number of calls that have arecording
associatedwiththemandthatareinthe Recycle Bin pendingdeletion.

0 Thisvalueiscumulativeoverthelifetimeofthe Group.However, the
numberwilladjustaccordinglywhen callfilesare deletedand/orroutinely
Calls In Recycle Bin purged from the application.

LastWeek’s Trend - Interactive Pane that providesavisual display of
the call history for the previous week. User can viewthe number of calls
perdaywithinthe chart by hovering the cursoroverapointon the
graph.

Total Duration of Recordings - Shows the sum of duration for recorded
callsthat havearecording associated with them, by Groupand User. This
48.8 Days valueis accumulative over the lifetime of the Group.

Total Duration of Recordings
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Frequent Callers

The Frequent Callers pane displays the total number of calls by calling number for the most frequently called
numbers. The Frequent Callers chart displays inbound calls only. The number of frequent callers displayedin the
panewill be determined by the applied filter (for example: Last 30 Days, Last Month, Year to Date, etc.). The
Frequent Callers pane can be displayed as textoragraph by selecting Details or Graph from the drop down list. You
candrill downintothe specificrecorded calls by clicking on a specificfrequent caller. Additionally, you are able to
adjustthenumberofresultstodisplaybyselectingtheapplicablenumberfromthe TopResultsdropdownlist.

W +13175551071 m +13175551050 m +13175551075 B +13175551071 m +13175551050

Frequent Callers o Frequent Callers

Thispaneisinteractive.ClickonthenumberswithintheFrequentCallersgraphtotogglethe resultsforthatnumber
on and off.

Calls by Location

The CallsbyLocation panedisplaystotal callsbyeachlocationas determined by the NPA/NXX. Thecallsincluded
inthetotals will be determined by the applied filter (for example: Last 30 Days, Last Month, Year to Date, etc.). The
CallsbyLocationpanecanbedisplayedas textorasapie chart by clickingon the View Graph link. You candrill
down into the specific recorded calls by clickingon alocation under the Location column. Additionally,you are able
to adjust the number of results to display by selecting the applicable number from the Top Results drop down list.

0 S0 10gg 150 20 <5

Calls by Location o
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Call Handler Summary

The Call Handler Summary pane displays the maximumduration, average duration, and total number of calls by call
handler/number for the duration determined by the applied filter (for example:Last 30 Days, Last Month, Yearto
Date, etc.). The CallHandler Summary pane can be displayed as text or as a pie chart by clickingon the View Graph
link.YoucandrilldownintothespecificrecordedcallsbyclickingonacallhandlerIDunderthe CallHandlerID
column.

Additionally,youareabletoadjustthe numberof results todisplayby selectingthe applicable number fromthe Top
Results drop down list.

a -c’{JoGG ‘?{JUGG &J@Gﬁ G{JQGG -’.QGGGG .?_._IOGG{J L?GGD,-_’;I }GGOD,Q

Call Handler Summary L =]

Active Call Handlers

TheActive Call Handlers pane displaysthe call handlers/numbers that are currentlyon calls and the number of the
other party. Usersthathave accessareable to monitoranactivecall handler’s callin progress by clickingonthe
monitor button. Additionally, you are able to adjust the number of results to display by selecting the applicable
number fromthe Top Results drop down list.

Interactions

Call Handler ID Time Number Compieted

In Progress
% 7osa836700@0Was01 lan local 18:06:23  ~13175551075 L vossnss ot lan local SortBy. | Dawemime M
% 70sasa6700@0was01 lablocal 180621 -13175551071
% J0e4sz6700@bwas01 i iocal 18:06:11  -12175551050 @ e e e M TS SLE >
~131 75551078 TOBA88ETO0 LA
@ FOGARRE T bvash 1 lablocal 0i0KE0 @Thy 20180808 BUTI0AZPM
I ~13175551071 POE4886700 LA ] >
ﬁ 13175551080 064885700 L ] >
Active Call Handlers -
@ FOCARAS FOOSbwias01 lab Jocal X000 @The MMEDASS Q07000 PM
I: ~13T3551075 T05488E700 LA ] >
. i i @ FOEARSE TOOB bSO b focal DOOLON @Thu NIDILE BUTCRNIIM
Selectinganumberinthe CallHandler ID columnwill take you o e
directlytothelnteractions page, displayingall Completed calls um i S R )'
by that Call Handler ID. o s — <o
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Recent Calls

The Recent Calls pane displays the most recent calls,incomingand outgoing, by call handler. The number of recent
callsdisplayedinthe panewillbedetermined bytheappliedfilter (forexample:Last 30 Days, LastMonth, Yearto
Date, etc.). TheRecentCalls pane can be displayedastextoragraphbyselectingDetailsorGraphfromthedrop
downlist.Youcanplayarecorded call by clickingontherecorded callicon. Additionally,youare able toadjust
the number of results to display by selecting the applicable number from the Top Results drop down list.

Call Handler ID Day Time Number
% Jos4sas700@bWas01 lab jocal Thu 19:07:26 ~13175551075 ’
% Jos4sas700@bwas01 lab local Thu 19:07:24 ~13175551071 }
4 7064826700 bwas01 lan.local Thu 19:07:14 ~13175551050 }
% osaszsroo@owaso lan ocal Thu 19:05:47 ~13175551075 )
% Josasssrao@owaso lab.local Thu 19:05:45 ~13175551071 ’
I (LI | N
I Recent Calls O

SelectinganumberintheCallHandlerIDcolumnopens theInteractions pagetoview allCompleted callsbythat
CallHandler ID.

Interactions @ Inbound Recorded Call
706885700 bwas01 lab.iseal oooin = soh BoAO62ID

Detalls | Annotations

> = n e

i Lo Rlated Cats

> KOIANAPOLIS, IN

6| 6] 6| 6| 6 &

Click on the P> (Play Audio) button to open the Inbound Recorded Call window for a specific call.

Calls by Category

TheCalls by Category panedisplaystotal callsbycustomcategory.Categoriesare specifictotheuser. Thecalls

includedinthetotals are determined bythe appliedfilter (forexample:Last 30 Days, LastMonth, Yearto Date, etc.).
TheCallsbyCategorypanecanbedisplayedastextoragraph byselecting Details or Graphfromthe drop down
list. You can drill down into the specificrecorded calls by clicking on a specificcategory. Additionally, you are able to
adjustthe number of results to display by selecting the applicable
number from the Top Results drop down list.

This pane is interactive and allows you to receive specific section
results byhoveringthe mouseoverthedesiredarea.Clickona
categoryinthelegendtotoggletheincludedresults on andoff.

m Testing W Critical ~ Duplicate W Testing ® Critical ©~ Duplicate
= Document

Calls by Category O Calls by Category
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Storage

Thefinal panelonthe Dashboardis the Storage pane. This displays the currentusage of storage, including

AudioStorage, AudioMining Storage, Message Storage, ScreenStorage, and Video Calls Storagewhere those
mediums are inuse.

