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PART I: OVERVIEW, INSTALLATION AND INITIAL
CONFIGURATION

This section of the guide provides the basic setup and installation of the Call Recorder, and is meant to

be followed step-by-step to ensure proper installation and configuration. For additional information on
any of the menus or interface settings mentioned later in Part I, please refer to Part Il/11l for additional

information and interface screen shots.

Chapter 1: Overview of the Call Recorder and Port Mirroring
Section 1: Call Recorder Overview

Figure 1.1.1.1
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1. There are two Ethernet ports that we will utilize on the rear of the unit, labeled ETHO (on the left
colored RED) and ETH1 (colored BLUE), as shown in Figure 1.

2. The Ethernet port ETHO is used for local management and remote access by SIP Print technicians, so
it should be assigned a static address on the data network (typically the 192.168.1 subnet). The
ETHO port is set by default as DHCP, so it may be able to automatically get a valid local address as
well (this address can be verified on the Network Configuration page as noted later).

3. ETH1is used to receive mirrored traffic from the phone system, as well as by the installing
technician for initial installation. The static address it has (192.168.100.100) cannot be changed. It
does not have any outgoing information, therefore does not need to be changed, and also lacks a
gateway as well to ensure there are no outbound packets from this port.



Section 2: Port Mirroring Overview
The SIP Print call recording appliance passively "listens" for VolP traffic on the network via the ETH1
port. In order for it to hear all VolP activity, including internal station-to-station activity, that traffic must

be mirrored to the appliance via a port-mirroring switch.

A typical network switch segments traffic by IP address. A port-mirroring switch acts just like a normal
switch, with the additional capability of making a copy of traffic from and to one or many ports and
sending that replicated traffic to an additional port. Once properly configured, a port mirroring switch
can copy (“mirror”) all traffic to and from any specified switch ports and send that mirrored traffic to the
port connected to the call recording appliance. Now the appliance will receive a copy of the traffic
to/from any handset, including internal station-to-station calls, and can record the conversations.

In cases where a SIP trunk is connected to the IP-PBX (the SIP proxy) or to a gateway/router or other
network device (including PSTN translators) connected to the port mirroring switch, traffic to and from
this port should be mirrored to the port connected to the call recording appliance.

This might be considered excessive, but in this manner all traffic to and from the handsets and the PSTN
is captured and recorded while eliminating duplicate VolP packets.

One recommended option for a small, inexpensive port-mirroring switch is the NETGEAR GS108T

ProSafe 8-port gigabit smart switch.

Section 3: Port Mirroring Configuration Options
There are three common scenarios for configuring a SIP Print call recording system in a VolP network

environment. The choice is made based on your network geometry and the types of telephone

conversations you intend to record.

Option 1

Capture calls from and to the network from within the VolP network, but do not capture local handset to

local handset calls.
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Option 2

Capture calls to and from outside the VolP network (known as trunk side — you must have SIP trunks to
do this), but do not capture local handset to local handset calls.
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Option 3

Capture calls from handset to handset and to and from outside the VolP network as well. All ports on
the port-mirroring switch mirror to the SIP Print port (which is not a mirrored port).
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Option 4 - Cluster SIP Print Appliances

When a recording environment exceeds two hundred (200) handsets, the SIP Print Enterprise Appliance
can be clustered with an unlimited number of additional Enterprise Appliances. The SIP Print Enterprise
Appliance operates by listening to all the network traffic and filtering only for SIP and RTP packets.
Following this initial filter, it filters out any packets that do not contain the IP address of the endpoints



(SIP and RTP communicate with endpoints via IP address and not Mac addresses) established in the
configuration screen of the SIP Print appliance.

In order to allow SIP Print to focus on producing high quality recording of calls, best practices require a
minimum of non-appliance specific network packets sent to either the blue or the red port (but not to
both, as this would send duplicate packets and require the Appliance to process twice as hard filtering
out these duplicates.)

A standard port mirroring switch configured to source only traffic from ports connected to the endpoints
is sufficient for a single SIP Print Appliance network environment.

In larger environments that require clustering of SIP Print Enterprise Appliances, the network (both voice
and data) must be designed in a manner that incorporates multiple port mirroring (PM) switches that
segment the first 200 endpoints to the first PM switch, the second 200 endpoints to the second PM
switch and so on. One port on each PM switch must attach to another switch (the hub) of the network
to which the rest of the network is connected (including PBX, SIP Proxies, Session Boarder Controllers,
Routers, Gateways, etc.) In addition a second port (the destination port) on each PM switch must
connect to a SIP Print Enterprise Appliance. The IP addresses of the first 200 endpoints will be entered
into the first SIP Print Enterprise Appliance connected to the first PM switch. And so on, for all
subsequent groups of 200 endpoints.

An alternative to re-architecting an existing network and installing multiple PM switches is to insert a SIP
Print Network Appliance ™ between all endpoints and the rest of the network. The SIP Print Network
Appliance performs all necessary filtering and mirroring to the appropriate destination ports connected
to each of the multiple SIP Print Enterprise Appliances. The SIP Print Network Appliance filters by packet
type (embedded), time of day, quality and quantity, IP and other network parameters. Multiple SIP Print
Network Appliances can be installed across a geographically diverse network for very large SIP telephony
environments delivering traffic to the clustered Enterprise Appliances.

Chapter 2: Physical Installation of the Call Recorder
Section 1: Unpacking the unit

1. Unpack the SIP Print™ call recording appliance from its shipping container.

2. Open the accessories box and locate the power cord and wall-mount bracket.

3. The included wall-mount bracket is the only one that will properly support a wall-mount installation.
It is strongly recommended you mount the appliance in an equipment rack. In all cases, the unit
should be located in an appropriately air conditioned environment.

4. If you choose to install the appliance in a rack, follow the rack manufacturer's instructions for
mounting a 1U form factor device. The appliance has three screw holes for rack mounting. Itis
recommended that the SIP Print appliance be mounted using a minimum of two screws per bracket
for proper support. If the rack does not allow for easy access to the ETH ports on the back of the
unit, it may be preferable to setup the ETHO port before finalizing the install (see Section 2 below).

5. When mounting the unit on a wall using the enclosed wall-mount bracket, first attach the bracket to
one side of the appliance. Hold the appliance against the wall and use the bracket holes as a
template and mark the wall with a pencil for proper hole location. Proper wall mounting requires
that the holes align with a wall stud for adequate support.



Section 2: Setting up the ETHO port for local access

1. Connect the ETHO port to the local data switch; again, this will be configured for local access on the
data network (generally this will be on the 192.168.1 subnet, but will depend on your local data
network), and should allow for remote access by SIP Print technicians (meaning it should have public
internet access if available).

2. Connect the power supply to the call recorder and power the unit on.

3. Connect a laptop or “crash cart” computer up to ETH1, setting the local IP address to be
192.168.100.101, the Subnet to be 255.255.255.0, and the Gateway to be 192.168.100.1. This will
allow you to access the interface.

4. Navigate your web browser to 192.168.100.100, and log into the GUI using the username ‘suadmin’
and the password ‘admin’.

5. Go to “Configure” on the top right-hand side of the interface, and navigate to “Network
Configuration”.

6. You may now change the ETHO address to a previously selected IP address suitable for your
network. By default, there will be an IP address shown since ETHO is configured to be DHCP. You can
change this by entering all necessary changes, or accept that IP address it automatically pulled and
set it to static by clicking on “Submit”.

7. After the page refreshes, reboot the unit by going to “Manage” on the top right-hand side of the
interface, navigating to “Shutdown/Reboot”. Reboot the unit on the next screen, allowing it 2-3
minutes (5-6 minutes for SME systems) to fully come back online. The unit now has your set IP
address.

8. Unplug the laptop/crash cart from ETH1, and plug it into the designated port on the switch which
will be pushing the port mirrored traffic to the Call Recorder. The unit is now setup for your local
network (the interface can be accessed by any computer on the local network), and it should be
receiving the mirrored traffic.

Chapter 3: Configuration of the Call Recorder
Section 1: Configuring the License Keys and Environment

The Call Recorder must now be configured with the pre-purchased license key (may be obtained through
your reseller/SIP Print licensing department) and the proper environment be selected in order for the
Call Recorder to manipulate the data that it is given correctly.

1. Logginginto the Call Recorder’s interface on the previously designated IP address, you should
navigate to “Configure”, then to “Configuration”.

2. Scroll down the page until the text fields under ‘Key Code’ are visible. You should enter the keycode
exactly as provided (it is case-sensitive), and if the G.729 keycode was purchased, that should be
entered as well.

3. Next, you will need to select the proper environment variables as well, including protocol, phone
system, and version number.

4. Do not make any additional changes below in the “Features” section, as those should only be
changed at the prompt of a SIP Print technician.

5. Click on “Update” below the “Features” section, applying the changes made.



6. Next, navigate to “Configure”, then “Network Configuration”

7. We need to enter the subnet(s) of the phones that are going to be recorded. For many systems, the
phones are on a 172.16.2 subnet, so in the first field, enter “172”, the second field “16”, the third
field “2” and the last field enter “???”, without the quotation marks, clicking on the ‘Add’ button to
apply the change. This will tell the system that the phones it should look for in the packets being
recorded are on the 172.16.2.??? network, helping the drivers navigate through the information
easier. Enter another subnet if there are recorded phones on a different network, including
172.16.3, 172.16.4, etc, as necessary.

8. Under the next section on the interface called SIP Configuration, enter the local IP address of the
phone system under Gateway 1 (often 172.16.2.254 in many cases). Do not make any additional
changes in this section, but you may choose to familiarize yourself with them in the Technical
Manual. Click on ‘Update’ to apply the SIP Gateway.

Section 2: Configuring the Agents and Endpoints

The Call Recorder can now be configured to record the phones required by the customer. Although
phones that are set to DHCP will be recorded, we do recommend that the phones be set to static to
ensure that there are no IP address changes after power outages or resets of the phones.

