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Tip:OnDemand
licenses are ideal fo
executives or other
professionals who
want the ability to
record their calls on
an ad hoc basis.

CallRex Call Recording & CallRex Computer Recording Ad mi ni st Maadalor 6 s

Introduction

CallRex CdRecording is a packebased, call reording and monitoringoftware
solutiondesigned for IP or {Enabled telephone system<CallRex Computer

wSO2NRAY3In az2¥0s6I NS Syl ofSa

following materials describe how iastall the CallRex elit, as well as setting up

usersand permissions.

CallRex Call Recordiagd CallRexComputer Recordingre seamlessly integrated
into one produet. If you want to evaluate CallR€omputer Recordingontactyour
reseller or Telrexo receivethe key code to unlock th€allRexComputer Recording
add-on features. You do not have to install any additional software.

If you do not have th€allRexComputer Recordingdd-on, the features are either

hidden or grayed out.

CallReXClient Oerview

The CallRex Cliehastwo primarysectionsg Usageand Configure Eachsection has
a number of subections The mairsectionsand sulsectionsare described in detail

in this guide.

CallRex).icense Overview

CallRex Call Recordi&@ provides two typsof licensesUnlimitedand On-Demand
The license optiongrovide more flexibility irdeciding the methodo record or
monitor phone callsIf a user is assigned batypes oflicenses, then theUnlimited

license takes precedence.

Unlimited License Thislicenseprovides theoption to record and monitor a us€r a
phone calldy assigning them to amgcording profile. This license also allows you to
record or monitorauseronan @S Yl YR ol &A &

standard CallRex license.

O2 YTezi SNJ NB O

YR A& S| dzi gI

On-Demand License Thislicenseprovides theoption to record or monitor a user

on an OrDemandbasis only. AnGB S Y| Yy R

f A0Sy as tohEclicked NB &

every time a call i®o berecorded AnUnlimited license allows automatitdggered

recordings. AlOB SYI YR dzaSNAR OFy NBO2NR

Similarly, a manager casmotely recordany 08 SY I y R dza SNDa OF f f

2y3A2Ay3 OF f f

FyR Ot AO1AY3

awS 02 NR®E
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CallRex ServicesWindows Services

CallRex Status Servicdnterfaces with the CallRex SQL database and manages the
other CallRex Services.

CallRex Recordingerviceg Processes inbound voice traffic for each user and
generates the .RAW recording files.

CallRex Call Control Servig€rocesses call control information for caller ID and call
termination.

CallRex Call Conversion Serviderocesses .RAW files from the Recording service
and converts them to .WAYV format.

CallRex Updater ServieggProcesses inbound client logins to check clients for
needed updates and pushes out updates as needed.

Example:
%Backgraund Inkeligent Transfer Ser... Transfers ... Manal Local Syskem
%CallRex CallControl Service CallRex Cal.., Started Automatic Lacal Syskem
%CallRex CallCorversion ervice CallRex Cal... Started Automiatic Local System
%CallRex CallRecording Service CallRex Cal... Started Automatic Local Syskem
%CallRex MulkiMedia Service CalRex Mu... Started &utormatic Local Syskem
%CallRex Status Service CalRex 5t...  Started Autormatic Lacal Syskem
g Upda : CalRex Up... Started dutarnatic el
%Clipﬁnnk Enables Cli... Disabled Local Syskem

NOTEThe Status service must Istopped last and started first.
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Note: If you have
not installed
CallRex Call
Recordingyet, you
can find the
installation
instructions in the
CallRex Installation
Configuration
Manual.

Note: If youdo not
havethe

F RYAYA&QGN
username and
password for your
CallRex software,
contact the Telrex
Technical Support
team for
assistance.
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Getting Started

If you have not installe@€allRex Call Recordisgftwareyet, you can find the
installation instructions in th€allRex Call Recordimgstallation Guide

To start recording or monitoring phone calls, follow these steps.

Step 1¢ Startthe CallRexXClient

After installing the CallRex Server and Cligat; can start the CallRex Client and
start recording and monitoring phone usage.

Tostart the CallRex Client

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

CallRex Login i

Username: Iimontana

Password: Imj

Server: I 192.168.151.107 Zl

| Login I Cancel I

Enteri KS | RYA Y A & ( Ndthé @shidninefieda S N | Y'S

Enterthe password in th&asswordield.

