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All rights reserved.

The content of this documentation, and other documentation and training materials provided
is the property of Noetica and is strictly confidential. You may not reproduce any part of this
document without the prior consent of Noetica.

We believe that the information in our documentation and training materials is reliable, and
we have taken much care in its preparation. However, we cannot accept any responsibility,
financial or otherwise, for any consequences (including loss of profit, or indirect, special or
consequential damages) arising from the use of this material. There are no warranties that
extend beyond the program specification.

You must exercise care to ensure that your use of the software is in full compliance with
laws, rules, and regulations of the jurisdictions with respect to which it is used.

The information contained in this document may change. We may issue revisions from time
to time to advice of changes or additions. We operate a policy of constantly improving and
enhancing our application software. There is a possibility, therefore, that the format of screen
display and printed output shown in this documentation may differ slightly from that provided
in the software. It is our policy to update this documentation whenever a major release of
software takes place.

Noetica Call Player
Last updated January 2022
Synthesys is a registered trademark of Noetica.

Microsoft is a registered trademark and Windows is a trademark of the Microsoft Corporation
in the USA and other countries.

All other trademarks recognised.

© Copyright 2022 Noetica
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NOETICA CALL PLAYER

The Noetica Call Player is a web application that enables contact centre administrators to
search for and play back call recordings of agent and customer interactions.

In the Search Calls screen of the Call Player, you can search for Synthesys™ or SDK calls,
and quickly locate the required recordings by entering search criteria associated with a
Campaign, CRM, Telephony and/ or a User.

The recordings that match the search criteria are then displayed In the Search Results
dialog, together with associated information, enabling you to select and play back the
recordings.

Launching the NVP Call Player

To access the Noetica Call Player, open your preferred Web Browser.

e Launch the Call Player via the Noetica Admin Portal, or

o Enter the URL for the Call Player into the address field of the Web Browser, e.g.
http://WebserverName/CallPlayer.

e Next, enter your username and password, as provided by your system administrator.

Noetica. CALL PLAYER

Access to the Call Player and associated permission levels are managed in
Synthesys ™ User Management.

Please contact your Synthesys™ system administrator for more information.

© Copyright Noetica Limited Page: 4 of 11


http://webservername/CallPlayer

Noetica

I

SEARCH CALLS SCREEN

You can locate the call recordings that you wish to play back easily, by using the scope and
search options available in the Search Calls page of the Call Player.

Scope

Use the Scope drop down menu in the Search Settings section, to select Scripted App, if
you are searching for recordings associated with Synthesys ™ calls or select SDK.

You can then narrow down your search using the following options:

e Search By Campaign
e Search By CRM
e Search By Telephony
e Search By User

CALL PLAYER

brigitte

Noetica.

Search Calls

Scope

‘ Scripted App

Scripted App
SDK

Search By Campaign

Search By CRM

Search By Telephony

Search By User

Search

Search By Description

Campaign Allows you to search for call recordings by selecting the associated
workspace, campaign, and / or Scripted App for Synthesys ™ calls.

CRM Allows you to search for recordings to be played back by adding CRM
Entity fields and associated search criteria.

Telephony Allows you to search for call recordings based on the start/ end date of
the call, the telephone number, the minimum/ maximum call length
and/ or the Call Result.

Users Allows you to search for call recordings handled by a specific agent.
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Search by Campaign

If you wish to listen to recordings associated with a specific workspace, campaign, or
scripted app

Select the relevant workspace from the Workspace drop-down menu.
Select the associated campaign from the Campaign drop down menu.
Select the relevant scripted app from the Scripted App drop-down menu.

Please note that users will only be able to select campaigns to which they
have been assigned. The Scripted App option is only displayed when
searching for Synthesys ™ calls.

Noetica. CALL PLAYER —
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e Click the Search button, to show the recordings that match your search criteria.
e If the search criteria entered are insufficient to return a result, a message will prompt
you to refine your search.

No Results

No calls could be found for your given search parameters. Please refine your search.

e Click OK in the No Results dialog and refine your search by adding further search
criteria.
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Search by CRM

To locate and listen to recordings associated with a particular customer, use the Search By
CRM option.

To enable a search using CRM fields, you must first select the
workspace that contains the associated CRM Entity.

v

¢ Inthe Search By Campaign section, select the relevant workspace.

Noetica. CALL PLAYER —
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‘ Search By CRM

Sumname v Smith

ET—
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e Next, go to the Search By CRM section and click the button.

e Select the CRM field that you wish to use in your search from the list displayed.

e Enter the associated search criteria, i.e., a surname or postcode.

e Repeat the above steps to add further CRM fields and search criteria, as required, to
locate the recordings that you wish to play back.

e Toremove a selected CRM field from the search section, click the button
next to the field.

e Click the Search button, to initiate your search.

If your search does not return any results, a message will prompt you to refine your search
by entering further search criteria.
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Search by Telephony

To carry out a search based on a telephone number

e Gotothe Search By Telephony section and enter the telephone number associated
with the recording that you wish to play.

e To search for recordings of calls handled at a specific time, click the Diary icons and
select the relevant Start and End Date.

e You can also specify a minimum & maximum call length (in minutes) to assist with
your search for the recordings.

e If you wish to search for recordings based on a specific call outcome, use the Call
Result drop-down list.

To speed up your search, you may first want to select the workspace that
contains the CRM Entity with the associated number, or the user that handled
the call.

