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| Call Recording User Guide

1. Accessing web interface

First Communications has a web-interface, which can be accessed from other computers via
the network and/or the internet.

Inside web-browser address bar, type the address https://rec.uc-view.com

Login details are provided in the email. If you did not receive the email or have trouble
accessing portal please email Support@cCall7.com or call 800.881.3066

If web address is correct then you should see the login page:

C
— Il

Communicate with Vision

Login Login

Password Password

However, if a web-page is not opening on a particular browser please try opening the same
on other browser.

CALL 7, Incorporated 2
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2. Dashboard

First Communications dashboard provides a thorough overview of calls-per-day, average
call duration, current active calls, etc.

@ Dashboard = F'.ecc-r'dl'ngs il Reports & Administration

Dashboard
101 84 12h 43m 7:33
LAST 30 DAYS (CALLS PER DAY) REAL-TIME ACTIVE CALLS

1T
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3. Call recordings views

First Communications supports the following call recording views as pictured:

@ Dashboard [ Recordings |l Reports 4 Administration

ALL CALLS ACTIVE CALLS MY CALLS BY USER MNOT ASSIGNED TO USERS BY CATEGORY ADVANCED SEARCH
™ 2015/01/01 - 2015/04/01 Ealact & L)ss G . Cearch a Text Search =
2 No auto-refresh = Categories = & Download ® Delete More = 020cfmany ¢ >
(] USER DATE TIME DURATION FROM TO CATEGORIES
] Micki Rosel Apr 1, 2015 556 PM 19:34 BE811001100 (Nicki Rosel) 8740196940
a Cedrick Irons &pr 1, 2015 9:55 PM 0:45 6348236350 12333007007 {Cedrick Irons) 2]
o David Amado Apr1,2015 9:54 PM 0:45 6357493166 21311002100 (David Amado)
(] Rosendo Brooking Apr 1, 2015 9:50 PM 0:24 21311001002 (Rosendo Brooking) 7623095290
(m} Travis Barlebaugh Apr1,2015 943 PM 5:43 6763452230 12333002005 (Travis Barlebaugh)
(] Shelll Abee Apr 1, 2015 943 PM 043 SE0B131149 BE811007008 (Shelll Abee)
(m} Yahaira Leon Apr 1, 2015 943 PM 014 21311001008 (Yahaira Leon) 8032529402

Description

All calls Displays all call recording (including active calls).

Active calls Displays only active calls

My calls Displays call recordings associated with the current logged in
user

By user Displays call recordings, which are grouped by user and user
aroup

Not assigned to Displays call recordings, which were not assigned to any

users users; this view is visible to administrator accounts only.

By category Displays calls recordings grouped by category

CALL 7, Incorporated 4
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4. Playback call recordings

4.1 Inline basic audio player

Click on the call list, and you will be able to see call details within a basic media player,
which is right inside the call list.

@ Dashboard [NERecordings Il Reports £ Administration

Recordings

ALL CALLS ACTIVE CALLS MY CALLS BY USER NOT ASSIGNED TO USERS BY CATEGORY
= aiecr a Date Range etec] 52 1t - SEArch & Text ssarch -
X Delete Categories - o-20cfmany < >
a USER DATE TIME DURATION FROM TO CATEGORIES

O  vanaira Leon Today 959 PM 059 21311001008 (Yahaira Leon) BESS331043

From: 21311001008 (Yahaira Leon) Open in news windew &
Te: BB55331043

Date/Time: Today 21:59:53

Duration: 055
4 Save audio file
(m] Lynn Lafever Today .58 PM 027 21311002004 (Lynn Lafever} 2945026858 ot
B Tracy Hast Today 356 PM 1:48 21311005004 (Tracy Hash

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

This visual audio presentation presents an easy way to detect periods of silence and talk-
over within the conversation

@ Dashboard [ Recordings  lil Reports £ Administration

il

Call 07987654321 -> +447123456789 elete cail

LI O T [ [ I el et b
m & Save audio file

AUDIO

DATE/TIME FROM TO
Date 2010-05-19 User: David Amado User:
Connect Time:  10:19:18 Phone Number: 07987654321 Phone Number:  +447123456789
Disconnect Time 10:19:58 Phone Name: Phone Name:
Duration:  0:40 Ip-address:  192.168.0.10 (5060) Ip-address:  192.168.0.154 (5060)

