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1. iPECS CCS RECORD

1.1 CCS Record with Analog Trunk
111 Pre-Installation Requirements

The requirements for CCS Record are divided into two parts:
1.1.1.1 System Requirements
1.1.1.2 Installation of CCS Desk and CCS Report

1.1.1.1 System Requirements

The CCS Record Server must meet the following minimum specifications.

CCS Record Recommended Hardware
Up to 30 Up to 120 Up to 600
— 8'channels channels and a channels and a channels and a
a maximum of . . .
Install Scope 1.600 calls maximum of maximum of maximum of
’ 5,000 calls 20,000 calls 1,000,000 calls
per day
per day per day per day
M di d
De |qate Server Yes Yes Yes Yes
Required
S
Pedicated SQL
Server Required No No No No
2
Virtual Server
Possible No No No No
C
L Windows 7 Windows 7 Windows 7 Windows 7
Professional Professional x64 Professional x64 Professional x64
Operating System or or or or
Windows Server Windows Server Windows Server Windows Server
G 2008 R2 2008 R2 2008 R2 2008 R2
M
CPU 132120 3.3GHz 132120 3.3GHz 132120 3.3GHz 132120 3.3GHz
+
RAM 2 GB 4 GB 8 GB 16 GB
3
Eisk Space 500 GB 1TB 1TB 3TB
. 1 for each 1 for each 1 for each 1 for each
USB Port recording recording recording recording
D hardware hardware hardware hardware
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1.1.1.2 Installation of CCS Desk and CCS Report

Before CCS Call can be configured, the installation of CCS Report and CCS Desk must be

completed. Please consult Section 2 and Section 3 for more information.

1.1.2 Installation

1.1.2.1 Connect the Analog Trunk

RJ-11 Y-splitter is used to split each Analog Trunk lines so a stream can go into the recording

box. As illustrated with the diagram below, the splitter is used between the trunk and the PBX.

BEFORE AFTER

RJ-11
Splitter

5B 2.0@

Analog Analog
ccs Recording box CCS Recording box

Server Server
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1.1.2.2 Install Call Recorder

Step 1 - Browse to the recording box software DVD - Run the CallRecorder.exe

Organize = Burn to disc

>

¢ Favorites MName Date modified

Ml Desktop 4 Files Currently on the Disc (9)

& Downloads ) Client 1/04/2011 7:13 PM

.. data 1/04/2011 7:13 PM
. Server 1/04/2011 T:11 PM

1] Recent Places

[7] SharePoint Sites

4| autorun 31/03/2011 12:18 ...

Type

File folder
File folder
File folder

Setup Information

1KB

= Libraries

|4 CallRecorder 31/03/2011 12:18 ..

Application

3,107 K8

@ Documents

[ Pictures

) ﬁl CallRecorder 31/03/2011 12:17 ..
&) Music [ CallRecorder.res /03/2011 12:18 ..
L] mia.lib 31/03/2011 12:18 ..

BE Videos 4y ySense 31/03/201112:19 ..

CallRecorder Date medified: 31/03/2011 12:18 AM Date created: 31,/03,/2011 12:18 AM
Application Size: 3.03 MB

Windows Installer ...

RES File
LIB File

Application

283 KB
9917 KB
562 KB
2819KB

Step 2 - You will be prompted to install any prerequisites that may be required (Service

Packs, SQL Express) - Select Yes to install.

Step 3 - If you are prompted to reboot - Select Yes.

Once you log back in, the installation will continue where it left off.

Step 4 - The installer will also recommend that you connect the recording box to the Server

via USB port and ignore/cancel the ‘Found new hardware’ wizard.

- Connect the hardware = Click Next.
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Step 5 - When presented with the option - Select Install Server and Client - Click Next.

B

& -
47 Sense - InstallAware Wizard S i e 1 b e S|

o Collecting Information
. BRI T e ETT S_elect the components you want to install:
() Install Server and Client

) Preparing installation ) Install Cient Orly

o Installing

) Finalizing installation

Step 6 - Depending on the network configuration = Specify workgroup or domain = You
will also need to enter an email address for notifications = Click Next.

r - Al
Ay Sense - InstallAware Wizard 0 . 0 e e[S )
E Collecting Information
. ey ety The PC you are installing on is part of @ Workgroup or part of a
Domain network?
o Preparing installation () Workgroup () Domain
(| ) mstaling )
Enter an emal account for alarms and notifications (optional):
| ) Finalizing installation
i

Step 7 - Read and Agree to the license agreement - Click Next.
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Step 8 - You will need to specify the path details - Click Next.

Application Files — Defaults to C:\Program Files\Retell\Sense

Data Folder (Temporary Storage) — Defaults to the Application Folder
Audio Storage Folder — Defaults to the Application Folder

Backup Folder

SQL Root Folder — Defaults to C:\Program Files\Microsoft SQL Server
Client Location — Default to C:\Program Files\Retel\Sense Calls

Step 9 - The installer will detect and install the device drivers.

Sense Call Recording and Call Management
Prowen business results for a rapid return on investment.

. Collecting information

Reduce Costs
. Preparing installation

Less arrors, complaints and misundsrstandings

0 Installing

) Finalizing installation

Installing Sense

Cancel




IPECS CCS Record
User Manual

Issue 1.8

Step 10 - The post configuration screens will be displayed to review - No changes are

required.

-
Options — . - -

@l | Server | Server (More} | Client | Gliert (More) | VolP |

Madmum SQL Server RAM (MB) 1024 -

Audio destination folder C:\ProgramData\CallRecorder\ Data Audio'. [

work des

nbe

rd. Muttiple de ted using the C

Network devices

Intel(R) 82579V Gigabit Network Connection
Bluetooth Device (Personal Area Network)

Mac Address: 00:22:4d:4f ea:31,

VR Messages

Welcome message  C:\Program Data'\CallRecorder'\Data'\hvr'welcome Message. wav E]

Recording stated  C:\ProgramData'\CallRecorder'\Data'\lvr'start Recording wav D

Recording stopped ~ C\Program Data\CallRecorder Data'\lvrstopRecording wav E

Some changes apply only after restarting the recorder service.

-
Options — . —

| Special |} Server || Server (More) | Cliert | Client (More) [ VoIP |

4

= Alamms
Archive disk space True
Audio post processing File Move Failed True
Audio post processing operation problems True
Audio storage disk space True
Call Recorder box emor True
Call Recorder box ISDN emor True
Call Recorder disk space True
Critical Call Recorder disk space True
Database communication emor True
Invalid G 729 license True
Network drive access failed True
Network drive access failed, invalid credentials True
Scheduled archive failed True
The telephone line is down True
USB bandwidth True
USB emors True

B Archiving

Archive account domain name
Archive account password
Archive accourt user name

Archive media required free space (%) 20
Keep restored calls durstion (days) 7

B Audio post processing
Add call attrbutes to audio file name False
Add call start time to audio file name False
Add prefix string to audio file name
Add user name to audio file name False
Audia file name attributes separator

Add call attributes to audio file name
File name format: include calling-number, called-number and call direction in file name

m

! = = L =
Opfions - o o @ =) [options -— . o (e
| Special | Server || Server (More) || Cliert_[ Client (More) | ValP_| | Special | Server | Server (More) |{ Clieri | Client (More) [ VoIP |
B L
B Database El Live Streaming
Database query timeout 90 Live RTF range first Fort 16384
B Paths Live RTF range last Fort 32786
Backup folder D-\SenseBackup\ Streaming requests, HTTP port 3801
Temporary folder C-\ProgramData\CallRecorder\Data\tmp\ Bl Misc
B Server address Enable Alams True
Recorder Server address 127.001 Flayer Type senseFlayer
View single database {spli view off) True
i
|
Backup folder Enable Alarms
Backup root folder Enable firing Call Recorder Alams
:
4 = L =




IPECS CCS Record

User Manual Issue 1.8
Options . = | [ options . > [
Special | Server | Server (More) | Ciient |} Cliert {More) | volP_| | Special | Server | Server (More) [ Client [ Client {More) | VoiP
bl
E SENSE
Database host address 1270041 VolP Expand to see the plug+n options
Database type salserver
Recorder Server address 127001
[ I
Database type VolP
Type of database used by the recorder. Expand to see the plug-in options
: :
K = L =

Step 10 - If you want to test Sense that calls are being received or to change configuration

options - Open Calls from the shortcut place on the Desktop.

The username is admin.

The password is callrecorder.

4 Calls
File  Archive | Tools | Help
Date, Time, Dur piallcard Misc Add Comment
From: |17 0700 Users I— Max Records: 1002 Add | -
To: lm Change Password ber | Comments: I
Quick: | Today Options umber: I Show call legs =
Min: | Device Qt\nns | [Ext]:
[LETS Update Fimwar o j
Channel Names | Showing 96 of 314 recards
Audit Trail
| Box | Ext | Local | Remate | Direction | &rchived | Comment
DB Maintenancs 4 1 i 4387314 Outgaing Ma
7/06/2012 405:22 P 00:00:04 00:00:37 0 46376464 396820938 Incoming No
7/06/2012 40332 P 00:00:04 00:00:42 0 4E376464 396820938 Incoming No
7/06/2012 401:30 PM  00:00:04 00:00:37 0 4E376464 396820938 Incoming Ha
7/06/2012 35245 PM  00:00:00 00:03:29 1 0 0417735750 Outgaing Ha
7A0B/2012 34743 P 00:00:00 00:03:37 1 1} 46154612 Outgoing Mo
7/06/2012 331:37 P 00:00:06 00:00:45 0 T47ITE2N 46635242 Outgoing No
7/06/2012 330:26 PM - 00:00:06 00:00:53 0 T47ITE2 46761203 Outgoing Na
7/06/2012 32817 PM  00:00:08 00:00:50 0 TATITE2M  4BBBO0YF1 Outgoing Ha
7AOBS2012 32730 PM D0:00:07 oo:01:29 0 747376201 0386820938 Outgoing Mo
7/06/2012 32217 P 00:00:00 00:00:46 1 0 46681212 Outgoing No
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Note
If after placing tests calls this does not show up, you will need to check Tools = Device

Options.
/r Device Options .ﬂg]_ﬂ
Device: IDMUO m
7 Anslog | Typical configuration for Analog Trunk:
Ausdic Mode: [Fassive - Audio Mode = Passive
— - ‘ CLI Decoration = Off
Cll Decor’ Length: 4 -
Of Decor Seperator. | | Interface Type = CS Type Analog
B . . _ .
= I Signalling Mode = Analog High Impedance

G711 Alow

IES Type Analog 'I

Encoding Type:

Interface Type:

[ = Ensure you Save and Reset when finished
I Signalling Made: IAnang Highlmpcdanccﬂ I .
—— = making changes.
Firewuall: r
gt If there are multiple devices connected to the
Use OLI Murmber: r ] ]
ol Nuber —— server, change the selected Device to configure
Version: [0 the other hardware.
Flags: _ =
Diable Shutdow Fonsa =]
Rescan Devices | Save and Reset | Save.. ‘ Closs
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1.1.2.3 Configure CCS Report

To link the reports with the recorded audio files, a few things must be configured properly.

Step 1 - CCS Report connection type MUST be configured to CTI. This can be configured
during the installation Config Wizard, or by using CCS Report Manager.

