oaccessone

Technology Solutions, Delivered with Care

SmartRecord®

End User Interface User’s Guide

V4 SP7



accessone

Table of Contents

INTRODUCTION. ....eeiutteitet sttt et ess e e st e aa e e e se e e sk et e s R et e 1a R e e e b et e b et e s R et e amr e e anne e e nneennneeennreennreas 3
(@ 1€ | N N PP PPT SRR 3
HOME TAB (DASHBOARD) ....cutiiiitiiait ettt me et s e smn e e s e s ne e snre s e ne e e nnne e e nneennneennneas 5
(O 1S3 o)V @1 11=To o] Y/ PSRRI 6
L =T 01T A O 11T SRR 6
(O 111531 o)V I Yo o1 o PSRRI 6
(O 1[I FoT g To | (=T ST T 4 o = Y2 PRSRRR 7
ACHIVE Call HANAIEIS ...ttt ettt e b s e e bt e s s n e sre e e snneennneeen 7
RECENT CAIS..... itttk e st e s R e e e e e e Rt e s R et e a R e e e n e e R e e e n e nnres 8
ACHVILY & HEAE IMAP ...ttt ettt e et e e e bt e s e b et e e e bt e e s bt e e e e e nbe e e e e nnee 8
RECORDED CALLS ...ttt ettt b ekt e s bt e s hb e e s ab e e e be e e sab e e e be e e sbn e e snb e e e nnneennreas 9
Example: APPIYING @ FIIEEE ......veie ettt e et e e b e 12
Example: Managing the Recorded Calls tab COIUMNS.........ocuuiiiiiiiiiii e 20
Example: Playing reCOrded AUAIO ..........uuiiiiiiiiee ittt ettt e et e e et e e e sbne e e e s bneeeeaa 23
Example: Playing reCOrded VIARO ........ouuiiiiiiiiie ettt ettt et e e e bneee e 25
Example: Adding an annotation to a recorded Call...............cuuuuuieieiiiiiiieiii . 27
Example: Uploading a recorded call t0 @ CRM...........uuiiiiiiiiiiiiiieiiieieieieieieieieiererererrererneee——.. 33
Example: Emailing a reCorded Call ...............uuuiuiiiuiiiiieiiieiiieieiiieieieieieeaeereeererererereeererersrersrnrersrnrnrnrnrnnn 38
Example: Adding comments t0 a recorded Call ...............uuuuueiiiiiiimiiiiiiiiieieieieieieereereeee ... 39
Example: Categorizing a reCOrded Call...............uuuuuiuiuiiieiiieiiieieieieieieeererereeerereere e 43
Example: Classifying a recorded Call............cuuiiiiiiiiiiiiiiie ettt ee e 48
Example: Viewing audio MiNiNG FESUILS ..........uiiiiiiiiie ettt e et e e e sbneee e 49
Example: Downloading a reCorded Call ...........cooiiiiiiiiiiiii ettt 52
Example: EXporting @ reCorded Call ...ttt 55
Example: Verifying @ r@COMMING ........ccooiuiiiiiiiiiee ittt sttt e et e et e e e sbn e e e e sbreeeeaa 58
Example: Viewing an archived recorded Call............cooiiiiiiiiiiiiiiiiee e 60
1 SR T 62
[t T g o1 (=T O £ == LT o =g = 11T o 64
Example: Creating an on demand @lEIT..............uuuuuiuiuueiiiiieiiieiee e e 68
[tz T g o1 L= o 11T o = T = 1 =T o 73
Example: Enabling and disabling @n @lert .............uuiuiiiiiiiiiiiiiiiiiiiiee e 75
[t T g o1 LT B L= 1= g Vo =T = [T o 78
EXAMPIE: RECENT AIEITS ....coiiiieiie ittt e et e e e st bt e e e sttt e e e abbeeeeabreeeeaa 79
ARGCHIVE TOOL ...ttt ettt etttk e ettt e kbt s bt e e ek bt e e ab e e ek et e aa ket e bb e e emb e e e be e e snbeeennneenene 80
Example: Downloading the Archive TOO.........eei ittt e e 80
PASSWORDS. ...ttt ettt b bt e e h e s b et ook bt e o2 bt e ke e ea R et e b et e R Rt e e R et e R b e e e be e abe e e nnbe e e nnne e e 82
Example: Changing YOUE PASSWOIT .........ceiiiuiieeiiiiiee e iieiee et e sttt e st e e e sbee e e e snbeeeessnbeeeesanbneeessnbreeeaans 82
Example: Changing an expired PAaSSWOIT ..........cocuuiiiiiiiiieiiiiiee ettt e et e et e e e sbaeeessbeeeeeans 84
S Y 1 OSSR 85
Example: Searching Call FECOMAS ..........uuiiiiiiiie e e e e e e 85
TIME ZONES ... .ciiiiiiie ittt ettt st e ettt e ettt e et e et eeeamte e e as e e ameeeenteeeamteeenseeeameeeanteeeamteeanseeeseeeanseeeaneeeannean 88
Example: Changing tiMe ZONES ...........uuiiiiiiiiiiie ettt e et e e e e e e e s aab e e e e e e e e e e nnenees 88
SRR 91
Example: Downloading recording files USING FTP .......ocuuiiiiiiiiiiiiiee et 91

|
SmartRecord v4 SP7 — End User Interface User’'s Guide 2



accessone

Introduction

This guide provides information about the End User Interface features, functions, and reports presented
as tools to be used to solve your business management requirements. We’ve focused on some of the
most common tasks such as managing recorded calls and calls in progress. Where possible we have
included step-by-step procedures and/or examples of how to complete the functions within the
application.

The End User Interface allows Users of the system to manage calls by number. Users of the system
might be characterized as managers or supervisors of contact centers, members of law offices, or
financial institutions. Users are assigned numbers by which they are then able to manage calls in
progress and recorded calls.

Logging On

In order to access the application, you must logon with a user name and password. The user name is
assigned by the Group Administrator that created them in the End User Interface. Passwords are auto-
generated by the application and emailed directly to you. Once you have access to the application, you
have the ability to change your password using the Change Password link. You are then able to select a
password of your choice. Passwords are initially auto-generated because Administrators and Providers
are not allowed to know the passwords of the Users they create.

1. Open an Internet session. Supported
browsers and versions include the
following and should be HTML 5

compliant:
e IE
o Firefox

e Google Chrome
e Safari

The latest version and one version
prior are supported for each browser.

2. Enter the call recorder URL.

SmartRecord v4 SP7 — End User Interface User's Guide 3
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3. Enter your User Name and
Password.
e
4. Click Logon. e '

y " 5 I T (R (T T
Note: A logo is optional and may or may 0

not be assigned to your particular 1
account. Logos are assigned by the
Administrator or Provider in the
Administrator Interface.
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Home Tab (Dashboard)

The Home Tab or Dashboard, provides you with a real-time view of the system data including information
about the total number of calls in progress, active call handlers, calls, duration recorded, calls in the
recycle bin, free audio storage, free video storage, free screen storage, etc. The Dashboard is divided
into eight distinctive panes that give you a pictorial and data overview of your company's current call
usage: First Look, Calls by Category, Frequent Callers, Calls by Location, Call Handler Summary, Active
Call Handlers, Recent Calls, and Activity & Heat Map. Where applicable, the panes can be viewed as
data or as a graph. Additionally, the panes can be reorganized or relocated by clicking on a pane,
dragging it, and dropping it in the desired location on the Dashboard. Each pane can also be collapsed by
clicking on the arrow in upper right corner of the applicable pane.

With the exception of First Look, Active Call Handlers, Recent Calls, and Activity & Heat Map charts, you
have the ability to view each pane as either a text or graphical display. Additionally, all panes have one
field you can click on to drill down into the details of that information or play a call recording. The default is
for the Dashboard to refresh every 30 seconds; however, you can reset the refresh value for each
element individually except for the First Look pane. Refresh can be temporarily stopped by clicking the

I (Pause) button.
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First Look

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

e Calls in Progress — identifies the total number of calls in the system that are not terminated, by
Group and/or User.

e Active Call Handlers — displays the total number of extensions with an active call. Active Call
Handlers displays information by Group and then by User. Groups and Users will only see
information based on extensions to which they have access.

e Calls - identifies the total number of completed calls for the user that is currently logged in and
that have a recording associated with them. This value is accumulative over the lifetime of the
Group. However, the number will adjust accordingly when call files are deleted and/or routinely
swept from the application.

e Duration Recorded — identifies the sum of duration for recorded calls that have a recording
associated with them, by Group and User. This value is accumulative over the lifetime of the
Group.

e Calls in Recycle Bin — identifies the total number of calls that have a recording associated with
them and that are pending deletion. This value is accumulative over the lifetime of the Group.
However, the number will adjust accordingly when call files are deleted and/or routinely swept
from the application.

¢ Free Audio Storage — identifies the total amount of free audio storage, by Group only.
¢ Free Video Storage — identifies the total amount of free video storage, by Group only.

o Last Week’s Trend — provides a visual display of the call history for the previous week.

Calls by Category

The Calls by Category pane displays total calls by custom category. Categories are specific to the user.
The calls included in the totals are determined by the applied filter (for example: Last 30 Days, Last
Month, Year to Date, etc.). The Calls by Category pane can be displayed as text or a graph by selecting
Details or Graph from the drop down list. You can drill down into the specific recorded calls by clicking on
a specific category. Additionally, you are able to adjust the number of results to display by selecting the
applicable number from the Top Results drop down list.

Frequent Callers

The Frequent Callers pane displays the total number of calls by calling number for the most frequently
called numbers. The Frequent Callers chart displays inbound calls only. The number of frequent callers
displayed in the pane will be determined by the applied filter (for example: Last 30 Days, Last Month,
Year to Date, etc.). The Frequent Callers pane can be displayed as text or a graph by selecting Details or
Graph from the drop down list. You can drill down into the specific recorded calls by clicking on a specific
frequent caller. Additionally, you are able to adjust the number of results to display by selecting the
applicable number from the Top Results drop down list.

Calls by Location

The Calls by Location pane displays total calls by each location as determined by the NPA/NXX. The
calls included in the totals will be determined by the applied filter (for example: Last 30 Days, Last Month,
Year to Date, etc.). The Calls by Location pane can be displayed as text or as a pie chart by clicking on
the View Graph link. You can drill down into the specific recorded calls by clicking on a location under the
Location column. Additionally, you are able to adjust the number of results to display by selecting the
applicable number from the Top Results drop down list.

|
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Call Handler Summary

The Call Handler Summary pane displays the maximum duration, average duration, and total number of
calls by call handler/number for the duration determined by the applied filter (for example: Last 30 Days,
Last Month, Year to Date, etc.). The Call Handler Summary pane can be displayed as text or as a pie
chart by clicking on the View Graph link. You can drill down into the specific recorded calls by clicking on
a call handler ID under the Call Handler ID column. Additionally, you are able to adjust the number of
results to display by selecting the applicable number from the Top Results drop down list.

Active Call Handlers

The Active Call Handlers pane displays the call handlers/numbers that are currently on calls and the
number of the other party. Users that have access are able to monitor an active call handler’s call in
progress by clicking on the monitor button. Additionally, you are able to adjust the number of results to
display by selecting the applicable number from the Top Results drop down list.

|
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Recent Calls

The Recent Calls pane displays the most recent calls, incoming and outgoing, by call handler. The
number of recent calls displayed in the pane will be determined by the applied filter (for example: Last 30
Days, Last Month, Year to Date, etc.). The Recent Calls pane can be displayed as text or a graph by
selecting Details or Graph from the drop down list. You can play a recorded call by clicking on the
recorded call icon. Additionally, you are able to adjust the number of results to display by selecting the
applicable number from the Top Results drop down list.

Activity & Heat Map

The Activity & Heat Map displays the call activity for the top 10 numbers by hourly intervals over a 24 hour
period. The Activity & Heat Map can be filtered by Call Handlers, Calling Parties, or Called Parties.
Additionally, the call activity can be displayed as Number of Calls or Call Duration (in minutes). The
darker coloured blocks represent the higher volume call activity while the lighter coloured blocks
represent the lower volume call activity. Each individual colour block is clickable and will take you directly
to the Recorded Calls tab where are you able to view the call activity, listen to the recording, add a
comment, etc.

Activity & Heat Map £

Top Call Handlers ¥ || Number of Calls v

3172620010 317 317 317 317 3172620001 317 7 317 317 317

»

=]
@
]
=
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Recorded Calls

When logged in as the Group Administrator, the Recorded Calls screen displays all completed recorded
calls for all Users. However, when logged in as an End User, you are only able to see completed
recorded calls that belong to you or your user ID. In order to better manage this screen, all column
headers can be sorted by clicking on the applicable column header. Click once to sort the column in
ascending order and click one more time to sort the column in descending order. The following
information is displayed on the Recorded Calls screen:

e Number — the number or description associated with the call
e Day — the day of the week the call took place

e Date — the actual date the call took place

e Time —the time the call originated

e From Number — the originating number

e From Caller ID — displays the name or number of the person that originated the call, if caller ID is
available

e To Number - the terminating number

e To Caller ID — displays the name or number of the To Number, if caller ID is available

o Redirected From — displays the number of the person or group transferring the call

¢ Redirected To — displays the number to which the call was transferred

e Duration — the length of the call

¢ Recording — identifies whether or not there is a recording associated with the call

e Annotate — comments and markers on calls to indicate where in the call a notable event occurred

e CRM - allows the user to upload recorded calls to an interfaced CRM systems such as Sugar
and Salesforce.com through the standard API

e Email — allows the user to email a recorded call
¢ Comments — any comments associated with the call

e Category — allows the user to categorize calls into areas unique to their business (for example:
geographic region or customer satisfaction)

e Classification — allows the user to classify calls to restrict access to them to only the user with
explicit permissions.

o MDS5 - identifies whether or not the call has been hashed using MD5 fingerprinting, thus ensuring
that the call has not been tampered with and satisfying regulatory requirements

e Archive - allows you to view the file path of a particular recorded call

e Evaluate — allows Group Administrators to select individual recorded calls and evaluate the call
handler's performance during the call

e Audio Mining — allows users to view the results of the audio mining pack search

Note: All columns on the Recorded Calls tab may not be available to you depending on what features
your Group Administrator was assigned in the Administrative Interface.

|
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When numbers are assigned to Users, the default setting is to record and retain all calls that are made
from or to those numbers. This setting can be changed to do not retain recording by the Group
Administrator. If the default setting has been preserved for a number and calls are being recorded and

retained, a El (Recordings button) will appear under the Recording column indicating there is a
recorded call file for that particular call. To listen to the recorded call file, click on the Recordings button.
Your default media player will open and begin playing the recorded call file (MP3 file). Please be aware
that the way in which media players load and play the recorded call files will vary. For instance,
QuickTime Player and Windows Media® Player will immediately launch the recorded call file (see
Appendix A for a list of supported features by media player). However, iTunes® will load the recorded call
file in the library and you will have to click play to begin listening to the file.

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

Annotations allow you to add comments and markers to specific parts of calls to indicate where in the call
a notable event might have occurred. For example: a contact center manager (or any other user) can find

a notable event in a call and mark it for future review with a comment. A | (Annotate button) indicates

there are currently no annotations associated with the corresponding recorded call file. However, a &
(Annotate button) indicates there are annotations associated with the recorded call file. To add an
annotation, click on the Annotate button. Select the Play button to begin playing the recorded call. Select
Pause when you come to the point in the call that you wish to add an annotation. Enter a subject marker
description and any notes to better identify the annotation and click Add Marker. You can also attach
external documents to an annotation by clicking Upload Document. You must repeat each step for each
annotation you wish to add to the call.

Note: Pausing or resuming a recording will automatically create an annotation for the call.

You have the option to upload recorded calls from the Recorded Calls tab to a CRM application. This
functionality allows you to connect the recording system with CRM applications such as Sugar or
Salesforce.com to upload recorded call files to specific contacts in the CRM application.

Note: You can only have one active connection to a CRM application at a time. If you want to log into
another CRM application, click CRM Client Settings, select the CRM application, and enter the
credentials.

To upload a recorded call to a CRM, select CRM Client Settings link. The CRM Client Settings Link can
be accessed from the toolbar on the Recorded Calls tab or from the Archive to CRM dialog box. Select
the CRM application from the drop down list and enter or select the URL, username, and password to that
CRM application. Click Test Connection. A message is displayed notifying you if the connection was
successful or failed. If the connection was successful, click Save.

Select the & (CRM button) that corresponds to the call that you want to upload.

Note: The number of the recorded call must be a number that belongs to at least one contact in the CRM
application in order to perform the upload.

