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1 General information \\Asc

1 General information

In the context of this document ASC represents ASC Technologies AG, its subsidiaries, branch
offices, and distributors. An up-to-date overview of the aforementioned entities can be found at
https://www.asctechnologies.com

ASC assumes no guarantee for the actuality, correctness, integrity or quality of the information
provided in the manuals.

ASC regularly checks the content of the released manuals for consistency with the described
hardware and software. Nevertheless, deviations cannot be excluded. Necessary revisions are
included in subsequent editions.

Some aspects of the ASC technology are described in general terms to protect the ownership
and the confidential information or trade secrets of ASC.

The software programs and the manuals of ASC are protected by copyright law. All rights on the
manuals are reserved including the rights of reproduction and multiplication of any kind, be it
photo mechanical, typographical or on digital data media. This also applies to translations.
Copying the manuals, completely or in parts, is only allowed with written authorization of ASC.

Representative, if not defined otherwise, is the technical status at the time of the delivery of the
software, the devices and the manuals of ASC. Technical changes without specified announce-
ments are reserved. Previous manuals lose their validity.

The general conditions of sales and delivery of ASC in their latest version apply.
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2 Introduction

This manual describes the necessary steps to successfully activate and use replay via phone in
different telephony environments. It is assumed that a basic configuration (e. g. of users and,
where required, of phones and free seating) has been carried out.

The feature Replay via phone is required if a call is supposed to be transmitted from the record-
ing system to the Replay module and replayed via an internal or external phone. Depending on
which user logs in, the audio data that the user is allowed to replay is provided. The following
applications and modules support this feature:

+ POWERplay Pro

+ POWERplay Web

* INSPIRATIONneo:
— Agents module

Audio Analysis module

Coaching Advisor module
Evaluations module

Training Packages module

If users would like to use the feature Replay via phone, they have to activate the icon [&| (Replay
via phone) in the Replay module.

The feature Replay via phone works with the application POWERplay Instant, too. In this case,
it is configured directly in the settings of the application, see user manual POWERp/ay Instant.

For the data transmission to the phone and the replay to work, the system provider has to con-
figure the replay server as described in chapter "Configure replay server", p. 9.

To change the language of phone announcements, the system provider has to adjust the file
ASC.LocalReplayService.ini, see chapter "Configure language for announcements", p. 19.

The feature itself must be configured according to the case of application in the modules of the
application System Configuration:

Default configuration

Define a phone for each user which is supposed to be used to replay calls. To be able to do so,
the user must be mapped to a steady workplace. When a user logs in, the address of his phone
which is used for replay is transmitted.

This configuration is possible for agents as well as for users without agent rights.

The tenant has to carry out the configuration in the Employees module, see chapter "Default
configuration", p. 14.

Alternative configuration options
+ Identification of a phone via the agent’s extension
This configuration option can only be used for agents.

The phone which is used for the replay is identified via the extension mapped to the agent.
Use this configuration in the following cases:

— The agent has been mapped to a steady workplace and an extension can be mapped to
the agent.

— The agent uses the feature Free Seating with authentication on the phone via extension.

The tenant has to carry out the configuration in the Employees module, see chapter "Iden-
tification of a phone via the agent’s extension", p. 16.

+ ldentification of a phone by means of authentication on the computer (Free Seating)
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2 Introduction @sc

The phone which is used for the replay is identified via the computer name and the exten-
sion or via the computer name and the address mapping of the phone.

The system provider has to carry out the configuration in the Phones module, see chapter
"Identification of a phone by means of authentication on the computer ", p. 17.

@| Basic information about using the application System Configuration can be found in the user
manual for administrators System Configuration - General information.
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3 System requirements ‘\Asc

3 System requirements

To use the feature, note the following:

If no SIP interface is available to connect the recording server to the PBX, an external analog
gateway is required that customers must provide themselves.
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4 Licenses @sc

4 Licenses
ASC
License name Number Description
Last Call Repeat 1 License required for using the feature Replay via phone,

available for 4 or 8 concurrent replays.

Tab. 1: Licenses of ASC
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5 Configure replay server ‘\Asc

5 Configure replay server

Replay via phone has to be configured in the application System Configuration in the Servers
module.

1.  Open the menu item Setup > Servers in the navigation bar.

2. In the main view, select the server that you would like to configure the feature for.

5.1 Tab Usage
1. Click on the tab Usage in the detail view.
2.  Open the group field Replay.
In this tab, you can configure the purpose of the selected server.

