callrecorder

User Guide

Call Recorder Enterprise

Qxarios

Xarios Call Recorder User Guide Page 1 of 29



Contents

INEFOAUCTION ... 3
10 o o ) o PP 4
SEIVEE STALUS ...ttt 6
Navigating Around Xarios Call RECOIAEr ...........coovviiiiiiiiiiiiiiiiiiiiiiieeeeeeeeeeeeeeee 7
RECOMINGS ...ttt 8
Play RECOITING......coiiiiiiiiiiiiiiiiee e 13
SAVE RECOIMINGS. ...ttt 15
EMail RECOIAING.....ciiiiiiiiiiiiiiiii e 17
Advanced Playback ... 18
Windows Media Player CONtrolS ..........oooeuuuiiiiiie e e 22
10 SO PP PP PPPPPPPPPPPT 23
Y YRS Y= 11T T PSR R 26

Xarios Call Recorder User Guide Page 2 of 29



Introduction

The Xarios Call Recorder has been designed by Xarios CTi Software of the UK
(www.xarios.com) exclusively for the Inter-Tel range of IP PBX telephone
systems.

Call Recorder is a bulk telephone call recording server and can connect to
ISDN30 circuits fitted to the telephone system.

Call recordings are saved in compressed .WAV format and can be archived onto
DVD or a Network Storage Device.

The software uses Inter-T e | 0 s rfubpOpen &rchitecture Interface (OAIl) to track
information about the call such as the Agent ID and account number in addition
to the usual date/time/caller ID.

Organisations use Xarios Call Recorder for various applications:

A Compliance wiedulatorgover nment
A Dispute resolution with contractual con
A Staff training and coaching

Xarios delivers Xarios Call Recorder using resilient PC server hardware.
Specifically HP Compaq ML370 or equivalent grade with RAID hard drives, dual
power supplies and Integrated Lights Out remote access.

Xarios also produces a range of software applications that further enhances the
features of the Inter-Tel system. See www.xarios.com

This document focuses on Xarios Call Recorder and the unique features that
make the product stand apart from Aoff the s
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http://(www.xarios.com)/
http://www.xarios.com/

Logon

Xarios Call Recorder is accessed locally through your network by using a web
page. To gain access to Xarios Call Recorder please see your IT department

with regards to an account being set up and also the web address required to
logon.

Forgotten Password

Qxarios

duam LR

Home Admin Recordings My Settings

Logon

Please supply your logon credentials using the form below in order to access the secure area of this website.

LOGON

Username: J

Password: [ l

Copyright ® 2006 Xarios Ltd. Al rights reserved
site map

The Xarios Call Recorder homepage allows users to login to the Xarios Call
Recorder and gain access to the recordings. The Xarios Call Recorder
homepage is shown above.
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Logon

Please supply your logon credentials using the form below in order to access the secure area of this website.
LOGON
Username: Xarios
Password: sscsseeee

To logon to the Xarios Call Recorder enter your assigned username in the
6Username6 field and enter the associated pa

| f you have forgotten youss pafmdtheotopd sel ect 6
right hand corner on the homepage, and enter your username. Your password
will then be sent to the email address that was registered with the account.

When your | ogon credenti Récardingsdv @ algpeemwi Val bea
displayed.
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Server Status

If you are set up as an Admin user when you log into the Xarios Call Recorder
you are presented wit hHfydulare nobsSteprag anradmsét at us Vi
user you will be directed to the Recordings page.

The O0Ser ver shBwsahe status of iheeGaldRecorder server and
displays the following status information:

A Hard Disk size and available space
A DVD dr i disksolusné rautnhersand disk usage

Acall Recorder application service status with option to stop/start

A Archive application service status with
A Network Storage Device size and availab
SERVICES
Call Recorder Running stop
Call Recorder Archiver Running stop

LOCAL DRIVES

HARD DRIVES:
C 18,001 3,143

D 120,914 66,338

DVD DRIVES:

E 53 4,367 2,134
3 54 4,368 3,067
G
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Navigating Around Xarios Call Recorder

Navigating around Xarios Call Recorder is achieved by the task bar at the top of
the web page, as shown below.

Qxarios

Home Admin Recordings My Settings

- Home - By selecting the 'Home' button you will be directed to the homepage
of Xarios Call Recorder or to the 'Server Status' page if you are an admin
user.

- Admin - By selecting the 'Admin’ button you will directed to the 'Admin' page
(only applicable if your account is an Admin account).

- Recordings - By selecting the 'Recordings' button you will directed to the
'Recordings' page.

- My Settings - By selecting the 'My settings' button you will directed to the
'‘My Settings' page.

- Logout - By selecting the 'Logout’ button you will logged out of Xarios Call
Recorder.
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Recordings

The recordings page shows a list of the calls that are available for playback. The
list of calls that are shown are dependent on the user profile that has been
assigned.

Qxarios

dam L

Home Admin Recordings My Settings

Recordings

This page shows a list of calls that are available for playback. Remember that calls which do not match your user profile will not appear. You can
create a filter at the bottom of the page to search for specific calls and you can sort any column by clicking the column header.