If the contact, account, or case you want to upload the call to does not appear, enter new criteria in the
CRM Search field and click Search. If multiple contacts, accounts, or cases deselect the ones you don’t
need by clicking in the option boxes to remove the checkmark. Enter a subject and a note about the
recorded call file and click Archive to CRM.

Additionally, situations will occur where you need to send a specific recorded call to a person that may not
have access to the application or just for emphasis. In these instances, you have the ability to email the
recorded call to that recipient. To send a recorded call file via email, select the = (Email button) that
corresponds to the call that you want to send. A new email page will open with the recorded call link
displayed in the text area. Select your recipients and send the email.

SmartRecord v4 SP7 — End User Interface User's Guide 10



accessone

Note: There will not be an email option for any calls that have been deleted. You will still see the call
detail but there will not be a recording associated with it.

From the Recorded Calls screen you can also add comments to each of the recorded call files. A “#* (Add
Comment button) indicates there are currently no comments associated with the corresponding recorded

call file. A S button indicates there are currently comments associated with the corresponding recorded
call file. To add comments to a recorded call file, click on the Add Comment button and enter the
applicable text in the text field. Click Submit. This is the point at which the Add Comment button changes

to the I 4 button.

The ability to create categories for calls is beneficial to call handlers and managers, allowing them to
categorize calls into areas unique to their business (for example: geographic region or customer
satisfaction). You are then able to filter calls or run reports based upon these call categories. Click on the
Category link and select the specific category from the drop down list.

Note: Categories are specific to the user. Therefore, the categories that you create and assign to your
recorded calls cannot be seen by other users.

Once an audio mining pack has been added and released and a filter has been applied, you have the
ability to view the results of the filter and listen to the calls, if necessary. The application also rates the
returned calls in order of confidence, or how sure the application is that the word or phrase is contained in
the recording. To view the audio mining results, click the ™ button that corresponds to the recorded call
for which you wish to view results.

MDS5 is a technigue used to ensure that a file has not been altered in any way. When the call is recorded,
we take an MD5 hash of it, outputting a string of random characters. The point is that if MD5 fingerprinting
is applied to the same call at a later point, it will create the same string of characters, unless the call file
has changed. If a different string of characters that don’t match the original is created, you know the call
has been modified. The default is to hash all calls. Hovering your mouse over the MD5 icon for a specific
call will reveal the hash string. If you have the recorded call file downloaded or available in another
location, click on the MD5 icon to open the Verify Recording dialog box. Upload the recorded call file to
verify the file has not been tampered with.

Clicking on specific (Archive) button will display a list of ISO images that contain specific call
recordings. The ISO image will identify the user that archived the call, the date and time, and the file path
to where it was archived.

Number, Redirection, Date, Time, Category, or Other (or a combination of all four) filters located below
the Recorded Calls, Recycle Bin, Calls in Progress, and Reports navigation tabs can be applied to the
screen to assist in searching and displaying only the information pertinent to your current needs. Select
the filter you wish to apply by clicking on Filter and then selecting the Number, Redirection, Date, Time,
Category, or Others tab(s).

Enter or select the applicable information for each filter and click Apply Changes. To return to the default
information, click Reset All. Click Hide to close the Filter window.

Note: You do not have the option to filter by category under the Reports tab.

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

|
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Example: Applying a filter
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Vi 2292012 7404:03 P 4606 Sukarts Mapmcie 4657 ooy Goje o= $ e Canegory)
W 22572012 700:96 PH 636 Sukarts Wapmedar 657 iy Goje Z o= ¢ M Caregory)
Wed 2/23/20126:59:12 M 4636 ‘Sukarts Mapumdar 4657 ooy Gone 2 o= $ (e Category)
Ve A2N002 65631 P Sukants Mejomder 4657 Vigey Goie 7 8= @ (e
W 325200265407 P 436 Sclaet Mapnda 4557 Wiy Goje e *  [NeCmegen)
Wed 22902012 645306 PM 63 ‘Sukaeta Mapmdar 4657 vy Gone 7 e= ¢ e Canagory)
Vo 2292012 648036 P06 Sukarts Mapmcie 4657 Voey Goge o= $ Mo Canegery)
Wed 21257201 6:23:24 PH 4636 Sctarta Makodar 63600 Sukanta SIPR 7 es @ (M Cateaory) ¥
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4. Click Apply Changes to apply the T
filter to the list of Recorded Calls. . S

Screan Recordings  Aodia Mining

3y et e - © ot M Yot S © st Cot i et
b Emsmer oz 8 J e e o gt et
o P —
Pre— O !
1 owaTme p—
B Durstion. E
B Catmgery [ e se0rer e Bt
i g e
e
Aoy Cranges || Reset AL M Q
SesdsPerPagel 20 v | Dowsload | Bxport | Expore Al Mo Category} v Apply Category | Manage Categories | CRM Cliost Settings | Select Columes | Refresh Grd
40 Recorded Calls.
Time. " catmgory
Wad 22900 1011 A 47 et W Rl e 65 & (eowew .
P a7 g B OE & msowwn
Fl " wesyasom omas sz dnseth 7 Rumesa B OE & (ecwew
Il Sy weda seuas An 47 ety W i Soge 7 82 & (oo
Fl %67  Ton 20002 15345 PM 4777 MhaSeth %7 RusedSuge 7@ F O @ (oCuen
T % T ymmniesmw o7 e & s 7@ B 95 % (oo
Tl %7 om0 16 A 4777 ottt 7 umel e 7 85 4 (oo
Fl % R v o7 Sl M7 s B 88 & Occwmw
Fr M LN a7 Mhnseh 7 s B 9= & (somey
Fo Y2002 Lkl AN 4777 MhnSeth W7 Rumel Sage Z 8= + (oo
P 0400 104338 AM 4T John Seth a7 Rued Stage o= $ (840 Catagong)
Fo 00 s e &7 s 7 85 & (oCumend -

5. Click Reset All to remove the filter e
from the list of Recorded Calls. I ““‘“*"“’“"""““

Repors

L -y
o remter romvemtee Tomemter tomcen e 9o arr nr S0 © 5t Cat S i
ey E C [ [P ———
e 2t tarser e
oy ot h
oy ownrTme pr——
W D L L
& Categary W s st ot s s
8y o e
e
Apply Changes | Resst AL M Q
Saack P Fager 20 | Dowelond | Export | Export All (NoCumzory) v Apwly Category | Manage Categeries | CRM Cliost Settings | Seact Columes | Rafrash Grid
1547 Racordnd Call
Time Categery.
Wed 2/23/2012 721137 PM 4636 Sukarts Ve 947 Erca femann ooz @ @ ®= 4 e Canegory) o
Wed A2V 72108 PH 65T Vioy Goe WO e Reimann wion @ T ® = #  pocweew
W 282002 757,83 M4SN Sukants Majumder 4657 Vi Goje wox @ @ ® *  [MeCmegery)
WHed 2/29/2012 136012 PM G636 Sk Mapmdar 4657 iy Gone woos @ 7 8= 4 (NeCasgen)
W 229201279433 PU %6 Sukarts Mapmder 457 Ve Goje wor @ @ B = 4 (mcnwen)
W 225/2012 7:30:36 M 635 Sikarta Vapredar 657 Wiy G o @ 7 € @ (s
WHed 2220126159102 M SR Sukarta Mapomder 4657 Vo Goge wows @ I ® +  (MeCuecory)
W 22902002 6:56:31 P 4. Sukanta Mejomdier 4657 Vigey Gl wew @ T © = #  pocwew
W 228/20126:54:07 DM 636 Sukanta Majumcr 4657 iy Goje wos @ @ ® ¥ [MeCuegery)
V0o 292012 6053.06 PM 4636 Sk Mapmdar 4657 Vi Gone oo @ [0 8= & (o)
W 2292012 648136 P 436 Sukata Maprder 457 Viy Goje wax @ F B = 4 (o)
W 22820006252 U 36 Suarta Mabumdar %02 Sukarta SR wun B F OB # (meCasan) -

6. Ifitisn’t already selected, select the Bl Bl el e s s o i

saw 2
By Number tab O et
pa—— |
& Nmter. Frm Nt pa— o Cater o Cotr ® ot e vt Seaen ) Somt Cot mantr humten
T E [ g e 20 1 e
Py
P
oy owarTme
N L
e
& ke g e
cou
Aoply Charges  Reset A1 M Q
Raahs P Poge: 20 o | | Download | Export | Expert All (o Catmgory) v Apply Categary | Manage Categeries | CRM Client Settings | Select Columes | Refrash Grid
1547 Racordmd Calh
Time Catagery
Wed 2292002 721137 PMAEX Suketa Mapmdar 247 Erca Remann ooz @ @ © = 4 (tecasgen) A
VHed A2N200 721:08 P 65T Viey Goie WO e Reimann wion @ T ¥ @ pocesew)
W 292002 7:17:13 P36 ‘Sukanta Majumder 4657 iy Goje wox @ @7 ® *  [MeCumesery)
Wed 22572012 1612 P 36 Skt Mapnder 657 Wiy GO woss @ [0 8= # (heCuson)
Vi 2500279451 P 4636 Sukarta Moo 457 Viey G wop @ F ® = #  [(Necwwen
Wad 272572002 70096 P 636 Sckarta Maporela &7 Vi Goe wus @ F 8 C #  (eowey
el 0025902 U3 Sukarta Majomr 657 Vimy G woos @ @ © = 4 (Mecaegen)
Vi 2220065631 P 4626 Sukta Majonder 457 Vigey Goe wiow @ 7 W @ e
W Y2 2026:5427 M S Schaea Mapncl 4657 Wiy Goje wes @ 7 ® *  (MeCmeey)
Wed 22920125308 P 636 Skt Maponder 457 Vimy Goe won @ 0 8= #  (ecwen)
Vo 2012 64836 P 466 Sukartn Mapmce 4657 oy Gop wax @ F ¥ $  (ocwmen)
Wad 22812000 52324 U 436 Sukarta skl KD Sukanta SIPO2 oo @ [ B & (MeCasend ~
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accessone

7. Click in the Call Handler Number g Pl e ki e e 5

y

Search option box and enter the . e e
following:

e Enter one or more digits to search E e e e SO

for an call handler number — enter ~ [— C—
3to 4 numbers from a number o .
found on the recorded calls tab. ——
Apply Changes Rt A1 M Q
Sests P age: 20 v | | Downlosd | Export | Export Al (Wo Cawgery) v Apply Catogory | Masage Categories | CRM Chent Sertings | Select Columas | Refresh Grid
1347 Recorded Calls
Schats Majonciar 547 Erica Remann B ©O § (e b
Viay Goje e Erca Ramann 7 s ¢ Mo Casegory)
Sukneta Mapumder 457 Viry Goge. 7 o= ¢ [0 Caneoery)
Sckants Majumder 4657 Vioy Geje. 7 owm ¢ e Casegery)
‘Sukarta Majumdar %57 Viay Goje 2 o= $ (e Caregory)
Sukarts Mapumcar 457 Vioy o 2 ex $ e Categery)
Sukants Majumdar 4657 Viay Geje 7 e * Mo Catmgory)
‘Sukants Majumdar 4657 Vi Gote 2 sz ¢ Mo Canagory)
Sckarta Mapmcer 457 Vary Gope R ex ¢ o Cassoery)
Sckarta Majumdar 657 Vijay Goje @ 8E $#  [(ocuesn
7] a3 Wed J2W2012 64801 PH 4636 Sukarta Majumdar %57 Viuy Goje 2 o= - (e Cangore)
71 %o wed 22900126:204 PHAG Sukarts Marumder 4060 Schanta S0 2 os & Mo Catecory) -l

8. Click Apply Changes to apply the Ry St s Vs (s oot o

5
filter to the list of Recorded Calls. = s
Rocorded Calls  Cafs In Progress  Sowen Recordinge  Aucko Mining. ‘
(2 =)
B tumter - PR P ecum [T Y ———
By Bpoyee L L s ave o meve G4 0 oo for
pr— 2 cttacanr e
» pain r sa
oo prm——
By Duraton 2
o Campy I St s e
80t g e
cour
Appy Changes | Reset A1 HQ
Rensts Por Puge: 20y | Dowmlosd | Export | Expoer ANl (Mo Categeey) v Agply Catugory | Manage Catugorien | CRM Clieet Settings | Sebact Columns | Rufrash Grid
425 Roconded Calls
5 Category
Skwta Mapmdar 547 Erca Remaon woz @ B ® = 4 (lecuwen)
okt Megomdar 457 Vigwy G wox @ T 8= $ (eowon
Sulants Majundar 4657 iy Goe woe @ @ ®© * (e
Sukarta Mo 4657 Vgay Gose ooy @ [ 85 4 (ecmen)
W 2002700 P Skt e 457 Yoy G wow @ @ 8= %  (eowem
W A230026:5%:12 PUAGE Schaeta Majorchar 657 Vijay Gejo wos @ 7 8 C 4 (ecmwey
Wed 229/2012 6:56:31 PM 636 Sukants Maymdar 4657 Viay Goge wou @ 0 ©= ¢ (e Canngory)
Wed 22012 6:54.37 PM 426 Sukwta Majorder 457 Vigny Goie woy @ 7 8= @ (e
Wed 39/20126:5336 P 636 Sukants Majumdar 4657 Vigey Goje won @ @ ® * (142 Catmgory)
V20126426 P 4636 Skt Mapmdar 4657 Viry Goge onx @ 7 €5 $  (mecuwen)
W 272900262324 P 636 Skt e MY Sukarts DR won @ @ 8= & (eowew
Wl 223200262201 PUAEE Suaet Mahndr 4557 Vi Gt wxses @ 7 B & (G .

9. Click Reset All to remove the filter gl s e 9 G St o8

?

from the list of Recorded Calls. = R =

Rocorded Calls  Calix InProgress  Scroen Recondings  Audic Mining

(= W
ot Tom Nt Ta e rmcwD  Tecew® [ S, SASeS——
B tmpaee L e o 2 o 5 e e
o, P
i - !
By T pr——
& Cuter 15
8 Categary 17 e v 2t
2y isa ey e
e
Apphy Cranges  Raset 21 H Q
Rowiks s age: 20y | Dowelond | Expert | Export All (M Catagery) v Apply Category | Mansge Catmgories | CRM Clinet Suttings | Sebect Columms | Refresh Grid
1547 Recorded Cals
Catngory
Sukanta Majundar 347 Erca Ramase. won @ @ @ *  (MeCumgen)
Viy Goge 0 Ercaemaen won @ 0 8= ¢ (necusen)
Subane Mejurdae K57 Vioy G wox @ @ B = $  (wcuon
Subanta Majundr 657 Vi Gl wuwe @ 7 85 4 (ecwmsn)
Sukanta Mapurdar 57 Viey Gofe wog @ 0 ©= 4 (ecwen)
Sukarts Mapurder 457 Viey Ocim wne @ @ 8= ¥ (eowws
Sukanta ajundac €57 Viay G wos @ @ W * (HoCmgon)
‘Sukants Mapurdar %57 Viey Gom. wou @ 0 8= ¢ (Necueen)
W 2290082654207 UK Subante Mejurdae K57 Vioy G wey @ @ B #  (ocwow
Wl 29201265306 P A3 Sukanta Wapundr 457 Viay Gofe wun @ 7 85 4 (ecwmen)
Wed /2320126148116 PM 4636 Sukarts Wapurdar 857 Viay Gote wax @ 0 9= 4 (eowey
Wed 2280000262324 P 426 Sukants Munsrdar 40602 Sukarta STPOD wnx @ [ 85 (oo |
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10. Select the By Date/Time tab. b e sl "L

(GMT-05:00) Eastern Time (U5 & Canads) &

. |

o anoe T2
ot Sart Teme. e Tme
s =
& turten
oy ten “
Wy Cotogery
At ey o
o
Appy Changes | Rest A1 M Q
RendtzPer2gn: 30 v | Downlosd | Export | Export All (Mo Categary) v Aoply Category | Manage Categories | CIM Client Sattings | Seloct Cobumns | Refresh Grid
1547 Racorded Calls.
Time Cansgory.
Wed 2200 7217 PHAK Sukarta Mapomdier 2647 Erca bormame. won @ B @= @ (o Cateaeer) H
Wed 2/28/2012 721:08 PM 4657 Vo G BT Edea Reimaen woe @ T WD @ (oCwmen)
Wed 22BN PH TS SukartaMajundar 657 Viay Gofe oo @ @ 82 b (ecusen)
Wed 2292002 714612 UG Sukacta Mapomdar 457 Vamy Gore wow @ @ 8= ¢ Docusw
Wd 29201270401 4% S e 857 Vi Gol wioy @ B B2 & (Noceer
VW 2872012 70006 P 4636 Subart Vapunduc @57 Viay Gofe wus @ 7 85 § (oo
Wad 242002 659012 P46 Sukarta Majumdar 457 Viey Gome woes @ @ B o ocwes)
Sckart Mo 457 Vioy G wow @ B B §  peceew
Sulavta Wajondar 57 Viay Goje wos @ @ 85 4 (oo
Skt Mapomdar 657 Visy Gose won @ 0 &= ¢ (ecuwss)
Sukarts Mpgurdr %657 Vioy o wuxw @ @ ©@= @ o Catesery)
Sularta Matumdar €D Sckaeta S wun @ 7 8E B (oG -l

