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Overview

Introduction

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

. Non-intrusive voice recording

e Historical voice streams management and playback

e Call signaling and voice archiving

e 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

The CCRecord Pro program is ideal for:

e Government Institutions

e Insurance and financial services

e Call Centers and Customer Services
e Attorney Offices

e Law Enforcement Force

. Medical Centers

Key Features

e Real-time conversations recording

e Easy saving and playing

e Scalable from 4 to 120 analog channels and 8 to 120 digital channels per server
e Digital and analog station-side recording

e  Supervisor right to record specific extensions

e Manual/ Automatic Recording

e  Custom selection of the type of calls to be recorded: CO ACD, CO Non ACD, CO Outgoing and

Intercom

e  Stamp recording with caller ID, ANI and Agent information
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e CO/Intercom Call Log comprehensive information for recorded calls: Date, Time, Customer Name,

Caller ID and so on
e  Export Voice Records
e No time limit for recording
e Variable number of simultaneously recorded calls with the number of installed tapping boards
e Expandable anytime by adding extra tapping boards
e  Compatible with Panasonic KX-TDA/ TDE/ NCP/ NS IP-PBX systems

Benefits

e Increase Customer confidence, maximizing productivity and dramatically improving employee

performance

e Improve call quality control through Agent answering time, customer hold time and lost calls

number
e Help evaluate and analyze agent-customer interactions

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

slowly

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

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

e Minimize technology expenditure

CCRecord Pro Extension Recording Application Notes Poltys, Inc.



Installing Synway Voice Boards

Introduction

Synway specializes in designing hardware/software building blocks for use in Computer Telephony
Integration (CTI) applications, such as IVR, Call Center, Recording, Unified Messaging and Value-Added
Service (VAS) in both PSTN and IP environments. Our products feature rich media processing resources
including Fax, conferencing, Codecs, echo cancellation and call control with an array of signaling
capability for SIP, SS7 packets, ISDN and CAS in worldwide IP/T1/E1/Analog networks.

Poltys CCRecord Pro Extension Recording software solution uses Synway analog and digital tapping

boards for real-time conversation recording for Panasonic KX-TDA/TDE/NCP IP-PBX systems.

Synway Boards Supported

The CCRecord Trunk Recording product is compatible with various Synway analog and digital boards, as

follows:
Digital PRI23/ PRI30

e DST-24B/PCI

. SHR-24DA-CT/PCI

. SHR-16DA-CT/PCI
Analog

e  SHT-2(4)B/USB

. SHT-4A/PCI 2.0

. SHT-8A/PCI 2.0

e SHT-8B/PCI

. SHT-16B-CT/PCI

. SHT-16B-CT/PCI/MP3

Driver Installation

Getting Ready

Before installing the Synway voice board driver, take in consideration the following:

e No matter what type of Synway voice board is used, SHT or DST, the Synway driver you have to

install is the same for the all boards. For more details, please see the New Installation section.
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e Each version of the driver has two installation packages: one for PCI boards and the other for cPCI
boards. PCI indicates the installation package is applicable to the board with PCI bus and cPCI
indicates the installation package is applicable to the board with cPCI bus.

Below is a list of driver installation packages for different voice boards from Synway, classified on

bus type:
Bus Type Driver Installation Package Notes
PCI Synway_PCI_xxxx.exe
CPCI Synway_cPCI_xxxx.exe
USB Synway_PCI_xxxx.exe Using the USB voice box on a PCI PC
Synway_cPCI_xxxx.exe Using the USB voice box on a cPCI PC

NOTE: Using a wrong installation package may cause improper running of the voice
board. Make sure that the driver version to be used matches your computer type (PCI
computer or cPCl computer).

e The driver supports Windows98, Windows 2000, Windows 2003, Windows XP and Windows NT.

e Check if all hardware devices have been properly installed according to the hardware manual for
the installed voice board. Remove any fault or error before you turn on the computer for the safety

of your PC and other devices.

e  After the computer is booted up, the operating system will search for new hardware automatically.

Once the Found New Hardware dialog box appears, click on the Cancel button to close it.

Now, you can step forward to its installation. Follow one of the three procedures described below,

according to your needs:

. New Installation

. Upgrade/Reinstallation

e Add/Replace Board or Change Slot.

New Installation

You will now install for the first time the SynCTI driver in your system. Please follow the procedure

below in order for Synway Analog Voice Board to be installed:

CCRecord Pro Extension Recording Application Notes Poltys, Inc.



Installing Synway Voice Boards 9

1.

Double-click on the Synway_PCI_xxxx.exe from the board’s CD in order for the installation to

begin. Wait for the WinRar self-extracting archive to finish the extracting process

WinRAR self-extracting archive

Extracting _driver\DLLYmacmcyt. dil s
Extracting _driver\DLLYMMFClnt.dil
Estracting _driversDLL YW mfServer.dll
Extracting _driver\DLLmtp3.dll
Extracting _drver\DLLYSCCP Al
Extracting _driver\OLLYS hdPoidll
Extracting _driver\DLLYS hdUzb. dll
Estracting _driver\DLL Yshinitpad. dll
Estracting _driver\DLLYS hPomHandle. dl
Eutracting _driver\DLLASHP_A3.dll
Estracting _driver\DLLYShR eco.dl
Extracting _driver\DLLAS hT Aapi.dl
Extracting _driver\DLLAYS s 7 Server.dll

|E stracting _driverhDLLvaynh323.dll

[reztination folder

Inetallation progress

Cancel

2.

The Choose Setup Language window is displayed. Choose the language and click on the OK button

Choose Setup Language &l

- Select the language for thiz inztallation from
- the choices below.