Step 2 - CCS Report Config MUST contain a valid network credentials, otherwise access to

recordings will require a username and password each time.

# CCS Report Configuration _ (O] x|

Server Settings I Mail & Subscription Settingsl

— Semver Settings — Self Diagnostic

[ratabaze server location
Jllacal] Test

| After Install Self Diagnostic |

Server dddress

|Iocalhost Test |
Part I?EIEEI
Metwork Credential Setting
Drarmain User Mame Paszzword
I |d0mainuser | ***** i Test |
| Send Ud | 4] .|—|
Target Test Email
Save Cancel

Step 3 - If the CCS Record service and recording hardware is installed on a different machine
to CCS Report, the Web.config file located in the CCSReportWebGUI installation folder

needs to be adjusted to reflect the location of the Sense installation.

Open the Web.config file with Notepad (Right Click = Open With... > Notepad)

- Search for the line below and set the ‘value’ with the machine name or IP_address of the

Sense machine.

<add key="SenseServer" value="localhost"/>
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1.1.2.4 Configure CCS Desk

Step 1 - Run CCS Desk Manager - Go to the Devices tab - add the analog trunks to the

Devices list.

Configuration [}

#-Administration PR ITAF'I PaB: j
#-Integration
él--l:onfiguration MHumber
S ArPoULCEment Servers i l— .
- CC5 Call Dialer Settings it |z Trunk 2
- Ccs chat L iE Trunk 3
o ICU°F:“5°'E |4 Trurk 4
- CCS Record Profiles l 5 Trurk 5
- CC5 Record Servers l B Trunk B
[ i |7 Trunk, 7
- PABY Cannections it |8 Trurk. a
- Quele Assignments T 9 Trurk. 9
- SEPYICES i |10 Trunk, 10 Open
- SMTP |1 Trurk 11 Open =]
- Systern Muﬁ '
- Validation

Step 2 - Go to the CCS Record Profiles - add the trunks as Server Controlled devices.

Configuration

- Administration CCS Record Prafile Fecord &l | Overide Extension | Server/Local
+- Integration i@ Record All ! : Add
&) Configur ation il | Fecord On Demand Mo Yes
- dnnouncement Servers Add

- 25 Call Dialer Settings
- 25 Chat

- 1ZC5 Console

- CCS IVR

- CCS Recaord Profiles

- (CC5 Record Servers

- Devices

- PAEY Connections

- Queue Assignments

- Services

- SMTP

- Syskem

- Walidation

MO160

10
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Select Extensions

I
Trunk, 00071 1 - TAP! PAB] OF. I
Trunk 0002 [2 - TAP| PAB] |

Trunk 0003 (3 - TAPI PABX] Cancel
Trl.ml::. 0004 (4 - TAPI PABX)

idd E stenzions as "Server controlled: I

MO177

Step 3 - Go to the CCS Record Servers - Create a recording configuration profile > Map
the trunks into the ports.

CCS Record Server Configuration

M ame ]4 Ports Fart | Connected E xtenzion All
1 Trunk 0007 [1 - TAPI PAB: Yes
2 Trunk 0002 [2 - TAPI PAE: Yes

Ports m 3 Trunk 0003 [3 - TAPI PAB: Yes
4 Trunk, 0004 (4 - TAP PAE? Yes

Single Recording [T runks) [

M3 Becordings r

Hardware ]Sense j

Use Call Progress [

AES Encryption r

Sense D Port Offset
Aidd

SEMSE Server ]12?_0.0.1

Report Server ]<enter URL>

MOTE] (1]4 I Cancel

11
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Name — The name of the CCS Record Server profile.

Ports — The number of ports to be configured.

Single Recording (Trunks) — enable this if you wish to combine “multiple” calls (because of
transferred) on the same trunk into one recording file. This is applicable to trunk side

recording.

Hardware — Sense must always be selected.

When there are multiple recording devices connected to the server, Sense ID and Port Offset
must be configured. Assuming there are two analog recording devices, both with 4 ports, this

is the correct ID and offset configuration.

Senze D | Part Offzet
it |1 0

]
fdd |

SENSE Server — the address of the SENSE Server

Report Server — the URL of the Report Server

Port / Connected Extension / All — configuration of each port and whether they are

connected to a trunk, and set to record all or follow the CCS Desk agent recording profile

When the ports are set to Record All:

a. The recording files will saved into folders named by the extension number involved in the
call.

b. The recording filename will contain the date and time of the call, direction, and either dialed

number or caller ID.

When the ports are NOT set to Record All:

a. It will only record extensions that are being monitored by CCS Desk Client.

b. The CCS Desk agent recording profile will control the recording path, the folder grouping
and the filename of the recording file. The agent recording profile is configured at the CCS
Record tab.

12



IPECS CCS Record
User Manual

Issue 1.8

CCS Record Prafile Recard &l | Owvemde

Tt
il | Fecord On Demand Mo es
Add |

Edit Person

M arne IJ ack

Integration I Mone j
Profile | ]
Auta Break I - Dizabled - j
User Level I Standard Uzer j
CCS Record Prafile Eecord Al

Calendar Praofile I - Dizabled - j
Hotk.eyp Profile I - Dizabled - j

Hame [Recoed A1 [iT |
Ovenide Local Setings 7 _ Corcel |
Auto Record R [everCal =
Hide Mo Device'Waming [
Oiptior b Discad I
Recordngs Fokles [ CACCS Reecoed)
Folder Hame
Agert Name =
Qs Mame W
Campaign Mames I
File Hame
Agart Mame r
Phone Number =2
Contact |0 r
Complation Code 1=
Reconding Fommat HP3 o
Hide Recordings Tab r
{llows Stogl =
[ Speciy Types of call o AutoRiecoed
I
© ou
™ Gueu
MNsg

1.1.2.5 Activate CCS Record Server Service

The recording service is included when CCS Desk is installed however it is not enabled by

default.

Step 1 - To enable CCS Recording Server service - Launch CCS Desk Manager-> Go to

the Services tab - then Show Disabled Services.

Step 2 - Right click on CCS Recording Server - Select Configure Service - Click Install.

Do not start the service at this stage.

13
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Configuration [ X|

Logs iy

L

Administration SErvice | Skatus | Mode | Profile | Logs

|- Integration CCS Desk Server Started Automatic Disabled
& Configuration £CS Desk PEX Server Started Manual TAPT PAEX Disabled

- Announcement Servers CC5 Report Engine Started Aukomatic

- CCS Call Dialer Settings T -

- CC5 Chat . e

- CCS Console S Desk Email 5 Ernail Server Disabled

5 IYR CCS Desk HMP & Disabled

.. 005 Record Profiles CC5 Desk HMP Se Start CCS Recording Server HMP Disabled

- CCS Record Servers TS Desk Gatewer AT medmatic

- Devices CCS SMS Setver Manual * pequired *

- PABX Conneckions 3 Dashboard Gateway Started Autarnakic

Quege Assignments Dialogic HMP Marual

g;r:;ces Tapl Started Manual

- System Windows 115 {www Publishing Service Started Automatic

- Yalidation

[~ Show Disabled Services

L CCs Recording Server !E £F CCS Recording Server !E |

Service Mame IHecoldingSewer Service Name IFlecordingS Erver
File Path C:\Program Files [#86\CC5WCCS Desk File Path C:A\Program Files [«8BA\CCSACCS Desk
YFecordingServer exe “FiecordingS erver. exe
Install Status Mat [nstallsd Inztall Status |Installed
Startup Mode |Automatic j
Curent Status |Stopped Start |
Close | Cloge |

Step 3 — Right click on the Profile for CCS Recording Server. Select Settings for CCS

Recording Server.

Configuration

Logs )

Adniinistration Service | Skatus | Mode | Prafile | Logs

|- Integration CC5 Desk Server Started Automatic Disabled
= Configuration CCS Desk PBX Server Started Manual TAPI PABYX Disabled

- Annauncement Servers 5 Report Engine Started Bukamakic

225 Call Dialer Settings -

S Chat /

5 Console CC5 Desk Emall Service Aukomatic

e CES TR, CCS Desk HMP Gateway Started Aukomatic Disabled

OS5 Record Profiles 25 Desk HMP Service Skarted fanual HMP Disabled

- (CC5 Record Servers CC5 Desk Gateway Started Automnatic

- Dievices 05 5MS Server rlanal * required *

- PABX Connections CC5 Dashboard Gateway Started Aukarnatic

QUEL_'E Assignments Dialogic HMP Manual

:;r:;es TAPL Started Manual

.. System ‘Windows 115 (v Publishing Service Started Aukomatic

- Walidation

[ show Disabled Services

14
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Step 4 — Select CCS Recording Profile that was previously created then click OK.

Select Recording Server

Server Selection

Cancel

o]

Step 5 - Right click on CCS Recording Server > Select Start CCS Recording Server.

Configuration

- Administration

-- Integration

E| Configuration

- BNNOUNCement Servers
- CC5 Call Dialer Settings
- CCS Chat

- Q25 Consale

- CCS IVR

- CCS Record Profiles

- 25 Record Servers

- Devices

- PABR Connections

- (UeUe Assigniments

- Services

- Syskem

- Walidation

CCS Report Engine

CiC3 Desk Email Service

CCS Desk HMP Gateway Started
CiC3 Desk HMP Service Started
CCS Desk Gateway Started
ZC5 5MS Server

CCS Dashboard Gateway Started
Dialagic HMP

TAPI Started

Windows I3 {wwaw Publishing Service Started

Logs (e}

Service | Stakus | Mode | Profile | Logs
CCS Desk Server Started Automatic Disabled
CiC5 Desk PBX Server Started Maral TAPL PAEX Disabled
Started

Aukomatic

ed
Disabled
Disabled
Disabled

Aukomatic
Maral HMP
Aukomatic
Manual * peguired *
Aukomatic

Manual

Manual

Automatic

[ show Disabled Services

15
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1.2 CCS Record with ISDN BRI Trunk
The requirements for CCS Record are divided into two parts:
1.2.1.1 System Requirements
1.2.1.2 Installation of CCS Desk and CCS Report
1.2.1 Pre-Installation Requirements
1.2.1.1 System Requirements
The CCS Record Server must meet the following minimum specifications.
CCS Record Recommended Hardware
Up to 8 channels Up to 30 Up to 120 Up to 600
. channels and a channels and a channels and a
a maximum of . . .
Install Scope 1600 calls maximum of maximum of maximum of
' er da 5,000 calls 20,000 calls 1,000,000 calls
P Y per day per day per day
M
Dedlc_ated Server Yes Yes Yes Yes
Required
S
Bedicated SQL No No No No
Server Required
2
Virtual Server
Possible No No No No
C
L Windows 7 Windows 7 Windows 7 Windows 7

Operating System
G

Professional
or
Windows Server

Professional x64

or

Windows Server

Professional x64
or
Windows Server

Professional x64

or

Windows Server

2008 R2 2008 R2 2008 R2 2008 R2
M
crPU 132120 3.3GHz 132120 3.3GHz 132120 3.3GHz 132120 3.3GHz
F
RAM 2 GB 4 GB 8 GB 16 GB
3
Qisk Space 500 GB 1TB 1TB 3TB
. 1 for each 1 for each 1 for each 1 for each
USB Port recording recording recording recording
D hardware hardware hardware hardware
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1.2.1.2 Installation of CCS Desk and CCS Report

Before CCS Call can be configured, the installation of CCS Report and CCS Desk must be

completed. Please consult Section 2 and Section 3 for more information.