< Details* Usage* Media Streamer* Replay Server Address Mapping Key M »
Ll
API Server 4
Audio Analysis 4
Recording Control/Key Management 4
Data Processing 4
Replay 4
Virtualization 4

Fig. 1: Servers module - tab Usage

Group field Replay
1.  Open the group field Replay.

Replay -

Replay
Replay server* replay1
WebSocket port*

(masx. 5 characters)

12345

API server*

Name Connection Status
Fig. 2: Group field Replay

Replay Select whether the server is supposed to serve as replay server.

A replay server can replay recordings via the integrated Replay Fea-
ture. Only data which has either been recorded directly on this server
or which has been transferred to this server for data storage or only for
replay purposes can be replayed. The client computers of the system
can connect to a replay server for replay purposes.
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5.2

Replay server

WebSocket port (maxi-
mum of 5 characters)

List
APl server

= Function has been activated. You have to complete the entry field
Replay server.

O = Function has not been activated.

Enter the name which is supposed to denote the server as the replay
server in the system.

As the replay server can be used system-wide and by different tenants,
you have to enter a kind of alias here. When selecting the replay
server, this alias is displayed on the client computers instead of the real
server name or the |IP address.

Enter the port via which the data to be replayed in POWERplay Web
are supposed to be transmitted.

In order to be able to reach the replay server from a public network and
with configured port forwarding, you have to adjust the settings in the
tab Applet Address Mapping.

Keep in mind that the indicated port must have been opened.

Here, you can add API servers for replay. If a recording which is sup-
posed to be replayed cannot be found on the server, the search is con-
tinued on the storage expansions which have been entered here. That
way, even recordings can be replayed which have not been transferred
to the server.

If the function Replay has been activated, you can adjust the following
settings:

» By clicking on the icon (Add) you can add the API server.

» By clicking on the icon (Remove), you can remove selected API
servers from the list.

2. To save the entries, click on the button Save.
To discard entries, click on the button Cancel.

Tab Media Streamer

1. Click on the tab Media Streamer in the detail view.

The tab Media Streamer is only active if the function Replay via phone has been activated in

the tab Usage.

In this tab, you can configure the Media Streamer for the functionalities Replay via phone and
Last Call Repeat Facility.
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5 Configure replay server ‘\Asc
< Details* Usage* Media Streamer* Replay Server Address Mapping Key M »
PBX +
PBX PBX v
i *
Extension 123456
(max. 18 characters)
Media streamer IP address* 192.168.169.192 v
Minimum port 24000
Maximum port 24099
Transport protocol UDP ~
SIP signaling port 5062
User name

Password

PBX IP address

PBX port 5060
Registration required
SIP registration expiration 3600 Second(s)

Fig. 3: Servers module - tab Media Streamer

2. Enter the following parameters:

PBX PBX that the Media Streamer is supposed to be mapped to.

Select a PBX from the drop-down list. The drop-down list displays all
PBXs which have been created in the system.

If no PBX has been created in the system yet, you can create a PBX
via the blue bar PBX.

Extension Extension which is supposed to be mapped to the Media Streamer.
This is a mandatory field; the configuration cannot be saved if this infor-
mation is missing.

If an external analog gateway has been integrated, enter the value

8000.
Media streamer IP ad- |P address which is supposed to be used for the exchange of the audio
dress data and for the SIP communication.

Select an IP address from the drop-down list. The drop-down list dis-
plays all IP addresses of the server.

Minimum port Enter the minimum port which is supposed to be used for the audio
data exchange.

Enter an even number.

Maximum port Enter the maximum port which is supposed to be used for the audio
data exchange.

Enter an uneven number.

A port range of 100 (e. g. 24000-24099) is sufficient for 50 licenses.
The port range should be twice as wide as the number of available li-
censes.

NOTICE! The port range must not have less than 64 ports.
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5 Configure replay server kAsc

Transport protocol From the drop-down list, select the transport protocol type you would
like to use for the SIP communication.
TCP = unencrypted
UDP = unencrypted
TLS = encrypted
If an external analog gateway has been integrated, select UDP in the
drop-down list.

SIP signaling port Enter the port for the SIP communication.
Port for data exchange: 5062

User name Enter the user name for the authentication on the SIP server.

Password Enter the password for the authentication on the SIP server.

PBX IP address Enter the IP address of the SIP registrar of the PBX.

PBX port Enter the port of the SIP registrar of the PBX.
If an external analog gateway has been integrated, enter the value
5060.

