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WHAT IS MIAREC CALL RECORDING 1

MiaRec is a call recording and quality management solution for unified communications. MiaRec solutions portfolio offers
advanced contact-center functionality such as call recording, live monitoring, reporting, screen capture, quality management
and speech analytics. The functionality in your business group is based on the licenses that have been purchased.

Recording can be automatic for both inbound and outbound calls, outbound only, inbound only or recording can be done
“on-demand”. Screen recording is also available based on the licensing purchased.

Each Business Group that is licensed for Call Recording is known as the “Tenant”. There are four levels of users within the
MiaRec solution.

+ Root Administrator: Users of this role are the Northland technicians who have unlimited access to the system.

+ Administrator: Users of this role have a set of permissions as configured by the Root Administrator. By default users of type
Administrator can create/edit other user accounts.

+ Supervisor: Supervisor has access to call recordings, which are associated with users in his/her managed group(s).
They cannot create/edit other user accounts.

+ Agent: Agents have access to their own call recordings only.

LOG IN

The MiaRec log in screen can be accessed through the Business Group Admin CommpPortal:
https: / /bucommportal.northland.net/bg

COMMPORTAL
+ From the Home Screen of the BG CommPortal Admin, in the menu on the left, go to the

S i o . H
AbdleE Services Section and select Call Recording.

il Departments

### Short Codes + You can also access the log in screen from the by selecting the Call Recording widget as

:= Account Codes shown below.

& Extensions
\,' Call Reports
\! Call Recording (4

J¢ Music on Hold & Call Reports Call Recording Music on Hold Meeting
Licenses

The log in screen is displayed. MiaRec uses a web-interface, your 10 digit Subscriber
number and your CommPortal EAS password to log in.

Q‘ Northland

+ Enter your 10 digit Subscriber number.
+ Enter your CommPortal EAS password.

Login 3156242238 + Select SIGN IN.
This will bring you to your administrator dashboard. See page 2.

Password

“ NOTE: You can also access the log in screen through the direct link to MiaRec:

https: / /miarec-siprec.northland.net.

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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UNDERSTANDING USER ROLES AND PERMISSIONS 2

MiaRec software provides role-based access control feature with granular permissions. Each user account is associated
with one role. And each role is configured with a set of permissions.

Manager of group(s)

Permissions

Each role is associated with a set of permissions, which are granted to users of this role. Permissions include such
privileges like “Configure System”, “Configure Users”, “Playback calls”, “Delete calls” etc.

User management is located under the Administrative tab in the dashboard. This is where Roles can be viewed and

edited.

(Nechlond @ Dashboard [ Recordings b Reports |SESAHmINISIEEtON & Stacey Maier ~

Administration

T . Administration > User Management > Roles
ser Managemen B
Delete Role

Role «Administrator»

# Groups
*» Users Role Name:  Administrator
& ke Access scope:  Tenant
& User Authentication <
& Storage < ADMIN PERMISSIONS
£ System < Phone services configuration « View Edit
¢ Customization < Phone service sesslons v View « Delete
L Screen Recording X Screen recording clients v View «Edit « Delete
- AT 3 Custom Tlelds designer +View Edit + Delete
Branding « View  Edit
Fleld visibllity configuration « View JEdI
Encryption keys +View Export XEdit X Delete
Roles +View MEdit « Delete
Groups View ' Edit + Delete
users v View Edit  + Impersonate « Delete

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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ROLES 3

Each user in the MiaRec system should be assigned a role. The role defines what system resources are accessible by the
user and what operations are permitted on these resources.

In the menu go to Administration > Users Management > Roles to see a list of available roles. During installation MiaRec
automatically pre-creates a few roles. The Root Administrator at Northland Communications can add roles based on pro-
gramming needs. Tenant Administrators may create new roles or modify existing ones.

M @& Dashboard [ Recordings Ll Reports ".Allrnllrisl:mhnn & Stacey Maier -

Administration

& User Management <
USER MANAGEMENT CUSTOMIZATION

@ User Authentication <

8 Storage <

43 System %

4 Customization <
USER AUTHENTICATION

L Screen Recording 2

+, Audit Trail 3

STORAGE

£ Flle AUDIT TRAIL
& Audit Tral

SYSTEM

# Pho

The roles that are available within the “Tenant” or Business Group are displayed. Here we see the roles for this Tenant.
The Tenant Administrator can edit or add roles.

@ Dashboard B Recordings LM Reports |ERAdmInSEration & stacey Maier ~

Administration

- Roles

* Users Seal search | -
+ Roles + AddRole | CE CREH os50fs | € | >
& User Authentication < O  ROLENAME
2 Storage ¢
£ System <
o} Customization <
L screen Recording, <
*, Audit Trail ¢
< >

I % | perpage o-50fs




CONFIGURE ACCESS SCOPE 4

Access scope settings specify which resources are accessible by the user of each role. The initial permissions are set by
Northland Communications Root Administrators, but additional permissions and/or roles can be edited or added by
the Tenant Administrator when permissions allow.

EDIT ROLES

+ On the Administration tab, select
Edit on the right.

+ A list of available Access Scope
Permissions for the selected role is

displayed.
an + Permissions are divided into Admin

COMMUNICATIONS permissions and Other permissions.

= - e R I

ADMIN PERMISSIONS

Edit Role «Dispatch Supervisor»

NOTES: The example on the leftis a partial display which shows

wame+ [ Sepun g the Admin permissions of the Role “Dispatch Supervisor”. See
Access scope = Tenant- Access s Imitad 10 t2nant's data - permissions pcge 5 for Other permissions for the Role’ ”Dispotch Supervisor ”.

@ Selected Groups - Access Is limited te data of selected groups - permissions

User - Access 15 limited to own data only - permissions

The permission options vary by the access scope assigned. In the
example to the left, the first group of settings are grayed out as the
wongsaries [[Sommrrron access scope selected is “Groups”, which does not have access to
S—— these Administrator level permissions. The permissions in this section
i relate to what the role can do in terms of administering their groups.

Restrict edit of other users

ilar roles only

<. then tis oprion specifies whicn roles

The first Admin item with permissions is Groups. In the example,
the role, “Dispatch Supervisor” can View his/her own groups but
cannot Edit or Delete them.

