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Introduction
About This Guide

This Guide is intended for the employees whose duties include operating Smart Logger Il Multichannel

Introduction

Call Recording and Monitoring System (hereinafter, system) and describes operation guidelines for Smart
Logger Il client application (hereinafter, application).

This Guide refers to Smart Logger Il software version 8.4. Due to ongoing system update, some
screenshots in this Guide may differ from the actual application GUI.

The following table shows this Guide structure.

Section

Contents

1 Overview

2 Application Management

3 Application GUI

4 Working with the
Application

5 Application Settings

6 Troubleshooting

Appendix A. Call Processing

Scenarios

Appendix B. Keyboard
Shortcuts

Terms and Abbreviations

Index

System purpose, features and functioning principles.

Information on how to run the application, as well as how
to log in, lock it and exit it.

Key application GUI features, including terms used in this
Guide to define GUI elements.

User actions required to resolve basic tasks while working
with the application. This is the main part of the Guide.

Information on key application configuration features.
Some configuration options that define basic actions
within the application are also described in Section

4 Working with the Application.

User actions while dealing with software issues, including
info on how to work with system logs.

Examples of system operating scenarios intended to
explain rules and features of call processing within the
system.

Keyboard shortcuts used while working with the system.

Terms and abbreviations used in this document.

Index to navigate through terms and interface elements
referred to in this Guide.

€I STC
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In case of experiencing any issues while resolving basic tasks, please consult Section 4 Working with the

Application. The way the information is given in this section corresponds to the steps for working with
the application. Each subsection contains a short description of all features in question (Feature Overview
item). Such a description is intended to quickly search for GUI elements used for specific actions within
the application.

In order to search information by Ul commands, please refer to Index.

Related Documentation
For more in-depth information on Smart Logger Il system, please refer to the following documents:
e Smart Logger Il Multichannel Call Recording and Monitoring System. System Overview.

e Smart Logger Il Multichannel Call Recording and Monitoring System. Administrator Guide.

Technical Support

If you have any questions concerning the use of this product, please contact Speech Technology Center’s
technical support service or your regional dealer.

We welcome your feedback, questions and concerns regarding Smart Logger Il.

Technical support:
Address: STC Ltd., 4° Ul. Krasutskogo, 196084, St. Petersburg, Russia
Phone: +7(812) 325-88-48
Fax: +7(812)327-92-97
Email: support@speechpro.com

Website: http://www.speechpro.ru

When contacting Technical Support, please include the following details into your call/ticket:
e Software modules/components title(s) and version(s)
e Hardware configuration
e Operating system title and version
e SmartLoggerlllogs
e Screenshot (a screen capture showing the way the software behaves)
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Typographic Conventions

The following typographic conventions are applicable to this Guide:

Formatting Description

Normal Guide body text.

Italic Used when a term appears in the text for the first time.

Bold Used for marking out software component names, as well as interface

element names (headers, buttons etc.).
Bold Italics File names and access paths.
Monospaced blueRepresents software code elements and file listings.

Underlined blue Hyperlinks to external resources or Guide sections.

Element > Child Command option paths are shown in the order you access a command
button from the menu. For example, File > Exit means selecting File menu
and then clicking Exit command.

<label> Placeholder to be replaced with a real value. For example, in
D:\<DirName>\file.txt <DirName> placeholder labels the file system
directory.

Below there is a notification layout used in the Guide according to notification severity level.

‘ Essential requirements that are mandatory to fulfill in order to avoid critical issues.

ﬂ Possible major issues and ways of avoiding them.
\]L) Important notes you should pay attention to.

@ References to additional documents.
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1 Overview

1.1 System Purpose and Functions

Smart Logger Il multichannel call recording and monitoring system is designed to simultaneously record
audio data coming from multiple input channels, as well as for further data processing and storing.

Audio data sources may be represented by standard customer phone lines, both analog and digital, E1
lines, VoIP channels, microphones or radio and sound playing hardware line outputs.

Smart Logger Il key functions are listed below.

1. Recording phone conversations and voice messages coming from microphones, as well as logging
all relevant info (phone number, recording duration, etc.). Voice traffic is recorded directly into audio

files.

2. Maintaining a recording database (hereinafter, DB) that stores logged conversation info and
enables searching through recordings and editing relevant data.

3. Playing audio files using various modes, labelling recordings and processing sound signal.

4. Agent video screen capture in the course of phone conversations, playing back the video and the
respective audio file simultaneously.

5. Monitoring conversations and viewing videos being logged in real time (live monitoring, live
viewing).

6. Storing info on call center agents, groups, departments and phone numbers.

7. Phone conversations quality assessment using automatic and manual QM features, report
generation based on assessment result.

8. Integration with special call center hardware and software, which enables obtaining and storing
additional info on phone calls (CTl integration provided by CTI Analyzer module included into the
system).

9. Managing audio data recording, playback and storing options, access rights and other system

options.

€Y STC 9 Smart Logger I
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j}) While using Smart Logger Il you are to inform the parties that conversations are
being recorded. Before selecting a relevant method of informing you must
consider the system configuration and specification.

In some cases it is required to examine the network capability in order to adjust
the feature correctly.

System features and capabilities are defined by the modules installed as a part of the
system.

To view the full list of system components, please refer to Smart Logger Il
Multichannel Call Recording and Monitoring System. System Overview.

1.2 System Functioning Principles

A user accesses system features and functions using Smart Logger Il application. Application installation
and initial configuration is performed by a system administrator in the course of system software
installation.

Smart Logger Il has a client application enabling a user to configure audio and video recording options
and system data access settings. Phone call recording and related actions are performed by Recording
Service and Recording Module software components installed on a Recording Station. The system may
include several recording stations.

j‘}) Smart Logger Il instances run under the system will be hereinafter referred to as
client applications.

Smart Logger Il application enables you to perform the following functions:

1. Managing call recording. This includes recording channel prior configuration, specifying recording
options, viewing signal level and live monitoring. Recording channels are configured for particular
recording stations.

2.  Working with recordings. This includes sorting and searching for recordings, displaying recording
info, playback, etc.

3. Searching through call center agents and phone numbers.

4. Agent quality assessment and report generation based on its result. You may perform the
assessment manually or create and run automatic QA tasks through QM Analyzer subsystem.

5. Setting system and application parameters.

6. Getting helpful information on the system and technical support.

€Y STC 10 Smart Logger I
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Smart Logger Il application works in either administrator mode which supports recording configuration
and channel management, or in user mode supporting only database actions. You will be prompted to
select the mode while installing the software.

? This Guide details typical tasks and actions performed in user mode. For more
information on system admin actions (channel configuration, managing user
accounts, handling agent and phone number list), please refer to Smart Logger Il
Multichannel Call Recording and Monitoring System. Administrator Guide.

1.3 Access Right Restriction

To restrict user access rights, as well as to prevent individuals with no relevant permissions from using
Smart Logger Il, use a built-in access right restriction system.

Each Smart Logger Il user is assigned an account (containing username and password) to work from. The
account comes with a particular set of rights. These user rights (privileges) are defined by a system
administrator within the application.

To enable or disable access right restriction system, you need to have administrator privileges. When
access right restriction is on, user authentication is required to log in.

To learn how to configure access right restriction system, please refer to Smart
Logger Il Multichannel Call Recording and Monitoring System. Administrator
Guide.

There is a predefined Guest role in the system you cannot delete. This role is automatically assigned to a
user logging in via domain authentication and not belonging to any groups relevant to Smart Logger Il.
By default, this role is not provided with any rights and/or resources.

€Y STC 11 Smart Logger I
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2 Application Management
2.1 Running the Application

To run the application, go to Start menu and select All programs > Speech Technology Center > Smart

Logger Il > Smart Logger Il

2.2 Logging In

In case access right restriction system is enabled, a User login dialog will show up when you run the app
(Fig. 1).

‘ To get your credentials (login and password), please consult your system
administrator.

P To learn how to configure user accounts and database connections, please refer to
Smart Logger |l Multichannel Call Recording and Monitoring System.
Administrator Guide.

r@ User login l = | |_ﬂh1

5
& Smart Logger II

Connection: | SERVERL E|
Authorization: | Smart Logger Il IEI
Login: Current Windows user

Smart Logger I
Password:  \Windows

Login || Exit

Figure 1: User login dialog

In the Connection field, you can either select database server name or IP from the dropdown list or just
enter it. The list stores the names and IP addresses you or other users have entered before. While
connecting for the first time, the list will be empty.

In Authorization field, select one of the following authentication methods:

e Current Windows User: Allows you to automatically login to the application through
current Windows user account.

€Y STC 12 Smart Logger Il
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e Smart Logger II: Use your Smart Logger Il account credentials to login.

e Windows: Use your Windows user account credentials (Domain\Username and password)
to login.

If you select Smart Logger Il in the Authorization field, you will have to enter your user credentials as
follows:

Login: your system username;
Password: your system user password.

In case you select Current Windows User, the Login and Password fields will be grayed out (you will be
not required to enter any credentials).

To complete the login process, click Login. After authentication is done successfully, the startup screen
and the application main screen will open. You may hide the startup screen by pressing Esc.

2.3 Locking the Application

When leaving your desk for a short period of time (e.g. for lunch) and in some other cases we
recommend your locking the application.

To lock the app, select Lock Smart Logger Il from Access restriction system menu on the main screen
(shortcut Shift+F12). The User authorization dialog, similar to User login, will appear. To unlock the
application, enter your password.

\}r) You can lock the application only when access right restriction is enabled (i.e., the
Access restriction system checkbox in Access restriction system menu is
checked).

The application may be unlocked only by the user that has previously locked it (Fig. 2).

'l -
User authonzation = 2

& Locioed Iy user- admin

Authonization:
lser:

Password: ERRRREREER

| Llogin || Exit

Figure 2: User Authorization dialog
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2.4 Changing Connection Settings

To switch to another user account or modify connection settings, select File > Change connection

settings in the application main menu. In the User Login dialog specify the new settings and click Login

(Fig. 3).

@ User login

[ESNEE )

& Smart Logger II

Connection:

Authorization:

Smart Logger II

192.168.6.227 E
=]

Lagin:

admin

Password:

[ Login || Exit

Figure 3: Changing connection settings

To learn more about User Login dialog elements, please see Section 2.2 Logging In.

2.5 Exiting the Application

To exit the application, select File > Exit in the application main menu (shortcut Ctrl+Q).

€I STC
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3 Application GUI

3.1 GUI Overview

Smart Logger Il application features a window-based graphical user interface with a main screen, a
toolbar and dedicated working areas. Shortcut menus are designed to take actions within the working

areas.

Working with application GUI elements is mainly performed using a mouse. Keyboard shortcuts (see
Appendix B. Keyboard Shortcuts) may be also applied to access some most frequently used menu
options. Such shortcuts will be displayed to the right of the relevant option in the application main menu.

You can configure working area display settings, if required.

Apart from the main screen elements, the user interaction process is performed by means of the dialogs
used to guide user actions. Modal dialogs work in the same way as those in other applications built for

Windows environment.

€Y STC 15 Smart Logger Il
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3.2 Application Main Screen

3.2.1 Main Screen Elements

The main screen contains the GUI elements detailed on Figure 4.

© Smart Logger I - temp 1 [R5
File View Recording list _Call center _Access restriction system _Tools_Help 2
F-@: 0 i85 3
Recording - -0 x e - nezallin
= Channels |9, Operators | 141 Recordingstations | Start page illy Statistics Agent stats ¥ VIP Customers Screen Capture [ Reports
— = L @ n - — = — [ _ =
_____ = 111 Py “w  Date and time B 0D Subscriber1 &3 [0 Subscriber2 VP ® $ | jif  Fullname2 Keywords [ Comments  ~
_____ 1212 212 ° 10312014 116938 00:01:19 1111 |~ asterisk NEZALLIN
F37) ] ® 10312014 115938 0001:16 1212 Jé= asterisk NEZALLIN
_____ 3331 o ® 10312014 114316 0001:13 1212 e asterisk NEZALLIN
_____ E] - ® 10312014 114315 0001:19 1111 é= asterisk NEZALLIN 27222930 3
777 ® 10312014 114822 00:00:32 6612 = 6628 NEZALLIN
) Nevember 2014
2288 ® 10312014 11:4712 000116 1212 |e= asterisk NEZALLIN MTWTFEGSS
..... 3000 ® 10312014 11:4416  0001:13 1212 [é= asterisk 5 NEZALLIN T2
. o1 1456789
3001 ® 10312014 11:4416 000123 1111 |¢= asterisk NEZALLIN A wresuse
..... 9002 . 10312014 11:4046 000115 1212 |é= asterisk NEZALLIN | mwwnnns
9003 @ 10312014 11:40:46  00:01:19 1111 asterisk NEZALLIN MBXBA BN
4 =
----- 8004 @ 10312014 113135 000016 6782 j= 69316 NEZALLIN e
----- 2008 - 10312014 113135 000016 6316 = 6782 NEZALLIN MTWTFSS
(I so0s 5008 L [l 1oa12018 113145 0015 1212 4= ssterisk NEZALLIN 1234
8 5101
""" [E so07 007 L 10312014 113115 000120 1111 = asterisk NEZALLIN
1516 17 18
[ & s008 9008 ® 10312014 112920 00:00:32 €612 = astiest2 NEZALLIN 2232425
""" (5 o003 003 . 10312014 112345 0001:14 1212 Jé= asterisk NEZALLIN 22 wal
:31? i;? . 10312014 112345 000122 1111 fém asterisk NEZALLIN L -l
smz woro . |l 10312014 11:1758  o00z03  E747 = 6714 NEZALLIN
. o - 10312014 110930 000112 1212 e= asterisk NEZALLIN
v -
g oons o 10312014 110930 000124 1111 = zsterisk NEZALLIN 00.00-23.58
..... ® 230 "
015 e 10312014 105747 000118 6911 [ 6666 NEZALLIN
S0 s 10312014 10:4955  00:05:40 6782 j= 6773 NEZALLIN
i e | |[| o201 104600 000014 6150 = asttest2 NEZALLIN Lest hour
a012 ® 10312014 10:45:44 000031 6911 [ 6666 NEZALLIN ﬁ .
rent weel
anta a = [l 10312012 104453 o000 es s 6686 NEZALLIN T Curentment
3 < m 3 I
[B131] 2989 Database refresh: disabled Refresh period |4 00-00:20
- -D8x
L \ : e e | e e 6
OIDI0IOXE==XOIOINCEICIMNOIOIC,
nezallin: Connected.  NUM VR / ]

1 Main screen title
2 Main menu

3 Toolbar

4 Recording area
5 Database area
6 Player area

7 Status bar

Figure 4: Application main screen

The screen title (see Fig.4) shows system name, user name (the user currently logged in) and the
common buttons for window display settings (minimize, maximize/restore down and close).
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The main menu (see Fig. 4) has some options grouped into sections according to their functions.

The toolbar (see Fig. 4) doubles some main menu options and consists of multiple element groups. You
can move each group within the toolbar using your mouse.

The status bar (see Fig. 4) shows the information on the working environment status (Fig. 5).

nUser:Cunne:tedTNUM CAPS | OV |
L1 J2[3]4

A/

Figure 5: Status bar

1 Database connection status
2 Num Lock indicator
3 Caps Lock indicator

4 Insert/Overtype indicator

You can change main screen size, position and display mode using default Windows configuration tools.

3.2.2 Recording Area

t\ Recording area is displayed only in case you selected administrator mode when
. installing the application. If you used ClickOnce tool to install the app, the area will
not be displayed.

Recording area is designed to view and configure channels and recording stations. The tabs located
within the area are described below. For more in-depth information on each tab, please refer to the
sections specified in the Guide Sections column.

Tab Purpose Short Title Guide Section
Channels Viewing recording channel info, configuring  Channel list 4.1
channel parameters and live conversation
monitoring.
Operators Call center agent performance monitoring.  Agent list 4.2
Recording Viewing info on recording stations Station list 1.2
stations functioning within the system.

€Y STC 17 Smart Logger I
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3.2.3 Database Area

Database area is designed to work with recording database and view some additional info, such as news,
events, etc. The area title displays the currently connected database name. The tabs located within the
area are described below. For more in-depth information on each tab, please refer to the sections

specified in the Guide Sections column.

Short Title Guide
Tab Purpose Sections
Start page Access to filters and news, getting app details, Start page 44.3,55,6
feedback forms.
Event log Viewing and exporting info on system events. Event log -
Statistics Graphically visualizing logged conversation - 4.8
statistics.
Agent Viewing applications used by agents within - -
statistics specified time period
VIP Viewing and adding VIP customer details. VIP customer 4.7
customers contact list
Screen Viewing agent screen video recordings. This - -
capture feature is not supported in the current
version.
Reports Report generation based on various logged - 4.9
conversation parameters.
List <N> Viewing and editing information on the Recording list 4.3-4.5

recordings stored in the DB, searching
recordings, handling tasks on recording
processing playback, evaluation, export).

You can work with multiple recording lists; by
default, the tab title contains (<N>) number.
For each list, you can specify different
operation modes, filters, display settings, etc.

j‘}) The Database area may also contain other tabs according to the modules
installed within the system.

? For more information on working with the event log, please refer to Smart Logger
[l Multichannel Call Recording and Monitoring System. Administrator Guide.

€Y STC 18 Smart Logger I
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3.2.4 Player Area

Player area is designed to play back audio and video data obtained from the channels in real time mode
(live monitoring, live video).

For more in-depth information on player interface and functions, please refer to Section 4.6 Audio and
Video Playback.

€Y STC 19 Smart Logger Il
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3.3 Configuring Working Areas

To configure working areas and tabs display settings, use the View section of the application main screen
(Fig. 6) and the buttons located in the area title.

Wiew | Recerding list  Call center

Datalase Ctrl+D
Recording Ctrl+5

Player Ctrl+P

Start Page

VIP Custemers
Screen Capture
Statistics

Event Leg

Show agent stats

Reports

[T (ISR LR

Figure 6: View section of the app main screen

Database, Recording and Player options correspond to main screen working areas. Start page,
Statistics and Event log options refer to the Database area tabs.

The checkboxes on the left part of the menu define the area status: area shown (ticked) or area hidden
(unticked).

To show or hide an area, select it in the View section. On the right-hand part of the menu you will see the
keyboard shortcuts you can use to quickly toggle the area status.

Each area title has buttons shown on Figure 7.

Figure 7: Area title buttons designed to configure its display settings

Use the area title buttons to take the following actions:
B3 : Open area display settings menu.

I : Minimize area. The area will be minimized into a vertical bar with a text title. To restore the area,
click the JEJ button which will appear in the area title after it is minimized.

Izl : Maximize area. The area will be maximized to take up the whole screen. The rest of minimizable
areas will be minimized. To restore the original area view, click the JEJ button which will appear in
the area title after it is maximized.

E3 : Close area. Triggers the same action as hiding an area using View section of the application
main menu.
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3. I=] and [E] buttons are grayed out for the Player area (you cannot maximize or minimize this area).

You can neither make an area dockable nor customize its position or size. You can only change the
Database and Recording areas width using your mouse.

3.4 Quick List Search

To make the relevant data searching process easier, you can use the quick search. This feature is available
for recording lists, dropdown lists when specifying filtering conditions (see Section 4.4.3) and some other
lists.

To run a quick search, perform the following:
1. Make the relevant list active (e.g., by clicking any part of the list).
2. Start typing. You will see an input box in the bottom of the list (Fig. 8).

3. Wait for a while or press Enter.

ruuj Statistics r\"_f

[] r [a]
op Callerl S & Caller?

W st x |+

vP @ | i &

VIP Customers

i Startpage r Event log

Date and time Full name 2 Keywards = Comments

—
1G]

11712014 3:43:31 PM

11712014 12:21:53 PM
11712014 12:08:32 PM
11712014 12:07:10 PM

e

o
00:00:13
00:02:05
00:00:21
00:01:01

6767
6767
6767
6767

=p 6622
=p 6225
=p 6944
[

111

FDHE!:—I'M
FORGETM
FORGETM
FORGETM

676

1 |

[434/434] ||1//13178

Database refresh: disabled

Refresh peried

Figure 8: Quick recording search

The search results will be displayed in the same list. Take note that the quick search is also sensitive to
partial matches. To restore the list to its original view, click the [*] button to the right of the input box or

press Esc.
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4 Working with the Application

4.1 Managing Call Recording

4.1.1 Feature Overview

Below there is a list of features enabling call recording management. For more in-depth information on
each feature, please refer to the sections specified in the Guide Sections column.

Guide

Feature GUI Elements Sections

Viewing recording station list Recording area > Recording stations  4.1.2
tab

Viewing channel list, channel  Recording area > Channels tab 4.1.3
state recording
Updating channel and station File > Refresh channel list menu 4.1.2-4.1.4
list option/F3 key/|& toolbar button
Channel list display settings View menu section 4.1.4
Enabling/disabling channel Recording list shortcut menu (Channels 4.1.5,4.1.7
recording, configuring tab, Recording area)
parameters and recording
modes
Multichannel recording Merge channels and Split channels 4.1.6
options options (available for audio files) in
channel shortcut menu
Recording colored labeling Mark as option in channel shortcut 4.1.7
menu
Live channel monitoring Double click on a channel in the channel 4.1.8
list/Enable live conversation
monitoring option in channel shortcut
menu
Configuring live video (% button in the Player area, section 4.6.6
3. Live video
Playback management Player GUI controls 4.6.3

during live monitoring
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4.1.2 Viewing Recording Station List

To view recording station list, go to Recording stations tab located in the Recording area.

Recording station list stores info on all stations working within the system. Figure 9 shows you how this

list looks like.
/n Channels l/'E' Dperaturs/-.)! Recording stationsl
7] ® e 0% E
) SL25T2 -
RecStation2 n E
2
Figure 9: Recording station list
The stations are listed in a table where each row corresponds to a single station.
Each column displays recording station properties, as below:
Title Description Details
- Recording station name  Network name of the server which handles recording

station functions. Network name is specified in the
system configuration area.