1. Navigate to “Configure”, then “Manage Agents”. The User Licenses at the top of the screen should
reflect the number of licenses purchased; if it does not, please contact your reseller or SIP Print
directly to get this problem resolved.

2. In most installations, you will be configuring the system to record agents who are stationed at desks,
and generally will not be moving around or having multiple agents utilize that same physical phone
on multiple shifts (known as “HotDesking”). If this is the case, you will need to refer to Part Il
Chapter 4 Section 2 for more information on how to set up these individuals in this unique
environment. For most installations, we will be utilizing the tab titled “Add License” to add a new
agent and phone.

3. There are two pieces of information that are absolutely required in order to setup an agent and
phone in most cases, though we do recommend filling out as much as possible:

a. First Name (Last name can be added, or in many circumstances, first name is replaced
by the physical location of the phone, such as “Front Desk”)
b. IP Address of the phone

4. Since the Call Recorder can, in most circumstances, pull the metadata from the SIP packets, fields
like “Extension” and “Alias” are not required to be completed in most installations (but again, it is
recommended).

5. After adding the Agent Name and IP Address, click on “Add License”.

6. Repeat this process until all required recorded lines are entered. If any mistakes are made to the
agent name, you can make the changes under the “Edit User” tab. For changes to the endpoint, you
can utilize the “Edit Endpoint” tab.



Section 3: Configuring the Call Records Screen

Now that the Call Recorder is configured, it should be recording calls. Make some test calls from an
outside phone (cell phone) to a few recorded agents; these calls will get logged once they are
completed. To view the calls, as well as configure the Call Records screen:

1. Loginto the interface, and click on “Search” near the top of the page

2. All recorded calls will be displayed below, but we must select the proper columns to show the
metadata that gives the best information to the customer. Here are the recommended column
selections for the Call Records screen:

a. For the first column, select “Agent Name”
b. For the second, “Agent Extension”

c. For the third, “Remote Name”

d. For the fourth, “RemoteNum”

3. This setup will show the local agent name, their extension (or Handset ID, depending on the
system), the name of the outside caller (if it is an incoming call, and if provided by the phone
system), and the phone number (may include prefixes, depending on local phone system setup).
Save these settings by clicking “Save”, and this preset will now load automatically every time
someone logs in using the “suadmin/admin” credentials.

4. You can listen to calls simply by clicking the speaker as if it was a link; depending on your browser
and system, it may automatically open in the media player currently set as the default, or prompt
you to open/save the file. You may choose to open it which will cause it to play, or save it for an
email attachment or to listen later on.

The unit is now configured to record calls in most environments; once again, each environment may be
different than one another, so while the previous section covers the basic installation of the Call
Recorder for most generic environments, we do recommend familiarizing yourself with the rest of this
guide for additional settings, information, and other administrative configurations that can be applied to
the Call Recorder.



PART Il: LISTENING TO/MANAGING CALL RECORDS, MANAGING
USERS, GROUPS AND PERMISSIONS, USING CALL SCORING,
AND ADDING NEW PHONES/AGENTS TO BE RECORDED

This section of the guide will cover the basic use of the recorder, as well as more advanced settings of
the Call Recorder, to include managing the initial Call Records page and utilizing searches, setting up
logins for users, as well as setting up groups and permissions for supervisors to listen into the calls of the
specific groups.

Chapter 1: Logging in, Using the Main Call Records Page

This chapter will focus on how to log into the unit, listen to the calls, perform searches, manipulate how
the records are shown to you, and how to do a quick bulk copy of what is displayed on the screen.

Log into the unit by typing into a browser the IP address that was assigned to it during installation; this
information may be provided by the installation technician, or if Remote Installation was purchased, by
a SIP Print technician. The Call Recorder interface is designed for optimal use in Internet Explorer
versions 11 and newer, Firefox version 29 and newer, and Chrome version 34 and newer. There may be
formatting problems if using mobile browsers or other 3™ party browsers, so the newest versions of IE,
FF, or Chrome are recommended for use.

Section 1: Logging In and Pulling Today’s Records

Version 2.0.185
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Figure 2.1.1.1




The default username/password for the unit is suadmin/admin. This password should be changed. This
account and password are the primary account, and is only for use by your system administrator. Once
logged in, you will be presented with the following screen, which we will utilize to view the call records:

From: Date Time |2015-4-28 m;(]{};g(] To: Date time [ 2015-4-28 23;59;55] m Direction .

Filter | V| Value | ] @ Both O Incoming O Outgoing
Filter | V|| Value | ] Rows: Show al v
Filter | V|| Value | ] Returned: 0

Total: 0

Col Select = @  [defaut v E J m Clear Display

Please select the date range

Figure 2.1.1.2

At first, no information will be displayed since the unit is awaiting a prompt to show specific date data. By
default, if you click on the ‘Search’ button, it will show the current calls from that day. Here is an example
of the information that will be shown:

From: Date Time | 2015-04-27 00-00-C | To: Date time | 2015-04-27 23;59;5] m Direction .
Filter|: :| Value | J ® Both O Incoming O Outgoing
Fflter |: :| Value |: :| Rows: |:Shl:rw all |
Filter | v]]  Value | | Returned: 921

Total: 921

4

Sorted

| | ‘ | ‘ Mode | RemoteName ‘ Date & Time
87237 |[1| " | CathyKurtz 5106 Incoming|  Walton Michelle 92703198064 | 20130437 | 0121 | A
87236 |[1| | Cathy Kurtz 5106 Incoming|  Walton Michelle 92703198064 | 2010427 | 0121
87235 |[1| "9 | Cathy Kurtz 5106 Incoming|  SO. CAROLINA 98645463068 | 20000937 | 00.17
87234 |[1| 9 | Beth Turpin 5110 Incoming|  SO. CAROLINA 98645463068 | gL 9027 | 01.02
87233 | 1| ¥ |Hollie Charles 5109 Incoming Beth Turpin _ 20 >o4al | 0053
87231 || ™ | Trish Jones 5102 Incoming Tapio Frankie 06068622048 Qg;i‘gf‘éf 00.19
87230 |[1| ¥ |Hollie Charles 5109 Outgoing : 916062071488 29190427 | 00.35
87229 |[1| " |Hollie Charles 5109 Outgoing : 916062071488  201%0427 1 00.33

Figure 2.1.1.3




As you can see, there is a lot of information that can be taken from this. We can tell that on that specific
day, there were 921 calls recorded (as seen in the ‘Returned’ and ‘Total’ section near the top right of the
picture), we are displaying both incoming and outgoing calls (as seen by ‘Both’ being selected in the top
right as well), and that so far, there have been 87,237 calls recorded on the recorder since it was
installed (as viewed in the first column of the call records titled ‘Call ID’). You may also note that the Call
ID in these examples are in bold; this is due to our example unit having a ‘Call Scoring’ key entered,
which will be discussed in Part Il Chapter 3. If your unit does not have this feature, your Call ID numbers
will not be in bold.

Looking at the top call, we can see that it was an incoming call to Cathy Kurtz (who has a Handset ID of
5106) by Walton Michelle, and we can see the phone number of that outside line as well. We can see
that the phone call was initiated on April 27 2015 at 9:01:40 AM (9:01 AM and 40 seconds), and that
the call lasted 1 minute and 21 seconds. You can also see that the phone system in place uses a ‘9’ prefix
in front of all their calls; this may differ from site to site, and is dictated by the phone system, not the
Call Recorder.

Observing the bottom call in that list, we can see that Hollie Charles, who has a Handset ID of 5109,
made an outgoing call at 9:14:10, and that call lasted 33 seconds. Note that for most circumstances,
outgoing calls will not have a RemoteName, since this acts similar to a “Caller ID” that you have on your
cell phone.

You can listen to any of the calls simply by clicking on the speaker as if it was an internet link; depending
on your browser and system, it may automatically open in the media player currently set as the default
on your computer, or it may prompt you to open or save the file. The files are in a .WAV format, and are
easily played on most Windows and Apple computers. You may choose to open it which will cause it to
play, or save it for an email attachment or to listen later on. Please contact your local IT support for
guestions on default media player settings and computer configuration.

Section 2: Searching and Sorting the Calls

Now that you understand how to display call records, you will likely need to know how to perform
searches of calls that you have recorded at one point. Generally, you will be searching by one of three
things: the date the call took place, the agent involved in the call, or the phone number the agent was in
contact with.

If you intend on staying in the system for a long period of time, you may wish to change the session
time-out, allowing you to remain idle for longer periods while examining call records. This can be
done easily by going to ‘Configure’, then ‘Manage Admin Access’, clicking on ‘Change Session Time
Out’ at the top of the screen, then changing the new timeout value to be upwards of 60 minutes, and
submitting the change. Note that this timeout period applies to all users, even non-admin accounts
added later on.

Let’s begin by selecting the date that we want to search for calls on. By clicking the date field, we will
see a new window that we can select the date from.



From: Date Time | 2015-4-28 00:00 x | To: Date time ‘ 2015-4-28 23-59:5¢| Direction .

Filter | 4« N April 2015 ) | ® Both O Incoming O Outgoing
Filter |— Sun Mon Tue Wed Thu Fri Sat | | ]
| ) Rows: |Show all v
Filter | ol M ed:
|- 5| 6 7| 8 9 10| 1 | ?e::lm :‘:)7 0
otal:
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19

Figure 2.1.2.1

After selecting the date, the window will close. You may choose your “From” date and “To” date as
necessary; do bear in mind that the longer your time span chosen is, the longer it may take to pull
records. Our recommendation is to keep your searches no longer than a month’s time if necessary.

Next, you will enter in your search parameters using the ‘Filters’ at the top of main page:

From: Date Time | 2015-4-28 00-00-0C | To: Date time | 2015-4-28 23-59-5¢ | m Direction .
Az |: :| Nl | | ® Both O Incoming O Outgoing
Fflter |: :| Value |: :| N [Shw o |
Filter | [v]| Value | | Returned: 0

Total: 0
[corsaect 1 § oo 0 [ N | D

Figure 2.1.2.2

By using the drop-down choices in the Filter section, you may notice that the choices coincide with the
names of the columns as shown in the next picture. Choosing the Filter “Agent Name” will allow you to
search by the name of local agent, and RemoteNum will allow us to search by the number the agent

spoke with.
From: Date Time ['20154-23 00:00:0(] To: Date time !'2015.4-28 23-59:5¢| m Direction .