Looking at the permissions in the field, Users, the role, “Dispatch
Supervisor” can View and Impersonate the user but cannot Edit or
Delete it. Impersonate gives the ability to view the agent’s dash-
board as they view it.

Roles

Groups & view Edit Delete
Users & view Bt & Impersonate Delee
User licensing settings & view Eare

User web access settings & View Edit

User 2:step verification settings View Edit Delete
User recording settings @ vew @& Edic setall | clear all

User web sesslons

Password policy

Evaluation forms & vew & et & Delete setall | clear all

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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OTHER PERMISSIONS Q

i NOTES: The example on the leftis a partial display which shows
Audrt traill View setall | clearall . . . .

| the Other permissions of the Role “Dispatch Supervisor”. See
Owin call recordings & view & Plaback & Download setall | clear all

& Trageronderers @ pause ecarsing page 4 for Admin permissions for Role, “Dispatch Supervisor”.

& categorize ©F addnotes @ setconfidenmal flag

& clear confidential flag & Edit Delete

P T ik Some settings are restricted at the Tenant level and can only be
il Mg changed by Northland Communications.

& serconfidentialfiag & Clear confidential flag
& Edt & Delete

The settings in this section relate to what the role can do in terms
of their own or others’ recordings.

Clsco UCCE call detalls View setall | clear all

Confidentlal calls & view setall | clear a

v screen recordings @ View @& Playback & Download Delete seta

To edit any of the permissions, check or uncheck the appropriate
permission in the list.

Other users' screen recordings @ View @& Playback & Download Delete setall | clear all

Phone services & Allow setall | clear all

Public categorles & view & Edit & Delete setall | cl

Set all, will choose all permissions in a row, clear all will clear all
permissions in a row.

Clients & View @ Assigncalls & Edit Delete setal

Public saved searches & view & Edit B Delete setall | clearall
o it & view & Pn @& Delee setall | dlear all . oy . .

e =i When finished editing permissions, select Save.
Other users' notes & view @& Pin Delete setall | clear

Owin evaluations of agents & view & Edt B2 Delete setall | clearall

Other managers' evaluations otagents & view & et Delere setall | clear all

Evaluations of self & view setal

REST API & Alow setall | clear all

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative


http://northland.net/support

ADD ROLES

|O~

The Tenant Administrator has the ability to add roles to existing groups. The following roles can be added by the

Tenant Administrator.

+ Tenant - Access is limited to tenant’s data + permissions.

+ Selected Groups - Access is limited to data of selected groups + permissions.

+ User - Access is limited to own data only + permissions.

In the example below, we want to add a Supervisor role that can manage roles Dispatch Agent and NOC Agent.

@é Northiand

Administration

& User M ent o
ke

> Groupe

MName * MO Dispatch Supendsor
» Robes
Arness scope
& User Authentlcadon
S SIOrEZE
Restrict oot of other users

© Systam
€§ Customization
LA Screen Recording M
&, Augh Tra : ADRAIN PERMIESIONS SETALL | CLEARALL

Fhone services configuration

+ On the Administration tab, select Add
Role.

+ Assign the new role a name.
(NOC Dispatch Supervisor).

+ Select the Role type.
(Selected Groups).

+ Do not use Restrict edit of other users or
Managed Roles. This should be done at the
user level.

+ Assign Admin permissions for the new role.

+ Assign Other permissions for the new role.

+ Select Save.

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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GROUPS

/

Each user should belong to a group. Most users are just members of their group, but some users may be managers or
supervisors of their group(s). A single user may be a manager/supervisor of multiple groups at the same time.

LIST OF GROU

PS

To view the list of available groups, go to Administration > Users Management > Groups. During installation Northland
Communications automatically pre-creates any groups that were discussed during the information gathering phase of the
installation. Administrators may create new groups or edit existing ones.

B Recordings

kil Reports 43 Administration

& Stacey Maier ~

Q'm @& Dashboard
Administration
* Groups
® Users
* Roles
& User Authentication <
& Storage <
£ System <
©f Customization <
L Screen Recording <
VIEW GROUP

+ Add Group

a

GROUF NAME

Search | »

x Delete Group o30fz | £ >

TOTAL USERS

o

o

P

Administrator Group 24

Dlspaten Group 2

o3cfz | € »

The group's profile page displays a list of all users who are a member of this group. Select the group to view it's users.

Group «NOC Group»

Group Mame:  NOC Group

imezone:  default

ENFEITUS | x DeleteUser | [ Bulk Edit

O  name ROLE

o7of

EXTENSION

NOC Agent

NOC Agent

MOC Agent

NOC Supervisor

NOC Agent

NOC Agent

O  StaceyHouse NOC Agent

20 v | perpage

AUDIT TRAIL

snow

jooanag;

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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|oco

EDIT GROUP SETTINGS

Select Edit Group to view and edit the configuration of groups which includes the following options:

+ Group name
+ Time zone which will be used by default for each user in this group.
The time zone setting may be overridden on a user's profile page.

on > User Management > Groups

Group «NOC Group»

Adrministrat

Edit

Name * NOC Group

Timezone Select from list

{UTC-12:00) EL/GMT=12 -
(UTC-11:00) EL/'GMT-11

(UTC-11:00) Pacific/Apla

(UTIC-11:00) Pacific/Fakaofo

{UTC-11:00) Pacific/Midway

(UTC-11:00) Pacific/MNiue

{UTC-11:00) Pacific/Pago_Pago e

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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USERS 9

Each user should belong to a group. Most users are just members of their group, but some users may be managers or
supervisors of groups. A single user may be a manager/supervisor of multiple groups at the same time.

LIST OF USERS

To view the list of users, go to Administration > User Management > Users. You can search users by name, group, role
or extension.

Q‘M @& Dashboard (@ Recordings |4 Reports |[SEEASMInIStration & Stacey Maier ~
& User Management v e
ALLUSERS | ADVANCED SEARCH
* Groups
T Select a Group v | | search by Name, Extension, Group, Role search | =
* Roles
+ Add User x Delete User # Bulk Edit 0200f23 | £ >
& User Authentication <
O  naMmE GROUP ROLE RECORDING EXTENSION
5 Storage <
5 O  AdamGardner NOC Group NOC Agent +13156242133
& System < )
Adminisrator Administratar m
o Group
£ Customization <
o AdminisTrator Administrator m
& Screen Recording < Group
Brian Healey Adminlstrator Administrator
75 g e (v
#, Audit Trail < el
0 NOC Group NOC Agent +13156242018
o NOC Group NOC Agent +13156242051
Dan amado Adminisrator Administrator
g [ Never |
Group
O  David Stewart MOC Group NOC Supervisor +131562420%9
O  Duane Polovick NOC Group NOC Agent +13156242074

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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VIEW USER 10

To view an individual user, select the user name. The user settings are displayed.