Registration required  Select whether the SIP extension has to be registered with the SIP reg-
istrar of the PBX.
= S|P extension has to be registered.
O = SIP extension does not have to be registered.
If an external analog gateway has been integrated, deactivate the
check box Registration required.

SIP registration expira- Enter the time interval after which the registration has to be repeated.

tion

3. To save the entries, click on the button Save.

To discard entries, click on the button Cancel.
5.3 Create new PBX

1. In the blue bar with the title PBX, click on the icon [5= (Create).

2. Enter all necessary information.

New PBX x

Name* PBX

PBX type*

Maximum length of
extensions

4
Country code*
Area code*

Net code*

Universal VolP hd

United States (1) ~

Fig. 4: Create PBX - example

Name

Enter a name for the new PBX instance.

Configuration replay via phone - Neo 7.x Rev. 2
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5 Configure replay server ‘\Asc

PBX type Select the PBX type from the drop-down list.

Maximum length of the Select the maximum length of the extensions from the drop-down list.
extensions

Country code Select the country code from the drop-down list.

Area code Enter the area code for the PBX.

Net code Enter the net code for the PBX.

3. To save the settings, click on the button Save.
To discard the settings and close the window, click on the button Cancel.
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6 Default configuration

1. In the main view, select the user for whom you would like to activate the option Replay via

phone.

= In the detail view, the tab Details appears.

Unger, Friedrich X

< Details* Agent Data

Employee Information

Account

3

@ Help

Employee number
First name*

Last name*

Date of birth
E-mail

Date of entry

Comment

Address for replay via phone
Import key
Time zone

Phonetic search

Address

3333

Friedrich
Unger
03/19/1970

03/01/2008

(UTC+01:00) Europe/Berlin ~ +

|

Reset

Fig. 5: Employees module - tab Details

2. Inthe entry field Address for replay via phone, enter the address of the phone. You can use

the following additional data as address:

- Extension if it has been configured for replay via phone in the PBX.
- Complete phone number, e. g. 06021 5001 1015 if the PBX is connected to the public

telephone network.
- IP address if it has been configured.

- SIP address, e. g. Extension@/P-Address.

w

To save the entries, click on the button Save.

= For replay via phone, all calls of this user are replayed via the defined phone.

Configuration replay via phone - Neo 7.x Rev. 2
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@| For information about the configuration refer to the administration manual for tenants User
management tenant.
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7 Alternative configuration options

SESE

Identification of a phone via the agent’s extension

The tenant has to carry out this configuration.

This configuration option can only be used for agents.

If the agent’s phone which is used for replay is supposed to be identified via the extension, the
respective extension has to be entered in the Employees module.
Adjust the following settings:

1.  Open the Employees module by clicking on the menu item Employees in the navigation
bar.

2. In the main view, select the agent for whom you would like to configure the option Replay
via phone.

3. Open the tab Agent Data in the detail view.

< Details* Agent Data Account* Settings Roles Individual Fu »
Agent

Telephony -

PBX PBX ~

Extension 345,346,347

(max. 2500 characters)

PBX Agent ID 008-010

(max. 255 characters)

Chat 4

Miscellaneous Settings

Login name unger
Computer name AG2014-0056
Dispatcher

Video recording |

Reset

Fig. 6: Employees module - tab Agent Data (example)

4. Enter the extension of the phone which is supposed to be used for replay in the first place.
You cannot configure more than one phone for replay via phone.
NOTICE! Use commas to separate the different extensions.

5. To save the entries, click on the button Save.
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=

SESE

= Steady workplace: For replay via phone, all calls of this agent are replayed on the phone
with the configured extension.

= Free Seating: For replay via phone, all calls are replayed on the phone that the agent with
the configured extension logs in on.

For basic information about the configuration of users refer to the administration manual Sys-
tem Configuration - User management.

For basic information about the configuration of Free Seating refer to the administration manual
Configuration Free Seating.

Identification of a phone by means of authentication on the computer

The system provider has to carry out this configuration.

This configuration option can only be used for agents.

If the option Free Seating by means of authentication on the computer is used, you have to en-
ter the computer name and either the extension or a replay address in the Phones module.

If an extension and a replay address has been configured, then the replay address is used.

Enter the following settings for each phone which is supposed to be used for replay via phone.