Filter Value | . =
' ‘: \ @® Both © Incoming © Outgoing
Filter Rgent num Value ‘ \ —

..__|Remote Exte } ) Rows: |Show all v
Filter | Agent Extensio Nalioy | Returned: 407
Start time : /
End time Total: 407
RemoteNum
RemoteName

WavName

Sorted \

ect = [defaut v m } @ Clear Display

CSR Y 1 cn Nom - [l Agent Num [T RemoteName [l Remoten v [ NS T R S [

Figure 2.1.2.3




To search by an agent name, select the Agent Name drop-down choice, and in the ‘Value’ text field,
enter the first and/or last name of the agent you want to search for. You may want to include both first
and last if you have many agents in your system, since the system will show all users that happen to
have in their name the parameter you search for (i.e., if you have multiple named “Steve” at your
company, searching simply by “Steve” will show all of them, as opposed to entering the first and last
name will show the results you want.)

Searches are not case sensitive, though you do have to spell the agent name correctly. Asterisks are also
not able to be entered either as wildcards. After entering the name, click on ‘Search’. The next picture is
an example of what it would look like if we wanted to do a search for calls by Cathy Kurtz for the second
full week of April in 2015. Note the details that are given when you do searches: You can see that out of
the total number of calls that week (1,185), Cathy was involved with 494 of them (shown by ‘Returned’).
The calls are also listed in order of newest to oldest, with the newest on top. This order can be reversed
by changing the arrow next to ‘Direction’ to be pointing up, then hitting refresh, or by changing the sort
order, which we will go into shortly.

From: Date Time |2015-04-06 00:00:(| ~ To: Date time |2015-04-10 23:59:¢| w Direction = 4
Fmer[Age"tName | Value | Cathy | ® Both O Incoming C Qutgoing
Fllter|: :| Value | | Previous Rows: (Show a =
Filter | V|| Value | | Home Returned: 494
: : Next
Total: 1185
rd ™y

B r

Sorted

|| Py | YT | IR | Mode | TR TR | DateaTme

47584 |[1| = | Cathy Kurtz 5106  |Outgoing - 98853361 A aesl | 0011
47583 |[1| 9 | Cathy Kurtz 5106  |Outgoing - 016066695573 29| paei | 00.49
47578 |[]| ¥ | Cathy Kuriz 5106  |Outgoing - 94103341 Aees | ot2s
47576 |[1| w9 | Cathy Kurtz 5106  |Outgoing - 94103341 2010,0020 | 00,05
47574 |[1| w9 | cathy Kurtz 5106  |Outgoing : 016069200008  “91%0%10 | 0042
47573 |[]| w9 | Cathy Kurtz 5106  |Incoming| ACTION RECOVERI | 96069209998 2?11:53‘?5'30 00.23
47570 |[ 1| w4 | Cathy Kurtz 5106  |Outgoing - 017024662020 297159490 1 00.20
47569 |[]| ™9 | Cathy Kurtz 5106  |Outgoing - op149858724 | 20129010 | 02.4
Figure 2.1.2.4

For something a bit more advanced, you can also change how you want the information to be sorted. As
you may have noticed, there is a red bar above the call records; this bar can be moved across each
column by clicking and holding it as you move your mouse, and it will change which column the




information is sorted by after clicking ‘Refresh’. By default, records are sorted by Call ID, which again
shows the sequential number of the call in the Call Recorder as it was started. Shown below is how to
sort the information by longest call first:

v-av‘ Agent Num IR Date & Time

45052 || " | Cathy Kurtz 5106  |Outgoing ) 916064328606 00 roge. | 1546 | »
46949 || W) | Cathy Kurtz 5106 |lncoming| ~ WELLSFARGO | 96149858724 | 2900409 | 4154

: 2015.04-09
46599 ||| w9 | Cathy Kurtz 5106 |Incoming|  WELLSFARGO | 96149858724 | 20004 1154

. 2015-04-09
46317 || ) | Cathy Kurtz 5106 |Incoming|  WELLSFARGO | 06149858724 |  201>040 1154
47133 || W) | Cathy Kurtz 5106 |Incoming AAR 96064328606 | 291009 | o7.27
46783 |1 ) | Cathy Kurtz 5106 |Incoming AAR 06064328606 | 29100009 | 07.27

Figure 2.1.2.4

As you can see, the search of all of Cathy’s calls from the second week of April have now been sorted by
longest call to shortest. Like how you changed seeing the calls from newest on top to oldest on top, this
search can be changed to show shortest calls on top with the longest on the bottom by changing the
direction of the arrow next to ‘Direction’ near the top of the page.

Doing a search by a phone number is just as easy: Changing the Filter drop-down to ‘RemoteNum’, you
can enter in the text field the number that you want to search for. And, just like searching for an Agent
Name, you do not need to enter the entire phone number, which may be convenient for phone systems
that add in prefixes. The best recommendation is to type in the local 7-digit number (example, instead of
typing in the full area code as well as the number, like 8666553555, you can simply search for 6553555).
Note that when searching for phone numbers, do not include dashes or parenthesis.

You can type in as few numbers as you want, or as many as you want, but the less information you
enter, the broader your results will be (the same when searching for Agent Names). So, since every
phone number that includes the numbers you indicate will be shown in the results, entering just the
number 4 in the text field will show every phone number with the number 4 in it, as opposed to
searching for the entire number will show only the conversations that took place with that specified
number.

You can also combine searches, searching for a call from a specific agent along with a specific phone
number; this can be done by using a second Filter. Shown below is an example of what it would look like
if we wanted to display Cathy’s calls with the phone number 410-3341:



From: Date Time [2015-04-08 []{];m];[l To: Date time [2015-04-10 2359 w Direction ’

s |.‘ﬂ‘9‘3”'“\15‘me | jakie |,Cath3" | ® Both O Incoming O Outgoing

Ff"er lRem"‘e"'”m :| Value |:‘”U'3341 :| Previous Rows: Show all =
Filter | | Value | | :zxn:e Returned: 2
Total: 1185
B oo 1 & e N | D D
‘Sorted
-—
IR oot Nam ~ [[Agent Num v |V RemotoNamo v [ Romoten v [ S LA LS
47578 || ) | CathyKurtz 5106  |Outgoing ) 94103341 At | o125
47576 || ™ | Cathy Kurtz 5106 |Outgoing _ 94103341 Ao a0 0005
Figure 2.1.2.5

You can now see that out of the 1,185 calls from that time period, Cathy made outgoing calls to the
phone number 410-3341 twice.

Section 3: Copying and Deleting Calls

Part of managing the Call Records includes having the ability to quickly copy and/or delete calls. Logging
in using an administrative account (the default ‘suadmin’, or other created administrative accounts), you
will see the ‘Delete’ and ‘Copy’ function above the call records. You can select individual calls by clicking
the box next to each one, or, you can select all the calls displayed in the call records by clicking the box
in between the columns ‘ID’ and ‘Play’. The first option you have, Delete, will allow you to delete any
call that you have selected.

SIP Print technicians cannot restore calls that have been deleted, so take care when using this function.
It is irreversible unless you have configured the Automatic Backup solution (detailed in Part IIl).

The second option will allow you to quickly copy all the calls you have selected, giving you the option to
open the .zip file they are placed in, or downloading the .zip file to the location your browser is preset
for (contact your local IT department for browser-related or download questions). Once you open the
.zip file, you will see all of the calls listed. There is a limitation of how many files can be grabbed using
this quick-copy however, so it is best to grab calls one day at a time, depending on your call volume (no
more than 50 or so calls at a time).

As you can see below, the calls are saved in .WAV files, and the file names are configured so they display
[year][month[day][hour][minute][second], followed by an internal lettering scheme utilized by the Call
Recorder.



Marne Type Compressed size Password ... Size

|| 20150210_083214_EVS Wave Sound 133KE Mo 134 KB
|4 ] 20150210_000218_EVV Wave Sound 33KE No 53 KB
|¢| 20150210_091053_EVW Wave Sound KB MNo G KB
|| 20150210_091106_EVY Wave Sound 33KE No 53 KB
| 20150210_091109_EWA Wave Sound 162 KB Mo 163 KB
|| 20150210_091206_EWC Wave Sound 169KE Mo 171 KB
| 20150210_091419_EWF Wave Sound 20KBE No 26 KB
|| 20150210_091643_EWG Wave Sound 162 KB Mo 163 KB
|| 20150210_091742_EWI Wave Sound 12KBE MNo 12 KB
| 20150210_091853_EWM Wave Sound G2KB No 92 KB
|| 20150210_092046 EWO Wave Sound KB No 30 KB
| 20150210_09220%_EWP Wave Sound KB No 59 KB
|| 20150210_092322_EWQ Wave Sound 93KE MNo 93 KB
Figure 2.1.2.6

So, using the first call as an example, we know that the call took place in 2015 on February 10%, at
8:32AM and 14 seconds. Using this information, you can cross-reference with the Call Recorder to see
the agent name and the phone number by searching for that date as previously discussed.

Chapter 2: Creating User Accounts, User Groups, and Setting User
Permissions

Now that you have seen that administrative accounts can delete calls (as well as see the calls everyone
makes) you may want to limit the ability for your agents to view only certain agents, and to limit their
rights on the Call Recorder. First, you will need to plan ahead how you want to set this up. Do you want
to create groups for each department in your company, with supervisors having the ability to log in and
listen the calls of the people they are in charge of? Do you have any individuals you want to have
administrative rights but their own SIP login? And as we will discuss later on, how do you view login
records?