User «Patrick Litzo E=E==a -~ + Editto make changes to the user settings.
+ Impersonate to view the dashboard as the agent.
+ Delete to delete the user.

Mame: Fatrick Lz

NOTE: Not all roles are permitted to delete users.

Inbgund anty

= 1355241

o

WEE ACCESS SETTINGS

gr: 31562422

h: Metaswatch CommPortal

v (] 2 step werification Is nct configured on this system

AUDIT TRAIL

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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EDIT USER

To edit a user, select Edit User on the right. Here is where the basic settings, recording, web access, phone settings and

licensing are edited.

NOTE: Not all roles can edit all of the above.

USER SETTINGS

Edit User «David Stewart»

Mame = David Stewart
status & active
Role * NOC Supervisor
Group * % NOC Group:
Managed groups
Emall

Timezone

Language Default

RECORDING SETTINGS

RECORDING SETTINGS

Record

Record direction

Extenslon

Confidential calls

screen Recording Login

@ Always on-demand

& inbound outound

+13156242000

Add Extension

Never

Default

automatically mark all calls of this user as confidential

supported formats: NETBIOS\ogin

WEB ACCESS SETTINGS

WEB ACCESS SETTINGS

Login

Allow web access?

Authenticate with

2.step verification

Valid Tl

3156242099

B ves, user can login to web portal

Password LOAP

SAML2O

DOMA

Nyogin, login

Broadworks wep Portal (@  Metaswitcn CommPortal

the administration -» User Authentication - 2.

+ Edit the basic user information such as name, role, managed
groups, etc. in this section.

+ When the user’s role has access level “Group Supervisor”,
the groups managed is configured here.

+ The group supervisor has access only to users and their call
recordings, that belong to their managed groups.

+ One or more managed groups can be selected from the list.

+ Select how this user will be recorded: Always, on-demand,
never, default (Record).

+ Select direction: Inbound, Outbound or both.

+ Specify the extensions assigned to this user. MiaRec uses
the extensions configuration to automatically associate call
recordings with users.

+ Add Extension is restricted by Northland Communications.

+ Users whose calls are marked confidential will not be
heard when calling users that are being recorded unless the
“role” of the person playing the recording has permissions to
listen to confidentatial calls.

+ When using screen recording, enter the login which is the PC
name.

+ When the user has access to MiaRec web portal, the
login is their 10 digit subscriber number and their password
will be the password they use to log into CommPortal.

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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PHONE SERVICES SETTINGS + LICENSING 12

PHONE SERVICES
+ Set or reset the user Pin in the Phone Services Section.
Phone services PIN Setreset PIN

Digits only. Minimum 3 digits

LICENSING + Tenant administrators can move licenses from one agent to
another.

& call recording seat license

Screen recording seat license
& vontarngsest ke s g + Tenant administrators are restricted from adding or deleting
@ Evaluation seat icense (as agent) |icenses as rhis can foect pricing‘

& Speech analytics license

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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CUSTOMIZATION 13
CALL LIST LAYOUT

The list of visible columns is configurable. Navigate to Administration > Customization > Field visibility to specify which
columns are visible or not visible.

Administration
& UserMamagement < | femnsren cusonizson + Select Edit for the list to change
- Field visibility visible columns and their orders.
& User Authentication <
LAYOUT VISIBLE COLUMNS
5 Storage <
Recorcngs - Al.Cal user | | pate | | Time | | puration | | from | | To | | categories | | client £
£ System <
RECG[UII"gS' N}I o Date Time Duration From To CélEgO”EE T

Recordings - Active Calls Edit

» Feld \I'|5||J|||t)‘ User | | Date | | Time Duration From | | To | | Timeline

» Evaluation Form Deslgner ] - By Usel
& g HEconngs - BYISEL Date | | Time | | Duration | | From | | To | | Categories L
* Branding
Recordings - By Client Client | | Date | | Time | | Duration | | From | | To Edit
* Custom Flelds
Recordings - By Category = Edit
— : ] 4 User | | Date | | Time | | Duration | | From | | To | | Categorles
& Screen Recording ¢ i
e il - Recordings - Not assigned to e e e P Edit

user

The left shows the columns that are currently visible in the specified list. The right shows all available columns.

pimiistration > Custoizaton > i Vi + Select Hide to remove a column from the specified
Edit Layout «Recordings - All Calls» list.

+ Select Show to add a column to the specified list.

VISIBLE COLUMNS HIDDEN COLUMNS
USER nide CALLID snow
DATE nide PARENT CALL ID snow
TIME nide SECONDARY PARENT CALL ID snow
DURATION nide PBX CALL ID snow
FROM nide PBX TRACKING ID snow
T0 nide PBX CALL DIRECTION snow
CATEGORIES nide ANSWER TIME snow
CLIENT nide DISCONNECT TIME snow
FROM > TO snow
TIMELINE snow
CALL STATE snow
ON DEMAND STATE snow
RECORDING STATE snow

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative



http://northland.net/support

EVALUATION FORM DESIGNER 14

The MiaRec System provides an evaluation process for Managers and Supervisors to use when listening to their
agents’ recordings. Evaluation forms can be created ahead of time using the criteria management is looking for in a
call. Navigate to Administration > Customization > Evaluation Form Designer

Administration
Administration
& User Management < ) .
Customization
& User Authentication <
FIELD VISIBILITY BRANDING
& Storage <
configuration of fleld visioility on different pages like call Branding configuration aliows to specify loge and pranding
L SyStEIT] 5 recordings ist. user list etc. colors N

of Customlzation w view detalls view detalls

* Fleld visilliy

* Evaluation Form Designer EVALUATION FORM DESIGNER CUSTOM FIELDS
» Branding Deslgner of agent evaluation forms Configuration of custom fields
# Custom Fisics View detalls View detalls

L& screen Recording <

When evaluation forms have already been created, a list is displayed.

