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CHAPTER 1

Installing VRManager Pro

VRManager Pro performs recorded file management — indexing,
converting, tracking, playback, reporting, and other critical functions for call
center customers who would like to keep recorded files for administrative,
legal, or quality assurance purposes.

VRManager Pro offers security features that were not available in previous
releases of VRManager:

* You can store voice recordings in encrypted format

* You can now grant specific file record privileges to individual users
(play, trim, and export)

* You can save VRM application data in an external database

* You can now set password requirements ensure that users create more
complex passwords

* You can implement password policies; configure appropriate password
expiration periods, set session timeout durations, and define the
maximum number of login attempts allowed

* Users can now trim voice recordings and export the trimmed
recordings. Note that the original recording will not be affected by any
trimming. Trimmed recordings cannot be saved back to the recording
media.

* The audio player display has been enhanced
* VRManager Pro is integrated with the CDR database
Limitations:

* VRM Pro cannot read unencrypted recording files that were created in
earlier releases directly. Instead, VRM Pro will use Windows Media
Player to play recordings that were captured in earlier releases

For Customers Who Previously Used VR Manager

If you had a previous release of VRManager, you must upgrade to VRM Pro.
VRManager is no longer supported, beginning with Release 8.5.1.

Follow the steps in the separate VRM Pro Upgrade Guide to upgrade from
VRManager. Note that no new licenses are required when upgrading.

VRManager Pro Manual 1



VRM Pro Server Requirements

You must install VRManager Pro on a different system than the one on
which the MaxCS ACM server is installed.

The VRM Pro Server must meet the following requirements. Installation
requires 1GB of available hard drive disk space; however, more space is
required for CDR storage and recording files.

* (.729 is approximately 60KB per minute recording

* G.711 is approximately 480KB per minute recording
Operating systems supported:

*  Windows Server 2019

* Windows Server 2016

* Windows Server 2012 R2 (64-bit)
Server System minimum requirements:

* A standalone system

* Intel 2 GHz Pentium IV or faster

* 40 GB available hard drive disk space (note that large recording
storage will require mode space)

* 4 GBRAM
* MaxCS Release 9.0 Update1 or later

* A VRManager Server license must be installed at the MaxCS system.
(You can verify the licenses when you run MaxCS Administrator by
selecting License > License Information.)

* Recording Seat/Session licenses are needed for users to work with
VRM Pro

* IDE RAID 0-1 (minimum) hard drive
* NIC
* Microsoft SQL Server Express 2008 SP1* or SQL Server 2019

* If you are upgrading from VRM to VRM Pro, note that you cannot use
the SQL 2008 express DB bundled with your old VRManager. It is
highly advised that you install a new SQL and create a DB in that SQL
install because in most cases you will not have enough room in the old
VRManager SQL 2008 Express DB to migrate your records.
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VRM Pro Client Requirements
VRM Pro client systems must meet the following requirements.
Operating Systems supported:
* Windows Server 2019
* Windows Server 2016
* Windows 10
* Windows 8.1 (64-bit)
Client system minimum requirements:
* IBM/PC AT compatible system
* 2 GHz CPU or faster

* Ifinstalled on the same server with MaxCS, you will need an additional
2 GB disk space and an additional 2 GB RAM

Pre-Setup Steps

You can use the CDR database as VRM Pro’s database. If you do not want
to use the CDR database, you should install SQL Server manually before
you install VRManager Pro. VRM Pro supports an external SQL server only.

If you choose to install VRM Pro data in a separate database from the CDR
database, set up that new database before you begin the installation
process.

Java JRE will be automatically installed for you.
Before running the setup program, please ensure the following.

» File and print sharing must be active on your operating system. To
verify this (your steps may vary depending on your operating system
version):

1. In the Control Panel, double-click Network Connections.
2. On the Advanced menu, click Advanced Settings.

3. On the Adaptors and Bindings page, ensure that File and Print
Sharing for Microsoft Networks is selected.

* Make sure that Silently succeed is selected in the local security
options named below.

1. Inthe Windows Control Panel, double-click Administrative Tools.
2. Double-click Local Security Policy.

3. Expand Local Policies.

4. Select Security Options.
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* Make sure that the CDR database has already been deployed.

Installing VRM Pro

During installation, Jservice Loader will be installed on your system
automatically.

1. Run the Setup program and follow the instructions on the screen.

i VRManager Pro - AltiGen Installation Wizard

Custom Setup
ALTIGEN

Select the program features you want installed. COMMUNICATIONS

Click on an icon in the list below to change how a feature is installed.

Feature D ipti
=3 ~ | Voice Record Manager Service e

R e A This feature will be installed on

the local hard drive.
¥_~| Voice Record Manager Client

This feature requires 536KB on
your hard drive.

InstaliShield

2. In the Custom Setup screen, choose to install both VRM Service and
VRM Admin. If you plan to use the VRM Client at this system, also
select Voice Record Manager Client. Then click Next.
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VRManager Pro - AltiGen Installation Wizard [x]

VRM Pro and Altigen's QM application use the same database, If you have privacy concerns,
you can store the VRM Pro and Quality Management data in a database separate from the COR
database. Otherwise, it is best to store all the application data in the CDR database, since it is

easier to manage a single database.

ALTIGEN

COMMUNICATIONS

®) Store my application data in the CDR database,

Store my application data in a separate database that is already created.

[ <Back | Net> | [ Cancel

The next panel asks where you plan to store the VRM Pro application
data.