(@) Optical media storage In case the recording station supports optical media
support storage, the field shows the | ' icon; otherwise, it is

blank.
= Fax decoding support In case the recording station supports fax decoding,

the field shows @ icon; otherwise, it is blank.

n VolP traffic recording In case the recording station supports VolP traffic
support recording, the field shows ! icon; otherwise, it is
blank.

B Video capture support In case the recording station supports agent screen
video capture, the field shows % icon; otherwise, it is
blank.

E Global repository (file If a server functioning as a recording station has a

server) global repository, the field will show [ icon;

otherwise, it is blank.

The left bottom part of the list contains an information list where you can see the number of recording
stations currently functioning (e.g., there are 7 stations on Fig. 9).
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You can customize the following list display parameters:
1. Column order: drag and drop column titles;

2. Column width: change it using your mouse pointer.

4.1.3 Viewing Channel List
To view the channel list, go to Channels tab located in the Recording area.

The channel list stores info on the recording channels operating within all recording stations sharing the
same DB. Figure 10 shows you how this list looks like.

== Channels I/g Recording stations I/EJ Operators l

T = # % @Dbl0 O N
..... = 7000 ¢ @ 00:00:00 7000
..... ¢ @
..... 7002 v W 00:00:00 7OD2
..... 7003 v W 00:00:00 7003
..... 7004 v @ 00:00:00 7004
..... 7005 v W 00:00:00 7005
..... 7006 v W 00:00:00 7OD&
..... Toov v W 00:00:00 7007
..... 7008 v @ 00:00:00 7008
..... 7009 v @ 00:00:00 7009
..... 7010 ¢ @ 00:00:00 7010
..... 7011 v @ 00:00:00 7011
..... 7012 ¢ @ 00:00:00 7012
..... 7013 v @ 00:00:00 7013
..... 7014 ¢ @ 00:00:00 7014
..... N5 e ® 00:01:30 7015 =]
..... 06 e ® 00:01:00 7018 =
..... 07 e ® 00:00:30 7017 =
..... 7018 ® @ 00:00:00 7018 =3
..... 709 v W 00:00:00 7019
..... 1 | 9 O 00:00:00
..... 2 | [~ 00:00:00 123
' [Tl | F
| 1/28 || Original source codec | Recording || Audic Format: *wav |

Figure 10: Channel list

Each color highlighting each row denotes a particular channel state. The color code is explained in the
table below.
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Color Sample Channel State Description
Recording on this channel is not available (e.g., there is no
Gray recording station connection).
_ Recording on this channel is available and has been previously
White actioned.
Recording on this channel is available, though it has never been
Orange actioned before.
Green Recording on this channel is being currently actioned
Red Channel connection failed (I/0 board error).

Thus, Figure 10 shows recording on channel 7003 is unavailable, on channels 7015 to 7018 the recording
is currently actioned and channels 1 and 2 show connection failure, while on other channels recording is

fully available.

Each column displays channel properties, as below:

Title

Description

Details

Channel name

Channel ID

Signal level

Audio recording channel
operation mode

Video recording channel
operation mode

Graphic channel type symbol and channel name.
Channel type depends on the data source:

1o : Sound block channels. Such channel names
will always start with Sound Block;

7 : VolIP channels.

Phone line number, Channel IP or MAC.

pm : Active (or failed) channel signal level. In
case no channel activity is detected or the signal is
too low, the field is blank.

“ :Recording is enabled but not currently carried
out.
® : Recording is currently being carried out.
Il : Recording is paused (Pause mode).
@ : Pause command is selected but the recording
process has not been stopped yet.

: Recording process is disabled.

“ :Recording is enabled but not currently carried
out.
@ : Recording is currently being carried out.

: Recording process is disabled.
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Title Description Details
1 Live monitoring status If live monitoring is currently on, the  icon will
be displayed; otherwise, the field will be blank.
(e Current recording duration  Live time count. If the recording process is
disabled, the field will display null value.
a Call center agent (internal ~ Phone number.
caller) phone number
; Call direction = : Outgoing Ca”,-
|
=, incoming call.
8 External caller number Phone number.
o Agent name whose Agent name.
conversation is subject to
recording
o Agent group name the Agent group name.

agent belongs to

Recording station name
the channel refers to

Server network name.

The left bottom part of the list contains an information list where you can see the number of selected
channels and their total number (e.g., there is one channel selected and 28 channels overall on Fig.10).
Besides, this area includes some additional info on the selected channel parameters.

To update channel list, select File > Refresh channel list menu option; alternatively, you can press F3 or
click @& button located on the toolbar. During the refresh process the channel list and parameters are
updated according to the current system state (e.g., recently registered channels are added to the list).
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4.1.4 Configuring Channel List Display Settings

You can customize the following list display settings:
1. Column order: drag and drop column titles.
2. Column width: change it using your mouse pointer.
3. Sorting list elements by columns: click the title of the column in question.
4. Channel list sorting parameters:
e Sorting by recording station;
e Sorting by agent group;

e Showing active channels first.

le) Channel list display settings are saved automatically and loaded on the next run.

To sort channels by recording station, select View > Sort channels > By recording station menu option.
Figure 11 shows an example of a channel list sorted by recording station.

/ﬂEhannels ]/-..J! Recordingstations ]/-D Operators ]
== Ne & @ & i @
-~ = RECSTATION1

1234 o 00:00:00
1235 = I 00: 0000
1253 - - 00:00:00
2345 = I 00:00:00
5421 o 00:00:00

+- & RECSTATION3

Figure 11: Channel list sorted by recording station

To sort channels by agent groups, select View > Sort Channels > By agent group menu option.
Figure 12 shows an example of a channel list sorted by agent group.

€Y STC 27 Smart Logger I



Smart Logger I

User Guide Working with the Application
== Channels ]/..5'! Recording stations I/EI Operators l
o= Ne' & @ &= N C] 2 S
=] @ No group

[E 7000 00 pamme® @ 00:00:28 7000 =
7001 7001 ® @ 00:00:00 7001 =3

7002 7002 ¢ @ 00:00:00 7002

7003 7003 -~ 00:00:00 7003

7004 7004 ¢ @ 00:00:00 7004

7005 7005 -~ 00:00:00 7005

7006 7006 ¢ @ 00:00:00 7006

[ 7o07 7007 v @ 00:00:00 7007

[E 7me 7016 v o 00:00:00 706

e B 7018 7016 v o 00:00:00 706

Figure 12: Channel list sorted by agent group

The nested menu options in View > Sort channels have their checkboxes ticked in case the relevant
sorting option is applied. To undo the sorting, just uncheck the checkbox by selecting the option once
again. You can also select both options at a time; an example of such a configuration is detailed on

Figure 13.
/ﬁ": Channels ]/"5.! Recording stations I/E- Operators l
- N Z @ &= 0 ®
= &= BRECSTATION1
Y
P [[E 1224 1234 v o 00:00:00
..... | 2345 2345 ¢ o 00:00: 00
=, ﬁ 7
..... & 1238 1235 ¥ o 00:00:00
----- 1253 1263 - 00:00:00
..... E 5421 Bz @ & 00:00:00
- & RECSTATIONZ
ﬁ No group
#- = RECSTATION3

Figure 13: Channel list sorted by both recording station and agent group

To move active channels to the top of the list, select View > Show active channels first menu option. If
you do so, the channels will be arranged in the following order:

1. Active channels on which recording currently in progress.
2. Channels for which recording is available but not currently in progress.
3. Channels for which recording is disabled.

4. Channels for which recording is unavailable.
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\!}) When sorting, only sound recording state is relevant (video recording state is
ignored).
When this sorting mode is on, the channel positions are updated each time any channel changes its state.

The View > Show active channels first option has its checkbox ticked if the mode is active. To deactivate
it, untick the checkbox by selecting the option once again.

4.1.5 Configuring Channel Recording Settings

To enable audio channel recording, select Enable audio recording from the channel shortcut menu.

To enable video channel recording, select Enable video recording option from the channel shortcut
menu.

You can also specify a recording mode for a channel. To do so, select Recording mode option from the
channel shortcut menu to open a nested menu with a mode list:

Recording

This mode is enabled by default. Recorded data are auto saved every 40 seconds and the
application is processing the sound while it is being recorded.

Resource saving recording

This mode enables saving and displaying the recording in the list only after the recording
process is complete. In case you stop recording, the audio data will not be saved.

Stop recording on request from Smart Logger

While this mode is on, if you disable active channel recording, the data being recorded is
not saved nor does it appear in recording list.

Recording on request from Smart Logger

By default, recording process is not run while on this mode. The process only starts when
you click Enable sound recording in the shortcut menu. After the call is finished, the
recording process becomes disabled again.

Recording on request from phone, Stop recording on request from phone

These modes enable managing the recording process by means of HTTP requests. To run
and stop recording via HTTP requests, you need to have On-Demand Recording Service
module installed; otherwise, these modes will not differ from Recording on request from
Smart Logger and Stop recording on request from Smart Logger.
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P For more in-depth information on Recording on request from Smart Logger and
Stop recording on request from Smart modes, please refer to On-
Demand Recording Service Module. Administrator Guide.

Active mode is displayed in the channel list status bar, and its checkbox is ticked in the nested menu
(Fig. 14).

== Channels r? Operators rgﬂ Recording stations l

- e L @ E N ® a 3
[ 7020 7020 v @ 00:00:00 7020
= AA
. | @@ Disable audio recording 00-00:06 7018 H
. |[®] Disablevideo recording 00:00:36 7017 H
{1 Enable real-time line monitoring - 00:01:06 7016 H
| Recording mode... 2 ‘ Recording)
{4 Recording settings Resource saving recording
& 7012 7012 Recording on request from SmartLogger
EEE ! [
7011 ® Stop recording on request from SmartLogger
7010 & Recording on request from phone
7009 [~ Stop recording on request from phone
4 1 r

129 || Original source codec l Recording ' Audio Format: " wav

Figure 14: Displaying active recording mode in the channel shortcut menu

To view and edit audio and video channel recording parameters, select the Recording settings option
from the channel shortcut menu.

A Before modifying parameters, disable channel recording (select Disable audio
recording option from the shortcut menu).

P For more in-depth information on recording settings, please refer to the
documents on the Recording module installed within the system.

4.1.6 Multichannel Recording

Multichannel recording implies recording multiple channels into a single audio file. You need to merge
two or more channels (up to 8) to enable multichannel recording.

pY, For consistent merged channel recording, you need to select Original source
L
codec in Recording settings (channel shortcut menu) for each channel.
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\E) Multichannel recording is available for analog lines only. You may merge only
those channels which physically reside on the same board and support voice
activation mode. Multichannel recording is hardware-based and supports only the
following boards: STC-H205, STC-H205/4, STC-H219, STC-H219D, and STC-H433.

To merge channels, you need to perform the following:

1. Select multiple channels from the list, right-click to open the shortcut menu for one of the selected
channels and click Disable audio recording.

2. Open channel shortcut menu again and select Merge channels (Fig. 15).

""" G m e

g SoundBld ¢ Enable audic recu:uru:l.in.g - i
_____ Ej & ound Bl m Enable video recording

""" o7 Sound B|E| Merge channels

g izz:: E:E Recording mode... 1

..... o7 Sound Blc 4 FRecording settings
----- fof SoundBlg W Channel settings

Figure 15: Merge channels options

When you are done, the selected channels will be merged into a single group and labelled with
multichannel recording icons (Fig. 16).
--3HG SoundBlock 15 15 ) -
2R SoundBlock 16 16
Figure 16: Merged channel labelling

The channel you selected first is a master channel labelled with =~ icon (see channel 15 on Figure 16). All
other channels are known as slave channels and they are labelled with 2+ icon (see channel 16 on Figure

16).

1Y, Toenable or disable channel group recording, you have to access master channel
shortcut menu. However, you may still configure parameters for each channel
independently.

To disable multichannel recording, select Split channels option in any merged channel shortcut menu
(Fig. 17).
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----- N e
..... :!‘l_.ﬁ ¢ Enable audio recording
..... 5] Sound Bla m Enable video recording
.... E Sound Blo Split channels
----- = Sound Blo
_____ Ej & ound Blo Recording mode... 2

..... = Sound Blo i FRecording settings
----- =7 Sound Blo f4 Channel settings

L [T

Figure 17: Splitting channels

Merged channels are recorded into a single audio file, while the DB detects it as recorded through master
channel (you can view master channel ID in " column of the recording list). While playing back such a
recording (or live monitoring it), player waveform will reflect the actual number of channels.

\14) Master channel track will be listed in the player first. Other tracks will be located
below, according to channel physical positions.

1Y While multichannel recording is running, recording color labelling in the player is
unavailable.

4.1.7 Managing Channels during Recording Process

Once the recording process is run, the relevant channel row is highlighted green. In addition, Signal
Level and Recording Mode columns change their values (Fig. 18).

== Channels l/":' Operators l/-._‘! Recording stations l

== e G =En G o - o -
-~ [E 200 2001 v 00:00:00
- = Sound Block 10 10 mm % G 00:00:37 43 =F 7E54
f=7 Sound Block 11 11 | - - 00:00:00

Figure 18: Channel view during recording process

While the channel recording process is run, you may perform the following:

1. Disabling sound data recording. To disable channel sound recording, select Disable audio
recording option in its shortcut menu.

In case you stop sound recording while the Recording mode is enabled, only a part of recording will be
saved (as it is auto saved each 40 seconds). In other modes (Resource saving, Stop on request,
Recording on request) the recording will not be saved if the process is stopped before the call has
ended.
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When you try to disable active channel recording, regardless of the mode enabled, the application will
warn you about possible data loss.

' To avoid data loss, use Pause recording option from the channel shortcut menu
(Fig. 19) to put the recording on hold: this way, you will enable the application to
save the recorded part of a call. This option is available for analog channels only.

----- (5] SoundBlock 1 1 ] v 00:00:00

..... = [ ® O
----- 7o Sound Block 1) Il Pause recording
----- [y Sound Block 1

----- 57 Sound Block 1

----- 57 Sound Block 1
_____ & Sound Black 1 ¢+ Enable live monitoring

& Disable audic recording
% Disable video recording

----- [y Sound Block 1 Recording mode... ’
----- 57 Sound Block 1
----- [y Sound Block 1
..... % Sound Block 1 T8
_____ 757 Sound Block 2 4 Channel settings

Figure 19: Pause recording option enabling the app to save the data

Mark as... r

Recording settings

Once the channel recording is put on hold, the channel switches to the Pause mode. To exit this mode,
select Resume recording option from the context menu (Fig. 20).

..... SoundBlock1 1 @ © 00:00:00
||

..... = m @ O

----- o7 Sound Block 1

----- ey Sound Block 1

----- o7 Sound Block 1

----- =7 Sound Block 1
_____ 57 Sound Black 1 ¢+ Enable live monitering

Resurme recording

Disable audic recording

b
¥
Eﬁ Dizable video recording

----- ey Sound Block 1 Recording mode... r
----- o7 Sound Block 1
----- ey Sound Block 1
----- 7 Sound Block 1
..... 757 Sound Block 2 't  Channel settings

Figure 20: Resume recording option

Mark as... r

It PRecording settings

2. Disabling video data recording. To disable channel video recording, select Disable video
recording option in its shortcut menu.

3. Color labelling the recording in progress to show its status. To place color labels, select Mark as
option from the shortcut menu, then select a relevant status from the nested menu according to the
color code (Fig. 21). Once the recording is complete, the relevant recording will be highlighted with
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the color you selected. To learn more about color label configuration and default color labels, please
refer to 5.4 Color Labels section.

& Disable audio recording
i¥%| Disable video recording

{1 Enable real-time line monitoring

Record mode... 3

| Mark as... 3 | Maone

it Recording settings To process

Processzed
For review
Confirmed

Returned

Ready
Figure 21: Color labelling

4. Live monitoring (see below).

4.1.8 Live Monitoring

Using live monitoring feature, you can access a phone call in real time.

To start live monitoring, double-click the required channel in the list or select Enable live conversation

monitoring option from the channel shortcut menu. The player will show live monitoring is in progress
(Fig. 22).
y Live monitoring is available both when recording is in progress and when it is
stopped or disabled. For example, if a channel represents a microphone, live
monitoring may be enabled while the channel is not recorded.
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== Channels Iig Operators I/E; Recording stations I
- ® 24 BMO & a s a = -8 o3

..... S SoundBlock4 4 ® @ 00:00:00 Sound Block 4 GORCHAKOY

----- E’ Sound Block32 3 v @ 00:00:00 Sound Block 3 GORCHAKOW

----- E 7002 7002 - 00:00:00 7002 GORCHAKOW 2

----- E 7003 7003 - 00:00:00 7003 GORCHAKOW 3

----- E 7004 7004 - 00:00:00 7004 GORCHAKOW 4

----- E 7005 7005 ® @ 00:00:00 7005 GORCHAKOW 5

----- [E 7008 7006 - w 00:00:00 7006 GORCHAKOV &

..... [ 7007 7007 ® @ 00:00:00 7007 GORCHAKOV 7

= 7003 7008 TS O~y 000131 7008 8008 GORCHAKOV &
------ [ 7009 00 e @ 00:01:01 7003 = 8009 GORCHAKOV 9
< i |

1/29 || Original source codec || Recording || Audio Format: *wav

{f? Player - Monitoring channel 7008

it o6 OO0 EOORE

Figure 22: Live monitoring

Use the player to manage audio and video playback. You will only have ACG, noise suppression and
player options available (see 4.6 Audio and Video Playback section).

To disable live channel monitoring, select Disable live conversation monitoring option in its shortcut
menu.
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4.2 Agent Performance Monitoring

4.2.1 Feature Overview

If the system contains information on call center agents, you can monitor call service using the agent list.

Below there is a list of features enabling call service and agent performance monitoring. For more in-
depth information on each feature, please refer to the sections specified in the Guide Sections column.

Guide

Feature GUI Elements Sections
Viewing agent list Recording area, Operators tab 4.2.2
Updating agent list File > Refresh channel list menu 4.2.2

option/F3 key/|& toolbar button
Searching and filtering agent 7" - pytton, filter field above the agent  4:2.3
list list
Specifying standard call Settings > Options > General tab, Call 5.3
duration threshold duration threshold option
Live agent conversation Double click a row in the agent 4.2.4
monitoring list/Enable real-time line monitoring

option in the shortcut menu
Live monitoring playback Player GUI controls 4.6.3
management
Recording color-code Mark as option from the agent list 4.2.5
labelling shortcut menu
Adding and deleting list Customize grid option in column title 4.2.6
columns shortcut menu of the agent list
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4.2.2 Viewing Agent List
To view the agent list, go to the Operators tab located in the Recording area.

Agent list stores info on all agents registered within the system. Figure 23 shows you how this list looks
like.

% Recording - - 0O 4
- D operators | 1 Recordingstations
v ~ @ Recording:5 @ Ready: 39 Off: 0 Logged out: 1

Q

@ BN & = Sl Start ® & w & e % it

[ ] John Doe BE54

- John Johnes 6613

L Carcl Jehnson 6522

) Marilyn Wiese 6754

[ ] Annie Jackson 6703

] Matthew Lindstrom 6620

L] Wayne Palmer 6740 -
1/40 | Mo filter

Figure 23: Operator (agent) list

The rows showing the agents whose conversations are being currently recorded are highlighted green
and marked with the @ icon in the &} column.

The table below details all agent list columns.

Title Description Details
i) Agent conversation @ : The call being serviced is currently being
recording status recorded.
“:Recording is enabled but not currently in
progress.

~:Recording is disabled.

: Recording is unavailable (the agent has not
logged in to the queue).

'] Agent screen video capture  ®:The call being serviced is currently being
status recorded.

“:Recording is enabled but not currently in
progress.

~:Recording is disabled.

: Recording is unavailable (the agent has not
logged in to the queue).
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Title Description Details
it Live conversation In case live conversation monitoring for the
monitoring status current channel is in progress, ¥ icon will be

displayed. Otherwise, the field will be blank.

o Agent name Agent name
=] Agent phone number Agent phone number
A Signal level Active channel signal level. In case no

channel activity is detected or the signal is too
low, the field is blank.

Start Call recording start time <HH>:<MM>:<SS> format. In case recording is
not in progress, the field is blank.

® Current recording duration <HH>:<MM>:<SS> format. In case recording is
not in progress, the field is blank. If the duration
exceeds the standard threshold value specified in
system settings (which by default equals 2
minutes), the time value is highlighted red:
Y
18:16:26 00:02:01

.x Call direction = : Outgoing call
|
=, incoming call
VIP VIP customer indicator In case a VIP customer conversation is being

recorded, the field will show the * icon. Aim your
mouse pointer at the icon to view customer

details:
'=" ,,,,,,, Leana Johnson
=p Business Development Manager
H L= L p pm
= 052
= a0a1

If the phone number is not included into VIP
customer contact list, the field will remain blank
(for more in-depth information on VIP customer
contact list, please refer to Section 4.7).

3 External caller (customer) Phone number
phone number
e Channel ID Phone line ID, channel IP or MAC address
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Title Description Details
) Agent group name the Agent group name

agent belongs to

The upper part of the list shows current agent statistics by recording status (Fig. 24).

i - Channels/l D {leeratorsl/-.._,! Recordingstations l

? ~ | @ Recording: 5 @ Ready:10 Off: 1 Legged out: 25

Figure 24: Recording status statistics

Statuses are shown in the same way as in i} column:
@ Recording: The call being serviced is currently being recorded.
“ Ready: Recording is enabled but not currently in progress.

Off: Recording is disabled.

Logged out: Recording is unavailable (the agent has not logged in to the queue).

For example, Figure 24 states that 5 calls are currently serviced and recorded and 10 more calls may be

logged. When there is a call coming through one of those 10 channels, the recording process will start

and the stats will be recalculated (Recording: 6, Ready: 9). Other statuses are updated in a similar way.

