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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.

POWERplay Web - Neo 7.x Rev. 4 6/88
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2 Introduction @sc

2 Introduction

The application POWERpl/ay Web is a browser-based software for searching and replaying con-
versations which have been saved in the recording system. Users can search and replay con-
versations on every computer with an installed browser and a network connection to the replay
server.

To ensure the necessary safety during search and replay of the recordings, an encrypted con-
nection (SSL/TLS) is used.

POWERplay Web - Neo 7.x Rev. 4 7188



3 System requirements ‘\Asc

3 System requirements
@| For basic information about the necessary hardware and software components refer to the in-
stallation manual Installation requirements.

POWERplay Web - Neo 7.x Rev. 4 8/88



4 Licenses @sc

4 Licenses

License name Number Description

POWERplay Web 1 per concurrent user License for the usage of POW-
ERplay Web.

Tab. 1: Licenses of ASC

License name Number Description

WEBcommand system license 1 per system License for the usage of WEB-
command.

WEBcommand software li- 1 per concurrent user License for the usage of WEB-

cense command.

Tab. 2: Optional licenses of ASC

POWERplay Web - Neo 7.x Rev. 4 9/88



5 Start application @Sc

5 Start application

Start the browser and enter the URL of the application server in the address bar. Your system
administrator will inform you about the URL for accessing the application.

After you have entered the URL, the following login screen is displayed:

Login Combination Login

Login name*

Password*

Forgot password?

Fig. 1: Login screen

In general, there are the following login options:
+ Single login = normal user login, see chapter "Single login", p. 10
» Combination login, see chapter "Combination login”, p. 11

» Login with two-factor authentication, see chapter "Login with two-factor authentication”, p.

12.
@ Your system administrator will tell you which login you have to use.
51 Single login
Login Combination Login
Login name*
Password*

Forgot password?

Fig. 2: Single login

1. Enter your user name and the password.
2. Click on the button -> Login.
= The welcome screen of the application appears.

POWERplay Web - Neo 7.x Rev. 4 10/88



5 Start application &ASC

If you have forgotten your password and requested a new one upon your last login, the follow-
ing window appears:

Your password has expired.

Old password*
New password*

Confirm password*

Fig. 3: Your password has expired

3. Inthe entry field Old password, enter your new password you have received by e-mail.

4. In the entry field New password, enter your new, modified password.
5. Inthe entry field Confirm password, repeat your new, modified password.
6. Click on the button OK.
= The welcome screen of the application appears.
5.2 Combination login

For safety reasons, it may be sensible to assign a combination user to a user. That way it can
be ensured for instance that a supervisor only accesses recorded conversations when a mem-
ber of the work council is present.

If a combination user has been defined, the actual user is only allowed to log in when the com-
bination user has logged in, too. If entering the login data of a combination user is required, pro-
ceed as follows:

1. In the login window, click on the button Combination Login.

Login Combination Login

Login name*

Password*

Forgot password?

Fig. 4: Login

2. The window Combination Login appears.

POWERplay Web - Neo 7.x Rev. 4 11/88
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5 Start application &
Login Combination Login
Login name*
Password*
Combination user*
Combination password*
Forgot password?
Fig. 5: Combination login
3. Enter your user name and your password as well as the user name and password of your
combination user.
4. Click on the button -> Login.
= The welcome screen of the application appears.
To change to the normal login, if required, click on the button Login.
If you have forgotten your password and requested a new one upon your last login, the follow-
ing window appears:
Old password*
New password*
Confirm password*®
Fig. 6: Your password has expired
5. Inthe entry field Old password, enter your new password you have received by e-mail.
6. Inthe entry field New password, enter your new, modified password.
7. Inthe entry field Confirm password, repeat your new, modified password.
8. Click on the button OK.
= The welcome screen of the application appears.
5.3 Login with two-factor authentication

For maximum security and to protect the system against unauthorized access, an authentication
app for two-factor authentication by providers such as Microsoft, Google or Apple can be used.
After entering the URL and the default authentication by means of user name and password,
the following login screen is displayed once to enter a code:

POWERplay Web - Neo 7.x Rev. 4 12 /88



5 Start application \Asc

Two-factor authentication

£

Please scan the displayed OR code with your
authenticator app

Please enter your second factor code
Code |

Back

Fig. 7: Login two-factor authentication

1. Scan the QR code with the authentication app.
Enter the six-digit code from the authentication app.

To confirm the code, click on the button Confirm Code.
To cancel the authentication process, click on the button Back.

= Once you have confirmed the code, the welcome screen of the application appears.

@ For subsequent logins, scanning the QR code becomes redundant: the deployed authentica-
tion app generates authentication codes in 10-second intervals which can be used to log in.

Two-factor authentication

Please enter your second factor code
Code |

Back

Fig. 8: Confirm code

5.4 Login with Replay via phone number

Users of the feature Replay via phone can enter their phone number for replay via phone when
logging in if this option has been activated in the system.

POWERplay Web - Neo 7.x Rev. 4 13/88



5 Start application @sc

To enable users of the feature Replay via phone to enter a user-defined phone number for re-

play upon logging in, the system provider must activate the option Replay via phone number in-

put field in the application System Configuration in the Tenants module in the General Settings
@I of the system.

For more information about the configuration refer to the administration manual System Config-
uration - User management (for system providers).

POWERplay Web

Login

Login name*
Password*

Replay via phone
number

Fig. 9: Login with Replay via phone number

Enter your user name and the password.

2. Enter the phone number that is supposed to be used for the feature Replay via phone. NO-
TICE! The phone number entered in the Employees module in the employee’s data as ad-
dress for replay via phone is overwritten for this session.

3. Click the button Login.
= The welcome screen of the application appears.

5.5 OAuth2 login

Neo supports login via the open default protocol OAuth 2.0 for secure API authorization. If your
system provider has configured OAuth for Neo, Neo opens the OAuth authorization website
configured in the application System Configuration in the default browser upon starting where
users must then log in to Neo.

Login

Login name*

Password=

nbml

Fig. 10: OAuth login

POWERplay Web - Neo 7.x Rev. 4 14/88



5 Start application ‘\Asc
Enter your user name and the password.
2. Click the button Login.
3. Alternatively click on the icon of the OAuth provider with which you would like to log in to
Neo.
Depending on the OAuth provider, additional windows might follow in which you have to confirm
that you agree with the process. In this case, follow the individual prompts on the screen:
B® Microsoft
[Basc.de
Permissions requested
Neo
unverified
This application is not published by Microsoft.
This app would like to:
o View your basic profile
. Maintain access to data you have given it access to
Accepting these permissions means that you sllow this app to use
your data a5 specified in their terms of service and privacy
staternent. The publisher has not provided links to their terms
for you to review. You can change these permissions at
hittpe// ryapps.microseft.com. Show details
Does this app look suspiciows? Report it here
e
Fig. 11: Confirmation required (example Azure)
4. Inthe example of Azure, confirm the process by clicking on the button Accept.
5. On the following login screen of the respective OAuth provider, login with your login data.
= The welcome screen of the application appears.
5.6 Request new password

If you have forgotten your password, you can request a new one via the function Forgot pass-
word? in the different login windows.

1. Click on the text Forgot password?
Login Combination Login

Login name*

Password*

Forgot password?
Fig. 12: Login window

2. The window Forgot password? appears.

POWERplay Web - Neo 7.x Rev. 4 15/88
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£

5.7

Forgot password?

Login name*

Back

Fig. 13: Request password

3. Enter your user name.
4. Click on the button -> Reset Password.
= You will receive an e-mail containing your new password.

For this function, your administrator has to have configured a corresponding e-mail server.
Contact your system administrator if you do not receive an e-mail after this step.

5. To return to the login, click on the text Back.

Accept terms of use

The system provider of the tenant may subject the usage of the application to the user’s previ-
ous consent to customer-specific terms of use. To do so, there is a dedicated entry field in the
Tenants module of the application System Configuration. If your system provider has made use
of this opportunity, a page with the customer-specific terms of use is displayed after logging in:

v
Benutzerspezifische Nutzungsbedingungen:
Durch Bestatigen der Sicherheitsabfrage erkldren Sie sich mit den Bedingungen einverstanden.

User-specific terms of use:
By confirming the security prompt, you consent to the terms of use.
0K
Fig. 14: Accept terms of use (example)

To log in to the application, accept the terms of use by clicking on the button OK.
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6 User interface and general functions

6 User interface and general functions

16122008 254750

16123018 234740

~ Comersation imformation

Fig. 15: Welcome screen

1 Navigation bar
2 Main view
3 Detail view

4 O
(Logged in as).
Change Replay
Server
Player Settings

Navigation Bar

Language

Resource String

View

Info

Logoff

5 User

Contains the individual modules, see chapter "Navi-
gation bar", p. 19.

Displays all recorded conversations with the most
important information in a list.

Contains detailed information about the element se-
lected in the main view.

Change Password Menu item which allows changing your password,

see chapter "Change password", p. 21.

Menu item which allows changing the replay server,
see chapter "Change replay server", p. 22.

Menu item which allows changing the player set-
tings, see chapter "Player settings", p. 22.

Menu item which allows changing the way the navi-
gation bar is displayed, see chapter "Change navi-
gation bar", p. 22.

Menu item which allows selecting the language of
the user interface, see chapter "Change language",
p. 20.

Menu item which allows changing between the re-
source string view and the default view. This view is
only available ASC-internally.

Menu item which allows calling up information about
the version of the ASC software, see chapter "Call
up info", p. 20.

Menu item which allows logging off from the appli-
cation.

Name of the logged-in user

POWERplay Web - Neo 7.x Rev. 4
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14

15

16

17

18

19

User interface and general functions

(For safety rea-
sons please al-
ways use the lo-
goff function.)

FiY
(Your latest login
has failed.)

Last login date
X

(Collapse)
(Expand)
Search bar

Toolbar

(Collapse)
a
(Collapse)

(Expand)

Rows perpage 50 v

Range of the dis-
played sets of
data

-4 = [ [ 3|

Last filtered on ...;
Number of
records: ...

POWERplay Web - Neo 7.x Rev. 4
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Indicated that you have not logged off correctly
when leaving the application the last time. Click on
the warning icon to delete the error message. Al-
ways use the logoff icon to log off from the applica-
tion.

Shows that the latest attempt to log in to the appli-
cation was not successful. Click on the warning icon
to delete the error message. Always use the correct
password to log in to the application.

Shows the date when your password expires. To
hide the icon, click on the button Okay.

Shows the date of the last login.

Icon which allows collapsing or reducing the dis-
played area.

Icon which allows expanding or opening the dis-
played area.

Contains functions to search for certain search cri-
teria, see chapter "Search bar of the main view", p.
31.

Contains functions for the elements in the main
view.

Icon which allows closing the displayed area of the
detail view.

Icon which allows collapsing or reducing the dis-
played area of the detail view so that only this icon
remains visible at the right margin.

Icon which allows expanding or opening the dis-
played area of the detail view again.

Shows the number of rows per page

In the drop-down list, select how many rows per
page are supposed to be displayed.
You can choose 10, 20, 50 or 100 rows per page.

Shows the range of the displayed sets of data on
the current page of the main view.

Buttons which allow browsing the pages of the main
view.

Shows the time of the last filtering (search) and the
number of data sets.

Up to 1000 data sets are determined according to
the current list of search results and displayed in the
main view. If available, further data sets are dis-
played when reaching the last page of the list of
search results.

The exact number can be determined by means of
the function > Count results. It counts all data
sets meeting the criteria selected in the search.

Shows the Replay module for controlling the replay,
see chapter "Replay module", p. 62.
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User interface and general functions \\Asc

6.1

®
@

If the session has been inactive for a longer period of time, the application is closed automati-
cally. Default value for the timeout: 30 minutes. The value can be adjusted by the administra-
tor, see administration manual System Configuration - User Management.

To close the application, always use the logoff function.
O (Logged in as) > Logoff.

Navigation bar
The individual modules of the application are displayed in the navigation bar.

WEBcommand
Conversation
Participant View

Recording view
Fig. 16: Navigation bar

You can hide the navigation bar by clicking in the icon X and expand it again by clicking on the
icon =.

Short description of the modules

Module name Description

WEBcommand This module serves to control the recording (start or stop the
recording). Additionally, users can view the current status of the
deployed extension, replay the latest conversations, and add addi-
tional data.

Conversation This module opens all recorded conversations in a list. The list of
conversations combines the recording of the end device of the
caller and the recording of the end device of the called person in
one list entry.

Participant View This module opens all recorded conversations in a list. The con-
versation list displays the recording of the end device of the caller
and the recording of the end device of the called person as sepa-
rate list entries.

Recording View This module is only available with an Airbus PBX.

This module opens the recordings of all active participants in a ta-
ble. A recording is a conversation segment that 1 participant ac-
tively participates in. Exclusively those conversation segments are
considered that have taken place from the moment on a connec-
tion has been established between the participants (connect sec-
tion). I. e. for two conversation participants two recordings (one for
the calling party and one for the called party) are displayed in the
table. These recordings have the same section ID but different ac-
tive participants.

Tab. 3: Module descriptions

If a conversation is interrupted by consultations of other participants, it may be possible that
additional list entries are displayed in the conversation list for these consultation conversation.

It depends on your function rights which of the described modules are available.

POWERplay Web - Neo 7.x Rev. 4 19/88
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6.2

6.3

Change language
1. Click on the menu item @ (Logged in as) > Language in the user interface.

= The following window appears:

Current language English (United States)
Available languages  English (United States) -

Fig. 17: Change language

2. Select the language from the drop-down list. Only languages that you have installed during
the installation can be selected.

= The texts of the user interface are displayed in the selected language.

Once you have thus selected a language, it will be saved as default language for you as
logged-in user for whenever you log in to Neo again.

Call up info
1. Click on the menu item @ (Logged in as) > Info in the user interface.

= The window Installed Product Versions appears. It contains information about the version of
the Neo software.

The following information is displayed:

Column Name Description

Server Name Name of the server. Click on the arrow * to display the history. In the
history, the servers have been sorted by installation date beginning at
the top with the first installation date.

Connected The icon @ indicates that the core is used in the current application.
Product Version Information about the current product version

EC Version Information about the current Enterprise Core version

Last Start Date and time of the last system start

Last Stop Date and time of the last system stop

Installation Date Date and time of the installation Click on the arrow F in the column

Server Name to display the information.

Tab. 4: Information

POWERplay Web - Neo 7.x Rev. 4 20/88



6 User interface and general functions \ Asc
Installed Product Versions *x
‘Server Name Connected Product Version EC Version Last Start Last Stop Installation Date
» CTIO1 6.0.00.0 60.10 11/19/2018 10:32:09 AM 11/19/2018 10:34:55 AM
~ REC-01 9 6.0.0-100 60.16.0 02/11/2019 7:31:46 AM 02/07/2019 10:42:18 AM
REC-01 6.0.0-0.0 60.1.0 11/12/2018 10:47:18 AM
REC-01 6.00-1.0 60.20 11/19/2018 11:25:43 AM
REC-01 6.0.0-4.0 60.5.0 12/05/2018 11:17:53 AM
REC-01 6.0.08.0 60.10.0 01/09/2019 12:09:12 PM
REC-01 6.0.09.0 60.15.0 01/29/2019 12:30:27 PM
REC-01 6.0.0-10.0 60.16.0 02/07/2019 10:51:29 AM
Additional Information Close
Fig. 18: Installed Product Versions
2. To obtain additional information about the system, click on the button sinstnfamaton jn the
bottom right corner of the window.
= The window Additional Information appears. It contains information about the license.
Additional Information x
License Information ¢
System ID: 2322891
Order ID: 66666666
Close
Fig. 19: Additional Information
6.4 Change password

If you use the function Last Call Repeat, the password must consists of numbers only.

