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About This Guide

The purpose of this document is to provide the user with information on
how to use this IPFX product.



Related documentation
The following IPFX manuals contain additional information about IPFX
Voice Capture Solo Client:

Assigning monitorable/recordable
extensions to
Supervisors/Administrators.

About This Guide
Tvpoaraphical Conventions

IPFX Administrator
Manual




Typographical Conventions

Before you start using this guide, it is important to understand the terms
and typographical conventions used in the documentation.

The following kinds of formatting in the text identify special information.

Formatting
convention

Triangular Bullet(d)
Special Bold
Emphasis

CAPITALS

KEY+KEY

QO

Type of Information

Step-by-step procedures. You can follow these
instructions to complete a specific task.

Items you must select, such as menu options,
command buttons, or items in a list.

Use to emphasize the importance of a point or for
variable expressions such as parameters.

Names of keys on the keyboard. for example,
SHIFT, CTRL, or ALT.

Key combinations for which the user must press
and hold down one key and then press another, for
example, CTRL+P, or ALT+F4.

Information that applies to the IPFX Director
platform only.

Information that applies to the IPFX for
CallManager platform only.

Information that applies to the IPFX for NEC
platform only.

About This Guide

Related documentation




What is Voice Capture Solo Client?

Voice Capture Solo Client is a client application which allows
administrators and supervisors to transparently monitor and dynamically
record calls to (or from) any agent on the network with Voice Capture
User Licence installed. Voice Capture Solo Client also allows the
administrator or supervisor to record up to 10 of these calls
simultaneously to their hard drive.

The application itself is installed on and operated via the
administrator's/supervisor's PC. It allows the administrator/supervisor to
create groups of extensions and queues which can be monitored quickly
and easily via the Solo Client interface.

A Voice Capture User License does not need to be installed on the
administrator's/supervisor's PC, but must be installed on any monitored
PCs.

IMPORTANT NOTE: Every extension to be monitored or recorded must
have the Record Calls checkbox selected in the Options tab of the
Extension properties dialog. Extensions that do not have the Record
Calls checkbox selected cannot be recorded/monitored.
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PC Requirements

Voice Capture Solo Client requires that the administrator's/supervisor's
PC has multimedia capabilities in order to stream the monitored calls to
their PC speakers, or to monitor the selected call. To run Voice Capture
Solo Client you will require:

= A PC running Windows 98 or later

= A Soundcard

m PC Speakers (ensure speakers are always switched on)

= A headset or microphone

What is Voice Capture Solo Client?
Network requirements




Network requirements

Voice Capture Solo Client requires open ports between the Supervisor's
PC and all client PCs. A firewall may block these ports, resulting in an
impaired ability to monitor and/or record calls.

If you need to use Voice Capture Solo Client in a firewalled environment,
IPFX recommends manually setting Voice Capture Solo Client's port
range, and opening this port range on the firewall.

What is Voice Capture Solo Client?
PC Requirements




How to Install Voice Capture User Licence

The Voice Capture User License software must be installed on the PC of
each monitored extension.



Step One: Welcome Screen

IPEX Recording Capture - InstallShield Wizard g|

Welcome to the InstallShield Wizard for IPFX
Recording Capture

The InztallShield® wizard will install IPF+ Recording
Capture on your computer. To continue, click Mest.

ue:-:w |[ Cancel ]

The Welcome screen outlines the title of the software to be installed and
Is your starting point for the installation wizard.

Click 'Next' to move onto the next screen...

How to Install Voice Capture User Licence

Step Two: Licence Agreement

Step Three: Destination Location

Step Four: Server Connection Details

Step Five: Begin Installation
Step Six: Finish




Step Two: Licence Agreement

IPEX Recording Capture - InstallShield Wizard

IPFX Limited Software Licence Agreement 4'|I1

Pleaze read the following licence agreement. | ze the zoroll bar to view
the rest of this agreement.