1.  Open the Phones module by clicking on the sub-menu item Phones in the navigation bar in
the menu item Setup.

2. In the main view, select the phone you would like to configure.

3. Add the following parameters in the detail view.

< Details* »

Name*

PBX* PBX v
PBX phone ID

Extension

Computer name

Address for replay via phone

Display language en_Us -
IP address

MAC address

PHONEapp -

Activate PHONEapp configuration

Phone type XML -

Reset

Fig. 7: Phones module - tab Details (example)
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Parameter Value/Description

Extension The extension entered here is used for recording as well as for re-
play via phone.

Computer name Enter the name of the computer which is supposed to be mapped
to the phone.

Address for replay via If no extension has been configured, enter the address of the

phone phone which is supposed to replay the calls which have been se-
lected in the replay application. You can use the following address
types:

» Extension.

* Complete phone number, e. g. 06021 5001 1015 if the PBX is
connected to the public telephone network.

* |P address
» SIP address, e. g. Extension@IP-Address.

NOTICE! In case of TDM recordings, use either the extension
or the complete phone number as address type.

4. To save the entries, click on the button Save.

= For the phone replay, all calls are replayed on the phone which has been mapped to the
computer that the agents has logged in on.

@| For basic information about the configuration of Free Seating refer to the administration manual
Configuration Free Seating.
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8 Configure language for announcements

Make sure that the function Replay via phone has been configured and that at least 1 conver-
sation is replayed via phone. Upon replaying a conversation via phone for the first time, the file
ASC.LocalReplayService.ini is created to configure the language.

©

@ The entered language is valid across the system for all tenants.

To change the language for announcements in Replay via phone, proceed as follows:
1. Log in on the replay server with administrator rights.
2.  Open the Windows Explorer.

3. Go to the directory C:\Program Files (x86)\ASC\ASC Product Suite\data\LocalReplaySer-
vice.

4. Right-click on the file ASC.LocalReplayService.ini.
= The following context menu appears:

AN N LocalReplayService [=[=a[]|
Home Share View N 0

:(—:w - 4 | . <« Program Files (x86) » ASC » ASC Product Suite » data » LocalReplayService v & | | Search LocalReplayService » |
2 Local Disk (C2) ~ MName Date medified Type Size
| Perflogs - c e .
. de DE 3/16/2015 12:51 PM  File folder

. Program Files R X
. en_US 3/16/2015 12:51 PM  File folder

|g‘ ASC.LocalReplayService.ini

. Program Files (x86)

figuration sett... 1KE

| ASC — Open ;
2] Irservice.inixml L Document 1KB
. ASC Product Suite Print
. CMII-Driver-amd6d Edit
. data Qf Edit with Motepad++
. APlServer Open with 3
. crypto Restore previous versions
. CTIConnectForAlcatel OXE _ Send to b
, CTIConnectForHiPath4000 =
. CTIConnectForMitellCP3300 Cut
| CTiConnectForOSV Copy
J CTIConnectOBSOpenTrade Create shortcut
. CTIConnectOSCC Delete
. DeleteMan Rename
. FileMan Properties
. LocalReplayService
. de_DE
. en_US
., mib

RecordingControl
. RecordingModule
 RIA
. ServiceMan
, TDMModule
. TimeMan

4items  1item selected 249 bytes

Fig. 8: Context menu for the file ASC.LocalReplayService.ini

5. Click on the menu item Edit in the context menu.

= The following window appears:
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File Edit Format View Help

[Loglevel]
Global=TRACE
LogFile=TRACE
Console=TRACE
Debughindow=TRACE

[LRCoreConnection]
targetfddress=localhost
port=4488
heartbeatInterval=28000
reconnectDelay=5008

[ProcessManager]
CorePM\lorkerCount=16

[LocalReplayService]
Language=en_US
SearchCountMaximum=2@

Fig. 9: Edit ASC.LocalReplayService.ini
6. Inthe section [LocalReplayService], change the value for the parameter Language.
One of the following values can be entered:
* Language=de DE
» Language=en_US
In the menu bar, click on File > Save, to save the changes.
Click on the icon Bl (Close) to close the window.
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£

Glossary

PBX
Private Branch Exchange

Replay server
Server on which the replay function has been activated. Recordings can be replayed via this
server.

SIP
Session Initiation Protocol

TCP
Transmission Control Protocol, controlled connection establishment, protected data transmis-
sion

TLS
Transport Layer Security, former name Secure Socket Layer (SSL), is a hybrid encryption pro-
tocol for secure data transmission on the Internet.

ubP
User Datagram Protocol UDP is a minimal, connectionless network protocol which belongs to
the core members of the Internet protocol suite. Its purpose is to make sure that data transmit-
ted via the Internet reach the designated application. There is no destination check.
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