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Introduction

This document outlines common uses of PressONE’s Call Recording Platform. Please refer to
this document. For advanced uses, please contact helpdesk@pressone.net.

Accessing Call Recording Platform web interface

Open a web browswer window (i.e. Google Chrome, Firefox, Safari, MS Internet Explorer or
Edge, etc) and navigate to https://callrecording.pressone.net/

HPRESSONE

Login Login

|
Password | FaSE-n-'D rd

LOGIN

Enter the username and password provided to you by PressONE support or your office
administrator.

Dashboard

The Call Recording dashboard provides an at-a-glance view of calls-per-day, average call
duration, current active calls and other details.


mailto:helpdesk@pressone.net
https://callrecording.pressone.net/

H=1=13=-1=-1=],'1 @ Dashboard [ Recordings  lsl Reports % Administration & admin ~
Dashboard
695 1,812 30h 26m 2:39

LAST 30 DAYS (CALLS PER DAY) REAL-TIME ACTIVE CALLS
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Call Recording Views

PressONEs’ Call Recording supports the following call recording views as shown in the
screenshot below:



HPRESSONE @ Dashboard [ Recordings |l Reports  # Administration & admin ~

Recordings

ALL CALLs ACTIVE CALLS MY CALLS BY USER NOT ASSIGNED TO USERS BY CATEGORY ADVANCED SEARCH

B | Select a Date Range Select a User or Group v Search a Text Search |~
& No auto-refresh - Categories ~ & Download X Delete More ~ 0-10 of many < >
O USER DATE TIME DURATION FROM TO CATEGORIES BROADWORKS USER ID
[m} Today 12:23PM £ Inprogress F, &
] Today 1222PM 043 @
o Today 1221PM 027 =
] 12221PM  0:17 &=
0 Today 1221PM  2:01 =
O Today 12:20PM  0:13 . =
(] Today 12:20PM  0:46 =]
O Today 12:19PM & Inprogress. )
) Today 1219PM  1:11 &
0O Today 12:19PM £ Inprogress. =
¥ | perpage 0-10o0fmany <

View Description

All calls Displays all call recording (including active calls).

Active calls Displays only active calls

My calls Displays call recordings associated with the currently login user

By user Displays call recordings grouped by user and user group

Not assigned to Displays call recordings, which were not assigned to any users. Such

users view is visible to administrator accounts only.More details

By category Displays calls recordings grouped by category

Advanced search Displays advanced search form

Playback call recordings

Inline basic audio player

Click inside call list and you will be able to see call details with a basic media player right inside
call list.



PRESSONE & Dashboard [ Recordings [l Reports £+ Administration

Recordings

ALL CALLS ACTIVE CALLS MY CALLS BY USER NOT ASSIGNED TO USERS BY CATEGORY ADVANCED SEARCH

Z No auto-refresh -

& admin ~

=) Select a Date Range Select a User or Group v Search a Text Search ~
Categories « & Download X Delete More ~ 0-10 of many < >
DATE TIME DURATION FROM TO CATEGORIES BROADWORKS USER ID

m] USER

From:

To:

Date/Time:

Duration:

Notes:

This user is available, Open In new window (%'
Today 12:23:03 PM
0:20
[ el | & Ssave audio file
More detalls | i=Evaluate
Add note

Advanced audio player

[E]

Click on Open in new window and you will be able to to see detailed call information with
advanced audio player.
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Advanced audio player is shown only in supported browsers (Chrome, Firefox, Safari). Visual
presentation of audio allows to detect easily silence and talk-over periods in conversation.

EHEPRESSONE @ Dashboard [ Recordings  [#l Reports  ## Administration & admin ~
Call . - rOas - Delete Call
AUDIO Switch to basic player
C e = - y

] e ]

» Play & Save audio file
DATE/TIME FROM TO
Date:  Today User: User:
Connect Time:  12:23:03 PM Phone Number: Phone Number:
Disconnect Time 12:23:23 PM Phone Name: Phone Name:
Duration:  0:20 Phone Id Phone Id
Watermark:  View |p-address: |p-address:

) Live monitor phone

49 Live monitor

Searching Calls

MiaRec supports easy search of calls by different parameters:
@® Date range
@® User name or Group name
@ Any text. The entered text is searched inside caller/called phone number/name fields as
well as call notes.