1. Click on the menu item @ Logged in as > Change Password in the user interface.
= The following window appears:

Change Password ]

0Old password*
New password*

Confirm password*

Fig. 20: Change password

2. Enter your old password.
3. Enter your new password and confirm it.

4. To save the change of the password, click on the button OK.
To delete the entries without saving them, click on the button Reset.
To cancel the change of the password, click on the icon E in the top right corner of the win-
dow.
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6 User interface and general functions \\Asc

Once you have successfully saved the changed password, you have to enter the new password
upon opening the application the next time.

6.5 Change replay server
1. Click on the menu item @ (Logged in as) > Change Replay Server in the user interface.
= The following window appears:

Change Replay Server x

Current replay server Replay 1

Replay server Replay 1

Fig. 21: Change replay server

2. Select the replay server from the drop-down list.

3. To save the change, click on the button OK.
To discard the change, click on the button Cancel.

6.6 Player settings

To be able to directly replay conversations by double-clicking on the conversation, carry out the
following configuration:

1. Click on the menu item & (Logged in as) > Player Settings in the user interface.

= The following window appears:

Player Settings ]

Direct replay upon 0
double click

Fig. 22: Player settings

2. Activate the check box Direct replay upon double click.
= Direct replay upon double click has been activated.
O = Direct replay upon double click has been deactivated.

3. To save the change, click on the button OK.
To discard the change, click on the button Cancel.

6.7 Change navigation bar
To collapse the navigation bar by default, carry out the following configuration:
1. Click on the menu item & (Logged in as) > Navigation Bar in the user interface.
= The following window appears:

®
Change Mavigation Bar

Collapsed |

Fig. 23: Change navigation bar

2. Activate the check box Collapsed
= The collapsed navigation bar has been activated.
O = The collapsed navigation bar has been deactivated.
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3. To save the change, click on the button OK.
To discard the change, click on the button Cancel.

6.8 Call up online help

An online help is available at different locations in the application. You can call up the online
help as follows:

Menu / Menu item Location Result
Button
General General Help Toolbar of the By clicking on the menu item General
main view Help, a description of the application
you are currently viewing is opened.
Module Help Toolbar of the By clicking on the menu item Module
main view Help, a description of the module you

are currently viewing is opened.

@ Help Detail view / A topic-specific help opens referring
to the tab or the additional window
you are currently viewing.

Additional window

Tab. 5: Call up online help

There are the following options to navigate in the online help:
« Navigation bar on the left of the window
» Contents (via the menu item Contents in the header)
« Cross reference to additional information at the bottom of the page
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WEBcommand module

The WEBcommand module offers different options to control the recording of conversations on
the deployed extensions. In the WEBcommand module, you can replay the latest conversations
and add additional data.

For information about the configuration of the WEBcommand module refer to the administration
manual for tenants System Configuration - Configuration WEBcommand.

Main view
The main view displays the last 10 conversations.

If conversation rules (view filters) apply for the logged-in user, then the main view only con-
tains those entries which comply with these conversation rules.

=== -

Ldd.  Start Time Duration Extension
@ @ '@ @ @ ® 01/03/2022 8:14:04 AM 22001
11/17/2021 9:51:08 AM 00:00:28:355 22001
09/30/2021 9:10:21 AM 00:00:35:278 22001
09/30/2021 8:52:20 AM 00:00:02:286 22001
06/23/2021 8:08:12 AM 00:00:12:750 220[)1_
06/02/2021 3:37:04 PM 00:00:44:972 22001
02/24/2021 11:39:54 AM 00:03:40:767 22001

Fig. 24: Main view WEBcommand (example)

If a conversation is interrupted by consultations of other participants, it may be possible that
additional list entries are displayed in the conversation list for these consultation conversation.

Depending on the configuration of the columns, the following information is displayed in the
main view:

Loaded Shows whether the conversation has been loaded in the Replay mod-
ule.

= Conversation has not been loaded.

= Conversation has been loaded.

The loaded conversation is assigned a color from a defined color pal-
ette. The order of the colors has been predetermined. If all colors of a
palette have been used in several loaded conversations, the color as-
signment start over again. In the Replay module, the loaded conversa-
tion is displayed in the same color.

In addition, the are the following control options:
@ = Recording can be started.

@ = Recording can be stopped.
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7.2

= Recording can be saved for retention purposes.
® = Recording can be deleted.
@ = Recording can be muted.

= Recording can be unmuted.

For information about the configuration of the table see chapter "Adjust table", p. 45.

The toolbar of the main view contains further functions which can be used for the elements of
the main view, see chapter "Toolbar", p. 25.

Toolbar
The toolbar of the main view is located in the center window and offers different functions.

WEBcommand ~  General ~

Fig. 25: Toolbar WEBcommand

In the following, you find a description of the icons.

WEBcommand  Hide Conversa- Hides the conversations for which additional data have
tions with Com-  been completed from the table in the main view.
pleted Additional
Data

Display Conversa- Displays the latest conversations regardless of the con-
tions with Com-  dition of the additional data.

pleted Additional

Data

General Adjust Table Opens the window Table Configuration, see chapter "Ad-
just table", p. 45.

General Help Via the menu item General Help, a description of the ap-
plication you are currently viewing is opened. See chap-
ter "Call up online help", p. 23.

Module Help Via the menu item Module Help, a description of the
module you are currently viewing is opened. See chapter
"Call up online help", p. 23.

Load selected conversation
This function allows loading a conversation into the Replay module and replaying it there.
1. In the main view, double-click on the conversations you would like to replay.

= The conversation is loaded into the Replay module and can be replayed there.
For information about the functions of the Replay module see chapter "Replay module”, p.
62.

If a conversation is no longer displayed in the WEBcommand module, change to the Conversa-
tion module. There, you can view all conversations, select the respective conversation, load it
into the Replay module and replay it there. See chapter "Load selected conversation”, p. 39.

Detail view
The detail view displays detailed information about the conversation selected in the main view.

POWERplay Web - Neo 7.x Rev. 4 25/88



7 WEBcommand module &VASC
< Details »
@ Help
Consultant
Phone number consultant 4015
Employee ID userl
System data
Start time 08/25/2021 8:01:16 AM
End time 08/25/2021 8:01:42 AM
Duration of recording 00:00:25
Conversation direction Internal
Recording 1D d42176b2-a6f1-46d4-07e6-888590558697
Fig. 26: Detail view (example)
Consultant
Phone number consultant ~ Shows the phone number of the consultant.
Employee ID Shows the employee ID of the consultant.
System data
Start time Shows the start time of the conversation.
End time Shows the end time of the conversation.
Duration of recording Shows the duration of the conversation.
Conversation direction Shows the conversation direction, whether this is an inbound or an
outbound call.
* Inbound - Customer calls agent, externally incoming
* Outbound - Agent calls customer, externally outgoing
* Internal - Agent calls agent
Recording ID Shows the recording ID.
7.21 Enter additional data

1.
2.

3.

To add additional data for a conversation, select the conversation in the main view.

Enter the additional data in the detail view.
Additional data fields marked with a “ * ” are mandatory fields. These fields must be com-
pleted.

To save the entries, click on the button Save.

If a conversation is no longer displayed in the WEBcommand module, change to the Conversa-
tion module. There, you can see all conversations and enter additional data for a conversation,
too. To do so, proceed as follows:

4.

In the main view, click on the conversations for which you would like to enter additional
data.

Enter the additional data in the detail view.
Additional data fields marked with a “ * ” are mandatory fields. These fields must be com-
pleted.

To save the entries, click on the button Save.
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8 Conversation View module and Participant View module
The Conversation module opens all recorded conversations in a list. The list of conversations
combines the recording of the end device of the caller and the recording of the end device of the
called person in one list entry.
The Participant View module opens all recorded conversations in a list. The conversation list
displays the recording of the end device of the caller and the recording of the end device of the
called person as separate list entries.

8.1 Main view

The main view shows all recorded conversations in a list.

When opening the module, a search filter is set automatically so that only data sets of the last
14 days are displayed.

If you would like to configure this default search filter, refer to the administration manual Ad-
ministration guideline for information.

The function Reset Search does not deactivate this filter!

Click on the button Configure Search to adjust the search filter to your requirements.

If conversation rules (view filters) apply for the logged-in user, then the main view only con-
tains those entries which comply with these conversation rules.

£ Y X Conversations ~ General v

Start time Period v Last 14 Days ~
e Saved searches: < Standard > Save Search Reset search | Configure search
Loaded Conversation Type ¢ Start Time ¢ Data Start « End Time ¢ Duration ¢ Deletion Time
~

. 11/19/2018 8:45:15 PM 11/19/2018 8:45:38 PM  11/19/2018 8:47:14 PM 00:01:58:219 12/30/9999 1:00:00 PM
L 11/19/2018 8:46:01 PM 11/19/2018 8:46:04 PM  11/19/2018 8:46:27 PM 00:00:26:231 12/30/9999 1:00:00 PM
. 11/19/2018 8:45:58 PM 11/19/2018 8:46:06 PM  11/19/2018 8:46:26 PM 00:00:28:070 12/30/9999 1:00:00 PM
. 11/19/2018 8:46:41 PM 11/19/2018 8:46:44PM  11/19/2018 8:47:10 PM 00:00:28:534 12/30/9999 1:00:00 PM
L 11/19/2018 8:46:38 PM 11/19/2018 8:46:44 PM 11/19/2018 8:47:47 PM 00:01:08:949 12/30/9999 1:00:00 PM
L 11/19/2018 8:47:17 PM 11/19/2018 8:47:41PM  11/19/2018 8:49:00 PM 00:01:43:004 12/30/9999 1:00:00 PM
. 11/19/2018 8:48:38 PM 11/19/2018 8:48:46 PM  11/19/2018 8:49:00 PM 00:00:22:528 12/30/9999 1:00:00 PM
. 11/19/2018 8:51:18 PM 11/19/2018 8:51:22PM  11/19/2018 8:51:46 PM 00:00:28:108 12/30/9999 1:00:00 PM

Rows perpage 50 ~

Fig. 27: Main view

1-50of 1000 e <« » w0 Lastfiltered on 06/20/2021 5:49:53 PM; Number of known datasets: 1000

If a conversation is interrupted by consultations of other participants, it may be possible that
additional list entries are displayed in the conversation list for these consultation conversation.

Depending on the configuration of the columns, the following information is displayed in the

main view:

General
Participant View ID

Shows the participant view ID.
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Loaded

Shows whether the conversation has been loaded in the Replay mod-
ule.

= Conversation has not been loaded.

= Conversation has been loaded.

The loaded conversation is assigned one of the colors from a prede-
fined color palette. The order of the colors has been predetermined. If
all colors from the color palette have been used in several loaded con-
versations, color assignment start over again. In the Replay module,
the loaded conversation is displayed in the same color.

Conversation information

Conversation ID
Start Time

Data Start

End Time
Creation Date
Updated
Duration

Conversation ID of
Consultation Initiator

DTMF Sequence

Conversation Direction

Call Direction

Archived

Expanded

Comment
Conversation Type

POWERplay Web - Neo 7.x Rev. 4

Shows the conversation view ID.

Shows the start time of the conversation.

Shows when the data part of the conversation starts.

Shows the end time of the conversation.

Shows when the conversation was created.

Shows when the conversation was updated for the last time.
Shows the duration of the conversation.

If this conversation arose from a consultation within another conversa-
tion, this field displays the conversation ID of the original conversation.

Shows the DTMF sequence. This information is not available when a
FIGER license has been installed.

The conversation direction shows whether this is an inbound or an out-
bound call.

* Inbound - Customer calls agent, externally incoming
» Outbound - Agent calls customer, externally outgoing
 Internal - Agent calls agent

Shows the call direction:
* Incoming
» Outgoing
» Transferred

Shows whether the conversation has been archived.

v = archived

X = not archived

This information is not available when a FIGER license has been in-
stalled.

Shows whether the conversation has been saved on the storage ex-
pansion.

v = Saved on storage expansion

X = Not saved on storage expansion
Shows the comment.

Displays the type of the conversation.
Call = call/video call

Work item = work item (screen)

Call and screen recording = call and screen
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Text = SMS/SDS
Chat = chat
Deletion Time Shows when the conversation is deleted automatically.

Litigation Hold = Conversation can neither be deleted automatically nor
manually.

This information is not available when a FIGER license has been in-
stalled.

Customer ID Shows the customer ID.

Transaction ID Shows the transaction ID.

Expanded Shows whether the conversation has been expanded.
v = Expanded
X = Not expanded

Litigation Shows the litigation hold ID.

If there are several litigation hold IDs, they are displayed separated by
a semicolon.

Statistics of the Conversation

Number of Ringing Shows the number of ringing sections.
Sections

Duration of Ringing Shows the duration of the ringing sections.
Sections

Number of Hold Sec- Shows the number of hold sections.
tions

Duration of Hold Sec- Shows the duration of the hold sections.
tions

Number of Connected Shows the number of connected sections.
Sections

Duration of Connected Shows the duration of the connected sections.
Sections

Number of Failed Con- Shows the number of failed consultations.
sultations

Number of Successful Shows the number of successful consultations.
Consultations

Calling party information
Calling Party Name Shows the name of the calling party (last name, first name).
Calling Party PBX Shows the PBX agent ID of the calling party.

Agent ID

Calling Party Phone Shows the phone number of the calling party.
Number

Calling Party Em- Shows the employee number of the calling party.

ployee Number

Calling Party Device  Shows the device name of the turret or of the phone of the calling
Name party.

Called party information

Called Party Name Shows the name of the called party (last name, first name).
Called Party PBX Shows the PBX agent ID of the called party.
Agent ID
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Called Party Phone Shows the phone number of the called party.
Number

Called Party Employee Shows the employee number of the called party.
Number

Called Party Device Shows the device name of the turret or of the phone of the called party.
Name

1st-connected participant information
1st-Connected Name Shows the name of the 1st-connected participant (last name, first

name).
1st-Connected PBX  Shows the PBX Agent ID of the 1st-connected participant.
Agent ID
1st-Connected Phone Shows the phone number of the 1st-connected participant.
Number
1st-Connected Em- Shows the employee number of the 1st-connected party.

ployee Number

1st-Connected Device Shows the device name of the turret or of the phone of the 1st con-
Name nected.

Participant information

Participant Name Shows the name of the participant (last name, first name).

PBX Agent ID Shows the PBX Agent ID.

Participant Phone Shows the participant phone number.

Number

Participant Employee Shows the employee number of the participant.

Number

Device name Shows the device name of the turret or of the phone of the participant.

Additional Data

Display Name Addi-  Shows the additional conversation data.
tional Data You have to have the respective rights to be able to display the addi-
tional data.

For information about the configuration of the additional data refer to
the administration manual System Configuration - Additional Data mod-
ule.

For information about the configuration of the table see chapter "Adjust table", p. 45.

The toolbar of the main view contains all functions which can be used for the elements of the
main view, see chapter "Toolbar of the main view", p. 37.

