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he instructions in this guide assume that you lsawvee experience operating a personal
computer and working with Microsoft Windows. If ybave any questions pertaining to
the Windows operating system, refer to your Micfoetanual or Microsoft online help.

Warnings

You should have received a username and passwiing ®evcord Voice Logger. If
you do not have that information, please see ya@rmal support personnel.

The Voice Logging System only works on Internet Bxgr 7.0 and above.
Usernames and passwords are case sensitive.

You might need to disable any popup blockers tist fime you connect to the system.
For more information on how to disable popup bleskplease contact your system
administrator or internal support personnel.

Revcord is entirely web based. And in order Far $oftware to function properly, a lot
of ActiveX controls will need to be loaded on thiewt computer the first time you connect.
To prepare your computer, you will need to changér ynternet explorer settings. To do that,
follow these steps in Internet Explorer:

- Go to Tools -> Internet Options

- Click on the Security Tab

- Click the Custom Level button

- Scroll down until you seActiveX controls and plug-ins
- Match the settings shown below:

- Allow previously unused ActiveX controls to runtiout promptingenable

- Allow ScriptletsEnable

- Automatic prompting for ActiveX controlEnable

- Binary and script behavioEnable

- Display video and animation on a webpage that doés. Enable

- Download signed ActiveX controRrompt (recommended)

- Download unsigned ActiveX contrarompt

- Initialize and script ActiveX controls not marked safe..Prompt

- Run ActiveX controls and plug-irisnable

- Script ActiveX controls marked safe for scriptingnable

Please keep in mind that these settings do notqautcomputer at risk since the security risky
features are set to “Prompt” rather than “Enabtetrat potentially malicious sites will still be
forced to prompt you before installing.



Multiple Recorded Calls Into a Single Call
In the Search screen, the user now has the dbilitick multiple calls and save them
into one file using a WMA or WAV file format.
Auto Refresh of Search Screen
When setting a User’s rights to have no rightstaadiuto Refresh box is checked,
you now have an updating Instant Recall functia shows only the last calls. If the
user is given rights to Monitor, then the Searchestwill also display live calls
which can be rewound on the fly similar to a Tivo.
Global Uncheck Option
A check box has been provided in the Search Pagecteck all the calls selected at
once. If more than one call is selected from ttethen the Global Uncheck option
will be checked. If the user wants to uncheckfathe calls, then removing the check
from Global Check Box will remove all the callsrindhe list.
Live Call Control
In the Live Monitor Screen, a new feature has liegtemented to send:
a) Start Recording,
b) Stop Recording,
c) Start SOD (Silence on Demand),
d) Stop SOD,
e) Email this Call
f) Comments and Data Update
By right clicking on any channel, it will show thst of commands that can be sent for
the particular channel based on that User’s rigg@gsamands are enabled or disabled
based on type of trigger (ROD or loop start), whetthannel is recording and
whether channel has permissions for SOD, EOD ardl éjffions. Users can also
save comments for the particular channel and durediby selecting Comments and
Data Update. This will bring a new window whereddlthis information can be
entered.
Editable Search Fields
Data can be updated for any call for specific Balitrectly in Search Page. The
specific fields are the Custom Fields which caméfned in the UID. You can
pick multiple calls so that you can provide for gpcediting.
Live Recall
In both the Monitor and the Search page, the Udéhawve the ability to rewind
live monitored calls on the fly. In order to dogfwm the Search Page, the User
must enable the Live Calls check box.
This feature is used for Free Seating. This pravide an association to a channel
from a PC based on the Windows Login.
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A shortcut should have been placed on your degkydpe installer or by your internal support
personnel. Itis also possible that the instaltited the address to the Revcord system in your
Internet Explorer favorites. If you do not have #hortcut, and there is no entry in your
Favorites, you will need to get the IP Address frgour installer or internal support personnel.