Audio Storage Usage
Audio Mining 5torage Usage

Message Storage Usage
084

S5creen Storage Usage
084

Video Calls Storage Usage

0%

Storage

Dashboard Preferences

First Look also displays a Settings icon panel, which opens the Dashboard Preferences.
'nl The tools provided for dashboard preferences include:

Il ~ 9 Pause - Pauses the upload of new information into the dashboard.
L=
Refresh every ’ Play- When pauseisselecteditbecomes Playtorestartserviceswhen
. ready.
2 Minutes v v
e
@ ®< Refresh - Refreshes incoming data.

.D Undo - Undo the last change made in Dashboard.

Refresh every... select the preferred refresh rate in minutes.
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Interactions

Ontheleftside of the Dashboard, thefirsttab optionisInteractions. Clicking this will take you to the Interactions page.

The default view of the Interactions page is the Completed tab which displays the completed calls.

a) (@
Interactions
Completed in Pragress
Q Hm » Categorses  of D« SortBy:  Daw/Time

OE4RELTD0EDwaLT kb bocal o BThy 01E5405 Q06T 0P 12178851075 T064ELET00
Eznm&mm.nun EY o .

TOEABEETO0@bwasg1 lab soca L DA -13175551050 0EALLEI00
E e nbocal 00108 ETh 201B0805 GDEDRALPM ~13 75561075 FOLAEBETO0
ToE4E: b bocal Bt o DacEIe U 13175551071 F0E4836700
oGBS 00108 T 0159843 DTEOR2I M =13175551050 PEAESGT00
7 b 0 B 2 403 QoSG PM =13175551075 TUE4ES6T00

There are two ways to open the Filters window to review or edit the filters when working in Interactions.

1 Clickthe Interactions tab on the side panel to open the Completed tab.
2. Click on the Filters button in the Completed tab to open the filters dialog.

3. Or - Click on the Current Filter drop-down tool and select Edit Filter.

Current Filter: Default v

Filters x
Filter Name M save )y Delete 3
.
Date Range Last 30 Days L
(=}
[}
+ Add Rule |

Create a Filter

While working in the Completed tab in Interactions:

Filters
1 Open the Filters WindOW. Y Saved Filters _Tis_t.if-gFi\ter
2. Enter a Filter Name (e.g.;TestingFilter) 2017 recordings
Evaluations

3. Select a Date Range. ; Date Range Vg€ Fiter
4. ClicktheSave button. = e

. . . ecyce in -

Your filter will be added to the Saved Filters drop + AddRule || Screen Recordings - Test

down. g

clellelelelelels

2

222 22

2

[viviviviv|iviv:
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Apply a Filter to a Completed Call
While working in the Completed tab in Interactions:

1 Openthe Filters window.

2. Clickthe Add Rule buttonto openanew drop down.

3.  Enterorselectthe following information:
* ToNumber (drop down)

* ToNumber (text)—enter a number that appears
under the From Number column of the list of
Recorded Calls.

4. ClickApply Changestoapplythefiltertothelistof
Recorded Calls.

Filter a Report

Filters

Y Saved Filters | TesuingFilter v
Tesungrilter H Save

Date Range Last 30 Days

o¢ Qgor

+ Add Bule

1  Clickthe Reports tab on the side panel to open the Reports page.

2. Clickonareport to select it.

@ Delete 5

3. ClickontheFilter buttonin the tools sectionto expandtheFilterwindow and select/apply options as

desired.

0:-——- CAURCHR &

Evaluation Reports
P el

[p—r——

P e —

Organaation Reports

&= o

Frequent Callers
Huraber Caber i0 Caliy v
P :

1002 885 1007

Average Duration

0000
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Manage Categories

Theabilitytocreate categoriesforcallsisbeneficialtocallhandlersand managers, allowing themto categorize calls
intoareas uniquetotheirbusiness (for example: geographicregion or customer satisfaction). You are then able to

filter callsorrunreports based uponthese call categories. ClickontheCategorylinkandselectthe specific

categoryfromthe drop down list. NOTE: Categories are specific to the user. The categories that you create and

assign to your recorded calls cannot be seen by other users.

Create a New Category

1 Clickthe Interactions tab on the side panel.

Select a Tab (e.g.; Completed).

Click on the Categories button in the tools section beneath the

Tabs.

Interactions

The Categories window opens displaying allavailable categories

for the Tab.

4. Enter a unique name in the Category Name text field.

5. Clickonthe @drop-down icon to openthe color pallet.

6. Selectacolorfromtheoptions,andthe drop down buttonwill
change to the selected color.

7. Click the |[=l Save button to add the new Category to the
Categories list.

Edit a Category
While in Categories:

1 Click the Edit button nextto the Categoryto edit either
the Category name or to selectan updated color.

2. When finished, cIick Save.

Delete a Category
While in Categories:

1 ClicktheDeletebutton next to the Category to delete.

2. Click Delete to continue when prompted.

Confirm

Deleting a category will remove it from any interactions it was assigned to. Are you sure you want to delete this

category?

Categories

B - - -

Categories

@ CategonyTest
. Crivical
@ Document

Duplicate

@ e
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Bulk Options

TheBulk Options feature onthe Completedtab ofthe Interactions page allows the userto selectmultiple
completed calls for export.

1

Clickthe Interactions tab on the side panel to open the

Interactions page. Interactions

Select the completed calls to be exported by clickingon onvieced | RNERS

the image to the left of the calls = r—— s
:

Selected callswillturnfrom blue to dark gray.

Note: To deselect, click the Refresh & button. ﬁ ) S8
When you finish selecting calls, click the Tools icon £ to e Lo
open the Bulk Optionswindow. e : St
Export Selected - exports only the completed calls selected = )'
during step 2. : prar

= Export All - exports all completed calls.
Click the desired Exportoption. The informationwill be automatically exportedtoa CSV fileand
will appear on the bottom of the screen.

Double click on the file to open the spreadsheet file in Excel.

Bulk Options

selected calls 4 _

Export Options g: Interactions_20180...csv Interactions_20180...csv

# Export Selected £ Export All

fiitiidddatissidatiasdanidagn

e e B [ e e o e

A PORABIA MRS b ol
/1518 LLIIIT P TOBBATOR St il b ol | TIRAIMT. 1137NICN0 e
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Completed

The first tab of the Interactions page, and the default selection for Interactions, is the Completed tab. This listwill
containallcompletedinteractions,includingRecorded Calls, Messages,and ScreenRecordings.

By default, all interaction types are selected. Youcanincludeand excludedifferentinteractiontypes byclickingon
the corresponding button inthe upperright of the tab.

Interactions

AR

Rl
L
VivVivVIiIVIVIViv

2

?

