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Sign In

Inordertoaccessthe application,youmustlogonwithausername and password. The user nameis
assignedbythe Group Administrator that created them in the End User Interface.

Passwords are auto-generated by the application and emailed directly to you. Once you have access to the application,
you have the ability to change your password using the Change Passwordlink. You are then able to selectapassword
ofyourchoice.Passwordsareinitiallyauto-generatedbecause AdministratorsandProvidersarenotallowedtoknowthe
passwords of the Users they create.

1. Openaninternetsession.Supported browsersandyversionsincludethefollowingandshouldbe HTML 5
compliant:
IE/Edge
Firefox
Google Chrome
Safari
The latest version and one version prior are supported for each browser.

Call Recorder Login

2. Enterthe following URL to open the Call Recorder Login Page: 1
http://mycallrecordings.mylogix.com/

% Sara Kipling

3. Enter the User Name and click Next. @ PASSWORD

SIGN IN

version: 5.0.638.42

4. Enterthe Password and click Sign In.

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

The default landing tab is the Home or Dashboard Tab. This can be customized to best suit your needs.
To set your default landing tab, click on the tab that you wish to make the default.

&) CTigroup — [® @) sy

58.9 Days
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SEARCH

The Searchfeatureallowsyoutosearchany partofthe callrecord (Number, Duration, Time, Comments, etc.) on the
Recorded Calls screenin order to find a specific call record. For example:ifthere are 10 pagesofrecorded callfileson
the Recorded Callsscreenandyou needtofind aspecificcallrecord thatyouknowhasacommentassociatedwithitthat
hasthe wordtestinit, you can search for that word to find that call record.

Search Call Records

(beare mceracuons @) Type the desired searchtermin the Search Interactions field in the upper right of the screen
and click the Search button or press Enter.

Search for an Employee or Department
1. Clickthe Admintab onthe side paneltoopenthe  agmin

Admin page. s Organization
BB Manage system Users, Subscribers, and Employees
2. Selectthe Organization tab to review the gy (Classifications _
R ) R L Restrict access to teractions to Uisers with the specified System Classification.
organizational hierarchy. T
W Restrict access to the SyStem 10 machings with 4 Specific 1P Address o within an ¥ address sutinet
3. Enter the information you wish to find following 4 Group Recarding Policy

¥ sertne default Parent Recording Policy for the Drganization.

in the Search field:

4. Click the Search G\ button.

Results of the searchdisplay.
Users canclickonthe usernametoopenupthe
User Profile page.

Organization

Organazation | Classifications 1P Address fiesriction. Group Recording Palicy
a

B @ ripling Nursing, Ld.
@ & employees/Departments

B @ subscribers

User Frofile
e @B users
Username: | Sara Kiphing
EMAll | wijay goje@enghouse com
CONGacTNGME. | Sara Kif
Comeany. | wipling Nurng, Lid
Tasks

O Group Admin

Delese Cafis

] Access Evaluations

O Access screen Recordings O AccessFTe
Subscribars

Assigned Subscribers

*®  7064s8ET00

*  7DS43B6700@DwasD |ab.iocal

¥ 084286701

= Remove Al w Available Subscribers




ADMIN TAB

The Administration tab is only available to Group Administrators. This is where Group Administrators will add and
maintain their Organization, Subscribers, Users, classifications, IP Addresses Restriction, and Group Recording Policies.

The Organization section allows Group Administrators to create and manage a hierarchical structure of their
organization and/or department(s), and its employees. While creating the hierarchical structure, Group
Administrators can assign Screen Recording accessto each employee and their relatedsubscriber.

The Group accountis created automatically during the installation process or when the Groupis createdin the
Administrative Portal. The Group will always appear as the top level "account"in the hierarchy structure and can
have multiple Employees and/or Departments.

For organizational purposes, it is best to create all employees and departments first and then assign employees to
the departments

Employees

Employeesare createdunderthe Groupandthenassignedto Departments. The Employee leveliswhere youwill
identify Screen Recording access and criteriafor Employeesandtheirassigned subscriber(s). Userscanalsoadd
anew employee from the top hierarchy level under the Employees and Departments hierarchies. Employees can
have multiple assignments. When logged on to the application, Employees can only see other Employees that
are assigned to them.

Assign Employee to Subscribers

1. Click on Employees (the top level of the employee hierarchy) to display a list of employees that are not
currently assigned to subscribers.

2. Select an Employee to assign.

Note: Users may drag and drop employees under the applicable department once both are created.
4. Ensure the following information is defined or selected for the employee:

* Name - identifiesthe name of the employee

* Description - a brief description about the employee, job title, etc.

* Title - the employeestitle within the organization

* Department - identifies the department to which the employee is assigned

* Manager - identifies the manager to which the employee is assigned, if applicable
= Shift Start Time - identifies the start time of the call handler's work shift
= Shift End Time - identifies the end time of the call handler's work shift

5. Clickinthe correspondingoptionbox to selectthe screenrecording subscription assignment(s) forthis
employee.

6. Click AssignSubscribers.



Assign Screen Recording Criteria

While reviewing an Employee Profile:

1

Enter or selectthe following Screen Recording Profile information and Save:

User Name -identifiesthelogon ID ofthe domain used for screenrecording (Example: Active Directory
log onID).

Password - The personal identification number (PIN) the employee uses to access screen recording.

Recording Quality - Defines the quality of the screen recording image. The quality selected will affect the
size of the screen recording output. The default recording quality is Medium.

Wrapup Time (Seconds)-Thenumberofsecondsscreenrecordingwilloccurafterthecallhasbeen
terminated.

From Number — A specific incoming number or numbers that should trigger screen recording. For
example: Everytime theincomingnumberidentified inthisfield this subscriber, the systemshouldrecord
theemployee'sscreen. Thewildcard % (percent) canbe usedinplace ofanumber. A _ (underscore) is
identified as a single character substitution. The comma (,) and semicolon (;) canbe usedasdelimited
values if you would like to apply two or more rules.

To Number — A specific outgoing number or numbers that should trigger screenrecording. For example:
Everytime the outgoing number identified in thisfield is called from this subscriber, the system should
record the employee's screen. The wildcard % (percent) can be used in place of a number. A _
(underscore) isidentified as a single character substitution. The comma (,) and semicolon (;) canbe used
asdelimited values if you would like to apply two or more rules.

From Caller ID -identifiesincoming callsfrom a specific person, people, or place (the actual text part or ID)
thatshouldtrigger screenrecording. Forexample: Everytime the name or ID identified in this field callsthis
subscriber,the systemshouldrecordtheemployee'sscreen. Thewildcard % (percent) canbe usedin place
of a number. A _ (underscore) is identified as a single character substitution. The comma (,) and
semicolon (;) can be used as delimited values if you would like to apply two or more rules.

To Caller ID -identifies outgoing callsfrom a specificperson, people, or place (the actual text partor ID)
that should trigger screen recording. For example: Everytime the outgoing name or ID identified in this
field is called from this subscriber, the system should record the employee's screen. The wildcard %
(percent) can be used in place of a number. A _ (underscore) is identified as a single character
substitution. The comma (,) and semicolon (;) canbe used asdelimited valuesifyouwould liketo apply two
or morerules.

Percent of sessions to record:

* Inbound Percent of screen recordings to record for this employee. Range values are 0-
100%. The defaultis 100%.

* OQutbound Percent of screen recordings to record for this employee. Range values are 0-
100%. The defaultis 100%.

Start Time-itmayonlybe necessarytorecordforacertaintimerange duringtheday. Inthiscase, youcan
designate a specifictime of day to begin screen recording.

Stop Time - designates a specific time of day to stop recording in the event you have designated a record
starttime.

Time Zone - Defines the time zone in which the screen recordings will be recorded.

Days — Defines specific days of the week on which to perform screen recording for a particular employee.



Departments

A Department can be characterized as a department or manger within the Organization. Departmentscanhave
multiple Departments and/or Employees. Departments, when logged on to the application, can only see
Departments and Employees that fall under them in the hierarchy. Clickon Departments (the top level of the
department hierarchy) to display a list of departments with no employees assigned. Employees can only be
assigned to one departmentatatime.

The Department profile includes the following information:
* Name-The unique name of the department.  [3, ] Department

Name:

* Description— A brief description ofthe

department. Description:
* Parent—Defineswhetherthe departmentfalls PArenE: | NORae(: v
under a parent Group.

Add a New Department
1. Click the Admin tab on the side panel.

Admin
2. Selectthe Organization option to ensure that you are 3, Ownmon
looking at the organizational hierarchy. . Clasaifications
3. Clickthe Expandicon to review the B AR e
Employees/Departments option. sy Group Recording Policy
4. Select the Add Department link to open the Department
window. Organization
5. Enter or select the following information: R
* Name — Unique identifier for lists e o
* Description — Short note about the new department. Signstere: Uilibepmes

B @ subscrbers

* Parent — Select an option from the drop-down menu.
6. Click Save.

B % v

Update a Department

While in Admin > Organization:

1 Locate the desired Group/organization.

Clickthe Expand icon next to Employees/Departments.

Click the arrow > next to the desired Department to open the Departments window.
Modify the Name, Description, or Parent association, as needed.

Click Save.

o M~ w DN

Delete a Department
While Viewing a Department: ] Peparimen
1 Click Delete.

Sales & Support

Sates and Support staff
2. Click Delete again when prompted to confirm. Parent | o Parent 3



Add a New Employee

1
2
3.
4,

Go to Admin > Organization.