0161 1223 1004 09/03/2007 10:33 00:00:36 inbound 0 3 = |
0789 1227 09/03/2007 10:31 00:01:32 outbound 0 3 =) =
0172 1201 1003 09/03/2007 10:29 00:00:18 outbound 0 3 & 3]
0129 1201 1003 09/03/2007 10:27 00:01:08 outbound 0 ) =) 7]
0797 1208 1039 09/03/2007 10:23 00:03:09 inbound 0 3 =) ]
0124 1201 1003 09/03/2007 10:22 00:00:56 inbound 0 3 ) |
0845 1598 09/03/2007 10:21 00:00:20 outbound 0 $ iy ]
0207 1203 1038 09/03/2007 10:19 00:05:17 outbound 0 > = ]
0800 1202 1033 09/03/2007 10:18 00:02:16 outbound 0 3 = |
0207 1208 1039 09/03/2007 10:16 00:00:48 outbound 0 3 ) =]
K<€ > ragetof2 |_10_V} 10 sec refresh | pause
Figure 1

The recordings page shows a number of fields in default:

Outside Number - This is the number either dialled or the CLI received from an
outside caller calling in.

Ext - This is the extension number that either answered the call or made the call.

Agent-1 f agent | D6s are being used this
call or made the call.
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Started - This is the time and date of the call at when it was either answered or
when the call was placed.

Duration - This show the duration of the call that was recorded.
Direction - This field shows whether the call was an inbound or outbound call.

Flags - During playback you can flag a call. The number of flags that are applied
to a call are recorded in this field.

Play - To playback the call click on the play icon. 4
Save - To save the call click on the save icon. &

Email - To email the call click on the email icon.
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Additional Fields can be added to the recordings page by right clicking on one of

thetittescurrent |l y on

t he

recordings page

To add a column to the recordings page enable the checkbox from the list. To
remove a column, uncheck the checkbox in the list.

Add/Remove columns

Outside Number
Agent
Duration
Flags

Save

D Speed Dial
[] ended

] ooi

D Campaign
[ client Name
] Name
Agent Name

Ext
Started
Direction
Play

Email

O onis

D Hunt Group
[ Account Code
|:| Call Type
|:] Post Code
D Trunk

D Ext Name

The additional fields that can be added include:

Speed Dial 1 If the CLlI is listed in the phone systems speed dial list the name
associated with that number will be shown in this field.

DNIS - (Dialled Number Identification Service) is a telephone service that
identifies for the receiver of a call the number that the caller dialled. If this
service is available the number will be displayed in this field.

Ended i The date and time that the call ended will be shown in this field.

Hunt Group i If the call has come into a hunt group the hunt group number will

be shown in this field.
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DDI i On inbound calls the number that was dialled by the customer will be
displayed in this field.

Account Code - If an account code has been entered on a call this will be
displayed in this field.

Trunk i The trunk number that the call was made or received on is displayed in
this field.

Agent Name i If an agent made or received the call the name associated with
that agent ID will be displayed in this field.

Ext Name i If a name is associated with an extension the name will appear in
this field.

The recordings page shows 10 calls per page in default, this can be increased
by using the drop down menu.

10 v

20
30

From the drop down you can then select the number of calls to display per page,
from 10, 20 or 30.

It is possible to navigate to more pages of calls by using the navigation buttons
at the bottom of the recordings listing.

To go to the first page click on the ¥ icon.
To navigate to the last page of calls click on the 2! icon.
To move a page of calls forward select the ? icon.

To move a page of calls backward select the € icon.
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The recordings page will automatically refresh, in default this is set to a 10
second refresh rate. So every 10 seconds the recordings page will automatically
be updated with the latest recordings.
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This refresh rate can be paused so that the page is not automatically refreshed
by selecting the pause button as shown above.

To resume the automatic refreshing of the recordings page the resume button
can be selected.
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Play Recording

Toplayarecordng from the 6Recordingsc¢sd page

When you click on this icon a Windows Media Player pop-up box will appear that
will show the recording as shown below.

& Playing Recording - Microsoft Internet Explorer provided by ACplc.com

Extensin 1203
Extension: 1203 I

DDIL: 016 Tm—

Outside number: 0164

Direction: inbound

Call answered: 09/03/2007 11:23:53

Call ended: 09/03/2007 11:26:04 P <add notes here>
Seriak 9010209032007112353474 | | 77 O

Account Code:

Campaign:

Call Type: flag call
Client Name:

Post Code:

Name:

Authenticity:

Timelines:

Acc code entered: |l Call tagged: W
Call transferred: || Call held: | |
Call retrieved: ] Web timeline: [l

<add note here> timeline call
e

Done %4 Local intranet +100% ~

The playing window will show the same information that has been displayed on
the recordings window that relates to the recording that is currently being played.

The playing window will also show some additional information that was not
visible on the recordings page. It shows the time the call was answered, the time
the call was ended and a serial number for the recording. The serial number has
the convention of trunk/date/time to make a clear understanding of the file
contents.

