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Recording Controls

Application Overview

Calabrio Recording Controls is a
software application that allows
personnel who interact with
customers, or handle other critical
phone-based transactions, to
control call recording “on demand”.
Through their Cisco IP Phone or
browser-based controls, users can
start, stop, pause and tag calls. Users
can even add up to 10 metadata
fields to associate with a recorded
call, which is wuseful for call

classification and retrieval.
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Recording Controls for
Compliance and Quality
Management

Recording Control for Knowledge Workers

There are many reasons a business may wish to record customer calls - not just call
center agents, but other subject matter experts in product or technical support roles, for
example. There may also be instances where you want to put the decision to record in the
hands of your employees in internal or external legal, accounting, or HR roles. These
employees and subject matter experts (aka knowledge workers) may find they wish to
record calls for training examples, archival, or legal protection.

The Calabrio Recording Controls interface can be configured to provide the right amount
of control to a particular type of user. Knowledge workers might utilize the Recording
Controls applications in these types of call situations:

>  Subject matter experts may need to record only when an agent brings them in to a
customer contact.

> Executives may decide near the end of a call that they needed to record from the
beginning of a call to have a complete record of the transaction.

> Knowledge workers on a conference room phone may need selective recording for
external customer contacts or consultation.

Recording Control Contact Center Agents

With Calabrio Compliance Recording and Quality Management, the contact center has
the ability to control which calls are recorded for quality based on business rules.
Workflows identify the commonly important “calls of interest” to be recorded, reviewed
and evaluated. But contact centers may still want to give some control to agents.

For example:

> Allow agents to start recording of a call that would not otherwise be captured via
the workflow, but do not allow agents to delete a call that is being recorded.

>  Allow agents to pause recording during the course of a call to protect customer data
for PCI compliance.

> Allow any user to attach metadata to a recorded call to assist with future call
classification and search (i.e. flag all calls that purchase in excess of $1,000 in
merchandise).

Calabrio Recording Controls will operate through the user’s Cisco IP-Phone or browser-
based controls, as shown below.
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Calabrio Recording Controls is an add-on product that you can install and deploy in any
Cisco IP telephony environment that is running Calabrio Compliance Recording and
Quality Management or Cisco Quality Management version 2.6.x or 2.7.x.
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