Click on the Expand icon next to Employees/Departments.

Click the Add Employee link to open the Employee Profile window.

Profile: Enter or selectthe following information as needed:

Dongloyee

Profie

Name — required. employee’s name

HMame:

Title — job/role nesenpaon

e

Department — select a department

Jepartmen:

Manager — select a manager Manager:

Shift Start Time — select a time o

SniftEad Time:

Shift End Time — select a time

Subscribers

e Manages -

1200 &M

@

@

1200 AM

Subscribers: Click the down arrow next to ¥ Available % 7064886700 el Desk Suscriven
Subscribers to open up the list of available Subscribers to S i
assign.

Avallable Subsrgers

Select atleast one subscriber to associate with the User a
by clicking the + to add that Subscriber to the + 7064886700 e Desk Subscrier

Assigned Subscribers list at the top of the panel.

70645867 00@ bwasd Lab Jocal

Screen Recording: Enter or select the following

Screen Recording profile information:

7064386701
User Name — Login Name (e.g.; email address) + osssss

Password — Enter the PIN (e.qg.; 1234) §
Recording Quality — Select from the drop-down menu.

7064385703

Screen Recording

Wrapup Time (Seconds) — Enter the number of seconds
to continue recording after the call ends. User T

Password

From Number —Originating number to trigger e ey
recording Wrapup Time (seconde

From Number.

To Number — Terminating number to trigger recording

To Number.

From Caller ID — Originating caller ID to trigger srom Gaer 1o
recording. THERLD
To Caller ID — Terminating number to triggerrecording. 0:
Inbound — Select confidence level. (default is 100%) serime
Outbound — Select confidence level (defaultis 100%) EZ
Start Time — Time of day to begin to allow recording. o
End Time — Time of day to stop allowingrecording.

Time Zone — Select the time zone forrecording.

Day — Click to select the days of the week to include.

Click Save.

jmiller@ctigroup.com
5678
High

0

< — e 100%

< — - 100%

1200 AM ©

12:00 AM ®

(GMT) Greenwich Mean Time (Dublin, Edinburgh, Lisb... ~

W Sun || v Mon | v Tue

v Thu ||« i« Sa

v wed

aonee


mailto:jmiller@ctigroup.com

Update an Employee

1. Goto Admin > Organization > Employees/Departments. Employee

2. Select the Employee from the list. -
3. Madify the employee profile information, as needed.
4. Click Save. g, it

Manager: | No Manager

e | 12:00 AM ®

12:00 AM

Delete an Employee

Subscribers

1 Go to Admin > Organization > Employees/Departments. * SRR

2. Select the Employee from the list. ~ e

3. Click the Delete option at the bottom of the Employee Profile
window.

w Available Subscribers
Streen Recording

4. Click Delete when prompted to confirm to complete the action.

eassword | 5678

Deleting an Employee cannot be undone.

Click "Delete" to continue.

% Cancel il Delete

Subscribers

Subscribers are assigned by the Administrator or Provider in the Administrative Interface when the Group
Administrator is created. Itisthenthe Group Administrator’s responsibility to identify the recording and retention
criteriaforeach subscriberandthenassignthe subscribers to users via the End User Interface. Recording and
retention criteria includes: application features, call retention, and message retention, if applicable.

Organization

Organization Classifications IP Address Restriction Group Recording Policy
Search Q
S+ ] Kipling Nursing, Ltd.

:1':. Employees/Departuments

=] Subscribers
Subscriber Bulk Update

. 7064886700
. 7064886700@bwas01 lab.local
. 7064886701
. 7064886702
. 7064886703
. 7064886704
. 7064886705

. 7064886706



Recording criteria for Subscribers includes the following:

Profile Panel

Subscriber

Description

Time Zone

Languages

Identifiesthe subscriber. Thisinformationis automaticallyentered by the
application.

Ifapplicable, providesadescriptionfor this subscriber. For instance whoit
belongsto or where itislocated.

Identifies the time zone in which the calls will be recorded.

Identifies the language pack or packs in which to output audio mining
speech packs. Language optionsinclude the following: English (US), English
(UK), and Spanish.

Retention Policy and Call Retention

Do Not Retain Recording

From Number

To Number

Redirected From

Identifies whether or not recordings from this subscriber will be retained
each time a call occurs. The recordings will be retained each time a call
occursifacheckmark doesnotappearinthe optionbox. The recordingswill
notberetained eachtime a call occursif a check- mark doesappearinthe
option box.

Identifies a specific number or numbers from which calls should be
recorded. For example: Everytimethe incoming numberidentifiedin thisfield
calls this subscriber, the system should record the calls. The wildcard %
(percent) canbe usedinplaceofanumber.A_(under- score)isidentifiedasa
single charactersubstitution. The , (comma) and ; (semicolon) canbe usedas
delimited valuesif you would like to apply two or more rules.

Identifies a specific number or numbers to which calls should be recorded.
For example: Everytimethe outgoing number identifiedin this field is called
from this subscriber, the system should record the calls. The wildcard %
(percent) canbe usedinplaceofanumber.A_ (underscore)is identified as a
single character substitution. The , (comma) and ; (semicolon) can be used as
delimited values if you would like to apply two or more rules.

Identifies a specific number or numbers a call was redirected from that
should be recorded. For example: Every time the incoming number

identified in this field is redirected to this subscriber, the sys- tem should
record the calls. The wildcard % (percent) can be used in place of a number. A
_ (underscore) is identified as a single character substitution. The , (comma)
and ; (semicolon) can be used as delimited values if you would like to apply
two or more rules.



Redirected To

DTMF Sequence

From Caller ID

To Caller ID

Inbound

Outbound

Start Time

Stop Time

Days of week to record

Message Retention

Do Not Retain Recording

Identifies a specific number or numbers a call was redirected to that should
be recorded. For example: Every time the outgoing number identified in
this field is redirected from this subscriber, the system should record the
calls. The wildcard % (percent) can be used in place of a number. A _
(underscore)isidentified asasinglecharacter substitution. The, (comma)
and; (semicolon) can be usedasdelimited valuesifyouwould liketo apply
two or more rules.

Identifiesthe numbersequence,or DTMF digits, entered by the user whilea
callisin progress, to identify callsthat are to be recorded.

Identifies a specific person, people, or place (the actual text part or ID) from
which calls should be recorded. For example: Every time the name or ID
identified in this field calls this subscriber, the system should record the calls.
The wildcard % (percent) can be used in placeofanumber. A__(underscore)
isidentifiedasasingle character substitution. The, (comma)and ; (semicolon)
canbe used asdelimited valuesif youwould like to apply two or more rules.

Identifies a specific person, people, or place (the actual text part or ID) to
which calls should be recorded. For example: Every time the outgoing name
or ID identified in this field is called from this sub- scriber, the system should
recordthe calls. Thewildcard % (percent) canbe usedin place ofanumber. A
_ (underscore) is identified as a single character substitution. The , (comma)
and ; (semicolon) can be used as delimited values if you would like to apply two
or morerules.

Percent of inbound calls to record for this subscriber. Range values are 0-
100%. The defaultis 100%.

Percent of outbound calls to record for this subscriber. Range values are 0-
100%. The defaultis 100%.

Itmayonlybe necessarytorecordforacertaintimerange duringthe day. In
this case, you can designate a specific time of day to begin recording calls.

Designatesaspecifictime of dayto stoprecordinginthe eventyou have
designated arecord start time.

Identifies specific days of the week on which to record calls for a particular
subscriber.

Identifies whether or not message files from this subscriber will be retained
each time a message occurs. The message files will be retained each time a
message occurs if a check mark does not appear in the option box. The
message files will not be retained each time a message occursif a checkmark
does appear in the option box.



From Number Identifies a specific number or numbers from which messages should be
recorded. For example: Everytime the incoming numberidentified in this field
messages this subscriber, the system should record the message. The
wildcard % (percent) can be usedin place of a number. A _ (underscore) is
identified as a single character substitution. The , (comma) and ; (semicolon)
can be used as delimited valuesif youwould like to apply two or more rules.

To Number Identifies a specific number or numbers to which messages should be
recorded. For example: Everytime the outgoing numberidentifiedin thisfield
ismessagedfromthissubscriber,the systemshouldrecordthe message. The
wildcard % (percent) can be used in place of a number. A _ (underscore) is
identified as a single character substitution. The , (comma) and ; (semicolon)
can be used as delimited valuesif youwould like to apply two or more rules.

From Name Identifies a specific person, people, or place (the actual text part or ID) from
which messages should be recorded. For example: Every time the name or
ID identified in this field messages this subscriber, the system should record
the message(s). The wildcard % (percent) can be usedin place of a number. A
_ (underscore) is identified as a single character substitution. The , (comma)
and ; (semicolon) can be used as delimited values if you would like to apply two
or morerules.

To Name Identifies a specific person, people, or place (the actual text part or ID) to
which messagesshouldberecorded. Forexample: Everytime the outgoing
nameor ID identified inthisfieldismessaged fromthis subscriber, the system
shouldrecordthe message(s). Thewildcard % (percent) can be usedinplace
of anumber. A _ (underscore) is identified as a single character substitution.
The comma (,)and semicolon (;) can be used as delimited values if youwould
like to apply two or morerules.

Start Time Itmayonlybe necessarytorecordforacertaintimerange duringthe day. In
this case, you can designate a specific time of day to begin recording
messages.

