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Overview

Introduction

CCRecord Pro is a powerful end-user call management tool that provides:

Non-intrusive voice recording
Historical voice streams management and playback
Call signaling and voice archiving
Playback via default Windows Media Player
The recorded conversations are useful in improving call quality, Customer relationship management,

Agent training, and evaluation or to preserve important information & questions from Customers. Each

recorded conversation is saved in a .wav format and playable by your computers default media player.

NOTE: CCRecord Pro can be integrated with the CCPro, CCView, and CCView 2012
products.

Target Customers

Government Institutions

Insurance and financial services
Call Centers and Customer Services
Attorney Offices

Law Enforcement Force

Medical Centers

Benefits
Increase Customer confidence, maximizing productivity and dramatically improving employee
performance
Improve call quality control through Agent answering time, customer hold time and lost calls
number

Help evaluate and analyze agent-customer interactions

Accurate record of what was said, by whom and when. It avoids the need for repetition or speaking
slowly

Focus and improve customer service level and information management, offering reliable data

necessary to refine call-handling processes
Perfect aid to Agent training

Minimize technology expenditure
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Installing and Configuring CCRecord

Pro

Installing SIP Record Application

1. Double-click on SIPRecord.exe install kit provided by Poltys. The installation wizard starts.

¥ k]
SipRecord - InstallShield Wizard (S|

Welcome to the InzstallShield Wizard for
SipRecord

The InstallShield wizard will install SipRecord on your
computer. To continue, click Mest.

<Back | Mest> |l Cancel ]

2. Click on Next > button. Choose the destination location.

g B
SipRecord - InstallShield Wizard [

Chooze Destination Location

Select folder where setup will install files,

Setup will install SipRecard in the following folder.

Toinstall to thiz folder, click Mext. Toinstall to & different folder, click Browse and select
another folder.

Destination Folder

C:\Program Files [<85]Poltys\SipRecords

IrztallS hield

¢Back || Mests |[ Cancel ]

A

3. Click on Next > button. The installer is ready.
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-

Ready to Install the Program
The wizard is ready to beain installation.

— B
SipRecord - InstallShield Wizard n S5

Click Ingtall to begin the inztallation,

the wizard.

Inztallshield

IF pou want to review or change any of your installation settings, click Back. Click Cancel ta exit

<Back (i Inatal

1 ’ Cancel ]

4. Click on Install button. The installation begins.

-

SipRecord - InstallShield Wizard

Setup Status

The InstallShield Wizard iz installing SipRecord

Copying new files

Inztallshield

Cancel

5. The wizard installs WinPCap tool.

_
WinPcap 4.1.2 Setup [

WinPcap 4.1.2 is already installed en this machine,
Press Ok if you want to force the installation, or Cancel if you want to
abort the installation.

ok | cencel

CCRecord SIP Trunk Recording Application Notes
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Installing and Configuring CCRecord Pro 9

6.

Click on OK button. The WinPCap installer starts.

-

(i WinPcap 4.1.2 Setup E‘_léj

\)): 'P
. _,Ul n caP Welcome to the WinPcap 4. 1.2 Installation Wizard

WinPcap 4.1.2 Installer

This product is brought to you by /.-
/,(__./:-:

TECHNOLOGIES

Packet Capturing and Network Analysis Solutions

[ Mext> | | Cancel |

Click on Next > button. The welcome window displays.

-

(i WinPcap 4.1.2 Setup [E‘_léj

Welcome to the WinPcap 4.1.2
Setup Wizard

This Wizard will guide you through the entire WinPcap
installation.

Far more information or support, please visit the WinPcap
home page.

http:HWNWIwinpcap.ﬂrg

< Back || Mext> | | Cancel

Poltys, Inc.
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10 Installing and Configuring CCRecord Pro

8. Click on Next > button. The License Agreement window displays.

F R
(G WinPcap 4.1.2 Setup Ay o]

kt . License Agreement
lh caP Please review the license terms before installing WinPcap 4.1.2,

Press Page Down to see the rest of the agreement.

Copyright (c) 1999 - 2005 NetGroup, Politecnico di Torino (Ttaly).
Copyright (c) 2005 - 2010 CACE Technologies, Davis (California). |j
All rights reserved.

Redistribution and use in source and binary forms, with or without modification, are
permitted provided that the following conditions are met:

1. Redistributions of source code must retain the above copyright notice, this list of
conditions and the following disclaimer.

2. Redistributions in binary form must reproduce the above copyright notice, this list of
conditions and the following disclaimer in the documentation andfor other materials

If you accept the terms of the agreement, dick I Agree to continue. You must accept the
agreement to install WinPcap 4.1.2.