For our example, we want to create a department called “Customer Service”, add some recorded users
to that department, create a supervisor account for Cathy so she can listen in to their department’s
calls, and finally make those lower-level agents have the ability to listen to their own calls. In order to do
this, we will be following these steps:

1. Create a SIP Login (username) and password for the agents we want to have access (both low-
level users, and any supervisors)

2. Create a group for those agents that they will belong to (like “Customer Service”, “Sales”, etc.)

Assign those users and supervisors to that group

w

4. Assign the appropriate permissions limiting what the users and supervisors can do



Section 1: Creating/Editing a SIP Login and Password

While you are logged into the suadmin account, you will create the SIP Login and password by
navigating to ‘Configure’ and ‘Manage Agents’ on the top right-hand side of the screen:

Manage Admin Access

Manage Agents

Figure 2.2.1.1

Since we are editing users already in the Call Recorder, we will need to go to the tab titled “Edit User”.
Click on the tab called ‘Edit User’, and the page will change to show all the agents currently in the
system. As seen below, there is a lot of information gained from this page, but we will focus for now on
adding SIP Login IDs for just a few of them.

Edit Endpoint

O Al

[ormoe

Agent

Status

Call

IP Address Extension Aliasi Alias? Alias3 Mliasd - .
SCoring

Enabled 5511 2 Disable (#

Enabled 172151 5109 0 Disable # X

Enabled 175187 5103 0 Disable # X

Enabled 175181 5112 0 Disable # X
Figure 2.2.1.2

Click on the edit button in the row of the user we want to change to edit the user information.

Since we want to add a SIP Login for Cathy, we will fill in the appropriate text fields with a designated
username and password. Usernames should not contain spaces or special characters (general rule of



thumb is first initial and last name, so as shown below, Cathy Kurtz will be ‘CKurtz’, though the login is

not case-sensitive).

Edit Agent Details

Agent ID

First Name

Last Name

Email

Hotdesk Login ID
Sipprint Login
New Password
Confirm Password
Endpoint ID

Alias1
Alias2
Alias3

Alias4

Back To Agents List

After creating the SIP Login and password, click on ‘Update’ to
finalize the change.

|Calhy

Also note that if a user needs his/her username or password

| Kurtz

reset at any point, that you will utilize this page as well. Simply

go to the agent that needs the required change, enter the new
username and password, and then click on ‘Update’. The user

will be able to change their password once they login (this is a

[crurtz

default setting that all users can do regardless of their

| permission settings).

| In this example, after clicking ‘Update’, Cathy will have the SIP

Login username of ‘CKurtz’, and a password that she can change

[5106

once she logs in.

To cancel any changes made, simply click “Back To Agents List”.

Finally, note that creating a user account is the same for low-

level users, as well as supervisors; at this step, there is no

I

difference. You can repeat this process for all the users you
want to be able to log into the unit.

Figure 2.2.1.3

There may be circumstances, however, where you want to grant someone permission to log into the Call
Recorder who is not recorded (for example, a non-recorded supervisor, a human resources worker,
etc.). In order to do this, we need to add the user into the Agents list, and give them a SIP Login and
password. We can do both of these things in one easy step: By utilizing the tab titled ‘Edit License’, we
can create nothing more than a user who can simply log in and perform whatever permissions you set

later on.

In the fields shown on this page, you will be utilizing only a handful: First and Last name, Sipprint Login,
and Sipprint Password (as well as the password confirmation). You do not need to fill out any other
fields, and you do not need to change any of the drop down menus (like Agent Status or Endpoint ID).
Do not change the ‘Agent ID’ at the very top of this screen either; the number simply represents what
number agent is being added into the system, and does not need to be modified in any way.

When you are finished adding the name, login, and password, click on the Add button on the left-hand
side of the screen, as depicted on the next page. Note that you can have a near-unlimited amount of
agents added in this manner; it has no effect on the licenses you purchased.



DL RN W AR - Edit User  Edit Endpoint

User Licenses: 100 - Available: 86

Add ACD User Add Endpoint
Endpoint ID* |16
Agent ID* |16 Owner ID [Cwner ID v
First Name* | IP Address |
Last Name | Extension |
Email | DNR  Disabled v
Hotdesk Login ID | Alias |
Sipprint Login Alias2 |
Sipprint Password Alias3 I
Confirm Password | | Alias4 |
Agent Status |[Enable v “
Endpoint ID |Endpoint ID v|
Alias 1 [
Alias 2 |
Alias 3 |
Alias 4 [

Figure 2.2.1.4

Section 2: Creating/Editing a Group of Users

Now that we have an agent setup with a SIP Login, we need to create a group for her to
belong to and supervise. If you are setting up agents to be able to log into the unit, it is
highly recommended to create groups in order to easily administer the rights that the
agents have. Manage Agents

Configure

Manage Admin Access

Going back to the Configure tab on the top right-hand side of the screen, navigate to ‘Manage Configuration
Groups and Roles’. Network Configuration
Enterprise
Filter List
Filter Map

# Manage Groups and Roles

Figure 2.2.2.1




The next page that loads will show the default group “Admin”, and will allow us to create a new group. In our
example, let’s create a group called “Customer Service”.

Add Groups

Group ID

Group Name

\Customer Service| x |

|Assign Parent Group v|

Parent Group

|Assign Groups

Add

All Groups

Group ID Group Name

Admin

Child Groups

Add user Manage Users

Add Manage

Edit Delete

Refresh List

Figure 2.2.2.2

Once you have confirmed the name of the group, click on ‘Add’ at the top of the ‘Add Groups’ section,

and it will appear as it does below:

All Groups
Group ID Group Name Child Groups Add user Manage Users
1 Admin Customer Service Add Manage Edit Delete
2 Customer Service - Add Manage Edit Delete

Refresh List

Figure 2.2.2.3

/

Now that we have our group, we need to add our low-level users as well as any supervisors to it. Clicking
‘Add’ in that row underneath the ‘Add user’ column will bring up a new screen displaying the names of
all of the agents entered into the system so far:

Add users to Customer Service Group

[ Wendy Becraft
[ Michelle Hall

[] Brenda wells

[J Marsha Moors-Chalres

[ Hollie Charles

[ Trish Jones

[ Kat Pridemore

[ Maintence Garage

[] Charles Doug

[ Tony Kincaid

[1 Beth Turpin

[1 Supervisor_Steph Lowe

Figure 2.2.2.4




Check the boxes next to the individuals you want as a member of that group, and click ‘Add’. Next, you
will need to set the permissions for those users. Clicking on ‘Manage’ next to the previously used ‘Add’
button will allow us to setup the roles each of those users have in that group.

AgentiD  Agent Name A; f;ﬂ:id Roles Permissions
2 Hollie Charles Cé‘g:ﬂ{g:r - _ Edit Remove
4 Michelle Hall Cé‘g:ﬂirggr : _ Edit Remove
5] Trish Jones ng:ﬂgg r - - Edit Remove
7 Cathy Kurtz ~ CoSOmer ; : Edit Remove
9 Margr‘gl':"e';m‘ Cé‘esﬁgi’;‘:r - - Edit Remove
10 Kat Pridemore Cé‘g:gi’;‘:r - - Edit Remove
12 Brenda Wells Cé‘g:gi’;‘gr - - Edit Remove
14 Maintenre (Garansa Customer - - Fdit Reamnwve
Figure 2.2.2.5

We want each of these users to have the ability to log into the Call Recorder and only be able to listen to
their own calls, except for Cathy, who will be a supervisor, and should be able to listen to everyone’s
calls in that group. To do this, click on ‘Edit’ for

that individual, and we get the following screen: AgentID 2

Agent Name Hollie Charles

Note that are a few selections here. We already Assign Groups |Customer Serv|v|

have selected the Group for the agent, but what

we want is to make this agent a user with no right Roles |Select Roles v

except to listen to their own calls. You can do this CJUser Only Read all
using the drop-down menu next to ‘Roles’, which

will select a pre-determined amount of rights for L] Edit all [ICopy calls
the agent, or you can manually adjust the rights Permissions | (JRead groups ClAdd user
yourself regardless of the Role chosen in the drop-

down. [Delete user LIDNR

For now, we will select the role of ‘User’, which [JEdit score for Call ID_[1Delete calls

will check the box for ‘User Only’, which specifies Undate 1 Cancel
that the user will only be able to listen to his/her -
own calls. Now, let’s take a moment and go over | Figure 2.2.2.6

what all of the roles, and what the permissions do.



Roles

Presently there are 4 Roles that can be assigned. Admin, Supervisor, Dept. Head and User.

Each Role can be assigned Permissions. It should be noted that the Admin Role that can be assigned
here is not exactly the same as a User in the Admin Group. A User with the Role of Admin can only
administrate Users within the same group the Admin user is in. A User in the Admin group can
administer all users in the system, in any group.

Admin: can be assigned any Permissions.

Supervisor: can be assigned Read Groups, Copy Calls, Call Scoring and DNR Permissions.
Department Head: is the same as Supervisor but this user can supervise the group they are in and all
groups below this group.

User: is the lowest level and can only be assigned User Only and DNR.

Permissions

The Permissions are Add User, Delete User, Edit All, Read Groups, Read All, User Only, Copy Calls, Call
Scoring and DNR.

Add And Delete means that the user can access the Configure —> Manage Agents feature.

Edit All means the user can edit all of the settings in the Configure menus.

Read Groups means the user can listen to all of the calls within the group that they are in.

Read All means the user can listen to all calls in any group.

User Only means this user can only listen to their own calls.

Copy Calls means the user can export a wav file to their computer.

Call Scoring means that this user can grade the quality of a recorded call (if scoring purchased).

DNR is simply a flag that tell the system to not record these users’ calls.