I ——
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4.3 Download Call Recordings

To download call recordings:
1. Select Recording option at the top

2. Select the call you want to download and hit “*Download” option

Recordings o

ALL CALLS ACTIVE CALLS MY CALLS BY USER OT ASSIGNED TO USER BY CATEGORY ADVANCED SEARCH
et Selecta Date Range ) SO0 L Search a Text Search @~
£ No auto-refresh - Categ - D d [# Export x Delete More~ | Sclected rows: 1 4347 of 47 £ .
o USER DATE TIME DURATION FROM TO CATEGORIES
Ashwin Sepir2m9 2:09PM 15 3308 yan) 234 =
Ashwin Sep 11,2019 T10PM 210 3z 3308 yan) B

1. Select the call you want to download and hit “*+” option

= Ashwin Sep 11, 2019 209 PM 015 3308 lyan) 234

0—’&3

1]

2. Click on “Save Audio File”

& Ashwin  Sep11,2019  203PM 015 330 [ - ) 23 8

Group: Marketing Open in new window ('

From: 330¢ 1an 8 Ashwin
Date/Time: Sep 11,2019 2:09:30 PM
Duration:  0:15 l

& Save audio file

More details

Notes: Add note

CALL 7, Incorporated
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5. Searching calls

First Communications allows for an easy search of calls by utilizing different parameters,

such as:

T

Ceall 7

@ Dashboard

[ Recordings

[l Reports

£ Administration

& Admin ~

Recordings (1) ) (3
ALLCALLS | ACTIVECALLS MYCRLLS  BYUSER  BYCLIE NOT ASSIGNED TO USER BY CATEGORY| ~ ADVANCED SEARCH

Select a Date Range Sel or Group v Search a Text Search -
T No auto-refresh~ || Categories~ = &Downioad  [fExport = XDelete = More~ 0200f44 < >
O  UseEr DATE TIME DURATION FROM TO CATEGORIES

O Ashwin  Today 11:16 AM 0:58 20 szos o)
O  Ashwin  Today 8:46 AM 1:30 312 EEY | B
O  Ashwin  Sep 13,2019 4:50 PM 0:08 o EEY | &
O  Ashwin  Sep13,2019 4:50 PM 0:08 o EEl |

O  Ashwin  Sep13,2019 450 PM 0:06 o 24 B
O Ashwin  Sep13,2019 4:49 PM 0:01 .0 a4 @

1. Date range

2. User or Group name

3. Any text. The entered text is searched within caller/called phone number, name fields,
and call notes.

CALL 7, Incorporated




| Call Recording User Guide

6. Advanced searching calls

Advanced search web-page provides the ability to search call recordings utilizing multiple

criteria, such as:

e User
e Group
e CallID

e Phone number (FROM and/or TO)
e Date range

e Call duration

Each of these criteria supports different comparison operators like Equal To, Not equal
to, Starts with, Ends with, Includes, Is empty, Not empty, Match simple

pattern, Match regex pattern, Before, After, Between, Older than

than  days.

days), Newer

Recordings

% Delete  Categories = No auto-refresh~ & Download

ALL CALLS ACTIVE CALLS MY CALLS BY USER NOT ASSIGNED TO USERS

Group v Is
Duration A Between
+ Add Criteria

BY CATEGORY

ADVANCED SEARCH

60

0-20cfmany <

a DATE TIME DURATION FROM TO

O May 3, 2015 11:24 AM 0:59 12333001100 (Micheal Harvell) 8303620297

O May 2, 2015 722 PM 0:45 3910091940 12333001011 (Veta Pospisil)

O May 2, 2015 6:25 PM 57 12333001010 (Manual Spoor) 5281360644 H

CALL 7, Incorporated
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Saved Search

