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Fig 1. The CallMap Voice Recorder Console.  

 
The purpose of this guide is to provide detailed information for Systems Administrators on 

the setup, configuration and operation of the built -in Call Recording functions in CallMap. 
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Overview 

 

CallMap comes complete with built -in Call Recorder functionality, which provides various 

options for recording Desktop calls: 

 

¶ Blanket Recording (where all calls are recorded) 

¶ Spot Recording (where a user-definable percentage of calls are recorded) 

¶ Campaign Recording (where selected calls within a Campaign can be recorded) 

¶ Section recording (where selected activity within a Campaign call can be recorded) 

 

Unlike many other Call Recorders available in the marketplace, the CallMap Voice Recorder 

offers two distinct advantages: 

 

1. All the software you need to start recording calls is built in to CallMap ð there are no 

expensive ôadd-onsõ required 

2. As the Call Recording function is completely integrated with CallMap data systems, it 

knows everything about the call in question ð allowing for advanced functions such as 

mapping the recording in time to what the agent was actually doing on the Desktop 

program as the recording was made. 

 

 
Fig 2. Playing a recording mapped against Desktop activity.  

 

 

Hardware Requirements and Setup 

 

In order to enable call recording in CallMap, the audio signal from the call in progress has to 

be sent to the input of your computerõs sound card. (Nearly all computers and laptops 

nowadays have a sound card). 

 

Many modern telephone systems provide audio output  from the telephone via a small ôjackõ 

plug, which can be simply connected to the sound card input. If youõre using headsets, 

manufacturers such as Plantronics can supply ôT-Pieceõ connectors, which provide an audio 

output to your sound card.  
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Fig 3. Plugging the audio -out cable into the microphone socket on a laptop to enable call recording.  

   

 

Once youõve plugged your telephone system into your computerõs sound card, itõs a good 

idea to test that your calls will be recorded properly, and that the volum e is correct (loud 

enough, but not distorted).  

 

The quickest way to test this is to use Windowõs Sound Recorder tool, which is generally 

located (in Windows XP), in All Programs -> Accessories -> Entertainment -> Sound 

Recorder.  Start the Sound Recorder Applet, click the ôRecordõ button, and make a ôdummyõ 

call on your telephone. 

 

Once youõve made the call, stop the Sound Recorder Applet, and replay your call. You should 

be able to hear both ends of the call (both the caller and the person dialled). If necessary, you 

can adjust the volume of the input signal using Windowõs Volume Mixer applet (you can 

access this from the Control Panel, or from the Speaker Icon in the System Tray). 

 

If youõve any problems setting up your hardware, you can always telephone the iSYS Support 

Desk for assistance, or e-mail us on support@callmap.co.uk. 

 

Once your computers have been set up to record calls, you now have to configure the 

CallMap Voice Recording functions to suit your own requirements ê 

 

 

CallMap Call Recording ð How it Works 

 

When a call is recorded by the CallMap Desktop, itõs stored temporarily on the agentõs 

computer. Periodically, a workflow process collates these recording files to your main server, 

and cleans up the temporary storage on the agentõs computer. 

 

The recording files are stored in compressed and encrypted format (for security, and to take 

up less room), and can be searched, viewed and played from the CallMap Voice Recorder 

Console program. 

 

You can make ôPlaylistsõ (a collection of recording files), which can be archived or put on a 

CD/file for transmission to your clients. There are also management tools, to allow you to 

quickly clear recordings you donõt need anymore, or to move them to other media (such as 

optical drives). 

mailto:support@callmap.co.uk
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Configuring Call Recording Temporary Storage 

 

As recorded calls are temporarily stored on the agentõs computer, the Call Recording system 

needs to know where these files are located, and also have full access to this area of the 

agentõs computer in order that it can retrieve the files, and clear up the storage area. 

 

This folder is called ôCallRecõ by default (and is located on the userõs ôC:õ drive) ð although you 

can change this to suit your environment via the CallMap System Manager -> Systems 

Configuration pages: 

 

 
Fig 4. Configuring your Call recording options.  