VRM Pro and Altigen’s Quality Management application use the same
database. It is easiest to store all of the application data in the CDR
database. If you prefer, you can store the VRM Pro and Quality Man-
agement application data in a database that is separate from the CDR
database.

Choose whether to store the VRM Pro application data in the CDR
database, or store it in a separate database. Then click Next.

If you chose to store VRM Pro application data in a separate database,
a panel opens for you to specify the details for that database. Note that
the SQL DB account must have read/write/update schema privileges
for that database.

Enter the information and click Next.

Cloud customers can retrieve this database information from the Alti-
gen Cloud Portal, on the General tab, in the Call Center section.

For this field in the VRM
Pro Installation

...enter this information from the
General tab of the Altigen Cloud

Wizard... Portal.
SQL Server Address SQL Server Name
SQL Instance Leave this field blank

SQL DB Name

CDR Database Name

VRManager Pro Manual
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For this field in the VRM | ...enter this information from the
Pro Installation General tab of the Altigen Cloud
Wizard... Portal.
SQL DB Account SQL Username
SQL DB Password SQL Password

VRManager Pro - AltiGen Installation Wizard -
Enter app data database login credential ALTIGEN

COMMUNICATIONS

SOL Server Address: [1 0.30.7.44
SOL Instance: [SOLEXPRESS14
SOL DB Narme: |v|mdb
SOL DB Account [sa
SGL DB P. g | |
<Back || Nea> | [ Concel

5. Inthe next panel, specify details for your CDR database and click Next.
Note that the SQL DB account must have read/write/update schema
privileges for that database.
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VRManager Pro - AltiGen Installation Wizard -

CDR Database Configuration ALTIGEN

COMMUNICATIONS

Enter COR database login credential

SQL Server Addvess: (030744
Instance: {Wesslé
Database Name: icdd:
SOL DB Account [sa ]
SOL DB Password: | eessccssses
<Back | MNew> | [ Cancel |

After you complete the installation process, you can run VRM Pro Admin
from the Windows Start menu.

Note: If VRManager Pro is run behind a firewall, open TCP port 10040.

(VRManager Pro may not work behind NAT.)

Installing VRM Pro Client

To install VRM Pro for a client system,

1. Run the Setup program and follow the instructions on the screen.

VRManager Pro Manual
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- |
I Custom Setup

ALTIGEN

| Select the program features you want installed. COMMUNICATIONS |
Click on an icon in the list below to change how a feature is installed.

Feature D ipti
- ¥_=| Voice Record Manager Service T:_a f;'emesu'!:i o .
- ¥ = | Voice Record Manager Admin R TGN LN VO

local hard drive.
Voice Record Manager Client

This feature requires OKE on
your hard drive.

InstaliShield

2. Inthe Custom Setup screen, choose to install Voice Record Manager
Client.

Note that if you install VRM Pro Admin on a client system, some
Browse buttons will not appear.

After installation, you can run the VRManager Pro Admin or VRManager Pro
Client from the Start menu. Use the “Login as Administrator” option to run
VRManager Pro Admin.

Note: If VRManager Pro is run behind a firewall, open TCP port 10040.
(VRManager Pro may not work behind NAT.)

Setting Access Privileges

The JService Loader Windows service account must have read/write/delete
privileges to any folder used by VRM Pro. This includes the following
folders:

* The Primary storage folder specified on the Pooling tab
» The Backup storage folder specified on the Storage tab
* The Log folder and the Daily report folder, as specified on the Log tab

* The Centralized Recording folder specified on the MaxCS ACM tab
(read/write/delete privileges are not required for this folder if the
username and password fields are used)
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Configuring Database Connection

In earlier releases of VRManager, a SQL Server Express instance was
automatically installed for you. For VRManager Pro, however, we
recommend that you use your own SQL Server instance, SQL Server
version 2008 or later.

After you install VRManager Pro, we recommend that you open VRManager
Pro Admin and configure your database settings. These steps are
discussed in the next chapter, “Database Page” on page 26.

VRManager Pro Manual
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CHAPTER 2

Using VRManager Pro Admin

To run VRManager Pro Admin:
1. From the Windows Start menu, choose VRManager Pro Admin.
2. Right-click VRM Pro Admin and choose Run as Administrator.

¥RM Pro Admin -- Login B3

VRM Server [110.30.8.218 |

Fassword |a—a—wmrmm— |

@ Save Password

L —
L QK I Cancel

3. Enterthe VRM Server |IP address or server name and Password. (Th
default password is 22222.)

4. Check the Save Password checkbox if you want VRM Pro Admin to
remember the password the next time the program runs.

5. Click OK.
Note: Each Windows user has his own VRM Admin login setting.

VRM Pro Admin Window

VRM Pro Admin has several configuration pages:
* User Page — see page 12
* Pooling — see page 19
» Storage — see page 21
* Log — see page 21
* MAXCS ACM — see page 24
* Database — see page 26

* Integration — see page 26

VRManager Pro Manual
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User Page

The User page shows the User List for VRManager clients and shows the
workgroups, extensions, and systems that the user can query. From this
page, an administrator can add, edit, and delete users; limit their queries to
certain workgroups, extensions, and systems; change user passwords; and
change the VRM Pro Admin password.

¥, ¥RM Profidmin 8.5

_iUSer,Pooling Storage | Log | MAXCS ACM | Database | Integration |

UserList 1
| Mare Workgroup| Extension | TenantiD' | SystemID
|
|

i Edit ) . Mew )i Delete }
L |

|
£
. Configure Password Policy )

U ok ) [ cancel )

User Password Requirements

In VRM Pro, user passwords must meet a more complex standard than in
VRManager.