The sort sequence of the conversations can be adjusted arbitrarily, see chapter "Change sort
sequence", p. 47.

At the bottom edge of the main view, buttons allow you to browse the pages of the main view
and indicate which page you are on.

51-100 of 298 R N
Fig. 28: Changing pages

I Jumps to the first page of the main view.
<4 Jumps to the previous page of the main view.

51-1000f 208 Shows the range of the displayed sets of data on the current page of the
main view.
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8
[ Jumps to the next page of the main view.
B Jumps to the last page of the main view.
A scroll bar allows you to navigate in the main view.
8.1.1 Search bar of the main view
The search bar is located directly above the main view and offers functions to search for certain
search criteria. Every configuration of search criteria can be saved to be used again.
Start time Period ~ | Last 14 Days o
Saved searches: < Standard > - Save Search Reset search Configure search
Fig. 29: Search bar (example)
At the top of the search bar, the configured search criteria are displayed that are searched for.
If required, the displayed search criteria can be changed here directly. To save the changes
made for the displayed search criteria, click on the button Save Search.
In the following, you find a description of the functionalities.
Starts searching for data sets which meet the
configured search criteria.

Count results Determines the number of data sets according
to the current list of search results in the main
view. The number of data sets is displayed at
the bottom of the main view, see pos. 18 in Fig.
15, p. 17.

Saved searches: < Standard > v Displayed the saved search which is used.
Configure the saved search. The following
saved searches are available by default:

» < Default >
» < Tenant Default >
This option is only available for the admin-
istrator of the tenant (e. g. 1st-tenant-ad-
min).
You can save your own searches here to be
displayed in the selection of saved searches.

Save Search Saves the changes of the displayed search cri-
teria.

Reset search Resets all changes of the search criteria which
have not been saved.

Configure search Opens the window of the search criteria. Con-
figuring search criteria allows searching sys-
tematically for sets of data which meet these
criteria. See chapter "Configure search", p.

31.
8.1.1.1 Configure search

®

If conversation rules (view filters) apply for the logged-in user, then predefined search settings
are displayed in the search criteria which comply with these conversation rules. You cannot
delete these user-specific filter settings or search settings: however, you can add new ones
and thus additionally filter the displayed entries in the main view.
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Search in the Conversations module:

When searching for participant information using the search criteria first name, last name, or

@ employee number, only those participants will searched for who have been created in the Em-
ployees module. The search will not find participants who have not been created in the Em-
ployees module.

1. Click on the button Configure Search in the search bar.

= The window of the search criteria appears.

Search Criteria x

Saved searches: v

+  Conversation Information

»  Statistics of the Conversation

v Calling Party Information

»  Called Party Information

» 1st-Connected Participant Information

v Participant Information

* General
Creation date inactive v *
Updated inactive ~ *
Save ~ Reset Delete

Fig. 30: Search criteria (example)

The following functions are available:

» Shows the content of the search category.

- Hides the content of the search category.

* Adds the search criterion to the list of favorites.

* Removes the search criterion from the list of favorites.

* Indicates that the configured search criterion has been tagged as favorite
automatically.

v The drop-down list displayed options.

save v By clicking on the button Save, the configured search criteria are saved.

The icon = allows saving the configured search criteria As default search or
As tenant default search. This option is only available for the administrator
of the tenant (e. g. 1st-tenant-admin).

Reset Resets all changes of the search criteria which have not been saved.
Delete Deletes the saved searches.
[ | Closes the window Search Criterion.

2. Set the respective search criteria, see chapter "Search criteria", p. 33.

3. If you would like to save the configured search criteria, enter a name for the search in the
entry field Saved searches.

4. To save the configured search criteria, click on the button Save.
To save the configured search criteria as default search or as tenant default search, click
on the icon = on the right of the button Save and select the option As default search or As
tenant default search.
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5. To reset the changed search criteria which have not yet been saved, click on the button Re-

set.

6. To close the window Search Criteria, click on the icon

Search criteria

For the search, different search criteria are available which are divided in several search cate-
gories. It depends on the respective module which search criteria are available.

For all search criteria, you can select different comparison parameters from a drop-down list. In
general, the following comparison parameters are available:

inactive
between

Period (indiv.)

Period

equal
not equal
greater or equal

greater than
smaller or equal
smaller than

starts with
doesn't start with

ends with
doesn't end with

contains
doesn't contain
in

not in

in selection

POWERplay Web - Neo 7.x Rev. 4

The search criterion is ignored for the search.

A search is made for all objects within the entered range. The initial
and the final values are included in the search result.

A search is made for all objects in the selected period of time.

In the entry field, enter the period in the following format: month-day-
hours-minutes. As an example, the entry 03-05-15-20 means that a
search is made for conversations from the last 3 months, 5 days, 15
hours, and 20 minutes.

A search is made for all objects in the selected period of time. Different
periods are available. The period starts with the current date. Last
week thus refers to the past 7 days, last month to the past 30 days
starting today.

A search is made for all objects which exactly match the entered value.
A search is made for all objects which do not match the entered value.

A search is made for all objects the value of which is greater than or
equal to the entered value.

A search is made for all objects the value of which is greater than the
entered value.

A search is made for all objects the value of which is smaller than or
equal to the entered value.

A search is made for all objects the value of which is smaller than the
entered value.

A search is made for all objects which start with the entered value.

A search is made for all objects which do not start with the entered
value.

A search is made for all objects which end with the entered value.

A search is made for all objects which do not end with the entered
value.

A search is made for all objects which contain the entered value.
A search is made for all objects which do not contain the entered value.

One or several values are entered which are supposed to be searched
for. The search displays all entries which match one of these values.

One or several values are entered which are supposed to be searched
for. The search displays all entries which do not match one of these
values.

A search is made for all objects which correspond to the selected
value.

If no value has been selected, an unrestricted search without filter is
made.
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®

8.1.1.3

Depending on the search criterion, there are different options to enter or select comparison val-
ues:

+ If only one entry field is displayed, enter the value directly into the entry field via the key-
board.

+ If a drop-down list is displayed, select the value from the drop-down list.
« If a rotating field is displayed, click on one of the arrows to increase or decrease the value.

 If several values can be entered, enter the value directly into the entry field via the key-
board. To display an additional entry field, click on the icon + below the entry field.
To remove a value from the list, select the entry field with the value and click on the icon -
below the entry field.

« If different values are displayed in combination with a check box, select a value by marking
the respective check box.

« If different values are displayed in the list, click on the value to select it. To select several
values, click on the respective entries while holding the [Ctrl] key down.

« If entering a date is required, enter the date directly via the keyboard or via the icon 8.

Activated search attributes as well as the category they belong to are highlighted in bold. This
makes it easy to spot whether and where the search filter has been adjusted even when the
menu has been collapsed.

Configure search favorite

You can tag individual search criteria as favorites. Search favorites are displayed additionally in
the upper area of the window Search Criteria and thus continue to be visible even if all criteria
areas have been closed. Additionally, the search favorites are displayed at the top of the search
bar directly above the main view.

Configured search criteria are automatically tagged as search favorite * . If you do not want to
use a search criterion automatically tagged as favorite as a favorite anymore, the search crite-
rion must be configured as inactive.

POWERpfayWeb X

Conversation 10 nactive w Start time Penod w. Last 14 Days

T=zt-Tenant Admin - | 1
e B Saved searches: <= Standard = = Save Search Resetgestch | Configure search

Loaded Conversation Type & Starl Time &
WEBcommand
Me-records found Saved searches: < Smandard =
Conversalion
o - * |~
Participant View Conversation 1D Inactive w
Start time Perio w Last 14 DEvS woo®
Recording View
=  Conversation Information
Conversalion ID inactive bt m
Custamer I iraclive i ‘*
Transaction 10 Inactive b %
Conversation direction Inactive hd *
Conversafion lype inactive - #
Slart lime Period ~ Last14 Days v Eﬂ
Fnd time inactive w *
Durstian Insctive v *
Archived Inactive - *
Expunded inactive b *
DTMF sequence inactive v *
Date start inactive P "
Deletion time Inactive v »
€
Litigation Inactive - *
Rows pes page - 500w G-0of0 « ¢ = » Lastfiitered of
Save - Resel Delete
@ =
=)
3 ——e—
W10 e |1 Mnue |

Fig. 31: Search criteria tagged as search favorite (example)

1. Click on the button Configure Search in the search bar.
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= The window with the search criteria appears.
2. To tag one criterion as favorite, click on the icon * .

= The criterion tagged as favorite is displayed additionally in the upper area of the window
and marked with the icon * .

3. If you do not want to use a criterion tagged as favorite as a favorite anymore, click on the
icon * .

= The criterion which is now no longer tagged as favorite is marked with the icon * .
= The criterion is no longer displayed in the upper area of the window.

8.1.1.4 Change saved search

Possibility 1

At the top of the search bar, the search criteria are displayed which have been configured for
the saved search and that are searched for.

If required, the displayed search criteria can be changed here directly. To save the changes
made for the displayed search criteria, click on the button Save Search.

1. Select the respective search in the drop-down list Saved searches in the search bar.
= At the top of the search bar, the configured search criteria are displayed.

Start time Period v Last 14 Days ~

Saved searches: < Standard > - Save Search Reset search Configure search

Fig. 32: Search bar (example)

2. Change the displayed search criteria, see chapter "Search criteria", p. 33.

3. To save the configured search criteria, click on the button Save.
To reset the changed search criteria which have not yet been saved, click on the button Re-
set.

Possibility 2
1. Click on the button Configure Search in the search bar.
= The window with the search criteria appears.
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Saved searches: Chat
Conversation type equal ~ Chat v ~
End time inactive v *
~ Conversation Information

Conversation ID inactive v ®

Customer ID inactive v ®

Transaction ID inactive v ®

Conversation direction inactive e *

Conversation type equal ~ Chat v x

Start time inactive v *

End time inactive v *

Duration inactive v ®

Archived inactive v ol

Expanded inactive ~ *

DTMF sequence inactive v ®

Data start inactive v ®

Deletion time inactive v *

Litigation inactive v .

Save @~ Reset Delete

Fig. 33: Search criteria (example)

2. Select the respective search in the drop-down list Saved searches.

3. Configure the search criteria according to your requirements, see chapter "Search criteria",
p. 33.

4. To save the configured search criteria, click on the button Save.
To reset the changed search criteria which have not yet been saved, click on the button Re-
set.

5. To close the window Search Criteria, click on the icon 3.

8.1.1.5 Delete saved searches

The saved search < Default > cannot be deleted.
Instead of deleting the saved search < Default >, it can be reset to the organization-wide de-
fault (< tenant default >).

The saved search < Tenant default > cannot be deleted.
Instead of deleting the saved search < Tenant default >, it can be reset to the organization-
wide system default.

1. Click on the button Configure Search in the search bar.
= The window with the search criteria appears.
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Search Criteria x

Saved searches: Chat v
Conversation type equal v Chat v N
End time inactive ~ *

= Conversation Information

Conversation ID inactive v *
Customer ID inactive v *
Transaction ID inactive v *
Conversation direction inactive v *
Conversation type equal v Chat v
Start time inactive v *
End time inactive ~ *
Duration inactive v *
Archived inactive ~ *
Expanded inactive ~ *
DTMF sequence inactive v *
Data start inactive v *
Deletion time inactive ~ *
Litigation inactive v Ll .
Save ~ Reset Delete

Fig. 34: Search criteria (example)

2. Select the respective search in the drop-down list Saved searches.
3. Click on the button Delete.
4. Confirm the security prompt with Yes.

= The saved search is deleted.

8.1.1.6 Start search, count results

Start search

1. Check the configured search criteria in the search bar. There are the following possibilities
to search for different search criteria:
Adjust the search criteria directly in the search bar.
Select the respective search in the drop-down list Saved searches in the search bar.
Click on the button Configure Search and configure the search criteria according to your re-
quirements, see chapter "Search criteria", p. 33.

2. Click on the button Start Search in the search bar.
= In the main view, the search results are displayed.

Count results

1. Click on the button > Count results to count the number of data sets according to the
current list of search results in the main view.

= The number of data sets is displayed at the bottom of the main view, see pos. 18 in Fig.
15, p. 17.

8.1.2 Toolbar of the main view
The toolbar of the main view is located in the center window and contains different functions.
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£¥ ' X Conversations v General v

Fig. 35: Toolbar of the main view

In the following, you find a description of the icons.

Conversations

General

Refresh

Load selected
conversation

Delete

Export

Last Call Repeat

Add Litigation
Hold

Remove Litigation

Hold

Export as CSV

Adjust Table

General Help

Module Help

Refreshes the conversation table in the main view.

Loads a selected conversation into the Replay module
for replay, see chapter "Load selected conversation", p.
39.

Deletes a selected conversation.

If a recording is deleted from the Conversation module,
all corresponding recordings from the Participant View
module as well as the corresponding session are
deleted.

Saves the audio data of the selected conversation as
WAVE or MP3 file and the corresponding additional con-
versation data as CSV file on the hard disk of your com-
puter, see chapter "Export conversation", p. 40.

Loads the conversation most recently saved in the data-
base into the Replay module.

Sets the selected conversations to litigation hold mode
so that they can neither be deleted automatically nor
manually. See chapter "Add litigation hold", p. 42

This function serves to retain conversations as evidence
in case of legal disputes. As a conversation may be
piece of evidence in more than one law suit, it is possible
to add several litigation holds with different litigation hold
IDs.

NOTICE! This feature is not suitable when using large
amounts of data. In this case, performance issues could
arise.

Removes selected conversations from the litigation hold
mode. See chapter "Remove litigation hold", p. 43

Several litigation holds with different litigation hold IDs
can be applied to the conversations. Once all litigation
holds have been removed from the conversations, the
conversations may be deleted automatically or manually.

Saves the conversation data as CSV file on the hard
disk of your computer, see chapter "Export as CSV", p.
44.

Opens the window Table Configuration, see chapter "Ad-
just table", p. 45.

Via the menu item General Help, a description of the ap-
plication you are currently viewing is opened. See chap-
ter "Call up online help", p. 23.

Via the menu item Module Help, a description of the
module you are currently viewing is opened. See chapter
"Call up online help", p. 23.

@ It depends on your user rights which of the described functions are available.
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8.1.21

Load selected conversation
This function allows loading conversations into the Replay module and replaying them there.

1. Select the elemet you would like to replay in the main view.
To select several elements or to revoke the selection, click on the respective line while
holding the [Ctrl] key down.
NOTICE! If you would like to select several elements, the earliest start time and the latest
end time must not be more than 24 hours apart.

2. Click on the icon [ (Load selected conversation).

£¥ ' conversations ~ General v

Start time inactive ~ Load All
SGpeeae o Saved searches: < Default > v Save Se Load Voice Recording Configt
Loaded Conversation Type & Start Time % Data Start | Time %
. 04/12/2022 6:09:30 AM 04/12/20% 12/202:
. 04/12/2022 6:08:35 AM 04/12/201 12/202
. 04/12/2022 5:18:59 AM 04/12/20% 12/202
. 04/12/2022 5:12:19 AM 04/12/20% 12/202:
€ >
Fig. 36: Load selected conversations
3. Select one of the following options:
Load All The entire recorded conversation is loaded into the Replay

module.

If a screen recording or a camera recording has been saved,
then the screen video or the camera video is displayed in the
Video Viewer of the Replay module.

