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Introduction 

CallRex Call Recordingϰ is a packet-based, call recording and monitoring software 
solution designed for IP or IP-enabled telephone systems.  CallRex Computer 
wŜŎƻǊŘƛƴƎϰ ǎƻŦǘǿŀǊŜ ŜƴŀōƭŜǎ ŎƻƳǇǳǘŜǊ ǊŜŎƻǊŘƛƴƎ ŀƴŘ ŘŜǎƪǘƻǇ ƳƻƴƛǘƻǊƛƴƎΦ The 
following materials describe how to install the CallRex client, as well as setting up 
users and permissions. 
 
CallRex Call Recording and CallRex Computer Recording are seamlessly integrated 
into one product. If you want to evaluate CallRex Computer Recording, contact your 
reseller or Telrex to receive the key code to unlock the CallRex Computer Recording 
add-on features. You do not have to install any additional software. 
 
If you do not have the CallRex Computer Recording add-on, the features are either 
hidden or grayed out. 

CallRex Client Overview 

The CallRex Client has two primary sections ς Usage and Configure. Each section has 
a number of subsections. The main sections and subsections are described in detail 
in this guide. 

CallRex License Overview 

CallRex Call Recording 3.9 provides two types of licenses: Unlimited and On-Demand. 
The license options provide more flexibility in deciding the method to record or 
monitor phone calls. If a user is assigned both types of licenses, then the Unlimited 
license takes precedence. 
 
Unlimited License ς This license provides the option to record and monitor a userΩǎ 
phone calls by assigning them to any recording profile. This license also allows you to 
record or monitor a user on an On-5ŜƳŀƴŘ ōŀǎƛǎ ŀƴŘ ƛǎ ŜǉǳƛǾŀƭŜƴǘ ǘƻ ǾŜǊǎƛƻƴ оΦлΩǎ 
standard CallRex license. 
 
On-Demand License ς This license provides the option to record or monitor a user 
on an On-Demand basis only. An On-5ŜƳŀƴŘ ƭƛŎŜƴǎŜ ǊŜǉǳƛǊŜǎ άwŜŎƻǊŘέ to be clicked 
every time a call is to be recorded. An Unlimited license allows automatic triggered 
recordings. All On-5ŜƳŀƴŘ ǳǎŜǊǎ Ŏŀƴ ǊŜŎƻǊŘ ǘƘŜƛǊ ƻǿƴ Ŏŀƭƭǎ ōȅ ŎƭƛŎƪƛƴƎ άwŜŎƻǊŘΦέ 
Similarly, a manager can remotely record any On-5ŜƳŀƴŘ ǳǎŜǊΩǎ Ŏŀƭƭ ōȅ ǎŜƭŜŎǘƛƴƎ ŀƴ 
ƻƴƎƻƛƴƎ Ŏŀƭƭ ŀƴŘ ŎƭƛŎƪƛƴƎ άwŜŎƻǊŘΦέ 

Tip: On-Demand 
licenses are ideal for 
executives or other 
professionals who 
want the ability to 
record their calls on 
an ad hoc basis. 
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CallRex Services ς Windows Services 

CallRex Status Service ς Interfaces with the CallRex SQL database and manages the 
other CallRex Services. 
 
CallRex Recording Service ς Processes inbound voice traffic for each user and 
generates the .RAW recording files. 
 
CallRex Call Control Service ς Processes call control information for caller ID and call 
termination. 
 
CallRex Call Conversion Service ς Processes .RAW files from the Recording service 
and converts them to .WAV format. 
 
CallRex Updater Service ς Processes inbound client logins to check clients for 
needed updates and pushes out updates as needed. 
Example: 

 

NOTE: The Status service must be stopped last and started first. 
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Getting Started 

If you have not installed CallRex Call Recording software yet, you can find the 
installation instructions in the CallRex Call Recording Installation Guide. 
 
To start recording or monitoring phone calls, follow these steps. 

Step 1 ς Start the CallRex Client 

After installing the CallRex Server and Client, you can start the CallRex Client and 
start recording and monitoring phone usage. 
 

To start the CallRex Client 

1. Click Start > Program Files > CallRex > CallRex Client. The CallRex Login dialog 
box opens. 

 

2. Enter ǘƘŜ ŀŘƳƛƴƛǎǘǊŀǘƻǊΩǎ ǳǎŜǊƴŀƳŜ in the Username field. 

3. Enter the password in the Password field. 

4. Select the server name or the IP address of the server from the Server list. 

5. Click Login. 

Step 2 ς Select the PBX System 

You must specify the type of PBX system that you are using so that the CallRex Call 
Recording can recognize the packet structure. You must set the PBX type in both the 
CallControl and the CallRecording services. For more information, refer to the 
Services section of this document. 
  