@

L RE ]

For example, to include only ONE data type in the Completed Interactions list:

1 Click on the Recorded Calls button to deselect it. This will gray out that option, —
. . . . Recorded Calls included
and the selection will be excluded from the Completed Interactionslist.

2. Repeatto exclude orinclude any additional options until only the data you wish E
to see is displayed in the listbelow.

Inthis example, when onlyScreenRecordingsareleftincluded, the subsequentCompleted Interactions
listwill only include ScreenRecordings.

Interactions

Completed InProgress  Recycle bin

1
=

p|_o| 0| o] 0] 0| 0
i
<?
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Recorded Calls

Whenloggedinasthe Group Administrator, the Recorded Calls screen displaysall completed recorded calls for
allUsers. However,whenloggedinasanEnd User,youareonlyableto see completed recorded callsthat belong
toyou oryour userID.

Hoveringyour mouse over the messagedisplayonthe leftside of the screen shows whether the callisInbound or
Outbound. Deselecting the Messagesand Screen Recording buttons will provide alist of only Recorded Calls.

B0k

TheCompletedRecorded Callslistprovidesaquickglimpseofvitalinformationregarding the completed calls.
The following informationis displayed on the Recorded Calls list:

* Number -the number or description associated with the call.

* Duration - the length of the call.

* Day-the day of the week the call took place.

* Date - the actual date the call took place.

* Time-the timethe call originated.

* From Number - the originating number.

* To Number - the terminating number.
t- Recording -Identifieswhether or notthereisarecordingassociatedwith the call. Click this buttonto

openthe Recorded Call and begin playing the audio.

Iftherecorded callhas already beensenttothe recycle bin, theiconchanges to

H

¥ Download - Downloads the audio file of the recorded call as a zip file.

) View Details - Opensthe recorded callswindow.

WhentheRecorded Callwindow is opened, more detailed informationis available, both for review, and for

editing.
Interactions

Completed | InProgress  Recyche Bin

E m W Categories  of S0 By,  Dammme vl
oo [55]
2001 00030 [Wed 30150418 @OTAI0EAM

20m 2172630000 Lo

B
=]

R

2001 3172630000 L8

2172630000

1
=]

gk

2001 3172630000 L

1
[}

Q9

2001 3172630000 L

ol ol o] o] oF
2
b
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Recorded Call Media Player
Atthetop of the Recorded Callwindow s the audio of the recorded call.

Click the P» (Play) button to begin playingaudio.
Outbound Recorded Call

2001 £300:00:29 E3Wed 2018-04-18 @ 07:42:08 AM

11 R  00:03 | 00:17 )

M Bx o ix 2x M

Whentheaudioisinplay,thebuttonturnsintoa I (Pause) button. The media player allows youto rewind
and fastforward the audio, change the speed of the call,and adjust the volume

Recorded Call Details Tab

Below the media player is the Recorded Call Detail.
By default, the Details tab is displayed with the following information and options:

"X‘ Email button - Allows the userto emailarecorded [1¢] Outound Recorded Cal

ca“. 2001 Q000619 B Tue 20180417 O 101209 PM
Q' Download Options button - Allows the userto e

download the recorded call. = o O
{.,':' Recycle Options button - Allows the userto send = e

Baafy Sukanta

the audioto the Call Recorder recycle bin.

M) Save button (if applicable) - provides option to retain
themessageand removeitfromthe recyclebin. This only
appears if the message has already been moved to
the recycle bin.

Felared Calls

INDEANAPOLIS, IN

Class3 =

ﬁ Delete button - Provides the option to delete the
messageonceit'sintherecycle bin. When selected, all (i i e
message option buttonswill be replaced with the Media file is not available message.
From Number - The originating number.

To Number - The terminating number.

From Caller ID - Displays the name or number ofthe personthat originated the call, if caller ID
is available.

To Caller ID - Displays the name or number of the To Number, if caller ID is available.
Related Calls button - Expandsalistofrecorded callswhich arerelated by their call flow to
the currentcall.

Location - Provides the location the call originated from.

Categories - Access by clicking the Edit button [# . Allowstheuserto categorizecallsintoareas
uniqueto their business (for example: geographicregion or customer satisfaction).

Classification - Access by clicking the Edit button E; . Allows the user to classify calls to restrict
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access to them to only the user with explicit permissions.
* Comments-Access by clicking the Edit button [ . Any comments associated with the call.

* External ID - Access by clicking the Edit button (£ An identifier may be saved in this field,
indicatingthisrecordisrelated toanexternal systembythatid. Typically, ExternalIDs are generated
or forwarded by the telecom switch as meta information for the call.

* Digital Signature (MD5) - Identifies whether or not the call has been hashed using MD5
fingerprinting,thusensuringthatthecallhasnotbeentamperedwithandsatisfyingregulatory
requirements.

MDS5 is a technique used to ensure that a file has not been altered in any way. When the call is
recorded, we take an MD5 hash of it, outputting a string of random characters. The point is that if
MDS5 fingerprinting is applied to the same call at a later point, it will create the same string of
characters, unless the call file has changed. If a different string of characters that don’t match the
original is created, you know the call has been modified. The default is to hash all calls.

The Payment Card Industry Data Security Standard (PCI DSS) is a set of requirements designed to
ensure that all companies that process, store or transmit credit card information maintain a secure
environment. Therefore, when a customer is set to read their credit card number over the phone, the
PCI Compliance feature allows you to disable the call recorder briefly so that the credit card
information is not recorded. At the time they begin to read their credit card number, you can enter a
series of numbers on your touch pad to temporarily disable the recorder. Once they are done giving
their credit card number you will re-enable the call recorder by entering the same numbers.

Note: Group Administrators will see recorded calls for all numbers assigned to Users they
created.

Annotations

Annotationsallow userstoadd commentsand markersto specificparts of callstoindicatewhere in the call a
notable event might have occurred. For example: a contact center manager (or anyother user) canfinda
notable eventinacalland markit for future review with acomment.

The "~ annotation icon shows usersthereareannotationsassociatedwiththe recorded callfile. Note: Pausing
orresumingarecordingautomaticallycreatesanemptyannotation (nocomments)onthecallrecording.

Add an Annotation to a Recorded Call

While in Interactions > Completed tab: -
1 Deselect Messages and Screen Recordings, to ensure that you are looking at the list of B =¢
recorded calls. rersar

2. Selectacallandclickonthe > (ViewDetailsbutton)

next to it to open up the Outbound Recorded Call
window.

@ Outbound Recorded Call
2000 DCHe1E B Tue 0IE0H1T O IB1208 M
»> 0008|5017 A

M o I = M

3. Selectthe Play button P> to begin playing the recorded
call.

4. Select M Pausewhenyoucometothe pointinthe call
that youwish to annotate.

Detalls | Annotations | Evaluations  Audio Mining

+ Add Annctation

Nio Annotations found

5. Click onthe Annotations tab.
6. Clickonthe Add Annotation link.

Note: The time on the size of the annotation fields
and the time the recorded call was paused are the same.
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10.