1]4 | Cancel

Poltys, Inc.
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10 Installing Synway Voice Boards

3. Read the license agreement shown in the Software License Agreement window and if you agree

click on the Yes button to continue

InstallShield Wizard

Software Licenze Agreement

Pleaze read the following licenze agreement. Lse the scroll bar to view
the rest of thiz agreement.

1. Hangzhou Syrwway Information Engineering Ca., Ltd [hereinafter referred to as 'The
Company’] ownz the complete copyrights to Vthiz zoftware and all itz acceszonies, filer and
relative documents'’ (hereinafter referred ta az ‘The Product’]. Groups and individuals are
required to obtain permizzion fram The Company prior to uzage of the Product.

2. The Compary grants permizzsion bo use The Product at no cost to groups and
individualz who fully meet the following criteria:

A Uszing The Product in-conjunction with The Campany's hardware products acquired
through authaorized zales channels;

Select Yes to accept the agreement.
Select Mo to cancel the zetup.

Follow the prompt given by the InstallShield Wizard and close the other active applications. Then,
click on the Next button

HangZhou Synway Information Engineering Ltd. ,Co Installation for Yoice... E|

Welcome to use HangZhou Synway Series
Yoice-board.

Thiz zoftware iz to flfill installation of Yoice-board.

Fleaze exit active applications, if any, to make sure proper
installation of voice board.

et > | Cancel

CCRecord Pro Extension Recording Application Notes Poltys, Inc.



Installing Synway Voice Boards 11

5. Choose the installation files location and click on the Next button

HangZhou Synway Information Engineering Ltd. ,Co Installation for Yoice... [5__(|

Choose Destination Location

Select folder where Setup will install fles.

Fleaze enter the location where you would like to ingtall the program. 'ou may bppe a new
folder name or click the Browse button to find a new location,

C:AShCH]
Browse.

Meut > | Cancel

6. If the folder you have selected doesn’t exist, confirm the new created folder and click on the Yes
button

Confirm New Folder

Y'ou have entered the following folder specification:

C:MShChh,

Thiz folder does not exist. Should Setup create it for pou?

ez Mo

7. If it is necessary for you to install the API header and the library files, click on the Yes button

Question

\:p Syould wou like boinstall the include files and the library files with the driver?

es [a

Poltys, Inc. CCRecord Pro Extension Application Notes
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8. The installation process begins

Copying...synh323d.dl

L4

9. The board driver is installed

F' }! Inztallation of Waoice-board driver iz in process, please wait...

10. If the warning message presented below is displayed, click on the Continue Anyway button to

continue

Hardware Installation

L "_ﬁ The zattware pow are nstalling far thiz hardware:
L
SHR-24DA-CT/PCI

has not pazsed Windows Loga testing ta wenfy itz compatibility
with windows =P, [Tell me why thiz testing iz important. |

Continuing your installation of thiz software may impair
or destabilize the correct operation of your system
either immediately or in the future. Microsoft strongly
recommends that you stop this installation now and
contact the hardware vendor for software that has
pazzed Windows Logo testing.

Continue Anpwmay l | STOF |nstallation |

11. The board is now installed. Click on the OK button

Information

i Amaunt of Yaice-borad have been installed successfully: 1
Board-0;42125;

12. The configuration of the board proceeds

" }a Configuring Yoice-board, please wait.

CCRecord Pro Extension Recording Application Notes Poltys, Inc.



Installing Synway Voice Boards 13

13. The installation process is finished. Click on the Finish button to exit the InstallShield Wizard.

HangZhou Synway Information Engineering Ltd. ,Co Installation for Yoice-bo...

Installation has finished

Installation of voice board driver have completed.

¥ Start "ShCHConfig.exe' to set configuration information,

W Start "test exe’ to check application information

Finizh |

NOTE: If you want ShCtiConfig.exe to run automatically after the installation is
complete, check the first option on the dialog box from above.

Upgrade/Reinstallation
If you wish to upgrade or reinstall the Synway voice driver, take into consideration that the installation

program will not uninstall the old driver version detected but replace it with the new one.

NOTE: We recommend you to uninstall the driver before attempting to reinstall it.
After the Uninstall process, go to the New Installation section.

Add/Replace Board or Change Slot

When you are adding or replacing a board, there are two situations as shown below, depending on the

board model and the operating system.

1. The driver is automatically installed for the newly inserted board and the user only needs to run
ShCtiConfig.exe to configure the board, not having to run the driver installation package.

2. The driver is not automatically installed for the newly inserted board. This way, the user is required
to run the driver installation package to install the driver. For more details, please go to the New

Installation section.

Poltys, Inc. CCRecord Pro Extension Application Notes



14 |nstalling Synway Voice Boards

Synway Voice Boards Configuration

For each supported Synway voice board, different settings must be done in order for the CCRecord Pro

Extension Recording to proper function.

Mainly, the settings reside in configuring the A-law/U-law properties for your board. According to your
location, two options are available:

e A-Law Recording - Europe CODEC format - assign the value 6 when required

e U-Law Recording - US CODEC format - assign the value 7 when required

In the next sections, you can find the appropriated settings for your Synway voice board.

SHT Boards

Please find more information on how to make the proper A-law/U-law settings for your SHT board in the

following section:

1. Go to C:\ShCtiConfig.exe and the ShCtiConfig window is displayed

S ShitiConfig.exe Current Yersion: 5,0, 3,0

Basic setup ‘ Advanced setup | Advanced tone setup | Debugview setup |

System Setting
Total boards: o 351 Fac | Fsk | 1SUP
Total AppCh: O 150N | ss7andTUP | s;y | setpow
Board o supply clock: [0 Setappch | se | Hiza |
Board Setting

cPCl ID__| Board Model PCI Serial... | Activat... | Total Ch

SHT-16C-CT{PCYEC 83111

Add Board Modify Board

16

Delete Board I

Exchange ||n1 == -l oz

=10l

Default

cﬁ Apply
v ok

X cuose

o INI FILE...

