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CALLMAP VOICE RECORDING
Setup and Configuration
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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 userdefinable percentage of calls are recorded)
Campaign Recording (where slected calls within a Campaign can be recorded)
Section recording (where selected activity within a Campaign call can be recorded)

=a —a —a -9

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 & there are no
expensi-eesdaddquired

2. As the Call Recording function is completely integrated with CallMap data systems, it
knows everything about the call in question 0 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.
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Fig 2. Playing a recording mapped against Desktop activity.

Hardware Requirementsand 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 compantlaptogss sound card.
nowadays have a sound card).

Many modern telephone systems provide audiooutput f r om t he tel ephone via a s
plug, which can be simply connected to the sound ca

manufacturers such as-PHleantdr ccroinense cctaorr ss, u paphliyc hd Tpr o v
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 youdve plugged your telephone system into your
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 Windowds Sc
located (in Windows XP), inAll Programs -> Accessories -> Entertainment -> Sound
Recorder. Start the Sound RecorderApp | e t click the 6Recordd button,

call on your telephone.

Once youdve made the call, stop the Sound Recorder
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 wusing Wir

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

I f youdbve any problems setting up yedSY%Suppart dwar e, Yy
Desk for assistance, or email us on support@callmap.co.uk.

Once your computers have been set up to record calls, you nhow have to configure the
CallMap Voice Recording functions to suityourownr equi r ement s &

CallMap Call Recordingd How it Works

When a call is recorded by the Call Map Desktop, it
computer. Periodically, a workflow process collates these recording files to your main server,
andcleansupthet e mpor ary storage on the agentds 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 canlmygke siaRd (a collection of recording files).
CDffile for transmission to your clients. There are also management tools, to allow you to

quickly c¢clear recordings you dondt needaanymore, ofr
optical drives).
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Configuring Call Recording Temporary Storage

As recorded calls are temporarily stored on the age
needs to know where these files are located, and also have full access to this area of the
a g e sicbndputer in order that it can retrieve the files, and clear up the storage area.

This folder is called 6Call Recd by Jddléndughydut (and i s
can change this to suit your environment via the CallMap System Manager-> Systems
Configuration pages:

3 System Configuration Options |2

Configuration Options (A Temporary Local Storage Folder and Collation Options ...

SEiice Workstation Shared Folder: C:\CallRec\
Configuration
E-Mail Support

Click to set up Advanced Recording File handling | Advanced Settings ]

oy

Y

E-Mail Default Repository Folders ...

Auto-Signature

Server On-Line Folder: C:\CallMap\VRData\ E]
Voice Recorder

Setup Optical/Off-Line D:\ [I]
Telephony &
Mapping

Random 'Spot’ Recording ...
Advanced Settings

HO%

[] Use 'Spot' Recording Function Percentage of calls:

Settings A Voice Recording Administration ...
@ Apply Settings [] Voice Recording is enabled by default on all workstations
Password to switch off Voice Recording:
Cancel & Exit
Verify Password:
Fig 4. Configuring your Call recordiinﬁgioptions. R
The | ocation of the temporary storage is the 6Wor ks
decided on where the temporary recording should be stored (or accepted the defaul t ) , itods

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 youdve created this folder, it also needs to ¢k

beabl e to access the folder and remove the call rec
has Full Access to this drive, to allow it to collate a nd clean up the recording files (for

example, set the sharing to 6Everyoned, with 6Full
[ =R

m. CallRec Properties Nt

General | Sharing ‘Security I Previous Versions I Customize!

Network File and Folder Sharing

CallRec
1 Shared
Network Path:

\\SYSDEV05\CallRec

Advanced Sharing

Set custom pemissions, create multiple shares, and set other
advanced sharing options.

") Advanced Sharing...

Password Protection

People without a user account and password for this computer
can access folders shared with everyone.

To change this setting, use the Network and Sharing Center.

[ OK ] [ Cancel Apply

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),
youdre ready t o s e tmaticalycplataand rBamage yeur re¢omlinga.ut o

Call Recordng 0 Server Settings

Cal | Recordings are collated to a 6Repositoryd on vy
Repositories as you want (a Repository is a folder on your server, or optical drive, for
containing call recording files).

The main Repositoryiscd | ed 6Vr Dat a6 by default (although you
You should ensure that youdve sufficient free hard
files & for example, a 3 minute call can take up to
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) System Configuration Options =28

Configuration Options (2 Temporary Local Storage Folder and Collation Options ...

A Service Workstation Shared Folder: C:\CallRec\

457 Configuration

,} E-Mail Support

E-Mail

Click to set up Advanced Recording File handling | Advanced Settings ]

~

|

Default Repository Folders ...

/N Auto-Signature Server On-Line Folder: C:\CallMap\VRData\ @
Voice Recorder
’ Setup Optical/Off-Line D:\ E]
@ Telephony &
Mapping Random 'Spot’ Recording ...
E Advanced Settings
["] Use 'Spot' Recording Function Percentage of calls:

»

Settings Voice Recording Administration ...

@ Apply Settings [ Voice Recording is enabled by default on all workstations

Password to switch off Voice Recording:

m Cancel & Exit
Verify Password:

Fig 6. Setting up your Voice Recording Repositories.

The default Repository | ocations are set in the Cal
Options wutil i tlyi.n €l hFeo |6dSeerrdv eirs Opnall gall recomingrfilesRdlp osi t or y
initially be collated to this folder.

Note in the example above, that the Repository paths refer to local drives (as opposed to
network drives). I f youdre setting up your Voice Re
server, youdd need t os wcsh\MypServév@aiMap\\pral ehtnaadme s ,

The System Manager 6s Configuration Options utility
control how your Call recording works:

T Random 6 Spot & Byselectng ttis aptegn, 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.
1 Voice Recording Administration 8 by selecting that Voice Recording is enabled by
default, this will oteswmtchoffd/eiceyeoowder integyagiont 6 s abi | i t
from their Desktop Options. You can also password protect the ability to switch the
call recorder on and off.
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The Call Map System Managerds Configuration Options
options that contro | parameters governing the collation of fi
into the Repository:

Recording File Advanced Options ... UmE-S]

Settings ...
7] Automatically clear orphaned recording files
(V] Check Recording Files for missing Audic Signal (requires multimedia components)
(V] Delete recording files with no audio signal ... Audio Threshold: 0 -=

V| Delete Non-Available files from Repository Data

Maximum number of attempts to retrieve Recording File: 5

| Apply ][ Cancel ]

Fig 7. Advanced options.
The following options are available:

1 Automatically clear orphaned recording files 9 by selecting this option, any
recording fleson t he agent ds computer which are not mar
Repository will be removed.

1 Check Recording Files for missing Audio Signal & 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.

1 Delete recordings with no audio signal & if selected, recording files that are silent
will be deleted. The threshold forest abl i shi ng a 6ésilentd recording
example to omit background noise). If used, you may have to adjust this setting to
Suit your own environment.

1 Delete Non -Available files from Repository Data & if selected, any recording
marked fortransfer whi ch cannot be transferred to the re
number of attempts €0 setting has been exceeded
Repository, aeinableintteVdice Cdnsole.

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

or has been removed, simply create a new workflow job with the above parameters. When
the job has been created, insert a single step:

Y
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