Number of agents is updated automatically and is calculated on overall basis, regardless of any filter

applied (see also Section 4.2.3).

Sometimes you may want to refresh the agent list manually (e.g., new agents have recently been

registered in the system). To refresh the list, select File > Refresh channel list menu option (alternatively,

you can just press F3 or click the |& toolbar button).

4.2.3 Filtering Agent List

To filter the agents by recording status, click the W~ button located on Operators tab and uncheck the

statuses you do not need (Fig. 25).

Channels/y':‘ Operatorsr-.} Recordingstations

| @ Recording: 0 W Ready: 39 Off: 0 Logged out: 1
Recording
Ready | 3 g Start ® & v 4 @
Off [tMapper
Legged out i EEZ)
- T = 6611
v John Doe 6654
L John Johnes 6613
v Carel Johnsen £522

Figure 25: Filtering by recording status

@) STC 39

Smart Logger



Smart Logger I
User Guide

Working with the Application

The list will be updated and the status bar will show the filters applied (Fig. 26).

= Channels/_?l{)perators ]/--)-! Recording stations ]

v * @ Recording: 66 @ Ready: 4 Off: 0
Q
AgentMapper
v John Doe 6EE4
v John Johnes 6613
L Carel Jehnson 6922
] Marilym Wiese 6754
Annie Jackson 6703
Matthew Lindstrom 6620
‘Wayne Palmer 6740
0/40 | Filter: Ready, Logged out ]

Logged out:3

Start ® & P

Figure 26: List status bar

The first status bar field shows the following:

e Number of agents selected from the list.

e Number of agents displayed after applying the filter(s).

e Total number of agents registered in the system.

The second status bar field displays recording status filters applied.

To filter list objects by other parameters (agent name or phone number, customer phone number,
channel ID, VIP customer details, agent group), start typing in the field located above the agent list

(Fig. 27).

o Channels/y_?.{)perators r-._;! Recording stations

|

v - @ Recording: 0 W Ready: 39 Off: 0
Q John|
ﬂ =0 ?
v John Doe 6654
L John Johnes 6613
L Carol Johnson 6922
1/40 | No filter

&l

Logged out: 1

Start ® S vP

3/40

Figure 27: Custom filter

The list will display the agents that meet your search condition(s). The right-hand part of the field will
show the number of matching search results. To clear the filter and go back to the common list, click

Any filters applied do not count for the recording status statistics displayed in the upper part of the tab.

4.2.4 Live Monitoring

As a Smart Logger Il user, you can monitor the calls serviced by agents in real time; this is called Live

Conversation Monitoring).
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\l) Live monitoring may be enabled only for those agent calls that are being currently
recorded (in this case the rows for the agents in question will be highlighted green
and have the @ icon in the &} column).

To enable live monitoring, double click the relevant row in the agent list or select Enable live monitoring
option from the shortcut menu.

The player status bar will show the channel is currently being monitored (Fig. 28).

| % Recording ~ - 0O x
- 2,0perator5 .1 Recordingstations
v ~ @ Recording:5 @ Ready: 39 Qff: 0 Logged out: 1
Q
@ o a = &1 Start @® S VP & Ne B i
[ ] John Doe BE54
L John Johnes 6613
(] Carcl Johnscn 6922
- Marilyn Wiese 6754
e & P
] Matthew Lindstrom 6620
L) Wayne Palmer 6740 -
1/40 | No filter
|p) Player - Monitoring channel 6724
00:00:14 Pt z \ P N P P P
(¢)( P )(m)(») d=—0— (C)(=m) (%) |(¢«)[1.0](m)(Q) (B) (%) (2~
— '\_,) J '\_) '\_) ‘ : '\9) '\_) '\_) '\_/J '\_/J '\Q:/J '\_,) .\'55) .

Figure 28: Live monitoring

Use the player to manage audio and video playback. You will only have ACG, noise suppression and
player options available (see 4.6 Audio and Video Playback section).

While live monitoring is on, you can listen to all the calls serviced by the agent in question. When a

current call ends, the monitoring will be paused, and when another call comes in, it will be automatically
resumed.

In case screen monitoring option is enabled for this user account, it will run at the same time with audio
playback. A video monitoring dialog will show up in the top left-hand corner of the screen.

\ir) Video monitoring is available if this option is enabled for the current user account.
The % column displays which users with have this feature enabled (w or &).

"j Video monitoring option can be enabled in the player settings (see Section
*=  4.6.6 Player Options).
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Use the video monitoring dialog shortcut menu to adjust its size. This configuration will be saved.

To switch to another agent, double click the relevant row in the agent list or select Enable live
monitoring option from the row shortcut menu.

To disable live channel monitoring, select Disable live monitoring option in its shortcut menu.
4.2.5 Color Labelling

While an agent is handling a call, you can mark the audio being recorded with a color label to denote its
status.

\le) Color labelling is only available for the agent conversations being processed at the

moment (the relevant rows are highlighted green and marked with the & iconin
the &} column).

To mark a recording with a color label, select the Mark as option from the relevant row shortcut menu.

Then, select a status according to the color code (Fig. 29). The row in question will be highlighted with the
relevant color.

| 3 Recording
- O operators [ 11 Recordingstations
v - @ Recording: 5 @ Ready: 39 Off: 0 Logged out: 1
Q
¢ BN 2 & Start ® & w & i P 2
L] John Doe 6654
- John Johnes 6613
® Carel Johnsen 6922
- Marilyn Wiese 6754
e @ @ » Enable live menitoring
@ Matthew Lindstr (J Markas.. 5 || None Corl=0
- Wayne Palmer T -
To process Ctrl=1
1/40 | Mo filter - -
|p)PIayer—MBnitDringchannel 6724 . Ctrl=3
Processed Cirl+3
00:00:14 —~ LN R G ~ P
(«)( P )(m)(») d=—0— “W[1.0]0m)(Q) | (B) (%) (2~
_ \_) J \_) \_) : Confirmed Ctrl=5 _) \_) \_) \_) \_) -
Returned Ctrl+6
Ready Ctrl+7

Figure 29: Marking an audio being recorded

To learn more about color label configuration and default color labels, please refer to 5.4 Color Labels
section.

4.2.6 Configuring Visible Columns

You can customize the following list display settings:

e 1.Column order: drag and drop column titles.
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e 2. Column width: change it using your mouse pointer.
e 3.Sorting list elements by columns: click the title of the column in question.

e 4. Configuring visible columns: select the Customize grid option from any column shortcut menu

(Fig. 30).
RN o &1 Start C) & P
- 1 ﬁﬁ Customize grid... 6PM  D0:00:00
- 10 7010

Figure 30: Shortcut menu for customizing visible columns

After selecting Customize grid option a dialog will show up (see Fig 31).

Gnd Customization @

Available fields Visible fields

Line state
Wideo mode
Monitoring state
Operator name
Extension
Signal level

E] Start
(<

<]

Currert recording duration
Call direction

WP

Client phone number
Channel identifier

Group

[ 22| Save as default [ 0K l l Cancel ] [ Apply l

Figure 31: Grid customization dialog
The dialog includes the following sections:

Available fields
A list of columns which are not currently visible in the agent list.
Visible fields
A list of columns which are currently visible in the agent list.
To display hidden columns in the agent list, select them in the Available fields list and click >

To hide visible columns in the agent list, select them in the Visible fields list and click[ € .

To change column order, use the @ and E buttons in the right-hand part of the dialog.

j) To learn which name the icon-like column title stands for, move your mouse
pointer to the column title, and a hint will pop up. This hint text is used to denote
a column in the Grid customization dialog.

€Y STC 43 Smart Logger Il



Smart Logger I
User Guide Working with the Application

To apply changes, click the Apply button in the grid customization dialog (see Fig. 31). To apply changes
and close the dialog, click OK.

\lr) Agent list display settings are saved automatically and loaded on the next run.

4.3 Working with Recording Lists

4.3.1 Feature Overview

You can add new tabs with recording lists in the Database area. Each list may be customized and is
formed though recording filtering process. This allows you to distribute the data, collected according to
specific criteria, over multiple tabs.

Below there is a list of features regarding recording lists. For more in-depth information on each feature,
please refer to the sections specified in the Guide Sections column.

Guide
Feature GUI Elements Sections
Adding a new list + button on an empty tab 43.2
Deleting a list x (close) button on a tab 4.3.2
Renaming a list tab Tab shortcut menu, Rename option 4.3.2
Setting refresh options Auto refresh button and Refresh rate 433
field below the recording list
Refreshing recording lists Recording list > Refresh recording list  4.3.3
menu option/F5 key/|& toolbar button
Viewing recording lists Recording list tab in the Database area 434
Viewing complex recordings element to the left of a complex 4.3.5
recording title in the recording list
Adding and removing list Customize grid option from the column  4.3.6
columns title shortcut menu

For information on how to work with filters, please refer to 4.4 Searching for Recordings.

4.3.2 Creating and Deleting Lists

To add a tab, click the + button on a blank tab. By default, the new tab will be given a name consisting of
the word List and an ordinal number.

The new list will include all audio file labels recorded during the current day.

To rename a list, right-click the tab name and select Rename (Fig. 32).
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Sy ust2 x [ Lists

= Rename

? Filters...

Figure 32: New tab button and its right-click menu

1]

Enter a new name using the dialog (Fig. 33) and click OK.

-
Rename

Please enter new tab name

[ ok |[ Caneel

Figure 33: Entering new tab name

To delete a list (close a tab), use the x (close) button located on the tab in question. Once closed, the tab

cannot be restored.

! E Overall number of recording list tabs in the Database area may not exceed 10.

4.3.3 Refresh Options
Each recording list may be refreshed in one of the following modes:
1. Manual refresh mode (active by default). While running the app with this mode enabled, you can

filter recordings by date and time using the calendar and other control elements in the right-hand
part of the screen (Fig. 34, see also Section 4.4.2).

i- start page r Event lag r,_ﬂ;, Statistics rw VIP Customers r Sereen Capture /‘? List1 X T’L“e Reports r? List2 r? List 3 + =
o Dateandtime (M@ 0 subscriber1 & O Subscriber2 VIP @ B | jij  Fullname2 Keywords B Comments 5% Department Channel ID P Ociober 2014+
102202014 112820 00.00:14 3001 = 2002 SL2sT2 2001 MTWTFSS
0222014 112801 000016 3007 2003 sLesT2 3001 PR
10222014 11:2800 000016 3002 j¢= 3001 SL28T2 3002 13141516 17 18 19
10/22/2014 11:27:30  00.00:18 3001 j= 3002 SL25T2 3001 59 g;%l i; i: 5%
10222014 112730 000103 3002 = 3001 sL2sT2 2002 ’

102202014 10:4358  00.00:14 3001 = 3002 SL2sT2 2001 November 2014
102202014 10:4338 000016 3001 = 2003 SL2sT2 2001
10222014 10:4338 000016 3002 j¢= 3001 sL28T2 3002
10222014 10:4308 000019 3001 j¢= 3002 SL28T2 3001
10222014 10:4308  0001:04 3002 = 3001 sL28T2 3002
102202014 104713 000016 3003 je= 3001 SL2sT2 2003
k=
00:00-23.59
Last hour
Today
Cument week
Curent merih
n212) 1 12 Database refresh: disabled Refresh pericd

Figure 34: Recording list with manual refresh mode disabled
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When this mode is enabled, you can refresh the list by selecting Recording list > Refresh recording list
menu option, as well as by pressing F5 or clicking the ' toolbar button.

2. Auto refresh mode. To enable this mode, click the Auto refresh button located below the list.
Figure 35 shows how a recording list may look like when the auto refresh mode is on.

y While in auto refresh mode, the recording list includes only the data recorded
within an hour.

i- Statpage ||| Eventlog |l Statistics | {y VPCustomers | SaeenCapture 7 List1 x [[hReports |7 Lst2 [ stz |+ -

n:, Date and time -:{;- L';a Subscriber 1 \'l; S_, Subscriber2 VIP @ @ ! iilf Full name 2 Keywords | | Comments 'E‘ Department Channel ID \ictober 2014 »
10222014 112820 00:00:14 3001 |=p 3002 SL25T2 3001 MTWTFSS
10222014 112801 000016 3001 s 3003 512572 3001 ‘s "_ 13 ; 13 1‘1 é
10/22/2014 11:28:00  00:00:16 3003 |:= 3001 512572 3003 1314 15 16 17 18 19
10/22/2014 112730 00:0018 3001 j= 3002 SL25T2 3001 i? ?B% §3 ;‘ 25 26
10222014 1127:30  00:01.03 3002 = 3001 SL25T2 3002 ‘
10222014 10:49:58  00:00:14 3001 |=p 3002 SL25T2 3001 November 2014
10222014 10:49:38  00:00:16 3001 = 3003 512572 3001
10222014 1049:38  00:00:16 3003 je= 3001 512572 3003 00:00 - 23:59
102272014 10:49:08  00:00:19 3001 j= 3002 SL25T2 3001
102272014 10:49.08  00:01:04 3002 = 3001 SL25T2 3002
10222014 104713 00:00:16 3003 = 3001 SL25T2 3003

fe=
N2z 1 12 Database refresh: enabled Refresh period |48 00:0030  [+] [0 Awlorefresh.

Figure 35: Recording list with auto refresh mode enabled

While this mode is on, the list is updated automatically once a fixed period you can specify in Refresh
period field (by default, it equals 30 seconds). Filtering recordings by date and time, in this case, is
unavailable, as the calendar is hidden.

To disable auto refresh mode, click Auto refresh once again.
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4.3.4 Viewing Recording List

You can view the recording list on the List <N> tab within the Database area (<N> stands for the list
ordinal number).

A recording list is a table where the columns show each recording’s properties. You can see a fragment of
such a table on Figure 36.

i- Start page r Event log r,_ﬂl Statistics r\ 7 WIP Customers r Screen Capture /V? List1 x ﬂe Reports r‘? List 2 I/“Uz” List 3 +

G Diate and time L th Subscriber 1 ¥5 ,EJ Subscriber2 VIP @ 9 | il Full name 2 Keywords = Comments '2-_ Department Channel ID
100222014 11:2820  00:00:14 3001 |=p 3002 5125712 3001
10722/2014 11:28:01 00:00:16 3001 |=» 3003 512512 3001
107222014 11:28:00  00:00:16 3003 | = 3001 5125712 3003
10/22/2014 11:27:30 00:00:18 3001 | = 3002 5125712 3001
10222014 11:27:30 00:01:03 3002 [=» 3001 5125712 3002
107222014 10:43:58  00:00:14 3001 |=p 3002 512512 3001
10/22/2014 10:43:38  00:00:16 3001 |=p 3003 5125712 3001
107222014 10:43:38  00:00:16 3003 | = 3001 512512 3003
10/22/2014 10:43:08  00:00:19 3001 | = 3002 5125712 3001
10/22/2014 10:45:08  00:01:04 3002 = 3001 5125712 3002
10222014 10:47:13  00:00:16 3003 | = 3001 512512 3003
[

Figure 36: Recording list fragment

You can see the column titles by aiming your mouse pointer at the title icons.

The info displayed in the list columns is filled in while saving the recording with the recording service or
after further recording processing with additional software components. For more information on the
components obligatory for filling in the recording list columns, please see the table below (Component
column). For editable parameters, SmartLoggerll application is specified as a component (see
also 4.5.2 Viewing and Editing Recording).

y If one more components are not installed, the recording list columns filled in with
these components are blank.

Title Description Value/Details Component
" Recording start date Date and time Recording service
and time
g Recording duration Time Recording service
& Subscriber 1 Call center agent Phone number Recording service,
(internal caller) Smart Loggerll
number application
& Call direction =¥ Outgoing call Recording service,
&= Incoming call Smart Logger Il
application
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Title

Description

Value/Details

Component

£ Subscriber 2

i

Ni_ll

Recording

channel name

2 Operator

External caller number

Recording processed
(played back)

Important recording

The recording is
marked to delete

Recording status

Audio file status

Unique recording ID

Recording station
name where the audio
file was recorded

Recording channel ID

Name of the channel
the audio file was
recorded through

Name of the call center
agent handling the
conversation

Phone number

® Recording has been
played back through the
player; otherwise, the
field is blank.

I The recording has been
marked as important;
otherwise, the field is
blank.

il Recording marked to
delete.

Otherwise, the field is
blank.

® Recordingisin
progress or has been
paused.

™ The call has been
missed.

Otherwise, the field is
blank.

Displays audio file
transfer status when on-

request transfer is in use:

Not found, Requested,
Ready to playback.

ID

DNS server name

Text

Text

Recording service,
Smart Logger Il
application

Smart Logger Il
application

Smart Logger Il
application

Smart Logger Il
application

Recording service

File Server

Recording service

Recording service

Recording service

Recording service

CTI Analyzer

€I STC

48

Smart Logger I



Smart Logger I

User Guide Working with the Application

Title Description Value/Details Component

B Group Relevant agent group  Text Recording service,
name CTI Analyzer

i Department Name of the Text Recording service
department the agent
group refers to.

Full name 1 Agent (internal caller)  Text Smart Logger I
full name application

Full name 2 Customer (external Text Smart Logger Il
caller) full name application,

Recording service

nel Recording ID in a Ordinal number Recording service
channel

o Customer call count Call count Recording service
(current day)

= Customer call count Call count Recording service
(current week)

™ Customer call count Call count Recording service
(current month)

& Agent speech Percentage Recording service
percentage

¢ Customer speech Percentage Recording service
percentage

O Agent speech duration Decimal ratio Recording service
to customer speech
duration ratio

45 Silence ratio Percentage Recording service

) Talking over ratio Percentage Recording service

) Agent speech duration Time in seconds Recording service

& Customer speech Time in seconds Recording service
duration

) Silence duration Time in seconds Recording service

o Maximum agent Time in seconds Recording service

speech fragment
duration
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Title Description Value/Details Component
& Maximum customer Time in seconds Recording service
speech fragment
duration
& Maximum silence Time in seconds Recording service
speech fragment
duration
Number of times the Number of interruptions  Recording service
agent interrupted the
customer
) Number of times the Number of interruptions  Recording service
customer interrupted
the agent
a Repeat call detected ¥ The customer has Recording service
called at least twice
within last 24 hours.
I There have been no
repeat calls from the
customer within last 24
hours.
Recording status The recording has Archiver
(archived/not been archived.
archived) Otherwise, the field is
blank.
T Transcription T Transcription is Transcriber-Word
availability available for this
recording.
Otherwise, the field is
blank.
= Video availability i Agent video screen Screen Recording
capture is available.
Otherwise, the field is
blank.
= Video recording status @ Recording is in Screen Recording
progress or has been
paused.
Otherwise, the field is
blank.
Label name Audio file status Audio file status is Smart Logger Il
assigned via a color displayed if there is a application

label

color label assigned to it.
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Title

Description

Value/Details

Component

L

VIP

Fax message detector

Fax message decoding
status

Speech recognition
status

VIP customer
conversation detected

Good speech quality
detected

QM task status

Figure-based
assessment result

Lexical and semantic
assessment result

&% The recording is
actually a fax message.
Otherwise, the field is
blank.

EF The message has been
decoded and is available
to view as an image.

24 A decoding error has
occurred.

Otherwise, the field is
blank.

2% Speech recognition is
in progress.

Recognition has been
completed, transcription
is available.

A A recognition error has
occurred.

VIP customer
conversation.
Otherwise, the field is
blank.

~+ Agent speech quality
is applicable for
recognition and analysis.
Otherwise, the field is
blank.

QM task has been
completed.

The task is active but
not yet completed.
Blank field: no QM task.
© Excellent
© Good

Okay
@ Bad
Unspecified
Same as above.

Fax Reader

Fax Reader

FTR Service

Recording service

Recording service

QM Analyzer

QM Analyzer

QM Analyzer
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Title Description Value/Details Component
r Emotion-based Same as above. QM Analyzer

assessment result
2 Aggregate rating Same as above. QM Analyzer
Keywords Keywords Words separated with QM Analyzer,
comma Smart Logger Il
application
CTlcallID CTlcall ID Call ID CTI Analyzer
Call transfer Phone number the call Phone number CTI Analyzer
number was transferred to.
ki Time to answer the call Time in seconds CTI Analyzer
) Overall hold time Time in seconds CTI Analyzer
e Maximum hold time Time in seconds CTI Analyzer
fl Number of calls that Number of holds CTI Analyzer
were put on hold.
§n Overall mute time Time in seconds CTI Analyzer
o Maximum mute time  Time in seconds CTI Analyzer
k2 Number of mutes Number of mutes CTI Analyzer
'™ Number of transfers Number of transfers CTI Analyzer
4 Call ended while on ! The call ended whileit CTI Analyzer
hold was on hold.
Otherwise, the field is
blank.
i Call ended by & Call ended by an CTl Analyzer
agent.
¢ Call ended by a
customer.
Blank field: cannot be
specified.
e Time to wait in the Time in seconds CTI Analyzer
queue
Complex call Shows if a complex call 0 Call ended CTI Analyzer
ended (the one including 1 Call still in progress

CJSTC
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Title Description Value/Details Component
Internal call Shows if a call is 1 Internal call CTI Analyzer

internal in which only 0 External call (customer
call center agents are is involved)
involved.
Customizable Five fields for which Values are specified Modules for which
field names and purposes within the modules for the fields were
are specified when which the fields were created
setting up the system.  created.
Comment Comment to the Comment text Smart Logger I
recording application

The recordings within the list may be highlighted with a color that defines their status (to learn more
about color label configuration and default color labels, please refer to 5.4 Color Labels).

\]:) If an audio file is not found or has not been transferred yet from the recording

station to the centralized storage, the relevant row will be highlighted grey. File
transfer status is displayed in the % column. In case the file has not been
transferred to the storage, it will be played back from the recording station
directly. Such recordings are also available to export.