Mullsoft Install System w2, 46

[ < Back l[ I Agree ][ Cancel ]

—

9. Click on I Agree button. The Installation Options window displays.

;_) WinPcap 4.1.2 Setup _u_lg

k Installation options
lh caP Please review the following options before installing WinPcap

[¥]3automatically start the WinPcap driver at boot time:

Mullsoft Install System w2, 46

< Back " Install ] [ Cancel

—
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Installing and Configuring CCRecord Pro 11

10. Make sure that Automatically start WinPCap driver at boot time option is selected. Click on Install

button.

-
{7 WinPcap 4.1.2 Setup ——

- —

e | | e S|

U b Installing
ln ch Please wait while WinPcap 4. 1.2 is being installed.

Output folder: C:\Program Files (x86) WWinPcap

Mullsaft Install System v, 46

- .

< Back Mext = Cancel
11. Wait for installation process to complete.
[ = ™
(5 WinPcap 4.1.2 Setup RS P LS —

U b Installing
ln ch Please wait while WinPcap 4. 1.2 is being installed.

Output folder: C:\Program Files (x86) WWinPcap

- .

Mullsaft Install System v, 46

< Back Mext =

Cancel

Poltys, Inc.
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12 Installing and Configuring CCRecord Pro

12. The WinPCap tool installation is completed.

{3 WinPcap 4.1.2 Setup E‘_lL]

Completing the WinPcap 4.1.2
Setup Wizard

WinPcap 4. 1.2 has been installed on your computer,

Click Finish to dose this wizard.

b

13. Click on Finish button. The SIP Record installation is completed.

SipRecord - InstallShield Wizard

InstallShield Wizard Complete

The InstallShield Wizard has successfully inztalled SipRecord.
Click Finish to exit the wizard.

< Back Cancel

14. Click on Finish button.

Configuring the Trunks to be Recorded

This sections presents the following procedures:
Adding Trunks
Modifying Trunks
Removing Trunks

CCRecord SIP Trunk Recording Application Notes

Poltys, Inc.



Installing and Configuring CCRecord Pro 13

To add trunks

1. Click on Start | All Programs | Poltys | Sip Record | Sip Config. The SIP Record Configuration main

window displays.

o Sip Record Configuration = = 2R
% PEX Trunk Map
[} 2pply *_] Import _& Export L% Refresh
Drag & column header here to group by that column
PBX Trunk
¥
k1
10-15
7
#*
M # 4 Recordiof3 F B W+ — & v ¥ 4 4

2. You can add one trunk or trunk range per row. To add a new item to the list, click on the empty

bottom row.

O sip Record Configuration = & ==

% PBX Trunk Map
[} Apply *__] Import \_* Export [_% Refresh

Drag & column header here to group by that column

PEX Trunk

10-15

M # 4 Recorddofd F B W+ — =« » X 4 .4

Poltys, Inc. CCRecord Trunk Recording Application Notes



14 Installing and Configuring CCRecord Pro

3. Enter the trunk number or trunk range.

o Sip Record Configuration

% PBY Trunk Map

[} Apply *_} Import [_L Export [_% Refresh

Drag a column header here to group by that column

PEX Trunk

10-15

M 4 Recorddofd b B W+ — & v X 4

Ti12-16

4. Click on Apply button for changes to take effect.

© sip Record Configuration

% PBX Trunk Map

I[}‘ Apply I*_j Import [_L Export L% Refresh

Drag a column header here to group by that column

PBX Trunk

10-15

M 4 4 Recorddofqd b B W+ — & » X 4

CCRecord SIP Trunk Recording Application Notes
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Installing and Configuring CCRecord Pro 15

To modify trunks

1. Click on the row you want to modify.

o Sip Record Configuration o B ER
% PBX Trunk Map
[} 2pply *_j Import [_L Export L% Refresh
Drag a column header here to group by that column
PEX Trunk
¥
fi1
10-15
7
12-16
#
M # 4 Recordiof4 » B W+ — =« » ¥ 4 4

2. Change the information.

o Sip Record Configuration o B ER
% PBX Trunk Map
[} 2pply *_j Import [_L Export L% Refresh
Drag a column header here to group by that column
PEX Trunk
¥
I:2
10-15
7
12-16
#
M # 4 Recordiof4 » B W+ — =« » ¥ 4 4

Poltys, Inc. CCRecord Trunk Recording Application Notes



16 Installing and Configuring CCRecord Pro

3. Click on Apply button for changes to take effect.

o Sip Record Configuration

% PBX Trunk Map

I[} 2pply I*_j Import [_L Export L% Refresh

Drag a column header here to group by that column

PEX Trunk

—
ra

L* |

M # 4 Recordiof4 » B W+ — =« » ¥ 4

To remove trunks

1. Click on the left side of the row which you want to remove.

o Sip Record Configuration

% PBX Trunk Map

[} 2pply *_j Import [_L Export L% Refresh

Drag a column header here to group by that column

PEX Trunk

~ =

L

L* |

M # 4 Recordiof4 » B W+ — &« v ¥ 4

CCRecord SIP Trunk Recording Application Notes
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Installing and Configuring CCRecord Pro 17