Stop Time Designatesaspecifictime of dayto stoprecordinginthe eventyou have
designated arecord start time.

Days of week to record Identifies specific days of the week on which to record messages for a
particular subscriber.

Until alternative recording criteria is selected, all calls and messages are recorded by default.

Note: All application features are defined for use at the Provider level. Some features described here may not
be available to all users or Admins.

Features identify what functionality or features the user(s) assigned to this subscriber will have accessto in the End
User Interface. Features can be assigned as feature packs or individual features. Feature packs contain a subset of
individual features. Individual features are also known as Application Features.



Application Features for Subscribers may include the following:

Alerting — allows the user to use the alertingfunctionality.

Archive to ISO — allows the user to archive selected calls as an ISO image file that can be stored on
a CD or DVD.

Audio Mining Advanced — allows the user to create audio mining packs and apply them to
recorded calls. Applied speech packs do not have a maximum number of active phrases.

Audio Mining Basic — allows the user to create audio mining packs and apply them to recorded
calls. Applied speech packs can only have a maximum number of 25 active phrases.

Call Annotation — allows the user to add comments and markers on calls to indicate where in the
call a notable event might have occurred. This allows other users to find a notable eventin a call
and to mark it for future review with acomment.

Call Annotation File Upload — allows the user to upload and attach a file into call annotations.

Call Barge — allows the user to actively participate in a call that is currently taking place and actively
participate with both parties of the call.

Call Monitor - allows administrators to monitor a call in progress.
Call Whisper - allows administrators to coach a Call Handler during a call in progress.

Categorization - allows for interactions to be grouped into various pre-defined and custom
Categories.

Classification - allows a recorded call or message to be assigned a Classification which limits access
to Users who do not have access to that Classification.

Clip Recordings in Progress — allows the user to record a clip of the call in progress.

Comments — allows the user to add a description or notes to a call record in order to recall the
purpose of that recorded call at a later date.

Desktop Notifier Client — allows the user to receive automated notifications of new incoming alerts.
It then picks up on what call the alert is associated with, and enables you to playback the call,
associate a category with the call, save the call (if itis still in progress), and write up comments for
the call.

Email Links — allows the user to email recording (call, screen, & message) links.

Evaluation — allows the user to access the call handler evaluation functionality in order to create
evaluations to assign to recorded calls.

External Call ID - allows users to associate an external call ID to a clip recording.

FTP File Access — selecting the FTP Access option box will allow the Group or User to FTP into the
system to download any recordings that belong to them. The following is an example of why the
FTP option is beneficial: if you are notified that recorded calls are going to be deleted, you can use
FTP to access the calls to be deleted and download them to a permanent directory at your
location. Once FTP recordings have been downloaded to a permanent directory, they will remain
for as long as they are retained. All tags (except comments and files) are kept in these files.

ISO File List - allows the user to see the ISO file(s) where a Recorded Interactions has been
archived.

Messaging — Allows the Group Administrator to select and enable messaging functionality for
employees.

Mobile Access — allows the user access to the mobile applications.
Reporting — allows the user to see reports in the end user interface.



* Screen Recording — allows the user to access the screen recording functionality in order to view
and play back screen recordings.

* Video - allows the video portion of a recorded call to be recorded and played back.

Access Subscribers
1 Goto Admin > Organization

2. Clickthe Expandicon next to the Subscribers option to open the list for review.
o Subscriber

Update a Subscriber
1 Goto Admin > Organization
2. Clickthe to expand the Subscribers option.

3. Click on the subscriber you wish to update to open the
Subscriber Profile window.

4. Modify settings and options in the following sections as
needed:

* Profile: Enter and select from the available options.
" Features: Click to select/deselect options.

* Retention Policy: Click the ¥ link to expand the section
and enter or select from the available options.

Calt Barge
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* Message Retention: Click Vv link to expand the section and -
enter or select from the available options. Retecn Policy

Call Retention:

5. Click Save when finished.

Add a Description to a Subscriber
1. Goto Admin > Organization > Subscribers

2. Click on the subscriber to be modified to open the Subscriber
Profile window.

Enter text in the Description field.

4. Click Save and the description willappear nextto the number in
the Subscribers list.

Day. | o Sun | o B W TuR | o Wed

Message Retention:

Exclude a Subscriber’s Calls/ Messages from Recording
1. Goto Admin > Organization > Subscribers

2. Click on the subscriber to be modified to open the Subscriber
Profile window.

3. Retention Policy Panel - Select Do Not Retain Recording by
clicking in the option box. :

[=RARe]

4. Message Retention Section - Select Do Not Retain Recording il Betul S
by clicking in the option box.

5. Click Save when finished.



Assign/Unassign Feature Packs and Features to Subscribers
1. Goto Admin > Organization > Subscribers
2. Click on the subscriber to be modified to open the Subscriber Profile
window. B .
3. Featurespanel: Clickinthe optionboxesofthe feature pack(s)and/or SR e
applicationfeatures you wish to Massign or CJunassign. '

4. Click Save to update the subscriber with the new assignments.

AT -
e

Subscriber Bulk Update
The Subscriber Bulk Update feature allows the user to update multiple subscribers at one time.

1 Go to Admin > Organization > Subscribers

2. Click on Subscriber Bulk Update link. | ®subscriver bulk updare |
3. Step 1 Subscribers

* Usethe (pagebackward)and (pageforward) tools to navigate throughthe pages of available
subscribers. - </ - -

* Clickthe Plus sign + next to a Subscriber to add them to the list at the bottom of the page.
* Click Next when finished selecting Subscribers.
4. Step 2 Options

" Clickinthe optionboxes ofthe options youwishto Massignor [J unassignto the previously
selected Subscribers.

* Whenyou are finished adding Options, click Next. To go back to a previous page, click Prev.
5. Step 3 Values

" Update the selected options.

* When finished, click Update All and confirm the action

" Click Close when the bulk update displays.

Subscriber Bulk Update
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Users

Inordertoview recordings, Users mustfirstbe added to the application and have subscribers assigned to them.
Only the Group Administrator has the ability to add new Users to the application. When a new User is added, the
application will automatically email them a temporary password. Users logging in for the first time will be
redirected to the expired password dialog to reset their password to something more meaningful and within the
company'srules for a valid password.

The rules for a valid password are displayed as text on the expired password dialog. The dialog will also display a
message identifying the strength of the selected password. It is encouraged that all passwords meet the Excellent
strength level. Strong vs. Weak passwords are described by the following:

®" Weakpassword - no password at all; containsyour user name, realname, or company name; or containsa
complete dictionary word

" Strong password - at least seven characters long; does not contain dictionary words, letter or number
sequences,usernames,relative orpetnames, romanticlinks, or biographicalinformation; does notcontaina
complete dictionary word; is significantly different from previous passwords; contains a combination of
uppercase,lowercase, numerical,and symbolcharacters;andisnotthe same password usedfor multiple
sites orpurposes

Inthe eventauser forgetstheir password, they can come tothe Group Administrator atwhich time their password
can be reset from the User Maintenance screen. The application will automatically email them a temporary
password. Uponloggingin, userswill be redirected to the expired password dialog to reset their passwords.

IfGroup Adminisselected,the Admin User Taskssectionwillappear.Bydefault,allAdmin User Tasksareactivated
or selectedfor thisuser. Each task can be deselected by clicking in the applicable option box.

Organization

Organization Classifications IP Address Restriction Group Recording Policy
Search Q
B @ kipling Nursing, Ltd.
.r!‘a Employees/Departments >
Subscribers
B = users
+ Add User
'i‘ kipadmin (Primary Admin)
2
W Jjordan

"m Sara Kipling

Admin User Tasks can include the following:

* Delete Calls — allows Group Administrators to delete calls from the Recorded Calls tab.

* Edit Users—allows Group Administrators to create and edit new and existing users in the End User
Interface.

* Edit Organization — allows Group Administrators to add, edit, and delete employees and
departments within the organization structure.

* View Screen Recordings—allows the Group Administrators to access the screen recording
functionality in order to view and play back screen recordings.



* Access Audio Mining — allows the Group Administrators to create audio mining packs and apply
them to recorded calls.

* Accessthe Recycle Bin—allows the Group Administrators access to the Recycle Bintab torecover,
download, or permanently delete calls in marked fordeletion.

* Edit Subscribers — allows the Group Administrators to edit the recording criteria and application
features of subscribers assigned to users.

* Edit Recording Policies —allows the Group Administrators to view, create, and edit recording
policies.

* AccessEvaluations—allowsthe Group Administrators accessthe call handler evaluation functionality
in order to create evaluations to assign to recordedcalls.

* FTP Access — allows the Group Administrators access to FTP into the system to download any
recorded call files that belong to them. The following is an example of why the FTP option is
beneficial: if you are notified that recorded calls are going to be deleted, you can use FTP to access
the calls to be deleted and download them to a permanent directory at your location.

* Manage Classifications — allows the Group Administrators to designate which classifications a user
has access to.

Some Admin User Tasks may not be available if the features were not selected as an Application Feature when
the primary Group Administrator was originally created.

Evenifafeature was selected at the parent level in the Administrative Portal, deselecting that Admin User Taskfor
this Group Administrator will override the Application Feature functionality for that admin. The Group Admin
functionality is usefulin situations where a company needs a person or authority figure to monitor the activity of all
users, butdoesn’t need them to have full functionality. Essentially, a read-only Group Administrator.