If you are accessing the Revcord Voice Loggertierftrst time, follow these steps:
- Open Internet Explorer
- Go to the address bar and eritip://(ip.address)/voicereahd hit enter.
Example:http://192.168.1.11/voicerec
The Logon page appears as shown

below:
(= Voice Logging System - Windows Internet Explorer \ZHE”Z\
G;j + [l hepafi2. 20,138 Sajvoicerscs ¥ [42] (] [sosate |2
Fle Edb View Favortes Tock Help
Google | v | Wsearch - o & @ - - @ F- [ sdewki - 5P check - (3] Transiate - ] Autofil - & - (D signin -

] - & - [hpoge - {FTook - 7

* o [ga]-

Woice Logaing System

User Name :

—
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Done (% € ntermet EL00% -

Enter your username and password in the fieldsigeovand click on th Login |, tton to
be granted access to the system.



Once you have logged in to the Revcord systemdéifieult page upon startup is the Search
Page:

We will dive more into the Search Features latgahia document as we visit each tab in order.



SETTINGS — (Administrator Only)
Assign channels, extensions, agents, supervisolgges, etc.

MONITOR
Listen to and monitor real-time calls.
User can monitor the general status of recordirpliaten to real-time conversations.
With proper permissions: Start Recording, Stop Riiog, Start Silence, Stop Silence,
Email Call, Call Comments.

SEARCH
User can enter specific search criteria to find plagback recorded conversations, save
and email calls, auto refresh the page for immeddyback of most recent call
include live calls in the search, manipulate treording during playback for looping the
call, speeding up the call, or slowing it down.

EVALUATION
Create assessment forms.
Search for calls and evaluate them using asses$orard.
Publish, Edit, and Share completed assessment forms

EVALUATION SEARCH
View completed evaluations.

EVAL REPORTS
View and analyze evaluation data by agsbeet and/or 3D graphs.

CALL STATISTICS
View and analyze searched data by spreadahdgédr 3D graphs.

***Please note that some tabs may not be availdlite.tabs are only available to users that
were given rights to access those tabs from anradtrator.
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“Settings” allows the administrator to setup uggoup, and extension information. This tab is
visible only when you log on with an administrasmcount. Contact your system administrator
for user name and password.

1. Click theSettingstab in the main menu

2. Click on thecompany name or groupthat you would like to configure on the tree menu.
You can add GROUPS, EXTENSIONS and USERS here.

Add a new Group
Click on NEW button on the main menu (on the rigamhel)
The “Group Info.” screen comes up



Enter group name and description (optional)

Click ADD GROUP

When you finish adding groups, click on the CLOSH®n to close GROUP INFO screen.
This will take you back to the main SETTINGS page.

Add a New Extension
Click on the “NEW” button on the main menu (on tight panel)
The “EXT. INFO” screen comes up.

Fill out the EXT INFO and click on ADD EXT button
When you finish adding EXTENSION, click on CLOSEton to close the popup screen and
return to the SETTINGS page.

Note: The only information that you should addhis Ext. Number, the Recorder stays in auto
select, enter the Ch. Number, and set the Triddmthing else should be changed.




Add a New User
Click on the “NEW?” button on the main menu (on tight panel)
The “USER INFO” screen comes up *

Fill out the ‘User Info”
USER ID: (example) jsmith
PASSWORD: 1234
USERNAME: (example) Joe Smith or Dispatch 1

Click “Add User”, close out the other windows and exit.



You can assign authorization types and modify uaedsgroups by clicking on the USER or
GROUP on the menu tree.

There are 8 authorization types:

Setup- for admin purposes only — see the above seatiombre details
Monitor — allows access to Monitor tab

Search— allows access to Search tab

Evaluation — allows access to Evaluation tab

Eval Search— allows access to Evaluation Search tab

Eval Reports— allows access to Report tab

Call Statistics— see statistics section below

. Save and Email- Allows the user to save calls and email them.
Description is an optional field

ONOOR~WNE



Other fields for user include:

User ID

Password

Confirm

User Name
Extension Number
E-mail Address
Social Security Number
Telephone Number
Date Entered

10. Date Retired

11. Description

12. Privacy On Demand
13. Email On Demand
14. Silence On Demand

©CoNorwWNE

You cannot modify user name, user ID or extensiamlper here. However, these three fields
can be changed from tAdDMINISTRATION interface. Contact your system administrator
for more details



% &

Real-Time Monitor and Listen allows a user to cleoasy agent or group and listen to
conversations in progress. This is an excellenlityu@ntrol and/or training tool.