When a user changes a password, or when an administrator resets a
password, it must meet these requirements:

» Passwords must be at least 7 characters long
* Passwords must contain:

» at least one upper-case letter

» at least one lower-case letter

» atleast one numeral

» at least one special character: #! ? *, or @
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¢ Passwords cannot contain the user ID

* Passwords must be different from previous passwords

Adding Users
To add a new VRManager Pro Client user:
1. Click New.

User Email Address I:I

Fassword minimum 7 characters; include 1
uppercase letter, 1 lowercase letter, 1
numeral, and 1 special character

s - # N
L DK ) [ Cancel )

2. Enter a user email address; this must be in email format (for
example, newuser@altigen.com). The user name is not case-sensitive.

Enter a password (refer to “User Password Requirements” on page
12), and confirm the password.

3. Click OK. The new user appears in the User List field.

To limit this new user’s queries and recording privileges, refer to the
next sections.

Editing User Details
To edit a user:

1. Select the user on the User page and click Edit.
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%Edit User Profile [ x|

3.

User|D: | Change Password }

Frsthame: [ ] tastName [ ]
Tite: L ] oepament [ ]

wokgou: [ | etension [ |
systenD: [ Tenamto: [ ]

WRM Privilege: @ Flay @ Trim @ Export

Guality Management Role:

\/_ QK )/ Cancel )

Enter (or update) the name, title, department, workgroup numbers, the
extension numbers, and system IDs.

Separate entries with a comma.

To allow the user to query all workgroups or all extensions, leave those
text boxes empty.

To assign recording privileges, refer to the section “Configuring User
Recording-file Privileges” on page 14.

Make your changes, and click OK.

To delete a user, select the user and click Delete.

Configuring User Recording-file Privileges

Administrators can now grant various privileges to individual users as
needed. Actions on recording files are logged, so that Administrators can
identify any actions upon a recording file.

1.
2.

14

Select the user on the User page and click Edit.

Check the appropriate Privilege checkboxes to grant permissions for
this user, and then click OK.

Play — Allows this user to play voice recordings
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* Trim — Allows this user to trim a voice recording and export it. The
original recording will not be affected by trimming.

Trimmed voice recordings cannot be saved back to the recording data.

* Export — Allows this user to export recordings

Configuring User Quality Management Privileges

AltiGen now offers a new Quality Management application, which can be
used for assessing the quality of voice recordings. Assessments are accom-
plished by a user listening to a recorded call while scoring the agent's per-
formance on that call. Performance is scored by responding to a series of
evaluation questions within an assessment form.

For information on ordering and using the Quality Management application,
contact your AltiGen representative.

Administrators can grant Quality Management privileges for each user,
designating the user as an Admin or a User (or both).

1. Select the user on the User page and click Edit.
2. Select the role(s) for this user:

* Admin — Admins can set system configuration options and edit user
privileges within the Quality Management application.

* User — Users can log into the Quality Management application. More
specific privileges, such as the ability to perform assessments and work
with forms, can be set by Admins within the Quality Management
application itself.

Reviewing Activities Performed on Recorded Files

Administrators can now view details for recordings that have been viewed,
trimmed, or exported within a certain time period.

VRManager Pro Manual 15



1. On the User tab, click Activity.

W, YRM Prof.dmin 8.5

j User|Pooling | Storage | Log | MAXKCTS ACM

~LlserList

Marme Warkgroup Extension

A new Activity panel opens. The panel may initially be empty.
2. In the lower right corner, click Search.

In the Search panel, specify the search criteria.

Activity Filters
e ; (| pyi— Y
User Al - Operation All -

Activities that occurred duting this period:

From Sepzzoa =] (o0« (oo =)

To Oct14,2019 > 23 vy 59 -

Recording Filters
Date of Recording:
Frorm Oct 14,2008 * 0o vl o0 vl

To fet1a. 2019 =] (23 v (s8 =)
catess (= ) [ | tengh (= ¥ [ |
calenn (= *) [ | cessionn (= ¥)
ows (= 9 [ ] comment (=)
WUrkGruupf’:—'\ [ ]

Call Disposition -3

ok ) [ cancel )

3. Inthe upper set of fields, specify which activities to search for:
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¢ User — Select a user, or leave the field set to All to show all records
for all user activity.

* Operation — The type of activity you're looking for.
» All — Shows records for all user operations
» Play — Shows only those records where the recording was played
» Trim — Shows only those records where the recording was trimmed

» Export — Shows only those records where the recording was
exported

* From/To — Date range of the activity. Choose a begin and end date
and time, to find recordings that were played, trimmed, or exported
during a specific time frame.

4. Inthelower set of fields, you can narrow your search for a specific voice
recording that has been played, trimmed, and/or exported. These fields
are optional.

* Date of Recording — A date range of the recording. Enter the From
and To fields to narrow the results to those messages that were
recorded during a specific time period.

* Callee ID — Specify a specific callee ID for the recording.

» Caller ID — Specify a specific caller ID for the recording.

* DNIS — Specify a DNIS for the recording.

*  Workgroup — Specify a workgroup for the recording.

* Length — Specify a length for the recording.

* Session ID — Specify a Session ID for the recording.

* Comment — Search for a keyword in a comment for the recording.
» Call Disposition — Specify a Call Disposition Code.