SR

Evaluation: Eoris View Sections to see the sections + questions.

+ Edit Form to make changes to the form.

Search by Name Search | =

[ cirarm [ [ » + Delete Form to delete the form permanently.
B s + Add Form to create a new evaluation form.
O  call Qualiy Report See poge ]5

a CusT port test eval

a

B

B

a

E)

20 = | per page 070f7 £ >

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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ADD EVALUATION FORM 15

Administrators and Supervisors can create new evaluation forms. Evaluations are divided into sections with questions
and answers provided in each section.

n > Customization

Evaluation Forms

. ="+ Select Add Form. The form fields will be displayed.
+ Add Form x Delete Form 07of7 | £ >
(] NAME

(n} Call Quality Report

Administration > Customization > Evaluation Form Designer

B I e T + Enter a name for the evaluation.
+ Enter a description.
Nawma't | Produce rowladge + Select Save. The new form has now been added to the
Description 5 agent i i e new ACD feture? forms list and the forms list is displayed.
~ + Select View Sections to the right of the new form on the
= forms list. The form will display with no sections.

Evaluation Form «Product Knowled§e>>
I= l= .I! ’H l Delete Form

Name:  Product Knowledge

+ Select Add Section. A “New Section” form is displayed.

Description:  Is agent familiar with the new iACD features?

SECTIONS

+ Enter a section name.
i + Enter a section description.
AR eror——— + |f the form will carry no weight for the evaluation, select
. | peD e e Display not applicable option.
p + Assign a “weight” toward 100 points for this section of
Diply N opcien () &0k wneseccen A the evaluation form.
W | % + Assign the order this section should be in the evaluation.
el + Select Save. The sections page is displayed with no
= questions.

+ Repeat the process to add additional sections.

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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Evaluation Form «Product Knowledge»
Add Section mm Delete Form

Name: Product Knowledge

Description:  Is agent familiar with the new iACD features?

SECTIONS

+ Add Section

TITLE

w FEATURES AND BENEFITS

No questions in this section. Add question

Administration > Customization > Evaluation Form Designer > Product Knowledge Features and Benefits

Add Question

Question *

Description

Answer Type ® Mulrtiple choice

Numeric value
Display N/A option & Allow to mark question N/A

Choices * defaule

Yes 10 Points
No Q Points v default
N/A N/A - & default
Add Option
Display As Choice (multi-line)

@® Choice (single-ling)

Select box

Weight 10

Order 1

+ Select Add question.

+ Complete the Add Question information.

+ Enter the question.

+ Enter a description.

+ Select whether the answer will be multiple choice or
numeric.

+ If the question can be “not applicable” to the call,
check to allow it.

+ Enter the answers and assign a points value to them.

+ To add additional choices, select Add Options.

+ Select how the choices will appear.

+ Enter the total weight for the question.

+ Enter the order the question should appear in the
section.

+ Select Save.

+ Repeat the process to add additional questions.

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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BRANDING 1/

MiaRec provides the ability for you to “brand” your call recording dashboards with your own colors and logo. The top
header and the log in page can be branded. Navigate to Administration > Customization > Branding.

¢M @ Dashboard B Recordings |4l Reports SERAdminStraton & Stacey Maier ~ + Seleci‘ Ed “‘ Conﬁg 1] rai‘ion .

Administration

& User Management ¢ AL R
Branding
& User Authentication <
& Storage ¢ Branding
£ System <
©f Customization ~
*® Field visipliity

* Evaluation Form Designer

* Branding

*» Custom Felds
L Screen Recarding =
+, Audit Trail .

Edit Branding Seftings (Northland)
FONTS AND BUTTONS

Branding * Use branding
aranaing color + Select Use Branding.

+ Select the two primary colors for your branding. This will
add the colors to fonts and buttons.

Branding color 2

LOGIN PAGE LOGIN PAGE

Usetext @ Uselogo Default

+ Choose what will appear on the login page. Text, logo or
e the default (Northland logo).
togo  [CheemeFie] o i cresen + When using a logo, upload the logo.

TOP MENU HEADER TOP MENU PAGE
e, B e + Choose what will appear on the login page. Text, logo or
= the default (Northland logo).
cusTom css sTYLING CUSTOM CSS STYLING (OPTIONAL)
S + Enter the CSS code or markup.
< SAVE
+ Select Save.
=]

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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CUSTOM FIELDS 18

MiaRec provides the ability for custom fields to be created for call lists. Navigate to Administration > Customization >
Custom Fields.

Qm @ Dashboard B Recordings bl Reports  |SSbAdminIStration & Stacey Maier ~ + Select Add
Administration
& User Management < S e
Custom Fields
& User Authentication <
Search by Name Search | ~
& Storage <
x Delete o20f2 | £ | ¥
4} System < m

0O  name TNFE
&} CustomIzation &
O  Comments NEW Text

*» Fiegld visibility
0O  test comments Text

* Evaluation Form Designer

» Eranding 2 N | per page o20f2 | € | >
# Custom Flelds
L Screen Recording <

+, Audit Trail <

Add Custom Field

ame + + Enter the name for the new field.

+ Enter a description. (Optional)

+ Select the Field type: Text, date or option.
+ Select the Field length.

Description

Fleld type @® Text

s + Select whether this field can be edited by others.
opton + Select whether this field can be searched.
Fleld length * 64 + SeleCt Save.

Editable Authorized users can edit values of this field

+ Return to the Field Visibility section to add this field
to the applicable lists. See page 13.

Allow search B Advanced search

Free text search (for Text only)

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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SPEECH ANALYTICS 19

MiaRec automatically uploads audio files to the Google Cloud Speech service for transcription.

Once transcription is completed, the results are shown in the call details.
The screenshot below shows transcription, a textual representation of the conversation.

When a recording is played back, the transcript is automatically highlighted at that position (see the yellow background
in the following sample screenshot). Click on any word in the transcription and the audio player will fast forward to that
location.

MEDIA PLAYER Switch to basic player de view

W ﬂ i o e e S S AR s pwm&»\ﬂﬂ%ﬁ

|El |3-J:

Il Fause i 1 | X2 | N5 | NF | x2 & save audio fle
TRANSCRIPT

Speaker 1 [0:04]:  Northland Communications, this is Patrick.