11. Select Last Week from the drop down St ol e | | e e 8 [

> »
|iSt (6M7-05:00) Exstern Tima (U5 Cana) &
[ oo | nscatage | reoe | s | p—— |
| Recondod ol Cul 10 Progiems  fomen Recovdings  Auia ng
' - —
e (T )
e aat e e
]
oo,
-
s
e
8 Catagary.
i g e
o
Appy Changes | Rest Al [N
Rectiow Page: |y | | Downlasd | Export | Expoct Al (NoCampoy) v Apply Catogery | Mamage Categories | CRM Chs Setnge | Select Columes | Ralrash Grid
1547 Racorded Call
Time. Catugory.
Wed 22W2812 72137 P 4606 Sukarta Mapomdr 2647 B Remann won @ @ B2 4 (eckses) ol
V21252012 221,08 DM 657 Vi Goje B0 Eaiemnn wost @ 7 ® L @ [Necwsen
Wed 2222 T3 PR Sckarts Mapmdu 657 Viay Goje oo @ @ 8= 4 (NeCucen)
W 222012 7:36c12 PH 4G Sckata Magmder 457 iy G s @ 7 9 (ecusen
W /292002 70403 PHAER Sukarts Majumdar 57 Viay Gojs wor @ B €= § Mo Catmoory)
Wed Y2012 108 PG ok Vagomder 457 Viny Goje wun @ 7 85 & (e
W 265502 M6 Sckoots Majumder 657 Vijay Goje oo @ @ ©© $ [ecwmen)
Wed /2572012 6:56:31 P36 Sckaeta Majomdar 657 Wiy Geje wow @ @ 85 & (Necweny)
Vi 22212 :54:07 PH AN Sukorta Mapomder 457 Vimy Gpe wory @ 7 VE ¢ (ecmen
W 201265336 P36 Shrmgnd 457 Y o F OE @ (eceeem
Wad /232012 6oAB 18 P 466 Sckanta Majondar 57 Viay Goe oen @ B €= § e Catmgery)
Wd 2282012 6204 PUAGKS Sckarta Muiindr 460 Skt ST wun @ B 8= @ (women -

12. Click Apply Changes to apply the el e o e e e e el
. o )
filter to the list of Recorded Calls. : e
—— |
Aucio wming
o swwTme
B oo E
vy
e g ot
o
Aoply Changes | Reset A1 MQ
ReschiPwr Page: 20 o | Dowsload | Export | Export All o Category) v  Apply Category | Masage Categories | CRM Cliant Setings | Select Columns | Refrash Grid
615 Recorded Calls
Tima Catsgory
22 558654 P 2047 Ccafeman 46 JemeRemann oo @ 2 B = § (mocusen)
2400255832 P 4657 Owidise W7 freaheewm wen @ @ 9= & pecww
24012 5155004 784 2647 EicaRumann 33665 ol Thompeon ons @ @ ® *  (NeCwmey)
0 UL 5 P 27 Ecaeman 36 JemeRemann @ous 0 8= & (ecwe
22002 5549 P 2647 e Ramann 246 o mmarr mon @ @ B = 4§  (oCemen
24012 55210 78 2647 e oo @ @ ®E @ (oo
212 55210 5 2047 Ccafman 46 JemeRemann oos @ 2 B = § (mecuses)
22 55012 P 247 Gataean 4 e e ome @ @ ©= @ Decwse
22 515012 784 2647 Ercaumann 2646 P woc @ @ ® *  [NeCueey)
" YIS0 A 646 Chanr.. 6 Chuneel 36 o6 wae @ 0 8= & (eomex
22400 50881 P 2647 Goataman 46 e Rearn wionte B o= 4 (ocees
200002 Suamss oM 2k e Rdeunn S HotColle oms @ B 85 @ (s >

|
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from the list of Recorded Calls. ) i

13. Click Reset All to remove the filter S A s e e

& turten

oy ten “

Wy Cotogery

At ey o
e
Appy Changes | Rt A1 M Q
RendtzPer2gn: 30 v | Downlosd | Export | Export All (Mo Categary) v Aoply Category | Manage Categories | CIM Client Sattings | Seloct Cobumns | Refresh Grid
1547 Racorded Calls.

(] Time ‘Cansgory
[} Wed 291202 72417 PUAGK Sokaeea Majomder 2647 frca Reimaee: B 8= ¢ (ocesn =
B 22201272408 P 657 VimGss %0 et B 05 & (ecwem
B Wed YNNI PG Sukarta ajundac 857 Viay Gote 7 82 & (ecuey
] VWed 297202 71612 PG ket Maromdar 457 Vamy Gore G 8= & (oo
F Wed 2/29/2012 7:04:0) PM 463 ‘Subrts Mapumdar 557 Vioy Goje B em $ N0 Category)
; Wed /287200 70006 PH 636 Subart Vapunduc @57 Viay Gofe 7 852 & (ocumey
B Wed 282002 65812 P 4636 Sukarts Majomder 657 Viey Gote B 8= ¢ (eosed
B e 2265631 M Skt M 457 Viy Gl B O & ecemm
B Wl 23201265407 M5 Sutarta Vajundar 457 Viay Gofe 7= * (o Cumsery)
0 Wed 212012665326 P 4636 Sukarea Mapomdar 4657 Vaey Gose 7 8= + (oo
(s} Ve 2002 64036 P46 Sckat Mapomdae 957 Vioy Goie A 82 & ecuey
i W 22926 Szt Maimdar X0 Sukaea SR 7 85 # (oG -

14. Select the By Date/Time tab. g S e T | S o il o1

= 5
(GMT-05:00) Eastern Tome (US & Canada) &

Mecorded Calls  Calls In Progrss  Sowen Reconfings  Audia Mining

[ |
(e noes 5]
o Pty e
bt =
& tewee

g
oy e
By Cotogory.
it M Pt
e
Apply Changes | Reset AU M Q
RestsPerPage: 20 v | Download | Export | Export All (No Category) v Apply Category | Manage Categories | CRM Client Settings | Select Cohmmas | Refresh Grid

Time Cansgory
Wed 2202 721:17 PUAK Sukarta Mapumder 2647 Erea bormaee won @ @ 8= @ JUTY al
Wed 725/2012 721:08 P 4657 Vioy o R woe @ @ B § (oo
Wed 22BN PH TS Skaeta Majumdac 657 Viay Gofe weos @ B 82 b (ecusen
Wed 2292002 7062 P AN Sukarta Magumdr 57 Vawy Goe. woe @ @7 |2 ¢ (o Catnasr)
Wed /792002 70401 P46 Sukarts Magumcr 857 Vi Gofe wor @ @ ® 2 $ (o Categery)
Wed 2/28/2012 70006 PH 463 Sularta Majumdac @57 Viay Goje wus @ @ 8 S @ (ocumen)
Wed 202002 699012 P46 Sukarts Majumdar 457 Vamy Gee wwoes @ @ 85 ¢ oo
Ve /292002 6:56:31 P46 Sukarta Magumdar 5657 Vaoy G wou @ @ WD @ {0 Catogery)
Wed /292012 6:54:07 P 4636 Sukanta Majundar 457 Viay Goje. ooy @ @ ® * (Mo Catmgery)
W 25201265336 P 636 Skt Mamdar 657 Vi G won @ 0 89S ¢ (oo
Wad /2972012 654414 P46 Sckarts Majumdar 957 Viey Geie waxw @ @ 89 @ (ocwe
Wed 212912012 6:2:4 M4 ‘Sckarta Matundar 63602 Sckanta SPQ2 000120 7 ew & Mo Catesorv) o

15. Enter the following information: et il e Sl e A ]

P
(GHT-63:00) Easters Time (US & Canade) &
e Start Time — select 01:00:00 a.m. = ==
Recorded Calls Calls In Prograss. Scean Recordings. Audia Wining
H . . £ o L ]
e End Time — select 07:00:00 p.m. e [
== o oo
0100100 AN ] [e7:00.00 oM.
e [T —
——
§
—
By Category.
T
=
Appy Cranges | Reset A1 M Q
Resuts PerPage: 20 v | Download | Export | Export All (%o Camgory) w  Apply Category | Masage Categories | CRM Chent Settings | Select Columas | Refresh Grid
S
[} Time Category
] S e 22%2012 22137 P A% Sukarts Mapumdsr 247 rca Rmeane 2 o= $ (Mo Cateoery) <
[] %50 weammarusmmes VG w0 Gceseen ® 7 85 &  (ecwewm
1%y wod sz neres pwase Sukarta Majondac 657 Viay Gole B ©E % (Ncuscew
] % wed 2292002 er2 PG Scks Mapmdar 9657 Vi G @ 7 8 ¢ [ecwmsm
[ Ry e 3250200270403 U6 Sckasta Majoner 457 Viay Goje B O8 $ (ecwen
] %% wadasmnroncs s StmtMandir &5 ViayGom @ 7 8E #  (eCumey
] %% vz esmaz onek Sk apmdar 457 Viny G 2 83 & (ecew
[F] %2 Wed22920126:5601 P Sckants Majunder 657 Vijoy Geie ® 7 ® #  Dmcwem
[F] ™% widazsmonesiar ez Sckaets Majondar 657 Viay Gofe wos @ @ ® *  (NeCueery)
Wed 282012 65336 PHAER Skt Mypmdar 457 iy G won @ 7 © +  (meCusen)
Vo 22002 o416 M 4636 Skt Majomr 457 Vioy Gole wan @ @ ®& & (Hecwem
Wt /292012 7324 PSR Sukarts Matundar 62 Skanta SIP0 wax @ 7 O & o Catmcnr) N
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16. Click Apply Changes to apply the Bkt e | Qs e it

»

filter to the list of Recorded Calls. e e

By T
B Dt <
e

Pre——
cour
Aopy Oronges | Rt AL M Q
Rashs P Page: 0 v | | Download | Export | Expert All (8o Categery) v Apply Categary | Manage Categeries | CRM Cliest Settings | Sebect Columes | Refrash Grid
1498 Racorded Cal
Tima Catagery.
WO U652 UG Sukaeta Mapmdor 4657 Voay Goge wows @ @ B = 4 (necawen) a
Vied 32200265631 P Sukata Mejmder 657 Vigry Goe wos @ 7 8 $ pecmen
W /292012 6:54.47 DM 4636 Sukants Majumdar 4657 Wiy Goje wos @ @7 8 * (e Cotmgory)
WWed 229/2012 6:5336 PM 636 Sukaeta Mapmder 457 Wiy Goge won @ [ ® 5 4 (ecaen)
W 2292012 64836 P 4606 Sukarta Mapder 457 Voo Goje wax @ @ 8= 4 [(ecwew
W 2252002523 M 36 Sckarta Vel 6302 Sukanta SR wun @ F €5 § (e
WHed 229/2012 612241 W63 Sukoeta Mapomdar 4657 Voay Gage osas @ @ ® = 4 (necaween)
Ve 22002 6:6:00 PH 4606 Skants Maporder 457 Vioy Gale L) 7 8= &  Mecwmen
W 29(20126:82:25 DM 436 Sukanta Majumcr 4657 iy Goje woe @ @ ® Kd (e Categery)
V0o 12972012 5:57.26 PM 4636 Sukmta Manmdar 4657 iy Goe oun @ [0 8= & (ecwen)
Wed 22012 5:52:57 P 466 Sukarts Mapmcie 4657 Vory Gom wan @ @ ©= $#  (ecwey
W 22872002 5:0895 U 4636 Skt st 657 Vi Gola wuor @ 7 85 & (Mo |

17. Select Last Week from the drop down e 1 s A B e Bt v

5
list (OH1-65:00) Caer T (158 Consi) ©

= =
- [ —|
el | S
o | oo
1 teamaer
b v
7 Dt
& Category.
[r——
=
Apply Changes | Reset AL M a
Rusuts Pw Page: 20 v | Downlead | Export | Export All (Mo Catagory) v Agply Catagery | Manage Categories | CRM Clisnt Settings | Sebect Columos | Rafrash Grid
1498 Racorded Calls
e Catagery
Wed 29201265912 PG Sckanta Mapmdor 4657 Viay Goe ® 0 85 & (locwsry) il
WIS MY Skt M 5T Vi G ©® 7 85 #  (ecwa
I — ShmNgnd T WayCoR ® 7= *  (eowem
Wed 28/2002 655336 P 4636 Sckaeta e 4657 Woay G ® 7 82 ¢ (eGuwd
Wed U2 64016 P 46N Scknts Mapamder 4657 Vowy G ® 7 82 & (oowwe
Wed 292026224 PG Scharta Majomda 6500 Sukanta SBR2 ® 7 85 §  (eowwn
Wed 2162241 PUAER Sckanta Mapmder 4657 Viey Go. ® 7 8= ¢ (o Category)
Vi 22012 1400 M 4636 Skt Mk M57 Vi G ©® 7 85 #  (ecwww
Wed /252012 6:03.25 P 46% Skarta Mapmdar 657 iy Goje ® 7= *  (MeCamgery)
Wed UIA2 S5 PHAER Scketa Mo 4657 Woay G ® 7 82 ¢ (ecuwad
W25 Skt ol 457 Vioy S ® 7 8= 4 (oo
Vi 22520505 43 St s 57 Ve G B 85 & (G o

18. Enter the following information under At i el e sk s P

»

the By Time filter: AT

e From —select 05:00:00 a.m.

e To-—select 12:00:00 p.m. -

2 asmeer
b owrrme
8 St e
o oy
Byt g e
o
Aoply Cranges || Rest AL M Q
Resiti PwrPage: 20 o | Donssload | Expart | ExpertAll (4o Catagory) + | Apply Catagory | Mamage Categories | CRM Client Settings | Select Columes | Rafresh Geid
1498 Recorded Calls
Time Catesery
Wed 26159112 MK Skt Maponcly 4657 Vgay G mows @ @ 8= $  (NeCuen)
Wed 21282081 6:56:21 U4 e wos @ T 8= # (e
Wed /242002 6:54:07 M6 Skt Majomdar 4657 iy G e @ @ ® *  MeCwmey)
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19. Click Apply Changes to apply the e et e e B G e

filter to the list of Recorded Calls. — =
P |
Mecorded Calls  Cally In Progress Screen Recordngs
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20. Click M (Save Filter) button to save e S e B e S e S
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t
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21. Enter the filter name and click Save Dot e o e ] 0 ] G ot 2

»
F| Iter (GHT-03:00) Eastarn Tima (15 & Canads) &
Recorded Calls  Cals In rogress Screen Recordings.  Aucio Mimng
(=3 ol
[ T —]
Pr— tamme
(awagen
B susmn
By DT
e
e
oy
By e o Tt
s
Aoy g | st 3 H Q
RentrPer Pages 20 o | Downlosd | Export | Export A (Mo Category) v Asply Category | Mamage Categories | CAM Client Sertings | Seloct Cobmns | Refresh Grid
151 Recorded Calls.
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22. Click Reset All to remove the filter e e i e
from the list of Recorded Calls. . . ot e 8

Cals In Progress Screen Rerordings  Au

& onwrm

By s
o Gy
Pye——

Apply Changes | Faset 41 H q
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Rt P Pages 20 « | | Downiaad | Expors | Export All (WoCamgory)  + Apshy Catogery | Manags Catogaries | CRM Clent Socings | Sebect Columas | Rafrech Grid

23. Select Q\(Apply Saved Filter).
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Bl R wedaosmonsisens om % Sukaeta Majmcar 4657 Viay Gaje O 85 4 (e
T Rt Wed 2129200260533 P 4638 Sukarta Mapomder 457 Viay Gare 7 85 & (ecmen
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24. Select Last Week Filter from the drop e e

»
down list and click Apply. i
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Example: Managing the Recorded Calls tab columns

1. Click the Recordings tab and select
Recorded Calls to ensure that you
are looking at the list of recorded calls.

Resits Per e [0 | Dol | Export | Expurt AR [ Comporr) 2] Avsiy Cabepory | Manage Categories | R et Setings | Seoct Coluos | Rfresh &
Pe— |
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T R 025551201 Tor 413911 IC2IPM AABIAL LUA02 s wows @ F OBE B (o @

I %, 605550201 Tom 410001 ZERSEPM ASSSLEL LLAD amsun moew @ 0 BE f meowew @ |

% sosssizn ne 4o 20z Mssn ouaz rre— wox @ B B o @

[ % 055511 Tor 41011 430PH ASBIL Q101 s wore @ @ B2 #  meceme @ |

% €551 T 4100 LOLTM ASSEEN 2102 sz won @ F OB e @

% 4008581203 Tor 4120911 IL2PM 1211 2 g owory @ B OE P pecems @ |

7 %, 4I2555110 Tue 4122501 1LSEAEAM 1127 Az AL A s wortt @ B B e ok @

T R, 0500 e 413001 112 NS0 2110 st wore @ H BE P o @ |

R 025551030 Tom 412001 11604 ASBID A1 s worn @ B B 4 et @

I % easssio0s Tee 4y meims e 7 w7 zsssunt S5 001 mon @ B OE & eokon @ |
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T % 625551200 Men 41411 GBSIPM 12U o wmssan puaz oy @ B 82 P o &

02555111 Moo 412001 ERBPM ARSLTE Q101 s owons @ @ B peceme @ |

7 450858121 Mon 41011 G2825PM 1211 i ammun N oors @ F OB P ook @

T 2888301 Mon 4112011 BI2PM  AZSSIZIL 131102 s worz @ B B2 # owww

12243678910,

ReaitsPe Page: [0 5] | Dowsbend | Eort | gspors [ Covegry) 2] Aoy Cany | Manage Coteguies | CA Chon Sltins | select s

2. Select the Select Columns link at the
top or bottom of the Recorded Calls

page.