H=d=1"4=-1=-1=1,'15 @ Dashboard [ Recordings il Reports  #F Administration & admin ~

Recordings

ALL CALLS ACTIVE CALLS MY CALLS BY USER NOT ASSIGNED TO USERS BY CATEGORY ADVANCED SEARCH

M Select a Date Range Select a User or Groug v Search a Text Search ~

= No auto-refresh ~ Categories ~ & Download % Delete More ~ 0-20 of many ¢ >
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Advanced Searching of Calls

Advanced search web-page provides capability to search call recordings by multiple criteria
like:

User

Group

Call ID

Phone number (FROM and/or TO)

Date range

Call duration

Each of these criteria supports different comparison operators like

Equal To, Not equal to, Starts with, Ends with, Includes, Is empty, Not empty, Match simple

pattern, Match regex pattern, Before, After, Between, Older than ___ days, Newer than __ days.

HPRESSONE @ Dashboard [ Recordings  Lil Reports  # Administration & admin ~

Recordings

ALL CALLS ACTIVE CALLS MY CALLS BY USER NOT ASSIGNED TO USERS BY CATEGORY ADVANCED SEARCH

Call Direction v Is
Group v Is v All Star IT ® |

Phone Number (FROM or TO) v Starts with v 646558

+ Add Criterla

Add notes to calls

When user has appropriate permissions, he/she will be able to view and optionally add new
notes for call recordings.

Call notes are displayed inline and in new window.

Notes are displayed in the order in which they are created (oldest first). It is also possible to pin
any notes on top.



=SS ON

Call notes inline

O ¢© Antonie Parker

21311003000 (Antonie Parker)

6219310492

From: 21311003000 (Antonie Parker) Open in new window (%'
To: 6219310492
Date/Time: Jun 10, 2015 9:17:21 PM
Duration:  31:35
Notes: | dmin Today, 9:06 PM Unpin % Delete
This is a sales lead. Follow up in 2 weeks
admin Today, 9:07 PM ¥Pintothetop X Delete
Scheduled a demo.
W
m Cancel
(] Alberta Seifried Jun 10, 2015 912 PM 3:37 21311001009 (Alberta Seifried) 6309942916 B
[m] Tinisha Frost Jun 10, 2015 A10PM 0:24 6510960318 21311002002 (Tinisha Frost)




@) MiaRec @Dashboard [Recordings |4l Reports & Administration & admin ~
Ca" ] ) N 821911049, Delete Call
AUDIO Switch to basic player

400 800 10:00 200 8:00 2000 2200 24:00 5:00 28:00 30:00
» Play & save audio file
DATE/TIME FROM TO
Date:  Jun 10, 2015 User: User:
Connect Time:  9:17:21 PM Phone Number: Phone Number:
Disconnect Time:  9:48:56 PM Phone Name: Phone Name:
Duration:  31:35 Ip-address: Ip-address:

Watermark:  View

Notes @

admin Today, 9:06 PM X Unpin X Delete

This is a sales lead. Follow up in 2 weeks

admin Today, 9:07 PM KPintothetop X Delete

Scheduled a demo.

Categorizing Calls

Call Recording supports categories for call recordings. When user has appropriate permissions,
he/she may assign categories to calls, create new categories, etc.

Check one or more call recordings in a list and click button “Categories”. Then select one or
more categories, which you would like to assign to this call.



HPRESSOQONE @ Dashboard [ Recordings Ll Reports % Administration & admin ~

Recordings

ALL CALLS ACTIVE CALLS MY CALLS BY USER NOT ASSIGNED TO USERS BY CATEGORY ADVANCED SEARCH

=] electa Search a Text Search |~
< No auto-refresh ~ Categories ~ &£ Download X Delete More 0-20 of many £ >
] USER ‘ Q TO CATEGORIES BROADWORKS USER ID
4 [
a
Manage Categories
;" Today 203 TFn S b P =
o ¥
PM progress.
Today 2:03 0:21 =
o PM
Today 2:03 0:21 &
0 y

PM

Live monitoring

Live monitoring feature allows authorized users (supervisors) to listen to the active calls in
real-time. Such feature helps monitor customer service in real-time, train new employees, and
escalate problems as soon as possible.

An application called Live Player should be installed on a supervisor's computer. This
application was designed to provide a superior audio latency (less than 200ms).

If user has appropriate permissions, he/she will be able to see live monitor this call button
when viewing active calls. Upon clicking on this button, the Live Player application should be
automatically started. If it doesn't start, then verify if it has been installed previously on a
supervisor's computer (you can download it from here).



http://helpdesk.pressone.net/index.php?pg=kb.page&id=621

cee
[ 11 )
*ee

=SS ON

‘Open in new window &

FIOM: 77 T05Anns mem s st annc
To:
Call State:  In progess... | =4 live monitor this call
Date/Time: Today Z15:55PM
More details || i= Evaluate
Notes:  Add note
Today 215  iiin
o : -
P Progress...
Today 215 0:27
a
BM
a Today 214 L in
PM Progress...
i Today 214 L

Live monitoring feature supports two modes:

@® Monitoring of a single call

a] Live Player
File Play Help

Status

Call details

Monitoring Call

X

Caller Party:
Called Party:

Start Time:

[Reow | son

@ Monitoring of consecutive calls of particular agent

In the first case, a monitoring session automatically terminates when call completes.