1.2.2 Installation

1.2.2.1 Connect the ISDN BRI Trunk

From the ISDN NT unit, the BRI line must first be connected to the IN ports of the recording
box. The OUT ports on the recording box will then be connected to the PBX as illustrated with

the diagram below. Standard network cables are used for both connections.

BEFORE AFTER

BRI
trunk

USB 2.0@ PBX SB 2.0
BRI
cCS Recording box CCS Recording box
Server Server

1.2.2.2 Install Call Recorder
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Step 1 - Browse to the recording box software DVD - Run the CallRecorder.exe

&

Organize = Burn to disc
=

¢ Favorites MName Date modified

Bl Desktop 4 Files Currently on the Disc (9)

& Downloads ) Client 1/04/2011 7:13 PM

.. data 1/04/2011 7:13 PM
. Server 1/04/2011 T:11 PM

1] Recent Places

[7] SharePoint Sites

4| autorun 31/03/2011 12:18 ...

Type

File folder
File folder
File folder

Setup Information

1KB

= Libraries

|4 CallRecorder 31/03/2011 12:18 ..

Application

3,107 K8

@ Documents

J’ Music

[ Pictures

ﬁl CallRecorder 31/03/2011 12:17 ..
|| CallRecorder.res 31/03/2011 12:18 ...
| mialib 31/03/2011 12:18 ...

BE Videos 4y ySense 31/03/201112:19 ..

CallRecorder Date medified: 31/03/2011 12:18 AM Date created: 31,/03,/2011 12:18 AM
Application Size: 3.03 MB

Windows Installer ...

RES File
LIB File

Application

283 KB
9917 KB
562 KB
2819KB

Step 2 - You will be prompted to install any prerequisites that may be required (Service

Packs, SQL Express) - Select Yes to install.

Step 3 - If you are prompted to reboot - Select Yes.

Once you log back in, the installation will continue where it left off.

Step 4 - The installer will also recommend that you connect the recording box to the Server

via USB port and ignore/cancel the ‘Found new hardware’ wizard.

- Connect the hardware = Click Next.
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Step 5 - When presented with the option - Select Install Server and Client - Click Next.

B

& -
47 Sense - InstallAware Wizard S i e 1 b e S|

o Collecting Information
. BRI T e ETT S_elect the components you want to install:
() Install Server and Client

) Preparing installation ) Install Cient Orly

o Installing

) Finalizing installation

Step 6 - Depending on the network configuration = Specify workgroup or domain = You
will also need to enter an email address for notifications = Click Next.

r - Al
Ay Sense - InstallAware Wizard 0 . 0 e e[S )
E Collecting Information
. ey ety The PC you are installing on is part of @ Workgroup or part of a
Domain network?
o Preparing installation () Workgroup () Domain
(| ) mstaling )
Enter an emal account for alarms and notifications (optional):
| ) Finalizing installation
i

Step 7 - Read and Agree to the license agreement - Click Next.
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Step 8 - You will need to specify the path details - Click Next.

Application Files — Defaults to C:\Program Files\Retell\Sense

Data Folder (Temporary Storage) — Defaults to the Application Folder
Audio Storage Folder — Defaults to the Application Folder

Backup Folder

SQL Root Folder — Defaults to C:\Program Files\Microsoft SQL Server
Client Location — Default to C:\Program Files\Retel\Sense Calls

Step 9 - The installer will detect and install the device drivers.

Sense Call Recording and Call Management
Prowen business results for a rapid return on investment.

. Collecting information

Reduce Costs
. Preparing installation

Less arrors, complaints and misundsrstandings

0 Installing

) Finalizing installation

Installing Sense

Cancel
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Step 10 - The post configuration screens will be displayed to review - No changes are

required.

-
Options

-

@l | Server | Server (More} | Client | Gliert (More) | VolP |

Madmum SQL Server RAM (MB) 1024

Audio destination folder:

work des

rd. Muttiple: de:

Network devices

C:\ProgramData‘CallRecorderData™Audio™

nbe ted using the C1

Intel(R) 82579V Gigabit Network Connection
Bluetooth Device (Personal Area Network)

Mac Address: 00:22:4d:4f ea:31,

VR Messages

Welcome message
Recording started

Recording stopped

C:\Program Data‘\Cal Recorder' Data'\vr\welcome Message wav E]
C:\Program Data‘\Cal Recorder'Data’\lvrstart Recording .wav D

C:\Program Data‘CalRecorder'Data’\vr\stop Recording wav E

Some changes apply only after restarting the recorder service.

-
Options

[ Speciat | 5o

i Server (More) | Cliert | Cliert (More) [ VoIP |

H

= Alamms
Archive disk space
Audio post processing File Move Failed
Audio post processing operation problems
Audio storage disk space
Call Recorder box emor
Call Recorder box ISDN emor
Call Recorder disk space
Critical Call Recorder disk space
Database communication emor
Invalid G 729 license
Network drive access failed
Network drive access failed, invalid credentials
Scheduled archive failed
The telephone line is down
USB bandwidth
USB emors

B Archiving
Archive account domain name
Archive account password
Archive accourt user name
Archive media required free space (%)
Keep restored calls durstion (days)

B Audio post processing
Add call attrbutes to audio file name
Add call start time to audio file name
Add prefix string to audio file name
Add user name to audio file name
Audia file name attributes separator

Add call attributes to audio file name

20

False

False

False

File name format: include calling-number, called-number and call direction in file name

m

Options

-

Options

-

| Special | Server || Server (More) || Cliert_[ Client (More) | ValP_|

| Special | Server | Server (More) || Clieri

|| Cliert (More) | ValP_|

B
B Database
Database query timeout
B Paths
Backup folder
Temporary folder
B Server address
Recorder Server address

Backup folder
Backup root folder

90

D-\SenseBackup\
C-\ProgramData\CallRecorder\Data\tmp\

127.001

L
El Live Streaming
Live RTF range first Fort
Live RTF range last Fort
Streaming requests, HTTP port
Bl Misc
Enable Alams
Flayer Type
View single database {spli view off)

Enable Alarms
Enable firing Call Recorder Alams

16384
32766
9801

True
senseFlayer
True
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Options . = | [ options . > [
Special | Server | Server (More) | Ciient |} Cliert {More) | volP_| | Special | Server | Server (More) [ Client [ Client {More) | VoiP
bl
E SENSE
Database host address 1270041 VolP Expand to see the plug+n options
Database type salserver
Recorder Server address 127001
[ I
Database type VolP
Type of database used by the recorder. Expand to see the plug-in options
: :
K = L =

Step 10 - If you want to test Sense that calls are being received or to change configuration

options - Open Calls from the shortcut place on the Desktop.

The username is admin.

The password is callrecorder.

4 Calls
File  Archive | Tools | Help
Date, Time, Dur piallcard Misc Add Comment
From: |17 0700 Users I— Max Records: 1002 Add | -
To: lm Change Password ber | Comments: I
Quick: | Today Options umber: I Show call legs =
Min: | Device Qt\nns | [Ext]:
[LETS Update Fimwar o j
Channel Names | Showing 96 of 314 recards
Audit Trail
| Box | Ext | Local | Remate | Direction | &rchived | Comment
DB Maintenancs 4 1 i 4387314 Outgaing Ma
7/06/2012 405:22 P 00:00:04 00:00:37 0 46376464 396820938 Incoming No
7/06/2012 40332 P 00:00:04 00:00:42 0 4E376464 396820938 Incoming No
7/06/2012 401:30 PM  00:00:04 00:00:37 0 4E376464 396820938 Incoming Ha
7/06/2012 35245 PM  00:00:00 00:03:29 1 0 0417735750 Outgaing Ha
7A0B/2012 34743 P 00:00:00 00:03:37 1 1} 46154612 Outgoing Mo
7/06/2012 331:37 P 00:00:06 00:00:45 0 T47ITE2N 46635242 Outgoing No
7/06/2012 330:26 PM - 00:00:06 00:00:53 0 T47ITE2 46761203 Outgoing Na
7/06/2012 32817 PM  00:00:08 00:00:50 0 TATITE2M  4BBBO0YF1 Outgoing Ha
7AOBS2012 32730 PM D0:00:07 oo:01:29 0 747376201 0386820938 Outgoing Mo
7/06/2012 32217 P 00:00:00 00:00:46 1 0 46681212 Outgoing No
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Note

If after placing tests calls this does not show up, you will need to check Tools = Device

Options.
[ roereomons Lol
Device: 2212002852221 |
Temr | Typical configuration for Analog Trunk:
Audio Mode: IPassi\-’e ﬂ AUdIO MOde = Passive
CLI Decaration: Ifo j CLI Decoration = Off
CllDecorLength: 4 = Interface Type = CS Type BRI
Cll Decor' Seperatar: I
celD- [0 Signalling Mode = Passive
Encading Type: IG?'H Alow j
Interface Type: CS Type BRI h ..
| Ensure you Save and Reset when finished
ISDN Protocal: D551 i
| Sionaling oce: IPassi'ﬁ = I making changes.
Auto Answer [ ]
Firewall: | . .
If there are multiple devices connected to the
Sending Complete: | | .
UseOUlNumbst: server, change the selected Device to
OLI Number: | configure the other hardware.
Version: ID
Flags: “
Reverse Call Direction
Disable Shutdown Forwaﬂ
Rescan Devices I Save and Reset I Save... | Cloze
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1.2.2.3 Configure CCS Report

To link the reports with the recorded audio files, a few things must be configured properly.

Step 1 - CCS Report connection type MUST be configured to CTI. This can be configured
during the installation Config Wizard, or by using CCS Report Manager.

Step 2 - CCS Report Config MUST contain a valid network credentials, otherwise access to

recordings will require a username and password each time.

# CCS Report Configuration _ (O] x|

Server Settings I Mail & Subscription Settingsl

— Semver Settings — Self Diagnostic

[ratabaze server location
Jllacal] Test

| After Install Self Diagnostic |

Server dddress

|Iocalhost Test |
Part I?EIEEI
Metwork Credential Setting
Drarmain User Mame Paszzword
I |d0mainuser | ***** i Test |
| Send Ud | 4] .|—|
Target Test Email
Save Cancel

Step 3 - If the CCS Record service and recording hardware is installed on a different machine
to CCS Report, the Web.config file located in the CCSReportWebGUI installation folder

needs to be adjusted to reflect the location of the Sense installation.

Open the Web.config file with Notepad (Right Click = Open With... = Notepad)

- Search for the line below and set the ‘value’ with the machine name or IP_address of the

Sense machine.

<add key="SenseServer" value="localhost"/>
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1.2.2.4 Configure CCS Desk

Step 1 - Run CCS Desk Manager - Go to the Devices tab - add the analog trunks to the

Devices list.