IFF: LIMITED -~

EMD USER LICEMCE AGREEMEMT
Termsz and Conditiohz

By clicking on the "vES" buttan, installing, copying or athenwize uzing the Software, pou
agree to be bound by the terms of thiz Licence Agreement. IF 00 DO MOT AGREE TO
THE TERMS OF THIS LICEMCE AGREEMEMNT, CLICK. OM THE "MO" BUTTOM
AMD/OR DO MOT IMSTALL THE SOFTWARE.

Select ez to accept the agreement,
Select Mo to cancel the setup.

[ ¢ Back ]l Tes ][ Mo ]

In order to proceed with the installation, you must first read through and
agree to the end user license. If you agree to abide by the terms of the
license, then click 'Yes' to continue, otherwise click 'No' to cancel the
installation.

If you agree to the terms and click 'Yes', you will then be able to proceed
to the next screen.

How to Install Voice Capture User Licence

Step One: Welcome Screen

Step Three: Destination Location

Step Four: Server Connection Details

Step Five: Begin Installation
Step Six: Finish




Step Three: Destination Location

IPEX Recording Capture - InstallShield Wizard

Choose Destination Location : qh

Select folder where setup will install files. I B

Setup will inztall IPF= Recaording Capture in the following folder.

To inztall to this folder, click Mext. To install to a different folder, click Browse and zelect
another folder,

[reztination Folder

C:A%Program Filez\Performance Solutions!,

[ < Back ]me:-:t> |[ Cancel ]

Next select the directory you wish to install the software into by clicking
the "Browse" button.

The installation program will automatically default to "C:\Program
Files\Performance Solutions\" unless you specify the directory you wish
to install the software into.

Once you have selected the appropriate directory click 'Next' to continue
on to the Server Connection Details screen.

How to Install Voice Capture User Licence
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Step Two: Licence Agreement

Step Four: Server Connection Details
Step Five: Begin Installation
Step Six: Finish




Step Four: Server Connection Details

IPEX Recording Capture - InstallShield Wizard

CT Server Connection Details ’«h
Pleaze enter the fallowing information ' g —

Fleaze enter the following information
Mame  |CTSERVER

Addreszs 1 2?':”:'1'

Part (100

[ ¢ Back " Meut » ][ Cancel ]

This screen is where you will enter the details of the IPFX CT Server you
wish to connect to. The name, IP address and the port number of the
IPFX CT Server all default to the following values:

= Name: CTSERVER

m Address: 127.0.0.1 (Please note that this must be changed to the
correct IP Address of the IPFX Message Server)

= Port: 100 - The port number would typically be port 100 which the
installation program will automatically use as a default.

Once you are satisfied that you have set the values correctly click 'Next'
to continue.

How to Install Voice Capture User Licence

Step One: Welcome Screen

Step Two: Licence Agreement

Step Three: Destination Location




Step Five: Begin Installation
Step Six: Finish




Step Five: Begin Installation

IPEX Recording Capture - InstallShield Wizard
Ready to Install the Program *
The wizard iz ready to begin installation, By -

Click Install to begin the installation.

[f wou want to review or change any of vour ingtallation settings, click Back. Click Cancel to exit
the wizard.

[ < Back ][ Inztall |[ Cancel ]

Once all the details have been entered correctly the installation wizard
will stop you at the "Ready to Install" screen. It is at this point that any
changes to the installation details should be made. Click the "Back"
button to return sequentially through the previous screens to make any
necessary changes or click 'Install' to begin the installation.

If the installation process is successful you will be presented with the
completion screen.

It should only take a few seconds to complete the installation. During this
time the Intel® Integrated Performance Primitives (Intel® IPP) runtime
may be installed automatically. Intel® Integrated Performance Primitives
(Intel® IPP) is a software library for application developers that increases
performance from Intel's latest microprocessors. In the case of Voice
Capture, it is used to enhance the audio compression performance of the
Voice Capture system.

How to Install Voice Capture User Licence

Step One: Welcome Screen




Step Two: Licence Agreement

Step Three: Destination Location

Step Four: Server Connection Details
Step Six: Finish




Step Six: Finish

IPEX Recording Capture - InstallShield Wizard

InztallShield Wizard Complete

The InztallShield wizard haz successfully installed PR
Recording Capture. Before you can uze the program, you must
restart pour computer.