Below the recording list there are several fields displaying the following info:
e Overall number of recordings in the list.
e Number of selected recordings.
e Overall number of recordings in the DB.
e Refresh mode details (Fig. 37).

[30/30]/1 30 Database refresh: disabled

Figure 37: Recording list information fields

4.3.5 Complex Recordings

The recording list displays both simple (consisting of a single audio file) and complex recordings
(consisting of multiple files).

Complex recordings are created in the DB in the following cases:
e When acallis put on hold.

e When a call is transferred.

€Y STC 53 Smart Logger I



Smart Logger I
User Guide

Working with the Application

The list element that refers to a complex recording hosts a nested list of simple recordings. To expand it,

click the @ icon to the left of the complex recording title (Fig. 38).

"E Date and time | R |,_-_"-'-_1I Subscriber 1 | :; | ,;_:'J Subscriber 2
. 24052013 155605 00:20:22 “ =
B 22.05.201312:4500 00:20:27 =
B 2305.2013161916 00:20:35 ’ =
‘5 2305.201310:50:32 00: 20145 =
_ 23052013 110534 00:05:44 =
» _ 2305.201310:5229  00:00:54 =
L. 2305.20131050:33  00:01:03 e
5. 22052013126717 00:20:45 =

Figure 38: Complex recordings

A complex recording will display the properties (date/time, callers, etc.) of the first simple recording that

forms a part of it.

le) Simple audio files being a part of a complex recording will not be merged

together as long as at least one of them is still in the process of recording (ongoing

recordings are marked with the @& icon). Complex recordings are updated each

minute. To update the list of recordings manually, select Recording list > Refresh

recording list option/F5 key/|& toolbar button.

‘ Complex recordings will be displayed in the list only in case the recording module

supports complex call recording and the CTI Analyzer module is installed within

the Smart Logger Il system.

In case the recording module does not support logging complex calls, the calls put on hold will be

recorded into a single file; as for the transfers, they will be shown by marking the external caller number

with a hash key (#).

Figure 39 shows an example of incoming call where the external caller (456) makes a call to the agent
(123) that is then transferred to 789.

123

2 Subscriberl 5 :E’Subscriberz

: = | 456#784

Figure 39: An example of displaying a transfer in the recording list

To learn more about call processing and saving recording info while logging calls coming through digital

lines, please refer to Appendix A. Call Processing Scenarios.
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4.3.6 Configuring Visible Columns
e You can customize the following list display settings:

¢ 1. Configuring visible columns: select the Customize grid option from any column shortcut menu
(Fig. 40).

9.0 VIP Customers l/LTE Reports /V? Listl1 X | + |

. - P—— Customize grid...
L Subscriber2 VIP @ B 1 i i@l i g

Figure 40: Shortcut menu for customizing visible columns

e 2.Column order: drag and drop column titles.
e 3. Column width: change it using your mouse pointer.

e 4.Sorting list elements by columns: click the title of the column in question. To sort the list by
multiple columns you may want to use custom filters (see 4.4.3 Custom Filters).

After you select the Customize grid option, the following dialog (Fig. 41) will show up:

Gnid Customization \E\
Ayailable fields Visible fields
Agent - Date and time -
Agent intemupted by client Recording durstion
Agert speech duration, s = Subscriber 1
Agert speech ratio, % Call direction E

Agentto-client speech ratio Subscriber 2

Archived recording E] VIP
EN

m

Call on hold discontinued Recording status
Call terminated (by agent, client or unspecified) Processed recording

Called back Importart recarding

Channel 1D Recording to be deleted

Client intermupted by agent Video recording status

Client speech duration, s Full name 2

Client speech ratio, % Keywords

Complex call completion flag & Recording station 2
[F] 2=/ Save as default [ ok | [ cancel | [ Ay

Figure 41: Recording list grid customization dialog
The dialog includes the following sections:

Available fields

A list of columns that are not currently visible in the recording list.
Visible fields

A list of columns that are currently visible in the recording list.
Save as default

Tick this checkbox to display all selected columns on all recording list tabs.
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To display hidden columns in the recording list, select them in the Available fields list and click >

To hide visible columns in the recording list, select them in the Visible fields list and click| €|

To change column order, use the @ and @buttons in the right-hand part of the dialog.

\i:) To learn which name the icon-like column title stands for, move your mouse
pointer to the column title, and a hint will pop up. This hint text is used to denote
a column in the Grid customization dialog.

To apply changes, click the Apply button in the grid customization dialog (see Fig. 41). To apply changes
and close the dialog, click OK.

y Recording list display settings are saved automatically and loaded on the next run.
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4.4 Searching for Recordings

4.4.1 Feature Overview

Below there is a list of features available for recording search. For more in-depth information on each

feature, please refer to the sections specified in the Guide Sections column.

Guide

Feature GUI Elements Sections
Searching recordings by date  Calendar and additional GUI controls in 44.2
and time the right part of the recording list
Custom filter configuration Recording list > Filter menu option/F6  4.4.3

key/ " toolbar button/Filter

configuration option from the tab

shortcut menu
Selecting a custom filter to Recording list > Filter option/F6 key/ 443
search recordings in the list - toolbar button/Filters menu on the

start page
Quick filters Recording shortcut menu (clicking the 444

field where filtering is required)
Recording search by ID Ctrl+F shortcut (in the recording list) 4.4.5
Quick search Typing the relevant text in the list 34

Quick search is available for the following recording list columns:

e i (ID)

e o7 Date and time (recording start date and time)

e . Subscriber 1 (internal caller number)

e & Subscriber 2 (external caller number)

1% The number of recordings that may be displayed in the list is limited. If the number

of found recordings exceeds the limit, the rest of the recordings will not be

displayed. A relevant warning will show up (Fig. 42).
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/ 1= Startpage r._l Event log rﬂa Statistics rﬁ' VIP Customers / o List1 :
—

E Date and time C) & Subscriberl & 3 Subscriber2  VIP @ B -

W 1/22/2014 6:32:21 PM 00:01:10 6513 -
1/22/2014 6:28:21 FM 00:00:11 6613 =p 6225
| V2220146:2206PM  00:00:13 6907 = 6782
172212014 6:10:44 PM 000202 6628 b=p 989263731371
1/22/2014 6:07:51 PM 00:04:09 8522 = 985313520339
| 1/22/2014 6:05:18 FM 00:01:41 6652 = 6765 =
1222014 6:0405PM 000010 6652 b=p 6765
172272014 6:02:41 PM 000224 &7 :4- 6738
172212014 6:01:41 PM 00:00:43 6754 }-q- 6713
1/22/2014 6:00:13 PM 00:00:47 6343 =p 6745
| 12272014 45953 PM 00:01:18 6270 bp 988432997631
17222200
122201 ¥ Waming
__TJ'?EEU‘I_ The actual number of recordings exceeds the limit. =
< | Pau I ’
1 -
[5000/5000] 1 13180 Database refresh: disabled Refresh period | 4% 000020

Figure 42: Warning on exceeding the maximum number of recordings

Figure 42 depicts a case when the maximum number of displayed recording is 5000 and the number of
found recordings exceeds it. To resolve this issue, change the maximum number value (Tools > Options
menu, General tab, Maximum number of recordings in a recording list option, see Section 5.3) or
specify different search conditions.
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4.4.2 Searching by Date and Time

To search the recordings by date and time, use the calendar and additional GUI controls in the right part
of the screen (Fig. 43).

i statp. | - Eventlog | Tilly Statistics jrvPCus. [ soeenca. [ lst1  [Tarepots [ istz 7 Lsts x [ + =
% Date and time (B D Subscriber1 & 0 Subscriber2 VIP @ | il Fullname2 Keywords '« October 2012 )
10/22/2014 11.28:20 00:00:14 3001 'np 3002 SL2 MTWTFSS
10/22/2014 11:28:01  00:00:16 3001 = 3003 sl2| 8W 1 2345

6 7 B 101112
10/22/2014 11:28:00  00:00:16 3003 = 3001 SL2| 4314 1518 17 12 19
102272014 11:27:30 00:00:18 3001 j&= 3002 siz| 202122242526
102272014 112730 00:01:03 3002 = 3001 2,': 2?’ 22 35 31 l N
10/22/2014 10:49:58 00:00:14 3001 'np 3002
102272014 10:4%:38  00:00:16 3001 = 3003 SL2
10/22/2014 10:4%:38  00:00:16 3003 &= 3001 sL2
10/22/2014 10:4%:08  00:00:19 3001 j&= 3002 SL2
10/22/2014 10:49:08 00:01:.04 3002 'np 3001 SL2
10/22/2014 10:47:13  00:00:16 3003 = 3001 512 00:00-23 58
Last hour
Today
Cument weelk
Cument marth
€| [T | &
n2nz 1 12 Database refresh: disabled Refresh pericd Auto refresh

Figure 43: Date and time selection panel

To switch from one month to another, use the 4 and » buttons in the upper part of the calendar.
Current date is highlighted orange in the calendar. The selected dates are highlighted blue.

The list will display only those elements that refer to the period, selected using GUI controls detailed on
Figure 43.

To select a day in the calendar, just click that day; then you may specify the required period using the
timescale. Figure 44 shows the GUI controls with a specific day selected.
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Selected date (1 October2014
M0 1 2 3 4 5
Currentdate\ 5 7 BEI10 1112
13 14 15 16 17 18 15
202 23 24 25 26
2T2825%301 1 2
\ 3 4 5 & 7 8 S,
( A
2
00:00-23:59
{ )
e 3
3
Last hour
Today
Cument week
Cument month
L

J

1 Calendar
2 Timescale

3 Predefined periods

Figure 44: Selecting a single day in the calendar

The timescale (see Fig. 44) allows you to specify time within a single day selected in the calendar. You
may either type the values in or select an area on the graphical representation of the scale using your
mouse. The minimum time period you can specify is 10 minutes.

To select multiple consecutive days, click the first day and drag your mouse pointer to the last day, then
release the button. You can also use the Shift key to perform this action.

\i) The maximum time period you can specify equals 500 days.

To select a week, aim your mouse pointer to the left of a calendar row that corresponds to the relevant
week, and click this area to select the whole row.

€I STC

60

Smart Logger I



Smart Logger I
User Guide Working with the Application

If multiple days or a week are selected, the controls will look like Figure 45 shows.

. / \
Selected period January 2014
P ] MTWTEGSES 1 Calendar

S

2 Period selection boxes

16171818 | 3 Predefined period
202122232425 26

/IR 12

rren
Curre tdate\

3 4567 85
\ /
4 D
2
From:
01062014 , 00 : 00
Tar

>_ 02,2014, 23:55 )
4
3 Last hour
Joday
Cument week
Current month
. V.
Figure 45: Selecting multiple days in the calendar

Using period selection boxes (see Fig. 45), you can manually adjust start and end dates.
To select a predefined period (see Fig. 44, 45), click one of the following links:

e Last hour: One hour prior to the present moment

e Today: Current date

e Current week: Current calendar week

e Current month: Current calendar month

4.4.3 Custom Filters

A custom filter is a named set of parameters intended to sort and search entries in a recording list.

\E) The GUI elements designed to work with filters are available when a recording list
is active.

To configure custom filters, select Recording list > Filter menu option. Alternatively, you can press F6,
click the ', - toolbar button or select Filter configuration option from the tab shortcut menu. You will
see then the Filtering and sorting dialog shown on Fig. 46.
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f Filtering and sorting @1
Manage custom fitters
Custom filter lz‘ [ Shared ’ Save filter ] [ Remaowve filter ]

 Summary ;| Call ID | Channels | Subscribers | Details | Speech | CTI | User fields | Serting | External dictionaries

Filter parameters:

Sorting: -
Date and time (Desc.)

Clear all ] Openiina new tab oK l [ Cancel

Figure 46: Filtering and sorting dialog

The dialog consists of multiple tabs, each used to configure specific filtering options.

The first tab displays a summary of all configured parameters. If a filtering option is configured, the
relevant tab title, highlighted bold, will display the number of parameters involved.

On filter configuration tabs, tick checkboxes for the parameters you want to use for filtering. To specify
filtering conditions, use input boxes and other GUI controls.

Figure 46 shows a filter configured to display 20 randomly selected recordings made through the
specified channel and marked as processed.

You can use masks to filter phone numbers (Fig. 47). Multiple numbers must be separated with comma.
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Filtering and sorting @
Manage custom fiters
Custom filter Iz‘ [] Shared ’ Save filter ] ’ Remove filter ]
| Summary | Call ID | Channels | Subseribers (2) | Details | Speech | CTI | User fields | Sorting | External dictionaries
Subscriber 1
Phone number +44200, 91° (=]
[] Full name ®
Subscriber 2
Phone number 01352777777255 (=]
[ Full name ®
VIP Customers
[ viP-Calls Yes No
[ WIP Customers x
] Open ina new tab [ QoK ] [ Cancel

Figure 47: Using masks to filter phone numbers

? (question mark) is a placeholder for any number, e.g. +44?00 may stand for +44000, +44100, +44200,
etc.

* (asterisk) is a placeholder for any sequence of numbers, e.g. 91* stands for all numbers starting with 91.

i To search text containing commas, use a question mark (?) instead of a comma ().
E.g., to search for John Doe, Customer Support Agent, enter John Doe?
Customer Support Agent.

On the Sorting tab select recording list columns to sort filtering results (Fig. 48).
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Filtering and sorting @

Manage custom fitters
Custom filter [C] Shared [ Save filter ] [ Remoave filter I

Summary | Call ID | Channels | Subscribers (2) | Details | Speech | CTI [ User fields | Sorting (3) | External dictionaries

Awvailable fields: Sorted fields:
Column # ¥ Column
+5 | Call direction 1 - 55 Dateand time
+ | Recording file status 2 - Full name 2
Comments - | Impertant recording

Diepartment
(9 | Recording duration
WIP
@ Processed recording
il | Recording to be deleted

Keywords =
orting

5
b
@ | Recording status
[a]
v

Subscriber 2
Channel ID i]
& | Recording station i]
Clear all [F] Openin a new tab [ oK ] I Cancel
¢

Figure 48: Sorting/filtering result configuration

The fields available for sorting are displayed in the left-hand list. The list on the right displays the fields
the sorting will be applied to. To move the fields between the lists use the 4 and P buttons. To change
the order of the fields used for sorting, click 4 or W. To toggle sorting direction, select a row in the right-
hand list and click Sorting direction.

To save or delete filters, use Custom filters area.

The field displaying Custom filter by default (Fig. 46) is intended for entering filter name. Type a new
name here to create a new filter.

To make the filter accessible for all users, check the Shared button.

To save the new filter, click Save.

\ir) You do not have to save a filter if you are going to apply it only once.

To edit an existing filter, select it from the dropdown list, edit all required parameters and click Save. To

delete the selected filter, click Delete.
To clear all filtering parameters, click Clear all.

To display the filtering results on a new tab, tick the Open in a new tab checkbox; otherwise, the results
will be displayed in the active tab. To apply the filter in question to the selected recording list, click OK.

To apply a previously saved custom filter, you can perform one of the following actions:
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1. Select afilter through filter configuration dialog (see Fig. 46).

2. Select afilter from the list you can access by clicking the ",/ ~ toolbar button (Fig. 49). This list
displays all available custom filters.

A

To process
Processed

Custom filter

Figure 49: An example of a filter selection list located on the toolbar

3. Select afilter from the Filters group located on the start page (Fig. 50). The list displays recently

applied custom filters (the list cannot display more than 5 items).

(%) Smart Logger Il

? Filters

Custom filter
Processed

To process

Figure 50: Filters displayed on the start page
You may apply only one custom filter to each recording list. If a filter has already been applied, the toolbar

button will change to  ~. The button dropdown list houses menu options for selecting filters. The

recording list tab title shows the 3" icon and the filter name. On Figure 51 you can see how the GUI
controls look like when To process filter is selected.
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S
/.E',’Tnprmgs x

Turn off filter Sl Sorting:
Sorting
To process Sorting (8) : _
Impartant recarding {Asc)

Processed Processed recording (#sc)

Channel ID {Asc.)
Date and time (Asc.)
Recording station (Asc)
Call direction (Asc)

T

\Ez -

Custom filter

Figure 51: GUI elements when a filter is applied

To view currently applied filter settings, move your mouse pointer to the tab (see Fig. 51).
To clear afilter applied to an active recording list, perform one of the following:

4.  Openfilter configuration dialog (Recording list > Filter configuration) and click Clear all
(Fig. 46).
5.  Select Disable filter from the filter dropdown list located on the toolbar (Fig. 51).

6.  Select Clear filter option from any recording shortcut menu.

4.4.4 Quick Filters
Quick filters allow recording list data filtering without configuring it through Filtering and sorting
dialog.
You can apply quick filters to the following recording list fields:
2 Subscriber 1(internal caller number)
> Subscriber 2 (external caller number)
a (agent name)
D (agent group name)
%3 (call direction)
(9 (recording duration)
! (important recording)

Keywords

Channel name

To apply a quick filter to any of lists mentioned above, right-click the field and select a filter condition
from the shortcut menu. You can see an example of the Duration field filtering shortcut menu on

Figure 52.
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00 ? Clean filter

- 00: ? All calls with duration more then 00:01:28

0o: ? All calls with duraticn less then 00:01:28

« Recording details
00t ‘@) Play

o0 X Delete

00| &z Print

00:4 'E:') Export

0o “ Mark as...

00Tz oE BETEMSE

Figure 52: Recording duration quick filters

\ir) Recording duration quick filtering is applied to overall complex recording

duration, if there is any. E.g., in case the list has two simple recordings, 10 seconds

each, forming part of a complex recording, the All recordings less than 15

seconds query will return no results.

The recordings that match the filtering condition you have specified are shown on the same tab.

You will see the 3’ icon next to the active tab title; this icon tells you that a filter is applied to the list

(Fig. 53).

r? To process /V? List 2 X

Figure 53: Tabs showing there is a filter applied

to the list

You can apply multiple quick filters to multiple recording list fields, one by one.

You can also use quick filtering to sort labelled recordings. In this case, the quick filtering option is always

available in the shortcut menu, whichever field you click (Fig. 54).

L«-—---«-««-«-J r\? Clean filter

? All calls marked as Pending

113002013 | [ & Recording label
11202013 | @) Play

11302013 | 3¢ Delete
1302013 | & pyin

117302013

ly Export
1M202013 | |
115&%11” Mark as...

Figure 54: Quick filtering for recordings labelled

k

with color
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To remove the recordings that meet a certain filtering condition from the search result, right-click the
relevant field and select Remove <filtering option> filter.

To clear all quick filters on an active tab, right-click any field for which quick filtering is available and select
Clear filter (Fig. 55).

Clean filter

Remove call duration from filter

Recording label

®

Play

X

Delete

=

Print

S

Export
Mark as... 3

ﬁnﬁnﬁnﬁl:’%
k| & d

<

Figure 55: Clearing filter options

After clearing all filters the 3" icon will be no longer displayed next to the tab title.

4.4.5 Searching by ID

To search a recording by its ID, press Ctrl+F while a recording list is active. Specify the recording ID’s
separating them with commas in the dialog that shows up (Fig. 56).

Find recordings by ID =

Flease enter recording |Ds separated with commas:

1565643

Figure 56: Find recordings by ID dialog

j) The search detects 100% matches only.

The search results will be displayed in the recording list. To restore the original list, refresh it (Recording
list > Refresh recording list option/F5 key/|& toolbar button).
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4.5 Working with Recordings

4.5.1 Feature Overview

To work with recordings, use recording shortcut menu in the recording list. To open the shortcut menu,
right-click a recording shown in the list. If you select a single recording, the menu will look like shown on
Figure 57. This menu has options to work with a single recording.

kST i Recording label 3 ::;': 2001
10221 @Y Play )1 4= 3002
10/224) X Delete 12 kp 3001
10722 T Cpen in Transcriber 1] |,'= 3001

Show call stats 4=
..;% Print
@) Export
“ Mark as... *

Figure 57: Recording shortcut menu

If you select multiple recordings, the menu will look like shown on Figure 58. This menu lists options for
working with multiples recording.

@ Play one by one
ﬁ,; Play simultanecusly
102272014 11 3¢ Delete selected
1072272014 10
102272014 10 @

ke Print
102212014 10

ﬁ') Export
1002252014 10

I
1022014 10 B Mork as.. g

Show call stats

ITTI1I 1

Figure 58: Recording shortcut menu when multiple recordings are selected

\!r) To select multiple list elements, use the same keys as for other Windows-based
applications (Ctrl and Shift).

Below there is a list of actions you can perform using recording shortcut menu. For more in-depth
information on each feature, please refer to the sections specified in the Guide Sections column.
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Shortcut Menu Options/Other Waysto  Guide
Feature . Sections
Perform the Same Actions ec
Viewing and editing recording Recording label 452
details
Playing back a recording Play/Double-click a recording in the list 4.5.3,4.6
Playing back multiple Play one by one/Double click one of the  4.5.3,4.6
recordings one by one selected recordings
Playing back multiple Play simultaneously 4.5.3,4.6.2
recordings simultaneously
Deleting a recording and its Delete, Delete selected/Delete key 4.5.5
details
Viewing call statistics Show call stats -
Print recording info Print -
Export recordings, videos or Export 4.5.6
recording info
Recording color labelling Mark as/Ctrl+<N> shortcut, where 4.5.8
<N> stands for recording status number
Recording transcription Open with Transcriber 4.5.9

Recording shortcut menu may also list other options in case additional features are available. Some
options may be missing if unavailable for the selected recordings.

4.5.2 Viewing and Editing Recording Label

Recording labels include information on a recording stored in DB.

