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How this manual is organised.

How this manual is organised.

TheMyCalls consists ofCall Recorder an@all Manager. Each product is available independently or
they can be purchased as a complete integrated apptinalvarious features of each product are
enabled or disabled depending on what aspects of each product have been licensed.

This manual covers the use ofalailable features of thproductsand shows all features available
but some features may not bevailable on your installation due to license limitations.

To improve readability the terrivlyCallshas been used to refer to one or more of thlyCalls
products.
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Getting Started with SL MyCalls

Chapter 1

Getting Started with SIMyCalls

Welcome to MyCalls your comprehensive call agement and reporting application. Here in this
chapter you are introduced to the free to use applicati®h MyCalls. A more detailed description of
the features of SMyCalls and the fully featured MyCalls Call Manager are described in subsequent
chapters. Please note thamanyfeatures are only available with the full MyCalls Call Manager. Full
details of the licensable options are shown in the appendix at the end of this manual.

What is SL MyCalls

SLMyCallds available as a free to use applicati®h MyCalls is an ideal tdot your call
management call statisticscosting and reporting tasks. WhilSt. MyCallwill provide a wide range
of functionality it can be expanded by purchasing MyCalls Call Manager which provides a fully
comprehensive satf featuresfor the most demanding call management needs

Appendix A shows the features available in SL MyCalls and the features available in the MyCalls call
manager.

Installed applications

Once installedyou will have access to both the application andonfiguration utility. These can be
accesed via the windows menu under

NEC Infrontia=> MyCalls
The applications are:

1 MyCall; The main Call Managemeapplication

1 MyCallsConfigurationmport ¢ Configurdion utility

9 Collector Configurationg Confguration utility

1 Computer ID Generator and License Manag¥ised for license installation

Before you can use the applications you will need to runMly€allsconfiguration import
applicationand configure your systenRefer to the MyCalls installationanual for further
information.
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Launching MyCalls

MyCalls can be launched by clicking the desktop shortcut or selecting MyCalls from the windows
menuunder NEC Infrontis> MyCallsThe application will display a default page which includes a
calls list ad statistics windows for Incoming, Outgoing and abandoned calls.

Layout Configure View Reports System User Format Help
B EmRAIBIE 2 AT o | Y] el RIS e

Real Time Parameter Window =]

| »

Real Time Parameter Window [@] | Real Time Parameter Window

Abandoned Calls

Incoming Calls

Outgoing Calls

Extension Statistics

Drag a column header here to group by that column

(=] | DID Statistics

Column Chooser.

Column Chooser.

Daity

Drag a column header here to group by that column

Extension  + | Name | Ans | Abd | out DID + | Name | Ans | Abd

Drag a column header here to group by that column Column Chooser. Opticns Refresh
Date/Time ~ | System | Category | Action | Result | Description | Who ‘
(& Calls | & Audit Log

LicensedtolUser. | Company: |Expires on: 08/05/2012 |LoggedinUser: Maone

The SL MyCalls Main Screen

‘Call Lists

Today - 05401 /2011 0000 - 05401 /200101 23:589 -
Matches filker - W v v 50 =

[rag a column header here to group by that column Column Chooser

|| DatesTime « | Fram Device | To Device | Mumber oo | User | Location
{ C o 12/01/2011 10045 001 (007) 205 (209) 01606643107 4209 None Marthwich
Sl 12/01/201110:17 001 (001) 205 [208) 01E06E43101 4208 None Marthwich
1 Cooa12/me2011 1017 001 oo 205 [208) 01E06E43101 4208 None Morthwich
1 C12/MA2011 106 007 [007) 205 (209) 01606E43107 4209 None Marthwich

All MyCalls applications provide call lists in the main display area. Where call recording has been
installed on its own the standard call logwi is available. FdvlyCalls @ll Manager installations the
additional call views of Unreturned calls, Alarms and Audit Logs are also available. These views share
the following features
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View the grid Positioning the mouse over the appropriate icon in todtom grid bar will cause
the window to pop up.

Pin the Grid Allows the grid to be fixed in position by selecting the Pin icon to the top right of the
window.

If the grid is not pinned then it will automatically hide (minimise) when the mouse is rsitiqgroed
over the window.

The window can be adjusted in height by hovering over and clicking the upper part of the window
with the mouse and then dragging the window vertically.

Adjusting the column widthDragging a column divider with the mouse allows tiolumn to be
sized horizontally

Ordering by columi { St SOGAYy3 GKS O2fdzvy GAGES gAftt O dza
content, e.g. clicking on a number column will sort the contents in ascending numerical order,
clicking on a name columnitwsort the items in ascending alphabetical order of the name column.

Grouping by columnDragging a column to the grouping ar€adg a column header here to group
by that column will group records on that column. To ungroup simply drag the column name
outside the window.

Drag a column header here to group by that column

| From Device | Te Device

F20572008 12:01  : Head Office
F20572008 1201 i Head Office
=l Date/Time: Z2/08/2008
©IZA09/2008 12:01  Head Office
=l DatelTime: 20572008
921082008 12:01 ' Head Office

Column ChooserAllows the grid to be customized by adding and removing different columns. Top
add a column select it from the column chooser list and drag it to the Godemove a column, drag

it from the grid and release the mouse button. To move the position of a column, drag the column
horizontally along the grid.

Grid ViewOptions

Chapter 13



Getting Started with SL MyCalls

Clicking on the options button allows you to display the following options:

Record View Options | ? 2E |

Specify update options

Enter the type and number of records to show and how often they should
be refreshed. Be careful notto enter a very large number of records or a
very short refresh time as this will slow down the system and increase
the amount of data on the network significantly.

Show these sorts of call
) My calls

All calls for Users inmy Organisational Group on my PEX
() Allcalls for Users in my Organisational Group across all PEXs
) Custom Edit

@ Quick Search

Maximum number of records to show
50 =

L [ Edit Title Font... |

Refresh time in (s)
60 : [ EditRecords Font.. |
Lok ] [ Camcel |

*My cals only: This displays only calls related to the user currently logged onto the system.

*All calls for users in my Organisational Group on my R all calls for useis the Iogged“
2y dza SNDA 3INRdzL) 0 dzi 2gbfhinéctedty tDdacPBX (K24S SEGSyaaiz

Lff OFfta F2NJ dzaSNE Ay Yeé h Dhissaledlstor dséhetheé I f D NE dzL
f 233SR 2y irdzsp&chvl &f thaMBR thek @xtension is connected to.

*Custom Allowssetting of specific period for calls. This carab#date range and can be further
limited to a specific time period during each d&xtensions, DID filters etc can also be applied.

Quick Search Filterin@et the grid filtering using the quick search fields.
*Only available withthe MyCals managelapplcation

‘The Calls View
The calls visible in the calls view have some special features.

Call Playback

*Only available withthe MyCals managempplication

A speaker icon against a call indicates the call has been recorded, double clicking on the spaaker i
will playback the call.

Multiple call legs

If the call includes transferred legs then the call will have an expansion s} o, , 11/017
indicating the call can be opened up to reveal the individual legs of the call.
)| ||:||:|1 |

205 [205]

= 11401 /2011 17.07 (ME0RE4310
Dates/Time Fraom Device To Device Murnber

{_‘ 11012017 17:07 206 [208] Qo [o0) 01E06E4211

{_‘ 1101 /2011 17:07 - 206 [208] Qo7 [o01) 0160664211
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For multileg calls a summary call is desptd at the outer level and each of the legs of the call
(transfers) at the inner level. If a summary call has been filtered out (usually by extension) then call
legs will appear at the outer level and may NOT be grouped together.

Normal calls without &nsfers will appear at the outer level .

The layout of the call record view is incompatible with versions prior to MyG&l8.&®0. This
means that when upgrading from an earlier version the call record view layout will be set to the
default layout.

‘Using Call Notes
*Only available witithe MyCalls Manageapplication.

Notes can be added to a call and notes do not require call recording in order to be used. To add a

y20S NAIKG Ot A0l 2y GKS OFff FyR aefty&ubnaytheb 2 GSa Qa
GeLIS Ay @&2dzNJ y2GSa yR OftAO|l W{IH@gSqQd ! y24S | LILX
notes for each leg of a call.

Once a note has been added to a call this will be indicated by a notes icon. Double clicking this icon
will open the note dialog allowing you to add further notes to the call.

s

& 1101220111709 205 (205)
B & 11/01/2011 1707 (205

205)

AR

Notes are also available as a selectable column from the column chooser.

‘Using Quick Search

| 1 x

Period Today |z| Fromzy 05 /01 /2011 00 : 00 Tos 05 /01 /2011 23: 59

Mumber DD Extensian Mote Search Type Mote Filter Call Types I ax Calls
Matches fiter [=] viine v Out | Abd 503

Quick Search fields can be used to search by Number, DID, Extension, Call type, DdRe/Jute.

must meet all criteria in the filter so be careful not to leave anything in the Number box if you are
only searching for calls related to an Extension as any calls returned in the grid would need to match
both number and extension.

Searching for dés using the Notes filters

Mate Search Type Mote Filker
b atches filker |E|

Quick search can also use the notes field. The Note search type can be set to one of the following:

Matches Filter Finds all notes where the note contains text matching whatever has been entered
in the Note Filter textbox.

Has a note Finds all calls which have a note attached.
No Note Finds all calls with no note attached.

L¥ GKS FTAEGSNI Aa asSid (2 wal 60KS&a CAfGiSNR GKSy
the notes attached to the calls.

QX

S
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Max CallsLlimits the number of calls viewable in the grid up to a maximum of 500. It is
recommended that this is kept to a maximum of 50 calls for normal operation to limit the loading on
the database.

Refresh allows you to manually refresh the calls in the view.

Unreturned Calls View*

*Only available withthe MyCals manageiapplication

Unreturned calls are calls where the caller has abandoned and not been called back. The unreturned
calls are automatically updated when a call is abandoned. Calls are automa#oadyed from this
view when either:

A call is returned

The same caller calls again and the call is answered

S e
Drag a column header here to aroup by that column

| Date/Time + | From Device

£13/01/2011 15:25

Colurnn CH

| Location

Time | Mote Te
L0 [a1) 08) 4310  Morthwich 02 |

5 Inc Abd

13/01/2011 15:25 © 001 [0071) . 206 (20 Morthwich 00:00:05
13/01/2011 15:24 001 [0071) 01606643102 Morthwsich &P Inc Abd - 00:00:00
13/01/2011 1243 001 [007) 205 [208] 606643101 Morthwsich &P Inc Abd  00:00:05

Unreturned calls can be searched using a quick search panel. This quick search allows you to search
by number, DID, extension and notes

Unreturnedcalls can also be displayed in a real time status wing@&e Real Time Status

Exporting Unreturned calls

Right clicking an unreturned call or multiple unreturned calls allows you to export the list of
unreturned calls either to a file, clipboard or amail recipient.