Speaker 2 [0:39]: Hi Patrick, this is Tammy Hart of Eye Solutions, I just want to speak to someone about
the agent that helped us when we were having trouble with our internet. She was
extremely helpful.

Speaker 1 [0:03]: Ok, let me open the ticket, do you know the Agent’s name by any chance?

Speaker 2 [0:05]: I believe she said her name was Stacey.

You can use the “Advanced Search” page to locate a recording with a particular keyword or transcription text.

Recordings

ALLCALLS ACTIVE CALLS MY CALLS = BY CLIENT MOT ASSIGNED TO USER BY CATEGORY ADVANCED SEARCH

Transcript v Search query v emvirenmental
Manage Saved Searches
# Add criteria
£ No auto-refresh categories ~ || & Download [# Export % Delete More 070f7 | € | >
a DATE TIME DURATION FROM TO
0O # sepo.2020 10:15 AM 3%:01 3156242074 3156242133 (Adam Gardner) ¥

midst of all that chaos and a ticket that they've had for. Covanta Environmental Solutions need to have the forwarding removed. 5o 1 did It
S0 | was In the process of doing that

O & augsizozo 314 PM 24:09 3157942740 13156242133 (Adam Gardner) &=

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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SCREEN RECORDING 20

MiaRec relies on a Screen Recording Client running on agent desktops to perform screen captures during a call.

The controller application is responsible for authentication of clients and initiating capture process when an agent
handles a new call.

The following diagram illustrates a high-level architecture of the MiaRec screen recording solution.

Call Recorder Database

Screen Recording

Web Portal

Controller

File Storage

Capture Capture Capture
Client Client Client

+ The Screen Recording Client runs on the agent’s workstations as a Windows Service.

+ The Screen Recording Controller authenticates all clients and controls a recording process, i.e. starts/stops screen
capturing when agents receive or make calls.

+ When the call ends, the Client uploads the video file to the server for storage and playback.

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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INSTALL THE CLIENT APPLICATION 21

Download the MiaRec Screen Capturing application and install on agent desktops.
You will receive a copy of the download link from Northland Communications to ensure you get the latest version.
Supported operating systems: Windows 7, 8, 10, Server 2008,/2012 /2016 with the latest windows updates installed.

During installation, provide the address of the MiaRec Screen Controller server and “Secure Token”. You will receive
the Secure Token from Northland Communications at the time of installation.

Enter the IP-address or DNS name of the MiaRec server in the Primary Controller Address field. By default, port 6092 is
used for SSL connection.

¢ MiaRec Screen Recorder 1.1.0.0 Setup L=
Connection settings
Configure connection settings @
Primary Controller Address: 192.168.1.40:6092

Secondary Controller Address:

v|Use SSL

Secure Token: 7580160i625be 165803b748864937d80d]

l < Back ][ Install ]l Cancel l

On the desktop, navigate to Control Panel > Services to verify the installation. The MiaRec Screen Recording Client
silently works in background.

£, Services
File Action View Help
e EBEo=IBm»ann
% Services (Lo| = Sepvices (Local)
MiaRecScreenRecorder Name & Description  Status  Startup Type  Log On As
[edia Center Extender Service [oWs Me... Disabled [Geal Servi..
Stop the sevice R ViaRecSareenRocordor__________ Started _Automatic__local Syst_|
Restart the service e iierosoht=NEE NG ENtierosoftes = ——
“ Microsoft .NET Framework NGEN... Microsoft ... Automatic (.. Local Syst.
% Microsoft iSCSI Initiator Service Manages ... Manual Local Syst.
“ Microsoft Software Shadow Cop... Manages s... Manual Local Syst...
“ Mozilla Maintenance Service The Mozilla... Manual Local Syst.
“ Multimedia Class Scheduler Enablesrel . Started  Automatic Local Syst.
“Net Msmq Listener Adapter Receives ac... Disabled Network S...
“ Net Pipe Listener Adapter Receives ac... Disabled Local Servi
SNt Ton Vi e A arbor e Micahlad Vol Coni

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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AUTHORIZE NEW WORKSTATIONS 22

The capturing client application automatically establishes a network connection with the MiaRec screen recording
controller. A new workstation requires authorization before it can record screen.

Every workstation is uniquely identified using the automatically
generated secure workstation token.

The administrator can authorize new workstations using the MiaRec
Web Ul

Navigate to menu Administration > Screen Recording > Screen
Capture Workstations.

Database

Screen Recording New workstations are shown in the Pending authorization tab.
Controller

Select the corresponding workstation(s) and authorize them.

Administration > Screen Recording

Screen Capture Workstations

Search by Domain, Computer Name, IP address Search ~

Capture Client

All Clients Authggffed Pending Authorization Forbidden

L

(¢ Authorize | (¢ Forbid X Delete Selected rows: 3 0-130f13 € | »
[m] JOTHORIZATION  DOMAIN COMPUTER NAME  IP-ADDRESS

® I — =

= I |

I |

(W Pending I S |

Need support?2 Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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LISTEN TO RECORDINGS 23

Agent call recordings are stored in the MiaRec server and are accessible through the dashboard. Agents can only see
their own recordings. Supervisors can see recordings for the agents that are in the groups the Supervisor manages and
Administrators can see recordings for the tenant.

@ Dashboard

B Recordings | |ul Reports

£ Administration & Stacey Maier -

Recordings
ALLCALLS | ACTIVE CALLS MY CALLS BY USER BY CLIENT NOT ASSIGNED TO USER EY CATEGORY ADVANCED SEARCH

fii | selecta Date Range Select 3 User or Group Search a Text search | =
£ No auto-refresh - categories - & pownload [ Export X Delete More - 0-20cfmany | € | >
O USER DATE TIME DURATION FROM T0 CATEGORIES CLIENT

(u] David Stewart Today 239 PM 4In progress... 3157173190 13156242090 (David Stewart) @
& Duane Polovick Today ~ 2:34PM 44 3154240790 13156242074 (Duane Polovick) i
u] Cnip Green Today 227 PM ERF 3155257110 3156242018 (CNIp Green) o
G David Stewart Today ~ 210PM 5:40 3156242289 3156242099 {David Stewart) @
u] Duane Polovick Today ~ 210PM 10:33 3156242133 3156242074 (Duane Polovick) @
G David Stewart Today  1:57PM 400 3153997472 13156242099 (David Stewart) @
u] Duane Palovick Today  1:52PM 12:43 3154882520 13156242074 (Duane Polovick) @

MiaRec categorizes the calls as follows:

+ All calls

+ Active calls

+ My calls
+ By client

+ By category

+ By client

Displays all call recording (including active calls).