3. Select the following option boxes:
e Annotate
e To Caller ID
e Category

e From Caller ID

e Email

|
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4. Select the Update link.

Senirer oge (3 ] | ot | et | v 8 e coger 21 [preTRep—
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O R ammuu e voeu aREW o asun SR W ® © & =
O % asmoin e gR@u mDaM o ossan s preveny ® =5 % &
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T R emmm e yEmN LM sED omu wes @ B & @
[ %, s e VIZEU LR OBSuD Lt w000 ® 8 & &
\r W ASEON Te YRGB 7 e e ® © &+ =
M % s e V2L BN 7 amsson 00051 ® = % &
T Lammm W ovemn mses s wcx @ @ 4 @
[ % s e YRRSL RGEEAN SN s @ 0000 ® =@ % &
T moaummuu owe s smew esmun s wen ® 8 & &
[ W asEdis Me qumn EESM i A5 0203 ® 8 7 =
T moummuu owe vnmn smmw enmaa omsn wo ® 8 & =
[ Wemsms  owe yumu smmm un s W ® s 2 =
‘r R Mmmmu e UL SEEM GBSSE OmS0n waon ® =
|
s o 7agh: (3 2] | Do | Hrpert | Exiort A1 [0 i) ] Aoy otmgey | Masagn Extmrsos | GO Cho et | St ol

5. Select the Select Columns link at the
top or bottom of the Recorded Calls

page.

B et

6. Select the following option boxes:
e Annotate
e To Caller ID
e Category

e From Caller ID

e Email
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7. Select the Update link. = =
[
. |
e Ce |
ReitsPer oges (2 2] | Dowalond | Export | Expactal v Categery) o] Aoty Category | Manage Coteguries | RN Chent Setings | Seboct Colunes | Refres Grid
008 Recorded Call.
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% ossicia e 431 25 10 e s g ® F 92 7 mowemw
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I % s T 4nym 2s2ssm AN A ® 0 9= %  mowwm s
r amsou ® F O # mowmw @
% 0055011 Tue 41001 24 aNSSSINL L1400 ® 0 8= % moamas
[ R, 0285001 Tee 41001 LLZIPM ALSSELNL E1LLA0D s ® F 82 $  mowsn @
I essan Te 41200 LM 1 e s ma ® 082 J o s
[ %250 Tie 413/ 1us8 P e ® 0 0= 4  mowwm s
I R, 02555000 Tee 4123001 16204 SN0 210 i @ 0 8C # ecwmw @
[ R 025500 T 4120001 1169 A0 IS0 W2 130 o ® 0 = * mowen &
%, 400585001 Tee 412011 WLIBILAM 107 mra ACISEEIONL 555 01 ® s * mommn &
[ 302555001 Tos 412011 WEIGTLAM 107 7 Q0N 551001 ® O 8= % mowos
T % easssn0n nie 41311 Wi 1207 i ssiont 558 1001 ® § 02 o mowew &
r 1 WA Hnt Scde - 1207400 AISISI0E M 0S  Azsssinn @ ® [ 8C % camm e
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[ % 4285021 Moo 41001 EREIAM 1211 o D mIa ® F 82 & o e
[, 02555011 Mon 14001 6P IS U0 s ® 0 8= ¢ oo e
[ %420881203 Mon 41211 632SPM 1211 e omssun puO: ® F 82 & mowsw e
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|
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Example: Playing recorded audio

1. Click the Recordings tab and select il e
Recorded Calls to ensure that you
are looking at the list of recorded
calls. e T e e e T T P P——T———

5008 Reconled Calts

Note: This example is shown using
QuickTime Player.

1D TeMubar ToCaller T Raoctod From Rfiruded To Daraien facedog Anrouts S5 Enet Conr

FERN R > % %z :ELéRacw
9999999990999 @0008@®

FEEEEEEEE R R LR R -
: »

2. Select a call and click on the E'
(Recording button) that corresponds = = "
to that call. = =

Your default media player will open
and begin playing the recorded call
file (MP3 file).

i
{
i
)
i
E
i
E
i
|
i
i
o]
i

o]
aoanan

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

| et 1] o, —

L
E
E

[ofefolafofolofafclalol
T
|
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3. Click the browser’s Back button to e ot it
return to the Recorded Calls screen O
[ rone | mocorsmg | | | o |
e Co |
et o oges 2 | s | Egect | Export b (1] 5] Ay Ctegry | Wanse ot | ot etgs | St ol | Rt G
5000 Reconde ol
T wmbe Ow D T Femeber  FmCalrlD Tommber ToCulrD Radeicte rom Rafeucsd To Duaon o Arcis OB Ens Conmrs Gy V5 A A
r 3 Toe 4120011 FSCPN NB[BAL QLA s ey @ B 8 E o e @
% 42551103 Toe /120050 BSEISPH Q11 iz s Q6 @ 7 O J  mowan »
r 1 Toe 4120011 JOGIPM AISLILL  L21LAR2 s ® 7 ez ¢ (o Caters)
r omsszn o s @ 0 9= & o
r amsulL LA asssim [N ——
r amssun unan azsssun ® 9= ¢ o e
r assan Quae s ® F ez ¢ (M Camgan)
7 %2812 Toe 4120010 LOLDM 11 una s QoA [T N R p——
[ % s2smion e ymn meean o2z asssioo a2 1m @ 7 9= §  (womwn »
M R 2885100 Tue 4120011 114240 OBIUD 021D s @ 7 UE # ecwwwm e
[ %, 255100 Tue 4120011 1165940 QIHEN 071D st @ T 9= §  wosew s
T %, 4c2sssa! Tie /120013 101831 AW 07 mraz AuzssE0L S5 2001 wmn @ F D § o)
[ ™% 005850001 Toe /120011 1016514 107 noran S0 555 2001 wms @ F @ T e @
7 % 25001 nie 412200 itses A 07 7 s 558 1001 oms @ B O ¢ eomey »
o, Toe 4120011 0120040 107 HantScde - A2 538 2008 @ 7 9T mowem e
R, sosssizs wen g1yoon g oS i s won @ @ 02 $  (wowem s
[ % 425551203 Mon H1U001 G2BSIPM 1L iz s oA omn @ F 8= 2 e Catears)
[T aasgsiats Men Y1001 GRISPM AISIENL WHLAZ ansssun ens @ @ 8= ¢ o e
% enyumn emsen o guw s nom s @ F OBE F (mowen »
I R 25851211 Mon 10011 B6IZPH MZSISRNL L1LAZ azmssuy omz @ 3 @ T o) @
i23ass7ms0..
it s 53] | cowais | Bt | Gt A8 (o ey 5] o ot | essgeCotagrs | o Cht et | et s
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Example: Playing recorded video

4. Click the Recordings tab and
select Recorded Calls to ensure
that you are looking at the list of
recorded calls.

epcapEn@alf

E0o@

goag

EEEEEEEEEEEEEEEEEEEE;
HOOEHOOO00000aEEoEan |
ms::;;;nm:;;ﬂ:::;:n::i

EEEEEBEEEEREREEE B EE B
e

om0 | 1 D | Dot | Bt | Eopt 8 Dinier] v | oo i | Moo g | GO et Sl | et s | Rtk 48

5. Select a call and click on the E
(video button) that corresponds to
that call.

The media player will appear and
begin playing the video.

e e | 87| ok | winiad | Srpot | Gaprht [uCungey) Aty ey | Wt oo | €04 o et | St G | o 6

e The toggle screen buttons

below the videos, on

the right, will show or hide the
left, right, or both videos.

e The skip buttons on the lower
left to skip forward & or

backward 2 15 seconds.

e The stop button ® will stop
the recording and return to
the beginning of the call.

e The pause button I will
pause the recording.

|
SmartRecord v4 SP7 — End User Interface User's Guide 25



accessone

e Toggling the volume button

% will mute and unmute the
call; the slider will adjust the
volume.

6. Click Close button to return to the
Recorded Calls screen.

REERRACER M@

ELECECEEEL T LT

EEREEERELEREEEEER AR

Sesbafertags | 2 v | od | Domriond | Expet | Expetal (o Coiorh ¥ applycrngary | ManaqaCatogns | Gl sutngn | Seaccolumen | i

|
SmartRecord v4 SP7 — End User Interface User's Guide 26



accessone

Example: Adding an annotation to a recorded call

1. Click the Recordings tab and select Ot e o s QS g 8

exth p

Recorded Calls to ensure that you 5 o e e i O
are looking at the list of recorded calls. cresss

Wecome, 425551001

Reconded Calls  CafuinProgress  Screen Recordings  Audio Mining
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2. Select a call and click on the [/ -
(Annotate button) that corresponds to (Bt s i) ©
that call. o

Amnotate
cvmm | ® eep Mates in Sync With Recording R
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3. Select the Play button to begin playing ek o s o s a5t

)

the recorded call. T s —
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4. Select Pause when you come to the

point in the call that you wish to
annotate.

5. Enter the following information:

e Marker Description — Threat

e Notes — Customer made a threat
to customer service
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7. Select the Play button to begin playing e et b
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10. Click the Upload Document button. e
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13. Click the @ (Seek) button to jump to e o
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16. Click the Close link at the bottom of Dot e o et 0 et
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Example: Uploading a recorded call to a CRM

1. Click the Recordings tab and select
Recorded Calls to ensure that you
are looking at the list of recorded calls.
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2. Click on the CRM Client Settings link
found at the top or bottom of the
Recorded Calls tab.
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3. Select a CRM application from the
drop down list.

4. Enter or select the following
information:

e URL -the URL where the CRM
application is located

e User Name —your user name
used to access the CRM
application

e Password — your password used
to access the CRM application

5. Click Test Connection.
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6. Click Save to save your credentials.
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[ %4580 Mon 41UD1 &M 111 e s 204 wmn @ F B2 P el #

[ R, a2Ss5010 Mn 41UD1 £ SR 12114 s ows @ B O e @

T % 008880213 Mon 41011 28280 1211 e sty 02 s @ F OBE 2 o) #

T RS55011 Mon 4IUDL 62632PM NS 1211402 s wmz @ B OBE ok
iaaasszeat..

Aemitsper o 20 o] | ownond | Expaet | Expont s [ ey 2] npay coteguey | 1 | bt Cobren

7. Select a call and click on the &
(CRM) button that corresponds to that
call.

8. If applicable, enter new search criteria
in the CRM Search field. Select or
deselect Contacts, Accounts, or Cases
depending on what you want to upload
this call to. Click Search.
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If multiple contacts, accounts, or cases
deselect the ones you don’t need by
clicking in the option boxes to remove
the checkmark.

10. Enter the following information:
e Subject — Please Remove

e Note — Customer would like to
be removed from contacts

11. Select the Archive to CRM link.

I ——.
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12. Select the Close link to close the CRM e et ot G L
dialog box. p—

[ [N I o |

Reats PerPage: [0 o] | tawenbend | gt | Expar Al P Catigry) 2] Aawly Catmgary | Masage Catmgarien | CRIM Chast Satting | Selnct Cabamms | Rabrush Grd
5800 Recarded Calk

[ Wb e Ome  Tme  fmbmbs Gl Tehmber TaCalriD Audracted Fram Aadracted Ta Dursien e dovc CON bl Commts Cotgry WD s A g

[ R, e2i5i21 Tie 414000 BRI AU U2 P ® T 85 (o @

% 608581213 Te 4122011 BI628PM 1211 1 LY 1213402 ® o [T —

r =, 11 Tee 41211 LAY ARSI 1211402 s moss @ B BE e e @

T %L 0555011 Tew 4130011 2S255PM ARSI 12112 omssum woo @ K 85 4 o @

r s i ssiun mos @ B BE e @

T % 055011 Tow 410001 BACHMM ARSI 12100 s woe @ F 85 ¢ e @

[ R 2SI Tue 412000 LOLIIAM ASSELNL L1 s wwn @ F 8D o iecwsn) @

[ ™0es500 Te 4101 L3 011 ana s ma wox @ F 85 F oo e

[ % 6208500 Tue 413/011 LS8 M 1327 ez ss1w 2 oo @ F OB o mome) o

T % 0550130 Toe 4122001 1464200 NSNS0 10 s woes @ F 85 pecimen @

[ R 0asssiin Tue 4137511 LUSDAM WSIUN w2 1 sz wox @ F 05 ¢ o

T W, 40555001 Toe 4122011 WABILAM 1207 7 QIIL0L 555 001 wws @ 0 65 et @

T %000 Tee 4122501 WAIEILAM 127 wra ousson: 558 01 was @ F B o mecwme o

T 02555001 Tow 4120011 WSS A 107 wia s 555 901 wox @ F 85 4 e @

[ % 4235508 Tue 41301 LA 107 ot Sce S PRGSOl woe @ B BE d ecm ®

T 005510211 Mon 4112011 6RSIPM NS 121102 s wex @ F 852 4 e #

[ % 2SS011 Men 4142011 £SIM 1211 e sS12 20342 wwn @ F @@ 2 [rar——

T ™, 4005510211 Men 4TUIDNI G2RI5PM NS 1211402 s wes @ F 82 oo @

[ sz ren s emasm 12 ma s o wons @ F 85 & e o

R 405581211 Mon 4IUDN1 62692 ASSSIZIL 121102 s mon @ F 90 & et @

12243578910,

Rt Por Page [ T5] | oo | Gopart | et [ o) 5] Al Cotupoy | Pasagecotaure | A8 Ghan et | it i
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Example: Emailing arecorded call

1. Click the Recordings tab and select e e e
Recorded Calls to ensure that you — R
: ; y o e ]
are looking at the list of recorded calls.
= =T
e B et et e e S s 1 e | v S s
F OE (ke o
F 858 & etme @
FRCIERE T
LR e Catpery] 8
F 05 et o
7 es ¢ e Cabmpery) 8
F OO o (et o
7 ow 7 e Cabmeers] 2
F 80 & (ot @
7 ow Ed e Catenery)
B 85 4 ety @
S0 88 001 O 85 4 o s
B 82 4 (e s
7 es ¢ e Cabmpery) 8
T 85 et
7 ow - e Catupery])
Fem 2 [rre——
7 oa * e Catmaery]
Fem 2 [rs—
7oeo ¢ e Catenery)
[N g [ ey p—p—— s Catmyers) 2] Ay Catngomy | Managn Cabmgeies | CR Chen Settinge | Saiac Cobumsn

2. Select a call and click on the [= m——
(EMail) button that corresponds to that | 227 Hsazanas s 2 nazf@ar e oo g o oo v oDE

(IR ML DL M TNEYE] | MELCEPEFE PEFPYIE |
call. (st (@t b e ] B

LS.

W

[N[=3

subect: Cal Reardg

"

ol

sl

e s \NOOUAGEA 9-d-A- == ]

g - Hestage.
Be S fen fuml Fynst T The JUF Beke te

person(s) to which you wish to send Souabian e eas e omas@or Es e | ] 1

3. Enter the email address(es) of the

e oo | 8% %R 0. BE] LI LEEERLY ER Y Ik
HETRURAT T A B R AT TIEL
the recorded call p——
W
i B,
subet: Cal Recodig.

