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1. Configurations

The CyberTech Recording Solution consists of:

An Input card

The Recording software

recorded calls | quit

user administration ' system status | eyaluation

i my account | system installation | system configuration |

selection  forms  projects evaluate  review  reporting

A Chassis
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« Avalilable in 2 versions: Myracle and Pro

{CYBERTECH@@ (CYBERTECH_@@

« Myracle for max. 64 channelswpulug and-
play, turn-key solution, easy deployment

» Pro for larger installations, CTI integrations,
active VolP recording, screen recording

« Seamless upgrade path from Myracle to
Pro or Digital to VoIP recording
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CyberTech — Stand-alone

l, @
ooy ,
N P
Stand-alone for max. 240 channels

CyberTech — Server/Satellite

EITE g

EXrN - gy

Core I
Server

PC Workstation with fstandard)
Web based application ENC {optional)

S

%

PC Workstation with

\ Web based application erver W= laptians) /
Multi-site with satellites in
remote offices or branches

o @
L—_ Core Server plus Satellites for
easy expanding of channels
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2. Input Types
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The CyberTech Recording Solutions can capture
different kinds of input:

 Voice

 Data

* Screen
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Voice input

The voice input is the most important input of the Recording Solution.

Four types of voice input are accepted:

Trunk (E1, T1, CAS, DPNSS, Q.SIG)
Analogue or Digital Extensions

PBX Recording Port (PCM30/PCM32)
Span Port (VolP extensions, SIP)

N E
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Voice input

CyberTech — Voice Input Methods

n Analogue/Digital
L s

E1/T1 Trunk(s)

PSTN

' = i ot cm
P — ' i [Elecmso; or
’ ; P CDR
Network . Esenpor
switch eSSy

LN
Recording system
CYBERTECH®,
I . T sucosning 1oiutions

& &

IP phones

O

Optional: NAS

PC Workstation
with
Web based
application

22-Jan-10 — slide 8




CYBERTECH

Data input

Next to the voice capture, additional call data can be captured in three ways:

1. From the D-channel of the line

Each firmware protocol converter is able to decode the available data (D-channel).

For instance:; - external number
- username
- all info available on the phone display
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Data input — D-channel capture
Supported Systems

Digital Parallel - Generic - Reallitis DX 4-wire VolP E1/T1 digital passive trunk
- Alcatel - Goldstar - Rockwell Spectrum - Alcatel E1 CCS Trunks

OmniPCX

- Ascom Ascotel - Intertel Axxess - Selta - Avaya T1 CAS Trunks

- Aspect - ISDN2 ETSI/1TR6 - Siemens - Cisco T1 CCS Trunks

- Avaya - LG Starex-VSP - Tadicom Coral - Mitel

- Bosch Integral - Nitsuko DX2E - Toshiba Strata - Nortel

- DMS-100 (BRI) - Nortel Digital Serial - Siemens

- Ericsson - Panasonic KX-TD - Avaya Index (SDX) - Ericsson

- Fujitsu Coral - Philips/NEC - Mitel X200/SX2000 - Selta

The complete list of supported telecommunication platforms for D-channel capture can be found on
http://www.cybertechint.com/10272/1/connectivity.html.
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Data input - CDR

2. From a CDR output of the PBX

By adding a feed from the PBX with CDR PBX
(Call Detail Records) information to the
configuration, additional call data can be

added to the database.

Analogue / Digital / IP
Extension(s)

N

E1/T1 Trunk(s)

« A CyberTech CDR Service is available for

several PBX and Trading Room systems. i oo
Core Server
( o 0
S
MNAS /SAN / -;
\ 'Eh:}(ti i PC Workstation with /
optiona Web based application
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Data input - CTI

3. with a CTI connection

« By adding a feed with CTI (Computer >
Telephony Integration) to the configuration, a wiuiaes % - 1 Bosmmsine}
two-way communication between the PBX and > P
the Recording System can be established. N

« Additional information about a call can be "c“""@
stored in the database and the recording P
system can be instructed by the PBX to start saiste
recording calls. o Sore

NASTSAN -E

EMC PC Workstation with

\ (optional) Web based application /
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Data input — CTl used for active IP recording

CyberTech — Active IP recording

Media Gatewa '. P
PSTH B Phones
—3
Media Server
PBX CT1 _ ! _ ? 5
Server Digital
| Phones
( 1P NETWORK )
_ CyberTech —____  PCWorkstation
CTI Server : with
Web based
= CyberTech ™ application
Core Server
\ RECONDING SOLUTIONE /