Displays only active calls.

Displays call recordings associated with the current agent logged in .
Displays call recordings, which are grouped by client and client group.
Displays call recordings grouped by category.

Displays call recordings that have been assigned to a client.

PLAYBACK RECORDINGS

Inline Basic Audio Player

Click on the call list to see call details within a basic media player that is inside the call list.

BY CLIENT MOT ASSIGNED TC USER BY CATEGORY ADVANCED SEARCH
User or Group v Patrick Litz search | =
[ Export * Delete More~ 0-200f300 | ¢ | >
DURATION FROM TO CATEGORIES CLIENT
004 3156242058 +12156242221 (EgEALE =

ALL CALLS ACTIVE CALLS MY CALLS BY USER
g | Selecta Date Range Select
£ No auto-refresh - categorles ~ || & Download
(] USER DATE TIME
(m I Patrick Litz Sep 9, 2020 2:03pM

Group: NOC Group
From: 3156242058 ,I!éislg’ to client

To:
orlg Dlaled Diglts:
Date/Time:

Duratlon:

Notes:

+13156242221

13156710031

& patrick Ltz

Sep o 2020 223:43PM

0:04

p 0000

More details

Add note

= Evaluate

Open in new window =

o000 & Save audio file

NOTE: By default, Auto Refresh is set to No Auto Refresh, select to change it to refresh automatically.

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative



http://northland.net/support

Advanced Audio Player 24

Click on Open in new window to see detailed call information with an advanced audio player.
This visual audio presents an easy way to detect periods of silence and talk-over within the conversation.

NOTE: The advanced audio player may appear differently depending on the options your business has chosen.

Call 3156242058 -> +13156242221 [ s s comtisarias RN

MEDIA PLAYER

‘ e s

|
- Play | =l xz K15 T M2 & Save audio file

TRANSCRIPT

Speaker 1 [0:03]: Northland Communications, this is Patrick.

Speaker 2 [0:25]: Hi Patrick, this is Carlos. I'm calling to speak to someone regarding the excellent service we received
today from your technician Jay.

Speaker 1 [0:16]: Thank you, that’s very nice of you. One moment while I connect you with Jay’s supervisor, Dean.

INFO FROM TQ
Sep 8, 2020 Cier  Unanown cliert [2ssign] ke Patride Lite
24T FM NEE24E05E Grouge  NOC Growp
Disconnea Time: 22347 PM Fhone Hame: +E55421
o4 13156710031
il
arer e Fatrick Litz
marenis HEY Chick o edit
L itk
test cormment
R il
EVALUATIONS
a (CALL DATETIME AGENT GROLF EVALUATION FORM SCORE
Mo e found
NOTES
#Add nobe
AUDIT TRAIL

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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SEARCH RECORDINGS 25

MiaRec allows for an easy search of calls by utilizing different parameters, such as:

+ Date range Select the calendar in the date range window to search by date range.

+ Group name Select the drop down in this window to select a group. Agents who do not have Administrator or Super
visor capabilities, can only search their own calls.

+ Any text The entered text is searched within caller/called phone number, name fields, and call notes. See page 27
for entering call notes.

ALL CALLS ACTIEE CALLS MY CALLS EY LISER 8 CLEMT MOT ASSIGNED TONUGER 8y CATEGORY ADNAMTED SEARCH
| =ct a Daie Range : 1 - arch aText Search | =
Z Mo auto-refresh - Categories - o Downdoad 3 Export x Delete Miore - D2ofmany | £ | »
O LSER DTE TIME DLSRATION FROM T CATEEORIES CLIENT
O
o -
O adom i
n} T E 4 &
o

ADVANCED SEARCH
The advanced search tab provides the ability to search call recordings utilizing multiple criteria in the search, such as:

+ User

+ Group

+ Call ID

+ Phone number (FROM and/ or TO)
+ Date range

+ Call duration

Each of these criteria supports different comparison options like Equal To, Not equal to, Starts with, Ends with, Includes,
Is empty, Not empty, Match simple pattern, Match regex pattern, Before, After, Between, Older than __ days, Newer
than __ days.

NOTE: Depending on your role permissions, you may only be able to search your own recordings.

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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SAMPLE ADVANCED SEARCH &

In the below example, the supervisor is looking for a recording to a specific agent. He is a group supervisor and can
only search his own managed groups.

ALL CALLS ACTIVE CALLS MY CALLS BY CLIENT BY CATEGORY ADVANCED SEARCH
User . Is v Patrick Litz ® | v
Manage Saved Searches
Q
Date = Save Search
Date/Time
Duration 5w & Download [# Export Maore ~ 0-200f172 | £ >
Call Directicn
User Name 9:33 AM 1218 3155271226 13156242221 (Patrick Litz) =
Group
» | 9:22.AM 1:39 3152697572 13155242221 (Patrick Litz) =
0 s Today 9:18 AM 211 3156040276 13156242221 (Patrick Litz) 2]

+ In the first field, select User.

+ In the next field, select is. This field will be different depending on the criteria chosen in the first field.

+ In the third field, select the agent name.

+ Once the initial criteria is complete, select + Add criteria to include additional search parameters that will narrow
the search more, for example the telephone number the call came from.

ALL CALLS ACTIVE CALLS MY CALLS BY CLIENT BY CATEGORY ADVANCED SEARCH

Usar v I= v Patrick Litz ® |v

Manage Saved Searches

Phone Number s Equal To
% Q
. Equal To -
Motes Count save Search
Not equal to
Call o
B~ Starts with More - o-200f172 | £ >
PBX CallID
Ends with
PBX Tracking ID
B T Includes FROM TO
Call state ~
g ey 3155271226 13156242221 (Patrick Litz) =
Recording State
Not empty

Phone Number - |9 % 2k 3152697572 13156242221 (Patrick Litz) [E2]

+ When all criteria is complete, select Run Search.
+ To save the search criteria, select Save Search.