Enter the following information:

* Subject - Concise reason for the annotation

@ Outbound Recorded Call

* Note - A shortexplanation.

2001 Q00001 [ Tie MIB01T @10 1E00 P

[ » 030810047 4
Click the = Save button. Woh W a
) ) . X Detalls Annotations Evaliations LEELULE Flay from
Clickonthetimemarker nextto the annotationto jumpto marker o
the spotin the call. o 0ac i [ © 00:00:06

Click the Close icon ¥ at the right corner of the
Outbound Recorded Call window toclose. .

Therecorded callwillhaveanupdatedicon = inthe Play
Recorded Call field, indicating there is an annotation associated with the call.

Add a File Annotation to a Recorded Call

While in Interactions > Completed tab:

1
2

Deselect Messages and Screen Recordings, to ensure that you are looking at the list of recorded calls.

Selectacalland clickonthe > (View Details button) next to a callto open up the Outbound Recorded

Ca” WlndOW. 9 Cuthound Recorded Call
Select thePlay button » to beginplaying the recorded = — ”. R
call. Wt b 2 W

Detafls  Annotatons | Evaluations  Audso Mmming

Clickonthe Annotationstab to begin adding
annotations. o ovonos

+ Add Annotation

Threat
Clstamer made & INfeal 10 CUSICIEr SENICE reprasentate

Select the Play button Pt begin playingthe recorded e
call.

Q 000005

select M pausewhen you cometothe pointinthe callthat
you wish to annotate.

Click the Add Annotation link.
Click the Select File button to choose and open the desired file as an attachment.

Click the Save button.

Delete an Annotation from a Recorded Call

While looking at the Annotations for a Recorded call:

1
2.

Click the L] (Delete) button next to the annotation you wish to remove.
Choose Delete when prompted to complete the action.
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Evaluations
Call recording evaluations are performed in the in the Call Details view.

1 Clickonthe > (View Details button) nexttoacallinthelistto openthe OutboundRecorded Call
window.

2. Click on the Evaluations tab.
@ Ourbound Recorded Call

3. Clickthe Add Evaluation linkto openadrop down
of available Evaluations.

Dretails Annotatiorns Evaluations Audio Mining

4. Selectincoming Call to openupthe Incoming Call
detail panel.

+ Add Evaluation

No Evalsations found
Incoming Call

5 Enter/selectthe following information:

Gutgoing Call

* Introduction- Choose an option from the N
drOp-down tOOI, First Call Resolution

* Closure - Choose an option from the drop-down tool.
!‘ Cutbound Recoraed Call

6. Click Save. o S

> Beus 01T b
LR (- |

Incoming Call @ ean

Evaluations Audio Minang Introduction
Yes Was the caller greeted with “Thank you for calling. How may | direct

Incoming Call ORI your call??

Introducuon
Closure
Was the caller greenea with “Thank you for calling. How may | Qinect your cati?
No Was the caller offered a follow up appoiniment?

Summary
Closure
Evaluated by Cgroup 2018-04-18 11:45 AM

Wias the caller offered a follow up Sppaintment? Seore Average Weighted Average

Closure s % o
PO

Total 10 0% 0%

Audio Mining
Inordertoapplytheaudiomining packtorecorded callsandreturnresults,itmustfirstbe releasedin the system.

Release an audio mining pack by selecting the specific pack and clicking the/(ReIease) button. The audio mining
packwillappear under the Released Audio Mining Packs section of the hierarchy.

Once audio mining packs are released, they become available as a filter under Recorded Calls. Thisiswhere
usersapplyanaudiominingpacktotherecordedcallsinordertoreturnthedesiredsearchresults.

Toapplyanaudio mining packtoarecorded call as afilter, clickon the Recordings taband selectRecorded Calls.
ExpandtheFiltertoolbarbyclickingonceonit.ClickontheFiltertoolbartoexpanditandselectthe By Audio
MiningPacktab.Selecttheaudio mining pack fromthe Audio Mining pack drop down list. Thisis the audio
mining pack thatwill beappliedtotherecorded calls.Ifapplicable,enter the minimumconfidencescore that you
wouldliketoapplytothefilter.Theonlyreturncallswhichhavebeensearchedanddonotmatchtheaudio
miningpackoptionwillreturntherecordedcallsthatdonothavethewordand/orphrasecontainedinthe
selected audio mining pack. Click Apply Changes.

An §on displays under the Audio Mining tab for each recorded call that matched the criteria. Anumber
will appear to the right of the icon displaying the Maximum Confidence score for the returned results. Click on
the Audio Miningicontoview the results of the search.

2001 SO0O0LE 8 Tue 20180417 ©URAZIEPM
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Apply Audio Mining to a Recorded Call

While looking at the list of recorded calls in Interactions > Completed:

Filters
T Saved Filters | Default
1 Click Filters in the Completed tab.
Filter
2. Clickthe Add Rule linkand select Audio Mining Speech Pack.
. L X . <
3. Click within the Speech Pack textfield and selectthe if you know o DeteRange L
. [}
your option.
" rrrrrr v
Filters x =]
- o -
T Saved Filters | Default v Date Range
Na P #/ Date Range
Filter Name M save 1 Delete 43 S art Time
3 End Time
o Date Range Last 30 Days v Min Duration
(] Max Duration
7 Audic Mining ™
Y A [gpeecn Pack vl i Speech Pack
if you know your Employee Name Options
+ Acd Rule New Tele2 Evaluations
Evaluated Call Options
Apply [ . Interactions

4. Enteror selectthe following information:
* Minimum Confidence - Define the confidence level (e.g.; 10)
* Speech Pack Match - Choose the matchlevel (e.g.;Matching)

5  ClickApply to save the data and begin using as a filter for the recorded call results that contain the
Audio Mining result.

View Audio Mining Results

1 Fromthefilteredresults,selectacallandclickonthe > (View Details button) to openthe
Outbound Recorded Call window.

2. Selectthe Audio Mining Pack tab to view the results for that call.

3. Youcanfurtherfilterthe Audio Miningresults byusingthedrop downsto selectspeuflc packs, phrases,
confidence levels, or languages. s

4. The mediaplayerwill display the results as yellow markers.

wajae m

> mmn u
M oBx Ix 2x M

5. Clickonthetimestampassociatedwitharesultto playtheaudiofrom [l oo
that marker.©@ 00:00:04 -

N, 00:00 | 01:00 4

@ 200204

OO yeu owveur

[ 1 R ———

QWA you b your

O W04 psacian
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Screen Recording

Screenrecording capturesthecallhandler'sdesktopandrecordstheactionstakenbythemin ordertosatisfy
their customercall. Thisis useful forfuturetraining, review by the manager, or documentation purposes.

Deselecting the Recorded Calls and Messages buttons will provide a list of only Screen Recordings.
Note: Group Administrators will see screen recordings for all extensions assigned to Users they created.