Note: If you have 
not installed 
CallRex Call 
Recording yet, you 
can find the 
installation 
instructions in the 
CallRex Installation 
Configuration 
Manual. 

Note: If you do not 
have the 
ŀŘƳƛƴƛǎǘǊŀǘƻǊΩǎ 
username and 
password for your 
CallRex software, 
contact the Telrex 
Technical Support 
team for 
assistance. 



CallRex Call Recording & CallRex Computer Recording Administratorôs Manual 

4 | P a g e  

To select the PBX type 

1. Select Configure > Services in the navigation pane. 

 

2. Select the CallControl service and click Edit. The Edit Service dialog box 
opens. 

 

3. Select the name of the PBX type from the PBX Type list. 

4. Enter the IP address of the PBX in the PBX IP Address field. This field is active 
only Click Save. 

5. Select the CallRecording service and click Edit. Repeat steps 3, 4 and 5. 

6. Select Call Control Service and Conversion service in the drop down Menus 
under Associated Services. 
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Step 3 ς Add New User 

To record or monitor a telephone call, first you need to add the user with relevant 
user information. You can either add new users manually or by importing a .CSV file. 
For more information, refer to the Adding New Users section of this document. 

To add a new user 

1. Select Configure > Users in the navigation pane. The left pane displays a 
Users list. 

 

2. Click Add. The User Info dialog box opens. 
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3. Enter the first name of the user in the First Name field. This is a mandatory 
field. 

4. Enter the last name of the user in the Last Name field. This is a mandatory 
field. 

5. Enter the extension number of the user in the Ext field. This is a mandatory 
field. 

6. Enter the agent ID in the Agent ID field. 

7. Enter the department name in the Dept field. 

8. Enter the username for the user in the Username field. This is a mandatory 
field. 

9. Enter the password for the user in the Password field. This is a mandatory 
field. 

10. 9ƴǘŜǊ ǘƘŜ Lt ŀŘŘǊŜǎǎ ƻŦ ǘƘŜ ǳǎŜǊΩǎ ǘŜƭŜǇƘƻƴŜ ƛƴ the Phone IP Address field. 

11. Enter the extension number in the Other extensions assigned to phone field 
if multiple extensions are assigned to the phone. 

12. Select the IP address of the recording service from the Recording Service list. 

13. Enter the Session Initiation Protocol Uniform Resource Identifier (SIP URI) of 
the user in the SIP URI field if the PBX type is Microsoft OCS 2007. The SIP 
URI is written as: 

SIPURI = sip:x@y 

Where, x is the Username or Extension and y is the domain or IP address of 
the host. 

Note: The SIP URI 
field is required only 
if the PBX type is 
Microsoft OCS 
2007. 

Note: The Ext field 
needs to have at 
least one numeric 
value if the PBX 
type is Microsoft 
OCS 2007. 
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Example: sip:james.bloggs@192.168.123.213 

14. Select the User is Active (uncheck to disable a user) check box to make the 
user active. 

 

15. Click Save to save the data. The user is displayed in the Users list. 

 

You can also add multiple users by importing a CSV file. For more information, refer 
to the section Importing using CSV file details within this document.  

Step 4 ς Configure the User 

You need to assign the user a CallRex license and security profile for recording and 
monitoring phone calls. The pound sign (#) sign next to the ǳǎŜǊΩǎ ƴŀƳŜ ƛƴŘƛŎŀǘŜǎ 
that the CallRex license is not assigned to the user. The License Type group box also 
displays available licenses for each license type. The user also needs to be assigned 
to a security profile. 

To assign user a CallRex license 

1. Select Configure > Users in the navigation pane. 

2. Select the user from the Users list. 

3. In the License Type group box, select a corresponding checkbox to assign 
CallRex Unlimited or CallRex On-Demand license. 

Note: ! άІέ ƴŜȄǘ ǘƻ 
ǘƘŜ ǳǎŜǊΩǎ ƴŀƳŜ 
indicates that 
CallRex license is 
not assigned to the 
ǳǎŜǊΦ ! άϝέ ƴŜȄǘ ǘƻ 
the ǳǎŜǊΩǎ ƴŀƳŜ 
indicates that 
Multi-Media Add-
on license is not 
assigned to the 
user. 

Note: By default, 
On-Demand users 
are assigned to an 
On-Demand Only 
phone profile, and 
cannot be moved 
into another 
phone profile. 

Note: Clear the 
User is Active 
check box to make 
the user inactive. 
By default, the 
user is active. 
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The user is assigned a phone profile based on the license type assigned to the user. 
By default, all the users with On-Demand licenses are assigned On-Demand Only 
phone profile and cannot be moved into another phone profile. 