To base your search on a Call Result, you must first select the associated the
workspace, campaign and scripted app.

Noetica. CALL PLAYER e
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e Click the Search button, to initiate your search.

If the search criteria entered are insufficient to return a result, a message will prompt you to
refine your search by entering further search criteria.
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Search by User

To locate recordings for calls handled by a specific agent, use the Search By User section.

e Inthe Search By User section, enter the name of the user who handled the call into
the Agent field.
e Click the Search button, to initiate your search.

Noetica. CALL PLAYER brigite
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e If the search criteria entered is insufficient to return a result, a message will prompt
you to refine your search by entering further search criteria.

Minimum Requirements Not Met
Please select workspace or telephone number to continue. ‘
e Click OK in the Minimum Requirements Not Met dialog and refine your search by

adding, for example, a workspace or telephone number, before initiating another
search.
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The recordings that match your search criteria entered are displayed In the Search Results
dialog, together with call related information and Play buttons.

Search Results

Call Result Call Type
Busy Predictive
Busy Predictive
Busy Predictive
Busy Predictive
Busy Predictive
ABC Order Predictive
Busy Predictive
AEC Order Predictive
Wrong Number  Predictive
AEC Order Predictive

Date

2019-08-29

2018-08-29

2019-08-29

2019-08-29

2019-08-29

2019-08-29

2018-08-29

2019-08-29

2018-08-29

2019-08-29

CALL PLAYER

Time

16:23:41

16:20:07

16:19:07

16:16:45

15:55:34

15:53:08

15:26.44

152133

15:13:00

15:10°58

Origination Number Destination Number

Talk Time (secs)

Customer ID

Agent Name Call

Agent Customer

442079406700 07983626671 4 BPOTST 7 brigitie
442079406700 07983626671 bel BPDTST_7  brigitle
442079406700 07983626671 10 BPOTST_5  brigitie
442079406700 07983626671 13 BPOTST_6  brigitie
442079406700 07983626671 2 BPOTST 6 brigitie
442079406700 07983626671 48 BPOTST 5 brigitie
442079406700 07983626671 18 BPOTST_3  brigitle
442079406700 07983626671 12 BPOTST_3  brigitie
442079406700 07983626671 18 BPOTST_3  brigitle
442079406700 07983626671 2 BPDTST_4  brigitte

First 2 | Last

The information displayed under the various column headings can help you to locate the
recordings that you wish to play back.

Search By Description

Call Result This column contains either the call outcome for a completed call or the
reason for aborting the call.

Call Type Displays the type of call processed, i.e., Inbound, Outbound, Predictive.

Date Displays the date the call was handled.

Time Shows the time the call was handled.

Origination Number

Shows the number from which the call was made.

Destination Number

Displays the number that was dialled.

Talk Time Shows the duration of the call.

Customer ID Displays the Customer ID associated with the record handled.

Agent Name Displays the name of the agent who handled the call.

Call Used for playing the full recording associated with the selected call.

Agent Used for playing only the agent part of the recording associated with the
selected call.

Customer Used for playing only the customer recording for the selected call.

© Copyright Noetica Limited
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Using the Play buttons, you can play back the conversation of both the agent and the
customer, or you can play back and listen to the recording of the agent or the customer
separately.

If Stereo recording is used, the agent and customer are recorded in stereo on two
channels, with the recording file saved to the Call folder for improved use with 3rd
party speech analytics tools. No additional recordings and files are created for

the Customer and Agent.

o Select Play in the Call column to play back and listen to the conversation of both the
agent and the customer.
e Select Play in the Agent column, if you only want to listen to the agent part of the

conversation.
o Select Play in the Customer column to play back the customer part of the

conversation.

Noetica. CALL PLAYER bngite
Search Results [ Back ]
Call Result Call Type Date Time Origination Number ~ Destination Number ~ Talk Time (secs) Customer D  Agent Name Call Agent  Customer
Busy Predictive 20190829  16:23:41 442079406700 07983626671 4 BPDTST_7 brigitte. PLAY
Busy Predicive  2019-08-29  16:20:07 442079406700 07983626671 77 BPDTST_7  brigilte PLAY PLAY PLAY
Busy Predictive 2019-08-29  16:19:07 442079406700 07983626671 10 BPDTST_5  brigitte PLAY PLAY PLAY
Busy Predictive  2019-03-29  16:16:45 442079406700 07983626671 13 BPDTST_&  brigitte
Busy Predictive  2019-08-29  15:55:34 442079406700 07383626671 21 BPDTST_6  brigitts
ABC Order Prediclive  2019-08-29 15.53.08 442079406700 07983626671 18 BRDTST_5 brigitte.
Busy Predicive  2019-08-20  15:26:44 442079406700 07983626671 13 EPDTST_3  brigitte PLAY PLAY PLAY
ABC Order Predicive  2019-08-29  15:21:33 442079406700 07983626671 12 BPDTST_3  brigitte PLAY PLAY PLAY
‘Wrong Number  Predictive  2019-08-29  15:13:00 442079406700 07933626671 16 BPDTST_3  brigitte
ABC Order Predictive  2019-08-29 15:10:58 442079406700 07983626671 24 BPDTST_4  brigitte PLAY PLAY PLAY

In the Call Recording Playback dialog

e Click the »arrow to start playing the selected recording.
e Click the Il arrow to stop playing the selected recording.
e Click the Done hutton to close the playback dialog.
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