2. Click on Delete button.

o Sip Record Configuration = = £
% PBX Trunk Map
|[3‘ Apply | l#d Import (& Export |[_ Refresh i
Drag a column header here to group by that column
PBX Trunk
¥
2
10-15
7
pi12-16
#
I««*Remrd4of4b»»|+E‘\fX1 4

3. The item was removed from the trunk list.

oﬁsﬂgmﬂi Configuration o =B E
% PBX Trunk Map
|[} Apply | *j Import [_L Export |E_é Refresh |
Drag a column header here to group by that column
PEX Trunk
¥
2
10-15
7
3
M #H 4 Recorddofd F B W+ — « » X 4 .4

Poltys, Inc. CCRecord Trunk Recording Application Notes



18 Installing and Configuring CCRecord Pro

4. Click on Apply button for changes to take effect.

O‘ Sip Record Configuration o B ER

% PBX Trunk Map
25
I[} 2pply Ia] Import 4y Export [é Refresh

Drag a column header here to group by that column

PEX Trunk

—
ra

10-15

12-16

L* |

M # 4 Recordlof4 B B MW+ — = » ¥

Configuring Port Mirroring

You need a supplementary managed switch that can do port mirroring in order to set up the recording
configuration.

There are two types of managed switches depending on how the mirroring destination port works:

CASE A - Destination Port works normally plus receives the mirrored traffic, for example
Dualcomm DCSW-105PT/DCSW-1005 (http://www.dual-comm.com/port-mirroring-
LAN_ switch.htm).

CASE B - Destination Port receives the mirrored traffic only, for example Cisco Catalyst 2960
(http://www.cisco.com/en/US/products/ps6406/index.html)

NOTE: For the later case, you need to install the second NIC in the CCRecord server
for normal connectivity with the IP-PBX and the rest of the network.

This section presents the following topics:

Network Diagram

Configuring port mirroring function on the switch

Network Diagram

Connect both the IP-PBX and the CCRecord Pro server to the managed switch that can do port

mirroring, like in the diagrams below.

CCRecord SIP Trunk Recording Application Notes Poltys, Inc.



Installing and Configuring CCRecord Pro 19

CASE A - Destination Port works normally plus receives the mirrored traffic

IP-PBX CCRecord Pro server
* Port Mirroring Port Mirroring
Source port Destination port h ‘

! DDy Ol e DDy Sl el AGeCh S Ok el
AN /T ' YL ’iﬂuuaa el
W coveer vooeee ¥ HW

CASE B - Destination Port receives the mirrored traffic only

IP-PBX CCRecord Pro server
* Port Mirroring Port Mirroring
Source port Destination port (=
|E r
- Supplementary

network connection

AN /T ' YL -1
W oo/ veoeee ¥ HW

Configure port mirroring function on the switch

Let’'s assume that the managed switch is Cisco Catalyst 2960.

Also, CCRecord Pro server is connected to POrt 3. On the network diagram it is shown in a red color

(Destination port).

Also, port 5 is used for connecting to IP-PBX. On the network diagram it is shown in green color

(Source port).
In this case you need to execute following commands on the switch:

1. Enter configuration mode:

C2960# configure term nal

Poltys, Inc. CCRecord Trunk Recording Application Notes



20 Installing and Configuring CCRecord Pro

2. Create monitoring session and configure interface Fast Ethernet 0/5 as source port for that session:

C2960( confi g)# nonitor session 1 source interface fastethernet 0/5

3. Configure interface Fast Ethernet 0/3 as destination port for session 1:

C2960(config)# nonitor session 1 destination interface fastethernet
0/3

4. Check if everything is configured correctly:

C2960# show nmonitor session 1

Session 1

Sour ce Ports:

RX Only: None
X Only: None
Bot h: Fa0/ 5

Destinati on Ports: FaO/3

Now the configuration is completed and you should be able to record SIP calls on the IP-PBX trunks

using CCRecord Pro.

CCRecord SIP Trunk Recording Application Notes Poltys, Inc.



Installing and Configuring CCRecord Pro 21

Trunk Recording Settings

Record Settings

Inside the CCServer application, find the Record Settings section that contains relevant data regarding
the trunk-board channel recording mapping, the DIDs and the extensions not to be recorded, and also

the recording type to be used.