Select theserver name or the IP address of the server from Sszverlist.

a b 0N

ClickLogin

Step 2¢ Selectthe PBX System

You must specify the type of PBX system that you are using so th@athex Call
Recordingcan recognize the packet structuréou must set th&@BX type in both the
CallControl andhe CallRecording servicdsor more information, refer to the
Servicesection of this document

3|Page
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Tosdect thePBX type

1. SelectConfigure>Servicesn the navigation pane.

W Calirex Professional (jmontana) i

fio e

The followng services ae inilalled:

B e

@ Cocfigae
4 Uses
a Secuty
‘ Phene
% Ganecal
3) serom

StatuiServce

118215007
1R163151.107  Cueo
152168151107

C\Program Fles\CalRes\LocalSioiage
C\Program Fle\CalRex\LocalSionsge

2. Select the CallControl service and chckt TheEdit Servicealialog box

opens.

Edit Service i

Seivice Details
Service Type:
Hostname/IP Address:

CaliControl
192.168.151.107

FEX Type: ICiu:o

PEX IP Address:

|192.168.151.106

[-Associzted Services

Cat Control Service: I

Conversion Service: l

Lef Ll

—Storage Policy

Local Storage Location: |
Netify when drive iz :
I~ Tressterfiesto

a femmote storage location

Hemote Storage Location |

Uszr name: |

Password |

[~Schedule
Start Time:

IT Transte ivenedivtely afte recosdn

. Select the name of the PBX type from tBX Typdist.
4. Enter the IRaddress of the PBX in tHRBX IP Addred&ld. This field is active

only ClickSave

5. Select the CallRerding service and cli¢kdit Repeat steps, 3 ands.

6. Select Call Control Service and Conversion service in the drop down Menus

under Associated Services

4|Page
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Step 3¢ Add New User

To record or monitoatelephonecall first youneed toaddthe userwith relevant
userinformation. You can either add new usananuallyor by importinga .CSV file.
For more information, refeto the Adding New Usersection of this document

To add a new user

1. SelectConfigure>Usersin the navigation paneThe left pane displays a
Userslist.

a Secunty
‘ Phone

% General
Senices

Users

Ext l First Name I Last Name
1 j3son montana

2. ClickAdd. TheUser Infodialog box opens.
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Note: TheExtfield
needs to have at
least one numeric
value if the PBX
type isMicrosoft
OCS 2007.

Note: TheSIP URI
field is required only
if the PBX type is
Microsoft OCS
2007.
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10.
11.

12.
13.

FistName: [Bob  LestNemer [Codes
Ext 000 AeentiD:  [a1000

Dept: W

Usemame:  [bobcordes Password: [—

Phone IP Address:  [192168.151.106

Other extensions assigned to phone: |

Recordng Service:  [132.168.151.107 =

SIP URI: |
V¥ User is Active funcheck to disable 3 user)

Save I Cancel l

Enter the first name of the user in thérst Namefield. This is mandatory
field.

Enter the last name of the user in thast Namdield. This is anandatory
field.

Enter the extension number of the user in tB&tfield. This is a mandatory
field.

Enter the agent ID in th&gent IDfield.
Enter the department name in thBeptfield.

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

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

9YGSNI GKS Lt I RRNX & the PhdnelRiAddBesstiedd. S NI a

Enter the extension number in tHether extensions assigned to phorield
if multiple extensions are assigned to the phone.

Select the IP address of the recording service fromReeording Servichst.

Enter the Session Initiation Protocol Uniform Resource Iden{@#? URIof
the user in theSIP URIdield if the PBX type is Microsoft OCS 2007. The SIP
URI is written as:

SIPURI = six@y

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

6|Page
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Note: Clear the
User is Active
check box to make
the user inactive.
By default, the
user is active.
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Example: sip:james.bloggs@192.168.123.213

14. Select theUser is Activeyncheck to disable a usecheck box to make the

user active.

W User is Active funcheck to dizable a user]

Save | Cancel |

Note:! &l £
0§KS dza SNI
indicates that
CallRex license is
not assigned to the
dzZa SN ! ¢
thedzd S NI &
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.

15. ClickSaveto save the data. The user is displayed inltiserslist.

Users

Ext J First Name ] Last Name
10008" Bob Cordes

1 jason montana

You can also add multiple users by importing a CSV file. For more information, refer
to the sectionlmportingusing CSYile detailswithin this document

Step 4¢ Configue the User

You need tassign the user a CallRex license and security pfofilecording and
monitoringphonecalk. Thepound sign#) sigmext to thedza SN & y I YS Ay RA
that the CallRex license is not as®g to the userTheLicense Typgroup box also

displays available licenses for each license type. user also needs to be assigned

to a security profile.