TheScreenRecordingslistprovidesaquickglimpseofvital
information regarding the completed screen recordings. The =L
following information is displayed on the Screen Recordingslist: Bm “;ﬁm P

Interactions

The following information is displayed on the Screen Recording vo oo
screen: ' :

* Employee Name - The name of the employee or call
handlerwhose screenwas recorded

* Duration-The length of the call

* Day-Thedayoftheweekthe calltook place _
* Date - The actual date the call took place =
* Time-Thetimethe call originated

= E Play ScreenRecording button - Allows the user to
playthe actual screen recording.

0l _0] ol o 0| 0
i
]
N

] Displays if the message has already been sent to the recycle bin.

. ’J-' Download button - Allows the userto download individual screenrecordingsas azippedfilebut
without the audiofile.

= 2 View Details button - Opensthe recorded calls window.

Whenthe ScreenRecordingwindow isopened, more detailed informationis available, both for review, and for
editing.

Screen Recording Media Player
Atthetop ofthe Screen Recordingswindow isthevideoand audio of therecording. Clickthe P (Play) buttonto
begin playing the recording.

e Screen Recording

Note: The way in which media players load and play the recorded
callfiles will vary. For instance, QuickTime Player and Windows
Media® Player will immediately launch the recorded call file.
However, iTunes® will load the recorded call file in the library and
you will have to click play to begin listening to the file.

Whentherecordingisinplay,the » buttonturnsintoa (Pause)
button. The media playerallowsyoutoadjustthelightbalance ofthe
video, and adjust the volume.




<<5>>

Screen Recording Detail
Below the media player is the Screen Recording Detail. [2) screen Recoraing

Vijay Goje Q0000E ETue 2180410 GOLS2ILAM

If the required Java plug is not installed, the user will be
prompted to install the pluglin.

Tools and features offered include:

24 Email - Allows the user to email a recorded call.
# Download Options - Allows the userto download

the recorded call.

o

Recycle Options - Allows the userto send the
audio to the Call Recorder recycle bin.

ik

Save - Provides option to retain the message and
removeitfromthe recyclebin.Thisonlyappearsifthe x & o
message has already been movedto the recycle bin. ;

=]

Delete - Provides the option to delete the message
onceit'sintherecycle bin.When selected, all message
option buttons will be replaced with a message, Media file is not available.

BIACBI4S0EE2B9FF 1 FEEEIS4CDAFD0ZE

Related Calls -identifieswhetherornotthereisarecordingassociatedwith the calland allows you to
play the associated recording

Details - Review details.
Comments - Review Comments.

Digital Signature (MD5) - Shows whether the screen recording has been hashed using MD5
fingerprinting, thus ensuring that the screen recording has not been tampered with and satisfying
regulatory requirements.

Messages

Where enabled, Group Administrators may see the Messages screen displaying all completed SMS/MMS
recordings for all Users that have been created by the user.

Hoverthe cursoroverthe messagedisplayontheleftside ofthescreentoseewhethera
message is Inbound orOQutbound.

The Completed Messages list provides a quick glimpse of vital
information regarding the messages. The following informationand interactions

features display on the Messages list: compieed | nregres ek sn
* Number - The number or description associated with the o —_
message. . B
" Message - Displays a preview of the message content i ! - >
(messages in green are outbound and messages in white are i o
inbound) :,m::rm:m,mnnmmagev1c»3[z::i:nu4sazaz?zzxaze:scazaa = >
* Day - The day of the week the message occurred. i = ;
*= Date - The actual date the call took place. ~ =
* Time - The actual date the message occurred. I Tt an oo >
00 0 Qo
"  From Number - The originatingnumber. = o
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" To Number - The terminatingnumber.
* S Attachments - Icon displays if there are attachments associated with a message.

bl g Recycled Attachments - Icon displays if the message has already been sent to the recycle bin.

» & Download - Downloads the message as a zip file.

* > View Details - Opens the Outbound Message window.

Message Detalil
WhereEnabled, the followingtools are provided onthe Message Details screen for review or edit:

24 Email - Allows the user to email arecorded call. [5) outoouns Message

2000 M Tue 20180327 O OZ3E0EPM

™ Archive to CRM - Upload messages to any interfaced
CRM systems (suchas SugarorSalesforce.com)through T 0 SN e ssage:THOr ZSSS 2R T A= 9901 1 T
the standard API. Only one active CRM connection is L

allowed at a time. If the user wishes to switch CRM P S
connections, Click CRM Client Settings, select the CRM
and enter the required credentials.

Fannie Mae T CTIGroup

9]

[
b

# Download Options - Allows the user to download
the recorded-call.

&)

<% Recycle Options - Allows the user to send the audic

ASZIFIAABOASDFZCBAEEDSFDC7IESSTC
to

the Call Recorder recycle bin.

Save -Provides optiontoretainthe messageand removeitfromthe recycle bin. Thisonlyappearsifthe
message has already been moved to the recycle bin.

@ Delete - Provides the option to delete the message onceit's in the recycle bin. When selected, all message
option buttons will be replacedwith a message, Media file is not available.

Archive to CRM
Setup Archive to CRM

1 Go to Message Tab > CRM Client Settings link in the toolbar.
Or, click on the CRM Client Settings link in the Archive to CRM dialog box.
Select the CRM application to connect to from the drop-down list
Enter or select the URL, username, and password to that CRM application.

Click Test Connection. A confirmation is displayed notifying you if the connection was successful
or failed.

5. Click Save when the connection issuccessful.

Note: The number of the message must be a number that belongs to at least one contact in the
CRM application in order to perform the upload.
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Archive a message to CRM
While in the Message Tab:

1 Click '#Archive to CRM next to the message that you want to upload.

* Ifthe contact, account, or case you want to associate the message with does not appear,
enter new criteria in the CRM Search field and click Search.

* If multiple contacts, accounts, or cases are returned, deselect the ones you don’t need by
clicking in the option boxes to remove the checkmark.

Enter a Subject and a Note about themessage

Click Archive to CRM.

Note: There will not be an email option for any messages that have been deleted.

Calls In Progress

The calls in Progress screen displays all calls that are currently taking place. There are several functionsthatcanbe
performedfromthe CallsinProgresstabincludingscreenand callrecordingondemand pause/resume; monitor,
whisper, or Barge In; Save recordings; and Add Notes and Categories.

By default, all calls to and from a number are recorded and saved. The Group Administrator does have the option
to override this defaultinthe Number Information screen by applying the Do Not Record feature. Ifyou look at the
CallsinProgressscreen,youcanidentifywhichcalls arerecordedand savedonaregularbasisandwhichonesaren’t.
Forthecallsthataren’tsetupto be saved,you can, onaone-time-basis, save them onthe fly by clickingin the
Save Recording option box while the callisin progress.