Real time Statistics windows

MyCalls can display real time statistics within individually configurable colour coded windows.
Depending on the type of statistics being displayed they may have a number of options available.

Statistics windowsll have the option to lock, refresh and configure using the context menu which is
viewed by right clicking the mouse whilst hovering over the window.

Using the mouse you can hover over any real time window and press the right mouse button to get a
menuof window options.
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= =
Real Time Parameter Window (2] aea"

Incoming Calls
All Trunks - Head Office
BETINY

l Lock Positicn

Refresh Data

Cenfigure

The window menu has the following options available.

Lock Position
This allows you to lock a window in place on the screen layout so that it can no longesizeder
moved.

When a window is locked it loses its borders and if gight click on it again you will see a tick next

to the Lock Position option. To unlock a window select the Lock Position option again to remove the
tick and display the windows borders again. You should now be able to resize and move the
window.

| Incoming Calls |
All Trunks - Head Office
BETNY

Refresh Data
Windows are updated at prescribed intervals

You can select the refresh data option to force the window to be updated.

Configure

This option allows you to configure existing window settings. The actual dialog presented will
depend on the window& LJS RA ALY F @ SR 0{SS WiKDe dhaptiérioivrSal 6 A Y R 2 ¢
time statisticsfor more details.)
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PBX

HeadOffice |B4

Interval Period

v Daily

[=]

vRefresh Time (s)

(10

Title

-
=

|Outgoing Calls

Visibility

Show Title
Show Interval
Show PBX

Display Values
@ Historical

Group
All Trunks

Show Group
[¥] Show Value

() Current Only

[]

Getting Started with SL MyCalls

‘The View Menu
The MyCalls main screen providegiew menufrom which you carselectvarious real time windows

[l R ED

i‘

iew | Reports

System  User

Beal Time Information
Call Records \Window
Audit Log Windaow
Main Toolbar

Eormat Toolbar

Grid Bar
Status Bar

i
—

Selecting the Viewe Reallime Information option allows you to create additional statistics . You can
choose the following statistics

l

)l
|l
)l
)l

Extension
DID (DDI)

Incoming Calls (Trunks)

Outgoing Calls (Trunks)
Abandoned Calls (Trunks)
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il Configure Real Time Parameter Windows

Getting Started with SL MyCalls

o e |

Once added to the screen the windows can be pilaiceany position. Ther are various alignment

Extension Statistics

For each selected Extension , display a selection of call statistics
parameters.

Tasks

Create a New Statistics View
The parameters can be shown as current or historical values.

tools available to help you design your screen layout. Full details of how these layouts can be edited
INBE RSAONAOGSR Ay (KS W{ONBSYy [l82dziQ OKI LWiSN®» ¢K
layouthowever this will delete any new statistics windows you have

Layout | Configure \iew RBepors Sy

Beset to Installation Default

LT
Gt

N O

zf
A

> Tk
Q¢ QX

S
A0

Q¢

ONARLIiA2Y 2F aiGlaAadrda sAyR264
Q OKI

LJG S N3

<
¢
[exN
S
o

‘Reporting.

Reports allow you to analyse your call activity. SL MyCaNsda®a number of preconfigured
reports or alternatively you can create your own reports using the MyCalls report templates.

SL MycCalls provides a range of preset reports for daily, weekly and manthiyy. These are easy

to access via the Reports menu

The figure below shows the preconfigured reports for daily activity.

=I-|=] Report tems
—-{£% Daity Reports

----- =| List: Al Abandoned Calls
----- =| List: Al Calls

----- =| List: All Outgoing Calls

----- =| Summany: All Calls by DID

----- =| Directors Report: Daiby Summany

----- =| List: All Calls by Telephone Mumber

----- =| List: Call Costs by Most Expensive Call
----- =] List: Most Dialled Mumbers

----- =| List: Maost Frequent Incoming Callers
----- =| Summarny: All Abandoned Calls

----- =| Summarny: All Calls by Extension
----- =| Summany: All Calls by Trunk
----- =| Summarny: All Incoming Calls
----- =| Summarny: All Outgaoing Calls

And the following figure shows the weekly and monthly reports.
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Daity Reports

Manthly Reports

é Directors Report: Monthly Summanye
=] List: Most Dialled Mumbers

=| List: Mast Frequent Incoming Callers
=| Summany: All Calls

= Summary: All Calls by BExtension

= Summary: All Calls by Trunk
Weekly Reports

Eb] Directors Report: Weeldy Summary
=] List: Most Dialled Mumbers

=| List: Maost Frequent Incoming Callers
=| Summany: All Calls

=| Summarny: All Calls by Extension

=| Summany: All Calls by Trunk

Getting Started with SL MyCalls

You can produce your own tailored reports using a MyCalls report template. This allows you to select
the reporting geriod(s) and grouping options. The available templates ar

System Audit

Lists the audit entries created during the operation of the application
Call Details

Shows a list of calls. Each call is itemised separately. Calls can be grouped . For examgé¢ tiigou
grouping by extension all calls for each extension appear together.

Group Summary

This produces a summary of callsalbExtensios, all DIDs or all Trunlks. A single line of statistical R
data is produced showing a summary statistics for the s8l&&t RS @A OS Sod3ad 1 £t 9EGS
All Trunks. SL MyCalls does not allow user defined groups of devices to be created.

Group Summary by Member

This shavs a line of summary statistics for each extension, trunk or DID (depending on the device

seleded).

Most Frequent calls

Show the numbers which have been dialled or answered by your business in order of frequency.

Top Calls

Provides a list of calls ordered by duration, call cost, handling cost, ring times or held times.
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| £

1 Configure Reports

70

E||£| System

-7 Usage
--[#] Call Details
--[#] Director's Report
- [#] Group Summary
-] Group Summary for each Member
~[#] Most Frequert Calls
‘2] Top Calls

Report tems

4% Daily Reports

45 Monthly Reports

455 Weekly Reports

-

Example: Configuringsample call details report.

The following example describes how to generate a simple extension call details report for the
OdZNNBYy G 6SS1T @ C2NJ Y2NBE Ay RSLIIK AyailidNHzOOGA2Yya

Firstly you need to access theport wizard. The Report wizard provide a step by step process for
creating and running a report based on the type of report you wish to crdagfore you start the
wizard you need to select the appropriate template from the list of report templates.

Sekct Report from the main menu.
/ fTA01 2y WwSLENI ¢SYLIXI{iSaqQ o
Click on Usage and then select Call Details. This will allow you to create a call details report.

From the right hand list of options ensure Call Details is displayed at the top of the window and
aSt SO0 W/ 2yFAIdzNBE FyR wdzy b2gQod

2y
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ra

2] Configure Reports

EI@ Report Templates
@ System
E-[#] Usage
----- # EhEEE
----- |#] Director's Report
----- @ Group Summary
----- |£| Group Summary for each Member
----- |#] Most Frequent Calls
----- |71 Top Calls
=-|=] Report tems
EI:_:I Daity Reports
----- =| Directors Report: Daily Summany
----- =| List: All Abandoned Calls
----- =] List: Al Calls
----- =] List: All Calls by Telephone Mumber
----- =] List: All Outgoing Calls
----- =] List: Call Costs by Most Expensive Call
----- =] List: Most Dialled Numbers
----- =| List: Most Frequert Incoming Callers
----- =| Summarny: Al Abandoned Calls
----- =| Summany: Al Calls by DID
----- |21 Summary: All Calls by Extension

The wizard will start.

{StSOG I GAYS

LISNA 2 R

m

g KA OK

Call Details

Provides alist of detailed calls thz
as extension or account Code. Th
applies to a certain range of devic
organisation group.

Tasks

Configure and Hun Mow
Use the Configure and Run now
hoc report that you do not want

Create Saved Report ltem
Use the Create Saved Report w
you want run again with the san
Schedule.

GKS NBLER2NI RFGl

2] Call Details Configuration

E=NNch =

Specify the time period the report should cover

The report can be run over a chanaging period depending on when it is run such as this week or as a fixed
time. The reporting period can alsa include two time periods with in the defined date ranges such as
09:00 to 12:00 (Period1) and 13:00 to 17:00 (Pericd2). This will only include calls that were handled

within each of these time periods.

Reporting Period

i@ Regular
This \Week (=]

o [hisWweek &

~ Tl Last wesk
This Month =i
Last Manth - 00
This Year
Last Year
La=t 7 Days _Jl- rg
Last 28 Days o

m

Period 1 Start
oo ;00 00 |2

Period 1 End
235385 |2

[] Include Second Period

Include calls for the following days
Man wed Fri Sat
Tue Thu Sun
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Specify the grouping criteza Ay (G KA & .@ouzad alsp Qnktih yuinberof cllslinded
in the report if required.

2] Call Details Configuration = =

Specify the criteria for each call to meet for the report
Specify either a time related value for the call such as the duration or a cost related value such as call

cost. You can limit the number of lines on the report and also order the repart by a particular type of
value.

Group ltems on Report By

Extension |E|
-
Extension Name
Least Cost Routing
Trunk

Trunk Mame
Location

State &
Class of Call -

Time of Call |~

=

[] Display each item on a new page

Finally specify the call types you wish to include. These can be individually selected from a range of
incoming, outgoing and abandoned call types.

"3 Call Details Configuration o] @ |
Select the Call Types to include in the repori.

By selecting specific call types itis possible to produce very detailed reports. For example, selecting only
Incoming Abandoned will only list calls that the caller hung up on before the call was answered. Mote that
the (Ans) and (Abd) columns in the reports will include both internal and incoming calls, if selected on this

page.

Call Types to Include
Incoming -

Incoming Abandoned Select All
Incoming Transferred =

Outgoing i

Outgoing Abandoned Select None

Outgoing Transferred -

Show Advanced call types
Call Type Groups

Al Incoming call t;.'pes:
All Outgoing call types
[] A0l Internal call types

Next Finish | [ Cancel

Click Finish to generate the report.
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The reprt will look similar tahat shown below.

Maximum report items limit: 50 Report grouped by: Extension. Report ordered by: Time of Call
Transferred calls are being reported as a multiple calls.

Time OfCall CallType Duration Number
2462
28/08/2008 06:38:08 Inc 00:00:19 0041338236633
28/08/2008 07:33:18 Inc 00:00:37 00861085222582
Totals 00:00:56
Total Calls 2
2471
28/08/2008 08:39:21 Inc 00:00:10 07943308598
Totals 00:00:10
Total Calis 1
24738
28/08/2008 01:57:53 Inc 00:00:14 07947323478
28/08/2008 06:04:56 Inc 00:02:28 07843602887
Totals 00:02:42
Total Calls 2
2541
28/08/2008 08:32:33 Out Abd 00:00:00 01737761201
28/08/2008 08:32:52 Out Abd 00:00:00 01737761201
28/08/2008 08:33:00 Out Abd 00:00:00 01737761201
28/08/2008 08:33.07 Out Abd 00:00:00 01737761201

The MyCalls reporting system is quite extensive. The full details for creting and generating the
NEBLR2NIGA Aa O20SNBR Ay G(GKS OKIFLIISNI 2y WYwSLERNIAY3Q
features.