"

ol

it

4. Click Send.

sl

e b [aspur A N OOHAGEE S LA -==Ead]
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Example: Adding comments to a recorded call

1. Click the Recordings tab and select
Recorded Calls to ensure that you
are looking at the list of recorded calls.
Reaits erpage: [T 5] | Bomeelad | Export | Expart Al [Pis Categor) ] Apeiy Eatmery | anmge Extmgories | X0 Cliat Sutting. | Selact Gk | Rabresh el
—

I Wersbmr Dwy  Gabe  Tem  Frombember  FromCabar ) Totumber To Caller 18 Cdbogory MBS A Auchc Mg
[ R, 025580201 Tor 419501 BSK25PM ARSI 1211402 s mon @ F B0 4 o) @

T %, 4055121 e 4122011 T3625PM 1211 una s 123402 mex @ F 85 & ecwmen @

% 025550 Toe 41901 20X ARSI 121102 sz wox @ F BE 4 mome) @

[ % s Toe 413200 25PN ARSI L2142 s woo @ B S5 4 Gedime) @

%, eosssiz e iymn 2oz w2 re— woxs @ F BE $ mecwm @

% 0asssits Tor 413000 MMM ARSI 121140 s woe @ T 65 & Getime @

R e0stsin Tee 41300 LIV AN D1t anssan moxn @ F OE f (et #

[ % 40555113 Tor 412001 LHL2PM 221 i s 2 wox @ F 65 F  eCiwe &

T Y% 452858110 Tee 4122911 1LS80RAM 1127 oz oL 4w mios @ F B8O b (et @

T, 425551150 Toe 4127011 1146:2 0 ASSEI0 2110 ssi wies @ F 8D o) @

7 R 255510 Tee 412001 L4505 2M AL A2 1130 s mwz @ F B85 (o @

% 400858001 Tor 412211 WriB:SLAM 107 1 801 888 001 o @ 0 0 mome) &

% -02sss001 Tee 4131 0riEisL 107 i s 558 w0y wosn @ F BE o) @

[ 40555001 Tor 41301 WEISHSAM 107 W sS85 001 wor @ T 65 & Gediwe @

T % 2555009 T 412011 12030 1207 bt e - 207400 0SSO0 5003 zsss0s ) mose @ T 05 4 ot @

T 00555111 Mon 4112001 E2SIPM ARSSIZIA 21142 s wox @ F 65 & eGiwe @

T % 42555200 Nen 414011 6253 1211 e rssun pa woxn @ F @@ & Mo Catmers] @

T Ry 25553011 Men 411/011 62025P ASSELZIE 1211402 sssin wies @ F 8D f ecme @

7 % 452855120 Mon 41LU011 E22SPM 1211 o oD RO moos @ B BE P et @
4505581211 Mon 41112011 S232PM ASSI2I1 121102 g3 w2z @ F D o peowme &
12343878810

Rt Pe Pt (31 2] | Dowsbnd | Ergort | Expam A1 [ Categer 1] ] Apu Gabngury | Monage Catogeies | RN e Setings | Sfnct Calumen

2. Select a call and click on the & (Add
Comment) button that corresponds to
that call.

Flam NberAGSSI21: 1211402
To lumbar 025551120
DAt 000025
Commene T

[y ———————]
e

3. Enter the following information:

e Comment— This call is to be
used for training. Please ask the
helpdesk personnel to listen to
the recorded call. e

Dy Tue

Date 41273011
T 250:02 PN
Feom Humber: 4025551211 1241 402
To Musnher: 4025551120
Duration: 00:00:25

Comment
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4. Click Save. Notice that the Add
Comment button has changed to a

 button indicating that there is a
comment associated with this call. T ) I e o o e

5000 Reconded Calks
I mbar Owe Usts  Tema  fromWber  fromCaeriD  Tehwmber ToCaleriD Nedeected fram Amirected s Durabion Gacordng Arrcus OO v Coms  Cabmey VG At e e
7R, s2s6s120 Toe 410000 RSN ABISLLL QLA L ooz FEE & oomon @
%028 Tie 120001 356250 1210 anae ansssi aiaz T O & monewes

7 %, 428851201 Te 4120013 30020PM BISLLL 1L Lot B 0 @ (oo e

T zsssiau Tie 12000 25255 AISSSQNL QAR s B a= ¢ mosesms

7 R 255500 Tee WIZ00 ZEG0PM NIEELLL 1A s 7 EE 2 e @

T %, s T s 2ecsem OSSN Qnez ausss B 8= & (oosaw @

TR, il Te 12000 LKA NESEQL QU sz ERC T R ——
s Tee Y1000 LOEDMM Q1L ez s QA B 8= 7 o e

[ %2881 Toe /1202011 LS00 1127 02107 A0 02 100 FOE f ooman @

TR 23511 Tie 4120001 114200 OZHUN DI1N i B 62 & mobems

7 R 25510 Tee 41202011 L1450 AM BN 021D nzsssie B 02 §  (eose e

T W, 25850001 Toe 4120011 10:10:31 40 1207 ez NI 555 3000 7 8 ot @

7T % 42550001 Tee 4123011 00161 AM 1207 v SISO 58 1001 B O 4 (oo @

T % 255501 Toa 4120011 115600 207 e s 555900 B 8= & (oosaw @

7 % SR T 40O DI DI WeiScle- 11740 AUSHWN SEN0  ASEON @ B O #  (uome @

T %, 255521 Men 4110011 628530M ISSINL QAT s I 8= $ oo @

% G0 Men 411000 6385300 1211 o aussss qoa ERC N e e——

%, s ben Y1000 G825 OIAIL QILAL i B 82 # oo

T % sa2sss1z1s Men 4112000 GemasPw 1L ey s QW B 02 7 (eose e

T R, 23 bon 10200 G20IZPN ZISALL Q1L s B O %  eohewm e
12345678910,

Resit e Poges [ 2] | Dorenasd | gt | npart AR (1o Category) =] maiy 1 [prere—

5. Position your mouse pointer over the

s button. Notice that part of the
comment is displayed as a tooltip.

et e age (1 5] | Bomnlnd | ot | Expt A8 [Pty ] vty Cotmpry | e Etmpeien | A0 ot Sl | St s | e Gt
ste0 Recoeded e

r Mebar Dug  Oube  Tem  fromlusber  fros Calar @) To tember T Callr 18 Clogory DS fechwe Acstc ring.

R 0881211 Toe 4122011 B428PM AL 121102 omssn oo @ F 8D e el @

T % 0ossun T an 35 Q1 A s o winz B85 & tecme s

% 025550 Toe 41901 20X ARSI 121102 sz wox @ F BE 4 mome) @

%, 02555001 Tom 412011 2E2S5PM ANSSSLZL 1241402 s woe @ K 05 4 ecwmen @

% eoss2i T 41300 25002/ ARSI 121102 amssum. WS ez 2 [rr——

025550201 Tor 412011 244IPH ANSSEIZiA 1241400 s woe @ @ 8=

[ %, eossion e 4o rsm s i s won @ F 80 & et #

© %o Te i HAIM R0 3D s pa w0 H 8D 7 e &

T %8255 Tee 412311 LS00 MM 1127 o227 s 02 uN weos @ F 8D e eCmen @

T 08831150 Tor 41201 12 L 92190 s wis @ F OO0  mome &

[ R, 055500 Tee 413200 1460844 AISLN 202 1N e R B e 4 (Mo Catmgery] 8

% 400858001 Tor 412211 WriB:SLAM 107 1 801 888 001 oo @ 0 BE b o @

% -02sss001 Tee 4131 0riEisL 107 i s 558 w0y wosn @ F BE o) @

T 5402555001 Tow 412001 10:1SHSAM 107 i s 555 901 e 0 85 4 w2

T % 2555009 T 412011 12030 1207 St Scte - 20740 AQISSSI09 5 P 0251000 mose @ T 05 4 ot @

T 00555111 Mon 4112001 E2SIPM ARSSIZIA 21142 s wox @ F 65 & eGiwe @

© % eassen wen4iyon emsim o o wnssnn pua w0 F OO @ (eChmen) @

08883211 Mo 4 GRS SBT3 D2 amsian wis @ F OO0 o &

7 % 452855120 Mon 41LU011 E22SPM 1211 o oD RO moos @ B BE P et @

4505581211 Mon 41112011 S232PM ASSI2I1 121102 g3 w2z @ F D o peowme &

1233678810

Reasty P gt [102] | Downlond | Brport | apars a1 [ ot o] Asuy Cabmgony | Monag Cotugores | RN et Sutings | e Caumen

6. Click on the \? button.

FIOM N4 425551211 1211402
To Wuber: 4025551120
Durton 00005

comment
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7. Review the comment, select it, and
enter the following:

e Comment — Customer very
agitated, call had to be

transferred to a manager. =

Dari Tue
Date:4/12/2011
T 25002 PH
From Nambes 4025551211 1211 412
To Namber: 025551120
Duation: 00:00:25

8. Click Save to save your changes.

Reaits erpage: [T 5] | Bomeeid | Expot | Expurtil [ Catngors) ] Apoty Cobmgory | Mamagn Enbmgrien | EXM ik St | Sboc Colreen | Refrsh i
‘5000 Recorded Call |

T ke ey Ode Ten bt fmCalaeld o enier e == |

R, 025581201 Tor 4197001 BI626PH ADSINL 1211402 amgn mon @ B OBE etk @

T %5501 Tee 412011 3525P 111 . s w won @ B B & ot s |

R 025550201 Toe 41911 2002PM ARSI 2U0E s ® 82 o @

[ % s Toe 413300 ZRSEPM ASEINL NLAD assin @ P S § owmm @ |

%, sosssizn ne 4o 20z Msssn muaz rre— ® F 0= 2 e

[ % 0sssiti Ton 410001 2H0PH ARSSLL QAT s @ 0 8 ¢  ecamm @ |

R 0sSsi1s Tue 413000 LOLIIPM . ARSI 11102 amssan @ B OE o s

[ % 405551213 Tor 412001 LHAPM 221 i I Q301 worw @ B 82 F eceme @ |

T Y% 40858110 Tue 4122011 115800 A4 1127 Az s A21N wons @ F OB e ecmen @

[ 4605551130 Tor 412011 11:6:200 ABBIN A210 P owont @ H O o @ |

7 R 4055510 Tee 4101 L4505 AM ASSELIN 4121130 s moz @ B DS e eowen @

T %, 4028881001 Toe 41011 WeiB:3LAM 1207 702 sssion 888 w01 wor @ 0 BE o meowm @ |

% -02sss001 Tie 41311 MuisisLA 127 mra rr—— wos: @ B B oy @

[ 402555001 Tom 410011 WSS 167 i A0, 558 01 wory @ @ B 4 peceme @ |

T % osssm09 e 412001 M2 1207 famsoie - 174 SIS S5 00s Asso ) moe @ B B ot @

005551211 Mon 41011 E0RSIPM ARSI Q101 i worw @ B B2 eceme @ |

T % 42555200 Nen 414011 G853 1211 i amssun nBa woy @ [ ®= P [y

T R, 4005551211 Mon 411011 ERISPH ASBAL 121102 P oons @ H B2  eceme @ |

7 %, 452555121 Mon 411 EZBISPM 1211 i anun I wons @ B B2 F o @

4605581211 Mon 4fLUZ011 G:I2PH SIS 1211402 B w2 @ B 9D o @

1asaszesio.

Ressty P gt [0 2] | Dowsbond | Erport | tepars [0 Careen 1 2] Aoy ooy | Manage Cotmguins | CA28 Chion St | Salect Colerm

9. Click on the @ button.

From Nambes 4025551211 1211 412
To Namber: 025551120
Duation: 00:00:25
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10. Delete the comment from the
Comment field by selecting it and
clicking the Delete button on your
keyboard.

Numbsr: 025551211
Dar: Tue
Date:a/12/2011
T B0 P
From Number: 4025551212 122140
To Number; 4025551120

[y T p—r—r———
e

11. Click Save to save your changes.
Notice that the s button has changed
back to the Add Comment button.
ReaitsPerpage: [0 2] | Downlond | Expert | Expurt &1 [Pl Categor) ] Apply by | ammg Extmgeries | R Gt Stting. | Selt Cobimns | abresh el
s

r Wersbmr Dwy  Gabe  Tem  Frombember  FromCabar ) Totumber To Caller 18 Cotogory MBS Aechis Auchc Mg
R 0881211 Toe 4122011 B428PM AL 121102 omssn mon @ F 80 4 (ecse) @

T %, 4055121 e 4122011 T3625PM 1211 una s 123402 mex @ F 85 & ecwmen @

% 025550 Toe 41901 20X ARSI 121102 sz wox @ F BE 4 mome) @

%, 02555001 Tom 412011 2E2S5PM ANSSSLZL 1241402 s woe @ K 05 4 ecwmen @

%, eosssiz e iymn 2oz w2 re— woxs @ F BE $ mecwm @

% 0asssits Tor 413000 MMM ARSI 121140 s woe @ T 65 & Getime @

[ %, eossion e 4o rsm s i s won @ F 80 & et #

[ % 40555113 Tor 412001 LHL2PM 221 i s 2 wox @ F 65 F  eCiwe &

T %8255 Tee 412311 LS00 MM 1127 o227 s 02 uN mooes @ F OB e eCemen) @

T, 425551150 Toe 4127011 1146:2 0 ASSEI0 2110 s wos @ FOOE P pecsse &

7 R 255510 Tee 412001 L4505 2M AL A2 1130 s mwz @ F B85 (o @

% 400858001 Tor 412211 WriB:SLAM 107 1 801 888 001 oo @ 0 BE b o @

% -02sss001 Tee 4131 0riEisL 107 i s 558 w0y wosn @ F BE o) @

[ 40555001 Tor 41301 WEISHSAM 107 W sS85 001 wor @ T 65 & Gediwe @

T % 2555009 T 412011 12030 1207 St Scte - 20740 AQISSSI09 5 P 0251000 mose @ T 05 4 ot @

T 00555111 Mon 4112001 E2SIPM ARSSIZIA 21142 s wox @ F 65 & eGiwe @

© % eassen wen4iyon emsim o o wnssnn pua won @ F 85 & gecime) @

T R, 4005551211 Mon 411011 G:2R5PM ASSBIZIN 121102 s wos @ F OGE e &

7 % 452855120 Mon 41LU011 E22SPM 1211 o oD RO moos @ B BE P et @
4505581211 Mon 41112011 S232PM ASSI2I1 121102 g3 w2z @ F D o peowme &
e

Resits Per gt [10_5] | Dowond | Erpert | Expart Al [ Cotmy 1] 2] Avwiy Catngury | Manag Catageries | CRM Clent Setngs | Salnc Caluman
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Example: Categorizing a recorded call

1. Click the Recordings tab and select
Recorded Calls to ensure that you
are looking at the list of recorded calls. e
Rt porrage: [ 5] | Do | trpert | Expunt A1 [P Catigry) 5] Aply Cotmery | ManmgeCoimerien | CR Chmat Sbig. | Seoc Cbms | R G
—

r Wersbmr Dwy  Gabe  Tem  Frombember  FromCabar ) Totumber To Caller 18 Cotogory MBS Aechis Auchc Mg
T R £2551201 Te 412011 BSL2SPM ARSI 1211402 s F 80 4 (eClme) @

T %, 4055121 e 4122011 T3625PM 1211 una s e B85 @ eowme @

% 025550 Toe 41901 20X ARSI 121102 sz B OE 4 (oo

T R 2SS0 Tee 4100 25255P ARSI 121140 s F a5 4 w2

[ % o2 e 40ym0 2m0m s amssun B 85 4 (e

T 0555001 Tor 4132001 S440PH ARSSELZHA 12410 s 0 85 4 w2

% eossn T 41300 LOLTIM RSS2 2102 amssun F em 4 L r——

F % 4005580013 Toe 412/2001 10L23PM 1211 i AT 1203402 T 80 7 e &

[ % eaisnm T 41BL LS00 1127 au oy a2nm B 80 4 (et @

%, 4005551150 Tor 41011 16200 ASHII0 021130 s [ NI J——

[ R, 055500 Tee 413200 1460844 AISLN 202 1N e B e 4 (Mo Catmgery] 8

T %4508883001 Toe 41272511 WeIBILAM 107 1207402 S0 88 001 0 8E  eoww s

%, 2555001 e 412011 W1E3LAM 107 i 50 555 901 B 85 4 iecwme @

T 5402555001 Tow 412001 10:1SHSAM 107 i sl 555 001 0 85 4 w2

T % 2555009 T 412011 12030 1207 untscle - 07400 ACISESION 55003 sss000 B 85 (ke @
428553211 Mon 4117001 2SI ASSELZIE 1211 s B EE e @