To view or edit recording details, select the Recording details option for the recording shortcut menu. A
dialog shown on Figure 59 will appear.
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€3 Recording label Iﬁ
Recording information
Recording 1D: 201410430000020 Channel |D: 0(2001) Recording station: SL2sT2
Date and time: 10/22/2014 11:27:30 Duration: 00:00:18 Recording completed Archived
[] Fax recording Fax decoded Transcribed
Call information
Phone number Full name
Subscriber 1 [3001]
Subscriber 2 3002
Operator Group
Direction Inbound E [ Important [ Processed [ To be removed [ Callis missed

Additional information

Comments

Keywords

< ] ’ = [ Elay ] ’ Bestore ] ’ Save ] ’ Close

Figure 59: Recording details

The Recording information area (Fig. 60) consists of read-only info fields (except for Fax message and
Fax decoded checkboxes that are editable). You can find each field description below.

Recording information

Recording ID: 201410430000020 Channel 1D: 0(3001) Recording station: User
Date and time: 100222014 11:27:30 Diuration: 00:00:18 Recording completed Archived
[ Fax recording Fax decoded Transcribed

Figure 60: Recording information area

Recording ID

A unique ID assigned to a recording. This field corresponds to the recording list column
titled with the %4 icon.

Channel ID

A unique ID assigned to the channel which the recording was made through. This field
corresponds to the recording list column titled with the gg" icon.

Recording station

The recording station where the recording was made. This field corresponds to the
recording list column titled with the & icon.

Date and time

Recording start date and time. This field corresponds to the recording list column titled
with the =3 icon.
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Duration

Recording duration. This field corresponds to the recording list column titled with the (&
icon.

Recording complete

Recording status. If the recording process has been completed, the checkbox is ticked. The
checkbox refers to the recording list column titled with the @ icon (in case the process is
complete, the icon is not displayed).

Stored on CD

The checkbox is ticked if the recording has been saved to a CD. The checkbox refers to the
recording list column titled with the | icon.

Fax recording

This checkbox is ticked in case the recording is actually a fax message. The checkbox refers

to the recording list column titled with the g icon. You can check it manually if you want
to mark the recording as a fax message.

Fax decoded

This checkbox is ticked if the fax message has been decoded. The checkbox refers to the
recording list column titled with the i icon. You can check it manually to mark the fax

message as decoded (note that it will be grayed out if Includes a fax message checkbox is
unticked).

Transcribed

This checkbox is ticked if there is a transcription for this recording. The checkbox refers to
the recording list column titled with the T icon.

Call information area (Fig.61) hosts a table with editable fields. Here you can add and/or edit caller
details (Subscriber 1 is for internal caller, Subscriber 2 is external caller), i.e. callers’ Phone number and

Full name.

Call information

Phone number Full name

Subscriber 1 3001}

Subscriber 2 2002

Operator Group

Direction Inbound E‘ Important Processed To be removed Call is missed

Figure 61: Call information area
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Below the table, you will find the following fields and checkboxes:

Agent

Agent that handles the call.
Group

Group the agent belongs to.
Direction

Call direction you can select from the dropdown list. The options are the following:

Inbound: an inbound call (= icon in the & recording list column)

Outbound: an outbound call ( = icon in the 5 recording list column)
None: call direction is not specified (the & recording list column is blank).

Important

If the recording is marked as important, the checkbox is ticked. The checkbox refers to the
recording list column titled with the licon.

Processed

The checkbox is ticked if the recording has been processed (played back through the
player). This checkbox refers to the recording list column titled with the # icon.

To delete

The checkbox is ticked if the recording has been marked to delete. This checkbox refers to
the recording list column titled with the i icon.

Missed call

The checkbox is ticked if the call has been missed. Missed calls are shown as == in the &
recording list column.

Additional information area (Fig. 62) has some editable fields described below.

Addtional infermation

Comments

Keywords

Figure 62: Additional information area
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Comment

A comment referring to the recording (e.g. call summary). This field corresponds to the
Comment recording list column.

Keywords

Keywords used to optimize recording search. These words may be found automatically by
means of QM Analyzer tasks. The field refers to the Keywords recording list column.

There are also some buttons on the lower part of the Recording details dialog. They are shown on
Figure 63 and described below.

l €L ] l > ] l Play ] l Restare ] l Save ] l Close ]

Figure 63: Recording details dialog buttons

<<  Goto the previous recording labels without saving changes.
>> Go to the next recording details without saving changes.
Play

Play the recording through the player.
Restore

Restore the details that were modified while editing.
Save

Save the edited info.
Close

Close the recording details dialog.

Once you close the dialog, you will see the applied changes appear in the recording list.

4.5.3 Playing back the Recordings

To play a recording using the player, select Play from recording shortcut menu or double-click it in the
list. The recording will be loaded to the player (Fig. 64).

"4, Player - 2013-12-43-00000051P - 11/7/2013 4:37:59 PM

0.0050 001.00 0:0150 0.02.00 00250 0:03.00 00350 00400 0.04/50 00500 00550 0:06.00 00650 0:.07.00 00750 00800 00850
1 i ' i i v i i i i v i i ' 1 v 0

201312450000005 %MM%WH%M—*W—H%
00:00:04

N O ICIOR S SO RICIRIOIIOICIO o
Figure 64: Playing back the recording
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j‘}) In case Download files before playback option (Tools > Options menu, General
tab) is enabled, Smart Logger will copy the file from the network location to your
PC prior to playing it back. While copying, you will see a status bar with an option
to cancel the download. When playing back the same recording again, the app will
access the downloaded file, i.e. you will not have to download it once more.

To play back multiple recordings one by one, select them in the list and either click Play one by one
option in the recording shortcut menu or double-click any selected recording. The recordings will be
loaded to the player one by one, keeping their original order in the list.

\i}) When playing back a complex recording, the simple recordings it includes will be
played one by one.

To play back multiple recordings simultaneously (maintaining their chronological order), select them in
the list and click Play simultaneously option in the recording shortcut menu.

If there is also a video screen capture, it will be played at the same time as the recording. Video recordings
are marked with the i icon in the list. Video playback screen shows up in the top right-hand corner by
default.

3 You can enable the video playback option in the player settings (see Section
== 4.6.6 Player Options).

Use the video playback screen shortcut menu to adjust its size and location. This configuration will be
saved.

While playing back complex recordings or multiple recordings simultaneously,
you cannot play any video.

Each simple recording being a part of a complex one contains a separate video file. To play back video
files for each simple recording, expand a complex recording and select a simple recording you want to
play back. (Fig. 65).
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/i startpa..  [llystatistics [T/ callstats | YrviPcus. | “soeencap.. ) List3 x
% Date and time r:‘ij E., Subscriber 1 h__"‘.‘_ ,;.B Subscriber2 @ 9 | m
03.07. 2013174553 00:00:30  gipcFO00@E 7213 |¢= 2000 < gip: 2000 ! m
= 07.07. 2013 19:37.37 000018 3002 < sip: 3002 |=.) 2ip:3003E1 7213 9 ! m
07.07. 2013 19.37.37 00:00:18 3002 < sip: 3002 |=.) 2ip:3003E1 7213 9 m
. 07072 4 Recording label 19 |g= sip:3002@172.19 P &
B n?.n?.2013|@, Play 19 |e= sipr3002@172.19 ? |
g 07.07.2013 %] Delete 2 = sip3003@17219 D |
E' ] 04.07.2013 T Cpen in Transcriber z |=.) sip-3004@17213 !

Figure 65: Playing back a part of a complex recording

For more in-depth information on working with the player, please see 4.6 Audio and Video Playback.

4.5.4 Recording Integrity Check

While the recording is being played back (or loaded into the player), Smart Logger Il performs audio file
authentication and integrity check through the following steps:

o Verifying file digital signature.
e Checking if the file name matches the one stored in metadata.

e Verifying the watermarks embedded into the file.

\i,) When loading multiple recordings into the player, no check is performed.

The player displays authentication/check status icon in its right bottom corner (Fig. 66).

'nmas D{I]ID IJ€IJ1S I}{IJZJ 01]]2'5 EHIIJEO l]iIIBS nmw Om.ﬁ- I].Cl]iﬂ IJ.[IJS'S nmm 0.011:5 0.011[! 05115 0.012"] 0.0125

g mmoiooooozss | | "‘fw 'w- M‘ *‘M* h. 5 *
i Mih-r Hﬂm mm RPN +-+
AL Y _'L)' OP4—— O@D® W WO ®W®E Q

Figure 66: Check status icon 1
After both authentication and integrity check are over, the overall result is displayed (Fig. 67, 68)

| 200 40000034 o "'*HF .'4 M‘. L‘M*r I # . . ; *
: Hﬂm MHH* } --%m HlHMH *-+

U[Il{lS U{l]'ll] l]1.'l]1'5 [I.{I]Jﬂ Eﬁ l}{l]fl:l l.'IllIl'S‘S umw 00045 040050 I]II:I'SE 00100 00105 0010 00195 00120 00125
1 i

00:00:24 =
— *:J\_ij_,a_J ©)@) &)|®) 0w () (W) (%) (=) 9
Figure 67: Authentication success f
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Figure 68: Authentication failure f
To view the result of all three authentication/check steps, click the icon (Fig. 69).
s e e el onsenm oz o
P — I 3 l o | @ Digital signature is valid
1/48 | Original source codec || Recording || Audio Format: ~wav 111 13180  Datab
|p;Hayer—201M1<NﬂDD1613f\P—1‘22‘201444447?#&1 x
i} U? m U.EI?.UE UU?.US U.U?.Ud UU?.US o U? 06 i} U? o7 i} U? 08 i} U? 09 U.EI?JU U.U? 11 U.U?.H UU?.]S o U? 14 UUE‘I 15770 U? 16 0. U? 17 i} U? ak:] U.U? 19 U.U?.EU 000 @ File name has not rha"QEd 000

sharipova

@ Watermarks have not been embedded inte the file
00:00:15

P I/" N ‘,"'\ ‘,"'\ ‘/" ~ ./‘:\ I/"\ ‘,"'\ ‘/"\ ‘/" N I/"\ ‘,"'\ \
— OWU®W) 1 —— @@ E) @)@ B ®) (@) 9]

Figure 69: Authentication steps results

@ Authentication is a success (the file is authentic).

® Authentication failed: file authenticity issues or integrity damage detected (either the file is
not authentic or the application was unable to read the embedded info).

@ Authentication is not available (digital signature, metadata or watermarks are missing).

The final authentication/integrity check result (an icon displayed in the player area) depends on the
following criteria:

1. The file is not deemed authentic if any of the authentication steps has failed.
2. Otherwise:
If digital signature authentication is successful, the file is deemed authentic.

If digital signature authentication is not available, then the whole authentication process is deemed
unavailable.
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You can see some examples of authentication results in the table below.

Digital Signature File Name Watermarks Final Result

OOOO®OEO®
ODOO®OOO®
DOR®OOO®
OORXXI®OEO®

To view watermarks embedded into the recording, click the link (Fig. 70). You can view the watermarks if
they cannot be read correctly from the file.

@ Digital signature is valid @ Digital signature is invalid
@ File name has not changed @ File name has not changed
@ Watermarks are valid @ Watermarks are invalid

- -

Figure 70: Links to view watermarks

An independent window with embedded watermark list will pop up.
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If the watermarks are valid, the window will show a single file fragment, its duration equaling that of the

recording (Fig. 71).

Vatermarks

Start
= 00:00:00

End
00:01:28

Recording ID
Date and time
Recording station
Channel name

Subscriber1
Subscriber 2

]

Duration
00:01:28.0

cffabf33-8f3d-4aa3-9be3-25ddbe e/ 109
02102013 165053

Sound Block 1 [H193.090.0: 144]

1

Wiese

Lambert

Figure 71: Valid watermarks

If the file is corrupt (watermarks are invalid), the modified fragment will be highlighted red (Fig. 72).

k

s

Watermarks Back
Start End Duration
= § 00 00: 00 [0 00:50 [0: 00 50,0

Recording ID
Date and time
Recording station
Channel name
Subscriber 1
Subscriber 2

m 000050 00: 0051

o An-nn-RA nan-ni-20

E0330355-812b-4c6a-878f-1c730b44 3 .
02102013 16:51:18

Sound Block 1 (H193.090.0: 144]

1

Wiese

Lambert

000000

- N0-27 11

m

Figure 72: Corrupt file fragment

2

shown in the Start column.

Double-click the fragment to play it. The playback will start from the timestamp
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4.5.5 Deleting Recordings

Recording deletion implies deleting the audio file, the video file and the recording info from the DB.

To delete a recording or mark it to delete, select the Delete option from its shortcut menu hit the Delete
key. You will then see the dialog shown on Figure 73.

Delete recordings @

Do you really want to delete the selected recordings?

[] Delete immediately

oves [ W |

Figure 73: Deleting recordings dialog
Tick the Delete immediately checkbox to delete the file(s) and the info stored in the DB right away.

To confirm deletion, click Yes. If you decided to delete the recording immediately, the deletion process
will start straight away.

ﬂ In case you send a request to delete a recording (with Delete immediately
checkbox ticked) while its playback is in progress, the playback will be stopped and
the recording will be unloaded from the player. If the recording is being played
back on another client application instance, you will be unable to delete it.

In case you have left the Delete immediately checkbox unticked, the recording will be marked as jif in
the column highlighted on Figure 74. Such recordings are stored on the disk and in the DB until you
delete them manually or through the cyclic recording mode.

/:_f Start pa... I/LHJ Statistics rl@ Call stats l/*{_:f VIP Cus... I/Scre&n Cap... ?Tﬂ proc...
o Date and time (® D Subscriber1 & [l Subscriber2 VIP @ 3 1|ilf [ Full name2
1002272014 11:28:20  00:00:14  30D1 =p 3002
1002272014 11:28:1 00:00:16 3001 f=p 3003 iif
100222014 11:27:30 00:00:18  30D1 |,'= 3002 » il
=
1002272014 10:49:58  00:00:14  20D1 = 3002 |
10/22/2014 10:43:38 00:00:16 3001 =p 3003

Figure 74: Displaying the recordings marked to delete

To delete multiple recordings, select them in the list and click the Delete selected option in the shortcut
menu or hit Delete. The process of deleting multiple recordings is similar to that of a single one.
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4.5.6 Printing Recording Info
While printing out recording data, the information will be displayed as a table containing the same fields

as the recording list. Only fields displayed on your screen in the print preview dialog will be printed out.

To print out data for various recordings, select these recordings in the list. Open the shortcut menu and
click Print. Adjust printable area as shown in Figure 75.

F
B\ PrintPreview_DialogCaption =] B e

i PrintPreview_Tool_File  PrintPreview_Tool_View PrintPreview_Tool_Tools

;I

~ PrintPreview_Tool_ClosePreview

FE Dateandtime ¥| (® |& Subscriber1 |& |8 Subscriber2 [VIP| @ 9] 1 |M| F

UL

Q22204

Ttild

StatusBar_Page_X_OF_X| .-

Figure 75: Print preview dialog

Once you have adjusted printing parameters, click (= in the dialog toolbar. To close the dialog, click
Close.
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4.5.7 Exporting Recordings

To export recordings and related files and data, select the recordings in the list and click the Export
option in the shortcut menu.

To export complex recordings (see also 4.3.5):

e If you want to export the entire recording or each simple recording it includes, select the complex
re cording title (Fig. 76):

= ;|:_f,"[r-:__»’dj:i_f,":j:;:.;_.-': 00350 176040

12092012 8:58:42 000019 176040 ? Flesn flter
11.[IEIi2[I123;5?:;4 l]EI;III;II :?E‘MD : ? Mo
1209201285628 00.00.20 176040 bl | Recording details
1209201285511 00:01:15 176040 ¢ @ Play
12.09.2012 85510 000756 176059 g X Delete
12.09.2012 8:55:02 o022 10136 £ T OCpen in Transcriber
12.09.2012 8:54:50 00.00:56 10470 o & print
ﬁ; Export
Recognition [
“ Mark as... ¥

Figure 76: Exporting the entire complex recording

¢ In case you only need to export some specific parts of the complex recording, select just the
relevant titles (Fig. 77):

_- r |i| 2092002 B55:11 00:0350 176040 H? Clean filter
Cooee 120922 85842 00:00:19 176040 = Al cutepoing calls
12.09.2012 8:57:34 00:00:30 176040 |-i - -
1209201285628 000020 176040 juf Y Recarding details
12.09.2012 85511 000115 176040 |¢{ @, Play
1209.2012 8:55:10 00:07:56 176053 4 > Delete
12032002 8:55:02 000222 10136 |¢i T Open with Transcriber
12109.2012 85450 000056 10470 H:& Print
9; Export
Recognition r
| P Mark as... 3

Figure 77: Exporting specific parts of a complex recording
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Configure exporting options (Fig. 78).

r@ Export

Save

Exporting columns

List with files v |
Join complex calls

Exported files:

Audio 3
Format
PCM, stereo IE'

Recognition results
Generate SLAVIC file

Visible in recording list

Date and time
Recording duration
Subscriber 1

Call direction
Subscriber 2

VIP

Recording status
Processed recording
Important recording
Recording to be deleted
Full name 2
Keywords

Recording station
Comments
Department

Channel 10

[] Others

[] Recording 1D
[ Unigue recording ID

»

m

List filename:

C\Users\User'\Documents'\Exportiexport. html

& The digital signature and the watemark will be lost in this mode [

Export

1 File saving mode selection

Figure 78: Exporting options

2 Complex recording export mode selection

3 File types to export

4 Columns displayed in the list to export

5 Field for specifying file name
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Select file saving mode (Fig. 79):

List: exporting only the list containing recording info (Fig. 80).

List and files: exporting recordings, related files and the recording list containing recording info

and file links.
Save
List (=]
List
List and files
Figure 79: Selecting file saving mode
F hl
@ Export [ESNEERSC
Save Exporting columns
List [#] Wisible in recording list L

Join complex calls

Exported files:

List filename:

Date and time
Recording duration
Subscriber 1
Call direction
Subseriber 2
vIP
Recording status
Processed recording
Important recording
Recording to be deleted
Full name 2
Keywiords
Recording station
Comments
Department
Channel ID

[7] Others
[] Recording 1D
[] Unigue recording 1D

m

Chillsers\User\Documents'Exportiexport. html

& The digital signature and the watermark will be lost in this mode

[ Export J [ Cancel l

Figure 80: List exporting mode
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Going forward, List and files exporting process is described (Fig. 81).

r@IE:-cF:n:irt L" Eg1

Save Bxporting columnz
[#] Visible in recording list -~
Diate and time i
Join complex calls Recording duration |
Subscriber 1 =
Exported files: [#] Call direction
Subscriber 2 i
Audio VIP
Format Recording status
Processed recording
PCM., stereo E‘ Important recording
Recording to be deleted
Full name 2
Keywords
Recording station
Comments
Recognition results Department

Generate SLAVIC file Channel 1D

[ Cthers
[] Recording 1D
[7] Unigue recording 1D -
List filename:
C:\Users' User\Documents'Export'export. html ]
& The digital signature and the watemmark will be lost in this mode [ Export ] ’ Cancel l

Figure 81: Exporting list and files
Tick the Join complex calls checkbox to save multiple simple recordings, included into a complex one,
into a single audio file and keep their original order. This way, there will be a single audio file and a single
row in the exported list for each complex recording. If you have not selected any of the simple recordings,
they will not be merged.

If the merge option is disabled, there will be a single audio file and a single row in the exported list for
each simple recording.

€Y STC 85 Smart Logger Il



Smart Logger I
User Guide Working with the Application

Specify if you wish to export audio files (Audio checkbox). From the dropdown list, select a codec to use
for converting audio files (Codec field, see Fig. 82). If the merge option is active, audio file conversion is
mandatory.

Exported files:

Audio
Format

PCM, sterec |E|

PCM, steren

PCM, maono

CCITT A-law, sterso
CCITT A-law, mono
CCITT w-law, steren
CCITT w-law, mono
IMA ADPCM, stereo
IM& ADPCM, mono
G5M 6.10, mono

M =

Figure 82: Selecting a codec

When the merge option is disabled (Fig. 83), you can select more file types to export.

Save

List and files |E|
[C] Merge complex calls

Exported files:

Audio
Format
lInchanged |E|

Video

Fax

Transcription
Recognition results
Generate SLAVIC file

Figure 83: Exporting with the merge option disabled

Video: agent video screen capture in the original format.
Fax: decoded fax messages in bmp format.

Transcriptions: transcriptions in doc format obtained through the Transcriber-Word module.
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Recognition results: full text recording recognition results in rtf, obtained through FTR Service.

When the merge option is off, you can save the file in its original format (see Unchanged in the Codec
filed) or convert it to a specified format.

1, Tosave the digital signature and the watermarks embedded into the file, you have to
- export it in the original format (select the Unchanged option).

When the merging option is enabled (Fig. 84), the related files (video recordings, decoded fax messages,
transcriptions) are not exported (you will not be able to select them in the Exported files area). Simple
recording recognition results will be merged into each complex recording and saved into a single file.

Save
List with files (=]

| Join complex calls

Exported files:

V| Audio
Format
PCM, stereo E

| Recognition results

| Generate SLAVIC file

Figure 84: Exporting with the merging option on
A SLAVIC file (see Generate SLAVIC file checkbox) is a container storing the date on linked audio and
video files. You can play such a file in SL2Player which synchronizes audio and video playback. You can
generate a SLAVIC in case either an audio or a video file is missing. If both are missing (neither Audio nor
Video checkbox is ticked), creating a SLAVIC file option is unavailable.

In the Columns to export list (Fig. 85) there are two groups of the recording list column titles:
Visible in recording list: columns currently displayed in the recording list.