9 User created Device Groups

9 Filters (e.g. report on specific extensions or only show calls over 10 minutes etc).

1 Custom Report fields.
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Chapter2

MyCallsCallManager
Logging into MyCalls
MyCalls Manager is the fully licensed Mycalls product. The Mycalls Manager supports multiple users

and therefore you will need to log in to the system.

Logging into the system as a user requires that users with appropriate user types and passwords
have been set up during the configuration of the application. For more details on this see the
WhNBEAZNVaARRBEGGAYIAaQ aSOGAz2y o

Normally a user will be associated with a default extension. If this is not the case then you will be
prompted to select your normal extension as detailed below.

How To: Log into the system

It AGIS NIR  Ldify W

User Name
pete smith Browse
Password

—————

Typeint yIYS Ay ! &SN bl YS FyR (e Bowsey 2 LISH INCRKNIF2 N
name
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Type part of 3 user name here Selected user
p
pete smith A
;‘E_‘:?:
b Clear
£ 3
Click¥ hQy
Quick tip:
'd ftSraag 2yS t. - FRYAYAAUGNI G2NJ Ydzad o6S |[RSFAYS
create or alter any other user.

Selecting yourextension when logging on tiMyCallsCall Manager

MyCallsCall Manageoffers users a haetlesk facility. This enables a user to log onto any extension of
their choice. Users must be specifically enabled fordexking otherwise they will be restricted t

their default extension. In addition, extensions enabled for hot desking will appear in the list of
available extensions as well as any extensions for which the user is marked as the default user when
the user logs on tdyCalls

To Summarise:
1 Only Uses enabled for Hot Desking can select an extension other than their default

1 Any Extensions enabled for Hot Desking will appear in the list of available extensions when
f233Ay3 2y +a ¢Sttt Fa GKS SEGSyaArzya FT2NJ gKA(

Once thehot desking options have been enabled for both users and extensions then the user will be
presented with the extensiolist whenever they log an

Extension Selection

Extension Selection

Flease selectthe extension you are working at. Your
usual extension has been preselected.

PEX Extension
Head Office 200 [~]
E -
C 201 i

202
203
204
205
206
210 5
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The user should select the extension that they wish to control which will then be the extension
controlled from the call control toolbar etc.

Users can be enabled for hot desking in the user configuratimhextensions can be enabled for hot
desking in theextensions configuratian
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Chapter3

MyCallsCall Recorder

TheMyCallssystem provides accedo call ecordings using theadls list on the front screen. From
the calls list you can see at a glance any calls which have been recorded and you can playback these
calls simply bglicking the call playback icon.

Enabling Users for Call Playback

AnyMyCallsusercan be enabled for call playbadBnce userhave been created then anyone
logging intoMyCallsas a usewill have certain rights and restrictions dependent on their user type
and where they appear within the organisational hierarchy

The steps requiretb ensure call recording can take place for a given set of users are as follows:

Create your users and user groups*

Assign each user with a Role

Assign your users to their respective organisational groups
Assign each user a default extension

Enable the usefor CalRecording

Configure any CaRecording rules

=A =4 =4 =4 =4 =9

‘The rules governing the playback of calls
Any users that are created and want to play back calls imeisnabled for call playback

A normal User can listen to their calls only

A Supervisor can listan any calls within their organisational group and any sub group
A PBX Administrator can listen to any calls on their PBX

An Enterprise administrator can listen to any calls on all PBXs

*A Wallboard user can not listen to any calls

(*Only applies when damanager is installed)

The above rules can be overridden by applying call recording rules to Callers, Users, Extensions,
Trunks, DIDs and call types.

To ensure call recordings are only visible to users with appropriate permissisimaportant to
setup the organisational hierarchy correctlyn the example below, the highest level group is called
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Office admin and in that group, there is a Supervi{stark). The supervisor can playback any calls
from office admin and customer service.

The Supervisan customer servic€Sarahhowever, can only playback calls in the customer service
group.

5 Configure Organisation Structure

=J-&f3 Organisation
-1-&§3 Office admin
g Mark
- 3 max
=43 Customer service
- 4 sarah

... £2 bil

For the Hierarchal user structure to work correctly, the users must be assigned to extensions. To
assign a user to an extension, go to configure / telephontesyand edit an extension. The user is
only assigned to callsmahat extension from theéime the extension is assigned to them

How to: Enable a User for playback

1) InConfigure§ h NH I y A XteateANgy | G JBHIBKN P¥isting $¢1Q

M ame Abbreviation

Graham GF

Job Title I1zer Role

bl anager |Jzer |Z|
Group Email Address

Organization. grahami{@myco. com

Pazswiord

| Enable Beal Time Statistics | Enable for Hot Desking

| Enable Call Playback, v éEnaI:uIe Ewport of Recordings

2) To give aiser the ability to playback calls, chech Enable Call Playba@k 6 2 E
3y ¢2 3IAGS G(KS dza SNJI (i K EnabléBxifork of Recdidd®@sS E LJ2 NI Of f £ &
4) dick'@Kilo save any changes.

*For more details on users and groups see the Organisation confignrsg¢ction
Restricting Call Playback

Toenable or disable the recording oértain types of caller calls made to or from certain parts of

your organization you can define recording rules. These rules enable or disable specific devices,
users and call ges from being recorded. This allows you to override the normal rules governing

users as described above. However recording rules cannot enable a user to listen to a wider range of
calls than their position in the organisation allows. For example a useordg ever listen to their
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own calls however you could specifically disable calls on an extension within a group from being

recorded.

How To: Configure Call Recording Rules

1) From the menu selectConfigure-> Telephone syster» PBX> Call

Recording,

2) St SO&ditCall Rectkde / 2y FAI NI (A2 Y

PBXs
U Head Offlce

i

:‘.

‘) Agent Control
J Call Control
I'J Devices

i (%] Groups

& \+\ \+\ Bl

3) ¢KS WORAUG [/ |
which you wish to set rules

4)

Inztalled Call Recorders

Mame Edi Default Filename Prefis
S 8

ff wSO2NRS&SH & Gty BBz P2yt T 20$

Exported Call Recording Files

D efault Format
Microzoft WAk

[=]

Add call recorder...

] [ Delete call recorder... ] [] Enable Transfer Leg Mavigation

Trunk Licensing

Trunk,
Qo2
003
004
005
s
nz

Remaining Licenses

Type Call Recarder Licenzed - —
Digital Lab Digital - 0
Digital Lab =

Digital Lab r Analog - 0
Digital Lab

Digital Lab IP-0
Dhinital | ah [w] kv

[N

%(
Q)¢
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5 FromheOl f f NBO2NRAY 3 ORefofding@RizN® G A2y LI 3S Ot R O] W

Retell Voice Recorder Configuration

Retell Voice Recorder
Enter the machine name or IP address of the Retell Voice Recorder. Enter the access
password and modify the recording port or user name if necessary. Finally click the Test
Connection’ button to ensure the correct configuration details have been supplied. The PBX
trunks may optionally be assigned to the recorder channels.

Recording Server Name Password

| e Recording Rules...
P!E)yback Port qunload Speed (KBits/sec)

w0 - o= Bnciun.
Archive Port

9802 Test Connection
Trunk Mappings

[Trunk = |UnitlD  |Port  |Channel | Trunk Type | 1

6) The Recoraig Rules dialog is displayed and you can define rules for enabling or disabling calls.

Recording Rules

‘You may specify the Extensions, DIDs, Callers, Users, Trunks for which call recording is to be allowed or blocked. You may also specify that
only incoming calls are to be recorded for example.

Extensions DIDs
Selected Available Selected Available

@ Do not record the selected extensions @ Do not record the selected DIDs

Only record the sele

Only record the selected DIDs

Callers Trunks
Selected Selected Available

@ Do not record the selected callers @ Do not record the selected trunks

Only record the selec

Only record the sel d trunks
Users Call Types

Selecied Record Incoming Calls
Record Outgoing Calls

@ Do not record the selected users

Only record the

7) Extensions, s, Callers, Trunks and Users can all be included or excluded from being recorded
as required.
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How to: Set up recording rules for Extensions

Extensions

Selected Available

208 236 %

1302 237 =

400
| 401 Y

@ Do not record the selected extensions

(™) Only record the selected extensions
1) Add devces to K SSeldttedlisto 8 a St SO A Ailalil® S snddiclingl—— W
2) K 2 2 Bt Kcord the selected devic®s @niNdrelbrd the selected extensiofs.
You can also decide to include incoming only, outgoing calls only or both.

Usingthe Call Playback Interface

Once logged intdlyCallghe calls list will provide access to the recorded calls. The leftmost column
of the calls list provides an Icon to indicate the call recording status.

Wh2 LO2YyQ AYRAOI(GSE daKSNB Aa y2 NBO2NRAY3I TFT2NJ (K

Wi X FAY ALISF1SNI AO2YyQ AYRAOFGSE I NBO2NRAY3 KI &
L))
Wr INBEeSR 2dzi aLISIF{1SNI A02yQ AYRAOI(GSa I NBO2NRAY

been disabled

Wi ZLISIFTSNI AO2Y 6A 0K | hadBeBn natkdditétlie call yuRtheQubediS & | NF
barred from playing back the call

Wi aLISIF1SNI A02y gA0GK + NBR ONR&aa FyR F 3INBSY | NN

recording has been matched to the call but the user is barred froyimgeback at least part of the
call

e

i?

How To: Select and Playback a call

1) From theWiewQ Y SejecZall Records Vieww 2 NJ A4St SOG W/ It faQ FINRY (K
left side of the screen:
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97 [\ calls | =

2) By default the call records view will display the last &llsdor the current day. Calls that have
been recorded will show a speaker icon meaning they have been recorded.

3) To play a call that has been recorded, simply double click the speake U>twcated in the far
left boxto play the call.

21A2/2M011:32 300 (Joe] 0o [oot)

i

3 1

{0 21A2/201011:32 300 (Jog) 001 (0071)

& 2112/201011:31 300 (Jog) 007 (007)

4 21/ 011:19 300 (Joel 001 (0071)
‘ A

010:50 001 [001] 1307 [Mike]

121/

*q 2142/2M010:10 001 (001)

=/ Call Player - invoCall

Welcome

Begln End —

IO ;e LT

Play selected range/sound clip

ul_J LJ\IJL-JJ [E] Auto move to next call T4

Play List | Sound Clips | Mote | Audit |

Drag a column header here to group by that column Column Chooser.