If a chat text or a text message (SMS or SDS) has been
saved, then the chat text or the text message is displayed in
the Message Viewer of the Replay module.

If a transcription has been saved, the transcript of the record-
ing is displayed in the window Transcription.

Load Voice Recording The voice recording of the conversation is loaded into the Re-
play module.

This option is only active if a voice recording has been saved
for the selected conversation.

Load Screen Recording The screen recording of the conversation is loaded into Video
Viewer of the Replay module.

This option is only active if a screen recording has been
saved for the selected conversation.

Load Text Message The text message (SMS or SDS) of the conversation is
loaded into the Message Viewer of the Replay module.

This option is only active if a text message has been saved
for the selected conversation.

Load Chat Text The chat text of the conversation is loaded into Message
Viewer of the Replay module.
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This option is only active if a chat text has been saved for the
selected conversation.

Load Video The camera recording of the conversation is loaded into the
Video Viewer of the Replay module.

This option is only active if a camera recording has been
saved for the selected conversation.

Load Transcription The transcription is displayed in the window Transcription.
This option is only active if a transcription has been saved for
the selected conversation.

4. The conversations are loaded into the Replay module and can be replayed there.
For information about the functions of the Replay module see chapter "Replay module”, p.
62.

A conversation can be loaded into the Replay module and replayed there by double-clicking on
the element in the main view.

Export conversation

1. Select the conversations you would like to export in the main view.
To select several conversations or to revoke the selection, click on the respective line while
holding the [Ctrl] key down.

£¥ ' X conversaiions v General v

Start time Period v Last 14 Days v
SEpes | Saved searches: < Standard = Save Search Reset search | Configure search
Loaded Conversation Type & Start Time & Data Start ¢ End Time % Duration ~
-~
. 12/13/2018 10:38:40 PM 12/13/2018 10:38:40 PM 00:00:00:501
. 12/13/2018 7:59:42 PM 12/13/2018 7:59:42 PM 00:00:00:580
L 12/13/2018 7:34:01 PM 12/13/2018 7:34:02 PM 00:00:00:859

Fig. 37: Select conversations

2. Click on the menu item Conversations > Export in the toolbar of the main view.

= The following window appears:
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Save As

Select whether you would like to export one file or several files

@® One
Several
Fragment

Select the media to be exported

Audio

Video
Screen
Chat
SMS

PCM Wave

Fig. 38: Save as

oK Cancel

3. Select the respective option in the window Save As.

One

Several
Fragment

Audio

Echo filter

Video

Screen
Chat
SMS

Password

Mixes all recordings of one or several conversations in one file.

NOTICE! If you select several conversations, the gap between them is filled
with silence. Selecting conversations with a large gap between them results
in very large WAVE files. Therefore, make sure to only select conversations
which are not separated by a large gap.

Creates its own file for each recording to be saved.
Only data contained in the set loop are saved. All other data is discarded.

Saves the audio data.
Select the audio format from the drop-down list:
* PCM Wave

With PCM, the output file is not compressed and can be replayed by al-
most any player. This method requires a lot of storage capacity.
« MP3

With MP3, the output file is compressed and can be replayed by almost
any player. When using MP3, less storage space is required for high-
quality recordings than when exporting conversations in WAVE format.

The echo filter has been activated for export by default. The echo filter de-
tects and removes duplicate recordings for the respective participants within
calls so that there is no echo in the replayed recordings caused by time off-
set of recording duplicates. If you would like to deactivate the echo filter for
export, remove the check mark from the check box.

Saves the video data.

Video is exported in MP4 format with video codec H.264. If the conversation
contains more than one stream, only the first stream is exported.

Saves the screen recordings.
Saves the chat text.
Saves the SMS data.

Protects the ZIP file with a password.
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4. Click on the button OK.
= The following window appears:

Opening 1301f976-d170-4a50-aabf-2ech28397353.zip *

You have chosen to open:
Q 1501f976-d170-4a50-aabf-2ecb28397353.zip

which is: Compressed (zipped) Folder (462 KB)
from: blob:

What should Firefox do with this file?

@] Open with | Windows-Explorer (Standard) ~

(@ : Save File

[] De this automatically for files like this from now on.

| ok || cancel

Fig. 39: Save conversations

5. Select the option Save File.
6. Click on the button OK.

= The elements are exported to the local download directory in a ZIP file.
The ZIP file contains the following files:
The audio data is saved as WAVE or MP3 file(s).
Audio data and screen recordings are saved as MP4 file(s).
Video data is saved as MP4 file(s).
Screen data is saved as MP4 file(s).
The corresponding meta data is saved in the same directory as CSV file(s) under the
same file name.
Chat texts are saved as XML file(s).
SMS data is saved as XML file(s).

8.1.2.3 Add litigation hold

1. In the main view, select the conversations you would like to set to litigation hold mode.
To select several conversations or to cancel a selection, hold the [Ctrl] key down and click
on the respective line.

<¥ " X Conversations v General v

Start time Period v Last 14 Days v
Sges-cr o Saved searches: < Standard > Save Search Reset search | Configure search
Loaded Conversation Type ¢ Start Time & Data Start ¢ End Time ¢ Duration =
-~
. 12/13/2018 10:38:40 PM 12/13/2018 10:38:40 PM 00:00:00:501
. 12/13/2018 7:59:42 PM 12/13/2018 7:59:42 PM 00:00:00:580
. 12/13/2018 7:34:01 PM 12/13/2018 7:34:02 PM 00:00:00:859

Fig. 40: Select conversations

2. Click on the menu item Conversations > Add Litigation Hold in the toolbar of the main view.
= The following window appears:
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Add Litigation Hold ]

Litigation Hold ID

Fig. 41: Add litigation hold

3. Enter a name for the litigation hold mode in the entry field Litigation Hold ID. This name that
is used to lock the conversation is necessary to remove the litigation hold.

4. Click on the button OK.

= The selected conversations are set to litigation hold mode and can neither be deleted
automatically nor manually.
The status Litigation is displayed in the main view in the column Deletion Time.

£¥ ' X conversaiions v General v

Start time Period v Last 14 Days v
e coe o Saved searches: < Standard > Save Search Reset search | Configure search
Loaded Conversation Type ¢ Start Time & Data Start ¢ End Time ¢ Duration « Deletion Time
-~
L 12/13/2018 10:38:40 PM 12/13/2018 10:38:40 PM  00:00:00:501 12/30/9999 1:00:00 PM
L 12/13/2018 7:59:42 PM 12/13/2018 7:59:42 PM 00:00:00:380 Litigation
. 12/13/2018 7:34:01 PM 12/13/2018 7:34:02 PM 00:00:00:859 12/30/9999 1:00:00 PM

Fig. 42: Display of a conversation in litigation hold mode

@ Several litigation holds with different litigation hold IDs can be applied to the conversations.

8.1.2.4 Remove litigation hold

1. In the main view, select the conversations you would like to remove from the litigation hold.
To select several conversations or to cancel a selection, hold the [Ctrl] key down and click
on the respective line.

£ Y X Conversations v General v

Start time Period v Last 14 Days v
“S-es-cegr o Saved searches: < Standard > Save Search Reset search | Configure search
Loaded Conversation Type & Start Time & Data Start & End Time & Duration ~ Deletion Time
~
. 12/13/2018 10:38:40 PM 12/13/2018 10:38:40 PM  00:00:00:501 12/30/9999 1:00:00 PM
. 12/13/2018 7:59:42 PM 12/13/2018 7:59:42 PM 00:00:00:580 Litigation
. 12/13/2018 7:34:.01 PM 12/13/2018 7:34:.02 PM 00:00:00:859 12/30/9999 1:00:00 PM

Fig. 43: Select conversations

2. Click on the menu item Conversations > Remove Litigation Hold in the toolbar of the main
view.

= The following window appears:
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Remove Litigation Hold x

Litigation Hold ID

Fig. 44: Remove litigation hold

3. Enter the name for the litigation hold mode in the entry field Litigation Hold ID.
4. Click on the button OK.

= The selected conversations are remove from litigation hold mode.

Several litigation holds with different litigation hold IDs can be applied to the conversations.
@ Once all litigation holds have been removed from the conversations, the conversations may be
deleted automatically or manually.

8.1.2.5 Export as CSV

1. Select the conversations you would like to export as CSV file in the main view.
To select several conversations or to cancel a selection, hold the [Ctrl] key down and click
on the respective line.
If you would like to export a whole page or the entire list of search results as CSV file, you
do not have to select individual conversations.

< Y X Conversations v General v

Start time Period v Last 14 Days v
“S-gesecegl 0 Saved searches: < Standard = Save Search Reset search | Configure search
Loaded Conversation Type & Start Time & Data Start & End Time % Duration ~
~
. 12/13/2018 10:38:40 PM 12/13/2018 10:38:40 PM 00:00:00:501
. 12/13/2018 7:59:42 PM 12/13/2018 7:59:42 PM 00:00:00:580
L 12/13/2018 7:34:.01 PM 12/13/2018 7:34:02 PM 00:00:00:859

Fig. 45: Select conversations

2. Click on the menu item Conversations > Export as CSV in the toolbar of the main view.
= The following window appears:

Export as CSV x

@ Export selection
O export entire page (number 50)
(O export entire list of search results (number 1000)

Delimiters ;

Fig. 46: Export as CSV

3. Select the respective options in the window Export as CSV.

Export selection  Exports selected conversations from the list of search results.

export entire page Exports the entire page of the list of search results.

(number 50) According to the configuration of the Rows per page, 10, 20, 50, or 100

search results are exported.
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export entire list of Exports the entire list of search results.
search results

(number 1000)

Delimiter* Select the column delimiter from the drop-down list:
e ,=comma
* ; =semicolon

4. Click on the button OK.
= The following window appears:

Opening ConversationObjectView_Export.csv *

You have chosen to open:
@ ConversationObjectView_Export.csv

which is: Microsoft Excel Comma Separated Values File
from: https://192.168.173.171

What should Firefox do with this file?

) Openwith | Excel (Standard) ~

(@) Save File

[] De this automatically for files like this from now on.

oK | | Cancel

Fig. 47: Save CSV file

5. Select the option Save File.
6. Click on the button OK.

= The conversations from the list of search results are saved in a CSV file.

8.1.2.6 Adjust table

@ The changes made only apply for the logged-in user. They are a matter of personal settings.

This function allows adjusting the order of the columns in the table of the main view.
1. Click on the menu item General > Adjust Table in the toolbar of the main view.
= The window Table Configuration appears.
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Rows per page

Table Configuration

e

Creation Date Loaded l
Updated Conversation Type

Conversation ID Start Time

Customer ID Data Start

Transaction ID End Time

Litigation Duration

[] Save as default configuration

Deletion Time

Conversation Direction
Calling Party PBX Agent ID

v

Default Cancel

Apply

Fig. 48: Adjust table of the main view (example)

The different columns can be moved within a list or from one list to the other by dragging them
to and dropping them in the required position. Double-clicking on one column moves the column
to the end of the opposite list.

The following functions are available:

Rows per page

Save as default configura-
tion

Default

Apply

Number of rows per page.

If this check box is activated, the table configuration is saved as
default for the employees of the tenant upon applying the
changes.

NOTICE! The option is only displayed if you have the respective
right for this function.

Resets the configuration in the window Table Configuration to the
default settings and closes the window.

Saves all changes and closes the window Table Configuration.

If the check box Save as default configuration has been activated,
a dialog window appears upon applying the changes. In the dialog
window click on the button Yes or No.

Yes

The current table configuration is saved as default for the tenant.
All table configurations existing for this module are deleted from
the database.

When opening the module, the employees of the tenant see the
new table configuration that has been saved.

No

The current table configuration is saved as default for the tenant.
When opening the module, the employees of the tenant see the
new table configuration that has been saved if no other individual
configuration has been saved.

Closes the window Table Configuration without applying the
changes.

In the list Available, all columns which are currently not used are displayed. In the list Assigned,
all columns used in the main view are displayed. The entries arranged from top to bottom corre-
spond to the columns arranged from left to right in the main view.
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Configure the column view according to your requirements.
In the drop-down list, select how many rows per page are supposed to be displayed.
= You can choose 10, 20, 50 or 100 rows per page.

4. To apply the changes in the current view, click on the button Apply.
To discard the changes and close the window, click on the icon

8.1.2.6.1 Change column width of the table
To change the column width of the table in the main view individually, proceed as follows:

1. Left-click on the column of the header, hold the mouse key down, and drag the column to
the respective width.

8.1.3 Change sort sequence

In their column headlines, some tables contain arrows which indicate the sort sequence and
which allow you to change the sort sequence:

> No sorting
- Descending sort sequence
- Ascending sort sequence

Tab. 6: Main view - change sort sequence

To change the sort sequence of the table, click on the arrow in the column headline you would
like to sort the table by.

8.2 Detail view
The detail view contains detailed information about the selected conversation in the main view.

e X
< >

Details Participants ‘Additional Data > < Details Participants Additional Data
Help @ Help

Conversation Information ’ Participant View Information

Statistics of the Conversation » Statistics of the Conversation

calling Party Information ’ Participant Information

Called Party Information

1st-Connected Participant Information

Reset Reset

Fig. 49: Detail view (example)

The detail view consists of the following tabs:
e Details
Shows detailed information about the selected conversation.
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See chapter "Tab Details", p. 48
* Participants
Shows participant information about the selected conversation.
See chapter "Tab Participants”, p. 49.
» Additional Data
Here, you can enter and edit additional data of the selected conversation.
See chapter "Tab Additional Data", p. 50
The displayed information depend on the conversation type and on the selected module.
To change tabs, click on the tab you would like to display.

To open a group field, click on the arrow * next to the name of the group field.
To hide a group field, click on the arrow = next to the name of the group field.

When making changes, you can change tabs without buffering without risking the loss of the
changes you have made.

To save changes, click on the button Save.
To discard the changes which have not yet been saved, click on the button Reset.

8.2.1 Tab Details
Shows detailed information about the selected conversation.
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< Details Participants

Conversation Information

Additional Data

@ Help

Start time

End time

Data start

Duration

Conversation direction
Conversation ID
DTMF sequence
Conversation type
Archived

nNalata time

Statistics of the Conversation

11/20/2018 11:33:36 AM
11/20/2018 11:34:01 AM
11/20/2018 11:33:39 AM
00:00:24:784

Unknown

1d0e313a-188c-45b5-03%a-87404ab66373

call
No

12/2170000 19:000N &M

NUMIDET 01 TINGING SEcuons

Duration of ringing sections 00:00:01:410

Number of hold sections 0

Duration of hold sections 00:00:00:000

Number of connected sections 1

Duration of connected sections 00:00:23:374

Number of failed callbacks 0

Number of successful callbacks 0

Conversation ID of callback request

Calling Party Information -
Calling party PBX Agent ID

Calling party phone number users

Calling party name Agent, 5.