{(®)es, | want to restart my computer now

{3 Mo, | will restart my computer |ater,

Remove any dizks from their drives, and then click Finish to
complete zetup.

IOnce the

installation process is complete, you may need to restart your computer
for the program to take effect. Save any information you have open in
other applications then close those programs down.

Selecting "Yes, | want to restart my computer now" will automatically
close all open applications and restart the computer.

Selecting "No, | will restart my computer later" will allow you to click
"Finish" and keep working in any other applications you have open.

How to Install Voice Capture User Licence
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Step Five: Begin Installation




Installation of Voice Capture Solo Client

Install the Voice Capture Solo Client software on a supervisor's or
administrator's PC.



Step One - Welcome Screen

IPEX Call Reconding Observer - InstallShield Wizarnd E|

Welcome to the InstallShield Wizard for IPFX
Call Recording Observer

The InztallShield® wizard will install IPF- Call Becaording
Obzerver on pour computer. To continue, click Mesxt.

ue:-:w |[ Cancel ]

The Welcome screen outlines the title of the software to be installed and
Is your starting point for the installation wizard.

Click Next to move onto the next screen...

Installation of Voice Capture Solo Client

Screen Two - Licence Agreement

Step Three - Select Destination

Step Four - Server Connection Details

Step Five - Ready to Install
Step Six - Finish




Screen Two - Licence Agreement

IPEX Call Recording Observer - InstallShield Wizard

IPFX Limited Software Licence Agreement il

Pleaze read the following licence agreement. | ze the zoroll bar to view
the rest of this agreement.

IPF: LIMITED -~

EMD USER LICEMCE AGREEMEMT
Termsz and Conditiohz

By clicking on the "vES" buttan, installing, copying or athenwize uzing the Software, pou
agree to be bound by the terms of thiz Licence Agreement. IF 00 DO MOT AGREE TO
THE TERMS OF THIS LICEMCE AGREEMEMNT, CLICK. OM THE "MO" BUTTOM
AMD/OR DO MOT IMSTALL THE SOFTWARE.

Select ez to accept the agreement,
Select Mo to cancel the setup.

[ ¢ Back " Tes ][ Mo ]

In order to proceed with the installation, you must first read through and
agree to the end user license. If you agree to abide by the terms of the
license, then click 'Yes' to continue, otherwise click 'No' to cancel the
installation.

If you agree to the terms and click 'Yes', you will then be able to proceed
to the next screen.

Installation of Voice Capture Solo Client

Step One - Welcome Screen

Step Three - Select Destination

Step Four - Server Connection Details

Step Five - Ready to Install
Step Six - Finish




Step Three - Select Destination

IPEX Call Recording Obserwver - InstallShield Wizard

Choosze Destination Location ' vh

Select folder where setup will install files. | g

Setup will inztall IPF= Call Recording Obzerver in the following folder.

To inztall to this folder, click Mext. To install to a different folder, click Browse and zelect
another folder,

[reztination Folder

C:A%Program Filez\Performance Solutions!,

[ < Back ]me:-:t> |[ Cancel ]

Next select the directory you wish to install the software into by clicking
the "Browse" button.

The installation program will automatically default to "C:\Program
Files\Performance Solutions\" unless you specify the directory you wish
to install the software into.

Once you have selected the appropriate directory click 'Next' to continue
on to the Server Connection Details screen.

Installation of Voice Capture Solo Client
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Step Five - Ready to Install
Step Six - Finish




Step Four - Server Connection Detalils

IPEX Call Recording Obserwver - InstallShield Wizard

CT Server Connection Details '1

Pleaze enter the following information If;‘ -

Pleaze enter the Computer Mame, TCPAP Addrezs and Port of your CT Server

Mame  |CTSERVER

Addreszs 127.0.01

Part (100

[ ¢ Back " Meut » ][ Cancel ]

This screen is where you will enter the details of the IPFX CT Server you
wish to connect to. The name, IP address and the port number of the
IPFX CT Server all default to the following values:

= Name: CTSERVER (Please check with your IT Administrator for the
correct IPFX Server name and the IP for your specific network).

m Address: 127.0.0.1 (Please note that this must be changed to the
correct IP Address of the IPFX CT Server)

= Port: 100 - The port number would typically be port 100 which the
installation program will automatically use as a default.