5. After specifying the search criteria, click OK. The results appear in the
panel.

The next figure shows an example of a search for records that were trimmed
on a specific date. You see the activity “Trim” in the Operation field, and a
single date of May 17th in the Operation Date field.
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[£] Activity X

User | Operation| OperationDate |RecordiD| Sessio.. - |BeginTimestamp| EndTimestamp | CalleelD | CallerlD | DNIS |WorkGroup | Length | RecordDate | State | Comment
Tim 5A716 416 PM 421463175087 000020224  00:00:27.3024004 4000 0000:50  5/13/16 545 PM Backup
Tim 51716 4:58 PM 421463175087 ODOD0B261  00:00:15.2184004 4000 00:00:50  513/16 545 PM  Backup
Tim 51716523 PM 831463175123 000003390 00:00:048134000 4004 00:00:06  5/15/16 506 PM  Backup
Tim o 51716523 PM 891463175123 000002463  00:00:04.0174000 4004 00:00:06  5/15/16 506 PM  Backup
M SN7AE1A2PM 100 1463176130 000002755 00:00:05.3314004 4000 00:00:05 516116251 PM Backup
M SN7AB1A3PM 1021463176130 000001908 00:00:03.9224004 4000 00:00:05 516116 251 PM Backup
M SATAE 14 PM 1021463176130 000000985  00:00:01.774 4004 4000 00:00:05 516116251 PM Backup
M SN7AB 1S PM 1021463176130 00:0000.000  00:00:00.299 4004 4000 00:00:05 516116 251 PM  Backup
Tim o 51716 1:08 PM 1101463176135 000000746 00:00:01.603 4004 4000 00:00:03  5/17/1612:10 AM Backup
Tim 5N7/161:08 M 1101463176135 000000545 00:00:02.699 4004 4000 00:00:03  5/17/1612:10 AM Backup
Tim 51716553 PM 111 1463176136 00:0003989  00:00:05.0604004 4000 00:00:05  5/17/1612:10 AM Backup
Tim o 51716553 PM 111 1463176136 000002433 00:00:03.071 4004 4000 00:00:05  5/17/1612:10 AM Backup
Tim o 5N716 554 PM 111 1463176136 000002626 00:00:03.585 4004 4000 00:00:05  5/17/1612:10 AM Backup

(Csearcn ) CExpont

On the results page, you can sort the results by any of the columns. For
example, click the column heading User to sort by user name. Click the
heading again to reverse the sort order.

To export the data to a CSV (Comma-Separated Value) file, click Export. In
the Save dialog box, specify the location and a filename. Click Save.

Changing the Admin Password
To change the VRM Pro Admin password:
1. On the User tab, click the Change Admin Password button.

Change Admin Passward }

) { Hel A

%hange Admin Password [ %]

Fassword minimum 7 characters; include 1
uppercase letter, 1 lowercase letter, 1
numeral, and 1 special character

P s
ok ) [ cancel )

2. Enterthe information in the Old Password, New Password and Confirm
Password fields, and then click OK.

Configuring Password Policy

Note that user passwords must now meet specific requirements; see “User
Password Requirements” on page 12.
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You can set global policies for user password expiration and login attempts.

1.
2.

On the Users tab, click Configure Password Policy.

In the next panel, customize the options as appropriate for your
organization and click OK:

» Passwords expire in: Enter how long, in days, a password can remain

active. Your entry must be a number from 7-365. Once that interval has
passed, users will be required to create a new password.

If a user logs into the VRM Pro client while the password is within 7
days of expiring, the user will be prompted to change the password.

Once a user’s password has expired, the user will be permitted to log
in, but will be forced to change his or her password before using the
VRM Pro client.

* Inactive sessions log out in: Enter how long, in minutes, a session

can remain active. Your entry must be a number from 5-60. Once a user
has been inactive for the full interval, the system will prompt the user to
log in again.

* Maximum login retries until account is locked: Enter how many

times a user can incorrectly log in before the account is frozen. To be
considered a retry, the entered password must be different from the last
attempt. Your entry must be a number from 1-10. Once an account is
locked, it remains locked until an admin unlocks it by resetting the
password.

Etonﬁgure Password Policy [ %]
Passwords expire in: days
Inactive sessions log aut in: minutes
Maximurm login retries until account is locked: 35 times

P g N
L QK L Cancel )

Pooling Page

The pooling page lets you set the location of the primary storage directory
and specify file format.
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VRM Pro Admin 8.5 =)= -

User | Podling | storage [ Log | MAXCS ACM | Database | Integration |

Frimary storage directory 2
|D:1VRMRecording L Elrowse)
rSelectthe format——

@ WAl Encrypted PCM (8khz, 8hit, Mono, 8.0kBizec)

O WAl Encrypted G.7 294 (Bkhz, 8hit, Mano, 1.0KBl/sec)

r's
L Change Encryption Passward )

¢ Y (e )  netivity ) Cok) (cancel )

Storage Directory

Click Browse to select the location. VRM Admin pools the newly recorded
files from the MAXCS server, and saves them into the primary storage
directory in .wav format (G.729A).

Note: The Browse button is not available if VRM Pro Admin is running on
a different server than VRM Service.

Encryption

The pooling page is also where you can specify your encryption format
preference.

1. To store voice recordings in encrypted format, select the option WAV
Encrypted PCM (8khz, 8bit, Mono, 8.0kb/sec). This will encrypt voice
recordings with AES 256.S.

