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1 Overview

The Atea Full Time Recording (FTR) application records voice conversations on a Cisco
based IP telephony system. The recordings are saved as audio files with a web browser
page to search for recordings.

Feature options include:

e Recording IP phones (such as those used by a contact centre or work group)
e Recording radio traffic over an IP network
e Monitoring live conversations with ability to whisper in the ear of the agent.

The FTR application itself requires little end user interaction. Use this document to find
out:

e How to access and listen to the recording files (phone or radio)
¢ How to monitor a phone conversation from another phone
e How to whisper to the agent (person being monitored) during a conversation.

For additional information on setting up and running the FTR application, see the
Installation and Administration guide.

2 Getting Started - Logging in

To log into the system, use a web-browser. Navigate to the login page by entering in
the URL below, substituting the server IP address or server name (excluding the square
brackets).

http:/[ip-address-of-your-host]:8080/apex/f?p=106

Enter your login credentials

User Name | admin

Password m

Upon successfully logging in, you are presented with one of several recording search
pages based on the options configured in your system (such as telephone or radio
conversations).
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3 Finding a recording - SIP phone conversations

Use the recording file search page to browse the recording files, and either listen or
download them.

To search for a recording, enter a start date and end date plus any other search criteria
(such as a phone number), and click GO.

The date format is dd-mmm-yyyy hh:mm (e.g. 01-JAN-2015 16:00) which is created
automatically if you use the calendar date picker pop-up next to the date fields.

You may leave the search criteria blank or include information such a particular DN (or
other phone number) to filter the results that are returned.

Call Recording Log ADMIN ; Logout
&b
Search Information
Start Date 04-JAN-2011 16:05 You can use this page to search the existing call recording
o files. Select a start and stop date and enter a value in the
End Dale 04-FEB-2011 16:05 *search’ field to refine your search. The search function wil
— examine calling number, calling name, called number and
Search Display (15 3] (Go) ((Reset called name fields and return all rows containing the search
string. For example a search on 00 will return 3007, 3006
3002 and 3000 in each column. All recordings that match your
search criteria will appear in a table below. To listen to the
s recording, click the listen link in the right-most column. To
Call Recordings download the recording file, right ciick the listen link, then ciick

“Save As.."
Call Start Time ¥  Calling Number Owner Nymber Called Number
13-JAN-2011 1517 8888 Kevin Lam 8841 listen 2:14502088
13-JAN-2011 10:18 8888 Kevin Lam 7580 listen 2:14483696

06-JAN-2011 12118 6823 Kevin Lam 8888 listen 214248470

The search returns matching entries with the following call information:

¢ (Call Start Time — the date and time the call started

e Calling Number — phone number where the call originated

e Owner Number - the owner of the IP phone used to make the recording

e Called Number - destination telephone number

e File - a link to the recording

e Call Id - this is an identifier from the CUCM used to link the different legs of the
call together.

Depending on your search, there may be too many results to fit on a single page. To
view the additional results, use the link at the bottom of the page to jump to the other

pages.
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To find recordings for a specific device, include this in the “Search” box.

Search

Start Date 02-JAN-2011 16:05 &=
End Date 04-FEB-2011 16:05 &=

Search 9941 Display | 15 = Go Reset

Call Recordings

Call Start Time ¥ Calling Number Owner Number Called Number File C
13-JAN-2011 15:17 8888 Kevin Lam 9941 listen 2:14502088

1-1

In this example, the results are filtered so that only calls to 9941 are returned in the
search.

To listen to a recording, click the “listen” link. This link will launch an audio player and
open the file associated with the record selected. Alternatively right click on the listen
link and select ‘Save linked File As’ to download the .au audio file. These audio files
can be played using industry-standard media players, such as Windows Media Player.
You may also save the files on your computer.
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4 Finding a recording — multicast radio conversations

This is very similar to finding a recording for a SIP phone based conversation. The key
difference with multicast is that you must choose the ‘Calls’ tab on the top right hand
side of the page. The chosen or current tab is in red.