CCRecord Pro Extension Recording Application Notes
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Installing Synway Voice Boards 15

2. Select the SHT board and click on the Modify Board button

3. The Modify board[ID:0] window is displayed

x
—Basic Setting ~Advanced Setting
Select a board: | SHT-16C-CT/PCIEC = Record and play DTMF
i |Il3l n
Serial number of User Channel AGC
Card Type: I j

Record Channel
Tone Detector Others
Tone Generator PCH

| Bargeln Detector |

Total Used Ch:

o

o]

Cancel

4. Modify the Playing format and the Recording format according to the A-law/U-law CODEC

format utilized. The following operations are required:

e Inside the Modify Board window, click the Record and play button from the Advanced Setting

section and the Record and Play Setting window is displayed like below:

Record and Play Setting

x|

Playing volume:

|?.?.?.?.?.?.?.T.?.?.?.?.?.?.?.?

Playing format:

Recording volume:

|IJ.IJ.IJ.IJ.IJ.IJ.IJ.IJ.IJ.IJ.IJ.[I.II.II.I}.IJ

Recording format: |?.?.?.?.?.?.?.?.?.?.?.?.LLL?
Mixing volume: |-1,-?,-?.-7,-?,-?.-r,-?.-7,-?,-?.-1,-?,-?.-?,-7
HangUpStopRecord: [u.u.u.u.u.u.u.n,n,n.n.ﬂ.n,n,n,u
HangUpStopPlay: [I].I].I].I],I].I].l].ﬂ.ﬂ.l].l].[l,ll.l!.ll.ﬂ

0K Cancel

e  Edit the Playing format and the Recording format values according to the A-law/U-law CODEC

format utilized.
e Click OK and return to the Modify Board window.

5. All settings are now done. Inside the Modify Board window, click the OK button

6. Under the ShCtiConfig.exe window, hit the Apply button to save all modifications performed.

NOTE: If you are using more than one Synway SHT voice board with the CCRecord
Pro Extension Recording, apply the settings presented above to all Synway SHT

voice boards in use.

Poltys, Inc.
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16 Installing Synway Voice Boards

DST Boards

The CCRecord Pro Extension Recording Synway DSP supported boards are the DST and the SHR boards.
Please find more information on how each board is configured in the following sections.

Setting the DST Board

In order to make the proper A-law/U-law settings for your DST board, follow the steps presented below:

1. Go to C:\ShCtiConfig.exe and the ShCtiConfig window is displayed
& shCtiConfig [-[O0x]
Basic setup |Advan|:ed setupl Advanced tone setup | Debugview setupl
- System Setting Default
24
Total boards: i ss1 | Fax | FsK | isup |
Total AppCh: 24 ISON | sS7andTUP | spy | seteom | u‘ﬂ Apply
Board to supply clock: 0 Set AppCh | sIP | H323 | / oK
Board Setting
cPCl_[ID_ | Board Model PCI Serial... | Activat... [ Total Ch X close
1] DST-24BfPCl+ 1037156 24 24
___/ INI FILE...
Add Board Modify Board Delete Board Exchange |ID1 v|g==3 ~|1D2
2.

Select the DST board and click on the Modify Board button

CCRecord Pro Extension Recording Application Notes Poltys, Inc.



Installing Synway Voice Boards 17

3. The Modify board[ID:0] window is displayed

Modify board[ID:0]
Basic Setting Advanced Setting
Select a board: |psT-zaBiPCI+ | Record and play | DTMF |
Serial number of |1 03715
eral numaer o User Channel | AGC |

Card Type: I j

Record Channel | Bargeln Detector |
ClockReferenceLine |1 Tone Detector | Others |

Tone Generator | PCM |
Total Used Ch: |24 SetModuleType |

oK | Cancel |

4. Modify the Playing format and the Recording format according to the A-law/U-law CODEC
format utilized. The following operations are required:
e Inside the Modify Board window, click the Record and play button from the Advanced Setting
section and the Record and Play Setting window is displayed like below:

Playing volume: IU
Playing format: I?
Recording volume: Iﬂ
Recording format: I?
Mixing volume: I'?

HangUpStopRecord: I“

HangUpStopPlay: Iu

0K Cancel

e Edit the Playing format and the Recording format values according to the A-law/U-law CODEC
format utilized.
e Click OK and return to the Modify Board window.
5. Edit the Module Type according to the A-law/U-law CODEC format utilized. The following
operations are required:
e Inside the Modify Board window, click the SetModule Type button from the Advanced Setting

section

Poltys, Inc. CCRecord Pro Extension Application Notes



18 Installing Synway Voice Boards

e A note is displayed to detail the procedure

Mote
i Moke:
- 1) configuration of module tvpe depends of switch bvpe. if switch type is changed, then module tvpe should be reconfigured.

Z) proper bype informaton can be achieved only after “Apply" button is clicked and configuration is successful.

3) after successful write of "new bype", click "apply". if configuratio is successful, then click "SetMaduleTvpe" ta check whether madule type has been
applied properly.

4} it may kake a Few minutes to write module bype.

e Click OK and the SetModule Type window is displayed like below:

Applied Type
Modu... | Installed T Yersion

PAMASONIC
PAMASONIC
PAMASONIC

~SET PBX AND PHONE

Set Pbx Type IF‘ANASONIC j [” DEvent Updates

Set Phone Type |1,1,1,1.1.1.1,1,1,1,1,1,1,1,1,1,1,1,1,1,1,1,1,1
Bin Voice Format Support A-law i U-law

[ Rec Raw Mode

Ok | Exit I

e Set PBX Type by choosing one of the supported PBX types (e.g.: Panasonic)
e Set Phone Type by replacing the “0” sequence with a “1” sequence with the same length
e Select the Bin Voice Format Support as A-law or U-law

e Click OK and return to the Modify Board window.
6. All settings are now done. Inside the Modify Board window, click the OK button

Under the ShCtiConfig.exe window, hit the Apply button to save all modifications performed.
NOTE: If you are using more than one Synway DST voice board with the CCRecord

Pro Extension Recording, apply the settings presented above to all Synway DST
voice boards in use.