Note: The primary Group Administratoris automatically assigned all subscribers.

UserAlertsdisplaysalistofalerts created specificallyby the user. Group Administrators have the ability to see the list
of alerts for all users regardless of whether their subscribers are assignedtothemornot. User Alertsallows Group
Administratorsto temporarily disable alerts that might be high volume, disruptive, or unapproved, by user.

By default, the primary Group Administrator is the original Group Administrator created by the Administrator in the
Admin Portal and appears in the hierarchy tree. However, you can reassignthe primary Group Administrator by
clickingonthe useryouwishto make the primary Group Administrator and clicking onthe Make Primary Admin link.

NOTE: The primary Group Administrator will automatically inherit every subscriber that is added to this
Group now and in the future. The same applies for any User that has Group Administrator
privileges and the Automatically assign new subscribers option is selected.



Add a New User

Click the Admin tab on the side panelto open the Admin page.

Selectthe Organization option to ensure that you are looking at the organizational hierarchy.

Clickthe to expand the Userssection. el

Clickthe + Add User link to open a blank User Profile. —

Email

g A~ W N P

Define the following information aboutthe new User as -
needed: Company

" Profile: Enter name, email, Contact name and Company Tasks

O Groupadmin

" Tasks: Clickto M select/ O deselect from the available
options. Choose M Group Admin if this user will have

v Delete calls v Access Recycle 8in

¥ Access Evaluations v Access Audio Mining

more access. v AccesserenRecordngs v e
" Subscribers: Click the plus sign to select atleast one subscrbers
subscriber for the User. e —
" Classifications: Click to select from the available options S Casisn

in this section to assign a classification to the user.
Classifications

6. Click Save when finished. The new useris added to the updated
Users list.

O Wansgement

Edit/Update a User
1 Goto Admin > Organization > Users
2. Click on a User to select and open the User Profile.

3. Make changes as needed to feature selections, settings and information offered in the Profile,
Tasks, Subscribers, and Classifications sections.

4. Click Save when finished. The user information is updated.

Reset a User’'s Password
1 Goto Admin > Organization > Users

2 ClickonaUser's nameto opentheir User Profile for A password reset email has been sent to the User's email address
review/edit. &+ Make Primary Admin = Reset Password

Click 5 Reset Password button at the bottom of the dialog.

. . . . o Delete
4. Click Save to exit the profile when the system confirms the
password reset action.

Delete a User
1. Goto Admin > Organization > Users

Click on a User’s name to opentheir User Profile for review/edit.
De\eting a User cannot be undone.

2
3. Click Delete at the bottom of the dialog.
4

Click Delete when prompted to confirm the Click "Delete” to continue.
action and exit the dialog. x Cancel



Admin Reports

There are seven Administrative specificreportsincludedinthe application. The reportsidentify information that can
befoundonthedashboard, or Hometab, butin more detail. Reports can be viewed astextor inagraphical format.
Youalso havethe abilityto exportreportsand save themto your own PC. Additionally, you can filter oninformation
inthe reports such as number, date, andtime.

@‘".F"'_"* Q) (2) (&) wos
Recorded Call Reports Evaluation Reports
g Call Handler Activity Call Evaluation Trends

Calling Locations erry Call Evaluation Details

v EEsOCRR Wit e o moe il thalr sacaed catly s a sameny of ioe

g Calls By Category
B¥ L1525 the Categories in the system and a summ.

ah Daily Usage
Organization Reports
b Hourly Usage SaniEs Rep
155 & CoUnt an duraon ST - Unused Numbers
. Frequent Callers el i o iz

= User Details

Audio Mining Reports
5 Speech Pack Trend
BY  Piats the numbes of hits for ssch Spesch Pack sver 8 penied of tme

Speech Pack Counts
Lizs che top 10 Most actve Speech Packs over 3 period af time

& Speech Packs by Call Handler

Speech Pack Detal

Reports are divided into four categories:

Recording Call Reports Evaluation Reports
Call Handler Activity Call Evaluation Trends
Calling Locations Call Evaluation Details
Calls by Category Call Handler vs. Average

Daily Usage
Hourly Usage

Frequent Callers

Organization Reports Audio Mining Reports
Unused Numbers Speech Pack Trend
User Details Speech Pack Counts

Speech Packs by Call Handler
Speech Pack Detail

To open, click on the desired report on the Recorded Call Reports page. This will open up a report window
displaying the report and an editing bar. This toolbar is standard for all reports.

Current Filter: Default ~

= |1_|; 9 ar & Filter @sitemsy @ @ X



Call Evaluation Trends

The Call Evaluation Trends report graphs the average daily or monthly trend by Evaluation and by Call Handler.

Call Evaluation Trends
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Call Evaluation Details

TheCallEvaluation Detailsreportdisplayscallhandlersthathave evaluationsassociatedwithoneormore oftheir
recordedcalls. Thereportdisplaysthe callhandler; description; from numberand caller ID; tonumber and caller
ID; the name, date, and time the evaluation was completed; the date and time the evaluation was modified; the
total number of points earned vs. the total number of points available for the evaluation; and the score.

Call Evaluation Detail

Call Handler Description Evaluator Evaluation Call Time v Points Score
P> [3175551026@bwas01 Iab.local | Sid Rao cgroup Customer Suppert Evaluation 4/16/2018 2:41:48 PM 37760 63.00 %
P> [3175551024@bwas01 Iab local| CTIG Test cgroup Customer Support Evaluation 4/16/2018 2:41:47 PM 41760 T2.00 %

Call Handler vs Average

The CallHandlervs. Average reportcomparesanindividualcallhandler'saverage evaluation score tothe
organization'soverallaverage score forthe same evaluation. The CallHandlervs. Average reportcan be
displayed astextor as a columnchartby clickingon the Chart button found on the reporttoolbar. The report
displaystheevaluationname, callhandler,callhandleraverage score, organizationaverage score, number of
evaluations, and the date and time of the last evaluation. The reportis sorted by date and time.

Call Handler Vs. Average

Evaluation Name

Call Handler Average Organization Average Number of
Call Handler Description SO Pl Last Evaluation
Customer Support | 3175551026@bwas0 Sid Rao 2 70
Evaluation 1.1ab.local

1 4/16/2018 2:47:33 PM
Customer Support | 3175551024@bwas0 | CTIG Test 72 70
Evaluation 1.lab.local

1 4/16/2018 2:48:13 PM



Speech Pack Trend
The Speech Pack Trend report plots the number of hits for each Speech Pack over a period of time.

Speech Pack Trend
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Speech Pack Counts
The Speech Pack Counts report lists the top 10 most active Speech Packs over a period of time.

Speech Pack Counts

‘Speech Pack Matches v Percent
Automated Attendant 844742 100.00%




Speech Packs by Call Handler

The Speech Pack by Call Handler graph plots the number of hits for each Call Handler, for each Speech Pack over

aperiod of time.
Call Handler Speech Pack Trend

Autamned Atendant
Cal Handles Maches  Date

INTEES1001 Etnall Iab kocst 0 0180310
3175651002 Etmanlt lob ket ] 20180310
3175551003 F tmand) lab cal o 0180310
I1TEES1004E el Iab ket 0 0130310
NTA51005E w0 inb local L 0130310
NTHESI00@ bwend) bk loce o a0z
317555101 Etrwea 1 lab loced o 20180310
NTHESIIIEbwnall iab local L 30310
TS0 E bmned bnb lncal o 20180310
TSI Ebwenl ! lab ocel L 2130310
755510268 bmeal ! ot el o 0130310
I1TEES1001 Etmenalll ish koest o e
IO Bhrwnndt Inb local ] 20180311
31751003 Etwasd lab locad o @Baz
3175551006 @1 Iab el 0 W01
I7EE1005 Btweanll iah lnca 0 20180311
IS0 Eanal tnb local o ms0311
3175551001 Etmand | lab kcei o 03
INTEEI022Etwaall lah lncal 0 20180311
1TSS Bbrwenndt bnb local ] 0180311
3175881004 Fhwant tab el ] 180311
37551036 Etwandl lah local 0 20120311

Speech Pack Detail
The Speech Pack Detail reports lists every Speech Pack hit over a period of time.

Speech Pack Detail
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Modules

The Modules pages is broken into two separate modules:

Enghouse
Networks

Evaluations

Evaluation Template Designer
Evaluations can be used to measure each call based on custom criteria

Call Evaluation Trends
Average daily or monthly trend by Evaluation and by Call Handler

Call Evaluation Details
Lists call nanders who have Evaluations associated with one or more of their recorded calls and a summary of those
Evaluations.

Call Handler vs, Average
Provides a comparison of an Individual call handler's 3
handiers in t

5COre on eacn evaluation fo the average score of all call

The Evaluation module includes the following items:

The Audio Mining module includes the following items:

Evaluation TemplateDesigner
Call Evaluation Trends report
Call Evaluation Details report

CallHandler vs. Average report

Speech PackDesigner

Evaluation Template Designer

The Evaluation Template Designer provides managers of phone based teams with the functionality to easily
create evaluations that can be applied to recordings and to quickly view statistics based upon the created
evaluations. Evaluations can be created for a multitude of business reasons like Training, Performance monitoring,

Audio Mining

Speech Pack Designer
Speech Packs can be used to target specific phrases found in call audio and report on thier fraquency.