Since we want to make all the agents in the group ‘User’s except for Cathy who will be a Supervisor
(specifically, with the rights to see all the calls in her group and to copy them), let’s make those changes.
This is how the ‘Manage’ page will look after doing so:

AgentlD  Agent Name Aéf;ﬂ';? Roles Permissions
2 Hollie Charles  Caorome! User User Only Edit Remove
4 Michelle Hall Csug:gi’::fr User User Only Edit Remove
5 Trisn Jones  Caorome! User User Only Edit Remove
7 catykutz  CooOME supenvisor Read all,Copy calls Edit Remove
9 Mar{szrazll;gor& Céjg:gggr User User Only Edit Remove
10 KatPridemore  Coorome! User User Only Edit Remove
12 Brenda Wells  Cooore! User User Only Edit Remove
14 Maintence Garana  CUSTOMET llcar Hzer Onlv Fdit Remave

Figure 2.2.2.7




Now, let’s test this out by logging in as one of the agents with ‘User’ rights, and see how their Call
Records page looks:

— Version 2.0.182

olP PRINT ===

@ 2015 SIP PRINT, INC.
Welcome Trish Help

From: Date Time To: Date time Direction 4
Filter | V| Value [ ]
Filter | v Vvalue | ]

® Both O Incoming O Outgoing

| Previous Rows: |Show all |
Filter | v Value | ] ::;e Returned: 75
Total: 407

e

Col Select * { [defask | Refresh

Date & Time
87242 [[1| 9 | Trish Jones 5102 |Outgoing - 92636268 AN o154 |
87245 [[1| 9 | Trish Jones 5102 |Outgoing ; 92636267 20028 0025
87250 || w9 | Trish Jones 5102 |Outgoing . 916064746285 2‘1’11?;4“?‘5’33 01.02
87255 || w9 | Trish Jones 5102 |Outgoing ; 916062588195  Z0i 020 | 01.24
87259 || w9 | Trish Jones 5102 |Outgoing - 92636268 AN | o154
87262 [[1| 9 | Trish Jones 5102 |Outgoing ; 92636267 2028 o0zs
87267 |[]| w9 | Trish Jones 5102  |Outgoing - 96064746285 29199438 | o100
Figure 2.2.2.8

As you can see, the user Trish Jones can only see her own calls. She had 75 out of the 407 calls recorded
that day. Additionally, the only option she has in the upper right-hand side of the screen is “Manage
Admin Access”, but don’t let that misguide you; the only thing she will be able to do on that screen is
change her own password.

-— Version 2.0.182

olP PRINT ==

@ 2015 SIP PRINT, INC.

Manage Access

Your ID Username Current Password New Password Confirm Password

5 TJones | | | | m

- Figure 2.2.2.9



Now, let’s log in as the username we assigned to Cathy, and see how her Supervisor role looks:
Welcome Cathy

Help

From: Date Time | 2015-04-14 un;un;{] To: Date time | I015-04-15 23;59;5] Direction .
Filter | Value |

|_ ] l ] ® Both O Incoming C Outgoing
Filter |. V| Vvalue l | Previous Rows: [Show all &
Filter | || Vvalue | | Home Returned: 57

Next
Total: 83
Copy ‘ Col Select | @ [default v w Clear Display
S I’

Figure 2.2.2.10

As you can see, Cathy can see the users listed in her group, as well as her own calls. Additionally, due to
her given permissions, she will also only be able to change her password using the ‘Manage Admin

Access’ dropdown under the ‘Configure’ menu on the top right-hand side of the screen.

If at any point you want to edit permissions, or remove an agent from a group, you can simply return to
the ‘Manage Groups and Roles’ page under ‘Configure’, go to the ‘Manage’ page that listed all of the
users in the group, and make any changes there, including removing the agent from that group. This can
come in handy if a user changes departments, or gets promoted to a supervisor and needs additional

Date & Time
: 2015-04-15
71670 (1| w9 | cathy Kuriz 5106 [Incoming| WELLS FARGODEA | 99099456170 |  “01°0% 00.28
71678 |[1| ™9 |Holle Charles| 5109  |Incoming Trish Jones ; A0%a’ | o204
71666 |[1| ®) | Trish Jones 5102 |Incoming SCHOOLS 99375442336 | 29129%10 | 00.05
: . 2015-04-15
71662 |[1| ) | Trish Jones 5102 |Outgoing SCHOOLS 99375442336 | 201200 03.12
71620 |[1| i | Cathy Kurtz 5106  |Incoming|  Romano Tiffany 93681099 2[1”1'?:;%;5 00.20
: . 2015-04-15
71615 |[1| W) | BrendaWells| 5105  |Incoming|  Romano Tiffany 93681099 it 0419
: 2015-04-15
71677 |[1| W) | Cathy Kuriz 5106  [Incoming| RENAISSANCEREC | 96157622302 | 2015041 02.03
. . 2015-04-15
71663 (1| ™ | Cathy Kurtz 5106 Incoming Private 8594556257 11-99-45 0016
71651 |[1| w9 | Cathy Kurtz 5106 |Incoming Private 8594558257 | 01 poen’ | 0027
71648 |[]| wi | Cathy Kurtz 5106 [Incoming| PETERBOROUGH ON | 97058765330 |  215v£4° | 01.04
71642 (1| ) | Cathy Kuriz 5106  |Incoming Peel James 98326723096 | 29150410 | 0418




permissions. Again, you can customize the permissions for each user using the check boxes regardless of
the drop-down role.

Section 3: Creating Admin Accounts and Viewing Login Activity Logs

Depending on the size of your company, you may want to assign another user to have an Admin
account, but with the restriction of not being able to create more admin accounts or make changes to
the ‘suadmin’ account. This can be done by being logged in as ‘suadmin’, navigating to ‘Configure’, then
to ‘Manage Admin Access’. Here you can create a new admin account, create an APl account, or make
changes to current admin accounts, including changing their username, password, or deleting them.

You can also view all of the logins any admins, user, supervisors, or anyone else to the unit by clicking
“Export Login Activity”. A few moments after clicking this, you will have a PDF available that displays the
login time, date, the IP address of the computer that logged accessed the call recorder, as well as the
username that logged in. Due to limitations however, the unit does not store failed login attempts.

Chapter 3: Call Scoring

If purchased as an additional License Key, you will have the ability to ‘score’ calls, allowing you to track
the calls agents have made, as well as annotate how they handled the call with a Scoring function and
personal notations, and later on download the complete scoring records as a PDF file or email them to
the agent in preparation for a meeting. This additional license key should have been added during the
initial installation of the Call Recorder, but if it was purchased as an add-on after installation, you can
add it at any time in the ‘Configuration’ option located under the ‘Configure’ menu, then logging out of
the Call Recorder than logging back in. More details on this will be shown in detail in Technical Manual.

Figure 2.3.1.1
Section 1: How to Configure Call Scoring Configure

Manage Admin Access
Before scoring calls, you must create the categories that
contain the type of questions that the agent will be scored . . - .
on, then you need to create the actual questions that will m allgad  Configuration
be required. You can do this by going to ‘Configure’, then Network Configuration
‘Manage scoring category’. The next screen will allow you ® Both O Inccll=lt it
to perform both of these tasks. — -

Manage Agents

First, you will create the Category Name. You can create W Filter Map
the categories based upon each department, or the type
of question. For our example, we will create the
categories based upon the departments our agents are in, Manage scoring category
called ‘Sales’, ‘Customer Service’, and ‘Tech Support’. However, if you are planning ahead, you may

notice that many of the questions you will ask the 3 groups will be the same, so it is recommended you

create one group first entitled ‘Questions Template’. This will contain every question that will be asked

Manage Groups and Roles



between all the groups, so you can easily import the questions into each group without re-typing them
each time (very helpful if you have multiple groups).

So, let’s create the Category Name of ‘Questions Template’ by typing it in the appropriate text field,
then clicking ‘Add’. It will appear underneath as the newly created group.

All Categories
Category ID Category Name Add Question Copy Question From
1 Questions Template Add [No Category V| Edit Delete
Figure 2.3.1.2

Now, let’s add in all the questions that will be asked across all 3 groups. Click on ‘Add’ next to the
category name, then click on ‘Add/Edit’ on the next screen.

Manage Category 1

No questions available in this category

tom " Question ______________|Weight]

-
Figure 2.3.1.3

On the next screen, click on the plus icon to open the text field, where you can enter the question,
then select the weight using the dropdown box, with 1 being the least weight the question will hold
when totaling their score, and 10 being the most. When complete, click on ‘Update’ to add the question.
You can add all the questions in at this point, then click on ‘Update’ to finalize your additions. This is
what it will look once you enter in some questions:

m“m-

Was the Agent courteous upon answering call? Delete
-_
Did the agent offer any discount? Delete
--
Did the agent ask the customer to take our survey at the end of the call? Delete

m When closing the ticket did the rep ask if everything was working? _

7 When following up with the client did the rep inform them that it we did not hear from them within 8 Delete
48 hours we would close the ticket and provide the number?

8 |Did the customer seem happy 8 [Delete]

Figure 2.3.1.4

As you notice, you can also delete questions as well from this screen. If you want to edit any of the
guestions, you can edit them in this same screen. When you’re complete with the editing, click on



‘Update’ to complete the process, then click on the ‘X’ on the window to close it and return to the
previous screen.

Now that you have your Questions Template, go ahead and create more groups as you did previously.
We added the previously mentioned groups, and are ready to import questions from the Questions
Template group. The following picture shows the groups we added.

Category ID Category Name Add Question Copy Question From

Questions Template Add |Nn Category Edit Delete

Edit

Sales Add |No Category

Delete

Edit

Customer Service Add [No Category Delete
Tech Support Add |ND Category Edit Delete
Figure 2.3.1.5

Now, let’s import some questions. We'll start with Sales. In the drop-down box where it says ‘No
Category’, select ‘Questions Template’, and select the check boxes on the left-hand side, the click ‘Copy’.
You will be returned to the prior screen, and can do the same for the rest of the groups, selecting each
guestion from the Questions Template that you want to add. Remember, at any time, you can add new
guestions back to the Questions Template group, or other groups directly, by clicking ‘Add’ next to the
appropriate name.

You will also notice the ‘Edit’, and ‘Delete’ functions as well. ‘Edit” will allow you to change the name of
the group, while ‘Delete’ will delete the group entirely. Deleting a group that you imported questions
from will have no impact on groups that have those questions already copied.