CCRecord Pro Extension Recording Application Notes Poltys, Inc.



Installing Synway Voice Boards 19

Setting the SHR Board

In order to make the proper A-law/U-law settings for your SHR board, follow the steps presented below:

1. Go to C:\ShCtiConfig.exe and the ShCtiConfig window is displayed. Click on the Modify Board
button

S/shetiConfig [ [=1E3)

Basic setup IAdvanl:ed setup I Advanced tone setup I Debugview setup I

System Setting #f Default

Total boards:

2 551 ‘ Fax | sk | isup |
Total AppCh: 18 ISDN ‘ S7 and TUP | Spy | Set PCM ‘ i Apply
Board to supply clock: i} Set AppCh ‘ SIP | H323 | “ o
Board Setting
[cecl [ID [ Board Model | PCI Serial... | Activat... [ Total Ch | X close
0 SHRZADACT/PCI 42128 24 24
1 SHR2ADACT/PCI 42032 24 24

_J INI FILE...

Add Board | Modify Board Delete Board Exchange ‘ID1 v|g==3 | D2

2. Click on the SetModule Type button

Basic Setting Adwvanced Setting

Select a board: |SHR-24DA-CT/PCI | Record and play | DTMF |
A 42128
Serial number of User Channel | AGC |
Card Type: | J
Record Channel | Bargeln Detector |

ClockReferenceLine |1 Tone Detector | Others |

Tone Generator | |

SetModuleType

Poltys, Inc. CCRecord Pro Extension Application Notes



20 Installing Synway Voice Boards

3. The SetModule Type window is displayed. Here, you can set the following:
e Set PBX Type - choose one of the supported PBX types (Panasonic)

e Set Phone Type - replace the “0” sequence with a “1” sequence with the same length

SetModuleType @

Applied Type

Modu... | Installed Type
PANASONIC
PANASONIC
PANASONIC

SET PBX AND PHONE

Set Pbx Type  |PANASONIC ~|
SetPhone Type  [1.LLLLLLLLLLLLLLLLLLLLLLI
Bin Yoice Format Support &~ Alaw  U-law Set

Ok

4. Click the Set button to save the settings made in the SetModule Type window
5. Click the Ok button and close the application.

NOTE: If you use more than one Synway SHR voice board, the settings presented
above can be applied to all Synway SHR voice boards.

CCRecord Pro Extension Recording Application Notes Poltys, Inc.



Using Extension Recording

This chapter serves as a guide for installers in order for them to understand the product configuration,

the system requirements, and the main settings needed to be done.

Configuration

TCP/IP (Ethemet)

Call Record
Pro

PBX

Analog/

Supervisor Digital Tap

System Requirements

Panasonic IP-PBXs supported
e KX-TDA 30/50/100/200/600
e KX-TDE 100/200

e KX-NCP 500 /1000

e KX-NS 1000

The minimum requirements for CC Server Windows host:

e Operating Systems

1. Microsoft Windows XP Professional (Service Pack 3)
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2. Microsoft Win2003 Server (Service Pack 1 and Service Pack 2) Domain Controller and

Workgroup
e CPU - Pentium IV at 2 GHz
. RAM - 1 GB
e HDD - 2 GB free disk space
¢ Network card 100BaseT
The recommended requirements for CC Server Windows host:
e Operating System

1. Microsoft Windows XP Professional (Service Pack 3)
2. Microsoft Win2003 Server (Service Pack 1 and Service Pack 2) Domain Controller and
Workgroup

. CPU - Pentium IV at 2.5 GHz
. RAM - 2 GB
e HDD - 10 GB free disk space

. Network card 100BaseT

In the table below, you can see the PBXs and the telephones compatible with CCRecord Pro Extension

Recording:
PBX Telephone
KX-TDE100/200 KXT-7230/7625/7630/7665/7433
KX-TDA200/600 KXT-7625/7630/7665
KX-TDA50/100 KX-T7431/7433/7453/7630/7665

Known Issues and Limitations

e  PSs (Portable Stations) are not supported
e PS XDP & DXPD features are not supported
e  Executive Busy Override affects Voice Recording

e Conference is not supported

Voice Recording Format
The recorded calls are saved in a wav format and are playable through Winamp or Windows Media
Player 9 (or higher) applications installed on the host computer.
The wav files CCRecord Pro works with hold the following properties:

. Bit Rate - 64 kbps
e Audio Sample Size - 8 bit

e Channel - 1 (mono)

CCRecord Pro Extension Recording Application Notes Poltys, Inc.



Using Extension Recording 23

Audio sample rate - 8 kHz

Audio format - CCITT A-Law/U-Law

NOTES:
The disk space required for one minute of conversation is 480 KB.
If 36 hours of conversation are recorded, 1 GB storage space is required.

Prerequisites

The following prerequisites are mandatory before creating the configuring and using the CCRecord Pro

Extension Recording software solution:

1.

5.

Stop the CCServer Service if it is already installed and running. Refer to Start/ Stop the CCServer

Service section for details.

Physically install the Synway Board in the local PC

Install the Synway Board driver

Configure the Synway Board driver according to Synway board type
e SHT Boards
e DST Boards

. DST Boards
. SHR Boards

Install the Poltys software (if not installed already)

NOTE: For more information, please refer to the CCServer Getting Started Manual.