Il
File Help
- Spstem Setu . 5
¥ Licensingp Record Settings ZC Server Config 1.0
Change Passward
Recaord Settings . _— . e .
Fiecording Secuily — Trunk List — DID Filtering List——————————— [~ Caller ID/Dialled Na Filtering List—
Maintenance Setup Trurk Ho. | Boardcharrel | Boardbpe o 051178912 BEA9E49757
System Monitor 1 1] DTP gg?l::;gg::;
Debug Logs 2 1 DTP
- Email Motification 3 2 bTP BOST1 78318
4 3 DTP
5 4 DTP
E 5 DTP
7 E DTP
2 7 DTP
3 8 DTP
10 3 DTP o e
1 10 DTP H X &F O B X | O
i n Al DID 8051178916 Caller ID
13 12 DTP Diallod N
14 13 DTP b =T D
15 14 OTP ' Include/E xclude [Check far - Include/E xclude [Check far
16 15 DTP Inclusion) Inclusior]
17 16 DTP
18 17 DTP w| | [~ Extension Filtering List
< 2 1m0
~ Trunk Setting: 1012
1036
B X
E n  Board Type
Trunk Mo: ’D— " DTP board Rec Type—————
Board channel no. 'D— " MNoDTF board " #Law Recording
' LLaw Recording
—Fill Trunk Setting
= B X @ O
—Board Type————
Innks 0 o 0 [|l¢" DiPboard B¢ p
Tom
Channel To @ © NoDTP board r— Inchuce/Exclude (Check for
[ Inclusion] o
PRI

This section presents the following topics:

Filtering Rules for Recording Operation

Recording Type

Saving Changes on Server

Filtering Rules for Recording Operation

NOTE: When all settings are performed inside the Record Settings window, please
remember to save the changes on server. Find more information inside the Saving
Changes on Server section.

A DID (Direct Inward Dialing) represents a service of a local phone company that provides a block of
phone numbers for calling into your company’s PBX. Using DID, your company offer your customers
individual phone numbers for each person or workstation within the company without requiring a

physical line into the PBX for each possible connection.

Poltys, Inc. CCRecord Trunk Recording Application Notes



22 Installing and Configuring CCRecord Pro

You can define filtering rules to either include or exclude a set of predefined DIDs for the recording

operation.

— DID Filterinug List

8051173312
8051173314
8051173315
8051173316

* E O
DID  [a051178916

r IncludesE xclude [Check for
|Fizluzion]

NOTE:
Remember that DID values may be changed during TDA Processing of the incoming
calls, depending on the settings in the numbering plan, Remove Digit, Additional Dial

and others.

You can also define filtering rules for the incoming/ outgoing calls based on either Caller IDs or Dialed

phone numbers for the recording operation.

— Caller ID/Dialled Mo Filkering List—
BE49649787
B X EH O
Caller 1T
Dialled Mo
r Includes/E sclude [Check. for
Inclugion]

CCRecord SIP Trunk Recording Application Notes Poltys, Inc.
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Each Agent from your Call Center uses a PBX extension and a telephone set. You can define filtering

rules to either include or exclude a set of predefined extensions for the recording operation.

— Extenzion Filkering List
0o
iz
10326
5 X EH O
Ext |EI
r Include/E sclude [Check for
Inciuzion)

You can toggle anytime any of the Include/Exclude options for the lists above in order to customize

the recording rules according to your needs, as follows:

Include/Exclude option is selected — None of the DID/ Caller ID or Dialed No/ Extension are

recorded except of the items in the corresponding list

Include/Exclude option is not selected — All of the DID/ Caller ID or Dialed No/ Extension are

recorded except of the items in the corresponding list

In the table below, you can see the main operations you can perform on DID/Caller ID or Dialed

extension restriction information:

Item Description
-‘i@ ) Add a new filtering rule in the corresponding list based
The Add DID/Caller ID or Dialed  on DID/Caller ID or Dialed No/Extension.

No/ Extension button

™ Delete the selected rule from the corresponding list.
The Delete DID/Caller 1D or

Dialed No/ Extension button

E Update the rule in the corresponding list.
The Update DID/Caller ID or
Dialed No/ Extension button

Import a set of predefined items provided in a text file.

The o Import DID/Caller 1D or The items imported are appended to the existing list.
Dialed No/ Extension button

To add a new filtering rule:

1. Type the DID/Caller ID or Dialed No/ Extension to be added in the corresponding list

2. Click E Add button to add the new item

Poltys, Inc. CCRecord Trunk Recording Application Notes



24 |nstalling and Configuring CCRecord Pro

To delete a filtering rule:

1. Select the DID/Caller ID or Dialed No/ Extension to be removed from the corresponding list

2. Click Eat Delete button to remove the selected item
To update an existing filtering rule:

1. Select the DID/Caller ID or Dialed No/ Extension to be updated in the corresponding list

2. Modify the number from the corresponding field

3. Click the H Update button to update the number in the corresponding list.

To import items from predefined text files:

1. Click D Import button to add new items from text files

2. Browse for the text file and click on Open button

open 21
Lack in: | 29 CC Server x| = cF B~
Backup |2 5uppatt
CounkersSave | TrurkiaiceRecords
database |[Syusbdrivers
Logs |y woicerecords
scenarioeditor E

serverdefault

File name: |DID lit. bk

Dpen |
j Cancel |

Files of type: | Teat File [".tst]

4

Recording Type

NOTE: When all settings are performed inside the Record Settings window, please
remember to save the changes on server. Find more information inside the Saving
Changes on Server section.

