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PART I: LISTENING TO/MANAGING CALL RECORDS

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.

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 your local administrator. 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
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Login for Call Detail

Username
| |

Password

‘Available system
~* Default System
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Once logged in, you will be presented with the following screen, which we will utilize to view the call
records. Note that depending on your specific permissions granted by the local administrator, you may
not have the Delete or Copy functions:

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 1.1.1.2

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 1.1.1.3




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 the Administrator Guide in Part Il Chapter 3. If your unit does not have this
feature or you lack the permissions to access 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. Depending on specific permissions for your login, you may be able to view the calls from
numerous agents, or only your own calls.

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:

122 13 14 15 16 17 18
20 21 22 23 24 25

19

Figure 1.1.2.1

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 1.1.2.2

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 1.1.2.3




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
B (coseec 1 8 e (0 D | D) D
. Y,

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 1.1.2.4




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:

Sorted

. Plﬂ!‘ Agent Num - | IR pata & Time

2015-04-08

45052 | (1| ) | Cathy Kurtz 5106  |Outgoing _ 016064328606 g0 roge. | 1546 |
46949 || W) | Cathy Kurtz 5106 |Incoming| WELLSFARGO | 06140858724 | 20050409 | 4154

: 20150409
46599 ||| ) | Cathy Kurtz 5106 |lncoming| WELLSFARGO | 96140858724 | 20190409 | 4454

. 2015.04.09
46317 || ) | Cathy Kurtz 5106 |lncoming  WELLSFARGO | 9614958724 | 20150409 | 4454
47133 || W) | Cathy Kurtz 5106  |Incoming AAR 96064328606 | 200009 | 07,27
46783 |1 ) | Cathy Kurtz 5106 |Incoming AAR 06064328606 | 29100009 | 07.27

Figure 1.1.2.4

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 1.1.2.5

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.
Depending on your specific permissions granted by the local administrator, you may be able to perform
some of these actions. If you have the proper permissions set for your login, 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 IV).

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.



Mame

|4] 20150210 083214 EVS
[4] 20150210_090218_EVV
|4] 20150210_091053_EVW
4] 20150210_091106_EVY
20150210_091109_EWA
20150210_091206_EWC
20150210_091418_EWF
20150210_091643_EW5
20150210_091748_EWI
20150210_091853_EWM
20150210_092046_EWO
20150210_092208_EWP
4] 20150210_092322_EWQ

]
]
]
]
1]
]
]
]

So, using the first call as an example, we know that the call took place in 2015 on February 10%, at
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Figure 1.1.2.6
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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.