6.

The CCRecord Pro uses the Synway driver .ini files in order to proper function. Follow the path

<install dir>\ShCti and copy all the .ini files from that location to the <install dir>\CC Server folder.

Perform the actions described within the Extension Recording Settings section.

Start the CCServer Service. Refer to Start/ Stop the CCServer Service section for details.

Extension Recording Settings

NOTES:

The Extension Recording feature is available only with the CCRecord Pro Extension
Recording solution.

Before making the following settings, please make sure the Synway Board and the
Synway Board driver are already installed and configured on the local PC.

Software Licensing

If the product is not licensed yet, please follow the steps:

1.
2.
3.

Start the CCServer Config application and go to the Licensing section.

Copy and send us the Server Authentication Key by email at support@poltys.com.

We will send you the License Key.

Poltys, Inc.
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4. Copy/paste the received License Key in the Enter New License Key field and click on the Validate
button.

=T

File Help

Y i
Licensing Licensing G| Server Config 1.0

- Change Password
ecord Setings
Recording Security ~— Cunent License Settings

Maintenance Setup
- System Monitor
DebugLags Licsnse Typs Full Licerrse

Emai Motification CC Pro with Adwanced ACD Reports. Call Park and HW Record
Ports Licenses: 23

Server Authentication Key:  |ADGSRZ - GREGGWD TWCANKES47IS] - BIHZSYTM

CC Supervisors Licenses: 10
CC &gents Licenses, 10

Update Licenses

Enter Mew License Key IGETE55E55F2FE|27DTEEESEDUD28AU3EF4A47573EIEBAEE|4ECEEBEUUT74UCEA i Validate I

Go to the System Setup section, set the PBX Connection and click on the Apply Settings button.
6. Hit the Restart button in order for the CCServer to start. When the server is connected, all the

lights turn green.

IST=TF

Fil=  Help

(= System Setu .

i Llcenslns SystemSEiy CC Server Config 1.0
Change Password

Record Settings

Recarding Security — Cunent System Stale

Maintenance Setup [ Server Stale [Fenning o Restart |
System Maritor

i+ Debug Logs PEX Connection: |192.1SS.1SS 242:33335 > Rurning [Corin.
+ Email Notification

r~ PBi Connection

= USB Cornection: USE:PC o

& TCPAP P Addiess 192 . 163 . 168 . 242

Port: 33335

Apply settings

[~ Database mainteran:

Backup Database | The backup lacation: C:4Program Files\G3 NO%4 CommunicationshCC Server\Backup’,

Clear Database |
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Backup Procedure

We recommend a periodically Backup Database operation to protect all the information stored in the

system.

Inside the System Setup section from the CCServer application, click on the Backup Database button
in order to create duplicates for the current CCDatabase and also for the voice recordings existing in the

system.

If necessary, you can restore the CCDatabase including the voice recordings any time by overwriting

them with the previous backup files.

NOTE: The location for the backup files is

C:\Program Files\G3 Nova Communications\CC Server\Backup. Here, you can find the
backup database, the Intercom Call Log voice records in the IntVoiceRecords folder
and the CO Call Log voice records in the VoiceRecords folder.

Agents Settings for CCView and CCPro

The Agents settings can be performed from the CCSupervisor application. Under Configuration>Agent

Data, fill in the required information for the recorded extension 303. Please refer to the picture below.

Name: Unnamed Extension (303)

2 * Impogt Export | ®
Mame | Extension | Departamerit | HW Channel Hw Board | Woice Record |
[#Eugen st 101 Manual Start
Vaslle le... 102 Manual Start
% 103 103 1 1 Automatic Start
17104 104 Manual Start
%Nini 105 Manwual Start
Ml urnamed... 106 Manual Start
Unnamed... 107 3 1 Aukomatic Start
Miurnamed... 108 Manual Start
Unnamed... 201 Manwual Start
Unnamed,.. 202 Manual Start
Eumamd. . 203 Mancal Start
iurnamed... 204 Marwal Start
ﬁumamd. . 208 Manual Start
Unnamed,.. 206 Manwal Start
Eumamed. .. | 807 Manual Start
iUrnamed,.. 208 Marwal Start
Eurnamed. .« | 301 Manual Start
Unnamed, .. 302 Manwal Start
W_M Manual Start
Unnared,.. 304 Marwal Start
Unnamed... 305 Manual Start
Unnarmed... 306 Marwal Skart
Unnamed... 307 Manual Start
Unnamed... 308 Manual Start
Unnamed... 109 Manual Start
Unnamed... 110 Manual Start
Unnamed... 111 Manual Start
Eumamd. |11z Manual Start
fiUnnamed. .. 113 Manual Start
Name Unnamed Extension (303)  Password | HW Channel | . ) !
Automatic Start Voice Record
Extension |03 - | Confirm passysord HwW Board i Marual Start Voice Record
Deparkament
<< Prev I Next > I Inial Date: [24/07/2008 02:33:37 PM  Update Date: [24/07/2008 02:33:37 PM arply

For extension 303, configure the following.

. HW Channel: 1
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. HW Board: 1

NOTES:

The above settings must be entered for all Agents or extensions that are to be
recorded. The HW Channels are unique for each Agent.

Please remember that the counting HW Channel starts from 0 (zero), which
corresponds to physical PatchPanel Port 1.

Agents Settings for CCView 2012

The Agents settings can be performed from the CCSupervisor web application for CCView 2012. Under
Configuration>Agent Data, fill in the HW Channel and HW Board for the recorded extensions.