In the second case, a monitoring session is automatically restored when the monitored agent

makes/receives a new call. Supervisor initiates a live monitoring session once and keeps
listening to the consecutive calls of a particular agent automatically.



H =1=13=-1=1=],'] 3 @ Dashboard [BRecordings |4 Reports  # Administration & admin -
Ca“ +1 4 - . Delete Call
AUDIO basic playe
: * e W'M+' *{*_*, B .....H‘“_% - -4_-*.*,_*. - * *_.*;_4.“.#* 4
L o e R - L e I . S — ] T L L S L B

» Play & save audio Tile

DATE/TIME FROM TO
Date:  Today user: User:
Connect Time: 20346 PM Phone Number: Phone Number:
Disconnect Time:  207:54 PM Phone Name: PRone Mame:
Duration: 408 Phone id: Phone Id:
Watermark:  view Ip-address: Ip-address:
4 Live monitor phone + 4 Live monitor phone 2080

BROADWORKS USER INFO

service Provider 1d: |
Group Id: |

Userid: |

In order to start monitoring of the consecutive calls, supervisor needs to select one of agents'

old calls , then click on "Open in new window" button and then he/she will see Live monitor
phone link.

Pause/resume recording via Web portal

Agents may use MiaRec web-portal to pause/resume recording to comply with PCI
requirements.



HPRESSONE @ Dashboard [ Recordings  [#ill Reports  # Administration

Ca“ a8 d LdB Ll
CALL STATUS

Call State:  In progess...

Duration:  20s /

Recording State:  Pause Recording

Live Monitering: 4 Monitor this call

Reports

Reports are available from top menu Reports.
MiaRec supports multiple reports:

@® Perday

@® Per group

@ Peruser

@ Per tenant (for multi-tenant version)

& admin ~




=13 =-1=1=],']= @ Dashboard [ Recordings Ll Reports £ Administration & admin ~

Reports

All recordings for period

& Tenants Miperiod | 2016/05/14 - 2016/05/20
& Group Calls 546 .
& User Calls Calls Hours
& Evaluation Reports <
2500

2000
1500
1000
500
i -_
May 14 May 15 May 16 May 17 May 18 May 19 May 20
DAY RECORDED CALLS DURATION [H:MN)
Sat, May 14, 2016 40 22:40
Sun, May 15, 2016 183 13:19
Mon, May 186, 2016 1.891 115:0%
Tue, May 17, 2016 2.024 134:31
Wed, May 18, 2016 1.823 102:01
Thu, May 19, 2016 1.812 100:41

Frl, hiay 20, 2016 1119 A7:42



B Recordings il Reports £ Administration

Reports

& All Calls Groups
& Tenants PrassONE % |v| | MPeriod | 2016/04/21 - 2016/05/20
& Group Calls
— -
| I Hours
& Evaluation Reports < -
6k Tk 3k Ok 1k 12k 13k
a0 a0 400 450 330 a00 650
GROUP RECORDED CALLS DURATION (HOURS)
2251 103
1,078 51
4120 552
0 0
1,892 20
2158 101

1147 k)



=1=13-1-1=]1,"1- @ Dashboard [ERecordings |8 Reports & Administration & admin -

Reports

& Al Calls Users
& Tenanc * | v| | EfiPeriod | 2016/04/21- 2016/05/20
& Group Calls
ey - cais
S
| Il Hours
P ——e————————— ,
& Bl rens % S O |
"
a 50 100 150 200 250 200 250 4 430 500 5350 £00
a 10 20 a0 40 50 &0 0 80 50 100 110 120
USER RECORDED CALLS DURATION (HOURS)
530 as
564 43
220 a3
542 54
562 57
250 35
78 1



HPRESSONE @ Dashboard [ Recordings | Reports £ Administration & admin -
Reports
& AllCalls Tenants
I Calls
& Group Calls W Hours
Hourz: 11,362 howrs
& User Calls
& Evaluation Reports <

I ‘L

ok 20k 40k &0k 30k 100k 120k 140k 160k 180k 200k 220k 240k

ok Tk 2k ik 4k Sk Ek 7k Bk 9k 10k 11k 12k

TENANT RECORDED CALLS DURATION {(HOURS) USED DISK SPACE (MB)
173 =1 235

151,818 11,362 268,522

2,048 161 3615

41.458 2254 36.365

0 1] 1]