Once you are satisfied that you have set the values correctly click 'Next'
to continue.

Installation of Voice Capture Solo Client

Step One - Welcome Screen

Screen Two - Licence Agreement

Step Three - Select Destination



Step Five - Ready to Install
Step Six - Finish




Step Five - Ready to Install

IPEX Call Recording Obserwver - InstallShield Wizard
Ready to Install the Program *
The wizard iz ready to begin installation. e -

Click Install to begin the installation.

[f wou want to review or change any of vour ingtallation settings, click Back. Click Cancel to exit
the wizard.

[ < Back ][ Inztall |[ Cancel ]

Once all the details have been entered correctly the installation wizard
will stop you at the "Ready to Install" screen. It is at this point that any
changes to the installation details should be made. Click the "Back"
button to return sequentially through the previous screens to make any
neccesary changes or click 'Install' to begin the installation.

It should only take a few seconds to complete the installation. If the
installation process is successful you will be presented with the
completion screen.

Installation of Voice Capture Solo Client

Step One - Welcome Screen

Screen Two - Licence Agreement

Step Three - Select Destination

Step Four - Server Connection Details
Step Six - Finish




Step Six - Finish

IPEX Call Recording Obserwver - InstallShield Wizard

InztallShield Wizard Complete

Setup has finizhed installing IPFx Call Recording Obzerver on
wour camputer.

Click Finish to exit the installer. Voice Capture Solo Client will now be
available in the IPFX folder under the START menu.

Upon completion, you may be asked to reboot the machine. Do so if
required.

Installation of Voice Capture Solo Client

Step One - Welcome Screen
Screen Two - Licence Agreement

Step Three - Select Destination

Step Four - Server Connection Details

Step Five - Ready to Install




Using Voice Capture Solo Client



The Interface at a Glance

Monitored Group Group Members {Users) Filter Field

: IPFX Call Observer {418)

Add Extension

- ) Salect the exbansion jou want from the list
[} 411 - Tory Hartig below. You can Filkey the list by byping & name
G 413 - Michele Brghnan or rumber below,

41 414 - Melanie Evans [I =
A5 418 - David McDonad -

= i Cuslomer Services

467 - Anna Riley

468 - Michelle Brennan Softphone
471 - Kevin PlumptonSofbphane
472 - Kewin Phumpton

473 - Call In Control

374 - Damlan Covenbry

475 - Traiming/Me=ting R.oom
476 - fban Leab du Toit

477 - Test (Mark v, Dijk) Test
478 - Irek Timergaz

479 - Michael M Softphone

480 - Samon Meklejohn

481 - Edward Moore

482 - Danielle Drylie

483 - Oscar Kuo

484 - Product Activation

485 - Fax Port Fax Line 3

486 - Scott Kempster

487 - Enrico de Elerk

ADS  Rleels o mem Pl

| #

d Selected Hlde‘Panel |

/

Adds the selected extension to the group list Hides the extension panel

Monitored Group: The group is the primary means for organising your
monitored users and queues into easily searchable categories

Group Members (Agents): This is the list of queues or users that have
been added to the selected monitor group

Filter Field: Adding in part or all of the Extension, Queue or User name
to this field will filter the list of available Queues and Groups for selection.

Add Selected: Adds the selecetd Queues and Users to the highlighted
group.
Hide Panel: Hides the Add Extension and Add Queue panel.