Employee number 500

Device name

called Party Information A

Called party PBX Agent ID
Called party phone number
Called party name
Employee number

Device name

‘1st-Connected Participant Information

1st-connected PBX Agent ID
1st-connected phone number
1st-connected name
Employee number

Device name

Fig. 50: Tab Details (example)

<

Details Participants

Participant View Information

Additional Data

@ Help

Start time

End time

Data start
Duration

Call direction
Comment
Conversation ID
PartcIpant view 1
DTMF sequence
Conversation type

Delete time

Statistics of the Conversation

11/20/2018 11:33:36 AM
11/20/2018 11:34:01 AM
11/20/2018 11:33:39 AM
00:00:24:784

Outgoing

1d0e313a-188c-45b5-939a-87404ab66373

abyaDry 1-34Ca-4C 1 4-D2at-DE 1 Z0YZLZB0US

CALL
12/31/9999 12:00:00 AM

Number of ringing sections

1

Duration of ringing sections 00:00:01:410
Number of hold sections 0

Duration of hold sections 00:00:00:000
Number of connected sections 1

Duration of connected sections 00:00:23:374
Number of failed callbacks 0

Number of successful callbacks 0
Conversation ID of callback request

Participant Information v
PBX Agent ID

Participant phone number users
Participant name Agent, 5.

Device name

A description of the displayed information can be found in chapter "Main view", p. 27. The dis-
played information in the detail view depends on the configuration of the columns in the main

view.

Tab Participants

Shows participant information about the selected conversation.

< Details Participants

Additional Data

Type & Phone Number & PBX AgentID < Time Slot ID ¢
[&] users
L user11

Fig. 51: Tab Participants (example)

The following functions are available:

> No sorting
- Descending sort sequence

Details Participants

Display Name 2

Chal 1B £

userdigasetel2.com

Additianal Data

usar

user fnsetel? com
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- Ascending sort sequence

To change the sort sequence of the table, click on the arrow in the column headline you would
like to sort the table by.

8.2.3 Tab Additional Data
Here, you can enter and edit additional data of the selected conversation.

< Details Participants Additional Data »
Additional Data -
Comment 0bf7a2b305b54c46869ea6232cabd:
Universal Call ID 09DDKF3B

Fig. 52: Tab Additional Data (example)

8.2.31 Enter or change additional data
1. Select the respective conversation in the main view.

£¥ ' X conversalions v General v

Start time Period v Last 14 Days v
“S-gesecegl 0 Saved searches: < Standard = Save Search Reset search | Configure search
Loaded Conversation Type & Start Time & Data Start & End Time % Duration ~
~
. 12/13/2018 10:38:40 PM 12/13/2018 10:38:40 PM 00:00:00:501
. 12/13/2018 7:59:42 PM 12/13/2018 7:59:42 PM 00:00:00:580
L 12/13/2018 7:34:01 PM 12/13/2018 7:34:02 PM 00:00:00:859

Fig. 53: Select conversation (example)

2. Click on the tab Additional data in the detail view.

< Details Participants Additional Data »
Additional Data -
Comment 0bf7a2b305b54c46869ea6232cabd:
Universal Call ID 09DDKF3B

Fig. 54: Tab Additional Data (example)

3. Enter the additional data for the conversation in an editable entry field, e. g. in the entry
field Comment.

4. Click on the button Save.

= Depending on the configuration of the columns, information is displayed in the main
view:
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Recording View module

The Recording View module is only available with an Airbus PBX.

The Recording View module opens the recordings of all active participants in a table. A record-
ing is a conversation segment that 1 participants actively participates in. Exclusively those con-
versation segments are considered that have taken place from the moment on a connection has
been established between the participants (connect section). . e. for two conversation partici-
pants two recordings (one for the calling party and one for the called party) are displayed in the
table. These recordings have the same section ID but different active participants.

Main view
The main view of the Recording View module shows all recordings.

When opening the module, a search filter is set automatically so that only data sets of the last
14 days are displayed.

If you would like to configure this default search filter, refer to the administration manual Ad-
ministration guideline for information.

The function Reset Search does not deactivate this filter!

Click on the button Configure Search to adjust the search filter to your requirements.

If conversation rules (view filters) apply for the logged-in user, then the main view only con-
tains those entries which comply with these conversation rules.

£¥ ' Recording View v  General v

Start time Period v Last 14 Days v
“S-esocgr o Saved searches: < Standard > Save Search Reset search | Configure search
Loaded Section ID ¢ Start Time < End Time ¢ Duration &
-~
5961669a-basb-44bd-bb29-2b4148eefbff 16.12.2018 23:47:53 16.12.2018 23:48:16 00:00:23:237

5961669a-bash-44bd-bb29-2b4148eefbff 16.12.2018 23:47:53 16.12.2018 23:48:16 00:00:23:237
1hb2385ec-dec7-4312-8a22-48f80bh8576f 16.12.2018 23:47:50 16.12.2018 23:48:01 00:00:11:116
1b2385ec-dec7-4312-8a22-48f80bb8576f 16.12.2018 23:47:50 16.12.2018 23:48:01 00:00:11:116
de3acf46-dfB4-401c-Bea7-36555fbc76e6 16.12.2018 23:47:15 16.12.2018 23:47:55 00:00:39:746
de3acf46-df84-401c-8ea7-36555fbc76e6 16.12.2018 23:47:15 16.12.2018 23:47:55 00:00:39:746
de3acf46-df84-401c-8ea7-36555fbc76e6 16.12.2018 23:47:15 16.12.2018 23:47:55 00:00:39:746
de3acf46-dfB4-401c-Bea7-36555fbc76eb 16.12.2018 23:47:15 16.12.2018 23:47:55 00:00:39:746
0f67d0bb-5c08-422f-9ab6-b1366b661112 16.12.2018 23:47:14 16.12.2018 23:47:15 00:00:00:719

Rows perpage 50 ~ 1-50 of 1000 e e e

Fig. 55: Main view Recording View (example)

= Last filtered on 06/20/2021 5:54:29 PM; Number of known datasets: 1000

Depending on the configuration of the columns, the following information is displayed in the

main view:

General

Loaded Shows whether the recording has been loaded in the Replay module.
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= Recording has not been loaded.

= Recording has been loaded.

The loaded recording is assigned a color from a defined color palette.
The order of the colors has been predetermined. If all colors of a pal-
ette have been used for several recordings, the color assignment starts
from the beginning again. In the Replay module, the loaded recording
is displayed in the same color.

Conversation Information

Section ID Shows the ID of the section that the recording belongs to.
Start Time Shows when the section that the recording belongs to started.
End Time Shows when the section that the recording belongs to ended.
Creation Date Shows when the recording was created.

Updated Shows when the recording was updated for the last time.
Duration Shows the duration of the section.

Deletion Time Shows when the recording is deleted automatically.

Statistics of the Conversation

Number of Connected Shows the number of connected sections.
Sections

Duration of Connected Shows the duration of the connected sections.
Sections

Number of Failed Con- Shows the number of failed consultations.
sultations

Number of Successful Shows the number of successful consultations.
Consultations

Calling Party Information
Calling Party Name Shows the name of the calling party (last name, first name).

Calling Party PBX Shows the PBX Agent ID of the calling party.
Agent ID

Calling Party Phone  Shows the phone number of the calling party.
Number

Calling Party Device  Shows the device name of the turret or of the phone of the calling
Name party.

Called Party Information
Called Party Name Shows the name of the called party (last name, first name).

Called Party PBX Shows the PBX Agent ID of the called party.
Agent ID

Called Party Phone Shows the phone number of the called party.
Number

Called Party Device ~ Shows the device name of the turret or of the phone of the called party.
Name

1st-Connected Participant Information
1st-Connected Name Shows the name of the 1st connected (last name, first name).
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1st-Connected PBX  Shows the PBX Agent ID of the 1st connected.
Agent ID
1st-Connected Phone Shows the phone number of the 1st connected.
Number
1st-Connected Device Filters for the device name of the turret or of the phone of the 1st con-
Name nected.
Active Participant Information
Active Participant Shows the name of the active participant (last name, first name).
Name
Active Participant PBX Shows the PBX Agent ID of the active participant.
Agent ID
Active Participant Shows the phone number of the active participant.
Phone Number
Active Participant De- Shows the device name of the turret or of the phone of the active par-
vice Name ticipant.
Additional Data
Display Name Addi-  Shows the additional conversation data.
tional Data You have to have the respective rights to be able to display the addi-
tional data.
For information about the configuration of the additional data refer to
the administration manual System Configuration - Additional Data mod-
ule.
Information about the configuration of the table can be found in chapter "Adjust table", p. 45.
The toolbar of the main view contains all functions which can be used for the elements of the
main view, see chapter "Toolbar", p. 53.
The sort sequence of the table can be adjusted arbitrarily, see chapter "Change sort sequence”,
p. 57.
At the bottom edge of the main view, buttons allow you to browse the pages of the main view
and indicate which page you are on.
51-1000f208 1« <« = m
Fig. 56: Changing pages
14 Jumps to the first page of the main view.
< Jumps to the previous page of the main view.
51-100of 208 Shows the range of the displayed sets of data on the current page of the
main view.
b Jumps to the next page of the main view.
B Jumps to the last page of the main view.
On the pages of the main view, you can navigate by using the scrollbars.
9.1.1 Search bar
For a description of the search bar, see chapter "Search bar of the main view", p. 31.
9.1.2 Toolbar

The toolbar of the main view is located in the center window and offers different functions.
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£ ' Recording View v  General v

Fig. 57: Toolbar Recording View

In the following, you find a description of the icons.

Refresh
Load selected

recording
Recording View  Export

Export as CSV

General Adjust Table

General Help

Module Help

Refreshes the table in the main view.

Loads a selected recording into the Replay module for
replay, see chapter "Load selected recording”, p. 54.

Saves the audio data of the selected recording as WAVE
or MP3 file and the corresponding additional data as
CSV file on the hard disk of your computer, see chapter
"Export recording”, p. 55.

Saves the conversation data as CSV file on the hard
disk of your computer, see chapter "Export as CSV", p.
44,

Opens the window Table Configuration, see chapter "Ad-
just table", p. 45.

By clicking on the menu item General Help, a description
of the application you are currently viewing is opened.
See chapter "Call up online help", p. 23.

By clicking on the menu item Module Help, a description
of the module you are currently viewing is opened. See
chapter "Call up online help", p. 23.

@ It depends on your user rights which of the described functions are available.

9.1.21 Load selected recording

This function allows loading recordings into the Replay module and replaying them there.

1. Select the elemet you would like to replay in the main view.
To select several elements or to revoke the selection, click on the respective line while

holding the [Ctrl] key down.

NOTICE! If you would like to select several elements, the earliest start time and the latest
end time must not be more than 24 hours apart.

2. Click on the icon [ (Load selected recording).

Start time inactive ~

¥ ' Recording View v  General v

Load Selected Recording

Start Search | Saved searches: = Default =

Save § | Configu

Loaded Section ID % Start Time + End Time %
~
alcdabab-2713-4859-a15e-0f3e63023a3a 04/12/2022 6:09:32 AM 04/12/2022 6:10:1:
alcdabab-2713-4859-a15e-0f3e63023a3a 04/12/2022 6:09:32 AM 04/12/2022 6:10:1:
d41aab80-624b-40609-ae70-b01544c54¢80 04/12/2022 6:08:37 AM 04/12/2022 6:09: 1
d41aab80-624b-40609-ae70-b01544c54¢80 04/12/2022 6:08:37 AM 04/12/2022 6:09: 1

v

<

Fig. 58: Load selected recording

>
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w

Select the option Load selected recording to load the recording into the Replay module.

= The recordings are loaded into the Replay module and can be replayed there.
For information about the functions of the Replay module see chapter "Replay module", p.
62.

Select the option Load Transcription to load the transcription of the recording.
The transcription of the recording is loaded in a separate window.

>

® A recording can be loaded into the Replay module and replayed there by double-clicking on
the element in the main view.

9.1.2.2 Export recording

1. Select the recording you would like to export in the main view.
To select several recordings or to revoke the selection, click on the respective line while
holding the [Ctrl] key down.

£¥ ' Recording View v  General v

Start time Period v Last 14 Days v
S-esecgl o Saved searches: < Default > Save Search Reset search | Configure search
Loaded Section ID ¢ Start Time < End Time ¢ Duration &

-~
5961669a-babb-44bd-bb29-2b4148eefbff 12/16/2018 11:47:53 PM 12/16/2018 11:4816 PM  00:00:23:237
5961669a-basb-44bd-bb29-2b4148eefbff 12/16/2018 11:47:53 PM 12/16/2018 11:48:16 PM  00:00:23:237
1b2385ec-dec7-4312-8a22-48f80bb8576f 12/16/2018 11:47:50 PM 12/16/2018 11:48:01 PM  00:00:11:116

Fig. 59: Select recording

2. Click on the menu item Conversations > Export in the toolbar of the main view.

= The following window appears:

B 2 2 22=
Save As

Select whether you would like to export one file or several files

@® One
Several
Fragment

Select the media to be exported

Audio PCM Wave v
Echo filter

Video

Screen

Chat

SMS

asswora |
pasowora| |

OK ] Cancel ]

Fig. 60: Save as

3. Select the respective option in the window Save As.

One Mixes all recordings of one or several conversations in one file.
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NOTICE! If you select several conversations, the gap between them is filled
with silence. Selecting conversations with a large gap between them results
in very large WAVE files. Therefore, make sure to only select conversations
which are not separated by a large gap.

Several Creates its own file for each recording to be saved.
Fragment Only data contained in the set loop are saved. All other data is discarded.
Audio Saves the audio data.

Select the audio format from the drop-down list:
* PCM Wave

With PCM, the output file is not compressed and can be replayed by al-
most any player. This method requires a lot of storage capacity.

+ MP3

With MP3, the output file is compressed and can be replayed by almost
any player. When using MP3, less storage space is required for high-
quality recordings than when exporting conversations in WAVE format.

Echo filter The echo filter has been activated for export by default. The echo filter de-
tects and removes duplicate recordings for the respective participants within
calls so that there is no echo in the replayed recordings caused by time off-
set of recording duplicates. If you would like to deactivate the echo filter for
export, remove the check mark from the check box.

Video Saves the video data.

Video is exported in MP4 format with video codec H.264. If the conversation
contains more than one stream, only the first stream is exported.

Screen Saves the screen recordings.

Chat Saves the chat text.

SMS Saves the SMS data.

Password Protects the ZIP file with a password.

4. Click on the button OK.

= The following window appears:

Opening 1301f976-d170-4a50-aabf-2ech28397353.zip *

You have chosen to open:
1501f976-d170-4a50-aabf-2ech28397353 zip

which is: Compressed (zipped) Folder (462 KB)
from: blob:

What should Firefox do with this file?

) Openwith | Windows-Explorer (Standard) ~

(@) Save File

[] De this automatically for files like this from now on.

| oK | | Cancel

Fig. 61: Save conversations

5. Select the option Save File.
6. Click on the button OK.

= The elements are exported to the local download directory in a ZIP file.
The ZIP file contains the following files:
The audio data is saved as WAVE or MP3 file(s).
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Audio data and screen recordings are saved as MP4 file(s).

Video data is saved as MP4 file(s).

Screen data is saved as MP4 file(s).

The corresponding meta data is saved in the same directory as CSV file(s) under the
same file name.

Chat texts are saved as XML file(s).

SMS data is saved as XML file(s).

9.1.3 Change sort sequence

In their column headlines, some tables contain arrows which indicate the sort sequence and
which allow you to change the sort sequence:

> No sorting
- Descending sort sequence
- Ascending sort sequence

Tab. 7: Main view - change sort sequence

To change the sort sequence of the table, click on the arrow in the column headline you would
like to sort the table by.