[E=5 | EER =)

@ nitp://192.168.168.144/ ccs/cestestpage.aspxpack://sit O ~ B ¢ X | (& ConfigurationView Page

Skin Qei==OlLFINENRE Welcome poltys | logout

o)

Configuration
Settings | Call Cost | Customers | Agents Data
—[l || Agents Data X|= |
CO Based Call Log
1 L Mame Password Extension Department Hw Channel HW Board
p@’ Click here to add a new row
%
LO=‘JJ Jane 1042 -
Agents Based Call Log Kate 1043
Lacey 1049 1
|/ Rob 1050 J
= Alex 1052
Laura 1053
Intercom Call Log
I Intercept 1065
N | 1zo8 1z08
¢
da 1206 1206
22
1205 1205
Agents Log 1207 1207 3 1
Cenfiguration A 1201 1201
7 1202 1202
b, ‘ | 1204 1z04
1203 1203
) NT400 1081
Configuration
IP-Alex 1082
Users. A
- Alex v 1113
b .
gﬁ ) Chris R 1114
& )
//{ Andy Caroll 1115
-

For example, configure the following for extension 1207:

. HW Channel: 3
. HW Board: 1

NOTES:

The above settings must be entered for all Agents or extensions that are to be
recorded. The HW Channels are unique for each Agent.

Please remember that the counting HW Channel starts from 0 (zero), which
corresponds to physical Patch Panel Port 1.
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Recording Procedure for CCView and CCPro

Using the CCSupervisor and the CCAgent applications, both the Supervisor and the Agent are allowed to

record calls.

CCSupervisor Recording

The CCSupervisor application allows the user to start/ stop the Voice Recording anytime for any
available Agent.

To automatically start Voice Recording on an Agent, follow the steps below:

1. Go to the Agents Data section under the Configuration pane

2. Select an Agent from the list

3. Check the Automatic Start Voice Record checkbox

4. Hit the Apply button to save the setting

5. The selected Agent’s conversations are now permanently recorded until the Automatic Start Voice
Record option is disabled.

To disable the automatic voice recording option for an Agent, follow the steps:

1. Go to the Agents Data section under the Configuration pane
Select the Agent from the list

Check the Manual Start Voice Record checkbox

Bl

Hit the Apply button to save the setting

5. The selected Agent’s conversations can be manually recorded whenever the Supervisor considers

necessary.
To manually start/stop Voice Recording on an Agent, follow the steps below:

1. Go to the System Monitor section under the Monitor pane
2. Select an Agent from the ACD Tree
3. Right click on the selected Agent

4. Select the Start/Stop Voice Recording menu option

NOTE: The Voice Recording operation will start/stop with the first new call connected
that occurs after the option was enabled.

CCAgent Recording

The CCAgent application also provides you with the Voice Recording feature, and allows recording for

both incoming and outgoing calls.

If an Agent wants to record a certain call in order to save particular information, he can use the

Start Voice Rec
—I Start Voice Rec button from the Logged-In CC Agent main window.

In order to stop the recording process, the Agent presses the same button again.

NOTE: The Voice Recording operation will start/stop with the first new call connected
that occurs after the option was enabled.
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Recorded Conversations Playback for 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.

To listen to all recorded calls except the internal ones, please follow the procedure:

1. Go to the CO Call Log section under the Monitor pane

CO Call Log - CO Based

Lookup field: [ Customer x| [certer lookup key> [, Filter Field Chaoser Print Clear k4

Export | Schedule Export | |Flay Yoice Hecord Export Woice Records

T' COBased |§ AgentBasedl Recards: From 1 Ta 925 Out of 925 * - = »

Call Log D[ Date/Time [ Completion Time [ Caller 1D [ Caller Mame [ Incoming/Outgoin Slatus | Dicled Number | DOI/DIDMSH [ Trunk [ Talk Time (min) [ Wit Time [min) =

@31 01/08/2007 0%:40:54 PM 01/08/2007 03:40:57 P 902102 Incoring Losth. NZ& 901602 16 0000 00:03

32 01/08/2007 D%41:03 M 01/08/2007 03:4T:1TPM 902102 Incaring Losth. N/A 01602 18 000 0002

@3 01/08/2007 D3:41:68 FM ~ 01/08/2007 03:42.01FM 902102 Incoming Losth. NZ 01601 18 0000 0003

@3 01/08/2007 094210 PM  01/08/2007 03:42.30PM 902102 Incoring Nond. N/ 301102 16 0000 00:00

@35 01/08/2007 D%51:54 PM 01/08/2007 0%:51:55PM 902102 Incoming Losth. N/ 01601 18 0000 00z

(9 B 02/08/2007 12:50:14 PW - 02/08/2007 12:53:00 PM N4 N Outgoing Out 02101 N 16 02:37 0000

e 02/08/2007 1251:03PM  02/08/2007 125457 FM 902104 MlexDelage  Incoming ACD N 901603 15 0334 004

@H 02/08/2007 1225313 PM  02/08/2007 12:54:50 PM 02102 Incamming MNon A, N4 901103 16 01:34 ooo2

39 02/08/2007 125517 PM  02/08/2007 1257.12FPM 902104 AlexDelage  Incoming Mond.. N/ 901204 18 0.2 0002

fecali 02/08/2007 125535 PM  02/08/2007 12:55:43PM 902102 Incoring Losth. NZ& 901603 15 0000 014

@ 02/08/2007 125554 PM  02/08/2007 1257 17PM 902102 Incoring ACD M/A 01601 15 miz 00:09

@i 02/08/2007 1257:31 PM  02/08/2007 1257.34PM 902102 Incorming ACD N 301601 18 0001 00:03

[SERE] 02/08/2007 1257.60 PM  02/08/2007 12:57.53PM 902104 MlesDelaige  Incoming Non. N/ 01204 16 o 00:03

feeal] 02/08/2007 125824 PM  02/08/2007 1256.27FM 902104 MlexDelaige  Incoming ACD N 301601 18 a0t 001