Speech Pack Trend

Plots the number of hits for each Speech Pack over a period of time.

Speech Pack Counts
Lists the Top 10 mast active Speech Packs over a period of ime.

Speech Packs by Call Handler

Plots the number of hits for each Call Handler for each Speech Pack over a period of time.

Speech Pack Detail

Lists every Speech Pack hit over a period of time.

Speech Pack Trend report - plots the number of hits for each Speech Pack over a period of time.
Speech Pack Countsreport - lists the top 10 most active Speech Packs over a period of time.

Speech Packs by Call Handler report - plots the number of hits for each Call Handler, for each
Speech Pack over a period of time.

Speech Pack Detail report - lists every Speech Pack hit over a period of time.

Script development and adherence monitoring, Processadherence

The Evaluation Module reports provide you with a real-time view of evaluations data including information about
the most frequently used evaluations, which call handlers are being evaluated, the call handlers average
confidence score, the average confidence score of the evaluations being used, etc. The module is divided into

the following three reports that give you an overview of how the evaluations are being used:

Call Evaluation Trends report - graphs the average daily or monthly trend by Evaluation and by Call
Handler.
Call Evaluation Details report - displays call handlers that have evaluations associated with one or
more of their recorded calls.
CallHandlervs.Averagereport-comparesanindividualcallhandler'saverageevaluationscoreto
the organization's overall average score for the same evaluation.



An unlimited number of evaluations can be created with an unlimited number of questions. Evaluations should
be carefullythought out prior to creation. Once an evaluationisreleased, it cannot be changed or deleted. It
can, however, be cloned and the information in the cloned evaluation can be updated. Additionally, each
question in an evaluation is assigned a weight or level of importance in relation to other questions in the
evaluation. The questions that make up an evaluation must equal 100% before it can be released.

Questions can contain different answer options that you decide during the creation of an evaluation. These
answer options have default descriptions and associated values.

There are four different option sets built into the Designer Template:

* Agreement Options- questionresponsesare based on a Strongly Disagree to Strongly Agree range.
* Yes/No Options - questionresponses are Yes, No, or N/A optionsonly.

* True/False Options - question responses are True, False, or N/A options only.

* Quality Options - question responses based on a Poor to Excellentrange.

Thesevaluesand questionanswerscanbe modifiedto change eitherthe description ofthe answerorthe value
associated. Thedefaultshavebeenincorporatedasawaytomakethe processofcreatinganewevaluationfrom
scratch easier and less time consuming.

Since creating an evaluation from “scratch” can be a tedious process, you can selectfrom predefined
templates and apply them “asis” or edit the categories and questions to better suit your needs.

Note: The overall weight of an evaluation must equal 100% before it can be released and used in the
application.

If there isn’t a template that meets your needs, odds are that one of the already created evaluations could. In
that case, you can clone that evaluation and then make the necessary changes.

An evaluation will not be available for use from the Recorded Calls screen until it has been released. However,
anevaluation cannotbe released untilitiscomplete and the overall weight is 100%. Once an evaluationis
released, it cannot be edited. Released Evaluations marked with a @ (Locked) icon. Evaluations able to be

editedare marked withan (Edit) button.

Sincethelistofevaluations can potentiallygetverylarge, you havethe abilitytoapply an evaluationtype to
specificor all evaluations to essentially “categorize” them.

CREATE AN EVALUATION

Users may create the questions and define the responses, values/ranks/points, and importance (weight%)
for Evaluations

1. Clickthe Modules tab on the side panel to open the R T e Deage
Modules page. <ok °

Cust

2. Click on Evaluation Template Designer inthe Evaluations
section of the page.

New Evaluation

New Evaluation

3. Click on the gNe[sRSVEUVE [e]g] button at the top of the
page. F—

4. Enter or select the following information:

* Name — Type a name for the Evaluation

Incoming

* Type — Select an evaluation type from the drop-
down.

Incoming Call

New Evaluation



10.

* Description — Type a brief description of the new
evaluation.

Click on the + Add Section button and Name the Section.

Click on the Add Question button to startadding
questions and choosing response Options.

Enter or selectthe following information:
* Section — Type a name or reason for the questions.
* Question — Type a question.

*  Weight (%) — Define the weight for the question. All
weights in the evaluation must total 100%.

Click on + Add Option to define response options.
* Select an Option Set from those provided.

* Choose the Value.

* Add a Description.

Repeat the steps above as needed to add more sections
and/or questions.

Click Save when you have finished adding sections and
questions.

The newly created evaluation is added to the Incoming
Evaluation section ofthe Evaluation Template Designer.

CREATE AN EVALUATION FROM TEMPLATE

0 Evaluation Design
Evaluation
 Visible (O Releasst /3 Clone
Mame: | [maial Cal
Type: | Inceming
Description: | Firss call from potential customer
Section ®
#+ Add Question
+ Add Section
Evaluation Design
Evaluation
» Viumls ([ Released £ Clone
MNarme: it Cal
Type:  Incee
Description:  F tential customer
Section:  Argwer

Question: | Did the Rep mantian M company name =
when answaring?

Weigne %) | 25
Value  Description
A ®
oo No x
x
+ Acd Optices
+ Aaid Quaestion

+ Add Section

BSve

Users may create new Evaluation templates based on those already in the system.

1.
2.

Go to Modules > Evaluation Template Designer

Click on thesettings icon o in the upper right corner to

display the Settings drop-down menu.

Select a template option under New from Template to open

up the Evaluation Design window.

Change the information in the fields to create a new
template f:

* Name — Required. Type a unique name.

" Type — Select an Evaluation Type, as needed.

E =+ Add Evaluation

# Edit Evaluation Types

New from Template:

Customer Support Evaluation

* Description — Type a brief description of the newtemplate.

Edit, Add or Remove sections, questions, or response options, as desired to define the new

evaluation.

Click Save to submit the new Evaluation and close the dialog. The new evaluation template is
added to the appropriate section of the Evaluation Template Designer.



e Evaluation Design Evaluation Design
Evaluation Evaluation
W Visole O Released @ Clone
o W Visible O Released ) Clone
Name: | Custarmer Suppert Evaluazion
Name: | Phone Support Eval
Type:
Type: | Incoming -
Description: | Form for evaluating customer support calls
Description: | Evaluation of phone suppert personnel
Section: | Graeing
Question:  Was & ghver w x Section: | RN
anir
Question: | Was the appropriate greeting given with .
Weignt () an inviting tone? y
Value
Weight (%): | 5
1 *x
Value  Description
2 *®
1 v Strongly Disagree x
3 eutral L
2 ¥ Disagree x;
Agres x
3~ Neutral x
Swrangly Agree *
4w ree b
+ Aad Optian 48
= 5w Strongly Agree x
+ Add Option
Question: | Did the call handler set customer &
Value  Description expectations appropriately? P
Serongly Diagre *®
Weight (%): | 5
Disagree *®
Value Description
3 Newtrs * 1
1 v Strongly Disagree x

CLONE AN EXISTING EVALUATION

Users may create evaluations by cloning current evaluation templates, making changes to them, and saving
them as a new Evaluation. This can be a big time-saver if only minor changes to an already existing
evaluation will create exactly the Evaluation needed.

1. Goto Modules > Evaluation Template Designer.
2. Click on an existing Evaluation in the listto open the Evaluation Design window.
3. Inthe top of the Evaluation panel, clickonthe Clone button. ¢ Clone

An editable copy of the selected Evaluation is created and added to the appropriate section in
Evaluation Template Designer.

4. Click the X Close icon to exit and view the new cloned evaluation in the list (marked Cloned).

5. The user may now click on the cloned evaluation in the list to open the Evaluation Design
window and modify, add to, or remove information already created in the previous Evaluation
template, as needed.

6. Click Save when edits are complete to add the newly created Evaluation and add it to the
appropriate list.

RELEASE AN EVALUATION
Users may release Evaluations for use, which makes them unavailable for editing.
1. Go to Modules > Evaluation Template Designer.

2. Click on an existing Evaluation in the list to open the Evaluation Design window.




Click to place a check next to the M Released option at the top of the dialog.
Click Save to release the evaluation.

The Evaluation is marked with a locked & icon in the list, indicating that it has been released
and is no longer available for editing.

If the weights for all questions do not total 100% at
SaVe a Warnlng message dISp|ayS Evaluation could not be Released because it's total Weight does not equal 100%

The user can either modify the weights to equal
100% as desired and click Save again OR,

Click on the Auto Balance Weights button and allow the system to change the weights to equal 100% and
click Save again to release the evaluation, close the dialog, and review the updated evaluation list. If the
evaluation is clicked on again, the Released option will not be marked as locked. Released

HIDE AN EXISTING EVALUATION

Released evaluations cannot be edited or deleted, but they can be hidden from view.

1. Go to Modules > Evaluation Template Designer.

2. Click on an Evaluation in the list to open the Evaluation Design window.

3. Click to remove the v’ check next to Visible at the top of the dialog so it is disabled. O Visible
4

Click Save. The selected evaluation is removed from view in the Evaluation Template Design list.

EDIT EVALUATION TYPES

Evaluationtypesare usedto categorize Evaluation Designs. Users can modify Evaluation Typesto change
manage categories.

] - oo |

1 Go to Modules > Evaluation Template Designer. 2 Eon Evaustion Types
2. Clickonthe Settings icon‘n' inthe upper right corner to display the New from Template.