Date/Time From Device To Device Number Abbr Duration
211202010 13:37 001 (001) 301 (Mike) 01154960137 = Inc 00:00:54
211202010 10:50 : 001 (001) 301 (Mike) 01154960137 = Inc 00:02:42
21122010 13:33 001 (001) 01154961412 @ Inc Abd | 00:00:00

211272010 11:32 300 (Jos) 001 (001) 01164560396 <@ Out 00:00:08

1211220101132 300 (Joe) 001 (007) 01164950336 00:07:33

00:01:22 / 00:02:48

4) After youhave double clicked the speaker, the ygawill load and play the calit the same
time the new call will be added to the playlist.

5) The currently playing call or call leg is displayed in Red.

6) Right clicking on the calls view will also allow you to pdalta call by selecting the Playback Call
item from the menu.

L'evice I JLEYICE M Uinel

18] = 56431

(5] Mates... J66431

il

) Playhack Call.. ek
Add to plaglist... L

1ed Call: Expart Call Audio..

Multiple call selection
You may select several calls from the calls view listing.

To select a range of call click on the first call required from the list and then hold down the shift key
andclick on the last call required. All calls between the first and last calls will be selected.
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0ot (001]
L0071 (001)

: A/20171 17:09
4 11/M./2011 17:.07

At andd ACad  nnd inn H Bt N alunlnr b Rutal

The Call Player

MyCallsprovides aCall Controplayer specificall designed for call recording and playback. The
player provides the following functions

Play/Stop

Fast forward/Rewind

Overall Volume

Adjust relative volume between each call participant

Change speed of playback without affecting pitch to clarify whatssis
Create selections and store as sound clips

Set the start and endpoints of a selection as either a time or via mouse selection
Loop round selections or complete calls

View transfers as separate sections of a call

Navigate between sections of a call

Pay next and previous sections of a call

Create playlists of complete calls

Play next/previous call in playlist

Create notes for calls

Auditing of playback and export activity

Export of audit logs

Export of calls

=8 =4 =8 =8 =8 8 o8 ofofof o oo o o
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Feature Configuration

You may not have dlhe features of the player available. The call player feature configuration is
determined by the license as follows.

Waveform| Sound | Section | Single Bulk call | Volume, | Cal
Display clips markers| call _ recording Balance, Audit
recording| export
export Playback
Speed
Basic v
Enhanced \ \Y \Y \Y
Enhanced+Audi \ \ \ \Y \Y Y,

Call Playback

When a call is selected for call playback it is added to the playlist. Double clicking the speaker icon
from the call records list launches the player and commences call playBankrol of playback is via
the playback buttons.

Waveform Playback Controls Loop/Timing Volume/Balance/Speed

How can | help?

i

A

Begin @ End
k| |-~JJ]\_ 4 JL//JL//I_J
Flay selected range/sound clip
@ e ) | Auto move to next call FLry [ ;;( :

Play List | Sound Clips | Mote | Audit

Drag a column header here to group by that column Column Chooser. ..
Date/Time From Device To Device Number User Abbr Duration

& =
211220101016 2 nie Galvan) BT (5T) 01632 441717 Janie Galvan <:2| QOut : 00:06:02
2112720101016 /216 [Henry Hewlett) 49 (49) 01496 041717 Henry Hewlett @ Out  00:03:53

Playlist, Sound-Clips, Notes & Auditing
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Call Player Waveform

[/ Call Player - MyCalls =N R~

0016

The call player can display a waveform representing the recorded call. This option is licensable and
only available with the enhanced call player. If the product is licensedasic configuration then a
compressed waveform window will be visible but no actual waveform trace will be shown. With the
enhanced player a full two channel waveform is visible.

When a call is played a yellow cursor line will move across the wavefordow indicating the
position of the playback point. The cursor also displays the elapsed time in minutes and seconds
from the start of the call. If the call length is greater than 1 hour then hours and minutes will be
shown.

oo:07

R T
The bottom of the waveformvindow shows the time base of the call and this is scaled automatically
to match the call length.

The player can playback the whole call or selected parts of the call. Whether you are using the player
in basic or enhanced configuration selections can belefrom the waveform window in the same
way.

How To: Make a selection in the waveform window

To make a selection from the waveform window simply click and drag the mouse along the
waveform window.

The selected area will show up as a grey block.

Releasdhe mouse and the selection will be displayed along with a selection control bar which
appears as a white line with a grab handle at either end of the selection.

Selecting the control bar in the centre will allow you to move the selection left or right.

Selecting either of the grab handles will allow you to adjust the start or end point of the selection
independently.

Clicking within the selection but away from the selection control bar causes the playback cursar to

move to the mouse position.

=
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o002

0006

000z 0004

BasicPlayer showing selection but no waveform

¢2 OFlyOSt | aStSOGAz2y aAayvYLX e NARIKG Oft A0l GKS
menu.
Export Call Audia..,
Export Selection..,
Cancel Selection
JJ[ - )
‘Creating a sound clip (Enhanced player only)
Once you have created a selection it can be turned into adalip. Sound clips can be named and
are automatically saved into a sound clip list when they are created.
How To: Create a new sound clip
¢2 ONBIGS || ySg az2dzyR Of ALJ NAIKG Of AO1 | &St S
menu.
Thiswilllt  OS GKS &az2dzyR Of AL Ayi2 (GKS az2dzyR Of pLJ
The name of the clip is displayed in the waveform window so each clip is easily identifiable.
¢CKS yrYS 2% (GKS OtALl Oy 0S OKIthehanie of fhaidiprand K S
GeLAYy3a GKS ySg ylIYS 20SNI GKS aSt SOGSR GSE(d oa
E=] Description
[ ]
Mew Clip
A sound clip can be selected and manipulated just like a normal selection by right clicking over the
d2dzyR Of ALJ ' yR &St S Othénesu (Nefv 8lip iS ©placed with the narmehof JQ ¢

the clip to be selected see below).

Select 'Mew Clip'

Export Call Audio...

Export "Mew Clip'...

Delete Mew Clip!

Selecting a new clip

ast

Ol A

f A

w €
U Qx

T NR
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Select 'Intro’

Export Call Audio...
Export Thtro'...

Blegin Delete 'Tntrao'

T 1
{StSOGAY3 I OfALI yIYSR WLYUNRQ
To delete a sound clip right click the sound clip waveform and select Delete [Clipname] from the
menu.

Enhanceglayer with full wavefornand multiple sound clips

Exporting Audio

The waveform window provides a mechanism to export the call audio to either WMA or WAV file
format. Right clicking on any part of the window will give you the option to export the wiadlle c

Add to Sound Clips

Export Call Audio...

Export Selection...

Cancel Selection

B b | A | | B |

croin

Calls can also be exported directly from the Calls View list on thevhegballsscreen.

Chapter 311



MyCalls Call Recorder

If you have created a sound clip then right clicking the sound daivsjou to export the sound clip
as a WMA or WAV file. Sound clips can be exported from the sound clips grid using mouse right click
YR &St SOGAY3I WOELRNI az2dzyR Of ALIQ FNRBRY G(GKS YSydz

Sound Clips | Note | Audi

M ame Dezcription Beain End

w'eloome Introduce cor ) 494 00:00: 36:679

Delete sound clip

Haow can | help? Azl cuztomer ) 46:343 00:01:10:043
Export sound clip.. !

Responsze Respand to proonem T 39210 00:02:01:414

Call audio can be exported by using the riglitk menu in the folloing locations:

Main call list

Any Playlist
Sound Clip list
Waveform window

=A =4 =4 =9

{ St SOGAY3I SAGKSNI WOELRNIL /Fff 1 dzZRA2QY WOELRNI { S
you can choose where to save the file and select the format. The defaulirfilerns determined by

GKS OFff NBO2NRAY3I O2yFAIdzNI A2y P ¢KS FAES F2NNI
box.

=] Save Bs @
Ou | o= hlyCalls v DataSources - | 3 | | Fearch Datalources i |
Organize ¥ New folder 4= - @
4 Favorites Marne Date modified Type
B Desktop Mo items match your search,
& Dowenloads

=l Recent Places
» |4 Libraries
> 1M Computer

> ‘?ﬂ MNetwark

4 | 11 | [

= ETL a1 01 2011 15 47 01606643102 Mone Selection.wav -
Save as type: [Microsof't WAV (*.wav) v]
~ Hide Folders [ swe || conce |

You can export audio for single calls or multiple calls. To export multiple calls simply select the
required calls fromthechlda @A Sg 2NJ LI et Aadx NAIKG Ot AO1 2y
When exporting multiple calls the dialog will be slightly different as shown below and export

progress will be visible in the status bar for each call (the status is ailsle ¥& single calls but only
usually visible on longer calls).
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00—

Ui U

T RgREGal Wal
00:00 Export Calls For Demo PBX - = 7
onfirm Export Details 'O . O
or modify the default values that will be used while
B Outgoing TN ihe selected calls. u
Today - 2171 Folder
I |C:\UsersWan\Documerrts
Mat : Filename Prefix
Drag a column header here to group by that colw
tl
| _| DateTime + | From Device | THM Eile\Eormat | Abbr
R EEy 21N22010 10:16 145 (45) 2 |1.'-ﬁndnws Media Audio (WME) El = Inc
- 21122010 10:16 58 (58) il = Inc
Al 21M2201010:16 217 (Janie Galva. ﬂ 4 Out
- (21122010 10:16 ;216 (Henry Hewl... 44 ’ oK ] [ Cancel & Out
= ard — O
b b gel) ging O
D D

Multiple selection export dialog

E wporting audio, item 3 of 12 |

Export Status
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Playback Controls

Pravious

Section \ \ l / Sectir:m

Heawind Play/Stop  Fast Forward Nexdt

e [

Playlist Controls Waveform  Loop
Enable Enable

The playback controls are as follows:

1

=A =4 =4 =8 =4

Play/Stop: operates the playback of the call, click to start playbackagaik to pause,

playback will then continue from that point.

Rewind: Click and hold will rewind the cursor, single click will set the cursor back at the state

of the call.

Fast Forward: Click and hold to fast forward the call.

Previous Section/Next SecatioCalls contain various sections as follows:
Ring: This is at the start of the call and is determined from the ring duration
Answer: This is the main part of the call

Transfer: This is determined when a call is transferred to another extension

NB: The sdions of a call are determined from values within the SMDR and may not be available on
all telephone switches. An option is available in the call recording configuration (see call recording
configuration) to disable call sections, in which case these hatire greyed out indicating they are

disabled (as in the picture above).

Waveform Enable: Enables or disables the display of the waveform. Disabling the waveform allows
you to quickly scroll through a playlist without having to wait for the waveform alysia update
between each call selection.

Loop Enable: Allows you to loop a complete call or a selection.