1. Click theMonitor tab in the main menu.

2. Click the Agent that you would like to monitor on the tree viewol may choose a
single agent, multiple individual agents, or a grad agents.

a. To choose a single agent, click on the box to éftedf the agent name. Once the
box is checked, the name is highlighted.

b. To choose multiple agents, click the box to thé ¢éfeach agent's name. Each
name will then become highlighted.

c. If you would like to select the entire group, clithke box next to the company
name. In this example, you would click on the bextrto General Solutions.

3. Once you have decided which agent/s you wouldtlikeiew, click theMonitor button
directly above the tree view. The screen will reffr@nd the selected agents will appear

on the call status screen to the right of the tE@eh agent is represented by a rectangular
call status box.



a. Each call status box contains @igent name extensionandcall time.

b. Call status is represented by color. If the agsmniine, the box is pink. If the
agent is orstandby, the box isyellow If the agent isot available, the box is
grey. The call status box also displays call tiiethe call is active, the call
duration is displayed. If the call is inactivesktows the amount of time the agent
has been offline.

4. To listen to a call in real-time, locate the dedirggent on the call status screen and
double click the call status box. Remember thatcdle status box will be Pink if it is
active. You may now listen to the conversationeal time. If you would like to listen to
a different agent, simply double click on a differeagent’s call status box. The new
agent will now be highlighted and that conversatiolhbegin to play.

The Monitor Control Panel

r #$ " %&
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Advanced Controls in the Monitor Page
Right-Clicking any active call on the monitor pagd bring up a menu for that active call. The
menu has the following options:

- Start Recording

- Stop Recording



- Start Silence

- Stop Silence

- Email The Call
- Comments

Start Recording — This is used when that channel is listed as 6Reon Demand” so that only
selected calls will be recorded.
Stop Recording— This is used to stop the recording that wasateit! by theStart Recording
command
Start Silence— This is used if the user has “Silence on Demaigtiits. Normally used to insert
silence into a call. Generally when acceptreglit card numbers, or other
sensitive information that should not be reeard
Stop Silence- This is to end the silence inserted with $tert Silencecommand
Email The Call — Instead of going through the Search Tab to eaeidlll, the email command
can be sent from here to email the call @waplete.
Comments— Clicking onCommentswill bring up a window where certain criteria ca@
entered:

Special Code
Note 1

Note 2
Action

Call Tag
Other Notes

All of these fields are searchable via the Seamh. T
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Extensive search parameters allow you to requesi@range of calls. Your search may be as
specific or as broad as you like. Calls are sedlehay several criteria, including Agent ID,
Date, Time, Number Dialed, Call Duration, etc. Ogoa retrieve the desired call or list of calls,
you may listen to the call and control the playbasig the Call Monitor Control Panel.

To Search By Date and Time

1. Click theSearchtab in the main menu.

2. To search by a specific Date or Time. Click thecefpeDate on the Calendar to the
right, and then select tiiéme of call from the time table below the calendar.



3. Once you have selected the desired date and tirok,on the magnifying glass icon to

begin your search.

If your search is successful, a list of calls \ajblpear on the screen. You may now search within
this list and select specific calls for playback.



- You may also sort the list in a variety of waysdligking on the
blue columns at the top of the list. For exampbet By group name, call time,
date, etc. Once you click on the desired columa it will sort automatically.

- If your search results in several pages, you maytlis page selection arrows to
turn the page.

- The search results show a total of 4 pages of.Cétls current page is 1/4.

- To find the next page, press the page number ssfihe next page button.

- To find the previous page, press the page numberess the previous page
button.

- To go to the first page, press the first page loutto

- To go to the last page, press the last page button.

Once you find the call you wish to play back. Daublick on the line and the call will
begin to playback automatically. A check mark w&pipear in the box to the left and the



line will become light blue. Use the Call Monitoofitrol Panel to fast forward, reverse,
stop, pause, etc.

If you would like to select multiple calls, you mdg so by checking the box next to each call
line. The system will only play one call at a tiared in the order that you select them. The
current selection will become dark gray, while tileers stay light gray. Once the current
selection has finished playing, the next call melwill begin.

An Administrator is given the capability to deletals. This is done by checking the box next to
the call and clicking on theED X.