Whennumbersareassignedto Users, thedefaultsettingistorecordall screenactivitythatis madefromortothose
numbers. This setting can be changedto do notrecord bythe Group Administrator. If the default setting has been

a) (2) (&) wou
Calls In Progress
Completed In Progress Recycle 8in
ﬂ Autoerefreth every 15 seconds  + W Categories t : -

145 Califshin Progress and O Audio files) moang

75551076@bwas0 lab._. Gwed I0IE0L1E QUIEEMPM & Fom +13175551038 3175551026 ] >
S'IJ‘;‘;bl(})i{"hw\lb'ﬂ.||IIJ... Bwed 018M-10 QIZIR4rM & «13175551037 75551024 LT }
375551023@bwas0l Jab... MWed 20180418 OO2I3848PM & =13175551036 NTH023 T >
11?':'3'>|<}?2.§-hwasm lab... Ewed 20150218 O023EaEA § -13175551035 3175551022 T >
*.1?",":'.m?1._-'~um\m b, = s 1% DTN § ~13175551034 175551021 -* >
Sl.’E-b}‘-(.‘dﬂ."'|l\‘\‘d!-')'l.||IIJ.. Ewed 2018-04-18 QO0z3BATPM § «13175551033 3175551020 !I";, B }
3175551007 @bwas0n lab. mWed 20130418 OORIEAEPM & =13175551032 3175551007 i B )
TI?G 1006@hwasi lab... Ewed 20150318 DOZEaEPM § ~13175551031 3175551006 T >
3755510058 bwas0l Jab... EfWed 2018-04-18 O013845FM & =13175551030 3175551005 e )
3175551004@bwas01 lab... EWed 20150418 ©0Z3B4A5FM & =13175551029 3175551004 A )
31.7555|-)c3:-_‘--|)wa50| lab... Ewed 0150418 OozImasPM § 3175551003 . )
'}1?"-".—'>|f‘.l].f-i_v|\wa<ﬂ| 1ab... Ewed 20150418 Qo2RsPM @ 3175551002 - >
,-ue,y,w(u.-..|m\.-,.J|.|.-,u... mWed 0IE0418 QUZIBAIPM § «13175551026 3175551001 - }
E 7555 TEE@bwWasD lab @BWed DI80410 GOZIAIPM §  Fom 13175551015 Tor 3175551026 -~ )
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preservedforanumber,agreencheckmarkwill appearundertheScreenRecordingcolumnonthe CallsinProgress
screen.

Along with To/From, Names/Numbers, and timestamp information, the following features are displayed on the
Calls in Progress screen:

* Recording Status - Indicateswhether or not aspecificcallis being calland/orscreenrecorded. If
On Demand is identified as a trigger in an active Recording Policy, these buttons will also act as
the Pause/Resume triggers for both calland screen recording.

* Monitor-Ifmonitoringis available,a Monitor buttonis displayed for each callin progress.
Monitoring allows the usertolistenin on a callundetected by the other call participants.

* Whisper-Ifwhisperisavailable,aWhisperbuttonis displayed for each callin progress. Whisper
allows the user to listen in on a call and actively participate with the call handler (selected
number), but not to the other party on the call.

* Barge-IfBargelnis available,aBarge buttonis displayedfor each callin progress.Barge allows
the user to actively participate in a call that is currently taking place and actively participate
with both parties of the call.

* Save Recording - Identifies whether or not the call is to be saved as a recorded call when it is
complete. If all calls are set to be saved, the option box is disabled. If calls are not set to be
saved, the option box is enabled and the user can save a call on the fly by clicking in the
option box while the call is still in progress.

= ScreenRecording-ldentifieswhetherornotthe screenrecordingfunctionalityis availablefor
this particular call. If screen recording is available, a check mark will appear.

* Comments - Allows the user to add comments to associate with the call.

= Category-Allowsthe userto categorize callsintoareas uniqueto theirbusiness (forexample:
geographicregionorcustomersatisfaction). Note: Monitor, Whisper, Barge, Screen Recording,
Comments, and Category are features identified in the Administrative interface and allocated
by Group and Subscriber. Some of these features may not be available if they were not
allocated to the Group and/or Subscriber. Additionally, Recording Status and Screen
Recording are features that are configured by Subscriber and may not be available or contain
all possible functionality

IfOnDemandis defined as aPauseand/or Resumetriggerinanactive Recording Policy, these buttons become
interactive allowing the user to Pause and/or Resumetheaudioand/orscreenrecording. ToPauseand/orResume
recording, clickonthe applicable Audioand/orScreenRecording button. Whentherecordingis paused, the buttons
willappeargray.Whentherecordingisresumedoractive,thebuttonswillappeargreen.Pausingorresuminga
recording automatically creates anannotation.

Theoptional Monitor, Whisper,andBarge functionalityis usefulinsituationswheretrainingis neededforanew
employee, behavior issues have occurred or need to be monitored, or legal reasons. The benefit of this
functionality is that, depending on which feature is being used, all or some of the participants are never aware that
you are on the line. To monitor, whisper, or barge a call, select the monitor, whisper, or barge button that
corresponds to the specific call and enter the work number from which you will monitor, whisper, or barge the call.
Clickthe Monitor, Whisper, orBarge linkand the applicationwill call the numberthatyou entered and place you
into the call. When you are done, simply hang up.
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Note: A valid number must be entered. Users cannot modify the To or From numbers. Additionally, the number
entered must be registered to your server. The application will attempt to call a non-registered number, butifitis
not valid, it will time out.

Record a Call in Progress
1 Open the In Progresstab.
2. Click to place a checkmark in the option box of a call that does not have Save Recording selected.

This action only records this call. It does not set up auto-record for future calls for this number.

Alerts can be setup based on specific call conditions. When those conditions are met, the user is notified with the
pertinentdetailsandcanaddressanyissuesormakeanynecessarychangestocurrentpoliciesorprocedures.

A history of the alerts that have executed is available within the Alerts tab. If excessive alerts are produced (more
than 1000 persecond)ortheloggrowstolarge,Alerts are haltedandthe userisinformedviaemail sothey may
correct the issue.