Change own password

In order to change own password, click on your login name in the right top corner and select
Change my password from drop-down menu.
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& Dashboard

B Recordings

|l Reports

& Administration

My Profile

Re po rts Cnar‘gr: pa ssword
Logout
& Al Cals Tenants
& Tenants
W Call:
Hours
& Group Calls -
& User Calls
& Evaluation Reports <
1 20k 40k 60k 10 100k 120k 140k 160k 180k 200k 220k 240k
3 Tk 2k Tk 4k Ik Ek Tk Bk ok 10k 11k 12k
TEMANT RECORDED CALLS DURATION (HOURS) USED DISK SPACE (ME)
173 9 239
91,818 1,362 298,522
2,040 161 2619
41,458 2354 36,365
o o o

Audit Trail

Navigate to menu Administration -> Maintenance -> Audit Trail to see the audit log. You can
filter message by many parameters:

@® Date of action

Initiator (user that performed the logged action)

etc.
Action such as "create

update", "delete",

o
@® Resource that is associated with the logged action, for example, "call", "user",
[

change password", etc.

Additionally, you can search inside DATA field of audit log message.

"non

group",
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Administration > Maintenance
& User Management <
Audit Trail
8 Storage <
B4 | Select a Date Range
£ System <
Resources: (set all | clear all)
& Customization %

Maintenance v

» System Logs
» License
» Audit Trail
Actions: (set all | clear all)
» Recording Servers

» UNDO List

» Troubleshooting

+ Filter by Resource

DATE INITIATOR

+ Filter by Action

w

User or Group v

Search in DATA

Audio files Calls Categories Category assignments

Encrypt private keys Encrypt public keys Encrypt system tenant keys

Evaluation form options Evaluation form questions Evaluation form sections

Evaluation forms Evaluation report sections Evaluation reports [ Groups
Incoming replication tokens Jobs Managed groups Notes Recorders
Role permissions (& Roles Saved searches Settings Settings for recorder
Tenant licenses Tenants User extensions User licenses [ Users

AbDr‘[ij Asmgn call to user Assign many calls to user
& Create @& Delete

Job failure

Ehange password

Clear category Clear managed group Download Error

Export Grant encrypt key access Import Job finished

Job started Live monitor call Live monitor phone Login Login failure

Logout Mark Delete On-demand discard On-demand keep

Pause recording Playback Replicate receive Replicate send

Resume recording Revoke encrypt key access Set category

Apply Filter Reset Filter

0-200f33 <€ 2>

Set managed group

Start job Undo Delete [ Update

RESOURCE ACTION / DETAILS

May 6,
2016,
12:37 PM

admin (admin)

May 6,
2018,
11:47 AM

admin (admin)

May 6,
2016,
11:47 AM

admin (admin)

May 6, admin (admin)
2016,

11:18 AM

Users

Users

Users

Users

User account "Arlanne Riner" (login: arlanne.riner) has been modified.
Updated fields: authenticate_type, must_change_password, confidential

[[EEY User account "David Amado” (login: david.amado) has been modified.
Updated flelds: authenticate_type, must_change_password, confidential

[EEE) User account "New user for Maxiserve 2" (login: ) has been deleted

m User account "John Smith" (login: John.smith) has been modified
Updated flelds: record

To view details of audit trail message, click "View" button and you will see the associated data.
For example, you will see which fields have been modified in "Update" action:
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Administratior Maintenance > Audit Trail

Action «Update»

Time:  Apr 21, 2016, 2:52:27 PM
Initiator:  admin
Client ip-address:  127.0.0.1
Application:  web
Resource:  Users
Action: Update
Related To;  User(name=Antonie Parker, id=ffe17f5c-9200-11e5-90ed-e03f497dbdff) (view)

Details:  User account "Antonie Parker" (login: antonie.parker) has been modified. Updated fields:
authenticate_type, must_change_password, confidential

DATA

Modified fields All fields

FIELD OLD VALUE NEW VALUE

authenticate_type 0
broadworks_group_id
broadworks_sp_id

broadworks_user_id

can_login True

confidential False
created_time 2015-11-23 08:41:09.528-08

email

encrypt_fingerprint 02f8e0e39bd95394a4c91a20c2add77a
encrypt_public_key MIIBIjANBgkghkiGOWOBAQEFAAQCAQSAMIIBC...
group_id ffe06dab-9200-11e5-ad74-e03f497dbdff