Inside the Recording Type section, choose the type of PRI23 recording you prefer:

Rec Type

" ALaw Recording

ALaw Recording — Europe CODEC format

ULaw Recording — US CODEC format

To set a recording type, choose the Rec Type between ALaw Recording and ULaw Recording options.

Saving Changes on Server

To save changes on server when all settings are performed inside the Record Settings window:

Appl
1. Click the S

I Apply button to save the changes on the server

CCRecord SIP Trunk Recording Application Notes
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2.

to be saved:

CC Server Config

1 "_\ In order to refleck changes made on Recording you need ko restark the server |
-

A warning message is displayed informing you to restart the CCServer in order for the modifications

X

After all modifications are performed, restart the CCServer application by going to the System

3. Click the OK button to accept the warning message
4.

Setup pane and clicking the Restart button.
5. The CCServer is reconnected within a few moments.

Recording User Restrictions

Inside the CCServer application, find the Recording Security section that allows you to add, delete

and/or update the users’ rights to access the recorded conversations from the CCSupervisor=>CO Call

Log and Intercom Call Log sections.

28 CC Server Config - LICENSED
File Help

=lolx|

Sypstemn Setup
i Licensing
- Change Password

Recording Security

Record Settings — Uszer List

Fiecording Security
Maintenance Setup
System Monitor

i+ Debug Logs

- Email Nolification

User Wame

Paszword
234

Uszer Hame:

User
password

1234

CC Server Config 1.0

— DID Filtering List
8057882341
E X |
Dip (B057BE2341

— Extension Filtering List

1008

x H
1004

A user, referred within this section as User, represents a CCSupervisor user. The user access rights

refer to listening and exporting actions. For example, with the appropriated user rights, you can listen

to a recorded call by trunk — the entire recorded call - and by extension — the segment of the recorded

call handled by a specific extension.

Poltys, Inc.
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26 Installing and Configuring CCRecord Pro

A DID (Direct Inward Dialing) represents a service of a local phone company that provides a block of
phone numbers for calling into your company’s PBX. Using DID, your company offer your customers
individual phone numbers for each person or workstation within the company without requiring a
physical line into the PBX for each possible connection. A DID restriction, referred within this section

as DID, represents a DID that is not recorded.

Each Agent from your Call Center uses a PBX extension and a telephone set. An extension

restriction, referred within this section as Extension, represents an extension that is not recorded.

For each user, you can assign a password, and various DID and Extension restrictions. Multiple users

can be defined, as needed.

NOTE: If no user is defined inside the Recording Security section, no recorded calls
can be accessed by the CCSupervisor under the CCSupervisor>CO Call Log and the
Intercom Call Log sections.

This section presents the following topics:

Users List

User Restrictions

Users List

The User List table contains user related information such as name and password.

r— User List

Uzer Mame | Pazswiord |

Uzer Mame: ohn

* E

User

pazsword 1234

In the table below, you can see the main operations you can perform on the User information:

Item Description

Add a new user in the User List table

i

The =' Add User button

}( Delete the selected user from the User List table

The Delete User button

CCRecord SIP Trunk Recording Application Notes Poltys, Inc.



Installing and Configuring CCRecord Pro 27

Item Description
E Update the selected user information by modifying the name
The Update User button and/or password

To add new user:

1. Inside the User section, edit the following fields:
User Name — enter a name for the new user

User password — enter a password for the user

NOTE: Please take in consideration that the username and password strings are case
sensitive.

2. Click the E Add User button to add the new created user in the User List table
To delete an existing user:

1. Inside the User List table, select the user you want to delete

2. Click the ba Delete User button and the selected user is deleted.
To update the information for an existing user:

1. Select the user from the User List table

2. Modify the user’s name and/or password
3. Click the H Update User button to modify the user information.

User Restrictions

A user restriction, referred within this section as User Settings, represents the DID and extension
restrictions assigned to the selected user. For example: with a DID restriction defined, a user cannot
access the recording corresponding to that DID. For more information on DID and extension

restrictions, please return to the beginning of the Recording Security section.

Poltys, Inc. CCRecord Trunk Recording Application Notes



28 Installing and Configuring CCRecord Pro

For each user, you can add, delete and/or update the DID/Extension restrictions, like presented in the

figure below:

Recording Security

User Mame:

* H

User
pazsword

— zer List — DID Filkering List
Uzer Mame | FPazsword | O057EE234]
blohn |
E X i
DD 8057882341

ohn

1234

— Extenzion Filtering Lizt
1009

* HE
B [1003

NOTE: Please note that DID value may be changed during TDA Processing of the
incoming calls, depending on the settings in the numbering plan, Remove Digit,

Additional Dial and others.