Using Voice Capture Solo Client

Starting Voice Capture Solo Client




Right-Click Menu Options
Adding an Extension or Queue

Working with Your Group

Monitoring a Queue

Settings Overview
Status Indicators

Saving Groups and Closing Voice Capture Solo Client




Starting Voice Capture Solo Client
welcome x|

Welcome to the IPFX Yoice Capture Solo Client, To
get started, dlick with wour right mouse butkon in the
blank space and create a new group,

I Show this message on skartup

Starting the Voice Capture Solo Client will require you to log in with your
IPFX password (or PIN). When you open Voice Capture Solo Client for
the first time, you will be presented with the blank Solo Client screen and
a welcome message with some instructions on how to create a new
group. The screen is initially blank since no monitor groups have been
set up. Once you have created and saved your groups, Voice Capture
Solo Client will remember your groups and populate your screen with
these groups the next time you open the program.

To create a monitor group, simply right-click on the Solo Client screen
and select "New Group". A dialogue box will appear asking you to input
the name of the new group you wish to create.

New Group §|

Please enter a name for the new group,

(]9 | Zancel |

Type in the name of the new group and click OK to create the group.

See Also

Using Voice Capture Solo Client
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Working with Your Group

Monitoring a Queue

Settings Overview

Status Indicators

Saving Groups and Closing Voice Capture Solo Client



Right-Click Menu Options

=a IPFX Call Observer (418)

4 411-Te Customer Services

O 413-M add Extension...
G 414 -Me add Queue..,
a0 418 -D:
) Record Al
Save Group
Save Group &s...
Remove Group
Rename Group

Right clicking on your new monitor group name will bring up a list of
options with the name of your group at the top.

Add Extension: Brings up the Add Extension side panel where
desired extension can be selected and added to the group. (See
"Adding an Extension or Queue").

Add Queue: Brings up the Add Queue side panel where any
existing queues can be selected and added to the group. (See
"Adding an Extension or Queue").

Record All: Clicking this option will set all of the extensions or
gueues in your group to Record status. Please note that only 10 calls
at a time can be recorded to your hard drive.

Save Group: Allows you to save any changes you have made to the
current group.

Save Group As: Saves a copy of the group profile under another
profile name. You will be prompted to select a name for this new



group when you click this option.

= Remove Group: Removes the selected group from your list of
available groups.

= Rename Group: Presents you with a dialogue box where the new
name of the group can be entered.

To add a new extension, simply select the Add Extension option...

Using Voice Capture Solo Client
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Adding an Extension or Queue
& IPFX Call Observer (418) ==

add Extension

Select the extension wou want From the lisk
below, You can tvpe in a string to Filker the lisk

= Ed Cuskomer Services
a1 411 - Tony Hartigan
41 413 - Michelle Brennan
41 414 - Melanie Evans
41 418 - Dave McDonald

411 - Tony Hartigan Es
412 - Masina Maher

413 - Michelle Brennan
414 - Melanie Evans

415 - Skeve Dalziel

416 - Jason Cullum

417 - Jason C Softphone
415 - Dave McDonald
419 - Michele Barnett
420 - Keren Schade

421 - Roy Fax

47z - IMR IPFY Activation Call In Control
423 - Mark van Dijk (kest)

424 - Mark van Dijk (kest)

430 - Uniden Test Phone

431 - Shannon Morahan Softphone

432 - Sharon Maodem

434 - Craig Carr (Analog)

435 - Fax

AAN Pueimwvikos 1 1 im-

add Selected | Hide Panel |

Depending on your selection, the Add Extension or Add Queue menus
will appear on the right hand side of the Solo Client interface with a list of
available extensions and queues respectively. Select the desired
extension or queue and click Add Selected to add the extension or queue
to the group. Once you have placed all the desired extensions or queues
in your group, simply click Hide Panel to hide the menu. See "Monitoring
a Queue" to learn more about working with queues in your Solo Client
groups.

Right clicking on the Add Extension or Add Queue screen will present
you with a context menu which offers the options of refreshing the list of
available Queues or swapping to the alternative selection screen.