Configuration [}

#-Administration PR ITAF'I PaB: j

#-Integration

él--l:onfiguration MHumber
S ArPoULCEment Servers i l— - .
- CC5 Call Dialer Settings it i Trunk 2 Open
-~ CC5 Chat T 3 Trurk, 3 Open
EE; ;Zuo':sole i | 4 Trunk, 4 Open
- CCS Record Profiles l 5 Trurk 5 Open
- CC5 Record Servers l B Trunk B Open
Wi i |7 Trunk, 7 Open
- PABY, Connections it |8 Trurk. a Open
- Quele Assignments T 9 Trurk. 9 Open
- Services i | 10 Trurk. 10 Open
- SMTP |1 Trurk 11 Open =]
- Systern M Uﬁ '
- Validation

Step 2 - Go to the CCS Record tab - add the trunks as Server Controlled devices.

Configuration

[#- Administration CC5 Record Profile | Record All | Override Extension | Server/Local
- Integration i@ Record Al ; Yes dd f

&) Configuration il | Fecord On Demand Mo Yes
- BNNoUnCcement Servers Add

- (ZCS Call Dialer Settings
- 05 Chat

- (CC5 Console

- CCS IVR

- CCS Record Profiles

- CC5 Record Servers

- Devices

- PAEY Connections

- QUede Assignments

- Services

- SMTP

- Syskern

- ¥alidation

MO160
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Select Extensions

Trumk, 0007 1
Trumk, 0002 [2 -
Trumk, 0003 [3 -
Trumk, 0004 [4 -
Trumk, 0005 [5 -
Trumk, 0006 6 -
Trumk, 0007 [7 -
Trumk, 0003 [5 -
Trumk, 0009 [3 -

- TAP| PARX)

TAPI PaBx)
TAPI PaBx)
TAPI PaBx)
TAPI PaBx)
TAPI PaBx)
TAPI PaBx)
TAPI PaBx)
TAPI PaBx)

]
ak. I
_Cocel_|

Cancel

Trunk 0010 (10 - TAPI PARB:=)
[w] Trunk 0011 [17 - TAPI PAB:x)
Trur'uh:. 0012 12 - TAPI PAB=)

isdd Extensions as 'Server controlledt v

MO177

Step 3 - Go to the CCS Record Server - Create a recording configuration profile > Map

the trunks into the ports.

I arne ]BFH Part | Connected Extenszion All
1 Trunk, 0001 [1 - TAPI PAES Yes
2 Trunk, 0002 [2 - TAPI PAES Yes
o m 3 Trurk 0003 (3 - TAPI PAE: Yes
4 Trurk 0004 (4 - TAPI PAE: Yes
single Recording [Trurks] r 5 Trurk 0005 (5 - TAPI PABS Yes
MP3 Becardings |l g Trunk 0006 [E - TAPI PAR: Yes
Hardware 7 Trunk, 0007 [7 - TAPI PAES Yes
g Trunk, 0008 [8 - TAPI PAES Yes
EE: E:'" Progiess :: 3 Trunk 0009 (3 - TAPI PAB? Yes
iierpler 10 Trurk 0010 (10 - TAPI PAE Yes
cense D Fart Offeet 11 Trunk 0011 (11 - TAPI PAE Yes
Acd 12 Trunk 0012 [12 - TAPI PAE Yes
SEMSE Server ]12?_0_0_1
Report Server ]<enter LAL>
MOTE] Ok I Cancel
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Name — The name of the CCS Record Server profile.

Ports — The number of ports to be configured.

Single Recording (Trunks) — enable this if you wish to combine “multiple” calls (because of
transferred) on the same trunk into one recording file. This is applicable to trunk side

recording.

Hardware — Sense must always be selected.

When there are multiple recording devices connected to the server, Sense ID and Port Offset
must be configured. Assuming there are two analog recording devices, both with 4 ports, this

is the correct ID and offset configuration.

Senze D | Part Offzet
it |1 0

]
fdd |

SENSE Server — the address of the SENSE Server

Report Server — the URL of the Report Server

Port / Connected Extension / All — configuration of each port and whether they are

connected to a trunk, and set to record all or follow the CCS Desk agent recording profile.

When the ports are set to Record All:

a. The recording files will saved into folders named by the extension number involved in the
call.

b. The recording filename will contain the date and time of the call, direction, and either dialed

number or caller ID.

When the ports are NOT set to Record All:

a. It will only record extensions that are being monitored by CCS Desk Client.

b. The CCS Desk agent recording profile will control the recording path, the folder grouping
and the filename of the recording file. The agent recording profile is configured at the CCS
Record tab.
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CCS Record Prafile Recard &l | Owvemde S = -
it Hame |FI ecoed Al (114 |
it izznrd On Demand | Mo Yes Ovenide Local Setings 7 Cancel
Auto Record M [eveyca =l
Hide Mo Device'Waming [
B :
Recordngs Fokles [ CACCS Reecoed)
M ame IJ ack Foldar Mame
. Agerd Name 1=
|nteqration I Mone j Cieue Mame =
Profile | =l Campaign Name r
. - Fie Masne
Auta Break I - Dizabled - J P r
Uszer Lewvel IStandard User j Phane Number L
; - Contact ID r
CCS Record Profile Fecaord &l e Code -3
Calendar Profil - Dj - hd
alerdar Profile I Dizabled J R Fomnat NP3 =
Hotk. ey Profile | - Disabled - ] Hide Recoudings Tab ™
{low Stogl =
[ Speciy Types of call o AutoRiecoed
=
I~ Ou
™ Gues
MO153

1.2.2.5 Activate CCS Record Server Service

The recording service is included when CCS Desk is installed however it is not enabled by

default.

Step 1 - To enable CCS Recording Server service - Launch CCS Desk Manager-> Go to

the Services tab - then Show Disabled Services.

Step 2 - Right click on CCS Recording Server - Select Configure Service - Click Install.

Do not start the service at this stage.
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Configuration [ X|

Logs iy

L

Administration SErvice | Skatus | Mode | Profile | Logs

|- Integration CCS Desk Server Started Automatic Disabled
& Configuration £CS Desk PEX Server Started Manual TAPT PAEX Disabled

- Announcement Servers CC5 Report Engine Started Aukomatic

- CCS Call Dialer Settings T -

- CC5 Chat . e

- CCS Console S Desk Email 5 Ernail Server Disabled

5 IYR CCS Desk HMP & Disabled

.. 005 Record Profiles CC5 Desk HMP Se Start CCS Recording Server HMP Disabled

- CCS Record Servers TS Desk Gatewer AT medmatic

- Devices CCS SMS Setver Manual * pequired *

- PABX Conneckions 3 Dashboard Gateway Started Autarnakic

Quege Assignments Dialogic HMP Marual

g;r:;ces Tapl Started Manual

- System Windows 115 {www Publishing Service Started Automatic

- Yalidation

[~ Show Disabled Services

|
L CCs Recording Server !E £F CCS Recording Server !E

Service Mame IHecoldingSewer Semvice Name IFlecordingS ETvEr
File Path C:“Pragram Files [»86sCCSACCS Desk File Path C:AProagram Files [#86]5CCSYWCCS Desk
“RecardingServer.exe “RecordingsS erver. exe
Inztall Status Mot Installed Install Status IInstaIIed
Startup Mode IAutomatic j
Current Status IStDDDed Start |
Cloze | Cloge |

Step 3 — Right click on the Profile for CCS Recording Server. Select Settings for CCS

Recording Server.

Configuration E3

Logs i

Administration Service | Skatus | Maode | Profile | Logs
Integration CCS Desk Server Started Automatic Disabled
- Configuration CCS Desk PBX Server Started Manual TAPI PABX Disabled
-~ Annauncement Servers CC5 Report Engine Started Automatic
- ZC5 Call Dialer Settings
- CC5 Chat
5 Console CC5 Desk Emall Service Aukomatic
05 TWR, CCS Desk HMP Gakeway Started Autornatic Disabled
- CC5 Recard Profiles 25 Desk HMP Service Started fanual HMP Disabled
- 5 Record Servers ZC5 Desk Gateway Started Aukomatic
- Devices CC5 5MS Server tManual * required *
- PABK Connections 05 Dashboard Gakewary Started Bukamakic
Q'-'EL_'E Assignments Dialagic HMP Manual
g;?';es TAPI Started Manual
.. System windows 115 (wenw Publishing Service Started Aukomatic
- Walidation

[ show Disabled Services
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Step 4 — Select CCS Recording Profile that was previously created then click OK.
]|

Select Recording Server

Server Selection

[T - |
o]

Cancel |

Step 5 - Right click on CCS Recording Server > Select Start CCS Recording Server.

Configuration B

[#- Administration

-- Integration

E- Configuration

- Announcement Servers
- CCS Call Dialer Settings
- CC5 Chat

- CCS Console

- CCS IVR

- (25 Record Profiles

- (25 Record Servers

- Devices

- PABR Connections

- (Ueue Assignments

- SErvices

- Syskem

- Walidation

CC5 Report Engine

CC5 Desk Email Service

(S Desk HMP Gateway

CiC5 Desk HMP Service

CCS Desk Gateway

ZCS 5M3 Server

CCS Dashboard Gateway

Dialagic HMP

TAPL

Windows I3 {www Publishing Service

Started
Started
Started

Started

Started
Skarted

Logs (e}

Automatic

Automatic
Maral
Aukomatic
Maral
Aukomatic
Manual
Manual
Autonatic

Service | Status | Mode | Profile | Logs
CCS Desk Server Started Aukomatic Disabled
CCS Desk PBX Server Started Manual TAPL PAEY Disabled
Started

| -|j
Disabled

Disabled
H-P Disabled
* reqguired *

[ show Disabled Services
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1.3

The requirements for CCS Record are divided into two parts:

CCS Record with ISDN PRI Trunk

9.3.1.1 System Requirements
9.3.1.2 Installation of CCS Desk and CCS Report

131

1.3.1.1 System Requirements

Pre-Installation Requirements

The CCS Record Server must meet the following minimum specifications.

CCS Record Recommended Hardware

Install Scope

Up to 8 channels
a maximum of
1,600 calls

Up to 30

channels and a

maximum of

Up to 120
channels and a
maximum of

Up to 600

channels and a
maximum of

er da 5,000 calls 20,000 calls 1,000,000 calls
P Y per day per day per day
II\D/I dicated S
qu Iuci?e?j erver Yes Yes Yes Yes
S
Bedicated SQL
Server Required No No No No
2
\ég;i?élseerver No No No No
C
L Windows 7 Windows 7 Windows 7 Windows 7

Operating System
G

Professional
or
Windows Server

Professional x64

or

Windows Server

Professional x64
or
Windows Server

Professional x64

or

Windows Server

2008 R2 2008 R2 2008 R2 2008 R2
M
crPU 132120 3.3GHz 132120 3.3GHz 132120 3.3GHz 132120 3.3GHz
F
RAM 2 GB 4 GB 8 GB 16 GB
3
Qisk Space 500 GB 1TB 1TB 3TB
. 1 for each 1 for each 1 for each 1 for each
USB Port recording recording recording recording
D hardware hardware hardware hardware
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1.3.1.2 Installation of CCS Desk and CCS Report

Before CCS Call can be configured, the installation of CCS Report and CCS Desk must be

completed. Please consult Section 2 and Section 3 for more information.

1.3.2 Installation

1.3.2.1 Connect the ISDN PRI Trunk

From the ISDN NT unit, the PRI line must first be connected to the PRI IN port of the
recording box. The PRI OUT port on the recording box will then be connected to the PBX as

illustrated with the diagram below. Standard network cables are used for both connections.