In the table below, you can see the main operations you can perform on user DID/extension restriction

information:

Item

The Add DID button
The x Delete DID button

The E Update DID button

The Add Ext button
The x Delete Ext button

The E Update Ext button

Description

Add a new user DID restriction in the DID table

Delete the selected user DID restriction from the DID

table

Update the DID number for the selected user DID
restriction from the DID table

Add a new user extension restriction inside the Extension

table

Delete the selected user extension restriction from the
Extension table

Update the extension number for the selected user
extension restriction inside the Extension table

To create a new user DID/Extension restriction for a user:

1. Inside the User List table, select the user you want to create a restriction for

2. Type the DID/extension not to be accessed by the selected user inside the DID/Ext field
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3. Click the E Add DID / Extension button to add the user DID/extension restriction in the
DID/Extension list.

To delete an existing DID/Extension restriction for a user:

1. Inside the User List table, select the user you want to delete a restriction from

2. Select the DID/extension restriction to be deleted

3. Click the X Delete DID / Extension button to delete the user DID/extension restriction inside
the DID/Extension list.

To update an existing DID/Extension restriction for a user:

1. Inside the User List table, select the user you want to update the restriction for
2. Select the DID/extension restriction to be modified

3. Change the number for the DID/extension inside the DID/Ext field

4. Click the H Update DID/ Extension button to update the user DID/extension restriction inside
the DID/Extension list.

Recorded Conversations Playback

This section presents the following topics:

CCView and CCPro

CCView 2012

CCView and CCPro

Using the CCSupervisor application, you can listen to all recorded calls, including the internal calls, and

also export the records to your chosen location.

To listen to the recorded conversations, Winamp or Windows Media Player 9 (or higher) must be

installed in the host computer.
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To listen to all recorded calls except the internal ones, please follow the procedure:

1.

CO Call Log - CO Based
[& Filer... Field Chooser Print Clear
Export | Schedule Export

Lookup fi

Go to the CO Call Log section under the Monitor pane

feld: | Customer =] [center ookup key>

’lay Woice Hecord

?

Export Yoice Records

2. The window is composed of two subsections:

T C0Based | & Agent Based ] Fiecards: From 1 To 925 Out of 925 “ - - »
CallLogID_| Date/Ti [ Caller D[ CallerName [ Incoming/utgoin Status | Dialed Number DDI/DID/MSN | Trunk Talk Time (min) | %/ait Time (min) __+
(ﬁW 01/ 07 09:40:54 PM 007 09:40:57 P a02102 Incoming LostA, N/& 16 00:00
(ﬁl 14 09:41:09PM 01 41:11 PM Incoming Lost A, NA& 18 00:00
3 0 01 01 PM 30 Incoming Lost & N/&, 30 16 00:00
34 01/08/2007 09:42:30 PM 502102 Incoming Nond.. N 01102 16 00:00 00:00
(ﬁ 5 7 01/08/2007 09:51:55 PM 302102 Incoming Lost & N/&, 501601 16 00:00 00:02
(ﬁ B 02/08/2007 12: 02/08/2007 12:53:00 PM N8, N, Outgoing Out 90210 NZ& 16 02:37 00:00
37 02/08/2007 12: 02/08/2007 12:54:57 PM 302104 Alex Delarge  Incoming ACD NZ& 901603 15 0334 00:04
(B £l 02/08/2007 12: 02/08/2007 12:54:50 PM 902102 Incoming Nond.. N 901103 1€ 01:34 oo:02
33 02/08/2007 12:58: 02/08/2007 12:567:12 PM 302104 Alex Delarge  Incoming Nond.. N/& 901204 16 01:23 00:03
(ﬁﬂ] 08 2 02 2 9PM 302102 Incoming Lost &, N/& 901603 15 00:00 00:14
@311 /08, 12 02 125717 PM 302102 Incoming ACD NZ& 901601 15 o112 00:09
(ﬁ 12 02/08/2007 12: 02/08/2007 12:57:34 PM 02102 Incoming ACD NZ& amen 16 om oooz
6313 02/08/2007 12: 02/08/2007 12:57:53 PM 902104 Alex Delarge  Incoming Nond.. N 901204 16 oo 0003
(ﬁ 14 02/08/2007 12: 02/08/2007 12:58:27 PM 02104 Alex Delarge  Incoming ACD NZ& e 16 onm oo:o1
<315 02/08/2007 12: 02/08/2007 01:00:06 PM 902102 Incoming Abnor.. N/ 901601 16 00:00 00:00
<316 02/08/2007 01: 02/08/2007 01:00:22 PM 02104 Alex Delarge  Incoming Abnor..  N/A amaond 16 00:00 oo:oo
(‘B 17 03/08/2007 10: 03/08/2007 10:28:05 &AM 502102 Incoming ACD NZ& 901603 16 0352 00:05
318 03/08/2007 10: 03/08/2007 10:27:58 AM N7 N7 Outgoing Out 302103 N/& 15 0216 00:00
(ﬁ 21 03/08/2007 02: 03/08/2007 03:00:04 PM 902102 Incoming ACD NZ& 901603 16 0337 oo:.02
03/08/2007 02: N/ N/ Outgoing Out 302101 ey 15 01:25 3
""" Incorming Non & S8 901204 B 00:02
902104 Alex DeLarge  Incoming Nond.. N/ 901103 15 0301 oo
g 25 06/08/2007 12:16:08 PM 02102 Incoming Nond.. N/ 01103 16 o013 oooz
26 06/08/2007 12:18:50 PM 902102 Incoming Nond.. N 901103 16 0012 oo:02
327 0B/08/2007 12: 06/08/2007 12:42:52 PM NZ&, NZ& Outgoing Out a021m NZ& 16 20:28 oo:oo =
i ekl N g et N il B i ano————cSH: R o _'l_l
CallLog ID ‘ Date/Time ‘ Completion Time ‘ Agent Name ‘ Extension ‘ Ring Time (min) ‘ Talk Time (min) ‘ Wait Time (min) ‘ Haold Time (min) ‘ Queue Time (min) ‘ Transferred
'3 23 03/08/2007 05:01:10PM  03/08/2007 05:02:53 PM Dan 204 o2 01:14 oo:02 00:25 00:00 Yes
323 03/08/2007 05:0253PM  03/08/2007 05:04:25 PM Eileen 201 00:00 01:31 00:00 00:00 00:00 No