Finally, you will also want to configure the Call Recorder to be able to email out the reports later on.
Before you can have the records sent out via email by the Call Recorder, you will need to have available
some information about your email server/provider, and it would also be a good idea to create a new
email account specifically for the SIP Print device (for information on how to do this or other email
account information, please refer to your local IT department or email provider). In the ‘Configure’
menu screen, navigate to ‘Configuration’, and at the very bottom of the page, you can enter in your
email server and account information by checking the box that says “Enable SMTP”, clicking “Update” to
complete the process.

SMTP Configuration

[1Enable SMTP

SMTP Host SMTP Port SMTP Security Type  Email Password
® SSL

| || | o> | |

Figure 2.3.1.6




Section 2: How to Score an Agent

Now that you have your categories and questions, you can begin scoring calls from the agents. As
previously mentioned in Part Il Chapter 1, the Call IDs on the left-hand side of the main Call Records
screen will be in bold, and the numbers can be clicked on to bring up the Agent Scoring screen, shown

below.
Agent Scoring
Agent Name: Hollie Charles Category to score call [NoCategory |4
Department: Customer Service
Call Id: 109832
Date/Time: 2015-05-07 18:09:10
Duration: 18 sec Figure 2.3.2.1

You can see the name of the Agent, their Department as setup previously in Part | Chapter 2, the Call ID,
Date/Time, and the Duration of the call. Use the drop-down box that says ‘No Category’ to select the
group of questions you want to score the user in. To score the user, select a number from the dropdown
box on the right-hand side in the window that appeared below. Note that you can judge how a person
did as a “10’, even though the question is overall weighed as a ‘1’. The ‘Talk score average’ will
automatically update at the bottom as you validate how they did. Finally, you can add in personal notes
as well in the ‘Add Comment’ in that section as well. The following picture shows a completed Call

Scoring window with comments:

Agent Scoring m
Agent Name: Hollie Charles Category to score call [Customer Service V|
Department: Customer Service
Call Id: 109832
Date/Time: 2015-05-07 18:09:10
Duration: 18 sec

Item Question Weight Score
1 Was the Agent courteous upon answering call? 9
2 Was the customers questions answered correctly? 8 10 W
3 Did the agent offer any discount? 2
4 Did the agent explain our return policy properly 5
5 Did the agent ask the customer to take our survey at the end of the call? 5
6 When closing the ticket did the rep ask if everything was working? 9
7 When following up with the client did the rep infqrm them that i_f we did not hear from them 8 0 v

within 48 hours we would close the ticket and provide the number?
Add Comment:
Zgent did very well, but did not regquest the customer take our survey.|
Figure 2.3.2.2 Talk score average m

fal=ra




Click on ‘Update’ to finalize the scoring process or ‘Cancel’ to discard any updates, then ‘Exit’ on the next
screen to return to the Call Records screen. You can edit any previously scored calls this same way by
clicking on the Call ID and going through the previously mentioned steps.

Section 3: Accessing/Downloading/Emailing Scored Calls

Over time, you will have many agents scored on quite a few calls, and you will need to easily access
those records by either downloading a PDF document containing all of them, or emailing them out. By
navigating to ‘Configure’, then ‘Manage Agents’ on the top right-hand side of the screen, you will
navigate to the ‘Edit User’ tab. Here, you will see in the column labeled ‘Call Scoring’ the number of calls
that have been scored for that agent (refer to figure 2.2.1.2 for an example). Click on any number in that
column that is bold to open the Agent Scoring Summary page (agents with a ‘0’ have not had any calls
scored). The next window, shown in the next figure, looks similar to the one you previously used to
score the agents, but with a few changes. The Call ID section is now a dropdown menu where you can
select any of the previously scored calls (the Date/Time and Duration will update as you change
selections), and you can edit those scores by selecting the appropriate group from the dropdown box on
the right labeled “Category to score call”.

Additionally, by using the 3 selections on the bottom right, you can delete the call scoring records one at
a time (depending on which one is currently selected) that the agent has accumulated, download them
into a PDF file, or you can send them as an email sent from the Call Recording unit as well.

Agent Scoring | Exit
Agent Name: Hollie Charles Category to score call | No Category v
Department: Customer Service
Call Id: 109832
Date/Time: 2015-05-07 18:09:10

Figure 2.3.3.1




Chapter 4: Adding/Editing Recorded Phones and Agents

Throughout the life of the Call Recorder, there may be a time when you need to add new phones and
agents to be recorded, change the IP address of currently recorded phones, and want to record a
remote user or make additional changes. This chapter will cover what needs to be done.

Section 1: How to Add a New Phone and Agent to Record (without
HotDesking)

In the common case of hiring a new individual who has their own new phone, you will need to take just
a few steps to record their phone as everyone else, and you will need to know a couple things
beforehand:

1. Whatis the phone’s IP address?
2. Isthe user going to be HotDesking?

a. HotDesking is a situation where you have a set number of phones that do not move, yet
you have multiple agents use them on multiple shifts. The users will often log into the
phones as part of this process. For entering HotDesking individuals, read on as you will
need to know the following info, but do not enter anything until you read Section 2; for
additional HotDesk capabilities, questions or if your phone system supports this, please
contact your phone system vendor.

3. Isthe user a Remote User?

a. Remote Users are often tele-workers who work out of their home, and you need their

calls recorded. This can be done, and will be covered in Section 5 of this chapter.

Additional Note: If you are adding a new user to replace someone who has left the company, you will
want to read on, as the process changes slightly, and is explained in detail at the end of Section 2
since adding this type of agent is similar to adding a HotDesking agent

Now that you have your information, you should be logged in under the ‘suadmin’ account or another
admin account that was previously created. Navigate to ‘Configure’, then ‘Manage Agents’. This first
screen shown will be used to enter the agent name, extension, the phone’s IP address, any SIP login for
user access to the Call Recorder, and other additional information. The next picture shows with red
arrows the minimum required fields in order for the user to be recorded, though if you can enter more,
it is advisable.



CULARG W Edit License  Edit User  Edit Endpoint

User Licenses: 100 - Available: 86

Add License
Agent [D* 16 Endpoint ID* 16
First Name* | # IP Address |
Last Name | Extension |
Email | DNR [Disabled v
Hotdesk Login ID | IR |
Sipprint Login | Alias2 |
Sipprint Password | | Alias3 |
Confirm Password | | Allasd |
Agent Status [Enable v
Alias 1 |
Alias 2 [
Alias 3 [
Alias 4 |

Figure 2.4.1.1

Let’s go over what all the fields do, starting in the left-hand column (1-9 in the following list), then the
right-hand column (10-14):

1.

Agent ID: This number is automatically assigned to the agent, representing how many have been
entered so far. It should not be changed under any circumstances. In the above example, we can
see from that number that there have been 15 agents entered so far, since we are on the 16™.
First Name: The first name of the agent should be entered here, though many companies
substitute the location of the phone where the First Name is (example, ‘Reception’)

Last Name: The last name of the agent; though as before, companies can substitute this for
additional phone location information (for example, with a phone with the first name of
‘Reception’, you can make the last name ‘First Floor’. Note that a last name is not required.)
Email: Enter in the email address of the agent, which will be utilized by the system in future
updates for features currently in our beta labs.

HotDesk Login ID: If the agent is a HotDesk agent, stop and refer to Section 2 for information on
how to enter them into the system. Otherwise, leave this field blank.

Sipprint Login: Here you can enter a unique login name for them to be able to login

Sipprint Password: Here you will fill out their initial password, but only if you chose a Login



8. Agent Status: This menu contains ‘Enable’ or ‘Disable’. When you are entering a new agent, you
will leave this as ‘Enable’, as it means that this is a current employee. This field will be changed
later on to ‘Disable’ if the agent leaves the company.

9. Alias 1-4: The fields Alias 1 through Alias 4 are reserved for custom alternative information that
can be displayed for this agent for received calls. If a person is named “Jane Doe”, an Alias can
be entered and displayed “JDoe” instead of the full length name.

10. Endpoint ID: Like the Agent ID, this number is automatically assigned to the endpoint,
representing how many have been entered so far. It should not be changed under any
circumstances. In the above example, we can see from that number that there have been 15
endpoints entered so far, since we are on the 16™.

11. IP Address: The IP address of the phone to be recorded (do not enter any ports in this field)

12. Extension: The phone’s extension will be entered into this field

13. DNR: This stands for ‘Do Not Record’. Generally, you will leave this as ‘Disabled’. Changing it to
‘Enabled’ means that the endpoint will not be recorded, meaning it is meaningless to even enter
at all since the phone will regardless use up one of your licenses you purchased. It is there
simply as a tool for SIP Print technicians.

14. Alias 1-4: Like before, the fields Alias 1 through Alias 4 are reserved for custom alternative
information that can be displayed for this agent for received calls. If a person is named “Jane
Doe”, an Alias can be entered and displayed “JDoe” instead of the full length name.

Once you have submitted all of the information you have, click on ‘Add License’ at the bottom of the
section. The page will take a moment to reload as it enters the information into the appropriate
databases, and will display at the top of the page “New Agent has been added” once the process is
complete.

As you may note on the bottom of the page, there are two additional sections called “Agents Upload”
and “Endpoint Upload”. This section is generally only utilized by SIP Print technicians for testing reasons.

Section 2: How to Add a New Phone/Agent to Record (with HotDesking)

If you are adding a HotDesking agent to the Call Recorder, you will utilize the tab titled “Edit License”,
next to the tab titled “Add License”. The purpose of this is because the first tab is used to setup a new
agent to the system and assign them to their phone, that they alone use at their desk. That is why on
that page there is only one ‘Add’ button near the bottom; it takes all the entered information and ties it
together in the Call Recorder database.

For a HotDesking user, they may not be at the same phone every day, or the phone may be used by
different people logging into it on different shifts. For this purpose, we must add the agents and the
phones separately.