Other: all the rest of the columns.
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i brot [ [ i
Save Exporting columns
List with files IE' Visible in recording list -~
Date and time F
[ Join complex calls Recording duration i
Subscriber 1 =
Exported files: [#] Call direction
Subscriber 2 i
Audio =
Fommat Recording status
Unchanged IE‘ Processed recording

Important recording
Recording to be deleted

Video [] Full name 2
Fax Keywords
- Recording station

Transcription Comments
Recoagnition results Department
Generate SLAVIC file Channel 1D

[] Others

[C] Recording 1D
\_ [C] Unique recording ID -
Ligt filename:

C\Users\User\Documents|Exportiexport. htmil E]

| Bpat ||  Cancel ]J

Figure 85: Selecting columns to export

Tick the checkboxes near the column titles to export the relevant columns.

In the List file name field specify the file name (including the path) for the recording list file. You can
either enter the file name manually (all non-existing folders will be created automatically) or select it
using a typical Windows dialog after clicking [...].
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The recommendable option is to save the file into an empty folder. You can save it in html, xIs, xlsx, csv
or xml formats (Fig. 86).

[ 4

@ Save As \ [
GOV' Ju v Computer » Local Disk () » Users » RecLists - | 4y || Search Rec Lists B
Qrganize = Mew folder = - (73
S Favorites *  Name e Duate modified Type Size

B Decltep Mo iterns match your search.
& Downloads

& Recent Places

4 Libraries
|'¥ Decuments
J? Music
b= Pictures
| Subversien
i Videos

& Computer
& local Disk (&) -

File narne: RecListl

Save as type:

Microsoft Excal 97-2003

= Hide Folders Micresoft Excel 2007
SV Tet

LT

Figure 86: Saving the file
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To export the list and the files, click the Export button (Fig. 87).

@ Export "
Save Exporting columns
List with files IE' Visible in recording list -
Date and time B
[ Join complex calls Recording duration |
Subscriber 1 =
Exported files: Call direction
Subscriber 2 w
Audio =]
Formit Recording status
Processed recording
Unchanged Iz' Important recording
Recording to be deleted
L [#] Full name 2
Fax Keywords
L Recording station
Transcription [7] Comments
Recognition results Department
Channel ID
| Generate SLAVIC fil
sneris e [7] Cthers
[F] Recording 1D

[7] Unigue recording 10

List filename:

Chlsers\User'Documents'\Exportiexport. html

Bpot ||  Cancel |

Figure 87: Exporting

Wait until the export is complete (Fig. 88).

il -
Exporting...

|

20%

Figure 88: Exporting status bar
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To view the file, click Yes in the dialog that will pop up (Fig. 89).

i i

Export

. Export complete, List of the exported recordings has been saved into

__,-'I ChUsers\Documents\Exporthexport.html file, Do you want to cpen
the exportedfile?

Click Yes to open the list file.

Ve || Mo

Figure 89: Export result message

The file will be opened with an application which is used by default in your system for such file types.
Figure 90 shows an example of an HTML file opened in a web browser.

Smart Logger II Export. 10/23/2014 2:58:15 PM

. Recording Subscriber Call Subscriber Recording Processed Important Recording to be Full name Hecording Channel
Date and time duration 1 direction 2 VIF <t recording recarding deleted 2 Keywords station Comments  Department o Filles.
wa
10232014 2:19:32 4 - STEYI T . " . . . 1 T oo
i 00:00:21 6649 Chagaing 95762713 No  Completed Ne Na Ne NEZALLIN af
slavic
10232014 2:18:33 % i : i z . nf
M 00:02:13 6692 Outgoing 6666 No  Completed No Na No NEZALLIN "
) I
slavic
v
10232014 217:11 - . . . . . . .
I, 00-01:12 1212 Incommng astensk No  Completed No Na No NEZALLIN o
slavic
10:2372014 2:17:11 v 1 . N - N N .
i 00:01:15 un Incoming asterssk No  Completed Ne Na Ne NEZALLIN of
) slavic
102372014 2:15:35 - . . - . N
P 00:03:57 6611 Incoming astest? No  Complesed No Na No NEZALLIN of
: shavic
wa
10232014 2-15:48 . . - P . . . . . of
I 00:02:00 6649 Onagong 95762713 No  Completed Ne Na Ne NEZALLIN af

Figure 90: Exported list

The list includes info on each recording, as well as links to the exported files (if List and files export mode
was selected). According to the files linked to a recording and the file types selected in the export dialog,
the Files column may list links to the following file types:

e wav, sl2: audio files

e wmy, rvf: video files

e bmp: fax message graphic file
e doc: transcription

o rtf: full text recognition result

e asr: info on keywords found with ASR Engine module
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e slavic: a container for linked audio and video files

In case complex recordings were exported with merging option disabled, they will have the +| icon
located on the left. Click this icon to view the info on simple recordings included in the complex ones

(Fig. 91).
. Date Recording . . Important Agent
Recording ID Time Duration Caller 1 Call Direction Caller 2 Recording g
209.2012 00:03:47 Incorming No Marilyn Wiese
201309380005739 231944
Recording ID Date Recording Caller 1 Call Direction Caller 2 Important t
Time Duration Recording Agen
12.09.2012 | Maril
201309380005700 |2 " 0 00:00:27 | Incoming | No (‘:ﬁéi\:
. . 12 " . | |annie
2010938000572 oo o) 00:00:43 | Outgeing No |Jackson
R - 1200.2002 . . o . 1 Matthew
2013093000579 50 000157 | Incoming | No Lindstrom
2092012
S, 12,08 "'l'ljll'lljljj 36 Incoming Mo
201309380004374 231930

Figure 91: Viewing complex recordings

Keywords Note

Keywords Note

thank you,

good service complaint

thank you

good quality

company service

kind

Files

Files
Wiy

In case you selected List and files mode while exporting, a dedicated subfolder will be created for files

within the same folder where the recording list is stored.

[=@] = ]
@uv| J v Libraries » Documents » RecLists » v |¥f || Search Rec Lists ,Ol
Organize = Share with « MNew folder =~ [ I@I
' Favorites - EoLc_l:ments library Arangeby:  Folder +
Bl Desktop lec Lists
8 Downloads 1 MName Date modified Date created Type
| Recent Places
W J 512 _files 21.01.2014 10:08 21.01.2014 10:08 File folder
& Libraries | 2] sl2_files 21.01.2014 10:11 21.01.2014 10:11 HTML File
3 Docurnents
J'- Music
=] Pictures -
’ 2 items

Figure 92: Export results

This subfolder will store audio files, videos, transcriptions and other files selected to export (Fig. 93).
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= B B
@-l;_;-rl ¢ Libraries » Docurnents ¢ Reclists » - +r' [ search Ree List 2
ﬂrgqm:c - Share with = Mew folder P “
T Favorites Documents library e
B Desktop Rec Lists
& Downloads Hame Ularbe rrcsdidied [rate created Type =
= Recent Places
. page older
g b @) 201311071630... Smartlogge c .
= TP —— |#] 1311071620... i
o' Music ) M1311071637... Smartlogger - PR
B3 Pictres #| M1311071637... e |
R Cubvarsion ®| N1311071637... e aer ire
H videos 4| M311071637... ® Sound
= A01311071708... farmation Co rie
N Computer | 201311071 708...
: &L Local Disk (€) =] 2013110717 4... 5 stion .
+| 201310071714...
=] 201311071714, T on Containe
i,-* Hetwork 4| M1311071714... Wave |
2 s aasxaazans = .
a 12 tems

Figure 93: Exported files

Related files, such as web page styles, are saved into the page folder.

4.5.8 Recording Color Labelling

You can use recording color labels to mark current recording statuses.

Y

You can label only the recordings which were previously saved. To label a
recording that is still in progress, use the Mark as option from the channel
shortcut menu (see 4.1.7 Managing Channels during Recording Process).

To mark a recording with color, select it in the list and click Mark as in the recording shortcut menu, then

select a relevant status from the nested menu according to the color code.
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You may also want to use the keyboard shortcuts listed in the menu (Fig. 94).

Clean filter

All 4007 calls

Reccrding details

Play
Delete
Cpen in Transcriber

Print

Pending

Figure 94: Recording color labelling

The recordings with a status selected will be highlighted with the relevant color (see Fig. 95).

= isti im : W Lst1 x

i
Subscriber 2 VIP @ 4

1062372014 1:56:58 P :00: I-) 95762713
107232014 1:54:47 P I-) 95762713

Figure 95: Recording list color code

You can customize recording statuses and their respective color codes. For in-depth information on color
label configuration and default color labels, please refer to 5.4 Color Labels.
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4.5.9 Recording Transcriptions

When transcription is enabled, Smart Logger Il creates a doc file containing conversation script and
related info. Transcribing is performed by means of the Transcriber Caesar module within the system. It
is a software module is a Microsoft Word add-in designed for quick conversation transcription.

To transcribe a recording, select the Open with Transcriber option from the recording shortcut menu.

For more in-depth information on working with the transcription module, please
refer to Transcriber Caesar Recording Transcription Module. User Guide.

4.6 Audio and Video Playback

4.6.1 Feature Overview
Smart Logger Il can play back the following types of data:

e Saved conversation recordings
e Saved video screen captures

e Live monitored audio signals

e Live monitored videos

To play back a piece of data of any of the types mentioned above, use the player area. Below there is a list
of actions you can perform using the player. For more in-depth information on each feature, please refer
to the sections specified in the Guide Sections column.

Feature

Player Elements

Guide Sections

Viewing signal oscillogram and Oscillogram, timescale, 4.6.2
current playback options indication elements
Managing audio and video = W e 4.6.3
playback 7\ !/ =~ etc.
Special audio playback modes 2) (S0) | (4«) (101 0m) 4.6.4
(tempo correction, noise S A AR 4 e
reduction, etc.)
Viewing and managing colored Oscillogram 4.6.5
marks
Viewing audio file properties E 4.6.7

- |

il
Unloading an audio file fromthe  “a | =
player N
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Feature

Player Elements

Guide Sections

Configuring playback options

Viewing file authentication
results

&)/ ctrl+shift+0
shortcut

©

4.6.6

4.54
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4.6.2 Player Interface

Figure 96 shows how the Player area may generally look like.

¥ Player - 2013-12-49-0900008/1P - 11/7/2013 5:14:46 PM
[w] 201312450000008 ¢ l " ! Al I I' I. ¢ *' 4t ! ¥ it # "' +

0:00:02 0:00:04 0:00.06 0:0006 0001 000:12 0:00:14 0:00:16 0:00:18 00020 00022 00024 0:00:26 00028 0:00:30 0:00:32 0:00:34 Dﬂﬁ 0:00:3§
1 ' ' I 1 1 ' I I 1 ' ' ' 1 ' I I '

e = e W el i - B e B LY

[00:00:10'

WM@®W=— ©@ & W1+ WO WH @) 4 ©

Figure 96: Player interface elements

1 Recording ID’s or agent names
2 Audio signal oscillogram
3 Indication elements

4 GUI controls for managing playback and configuring options

There may be multiple recording ID’s in the relevant area (Fig. 96) in case multiple recordings are being
played back. According to the system options, you can have agent name(s) here instead of recording ID’s.

The oscillogram area (Fig. 96) includes two charts corresponding to the left and the right channel signals,
the timescale and the colored marking option for specific fragments of the recording. Each channel refers
to Subscriber 1 or Subscriber 2. The upper track displays the left channel signal; the lower one is for the
right channel signal. The red vertical line which is moving while a recording is being played back locates
the current moment of playback.

Hi) The number of channels displayed in the oscillogram area depends on the
recording source. Analog lines are recorded through a single channel. Recording
through multiple grouped channels may include up to eight channels (see
4.1.6 Multichannel Recording).

Indication elements (Fig. 96) display the timestamp of the current playback moment and track signal
levels in both left and right channels (for stereo signals).

Interface elements for playback management (Fig. 96) are designed to manage audio and video playback,
as well as to configure playback options.

Hi) The player buttons for toggling modes change their look depending on the mode
status. When the mode is enabled, the button will highlight blue and go sunken.
For example, when loop playback mode is off, the relevant button for toggling it
looks like | @; when it is activated, the button changes to @
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When multiple recordings are being played back at the same time (Play simultaneously option from the
recording shortcut menu), the oscillograms will be placed in a column, one below another (Fig. 97). Use
the checkboxes near recording ID’s or agent names to mute or unmute a recording.

"4, Player - 2013-12-43-0000008/IP - 11/7/2013 5:14:46 PM
0:00.02 0:00:04 0:0006 ao.0s 0:00:10 0:00:12 0:00:14 0.00:16 0:00:18 0:0020 0:00:22 0:0024 0.0026 0:00:28 0:00:30 0:0032 0.0034 0:00:36 0:0038 0:00:40 0.00:42
1 1 I b 1 I v I I I I I I 1 L I I I I I I
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201312430000008 v i *
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Figure 97: Simultaneous playback

For simultaneous playback, actual recording time is relevant. For instance, if you selected two recordings,
there will be a delay between playing back the first one and the other. The delay depends on the time
period which separates the recording time of the first and the second audio file.

To change the oscillogram scale (width), spin your mouse wheel when the Player area is active (Fig. 98).

0:00:40 0:00:45 0:00.50 0:00.55 0:07:00 0:01:05 0:07:10 0:01:15 0:07:20 0:01:25
1 1 1 I 1 1 1 1 1 1

q | Wi 4+ —— ;E

Figure 98: Scaling the oscillogram

When zoomed in, the oscillogram area displays triangular controls in its left and right part; these controls
enable horizontal scrolling.
HTTPS .wmv file playback enables video caching. The caching process is displayed below the oscillogram

(Fig. 99).
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Figure 99: Video file caching

4.6.3 Managing Playback
To manage audio and video playback, use the following player Ul elements:

’J Start/resume playback (shortcut Ctrl+Shift+L)
‘ii) Pause (shortcut Ctrl+Shift+L)
'\!) Stop (shortcut Ctrl+Shift+S);
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‘«) Go to the previous recording in the list (if less than a 2-second fragment has been played
" back so far) or start playing the current recording from the beginning (shortcut
Ctrl+Shift+P)
. '-"/' Go to the next recording (shortcut Ctrl+Shift+N)
'j| Enable/disable loop playback. When this mode is on, Smart Logger Il will play back a

fragment of a recording cyclically. By default, the fragment duration is 3 s. When the player
reaches current vertical mark position, it will start playing the fragment in question all over
again. To specify a custom loop interval, go to player options and enter the desired value
into the Loop duration (s) field. If the loop interval is less than the area defined by the
current vertical mark position, Smart Logger Il will start playing back the recording from
the beginning.

The button look changes when the mode is activated and deactivated. When enabled, the
button is highlighted blue. The button toggles the mode once you click it.

| Q . Goto the next speech fragment (the closest to the current moment of playback). This
- button may be quite helpful when there is a long silent interval in the recording you are
playing back and you need to quickly reach a fragment where the callers start talking again.

of () Change sound volume

4.6.4 Special Modes

While playing back the recordings, you can enable various special modes. Each mode and button for
enabling/disabling it is described below.

(=5 | Automatic gain control (AGC) mode. In a playback channel, AGC is performed within the
range specified in the AGC range field of the Player options dialog. The button look
changes when the mode is activated and deactivated. When enabled, the button is
highlighted blue. The button toggles the mode once you click it.

i {.;. : Adaptive noise reduction mode. In a playback channel, adaptive noise reduction is based

. on the values specified in Noise reduction: mode and Noise reduction: threshold fields

located in the Player options dialog. The button look changes when the mode is
activated and deactivated. When enabled, the button is highlighted blue. The button
toggles the mode once you clickiit.

(«)[1.0] M) Tempo correction mode. To slow down or speed up the_playba_ck tempo

e - between 0.3 and 3.0 with no pitch distortion, click the (“¢) or ™) button
respectively (0.1 per click). You can view the current tempo value in the box
between these two buttons.

You may enable or disable any of the modes described above while playback is in progress. In this case,
audio playback options will be immediately modified. For more in-depth information on managing
special modes, please refer to 4.6.6 Player Options.
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4.6.5 Working with Colored Marks

You can use oscillogram colored marks (both pre-configured and custom) to add and store the info
related to any fragments of the recording.

To manage colored marks display options, use the player shortcut menu which is available by right-
clicking on the timescale (Fig. 100).

Display apps in use
Manual label input
Silence
Speech

Talk at once

[ L<IEdfeIlel<]

Talk owver

Add label

Figure 100: Timescale shortcut menu
This shortcut menu includes the following elements:
Display apps in use
Tick the checkbox to show which apps the callers used throughout the conversation.
Manual label input

Tick this checkbox to display custom labels.

Silence
Tick this checkbox to mark fragments where both callers say nothing.

Speech

Tick this checkbox to display the fragments where one caller at least is talking.
Talk at once

Tick the checkbox to mark out the fragments where the callers talk over one another.
Talk over

Tick this checkbox to highlight the fragments where one caller interrupts the other.
Add label

Allows you to create a custom mark, enter a custom comment and use it for marking the
recordings.
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Check all the relevant checkboxes to highlight the desired fragments on the oscillogram; untick the
checkbox(es) in case you no longer need those fragments highlighted.

jr) Talk over, Silence, Talk at once and Speech marking info is saved into the file
while the latter is being recorded. Keyword info is stored in the DB. The info
displayed upon ticking Custom marks checkbox is saved into the DB after each
custom mark has been added (see New mark shortcut menu option).

You can customize color code applied to the marks (see 5.6 Assigning Color Codes for the Player).

To add a new custom mark, right-click the oscillogram area and select the New mark option (see
Fig. 100). In the dialog that will pop up, enter a comment and click OK (Fig. 101).

|'\

-
@ Custorm mark comment | %

Customer getting angry

31 character left
| ok | | cancel |

Figure 101: Entering a comment to a custom mark

The mark will then be displayed on the oscillogram if the Custom marks checkbox in the timescale
shortcut menu is ticked. You can see your comment when aiming your mouse pointer at the mark
(Fig. 102).

Figure 102: Viewing a custom mark on the oscillogram

To edit the mark comment or remove the mark, right-click it and select the required option from the
shortcut menu (Fig. 103).

0:00:14 | 0:00:16 0:00:15
1 1 1

"" Edit mark
‘h Femove mark

Figure 103: Options for editing and removing a mark

When editing, enter a new comment as shown on Figure 101.

When removing, you will have to confirm the action.
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4.6.6 Player Options

To view or modify player options, click the 5_9 button in the Player area (shortcut Ctrl+Shift+0). You

will see the Player options dialog shown on Figure 104.

Player options @
4 1. Audio
Balance 0
Loop durstion (s) 3
AGC range (dB) 30
Speech detection threshald a00
Moise reduction: threshold 20
Moise reduction: mode Telephone line
Start playing from [s) 0
Mixer Click here
Show comments on oscillogram iy
Show absolute time on oscillogram (ff
4 2 Saved video
Enable video On
Enable video auto-scaling iy
Video size () 100
a 3. Live video
Enable video On
Enable video auto-scaling iy
Video size () 100

| oK

==

)

[ Restare ] [ Default ]

Apply

Figure 104: Player options dialog

Use the sliders to set the numeric values; the range boundaries are determined by threshold values.

The 1. Audio options (Fig. 105) contain the fields described below.

1. Audio

Balance

Loop durstion (s)

AGC range (dB)

Speech detection threshald
Moise reduction: threshold

Moise reduction: mode

Start playing from [s)

Mixer

Show comments on oscillogram
Show absolute time on oscillogram

1]

3

K1)

800

20

Telephone line
1]

Click here

On

it

Figure 105: Audio options
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Balance

Stereo signal balance in both right and left channel. A positive value shows a balance shift
towards the right channel, while a negative value means a balance shift towards the left
channel.

Loop duration (s)
Indicates the duration if a fragment to playback when the loop playback mode is on.
AGC range (dB)
Range of the input signal change used to adjust the level.
Speech detection threshold
Minimum level of the signal (in dB) recognized as speech.
Noise reduction: threshold
Maximum level of the signal (in dB) identified as noise.
Noise reduction: mode

A mode selected from a dropdown list according to the signal source used for audio
recording. The only options are Telephone line and Microphone.

Start playing from (s)

A value in seconds indicating the timestamp from which the playback will start. Configure
this option to avoid playing back from the very beginning (e.qg. if the recording starts with
answering machine or fax signals).

Mixer
Options used to configure multichannel recording playback.
Show comments on oscillogram

Use this option to enable or disable displaying comments to the custom marks. Select
On to display the comment text when aiming the mouse pointer at the mark, and Off to
disable the comments.

Show absolute time on oscillogram

Select Off to display the time kept from the recording start; select On if you want the time
scale to show the real time when the recording was made.

To access the mixer options, click the [«]icon located to the right of the Mixer field (Fig. 106).
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Player cpticns @
4 1. Audio
Balance 0
Loop duration (s) 3
AGC range (dB) 30
Speech detection thrashald 200
Moize reduction: threshold 20
Moise reduction: mode Telephone line ‘
Start playing from [5) 0
Micer (Click here -
Show comments on oscilogram — -
Show absolute time on oscillogram L l_l 100
4 2. Saved video #
Enable video m| r U o
Enable video auto-scaling
Video size (%) | L [J 0
4 3. Live video 2
Enable video M =} |_| 100
Enable video auto-scaling N_ =
Video size () 100
| ok | | cancel | | Apply
[ Restore ] [ Default ]

Figure 106: Mixer options

Use mixer options to adjust signal level in both right and left channel. The first two sliders adjust track 1,
the other two manage track 2).

'E You cannot use the mixer when playing back the recordings that include more
*=  than 20 channels.

You have the following controls available to adjust each channel:

Enable solo mode
Mute
¢ T g il 9
Adjust left (L) or right (R) channel signal
R -----_---’---?D
J Signal level

\!') Mixer options are applied once edited and may be modified while playback is in
progress.

€Y STC 104 Smart Logger Il



Smart Logger I

User Guide Working with the Application

Enable the Solo mode to playback the channel in question only; use the Mute mode to mute it. You can
enable the Solo mode only for a single channel; you can mute multiple channels, though. To disable

either mode, click S or M once again.