The authenticity of the recording is to verify that the recording file has not be
tampered with, and is the original recording of the telephone conversation.
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In addition to the recording information there are four other categories that show
additional information about the call that has been recorded, these are, Tag info,
Timeline, Flagging and Call Scoring (if available on your site). For more
information on these options please see the Advanced Playback topic.

If you are unfamiliar with Windows Media Player please read the topic on
Windows Media Player controls.
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Save Recordings

Call recordings can be saved to a drive that is available to the workstation PC

used by the supervisor. Xarios Call Recorder will automatically compress the file

further into a .ZIP format to save disk space. The file naming convention makes
for a clear understanding of the file contents by using trunk/date/time within the

filename.

To

A dialogue box will then appear requiring confirmation from the user that the file
[ be saved. To save the recordi

S

save a recording from the O6Redordingso

t o

button as shown below.

File Download %]

Do you want to open or save this file?

i;i] MName: 9010109032007141101830.zip
Type: WinZip File, 297KB
From: callrecorder

[ Open ][ Save ][ Cancel |

Always ask before opening this type of file

| a ¥ While files from the Interet can be useful, some files can potentially
,_g/ harm your computer. |f you do not trust the source, do nat open or
save this file. What's the risk?

ng

The Xarios Call Recorder will then display a directory listing as to where the file

Xarios Call Recorder

should be saved to.
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Save As

My Recent
Documents

?I‘A
=

Desktop

My Documents

5

My Computer

My Network

2X

Save in: ‘ \_J Recordings v ‘ Q b /A S
File name: |9010109032007141101830 v [ s |
Save as type: {‘W’inZip File v l [ Cancel ]

Select the directory and folder to save the recording to, as shown above and then

sel ect

6Saved.

The

recor di

ng

wi ||

can then be opened using an application such as WinZip to listen to the

recording.
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Email Recording

With Xarios Call Recorder it is possible to email a copy of a recording to any
internal email address. Xarios Call Recorder automatically zips and names the
call recording and attaches this recording to an email which can then be sent.

To email a recordi ng gédick omthe érailico®R cor di ngs 6 p
The email pop-up box looks like any other email client, you simply enter the email

address that you want to send the email to i
field to 6écarbon copyd i noldindcapyemailimai | addr es

address in. There is a subject line which can be edited from the default subject of
6Conversation recordingd and also a body t ex
be written.

/> Email Recording - Microsoft Internet Explorer p... [;]‘i

EMAIL

To |CustomerServices@Xarios,com

Ce [Support@xarios.com

Bece: \

SOt |Conversation recording

Attachment: ! 9012509032007141316500.zip

|Hi Al
\Please findh attached the requested voice recording,

| Thanks, I‘

To send the email click on the 'Send' button.

If you no longer want to send the email click on the ‘Cancel' button.
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Advanced Playback

In addition to the Recording information that is given whilst playing a recording
there are a number of additional features that can be shown while playing a
recording. Theseare6 Ti mel i nedé, OFl aggingd and o6Call S

Tag info - The tagging option is used in conjunction with an OCX control CTI

component that allows customers to integrate their Customer Relationship

Management (CRM) database to the Xarios Call Recorder server. The OCX

control will allow the customer to store an
various applications.

(= Playing Recording - Microsoft Internet Explorer provided by ACplc.com

1219 gging | Call Scoring

08708+
outbound
09/03/2007 14:13:16

09/03/2007 14:28:24 i N <add notes here>
9012909032007141316500 i .

Support flag call
NL1 3XX
Mr Bake

&

Timelines:

Acc code entered: |l Call tagged: W
Call transferred: | Call held: | |
Call retrieved: ] Web timeline: [l

<add note here> timeline call
b

Done % Local intranet +100% ~
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Flagging info i This is shown on the right hand side of the playing recording
window and can be used to 'Flag' a call, which can later be used to filter calls
upon.

The supervisor can enter a comment about the 'Flag' that they are assigning to
the call. This comment will then appear against the call whenever any other
supervisor looks at this call. Please note more than one flag can be put next to a
recording.

Flagging | Call Scoring

You can attach important notes to this call recording by entering in free text into the

X below. All notes entered by you and others in the past will be displayed below

—end of notes —
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Timeline - The Xarios Call Recorder allows certain events to be shown about a
call quickly by identifying sections of the recording so that supervisors can
quickly and easily hear the part of the recording they are most interested in.

Il n the bel ow example the timeline event that
will now show every time that the call was transferred. The supervisor can hover

their mouse cur s o asskowreimwhitelorethedmedarpleyerr s 6 ,

slide bar, and the recorder will show what event took place, information about the

event and when the event took place. Multiple timeline events can be applied to

the same recording at the same time.

A custom timeline event can be added by the supervisor by entering text into the

box whi ch<addnot¢ eiexdtand t hen by selecting the 6
button. Please note that the recording has to be being played when this is done.

This timeline event will be shown as a 6Web timelined in
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