The CyberTech Recording Solution has CTI integration for Active VolP recording available for:
e Avaya DMCC (formerly known as CMAPI)
e Nortel CS1000 (formerly known as MLS)

e Mitel Secure Connector (SRC)
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Screen input

e Screen Recording can be optionally added to the Voice
Recording

 The screens are recorded using standard VNC software and
transferred to a satellite

« The Screen Recorder send their recorded data (call + screen
to the Core Server, where the data it is stored centrally
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Screen input

In the standard web-based search & replay application, both the
audio, evaluation (QM) and screens can be displayed in the same

window.

| | i i | ation | user inistration yst status m. recorded calls | quit

=selection forms projects evaluste review reporing

Screen player Evaluation form
P, = 12 |1 5
= Novwair:

Corporate greeting given ? reeting given ?
£+
1 5

2

Greeting with a smile 7 (+-)
1 10
a

1 Accurate information given ? (+-)
QUALITY MONITORING

T Mo = |y
Ticket booked correctly ? (+-}
© ho # | ves

' Tweo lines of address checked 2 {+}

& i
Audio player Mo s
House namenumber repeated ? (+-)

03.8972
VOICE RECORDING ' o s
J Refund / Change of ticket conditions given 7 (+-)
® | ves

—— = - = b
= VRV T = V) (= 80% * =
(2)(m) {'j-!) G @) (=) (V&) |5 = r}ﬁ Bookina details reneated ? i+-) [w]
SCORE (S0 FAR)
ﬂ 01: Opening was not correct ou are evaluating call #895447 made by user Anthony Foster
(Tony_DEMO1SY on 3/8/2006 7:56:26 PM. 7 " 1 6

—q
"_‘)(,_e) Cancel | Save changes Save and Mext |
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 Calls are stored for
 Short term on the hard drive.
e Long term storage for archiving.

e Archiving can be done to any “ Commercial-of—the
Shelf” (COTS) media devices.
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Short-term Storage

Within the CyberTech Recording Solutions all the voice and
call data is stored as WAV files on the systems Hard Disk and .
as records in a central MySQL Database.

My

If the ‘encryption’ option is enabled, all stored calls will be
encrypted with the 256 bit Rijndael AES audio encryption. S Q l_ e
Hard Disk Usage (hours) — Storage Capacities

Compression Type 80 Gb HDD 180 Gb HDD 250 Gb HDD

Uncompressed 64Kb/s | 2.625 5.906 8.203

ADPCM 32Kb/s 5.250 11.813 16.406

ADPCM 24Kb/s 7.000 15.750 21.875

GSM 13Kb/s 12.727 28.636 39.773

Fast GSM 13Kb/s 12.727 28.636 39.773

True Speech 8.5Kb/s 19.765 44.471 61.765

Speex 8Kb/s 21.000 47.250 65.625

Speex 5.95Kb/s 28.235 63.529 88.235

Speex 3.95Kb/s 42.532 95.696 132.911

Speex 2.15Kb/s 78.140 17.5814 244.186
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Long-term Storage

Archiving Media

The archive service archives the calls to the storage media. Several types of
storage media are supported:

1. DVD Ram (4.7 GB)

2. lomega REV disks (35 or 70 GB)

4. EMC Centera

* NAS is a single storage device that operate on data files, while a SAN is a local
network of multiple devices that operate on disk blocks.
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4. Software

 Completely web-based User Interface (GUI)

 Same GUI for Administration, Users, Supervisors, etc.

 The User Interface has an easy menu structure.

» Depending on the user’s profiles, different menu tabs
will be available.

recorded calls | quit

| myaccount | system installation | system configuration | user administration gystem status .-

selection  forms  projects evaluate  rewiewe  reporting
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Secure Access

The access to the user interface can be protected by enhanced security
features such as unique user IDs, alphanumeric passwords, domain
authentication, account lockout mechanism, and will comply with most
password polices.

It is possible also via the user interface to grant or deny the access to several
system/user settings like:

Account and User Administration Settings

» System Settings
« Recorded Calls Settings
] ) record § censure st | hert setting from user’s group: Deny sccess™ =] |
« Channel Overview Settings I——— [ g somaers g Tey e T
USER ADMINISTRATION =i all lo dany | inherd | grant
USErs ] Inhierit setfng from user's growp: "Deny access® _-_I
user type | Waker M Checker
user detais scope [AB groupsa] = J
UuSer pefmESsnns SCope _"_I
USEF QTOUPS [ inhert seiting from user's group: Deny access™ =]
EOVerages | bt setting from user's group: Deny access™ =]
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Example: The search for a call