You can save the searched criteria, and use it later:

b

= N = & Dashboard | EIRecordings " 4l Reports & Administration & Admin ~
ALL CALLS ACTIVE CALLS CALLS BY USER NOT ASSIGNED TO USERS BY CATEGORY ADVANCED SEARCH
Q Last 7 days Greater than v o0
Q Long calls (> Sm)
+ Add Criterla
Q Short calls (< 155)
m Save Search
Q SIP protocol
< No auto-refresh ~ Categories » & Download x Delete Mare ~ 20400 many € >
(] TENANT USER DATE TIME DURATION FROM TO
- Flexus Brandon Mar 17, 426 5547 4041501053 12333001007 (Cedrick
Thormburg 2016 0] Irons)
o Penolutons Lid Sierra Bowyer Mar 17, 357 818 21311005002 (Sierra 7080977305
2016 M Bowyer]
o PeriSolutions Lid Yahaira Leon Mar 17, 333 3417 3370610156 213110071008 (Yahaira
2016 (2] Leon)
o PeriSolutions Lid Lynn Lafever Mar 17, 242 20020 21311002004 (Lynn 2989088384
2016 M Lafever)

CALL 7, Incorporated
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/. Add notes to calls

When the user has been given the appropriate permission, he or she will be able to view
and add new notes to call recordings.

These call notes are displayed inline and in a new window
Notes are displayed from oldest to newest; additionally, it is possible to pin any notes on

top (out of order).

Call notes inline

O © Antonie Parker Jun 10, 2015 9:17 PM 31:35 21311003000 (Antonie Parker) 6219310492 [=]
From: 21311003000 (Antonie Parker) Open in new window (£
To: 6219310492
Date/Time: Jun 10,2015 9:17:21 PM
Duration: 31:35
p 00:00 | L save audio file
Notes: admin Today, 9:06 PM Unpin % Delere
This is a sales lead. Follow up in 2 weeks
admin Today, 9:07 PM ZPintothetop X Delete
Scheduled a demo.
I
| /7
(7 Alberta Seifried Jun10,2015  S12PM 337 21311001009 (Alberta Seifried) 6309942916 2
[m] Tinisha Frost Jun10,2015  S:10PM 0:24 6510960318 21311002002 (Tinisha Frost) 2

I ——
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Call notes in new window

@ Dashboard [ Recordings  lil Reports  # Administration & Admin -

Call 21311003000 -> 6219310492 Detete cail

AUDIO witch 0 ba aye

» Play & Save audio file

DATE/TIME FROM TO
Date.  Jun 10, 2015 User Antonie Parker User
Connect Time:  9:17:21 PM Phone Number: 21311003000 Phone Number. 6219310492
Disconnect Time:  9:48:56 PM Phone Name:  Antonie Parker Phone Name
Duration: 31:35 Ip-address: Ip-address

Watermark:  View

Notes @

admin o 2 Unpin x Delete

This is a sales lead. Follow up in 2 weeks

admin To A EPintothetop X Delete

Scheduled a demo.

N

I ——
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8. Categorizing calls

First Communications supports categories for call recordings. When the user has the
appropriate permissions, he or she may assign categories to calls, create new categories,

etc.

To utilize categories, check one or more call recordings in a list, and then click the
"Categories" button, next, select one or more categories, which you would like to assign to

the call.

& Dashboard

|l Reports

@ Administration

ALL CALLS ACTIVE CALLS MY CALLS BY US|

=] e
X Delete Categories =
O  USsER

J Back Office
m] |

2 Lead
=} 4 O Lead/Won
(] D ] Lead/In progress

0 Lead/Lost
D oa

o Sales
(m] ) J Technical Support
= ’

Apply

(m] yta Visipando Jan T 205 2T
m] Jan 7,20 20:23:29
(] Jan 20:15:43
=] Jan 20:14:53

ER NOT AS5IGNED TO USERS

BY CATEGORY

L Search |~
0-20cf many < >
A WURATION FROM TO CATEGORIES
21 102 B662367979 Sales  Lead
102 B662367979 Sales
22 102 B662367979 Lead Sales
12 AT72420007 21311001007 (Dakota Vialpanda) Technical Support
46 3314291406 21 Dakota Vialpando)
46 21311001009 (Alberta Seifried) 8923553624
0:03 21311001007 (Dakota Vialpando) Technical Support
02 21311002102 (justin Frost)
4325482861 2
0:24 4979922902 2 Technical Support

CALL 7, Incorporated
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9. View multi-part calls

First Communications automatically recognizes multiple call parts of longer interaction, for
example, when a call has been transferred from one agent to another, or when a call has
been put on hold, the agent made a consultative call to his/her supervisor and then
resumed the initial call.