The 2. Saved video options (Fig. 107) include the following fields:

2. Saved video
Enable video On
Enable video autoscaling on
Video size (%] 100
Figure 107: Saved video options
Enable video

Use this option to enable (On) or disable (Off) saved video playback.

Enable video auto-scaling

Use this option to enable (On) or disable (Off) video auto-scaling, so that it may fit the
video playback window size.

Video size (%)

A percentage determining video playback window size relative to the agent’s screen
resolution. When the Enable video auto-scaling option is on, this one is grayed out.

The 3. Live video options (Fig. 108) include the following fields:

a 3. Live video
Enable video On
Enable video auto-scaling Ly
Video size (%] 100
Figure 108: Live video options
Enable video

Use this option to enable (On) or disable (Off) live video playback.

Enable video auto-scaling

Use this option to enable (On) or disable (Off) video auto-scaling, so that it may fit the
video playback window size.

Video size (%)

A percentage determining video playback window size relative to the agent’s screen
resolution. When the Enable video auto-scaling option is on, this one is grayed out.

The Player options dialog also includes the following buttons to handle changes:
OK: Apply changes and close the dialog

Cancel: Discard changes and close the dialog
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Apply: Apply changes without closing the dialog
Restore: Restore the latest saved changes

Default: Restore default settings

4.6.7 Viewing Audio File Properties

To view the properties of an audio file, upload it to the player and click the'-f%!) button. You will then see a
window with the file format info (codec, sampling rate, sample bit count, stereo/mono) and the metadata
the file contains (Fig. 109).

Recording properties @

Recording format: Mu-Law 8.000 kHz; 16 bit; Stereo
Metadata

Mame Yalue it
CallCategory 0

CallChannelID 0

CallCompleted True E
CallCtCallCompleted False

CallCtilnternal Call False 3
CallDirection 0

CallDuration 42

CallHasTextFile False

CallD 2d36697e-1583-47d3-88f3-c78bdcfaebll
CalllsFax Falze

CalllsImpartant Falze

CalllsInternal Call 18688

CalllsTrash False -

Figure 109: Audio file properties

\ij) Sample bit count may be displayed correctly only in case it was registered during
the recording process.

The metadata list shows audio file tags and their values, i.e. related audio file info.
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4.7 VIP Customer Contact List

4.7.1 Feature Overview

VIP customer contact list help you store information on important call center clients. The contact list also
enables marking VIP customer conversations in the DB.

Below there is a list of features available when handling VIP customer information. For more in-depth
information on each feature, please refer to the sections specified in the Guide Sections column.

Feature GUI Elements Guide Sections
Viewing and searching Database area, VIP Customers tab 4.7.2
through VIP customer contact
list
Adding VIP customer details VIP Customers tab, Add new button 4.7.3,47.4
and importing them from a
CSVfile
Editing VIP customer details Selecting a customer from the list on 4.7.7

VIP Customers tab
Deleting VIP customer details ~ VIP Customers tab, Delete option from 4.7.7

the list shortcut menu
Viewing VIP customer details ~ Recording area, Operators tab, VIP 4.2.2
while handling a call column
Viewing VIP customer details ~ VIP column in recording lists 43.4,4.7.5
in recording lists
Searching for VIP customers’ Recording list > Filer menu option, 44.3,4.7.6

calls Callers tab, VIP Customers area
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4.7.2 Viewing VIP Customer List

VIP Customers tab in the Database area hosts the list of the VIP customers whose details are stored
within the system. In the right part of the tab you can edit the details of the customer you selected in the
list (Fig. 110).

i Start page ]/ Event log ]/EHJ Statistics /ﬁ_:f VIP Customers X ]/? List 1 ]/1- ]
VIP Customers Editor
HF Add new |-
Q Mame Roger Lambert
Full name Phone nurmber = Company Lambert and Sons, Ltd.
Company Position
Wayne Lambert Position Director of Sales
Lambert and Sons, L.. CEQ 15843675
Roger Lambert Comments Tough guy, often gets frustrated
. +15849674 =
Lambert and Sons, L... Director of Sales
Leana Jehnson
. . +165832544
Awesome Solutions,.. Business Developme... e
Tl Jel Phonel +15849674 ar
ohn Johnes
165832548
Awesome Solutions,... Commercial Director *
John Doe 165832546
Awesome Solutions,... CEC -
Jaime Lanes
+165832545

Awesome Solutions...

Director of Sales

Figure 110: VIP Customers tab

VIP Customers tab details the following information on each customer:

e Full name

e Company name

e Position

e Primary phone number

e Comment icon (if any comment is present)

To sort the list, click the desired column.
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To filter specific customers by their names, company names, positions, phone numbers and/or comment
texts, start typing in the field located above the list (Fig. 111).

VIP Customers

o Add new -

Q Lam 216 €3

Full name &
Phone number r

Company Position

Roger Lambert

Lambert and Sons, L... Director of Sales iapionTs o

Wayne Lambert 35BAGGTS

Lambert and Sons, L. CEQ

Figure 111: Filtering VIP customers

To clear the filter and go back to the original list, click 3 or just clear the field with your Backspace key.

4.7.3 Adding New VIP Customer Details

To add a new VIP customer into the database, click the Add new button located above the list. Specify

the customer details in the Editor area (Fig. 112).

Editor
Name Janeth Richards
Company Crange Agency
Position Regional Director
Comments Hates it when you miss her calls
Phonel +184756235

Figure 112: Specifying new customer details

1Y, Name and Phone 1 fields are mandatory (at least one phone number must be

specified).

To add another phone number, click = and enter it in the field that will show up (Fig. 113).
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Phonel +184756235 x
Phone 2 +16580478537 x el

Figure 113: Entering a secondary phone number

You can add more phone numbers in the same way. To delete a number, click the ¥ button located in
front of it.

‘ Each phone number in the VIP customer contact list must be unique.

Once you click Save, the phone numbers are checked automatically and any “odd” characters are
removed (the only relevant characters are numbers and the + character the number begins with).

When you click Save, the VIP customer will be added to the left-hand list (Fig. 114).

VIP Customers Editor
P " Add new I'-
Q Marme Janeth Richards

Full narme e x Company Crange Agency
Company Pasition

Wayne Lambert N— Pasition Regional Director
Lambert and Sons,... CED

Roger Lambert

Lambert snd Sons,.. Director of Sales
Leana Johnson

Awetome Solution.. Business Develop..

Comments Hates 1t when YOou miss her call

=15849674 L

=165832542

+16569478537
John Johnes Ehoned

Awesome Solution... Commercial Direct... fe e

John Dice Phane 2 =1B4T36235 b 4

Awesome Solution.. CEQ
|Janeth Richards
Orange Agency Regional Director

Jaime Lanes

Awesome Solution... Director of Sales

-165832546
+16589478537 1]

«165832343

Figure 114: VIP customer added to the list
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4.7.4 Importing VIP Customer Details from a CSV File

You can import VIP customer details from a CSV file. An example of data such a file may contain is shown
on Figure 115.

Name; Company;Position;Comments;Phones
Peter McBride;Awesome Solutions LLC;Implementation Engineer;Imported;+16589995|+16589997
Mariana Rojas;Soluciones Perfectas S.L.;Regional Manager;Imported;

Claire Guillaume;National Bank of Benin;Senior Consultant;Imported;+11111111

Figure 115: An example of a CSV file to import

Please note this file format has the following features:
e Rows are delimited with a carriage return
e Fields are delimited with a ; (semicolon)

e The fields must appear in the following order: Name company, position, comments, phone
numbers

e Phone numbers are delimited with |
e The file may or may not have a title (see the first row on Fig. 115)
e The file must be saved as CP1251 encoding.

The phone numbers listed in the file must not coincide with the existing numbers
in the VIP customer contact list.

To import a VIP customer contact list from a CSV file, click the E| button located near the Create new
button and select the Import option (Fig. 116).

VIP Customers

Add new -

Q Create Mew
Import

Full name

Figure 116: Import option
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Select a CSV file in the Windows dialog that will show up and click Open (Fig. 117).

r =
@ Select a file to import | P2 |
‘A — - " |
l\../”\...) | / » Libraries » Documents » Smartloggerl v|d’v,|| Search SmartLoggerll pe

Organize = Mew folder =~ 0O @
it Favorites — Documents library Anangeby: Folder
Bl Desktop SmartLeggerl
& Downloads Mame Date modified Date created Type
5l Recent Places =
@ VIP_list 23.01.2014 17:43 23.01.2014 17:38 @aiin Microsoft Excel, cogepaawumii sHaqen
- Libraries
@ Documents
J? Music
[&=] Pictures
gﬂ Subversion
E Videos
v 4 1 3
File name: VIP list - [csviiles (esv) -
l Open |v] l Cancel l

Figure 117: Selecting a file

You will then be notified on the import results (Fig. 118).

[ Result

3 of 3 entries imported, no errcr

Figure 118: Import result notification
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VIP customer details will be added in the list (Fig. 119).

VIP Customers Editor
Acd e E
Q imported 3410 63 Name Mariana Rojas
Full name s ® Company soluciones Perfectas S.L.
Company Pesition

: Position Regional Manager
Peter McBride .

' +16589995 ®

Awesome Solution... Implementation E...
Mariana Pk > ” » Comments Imported
Claire Guillaume

-+ L.4]
Mational Bank of B... Senior Consultant L g

Phone 1 +55E647813

Figure 119: Import results

4.7.5 Viewing VIP Customer Info in the Recording List

VIP customer conversation recordings are marked with the + icon in the VIP recording list column. To
view VIP customer details, aim your mouse pointer at the icon (Fig. 120). In the Full name 2 field you will
be able to see customer’s full name.

% Date and Time .E‘ Caller 1 .L"; nl-l’.‘i Caller 2 VIP  Full Name

28.10.201317:23:41 oooo:Zz 7198 k=p 877764305
2810.201217.2338 00:02:31 1405 lg= B7Z7ZEE2E Wayne Lambert,
28.10.201317:2335 ono23  Oi7E ¢=. 877544450 P SO

L. 3102013171529 ono0o:0z - 7034 =g B0 Wayne Lambert

L 3102013171577 00003 - 7030 =p 8030 Janeth Richards
102013171505 oooo0z 7026 l=p 8026 Jaime Lanes
3102013171458 o021 7034 = 8038 John Johnes

Figure 120: Viewing VIP customer conversation details

If a recording contains a non-VIP customer conversation, its VIP field is blank.
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4.7.6 Searching Recordings by VIP Customers

To configure a VIP customer based filter, go to the recording list and select Recording list > Filters menu

option (see also Section 4.4.3). Once the Filtering and sorting dialog shows up, go to the Subscribers

tab (Fig. 121).

Filtering and sorting

=5

Manage custom fitters

E [ Shared [ Save filter ] [ Remaove filter ]

Custom filter

| Summary | Call ID | Channels | Subscribers | Details | Speech | CTI | Userfields | Sorting | External dictionaries | QM

Subscriber 1
[ Phene number

[ Full name

" Subscriber 2
[ Phene number

[ Full name

VIP Customers

[7] VIP-Calls

VIP Customers

Clear all
L

[F] Openinanew tab [

0K

)

Cancel

>4

Figure 121: Configuring VIP customer filter

Tick the VIP-Calls checkbox to filter VIP customer calls. Tick Yes to search for VIP customer conversations.

Tick No if you do not want VIP customer conversation recordings to appear in the search results.

Check VIP Customers to search for specific VIP customers. In the dropdown list, tick the VIP customers

you want to appear in the recording list. Then click OK.
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The search results will appear in the active recording list (Fig. 122).

i Statpage || Eventlog |l Statistics | viPcustomers W ust1 x [+ | R
— 4 October2013
E Date and time G ESubrsai:»Efl ﬁ Eﬂt&aﬂ:ﬂz VIP Full name - MTWTFS 5
W 1271972013 6:45:37 PM 00H03:32 6943 9395 Janweth Richards 123456
| AR 78910111213
1219201361831 FM 00020 6246 b+ €728 & Wawne Lambert il b
121972013 6:16:24 PM D0-07:09 6628 [ 2attestd - Jaarne Lanes — M 27 M T
12192013605:20PM 000070 6628 b €611 &  ohn Johnes BAAN
12192013600:32PM 000010 6652 = €765 & Maiana Rojas
12192013 5:22:54 PM 00H00:18 6922 H= E622 = Petar McBride
12192013520:33FM 000148 6675 = €927 &  Claire Guillaume Caer
1219201352015PM 001205 6118 by €728 +  Roger Lambert LT STRL T
K ] ] r
[3748/3748] 1 13176 Database refresh: disabled Refieshpaticd (@ 000020 - | [ Auto refresh

Figure 122: Search results

4.7.7 Editing VIP Customer Details

To modify VIP customer details, select the customer from the list, make necessary changes and click Save
(same as for adding customer details, Fig. 123).

VIP Customers Editor
|':% Add new |v
| Q | Mame | Leana Jehnson |
Full name \3 -
Phone number = Company | Awesome Sclutions, LLC |
Company Position
Wayne Lambert 15840675 Position | Business Development Manager |
Lambert and Sons,.. CEC N
Roger Lambert Comments Top priority feustomer!

Lambert and Sons,.. Director of Sales AR &

John Johnes Phonel +16583254 | 4
Awesome Solution... Commercial Direct... AT
Jofn Doe +165832546
Awesome Solution... CEQ
Janeth Richards
Orange Agency Regional Director AR =
Jaime Lanes
+165832545

Awesome Sclution.. Director of Sales

Figure 123: Editing customer details

When you aim your mouse pointer at the = icon next time, you will be shown the updated details.
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4.7.8 Removing VIP Customer Details

To remove VIP customer details, click Remove in the shortcut menu (Fig. 124), then confirm your action.

VIP Customers

=k Add new -
Q
Full name
Phone number =
Company Position
Wayne Lambert 15849675
Lambert and Sons.. CEC N
Roger Lambert
Lambert and Sons.... Director of Sales 15843674 =
Leana Johnson
+165832544 &
Awesome 5ol Fap...
x Remowve
John Johnes
+165832548

Awesome Solution... Commercial Direct...
Figure 124: Removing VIP customer profile

After removing VIP customer details, you will be still able to see the relevant info when aiming your
mouse pointer at the © icon in the recording list.
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4.8 Viewing Statistics

4.8.1 Feature Overview

You can view visualized statistics on recordings on the Statistics tab (Fig. 125).

i statpege ' \llaStatitics | an Agentstats | g VIPCustemers | Screen Copture |" e |" st 1 [{ Lstz .i'j.llskz . .1_.'].

Figure 125: Recording statistics

The tab shows 4 charts: Number of calls, Average call duration, Call distribution by direction and Call
distribution by channels (TOP 8).

To hide the Statistics tab, click the 3 (close) button near the tab title. You can also use View > Statistics
menu option to manage the tab display settings.
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4.8.2 Number of Calls Chart

You can see an example of a Number of calls chart on Figure 126.

Mumber of calls
16
ETWD weeks ago
140 .Lastweek
120
108
80
&0
a0
Fri Sat Sun Mon Tue Wed Thu
Current week Previous week
Average number of calls per day 18 42
Trend 57% b 27%

Figure 126: Number of calls chart

The chart allows you to analyze absolute number (and its dynamics) of the calls logged.

The cart shows daily call count for the current and the previous week. The Y-axis shows the number of
calls, while the Y displays the days of the week. The reference part on the right explains the color coding
used.

Below the chart, you can see average number of calls per 24 hours for the current and the previous week
(Average number of calls per day), as well as the increment percentage for the current week compared
to last week (Trend). Positive dynamics is displayed in green, while negative dynamics is shown red.
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4.8.3 Average Call Duration Chart

You can see an example of an Average Call Duration (sec) chart on Figure 127.

=]
=

[
=

Awverage call duration (sec)

Fri

Average call duration (sec)

Trend

Sat Sun Man Tue Wed

Current week Previous week
102 97
5% 5% ¥

Thu

ET\ND weeks ago
.Lastweek

Figure 127: Average call duration chart

The chart allows you to analyze absolute number and the dynamics of the average call duration.

The cart shows daily average call duration for the current and the previous week. The Y-axis shows the
duration, while the Y displays the days of the week. The reference part on the right explains the color

coding used.

Below the chart, you can see average call duration per 24 hours for the current and the previous week
(Average call duration per (sec), as well as the increment percentage for the current week compared to
last week (Trend). Positive dynamics is displayed in green, while negative dynamics is shown red.
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4.8.4 Call Direction Breakdown Chart

You can see an example of a Call distribution by direction chart on Figure 128.

Call distribution by direction

120

.Inonming

100 .Dutgculng
80
60

40

20

oo

22 Oct 23 Oct

Figure 128: Call distribution by direction chart

This chart enables you to analyze the ratio between incoming and outgoing calls for the last 5 business
days.

Green is for outgoing calls, blue stands for incoming.

Each colored bar height shows relative number of incoming and outgoing calls made within one day. The
Y-axis displays the percentage, the X shows dates. The number of calls appears on green and blue areas.
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4.8.5 Channel Breakdown Chart

You can see an example of a Call distribution by channels (TOP 8) chart on Figure 129.

Call distribution by channels (TOP 8)

i00

i
| [

BO

60

40

[s611

oo

22 Oct 23 Oct

Figure 129: Channel breakdown chart

This chart allows you to analyze the breakdown of the calls logged through different channels within the
last 5 business days.

The reference list below the chart explains the color coding for the channels.

Each colored bar height shows relative number of calls received through the relevant channel within one
day. The Y-axis displays the percentage, the X shows dates. The number of calls appears on colored areas.
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4.9 Working with Reports

4.9.1 Feature Overview

You can generate different types of reports on logged phone conversations.
For any actions related to reporting, use the Reports tab located inside the Database area.
The tab comprises the following areas:

The area with the list of available reports is located on the left.

The area for specifying report parameters is located on the top of the screen. There you can set
time period, operators and other parameters.

The report area is located below the report parameters. This area displays the report after all
required parameters are specified.

4.9.2 Types of Reports

A report is generated based on the data collection process you can configure through filtering options.
Reports can be grouped. Thus, phone call reports are gathered in the Calls group. The list of available
reports depends on user rights and installed modules (Fig. 130).

- Calls

Conversation data
Conversation duration
Detailed conversation data

Repeat calls
- Access rights

Resource access rights
Resocurce access rights history
User access rights

User access rights history
= Users

Il=er list

Figure 130: The list of available reports

Use the report tool bar Find box to search for a specific report.
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For more information on access rights and user account restrictions, please refer to
Smart Logger Il Multichannel Call Recording and Monitoring System. Security
administrator guide.

For information on default (pre-configured) reports and the relevant filters, please see the table below.

Report Type Description Filters/Parameters

Conversation data Basic info on the logged conversations Extraction date, agents,
serviced by each agent (average groups, departments,
duration, silence percentage, locations
agent/customer speech percentage)

Conversation duration Number of conversations with Extraction date, agents,
different duration handled by each groups, departments,

agent. You can specify the conditions  locations
for deeming conversations as short or

long.

Detailed conversation data Same as basic conversation info, but Extraction date, agents,
additionally includes call date and groups, departments,
time, customer phone number and locations
keywords

Repeat calls Statistics on customer repeat calls Extraction date

4.9.3 Generating a Report

To generate a report, go to the Reports tab, specify report generation parameters and click the Show
report button.

Specify a type of report you want to generate by selecting it from list of available reports on the left and
specify required parameters.

Click View report and wait until the report is generated and displayed within the same tab.
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4.9.4 Report Export and Processing

To work with a report, use the toolbar which consists of the following areas:

s

1 from 2 P DI.IT @ & E A3 ;n!,vT 100% 'T Find | Next
1 A 2 A 3 A 4 y,

Figure 131: Report tool bar

1 Report navigation panel
2 Report processing tools
3 Zooming options

4 Search box
Use the report navigation panel to move through a multiple-page report.
For report processing, you can perform the following:
&3 Printreport
) Enable/disable report preview
21 Configure printing options
e, - Exportinto a file

In zooming options box you can specify either a percentage or a fixed size (either Page wide or Full
page). After modifying the zooming options, click the (%) toolbar button.

To search for text values the report contains, type the text into the relevant box and click Find. To move

to the next search result, click Next.

To export a report, click the =, - toolbar icon; in the dropdown list, select the format (Fig. 132) you want
to convert the report to.

EY

#ML file with report data

C5V (comma delimited)
| PDF

MHTML (web archive)

Execel

TIFF file

Word

Figure 132: Export formats
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Once you have selected the format, a Windows Save File dialog will show up. Specify the folder and the
file name for the report to export.

To configure printing options, click the ] button located on the toolbar, then select available printing
options in the Windows dialog that will pop up.

To enable report preview mode, click the | ] toolbar button. The page will be displayed in the full size
mode. To disable preview mode, click |_JJ again.

To print a report, click the =i button. Select a printer and configure the printing options through normal
Windows dialogs.
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5 Application Settings

5.1 Feature Overview

You can configure the application settings listed in the table below. For more in-depth information on
each feature, please refer to the sections specified in the Guide Sections column.

Guide
Feature GUI Elements Sections
Language settings Tools > Language settings menu option 5.2
Basic Ul settings, audio  Tools > Options menu, Basic tab 53
device settings, etc.
Color labels used to Tools > Options menu, Color labels tab 54
mark recording status
Start page display Tools > Options menu, Start page tab 5.5
settings
Assigning color codes Tools > Options menu, Player color codes tab 5.6
for the player

*i:) The color codes assigned for the recordings and the player are the same for all
client applications working within the system. Other settings may be configured
differently for each Smart Logger Il application instance.

5.2 Language Settings

To modify language settings, select Tools > Language settings menu option. A dialog shown on
Figure 133 will pop up.

r© -
@ Language Settings Iﬁ
% UI language: English

Figure 133: Language settings
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To change language and regional settings, click the flag icon. Select the relevant flag for the desired
language; to view the language name, aim your mouse pointer at the flag (Fig. 134).