Alerts
To Create an Alert
1 Enteran AlertName. (maximumof50 Sl ok R R
Characte rS) Name Message
Call
2‘ Se I eCt th e fOI IOWI n g : ;;r;gjted The "Call Terminated" Alert was fired for a Call from 2001 (Baofu) to o
- EVe nt T e : B 0-4_1-2 3172630000 (Sukanta) which occurred on 2018-04-17 16:12:09. -
yp PM
= Enabled/disabled call
Terminated The "Call Terminated" Alert was fired for a Call from 2001 (Baofu) to
" When the alert ShOUId run. ' 1221807212 3172630000 (Sukanta) which occurred on 2018-04-17 15:42:09.
Your input options will vary depending B
. . Call
on selections from the following alert b -
. e The "Call Terminated" Alert was fired for a Call from 2001 (Baofu) to =
rule options: ' i 0’371'2 3172630000 (Sukanta) which occurred on 2018-04-17 15:12:09. ~
* Alertonany day-thealertwillrun .
) . Call
every daythat remains active. TForrins ) )
e The "Call Terminated" Alert was fired for a Call from 2001 (Baofu) to
n DayS Of Week _ the OptionS Monday d L 3172630000 (Sukanta) which occurred on 2018-04-17 14:42:09.
y .
PM
Tuesday, Wednesday, Thursday, e
Friday! SaturdaYl and Sunday WI” Terminated The "Call Terminated" Alert was fired for a Call from 2001 (Baofu) to -
appear Se|eCt the SpeCifiC days the £ 1231124:2 3172630000 (Sukanta) which occurred on 2018-04-17 14:12:09. -

alertshouldrun.Thealertwillrunon .

the selected day(s) as long as it
remains active.

Call

* Date- Enter a specific call date. The alert will only run on this call date.
* Date Range - Enter a start and end date. The alert will onlyrun during this date range.
0 Start Time - Select the start time the Alert should begin running on the selected day(s) as needed.

0 EndTime-Selectthe endtimethatthe Alert should stop running on the selected day(s) as
needed.

* Time Zone - Selectatime zone that you wish to apply to the alert.

* From Caller ID - Definesthe originating callerID or partial originating callerID onwhich to alert.
Must be at least 3 digits.
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To Caller ID - Defines the terminating caller ID or partial terminating callerID onwhich to alert. Must
be at least 3 digits.

From Number - Definesthe originating numberor partial originating numberonwhichtoalert. Must
be at least 3 digits.

To Number - Defines the dialed number or partial dialed numberonwhich to alert. Must be at least
3 digits.

Redirected From - Defines the number of the person or group transferring the call.

Redirected To - Defines the number to which the call was transferred.

Location - Defines the location or partial location on which to report.

DTMF Digits - (onlyappearswhen Call Terminated eventtypeis selected) defineswhetherthe on
demand alert will be a clip alert or will be triggered only when the DTMF digits are entered.
Additionally, this field identifies the DTMF digits used to initiate the on demand alert.

End Clip DTMF Digits -Onlyappears 1) when Call Terminated eventtypeis selected and 2) when
Clipis selected above. Identifies the DTMF digits used to end the on demand alert clip.

DTMF Tolerance - (only appears when Call Terminated event type is selected) identifies the
amount of time the user has to complete the entry of the DTMF digits to initiate the on demand
alert and, if applicable, end the on demand alert clip.

Audio Mining Pack - (only appears when Call Terminated event type is selected) Allows the user
to identify and alert on a specific audio mining pack.

Minimum Confidence (only appears when Call Terminated event type is selected) allows the user
to identify and alert on the minimum confidence when alerting on audio mining packs.

3. AddaCategory- As desired, categorize calls into areas unique to their business (for example:
geographicregion or customer satisfaction). This category will apply to all calls that fall within the
alert criteria and will automatically appear on the Recorded Calls tab when the alert is fired.

4.  Add aComment - As desired, add comments about the call. These comments will apply to all calls
that fall within the alert criteria and will automatically appear on the Recorded Calls tab when the
alert is fired.

5 Email - Selectwhether ornotyouwantto be notified byemailwhenanalert occurs by clickinginthe
option box. If you selected to be notified by email, enter the To and From email addresses.

6. Click Save.
The Alerts dialog box displays a list of alerts that have occurred under the Alerts History section.

Manage Alert Definitions

1 Click the Alerts tab on the side panel to open the

Alert Definitions

Alerts page. e

2. Click the Manage Alerts link to open the Alert e o
Definitions page and review all active and inactive R
definitions. b callterminated

3. Clickonthearrowoneitherside ofthe specificalert

definition to expand it.

R



<<5>>

4. Make edits to alert definition, activate/deactivatealert  ajert Definitions

definition, or delete alert definition. - B
N @
5. Click Save when finished. 2 cona >
m o ACTive m

Call iniviated

Time Zone

[GMT] Gresnich Maan Time | Duslin, Edinburgn, Lisbon, Londen

Locaton

[Contains] Los Angetes

Add a New Alert Definition
1  Click the Alerts tab on the side panel to open the Alerts page.

2. Click the New link to open up the New Alert Definition
. New Alert Definition
window.

Infarmaticn

3.  Enter orselectthe following information, as needed:

" Name - required. Example: Test Alert

Narme

" Event Type - select an option.

EventType | Call initiated .

* Enabled - Click to place a check mark to use the R
definition.

Deseriptian

* Description - Short purpose of thealert.

" Filter Options for From/To numbers, etc.

Filter Options

4.  Click Save toadd the new alert definition to the Alert
Definitions list.

Siey 3¢ |BasE s Filer Dipion

Fram Mumber Equal To

To Number Equal To

Edit an Alert Definition
While in Alert Definitions:
1 Click the arrow on either side of the desired Alert to expand that alert definition information.
2. Click the Edit button to open the Edit Alert Definition window.
3. Make changes, as needed.
4.  Click onthe Save button at the bottom of the dialog.
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Activate/Deactivate an Alert Definition

By default, Alert definitions are setto Active. Alert Definitions

While in AlertDefinitions: ‘

1  Expand the desired Alert. S -

2. Click on the v Active link to deactivate that alert [ o car | v e
definition. s

3. Theinactive definition now displays as disabled :z»-

{GMT) Greenwich Mean Time : Dublin, Edinburgh, Lisbon, London

(grayed out) inthe Alert Definitions list.

Location

[Contains] Los Angeles

Test Alart

Delete an Alert Definition

1 Expandan Alert to review the Alert Definition information.
2. Clickthe Delete button. o
3. Confirmthe action (click Delete) when Warnin

eteting an Alert cannot be undone. Deleting an Alert will also defete any Alert History records for the Alert
you want 1o delete this Mert?

rompted.
promp = o

Reports

There are nine reports included in the application to assistthe user with administration activities. Thereportsidentify
information that can be found onthe dashboard, or Hometab, butin more detail. Reports can beviewed as textorina
graphicalformat.Youalsohavethe ability to export reports and savethemto your own PC. Users canfilter on
informationinthe reports, suchas number, date, and time.

Recorded Call Reports Organization Reports

4 Call Handler Activity - Unused Numbers
Y Lists the call handlers in the system and a summary of the calls they have made 5 Lists the numbsers that have been added as subscribers and a link to view and edit the details assaciated with them

Calling Locations v User Details
B¥  Lists tne toal cails by each location as determined by the NPANXX Provides a it of users In the system, and a summary of thelr properties and (e restricted system Items 1o Which they
have access.