Search form

Search Form ~ Dite s

Selection | Callz made last VWEEK

Call id

Call status M| Recording W archived Calltype ¥ vox
F Unavailable FM On medium |7_ COR
M available |7 Restored

= User details

Reset form | Store query | Submit guery |

Search Results

ol

= e =
4 dsin, =
= L 20 2 MDD R mem L LEAREL
x= L SR 12 WOOET Mol wdnn £ #4107
o L PR T2 MU Hass s T [RREL )
E ] AT G0 1 HOOW  Howd  wdwn n LRERET )
Rl TR T TS R T b LR
£ Tt £ 1 SEHE A DI W wden = AR
r Tt O R T BOEEE WoeM men o SRR
b e 28000 120511 EODET  Wewd wann ] LEREE]
i AT R TGS L £ ML
T NI X200 MDA Hoowd  wdvin -} FPRRET )
11 Toat Cad 1 SR L 06 MOOTE WMok e 0 [PRERT
) an SR T MODT o wden T LEARE] )
el e S AL D Womed i H LA
= an S0 120 MODH e e L 11 - _dﬂ
Kl

| ¢ E 3 ] E E T [ ] > s

St L B B DN MR P
- 5 1 Dumpls T e ]
—— ) Charrad fuger)y Wad Forwod c olly g
SEENEG NS G = f - 5 mewm LEAMRRTI S
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Example: Calls Statistics

CyberTech Recording Solutions can also generate statistical reports using
the data stored about the recorded calls. These statistics can be used to
measure the efficiency of the organization and the utilization of the recording

system.

Report types are: Call statistics report 00

HOURS ON CALL
Data over last Month
All groups, All users, All Calls

» Percentage utilization
« Call volume

» Average call length —~ o
* Hours on call =
1004
50+ ' l =i
o : : “-:\

(£

(=]

o
1

Seconds
%]
[¥3]
o

USERS
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Calls Statistics is:

Easy to use — a combination of pre-defined reports, in addition to flexible
parameters, enable many different report types

Cost effective — all data of recorded calls are already available in the
recording solution; no external call statistics application is necessary

Integrated — Call Statistics is an integrated, free-of-charge application
feature

Using a unique drill down feature offering the possibility of zooming on any
parts of a graph.

Call statistics report (o] 7]

CALLS PER USERGROUP

Data over last Month
Group(s) 101-103, Users(s) 102-104, All Calls

100 -

80

CALLS

Total number of calls: 30
Data over: 2008-08-25 until 2008-09-25
User: Frank Blacky

60

40

20 4

Insurance Back Office Frank Blacky Will Smith Tonyl Buckley
USERS
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5. Optional Applications

« Optional applications available:
— For Public Safety: Incident Replay
— For Offline Retrieval: PC Replay

— For Trading Rooms: Replay to
Handset/Replay by Phone

— For System Integrators: Recorder API
— For Financial Organizations: WARP
— For Call Centers: Evaluation
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Incident Replay Application

The Incident Replay Application has been specially developed for
the search and replay of digital radio recordings.

The Incident Replay Application:

e Connects to different data sources at the same time and
combines the search results into one scenario.

 Reproduces search and replay in the same window, making it
very easy for the end user to search and play directly.