UL ‘G Je: English

ok ) [ Conea |

L A

Figure 134: Selecting a language and regional settings

To apply changes, click OK. To discard changes, click Cancel.
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5.3 Basic Settings

To configure the basic settings, select Tools > Options menu; the General tab will be active by default
(Figure 135).

@ Cptions | 28

General | Recarding| Color labels | RCID values | User fields | Start page | Player colors | LDAP setings

Maodmum number of recordings in recording list thousands) 20
Fax Reader executable file path

Fax Reader options (mode 1) 1

Fax Reader options (mode 2) o2

Audio devices in uze Windows default device
Download files before playing Ot

Maximum number of entries in the event log 5

Call duration thresholdin seconds (type O to disable) 120

OK | | Cancel

Figure 135: Basic application settings

Use the sliders to set the values; the range boundaries are determined by threshold values.

The tab includes the following fields:

Maximum number of recordings in a list (thous.)
Maximum number of rows displayed in a recording list.
FaxReader executable file path
A path to the Fax Reader executable file (in case the Fax Reader module is installed).
FaxReader settings (mode 1)
Fax Reader mode 1.
FaxReader settings (mode 2)
Fax Reader mode 2.
Audio device(s) in use

Audio device(s) used for audio playback. You can select multiple devices from the dropwon
list

Download files before playing
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This option determines whether the audio files will be copied to a temporary folder before
they are played back. You can either enable (On) or disable (Off) this option. In case it is on,
the recordings will be copied to a temporary folder in the %TEMP% environment variable.
When you play back the recording once again, Smart Logger Il checks whether the file has
been already downloaded to the temporary folder; in case it has, no more downloads are
required. Upon the next run, the application will clear the temp folder.

Maximum number of entries in the event log
Maximum number of strings in the event log (Event log tab).
Call duration threshold

Select the maximum duration (in seconds) that will be considered acceptable. When this
value is exceeded, the recording duration in the agent list is highlighted red.
To disable duration exceeded alerts, select 0.

To apply changes, click OK. To discard changes, click Cancel.
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5.4 Color Labels

To view or edit recording statuses and their respective color codes, select Tools > Options menu and go
to Color labels tab (Fig. 136).

Application Settings

@) Options | R |

General | Recording| Color labels | RCID values | User fields | Start page | Player colors | LDAP settings |

oot e
Toprocess

T Delete
Processed

For review Rename
Confirmed
Returned
Ready |:| Background

[ ok || cancel

Figure 136: Color labels tab in the Options dialog
Figure 130 shows the list of statuses and color codes used by default. For each status, you can modify the
following:

1. Background color. Select the desired status from the list and click the Background button, then
select a color from the dialog that shows up.

2.  Text color. Select the desired status from the list and click the Next button, then select a color from
the dialog that shows up.
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To add a new status, click the Add button. In the pop-up dialog enter the new status name (see Fig. 137).

.
Edit color label name | 2 |

Enter color label name:

Mizsed

Figure 137: Entering the new status name

The new status will be shown in the list and selected by default (Fig. 138).

@ Options | X

General | Recording| Celor labels | RCID values | User fields | Start page | Player colors | LDAP settings |

ot e

Processed
Far review
Confirmed
Returned

Ready Background
Missed |:|

[ ok || cancel

Figure 138: New status shown in the list

To set new status background and text color, use the same Background and Text controls you used to
edit existing statuses.

To rename a status, click the Rename button. You will be able to change the name using the dialog like
the one shown on Fig. 138.

! "_\ You cannot rename the default statuses (those shown on Figure 136).

To delete a status, hit the Delete button.
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When you have added a new status, you will be able to select it in the recording shortcut menu (Fig. 139).

? Clear filter

? All calls labelled as To process

# Recording details

@J Play

X Delete

T Open with Transcriber

,.:?i Print

ﬂ_). Export

||:'J Mark as... g MNone Ctrl+0
To process Crl+1
Processed Ctrl=3
For review Cerl+4
Confirmed Ctrl+5
Returned Cirl+6
Ready Cirl+7

- Missed Cirl+8

Figure 139: New status in the recording shortcut menu

To enable the new status, you can now use a new shortcut displayed to the right of the status in question
(on Figure 139, this shortcut is Ctrl+8).

\ii) Color label options apply to all client applications sharing the same DB.

To apply changes, click OK. To discard changes, click Cancel.
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5.5 Configuring the Start Page

To configure start page display settings, click Tools > Options, then go to the Start Page tab (Fig. 140).

! E You may only configure the start page if you have the Administrator privileges.

@ Options | Z |

|Genera| | Recording| Color labels | RCID values | User fields | Start page | Player colors | LDAP settings

Start page settings

Show start page

RSS settings
Use default R5S5

Feed address:

»

Mumber of items: 5

4

*

IUpdate rate (min ): a0 =

0K | | Cancel

Figure 140: Configuring start page options
Show start page

If this checkbox is ticked, the Start page will be displayed within the Database area.
The start page also features the Close and skip option you can use to hide the tab. To
display the start page again, click the View > Start page menu option.

RSS settings

An area used to configure news display settings.
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RSS settings area is shown below (Fig. 141).

RS5 settings
| Use default RS5

Feed address:

Murmber of items: 5 =
Update rate {min.); 30 =
Figure 141: RSS settings area
Use default RSS

While this checkbox is ticked, the news will be loaded from the default RSS feed. If you
untick the checkbox, specify the RSS feed address in the Feed address box.

Number of items
Number of news items displayed on the start page.
Update rate (min.)

News update rate specified in minutes.

3 If you are using a proxy server to connect to the Internet, you have got to specify
= the proxy address in the system settings. To access those settings, click the Start
button located on your desktop, then select Control Panel > Internet Options
and specify the proxy address on the Connections tab.

To apply changes, click OK. To discard changes, click Cancel.
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5.6 Assigning Color Codes for the Player
Click Tools > Options and go to the Player colors tab (Fig. 142).
r@ Options @1

| General | Recording | Color labels | RCID values | User fields | Start page | Player colors | LDAP settings | [<][3)

Blestore default colors

i Speech in the left channel

Speech in the right channel
Mutual speech
Silence

Talk over in the left channel

ENENENENENE

Talk over in the right channel

ok | [ conce

Figure 142: Configuring player color codes

The tab displays the list of the marks you can place on the player oscillogram. You can assign a color code
to each mark using the [+ button to the right of the colored rectangle.

To restore the original color codes (as shown on Figure 142), click the Restore default colors link.

\i}) Player color code options apply to all client applications sharing the same DB.

To apply changes, click OK. To discard changes, click Cancel.
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6 Troubleshooting
6.1 Getting Help

To get help on working with the application, select the Help > Help... menu option or press F1. In the
PDF file that appears, navigate to the document you need to consult.

To view the basic info on the application, click Help > Aboute or press F11. You will then see an
information window similar to the startup screen. This window shows the application version,
manufacturer contact details, etc.

You can view the same info using the start page by clicking the About and Documentation links in the
Information area (Fig. 143).

Eﬂz Statistics w WIP Customers Screen Records [\Q Reports Q List 1

:C Startpage X | = Eventlog

(%) Smart Logger I

? Filters News

10/712013 7:49:08 PM - G.729a record optimization
The record station efficiency now is considerably increased while working with G.729a audio codec.

@ Information

9/30/2013 2:04:08 PM - Customized reporis

About
Documentation Beginning with the 8th version of Smart Logger Il users can make customized reports on the base of MS Reporting Senvices.

W Feature request
o Report an issue

91212013 7:32:44 PM - Proprietary audio format

Smart Logger |l can be configured to record audio in a proprietary format so that only product users can listen to the files
!| Close and skip

9/11/2013 7:44:52 PM - Multi-channel answering system

Figure 143: Start page links for getting help

6.2 Submitting an Issue

To submit an issue to technical support, select the Help > Report an issue menu option or click the
Report an issue link on the start page. The report saving dialog will open (Fig. 144). To attach log files to
the report, you need to export the files first, following the instructions below. In case attaching log files is
not feasible, just skip this step and click Send email.
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< Save report for technical support E@
Component(s) Time period

I S e e A e T o v | From | 30/01/2014 08:00AM =] to |73 30012014 11:00AM [ =]

Select the report archive name and path
¥ C:\Users\aleksandrova\Documents\2014.01.30 1007 24 SL2Logs zip E]

] Open the Folder when the expert is complete

et o H oo

Figure 144: Saving report dialog

A report containing log files is saved as zip. Change the report file name and specify another folder, if
required. To do so, click the [...] button (Fig. 145) and select a new file path. Tick the Open the folder
when the export is complete checkbox to view the report after it has been generated.

Select the report archive name and path
¥ C\Users\aleksandrovaDocuments'2014.01.30 10 07 24 SL2Logs zip E]

Figure 145: Export settings

\!r) The ) icon next to the [...] button shows the file path is not specified or has been
specified incorrectly.

In the Select component(s) list select the Smart Logger Il components installed on your PC that should
be included into the report. In the Select time period area select a period for log data collection. Then,

click .
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In the center of the dialog you will see the list of the log files that will be included into the report
(Fig. 146).

Save report for technical support EI@

Component(s) Time period

E CTlAnalyzer, DataService, FileServer, Gateway, JobSer‘.‘eE From GZ&'D‘I;‘ZDM 02:00 AM |Z| to "E 30V01/2074 11:00 AM E|

Select the report archive name and path
T C\Users\aleksandrovalDocuments'2014.01.30 10 07 24 SL20Logs zip E]

|| ©pen the Folder when the export is complete

o "E First entry nELast entry E Component = path

12/04/2013 17:54 24/01/2014 08:58  CTlAnalyzer 142MB  C:\ProgramData\Speech Technology Center\SmartLogger\CTlAnaly ..
2310142014 09:45 23002014 1819 CTlAnalyzer 1,17 MB C:\ProgramData\Speech Technology Center'SmartLoggerZiCTlAnaly
24/01/2014059:25 240172014 0955  CTlAnalyzer B35 KB C:\ProgramData\Speech Technology Center\SmartLoggerdCT14naly
21/01/2014 15:02 3001/2014 10:26 - DataService 254 MEB C:\ProgramData\Speech Technology Center\SmartLoggerZ\DataSery ...
2410412013 12:35 24/01/2014 0955  Gateway 9,70 Kb C:\ProgramData\Speech Technology Center\SmartLogger2\Gateway'. .
2410472013 12:38 23012014 0945 Gateway 480 KB C:\ProgramData\Speech Technology Center\SmartLogger2\Gateway'...
101020131713 28100/2014 18:07 - Gateway 535 MB C:\ProgramData\Speech Technology Center'SmartLoggerZ\Gateway'. .
22/01/2014 10:56 24/01/2014 0950  JobServer 744 MB C:\ProgramData\Spesch Technology Center\SmartLoggerdJobServe .
System info WM & MSI

Selected: 9 [._—'l Send email ] [l'—,] Export ] [ Cancel

Figure 146: Log file list
The list details the following info on the log files:

First entry First entry date

Last entry Last entry date

Component Smart Logger Il software component the log file refers to
File size

Path Log file path

To exclude files from the report, use the checkboxes on the left. To select multiple list elements, use
standard Windows features designed for managing lists (Ctrl and/or Shift keys). To select all list entries,
press Ctrl+A. To tick or untick checkboxes, press Spacebar.

The bottom part of the dialog shows the number and the approximate size of the files being included to
the report.

Click the Export button in the bottom part of the dialog and wait until all files are exported.

Smart Logger Il will create a zip bundle containing the log files and the Systeminfo.txt file that stores
information on the OS, software installed, etc. (in case you ticked System info component prior to
exporting). The log files are stored in dedicated folders for each component.
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If the export operation is successful, you will see the relevant message in the bottom part of the dialog
(Fig. 147).

Component(s) Time period
|[E CTlAnalyzer, DataService, FileServer. Gateway. JobServe[|  From ﬁm1m14ﬂs;mm [«] t ﬁm1m1411:mm [=] v

Select the report archive name and path
| CUsers\aleksandroval Documents\2014.01.30 10 07 24 SL2Logs zip ]

Open the Folder when the export is complete

v 4 % First entry E Lastentry E Component = 25| path

<H<l<H<f<H<H<H<|[<|

Selected: 9 4" Export completed successfully [L-_g Send email ]@ Export |[ e

Figure 147: Successful export message

To send the issue report to our technical support by email, click the Send e-mail button. An email
template will be opened in your default email client. If you also have exported the logs, the log bundle
will be automatically attached to the email.

Enter the issue description, fill out all required fields and send the email. Use the contact details listed in
the Technical Support section, if required.

€Y STC 139 Smart Logger Il



Smart Logger I
User Guide Troubleshooting

6.3 Submitting a Feature Request

You can submit a feature request to technical support by means of the application GUI. For that purpose,
use the Feature request link on the start page or the Help > Feature request menu option.

= Startpage x | =| Eventlog illly statistics i VIP Customers

Screen Records [\‘ Reports W List 1

(&%) SmartLogger I

? Filters News

10712013 7:49:08 PM - G.729a record optimization

The record station efficiency now is considerably increased while working with G.729a audio codec.
@ Information

9/30/2013 2:04:08 PM - Customized reporis

About

Documentation Beginning with the 8th version of Smart Logger || users can make customized reports on the base of MS Reporting Services
- W Feature request

(1] Report an issue

9/12/2013 7:32:44 PM - Proprietary audio format

Smart Logger |l can be configured to record audio in a proprietary format so that only product users can listen to the files.
ﬂ Close and skip

9/11/2013 7:44:52 PM - Multi-channel answering system

Figure 148: Feature request link on the start page

An email template will be opened in your default email client. Enter the message, fill out all required fields
and send the email. Use the contact details listed in the Technical Support section, if required.
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Appendix A:
Call Processing Scenarios

Below you can find typical digital call processing scenarios and data interpretation results Smart Logger

Il gets without using CTI Analyzer module.

The scenarios described below apply only to the cases when the caller used one of the following:
e Phone receiver
e Loudspeaker
e Hands-free set

The Call Direction, Internal Caller and External Caller columns show the info displayed in the recording list
when each scenario is in progress.

. . Internal External

Scenario Call Direction  cajler Caller
3 n n
[F¥ ] 7 |

Subscriber 123 picks up/hangs up the = 123 (empty)
receiver
Subscriber 123 enables/disables the = 123 (empty)
loudspeaker
Subscriber 123 calls the internal number = 123 678
678
Subscriber 123 calls the external = 123 3258848
number 3258848
Subscriber 123 calls the external g 123 456789
number 456789 but cannot get any
answer
Incoming call to 123 from the internal = 123 678
number 678
Incoming call to 123 from the external = 123 3258848
number 3258848
Incoming call to 123 from the internal = 123 678#945
number 678 transferred to 945
Incoming call to 123 from the external = 123 3258848#945

number 3258848 transferred to 945
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Wheg a call is put on hold, the recording is not paused: the beeps during the hold are also recorded. In
the “ (Subscriber 2) column the hold is not marked with any special symbols (unlike the transfer which
is marked with #, see the table above).

When recording digital lines, only the external caller number is automatically identified (except E1 lines,
where the internal callers are identified, too).

The internal caller (agent) number is identified by the number specified for the particular recording
channel.

A Conversation recording may be of an inappropriate quality in case a loudspeaker
was enabled or disabled during the conversation.

\i) Smart Logger Il starts recording an outbound call when the caller picks up the
receiver, even if there is no connection established. A recording with an outbound
call with no answer will include only beeps.
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Appendix B:
Keyboard Shortcuts

Below you will find the keyboard shortcuts which may be helpful when performing the actions described
in the Guide.

Displaying dialogs:
Ctrl+D Display/hide Database area
Ctrl+S Display/hide Recording area
Ctrl+P Display/hide Player area

Channels and recording stations:
F3 Refresh channel list

F12 Open channel settings dialog

Recording database:

F5 Refresh recording list
F6 Open filter configuration dialog

Ctrl+F Open recording search by ID dialog

Ctrl+0 Clear recording color label

Ctrl+1 Mark the recording as To process
Ctrl+2 Mark the recording as Pending
Ctrl+3 Mark the recording as Processed
Ctrl+4 Mark the recording as For review
Ctrl+5 Mark the recording as Confirmed
Ctrl+6 Mark the recording as Returned
Ctrl+7 Mark the recording as Complete
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Player:
Ctrl+Shift+L

Ctrl+Shift+S
Ctrl+Shift+N
Ctrl+Shift+P
Ctrl+Shift+O

Play/pause

Stop

Next recording
Previous recording

Show playback options

Managing the application and getting help:

F1 Show help info
ALT+F1 Show Windows event logs
F11 Show the About screen
Shift+F12 Lock the application
Ctrl+Q Exit the application
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Terms and Abbreviations

AGC: Automatic Gain Control.

Recording database: a database where the information on recordings is stored; the info can be then
viewed by client application users.

DB: database.

On-request transfer: File Server operating mode which enables audio file transfer only upon user
request (by executing Play command in Smart Logger Il client application).

Recording channel: a logical entity, identified with sound data stream, which is subject to recording.

Sound block channel: a common way of naming the channels that record sound data coming from
analog and digital customer lines and E1 lines

Keywords: words pronounced in a phone conversation which are searched for during conversation
quality assessment process by customizable lexical parameters (whether the word is present in the
conversation, when it appears, etc.).

Customizable fields: recording list columns filled with additional info obtained from system
modules or external software.

Agent: an employee of a call center whose telephone calls are recorded and monitored with Smart
Loggerll.

OS: operating system.
Oscillogram: a curve showing any oscillating process (e.g. speech) parameters.
Custom filter: a named set of parameters intended to search and sort entries in recordings lists.

Resources: information on channels, agents, agent groups and departments used for selecting
specific recordings. For instance, the system may select recordings by channel to restrict access to
them.

Live video: real-time video capture of an agent’s screen.

Live conversation monitoring: real-time phone conversation monitoring.

Live monitoring: viewing an agent’s screen in real time.

Complex recording: a recording that consists of several phone conversation recordings.

Recording service: a Smart Logger Il software component designed to analyze the data coming
from 1/O boards and/or from other sources and to create an audio file when the recording start
conditions are met.
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Stored video: a video file written by video screen capture subsystem and stored on the video file
server.

Recording station: a computer which forms a part of Smart Logger Il infrastructure and houses one
of the recording modules (recording service and the source).

Transfer: an action of transferring a call to another caller.

Fax message: signal recording using image transfer technology through PSTN; the recording is
subject to decoding (source image recovery).

Recording: an audio file containing phone conversation data and its metadata (duration, start time,
caller number).

Hold: an action of putting a call on hold.

Recording details: all relevant information on a particular recording (its ID, duration, subscriber info,
etc.) stored in the recording database.

CTI: Computer Telephony Integration, a common name for any technology that allows interactions
on a telephone and a computer to be integrated or coordinated.

E1:adigital data transmission carrier.

MAC address: Media Access Control address, a unique identifier assigned to network interfaces for
communications on the physical network segment.

RTP: Real-time Transport Protocol, a standardized packet format for delivering audio and video over
IP networks.

SIP: Session Initiation Protocol, an IETF-defined signaling protocol widely used for controlling
communication sessions such as voice and video calls over Internet Protocol (IP).

SLAVIC: SmartLogger Audio Video Information Container, a file format for storing information on
agent conversation recording and the relevant video screen capture.

SMTP: Simple Mail Transfer Protocol, a standard for email transmission on a computer network.

SSL: Secure Sockets Layer, an encryption protocol which enables a secure connection between
client and server.

TCP/IP: Transmission Control Protocol/Internet Protocol, a protocol stack of various network layers
used in computer networks.

VolP: Voice over IP, a technology for making telephone calls over the Internet, converting speech
sounds into binary data.

VolIP channel: a channel used for recording sound data transferred across the network by means of
VolIP technologies.
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Index
Basics
Recording database 9, 70 Live video 9, 105
Eventlog 18 Complex recording 53,67, 75, 82
Recording channel 10, 24 Recording service 10, 47
Client application 10, 126 Recording station 10, 23,53, 71
Recording module 10, 30 Start page 18, 65,133,136
Player 35,95, 135 Recording details 70

Live conversation monitoring 9, 26, 34, 40

Main Menu Options
File > Refresh channel list 26
File > Change connection settings 14
File > Exit 14
View > Database 20
View > Recording 20
View > Player 20
View > Event log 20
View > Statistics 20, 133
View > Start page 20, 133
View > Active channels first 28
View > Sort channels 27
Recording list > Refresh recording list 68
Recording list > Filter configuration 61
Recording channels > Channel list 24

Access right restriction > Access right restriction 13
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Access right restriction > Lock Smart Logger 1l 13
Tools > Language settings 126

Tools > Options 130-135

Help > Help 136

Help > Report an issue 136

Help > Feature request 140

Help > About 136

Shortcut Menu Options

Channel shortcut menu:

Stop recording 33 ¢ Disable live monitoring 35
Resume recording 33 ¢ Recording mode 29
Enable audio recording 29 e Recording options 30
Disable audio recording 30, 32 e Merge channels 31

Enable video recording 29 e Markas33

Disable video recording 32 e Split channels 31

Enable live monitoring 34

Recording shortcut menu:

Clear filter 66, 68
Recording details 70
Play 74

Delete 80

Open with Transcriber 95
Export 82

Mark as 93
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Shortcut menu for multiple recordings:

Play one by one 75 DialOgS
Play simultaneously 75, 98 User login 12
Delete selected 80 Grid customization 43, 55

Filtering and sorting 62
Recording list shortcut menu: Search recordings by ID 68
Customize grid 55 Recording details 71
Export recording list 82

Agent list shortcut menu: Text mark comment 101

Enable live monitoring 41 Player options 102

Disable live monitoring 42 Language settings 126

Customize grid 43 Options 130-135

Mark as 42 Saving report for technical support 136

Player shortcut menu:

New label 42
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