(9 15 02/08/2007 12:59:57 PM  02/08/2007 01:00:06 PM 02102 Incamming Abnor. N4 901601 16 o000 0000

feeal 02/08/2007 D1:00:20 PM 02/08/2007 01:00:22PM 902104 AlexDelaige  Incoming Bbnor.. N 901204 18 0.00 ]

(917 03/08/2007 10:24:05 AW 03/08/2007 10:28:05 AM 02102 Incamming ACD N4 901603 16 0352 0005

e 03/08/2007 10:25.35 AM  03/08/2007 10:27.58 M WA 7 Outgaing Out 902103 N/ 15 0216 00:00

el 03/08/2007 D256:22PM  03/08/2007 0300:04PM 902102 Incoring ACD  NZA 901603 16 0337 0002

@ 03/08/2007 D2:56:24 PM_ 03/08/2007 0200:06PM WA b Dutgaing 302101 N/

d b M ] Incoming 5 B

[SE] 03/08/2007 D5.01:19PM  03/08/2007 05:0422PM 902104 AlesDelaige  Incoming N/ 301103 15

s 06/08/2007 121553 FPM  06/08/2007 12:16:08PM 902102 Incoring N 01103 18 ]

EZE 0640842007 12:18:36 PM  06/08/2007 12:18:50 PM 02102 Incamming N4 901103 16 ooo2

@ 06/08/2007 122203 FM  06/08/2007 12:4252FM WA 7 Outgaing 902101 N/ 18 2028 ] <

CallLogID | DateTime Complation Time AgentName | Extension | Ring Time (min) | Talk Time (min] | Wait Time (min] | Hold Time (min) | Qusus Time (min) | Transfened
f2 23 03/08/20070501-10PM  03/08/2007 05:0253FM  Dan 204 00.02 0114 0002 0025 00:00 Yes
f3 23 03022007 050253 PM  03/08/2007 05:04:25PM Eileen 20 (] 21 0000 0000 0000 No

2. Inside the CO Call Log CO Based and Agent Based, you can identify the recorded calls by their

distinctive icons:

- Recorded call

. ﬂﬁ - Not recorded call

3. 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.

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

To listen to the internal recorded calls, please follow the procedure:

CCRecord Pro Extension Recording Application Notes
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1. Go to the Intercom Call Log section under the Monitor pane

Intercom Call Log

Lookup field:|Extension j |<enter lookup key: [& Filtex... | Field Chooser | Print | Clear | Export | 7 I Flav Yoice Fecod
Records: From 1 To 22 Out of 22 L) = =y » Expart Waoice Records

2. You can identify the recorded calls by their distinctive icons:

- Recorded call

. C“S - Not recorded call

4  CallLog D Date/Time Completion Time
a3 2T 137
(ﬁ 2 19/09/2008 11:36:07 A 19/09/2008 11:36:38 AM extension te...
(ﬁ 3 19/09/2008 11:36:40 Ak 19/09/2008 11:36:57 AM 166 extension te...  Outgoing 137
(ﬁ 4 19/09/2008 11:36:42 AM 19/09/2008 11:36:59 AM 137 EXT 137 Incaming 166
(ﬁ 5 18/09/2008 11:37.54 AM 159/09/2008 11:38:14 AM 137 EXT 137 Incaming 166
(ﬁ E 18/09/2008 11:37.53 AM 158/09/2008 11:38:16 A 166 extension te...  Outgoing 137
(ﬁ 7 18/09/2008 11:39:52 AM 159/09/2008 11:40:13 A 137 EXT 137 Incaming 166
(ﬁ 8 18/09/2008 11:39:50 A 159/09/2008 11:40:13 A 166 extension te...  Outgoing 137
(ﬁ 4 19/09/2008 11:42:13 AM 158/09/2008 11:42:31 AM 137 EXT 137 Incaming 166
(ﬁ 10 19/09/2008 11:42:11 AM 159/09/2008 11:42:32 AM 166 extension te...  Outgoing 137
(ﬁ 1 19/09/2008 11:43:43 AM 159/09/2008 11:43:43 AM 165 Agent & Outgoing 166
(ﬁ 12 19/09/2008 11:43:43 AM 159/09/2008 11:43:43 AM 166 extension te..  [ncoming 165
(ﬁ 13 19/09/2008 11:42.37 AM 159/09/2008 11:43:48 AM 166 extension te...  Outgoing 137
(ﬁ 14 19/09/2008 11:42:38 AM 158/09/2008 11:47.13 AM 137 ExT 137 Incaming 166 _ILI
< »

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

recorded conversation.

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

Poltys, Inc.
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Recorded Conversations Playback for 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, Agents Based Call Log, or Intercom Call Log section.

[E= o |
2 SLxap
Skin (eSO E VO Welcome poltys | logout
CO Based Call Log Date Range | Last Month '| g =]
Monitoring A ID Time End Time Trunk Type Caller ID Caller Name
P~ a
J’@ 6 11/1/2011 11:12:17 11/1/2011 11:12:58 35 ACD 902117 Ext117 -
9‘;/ 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 Abnarmal 502117 Ext117
‘ 10 11/1/2011 1:47:30 P11/1/2011 1:48:12 P 35 ACD 902117 Ext117
‘l [ 11 11/1/2011 1:50:32 P11/1/2011 1:50:36 P 35 Abnormal 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
14 11/3/2011 11:18:45 11/3/2011 11:20:26 35 ACD 902117 Ext117
h | ’ 15 11/3/2011 11:20:51 11/3/2011 11:22:24 35 Mon ACD 902117 Ext117
_‘ 16 11/3/2011 11:25:17 11/3/2011 11:30:35 35 ACD 902117 Ext117
17 11/3/2011 12:05:25 11/3/2011 12:46:46 35 ACD 902117 Ext117
CO Based Call Log
18 11/3/2011 12:46:48 11/3/2011 12:48:38 35 ACD 902117 Ext117
b | 19 11/3/2011 12:48:40 11/3/2011 1:06:46 P 35 ACD 902117 Ext117
Iagj Total C
Agents Based Call Log M |-
4 ] ) »
I J ID Time End Time Agent Extension Group Type
i 10 11/1/2011 1:47:47 P11/1/2011 1:48:12 P plex 1052 CC English ACD -
Intercom Call Log
h
B,
de by
= 4 1l 4
 —