9.2 Detail view

The detail view contains detailed information about the selected recording in the main view.
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< Details Participants Additional Data »
@ Help
Start time 11/20/2018 11:33:55 AM
End time 11/20/2018 11:34:28 AM
Duration 00:00:33:557

Active participant name

Device name

Delete time 12/31/9999 12:00:00 AM

Statistics of the Conversation 4

calling Party Information 4

Called Party Information 4

1st-Connected Participant Information 4
Reset

Fig. 62: Detail view (example)

The detail view consists of the following tabs:
* Details
Shows detailed information about the selected recording.
See chapter "Tab Details", p. 59
» Participants
Shows participant information about the selected recording.
See chapter "Tab Participants", p. 59.
» Additional Data
Here, you can enter and edit additional data of the selected recording.
See chapter "Tab Additional Data", p. 60
To change tabs, click on the tab you would like to display.

To open a group field, click on the arrow * next to the name of the group field.
To hide a group field, click on the arrow = next to the name of the group field.

When making changes, you can change tabs without buffering without risking the loss of the
changes you have made.

To save changes, click on the button Save.
To discard the changes which have not yet been saved, click on the button Reset.
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9.21 Tab Details
Shows detailed information about the selected recording.

< Details Participants Additional Data

@ Help

Start time 11/20/2018 11:33:55 AM
End time 11/20/2018 11:34:28 AM
Duration 00:00:33:557

Active participant name

Device name

Delete time 12/31/9999 12:00:00 AM

Statistics of the Conversation -

Number of connected sections 1
Duration of connected sections 00:00:33:557
MNUMmoer oI 1laned canpdirs u

Conversation ID of callback request

calling Party Information -

Calling party PEX Agent ID
Calling party phone number userg
Calling party name Agent, 8.

Device name

Called Party Information -

Called party PBX Agent ID
Called party phone number user1l
Called party name

Device name

1st-Connected Participant Information -

1st-connected PBX Agent ID
1st-connected phone number user1l
1st-connected name

Device name

Fig. 63: Tab Details (example)

A description of the displayed information can be found in chapter "Main view", p. 51. The dis-
played information in the detail view depends on the configuration of the columns in the main
view.

9.2.2 Tab Participants
Shows participant information about the selected recording.
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9.2.3

9.2.31

< Details Participants Additional Data »
Type = Phone Number % PBX AgentID % Time SlotID %

[#] userg

13 usertl

Fig. 64: Tab Participants (example)

The following functions are available:

- No sorting
- Descending sort sequence
- Ascending sort sequence

To change the sort sequence of the table, click on the arrow in the column headline you would
like to sort the table by.

Tab Additional Data
Here, you can enter and edit additional data of the selected recording.

< Details Participants Additional Data »
Additional Data -
Comment 0bf7a2b305b54c46869ea6232cabd:
Universal Call ID 09DDKF3B

Fig. 65: Tab Additional Data (example)

Enter or change additional data
1. Select the respective conversation in the main view.

£¥ ' X Conversalions v General v

Start time Period v Last 14 Days v
Saved searches: < Standard > Save Search Reset search | Configure search
Loaded Conversation Type ¢ Start Time & Data Start ¢ End Time ¢ Duration «
~
L 12/13/2018 10:38:40 PM 12/13/2018 10:38:40 PM 00:00:00:501
L 12/13/2018 7:59:42 PM 12/13/2018 7:59:42 PM 00:00:00:580
L 12/13/2018 7:34:01 PM 12/13/2018 7:34:02 PM 00:00:00:859

Fig. 66: Select conversation (example)

2. Click on the tab Additional data in the detail view.
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< Details Participants Additional Data »
Additional Data -
Comment 0bf7a2b305b54c46869ea6232cabd:
Universal Call ID 09DDKF3B

Fig. 67: Tab Additional Data (example)

3. Enter the additional data for the conversation in an editable entry field, e. g. in the entry
field Comment.

4. Click on the button Save.

= Depending on the configuration of the columns, information is displayed in the main
view:
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Replay module

The Replay module serves to replay conversations. Conversations which are supposed to be
replayed must be selected in the main view and loaded into the Replay module.

If conversations with screen or camera recordings are loaded into the Replay module, the win-
dow of the Video Viewer opens automatically for replaying the video recording, see chapter
"Video Viewer", p. 76. The replay functions are executed synchronously for the conversation in
the Replay module and for the video recording in the Video Viewer.

If conversations with chat texts or text messages (SMS or SDS) are loaded into the Replay
module, the window of the Message Viewer opens automatically for displaying the chat texts or
the text messages recording, see chapter "Message Viewer", p. 78.

07/14/2017 8:41:13 am R c 07/14/2017 B:41:19 am
— s {
(%) | e [ 07/14/2017 8:41:13 am | TR

& w - ——e- 000000

* lA_B, 2o 1.0 W |[3D Sekunden +] E

Fig. 68: Welcome screen (example)

1 Replay bar Shows the loaded conversations, see chapter "Replay bar", p. 62.
2  Functionality bar Contains functionalities for the loaded conversations in the replay bar,
see chapter "Functionality bar", p. 66.

The configured settings in the functionality bar of the Replay module such as e. g. Expanded
view, Simple view, Lock element etc., are automatically saved for the logged-in user. The set-
tings of the Replay module are also applied when used in other modules or after a logoff/login.

Replay bar
The replay bar shows the loaded conversations.

In the replay bar, there are 2 different views: the full view and the compressed view. To switch
the view, go to the functionality bar on the right and click on the icon = (Switch to full view) or =

(Switch to compressed view).

®

07/14/2017 8:41:13 am 07/14/2017 8:41:19 am

Fig. 69: Replay bar in full view
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07/14/2017 8:41:13 am ((’ R ‘ C.l 07/14/2017 8:41:19 am
a

Fig. 70: Replay bar in compressed view

£

1 Shows the start time of the loaded conversation.

If several conversations have been loaded in 1 track, the start time of the earliest conver-
sation is displayed here.

2 Displays information about the conversation participants.
The information is only visible when the replay bar is displayed in full view.
& = internal participants
a = external participants
22 = mixed track with internal and external participants
? = unknown participants
LJ = screen recording

To display the phone numbers of the participants in one track, move the mouse cursor
across the participants icon.

3  Shows track 1 of a loaded conversation. For further information see chapter "Display of the
loading states", p. 64.

4  Displays the replay position.
There are two options to change the current replay position of the loaded conversation:
1. Click on the respective position with the mouse cursor.
2. Click on a track, hold the mouse key down and drag it to the required position.
5 Displays the sections of a conversation.
The following sections are possible:
* R = Ringing (a connection is being established)
» C = Connected (at least 2 participants are calling each other)
» H = Hold (a participant is on hold)
* Q = Queued (a participant is being queued)
* W = Wrap-up (wrap-up time)
6 Shows tagging and audio analysis data (e. g. found keywords).
The line is only displayed if information is available.
7  Shows the end time of the loaded conversation.

If several conversations have been loaded in 1 track, the end time of the last conversation
is displayed here.

8 Shows track 2 of a loaded conversation. For further information see chapter "Display of the
loading states", p. 64.

Full view

In the full view, all tracks for voice and screen recording which belong to the loaded conversa-
tion are displayed in the replay bar of the Replay module.

When replaying stereo recordings with several internal participants, an echo effect occurs be-
cause the voices of some participants have been recorded several times. To avoid the echo ef-
fect, tracks with double recording have to be muted.
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10.1.2 Compressed view

In the compressed view, no individual tracks for voice and screen recording are displayed in the
replay bar of the Replay module. All recordings of a loaded conversation are combined in one
group within one track.

In the compressed view, double recordings are suppressed automatically to avoid echo effects.
If errors occur during recording, display the replay bar in full view and mute the single tracks
manually.

10.1.3 Display of the loading states
The loaded conversation is assigned a basic color from a defined color palette.

The replay bar of the conversation shows its loading state. In the following, you find a descrip-
tion of the possible loading states.

1. Basis color (e. g. light brown) = Meta data loaded completely.
= The conversation can be replayed.

14.07.2017 14:03:02 R c 14.07.2017 14:03:10
.
-

Fig. 71: Metadata loaded completely

2.  Empty = Metadata for the recording are missing.

= The conversation cannot be replayed.

14.07.2017 14:03:02 R c 14.07.2017 14:03:10
.
-

Fig. 72: Metadata for the recording is missing

3. Red-stripes basic color (only in full view) = Audio data of the recording is defective.

= The conversation cannot be replayed.

14.07.2017 14:03:02 R
.

C 14
a N
Fig. 73: Defective packet in the metadata of the recording (full view)

.07.2017 14:03:10

4. Red dotted basic color (only in full view) = Packet in the meta data of the recording is miss-
ing.
= The conversation cannot be replayed.

14.07.2017 14:03:02 R c 14.07.2017 14:03:10
®  aeussssssssssssssssssssssssssssEssssmnsss

Fig. 74: Missing packet in the metadata of the recording (full view)

5. Red exclamation mark (only in compressed view) = Audio data of the recording is defective
or packet in the metadata of the recording is missing.
For a more precise specification of the diagram change to the full view.

= The conversation cannot be replayed.

14.07.2017 14:03:02 R c 14.07.2017 14:03:10
* 1
- H

Fig. 75: Defective or missing packet in the metadata of the recording (compressed view)

6. Basic color, light (e. g. ocher, light) = Data buffer empty.
Basic color (e. g. ocher) = Data buffer loaded.

= The conversation can be replayed. An empty data buffer is reloaded automatically. If the
server connection is slow, the replay may stop. As soon as the data buffer has been
reloaded, the replay continues.

14.07.2017 14:03:02 R C 14.07.2017 14:03:10
I3 I
Fig. 76: Data buffer empty/loaded
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7. Red = Data buffer not loaded completely.
= The conversation is defective and cannot be replayed.

14.07.2017 14:03:02 R C 14.07.2017 14:03:10
a-

1
Fig. 77: Data buffer not loaded completely.

8. Basis color (e. g. light brown) = Meta data loaded completely.
Red = Data buffer not loaded completely.
= In the basic color section, the conversation can be replayed.

= In the red section, the conversation is defective and cannot be replayed.

14.07.2017 14:03:02 R C 14.07.2017 14:03:10

|
Fig. 78: Data buffer not loaded completely.

9. Purple = Packet is muted during the recording.

= The conversation can be replayed. There is nothing to be heard since no audio data has
been recorded. Packets which have once been muted are muted permanently and can-
not be changed afterwards.

14.07.2017 14:03:02 R C 14.07.2017 14:03:10
a-

I
Fig. 79: Packet is muted during the recording.

10. Basis color (e. g. light brown) = Meta data loaded completely.
Purple, light = Conversation section muted

= The conversation can be replayed. In the muted conversation section, silence is re-
played. The muted conversation section can be deleted so that the audio data can be
replayed.

14.07.2017 14:03:02 R c 14.07.2017 14:03:10
a-

||
Fig. 80: Conversation section muted

11. Gray = The recording contains data which is not supported.

= The conversation cannot be replayed.

14.07.2017 14:03:02 R C 14.07.2017 14:03:10

T T T 1T 1T 1T
Fig. 81: The recording contains data which is not supported.
12. Black = Recording blocked.
= The conversation cannot be replayed due to a missing license during recording.

30.07.2021 06:26:22 c 30.07.2021 06:27:36
[]

1 (I
Fig. 82: Recording blocked

10.1.4 Display of detected emotions

If an emotion detection job has found emotions in the conversation, they are displayed in the
loaded conversation with color markings. The position and length of the color markings mirror
the occurrence and duration of the sentiment in the conversation.

14.07.2017 08:41:13 | < | 14.07.2017 08:41:19

3 I
Fig. 83: Emotions detected in a conversation (example)

In the following, you find a description of the possible color markings:
» Light blue indicates sections of silence.
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* Red indicates high-volume sections.
* Yellow indicates sections of cross talk or of massive cross talk.

» Green indicates unsuspicious audio sections.

10.1.5 Displaying spotted keywords

If a keyword spotting job has found keywords in the conversation, they are displayed in the
loaded conversation as black triangles. The position and length of the triangles mirror the occur-
rence and duration of the keyword in the conversation.

14.07.2017 08:41:13 R c 14.07.2017 08:47:19

N/ /X

Fig. 84: Spotted keywords in a conversation (example)

If the replay reaches the triangle, a replay information with the details of the spotted keyword is
displayed.

Spotted keyword details

Start time: 2017-07.14708:42:30+02:00
End time: 2017-07.14708:42:30+02:00
Content: Telefon
Close |

Fig. 85: Replay information with details of spotted keyword (example)

10.2 Functionality bar
The functionality bar contains functionalities for the loaded conversations in the replay bar.

10.2.1 Icons
In the following, you find a description of the icons.

° Play/ Starts the replay.

Pause If several conversations have been loaded into the Re-

play module, the conversations may be replayed in par-
allel if the recording times overlap.

o Pauses the replay.

o Stop Stops the replay.

m Rewind Jumps back 5 seconds from the current replay position.
m Back Jumps to the start of the current conversation. If several

conversations have been loaded, clicking on Back more
than once takes you to the beginning of the current con-
versation and then to the beginning of previous conver-
sations.

m Fast-forward Jumps ahead 5 seconds from the current replay position.
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Next

Lock element

Reconnect to the
replay component

Display video win-

dow

Hide video win-
dow

Detach Video
Viewer
Attach Video

Viewer

Echo filter on/off

Speaker on/off

Volume

Clear playlist

Export all loaded
elements

Jumps to the start of the next conversation if several
conversations have been loaded. Jumps to the start of
the current conversation if only one conversation has
been loaded.

Shows that the lock for the Replay module has been de-
activated. As a result, several conversations can be
loaded into the Replay module.

Note:

In principle, you can load several video recordings into
the Video Viewer. However, you can only replay one of
them at any given moment.

Shows that the lock for the Replay module has been ac-
tivated. As a result, only one conversation can be loaded
into the Replay module.

Refreshes the server connection.

Shows the Video Viewer in the main view of the applica-
tion.

Shows the main view of the application. The Video
Viewer integrated into the main view is hidden.

Displays the Video Viewer in its own window.

Closes the window of the Video Viewer.

Shows that the echo filter has been activated.

Shows that no echo filter has been activated.

Shows that the speaker for the conversation has been
activated.

Shows that the speaker for the conversation has been
deactivated.

Adjusts the general replay volume.

To change the volume, click on the slider, hold the
mouse key down and move the slider to the left or to the
right.

Removes all loaded conversations from the Replay mod-
ule.

Saves the audio data of the loaded conversations as
WAVE or MP3 file and the corresponding additional con-
versation data as CSV file on the hard disk of your com-
puter, see chapter "Export all loaded elements", p. 69.
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mark

*

Create new mute
notification

[

I=

Loop

[

& &

Skip silence

I3

I3

4 1.0 M

@/ Replay via phone
[1 Minute TJ

Create new book- Sets a bookmark or marks the beginning of a conversa-

tion section at the current replay position, see chapter
"Create new bookmark", p. 71.

Sets a bookmark or marks the end of a conversation
section at the current replay position. You can enter a
comment for the marked area between the 2 associated
bookmarks, see chapter "Create new bookmark", p. 71.

Marks the beginning of a conversation section at the cur-
rent replay position in order to mute selected partici-
pants, see chapter "Create new mute notification", p.

73.

Marks the end of a conversation section at the current
replay position in order to mute selected participants,
see chapter "Create new mute notification", p. 73.