To assign user a security profile 

1. Select Configure > Users in the navigation pane. 

2. From the Security Profiles list, select the profile to assign to the user. 

 

3. The security profile is assigned to the user. 

Step 5 ς View Phone Activity 

After verifying that the user is configured correctly, you can start recording and 
monitoring telephone calls. 

To view phone activity for the user 

1. Select Usage > Phone in the navigation pane. 

2. Select the user whom you want to record or monitor from the Users list. 

3. Make ŀ Ŏŀƭƭ ŦǊƻƳ ǘƘŜ ǳǎŜǊΩǎ ǇƘƻƴŜΦ After the call is connected, notice that 
the ǳǎŜǊΩǎ Remote Status changes from Idle to On Phone if the user is 
assigned CallRex On-Demand Only license or to Recording if the user is 
assigned CallRex Unlimited license. 
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4. Select the user in the view pane. 

5. In the toolbar, click  to monitor the call or  to record the call. You 
can also simultaneously monitor and record a phone. 
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The functionalities of CallRex Call Recording are explained in detail here. 

Usage 

The Usage section includes the following subsections: Phone and Search. Each 
subsection displays ǘƘŜ ŘŜǘŀƛƭŜŘ ƛƴŦƻǊƳŀǘƛƻƴ ŀōƻǳǘ ǘƘŜ ǳǎŜǊΩǎ ǘŜƭŜǇƘƻƴŜ ǳǎŀƎŜΦ 

Phone 

The phone subsection has two tabs. The User Status tab allows you to view real-time 
phone calls occurring on your PBX. The Recorded Calls tab allows you to search for 
and listen to previously recorded phone calls. 

User Status tab 

The users included in the Direct Reports in Configure > Users are the users for whom 
you can monitor status in the User Status tab and start recording if required rights 
are assigned to you. It displays the Monitoring, Recording, Flags, and Call Status 
group box.                                                                                                                                             

User Status definitions 

Column Description 

Name Name of the user 

Ext Extension number of the user 

Caller ID Number Number of the caller ID  

Caller ID Name Name of the caller ID 

Outgoing Number Outgoing number dialed by the user 

Local Status  Status of the logged in user 

Remote Status Status of the other logged in users  

Call Duration Duration of the call 

Recording Groups The phone profile assigned to the user. The 
profiles include On-Demand Only or Phone. 

 

Local Status and Remote Status 

The Local Status column refers to the local client looking at the call status and can be 
different than the Remote Status. When you log on to an account, you cannot view 
the remote status of your account because it is blocked, but you can view the status 
of any other direct reports. 

Note: The remote 
status of the agent 
is blocked. The 
agent does not 
know whether 
they are being 
recorded or 
monitored. 
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Monitoring Calls Using PC Speakers or Headset 

You can monitor any calls for your direct reports if they have a license assigned to 
them. You can listen to a call being monitored using speakers or headset on your 
computer. 

To monitor a call 

1. Select the user name with active call, and then click  in the Monitoring 
group box. 

 

2. The Local Status of the user changes from On Phone or Idle to Monitoring, 
and is highlighted in blue. 

 

Recording Calls 

You can record the phone calls of any of your Direct Reports if they have a CallRex 
license assigned to them. An άϝέ (asterisk sign) next to the extension number in the 
user list indicates that Multi-Media Add-on license is not assigned to the user. 

To record a call 

1. Select a user with active call. 

2. Click  in the Recording group box. 

 

3. If the user is configured for Lookback recording, the Lookback recording 

dialog box is displayed for confirmation of recording a call from the 

beginning.  

 

Note: If recording 
is not activated 
before the call 
ends, the Lookback 
recording is 
discarded and the 
call is not 
recorded. 

Tip: If a user is 
configured for 
Lookback 
recording, then 
recordings started 
with ** will 
automatically be 
Lookback 
recordings. This is 
ideal for On-
Demand licenses. 
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4. Click Yes to record the call from the beginning. The Local Status of the user 
changes from On Phone or Idle to Recording and is highlighted in red. 

5. To pause the recording, click Pause. 

6. To stop the recording, click Stop. 

Depending on the phone system, users can initiate a recording from their phone set. 
Pressing ** on the keypad starts the recording and pressing ## stops the recording. 
This affects the user recordings only and not the system events recording. The 
system event recordings are triggered by the phone profile settings. 

Call Status definitions 

Call Status Indicator Description 

Idle White Indicates that the user is currently not 
using the phone. 

Recording  Red Indicates that the call is being recorded. 

Monitoring Blue Indicates that the user is being 
monitored. 

Privacy Enabled Black Indicates that the user cannot see 
whether they are being recorded or 
monitored. 