CALL MONITOR CONTROL PANEL

1. PLAY/PAUSE

2. FAST FORWARD

3. FAST REVERSE

4. LAST CALL.

5. FIRST CALL.

6. CONTROL TOGGLE - Moves to any point within the call
VOLUME TOGGLE.

PLAY SPEED - Press “Minus” to reduce speed. Press “Plus’ntwease
speed. Press “Center” for normal speed.

o~

9. SAVE TO FILE

10.SETTINGS - Control AGC Volume and Equalizer

11.MUTE/SOUND CONTROL

12.START TIME/END TIME



TO SAVE ACALLTO FILE
1. Select the calls that you would like to save
2. Press the “SAVE” icon, and the Save window will ppp

1. Click on the Folder Icon to the right. The “Browiee Folder” screen will appear. Select
a directory location and click “OK.”

2. You have the option to change the sound file typenfa .WMA to a .WAV file. The
WAV file is not a compressed file and may not bpmorted by your email, while the
WMA file is compressed and much more email frigndl

Change the file name and click “Save.” It will takédew moments to convert the files. Once it is
finished, click the “Close” button to exit.



The Statistics Tab

This feature works in conjunction with the power$elarch capabilities of the Revcord Logger.
Use the Statistics feature to generate reportgeaqghs based on any given search of the
database. This information can then be used totoroagent call activity, track efficiency, study
trends, etc. Revcord collects the information am@ies Excel spreadsheets and 3-D graphs to
illustrate the data.

TO GET STATISTIC DATA FOR AN AGENT

Click the Statisticsmenu in the main menu

Click the agent or group you wish analyze fromttiee menu.

Select which type of report you would like to geater If you wish to generate the
spreadsheet, click on Excel.

wn e

4. Select the X axis type: Day or Month.

5. Select the data item type: Agent, Extension, Graupotal.

6. To select the date, click on the arrow andlenckar will appear. Enter a start date and a
finish date, and the search will generate all ef¢hlls made during that period.



6. To search a specific time frame, enter the stadt ed times. You may highlight the
numbers and type them in, or you may arrow up aomind The default is set for
00:00:00. If you do not enter a specific time, search will bring back every call during
the dates specified.

1. You may also select specific call durations. Foaragle if you want tosearch all calls
that lasted between 1 and 3 minutes.

2. Once you have entered the desired criteria, chekK'VIEW” button at the bottom of the
page.

Note Depending on your system, it may take a whil@rocess a large amount of
data.

This is an example of the Excel Spreadsheet gestelat the Statistics Function.

If you have Microsoft Excel on your computer, yoayrthen save it to your hard drive by using
the Export Sheet Function at the bottom left ofrygareen. Click the green arrow. The report



will automatically open into Excel. You may thervedahe worksheet to your hard drive in the
desired location.

Shortcut — You may also use the Excel shortcut locatetieatdp of the spreadsheet to open the
file. This is ideal for users who do not have Exaeltheir computer. In the case that you do not
have Excel, the toolbar is disabled once you operfite.

If you do have Excel, the spreadsheet becomesdyadiokerational Excel file. You may use the
toolbar to perform all of the Excel functions. Yoay view the information, sort, save it to your
hard drive, print, etc.

You may also sort the information by clicking o tlabs at the bottom of the Excel spreadsheet.
Click on the tab to sort by Number of Calls, CallrBtion and Average Call Duration. This is an
excellent tool to track and monitor the call inf@ton.



The same information may be viewed in various 3&pgs. While you are still in the Excel
Spreadsheet View, Click on to the graph icon nexhé green arrow and the system will then
generate the graph view.

The graph displays colors for each agent and cttz@taumber of calls per day.

To view the names of each agent, click on “Legeadd a chart of names with corresponding
colors will appear on the right side of the graphe icons at the bottom of the page allow you to
view different graph renderings.

1. To view a 3-D graph instead of the Excel Spreadsileéek on “Graph.”

2. Select the X axis type: Day or Month.

3. Select the Y axis type: Number of Calls, Call Dimatand Average Call Duration.

4. Select the data item type: Agent, Extension, Graipotal.

1. To select the date, click on the arrow and a calemdll appear. Enter a start date and a
finish date, and the search will generate all ef¢hlls made during that period.