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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ADD NOTES TO CALLS 2/

Agents can view and add notes to call recordings when permissions have been allowed by the Administrator.
Supervisors and Administrators also have the ability to add notes to an agent’s call.

Call notes are displayed inline and in a new window. Notes are displayed from oldest to newest. It is possible to pin
notes (out of order) to the top.

Notes can be added to recordings to tag the call for Supervisors and Administrators to pull reports based on the tags or to
help with search criteria.

CALL NOTES INLINE

(m} ©& Ppatrick Liz Sep 4, 2020 1:24 PM 4:43 3157961070 13156242221 ([g=iygla i) =]
Group: NOC Group Open in new window =
From: 3157961070 [& assign to client
Too 13156242221 5 patrick Litz
Date/Time: Sepd, 2020 1:24:13 PM

Duratlon: 442

o o

More details = Evaluate

Notes: Patrick Litz Today, 957 AM XPintothetop X Delete
Meeds a call back regarding new call recording enhancement - interested in details.
Stacey Maier Today, 10:00 AM APintothetop X Delete

Assigned to Inside sales

Add note

+ To view notes inline, select the recording.

+ To add a note, select Add note.

+ To pin a note to the top (out of order), select Pin to the top.

+ To delete a note, select Delete.

+ To view in new window, select Open in new window. This will show the additional details including transcription
when available.

When Notes are available in a recording, you will see a “conversation bubble” next to the recording.

o Patrick Liz 5ep 9, 2020 223 PM 04 2136242058 +13156242221 (Patrick LItz) it
O * Patrick Liz Sep 4, 2020 334 PM 0:36 3136242023 3136242221 (Patrick LIz) @
O o# patrick Liz Sep 4, 2020 1:24 P 4:43 3157961070 13156242221 (Patrick Liz) it

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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CATEGORIZE CALLS 28

Agents can view and assign categories to call recordings when permissions have been allowed by the Administrator.
Supervisors and Administrators also have the ability to assign categories to an agent’s recordings.

Recordings

ALL CALLS ACTIVE CALLS MY CALLS EY USER EY CLIENT MNOT ASSIGNED TO USER BY CATEGORY ADVAMNCED SEARCH

fi | selecta Date Range Select a User or Group v search a Text Search | =
£ No auto-refresh = Categories - & Download [# Export x Delete More = o-Zofmany < | »
0O USER Q FROM TO CATEGORIES CLIENT
O Storm related call FY
m] Diavld Stewart 3154355802 +13156242058 (David Stewart) 2]
O Test Category w |
a Chip Green 3158058470 3156242018 (Chip Green) £t
New Category |
a Duane Polovick 3158855333 12156242074 (Duane Polowick) @
Manage Categories |
a Patrick Litz TOuEY TOSTA AR T Progress 3156072011 13156242221 (Patrick Liz) 22

+ Select one or more calls from the Recordings page.

+ Select the Categories dropdown.

+ Select a category for the calls.

+ To add a category, select New Category.

+ To work with existing categories, select Manage Categories. Here you can add sub-categories, delete or edit existing
categories.

Assigned categories will appear on the Recordings page in the Categories column.

ALL CALLS ACTIVE CALLS MY CALLS EY USER BY CLIENT MNOT ASSIGMED TO USER BY CATEGORY ADVANCED SEARCH

f§ | selecta Date Range Select a User or Group v Search a Text search | -
& No auto-refresh - || Categories- | L Download | [fExport | x Delete | More- | Selected rows: 1 o-Xofmany £ | ¥
] USER DATE TIME DURATION FROM TO CATEGORIES CLIENT

O patrick Lz Today  10:41 AM % In progress... 3156242000 3156242221 (Patrick Litz) B
m] David Stewart Today 10:32AM  0:03 3154355802  +13156242059 (David Stewart) @
= Claesen Wyickoff Today 10:29 AM 6:03 3156240638 13156242051 (Clagsen Wyckoff) Storm related call @
O Patrick Liz Today 10:27 AM 522 3157210211 13155242221 (Patrick Li) =
(m} Chip Green Today 10:25 AM 13:36 8607072527 3156242018 {Chip Green) @

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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ASSIGN TO A CLIENT 29

To help with grouping calls and searching for specific calls, you can assign the recording to a client or customer.

ALLCALLS | ACTIVECALLS  MYCALLS  BYUSER  BYCLENT  NOTASSIGNEDTOUSER  BYCATEGORY  ADVANCED SEARCH + From the Recordings tq b, Se|eCf fhe CG” to OSSIgn
# | SelectsDate Range Select a User o Group | | stacey search | - fo a Client,
£ Mo aute-refresh - categories~ | & Download | (3 Export K Delete | More- @ Selectedrows: 1 0150f15 | € | > e Select Assign to Client.
USER DATE TIME DURATION ~ FROM ] CATEGORIES  CLIENT
3 Stacey House  Sep 10,2020 &S0AM  1:51 3154040630 3156242021 (Stacey Home) B
[ Stacey HOUSE  Sep3.2020  4:56PM 144 3156242021 (Stacey Home) 3155257153 ®
2 3 Stacey House  Sep3.2020  451PM 44 3155257153 3156242021 Home) =]

Group:  NOC Group Open in new window
From: 3155257153 [ assignto client
To: 3156242021 Stacey Home & Stacey House
Date/Time:  Sep 3.2020 45123 PM

Duration; 444

e

More details | i= Evaluate

Notes:  Add note

Assign call to client
+ Select a client from the dropdown.

— = _ + To assign this client to similar calls, select Apply
il S this rule to all similar calls.
+ To create a new client, select Create client.
Add Client + Complete the client information.
s + To add additional contact information for the same
R T client, select Add contact / phone number.
FR— + When finished, select Save.

The client name will appear in the Recordings list and is searchable by client name.