BEFORE AFTER

PRI
trunk

usB 2.0@ PBX USB 2.0
PRI
ces Recording box ccS Recording box
Server Server
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1.3.2.2 Install Call Recorder

Step 1 - Browse to the recording box software DVD - Run the CallRecorder.exe

Organize = Burn to disc

>

¢ Favorites MName Date modified

Ml Desktop 4 Files Currently on the Disc (9)

& Downloads ) Client 1/04/2011 7:13 PM

.. data 1/04/2011 7:13 PM
. Server 1/04/2011 T:11 PM

1] Recent Places

[7] SharePoint Sites

4| autorun 31/03/2011 12:18 ...

Type

File folder
File folder
File folder

Setup Information

1KB

= Libraries

|4 CallRecorder 31/03/2011 12:18 ..

Application

3,107 K8

@ Documents

[ Pictures

) ﬁl CallRecorder 31/03/2011 12:17 ..
&) Music [ CallRecorder.res /03/2011 12:18 ..
L] mia.lib 31/03/2011 12:18 ..

BE Videos 4y ySense 31/03/201112:19 ..

CallRecorder Date medified: 31/03/2011 12:18 AM Date created: 31,/03,/2011 12:18 AM
Application Size: 3.03 MB

Windows Installer ...

RES File
LIB File

Application

283 KB
9917 KB
562 KB
2819KB

Step 2 - You will be prompted to install any prerequisites that may be required (Service

Packs, SQL Express) - Select Yes to install.

Step 3 - If you are prompted to reboot - Select Yes.

Once you log back in, the installation will continue where it left off.

Step 4 - The installer will also recommend that you connect the recording box to the Server

via USB port and ignore/cancel the ‘Found new hardware’ wizard.

- Connect the hardware = Click Next.
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Step 5 - When presented with the option - Select Install Server and Client - Click Next.

B

& -
47 Sense - InstallAware Wizard S i e 1 b e S|

o Collecting Information
. BRI T e ETT S_elect the components you want to install:
() Install Server and Client

) Preparing installation ) Install Cient Orly

o Installing

) Finalizing installation

Step 6 - Depending on the network configuration = Specify workgroup or domain = You
will also need to enter an email address for notifications = Click Next.

r - Al
Ay Sense - InstallAware Wizard 0 . 0 e e[S )
E Collecting Information
. ey ety The PC you are installing on is part of @ Workgroup or part of a
Domain network?
o Preparing installation () Workgroup () Domain
(| ) mstaling )
Enter an emal account for alarms and notifications (optional):
| ) Finalizing installation
i

Step 7 - Read and Agree to the license agreement - Click Next.
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Step 8 - You will need to specify the path details - Click Next.

Application Files — Defaults to C:\Program Files\Retell\Sense

Data Folder (Temporary Storage) — Defaults to the Application Folder
Audio Storage Folder — Defaults to the Application Folder

Backup Folder

SQL Root Folder — Defaults to C:\Program Files\Microsoft SQL Server
Client Location — Default to C:\Program Files\Retel\Sense Calls

Step 9 - The installer will detect and install the device drivers.

Sense Call Recording and Call Management
Prowen business results for a rapid return on investment.

. Collecting information

Reduce Costs
. Preparing installation

Less arrors, complaints and misundsrstandings

0 Installing

) Finalizing installation

Installing Sense

Cancel
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Step 10 - The post configuration screens will be displayed to review - No changes are

required.

-
Options

-

@l | Server | Server (More} | Client | Gliert (More) | VolP |

Madmum SQL Server RAM (MB) 1024

Audio destination folder:

work des

rd. Muttiple: de:

Network devices

C:\ProgramData‘CallRecorderData™Audio™

nbe ted using the C1

Intel(R) 82579V Gigabit Network Connection
Bluetooth Device (Personal Area Network)

Mac Address: 00:22:4d:4f ea:31,

VR Messages

Welcome message
Recording started

Recording stopped

C:\Program Data‘\Cal Recorder' Data'\vr\welcome Message wav E]
C:\Program Data‘\Cal Recorder'Data’\lvrstart Recording .wav D

C:\Program Data‘CalRecorder'Data’\vr\stop Recording wav E

Some changes apply only after restarting the recorder service.

-
Options

[ Speciat | 5o

i Server (More) | Cliert | Cliert (More) [ VoIP |

H

= Alamms
Archive disk space
Audio post processing File Move Failed
Audio post processing operation problems
Audio storage disk space
Call Recorder box emor
Call Recorder box ISDN emor
Call Recorder disk space
Critical Call Recorder disk space
Database communication emor
Invalid G 729 license
Network drive access failed
Network drive access failed, invalid credentials
Scheduled archive failed
The telephone line is down
USB bandwidth
USB emors

B Archiving
Archive account domain name
Archive account password
Archive accourt user name
Archive media required free space (%)
Keep restored calls durstion (days)

B Audio post processing
Add call attrbutes to audio file name
Add call start time to audio file name
Add prefix string to audio file name
Add user name to audio file name
Audia file name attributes separator

Add call attributes to audio file name

20

False

False

False

File name format: include calling-number, called-number and call direction in file name

m

Options

-

Options

-

| Special | Server || Server (More) || Cliert_[ Client (More) | ValP_|

| Special | Server | Server (More) || Clieri

|| Cliert (More) | ValP_|

B
B Database
Database query timeout
B Paths
Backup folder
Temporary folder
B Server address
Recorder Server address

Backup folder
Backup root folder

90

D-\SenseBackup\
C-\ProgramData\CallRecorder\Data\tmp\

127.001

L
El Live Streaming
Live RTF range first Fort
Live RTF range last Fort
Streaming requests, HTTP port
Bl Misc
Enable Alams
Flayer Type
View single database {spli view off)

Enable Alarms
Enable firing Call Recorder Alams

16384
32766
9801

True
senseFlayer
True
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Options . = | [ options . > [
Special | Server | Server (More) | Ciient |} Cliert {More) | volP_| | Special | Server | Server (More) [ Client [ Client {More) | VoiP
bl
E SENSE
Database host address 1270041 VolP Expand to see the plug+n options
Database type salserver
Recorder Server address 127001
[ I
Database type VolP
Type of database used by the recorder. Expand to see the plug-in options
: :
K = L =

Step 10 - If you want to test Sense that calls are being received or to change configuration

options - Open Calls from the shortcut place on the Desktop.

The username is admin.

The password is callrecorder.

4 Calls
File  Archive | Tools | Help
Date, Time, Dur piallcard Misc Add Comment
From: |17 0700 Users I— Max Records: 1002 Add | -
To: lm Change Password ber | Comments: I
Quick: | Today Options umber: I Show call legs =
Min: | Device Qt\nns | [Ext]:
[LETS Update Fimwar o j
Channel Names | Showing 96 of 314 recards
Audit Trail
| Box | Ext | Local | Remate | Direction | &rchived | Comment
DB Maintenancs 4 1 i 4387314 Outgaing Ma
7/06/2012 405:22 P 00:00:04 00:00:37 0 46376464 396820938 Incoming No
7/06/2012 40332 P 00:00:04 00:00:42 0 4E376464 396820938 Incoming No
7/06/2012 401:30 PM  00:00:04 00:00:37 0 4E376464 396820938 Incoming Ha
7/06/2012 35245 PM  00:00:00 00:03:29 1 0 0417735750 Outgaing Ha
7A0B/2012 34743 P 00:00:00 00:03:37 1 1} 46154612 Outgoing Mo
7/06/2012 331:37 P 00:00:06 00:00:45 0 T47ITE2N 46635242 Outgoing No
7/06/2012 330:26 PM - 00:00:06 00:00:53 0 T47ITE2 46761203 Outgoing Na
7/06/2012 32817 PM  00:00:08 00:00:50 0 TATITE2M  4BBBO0YF1 Outgoing Ha
7AOBS2012 32730 PM D0:00:07 oo:01:29 0 747376201 0386820938 Outgoing Mo
7/06/2012 32217 P 00:00:00 00:00:46 1 0 46681212 Outgoing No
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Note

If after placing tests calls this does not show up, you will need to check Tools = Device

Options.

4 Device Options

Device: | 2212002852183 =l
} L
Audio Made: IPassive j
CLI Decaration: Ifo j
ﬁ Decor' Length: |4 =i
Cll Decor' Seperator: I
CS10: Jo
Encoding Type: IG?TI Alow j
I Interface Type: CS Type PRI =
ISOM Praotocal: bS5 e
Signalling hode; m
Auto Answer | ]
Firewall: |
Sending Complete: I |
Use OLI Number: I
OLI Mumnber: I
Wersion: ID
Flags: -
Reverse Call Direction
Dizable Shutdown ForwaLI
Rescan Devices I Save and Aeset I Save... Cloge

Typical configuration for Analog Trunk:
Audio Mode = Passive

CLI Decoration = Off

Interface Type = CS Type PRI

Signalling Mode = Passive

Ensure you Save and Reset when finished

making changes.

If there are multiple devices connected to the
server, change the selected Device to

configure the other hardware.

38



IPECS CCS Record
User Manual Issue 1.8

1.3.2.3 Configure CCS Report

To link the reports with the recorded audio files, a few things must be configured properly.

Step 1 - CCS Report connection type MUST be configured to CTI. This can be configured
during the installation Config Wizard, or by using CCS Report Manager.

Step 2 - CCS Report Config MUST contain a valid network credentials, otherwise access to

recordings will require a username and password each time.

# CCS Report Configuration =] E3

Server Settings I Mail & Subscription Settingsl

— Server Settings — Self Diagnostic
Datahase server location After Ingtall Self Diagnostic |
[loan Test |
Server Address _I
|Incalhc-$t Test |
Part I?DSS
Metwaork Credential Setting
Drarmain Ugzer Mame Password
I |d0mainuser I ***** 1 Test |
| Send U | 4] 3|
Target Test Email
Save Cancel

Step 3 - If the CCS Record service and recording hardware is installed on a different machine
to CCS Report, the Web.config file located in the CCSReportWebGUI installation folder

needs to be adjusted to reflect the location of the Sense installation.

Open the Web.config file with Notepad (Right Click > Open With... - Notepad)

- Search for the line below and set the ‘value’ with the machine name or |P_address of the

Sense machine.

<add key="SenseServer" value="localhost"/>
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1.3.2.4 Configure CCS Desk

Step 1 - Run CCS Desk Manager - Go to the Devices tab > add the ISDN PRI trunks to

the Devices list.

Configuration [}

#-Administration PaB: ITAF’I FaB: j

Bj--lntegration

&-Configuration MNumber
- Announcement Servers . O ¥ ) 1
- CCS Call Dialer Settings it | 2 Trunk 2 Open
- CC5 Chat K Trunk, 3 Open
EE; fﬁ:sole T 4 Trurk 4 Open
- CC5 Record Profiles L 5 Trurk 5 Open
- CCS Record Servers l & Trurk B Open
- Devices it 7 Trurk. 7 Open
- PABY Connections it | & Trunk, g Open
- Queue Assignments T 9 Trunk. 9 Open
- SErVices i |10 Trunk 10 Open
- SMTR it | 11 Trunk 1 DOpen =]
- Systern M Uﬁ '
- \talidation

Step 2 - Go to the CCS Record tab - add the trunks as Server Controlled devices.