Playlist controls: These buttons allow navigation of the playlist items and sound clip items (see
playlist and sound clips section).
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‘Call Player Managment Panel

{ PlapList | Sound Clips | Mate | Audit

Dirag a column header here to group by that column Columin Chooser... |
| DatedTime + | From Device | To Device | Nurber | User | &bbr | Duration —

= Co11/m 2011 14:24 DD1 [oat) 205 [208] D1EDEE431 m Nnne L‘.} Inc EEIEI:DEI:D2
)] /2011 1254 {001 [001] ! 00] i 210 i Mone = IncTh 000015 =

E 1140142011 12221 001 (001) 205 [206) L‘.} Inc Thr EDD:DD:‘I2

00:00:12 / 00:00:43 .

The call player management panel allows you to manage Playlist, Sound Clips, Notes and Audits.
Select the type of item you wish to manage from the tabs below.

- PlayList {| SoundClips | Mate | Audit |

Playlists

Playlists contain a list of calls selected from the main call redistd#\ playlist will remain in the
player as long as thilyCallsclient application is running. When a call is selected and played it is
added to the current playlist. Calls can be added to the playlist using one of the following methods:

Double click thespeaker icon
wA3IKG OfAO01 2y UKS OFff FyR aStSO0 wttregol O

wA3IKiG Ot A01 2y GKS OIFfft IyR asStsSOG WwWIRR G2 LX
Click and drag a call from the call records to the playlist. The player needs to be open in
order to use this method.

)l
)l
)l
)l

Only calls with a valid speaker icon can be added to the playlist.
/tfa OFy 0S NBY2@SR FTNRY (GKS LXFetAad o& NRIKI(

{ St SOGSRQ FNRY G(KS O2yiGSEG YSydzo
Calls which contain nfiiple transfers (multi leg calls) are shown with a plus symbol next to the call.
Clicking on the plus symbol expands the call and allows you to select a speéiig.call

| Dates Tirmne - | From Device [ To Device | Mumber | Usger | &bbr | Duration
:J S0 42011 1254 001 (001) | 200 (200) ORORE43101 {Maone = Inc T EDD:DEHE
Date/Time + | From Device | To Device | Mumber | Uger | &bt | Duration
110142001 1255 001 [007) 2001200 E0EE43101 Mone = Inc T 0000003
= 110120011 1254 001 [001) 206 [208) 016OEE43101 Mone =) Inc Th 000007
e}

1140142011 12:21 - 007 [0071] - 205 [208] D1 BOEE42101 :Mane = Inc T 0012

Date/Time + | From Device | To Device | Mumber | Uger | &bbr | Duration
110142001 12221 001 (001) 206 [206) EORG43101 Maone =p Inc T O0:00:04
11012001 12221 001 (001) 205 (208 ME0EE43101 Maone = Ine 0o:00.0e

You can see in detail which extensions have participated in the call and hoedohdeg of the call
lasted.

Selecting either the main call record or any leg of the call will cause that call to be loaded into the
player and played back from the start of the call. The currently selected call-teg@ldisplayed in
red.
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/01201 1221 205 [206)]
Ewport Call Audio....

Capy Ctrl+C

Pazte Chrl+
—] Select Al Crled,
- Export ko J Clipboard —
1/ Femove Selected File [
1/ Remove Al .

Right dicking a call in the playlist gives the following options

Export Call Audio: In the same way as selecting this option from the waveform menu
Copy: Copies the call details to the clipboard for pasting into a document or report
Select All: Select all calisthe list

Export to File/Clipboard/Email: exports the contents of the selection to a text file, clipboard or email.
Email recipients must be configured into the application.

Remove Selected, Remove all: Remove items from the playlist.

‘Sound Clips

Dezcription Begin End Show | Colour

00:00:03:828 00:00:06:670

Introduce yourself

Customer response 00:00:03: 207 00:00:13:358 [ Bright Green

Response

Anysound clips which have been created are listed under the sound clips tab. Each sound clip can
have a name, description, start and end point, and a colour. There is also an option to show or hide
the clip in the waveform window.

Sound clips are associatedthva specific call and will remain in the list until the associated call is
deleted from the playlist.

How To: Edit Sound Clip Details

{Ay3fS O0tAO0| 2y G(G(KS WblYSQrQ 58a0ONRLIIA2YQTQ . S$3A

This will select the sound chgithin the waveform window and select the text or time value for
editing.

For text columns Name and Description simply enter the text required. For Begin and End times
enter the times required.

Colour selection can be changed for a sound clip by clickirige colour column and selecting a
new colour from the palette.
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Notes

A note can be added to a call either in the playlist or from the call record view. The notes can be
viewed by selecting the Note tab within the player. Any changes to the notes rawsstved by
clicking the save button.

The Created by, Created date and Last modified by fields are automatically populated based on the
logged in user.

‘Audits

It is useful to know what has happened to a particular call after it has been recordeylCedb
playback audit system logs events associated with the following aspects of a call recording:

1 Playback: Logs activity every time a call is played back

1 Export: Logs all call export activity

9 Clip: Logs Sound clip creation, name changes, deletion.

1 Configuraton Changes: Logs changes to the call recorder configuration

Each Audit record is read only and contains the following information:

i Start/Finish date and times of the audited activity.

1 Audit Type: Identified the type of activity e.g. Playback.
9 User: The Igged on user who carried out the activity.

91 Description: A pralefined description of the activity.

‘Additional Controls
Two other panels are available with additional controls.

Selection and Sound control start and end times can be adjusted using thé@Behaontrols

Play Selected range/Sound Clip limits playback to the currently selected area of the waveform panel
or the currently selected sound clip.

Auto Move to Next Call causes the player to automatically load and play the next call in the playlist
once the current call has finished playing.

Beqgin End

e e e aWe s WeTa s -~ P PR L LT &

LR, UL U U UL UL UL U
- -

Flay selected range’sound clip

V| Auto move to next call

Volume: Adjusts overall volume of the player.

Balance: Adjust the relative volume between the recording channels of the internal and external
party can be adjusted.

Playback Speed: Where 1X is normal playlspeled and can be adjusted faster or slower € or
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- 1x +

‘Finding Recorded Calls

For fast retrieval o€alls for playbacikou can use the quick search from the calls grid optio@sick
search is the easst way to find a call by CLI, DEtensionor Note-text.

‘Quick Search
From theWiewCmenu, click€all record vie® The quick search is highlighted below; by default it
aK2ga GKS trad pn OFffta F2N d2RI&o® ¢ 2 Peidd} y3S
drop down menu. To entempgcific dates, choose custoamd enter your dates and times as
required

The next line down allows you to search for a particular telephone nunidErandextension.You
can enter partial numbers to search on e.g. 01270 would find any number contéfming H T 1 Q ®
Entering both a Number, DID and an Extension will search for calls containing all items in the one

call.
You can also search using the notes field. The Note search type can be set to one of the following:

Matches Filter: Finds all notes whereethote contains text matching whatever has been entered in
the Note Filter textbox.

Has a note: Finds all calls which have a note attached.
No Note: Finds all calls with no note attached.

You can also choose which call types to include and the maximumerurfiballs to display.

Todsy v 05/01 /2011 0000 ~ 05 / 01 / 2011

S T et |-
[rag a column header here to group by that column

| | Date/Time + | From Device | To Device | Murnber ]
11/01/20171 1354 0001 [001] 205 [205) 0160EE43101 421
112011 12563 001 (001 205 [2085] 0160664 3101 421
114M 420171 1352 001 [007] 205 [205) 01 60EE43101 421

1

If you cannot see the quick search, chiditionsh y G KS OF f £ NB QgidkBearc A S ¢
from the options

Having found the call or calls of interest you can add the call to the current playlist or create a new
playist by double clicking the speaker icon for that call. For more information on playlists see the
playlist section.

0 K

Iy E
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Recordings which you cannot listen to

Calls that show a speaker icon crossed out means the calls has been excluded from call recording in

the recording rules configuration.

20/ 10 /2008 00:00 ~ 20/ 10 / 2008

N B e 50 %
Drag a column header here to group by that column
| Date/Time | PBX | From Device | To Device ~ | User
‘- 11/11/2008 16:03 : Head Office 235 (Reception) 001 (001) John
11/11/2008 16:03 : Head Office 235 (Reception) 001 (001) John
11/11/2008 16:02  Head Office 235 (Reception) 001 (001) John
‘ 11/11/2008 14:48 : Head Office 235 (Reception) 001 (001) John
11/11/2008 14:40 ' Head Office 235 (Reception)  : 001 (001) John
11/11/2008 14:35 : Head Office 235 (Reception) 001 (001) John
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Trunk Configuration

Configuration of call recording requires the correct configuration and licensing of trunks. Whilst this
should be taken care of during the system installation, it is iptesghat the call recording
configuration could change at some point due to licensing of additional trunks.

In order to enable recording on specific trunks they will need to be assigned as call recording trunks

within the call recording configuration.

‘Access to the Call Recording configuration

How to: Access the CaRecording configuration screen

1) From the menu selectConfigure-> Telephone syster» PBX> Call
. =-§ Head Office
T RN o

- (§) Agent Control
@ Call Control
I"AJ Devices
%] Groups

§

A

e

Recording,
2) { St S (Hilit QalKR&corler / 2y FAAdzNT GA2Y
3) The Edit Call recorders window vii# displayed

Ihztalled Call Recorders Exported Call Recording Files

Mame Edi Diefault Filenarne Prefix
b Date%_%Time%_Mumber’_lser
Default Format
b icrogoft Wi
Add call recarder. . ] [ Delete call recorder.... ] [] Enable Tranzfer Leg Mavigation

Trunk Licensing

Tk, Tuope Call Recorder Licensed - —

00z Digital Lab Digital - 0
003 Digital Lab L

004 Digital Lab 1 Analog - 0
005 Digital Lab

00 Digital Lab IF-0

nnz? rinikal | ah [w] i

[=]

Remaining Licenses

The Call recorder configuration screen allows the setting up of call recorder units, Licensing of

Trunks and the editing of call recorder settings and recording rules.
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How To: Add Call Recorders to tidyCallsConfiguration

1) Toaddanel f £ NB O2 RRIEAIREDHASD 16 dAIKI2 y¥» ¢ KS GAYR

=

Call Recorder Configuration @
Specify the Call Recorder Type

Before the configuration for a call recorder can take
place, the type of call recorder needs to be specified.

Name Call Recorder Type

| None

2) Select the call recorder type from the drop down menu, and enter a name e.g. Crompton R
3) / toEm W
4 ¢KS OFff NBO2NRSNI gAfft y2¢ sedidISFI NI Ay GKS

Installed Call Recorders

[Name. | Ed.

 Main Office [Edit...

Crompton Road T

[ Add call recorder... ] [ Delete call recorder... ]

oad.

