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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/ 
 

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



 

 

 
 
 

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 
users 

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



 

 

 

Advanced audio player 

Click on Open in new window and you will be able to to see detailed call information with 
advanced audio player. 
 



 

 

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.

 
 

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. 
 

 
 



 

 

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. 

 

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. 
 



 

 

Call notes inline



 

 

 

 

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. 
 



 

 

 
 

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


 

 

 
 
Live monitoring feature supports two modes: 

● Monitoring of a single call 
● 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. 
 
 



 

 

 
 
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. 



 

 

 
 

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

● Per day 
● Per group 
● Per user 
● Per tenant (for multi-tenant version) 

 



 

 

 
 



 

 

 
 



 

 

 
 



 

 

 

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. 



 

 

 
 

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) 
● Resource that is associated with the logged action, for example, "call", "user", "group", 

etc. 
● Action such as "create", "update", "delete", "change password", etc. 

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



 

 

 

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: 



 

 

 

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: 



 

 

 

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. 
●  

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". 



 

 

 

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". 

 

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: 



 

 

 

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

 

 