Note: You can add multiple agents or queues at once by holding down
CTRL and selecting the agents that you wish to add to your group from
the list then clicking Add Selected.
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Working with Your Group

=& IPFX Call Observer (418)

-8 Customer Services
=5 H
o413 - h Tony Hartigan
o 414 -4 Monikar
a0 o41s-C Prompt For Monitar

Record

Remove

When a user in one of your groups is on the phone, the icon next to the
user's name will change to reflect the type of call they are currently on.
Right clicking on the user in your monitor group will bring up a menu with
which you can choose to either listen to any calls that user is currently
on, or to record that user's call to your hard drive. You have to actively
switch on or switch off the listen or record features to start or stop your
involvement with the user's call. The remove option will remove the
selected user from your monitor group. Alternatively, double-clicking on
an extension in one of your groups will present you with a pop-up asking
if you would like to remove that extension from the group. If you select No
the pop-up will close and you can proceed as normal, if you select Yes
the extension will be removed from your group and placed back in the list
of available extensions.



If a user is currently speaking on the phone, the icon will change to show
the "off hook" state. To begin listening to an extension you simply right
click on that extension and select listen. If the extension is off hook when
you do this you will immediately begin hearing that conversation on your
PC speaker. If the extension is on hook you will not hear anything until
the extension is in use. You can set Prompt for Listen on a particular user
which presents a pop-up when the user receives a call. You can then
choose to listen to the call or dismiss the pop up and decline to listen to
the call. You can record extensions in a similar fashion by selecting
record from the context menu. Similarly you can record entire queues or
groups, though you should keep in mind that long conversations will use
up a fair amount of disk space or quickly consume your allocated disk
space for recording. Please note that while you can only listen to one
extension at a time, you can record up to 10 conversations at once.
Recorded phone conversations will end up in your C:\ directory.

The following naming convention will be used: <extension>.<dmy>.
<hms>.wav
m <extension> is the extension that has been recorded.
m <dmy> is the date (day, month, and year) that the conversation
began.
m <hms> is the time (hour, minute, and second) that the conversation
began.

Note: The maximum number of users that can be recorded at any one
time is 10. If you attempt to select more than 10 users, Voice Capture
Solo Client will pop-up an error message telling you that the selection will
exceed the maximum number of ‘records’, and will not let you make the
new selection until another selection is cancelled.
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Monitoring a Queue

& IPFX Call Observer {418)

add Queus
- | Cusk Servi
& Cus Der EWIE Select the queue wou wank From the lisk below,
= m 403 - Demo Queue You can Filker the lisk by bvping a name or

4% 410 - Alan Marks number below,
25 414 - Melanie Evans
41 413 - David McDonald . O
e ! - Qperatar Queue
41 419 - Michele Barnett 401 - Service
4 450 - Rov Bates 402 - Project Management
4 o453-T Rudd bl T
i SnAlarstes 405 - QA Virtual
Ja7 456 - sharon Brodie 406 - MOH Test Oueus
4 457 - Joanne Hulme 407 -QA 02 I
— 409 - Fax Pool
*ﬁ_ Aol Demn Uing 470 - Test for Project Basic Queus
Ty 462 - Demo Two 411 - Park Queue Operator 452
%% 481 - Edward Moare 3477 - Park Queue Operator Demo Queus
4 550 - Ed Demo

4% 411 - Tony Hartigan

';;_,\, 413 - Michelle Brennan

77 414 - Melanie Evans

41 413 - David McDonald

Add Selected | Hide Panel |

While adding a queue to your groups is the same as adding an
extension, the way you look after that queue is slightly different. When
you add a queue to a Solo Client group, the extension number and name
of that queue is added to the group along with a sub-group which
contains all of the Agents in that queue. The Queue name in the group
has a small menu control box next to it (the + or -) which will expand or
contract the sub-group to display the Agents in that queue. These agents
can then be monitored like a normal extension. Double-clicking a queue
will not remove it from a group as it does an extension. Double-clicking
on a group will respectively expand or close the list of agents in the
gueue. To remove a group you must right-click and select Remove to
remove the selected queue from the group. A pop-up verification box will
appear for confirmation that you wish to remove the selected queue.