SettlngS drop down menu. Customer Support Evaluation
3. Selectthe Edit Evaluation Types option

to open the Evaluation Types window. Fueluaton Types

. Evaluation Types can be used to categorize Evaluation Designs

4. Enter a New Type into the + Add text

field below the list. Incoming = B
5 Clickthe + Add button. Outgoing )

The new Evaluation Type is added to the Wl a1 v o |w 1-20f2items

list and is available when selecting the
Type for an Evaluation. +add



Speech Pack Designer

The Speech Pack Designer is included in the Audio Mining module found under Modules.

@._._,_,,.\m.. [ RORNE

Evaluations Audie Mining

4, Evaluation Template Designer #q) Speech Pack Designer

%] Evataaniors can be used to measure sach col Based on custom crieria N7 speccn pocks can be used o tavger spectte p
g Call Evaluation Trends g Speech Pack Trend

B pvecage duly or menthly mend by Evaluation and £y B pices the numbe of s for sach Spaech 7

== Call Evaluation Details Speech Pack Counts
Lists call nanders wna hanv Evallanon Lists the £ 10 most actwe Spes

g Speech Packs by Call Handler
s Call Handler vs. Average B Focis the rurstier 6 ks o misch Cal Hacdier: ot aac

=~ Speech Pack Detall

Speech Pack Designer allows the user to create the key terms and phrases (speech packs) that the system
searches recorded calls for and presents the results (phrases) in order of relevance. When the recorded call
terminates, the system examines each call phonetically and records the phonetic patterns (audio mining). The
phonetic patterns are matched to the search terms or phrases and presented to the user.

Audio mining is only available to Groups and Subscribers that have the Audio Mining Basic and/or Audio Mining
Advanced feature(s) licenses. The Audio Mining Basic feature returns active speech packs with a maximum
threshold of 25 phrases. Speech packs that exceed the 25 phrase maximum threshold are considered advanced
speech packs and are only available if the Audio Mining Advanced feature is licensed. While it is permitted, having
both Audio Mining Basic and Audio Mining Advanced assigned does require two feature licenses.

The system defaultis 3 audio mining packs per Group Administrator. Therefore, any users that are under that
Group Administrator must share the default limit of 3 audio mining packs unless otherwise defined by the
provider/license.

The Audio Mining module isdividedinto the following four reportsthat provide summary statisticsabout
matching calls:

* SpeechPack Trends - plots the number of hits for each Speech Pack over a period of time.
= SpeechPack Counts- liststhe top 10 most active Speech Packs over a period of time.

* SpeechPacks by Call Handler - plots the number of hits for each Call Handler for each Speech Pack
over a period of time.

* SpeechPack Detail - Lists every Speech Pack hit over a period of time.

In order for the Audio Mining feature to work, users must Add and Release Speech Packs. Once a speech packiis
added and released, it will then be available to assign as a filter for recorded calls.

There are two phases to the Audio Mining module:
*  Speech Packs — Create (Add) and Release Speech Packs for AudioMining.

*  Audio Mining — Assign Released Speech Packsto recorded calls as a filter.



CREATE A NEW SPEECH PACK

Users can create the key terms and phrases (speech packs) that the system searches recorded calls
for and then presents the matching results in order of relevance.

1 Click On the Modules tab on the side panel to open the Modules page.

2. Select Speech Pack Designer in the Audio Mining section of the spescn packs
page to openthe Speech Packs Designer. v exension

3 Clickthe + Add Speech Pack button to open the Speech e
Packs editing dialog. v | newrase

4. Enter or select the following information: v | Newpak

* Name — The name of the Speech Pack [example: Tele2]

™ Required phrases

* Operator (drop down) — Select an option [Example: Or,

etc.] i [—

* Operator (text) — The phrase description [example: A Speec ac
Greeting]

* Phrase (type drop-down) — Select an option speech Packs
[example: English (United States)]. v extension

* Phrase (text field) - The text to match v ol

[example: "Hello my nameis"]

5. Click the + Add Operator link to build another
phrase or term to match, and enter or select the
following information:

~ New Pack

-~ Hew Tele2

& Visiple ) Released
Operator

or *  Greetng

* Operator (drop down) — Select an option

[Example: And] : — e

Note: The And operation supports two ST ’

modes: Any Order and Sequential Match. T =

The default mode is Any Order. If ) T

Sequential Match is selected, the search T ET——
must be successful within a specific and ST o
configurable time proximity and within the

order defined in the Operation. =3

* Operator (text) — The phrase description [Example: Closure]

6. Click the + Add Phrase link under the newly added Operator, and enter or select the following
information:

* Phrase (type) — Select an option [Example: English (United States)]

* Phrase (text) — Enter the text to match [Example: "Thank you for calling your call is important
to us"]

7. Repeatsteps as needed to include all phrases or terms to match when assigned to calls as a filter
for Audio Mining reports.

8. Click Save.




EDIT A SPEECH PACK

Any unreleased Speech Packs may be modified.

1 Goto Modules > Speech Pack Designer

2. Click the arrow ¥ next to the speech pack you want to edit to open the edit view.
3. Make desired changes to the Settings, operations or phrases.
4,

Click Save when finished to update the Speech Pack.

RELEASE A SPEECH PACK

1. Goto Modules > Speech Pack Designer

2. Click the arrow ¥ next to the speech pack you
want to release to open the editview.

™ Visible & Reieased-

. MNote: Once a Pack is Released, it cannot be edited further.

3. Clickto place a check nextto ¥ Released at the
top of the dialog.

A | New Tele2

4. Click Save to release the speech pack.

& Visible

Once released, the Speech Pack has no editable . | Quermr_
fields or settings, except Visible. . :
hrase

[ English (United States)]  ""Hello my name is™

Strength: 63/ 100

Operator
[And] Closure

Phrase
[ English (United States)] "'Thank you for calling your call is important™

Strength: 95/ 100

HIDE A SPEECH PACK

Once a Speech Pack has been released, it cannot be edited or deleted, but it can be deactivated and
hidden. Once a hidden, the Speech Pack cannot be accessed again.

1. Go to Modules > Speech Pack Designer

2. Click the arrow ¥ next to the speech pack you want
to hide to open the edit view.

A NewTele2

Click to remove the checkmark next to CIVisible. | EiMse: |

4. Click Save. Mote: Once a Pack is Inactived, it cannot be accessed again.

The hidden Speech Pack will no longer appear in the
list or be available for selection.



Classifications

Classifications in the Admin tab allow the user to set access permissions on a call. Calls can be assigned a
classification, and cannot be accessed by users without explicit permissions granted to that classification.
Classifications that have been assigned to an interaction cannot be removed.

¥

Admin -

Organization
Manage system Users, Subscribers, and Employees

Classifications
Restrict access to Interactions to Users with the specified system Classification.

IP Address Restriction
Restrict access to the system to machines with a specific IP address or within an IP address subnet

Group Recording Policy

Set the default Parent Recording Policy for the Organization.

Add a Classification

1

Click the Admin tab on the side panel to open the
Admin page. Classifications

Select the Classifications option to open up the Organization | Classificaions | 1P Address Restricuon
Classifications page. If no classifications havebeen  cesiiions ssigned o an ineracion cannos be remaved
created yet, aNorecords found message displays. =

Enter a term [Example: Management] in the

Classification text box. Classifications
+ Add :
Click the + Ad d button . Drgamzauon Classincations 1P Address Restriction
Classifications assigned to an Interaction cannot be removed.

Repeat steps as needed to create more
Classifications.

Management +add

x  Management

Assign Classification Permissions

Once Classifications are created, they may be assigned to Users.
1

2

Go to Admin > Organization. Organization

Organization | Classifications 1P Address Restriction

Expand the Users section.

Q

Click on the User Name in the list that you would like to e e
add or remove Classification permissions. i

™ subscribers

In the Classifications panel, click to select an
available classification. A checked box willgranta
user access to calls of that classification. Classifications
An unchecked box will remove access permission.

=) users

Click Save to submit and close the User Profile window.
The user’s permissions are updated to include the selected
Classifications.

Group Recording Pollcy

Group Recording Policy

Group Recording Policy

v Management



Classify a Recorded Call

Once Classifications are created they may be assigned to
completed calls.
1. Goto Interactions > Completed.

2. Click on the > View Details icon next to a call that
needs to be classified to open the Inbound Recorded
Call windowappears.

3. Click on the Edit button in the Classification section to
review and select available classifications in the drop-
down tool.

4. Click Save and then [XI close the dialog to update the
call with the new classification.

IP Address Restriction

Interactions

ompleted | InProgress  Recyche Bin

(] - R

TOGA586700

@ Inbound Recorded Call

TO6ABG T00EbwavD lablocal

Details Annatatians Evaluatians Ausdio Mining

DI IR I+

~13175551050

wor INDIANAPOUS, IN

callnat. 216025670

S43AR3IDE05IASOCER7EBCSAESEFE1 GER

TOG2B8ET00

Related Calls

Using the IP Address Restriction functionality restricts the access of users based upon their IP address. For
example: if the Administrator enters the IP address of a Group and saves it, only that Group and their Users will be
able to access the application from that IP address. Therefore, if User’s were to try to access the application from
home, they would not have access because it is not an IP address accepted by the application. Keep in mind that
restricting user access to a certain IP address affects all users. To restrict a user’s access, enter the IP address. IP
addresses can also contain wild cards. For example: if you want to restrict a user’s access to all IPs at 123.456.78
you would add wild cards to the end of the value to appear as 123.456.78*

Allow User Access from Certain IP Addresses

1 Clickthe Admin tab onthe side panelto openthe Admin
page.

2. SelectthelP Address Restriction optionto openthe IP
Address Restriction page.

3. Enterthe correctly formatted IP addressthat will be
allowed access in the blank text field.

4. Click on the +Add button.

Repeat steps as needed to include any other IP addresses

that may access the system.