» Calls By Category

W7 Lists me caregones In e system and a summary of e calls Tat have been assigned 10 eacn.

n Daily Usage

B¥ Lists a count and duration summary of calls by day

& Hourly Usage
B¥ ists a count and duratien summary of calls by nour

n Frequent Callers
¥ Lists the inbound callers in order of frequency

call Detail

£ Lists the calls in the system and a summary of their details

Reports are divided into two categories:

Recorded Call Reports Organization Reports
Call HandlerActivity Unused Numbers
Calling Locations User Details

Calls byCategory

Daily Usage

Hourly Usage

Frequent Callers



<<5>>

Toopen a Report, clickonthe desired report onthe Recorded Call Reports page. This willopen up a reportwindow
displayingthereportand an editing bar. The tools are standard for all reports.

Current Fiter: Default »

= 11 :; 1 ar &5 Y Filter @esitemsy @ Q =

Call Handler Activity

The CallHandler Activity reportdisplays recentactivityforeach callhandlerinthe application. The report displays
the number, description, total number of calls, average call duration, minimum duration, and maximumduration

bycallhandler.Thereportcanbedisplayedastextorasapiechartbyclickingonthe Chartbuttonfound onthe
report toolbar.

Call Handler Activity

Call Handler

Description Callax Mnimm Maximum

m
Averiage Dutatlon v ation Duration

70642867008 bwasl1 lab local SO000 00:01:00 00:01:00 000102

Calling Locations

TheCalling Locations reportdisplaystotal calls by each locationas determined by the NPA/NXX, forthelast30
days by default. The Calling Locations report can be displayedas text orasapie chart by clickingonthe Chart button

foundonthereporttoolbar.Thereportdisplaysthenumber,location,andtotalnumberofcallsmadetothat
location.

Calling Locations

Number Location Calls v

(317) 555 INDIANAPOLIS, IN 50000

Calls by Category

The Calls by Categoryreportdisplaystotal calls by custom categoryforthe last 30 days by default. TheCalls by
Categoryreportcanbedisplayedas text orasapie chart by clickingon the Chart buttonfound onthereporttoolbar.

Thereportdisplaystotalnumberofcalls,average callduration,minimumduration,and maximumduration by
category.

Calls By Category

Caegony Calls v Minkmum Maimum

Average DUratioe o, rion Dusration

Testing 0O-01:00 00100
Duplicate 1 00:01:00 00:01:00
00:01:00 00:01:00
00:01:00 00:01:00
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Daily Usage

TheDailyUsagereportdisplaystheactivitytotalsforthedayintheapplication.The Daily Usagereportcanbe
displayedastextorasacolumnchartbyclickingonthe Chart button found onthereporttoolbar. Thereportdisplays
thedate,totalnumberofcalls,averagecall duration,minimumduration,and maximumdurationfortheday.

Daily Usage

Dt .
aNE-0316

28037

20180321
2018-03.22

e 3
20180324

2018-03-25

2018-03-26

Hourly Usage

Calls
-rd

2619
2619
%15
2619
2817
2617
214
2619
508

Average Duration

00:01:00
0100
00.07:00
000100
00100
00100
00:01:00
o000
000100
000100
00-01:00
00100
000100
0001.00
0007 00
000100
00.01.00
OO0
000100
0001.00
00100

Minimum Duration

Maxlmum Duration

00:01:00
oo
00.01:00
00:01:02
oom
0a-01:01
00:01:00
toom
00-01:01
00:01:01
00:01:01
0a-01:01
00:01:00
CO.01.00
00-01:071
00:01:01
o0m
0001702
0a-01:01
coom
00:01:00

TheHourlyUsagereportdisplaysadistributionof call activityacrossthe hours of the day. The report can be displayed
astextorasacolumnchartbyclickingonthe Chartbuttonfoundonthereporttoolbar. The reportdisplaysthe
hour, total numberof calls,average call duration, minimumduration,and maximumdurationforeachhour.

Hourly Usage

Cails verage Durator pattuet
2080 000100 00:01:00
000100 0100

Wt 0100

000100 00100

00100

[ 00

Manimum Duratic

000101

0101
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Frequent Callers

The Frequent Callers report displays the callers (by number) that have called the most frequently. The Frequent
Callerspane canbedisplayedastextorasabar chartby clickingon the Chart button found on the report toolbar.
Thereportdisplaysthe number, the name associatedwith the number (caller ID), the total number of calls,
average callduration, minimumduration,and maximumduration. Thereportissortedinorderofthemost
frequently called ordialed number.

Frequent Callers

MNumber Caller ID Calls v Average Duration Minimum Duration Maximum Duration
+13175551071 16669 00:01:00 00:01:00 00:01:01
+13175551050 16668 00:01:00 00:01:00 00:01:02
+13175531075 16663 00:01:00 00:01:00 00:01:01

Call Detail

TheCallDetail reportlists callsinthe systemandasummaryoftheassociated call details. The Call Detailsreportis
text formatonly.

Call Detail
Start Dt To Number From Calier To Caliér Location £na Date Tenana  [oDelece
ANNHNE 3400 PM TOGABE6T00 INDIANAPCOUS, IN 41072018 G:25:00 PM 5 False
TOH ND LIS, IN | 411072018 52507 PM 5 False
INDIANAPOUS, IN 2 . ] ] False
” NG L, ar 2 5 False
*13175551071 5 False
13178881050 INDLAN AL N 18925 M Faig
«13175551075 INDIANAPCLS, IN 41072018 &:21:51 PM 5 False
R Fiks 1 N AR N 02018 52149 PM 5 Faise
1175551050 IN 4102018 5:21:35 PM. 5 False
13178107 N 018 G202 P 5 Ealie
13175551071 IN 477072018 5:20:10 PM. 5 False
37881050 aise
3 False
731 P Faiz
BZIT20PM 5 False
ER155HPM False
3 Eatse
IR EIG6L1 B 5 False
2018 F15:15 PM 3 False
IN 4102018 &15:13 PM - Fals#
N &N02018 51502 PM 5 False
2018 91336 FM 5 False
18 51534 P 3 Ealte
APOLIS, IN 40201851323 FM 5 False

Unused Numbers

TheUnusedNumbersreportidentifiesnumbersthathavehadnousage. TheUnused Numbersreportistextformat
only. Thereportdisplaysthe number and description.

Unused Numbers

Number A Description

7064386700 View and Edit Details (temporarily linked to
Home Page),

7064886701 View and Edit Details (temporarily linked to

Home Page)
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User Details

The User Details report identifies information about each user of the application. The User Details report is text
format only. The report displays the username, email address, the date the user was created, the date the user
lastloggedontotheapplication,the datetheuser's passwordwaslastchanged,thetotalamountofnumbers

assignedtotheuser,total number of annotations and categories created by the user,andwhether or notthe user

has permission to upload recorded callsto a CRM application.

User Details

Password Changed Assigned
User Name A Emall Created On Last Logon on Subscribers ANnotations Categories CRM Enabled

Sara Kipling vijay.goje@enghouse.com 4/22/2015 41412018 2/15/2018 3 0 [ False
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