Additionally, when you view call details, user profile, or any other resource, you will be able to
see all audit log messages associated with that particular object:
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INFO FROM TO
Date:  Apr7,2016 User: User:  Kim Skinner
Connect Time: ~ 3:22:57 PM Phone Number: 252503727 Group:  MiaRec Users
Disconnect Time:  3:25:37 PM Phone Name: Phone Number: 300
Duration:  2:40 Phoneld: 252503727 Phone Name:
Watermark:  View Ip-address:  127.0.0.1 (3001) Phoneld: 300

Ip-address:  127.0.0.1 (5080)
<) Live monitor phone 252503727

<) Live monitor phone 300

Audit Trail

DATE INITIATOR RESOURCE ACTION / DETAILS

Today, 9:06 AM admin Calls User starts playback of call recording: 252503727 -> 300, call time: Apr 7, 2016, 3:22:57 PM
(admin)

Apr29,2016,11:00  admin Calls User downloaded call recording: 252503727 -> 300, call time: Apr 7, 2016, 3:22:57 PM

AM (admin)

Apr 29, 2016, 10:56 admin Calls User starts playback of call recording: 252503727 -> 300, call time: Apr 7, 2016, 3:22:57 PM

AM (admin)

Apr 28, 2016, 4:45 admin Category Category "Order" is removed from call with id e03f497d-bdff-1019-123a-cacf86657b83

PM (admin) assignments

Apr 28, 2016, 4:44 admin Category Category "Refund" is assigned to call with id e03f497d-bdff-1019-123a-cacf86657083

PM (admin) assignments

Confidential Calls

Some call recordings may be marked as confidential. This feature allows to achieve the
following use case:

@ Supervisor is a manager of some group of agents. He/she has access to all call
recordings of these agents.
@® Company's executive makes a call to one of agents.
o
Normally, such conversation between agent and executive will be visible to supervisor. But
when a call is marked as a confidential, then such call recording will be hidden from supervisor.
A call recording may be marked as "confidential" either manually or automatically.

Automatically mark calls as confidential

On Executive's user profile page an administrator may check setting "Mark all calls of this user
as confidential".
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RECORDING SETTINGS

Record * ® VYes On-demand only Never Default
Record Direction & Inbound [ Outbound

Extension * +2002 % |v

Add Extension

Confidential calls * & Automatically mark all calls of this user as confidential

Manually mark calls as confidential

Authorized users may mark calls as confidential manually. Note, the user's role should have
enabled permission to "Set confidential flag".

@ MiaRec @ Dashboard B Recordings |l Reports  # Administration & admin ~

Recordings

ALL CALLS ACTIVE CALLS MY CALL BY USER NOT ASSIGNED TO USERS BY CATEGORY ADVANCED SEARCH

Q Select a Date Range Search a Text Search -
< No auto-refresh ~ tegories v & Download X Dele More ~ 0-20of many < >
Mark as confidential
0 DATE TIME DI wm T0 CATEGORIES
Clear confidential flag
0O & Jul 19, 2015 8:17PM 0:02 264450096 313287900 Back Office ®
0O & Jul 19, 2015 8:17PM 0:03 693706169 267270394 Back Office ®
(m] Jul 19, 2015 8:17 PM 0:02 644718934 981705030 Back Office ®
(il Jul 19, 2015 8:17 PM 0:03 152294129 248822481 Back Office B

Access confidential calls

Administrator may grant permission to view confidential calls to authorized users, for example,
executives.
Such permissions are configured on user role page:
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Configure Roles Not allowed for this access scope
Configure Groups View Edit Delete all | none
Configure Users & view O Edit [ Delete all | none
Access Own Calls View Playback Trigg Categorize all | none
Add notes | & Set confidential flag | VCIear confidential flag l
Edit Delete
Access Other Calls View Playback Trigger gp-demand Live monitor all | none
Categorize Add notes | & Set confidential flag |
[ Clear confidential flag | Edit Delete e
Access Confidential Calls & View | all | none
Access Public Categories View Edit Delete all | none

After that, authorized users will be able to see confidential calls:

@) MiaRec @ Dashboard B Recordings Ll Reports & Administration & admin -
Call 264460096~> 313287900
Back Office
AUDIO Switch to basic player
» Play & Save audio file
DATE/TIME FROM TO
Date:  Jul 19, 2015 User:  Unknown User (assign) User:  Unknown User (assign)
Connect Time:  8:17:27 PM Phone Number: 264460096 Phone Number: 313287900
Disconnect Time:  8:17:29 PM Phone Name: Phone Name:
Duration:  0:02 Ip-address:  192.168.2.84 (3000) Ip-address:  192.168.2.5 (5070)

Watermark:  View