Right clicking on the Add Queue screen will present you with a context
menu which offers the options of refreshing the list of available Queues
or swapping to the Add Extensions screen.



Using Voice Capture Solo Client

The Interface at a Glance

Starting Voice Capture Solo Client

Right-Click Menu Options

Adding an Extension or Queue

Working with Your Group

Settings Overview

Status Indicators

Saving Groups and Closing Voice Capture Solo Client




Settings Overview

Audio Device Selection Box

Settings

Please choose an audio device:

|F‘rimar';.f Sound Driver v j

Please choose a location to store recordings,  This
must be 3 new, empty directory that will be used only | Recording Location Box

by this software. /
| cticalrecording) o~ i

[v Restrickto |5 Gigabrytes

If wou would like to enable a port range wou can do
50 below, This can be helpful if you would like to
configure a firewall, I you're nok sure you should
prabably leave this disabled.

Disk Space Allocation

i Port Range Settings

[v Enable part range

Lower port: | 1025 Lipper pork: &000|
oK | Cancel |

Audio Device Selection Box: Allows the administrator to select which
audio device Solo Client will use to play the multimedia files.

Recording Location Box: Selects and sets the location that any
recorded files will be saved to on the administrator's hard drive.

Disk Space Allocation: Checking the "Restrict to" box and setting a
Gigabyte limit will prevent Solo Client from going over that limit and
occupying valuable hard drive space. A notification pop-up will appear if
the disk space specified is greater than that of the physical space
available on the hard drive.

Port Range Settings: Defines a specific port range that Solo Client will
use when monitoring or recording. The port range must lie between 1025
and 65000, and must span at least 20 ports. As the port settings for most
network systems may differ, it is highly recommended that the
administrator wishing to enable a port range in this fashion must speak
with their network administrator first to confirm that using ports within this
range is both feasible and acceptable.
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Status Indicators

& IPFX Call Observer (418)

= Ed Cuskomer Services
a1 411 - Tony Hartigan
41 413 - Michelle Brennan
47 414 - Melanie Evans

When a user is being recorded or if you are currently listening to the
user's conversation, icons will appear on the user's name to indicate
which type of monitoring you are performing on that user.

Listening: A red arrow will appear at the top of the user's phone icon
Recording: Ared dot will appear at the bottom of the user's phone icon
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Right-Click Menu Options

Adding an Extension or Queue

Working with Your Group




Monitoring a Queue

Settings Overview

Saving Groups and Closing Voice Capture Solo Client




Saving Groups and Closing Voice Capture Solo
Client

Once you have finished creating your groups you can re-size the window
to reduce the amount of screen space taken up by the Solo Client
interface, or minimize the window onto your toolbar. When you have
finished with the Voice Capture Solo Client, use the close icon in the top
right corner of the window to close it down.

Each group is saved as a GRP file to the administrators hard drive. A
dialogue box will pop up when the "Save" option is selected, which will
prompt you to save the group profile to the desired directory. It will alert
you if you are closing it without saving your group. When you start Voice
Capture Solo Client again it will remember which groups were previously
loaded and automatically load them for you.

Using Voice Capture Solo Client

The Interface at a Glance

Starting Voice Capture Solo Client

Right-Click Menu Options

Adding an Extension or Queue

Working with Your Group
Monitoring a Queue

Settings Overview

Status Indicators




Glossary

Administrators

Any supervisor or manager who has administration rights with IPFX
Director that will be monitoring agents or queues via Voice Capture User
Licence.

Agents

Users who are logged into a Queue and have an IPFX Client Agent
Licence which allows them to perform as a Call Centre Agent.

Users

The individuals running Voice Capture User Licence who will be
monitored by administrators using Voice Capture Solo Client.

Extensions
The actual phone extension numbers allocated to the agents or queues.
Queues

A queue is an extension on the PABX which directs incoming calls to the
gueue agent in an IPFX contact centre environment. Call centres using
the IPFX System will have the ability to add selected agents to call
gueues. These call qgueues can also be monitored with Voice Capture
Solo Client.
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