Marks the beginning of a replay loop at the current re-
play position, see chapter "Mark replay loop", p. 75.

Marks the end of a replay loop at the current replay posi-
tion, see chapter "Mark replay loop", p. 75.

Removes the taggings of the replay loop, see chapter
"Mark replay loop", p. 75.

Shows that the automatic skipping of times of silence
sections in a conversation and of mute sections between
individual conversations has been deactivated.

Shows that the automatic skipping of times of silence
sections in a conversation and of mute sections between
individual conversations has been activated.

The silence sections found by an emotion detection job
are skipped during the reply of the conversation. If sev-
eral conversations are loaded into the Replay module,
then the mute sections between the individual conversa-
tions are skipped during replay, too.

Shows the current replay speed.
The replay speed can be adjusted between 0.5 and 2.0.

To reduce the replay speed, click on the icon (| Reduce
replay speed.

To increase the replay speed, click on the icon =/ In-
crease replay speed.

Shows that the conversation replay via phone has been
deactivated.

Shows that the conversation replay via phone has been
activated.

To replay loaded conversations, click on the icon @@
(Play).

Shows the time window for the loaded conversations.
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10.2.2

You can enter the time window in 25 steps from 1 sec-
ond to 14 days. There are 2 possibilities to change the
time window:

1. On the right in the time window, click on + or -.

2. Turn the mouse wheel while the mouse cursor is lo-
cated above the replay track.

[ 20.11.2018 11:33:36 ] Shows the current replay position.

Click into the display field to switch from absolute to rela-
tive time display and vice versa.

The absolute time display shows the date and the time
of the current replay position.

The relative time display shows the replayed time until
the current replay position in HH:MM:SS.

Icons in the functionality bar on the right
A Expanded view  Switches the replay bar to full view.

v Simple view Switches the replay bar to compressed view.

Icons in the functionality bar on the left
P Display toolbar Shows all icons in the functionality bar

¥ Hide toolbar Partly hides the icons in the functionality bar.

Not all described icons exist in every module and application.

Export all loaded elements
1. Click on the icon |B| (Export all loaded elements).
= The following window appears:

Save As

Select whether you would like to export one file or several files

@® One
Several
Fragment

Select the media to be exported

Audio PCM Wave ~
Video
Screen
Chat
SMS
Password ||
possword ||
oK Cancel

Fig. 86: Save as

2. Select the respective option in the window Save As.
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One Mixes all recordings of one or several conversations in one file.

NOTICE! If you select several conversations, the gap between them is filled
with silence. Selecting conversations with a large gap between them results
in very large WAVE files. Therefore, make sure to only select conversations
which are not separated by a large gap.

Several Creates its own file for each recording to be saved.
Fragment Only data contained in the set loop are saved. All other data is discarded.
Audio Saves the audio data.

Select the audio format from the drop-down list:
* PCM Wave

With PCM, the output file is not compressed and can be replayed by al-
most any player. This method requires a lot of storage capacity.

 MP3

With MP3, the output file is compressed and can be replayed by almost
any player. When using MP3, less storage space is required for high-
quality recordings than when exporting conversations in WAVE format.

Echo filter The echo filter has been activated for export by default. The echo filter de-
tects and removes duplicate recordings for the respective participants within
calls so that there is no echo in the replayed recordings caused by time off-
set of recording duplicates. If you would like to deactivate the echo filter for
export, remove the check mark from the check box.

Video Saves the video data.

Video is exported in MP4 format with video codec H.264. If the conversation
contains more than one stream, only the first stream is exported.

Screen Saves the screen recordings.

Chat Saves the chat text.

SMS Saves the SMS data.

Password Protects the ZIP file with a password.

3. Click on the button OK.
= The following window appears:

Opening 1301f976-d170-4a50-aabf-2ech28397353.zip *

You have chosen to open:
1501f976-d170-4a50-aabf-2ech28397353 zip

which is: Compressed (zipped) Folder (462 KB)
from: blob:

What should Firefox do with this file?

) Openwith | Windows-Explorer (Standard) ~

(@) Save File

[] De this automatically for files like this from now on.

| oK | | Cancel

Fig. 87: Save conversations

4. Select the option Save File.
5. Click on the button OK.
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= The elements are exported to the local download directory in a ZIP file.
The ZIP file contains the following files:
The audio data is saved as WAVE or MP3 file(s).
Audio data and screen recordings are saved as MP4 file(s).
Video data is saved as MP4 file(s).
Screen data is saved as MP4 file(s).
The corresponding meta data is saved in the same directory as CSV file(s) under the
same file name.
Chat texts are saved as XML file(s).
SMS data is saved as XML file(s).

10.2.3 Create new bookmark

The intention is not to create only one single bookmark. The beginning and the end of a conver-
sation section have to be marked with a new bookmark. You can enter a replay comment for
this tagged conversation section between 2 bookmarks.

In a conversation, several conversation sections can be marked with bookmarks and com-
mented.

@ It is not possible to delete only 1 bookmark from a tagged conversation section.

10.2.3.1 Create bookmarks with replay comment

@ The current replay position has to be located within the conversation.

1. To mark the beginning of a conversation section for a replay comment, click on the icon [*
(Create new bookmark).

2. To mark the end of a conversation section for a replay comment, click on the icon ] (Cre-
ate new bookmark).

= The following window appears:
Create New Bookmark

You may add 255 characters more!

oK cancel |
Fig. 88: Bookmark editor
0K Saves the entries and closes the window.
Cancel Discards the entries and closes the window.

3. Enter a comment for the conversation in the entry field.
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£

Create New Bookmark

You may add 236 characters more!

Here is the comment

4

OK | Cancel |

Fig. 89: Bookmark editor with entered comment (example)

4. To save the entries, click on the button OK.
= The conversation section between bookmarks is displayed in ochre in the replay bar.

=  When replay reaches the conversation section between the bookmarks, details of the com-
ment are displayed.

07/14/2017 12:41:13 pm R c 07/14/2017 12:41:19 pm
——
-
a | — [ 07/14/2017 12:41:15 pm ] e
Y w-—- 00QQ00
* M | AB P> 4 1.0 W |[15 Seconds 'f] E

Fig. 90: Conversation with conversation section between bookmarks (example)

R A

Create bookmark | & | &
Start time: 2021-11-16T08:58:13+01:00
End time: 2021-11-16T08:58:13+01:00
Content: Here is the comment
Close |

Fig. 91: Displayed information details (example)

10.2.3.2 Edit bookmarks with replay comment

1. As soon as the conversation section between bookmarks with the replay comment is lo-
cated above the replay position, the following window appears:

R A

Create bookmark | & | &
Start time: 2021-11-16T08:58:13+01:00
End time: 2021-11-16T08:58:13+01:00
Content: Here is the comment
Close |

Fig. 92: Displayed information details (example)

2. Click on the icon [EZ (Edit).
= The following window appears:
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Edit bookmark

You may add 236 characters more!

Here is the comment

oK cancel |
Fig. 93: Edit bookmarks (example)
|T| Saves the entries and closes the window.
|m| Discards the entries and closes the window.

3. Edit the replay comment.

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

10.2.3.3 Delete bookmarks with replay comment

1. As soon as the conversation section between bookmarks with the replay comment is lo-
cated above the replay position, the following window appears:

Create bookmark | & | @
Start time: 2021-11-16T08:58:13+01:00
End time: 2021-11-16T08:58:13+01:00
Content: Here is the comment
Close |

Fig. 94: Displayed information details (example)

2. Click on the icon @ (Delete).
To delete the conversation section between bookmarks with the replay comment, confirm
the security prompt.

10.2.4 Create new mute notification

The intention is not to create only one single mute notification. The beginning and the end of a
conversation section have to be marked with a new mute notification. This tagged conversation
section between 2 mute notifications can be muted for selected participants.

In a conversation, several conversation sections can be marked with mute notifications and se-
lected participants can be muted.

@ It is not possible to delete only one mute notification from a tagged conversation section which
marks the beginning or the end.

10.2.4.1 Mute conversation section

@ The current replay position has to be located within the conversation.

1.  To mark the beginning of a conversation section for the muting of selected participants,
click on the icon [#/ (Create new mute notification).
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2. To mark the end of a conversation section for the muting of selected participants, click on
the icon (&) (Create new mute notification).

= The following window appears:

Create new Mute Section
Muting for selected participants:

12/16/2018 11:47:59 pm - 12/16/2018 11:48:16 pm (09123973-16e9-476f-bbf9-00a54c0ea190)
[ userso@asctel.com

[13. Agent (user3)

ok | cancel |
Fig. 95: Muting for selected participants (example)
|T| Saves the entries and closes the window.
|m| Discards the entries and closes the window.

3. Select the participants for whom the conversation section is supposed to be muted. At least
1 participant has to be muted.
= Conversation muted for participant
O = Conversation not muted for participant

B

To save the entries, click on the button OK.
The muted conversation section is displayed as a gray area in the replay bar.

= When replaying the conversation, the mute section details are displayed in the area of the

muting.
07/14/2017 2:02:50 pm R C 07/14/2017 2:02:58 pm
2 |
8% [ 07/14/2017 2:02:53 pm ] TEv
v W —o- 00QQ00
* |,§, PE 4 1.0 |[15 Seconds T] E

Fig. 96: Conversation with muted conversation section (example)

Mute section details

Start time: 12/16/2018 11:48:06 pm
End time: 12/16/2018 11:48:09 pm
Assigned participants: user50@asctel.com

Close l

Fig. 97: Displayed mute section details (example)

10.2.4.2 Edit muted conversation section

1. As soon as the muted conversation section is located above the replay position, the follow-
ing window appears:
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Mute section details
Start time: 12/16/2018 11:48:06 pm
End time: 12/16/2018 11:48:09 pm
Assigned participants: user50@asctel.com
Close |
Fig. 98: Mute Section Details (example)
2. Click on the icon E (Edit).
= The following window appears:
E '\
Muting for selected participants:
[lusers0@asctel.com
[13. Agent (user3)
OK ] Cancel ]
Fig. 99: Edit mute section (example)
| 0K | Saves the entries and closes the window.
| Cancel | Discards the entries and closes the window.
3. Select the participants for whom the conversation section is supposed to be muted. At least
1 participant has to be muted.
= Conversation muted for participant
O = Conversation not muted for participant
4. To save the entries, click on the button OK.
10.2.4.3 Delete muted conversation section
1. As soon as the muted conversation section is located above the replay position, the follow-
ing window appears:
E '\
Mute section details
Start time: 12/16/2018 11:48:06 pm
End time: 12/16/2018 11:48:09 pm
Assigned participants: user50@asctel.com
Close |
Fig. 100: Mute Section Details (example)
2. Click on the icon @ (Delete).
To delete the mute section, confirm the security prompt.
10.2.5 Mark replay loop

1. To mark the beginning of a replay loop at the current replay position, click on the icon (22

(Loop).

2. To mark the end of a replay loop at the current replay position, click on the icon 23 (Loop).
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= When the replay is started, the area between the marks is replayed in an endless loop.
3. To remove the marks of the replay loop, click on the icon 28 (Loop).

07/14/2017 2:02:50 pm R | C 07/14/2017 2:02:58 pm
1
8% [ 07/14/2017 2:02:53 pm ] TEv
: “« — o 000000
* | PE 4 1.0 |[15 Seconds T] E

Fig. 101: Conversation with replay loop

10.3 Video Viewer

The Video Viewer serves to replay screen and camera recordings (video recordings).

@ In principle, you can load several video recordings into the Video Viewer. However, you can
only replay one of them at any given moment.

1 T
@ Mozilla Firefox = ]

@ £ https://192.168.171.134/POWERplayWeb/videoviewer.jsf

- @ T
&ASC Video Viewer

-

Aspect ratio O Keep @ Ignore @ Original

No video available for this replay position.

@_l: 06/26/2017 11:56:38 am R

l 06/26/2017 11:57:00 am

{ 06/26/2017 11:56:38 am ]

Fig. 102: Video Viewer (example)
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1  Option bar Contains settings for displaying video recordings, see chapter "Option

2  Main view
Replay bar
4  Functionality bar

| |

(Minimize)
° @

(Maximize)

E1

(Reconstruct)
T R

(Close)

10.3.1 Option bar

bar", p. 77.
Shows the Video recording.
Shows the loaded video recordings, see chapter "Replay bar”, p. 77.

Contains functionalities for the loaded conversations in the replay bar,
see chapter "lcons", p. 66.

In the Video Viewer, not all icons of the Replay module are available.
Minimizes the on-screen display to the program icon in the taskbar.

Maximizes the on-screen display to full-screen size.

Reduces the on-screen display to the most recently selected reduced

window size.

Closes the window of the Video Viewer.

The option bar contains settings for displaying video recordings.

Aspect ratio O Keep @ Ignore @ Original

Fig. 103: Option bar

In the following, you find a description of the settings.

Aspect ratio This option is only active if Adjust to Window has been activated upon set-
ting the video size. When setting the video size to Original and User-De-
fined, the setting Aspect ratio is deactivated.

10.3.2 Replay bar

Keep

The original aspect ratio of the video recording remains unchanged in
the window of the main view of the Video Viewer.

Ignore

The display of the video recording is adjusted to the window size of the
main view of the Video Viewer. The aspect ratio is ignored, i. e. the dis-
play may be distorted.

Original

The video recording is displayed in its original size in the main view of
the Video Viewer.

The replay bar shows the loaded video recordings.

‘ I 06/26/2017 11:56:38 am j ‘R ‘ ‘ 06/26/2017 11:57:00 am

3]

Fig. 104: Replay bar

POWERplay Web - Neo 7.x Rev. 4

77188



10

Replay module @sc

10.4

Shows the track of a loaded video recording.
Shows the start time of the loaded conversation.

If several conversations have been loaded in 1 track, the start time of the first conversation
is displayed here.

Shows that this is the track of a video recording.
Displays the replay position.
There are two options to change the current replay position of the loaded conversation:
1. Click on the respective position with the mouse cursor.
2. Click on a track, hold the mouse key down and drag it to the required position.
Displays the sections of a conversation.
The following sections are possible:
* R = Ringing (a connection is being established)
» C = Connected (at least 2 participants are calling each other)
* H = Hold (a participant is on hold)
* Q = Queued (a participant is being queued)
* W = Wrap-up (wrap-up time)
Shows tagging and audio analysis data (e. g. found keywords).
The line is only displayed if information is available.

Shows the conversation. For further information see chapter "Display of the loading
states", p. 64.

Shows the end time of the loaded conversation.

If several conversations have been loaded in 1 track, the end time of the last conversation
is displayed here.

Message Viewer
The Message Viewer serves to display chat texts or text messages (SMS or SDS).
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| (=) M‘D‘.‘j‘“a Fnrefm ? ? ?
@ | sy

® & hitpsy//192.168.173.171/POWERplayWeb/chatviewer.jsf

{LASC Message Viewer

W Display status changes

Fig. 105: Message Viewer

1 Main view Displayed chat texts or text messages. See chapter "Main view", p.
79.
2  Display status = Displays the status changes.
changes 01 = Does not displays the status changes.
& Minimizes the on-screen display to the program icon in the taskbar.
| m—
(Minimize)
4 @ Maximizes the on-screen display to full-screen size.
(Maximize)
@ Reduces the on-screen display to the most recently selected reduced
window size.
(Reconstruct)
5 23 Closes the window of the Message Viewer.
(Close)
10.4.1 Main view

The main view displays chat texts or text messages.
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(0] https://192.168.171.76/POWERplayWeb/chatviewer,jsf

&ASC Message Viewer

M Display status change

2016/03/31

@ Moxzilla Firefox - [} b

client1@openfire2/Spark Online 04:06:53 PM

Weitere Informationen zur Bedienung finden Sie in der Bedienungsanleitung.