To assign user a CallRex license
1. SelectConfigure>Usersin the navigation pane.
2. Select the user from th&serslist.

3. InthelLicense Typ@group box, select a corresponding checkbox to assign
CallRex Uniited or CallRex OfDemandlicense.

7|Page
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Users Dwect Reports NonDuect Reponts Lock Back Recosdeng
Ex | Fust Hamse | Lot Noow Ext | Fust Nome | Last Name | Ext | FestNome | Lasttame | | | [ Enable
3(“)0' 8:0" Szx:e; : 1000 Bob Coedes 1 oo montana Pavacy Fights
<A ; ™ Mo Recoedng / Mordodng
Lcante Typn
_“_] ™ Mann 0 Avad
P CalfexUniiod |  (8Ave)
i 3 (&4 I I CalRexOnDesand (100 Avad
At | k| e |
Show inachve I Irvpoet ]
Expent I

The user is assigned a phone profile based on the license type assigned to the user.
By default, all the users with Gemand licenseare assigned OibemandOnly
phone profile and cannot be moved into another phgrefile.

To assign user a security profile
1. SelectConfigure>Usersin the navigation pane.
2. From theSecurity Profiledist, select the profile to assign to the user.

—Security Profile
Administrator

3. The security profile is assigned to the user.

Step 5¢ 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. SelectUsage>Phonein the navigation pane.
2. Select the usewhomyou want to record or monitofrom the Userslist.

3. Makel OF tf FTNRBY Afftérfhe cahiSchdnected, oty tBad
the dz& SReMate Statushangedrom Idle to On Phonéf the user is
assignedCallRex Obemand Onhflicenseor to Recordingf the user is
assignedCallRex Unlimitedicense.
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B Calex Professional (jmentana) . =12l
flo Hep
B . UssSs I Recoeded Cals |

D Useoe
P Phone ” smt;a Phone Recording Monitoring
& Sewch --l --J —J -—] ——l —-l —I Recording & Monitoeng  Privacy Enabled

@ Cortiguee

4 Usens

4. Select the usein the view pane.

5. In the toolbar, cIich;‘&I to monitor the callor ﬂlto record the callYou
can also simultaneously monitor and record a phone.

tonitoring Recording Flags Call Status
‘7&3] j_/ _]_ll _ﬂ ’7 Flagsl ’7 Or_l Phone Be_cording_ Monitoring

Recording & Monitoring Privacy Enabled
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Note: The remote
status of the agent
is blocked. The
agent does not
know whether
they are being
recorded or
monitored.

CallRex Call Recording & CallRex Computer Recording Ad mi ni st Maadalor 6 s

The functionalities o€allRex Call Recordiate explained in detaliere.

Usage

The Usagsection includes the following subsections: Phane Search Each
subsectiordisplaysi KS RSGFAf SR AYyF2NXYIGA2Y | 062 dzi

Phone

The phone subsection has two tabs. Theer Statusab allows you to view redime
phone calls occurrgpon your PBX. Theecorded Calkab allows you to search for
and listen to previously recorded phone calls.

User Status tab

The users included in tHeirect Reportsn Configure > Users atlee users for whom
you can monitor status in the User Status tafd start recording ifequired rights
are assignedo you. It displays the Monitoring, Recording, Flags, and Call Status
groupbox

User Status definitions

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 OsDemand Onlyor Phone

Local Status and Remote Status

The Local Status column refers to the local client looking at the call statusaartze
different than the Remote StatusVhen you log on to an account, you cannot view
the remote status of your account because ibliscked but you can view the status
of any otherdirect reports.

10 |Page



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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Monitoring Calls Using PC Speakers or Headset

You can monitor any calls for yadirect 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 namwith active calland then clicb;"i:j in the Monitoring
group box

Monilorir?/ Recording Flags Call Status

p On Phone Recording Monitoring
)] = @l n | Fl.