On the recordings page, users can see if the call segment is a part of a longer interaction.

o /ER DATE TIME DURATION FROM TO

(m] Carrol Rabards Nov 20, 2017 6:59 PM 1:41 +131 N 80ssE SR sosE) ]
(m] @ Carrol Robards Nov 20, 2017 6:56 PM 2:52 80N (CSR SO 2056 &
0O Carrol Robards Nov 20, 2017 6:50 PM 5:40 +131 0 S0 (CSR s0s D @

Visualization of multi-part calls

Each call segment is shown on a timeline. Users can navigate easily to the next segment
and playback it.

c‘A’LLm CALL[ZI  CALL[3] /

MEDIA PLAYER Switch to basic player | Wide view #

LA m*' **'” " * 'hb* ”ﬂ o} l'*ﬂ-l ""'"W'F*"'WHIF
" wobeh Bt ke b

3 F00 410 420 430 440 450 SO0 5

N"’*MHM‘M‘ Hﬁ”*“}' #**#ﬂ. o fen W

u 20 {1 0

I Hbe ok

0 220 2E0 24U 20

IR

W AU

Pk

SO0 4 )

» Play & Save audio file

ALL CALLS IN THIS INTERACTION

TIME DURATION FROM->TO TIMELINE

650 PM  5:40 +131 O > 806 TN (CSR socuN)
6:56PM  2:52 808 I (CSR 805 ) -> 2056
6:59PM  1:41 +131 > sosSN (CSR oS

I ——
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Supported call scenarios

First Communications merges multiple call parts into a single interaction in the following call
scenarios:

1. An inbound call is transferred from one agent to another; in this case, both parts of
the call will be added to the interaction.

2. An agent puts their first call on hold, makes an outbound consultative call, and then
returns to their original call. In this case, all 3 calls will be added to the interaction.

3. An agent has an active call occurring, and he/she receives a second incoming call.
The agent places the first call on hold and proceeds to answer the new call. The
agent then returns to their original call. In this scenario, the incoming call that
occurs between the hold/resume events is treated as an outside interaction. Only the
1st and the 3rd call parts will be added to the interaction.

I ——
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10. Reports (Admin Only)

First Communications provides extensive reporting. Reports are available from top
menu Reports.

First Communications supports multiple reports, such as:

e Per day
e Per group
e Per user

e Agent evaluation reports

& Dashboard @ Recordings | l'Reports | & Administration & Admin ~

Caall =

Reports

& All Calls Users
& Tenants

Sales Department X v 22 period 201412409 - 2015/01/07
& Group Calls

W caiis

& User Calls Brandon Tharnburg W iours

I ——
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11. Change password

In order to change own password, click on your login name in the right top corner and
select Change my password from drop-down menu.

@ Dashboard Bﬁemrdings l#l Reports & Administration & Admin ~
. My Profile
Recordings (anguage
Change password
ALL CALLS ACTIVE CALLS MY CALLS BY USER BY CLIENT NOT ASSIGNED TO USER BY CATEGORY ADVANCED SEARCH Sign Out
f@ Select a Date Range Seiect a Use G v Search a Text Search ~
2 No auto-refresh~  Categories~ & Download  [iExport | xDelete | More~ 0200f24 < >
O USER DATE TIME DURATION FROM T0 CATEGORIES

In order to change other user password: (Admin Only)

1. Click on Administration -> User Management -> Users
2. Select a user and hit “Edit”
3. Click Reset Password

WEB ACCESS SETTINGS

Login ashwinuser

Allow web access? [ Yes, user can login to web portal

Authenticate with @® Password LDAP Broadworks Web Portal Metaswitch CommPortal
SAML 2.0
Reset password Reset password
Must Change Password Must change password on next login
Valid till 2019-09-29

I ——
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