J% atea

Search
Start Date 15-jan-2011
End Date 15-APR-2011

Search Oisplay (15 18) (Go) (Reset

Call Recordings

For multicast records the information displayed for any given record is:

e Date Started - the date and time the call started

e MDs Checksum — the MDs checksum computed on the file after it was closed.
An option is to hide this from the view, however it is still accessible when
needed.

e Multicast Address — the multicast IP address and UDP port number of the
channel

e Description — description of the channel

e Duration — duration of the recording

e File —a link to the recording

Use the recording file search page to browse the recording files, and either listen or
download them.

To listen to a recording, click the “listen” link. This link will launch an audio player and
open the file associated with the record selected. Alternatively right click on the listen
link and select ‘Save linked File As’ to download the .au audio file. These audio files
can be played using industry-standard media players, such as Windows Media Player.
You may also save the files on your computer.
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5 Managing multicast groups — radio only

Authorised users can access the ‘Manage’ tab on the top right hand side of the
multicast recording application page. From this page, an authorised user can add or
edit multicast groups and also check the status of each group.

The screenshot below shows the multicast group management page.

atea

O SYSTEMS

Multicast Group Management EZX3
| Search

Plkid Multicast Address ¥ Port Description Status

7 239.1.2.30 20341 number three  Joined/waiting

239.1.1.251 20251 2 Joined/waiting
T 239.1.1.250 20482 primary Joined/waiting
download 1-3

Each multicast group contains:

e The multicast IP address

e The port number (Note- the address and port number must be unique)
e The description of the group. This is a free form field.

e The status of the group

5.1 Adding a multicast group

To add a group click on the ‘Create’ button from the main multicast group
management page. A new form is displayed as shown below.

Form on MULTICAST_GROUPS | Cancel i Create

Multicast Address ‘

Port

Description
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Add the IP address, port and description and click ‘Create’ to submit the form. This
returns you to the main multicast group management page. Asyou will see below the
group is now configured but is in a state of ‘Not Joined’. Now you may add additional
groups or proceed to enabling the group for multicast.

Action Processed.

Multicast Group Management  Creats |
 Search
Pkid Multicast Address ¥ Port Description Status
LT 239.1.2.30 20341 number three Joined/waiting
i 239.1.2.100 32987 Anocther test multicast group Not Joined
g 239.1.1.251 20251 2 Joined/waiting
7 239.1.1.250 20482 primary Joined/waiting
download 1-4
 Apply |

To enable a group for multicast click on the ‘Apply’ button. The application then sends
IGMP joins for un-joined group. The status will change to Joined/Waiting.

Multicast Group Management  Create |
.
Pkid  Multicast Address ¥ Port Description Status
j”‘ 238.1.2.30 20341 number three Joined/waiting
‘ 239.1.2.100 32887 Anocther test multicast group Joined/waiting
I 239.1.1.251 20251 2 Joined/waiting
‘ 239.1.1.250 20482 primary Joined/waiting
download 1-4

5.2 Editing a multicast group

To edit a group, click on the pencil icon to the left of the group. This opens up the
form to allow editing of attributes. In the example below the group with a description
of ‘2" was chosen for editing.
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Form on MULTICAST_GROUPS EXX3 £ XIS

Muiticast Address 356.17.717.251

Port 20251
2

Description

From here you can modify any of the attributes. Note that if you change only the
description, the group will stay joined. However if you change the address or port, the
change must be reapplied on the main multicast group management page. In this
example, we changed only the description and clicked ‘Apply Changes'.

Multicast Group Management  Create |
| Search_

Plkid Multicast Address ¥ Port Description Status
T 239.1.2.30 20341 number three Joinedfwaiting
Y 239.1.2.100 32887 Another test multicast group Joined/waiting
Y 239.1.1.251 20251 Second group Jeoined/waiting
LT 239.1.1.250 20482 primary Joined/waiting
download 1-4

5.3 Deleting a multicast group

To delete a group click on the pencil icon on the left of the group and then on the
‘Delete’ button on the multicast form.

The example below shows the group “Second group” has now been deleted.
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Multicast Group Management  Create_
il search

Pkid Multicast Address Y Port Description Status

) r 239.1.2.30 20341 number three Joined/waiting

{ 239.1.2.100 32887 Another test multicast group Joined/waiting

) r 239.1.1.250 20482 primary Joined/waiting

download 1-3

5.4 Multicast Group Status

Once a group has been enabled (by clicking on the Apply button) the application will
send out IGMP joins. The Cisco LMR will not respond with an acknowledgement so the
application will assume it has joined the group that it requested.