2. To search a specific time frame, enter the stagt @md times. You may highlight the
numbers and type in the time, or you may arrow ng@ down. The default is set for
00:00:00. If you do not enter a specific time, search will bring back every call during
the dates specified.

3. You may also select specific call durations. Faaregle if you want to search all calls
that lasted between 1 and 3 minutes.

5. Once you have entered the desired criteria, chek"VIEW” button at the bottom of the
page.

Note It may take a while to process a large amournlabé

The screen below illustrates the 3-D Graph viewchE@olor on the graph represents a separate
group; Administration, Engineering, Manufacturiedg. This chart represents the number of
calls per day by each group.



Tool Bar

The Tool Bar on top of the graph allows for quitlanges, settings, views and printing
options.

Copy to Clipboard — This allows you to copy the graph onto the aigfgl and paste it
into other applications. Click on the icon and seighat type of file to copy onto the
clipboard.

Legend Box— Click this icon to view the color legend for aagroup. Click the icon
again to hide the legend.




Data Editor — Click this icon to list the groups and theirendions with the
number of calls by day in an easy to read chaitk@he icon again to hide the chart.

2-D/3-D View— This icon toggles the chart from 2-D to 3-D.

Print Preview — Click this icon to preview the print job, setmgias and to change print
settings.

Print — Automatically prints to specified printer.

Tools— Offers more viewing options and settings.

a. Values Legend — changes legend from color codea to
numbering system.
b. Series Legend — changes legend to both color and



numbering system

Data Editor — same as data editor icon.
Toolbar — View/Hide Toolbar option
PaletteBar — View/Hide Palette
PatternBar — View/Hide Patterns

~ 0 oo

Chart Properties
To change the chart properties, double click anye/a the graph and tlendow will pop
up. This window offers a multitude of viewing opt®and settings.
General - General settings allows for different chart véeand color schemes.
Series- This section allows you to change the specifaug or agent color schemes
and styles.
Axes- This allows you to view/hide the x and y axes armatlifies their settings.
3D - This allows you to modify the 3D settings rotaeiew, adjust perspective, etc.
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CREATING A NEW EVALUATION FORM

1.) Click theEvaluation tab in the main menu

2.) Click the “Campaign” option from the tremnu on the left.



3.) Click “Sheet Form” to open up the Sheet Edwbndow.

4.) Click the Page icon to open a New Sheet.

5.) Right Click inside the blank white pagebting up a window with three options. If you
want to create an evaluation form with a templsédect “Import templet.” If you want to create
an evaluation form from scratch, select “Insertedb



6.) After selecting “Insert Table”, a new windowligpen. Input the settings for the table. Once
the basic table is created, right click with inedl @nd select divide to add more columns or rows
with in that particular cell.

7.) Once you have setup all the rows and columtis withe table, right click a particular cell
and a new window will open with a list of optiomsitput data into the cell.



8.) In the new window, click “Insert data of DB”hik will bring up a new window where you
can select data base information to insert intonthe form. The information will automatically
populate based on the call that is being evalu&edble Click the option you wish to add to the
evaluation form, then select confirm. Only add op&on per cell for best results.

9.) To insert a grading scale, right click a ceden select “Score Choice”. The “Append Score
Table” window will open and you can begin to creatgrading scale.
A.) Score Type- There is two options with in ticere type.
>Single Check- select one score per gradingeseghén evaluating
>Multi Check- select multiple scores per gradatale when evaluating.
B.) Item- input the name that will populate in foem
C.) Score- input how much the item will be worth
D.) Set Height- if box is checked score table Wwélvertical, if unchecked the the
score table will be horizontal.



After you input “ltem” and “Score”, click “Appendb add the item to the grading scale. (repeat
this step to add more items to grading scale) Qonocehave added all the items you want into the
grading scale, click Apply to import the gradingiecinto the evaluation form. The Score Table
settings are saved so when you right click the nektto add the grading scale all you need to do
is click Apply. If you want

to input a different grading scale into the next, g@u will have to double click the items in the
right hand box of the Append Score Table windowetmove them. Once the items have been
removed, you can create a new grading scale iAppend Score Table window.

10.) To Insert Text- Right click the cell, higght insert and select the text option. A texkbo
will open. Input the grading question in the tegkland select OK to import the question into
the evaluation form.