CO Based — contains the call information from the CO perspective. Using this subsection, you

can listen to the entire recorded call from the moment it was first answered until it was at last

ended — by trunk.

Agent Based — contains the call information from the Agent perspective. Using this subsection,

you can listen to the recorded conversation fragmented according to each Agent that handled

the call — by extension.

Inside the CO Call Log CO Based, you can identify the recorded calls by their distinctive icons:

- Recorded call

fﬁ - Not recorded call

Inside the CO Call Log Agent Based, both @ and

each extension.

are used for identifying the recorded calls for

NOTE: The lg icon represents a recorded call ONLY if the corresponding CO Based
entry has assigned a recorded call - identified through the icon.
5. Select a call from the CO Call Log CO Based or Agent Based and click the Play Voice Record

button to listen to the recorded conversation.
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6. The Record Security window is displayed:
Record Security

Ilzername I

Paszword I

[ Remember uzer name and password

7. Enter your user credentials — the username and the password — in the corresponding fields and

click the OK button.

NOTE: For more information on Record Security, please refer to the Recording User
Restrictions section.

8. If needed, check the Remember user name and password option to save to credentials for later

use.

9. The default media player starts playing the recorded conversation.
To listen to the internal recorded calls, please follow the procedure:

10. Go to the Intercom Call Log section under the Monitor pane

Intercom Call Log

j ‘<enler lookup key» [& Filter.. | Field Chooser | Print | Clear | Export | 7 I Flay Y nice Fecord
Records: From 1 To 22 Out of 22 4“* = = » Export Yoice Records

Lookup field: | E stenzion

4  CallLoglD Date/Time Completion Time . Incoming/Outg.. Caller ID/Dia &
a3l
;36 : 36 extenszion te... utgoing
2 19/09/2008 1 1 311 Outgai 137
.36 ;36 extenszion te... utgoing
3 19/09/2008 11:36:40 &M 19/09/2008 11:36:57 &M i Outgai 137
34 19/09/2008 11:36:42 &AM 19/09/2008 11:36:59 &AM ExT 137 Incaoming 166
@35 19/09/2008 11:37:54 AM 19/09/2008 11:38:14 AM EXT 137 Incoming 166
@36 19/09/2008 11:37:53 AM 19/09/2008 11:38:16 AM extension te... | Outgoing 137
@37 19/09/2008 11:33:52 AM 19/09/2008 11:40:13 AM EXT 137 Incoming 166
38 19/09/2008 11:33:50 AM 19/09/2008 11:40:13 AM extension te... | Outgoing 137
@39 19/09/2008 11:42:13 AM 19/09/2008 11:42:31 AM EXT 137 Incaming 166
310 19/09/2008 11:42:11 AM 19/09/2008 11:42:32 AM extension te... | Outgoing 137
dan 19/09/2008 11:43:43 M 19/09/2008 11:43:43 AM Agent A Outgaing 166
(ﬁ 12 19/08/2008 11:43:43 A 19/09/2008 11:43:43 AM extenzion be... | Incoming 165
A2 A3 ertenszion be... utgaing
13 19/09/2008 11:42:37 AM 19/09/2008 11:43:48 AM i Outgai 137
G314 19/09/2008 11:42:38 AM 19/09/2008 11:47:13 &AM EXT 137 Incaming 166 -
< 3|

11. You can identify the recorded calls by their distinctive icons:
=i - Recorded call

fﬁ - Not recorded call

12. Select a call from the Intercom Call Log and click the Play Voice Record button to listen to the

recorded conversation.