2. Click OK.

Changing the Encryption Password

You can change the encryption password as needed. Note, however, that
doing so will re-encrypt all recordings, which may take several hours and
may tie up a significant number of system resources.

To change this password, click Change Encryption Password. Enter the
old password and a new password (twice).

Note: In order to change the default password, you must leave the “Old
Password” field empty.
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Storage Page

On the Storage page you can set backup conditions for the storage of voice
records.

¥, YRM Pro Admin 8.5 [T =]

User | Pooling | Starage [Log | MAXCS ACM | Database | Integration |

rBackup Condition -

O Automatic delete record without hackup

]
[l
]
@ Schedule Backup
@ Backup records alder than dayis)
@ Startwhen free space below []=]
@ Startwhen free space below %

[ om0
: Sehedule | )

£
Backup storage |C:1Pr0gram Files (xSS)LAItiGenIVRManag| . Update )

£
. Execute Mow )
( Y (Chen )  ctivity ) ok ) (cancel )

Select from the following conditions:

* Automatic delete record without backup — VRM Pro Admin will
delete records without backing them up. To set additional automatic
delete parameters, select any of the following options:

» Delete records older than x day(s)
» Delete records when free space below x MB
» Delete records when free space below x %

* Schedule Backup — VRM Pro Admin will automatically back up, then
delete records. To specify backup parameters, select from the following
options:

» Back up records older than xx days
» Start when free space below x MB
» Start when free space below x %
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Schedule — For detailed settings, click Details. Use the drop-down list

to select the Schedule Task (Daily/Weekly/Monthly), use the up/down
arrows to select the Start Time and to define the Daily Schedule
(every x days), Weekly Schedule (any day in every x weeks), or
Monthly Schedule (any date in every month), then click Apply.

petais x|
Daily: At 09:18:20 every day, starting 2004-10-28
Schedule Task Start Time
(DaiySchedule ~) [og1s.20 4] ( advanced )
rDaily Schedule
dots
D Show multiple schedules  Apply ) | Cancel )

Use the Advanced button to set a Start Date and End Date; or
check the Repeat Task checkbox to set up parameters for a
continuous schedule, then click OK.

Start Date

[ End Date

] Repeat Task

kS|
bon4-10-22 o

| |C

T

(o]

[o]

oK ) | cancel )

Check the Show multiple schedules checkbox to display and set
up more than one schedule. You can add new multiple schedules,
then modify them.

Backup Storage — Enter the location for the backup storage, or use

Update to select a new location.
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Backup storage 3 x|

@ Local Storage () Netwark Storage

|am F\IesziGem\f'RManagenVRMbackup‘ ¢ Browse )
| 1]
Cor ) ( cancel )

You can enter a local path or network path. The destination of the
backup location must be valid and accessible in the local computer or
remote computer. The user must have full privilege to read/write to the
shared and local folders. Also, VRManager supports backup to
DVD/RW; simply enter the path for the DVD/RW location.

Note:The Browse button is not available if VRM Admin is running on
a different server than VRM Service.

* Execute Now button — Click this button will begin backup of records.

When you have finished setting backup parameters, click Apply or OK.

Log Page

A log file for the VRM Pro server is created each day named
“yyyymmdd.log” (for example, 20040404.log). A daily report for the VRM
server is also created “yyymmdd.rpt” (for example, 20040404.rpt). The Log
window allows an administrator to set the directory paths for VRM log and
report.

Note: The Browse buttons are not available if VRM Pro Admin is running
on a different server than the VRM Pro Service.

¥, ¥RM Pro Admin 8.5 (==

User | Poling | Storage | Lod | MAXCS ACH | Database | Integration |

Set Log Directary

‘b\Program Files (a6 AliGenYRManageniogs | Browse )

@ Celete the log files older than dayis)

Set daily report directory

P
ChProgram Files (x8E)AIIGenWRManagerireparts ‘ . Browse )

@ Delete the report files alder than daw(s)

P ervwrm——— —"
:Semdanyrepunhyman L (

L Apply . Help | Activity f O . Cancel
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» Set Log Directory — Use Browse or enter a path to specify where you
want log files to be saved; check the Delete the log files older than x
days checkbox to delete archived log files.

» Set Daily Report Directory — Use Browse or enter a path to specify
where you want daily report files to be saved; check the Delete the log
files older than x days checkbox to delete archived daily report files.

* Send daily report by mail — VRM will send a report When there is a
warning or error or Always. Use the Mail Configuration button to
configure the recipient’'s email address. Click Test to send a test email.

Click Apply or OK when finished.

MAXCS ACM Page

The MAXCS ACM page displays the MAXCS servers and centralized
recording directories that VRManager Pro will access. Here, administrators
can add or delete MAXCS servers and specify the centralized recording
folder for the specified server.

¥, ¥RM Pro Admin 8.5

User| Pooling | Storage | Log | MAXCS ACH| Database | Integration |

MAKCE ACM server list
|10.309.203

FESN - JETT—
/ Mew ) [ Delete J|

Centralized Recording Directory

User Email Address \:\ Fassword \:\

J—
Cappty ) (hen ) ( activity ) Cok ) (cancel )
|
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Adding Servers
To add a new MAXCS ACM server, refer to the next sections.

Add servers at the MAXCS system

1. Make sure the Centralized Storage directory is located on the local
drive on the MAXCS system.

2. Share the storage directory with Full Control to a domain user or local
administrator.

Add servers at the VRM Pro Server
1. On the MAXCS ACM page of VRM Pro Admin, click New.