 

The location of the temporary storage is the ôWorkstation Shared Folderõ entry. Once youõve 

decided on where the temporary recording should be stored (or accepted the defau lt), itõs 

necessary to create this folder on each computer that is to use Call recording (taking care to 

ensure that the name is typed correctly). 
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Once youõve created this folder, it also needs to be ôsharedõ, so that your server computer will 

be able to access the folder and remove the call recording files. Itõs important that your server 

has Full Access to this drive, to allow it to collate a nd clean up the recording files (for 

example, set the sharing to ôEveryoneõ, with ôFull Accessõ checked). 

 

 
Fig 5. Sharing your temporary folder (Windows Vista shown). 

 

Once this is complete (you only have to do this once for each computer to use recording), 

youõre ready to set up your Server to automatically collate and manage your recordings. 

 

 

 

Call Recording ð Server Settings 

 

Call Recordings are collated to a ôRepositoryõ on your server. You can have as many 

Repositories as you want (a Repository is a folder on your server, or optical drive, for 

containing call recording files). 

 

The main Repository is called ôVrDataõ by default (although you can change this as required). 

You should ensure that youõve sufficient free hard disk space on your server to hold recording 

files ê for example, a 3 minute call can take up to 250k of storage space after compression. 
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Fig 6. Setting up your Voice Recording Repositories. 

 

The default Repository locations are set in the CallMap System Managerõs Configuration 

Options utility. The ôServer On-Line Folderõ is your main Repository ð all call recording files will 

initiall y be collated to this folder.  

 

Note in the example above, that the Repository paths refer to local drives (as opposed to 

network drives). If youõre setting up your Voice Recording from a computer that isnõt your 

server, youõd need to use network pathnames, such as ô\\MyServer\CallMap\VrDataõ. 

 

The System Managerõs Configuration Options utility also lets you set other basic settings to 

control how your Call recording works: 

 

¶ Random ôSpotõ Recording ð By selecting this option, all Inbound and Outbound calls 

will be recorded, up to the percentage you specify. If you select 100 percent, all 

Inbound and Outbound calls will be recorded.  

¶ Voice Recording Administration  ð by selecting that Voice Recording is enabled by 

default, this will override your agentõs ability to switch off Voice recorder integration 

from their Desktop Options. You can also password protect the ability to switch the 

call recorder on and off. 
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The CallMap System Managerõs Configuration Options also allows you to set advanced 

options that contro l parameters governing the collation of files from your agentsõ computers 

into the Repository: 

 

 
Fig 7. Advanced options. 

 

The following options are available: 

 

¶ Automatically clear orphaned recording files  ð by selecting this option, any 

recording files on the agentõs computer which are not marked for transfer to the 

Repository will be removed. 

¶ Check Recording F iles for missing Audio Signal  ð by selecting this option, call 

recordings will be checked to see if they have an audio signal present. Note that this 

option requires multimedia components to be installed on your server, and is not 

available on basic Windows Server installations. 

¶ Delete recordings with no audio signal  ð if selected, recording files that are silent 

will be deleted. The threshold for establishing a ôsilentõ recording can be changed (for 

example to omit background noise). If used, you may have to adjust this setting to 

suit your own environment.  

¶ Delete Non -Available files from Repository Data  ð if selected, any recording 

marked for transfer which cannot be transferred to the repository after the ôMaximum 

number of attempts êõ setting has been exceeded will be removed from the 

Repository, and wonõt be available in the Voice Console. 

 

Note that full details of any files that could not be tra nsferred, or are removed, are contained 

in the Voice Recorder Service logs. 
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Call Recording Collation Service 

 

CallMap provides a Workflow Service to automatically move your Recording files to the main 

Repository. 

 

To enable the collation process, all that requires to be done is to schedule this job on a 

repeating schedule from the Workflow Console. 

 

 
Fig 8. Voice Recorder Collation Service Job. 

 

This job should have been created by default when you installed CallMap. If it doesnõt exist, 

or has been removed, simply create a new workflow job with the above parameters. When 

the job has been created, insert a single step: 

 