Add License Edit W -8 Edit User  Edit Endpoint

User Licenses: 100 - Available: 85

Add ACD User Add Endpoint
Endpoint ID* [17

AT 7 Owner ID [Owner ID v
First Name | IP Address |
Last Name [ S, |
Email | DNR [Disabled v
Hotdesk Login ID | Alias1 [
Sipprint Login [ Alias2 |
Sipprint Password | | Alias3 |

| |

Confirm Password | Alias4

Agent Status [Enable v] “

Endpoint ID [Endpoint ID V]

Alias 1 [

Alias 2

I
Alias 3 [
Alias 4 [

Figure 2.4.2.1

Notice that the only real noticeable different is that each column has its own ‘Add’ button, and there is a
new field on each column as well. This is due to the fact that we need to add information regarding the
agents and the phones separately, since they are not connected in a HotDesking environment. First we
will add the agent information, with a minimum of First Name, Last Name, and HotDesk Login ID. The
field titled “Endpoint ID” has a list of all of the endpoints currently entered; for entering a HotDesking
agent, you will leave this blank. Once the information has been entered, click on ‘Add’. Once the page
refreshes, you will see “New user is added” at the top of the page. You can have a near-unlimited
number of agents entered into the Call Recorder; this column has no effect on the Licenses you have
available.

For entering phones that HotDesking agents will be utilizing, you will be filling out the column on the
right-hand side of the screen. The only field you need to complete is the IP Address; the field titled
“Owner ID” should be left alone, as you do not want to tell the Call Recorder that the phone you are
entering belongs to only one certain individual. Once you enter in the IP address of the phone, click on

‘Add’. After the page refreshes, you will notice that, just like adding a new Agent, the number of the
system pre-generated Endpoint ID raises by 1, and there is 1 less license available.



Adding a new user, but assigning them to a phone that is currently listed in the Call Recorder: In this
case, you will be utilizing the left-hand column to fill out all of the information (with the exception of
HotDesk Login ID), and you will be using the dropdown field “Endpoint ID”. The reason why is because
since the phone is already registered as an endpoint, we are simply telling the system that a new user is
being assigned to that phone. To double check which endpoint number is unassigned and therefore
available in this scenario, go to the tab ‘Edit Endpoint’, and see which endpoint has “Not Assigned” in
red under the column “Owner ID”. In this case, we can see that Endpoint 8 is not assigned, so in the
drop-down for Endpoint ID under the ‘Edit License’ tab, you will select 8, then after ensuring the rest of
the fields are correct, click on ‘Add’ on the left-hand side of the screen.

Add License Edit License  Edit User BE04=T L0

User Licenses: 100 - Available: 84

Endpoint List

E“"I"D"im O':SE' A m:l:ess Extension DNR

2 2 172.16.1.34 Disabled 5109 . K
3 3 17216123 Disabled 5103 @K
4 4 172.16.1.21 Disabled 5101 @K
5 5 172.16.1.22 Disabled 5102 £ad
6 6 172.16.1.30 Disabled 5100 K
7 7 172.16.1.29 Disabled 5106 # K

Asg;;e g 17216124 Disabled 5104 X

Figure 2.4.2.2

Section 3: Editing/Removing an Agent

There may be a time where you have to edit an agent; this may be done because they need their SIP
Print login password reset, they leave the company, their HotDesk Login changes, or you want to add
their email address for when additional new functions are added to the Call Recorder. To do any of
these, you will want to utilize the 3™ tab under ‘Configure’ and ‘Manage Agents’, called ‘Edit User’.

This screen initially shows all of the active agents, depicted by ‘Enabled Agents’ being selected. To view
disabled agents or all of them in one list, select the appropriate choice then click ‘show’.




Add License  Edit License m Edit Endpoint

User Licenses: 100 - Available: 84

Agents List
® Enabled Agents O Disabled Agents O All
Agents
Sort By |Last Name V| m
Last " fistName AOSNt Endpoint Login — Agent IP Address  Extension Alias1 Alias3  Aliasa  _Coll
1] 1D 1D Status Scoring
Doug  Charles 3 3 Enabled ' ?2;33-1 : 5103 0 Disable ¢ X
Garage MAMENT g4 14 Enabled 1150 5112 0 Disable ¥ X
Hal  Michelle 4 4 Enabled %)% 5101 0 Disable ¥ X
Jones  Trish 5 5 Enabled 11550 5102 0 Disable £ X
Kincaid  Tony B B Enabled 550" 5100 0 Disable ¥ X
Kuz  Cathy 7 7 Enabled 175001 5106 2 Disable ¥ X
Lowe S{'i%‘:g:f}“ 15 0 Enabled 0 Disable ¢ X
locrs Marsha 9 9 Enabled 17518 5108 0 Disable ¥ X
Prdemor  Kat 10 10 Enabled 175101 5107 0 Disable ¥ X
Figure 2.4.3.1

To edit a user’s information, click on the “edit” icon as indicated by the red arrow. As you can see, there
is also ‘Disable’ to the left of that icon; that can be clicked on, but you will only use that if you want to
“retire” the user (in the specific case that they are no longer with the company, or you are removing
them from being recorded as well as being able to log into the Call Recorder). When a person leaves the
company that has calls recorded in the system, it is best not to delete the agent (done by clicking the
red ‘X’ to the right of the edit icon), as this affects the database as a whole, including the data in the
calls they took, their login history, and other important metadata. It is recommended you disable the
agent instead.



Edit Agent Details

Agent ID T
First Name |Cathy
Last Name |Kurtz
Email |

Hotdesk Login ID |

Sipprint Login |CKurtz

New Password | |

Confirm Password | |

Endpoint ID \7 v |
Alias1 5106

Alias2 |

Alias3 |

Alias4 |

Back To Agents List
Figure 2.4.3.2

Here you can see the information that we can edit about the Agent. Note what you can change on this
screen; although the previous screen shows information like IP Address and Extension, because those
are tied to the endpoint, they can only be changed in the ‘Edit Endpoint’ section which will be covered
later. For now, you can make changes the user’s Sipprint login ID, their password and other information.
It is not recommended to change the name of the user however; any changes made will not be applied
to previous records, and will only affect any recorded calls from then on. You can change the Sipprint
Login, password, HotDesk Login ID, and update any other information as necessary, including changing
the Endpoint they are associated with by using the Endpoint ID dropdown if they happened to be re-
assigned to a phone that is already entered into the system (provided that phone us unassigned; see the
previous section for more detail).




Section 4: Editing an Endpoint

At some point, you may need to edit an endpoint, for example if the phone changes IP address due to
being on DHCP and the phone was rebooted, or the extension of the phone has been changed, or you
want to re-assign the phone to a user that is currently entered into the system. In order to do this, you
will utilize the last tab “Edit Endpoint”.

Add License Edit License  Edit User =600l

User Licenses: 100 - Available: 84

Endpoint List

E“"I"D"i“t OT[','E’ A chIFr.ess Extension DNR Alias1 Alias2 Alias3 Alias4 A
2 2 172.16.1.34 Disabled 5109 @K
3 3 172.16.123 Disabled 5103 @K
4 4 172.16.1.21 Disabled 5101 K
5 5 172.16.1.22 Disabled 5102 £d S
5 6 172.16.1.30 Disabled 5100 @K
7 7 172.16.1.29 Disabled 5106 @K

As::;:ne g 17216124 Disabled 5104 X
Figure 2.4.4.1 o

Here you see the Owner ID of the phone, the IP address, Extension, the DNR status, as well as any other
information. DNR column being “disabled” means that the phone has the “Do Not Record” function
disabled; do not mistake this as meaning the phone itself is disabled from being recorded. Edit the
endpoint by clicking on the edit icon.

P

Address Extension DNR Alias1 Aliaz2 Alias3
F|Hd|ie Charles (2) v] 172716134 Disabled V] [5109 | m ‘
Figure 2.4.4.2

In this screen, you can change the Owner ID by using the first drop-down column, update the IP address
of the phone, and alter any other information you have entered. Again, you will want to leave DNR as
“Disabled”, as this function is for SIP Print technicians to use for troubleshooting purposes.

Section 5: Recording a Remote User

There may be circumstances where you will be recording remote users; often, these are teleworkers
who work at home or at a remote office. These users can be recorded, though there are additional
changes that must be made to the phone system (your reseller/provider will need to be contacted), the
way the traffic is mirrored/network topology may need to be changed, and you may need to work with



the remote Internet Service Provider for home workers in order to record their conversations. What
follows are some questions that need to be answered:

1. What type of remote phones are you recording?
a. lIsitasingle home-user that you are recording, or is it a remote office with many users?
2. If the remote phone is at a home-office utilized by only one worker, or there is only one user at
a remote office and there is no phone system at that location:
a. How are you going to get the voice traffic to the Call Recorder, since it will terminate at
the phone system before reaching the LAN port?
b. Will their ISP change their IP address when their modem reboots, or does their ISP allow
them to have their public IP address set to static?

i. Since the properly mirrored traffic that the call recorder sees from home
workers will be their public IP address; all of the SIP and RTP data will be
between their public IP and the phone system. So, if their public IP changes, it
will need to be updated in the Call Recorder. Some ISPs offer customers the
ability to have permanent static IP addresses; you will need to contact them for
more information on this.

3. If the remote phones are at a remote office and there are many users:
a. Does the remote office have their own phone system?

i. If so, a separate Call Recorder will have to be purchased for each site, since each
one has its own phone system.

b. If the remote site does not have its own phone system:

i. How are you going to get the traffic to the Call Recorder, so that the recorder
can see the individual IP addresses of each of the phones? The traffic will need
to be sent to the Call Recorder in such a way that the recorder can tell different
individuals apart from the phone’s IP addresses; if you simply mirror the public
IP address of the remote site to the recorder, that means every single phone will
have the same IP address as seen in the traffic, and the call recorder will not be
able to tell what agent is talking in the recordings. A VPN between the two sites,
along with properly mirrored traffic, would allow for the Call Recorder to
receive the internal IP address of the remote phones, allowing for recording.