2. 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 wport Woice Recaords

2. Click on the Export Voice Records button.
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3. The Browse fo

Select a Folder For

r Folder window is displayed:

expork

=] @' Deskiop
E My D
=- ¢ A

5 314 Floppy (A:)
4..# Local Disk (22
4..# Local Disk (D)

¥l Local Disk (E:

_ ik D Drive (F:)
#-T) Shared Documents
-7 AlFa's Documents
[+ My Metwark Places

ocuments
ompuker

(] 4 I Zancel

4. Choose the location for the selected voice record(s).

5. Click on the

Start/ Stop the CC

OK button to finalize the operation.

Server Service

The CCServer runs as a Windows Service, called Mapservice. To close the CCServer you have to stop

the Mapservice.

You can do this in two ways, either by opening the Services or from the command line.

Open the Services window

5. From Start menu select Run and type services.msc.

— Type the name of a pragram, Folder, document, or
3 Internet resource, and \Windows will open it For swou,

[

(04 [I Cancel | Browse. .. |
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6. Look for MapService in the Services list. Click the Stop button.

Services oy ] 4

File  Action ‘iew Help

= ||mHFER @2E > e 1w
@ Services (Local)

MAPService Mame / I Deescripkion I Skatus I Startup Type I Log On As I ﬂ
%Logical Disk Manager  Detects an... Manual Local System

Stop the service % Logical Disk Manag...  Configures... Manual Local System

Restart the service %Macromedia Licensi... Provides a... Manual Local Systern
% MAPService Started Autarnatic Local Systemn
%Messenger Transmits ... Disabled Local System
%Microsol’t Office Dia... Fun portio. .. Marual Local Systemn J
%MS Software Shado... Manages s... Manual Local System
%Net Lagon Supparts p... Manual Local System
%Net.Tcp Port Sharin,., Provides a.., Disabled Local Service
%Netl\ﬂeeting Remot.,. Enables an... Manual Local System
% Metwork Access Pr... Allows win,.. Manual Local Systern
% Metwork Connections  Manages 0., Started Manual Local System
% Metwork DDE Provides ... Disabled Local Systemn
4 Network DDE DSDM_ Manages D, Disahlzd Local Syskemn ﬂ

Extended 4 Standard /

7. To start the service, just click the Start button.

Services ngil
File Action Wiew Help
- |m e @ T
@ Services {Local)

MAPService Mame / | Description | Status | Startup Type | Log On As | ;I

%Logical Disk Manager  Detects an... Manual Local System

Start the service %Logical Disk Manag... Configures... Manual Local System

Macromedia Licensi... Provides a... Manual Local System

%MAPService Automatic Local System

%Messenger Transmits ... Disabled Local System
%Microsoft Office Dia... Run portio... Manual Local System J

%MS Software Shada... Manages s... Manual Lacal Systern

%Net Logon Supports pa.. Manual Local System

%Net.Tcp Port Sharin... Provides a... Disabled Local Service

%NetMeeting Remot... Enables an... Manual Local System

%Network Access Pr.,. Allows win, .. Manual Local System

%Network Connections  Manages o...  Started Manual Local System

%Network DDE Provides n... Disabled Local Systern
8 Netwark DDE DSDM Marages D... Disahlzd Local Syskern LI

Extended A Standard /
|

Using command line

1. From Start menu select Run... and type cmd to open the Command Prompt session.

Run nm

- Twpe the name of a program, Folder, document, ar
Internet resource, and \Windows will open it Far vou,

Qpen: I cmd| j

O Cancel | Browse. .. |
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2. To stop the service type the following command: net stop mapservice

C:'WINDOWS' system32' cmd.exe

Microsoft Windows XP [Uersion 5.1_26H01
(C» Copyright 1985-2801 Microsoft Corp.

C:»Documents and Settings“niculnet stop mapservice_

3. Wait for the service to stop. You should see a conformation message that the service was stopped

successfully.

CAWINDDWS  system32 cmd._exe
Microsoft Windows HP [Version 5.1.26HH1]
¢G> Copyright 1985-2001 Microsoft Corp.

C:sDocuments and Settings“nicuXnet stop mapservice
The MAPService sevvice iz stopping..
The MAPService service was stopped successfully.

C:~Documents and Settings“nicuX_

4. To start the service type the following command: net start mapservice

Microsoft Windows sion 5.1.268081
(C» Copyright 1985-2881 Microsoft Corp.

C:“Documents and Settings“nicu*net start mapservice_

Poltys, Inc. CCRecord Pro Extension Application Notes
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5. Wait for the service to start. You should see a conformation message that the service was started

successfully.

CWINDOWS  system32 cmd.exe

Microsoft Windows EP [Version 5.1.26081
(G>» Copyright 1985-2801 HMicrosoft Corp.

C:“Documents and Settingssnicu’net start mapservice
The MAPService service is starting.
The MAPService service was started successfully.

C:xDocuments and Settingssnicul_

CCRecord Pro Extension Recording Application Notes Poltys, Inc.



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
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