6. The added IP addresses will display in a list under the
Allowed IP Addresses list. Clicking the x nextto a
current listing removes the access permission for that IP
address from the system.

Admin
L Otganlzarlon
EBR Manage sysiem Users, Subscribers, and Employees

o Classifications
B Restrice access to interacions &

sy IP Address Restriction

Group Recording Policy
Sef e default Parent Recording Poikcy far o

IP Address Restriction

Crganiration  Classifications  IF Addiress Besimiction

ResIrict access bt 3 MACHINES With & SPeCific 17 address e wienin an [P adcress subnet

o Recording Palicy

Users may coly Sccess their accosnt from the foliowsng 1P ackiresses: (Use * a5.3 widcard)

Allowes 1P AddressEs

* 11285627




Group Recording Policies

The Group Recording Policies tab is used to create and manage recording policies. Recording policies are needed to
meet the Payment Card Industry Data Security Standard (PCI DSS or PCI Compliance). 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.

Group Recording Policy

Oiganization  Classifications 1P Address Restrietion | Group Recording Policy

Pause and Resume Triggers s10p and continye recording of media, Triggers may innerit from a parent Policy
oF CverTide a parent Poficy.

Override Parent Policy 8 Copy Parent Policy
v Pause and Resume from Partal
O Pause and Resume via API O Resume all Triggers via API
®
o Call Recording W Screen ecording
Pause Triggers +

N DTMF Sequence

Resume Triggers +

% DTMF Sequence 1234

* iy be resumed from the web partal

O AutoResumne after 0 Seconds

The top section of the Group Recording Policies page has global options for the Pause and Resume policies.
These options are:

e ParentPolicy drop down:

0 Disabled - Recording Policies may be saved as Disabled, allowing the User to keep
policy settings without applying those settings to the system.

0 Override Parent Policy - Recording Policies may override their Parent Policy. The
ParentPolicywillnotbe altered. The currentlevel policy will applyto thisitem and items
inheriting their policy from this item.

0 Inherit Parent Policy - Recording Policies may inherit from their Parent Policy. The
ParentPolicywillnotbe altered. The currentlevel policywillbe permanently removed
from thesystem.

e Pause and Resume from Portal checkbox- The Calls in Progress page has an option to Pause
recording of Call Audio. Once audio is Paused, an option is available to Resume recording audio.
Calls paused with any other Pause Trigger may also be resumed from the Calls in Progress page.

e Pauseand Resume viaAPI checkbox- APl options are available to Pause and Resume recording of Call
Audio. Pause and Resume from Portal must be enabled for the API to function.

e Copy Parent Policy link - A quick time saving action is available allowing a User to copy a Parent
Recording Policy and load it into the Ul for editing at the current level. Once loaded into the Ul, make
any desired changes, and clickthe Save button.

Note: Pausing and resuming automatically creates annotations on a call recording.



To ensure compliance, when the credit card number is read over the phone and/or entered on screen, the PCI
Compliance feature disables the call and/or screen recorders briefly via recording policies. Recording
policies define the criteria that enable the pause and resume triggers. Call and/or screen recording can be
paused and resumed using the following triggers:

+ CallRecording + Screen Recording
Pause Triggers +
None Selected -
| DTMF Sequence

Resume Triggers (Reguires Screen Recording Client)
* may be resumed from the web portal In-Focus Window Title

No In-Focus Window Title
O Auto Resume after| 0 Seconds

Any Window Title

No Window Title

In-Focus Window Text s

Any Window Text ﬂ

DTMF Sequence - if a series of digits entered manually match the DTMF value criteria trigger pause or
resume.

In-FocusWindow Title—ifthewindow thatisinfocus matchesthe titletextcriteriatrigger pause or
resume.

No In-Focus Window Title—ifawindow thatis notin focus matchesthetitle textcriteriatrigger pause or
resume.

AnyWindow Title—ifany window that, infocus or not, matchesthe title textcriteriatrigger pause or
resume.

No Window Title —if none of the windows match the title text criteria trigger pause or resume.
In-Focus Window Text -
Any Window Text -

Recording policies can be defined at any level of the hierarchy in the Administrative (Administrator,
Provider, and Group) or End User Interface (Group, Employee, and Extension). Recording policies are
inherited from parent nodes and are read only when inherited. Because only one recording policy can be
active at a time each child node has the ability to break the inheritance by defining their own recording
policy.

Note: At any given level in the hierarchy, if a recording policy is defined, that is the recording policy that
will be used for audio and/ or screen recording. If a recording policy is not defined at the Provider, Group,
Employee, or Extension levels, the system will look to each parent node for an active recording policy to
inherit on behalf of the child node. For example: if the Extension level does not have a recording policy
defined, the system will look to the Employee for an active recording policy to inherit. If the Employee
does not have a recording policy defined, the system will then look to the Group for an active recording
policy to inherit. The system will continue to look to the parent nodes to inherit an active recording policy
from all the way up to the Administrator.

A recording policy can have multiple triggers and/or policy sections. Policy sections contain the pause and
resume triggers. A policy section can have multiple pause and/or resume triggers. When multiple triggers or
policy sections are present, a resume trigger must be met for each pause trigger that is met. For example: a
recording policy has three policy elements: policy element 1, policy element 2, and policy element 3.
Recording is paused when policy element 1's DTMF Digits and policy element 3’s In Focus Title Window



pause triggers are met. To resume recording, both policy element 1 and policy element 3's resume triggers
must be executed.

Note: Auto Resume is an additional trigger (not required) that will resume recording after a certain
amount of time (identified in seconds). If there is a value present in Auto Resume Time, this setting
overrides all resume triggers defined in the policy element.

Hierarchy Level Inherits From

Administrator Administrative N/A
Provider Administrative Administrator
Group Administrative & End User Group, Provider, or Administrator

Since a Group can be created as a child
node under another Group, it is possible to
inherit a recording policy from a parent

Group node.
Employee End User Group, Provider, or Administrator
Extension End User Employee, Group, Provider, or Administrator

The Recording Policy is Enabled option is used to disable and/or enable recording policies. Just keep in
mind that if a parent node disables a recording policy, the recording policy will also be disabled for any child
nodes currently inheriting that recording policy. Recording policies can be enabled and/or disabled as often
as necessary.

Because inherited recording policiesare read only, in order to “disable” a child node’s inherited recording
policy, the inheritance must be blocked. Blocking recording policy inheritance creates an empty recording
policy and is useful when a specific child node does not need a recording policy.

Note: The Block Recording Policy Inheritance link is only available if a recording policy is currently
being inherited. Once a new recording policy has been defined, the link will no longer be available
and will only be available to child nodes inheriting the recording policy.

Similarly, becauseinherited recording policiesare read only, inorderto update or create a new recording
policy at a child node the current recording policy must be copied and then updated.

While recording policies can be deleted, keep the following in mind:

® Deleting a recording policy at a parent node will delete inherited recording policies for any
child nodes as well.

* Depending on the parent node level the recording policy is deleted at, the child nodes will
look to inherit an active recording policy from the higher level parent nodes. The same is true if
the recording policy is deleted at the child nodelevel.

* Recording policies can only be disabled at the level where the recording policy was created.



Add a New Group Recording Policy

1 Click the Admin tab on the side panel to Admin
open the Admin page.

s Organization
BRE Manage system Users, Subscribers, and Employees

2. Selectthe Group Recording Policy option to

Classifications

ope nu p th e G rou p R eco rd | n g PO | | Cy pag e. % Restrict access to Interactions 1o Lisers with the specified system Classification
oy P Address Restriction
3 At the bottom of the page, select the + Add W pesticawess o the system 1o machines with a specific IP address or within an P address subnet
Section button. % Group Recording Policy

B certne defaulr Parent Recording Policy for the Organization
At the top of each policy section, there will be
CallRecordingand Screen Recording options. Group Recording Policy

4, Choose whether the new pOllcy will be for All Call Organization  Classifications 1P Adress Restriction | Group Recording Palicy
Recordings, All Screen Recordings, or Both.

Note: By default, All Call Recordings and All

Pause and Resume Triggers stop and continue recording of media, Triggers may inherit from a parent Policy
o owarride a parent Policy.