( _QJ 2 _I ( —I -—] —I ( il (Recording & Monitoring Privacy Enabled

2. TheLocal Statusf the user changes fro®@n Phoneor Idle to Monitoring,
and is highlighted in blue.

Wi CalRex Professional (jmontana) B =101
Fio  Hep
R Useos User Statr | Recorded Cali |
‘ * e fhn - On Ph Recordng  Monitonng
Phone n one tile 0
& Sesch _J _‘A ﬂ ﬂ L] B Plagn Recording & Monfonng  Privacy Enabled
@ Cordy
@ Corligre Name Ex [ CoterID Wursbes | Catesl__| Ouigoi | Local Statun [ RemcteSt_| Catbie_| B
& Ui Adam Porteg S0 210 Guen 1T Ide OS2 O
a Secudy B Obama 03 %) [E™) 0
S ecurty Bob Cordes 1000° 1o Ida
‘, Phone Biad Lee [Sieely 210472250 GUSN [ Motoong  fecoorg  NECUCEEEE)
oo Darve Mocse 100" Ide e 0
59 Generd Hilaey McCan 000 IS I
" : Jare Frarkin s 2104722501 GUNN |do Onlmd. O
3 Seraces ja20n monkans
Jesncy Adpns 210 Guen IT e 2 ]
JmDeon ” B
Joo Miller Flacordng » Phar O 10 0
Lok = ks :

Recording Calls

You can record the phormlls of any of your Direct Reports if they have a CallRex
license assigned to themnA\ f (asterisksign) next to the extension numben the
user listindicates that MultiMedia Addon license is not assigned to the user.

To record a call

1. Select a usewith active call

2. CIick;] in the Recordinggroup box

e

Call Status
On Phone Recording Monitoring
Recording & Monitoring Privacy Enabled

3. If the user is configured folobkback recording, theookback recording
dialog box is displayed for confirmation of recordaxcgall fromthe
beginning.
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Lookback recording i |
\? / Lookback recording is enabled For the user, Do you want to record the entire call?
[ ves | oo |

4. ClickYesto record the call from the beginninghelLocal Statusf the user
changes fronOn Phoneor Idle to Recordingand is highlighted in red.

5. To pause the recording, cli€lause
6. To stop the recording, clicktop.

Depending on the phone system, users can initiate a recording from their phone set
Pressing* on the keypad starsthe recording and pressing ## stihe 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

Idle White Indicates that the user isurrently not
using the phone.

Recording Red Indicates that the call is being recordec

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 usini
the phone.

Recording & Green Indicates that the user is being

Monitoring monitored and recorded simultaneousk

Flagging Calls

Flagging a call allows you to associate additional informatimut a phone call.
Hagging 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 ConfigureUsers. Highlight the user you wish to assign the flag to.

Users
Ext | First Marne | Last Marne
145¢ Fred Hoyle
117 Jane Cole

i [ty maontana
127 K.ate Boyle
136 Rachel Cottan
1267 Sarah Bright |
1078 Temy Scoft hd

2. Under Flags, click on Adtiype in a name. If the flag is to be an Agent Defined
flag, check the box next to Agent Defined. Click OK.

Add Flag

Flag Mame: ||
[ dgent Defined

0K | Cancel |

3. Ifthe flag is to be a System Defined flag, highlight the flag name and click the
Add button under the Values box. Enter a valueraand click OK. Repeat for as
many additional values as you wish to enter

Add Flag ¥alue

Flag ¥ alue: |

Ok | Catcel |

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 unéer.example, if the Flag
wascreated on John Doe, then Jane Doe will have to be listed in the Direct
Reports list for John Doe

Screen Shot Profiles Flag Mame Flag'/alue
Screenshot Sales Call | Broadband
i Long Distance
Digital Cable
add | Edit | Delete | add | | |
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To flag a call

1. ClickFlags TheCallFlagsdialog box opens. You can flag a call at any time

Tip:You can flag during the call or after the call.

your phone call at

any time during 2. Select the flag name and flag value in flagsand Valuefields.
recording or after CITE—

you have stopped (- Flags Desciption

the recording T achriod Cat [Successhullcall with discount \

session. o

The customes is offered 25% discount. Any techrical
support is to be chatged extra.
Value:

IDiscnunl offered ¥ l

ok | Cancel |

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

4. ClickOKto save the changes.

Recorded CallBab

TheRecorded Calkab displays the search results and includes a log of recorded
calls.You can search recorded calls. You can playtheckecorded cal orexport
them. You can also editags and evenverify thewatermark

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. SelectUsage>Phonein the navigation pane
2. ClickRecorded Calltab in the right pane.
3. Select the user whose calls you wanwiew from the Userslist.
4

SelectCustomfrom the Datelist, and select thatart date and stoplate for
the duration that you want to view the recorded calls from @B&rtand
Stoplists.If you selectny other opion from Datelist, then the Startand
Stopfields appear as grayed outhese dates are automaticallypdated
with reference to thesystem date.