Add New Server

ACM Server Address

Centralized Recording Directory

2. Enter the MAXCS ACM Server IP Address, Centralized Recording
Directory (the Share name of the centralized recording folder), User
email address and Password. Then click OK.

Note that if the user account belongs to an NT domain, you must enter
“NTDOMAIN;username” in the User Name edit box.

If the account is local Administrator, just enter administrator.

After adding a new server, VRM Pro Service immediately checks the
MAXCS server for the VRManager Pro License.

The newly added server is displayed in the MAXCS ACM Server list.

Note: VRManager Pro starts converting all voice recording data as soon
as the MAXCS ACM Server information is added to the MAXCS
Server List.

Changing the Centralized Recording Directory

To edit a MAXCS ACM server’s location for the centralized recording
directory, highlight the server in the server list, then input the new location
in the Centralized Recording Directory field.
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Database Page
On this page, you can specify database connection details.

¥, YRM Pro Admin 8.6.1.200 [T =]

User | Pooling | Storage | Log | MAXCS ACHW | Database | Integration

Datat-a-ase Seriréf ConneEtivity -

CDR Database Server Address: |1D.30.?.44

CDR Database Server Instance: |SQLE}<PRESS1

|
|
|
Authentication: i b

CDR Database Name: [86CDI
User Account: |Sa |

Account Password: | |

*Please restart VRM service to take effect.

ra
Application Database Connectivity } . TestConnection }

Capnty ) Help ) ( activity ) Cok ) (cancel )

The database information on this page specifies the database to store VRM
Pro application data.

For the Database Server Address field, you can indicate a specific port by
appending the port number after the IP address, preceded by a colon
character. For example: 127.0.0.26:1500.

Click Test Connection to confirm that the configuration is correct.

Integration Page

This tab is where you enable or disable integration with the Quality
Management application. This application is described in a separate
document, Quality Management Guide. Refer to that document for
installation instructions.

To enable or disable integration with the Quality Management application,
1. Click the Integration tab.
2. Check or clear the option Enable Quality Management Integration.
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3. If needed, update the URL for the server where Quality Management
feature has been deployed.

You can also click the Activity button to review activity on voice recordings.

¥, ¥RM Pro Admin 8.5 [_ T =]

| i_lge.r hooling | Storage | Log | MAXTES ACM batahage | Intrgratinn |_\

Guality Management

@ Enahle Quality Management Integration

Sever URL: [ hittp:i10.30.8. 21 Siqualitymanage |

) Hel ) O nctivity ) ok ) (cancer )
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CHAPTER 3

Using VRManager Pro Client

The actions that you can perform within VRManager Pro Client will depend
upon the privileges that your administrator has granted to your user account.

This section describes all of the possible actions; if you try to perform an
action for which you do not have sufficient privileges, an alert will let you
know.

To run VRManager Pro Client:
1.  From the Windows Start menu, choose VRManager Pro Client.

x

WRM Sarver | |

Lsamama | |

Password | |

: Save Password

o G —
Ok [ Cancel J

2. Enter the VRM Pro Server IP address or server name, User name and
Password.

3. Check the Save Password checkbox to have the VRM Pro Client
remember the password the next time the program is run.

4. Click OK.
Note: Each Windows user has a unique VRM Pro Client login setting.

VRM Pro Client Main Window

When you start VRM Pro Client, the first window you see is the main
window.
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a"-ﬁ?\l'oice Record Manager 10l =|
File Edit Report Help

H &R e O

“ b ) calteen ) sessionip ) catenp ) pmis ) warkGroup ) Length )

At the top is a menu bar, and below is a quick-access toolbar. At the bottom
is a scroll bar for viewing the columns.

Note: Each Windows user has a unique VRM Pro Client display column
in the main window.

Menu Bar

Using the menus, you can perform the following functions:

* File — Export Voice Record, Export Search Result, Change Password,
Exit

» Edit — Search, Play, Play this Session, Display column, Option
* Report — Report
* Help — Help Contents, About (VRM Client version information)

Quick Access Toolbar

The toolbar contains buttons that are menu shortcuts.

Exports the recording or search Opens Report
results to a specified location Generation dialog box

_ -
Ei Eﬂ\ﬂ% a O;\?epres?osnclient

/ ‘ - information

Opens search Plays the
options selected voice
recording
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File Menu

On the File menu, you can export records, export search resuts, and change
your password.

@ Voice Record Manager Pro

File | Edit Report Help
Export Yoice Record
Export Search Result

Change Password

Exit

Saving Files

You can export search results and save actual recording files, depending
upon the privileges of your user account. The next figure shows the menu
that opens when you right-click in your search results.

1)

sessioniD )| calleno |0 oriz ) workGroup ) Length }f:

12 Yoice Record Manager
File Edit Report Help

H &% &) O

g [ 3]

O o ) calleen ) sessionin ) caleno ). Dmis ) workGroup ) Length
20108 18045590509 1098320684 309 300 00:00:30 +
20108 309 1098320695 2052630457 2526346 300 0007250
20110 14045220035 1098320722 309 200 00:01:28
0111 ASB1BIGITET 1098330 ppy 300 00:00:40
20112 309 108320 . _ 3 300 00:02:22
20113 300 1pogazg|  Playthis session 347 200 00:04:32
20114 35 1098320 ExpartWoice Record 300 00:00:00
20115 16137456562 10983200  EypantSearch Resul 00 00:00:41
20116 17328734156 1098320bus - 300 00:05:45
20117 15085874844 1098320917 309 300 00:00:45
20118 313 1055320830 304 300 000011
20119 309 1099320037 7057920182 3525347 200 00:06:34
20256 17025911811 1098320700 319 200 00:00:02
20256 17024572576 1098320702 319 200 00:01:17
20257 35 1098320723 319 00 00:00:06
20260 39 1098320896 7045610707 583 200 00:02:25
20261 206 1098320896 319 583 300 0001259