On Phone  Purple Indicates that the user is currently using 
the phone. 

Recording & 
Monitoring 

Green Indicates that the user is being 
monitored and recorded simultaneously. 

Flagging Calls 

Flagging a call allows you to associate additional information about a phone call. 
Flagging a call makes it easier to search for calls that have the specific information 
that you require. 
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Creating a new flag 

1. Click on Configure->Users. Highlight the user you wish to assign the flag to. 

 

 

 

2. Under Flags, click on Add. Type in a name. If the flag is to be an Agent Defined 

flag, check the box next to Agent Defined. Click OK. 

 

               
3. If the flag is to be a System Defined flag, highlight the flag name and click the 

Add button under the Values box. Enter a value name and click OK. Repeat for as 

many additional values as you wish to enter 

 

 

 

4. For all users you want to be able to use this flag, you need to add that user to the 

Direct Reports list of the user the flag is created under. For example, if the Flag 

was created on John Doe, then Jane Doe will have to be listed in the Direct 

Reports list for John Doe. 
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To flag a call 

1. Click Flags. The Call Flags dialog box opens. You can flag a call at any time 
during the call or after the call. 

2. Select the flag name and flag value in the Flags and Value fields. 

  

3. Enter call description and call notes in the respective fields. 

4. Click OK to save the changes. 

 

Recorded Calls Tab 

The Recorded Calls tab displays the search results and includes a log of recorded 
calls. You can search recorded calls. You can playback the recorded calls or export 
them. You can also edit flags and even verify the watermark.  

 

Viewing Recorded Calls 

You can view recorded calls for a user in the Recorded Calls tab. You can filter call 
records for a specific date or date range. 

To view recorded calls 

1. Select Usage > Phone in the navigation pane. 

2. Click Recorded Calls tab in the right pane. 

3. Select the user whose calls you want to view from the Users list. 

4. Select Custom from the Date list, and select the start date and stop date for 
the duration that you want to view the recorded calls from the Start and 
Stop lists. If you select any other option from Date list, then the Start and 
Stop fields appear as grayed out. These dates are automatically updated 
with reference to the system date. 

 

5. Click Refresh. The results are displayed. 

Tip: You can flag 
your phone call at 
any time during 
recording or after 
you have stopped 
the recording 
session.  
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You can also configure the display of the Recorded Calls list fields. 

To configure Display Fields 

1. Click Display Fields at the bottom of the list. The Display Fields dialog box 
opens. 

 

2. Select or clear the check boxes corresponding to the fields to show or hide 
the fields. 

3. Click OK. The selected fields are displayed in the list. 
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Playing Back a Recorded Call 

An authorized user can play back a recorded call. 

To play back a recorded call 

Right-click on the call you want to play back and select Play from the shortcut menu. 
The CallRex Player is launched. All other calls linked to the selected call are listed in 
the play list. The play list shows the call details such as Name, Extension, Caller ID, 
etc. A call chain is created if all of the following criteria are true: 

 A call with matching Caller ID or Outbound Number is recorded in the last 
four hours. 

 The call recording is converted to .WAV file. 

 The recorded call ended in the last 20 minutes. 

 

File menu 

Menu Item Description 

Play Downloads and plays the selected file. 

CƭŀƎ {ŜƭŜŎǘƛƻƴΧ Opens the flagging dialog box to flag a call recording, 
which allows you to associate additional information 
about a phone call. 

Delete Deletes the selected call recordings. A confirmation 
message is displayed before deleting the call recordings. 

Play All Plays all the call recordings in the chain of selected call. By 
default, Play All option is selected. 

Exit Closes the CallRex Player and deletes call recordings 
stored in temporary location. 
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Export menu 

Menu Item Description 

!ǎ ƛƴŘƛǾƛŘǳŀƭ ŦƛƭŜǎΧ Saves each recording in the chain as an individual file 
at the specified location. 

As concatenated 
ǎŜǉǳŜƴŎŜΧ 

Each recording in the chain is saved as a single file at 
the specified location. 

View menu 

Menu Item Description 

5ƛǎǇƭŀȅ ŎƻƭǳƳƴǎΧ Allows the user to select call information columns to 
be displayed. 

Exporting Recorded Calls 

You can export a recorded call as a standard wave and save it on your computer. This 
allows you to listen to the call even when you are not logged on to the CallRex client. 
The file can be played on any standard media player. You can also export multiple 
calls by selecting them. 

To export recorded calls 

1. Select the calls you want to export. Right-click the calls and select Export 
from the shortcut menu. The Browse for Folder dialog box opens. 

 

2. Browse to the required folder and click OK to save the file. 




















































































































