 Enables easy replay of complete scenarios.
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5 Incident 3 - Incident Replay (powered by Cybertech) =181 x|
Ble Edt Fearch Play Help
cderk | L N I L T
S SIEAEAEIE T CYBERTECH®:
Start Dade /| Dwotion | ColType | Charmel |  Diecon | Date Type Paumber Info || Crganesation | Estension |«
1 2006013151547 I'IU 04:08 0, ricerimeal 13 0, rBound Trunks Rolt 242 o= Croganisabon 205
2| 20060213 15:068.02 000340 O noemal 13 0, FBound it e A
5 000214 0, novmal 13 0, InBownd Trunks Ton 216 ges 205
q 00007 10, niormeal [} 0, inBiound Trunks Sanne 238 gos Crganization 253
5 ooooar 0, normal 13 0, inBiand Trunks Organization 205
B oo01:0s 0, nicstmeal 1 1, CidBourd Truriks isalion 209
Ll 000129 0, notmal 1, OulBound Trunks Organization 203
8 | 200E-03-13 144506 00009 0, noemal 13 1, CutBound Trunkz 0347881155 ges Crgantzabon 208
8 1314:47:04 00:04:01 10, normeal 13 1, CutBourd Trunks Framk 241 ges Crriganizath 205
10 313 14;35.22 0000 26 i, o mal & 1, CadBound Trunk=s Fok 204 bal Oropanisation 213 %3
33\, Synavooef® f’l I il |LI‘J
Yolume |Jl_| ||]|][ I'F‘M‘
Mige | Volume | Ditotiype | Key Start Date | puration | Start Play | Cal Type | Chomnel | Drection | Murker o | organizator | Exensin |
[ e s Tk 1605129 .'nn 0213 144104 0OXO4  000ROD O 13 I, OuBeund | Frank 241 ges Organisation | 205
2 [0 ] Wil Trunks 1605130  2006-03-13 14.45.08 0o040z 0 13 t, OulbBound 0347861155 ges Organization | 205
3 EI'" ] MynaVioice | Trunks 1605131 | 2006.03-13 145551 (AR e ] i, OumBound | A 290 s Organisation | 209
T [mi _u Myma'oice | Trunks 1605132 2006-03-1314:57 I'F_| DO1556 O t1 t, OulBound | Rolf 242 ges Cirganization 209
_5_.|_ —f] Myma'oice | Trunks 105133 0727 0 13 0, InBound Cock 293 pes Crganization | 205
5 Er —] Myna\'oice | Trunks 16051 54 DoO1E2a o ] 0, InBauind Sanne 238 ges Cirgpand=-akion 253
TT  ——{|Mmaveice  Trunks 1605135 2 D014 0O2VOE 0 13 0, InBound Ton 216 ges Crganization | 205
_a _:l_ —ﬂ Myna'oice | Trunks 1605136 200600313 15 06:02 000340  O0:24:58 o i3 0, InBound Lgnd3 3 Cirganizakion 205
g | =————{iMymevoice Trunks 1605137 0060313151547 000408 003443 0 13 D nBound  Rolt 242 ges Orgenisstion 205

13-03 1303 13-03 1303 13-03 £ 3 03 0 0 13403 1303 1303
15002 15003 1504 1505 1508 1507 i 5 1514 S 1516

Channet13

Chanmet11

Chanmet &
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PC Replay Application

The PC Replay Application has the same look and feel as the Web
Replay Application with the difference that the PC Replay
application is replaying the calls offline (from a DVD-RAM e.g.) and
IS using the Database copied on a storage medium.

1) Click on call
to select.
system ot SWTRIm syslem staius evaluation |..m¢ it
calk ul calumn seketian cals sty
EERTHTSaTS Incoming calls are
L : L | represented by the
26667 Hoith_DEMOZT 33 ORI 232700 DKM 430 49501250 = 4% red arrow entering
252566 Sandra DEMDME S5 200802232444 000118 +44 191 77282001 - 147 " b .
252565 g2 200501.0222:3623 00040 +48 351 5013181 - OX. a@m’g
253504 s MORAGZ AT OROZIE 432240493 4 calls the blue arrow
262563 108 2008002 21:5245 000150 +31 4 5725985 = 200 bﬂ -
252562 Car DBEMO2E el 008-N-021:3319 Q00202 +40 351 SL81 560 - 120 fmﬂm o o
282561 Keth CEMOSS 82 2008010221253 00040 43005 2718619 = 184
252560 Chris_DEMC2 1" 200B01.02 205325 00011 H4SEAZ 400612 = 103
2) Use the’e 252558 100 F0RTA-0Z 5013 On0E5 +34 37 2475TED - 187
buttﬂns to play 252550 E: 20060-0219:4548 000%40 +32 30 FO07TY > 191
252557 £ 20E01-0219:33 M oooza0 445 40 FEE109 = 181
and Stop 252556 Charlie_LEMCSS 123 2008.01.0219:12 51 000z zE <+44 151 70047620 - 156
reco rding_ M osmss5 B _pEMOsE 45 DOBH.OZ18:5547  O0OD1AG 31 51 2200458 - 447
e x I s 5 T s
1 & a 4 a [ 7 ] q 0
Buttons which
= change the speed
of playback, time
display and
] Airanable Vﬂff.h'ﬂe.
CUDsta +31 4 51253
vitns et pharetra dam puris
e Lohus massa diium rieges
quisaue danes vel molestisder—
Buttons used to =N} rawe | sswesges |
1 =
’UOP a call. 155542 Thecal ls svabed (o pat e Cotke 3 Finger print maches s = e 5['&:""‘ AT R A e R W P R —
155540 The cal Iz svalsls for playval = et pHnt matches, fis (¢ autner » THARIS RAS OV 4 ST
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Replay To Handset / Replay by Phone

CyberTech — Replay by Phone

Replay by Phone: a
call can be searched
using DTMF buttons on
the phone and replayed
on the handset.