Configuration

[#- Administration CC5 Record Profile | Record All | Override Extension | Server/Local
-- Integration [ 7@ Fecord 21 : Yes Add |
&) Configuration il | Fecord On Demand Mo Yes
- BNNoUnCcement Servers Add

- (ZCS Call Dialer Settings
- 05 Chat

- 25 Console

- CCS IVR

- 25 Record Profiles

- 25 Record Servers

- Dievices

- PABX Connections

- QUede Assignments

- Services

- SMTP

- Syskern

- ¥alidation

MO160
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Select Extensions

]|
[w] Trunk, 0007 [1 - TAPI PABX) Ok I

Trunk 0002 [2 - TAPI PAEX)
Trunk 0003 [3 - TAP| PAB) Cancel
Trunk 0004 [4 - TAPI PAEX)
Trunk 0005 5 - TAPI PAEX)
Trunk 0006 [6 - TAPI PAEX)
Trunk 0007 [7 - TAPI PAEX)
Trunk 0008 [3 - TAPI PAEX)
Trunk 0009 [3 - TAPI PAEX)
Trunk 0010 10 - TAPI PAES)
Trunk 0011 [11 - TAPI PAES)
%[ Trunk 0012 [12 - TAP| PABX)

isdd Extensions as 'Server controlledt v

MO177

Step 3 - Go to the CCS Record Server - Create a recording configuration profile > Map

the trunks into the ports.

CCS Record Server Configuration
Marme ]F'HI 10 lines Part | Connected Extenzion | Al
1 Trunk, 0007 [1 - TAPI PAB: Yes
2 Trunk 0002 [2 - TAP! PAB: Yes
Paits ]m 3 Trunk 0003 [3 - TAPI PAB: Yes
; : 4 Trunk 0004 [4 - TAPI PAB: Yes
Single Recording [Trurks) r 5 Trunk D005 (5 - TAP] PABS ‘Yes
IMF3 Recordings r [ Trunk O0CE 6 - TAPI PAR: Yes
Hardwars 7 Trunk 0007 (7 - TAPI PAB? s
8 Trunk, 0002 [2 - TAPI PAB: Yes
ié‘; CEa" Progiess :: 5 Trunk 0009 (3 - TAPI PAES Yes
feRi 10 Trunk 0010 (10 - TAPI PAE ‘res
Senze (D Part Offzet i
Add 12

SEMSE Server ]12?.0.0.1

Fepart Server |<enter URL:

WMOTE] Ok I Cancel
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Name — The name of the CCS Record Server profile.

Ports — The number of ports to be configured.

Single Recording (Trunks) — enable this if you wish to combine “multiple” calls (because of
transferred) on the same trunk into one recording file. This is applicable to trunk side
recording.

Hardware — Sense must always be selected.

When there are multiple recording devices connected to the server, Sense ID and Port Offset

must be configured. Assuming there are two analog recording devices, both with 4 ports, this

is the correct ID and offset configuration.

Senze D | Part Offzet
it |1 0

]
fdd |

SENSE Server — the address of the SENSE Server

Report Server — the URL of the Report Server

Port / Connected Extension / All — configuration of each port and whether they are

connected to a trunk, and set to record all or follow the CCS Desk agent recording profile

When the ports are set to Record All:

a. The recording files will saved into folders named by the extension number involved in the
call.

b. The recording filename will contain the date and time of the call, direction, and either dialed

number or caller ID.

When the ports are NOT set to Record All:

a. It will only record extensions that are being monitored by CCS Desk Client.
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b. The CCS Desk agent recording profile will control the recording path, the folder grouping

and the filename of the recording file. The agent recording profile is configured at the CCS

Record tab.

CCS Record Prafile Record &ll | Owveride

Tl
iif | Becord On Demand Mo ez
fdd |

Edit Person

M arne IJ ack

Integration I Mone j
Profile | ]
Auto Break I - Dizahled - j
User Level I Standard Uzer j
CCS Record Prafile Becard Al

Calendar Prafile I - Dizabled - j
Hatk.ey Profile I - Dizabled - j

Hame |Frecced Al (114 |
Overide Local Selings 7 _ Corenl |
futto Fiecord P |Even Cal |
Hida Mo Devica'Waming [
Oiption b Discad I
Recondngs Fokles ,CACCS Recodh
Folder Hame
Agert Mame =
Duee MName e
Campaign Mams I
Fiia Hame
Agara Name I
Phone Number 1=
Centact ID r
Complation Code 1=
Aeconding Fommat |MP3 =
Hide Recordngs Tab r
{Allows Stop =

™ Speciy Types of call lo AutoRecod
r
r
™| Gueu
MO159

1.3.2.5 Activate CCS Record Server Service

The recording service is included when CCS Desk is installed however it is not enabled by

default.

Step 1 - To enable CCS Recording Server service - Launch CCS Desk Manager—-> Go to

the Services tab - then Show Disabled Services.

Step 2 - Right click on CCS Recording Server - Select Configure Service - Click Install.

Do not start the service at this stage.
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Configuration [ X|

Administration

+- Integration

E| Configuration

- Announcemant Servers
- CCS Call Dialer Settings
- CC5 Chat

- CCS Console

- CCS IVR

- CC5 Record Profiles

- CCS Record Servers

- Devices

- PABX Conneckions

- Queue Assignments

- SErYices

- Systemn

- Yalidation

CiC5 Desk Email 5
CCS Desk HMP &
CCS Desk HMP Se

Start 0C5 Recording Server

[Manual

TS Desk Gatewer

CC5 SMS Server

(S Dashboard Gateway
Dialogic HMP

TAPT

e g

Started

Started

windows IIS (wiww Publishing Service Started

Logs iy

L

Foromatic

Manual

Autarmatic
FManual
Manual
Automatic

required *
Ernail Server

HMP

* pequired *

[~ Show Disabled Services

Disabled
Disabled
Disabled

Service | Status | Mode: | Profile | Logs
CC5 Desk Server Started Automatic Disabled
CCS Desk PEX Server Started rManual TAPI PAEY Disabled
CC5 Report Engine Started Aukornatic

|
L CCs Recording Server !E £F CCS Recording Server !E

Service Mame

File Path

Install Status

IHecoldingSewer

C:“Pragram Files [»86sCCSACCS Desk
“RecardingServer.exe

Mot [nstalled

Inztall

Cloge |

Service Name

File Path

Inztall Status
Startup Mode

Current Status

IFlecordingS ETvEr

C:AProagram Files [#86]5CCSYWCCS Desk
“RecordingsS erver. exe

II nstalled Uninstall
IAutomatic
IS topped Start

Cloze

Pl

Step 3 — Right click on the Profile for CCS Recording Server. Select Settings for CCS

Recording Server.

Configuration

- Administration
Integration

[=- Configuration

- BRNoUNCEment Servers
- 25 Call Dialer Settings
- 25 Chat

- 1ZC5 Consale

- CCS VR

- 25 Record Profiles

- ZC5 Recard Servers

- Dievices

- PABY Connections

- QUele Assignments

- SErvices

- SMTP

- Systemn

- Walidation

ZC5 Desk Email Service
235 Desk HMP Gateway
CC3 Desk HMP Service
CCS Desk Gateway

205 SMS Server

ZC35 Dashboard Gateway
Dialogic HMP

TAPT

Started
Started
Started

Started

Started

indows IS {weny Publishing Service Started

Logs i

Service | Skatus | Mode | Profile | Logs
CCS Desk Server Started Autornatic Disabled
CC5 Desk PBY Server Started Manual TAPT PABYX Disabled
ZC5 Reeport Engine Started

Aukamatic

| Al

Automatic
Aukamatic
TManual
Autarnatic
fanual
Aukamatic
TManual
ranual
Automatic

Emnail

HHP

* required *

Disabled
Disabled

[~ show Disabled Services
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Step 4 — Select CCS Recording Profile that was previously created then click OK.

Select Recording Server Ed

Server Selection

FHI 10 lines

I

=~

Cancel |

Step 5 - Right click on CCS Recording Server - Select Start CCS Recording Server.

Configuration
- Administration Service | Stakus | Mode | Profile | Logs
- Integration CCS Desk Server Started Automatic Disabled
&l Configuration CCS5 Diesk PEX Server Started Marual TART FAEY Disabled

-~ Annauncement Servers CCS Repart Engine Started Aukomatic

- CC5 Call Dialer Settings ; :

- (CCS Chat '

OS5 Console CCS Desk Email Service ail Server Disabled
- CCS VR 23 Desk HMP Gakeway Started Automatic Disabled
.. CC5 Record Profiles CCS Desk HMP Service Started Maral HMP Disabled
- CCS Record Servers CCS Desk Gateway Started Autonnatic

- Dewices CCS SMS Server Marual * pequired *

- PABR Connections CCS Dashboard Gatewary Started Aukomatic

Quege Assignments Dialogic HMP Marual

g;r;'fes TAPL Started Manual

. System Windows 115 (e Publishing Service Started Aukomatic

- Walidation

Logs (e}

[ show Disabled Services
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1.4 CCS Record with VoIP Trunk
The requirements for CCS Record are divided into two parts:
9.4.1.1 System Requirements
9.4.1.2 Installation of CCS Desk and CCS Report
1.4.1 Pre-Installation Requirements
1.4.1.1 System Requirements
The CCS Record Server must meet the following minimum specifications.
CCS Record Recommended Hardware
Up to 8 channels Up to 30 Up to 120 Up to 600
. channels and a channels and a channels and a
a maximum of . . .
Install Scope 1600 calls maximum of maximum of maximum of
' 5,000 calls 20,000 calls 1,000,000 calls
per day
per day per day per day
M
gedlc_ated Server Yes Yes Yes Yes
equired
S
Pedicated SQL No No No No
Server Required
2
Virtual Server
Possible No No No No
C
L Windows 7 Windows 7 Windows 7 Windows 7
Professional Professional x64 Professional x64 Professional x64
Operating System or or or or
Windows Server Windows Server Windows Server Windows Server
G 2008 R2 2008 R2 2008 R2 2008 R2
M
CPU 132120 3.3GHz 132120 3.3GHz 132120 3.3GHz 132120 3.3GHz
T
RAM 2GB 4GB 8 GB 16 GB
]
Eisk Space 500 GB 1TB 1TB 3TB
) Minimum 2 Minimum 2 - Minimum 2
Hetwork Card NICs NICs Minimum 2 NICs NICs
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Notes

- Only SIP trunk recording is supported with the VolIP recording.

- Site must have network switches with port mirroring capability to route SIP and RTP packets
into the recording server. A network hub can be used as an alternative on small sites i.e. up to

10 stations.

1.4.1.2 Installation of CCS Desk and CCS Report

Before CCS Call can be configured, the installation of CCS Report and CCS Desk must be

completed. Please consult Section 2 and Section 3 for more information.
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1.4.2 Installation
1.4.2.1 Connect the VoIP Traffic
Port
l \ Mirroring
I Recording
Connection
LAN
Connection
Server
Network
Router Adapter

NIC2

NIC1

7

v, 1 ﬁ:: e~y

Ethernet Switch
with Mirroring

1 ,-—:-J om

IP Phones

The above diagram shows a simple site with the PBX, the CCS Server and the Internet

Router connected to the same Mirroring Ethernet Switch.