11.) To insert an input field- - Right clicketleell, highlight insert and select the Input field
option. The input field is a place where the eveluaan add comments while performing the
evaluation.

12.) To insert an image- - Right click thel cleighlight image and select the Add Image
option.

13.) Once the evaluation from is complete,ldewlick the white box at the top left of the
screen that says “New sheet.” Type the file namewsh to save the evaluation form as. Once
you have named the form, click the Hand icon atidipeof the page to save the form.



TO CREATE A NEW CAMPAIGN

1.) Click theEvaluation tab in the main menu

2.) Click the “Campaign” option from the tre@nu on the left.

3.) Click “Add”

4.) In the Campaign window, name the campaigtyping in the box to the right of

Campaign box.
5.) Use the drop down menu to select the etialudorm you want to use in the Campaign.

6.) Select the Start and End dates to deterhomelong the campaign will be available.
7.) Click Target Users; Select the users yontwaevaluate with this Campaign.
8.) Click Append to save and start the Campaign

To delete a campaign, select the campaign(s) lecld“‘Delete.” To deactivate a campaign,
select the campaign(s) and click “Expire.”



TO EVALUATE AN AGENT'’S CALL PERFORMANCE

1.) Click theEvaluation tab in the main menu

2.) Click the “Calls to be Evaluated” option frohettree menu on the left.
If you have not already founds calls to evaluealiek “Find Calls to be  Evaluated”
and search for calls.

3.) Select the call(s) that will be evaluateaht the call collection window. Calls selected
for evaluation will have a green check in the box.

4.) Once the call(s) have been selected, tBckre Selected Calls” from the tree menu on
the left.

5.) Next, Select the Campaign you wish to uskthen click “View”.

6.) Once the evaluation is completed, Clickdimgle disk icon to save the evaluation form
that is being viewed (or the multi-disk icon to sall forms that are open.)



PUBLISHING AN AGENT’S EVALUATION FORM

1) Click the *“Call being Evaluated” option fo the tree menu on the

left

2.) Select the completed evaluations that b&llmade available to the Agent from the call
collection window. Selected evaluations will havgraen check in the box.

3.) Once the evaluations have been selectiett, ‘dlark as Complete” from the tree menu on
the left. This will make the evaluation availalbbethe Agent.

4.) To Delete a completed evaluation sheegcsdhe sheet(s) you wish to delete and click
“Delete Evaluation” from the tree menu on the left.

5.) The Evaluator can view completed evaluatioy clicking the “Completed Evaluations”
option from the tree menu on the left.



SHARED EVALUATIONS
1.) Click “Shared Evaluations” from the treemaeon the left. This will allow you to search
for and view evaluations marked as “Shared.”
REPORTED EVALUATIONS

1.) Click “Reported Evaluations” from the tneenu on the left. This will allow you to view
evaluations available for generating reports inrdporting section.

2.) The “Reported Evaluations” section’s evéluzs will be similar to the “Completed
Evaluations”. The administrators can remove evalnatfrom the “Reported Evaluations”
section which will disable the evaluations fromrgeused to generate statistical reports.



rn &
EVALUATION SEARCH

1.) Click theEval Searchtab from the main menu.

2.) Click Advanced and input the filters ywish to use in the search. Then select confirm
when you are finished

3.) Once you have selected your searchdil@€lick Search to perform a search for the
evaluations.

4.) To view an evaluation(s)- Select the eatibn(s) by placing a check in the box,
then select View at the top of the page.
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GENERATING REPORTS USING QUALITY ASSURANCE DATA

1.) Click theEval Reportstab from the main menu.
2.) Click Advanced Statistics. Input thedil for the evaluation forms you wish to include in
the report and select confirm.

3.) Once you have input your search filteedect View to generate a report.



Disconnecting from the Voice Logger
Click onLogout button on the top right hand corner.

This logs you off the Voice Logging System.
Close your browser to ensure the privacy of yatorimation.

( )
Please refer to your internal support personnely gealer, or the installer for Technical
Support. If there is an issue that they cannatesdhey will turn the issue over to the

REVCORD Technical Support Team.

For basic support and documentation:
Please refer to our website -ktip://www.revcord.com