Either way you cut it, it would be wise to plan ahead for this scenario by knowing what your goals are
before the call recorder is installed; make your local IT/Network administrator aware of this
requirement, as well as the installer and a SIP Print technician as soon as you can, since it is often easier
to make changes before the phone system and call recorder is installed rather than after.

Once you have all of the questions answered, and a SIP Print technician has confirmed that the Call
Recorder is receiving good traffic from the remote site, you can make the necessary adjustments to the
Call Recorder to record the phone(s).

First, you will need to go to ‘Configure’, then ‘Network Configuration’. You will be utilizing the section
called ‘Lan Mask’, and you will be adding the subnet of the phone you wish to record. As an example, we
will add the subnet for a remote phone for a home user, so we will be entering the public IP’s LAN Mask
into this section as follows: If our home user has a confirmed public IP address of 198.71.51.22, we will
need to enter in the first field, enter “198”, the second field “71”, the third field “51” and the last field
enter “???”, without the quotation marks, clicking on the ‘Add’ button to apply the change. This will tell
the system that the phones it should look for in the packets being recorded are on the 198.71.51.22.xxx
network, helping the drivers navigate through the information easier.



After adding the LAN Mask, you will need to add the user/phone into the Call Recorder as previously
covered in Section | of this chapter, again using their public IP address as the IP address of the phone.
Once added, make some test calls from an outside line (cell phone) to test for recordings. If it is not,
please contact a SIP Print technician, as there may be problems with the settings entered.

PART Ill: CONFIGURING AUTOMATIC BACKUPS

For corporate or regulatory reasons, you may want to create automatic backups of your calls and the call
records database. These records can be stored on a variety of places, and can be pulled from not only the
call recorder that the backups were created on, but other Call Recorders if you choose to upgrade your
appliance. Note that the unit will not remove the calls or records from the Call Recorder; it will only
create an archive at a designated location. Deletion of calls can only be performed by accounts with the
proper permissions (like the default administrative account) through the interface, as mentioned earlier
in Part Il, Chapter 1, Section 3.

Chapter 1: Configuring the Backups

Section 1: Types of Backup Solutions Figure 3.1.1.1
First, let’s go over the different places you can store your system backups.
To do this, go to ‘Utilities’ then ‘Manage Backup’. The next screen will give

you 3 tabs that you can choose from: Enable Backup (which will configure the unit to start making
backups of the calls and database hourly from that moment on), Snapshot (which will have the unit
make a complete backup of the calls and database between two time periods), and Restore Backup
(used to restore any deleted calls that were previously backed up, as well as import a backup from one
unit to another, helpful when upgrading units). Note that if your unit has been in service for some time,
you will need to do a Snapshot backup as well as schedule the hourly backup in order to ensure all your
data is compliant.

Utilities Configure

Manage Backup

Before configuring the unit to perform either the Snapshot or hourly backups, you must configure a new
backup profile. This will be used to tell the unit where you want your backups to reside. You have
several different options:

Local Machine: This will create the backups on the computer that you are currently using to access the
Call Recorder. This is good for testing purposes, but not as a long-term backup solution since your
computer might not always be on, or may not be equipped with enough storage space to contain all of
the backups.



Via LAN: This is the optimal choice for most businesses. It will allow you to have your backups stored on
your own corporate network on a server or network storage device. For this solution, you will need to
provide the UNC path of your network storage, as well as the username and password required for the
Call Recorder to write to that folder.

Amazon S3, Dropbox and Remote FTP Server: These options allow you to upload your backups to your
corporate cloud storage accounts. While these are good for Snapshot backups, they are not
recommended for hourly backups since it will utilize some of your WAN bandwidth each hour, and
additional WAN bandwidth if you want to retrieve them at any date. Instead, they should be utilized for
storing Snapshot backups offsite as a secondary fallback in case there is ever an issue with your local
server or network storage solution.

Section 2: Configuring the Backup Profile

Now that you understand where the unit can create the backups, let’s create a Snapshot backup and
configure the hourly backups. For this example, we are going to assume that our call recorder has been
in service for one month, and we want to back everything up to our network storage device. First, we
will need to configure the Backup Profile.

Manage Backup

Enable Backup BE:LETSL G Restore Backup

Snapshot
Backup archive name 150526091620 |
Backup Type Backup Wav Files

Backup Description

Data processing engine: | On Local Machine v

|

From Date/Time: | |

To Date/Time: | |

Backup Format | zIP \

Create Backup

Figure 3.1.2.1




On the previous image, you see the Data Processing Engine. This is where you will select what your
profile is being configured for (any of the various storage locations previously discussed). We are going
to select “Upload via LAN”, and input the proper UNC path to the storage device, as well as the
username and password that the Call Recorder will need in order to write to that location (if no
username or password is required, it is recommended you enter something there; in our example, we
enter “none” for both). For the UNC path and username/password, you may need to contact your local
IT administration for that information.

For the UNC path, this will be the name of the device as it sits on your network, not an IP address. This
will often match the path that you will see in a Windows Explorer window, as shown below:

# Metwork » 1X2-DL » Backups » backup Figure 3.1.2.2

The UNC name for this device would be IX2-DL, with the root folder of Backup, and the folder that was
created to store the backups is called “backup”. You can use whatever naming scheme you’d like. Below
is what the information would look like once entered; the UNC path with a username/password of
none/none (since our storage device has no password protection).

Data processing engine: | Upload via LAN v

* New Profile Existing Profile

Upload via LAN

UNC path: | \ix2-di\backups'backup |

Username: |none |

Save Profile Check Connection

Passowrd:

Figure 3.1.2.3

Once the information is entered, click on “Check Connection” to ensure it is valid. It should say
Connected Successfully, but if there is an error message, one of the entries is incorrect and will need to
be corrected. Save the profile and name it once it is complete. You can complete configuring profiles
just as easily for an Amazon S3 account, Dropbox, or FTP server; just ensure that you are entering the
correct information. You can edit any information later on by selecting “Existing Profile”, and clicking on
the edit icon, or you may delete it by selecting the red X.



Section 3: Performing a Snapshot Backup

Now that you have your profile created, we need to create the system snapshot. We'll be referencing
figure 3.1.2.1 since most of the information stays the same.

In the top field titled “Backup archive name”, you can choose how you want your backup folders to be
named. If left blank, the system will name them itself (the filename will be labeled “[2-digit
year/month/date/time/second].zip”, meaning a backup completed on May 12t 2015 at 12:52 and 36
seconds will be 150512125236.zip).

The next box below, “Backup Type” has the option to back up the WAV files (the actual calls). Generally,
you will want to select this. Without it selected, the unit will only backup the database (the records
themselves). With the checkbox selected, both the calls and database will be backed up.

Next is the Backup Description. You may leave this blank, or you may enter in notes, such as “Initial
System Backup”, or whatever else you’d like.

Next, select your Data processing engine. For our example, we are using “Upload via LAN”, and we want
to select Existing Profile to choose from the dropdown the profile previously created.

Next, select the From Date/Time that you want to the system to start at, and the To Date/Time where
you want it to end. For our example, since we want to take the Snapshot of everything up until now, we
will select the date our Call Recorder was installed in the From Date/Time, and today’s date in the To
Date/Time.

Finally, you may choose the format that you want your backup to be in, either a .zip, .rar, or .7z. .zip is
the default selection, and will be sufficient for most purposes.

NOTE

Before clicking on ‘Create Backup’, there are a few things to be aware of: The longer the time period
that you have selected to backup, the more data there will be, and so the longer the process will take
and be moved to your network storage. It is recommended you perform Snapshot Backups at the end
of the workday. Additionally, once the process begins, the interface will show a spinning circle until the
process is complete. Depending on the amount of information, this may be minutes, or even hours
depending on how long your unit has been in service and the amount of calls that are store on it. Once it
has begun, do not hit F5 or otherwise refresh the page, or close out the web browser’s tab. Again, it is
recommended to do this at the end of the workday so you can begin the Snapshot process, then lock
your computer by hitting “Windows Key + L” to secure your workstation.

Section 4: Setting Up Hourly Backups

Configuring Hourly Backups is just as simple as creating the Snapshot backup. On the Manage Backup
page (Figure 3.1.2.1), we will be utilizing the ‘Enable Backup’ tab. Just as before, you can setup a unique
name for the archives in the ‘Backup archive prefix’ text field, choose whether or not you want to
include the WAV files (recommended), as well as a description. You will select the previously created
profile next to ‘Data Processing Engine’, then click on ‘Enable Backup’. As simple as that, every hour, the
unit will create an archive of the previous hour’s calls at the designated location. Additionally, you can
only select one destination for the hourly backups; if you go through the process to create another
Hourly Backup, any settings you put in will overwrite the previous settings, which is a way to make any
changes if you’ve made a mistake in a previous entry. Finally, note that the unit will not back up any calls
that you deleted before the hourly backup process actually take place.



Enable Backup

Restore Backup

Section 5: Restoring a Backup

Now that you have your Snapshot and Hourly backups created, there may be a point in the future where
you will need to recover archived recordings that you deleted from the interface. By utilizing the tab
titled ‘Restore Backup’, you have several different options:

Snapshot

Restore Backup

‘ Restore a backup | Choose File | No file chosen

S ELENEE ARG -l Snapshot backup restore

Enable Backup List

‘ From: Date Time |

| To: Date time |

Name Backup Type Description Processing Engine  Profile id Scheduled Start Backup Scheduled Format
testing FULL lan 8 2015-04-01 15:40:36 hourly ZIP
testing FULL lan 13 2015-05-11 151017 haurly ZIP . Restore |

At the top, where it says “Restore Backup”, that will allow you to recover an archive (either a Snapshot
or Hourly) from your local computer or LAN. This is useful if you upgrade Call Recorders and want to

import the calls and database from the old unit. You would utilize this by clicking ‘Choose File’,

navigating to where the archived file is stored, and selecting ‘Go’.

Below that, you will see a list of all of the hourly backups you have created.