40 ¥ b

Exporting Search Results

To export the search results to a .csv file, choose File > Export Search

Result from the main menu, or right-click the search results list and choose
Export Search Result.
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Exporting Voice Records
To export voice recordings,

1. Select the record or records to export. Use Ctrl-Click to select multiple
records.

2. Right-click within your selection and choose Export Voice Record.
3. Choose a folder and click Save.

4 4002 1481049657 5108388987 14087081361 00:00:06
5 4002 1481049658 4001 00:00:05
6 4002 1481049658 Play 00:00:05
7 1103 1481078084 Playthi5 5858100 00:00:01
8 4002 1481078085 00:00:03
9 1103 1481078084 Export Voice Record k 00:00:02
10 conf 1481078084 Export Search Result 00:00:08
11 4002 1481078085 ITus 00:00:04

Change Password

In VRManager Pro, user passwords must meet a more complex standard
than in VRManager:

* Passwords must be at least 7 characters long
* Passwords must contain:
» at least one upper-case letter
» at least one lower-case letter
» at least one numeral
» at least one special character: #!? *, or @
» Passwords cannot contain your user ID
* Passwords must be different from previous passwords
To change your password:
1. Choose File > Change Password from the main menu.

2. Enter the necessary information in the Old Password, New Password
and Confirm Password fields, then click OK. The new password will be
required the next time that you log in.
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Change User Password b3

Old Password
MNew Password
Confirm Password

Fassword minimum 7 characters; include
1 uppercase letter, 1 lowercase letter, 1
numeral, and 1 special character

"y
ok ) [ cancel

Edit Menu

Searching Voice Records

To search voice records, choose Edit > Search or click Search in the
toolbar.

You can search based on various conditions.

Search
rSearch Condition
From o= ) b, 2019 o (09 (a9
To = @) [oct1a, 2018 (9=
CalleelD =9 |Length = %) \
CallerlD = - ‘ | SessionlD (= - ‘ ‘
ONIg =9 | comment (= #) | \
WarkGroup = = ]
Call Disposition -
@ [ cancel )

The relational symbols for each condition include:
= (equal)
< (greater than)
> (less than)
>= (less than or equal to)
<= (greater than or equal to)
<> (not equal)
like (look for sub-string)
btwn (between)
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in — searches the results in sets; for example, CallerID “In” “101 AND
102" means CallerID equals 101 or CallerID equals 102.

Notes

* The date/time format is the same as the system format of the operating
system.

* Typing “OR” in upper case in the edit box means “or.”
* Typing “AND” in upper case in the edit box means “and.”
* To leave out a condition, leave the edit box empty.

*  Only the Comment column will be editable directly from the main view
window.

Starting with Release 8.6.1, you can search by Call Disposition code if your
organization is using those codes.

Searching for All of an Extension’s Voice Records

If you query a specified extension’s voice records and in that query you also
specify a workgroup, the query results show only the extension’s voice
records related to the workgroup. The results do not show non-workgroup
voice records.

If you want the query results to display all voice records for that extension,
leave the WorkGroup field blank.

Working with Voice Records

Depending upon how your administrator set up your VRManager account,
you may have privileges to perform certain actions on recordings. Actions
can include:

* Play — Play voice recordings (see Playing Voice Records on page 35)

* Trim — Trim the voice recording, in order to remove any confidential
information before exporting it to a file (see Trimming Voice Records on
page 36)

* Export — Export the voice recording to a file (see Exporting Voice
Records on page 32)

If you organization has implemented the Quality Management application,
you can evaluate voice recordings. Your VRM Pro Client user account must
have the appropriate permissions in order for you to access that application
and perform assessments. See Performing Assessments on Voice
Recordings on page 36.
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Playing Voice Records

Calls may be broken into separate recording segments. All recordings from
a single call share the same Session ID. Therefore, a complete call may

include many records, all with the same Session ID.
To play a single recording segment, use the Play command.

To play a complete call, including all segments, use the Play this session
command.

To play a voice recording,

1. Right-click a voice record in the main window and then click Play. A
new panel opens.
.4 Voice Record Manager Pro M=K
File Edit Report Help
He# & o
Q
“ b ) calesip ) sessionid ) callend ). DMIS ) warkGroup ) Length
20108 18045580509 1098320684 3049 300 DD:DD:BD:
20109 304 1098320695 2052630457 2526346 300 0007255
20110 14045220035 1088320722 3049 300 00:01:28
20111 15618381767 1088320 Play 300 00:00:40
20112 3049 1098320 = = 300 00:02:22
20113 a0 1098320 Play this session 47 300 00:04:32
20114 M5 1098320 Export Voice Record 300 00:00:00
20116 16137456562 10883208  £ypon coarch Result 300 00:00:41
20116 17328734156 10983208 300 00:05:44
20117 15085875844 1088320817 304 300 00:00:44
20118 M3 1098320930 3049 300 000011
201149 304 1098320937 TOa7928192 2526347 300 00:06:34
20255 17025911811 1088320700 3y 300 00:00:02
20256 17024572576 1088320702 My 300 00:01:17
20257 M5 1098320723 3y 300 00:00:08
20258 186428594292 1098320739 My 300 00:01:04
20259 13036646040 1088320747 3y 300 00:559:07
20260 My 1098320896 To4s610707 a83 300 00:02:25
20261 206 1098320896 3y a83 300 00:01:25 w
1€ ] s
Note that deleted voice files do not play.
2. Inthe Voice Recording Player, click Play. The playback begins from the
current position.
H Q)