WLy aid

5) { St SOG GKS NBIjdA NEBQOF ff NBO2NRSNJ I yR OfAO1 W

6) The Call recording configuration screen will be displayed
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Recording Server Name Password

calecorderl] | T Be Rule
Playback Port Download Speed (KBits/sec)

3800 & 50000 5 | Recording Backup...
Archive Port

5802 = | Test Connection
Trunk Mappings

Trunk Unit [D Port Channel Trunk Type

002 -1 0 0 Digital Assign... Clear
003 1 0 0 Digital Assign... Clear
004 -1 0 0 Dhgital Assign... Clear
005 1 0 0 Digital Assign... Clear

Recording Server Name: Enter the name of the call recording PC

Playback Port, Archive Port, Playback Speed: These do not normallerelganging

Test Connection: Press this button to check the call recording PC is responding

Additional Configuration options

Exported Call R ecording Files

Default Filename Prefix
EDatex_%ETimeik _EMumber®_%Users

Drefault Format
Micrasoft WAl =]

Enable Transfer Leg M avigation

File export settings.

Default Filename Prefix: Defines the file naming for exported files. This can be freetext combined
with pre defined identifier names. Any identifier name must be surrounded by % characters with no
spacesMyCallswill substitute an identifier with the appropriate value for example %user% will

substitute the logged on user name, %Date% will insert the ntDate etc.

How To: Insert an identifier into the filename prefix

Set the cursor at the position in the prefix where you want to insert the identifier. In this example we

have set the cursor at the end of the prefix.

Default Filename Prefix
#Date%_%Time¥_%MNumberi_%lser% | =]
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The available identifiers are avdila by clicking thit2 button. This will display the list of
identifiers.

Select the identifier and the new identifier will be added to the prefix.

Date

Time
| PEX |
From

To

Murmber
ser
Location
Ahhr
]n))

Duration

The prefix will now be prpended to the filename whenever a call recording file is exported.

Drefault Filename Prefiz
#Datek %Timel ZNumberZ ilsery %PEXY

Enable Tansfer Leg Navigation
This option enables the ability to display the identification of transfer legs in the waveform window.

Trunk Licensing
Whilst trunk licensing is an installation operation, it may be necessary for a system administrator to
adjust or cofigure additional channels of call recording.

The call recorder is licensed to record a certain number and type of channels based on what the
customer has bought. In order to know which of the channels are to be used, the trukk<ills
need to be seto the correct type and marked for inclusion in call recording.

Only trunks that are marked as ISDN or AN4009 are listed. Trunks that are either BRI or PRI need to
be marked as$SDNwithin MyCalls

Trunks that are analogue need to be marked\asloguewithin MyCalls
Remaining licenses for each type of trunk are indicated to the right of the Trunk Licensing grid.

Licensed trunks need to be associated with the appropriate call recorder. If only one call recorder is
installed then selecting a licensed truokeckbox will automatically select the call recorder. If there
are more than one call recoder then you will need to select the call recorder for each trunk.
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Trunk
001
002
005
006

Remaining Licenses
Digtal - 26

Type Call Record{er Licensed

Digital Main Office
Digital Main Office
Digital Cromptom Road
Digital Cromptom Road

IP-0

Analog - 8

| [ Concel |

MyCalls Call Recorder

Backup Call Recordings

Call recordings can and should be backed up to an area that can beaffilsite for security

purposes. The call recordings when backed up are still encrypted and can only be played using the
MyCallssystem. The backup can be scheduled to occur at set times and split into different volume

sizes for storage on to CD or DVD. 3pk volumes create a new directory for each split and
increment a number at the end of the volume name to ensure they are unique.

Once call recordings have been archived the system can remove the actual recording from the
computer. If you wish to playdek a call recording that has been archived and deleted from the
system you will be instructed to insert the disk that hold the archived call recording. The system will
then restore that call recording and can then be replayed.

How To: Configure Call Reading Backups

1) Select the Recording Backup button from the Call Recorder Configuration Dialog.
[ Retell Voice Recorder Configuration @I—g_hj

2)

Retell Voice Recorder

Enter the machine name or I[P address of the Retell Voice Recorder. Enter the access
password and modify the recording port or user name if necessary. Finally click the Test
Connection’ button to ensure the correct configuration details have been supplied. The PBX
trunks may optionally be assigned to the recorder channels.

Recording Server Name Password

calrecorder | T [ Recording Rules...
Playback Port Download Speed (KBits/sec)

9300 = 50000 (= ’ Recerding Backup...
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Call Recording Backup @éj
Backup Call Recordings

‘fou can either back up all the calls in a specified date range, or you can specifiy that the system should back up all non backed up
calls according to the configuration of the schedule

Backup Felder on Recording Server Backup Yolume Name Maximum Volume Size (MB)
F\CallRecordingBackups WeeklyBackup 650 E

Cancel Running Backup

Schedule a Backup of all Un-Backed up Calls

Schedule Task Start Time:

Inieskly E 3170172006 00:00:00 % Z| Backup all Calls between these Dates

Schedule Task Weekly Start Date: Start Time
= 30/ 01/ 2009 El 00:00:00 (£
Every 1 = weekis)on

Sun [F] Mon [ Tue [F] Wed [ Thu [ Fri [ Sat End Date End Time

/0172000 [+] [23:59:5 [

Email address for scheduled backup failure notifications

The email server has not yet been corfigured.

3)
4) The backup folder MUST be one that is local (attached) to the call recording server.

How To: Manually Start a Call Recording Backup

1) Select the Recording Bagkbutton from Configure Call Recording Backup Dialog.
2) Enter the dates for the backup to apply to and press the Backup button.

Backup all Calls between these Dates
Start Date Start Time
30701 7 2009 E| 00 : 0000 =

End Date End Time

0/01/2009 [v] [23:59:89 |2

3)

How To: Cancel a Running Call Recording Backup

1) Select the Recording Backup button from the Configure Call Recording Backugp Dia

Backup Folder on Recording Server
FCallRecordingBackups

[ Cancel Running Backup

2)

3) Press the Cancel Running Backup, This will instruct the call recording server to cancel any
scheduled or manually started backups that are currently running.
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Chapter

MyCallsScreen Layout

The Main Display

The main screen fdvlyCallscan displg any combination of real time information windows you wish
to create in any position. In addition to real time windows you can also view call logs and other
information from the Grid Bar at the bottom of the screen.

Layout Configure View Reports System User Formst Help
G s ERBBiE s AT A Bl R s

Real Time Parameter Window [®] | Real Time Parameter Window [2] | Real Time Parameter Window = |-

Incoming Calls }| Outgoing Calls || Abandoned Calls

Extension Statistics DID Statistics

Column Chooser.

Drag a column header here lo group by that column m Column Chooser. Drag = column header here to group by that column

Extension  ~ | Name | Ans | Abd low | Do « | Hame | &ns | &bd

Drag a column header here to group by that column Celumn Chooser ... Options.. Refresh
Date/Time + | System | Category | Action | Result | Description | who |
B Calls | (& Audit Log

LicensedtoUser. | Company: |Expires on: 08/0%/2012 |Logged in User: None

Common features of real time informtion windows

The windows visible on thiglyCallsmain screen are individually configurable. Depending on the
type of screen they may have a number of options available.
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Status and statistics screens all have the option to lock, Refresh and configur¢éhestogtext
menu which is viewed by right clicking the mouse whilst hovering over the window

Using the mouse you can hover over any real time window and press the right mouse button to get a
menu of window options.

Real Time Parameter Window (3] lm
Incoming Calls ji§ O
All Trunks - Head Office gii§ All

BETINY
Lock Position
Refresh Data

Cenfigure

The single parameter window menu h&e following options available.

Lock Position

This allows you to lock a window in place on the screen layout so that it can no longesizeder
moved.

When a window is locked it loses its borders and if you right click on it again you will skeexti

to the Lock Position option. To unlock a window select the Lock Position option again to remove the
tick and display the windows borders again. You should now be able to resize and move the
window.

Incoming Calls |
All Trunks - Head Office
Daily

Refresh Data
Data is automatically taken frothe database at prescribed intervals

You can select the refresh data option to force the data of the window to be updated. This will force
a retrieval of the data.

Configure

This option allows you to configure existing window settings. The actual dpksented will
RSLISYR 2y GKS gAyR2¢ (Ge&LJS RAALI F&8SR® 6{SS WNEBI ¢
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PBX Display Values
- | @ Historical © Current Only
Interval Period Group

Daily [»] A Trunks [~
Refresh Time (s)

10 =
Title
QOutgoing Calls

Visibility

Show Title [¥] Show Group

[¥] Show Interval [¥] Show Value

[¥] Show PBX

‘The View Menu

TheMycCallsmain screen provides a blank area onto which you can arrange various real time
windows. In addition to the Real Timéndows you can also view popup windows to allow easy
access to the various logs which are recorded withinMiy€allsdatabase. These Log windows
include Calls, Unreturned calls, Alarms and Audit logs.

To access the log windows you can either select fiteerView menu where you will see selection
checkboxes to show or hide the various log windows. Selecting either Call Records, Unreturned Calls,
Alarms or Audit Log makes the associated window visible on the screen.

View | Heports System User Help
@ Beal Time Information E

[~] call Records Window

%

Unreturned Calls \window
E

Alarms Window

Audit Log Window
Main Toolbar
Grid Bar

Status Bar

4 Always On Top (Agent Desktop only)

In addition to the logs you can alsoaiie the viewing of the main toolbar below the main menu at
the top of the screen

HE % A8 =y M 23 5 Edensionsss .

The Grid bar at the bottom of the screen

| = Alarms | [ Calls | & Unreturned Calls &l Audit Log

The Status window found at the bottom of the screen.
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M Alarme T Tl TR 1

Licensed to User: Kelmar Technical || Company: Kelmar |IE:-; ires on: 311122106 | |Logged in User: Tom Brun:
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Chapter5

Screen Layots

Introduction to Layouts

Layouts are the viewfdMlyCallscall managethat you see when you run the application. A layout is
made up of pages. A page contains a particular arrangement of parameter windows and can be
stored under a specific page name as part of a layout. Changes to the arrangemeyiveri page is
automatically stored and recalled when the application is closed and reopened.

Layouts (along with their pages) can be saved as public layouts.

Pages are normally arranged so that parameter windows relating to a particular set of information
can be grouped and viewed together without the screen becoming overburdened with unnecessary
information. This is especially useful if for example you want to create a grouped view of
departmental statistics.

Other elements of a layout which you can tmmize are the toolbars displayed on screen. You can
choose to hide or display the main toolbar, grid or status bars. Nig€allswindow can be
repositioned on yourCall Controland resized so that the next time you open the application it
recalls thesesettings and positions itself accordingly.