NIC1 — this is the connection for the server to connect to the LAN.

NIC2 — this is where the information will be presented for recording — this data is mirrored from

the LAN connection of the PBX, as all SIP trunks traffic goes via the PBX. When using SIP

trunks the extensions are not connected directly to the SIP provider

The reality is that only few sites will be this simple. It is advisable that the PBX and VolP

modules as applicable are all on the same switch as the connection to NIC2. A network hub

can be used as an alternative to the port-mirroring network switch. Please be aware that hubs

broadcast all IP packets through all its ports thus can cause network congestion and collision.
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Port
Mirroring

Recording

_I Connection
o Mirror
Router Ethernet Switch Uplink

¢

with Mirroring LAN
Connection
h Server
NS Nicz Network
° NICT . Adapter
S (WA )

Ethernet Switch
with Mirroring

/

s $ IP Phones
PBX ®—

VOIP Modules
(as applicable)

This diagram shows how the PBX and its multiple VolP modules can be on a separate switch
if required. In such case, the VolP modules still need to be mirrored to a port on the switch
where the NIC2 is attached. Thus it would still be preferable to have the PBX, VolP modules
and CCS NIC2 on the same switch.

In the above diagram, the CCS server and the Internet Router are on the same switch. This is

simply how the diagram has been drawn and is not a requirement.
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1.4.2.2 Install Call Recorder

Step 1 - Browse to the recording box software DVD - Run the CallRecorder.exe

Organize = Burn to disc

>

¢ Favorites MName Date modified

Bl Desktop 4 Files Currently on the Disc (9)

% Downloads | Client 1/04/2011 7:13 PM

| data 1/04/2011 7:13 PM
| Server 1/04/2011 T:11 PM

1] Recent Places

|:| SharePoint Sites

4| autorun 31/03/2011 12:18 ...

Type

File folder
File folder
File folder

Setup Information

1KB

= Libraries

|4 CallRecorder 31/03/2011 12:18 ..

Application

3,107 K8

@ Documents ﬁl CallRecorder

&) Music [ CallRecorder.res 31/03/2011 12:18 ..
L] mialib 31/03/2011 12:18 ..

[ Pictures

BE Videos 4y ySense 31/03/201112:19 ..

CallRecorder Date medified: 31/03/2011 12:18 AM Date created: 31,/03,/2011 12:18 AM
Application Size: 3.03 MB

Windows Installer ...

RES File
LIB File

Application

283 KB
9917 KB
562 KB
2819KB

Step 2 - You will be prompted to install any prerequisites that may be required (Service

Packs, SQL Express) - Select Yes to install.

Step 3 - If you are prompted to reboot - Select Yes.

Once you log back in, the installation will continue where it left off.

Step 4 - The installer will also recommend that you connect the recording box to the Server

via USB port and ignore/cancel the ‘Found new hardware’ wizard.

- There is no hardware to be connected = Click Next.

50



IPECS CCS Record
User Manual Issue 1.8

Step 5 - When presented with the option - Select Install Server and Client - Click Next.

B

& -
47 Sense - InstallAware Wizard S i e 1 b e S|

o Collecting Information
. BRI T e ETT S_elect the components you want to install:
() Install Server and Client

) Preparing installation ) Install Cient Orly

o Installing

) Finalizing installation

Step 6 - Depending on the network configuration = Specify workgroup or domain = You
will also need to enter an email address for notifications = Click Next.

r - Al
Ay Sense - InstallAware Wizard 0 . 0 e e[S )
E Collecting Information
. ey ety The PC you are installing on is part of @ Workgroup or part of a
Domain network?
o Preparing installation () Workgroup () Domain
(| ) mstaling )
Enter an emal account for alarms and notifications (optional):
| ) Finalizing installation
i

Step 7 - Read and Agree to the license agreement - Click Next.
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Step 8 - You will need to specify the path details - Click Next.

Application Files — Defaults to C:\Program Files\Retell\Sense

Data Folder (Temporary Storage) — Defaults to the Application Folder
Audio Storage Folder — Defaults to the Application Folder

Backup Folder

SQL Root Folder — Defaults to C:\Program Files\Microsoft SQL Server
Client Location — Default to C:\Program Files\Retel\Sense Calls

Step 9 - The installer will detect and install the device drivers.

Sense Call Recording and Call Management
Prowen business results for a rapid return on investment.

. Collecting information

Reduce Costs
. Preparing installation

Less arrors, complaints and misundsrstandings

0 Installing

) Finalizing installation

Installing Sense

Cancel
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Step 10 - The post configuration screens will be displayed to review - Make sure the correct
Network devices are selected.

Note
On the VolIP tab, you can filter particular IP addresses by filling the relevant fields. If the fields

are left blank then it will record all traffic connected to the VolP mirror device.

Options &J Options " - . &J‘

Special | Server | Server (Mare) | Cliert. | Ciert (More) | VolP | | Special |} Server || Server (More) [ Client | Cliert (More) [ VoIP_|
Maximum SQL Server RAM (MB) 768 - 2l |
E Alarms -
Audio destination folder: H:\T\Testing E Archive disk space True T
Audio post processing File Move Failed Tue
Select the network devices to record. Muliple devices can be selected using the Cit key Audio post processing operation problems Te
Audio storage disk space True
LY | AN 7500 USE 2 0to Ethemet 10/100/1000 Adapter ga:: gew:e’ EW‘ o ;Me L
Bluetooth Device (Personal Area Network) Al hiecorder box smor e
Atheros L1 Gigabit Fthemet 10100/1000Base-T Controller Call Recorder disk space True
Atheros ARB0D7EG Wireless Metwork Adapter Critical Call Recorder disk space True
Database communication emor True
Invalid G 729 license True
Network drive access falled True
Mac Address 00:0e:c6:83:41fc. Network drive access failed, invalid credentials True
IVR Messages Scheduled archive failed True |
The telephone line is down True
Welcome message  C-\ProgramData'CallRecorder\Data'lvr welcomeMessage wav USB bandwidth True
USE emors Tue
Recording stated - \ProgramDat=\CallRecorder\Data\lvr'start Recording wav 5 Archiving

Archive account domain name
Archive account password
Archive account user name

Recording stopped - \ProgramDat=\CallRecorder\Data\lvrstop Recording wav

Ty e C:\ProgramData\CallRecorder\Datahvrbusy wav Archive media requined fres spece (%) 20

Keep restored calls duration (days) 7 I
Ringing message  C-\ProgramDiat=\CallRecorder\Data\lvr'vinging wav e e |

Add call attributes to audio file name False

Add call start time to audio file name False

Add prefix string to audio file name

Add user name to audio file name False

Audio file name attributes separator _ A

Aedin £aldmmmm Al msiin Commamn alen

Add call attributes to audio file name
File name format: include calling-number, called-number and call direction in file name

Some changes apply only after restarting the recorder service.

&= | [ options . s - )

Cptions s &
Special | Server || Server (Ware] ]| Client | Client (More} | VolP | | special | Server | Server (More) |/ Ciert | Cliert (More) [ VolP |
24 4]

E Database El Live Streaming
Database query timeout a0 Live RTP range first Port 16384

E Paths Live RTP range last Port 32766
Backup folder D-\SenseBackup\ Streaming requests, HTTP port 3801
Temporary folder CA\ProgramData\CallRecorder\Data\tmp\ El Misc

= Server address Enable Alams True
Recorder Server address 127.004 Player Type sensePlayer

View single database (split view off) True
I
Backup folder Enable Alarms
Backup root folder Enable fiing Call Recorder Alamms
- o] - o]
K = ——— L =
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Options . " -

Cptions

Special I Server | Server (Maore) | Cliert |: Cliertt (More) :[ volp ‘

[ Special | Server | Server (Mors) | Cient | Giient (More) | VoIP |

Database type

Type of database used by the reconder.

- =) &
EE2 (28]
E SENSE Bl Misc
Database host address 1270041 =G Expand to see the plug-n options
Datzbase type sqlserver
Recorder Server address 127.0.0.1 Alowed IP Ranges

Allowed Mac address
Blocked addresses
Blocked IP Ranges

Search type Search by substring
TSP gateways
Use Calling number from SIP Ok message Falze
| Use Invite packet |P to determing call direction  False
User address fiter type No fitter
Allowed addresses

ACSVlist of user addresses. Calls with user address that appear on the list will be reconded

Enable nat call matching True
LAN 10.255 255 255 172 31.255 255192168255 _25¢
Record RTF calls False

: o) o] :

IMPORTANT

If the software version is 2.6.2.300311 you must to complete this step to install an update

patch.

Step 11 - The 2.6.2.110612 patch must be installed before the VolP recording can work

properly.

-> Extract the zip file and run patchSetup.exe.

- | 42 || Search Sense.2.6.2.2203

() [0 > Sense262280312 »
Organize « Include in library + Share with +
w0 Favorites Name
BE Desktop | client
& Downloads = | SEMVEr
W 2| Recent Places 4y patchSetup
I | & || patchSetup.exe.original
4 Libraries || ReleaseMote.pdf
3 Docurnents
J‘. Music
= Pictures
B Videns o
j 5 items

Burn MNew folder = -
Date modified Type Size
20/02/2008 1:20 AM  File folder
20/02/2008 1:21 AM  File folder

3/05/2012 9:54 PM
29/03/2012 3:22 AM
29/03/2012 3:22 AM

Application
ORIGINAL File
PDF File

84 KB
84 KB
86 KB
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Note

If you experience problems with patch copying over files in the %Program Files%\Retell

folder

- Right click the Retell folder - Clear the read only flag.

Retell Properties

. )

General |Sharing | Security | Previous Versions Customize|

Type:
Location:
Size:

Size on disk:

Contains:

Created:

Retell

File folder

E:“Program Files

366 MB (1,012,942,991 bytes)
367 MB (1.014,833.152 bytes)
927 Files, 236 Folders

Monday, June 25, 2012, 2:57-42 FM

Attributes:

[]Read-only {Only applies to files in folder) I

|:| Hidden Advanced...

OK || cancsl || seply

]

Step 12 - If you want to test Sense that calls are being received or to change configuration

options - Open Calls from the shortcut place on the Desktop

The username is admin.

The password is callrecorder.

File  Archive | Tools | Help

Date, Time, Durl

From: [I7 07/0
To:  |[07/0
Quick: | T oday

palieed Misc Add Comment
Usars — Man Records 100 Add E
Change Password N Comments:
Options urnber: I™ Show call legs I
Device { gtions [Ext):
Update Firmware = j
Channel Hames Showing 96 af 314 records.
Audit Trail
|Box | Est | Local | Remote | Direction | Archived | Comment
BB D | 1 46367314 Outgoing  Nao
06/2012 4:05:22 PM  00:00:04 00:00:37 0 46376464 396820938 Incoming No
THE/20M2 4:03:32 PM 00:00:04 000042 0 46376464 396820938 Incoming No
THG/2012 4:01:30 PM - 00:00:04 00:00:37 0 46376464 396820938 Incoming No
7/06/2012 252:45 PM  00:00:00 000229 1 1} 0417735750 Dutgaing No
T/0B/20M2 24743 PM 00:00:00 00:02:37 1 1} 4E1546712 Outgoing No
T/0B/20M2 33137 P 00:00:08 00:00:45 1} FarITE201 4EE35242 Outgoing No
T/0B/20M2 2:30:26 PM 00:00:08 000052 1} FarITE201 46761202 Outgoing No
T/0B/2012 32917 P 00:00:08 00:00:50 1} FarITE201 4EE20771 Outgoing No
T/0B/2012 3:27:30 PM - 00:00:07 00:01:29 1} F473TE201 0396820938 Outgoing No
T/06/2012 3:2217 PM 00:00:00 00:00:46 1 1} 4BEE1212 Outgoing No
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1.4.2.3 Configure CCS Report

To link the reports with the recorded audio files, a few things must be configured properly.