. Owerrige Parent Policy & Copy Parent Policy
Screen Recordings are both enabled
. . «  Pause and Resume from Partal
(checked). To deselect an option, click to = =
] Pause and Resume via API J Resume o Il'ggrr: via API
remove the v'.
v Call Recording +  Screen Recording # LN REEnE bl sl
Pause Tllwﬂ +
. . ane Selected
5. Pause Triggers (required) - : DTME Sequence
. . . . Resume Triggers Sriuirrs Sreen Brinrdeg Ceert)
*  Click the ¥ button in Pause Triggers to view the « vy o e e Pl In-Focus Window Ttle
drop down menu. O auto Resume after 0 Seconds ::I:::::::hwhm
* Select an option and enter the requested o Window Tike
information based on the selection. Example: nfonsamwTen. [
. Ay Window Text
Select DTMF Sequence to add it to the Pause — 2
Triggers, and enter *1234 (the sequence to be
- . x®
entered by a user) in the blank text field. XCl Ronding v sereen fecordng
6. Resume Triggers (not required) Pause Triggers +
. 2  DTMF Seguence 1234
* Click the *# Add button to open the Resume
Triggers drop down menu. Risume Trggers =
* may be resumied from e web portal o
* Select an option and enter the requested i
. . . O Auto Resume after, 0 Seconds thaures Lireen Apcevang Crem
information based on the selection. Example: A%
Select DTMF Sequence, and enter 4321* (the o nFocus Window Tie |
seqguence to be entered by a user) in the blank N’w“"l"””' |
text field. ; iy k. In-Focus Window Text

7. Click Save when finished to add the new policy and
close the dialog.

Resume Triggers +

® DTMF Sequence anae

* may be resumed fram the web pora

O autoResume atier 0 Seconds



Edit a Recording Policy

1
2

Go to Admin > Group Recording Policy.

Select the Group Recording Policy option to open
up the Group Recording Policy page.

Complete edits as needed to:

Enable/Change the Call Recording or Screen
Recording setting for the policy.

Edit/Remove a trigger or change the type.

Enable/Disable Auto Resume after x seconds.

Click Update Policy.
Click Save.

Delete a Recording Policy

L
2

Go to Admin > Group Recording Policy.

Select the ¥ button next to the policy section.

Override Parent Policy Inheritance for Users

If Override Parent Policy is selected for all policies in the Group Recording Policy page, subscribers or
users can be set to override the Group Recording Policy inheritance rules.

1
2.

Go to Admin > Organization > Subscribers.

Click on the subscriber for which you wish to update the

Recording Policy in the Subscriber Profile window.

Inthe Inherit Parent Policy drop down, select Override

Click the ¥ to expand the Recording Policy section.

Parent Policy.

Group Recording Policy

Organization  Classifications P Address Restriction | Group Recording Policy

Pause and Resume Triggers s10p and continue recording of media, Triggers may inherit from a parent Poicy
of oVEImIdE 3 parent Palicy.

Owerride Parent Palicy v & Copy Parent Policy
' Paurie and Resume from Portal

O Pauss and Resume via AP O  Resume all Triggers via AP|

®
v Call Recording v  Soreen Recording
Pause Triggers +

K DTMFSequence "z
Resume Triggers +

x  DIMF Sequence (FE]
* may be resumed from the web partal
O Auto Resume afier 0 Seconds

*+ Add Section

No confirmation is displayed. The policy is immediately removed from the system and all inheritors,
and the action cannot be undone.

Recording Palicy ~
Pause and Risume Triggess stop and centinue recarding of meda, Triggers may inherit from a
parent Policy o« twerride a parert Palicy

Inherit Parent Policy v
Disabled I

|
Inherit Parent Policy

Override Parent Policy

Pause Triggers
DTMF Sequence *123

Click Save to update the setting for the Subscriber and all
child accounts under it.

Resume Triggers
DTMF Sequence: 1238

Pause Triggers
DTMF Sequence: *1234

Resume Triggers

OTMF Sequence: 4321



Recycle Bin

The Recycle Binisintended to be a sort of "checks and balance" system when deleting recorded call, message,
and screenrecording files.

When you delete a file, it is placed into the Recycle Bin.

Recycle Bin

Completed In Progress Recycle Bin
] o

2001 QROGIT EIWed 20180518 ©121209EM
2001 Te: 3172630000 S -
2001 9 @Tue 20180817 @
2001 3172630000 e

Vijay Goje CUOGIE ETuE 20180510 ©OTIZIS M

2000 STue TR Qo4 em

© This Is an outbound rest Message 1 for cBadfég1-Sebd-43a2.9393- 23a2e05cd28a >
3172624666 o

A BTue 0169327 OUZ4EITPM

2 This i an outbound test Message 1 for b341ad17.5092-d2ca960 e M cfB8aabi0 >

2000 3172624666 Q

1 _©o| o o 8 8
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The files in the Recycle Bin will remain there until permanently deleted from the application manually. If you
accidentallydeleted afile anditis stillin the Recycle Bin, it can berestored tothe applicabletab. You also have the
optiontodownload any or all ofthe recorded calland messagefilesinthe Recycle Binin order to store themfor later
use. The files in the Recycle Bin remain there until deleted.

Since allfileswithattachments countagainstyour allocated storage limit, itisgood practice to empty the Recycle
Bin from time-to-time. Before doing so, it would be reasonable to verify thatallrecorded calls, messages, and
screenrecordingsinthe RecycleBincanbe permanentlydeleted. Oncetheyhavebeendeletedfromthe Recycle
Bin, they can no longer be recovered.

Users have the ability to download batches, or multiple recorded call, message, or screen recordingfilesasa
zippedfilefromthe Recycle Bintab. Thisisusefulininstanceswhere you needto send abatch offilestoanother
person or want to save them for future reference.

Whenitcomestodeletingfiles permanently fromthe Recycle Bin, you have two options: delete selectedfiles or
empty the Recycle Bininits entirety.



Filter Recycle Bin

1 Goto Interactions > Recycle Bin.
2. Click on the Filters button to open up the Filters window.

3. The following tools are available in the Filters window:

Filters x®
®" Filter Name — enter a name for the filter. Msne Bosee
* Save button - Saves the current filter. 8 o
* Delete button - Deletes the current filter. o

* Refreshbutton - Clearsthe unsaved information and
brings the window back to clear.

* Date Range - The drop down provides a list of date and time ranges to use in the filter.
" Add Rule button — Allows the user to create a new rule for the filter.

4. Click Apply when finished to create the filter for future use.

Recover Multiple ltems
1. Goto Interactions > Recycle Bin.

2. Click on the colored option box next to the items you wish to Berreizbin

. . . Completed  InProgress  Recycle Bin
recover. Selected items display af&lg} optionbox. oz - —
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3. Select the Bulk Options L= button in the top panel of the ﬁ
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Recycle Bin page to open the Bulk Options window. —
4. Click on the Retain Selected button at the bottom of the ﬁ 2 2
dialog- ﬁn m: 2001 o 3172630000 e J"f‘. >
5. Click Continue when prompted to move the selected ﬁ”‘”““ S Sh MAhmOEE | 5
message(s) out of the Recycle Bin and back into the ﬁmm
! . >
Interactions list. &
Retain Selected ‘. .|}
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Bulk Options

selected Calls: 1
Selected Screen Recordings: 1
Selected Messages: 1

Export Options

& Export Selecred

Recycle Bin Options

¥ | Audio ¥ | Video «  Messages « | Screen Recordings

€ Send Selected 1o Recycle Bin

Retain Selected m
W Delete Selected




Download Entire Recycle Bin

1. Goto Interactions > Recycle Bin.

2. Selectthe | * | Bulk Options button in the top panel
of the Recycle Bin page to open the Bulk Options

window.

3. Click the Export All button to export the entire

Recycle Bin to a .csvfile.

Bulk Options

Selected Calls: 1
Selected Screen Recordings: 1
Selected Messages: 1

Export Options

& Export Selected & Export All

Recycle Bin Options

¢ Audio |«  Video | «  Messages | ¥  Screen Recordings

£ Send Selected to Recycle Bin

i Delete Selected

Download a Deleted Recorded Call, Message, or Screen Recording

1. Goto Interactions > Recycle Bin.

2. Clickonthe ¢ Download button next to the item you want to download.

The item will be downloaded to your system as a

.zip file.

Delete a Single Item — Permanently

1 Goto Interactions > Recycle Bin.

2. Click on the > View Details button next to the item
you want to permanently delete to view the details.

3. Click on the appropriate Delete m button in the
sectionyouwantto remove (screen, message, or call

recording) to view the delete options.
4. Choose the permanent delete option.

The item is deleted immediately.

Delete Multiple Items — Permanently

1. Goto Interactions > Recycle Bin.
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2. Click on the colored option box next to the itemsyouwish to recover.

Selected items display af&lgy option box.

3. Clickonthe Bulk Options button in the top panel of the Recycle Bin page to open the Bulk

Options window.

4. Click the Delete Selected button and click Continue to confirm when prompted.




Delete a Recorded Call - Permanently
1. Goto Interactions > Recycle Bin.

2. Click on the > View Details button next to the Recorded Call you TR 0 i couon: NRCREE

want to permanently delete. . pd
» L [

3. Clickthe Delete il button to open up the Delete Media Options

Delete media options

menu.
wd Deletion of media files cannot be
4. Click on Delete Audio. undone
The system displays Media file is not available. | 1@ Delete Audio

stion” INDIANAPOTS, TN

This action cannot be undone.

Delete a Screen Recording - Permanently
1. Goto Interactions > Recycle Bin. [ screen Recoraing

2. Clickonthe 2 View Details button next to the Screen
Recording you want to permanently delete.

3. Click on the Delete T button open the Delete Screen
Recording menu.

4. Click on Delete Screen Recording.

The system displays Media file is not available.
This action cannot be undone.
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Delete a Message
1. Goto Interactions > Recycle Bin.
2. Clickthe 2 View Details button that corresponds to Und - e ————.
the Message you want to permanently delete. Py @
3. Click the Delete Il button to open up the Delete e
Message Options menu. % T

4. Click on Delete Message.

The system immediately deletes the message.
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