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1. RECORDED CALLS SCREEN — NEW LOOK & NEW FEATURES

New URL There will be a new URL to login to after the upgrade. The project manager will include that in the upgrade
communication.
Login . .
. Continue to use your existing Username and Password.
Credentials y &
In the past, you had to search to find the different segments (legs) of a call when the caller was placed on hold,
) transferred (warm) or conferenced. Now, with this upgrade, the associated call legs of the call are joined together
Major into one audio file as long as you access this information in Call Details.
Gl e The Advanced Player button , Which is new to the Recorded Calls screen, is HTML based versus JAVA.
Quality Monitoring (QM) is accessed from a different URL and is no longer a tab for QM in Call Recording
A—
" Click on the Recorded Calls tab to view call activity
Menu Bar
B - " When the Recorded Calls screen is first opened, the Search button is the only one that can be used until a call is
Recorded selected (B1); the other buttons are greyed out. Click the checkbox [] to select a call. (B2) Checkbox turns blue |l
Calls Buttons and other buttons are active and ready to use.
C- " Couple Start Reason describes how a call was routed to the agent and the Couple End Reason that tells what the
Column agent did with the call. Reasons can be normal, hold, transfer, conference, etc. A Normal reason is assigned to a
Labels call directly routed to the agent’s call center and that was completed by the agent without being transferred,
conferenced or placed on hold.
D- " The recorded call icons enable various functions, such as playing calls, viewing call data, and exporting call and
video files. Click an icon to access. The main ones are: Play Audio «», Call Details i , Export *, ,Video &
Call Icons
(screens) |# & Call Unlocked
® Click the Call Details icon i (E1). A built-in Adobe Flash player has been added to pull in all associated audio files
E_ to the Call Details Window. The Call Segment Overview provides the caller’s number, the answering party’s
Call Details number (agent), date/time when the call started, talk time and direction; if known, whether it was an inbound or
ind outbound call. (E2) In this example, this call has one segment; the Advanced Player displays the audio file. Click
Window the Play Audio Recording button (right arrow) to listen to the conversation. Custom data is listed below the player
(E3).
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2. RECORDED CALLS SCREEN — SEARCH FOR CALLS WITH MULTIPLE SEGMENTS

® Search filters remain the same with the upgrade to 6.4 as in previous versions except for one new addition:
Segments count. Click on the Search button (F1) and scroll down to the Segments count field (F2).
" Enter a number, such as 1, to retrieve calls with multiple segments; click on the less than (<), equal (=)
or greater than (>) button to narrow down your search.
® Click on the green M button This example will return calls with more than 1 audio file associated
with each one.
" Click the blue [®[sH= button to close the Search window.

F—
Search Filter

G " Click on the Call Details icon i for the call you want to listen to; this opens the Advanced Player and joins
Ca]l Details the multiple legs (segments) of the call into one audio file. This is also called, Call Threading.

® Custom data for that call follows below the Associated Segments section.
H- " This example has a call with 2 segments in the Associated Segments section. Details of both legs of the call
Associated are listed separately — 2 segment IDs and the associated caller’s number, answering party’s number, and
Segments start/talk times.
|- " The Player provides a visual display of the audio files for both legs of the calls while being able to listen to
Advanced Player the entire call.
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3. RECORDED CALLS SCREEN — ADVANCED PLAYER BUTTON

J- ® To activate the Advanced Player button , click the checkbox [] for a call. Once it turns a solid
Advanced Player blue [, this button becomes active and ready to use .

Button - 1 call ® As shown in this example, when only one checkbox is clicked (J1), and the Advanced Player button is

with 1 segment clicked (J2) only one leg (segment) of the call is displayed in the Advanced Player.

= After performing a search, such as for a specific date, called agent, etc., click the From column label (K1)
rather than hunting for all of the segments of a call when the Couple Start Reason or Couple End Reason is
something other than Normal.

® The call records are sorted so all legs (segments) of a call and listed together. Click all of the checkboxes
for the related call segments, then click on the Advanced Player button (K2).

® The results show the different segments related to the call and are joined together in one audio file (K3).
Click the Play button to listen to the entire call (K4)

K-

Advanced Player
Button - 1 call
with 4 segments
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