© % eassen wen4iyon emsim o o wnssnn pua F OO @ (eChmen) @

T R, 4005551211 Mon 411011 G:2R5PM ASSBIZIN 121102 s [ NI R e———

T % 425585200 Moo 41LB1 E3R2SAM 1211 i cmssEn mIa F O @ (et @

T R 605851011 Mon 4{1/511 E:A2PM SN 121102 i OO # ecwe &
i

Resits Per gt [i0_=] | Doenbond | Erport | Expart A1 [ Cotmg 1) =] Aoy Cabmgary | Mamage Catmgeries | CRM Clent Setngs | Salec Calemen

2. Select the Category link that
corresponds to the call that you wish
to categorize.

3. Select one category to apply to the call
by clicking in the corresponding option
box and click Save.
Resits perpage: [T 5] | Dol | Expert | Expurt A1 [P Catgry) 2] hoply Cabmpery | Masmge Extmgeries | ER Eliest Satigs | Sect Cobmns | R st
—
[ oMb Do b Tee Fomebe Feafie  Tolabe ToGiird gy 05 s o
T ™, 825555211 Toe 4142011 T5625PM ARSI LE12 s ® T 00 et #
T %40558000 Tor 4112011 256257 i1 i S 230 F 80 7 o) &
[ %, 62555211 Toe MIU0L FOGA AL 102 s B 80 e @
% oassin Tee 4151 25255PM RSB 1211402 ety B 80 4  (ecme @
I R S58I211 e 412011 ESR0IAM AZSSLZ 121102 asun F oD b Qe @
I % oo e iyon 2esm WSSz Do amssun B OE 4 (o @
R ssssiziy foe 4122000 LOLAM AASIZ 1211902 ey [~ B =T S ——
7 W 425550203 Tee 412001 LOL2IAM 1211 i osian e B 88 & eome @
T 4255030 Toe 4122011 1ESE08 MM 1327 g N 0 1N F 8 4 e &
T R 455030 Toe 4132001 L6004 MISSELI) 402 1130 sy =3 =" e Catmners]
T %, 00551130 Toe 41411 1165394 ANSSN 2 10 Lt FO8E 4 tewme &
%, 4025555001 Tee 4132011 1D:ESLAM 1207 w7 AL 558 01 F 8O 4 iecwme) o
T 4055001 Toe 4122011 W:16:3L04 107 7 L0 555 2001 B e=m 4 e Catwaery] 38
T % 2555000 Tue 412/B11 WSS 1207 i gzsssion 55 001 F 80 4 itecme @
T W, 4001592008 Tue 4122011 129349 1207 ot Sce - 107400 QSIS W03 029551000 @ OO teGme @
% 0555201 Men 411 EIRSIPM RSB 1211402 amssn H 80 4  (iecme @
T W, 400158120 Mo 4IU001 E2883M 1111 e s 202 F 85 F e #
I % 025 Men 41yBL 6P S i s B OE 4 (o @
T % 405550203 Mon 4112501 £225PH 1211 i s 2 wiess @ F 85 2 ecwmen @
[ %, s men /o smam mmsizn oz amssun woz @ 0 BE $ ecww @
Resits Perfage: [0 o] | Doweboad | Exvert | Expart Al [ Categary] o] Amy Categury | Mamaps Cabegories | CRM Client Setlings | Seloct Cabumss
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4. Select the Category link that
corresponds to another call that you
wish to categorize.

Back OFica
Customer Senice
Front Offce.
Mareetng
Persoral Coe

5. Select several categories to apply to
the call by clicking in the
corresponding option boxes and click
Save.

RenitsPerPoge: [0 5] | Dowslond | Expert | Expurt &1 (o Categry) 5] hoply Catmgery | Masage Catmpscies | OR ChostSelting. | Sebct Cokomms | Refresh sd
‘5000 Recarded cal
T e oy om T e oA ot |
TR, 2851211 Tue 4122011 RS625PN RSN 1201402 s [F I N Ty —1 -
T % aosssu Tus 412011 356257 1211 ma UL UB G G = & (eCaimen] -
TR 428050011 Toe 4122011 XOK2IPN MISSI201 1211402 s o= L T -
25021 Tue 414011 2ESSPN HOSSIZN 1211402 amssum ¥ =  (eCaimeny -
R 428681211 Tue 415011 28002PM SSSSI211 1211902 Ty 92 4 ueses "
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6. Select two or three recorded call
option boxes (located to the left of the
recorded calls).
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7. Select the category you wish to apply
from the drop down list found at the
top or bottom of the Recorded Calls
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8. Select the Apply Category link.
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9. Select the Manage Categories link.
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10. Enter the following:

e Category Name — Maintenance

11. Select the drop down arrow to the right
of the Category Name field and select
the color red.

12. Select the Add link.
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13. Select the Close link to close the et e
Manage Categories dialog box B
. v |
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14. Select the Category link that
corresponds to a call that is not
already categorized.

15. Select the Maintenance category that =
. G B
we just added by clicking in the i
corresponding option box and click
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Example: Classifying a recorded call

. . p— p—
1. Click the Recordings Tab. ﬁ
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2. Click the Not Classified link in
the Classification column of
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Classification drop down. N e @
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I' k Screan Neconfing Clent | Deskiop Notifier | Archive Tool | Necent Alerts | Quick Start | Change Paseword | Log OFf|
4. Click Save. g
R
The E I f ) g g vy pe—n .
e Edit Classification —— P
window closes e e e e AR )
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e recorded call is now e e
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Example: Viewing audio mining results

1. Click the Recordings tab and select e e e
Recorded Calls to ensure that you P rvarewmpm |
are looking at the list of recorded calls. —
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2. Select the Audio Mining button that ——
corresponds to the call for which you PR —"

wish to view results. [ rore | [ oo | s | o i
Audio Mming Results
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3. Click the Seek button that
corresponds to a specific audio mining
pack to jump to the point where the
audio mining pack is mentioned in the
recorded call.

4. Filter the results by Confidence Level
by clicking on the Minimum Match
Confidence control and sliding it
down.

5. Return the Minimum Match
Confidence control back to its original
level by sliding it up until it reaches 0.
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6. If there are multiple audio mining pack o e et 2
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A Miniog Results
LI — =1

Restsperpges [ 20 v [ 5P Dctoult (Or Opesation) ==

e o ) st 803 o e

B you have also nsialed 2 W L]

® Congattatons [ Phoase Loction  Confidence  Matched Langusge Seek
T ek Owy Owr v Vouhmeadwinsaldastal o et Eish (Ut o Ly ke oy
s wes 1 Ceblem SR SO ) sates) Lutssors o
T 5551020 Wed 14212 'nl Fateqory) (1]
T 5551000 Wed 14212 Fateqory) (1]
T 551000 Wed 14212 Fateqony) (L]
s wed - o
% ssu wed noyz — (.13
C Yssun wed iz batecort L1
T 555100 Wed 15202 J— (1]
T 551000 Wed 1212 Estegory) Son
[ Ysssie0 wed 2Ly Il S 1]
[ %S Wed 15247 <faon EL
[ s ue0 Wed 14242 Catsgon) (L
[ Yssu wed w2z [ — L1
[ W, S5551000 Wed 1y2Y2010 SITAIPM +14025S512, +1402555102... woon @ [EI = (Mo Cateaory) [}
[ Yss5100 Wed 112012 SST11PM +1RSSSLAL . woer @ F B 5§ (e L.
[ Y5500 Wed LUZUZN SITALRM MIESSSLE. 0SS0 wox @ F 85§ teGwe S
[ % 551020 Wed LW2UII2 SITAIPM +MIZSSSLOR. 19zsESIOL.. won @ H B2 4§ Mo Cabagony) L1
- - . - = o= s -

7. |If applicable, select a specific e

y

language from the Language drop i P pap——"
down list. I |

i Minieg Results
] + St Y el el S =m

Besubs orpoges 20 v | || Defit (O Operaton) ol s

9 you have successfully ins —=

A Eemin e a0 - - hehord | Ralevance summary

B Conganiations winn Mo Auth Miing Hits Found fo Selected Conditon
T Wamber Owy Oue Yt oy Aechve it Mineg
s wed 122 Laaid Bucera on
[ Yssue0 wed i .n_ Fateqors) (L]
T %s55100 wed 1212 Fsteqory) (.13
T 5100 wed 1202 S— (L}
[ W55 100 Wed 1y2Y2 — .1
%5500 Wed 122 — (1]
™ Y5510 Wed 15212 Fategory) (1]
s wed - o
Y wed noyz Eatory) L1
I Yssu wed g el = S
[ %5520 Wed i3 e L1
T %sssu0 Wed iyl ) o
T %5551020 Wed 11212 Gl Cateqory) LD
™ %5500 Wed 1212073 SSTATPM +HISSSING, SIS woxn @ 2@ ¥ O & [hin Cateoory) (1
[ %5851000 Wed 1V2VI02 SITAIPM +HIZSSSION 19023880 we @ F B85 (o L1
[ %5100 Wed W22 SITUPM +ISSSINR. S80S0 woen @ F 85 e (.
T %5500 Wed L2012 SIRIPM MISSSLOR. T wioxn @ F B E 4 tecme L1
L P SR [ ovm— JT— e B B Emm & o -~

8. Click Close. st | | ek ok
Search. P
(GMT) Grasmich Masa Tins (Dublin, Edisburgh, Lisban, Londsa) &

— e e 2

Recorded Calls  CallsIn Progress  Scresn Recordings  Audio Mining

Besuks PerFoge: 20 ¥ | Bownkeed | Export | Expert A

(loCatzgay) ¥ | wpply Catagory | Masaga Categeis | M Chare St | Slac Calumns | Rafrsh G | Ralevance Sammary
430 Recorded Calls
T Wember DayOste T FomMeber  fomGlleld ToMmber  ToGlkelD Dwslion Recordes Amoale AN Email Commeris  Calegwry  Achive Aude Mniog
[ %S51000 Wed 1212012 SARIIPH 41802558102 +1900sSEA. wun @ F 85§ e LI
[ 551000 Wed LU2U2012 SIELIPH 41402555105, SIS0 wwn @ F 85 § ety Ll
[ %565 1000 Wed 122012 SIRAIPN 41802558101 105102, won @ ¥ 82 & peowey LIS
T 5551000 Wed 1202012 SARIIPH FIARSSSI0.. won @ F 82 & LIS
[ Y5100 Wel 02U SITLPH LRSSIL.. won @ B @@= ¢ L1
[ % S51020 Wed 1W2U21 SITLIPH AL S, wen @ B 8= ¢ 1
[ % S55000 Wed U202 SIELPH 414RSSSINR.. SR, wen @ H ©= & LT
[ %5500 Wed 122012 SSTLIPH +I4I0SSSI0L.. N, non @ B 8= ¢ [T
T %SsS100 Wed 1212012 STLPH +1402555101 10802 non @ B 8= ¢ LL
T %SSS100 Wed 1212002 SITLPH +4RSSIOL. s, non @ F 8= ¢ L
[l PP g— s won @ B 85 ¢ LT
TS Wed 2T SR +1RSSEIO s won @ ¥ @5 § o
T 551000 Wed LUZUZN S3RNIPM 18028501 ISR, wwn @ F @ + [T
T M551000 Wed L2202 SIRLIPH 1900885100 +I4SSS102. wen @ H ©9 ¢ Bu
T Ya5s51000 Wed LUZU202 SIRLIPH 1802885101 +I4ISS5102. won @ B @@ & L
T LSSS100 Wed 121202 SSTIPH 44828102, 1RSI0 won @ H 8o ¢ L]
[ % S551020 Wed 212002 SSRLIPH. 44R2SSSI0R 2SS won @ F 8= ¢ L1
- % wnnn s v e ann P pa— ] L= e -

|
SmartRecord v4 SP7 — End User Interface User’s Guide 51



o dCCess one

Example: Downloading a recorded call

1. Click the Recordings tab and select e e e
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4. Normally you would choose to extract =5
the files and save them to the location _—
of your choice. For the purposes of -
this example, click the Xl in the right e ———— S
corner of the RecordedCalls.zip dialog

r From Mursber  From Caller 1D T Mamber POS KR A ey
bOX r s o stz ® 7 o= 4 @
P % sz Tue 4101 256250 211 e wassson guaz wnx @ F @z P -
[ R 4e28581211 Toe 4112011 20K S2I8201 1211402 w8z wi @ F @= 4 -
7 A25ESI21 Tue 41011 252SEPM AN L2112 s wme @ B OS5 4 -
F R, 28651211 Tur 413010 29002PM S2SSSIZL1 1211402 wasssum oms @ F 9D 4 -
PR 555000 Tue 413001 2RISR M1 D10 wws @ I 8= 4 -
B R azssson Tue 413200 LOLEI ARSI 2102 oz wmx @ F @@= 4 -
T W 408555213 Tue 41202015 LOE2IPM 1211 i BRI QU0 wex @ F @z 2 -
[ 42351100 Tur 412011 LSS0LAN 1127 Az st 2w woms @ F 0D 4 -
T R 42888110 Tur 41011 10442AM DI 22110 e o @ B WD 4 -
P, 402855110 Tue 412011 114536 AN ADSSELLS) 402 1130 s wnn @ F 9= 4 -
P % 02550001 Tue 4122011 1011831 A 1207 o7 025851001 558 1001 ome @ F U= 4 -
E 5 101631 M0 1207 a0asss 001 555 1001 oms: @ F @ + -
T S 428880001 Tue 4132011 10:1545 4 1207 702 452888001 388 1001 wns @ F 9D 4 -
T, 402555008 Tob 42011 101203 40 1207 it S - L0742 RS0 S5 100 A5HS00 @ wwos @ F @= 4 -
" s sz Do vasssen wnn @ F O 4+ -
F 429550010 Moo 410011 KIBSIMM 1201 e UL NN wnx @ @ @ Fd -
%, sezsssizs won 41101 S ARSI i wzsssrn wnx @ B O 4 -
T %, 4028551213 Mon 41142011 6228 P 1251 i BRI QI wex @ F @= 2 -
[ R stz won 41401 £6TM WSS i sy wnz @ F @ + -
1aae3ezeno
Renitsperfages (20 5] | Dowslond | Export | Export AN [0 Catmger ] 2] Aaiy Gatagary | Manage Categares | CRt Chont Settings | Sedect Cornes

5. Click in the option box that is located e
. = .,
to the left of the Number column, in i
' _— - |
the header to select all recorded calls.