Layout Configure View Reports System User Help

HE e 4l v @A L E—

Call Volume Chart [®] | Real Time Parameter Window & I Real Time Parameter Window
All Trunks (Head Office) s :
- Incoming Calls j§ Outgoing Calls
3 All Trunks - Head Office il All Trunks - Head Office

s Daily Daily

Number of Calls

00:00 06:00 12:00 18:00 00:00
Time

N Outgoing M Abandoned [ Incoming

Public and Local Layouts
Local layouts are views that you create on your local machine. They viewed only on the computer on
which they were created
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To share your layout with other users you need to savedt WLJdz0ft AOQ Ay | £ 20F (A 2)
usersin the MyCallsdatabase Should you wish to share the layout with users on other sites or

create a layout for general distribution then you can save the layout to a disk§iEntDesktop

users cannot pen public Layouter create their own layoutas they have a layout prassigned to

them.

Layouts and Pages

Page 2 layout

Layout Pages

outg

o
i alls
u 0|ng Head office

All A

ueues
Daily

Layouts are created locally
and can consist of several
pages, each with a different
arrangement of windows.

Page 1 layout

Public Layouts and all the pages
in the layout can be stored to a
database or file and re-used by
any client.
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How To: Saving a public layout

1) You can save screen layouts as public layouts in eitheviji@allsdatabase or to an external
file. This means that other usecan load it and use it as a starting point to create their own

layout.
2) When you have finished configuring your layout as you want it be viewed, from the Layout
a St Sa@eliPubiR ®
@ Save to database
Layout Name
| =]
) Save to external file
Layout Name
0

3) You have two options for saving your layout. You can eitherisavéhe MyCallsdatabase or
you can choose a location on your computer or network and save it as a layout file (.1ay file
extension).

4) TosavetothéMyCallsRI G 6 &S & S {S&Otd dataka$e 2 WIRA R SW [ | &
down list will become acte. Enter a new name for your layout to be identified by the systen
If you wish to overwrite an existing layout in your database then select an existing item nar
from the list.

5) ¢2 &l @S @2dzNJ fe2dzi (2 SayetSektérn@med| FyRAGBS
brYS FASER 0St2g gAff 0S0O02YS | OUADSPONRPHW
button to select a location to save your file to. Enter a name for your file in the File Name f
as shown in the image below and tfie LINB 8@ (0 & & W2y G2 NB G dzNy
Layout window.

6) 2 KSYy @&2dz KIS SyYyiSNBR (KS NXIjdz BRER Ay T 2N

menu

bl

NI GA2Y

Once saved a layout can be reopened and used as the current layout. Opening a public layout simply
createsa local copy of the layout which you are then at liberty to change. The changes you make to

your local copy do not affect the original public layout in any way.

How To: Opening a Public Layout

1) You can load a public layout that a user has saved to eikieviyyCallsdatabase or an external
file. Opening a layout will permanently overwrite your current screen layout. All user types
except AGENDESKTOUsers can open public layouts.

2) If you are not a AGENDESKTOdser then you can open a previously savetii® Layout from
either a server or client machine.

3) CNBEY G(KS [ @&2dz

PO 4

2LIA2Yy W

C
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4) The Load Screen Layout window will be displayed. If there are layouts savedVipGlads
database then the Load from database will be selectabtdflihere are not then you can only
load a layout from an external file.

@ :Load from external file

Layout Name

Cancel

Browse

5) Inthe Layout Name field manually enter the file path to the layout you want to load or
£ 0 SNYI A B&veébuttdnitcSocateiti filérom your computer or network Idizn

Fa aKz2gy o0SOfwdat@ey3d (GKS W
6) 2 KSy @&2dz KI @S 20 (S@peK 6 dAi i @ §dzii 2 F NS 8 dANWE & 2 @K
[ Fe@2dzi 6AYR2¢ IOKR aidgBiy2 fINBA at ZiKECalkskdrisiont | & 2 dzi A y i
You can also delete public lays if required. This only affects the public layout and has no impact
on any other layouts which may have used this public layout in the past.
How To: Deéting a Public Layout from the &tabase
1) You may delete a screen layout from thlyCallsdatabase sahat it can no longer be loaded by
other users. Users that have previously loaded a layout before it is deleted will not be affected.
2) Toremove a saved public layout from thilyCallsdatabase, select from the Layout Menu the
2 LJ0 Delefe PUbI© ®
3) You wil be displayed witlthe Delete Screen Layout window.
Layout Name
T |
[ ok | [ cCancel |
4) From the Layout Name drop down list select the name of the saved layout you want to delete.
5) t NBaKa @2 RSt SGS GKS flreé2dzi FNRY GKS RIGFEolIaSo
process, ® confirm presg¥e®) 2 NJ (12 QvQ@POSt LINBaa VY

AgentDesktopusers have very limited accesshyCallsfeatures and have no control over the

layout. An AgenDesktopwill be assigned a layout by the supervisor and that layout will appear on

screen as sooas the application is launched and the agent has logged in.
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How To: Assign a Public Layout to #&gent DesktopUser

1) You can assign screen layoutsdigent Desktopusers. This means that the next time these users
log on, they will view the layout assigntmthem. TheAgent Desktopsers are unable to
modify the layout.

2) To assign a layout to @kgent Desktoplzd S NJ & SAbsijdbjtioriifriérs thedt.ayout menu.
3) The Assign Screen Layouts screen will be displayed.

»La}yout Name _ Assigned Users
_Main stats E] max (Office admin) 2
Select All
Select None

4) Using the Layout Name drop down list yean select the name of the screen layout you want|to
assign to theAgent Desktopsers.

5) Inthe Assigned Users field you will see a list of allthent Desktopsers configured within
MyCalls You can assign the currently selected layout to the usecidking the box to the left
2F GKS dzaSNRa ylYSo CKAA @gAff GKSY RAALI I &
selected layout. You can remove the tick from a user tagkgn a screen layout from them.

6) t NBhaYa@save the assign laybselection to theAgent Desktopisers.

‘ Layout Pages

Pages are the main component of a screen layout. They enable you to display real time window
information and arrange it in a way that best suits your organization.

Layout! Configure View Reports System User |In

g Load Public BRI B

ﬁﬁ Save Public
)‘é{ Delete Public
@k Assign
Reset to Installation Default
B fooes 0@ tew
View as Agent Desktop ‘X Delete
EH savesl
43 Copy
&7 Reload

You can switch between saved pagd a layout by using the drop down list of pages within the
main toolbar
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er Help
L4 || Extension stats |*|

= Default
DIDs

Creating New Pages

How To: Creating new Pages

1) CNRY (KS I &2dzaISy Ry drf iSSacBod.K S W W

2) You will be prompted to provide a name for your new layout pdgeter a name and click the
OKbutton.

. Layout Page Name

1 |

3) Your new page will now have been created and now be displayed on screen. The page will have
been added to the layout pagelection tool in the main toolbar.

HE 8 A 8SYE 38 5 o

4) You can now modify the page as per your requiremexits real time window parameters
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Deleting Pages

How To: Delete Pages

1) Select a layout page you want to delete using the layout page selection tool on the main tg

Layout Configure View Reports System User Installer Help

HE 8 A8 v M A8 @ |[pefut z)
[ , t"‘_ -

2) CNRY GKS flreée2dzi YSydz aSt SOiDelét&S t I 3Sa & dz

3) Youwilbd a1 SR (2 O2yFANY (KS RSt SUOA2¥e0N2H 2004
0KS RSENaG ARY Q@MNYy &St (GKS LINROS&aaod

4) The page will now have been deleted and removed from the layout page selection tool on
main toolbar.

olbar.

0 YSydz
3 Y @ AzZNIVE

he

Save All Pages

How To: Save all Pages

If you have been making a number of modifications to different pages in your layout you can s
GKS ¢62N)] @é2dz KIS R2yS | ONraa |ff LJ3Sa oeé

the layout menu.

Copying Pages

How To: ©py pages

1) You may wish to create a page that is similar to an existing page you have available. To c

ut

down the time it takes to setup a page layout you can use the Copy Page feature in the Pages

sub menu of the layout menu.

2) You will be prompted to prova name for your copied layout page. Enter a name and click
H Ydtton.

Layout Page Name

3) A copy of your existing page will now be displayed and available from the layout page sele
tool. This new page should have the name you previously provided and yoiteraexsting
settings to your requirements.

the

ction

Reloading Pages
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How To: Reload Pages

1) If you have made significant changes to a layouts page, but decide that you preferred the pages

the way they were before, then you can revert them back to their previcaie $to long as you
have not saved the changes in the meantime.

2) CNBY GKS frez2dzi YSydz aSt SO0 G K8BS WhiitiehS a Q
3) Your pages will now be restored to their previous saved state without any unsaved change
have made isice.

View Screen asgent DesktopgJser

adzo YS

S you

How To: View screen as aflgent DesktopUser

1) You can view your screen as/Agent Desktoglzd SNJ ¢ 2 dzf R & S S ViéwiasAgeit
DesktopoptionQ FNRBY GKS tIF3Sa adzom YSydz 2F (KS |

2) This will removeny real time window control boxes and lock the windows on the screen as
are positioned.

3) To come out of thédgent Desktowiew in order to move and rsize real time windows you can
a St S (Réstotefr@ Adént DesktopiewQ FNRB Y (G KS yWr I2FS & Sa dig

OK22aAh
I & 2 dzi

they

Resetting Installation Defaults

How To: Reset to installation defaults

1) If for whatever reason, you have got to the point where you wish you could start over again
can.

2) CNRY GKS [Feé2dzi YSydz aSts00 KB &ILHia 2lyy RV
layouts and pages back to how they were when the application was first installed.

Y& dzi ¢
, you
wiBrSH
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Automatic viewing of multiple pages

Having created a multiple page layout you can thi@w a single page using the drop down memu
the main toolbar.

er Help

|} | Extension stats |*|

Diefault
DIDs

Alternatively by setting up a display sequence youaatomatically display each pagéhe pages to

be displayed are added into a display sequence. Your sequence can contain any or all of the pages
you have created and they can bisplayed in any order. There is also a timer for each page in the
sequence so that you can vary the amount of time a particular page remains on screen.

Set up the sequence as follows

How To: Create a playback Sequence

1) CNBY G(KS 1 &2dzii ayofiyPdgesD&(la$ Seflueneé ONB Sy |

| Display Sequence Configuration @
Display Sequence Configuration

You may specify a sequence of pages vou wish to display along with how long vou would

like each page to be displayed for. Mote that not all available pages need to be included
and a page can be included mare than ance.

Awailable Pages Included Pages
Default : |
Sast ] e Ime ()

2) Using the displayed dialog select each page you wish to display from the available pages ljst. As
you select each page click teelectA button to add the page to the selected pages list.
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3) For each page in the selectedges list you can change the number of seconds the page is tp be
displayed for. You can also alter the order in which the pages are to be displayed using the move
up and move down buttons.