a
t
i
L]

h ’
Phone

J

Replay to Handset: a CyberTech — Replay by Phone
call can search using the

1 i*g
standard Workstation PIKA board — = =
and the audio can be l s Tures
send to a selected @ Pox ’
handset Controlled by !_____ Waorkstation pone

-y 5 J
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Recorder API

Common functions

Retrieving user, channel’, call data information

e Registering and un-registering of free-seating
users

e Retrieving audio from the recorder

Access to historical data e Powerful and flexible search capabilities
e Access to all available call data

Modify parts of historical data | e« Modify parts of the stored information

Real-time functions” Receiving start and stop events

Start/stop recording on demand
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WARP (Work Authorization Replay Procedure)

Trader's Compliance
Trader Manager officer

 Provides Compliance with an

audited account of individual ©0) et
replay requests o ®
— .= — o
«  Enables an authorization chain to o I T
be established to allow or reject o) © | feiews Revews
individual requests for replay - I
<> [z
e  Avoids the need to employ N 4
additional staff to pinpoint the o = | = i
required recordings and puts this s sl | cecssli[

control back with the individual

requesting the playback. SJ’_<? :

* Fully automated (avoiding a -
manual slow process) and tailored -
to suit individual requirements
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Evaluation

The Evaluation Application is integrated into the web-based
search & replay application. Using a separate menu, the calls for
evaluation can be selected, evaluated and reviewed. A report
module is available for generating individual, group or company
reports.

The evaluation application consists of 6 parts:

1. Selection \
2. Forms

3. Projects by Evaluation
4. Evaluate 3
5 E | & |
6.

Review S
Reporting
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CyberTech Evaluation Offers:

» Evaluation of Calls & Screen _ _ _
Replay of the Screen Recordings can be integrated in the evaluation of
calls to get a total overview of the quality of the interactions.

¢ Custom made Forms
Flexible creation of evaluation forms with a question library.
Configurable
answelr types and weight per question, question can be marked as
‘critical’.

* Add remarks
During evaluation of the calls additional remarks in the call can be
added for coaching agents
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CyberTech Evaluation in the Web User Interface

As stated before, the evaluation application is accessible via the Web User Interface

my account system installation system configuration user administration system status recorded calls quit

=zelection forms projects evaluate reviewy reporting

Screen player Eualulltlon form

Eorin TpwicTeeed  Mawec  Moscale
77 B 1 Corporate greeting given ? reeting given 7

HIEIC I EE) 2

feoiplfie b0 Atcaftldbd {+-)

il 5
i L] -
2
Amesin 2 rmeces ACOOmHTEnEn rhoom B ONaTpelnTe s ]
w8 s | L Greeting with a smile 7 (+)
Wi Cre [ 6L il et L
) FerpoieTen | dfn_m_Imr3
Vet [ SHITH, SHERRLELYN e i ST o
oo [ {0800 11D TER 667 8 P w—— T 13
Towas [ veriora Pork, K5 66213 £ o sersce 1 Serteans Sncenr 1 TRRC | #2x . pad 5

LI R - -

s Ta rarams e s g Accurate information given 2 {+-}
Fratiad Cust ) | b S Fawaabha = | Spating | Ureakctad -

S e s SRy Mo *  ves
oot | Mest B | [Etrewen v ! [Lramiran - =

: —— Ticket booked correctly 7 {+-}

e S —

[ em norpaane] Mo * | ves

< i | [=] Two lines of address checked ? {+-)

Audio player Mo ® | ves

© House namenumber repeated 2 (+-}

03.972
® | No C | ves
Refund / Change of ticket conditions given 7 {+-}

= : = © Mo ® | ves
@)(m) (1) ») D@ (=) (O |z I [w]
A _/_/J =/ 2AZIES J ,_./I = = m \:) Bookina details repeated ? (+-) 2

SCORE (S0 FAR)
n 01: Opening was not correct You are evaluating call #695447 made by user Anthory Foster vy
{Tony_DEMOLS) on 3/8/2005 7:56:26 PM, 7 " 1 6

! 3{)"5) Cancel I Save changes I Sawve and Mext |
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The CyberTech Recording Solutions can be summarized by the following features:

- () Capture
Of Voice, Data and Screens
- ® store
Store for short- and long-time archiving
- ) search
Using a Web-based user-interface
Replay
Using commercial off-the-shelf (COTS) hardware
Evaluate
Additional applications for QM and Scenario Replay
Analyse
With Call Statistics

® 6 @
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More information: www.cybertech-int.com
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