L™ e |
Remits Per Puge: [0 3] | Doswmiond | Export | Expect {1 Catmgorr] _a] Apsiby Catupary | Hanage Catugerien | Ch Clust Suttings | Sebect Colurrn | Refrash 6ind
T o — T

W 2855001 Toe LUD1L HHISPM AL Q20102 AL wier @ H 8D @ e *

P % 40s50013 Tue L2010 356357 201 Qi SRS BB wex @ H 02 2 Do @

P 5551l Tue 4102011 390:20 A0SR0 1211202 amssu wws @ F 92 b (Dosomcsw @

PR s e fumn pesse omssn o e woe @ B 02 §  moww o

PR, zsisia fue 410201 2002 NSI2NL 1211202 amisum wws @ B 02 (e *

PR, stz Tue 400 2o OESSSENL 212 zmseum woee @ B 82 ¢ mowwy @

PR A0misi Ter 4102011 IALIMM NINLL Q1L Esn wen @ B 92 4 Dosomeowin @

P % stz e 4 e a1 e s pnw won @ 0 8= 2 (ieowme &

B %S0 Toe 400011 1908 MM 7 020410 A2S551A% 02 113 wies @ B B (e "

B ansssii0 Tue 422011 114500 M UISUD 021D oamssun wen @ @ @ L — -

B 4028550130 Toe 4102011 15:45:30 AM ADISSELLN0 4021030 e wiey @ B 62 e -

P %, 0s55i01 Tue 412011 9011931 AM 1207 o 0zSs5108 555 3001 oo @ [ B0 & (o "y

R T pp——————, o TS50 555 301 west @ F B2 et ™

P W asssiont Tue 4122011 30155 A 1207 o7z asssiont 55 201 woex @ F 82 ¢ mowwy -

F W, 029550008 Tos 4122011 0120344 107 Pt sl - 1207400 ZIEI008 S99 08 581000 @ wwe @ F 02 e -

P asssizi on 41401 SmSIM . ESSSENL R1LAE msenn wox @ H 92 4 (mow &

P %, 05550213 Mon 41UDIL 628 1211 i amsun LA wexn @ B 82 & (G -

P, azsssizit v g1y smasen sz @iz wmssun wox @ 0 02 b mowww @

B, 425550013 Mon 41542011 6RISPH 311 Em BB Qi3A wiek @ B 82 & el *

PR, azsssizi o 1 ymn smsae mssan G wmssun woz @ 0 82 ook @
R PerPoge: [19 5] | Dwroad | Export | fupmet A1 o Cotmary] 5] Asoh Cwgory | Mamagn Cabnpoie | CRH ClntSetnes | olctCokamas

6. Select the Download link at the top or Byt et A et

bottom of the Recorded Calls page. “"‘“‘”’;

Mecorded Cally  Cali fn frogress  Screen RecrSege  ducin Weing

- o)

T [ S R P

Renits e Poge: [ 2] | Dimalan) | et | Export A

(2 Catngory ot Ao b e
v 82 ¢ (ecwex -
¥ ow ey 2 8= J Domess &
P %, 258011 Tue 412011 20023 82 ¢ Domreme »
PR 555010 Tue 4101 252N QNS D1l P 8 ¢ (ecwmw -
v Name D08 Twe | 7 0= 4 @ -
7B, 20700 T 51 21 S 10 B 00l 4 37T 10714]
L s e B DONSRS 12 2050 oAt ioiC ]| 2 B A GG &
v s o B OSSN AT DFBTrd W 10| 7 8= o ot
132011001 2145055405281 2155511205 1846 vg3 N3 1010
P ansssun T 4200 LRAM 20 214 B oz st w0 | F OB E F e o)
% s Toe 422011 11 27 ) 2011061 2144418 4005551211 40551120 5310804 g2 BT 1030 o=
£ Shein 1s ik it i i B 20110021 00123400551211 4051213521084 3 AN 1010 g St -
PR 0258511 Tue 472011 114642 AN 928510 02 1190 B anonamainEmnseem oo f| @ 8 S o) -
B e v e T B 201100211508 1127-40EB DSHIBGN 0g3 NI 101 o=
% Sysauinl x giaati ivmat e 5 N k8 08 g A3 10| e AR
F %o e iU pmsimmy e B nonauss i s S s w10 | B8 e &
oy B 01002101601 1207 QOB 00 ot 10 |
" e 3 ortoaioien iy s i i | 2 95 F o)
2 wra EAACSS I S wdi 0icefl [ 8 S f tecame &
v rtsle 1oy, ) | SeecedUfeiObpm | Toddne B Q| 7 © = 4 e -
w s pua s 3 85 #  cectmm &
v L1 @82 7 (ecwsn) "
v wmsu g 282 ¢ e @
v Ee azmssun RO 82 2  (eows -
v assun 1 asssn 7 82 & o -

ReaitsPer Page: [0 3] | Oomaload | Epert | Export AT

SmartRecord v4 SP7 — End User Interface User’'s Guide 53



accessone

7. Normally you would choose to extract e
- . (641-0400) Hanaan @
the files and save them to the location P —
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Example: Exporting a recorded call

8. Click the Recordings tab and select e e e

Recorded Calls to ensure that you e p— T

are looking at the list of recorded calls. [ =
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% 405550001 Tue 4532011 0: 145 AN 207 w7 A0aSEEION 55 001 o @ 0 6 e -
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9. Select the recorded calls you wish to e e e e
export by clicking in the corresponding wmw.;
option box to the left of the Number el e stz
column. = =
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10. Select the Export link at the top or el o
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[ S e . |
£ e ESS
Reasts e Bages 20 o] | Dowebosd | e | St M (0 Categzey) 2] Apuby Cobegory | Mamage Cotagornen | XM et Setings | Seect Cobamen | Rabresh Grsd
r o6 Lonctit OO0 Evl Commarts  Catagory B

r B O ¢ (e -

v 2 2 Do you wark 10 apen cr save this file? R 98 7 Poswewe @

v PRSI B 89 4 Downesom @

w wmmRn 21 L Te Maromft Offce Excel Comna Sepwrated Vi 7 P O8O0 § (o -

r " wzssan [Fom LI SE NS B 95 4 Ducka -

T R 2SSSI21 Tue Y1V ZMIBIN HSESIE 241402 B85S ¢  (eowe -

. Open il

PR 025881211 Toe 412011 LOIZIAN A2SSILL EEOETEIEET F 85 4 Domemesoca @

P %A Tue 01 10K 211 85 2 (adeomes w

© et vam sy o D) SHSESRSERTUSEE ) [ 0= 4 Bumm  #

7 R 4025551130 Tur 4I2/2011 4G4 AN HO2IELD %03 1130 st e b athe e’ 78S & (mcweem "

25551150 Tor Y1211 1AKN AN HBBUN €2 130 T T U B 89 $ e -

%500t Tue VI X3 AN 1207 w7 “«asssi0i 555 001 wnn @ B B2 f  (mowe -

W a02sss001 Toe 4111 RHI1AN 1207 w742 58001 555 west @ B 92 4 oG @

P % 28551001 Tue 41272011 XIRASAN 107 w7 2381001 555 1001 ® 7 9E 4 (o -

W 28851008 Tor 4120110 RIZ0JAN 1207 Pt Sce - 1207 432 028581003 555 108 @ 7 9T % (mowmew -

P R 021210 Hon Y1UDILECREIAN ACSISIZL 1211402 sz ® 7 UE o (mowe -

T W 428881213 Won 4102011 629830 2211 s 4R @ 0 22 0 (ecwmew -

M R 2Ss51011 Mon 41/ SIS ABETLL aosssuzn @ 7 9D $ ecwn -

r samM 21 ssun o @ 7 8= J matew @

I R 2SSS01 M Y11 BN ASISRLL 121142 assun @ 7 85 4 o @
Renit P Poges [ 5] | Downlond | rgwt | Expat Al (i Comgery) 5] Aoy Cotagary | Manson Ctugorie | CAM Chnt Setios | Sbct ol

|
SmartRecord v4 SP7 — End User Interface User’'s Guide 55



o dCCess one

11. Select Open. e
DEEEAAIITE X 0B-7 900833 i |ux @] sEclmu EEEE s 48 EEIL- -4
FTTPEY TERA L TSRSy |
(33 11 |
) 8 ¢l 0 | E T A T T T Fl T T K]
T e
o el ) [t 1 |
koo N NCOUACEA R A=

12. Click the *lin the right corner of the R
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P % assin Toe 41001 L0LTM 28 @ wmsssan una onn @ 0 8= ke o
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G5 o o bt 1m G e 3 e
SEPFREIEPECWET TEAEREE 21
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14. Select Open.
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15. Click the Xlin the right corner of the A
. g = s
RecordedCalls.csv dialog box R
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Example: Verifying a recording

1. Click the Recordings tab and select
Recorded Calls to ensure that you
are looking at the list of recorded calls.
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2. Select the recorded call you wish to
verify a recording for and click on the
corresponding @ button.

Humder 4025851211
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Daterd13j2011
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Dumton:00:0020

R L —

ety Againa orgnal Recorang
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3. Click Browse to locate the recorded
call file.

4. Click Verify Against Original
Recording. You will receive a
message notifying you whether or not
the uploaded recording is identical to
the original recording.

From Number 4025551211 1211 402
To Nusnber: 4025551213
DU 00:00:20

(]
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Example: Viewing an archived recorded call

Note: Archived calls cannot be viewed from the End User Interface. You are simply viewing the location
or path to which the calls were archived.

1. Click the Recordings tab and select
Recordgd Calls to_ ensure that you P —
are looking at the list of recorded calls.

=

Remis e Page: [T ] | Delete | Dot | Expart] Expartal

o T

oot
™
L
™~
L

B oa= momen) & @ W
G . Gt @ @ 0
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view archiving f and click on the o TR i 1 s . - |
corresponding (Archive) button. —
£ e S
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3. Select the Close link. e e
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Alerts

Do you wish that you could be alerted to any emergency, long duration, international, etc., calls made
from within your organization? You can create Alerts based on specific call conditions. When those
conditions are met, you will be notified with the pertinent details so that you can address any issues or
make any necessary changes to current policies or procedures. Additionally, a history of the alerts that
have executed is available from the Alerts tab. You can also view any recent alerts by clicking on the
Recent Alerts link on the top right side of the End User Interface window.

Note: Alerts will be temporarily disabled if they begin to cause excessive logging/emailing resulting in
possible network congestion. In such cases, an email will be sent to the owner of the alert. Excessive
logging/emailing is defined as greater than 1000 alerts per second.

To create an alert click New. Enter a name and brief description for the alert. Alert name can be a
maximum of 50 characters. Select the following: Event Type, whether or not the alert is enabled/disabled,
and when the alert should run. Your input options will vary depending on your selection.

e Alert on any day - the alert will run every day that remains active.

o Days of Week - the options Monday, Tuesday, Wednesday, Thursday, Friday, Saturday, and
Sunday will appear. Select the specific days the alert should run. The alert will run on the
selected day(s) as long as it remains active.

o Date - Enter a specific call date. The alert will only run on this call date.

o Date Range - Enter a start and end date. The alert will only run during this date range.

Note: You can select multiple criteria such as Days of the Week and a Date Range.

Enter or select the following:

e Start Time - if applicable, select the start time the Alert should begin running on the selected
day(s).

¢ End Time - if applicable, select the end time that the Alert should stop running on the selected
day(s).

e Time Zone - select a time zone that you wish to apply to the alert.

e From Caller ID - defines the originating caller ID or partial originating caller ID on which to alert.

e To Caller ID - defines the terminating caller ID or partial terminating caller ID on which to alert.

¢ From Number - defines the originating number or partial originating number on which to alert.

e To Number - defines the dialed number or partial dialed number on which to alert.

o Redirected From — defines the number of the person or group transferring the call.

e Redirected To — defines the number to which the call was transferred.

e Location - defines the location or partial location on which to report.

o DTMF Digits — (only appears when Call Terminated event type is selected) defines whether the
on demand alert will be a clip alert or will be triggered only when the DTMF digits are entered.
Additionally, this field identifies the DTMF digits used to initiate the on demand alert.

e End Clip DTMF Digits — (only appears 1) when Call Terminated event type is selected and 2)
when Clip is selected above) identifies the DTMF digits used to end the on demand alert clip.

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

|
SmartRecord v4 SP7 — End User Interface User's Guide 62



accessone

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

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

e Add a Category — allows the user to categorize calls into areas unique to their business (for
example: geographic region or customer satisfaction). This category will apply to all calls that fall
within the alert criteria and will automatically appear on the Recorded Calls tab when the alert is
fired.

e Add a Comment — allows the user to add comments about the call. These comments will apply to
all calls that fall within the alert criteria and will automatically appear on the Recorded Calls tab
when the alert is fired.

Note: The From Caller ID, To Caller ID, From Number, To Number, and Location fields must be at least 3
characters long.

Select whether or not you want to be notified by email when an alert occurs by clicking in the Email option
box. If you selected to be notified by email, enter the To and From email addresses. Click Save to add the
alert to the list of Alerts.

The Alerts dialog box displays a list of alerts that have occurred under the Alerts History section. You can
clear the Alert History by selecting the alert(s) and clicking the Clear Selected link. You can also view a
list of recent alerts by clicking on the Recent Alerts link located at the top of the application page.
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Example: Creating an alert
1. Click the Alerts tab.

accessone

Deskiop Motidier | Archive Tool | Recent Alrts | Quick Start | Chaage Pasmwerd | Lag Off

.

(GMT-03100) Esstern Time (uS B Canaés) )

2. If applicable, click New. Enter the
following information:

e Name — Emergency Calls

e Description — This alert is for
emergency calls.

3. Select the following:

DesktopHaeifir | Archive Tool | Recest Alerts | Quick Sart | Change Passsrd | Leg 01
P

(GHT-03100) Eastern Tine (U5 & Canads) &

e Event Type - Call Initiated

Dushtap latifer | Archive Teol | Recest Alerts | Quick Star | Change Passwserd | Lag 0ff *|

P

(GHT-03100) Eastern Tine (U5 & Canads) &
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4. Ifitisn’t already selected, click in the
Enabled option box.

5. Ifitisn’t already selected, click in the
Alert on any day.

6. Enter or select the following
information:

e Start Time — 12:00:00 a.m.
e End Time — 12:00:00 p.m.

e Time Zone — (GMT -05:00)
Eastern Time (US & Canada)

e To Number — Equal To 911

SmartRecord v4 SP7 — End User Interface User's Guide

Desktop otfiar | Archive Tool | Racest Alarts | Quick Start | Change Pasensord | Log 0 |
(GM7-05:00) Exsarm Time (U5 & Canads) @
e At
o Dascriin: Tha as
aad
sl b Applcaton s
Gancel | 5o
Desktop otfiar | Archive Tool | Racest Alarts | Quick Start | Change Pasensord | Log 0 |
(GM7-05:00) Exsarm Time (U5 & Canads) @
Gancel | 5o
Dushtop lotifer | Archive Tol | Recest Alerts | Quick Star | Change Passwerd | Lag 0ff |
A
(GHT-03100) Eastern Time (U5 & Canada) @
oty 91 [ s appieten e
cancal | sa
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7. Select a category from the Add a
Category drop down list.

ast izt
nama
[rop———

9] n Damand A

Agply

sk Hotifine | Archive Tosl | Racuet Alarts | Quick Start | Change Pasemord | Log 0ff *

(GMT-05:00) Exstern Time (us & casada) &

N Alact

Mo gy ol

DescrptonThis et for smargancy ol

Event Tye | Cat totind
Estied: 7]

(GHT-0500) Enbem Tiw (45 & Carade)
EaaiTo

o

wmber eouaiTo

bt B Te v B
EaaiTo

B To

Gomanz

gy 3

et . 7

Cancel | swe

8. Enter the following information:

e AddaComment—These calls
are emergency calls made from
within the building.

Deskaop Nowfler | Archive Tool | Receat Alerts | Quick Start | Change Password | Log Off *

(GHT05:00) Eastern Tome (U5 & Canade) &

9. Select Email by clicking in the option
box.

usktop Notier | Archive Teel | Racant Alerts | Quick Start | Change Paveeord | Log OFf ]
.l

(us 8 canads) &

(GMT-03400) Eastarn T

Send 2 s
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10. Select Save.

Desktsg Notiier | Archive Tos! | Recant Alerts | Quick Start | Change Basewsord | Log Off
5]

(GMT-05:00) Eastern Tima (5 & Canads) O

O

Oelete it | hew
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Example: Creating an on demand alert

There are two types of on demand alerts: on demand clip alerts and general on demand alerts. Clip alerts
will record only a portion of the call identified by the DTMF start and end digits. General on demand alerts
record the entire conversation but are initiated when the DTMF digits are entered.

Note: The on demand alert feature is not available to all switch types.

1. Click the Alerts tab.

2. If applicable, click New. Enter the
following information:

¢ Name — On Demand

e Description — This alert is for
calls that need to enable on
demand alerts.
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3. Select the following:

e Event Type - Call Terminated

4. Ifitisn’t already selected, click in the
Enabled option box.

5. Ifitisn’t already selected, click in the
Alert on any day.
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Hame.

o Demand it w
7] O Damand hirtz e
I [—— w
Appty

® it on any day © aya of Wesk © oate O 2ot Range

¥ Dasktop Nosifier | Archive Tool | Raceet Alarts | Quick Start | Change Password | Log 01 ]
P
(GHT-05:08) Eastern Time (U5 & Canada) &

ey |

b Al
Name: G Garand

DRSCrpHo Tho st for ol o e i e o e

Evert Typa: ol Tariested

Ersbes: 7]

nd s

Cancel | save

[ rore [ recrines | veors |
[ ]

] Hame:

o Demand it View
7] O Damand hirtz e
I [—— view
Appty

¥ Dasktop i | Archive ool | Raceat Alarts | Quick Start | Cange Password | Log O 9

(GHT-05:00) Eastern Time {US. & Canarla) &

ey |

(@7-05400) Eaten Tive (U5 B Canaca)
EaTo
o Caler 101 el T
i Te

Cancel | save

Nana: 5o Derar

on r w

On bt DeSGton Tros ser . for cal ot maed 5 e o oo s
[7] on Durnd xisn2 Ve
i——— w

]
Aorly
8 titon any o cf wesk £ owe 0 gt fang

"N Deskiep Moifie | Archive oo | Recenc Alers | Qick Sart | Change Passseed | Log OfF ]
P

(GMT-05:00) Eastern Time (U5 & Canarde) @

pr— |

{Gor-25:00) Eamem Tive (5 8 Canad]
BT
EaalTe
T
T
i T

Cancal | Save
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6. Enter or select the following
information:

e DTMF Digits — Clip
e DTMF Digits — 1111
e End Clip DTMF Digits — 2222

e DTMF Tolerance — 20 seconds

7. Select Save.

Desktop Noofier | Archve Tool | Recent Alets | Quik Start | Change Password | Log OF|
b

(GMT-05:00) Eastarn T (U5 & Canada) |

8. Click New. Enter the following
information:

¢ Name — On Demand Alert2

e Description — This alert is for
calls that need to enable on
demand alerts.