Poltys, Inc.
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13. The Record Security window is displayed:
Record Security

Ilzername I

Paszword I

[ Remember uzer name and password

14. Enter your user credentials — the username and the password — in the corresponding fields and
click the OK button.

NOTE: For more information on Record Security, please refer to the Recording User
Restrictions section.

15. If needed, check the Remember user name and password option to save to credentials for later

use.

16. The default media player starts playing the recorded conversation.

CCView 2012

Using the CCSupervisor web application for CCView 2012, you can listen to any recorded calls.
To listen to recorded calls, please follow the procedure:

1. Go to the CO Based Call Log section.

= e
@ http://192.168.168.144/ccs/ costestpage.asprpack//sit 2 ~ B & X ‘ @ SLxap {% i\f {g}
Skin Qoliit-2eb Lyl INERRY Welcome poltys | logout
CO Based Call Log Date Range | Last Month ~ | |Z|&
Manitoring A o Time End Time Trunk Type Caller ID Caller Name
= 5
f@ Play 5 11/1/2011 11:12:17 11/1/2011 11:12:58 35 ACD 902117 Ext117 a
é!,'/ Play 7 11/1/2011 11:13:04 11/1/2011 11:13:17 35 ACD 902117 Ext117
) g 11/1/2011 1:46:36 P11/1/2011 1:47:02 P 35 Lost ACD 902117 Ext117
Monitoring 9 11/1/2011 1:47:15 P11/1/2011 1:47:25 P 35 Abnormal 902117 Ext117
‘ Play 10 11/1/2011 1:47:30 P11/1/2011 1:48:12 P 35 ACD 902117 Ext117
I=E { 11 11/1/2011 1:50:32 P11/1/2011 1:50:36 P 35 Abnarmal 902117 Ext117
12 11/1/2011 1:51:07 P11/1/2011 1:51:19 P 35 Abnormal 902117 Ext117
Reports 13 11/1/2011 1:51:50 P11/1/2011 1:52:20 P 35 Lost ACD 902117 Ext117
Play 14 11/3/2011 11:18:45 11/3/2011 11:20:26 35 ACD 902117 Ext117
} | J 15 11/3/2011 11:20:51 11/3/2011 11:22:24 35 Non ACD 902117 Ext117
' y 16 11/3/2011 11:25:17 11/3/2011 11:30:35 35 ACD 902117 Ext117
Play 17 11/3/2011 12:05:25 11/3/2011 12:46:46 35 ACD 902117 Ext117
CO Based Call Log
Play 18 11/3/2011 12:46:48 11/3/2011 12:48:38 35 ACD 902117 Ext117
l Play 19 11/3/2011 12:48:40 11/3/2011 1:06:46 P 35 ACD 902117 Ext117
%‘g Total C
Agents Based Call Log - -
4 Il | r
| ' ID Time End Time Agent Extension Group Type
£ 10 11/1/2011 1:47:47 P11/1/2011 1:48:12 P plex 1052 CC English ACD -
Intercom Call Log
kol
B
e -
~ ] 1 »
B
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2. Inside the CO Based Call Log, you can identify the recorded calls by their distinctive marker Play in

the related column.

3. For playback the conversation, click on the hyperlink Play of the corresponding item in list. A new

web page is displayed containing links to the recorded wave files.

4. Click on the wave of your choice. The default media player starts playing the recorded

conversation.

Recorded Conversations Export for CCView and CCPro

In both CCSupervisor sections, CO Call Log and Intercom Call Log, you have the option to Export Voice

Records using the button with the same name:

1. Select one or more recorded calls to be exported.

NOTE: Please remember that multiple records selection is supported only inside the
CO Call Log Agent Based and Intercom Call Log sections.

E=port Yoice Records |

2. Click on the Export Voice Records button.

3. The Record Security window is displayed:

Record Security

Ilzername I

Paszword I

[ Remember uzer name and password

4. Enter you user credentials — the username and the password — in the corresponding fields and click

the OK button.

NOTE: For more information on Record Security, please refer to the Recording User
Restrictions section.
5. If needed, check the Remember user name and password option to save to credentials for later

use.

6. The Browse for Folder window is displayed:

Select a folder For export

= a Desktop
B My Documents
B -j My Camputer

- 31 Floppy (A1)
qﬂ Local Disk (1)
«m Local Disk (D:)

< Local Disk (E:)

+ ik D Drive (F:)
[#-C7) Shared Documents
{5 Alfa's Documents
E]---‘:g My Metwork Places

(o] 4 I Cancel
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7. Choose the location for the selected voice record(s).

8. Click on the OK button to finalize the operation.
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Product Support

Poltys tech support engineers are always available to answer your questions at:

US Phone number: +1 864 642 6103

Email: support@poltys.com