Once multicast data traffic (voice) is received on the group the status will change to
Joined/Recording from Joined/Waiting.

Another way to check group membership is to connect to the Cisco LMR and enter the
command ‘sh ip igmp groups’. The output will look like this:

Tk
vl
1 £
£ 5
el 7

The three groups configured in the application can be seen as joined from the router.
(Use the group IP addresses to track this.)
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6 Monitor and whisper — phone conversations

The monitor and whisper feature is an optional phone based service. The monitor
function allows you to listen into a live phone conversation. The whisper function
allows you to talk to the person being monitored, without the other party in the
conversation hearing what is being “whispered”.

These features are often used with contact centres, where the supervisor will monitor
and whisper to an agent to provide advice or instructions. When using the whisper
function, the customer that called the contact centre does not hear what the supervisor
is saying to the agent.

6.1 To monitor a conversation

1. From a phone, press the “Services” key and select the “Atea MAW"” service.
2. Enter the extension number or DN to monitor and press the “Submit” key.

12/08/2014 12:52 | 9971204
Atea MAW 204

Enter extension to monitor

(~REE] ¢ cnsion 9761204

Lo [a ] o

3. The “monitoring in progress” screen appears.
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12/08/2014 12:52 | 9971204
Monitoring In Progress

Monitoring In Progress

° el You are currently monitoring extension
9761204. To activate whispering press the
WHISPER key. To end this session press the
STOP key

If the keyed-in extension is currently on a call, their call audio stream will be played live
on the monitoring phone’s speaker, handset or headset. This continues until either the
call ends or the supervisor terminates the monitoring session.

If the monitored extension is not currently on a call, the monitoring phone waits until a
call starts before playing the monitored audio stream. The monitoring phone waits
indefinitely unless the session is terminated by the supervisor.

Tip:  The supervisor can continue to monitor subsequent calls for that agent provided
they leave the monitoring session running.

Note: Monitoring and whisper sessions end automatically if the monitoring phone
begins another activity, such as making to taking new call.

4. To end the monitoring session, press the “Stop” key.

6.2 Whisper to an agent during a call

Whispering can only be started during a monitoring session. By activating whisper, the
person monitoring can speak into their handset or headset microphone and the audio
is sent to the monitored phone. The other person in the call does not hear what is
being whispered. For example, the supervisor can speak to the agent (being
monitored) without the customer hearing what is being said.
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To start whispering
5. Set up a monitoring session, and press the “Whisper” key.

12/08/2014 12:53 | 9971204

Monitoring In Progress

9761204. Whispering is also active. To end
this session press the STOP key

The monitoring remains active, and the monitoring person can now speak to the
person being monitored.

6. To suspend the whispering, press the “Silent” key. This stops sending the audio
stream from the monitoring phone. The monitoring will continue.
7. To end monitoring and whispering, press the “Stop” key.

If the monitored extension’s call ends during the whisper session, the monitored phone
will continue to receive the audio from the monitoring phone until the monitoring
phone terminates the whisper session. The existing monitor session will go into
standby mode and reactivate upon the monitored extensions next call.

Tip:  Whisper stays active after the customer hangs up so you can still coach an agent
after their customer call ends.
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7 Troubleshooting

Here are some troubleshooting tips.

Some recordings are not Possible issues:

elislayiing @i the regerllng pag The date range is incorrect.

2. The recording has not been processed yet. It may
take up to ten minutes for a recording to display on-
screen

3. There may be an issue with recordings not being
captured.

a. Check the Linux directory /var/recordings/ to
see if the recording files are present.

b. Check the directory numbers for the caller
and calling party. If this is a five or six digit
number that is high, contact Atea Support
regarding a possible UDP port number issue.

A specific phone is not being Contact your system administrator. That phone may not
recorded be set up correctly.

Recording files are of zero Contact your system administrator. There may be issues
duration with the licensing or configuration.

Recordings display as “not The recording file may have been moved or archived
found” on the recording display from the disk. Your system administrator may bea able
screen to restore the file to the original location.

Alternatively, search for the file name in the location
where the recording files have been moved or archived
to.

You receive an error message Contact your system administrator or service desk.
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