Desitsp Mosier | Archive T | Recant Alares | Quick Staet | Changa Passwerd | Lsg OF

Cancal | save

P
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9. Select the following:

e Event Type - Call Terminated

+F Ducksop Noaifier | Archiva Tool | Recens Alert | Quick Scart | Changs Paseword | Log 0ff |

B

(GMT-05:00) Exstars T (u5 & Canada) &

Cancel | save

10. If it isn’t already selected, click in the
Enabled option box.

+F Ducksop Noaifier | Archiva Tool | Recens Alert | Quick Scart | Changs Paseword | Log 0ff |

B

(GMT-05:00) Exstars T (u5 & Canada) &

Cancel | save

11. Ifitisn’t already selected, click in the
Alert on any day.

o Dasknup Hasibar | Archive Tool | Recsae Alarts | Quick Seart | Change Password | Log Off

2

[GHT-03:00) Eastarn Tieme (U5 & Canada) &

(GhT-05:0)Eomten T (U5 8. Carci)
cquito
EaiTe
ST

b e

Cancal | Save
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12. Enter or select the following e il et ot e Gt
information: _ T
e DTMF Digits — Contains
¢ DTMF Digits — 1111
e DTMF Tolerance — 30 seconds
13. Select Save. e e e a8
S

Dalets Edit | ow
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Example: Editing an alert

1. Click the Alerts tab. e e

(GMT-05:00) Eastara T

e b | Hew

Engioyes Dacoect 2RI Enployes rasgecry

Clear Selected

2. Select the Edit link. S

2

(GMT-03:00) Eastern Time (US B Canada) &

[ rome | oo | covoe o |
| L Emergency Calls

Hama
Py

On Dumand At View| Dracripion: hi s s o amargascy cab.
3] 0 Damand At =
) Emargancy cais Ve
~ppiand =) Event Type1| ol mted
] 0 Demand Absmate At i .
® it om oy © Doy ek 2 Dute ) Bt Harnge
Aol o o

) Easem Tev (15 8 Cansch])

3. Enter the following information: -
e Subject — Emergency Alerts

e From Name — enter your name

e ToName — Andrea CEoe

MT-08,06] antern T (15 B Card)

e To Email -
ahash@abccompany.com
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4. Select Save. e e T

(GMT-0500) Easters Time (US & Casada) &

o |

| Employwe Daconnect M Erpleye rtagrBcgrons com e beee dacernmend
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Example: Enabling and disabling an alert

The obvious reason that an alert may be inactive is that it is no longer being used. Another less obvious
reason, an alert is temporarily inactivated by an administrator because it was causing too many emails to
be sent out, potentially causing congestion on the email server. Since alerts can be reused, they should
not always be deleted.

Note: If an alert was temporarily inactivated because too many emails were being generated, the alert
should be edited before it is reactivated.

1. Click the Alerts tab. e e e e

2. Click in the option box that
corresponds to the Emergency Calls
alert found under the Alerts List. —

|
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Deckeop Hoclier | Archive Tool | Racent Aberts | Quick Start | Change Pasawerd | Log Off

3. Select Apply. T -

(GMT-05:00) Eastern Time (US & Casada) &

Wecora madar

Emergency Cals

iame: Ermmrgancy Cain
Duscrtin: This st & o amargancy cae.
vt TypecCal Intated

Ensbid:

ol Tt L1000 AM 2400 .
Tor Zorw{GHT05:0)Exern Tea (56 Canca)
Osld O 1
Aoty Nty B [7)web Appicaton [Zlemai
Skt Tmerganey rs”

From Enaia "ane Dox” <y BcSgreup.coms
R —
Su

View

[ e | New

Aot Hostory
Fired At Message
A4 M Ernployem mingeciroe.com s been diconnecied

a0 2565 oM

JWVIAABUM  Employen rtageetron com has been daconnacted
1 Enployee Daconnact 2200217 Enployes rRa0uECGrouecom ks besn dacannectsd

4. Select Edit. R T e S

[6MT-05:00) Eastesn Time (us & Canada) &

o |

Home
I lertList . Emargency Cals
Hame
4 Nare: Erargarcy ol |
O Gamand st View

Descrgtion:Tns st & for smargency cak

Add 2 Cotogory:| Cangary 3 =
hdd n Comment:Thass iy s ergerey ol B
From vt the ke,

ety B [7 b appicaton @l
Subjec Enargancy Al
Frons Narac[ime Dos
From Ema e reply Betgrosp.com
e Hare: i et
To e magerEcigroup com
Sed T

5. Click in the Enabled option box. =TT

(6MT-05:00) Eastarn Time (U5 & Canada) &

pa—— ) |

Emergency Call

Ko margancy Con

B ko Docrpton:Tha st o emargency clt.
¥ on Duvand Nz Vo
Erargency o Ve
) O bwrand Ve St Tvper ol sted .
v Vi St I}
® secton any day ©) Daya of Week £ oate © owe Range -
Aosiy - -
T 04 {GMT-05,00) Exdten T 58 Caac) .
faaTo .
st .
ot .
et o Bt
=3 .
Padrected Tox EqaiTo B Z
LocHon: Contars .
Add s Comasy Catmgory 3 .

Add a Commant: Thess ol ars smergency
Hrom veth the buies,

Netty By: [7 web Appicaton @lemai
Subict: Erargurcy Abrh
From Nars- e Goe 1
From Emai oo rplBcigroup.com
To Name:jhn Seth
To Emet madergeigroup.con

Sind e
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6. Select Save.

Oeskaop Notfier | Archive Tool | Recont Alorts | Quick Start | Change Password | Log OFf

b

(GMT-0500) Eastern Time (US & Canada) &

i e

Eht | N
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Example: Deleting an alert

o dCCess one

1. Click the Alerts tab.

) On Durand Aturitive Anct

oply

oooo
|
§

Claar Selactad

Deskuop Notfiar | Archive Tool | Recest Alorts | Quick Start | Change Password | Log OFf
P

(GHT-05:00) Eastern Time (US & Camads) &)

Viscora, madsr

Hare o
Descrtion: Ths sert & for smargency cis.
et Type: ol I

Enabies

o Timerbetrnan: 12:00100 &M 12:00:08
Tiva 2o {GHT-05:00) Eatarn Tiea (US 8 Canacs)
D Digtn 1"

Nty .

The Racipartsare Johe S <rader@cigroup.cons
Send ML

bt | N

Alert History
Hessage
Eployes rtageRcEgroup.com has been daconeacted

Erpioyee rtageSchiroup.com hasbeen daconeacted
Ermpioye ageScisroup.com ha been dacorracted

2. Select Delete.

1 e
[
7] 0o Duans A

Y] frgency Cabe

) on oanan

V] On Demand Atuerative Awet

oply

[ o [ tecives [ e | i

Deskuop Hotfiar | Archive Tool | Recest Alorts | Quick Start | Change Password | Log OFf
P

(GHT-05:00) Eastern Time (US & Camada) &)

Viacora, madsr

|

View
Vi
View
View

View

Emergescy Calts
Hare o
Descrtion: Ths sert & for smargency cis.
et Type: ol I
Enabies

o Timerbetrnan: 12:00100 &M 12:00:08
T Zo: (GHT-05108) Eatrn Taee {US & Canads)
Daled gt 1°

Waming: Deleting an Alert cannat be undone. Deleting an
Alet il lso delete sy Alert Hstory recerds forthe Alert
Ave you sure you wank to delete this ale?

e |

Eployes rtageRcEgroup.com has been daconeacted

Erpioyee rtageSchiroup.com hasbeen daconeacted
Ermpioye ageScisroup.com ha been dacorracted

avaseript:_doPoaBackl ctd0SMainCententSAbentFormViewSDeleteButton’ ")

3. Select OK.

Deskop Hotfier | Archive Tool | Racent Aberts | Quick Start | Change Password | Log Off

(GMT-05:00) Eastarn Time (uS & Canada) &)

-

Delote

Name:On Damard.

Eraet Type:Cal Temnated
Erabes

T Zone: (GUT-05,03) Eastrn Tim (U5 B Canics)
OTHE D111
DTMF Tolwancn:20 Sacondh

ety 811 [Flwab appicaten [Jemat

Edit | New

Nt Hstory

Hessage

Erployee tugHctrous.coom b b ccrnacid
Enpiores agueigrons.com has bear cennacid
Enpiorae mageRY 0 com -3t been Gcceraced
Enplores agecigrous.com bas bewn dconneced
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Example: Recent alerts

You can view up to 20 of the most recent alerts by clicking on the Recent Alerts link on the top right side
of the End User Interface window. The default view is to show 15 recent alerts, however, you can change
the default by clicking on the Results Per Page drop down and selecting from the available options. While
you have this dialog box open, you will be notified of any new alerts. New alerts will first appear at the
bottom of the dialog box and if you are using IE you will also hear a chime.

1. Select the Recent Alerts link.

(e asca)

i
i

i
BL.

2. Select Close. PP ———

.....

SmartRecord v4 SP7 — End User Interface User's Guide 79



accessone

Archive Tool
The Archive Tool allows users to archive call recordings to ISO images. These image files can be burned
to CD/DVD at the convenience of the user.

The following describes how to download the Archive Tool via the End User Interface. Once downloaded,
the Archive Tool contains a complete help file to instruct you how to use the available features and
functions of the tool.

For more information on how to configure the Archive Tool, open the Archive ISO Image tool and click the
Documentation tab.

Example: Downloading the Archive Tool

1. Click the Archive Tool link. e et O

n

Firs Look

14 1 1,547 19.5Hours 21

Call By Category. Actve Call Wandiers
Gugh o LaXNOma | TopNRak v Rubruh Eviry 2 Suconds v
Sk ey A Mrum v

eeecece@edR®

2. Click Run.
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« CoMemderl® ey Tew | Mok
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e s il o il - i ®
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3. Click Run.

4. Select the defaults for each screen in
the wizard.
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Passwords

Users are created in the End User Interface by the Group Administrator. The Group Administrator assigns
the User a user name during the creation process. Once the user is added, the application will
automatically email a temporary password. Users logging in for the first time will be redirected to the
expired password dialog to reset the password to something more meaningful and within the company’s
rules for a valid password. The rules for a valid password are displayed as text on the expired password
dialog. The dialog will also display a message identifying the strength of the selected password. It is
encouraged that all passwords meet the Excellent strength level. Strong vs. Weak passwords are
described by the following:

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

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

By default, passwords are set to expire 90 days after the date of the last password change. During
installation and configuration of the call recorder, your System’s Engineer has the option to pick a
timeframe other than 90 days or to set the value so that passwords never expire. On the day the
password is set to expire, when logging in you will be redirected to the expired password dialog to reset
the password.

Note: To complete this use case, you must have a User account created with the email address assigned
to you.

Example: Changing your password

1. Click the Change Password link. P el e e

[ vome | temriogn | tavoen | s ]

14 1 1,547 19.5 Hours 21

Change Pasensord

200000 d
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;- E
b 7

SEEE B L ED B
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2. Enter or select the following
information:

e Old Password — current
password

e New Password — select a new
password that meets the
password security requirements

e Confirm — enter your new
password again

3. Click Submit to save your new

password.

4. Click OK to the confirmation message. e e e e
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Example: Changing an expired password

accessone

The Your Password has Expired screen will appear on the day that it is set to expire. There will not be

any previous warnings. When you attempt to log

on, you will be redirected to the Your Password has

Expired screen before you can proceed any further in the application.

1. Enter or select the following
information:

Old Password — current
password

New Password — select a new
password that meets the

Your Password Has Expired

Ol Password: jssssss

\
New Password: jesssssssss |
\

Confirm: [ssssssanas

Submit

password security requirements

Confirm — enter your new
password again

Note: Password security requirements are
defined during the installation and
configuration process. Once you begin
typing your new password, the security
requirements will be displayed under the
New Password field.

2. Click Submit.

]
14 1 1,547 19.5Hours 21
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Search

The Search feature allows you to search any part of the call record (Number, Duration, Time, Comments,
etc.) on the Recorded Calls screen in order to find a specific call record. For example: if there are 10
pages of recorded call files on the Recorded Calls screen and you need to find a specific call record that
you know has a comment associated with it that has the word training in it, you can search for that word
to find that call record.

Example: Searching call records

1. Click the Recorded Calls button. e T =T
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3. Enter the following information:

e Comment—This call is to be
used for training.

Hamber; 4025551211
e
Date:4i13/2011
Troe: 12:20:58 M
From Mumbers 2881211 1211462
o Harmber: 4125351213
Duroon: 009022

Comment:

4, Click Save.
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5. Type the word training in the Search
field.
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6. Click View search results. i
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Time Zones

The call recording application has 85 standard preloaded time zones. Time zones can be applied to the
Recorded Calls and Calls in Progress screens. Time zones will also work in conjunction with date and
time filters when applied to the Recorded Calls screen.

Example: Changing time zones

1. Click the Recorded Calls button.
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2. Click on the time zone link and select ]
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3. Click Save. Notice that the time and
date (if applicable) change on the
Recorded Calls screen.
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4. Click on the time zone link and select
the following from the drop down
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6. Click on the time zone link and select s
the following from the drop down "_i”:
menu: P Crh
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7. Click Save. Notice that the time and e s e
date (if applicable) change on the p—— “‘"‘““";H“'“-"
Recorded Calls screen.
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FTP

In some cases, it is possible that Users may have access to their recording file (audio and video) via FTP.
Access depends on whether or not the Group that created the user was granted FTP access when they
were created in the Administrative Interface. FTP access allows you to access any recordings made from
any numbers assigned to you, enabling you to download the files to a permanent, remote storage
location.

Example: Downloading recording files using FTP

Note: The call recorder’s FTP service must be the only FTP service on the host server in order for it to
work correctly.

1. Open an Internet session using an IE & C\WINDOWS \system32\cmd.exe

or Firefox browser and enter the FTP Microsoft Windows XP [Uersion 5.1,2608]
(C) Copyright 1985-2081 Microsoft Corp.

URL or open a command prompt
dialog. It is also possible to use many  EUEEERRE LY
of the popular client tools to download
recording files via FTP.

For the purposes of this use case, we
will use the command prompt dialog.

2. Log onto the server that houses the o7 C\WINDOWS \system32\cmd.exe - ftp
call recording application or where
C:\Documents and Settings\EFink>ftp

your recordings are stored. Fep> open IN-2K8-HNPSTORE

Connected to IN-2KB-HMPSTORE.ctigroup.com.

220 192.168.31.41:21 Smart Record FIP Server veady.
llser C(IN-2K8-HMPSTORE.ctigroup.com:Cnone)): elizaheth
331 User elizabeth okay, need password.

Passuord:
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3. Go to the directory that contains the & C\WINDOWS \system32\cmd.exe - ftp
recordings that you wish to download 331 User t2 okay, need password.
or delete.

i} g
200 Port command okay. 192.168.31.151:1945

150 Opening data connection.

dewxp—xr-x 2 user tenant B Dec 11 21:47 To-Be-Deleted
deyxr—xr-x 2 user tenant B Dec 11 21:47 Annotations
deuxe-xr-x 2 user tenant @ Dec 11 B0:@0 2088-12-11

226 Name list completed.

ftp: 160 hytes veceived in @.3185econds B.51Khytes/sec.
ftp> cd 2088-12-11

258 “/2008-12-11/" is nev cud.

ftp) s

208 Port comnand okay. 192.168.31.151:1955

150 Opening data connection.
20081211204150-21455540883-8475555004-198 103700 1A3700. np3
20081211202225-2145554016-3172624556-197-102666 . 102666 . np3
20081211200447-2145554018-3172624556-196-102665 . 182665 . np3
20081211180153-21455548083-011441254291500-190-100004 . 180684 . np3
20081211171521-2145554883-84 75555804189 -100003 . 1AAAAI . np3
226 Name list completed.

itp; 385 hytes received in B.368econds B.85Khytes/sec.

£

|
SmartRecord v4 SP7 — End User Interface User's Guide 92