4) To remove a page from the list click theselecta button

5) When yar have made your selections click OK

6) You can view the pages now by clicking the play icon from the main menu as salmmn

ser Help / |‘
L4 | Stats? " ¥ Auto Play
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Tools to help you layouyour pages

Asseen in the previous chaptelach page within a layout can be populated with variousdeivs

e.g. incoming calls, outgoing callthese windows can contaimasistical information, graphs, web
content and other form®f data. To help us arrange this content on our pagg€allsprovides a set
of alignment and sizingools. Initially you wii need to create the windows to be placed on the page.
Once you have your windows on the page you can change their positions and sizes.

Manual alignment and sizing

Any window placed on a page may be positioned by simply clicking and dragging the winithew t

new position. The windows can be resized by clicking on the frame of the window and dragging the
gAYR2gd [/t AO1AY3 2y (GKS aARS 2F | 6AYyR2¢ oAt | f
on the top or bottom of a window will allow youtoexplR G KS gAYy R26Qa KSAIKI® /
of a frame will allow the window to be expanded in both directions at once.

Selecting multiple windows

In order to align or resize multiple windows we must select the required windows on screen. To
select multipe windows simply hold down the control (Ctrl) key on your keyboard and click on the
windows you wish to include in the selection. Each window will be highlighted with a border. When
multiple windows are selected thiébfmat menuwill be enabledThe autenatic alignment and

sizing tools oper@ on the first window selectedhis means that if you were aligning two windows

to the left, then both windows would align to the first selected window.

Automatic alignment and sizing

Several automatic alignment arsizing tools are available for you to use when designing your page
layouts. These tools are located on the top toolbacan be accessed via thefmat men2

+

= = — ko r+7 =]
Iz & S| W o ol |53 afl 6d(oee 30 W B 2 S &) &t

Alignment and Spacing Tools

= = ST 4

Align Left  Align Centre Align Right AlignTop Align Middle Align Bottom

e
= AL o
«O-» | ¥

Make Widths Equal Make Height & Width Equal Make Heights Equal

e e de

Make Horizontal Reduce Horizontal Increase Horizontal Remove Horizontal
Spacing Equal Spacing Spacing Spacing
t v g v
¥ 4 t
Make Vertical Increase Vertical Reduce Vertical Remove Vertical
Spacing Equal Spacing Spacing Spacing
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The formatmenu and the alignment tookshown aboveare disabled unless multiple winds are
selected. The optionsavailable are as follows.

Alignment:
Align Windows leftAlign all selected windows to the left hand edge of the first selected window

Align Windows RightAlign all selected windows to the right hand edge of the first setbati@dow
Align Windows TopAlign all selected windows to the top edge of the first selected window

Align Windows BottomAlign all selected windows to the bottom edge of the first selected window
Align Centres Horizontalllign selected windows alongetnorizontal axis

Align Centres VerticathAlign selected windows along the vertical axis

Sizing:

Make heights equalSet all selected windows to the same height

Make widths equalSet all selected windows to the same width

Make heights and widths equéaet all selected windows to the same width and height

Distribution:
Make horizontal pacing equal Space the selected windows equally across the width of the screen

Increase horizontal spacinfncrease the distance between selected windows across tleescr
Decrease Horizontal spacirigecrease the distance between selected windows across the screen
Remove horizontal spacinBemove spacing between selected windows across the screen

Make vertical Spacing equ&pace the selected windows equally acrogsvidth of the screen
Increase vertical spacin{ncrease the distance between the windows top to bottom

Decrease vertical spacinBecrease the distance between the windows top to bottom

Remove vertical spacin®emove the spacing between the windowp to bottom
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Real Time Statistics

Real Time Statistics Windows

Real time statistics allow you to calculate a wide range of statistical values for all the devices, users
and groups. The groups can either be predefisgstem group®r user ddéined. The system groups

are automatically created and devices are assigned to these system groups according to the device
type e.g. Digital Desk Phones. User defined groups are created by the application users according to
how the devices and users arsad in the organisation e.g. Sales, Accounts.

Statistical periods and calculations

Statistics can be calculated in various ways depending on how you want to view your data. Each of
the statistics windows allow you to select the period over which the siedisire calculated.

Historical statistics
These statistics are calculated differently depending on how you select the period.

Daily: calculates a daily accumulated value or average which is reset each day at midnight

Hourly. Calculates accumulated oreraged statistics for each hour of the day. All values are reset
at midnight.

Current statistics

Last Hour These values are calculated as a rolling statistic over the previous 1 hour period, for
example if the time is currently 14:30 then the currentuakalculated will be that value between
13:30 and 14:30

Types of Real Time Statistics window
There arefour types of real time statistics accessible via the real time information menu; Real Time

Statistics (Grid View) windows, Single Value wind@esnbiration valueand miscdlaneaus
windows
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™ Configure Real Time Parameter Windows

mf Dmups Real Time Group Statistics
+-fud Trunk Groups
+- ] Extension Groups Real Time Group Statistics are a set of call statistics t
+- ] Extensions presented for a selected set of groups.
<] Users
£ =8 DiDs Tasks
+-/™ Single Value There are no tasks available for this item.

+E Combination Values
+-fal] Miscellaneous

Real time statistics (Grid View) windows display a user defined selection of statistics for one or more
devices or groups.

Single value windows show an individual statistic in either a Numerical or Graphical format.
Combination value windows show comparative statistics of different statistics on the same graph.

Miscellaneous windows can display external data from XML, Database and other data sources and
live web pages.

Grid View Statistics windows:
Select View> Ral Time Information> Real Time Statistics from thMyCallsmenu.

This type of window allows you to view many statistics in the minimum screen area. You can
configure group or individual statistics grid views.

Extension Group Statistics (2]
Drag a column header here to group by that column | - | Column Chooser...
PBX Group ~ | Ans | Abd Out | Int GOSs Abd GOS |
 Head Office AllAnalog Phones 0 0 0.00 0.00
'Head Office AllAnnouncementP... (0 0 0 0.00 0.00
|Head Office All Auto-Attendants 0 0 0.00 0.00

Real time statistics displayed in the gview allows you to display cumulative call statistics on users,
DIDs, extensions, ID groups, &tension groupsand trunk groups. Statistics included by default
include answered calls, abandoned calls, grade of service and abandoned grade of servighalthou
more fields are available to be added to the view if required.

Daily/ HourlySingle Value windows:

Single value windows provide numeric or graphical windows showing single value statistics based
around Call Rate and Performance. Call Rate windowsaglispimerical values only whereas
performance statistics can display results as numerical values or graphical vetuslow these

LI NI YSGSNBE a | ydZYSNAOFt @I fdzS aStSOU0 GKS W{K2g
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PBX Display Values

Head Office E @ Historical Current Only
Interval Period Group

Daily [ -1 Desk Phones (=]
Refresh Time (s)

10 $ Show Single Valus

Title

Avg. Inc Wait Time

Visibility
Show Title Show Group
Show Interval Show Value
Show EBX

Numerical values appear as axgle coloured window showing thparameter value and other
associated informatio such as Title, Group, and theterval over which the statistic is calculated
e.g. daily, hourly

Call Rate statisticshow the cumulative counts for the various call typesl you can elect to
display these values over both historical (daily, hourly) periods and current (last hour) periods.

Call Performance statisticare either cumulative totals e.g. number of long calls, or average
values e.g. average wait time.

The cumuléive total statistics can only display values numerically and you can select both historical
and current calculation periods.

The Average valustatistics can be displayed in both numeric and graphical formaad the
statistical period is limited to eitheé#5 A f @ Q 2 NJ Wihyou ele@ wehidplay2AHelivalugsying
YydzZYSNAOFE F2N¥YIFG &2dz gAft ySSR G2 aStSOG GKS
screerf and this option is only be available for the daily period

*See detailed configuradn later in this section.

Real Time Parameter Window

Avg. Inc Call Time

All Extension Types - Head Office
Daily

119

Numerical Viewof average wait time statistic

The graphical output displays the Min/Max values for the parameter as a bar and the average value
is shown as a line graph over the 24 hour period.
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Real Time Average Parameter Window [
Today's Avg. Inc Call Time for Group All Extension Types (Head
Office)

o 300 § 1
£
[
F 200 l
o
=
© 100
Z

0

00:00 04:00 08:00 12:00 16:00 20:00 00:00

Time

Graphical view of Average Waiime 24 hour

Unreturned calls real time windosv

The unreturned calls operate differently to other real time statistics windows in that they can be
displayed as a list format showing all unreturned calls currently active or they can be displayed as a
single value window showing a total number of currently unreturned calls.

You can create an unreturned calls window for each device type allowing ghotothe
unreturnedcallsfor a specific group of devices such as extensions, DIDs etc.

How To: Create aminreturned calls real time window

Select View>Real Time InformatierSingle Value

Select the type of device group you wish to filter the unreturned calls on so if you want to see all the
unreturned calls coming into a group of DIDs then select DID grouga| rate> unreturned calls.

Select Single Value or Call List depending on the display type you require
Set the Interval period either to Last 24 hours or today which shows calls from midnight previous.

Select the device group either system or usexated group

Click OK
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Real Tirme Graph Configuration

Select the group to view

The statistics are filtered to show only walues for the type you have selected.
The DID and Pilot Mumber statistics may not be available on yaur telephane
system. Check with your maintainer for details.

FEB+ Digplay Type
Head Office [+] ) Single Yalue @ Call List

Interval Period Group
Today [=] |enDiDs [~]

Refrezh Time (2]
B0 -

Title
Urreturned Call:

Wizibility
Shaws Title Shaw Group
Shiows [nterval Show Yalue
Shiow PR

Display Fant

[ . ] [ LCancel

Real time calls window configuration dialog

The resulting windows look as follows:

Real Time Parameter Window

Unreturned Calls
All DIDs - Head Office
Today

Unreturned callsinglevaluewindow

Urreturned Calls Window
nreturned Calls for Today, fikered to DID Group &l D10z

Drag a column header here to group By that colum Column Chooser... Refresh

[E3]

| DatesTime + | From Device | To Device [ Mumber | Lacation
1301722011 1525 001 (001 205 (205 01 606431 01 Morthwwich
130172011 1525 001 (001) 205 (205 01 BOBE43102 Morthrvich

1301/2001 1524 001 (004 01 GOBE431 02 Marthrich
13152011 12249 {000 (001) I ) : | Morthwwich

4 | m | b

Unreturned calléist window
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Combination Value windows:
Combination value windowsrgvide graphicatepresentation showing call volume histograms and
the maximum and minimum number of calls mapped against average values.

Combination values can only be displayed for historical statistics i.e. daily and 2dhducan
display min/max bar charts for each hour aadine graph overlay showing the average values over
time.

Moving the mouse over the graph will show the Average and Min/Max values in a context window.

The Combination values work best when looking at and comparing different call types such as
Outgdng and Incoming calls.
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