Date Range

Date |Custom ¥ Stat 37072008 ] Stp [ 31372008 ¥

5. ClickRefresh The results are displayed.
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)

alolx
Flo Ml
TR E—
R Usaoe Ui St Rocoeded Cale |
® From Date Range
R Sewch Petech | Doe [ »| S [0 x] e [Cwiam x]
=
@ Corfou Nave. [€¢ JCoewinz [ColeONwve [Oustowds | SustDoe 1 Sxp Date 1 Lengh 1
(’ Uty Jesca Ademe  TOM 0 Gurn 1T Depancher 42 AINVAMB 122621 P 00N 00 004
g lesscahdams T4 2910 Gurn 1T Deparcher ATV2008121209PM 00K D0 11
B seeny Jencaidas MM 2510 Gurn 1T Depatcher 811 502 Y 40AM 0000w 17s
‘,‘_" Jossca Mdams  TOM =10 Gurn 1T Depatcher IVX0B 1T SR A0AN WD 00 O 46
JescaAdevs O -0 Gure 1T Deparche VIVX08 11 &310AM 2N nax 00n 00w 164
% soms
(3 soem
Usors.
€| Pt e [ Lot Norve =
G0 Adw Portrg
amr B Obans
00 Beb Condes
0t e Lee
01" Cave Moe o
AT Hisy  McCon
06" Jarw Frarkin
) isson mortans
Jewca m_':_l
“ »
i), S o]
Stovinache | oot |
b |

You can also configutbe display of the Recorded Calls fisids.

To configurdisplay Fielsl

1. ClickDisplay Fieldst the bottom of the list. Th®isplay Fieldslialog box

opens.

F

Display Fields =

Ext

Caller 1D H
Caller 1D Mame
Agent D
Outbound #
Oonis
Ocalip

O Transter From #
[ Recorded By
Flag Mame

4

| of

il |

Display Fields

2. Select or clear the check boxesrrespondingo the fieldsto show or hide

the fields.

3. ClickOK The selected fields are displayiedthe 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

Rightclick on the call you want to play back and sefetyfrom the shortcut menu.
TheCallRex Playes 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:

e Acall with matchingCaller 1Dor Outbound Numberis recorded in the last
four hours.

e The call recording is converted to .WAV file.

e The recorded call ended in the last 20 minutes.

User Status  Recorded Calls |

Date Range

Refrezh ] Date [Custom =] St [3n0208 =] S [3n32008 x)
Name Ext Cal | CaleriDName | Dubound#t | Stat Date [ Step Date [ Lengh
Jessicahdams 7024 2510 GunniT Dispatcher 31372008 122421 PM  3/13/20081224.21 PM 00 00m00s

JessicaAdams 7024 2510 Gunn IT Dispatcher AN20081217.58PM  3/13/2008121803PM 00 O0m 115
Jessica Adams 7024 2510 Guon IT Dispatcher 3/13/2008 11:50:23AM  3/13/2008 11:50:40 AM  00R:00mc 175
Jesca) Sdl Gurn |1 Dispatches 31372008 11: 4848 AM  3/13/2008 11:43 34 AM 00 00 462

Jessca Gurn IT Dispatchesr 3/13/2008 11:4810AM  3/13/2008 114825 AM  00R00m 165

< B3|
Display Fields
Filemenu
Play Downloads and plays the selected file.

ct I 3 { Sf{ Opens the flagging diajobox to flag a call recording,
whichallows you to associate additional information
about a phone call.

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

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

Exit Closes the CallRex Player and deletes call recordings

stored in temporary location.

16 |[Page



CallRex Call Recording & CallRex Computer Recording Ad mi ni st Maadalor 6 s

Export menu

' & A Y RA @A Saves each recording in the chain as an individual
at the specified location.

As concatenated Each recording in the chain is saved as a single file
&S|l dzZSy OS X | the specified location.

View menu

5AaLX & Of Allows theuser to select call information columns tc
be displayed.

ExportingRecordedCalls

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 playeu can also export multiple

calls by selecting them.

To export recorded calls

1. Select the calls you want to export. Rigiitk the calls and seleEixport
from the shortcut menu. ThBrowse for Foldedialog box opens.

2. Browse to therequiredfolder and clickOKto save the file.
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