Online alice@openfire2/Spark  04:07:19 PM

G O

client1@openfire2/Spark Online 04:10:40 PM

Sie finden die Bedienungsanleitung auf unserer Manual CD 5.0 im Verzeichnis
DE\Bedienung\Anwender

Fig. 106: Message Viewer without the display of the status changes (example)

(0] https://192.168.171.76/POWERplayWeb/chatviewer,jsf

&ASC Message Viewer

Display status change

@ Moxzilla Firefox - [} b

2016/03/31
alice@openfire2/Spark Away 03:59:52 PM
alice@openfire2/Spark Online 04:03:06 PM
client1@openfire2 04:06:26 PM
client1@openfire2/Spark Online 04:06:26 PM
client1@openfire2/Spark Online 04:06:53 PM

O G

Online alice@openfire2/Spark  04:07:19 PM

Wo finde ich denn die Bedienungsanleitung?

alice@openfire2/Spark Away 04:10:26 PM
client1@openfire2/Spark Online 04:10:40 PM
alice@openfire2/Spark Online 04:10:46 PM
alice@openfire2/Spark Away 04:13:52 PM

Fig. 107: Message Viewer with the display of the status changes (example)
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The chat texts or text messages are displayed sorted by date and time. The most recent mes-

sage is displayed at the bottom.

On the left of the main view, the basic color of the conversation is displayed. If several conver-

sations have been loaded, the basic colors on the left indicate which chat texts or text mes-
sages belong together.
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1 Display digital signature

The checksum feature allows creating a checksum by means of the hash key SHA256 for new
audio recordings or new imports of recording. When loading the recording in POWERplay Web,
the checksum is calculated again and compared with the original checksum to determine

whether the recording has been manipulated. The results of the comparison is displayed by
means of an icon.

When using the feature post-compression, the digital signature cannot be used as post-pro-
cessing would be interpreted as manipulation.

(m POWESplyWeh X

(@ Artenss aa

L g Tob 18, 12, WA T

Comersson® inactive Conwersion ype  jraclive

bt i Wsitve Durmsen mctive
Tesmber of NG ingenvg + Wumges of Inctive ¥
A wctitng coRcind section

et e o 1 - i
R EEEEER v vrnhes < oo+ *  Gaw G R sdesh Configuiy e ki
Particpst Vi cuslomCRT = Comversation @ £ ioaded  Amhved = CowesaonType & StartTme & 1 ‘f“""“"‘l""“"“’"" 'f ing i
ol CHTTTIIE AL BT v . 02Oz 114 A '| :::ch e
T -—--:-_: e — _:. - - il T et —
Resdt 1D mepanding 5 Packel B Crigral eheciaum Actunl checkium Aigoem
AT 04 Aot bfbe AR v L5 1 1B02E 124510 PN b |
B [ 10:00:00 o TR !’
" Bl e ——e.
| w0 e [Eme g | L n iz
Fig. 108: Digital signature (example)
0 Original checksum is the same as current checksum.
Q Original checksum is not the same as current checksum.
0 No checksum available, e. g. because the calls have been recorded before

the checksum feature has been activated.

POWERplay Web - Neo 7.x Rev. 4 82/88



List of figures @sc

List of figures

Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.

o N O o B~ O DN -

A B W W W W W W W W W WNDNDDNDNDNDDNDDNDNDDNDDNDNDDN=2 2 A QO A a A a a a o
- O © 0O N O o0 A W N -~ O © 0N O OO b WOWDN 20O ©W 0N a0 b WO N ~ O

oo g JE=Te] (=Y o I PP 10
11T | L= (o T 11 o PSPPSR 10
Your password has @XPIred .........c.ueiiiiiiiiiie e 11
0T |1 o RPN 11
CombiINAtIoN OGN ....ciiiiii e 12
Your password Nas EXPIr€d .........ceeiieiiiiiiiiiiieei e e ee e e e e e e e e e e e e s ereeeaaaees 12
Login two-factor authentication...............occiiiiiiiiii e 13
(@70 011112 0 oo Yo 1= TS 13
Login with Replay via phone NUMDET............oeiiiiiiiii e 14
1@ XU 11 o 18 (0o [ PP 14
Confirmation required (EXample AZUIE)........cccuuriiiiiieeeee e 15
LOGIN WINAOW ...ttt e e e e 15
REQUEST PASSWOIT ...t e e e et e e 16
Accept terms of USE (EXAMPIE) ... .uviiiiiiiiiiie e 16
WEICOME SCIEEIN ...ttt ettt et e e s e e e s annneeeas 17
NaVIGAtioN Dar.......ooiieie e e 19
Change TaNQUAGE .......oouuiiiiiiii et 20
Installed ProducCt VErSiONS .........coouiiiiiiieiiiie it 21
Additional INformation ......... ..o 21
Change PASSWOIT ......ccouiiiieeiiiiiie ettt e e e et e e e et e e e e e annbe e e e e enneee 21
Change rePIAY SEIVET ......eoiiiiiiiiie ettt e e e e e e e e e e e e e enees 22
Player SEEHNGS ... ..o 22
Change navigation Dar...........cccuuiiiiiiiii e 22
Main view WEBcommand (eXample)..........uoviiiiiiiiiiiieeeee e 24
Toolbar WEBCOMMENG.......cooiiiiiiiiiiiee et 25
Detail VIEW (EXAMPIE) . ..eeiiiiiiiiiiie ettt e 26
1Y T A 1= USSR 27
(@70 F=TgTo [T aTo TN o =T [ PR PRR 30
Search bar (EXamMPIE) .......ooi i 31
Search criteria (EXamMPIE)......ccoi i 32
Search criteria tagged as search favorite (example) ..o 34
Search bar (EXAMPIE) ........eeiiiii e 35
Search criteria (EXaMPIE).......ccuuiiiiiiiiiie e 36
Search criteria (EXamMPIE).......ocuuiiii i 37
Toolbar of the Main VIEW.........ooiiiii s 38
Load selected CONVEISAtIONS .........c.uuiiiiiiiiiie e 39
SeleCt CONVEISAtIONS........cciiiiiiiic e 40
R T= Y- S SUTURRRRRRN 41
SAVE CONVEISALIONS ...eeiiiiiiiiie ittt e et e e e st e e e s sab e e e e anbaeeeeeans 42
SelECt CONVEISALIONS. ... .viiiiiiiiiiie et e e e e e e e 42
Add [HIGation NOI .........ooii s 43

POWERplay Web - Neo 7.x Rev. 4 83/88



List of figures @sc

Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.

42
43
44
45
46
47
48
49
50
51
52
53
54
55
56
57
58
59
60
61
62
63
64
65
66
67
68
69
70
71
72
73
74
75
76
77
78
79
80
81
82
83

Display of a conversation in litigation hold mode............ccccoeviiiiiiieceee e 43
SeleCt CONVEISAtIONS. ... .uiiiiiiiiiiie e 43
Remove 1itigation NoId ...........eeeei e 44
SeleCt CONVEISAtIONS. ... .ueiiiiiiiiii e 44
EXPOIt @S CSV ittt e e e e e e e e e e e aaaaean 44
SAVE CSV Ml 45
Adjust table of the main view (eXample) .........cc.eoviiiiiiiiiiiii e 46
Detail VIEW (EXAMPIE) ....eeiiiiiiiiiie ettt 47
Tab Details (€XamMPIE).......ueiiii it 49
Tab Participants (EXamPIE)........cccccuiiiiiiiieee e e e 49
Tab Additional Data (€XamPIe) ........coiiiiiiiiiiii e 50
Select conversation (EXAMPIE) ........ooiuiiiiiiiiiiiie e 50
Tab Additional Data (EXamMPIE) .......cciiuiiiie i 50
Main view Recording View (€Xample)..........ovueiiiiiiiiiiiiee et 51
(01 gF-TaTe [ oo [ o = o (=T TSSO PP EUUT R PPPPP 53
Toolbar RECOIAING VIBW ......coiiiiiiiiii it 54
[Io7=To IET=1 (=Yod (= To I =ToTo] o [ oo SRR 54
1= [=Tor (=Yoo (o [ 1o T USRS 55
= =T T PP 55
SAVE CONVEISATIONS ...ttt e e e et e e e e e e e e e annae e e e e enees 56
Detail VIEW (EXAMPIE) ....eeiiiiiiiiiiie e 58
Tab Details (EXAMPIE)....ccoiiii et a e 59
Tab Participants (€XamPle)......oouuiiiiiiii e 60
Tab Additional Data (€XamMPIE) .......uuuiiiiiiiiiee e e e 60
Select conversation (EXAMPIE) .......ccuiiiieiiiiiie e 60
Tab Additional Data (€XamPIe) ........coiiiiiiiiiie e 61
Welcome SCreen (EXAMPIE) ....c.coiuiiiiee ettt e e e e e e s nnneeeeas 62
Replay bar in fUll VIEW ... 62
Replay bar in COMPreSSed VIEW .......ccooiiiiiiiiiie e 63
Metadata loaded COMPIELEIY .........ocueiiiiiii e 64
Metadata for the recording iS MISSING..........coiiiiiiiii i 64
Defective packet in the metadata of the recording (full view) ..........ccccccovviiiriennnne. 64
Missing packet in the metadata of the recording (full view) ............cccccoiiiniinine. 64

Defective or missing packet in the metadata of the recording (compressed view).. 64

Data buffer empty/loaded ............ooouiiiiiiiiii 64
Data buffer not loaded completely. ............uvveiiiiiiiieiiieee e 65
Data buffer not loaded completely. .........c..uueiiiiiiii e 65
Packet is muted during the recording. ..........coooiiiiiiiiii e 65
Conversation SeCtion MUEE ...........ociiiiiiiiiiiie e 65
The recording contains data which is not supported. ..........cccociiiiiie 65
Recording DIOCKEA ..........oueiiiieicee e e e e e e e e e e 65
Emotions detected in a conversation (€Xample).........ccoveeiiiieiiiiiiiieie e 65

POWERplay Web - Neo 7.x Rev. 4 84 /88



List of figures @sc

Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.
Fig.

84
85
86
87
88
89
90
91
92
93
94
95
96
97
98
99
100
101
102
103
104
105
106
107
108

Spotted keywords in a conversation (eXample) .........ccccveveeiiiiiiie i 66
Replay information with details of spotted keyword (example)..........ccccoeiievernnnnnn. 66
SAVE @S ..ttt 69
SAVE CONVEISALIONS ...ttt e e e 70
BOOKMAIK @AItOr......ceiiiiiiiei e 71
Bookmark editor with entered comment (example) ........ccccoecuievieiiiiiiee e 72
Conversation with conversation section between bookmarks (example) ................ 72
Displayed information details (€Xample).........cooouiiiiiiiiiiiieiiie e 72
Displayed information details (eXample) ... 72
Edit bookmarks (EXamMPIE) ......ueeiiiiie e 73
Displayed information details (eXample) ..o 73
Muting for selected participants (€Xample) ........c.ueveiiiiiiieiii e 74
Conversation with muted conversation section (example) ..........cccccocvveeiiiiieeeennnee. 74
Displayed mute section details (Xample) ..o 74
Mute Section Details (EXamMPIE).........eviiiiiiiiiieiie e 75
Edit mute Section (EXamPIE) ........oiiiiiiii e 75
Mute Section Details (EXamMPIE)........ccciiiiuiiiiiiiiieee e 75
Conversation With replay 100 .........eeiiiiii i 76
Video VIeWer (€XAMPIE).......ueiiieiiiiiiii ettt e e 76
(©]0) (o] 0 1 o T- 1 SEUU TSP STUTTRRRRRPRIR: 77
REPIAY DA ..o 77
MESSAQE VIEWET ...ttt ettt ettt a e e e e e e e e e e e aaaaeaeees 79
Message Viewer without the display of the status changes (example) ................... 80
Message Viewer with the display of the status changes (example) ........cccccceeee.. 80
Digital signature (EXamMPIE) ........ouiiiiiiiie et 82

POWERplay Web - Neo 7.x Rev. 4 85/88



List of tables @sc

List of tables

BLIE= o T I B o= EoT= T o ) N R 9
Tab. 2 Optional iICENSES Of ASC .....uuviiiiiiiie e 9
Tab. 3  Module deSCriPHONS ... ...eiiiiiiiie e 19
JLIE= o TR [ ) o T o 4 =1 1o o PRSP ERS 20
Tab. 5  Call up ONliNE NeIP oo eea e 23
Tab.6 Main view - change SOt SEQUENCE ...........uuviiiiiiiieeee et e e e aaa e 47
Tab.7 Main view - change SOrt SEQUENCE ..........uuiiiiiiiiiiaeaae e 57

POWERplay Web - Neo 7.x Rev. 4 86 /88



Glossary \Asc

£

Glossary

API
Application Programming Interface

Csv
Comma-separated values is a file format which stores tabular data in plain text form.

DTMF
Dialed Dual Tone Multi Frequency keys represent dialing signals on the analog connecting ca-

ble of the telephone. This is a method to transmit the phone number to the telephone network
or to a PBX.

MP3
With regard to audio compression, MP3 uses lossy data-compression to encode data using
inexact approximations and the partial discarding of data. MP3 compression works by reduc-
ing (or approximating) the accuracy of certain components of sound that are considered (by
psychoacoustic analysis) to be beyond the hearing capabilities of most humans. The remain-
ing audio information is then recorded in a space-efficient manner.

MP4
MP4 is a video container format. MP4 file format is based on Apple QuickTime file format.
MP4 files allow saving multimedia content as several audio and video tracks as well as subti-
tles, 2D and 3D graphics. This content may be replayed locally with a dedicated software or
streamed via a network. (Source: Wikipedia 07.02.2020)

OAuth
OAuth is an open standard for access delegation, commonly used as a way for Internet users
to grant websites or applications access to their information on other websites but without giv-
ing them the passwords. (Source: Wikipedia 19th August 2020)

PCM
Pulse Code Modulation is an uncompressed pulse modulation method which transforms a
time- and value-continuous analog signal into a time- and value-discrete digital signal. It is
used in audio technology, for example in the context of the G.711 standard and in video tech-
nology for digital video signals in compliance with the ITU-R BT 601 standard. (Source:
Wikipedia 12th June 2018)

SSL
Secure Socket Layer

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

URL
Uniform resource locator. Identifies and locates a resource (e. g. a website) about the used
access method (e. g. the used network protocol as HTTP or FTP) and the location of the re-
source in the computer network. (Source: Wikipedia 20th November 2013)
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Video data
Video data can either consist of camera recordings of a video call or of screen recordings.

Video recording
A video recording can consist either of a screen video or of any other video.

WAVE
WAVE file format is a container format to digitally save audio data and is based on the Re-
source Interchange File Format (RIFF) defined by Microsoft for Windows. (Source: Wikipedia
23rd February 2021)

XML
Extensible Markup Language is a human-readable and machine-readable language which de-
fines a set of rules for encoding documents.
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