I 5 SessionlD: 1481049658  DMISI M CallerlD: 4001 Duration 00:05.4

You can click Play Next to play the next session without having to choose
it from the list.
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Trimming Voice Records

For privacy reasons, some recordings may need to be trimmed before
exporting. You can trim and export voice recordings (if you have been
granted the appropriate privileges). Note that the original recording will not
be affected by any trimming.

1. To begin playing this recording, click Play. (Note that you can pause
and stop the playback as needed, by clicking those buttons.)

2. When you reach the beginning of a section that contains sensitive
information that must be removed before you export the file, click Set
Left. This marks the beginning of the section to be deleted from the
exported version. You will see a vertical notation to mark this spot.

3.  When you reach the end of the confidential information, click Set Right.
This marks the end of the section that should be removed, and it is
designated visually by another vertical mark.

Voice Recording Player X
— o

00:18.6

ld# 5 SessioniD: 1481049658 DNIS M CalleD: 4001 Duration 00:05 4
F ' N N £ N [ N £ N £ "N 4 N £ N )
Play ) [ Play Next J J Export Assessment )

4. After the recording has played, or after you press Stop to stop the
playback, you can adjust these left and right markers as needed. To do
so, click the circle along the timeline on the top and drag it earlier or
later, as needed.

5. Toremove the section between the begin (Set Left) and end (Set Right)
markers, click Trim.

6. Repeat steps 6 and 7 as needed to remove any other additional
confidential information from the recording.

7. Click Export to save the trimmed file. Specify a name and a location for
the file.

Performing Assessments on Voice Recordings

If your organization has set up AltiGen’s Quality Management application,
which helps organizations improve the overall quality of service by
performing evaluations of calls, you can click the Assessment button in the
Voice Recording Player to jump directly to that application.

36 VRManager Pro Manual



Note: Your administrator must have assigned specific privileges to your
VRManager account in order for you to work with recordings and
forms in the Quality Management application.

Displaying Columns

You can select which columns you want displayed in the main view window.
These are the column headers you can select from:

« ID
» Callee ID
* Session ID
» CallerID
* DNIS
*  Workgroup
* Length
* Date
» State — There are three states that a record file can be in:
» Delete: In this state, a record cannot be played or exported.

» Backup: In this state, you must manually put the right backup media
in the path if you back up the record and remove it.

» Normal: In this state, the file can be played or saved.
¢ Comment
To select columns for display,

1. Choose Edit > Display Column. The fields in the Visible list appear as
columns under the VRM toolbar.

rColumns
Available Wigible
s <
Date ~
State
Comment

== J AgentiD 4 ’ Up )
UsemMediaPlay,
Laocation @

FileMame

Lasthssessmi

Call Dispositic »
«&T

L Ok } [ cancel )

J000

L
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2. Use the arrow keys (< or >) to move a field from one list to the other.
You can use the << or >> buttons to move the entire group of fields from
one list to the other.

3. Click OK.

Sorting

In the main view window, you can click on a specific column heading to sort
records in ascending or descending order on that field. You can use the
scroll bar at the bottom of the window to view all the displayed columns.

Media Player Option
The VRM Pro client plays the selected file using a selected media player

If the media player is not defined, VRManager Pro will not play the file, and
instead opens a dialog box so you can assign a media player.

To select a media player,
1. Choose Edit > Option.

2. In the dialog box, select the Media Player Location by typing the path
in the field or using the browse button (...), then click OK.

Media Player Location

l | 6

Report Menu

You can generate reports based on agent, workgroup, DNIS or date. To
generate a report,
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1. Choose Report from the main menu or click the Report button.

Report Type
From Oct 14,2018 = Toloct14, 2018 |

(O Graup by Agent Extension

O Group by Work Group

() Group by DMIS

() Group by Disposition Cade

®) Group by Day [Dally Summary)

L]

[’ s— Y
_/ ok ) Cancel J

2. Click the Down arrow to select From and To dates from a calendar.

3. Select one of the following format options and click OK.

4

Group by Agent Extension — Select Callee ID or Caller ID, or both,
and enter the agent’s extension in the field.

Group by Workgroup — Enter the workgroup number in the
Workgroup field.

Group by DNIS — Enter the DNIS number in the DNIS field.

Group by Disposition Code — Enter the Call Disposition Code in
the Disposition Code field.

Group by Day (Daily Summary) — Formats the report based on date
period summary for each day.

4. A window show the selected parameters. From there, select Print
Setup, Preview, Print, or Export (as a tab-separated text file).
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x|

Date MHumber of Record Total Lenath Total Sizelk) J
2004-10-25 1a7 08:36:44 24236
2004-10-26 214 12:05:51 34038
2004-10-27 198 13:01:53 366487
2004-10-22 173 112709 32220
2004-10-29 202 12:18:55 34639
2004-10-30 2 00:04:11 244
2004-11-M 62 02:57:55 11146

( Print Setup ) ( Preview ) ( Print ) § Export ) ( ciose )
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