Step 1 - CCS Report connection type MUST be configured to CTI. This can be configured
during the installation Config Wizard, or by using CCS Report Manager.

Step 2 - CCS Report Config MUST contain a valid network credentials, otherwise access to

recordings will require a username and password each time.

# CCS Report Configuration =] E3

Server Settings I Mail & Subscription Settingsl

— Server Settings — Self Diagnostic
Datahase server location After Ingtall Self Diagnostic |
[loan Test |
Server Address _I
|Incalhc-$t Test |
Part I?DSS
Metwaork Credential Setting
Drarmain Ugzer Mame Password
I |d0mainuser I ***** 1 Test |
| Send U | 4] 3|
Target Test Email
Save Cancel

Step 3 - If the CCS Record service and recording hardware is installed on a different machine
to CCS Report, the Web.config file located in the CCSReportWebGUI installation folder

needs to be adjusted to reflect the location of the Sense installation.

Open the Web.config file with Notepad (Right Click > Open With... - Notepad)

- Search for the line below and set the ‘value’ with the machine name or |P_address of the

Sense machine.

<add key="SenseServer" value="localhost"/>
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1.4.2.4 Configure CCS Desk

Step 1 - Run CCS Desk Manager - Go to the Devices tab > add the ISDN PRI trunks to

the Devices list.

Configuration [}

#-Administration PaB: ITAF’I FaB: j

Bj--lntegration

&-Configuration MNumber
- Announcement Servers . O ¥ ) 1
- CCS Call Dialer Settings it | 2 Trunk 2 Open
- CC5 Chat K Trunk, 3 Open
EE; fﬁ:sole T 4 Trurk 4 Open
- CC5 Record Profiles L 5 Trurk 5 Open
- CCS Record Servers l & Trurk B Open
- Devices it 7 Trurk. 7 Open
- PABY Connections it | & Trunk, g Open
- Queue Assignments T 9 Trunk. 9 Open
- SErVices i |10 Trunk 10 Open
- SMTR it | 11 Trunk 1 DOpen =]
- Systern M Uﬁ '
- \talidation

Step 2 - Go to the CCS Record Profiles = add the trunks as Server Controlled devices.

Configuration

[#- Administration CC5 Record Profile | Record All | Override Extension | Server/Local
-- Integration [ 7@ Fecord 21 : Yes Add |
&) Configuration il | Fecord On Demand Mo Yes
- BNNoUnCcement Servers Add

- (ZCS Call Dialer Settings
- 05 Chat

- 25 Console

- CCS IVR

- 25 Record Profiles

- 25 Record Servers

- Dievices

- PABX Connections

- QUede Assignments

- Services

- SMTP

- Syskern

- ¥alidation

MO160
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Select Extensions

- TAPI PABX)

Trunk 00710 (1
Trurk 00711 (1

- TAPI PABX)
- TAPI PARX)
- TAPI FABK)
- TAPI FABK)
- TAPI FABK)
- TAPI FABK)
- TAPI PABK)
- TAPI PABK)
0 - TAP| FABK)
1- TAPI PABx)

#dd Extensions as 'Server controlled:

oK I

Cancel |

0177

Step 3 - Go to the CCS Record Server - Create a recording configuration profile > Map

the trunks into the ports.

CCS Record Server Configuration

Nasne [ 10 SIP trunks
Praits 12 Poits -
Snghe Recording Trunks] [~
W) r . l_
Hogwre |
Lse Call Progress u
AEC Er ek |_
Senze ID Post Difsat

Add |
SEMSE Serves |12?nu1
Frepoit Semves |fcr£ur UALs
e ok | Cancel |

Port |

Q0 S O A e L B o=l

]
PR3 = O

Cornected Extenzion | Al
Toank 0000 [1 - TAPI PAED Yes
Toank 0002 (2 - TAPI PAED ez
Tiunk: 0003 (3 - TAF PAED Yes
Tiunk 0004 (4 - TAF PAED Yey
Tiunk. 0005 5 - TAFI PAE Yes
Tounk: 0006 (B - TAFI PAES Yes
Tiunk 0007 [ - TAP PAES Yes
Tiunk 0003 (8 - TAFI PAES “Yes
Tiunk 0003 [3 - TAPI PAES “es
Tiunk 0010 [10 - TAP PAE Yes
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Name — The name of the CCS Record Server profile.

Ports — The number of ports to be configured.

Single Recording (Trunks) — enable this if you wish to combine “multiple” calls (because of
transferred) on the same trunk into one recording file. This is applicable to trunk side

recording.

Hardware — Sense must always be selected.

When there are multiple recording devices connected to the server, Sense ID and Port Offset
must be configured. Assuming there are two analog recording devices, both with 4 ports, this

is the correct ID and offset configuration.

Senze D | Part Offzet
it |1 0

]
fdd |

SENSE Server — the address of the SENSE Server

Report Server — the URL of the Report Server

Port / Connected Extension / All — configuration of each port and whether they are

connected to a trunk, and set to record all or follow the CCS Desk agent recording profile.

When the ports are set to Record All:

a. The recording files will saved into folders named by the extension number involved in the
call.

b. The recording filename will contain the date and time of the call, direction, and either dialed

number or caller ID.

When the ports are NOT set to Record All:

a. It will only record extensions that are being monitored by CCS Desk Client.

b. The CCS Desk agent recording profile will control the recording path, the folder grouping
and the filename of the recording file. The agent recording profile is configured at the CCS
Record tab.
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&dd

CCS Record Prafile

FRecard On Demand Mo

Record All

Yes

Edit Person

M arne
|nteqration
Prafile
Auto Break

IJzer Lewvel

Ovemde

IJ ack,

INDnE j
| =
[

| - Disabled -

IStandard Idzer j

CCS Record Profile

Fecaord All

Calendar Prafile

Hotk.ey Profile

| - Disabled -

=
[

| - Disabled -

Hame [Recoed A1 [iT |
Ovenide Local Setings 7 _ Corcel |
Auto Record R [everCal =
Hide Mo Device'Waming [
Oiptior b Discad I
Recordngs Fokles [ CACCS Reecoed)
Folder Hame
Agert Name =
Qs Mame W
Campaign Mames I
File Hame
Agart Mame r
Phone Number =2
Contact |0 r
Complation Code 1=
Reconding Fommat HP3 o
Hide Recordings Tab r
{llows Stogl =
[ Speciy Types of call o AutoRiecoed
I
© ou
™ Gueu
MNsg

1.4.2.5 Activate CCS Record Server Service

The recording service is included when CCS Desk is installed however it is not enabled by

default.

Step 1 - To enable CCS Recording Server service > Open CCS Desk Config - Go to the

Services tab & Enable Configuration Mode.

Step 2 - Right click on CCS Recording Server - Select Configure CCS Recording Server

-> Click Install. Do not start the service at this stage.
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Configuration [ X|

Logs iy

L

Administration SErvice | Skatus | Mode | Profile | Logs

|- Integration CCS Desk Server Started Automatic Disabled
& Configuration £CS Desk PEX Server Started Manual TAPT PAEX Disabled

- Announcement Servers CC5 Report Engine Started Aukomatic

- CCS Call Dialer Settings T -

- CC5 Chat . e

- CCS Console S Desk Email 5 Ernail Server Disabled

5 IYR CCS Desk HMP & Disabled

.. 005 Record Profiles CC5 Desk HMP Se Start CCS Recording Server HMP Disabled

- CCS Record Servers TS Desk Gatewer AT medmatic

- Devices CCS SMS Setver Manual * pequired *

- PABX Conneckions 3 Dashboard Gateway Started Autarnakic

Quege Assignments Dialogic HMP Marual

g;r:;ces Tapl Started Manual

- System Windows 115 {www Publishing Service Started Automatic

- Yalidation

[~ Show Disabled Services

|
L CCs Recording Server !E £F CCS Recording Server !E

Service Mame IHecoldingSewer Semvice Name IFlecordingS ETvEr
File Path C:“Pragram Files [»86sCCSACCS Desk File Path C:AProagram Files [#86]5CCSYWCCS Desk
“RecardingServer.exe “RecordingsS erver. exe
Inztall Status Mot Installed Install Status IInstaIIed
Startup Mode IAutomatic j
Current Status IStDDDed Start |
Cloze | Cloge |

Step 3 — Right click on the Profile for CCS Recording Server. Select Settings for CCS

Recording Server.

Configuration E3

Logs i

Administration Service | Skatus | Maode | Profile | Logs
Integration CCS Desk Server Started Automatic Disabled
- Configuration CCS Desk PBX Server Started Manual TAPI PABX Disabled
-~ Annauncement Servers CC5 Report Engine Started Automatic
- ZC5 Call Dialer Settings
- CC5 Chat
5 Console CC5 Desk Emall Service Aukomatic
05 TWR, CCS Desk HMP Gakeway Started Autornatic Disabled
- CC5 Recard Profiles 25 Desk HMP Service Started fanual HMP Disabled
- 5 Record Servers ZC5 Desk Gateway Started Aukomatic
- Devices CC5 5MS Server tManual * required *
- PABK Connections 05 Dashboard Gakewary Started Bukamakic
Q'-'EL_'E Assignments Dialagic HMP Manual
g;?';es TAPI Started Manual
.. System windows 115 (wenw Publishing Service Started Aukomatic
- Walidation

[ show Disabled Services
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Step 4 — Select CCS Recording Profile that was previously created then click OK.

Select Recording Server

Server Selection

|10 51P trurks

=
Cancel |

Step 5 - Right click on CCS Recording Server > Select Start CCS Recording Server.

[#- Administration
Integration

= Configuration

- Announcement Servers
- CC5 Call Dialer Settings
- CC5 Chat

- CCS Console

- CCS VR

- (25 Record Profiles

- (25 Record Servers

- Devices

- PABR Connections

- (ueue Assignments

- SErvices

- Syskem

- Walidation

Logs i

Service | Status | Mode | Prafile | Logs

CCS Desk Server Started Aukomatic Lisabled
CC5 Desk PBY Server Started Manual TAPI PABR Cisabled
CC5 Repork Engine Started Autormatic

{ visabled
CCS Desk Email Service Disabled
2S5 Desk HMP Gateway Started Automatic Disabled
CC5 Desk HYMP Service Started flanual HMP Disabled
CC5 Desk Gateway Started Automatic
CCS 5M5 Server Tanual * required *
CCS Dashboard Gateway Starked Automatic
Dialagic HMP Tanual
TAPT Started tanual
windows IIS {www Publishing Service Starked Automatic

™ Show Disabled Services
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