ALL CALLS ACTIVE CALLS MY CALLS BY USER BY CLIENT MNOT ASSIGNED TO USER BY CATEGORY ADVANCED SEARCH

fifi | selecta Date Range Select a User or Group v stacey search | -
£ Mo auto-refresh ~ | Categorles- || & Download | [fiExport || x Delete | More~ g-150f15 | £ | >
O USER DATE TIME DURATION FROM 1o CATEGORIES CLIENT

I Stacey House Sep 10, 2020 a0AM 13 3134048630 3136242021 (Stacey Home) Expert Tralners B
O & Stacey House Sep 3, 2020 4:56 PM 144 3156242021 (Stacey Home) 3153257153 @

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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MULTI-PART CALLS 30

The system automatically recognizes “multiple part calls”, for example, when a call has been transferred from one agent
to another, or when a call has been placed on hold, the agent made a consultative call to his/her supervisor and then

resumed the initial call.

When a call segment is part of a longer interaction, it will be indicated on the recordings page.

o & Patrick Litz AUE 27, 2020 11:37 AM 2:07 918066225932 13156242221 (Patrick Litz) ®
0O €D ratrickinz AUg 27, 2020 11:09 AM 1:47 3153824616 13156242221 (Patrick Litz) @
o & patrick LIz Aug 27, 2020 10:43 AM 20:31 3153824616 13156242221 (Patrick Litz) ®

When the call is viewed, all segments of the interaction appear in the timeline.

o 22 ¥  Patrick Litz Aug 27, 2020 11:09 AM 147 3153834616 12156242221 (Patrick Litz) =}

Group NOC Group Open In new window =

From: 3153834616 (& assign to client
To 13156242221 B Patrick Litz
Date/Time:  Aug 27, 2020 11:09:40 AM

Duration 1:47

More detalls

Notes:  Add note

ALL CALLS IN THIS INTERACTION

TIME DURATION FROM >TO TIMELINE
10:48 AM  20:31 3153834616 -> 13156242221 (Patrick Liz)
11:08 AM  1:47 3153834616 -> 13156242221 (Patrick Liz)

Agents can navigate to the next segment easily to play it back. Open the call in a new window to see the entire interaction
and tabs for each part of the interaction.

Interaction

INTERACTION CALLT CALLI2]

SWITKh 1o Dasic player

AUDIO

e ’0- UL A Lo SR B - wr& *“nqur *qr Wt

w0 oo | lem liow || laooo ||

la leoo

Slience between call SEEMENts Nas been removed

& save audio file

DATA/TIME

BEZINTIMe:  AUg 27, 2020, 10:48:49 AM
EndTime:  Aug27, 2020, 11:11:27 AM

Total Duration: 2238

NOTE: If an agent places an active call on hold to answer another incoming call and then returns to the held call, the
second call is not considered part of the interaction and will not be included in the timeline.

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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ON DEMAND RECORDING »

When using the on-demand recording option, the Agent selects which calls to record through the MiaRec Agent Dashboard.
From the dashboard, the agent can activate, pause and stop the recording. On-demand call recording is also known as
“look back recording” because even if the Agent chooses to record at any point during the call, the call is recorded from the
beginning. If the agent doesn’t choose to record the call, the recording is not kept.

+ From the Agent Dashboard, select the Recordings tab and click on the call “In progess”.

Recordings

ALL CALLS ACTIVE CALLS MY CALLS BY CLIENT BY TAG ADVANCED SEARCH

i Select a Date Range Select a User or Group v Search for text Search | ~
< No auto-refresh~ | ®Tags~ & Download  [f Export 7 Share = X Delete More ~ 0-150f15 £ >
USER DATE TIME DURATION CALLER PARTY CALLED PARTY TAGS
Billy Joel Today 12:48 PM %4 In progress... 3156242238 3156711253 (Billy Joel)

Billy Joel Today 12:48 PM #+ In progress... 3156242238 3156711253 (Billy joel)

Group: Users Open in new window (£

Caller Party: 3156242238 [} assign to client
Called Party: 3156711253 & Billy Joel
Call State:  In progress...

Date/Time: Today 12:48:13PM

More details

Notes: Add note

+ Select Enable Recording. Audible beeps, if configured, are heard by all parties and recording begins.
CALL STATUS
Call State:  In progress...

Duration:  3:58

On-demand recording: L EGTG TPV TG EL I Enable Recording

Recording State:  Pause Recording

CALL STATUS
+ Select Disable Recording to stop the recording.

Call State:  In progress... + Select Pause Recording to temporarily pause the
Duration:  39s recording.

On-demand recording: LA oI A CIG G EL I IDisable Recording

Recording State: I Pause Recording I

IMPORTANT NOTE: When using MaX UC, if the agent selects Call Record Radio button on MaX UC, the recording is

saved to the local PC.

Need support?2 Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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LIVE MONITOR 32

The live monitoring feature allows authorized users (Administrators/Supervisors) to listen to the active calls in real-time. This
feature helps monitor customer service in real-time, train new employees, and alleviate problems as soon as possible.

Live monitoring is built-in to the MiaRec recording core. It doesnt depend on a phone system, and works with any recording
method, whether it is passive (port-spanning) or active one (integration with PBX).

The live monitoring feature supports two modes, which are:

+ Monitoring of a single call.
+ Monitoring of consecutive calls of a particular agent.

In the first case, a monitoring session automatically terminates when the call ends.

In the second case, a monitoring session is automatically restored when the monitored agent makes or receives a new
call. The supervisor then initiates a live monitoring session and keeps automatically listening to the consecutive calls the
particular agent is making

In order to start monitoring of the consecutive calls, the supervisor needs to select one of the agents' old calls, and then
click on "Open in new window" button to see a Live monitor phone XXX-XXX-XXXX link.

MONITOR A SINGLE CALL
To start monitor a single call in real-time:

+ On the Recordings page, locate the call that is currently in progress.
+ Click it to view the recording details.

ALL CALLS ACTIVE CALLS MY CALLS BY USER BY CLIENT UNASSIGNED CALLS BY TAG ADVANCED SEARCH + Click fhe More details burton to Switch to Gn
advanced media player view.

Select a User or Group v | | Search fortext Search

T Auto-refresh » W Tags~ & Download @ Export X Delete More ~ 0-20f2 < >
O user DATE  TIME DURATION CALLER PARTY CALLED PARTY TIMELINE

] Ricky Blackburn Today 8:35AM £ In progress. 3156716217 (Ricky Blackburn) 3154450000 =]
o Charles Perrotta Today 8:35AM £ In progress. 3156242223 (Charles Perrotta (Charlie)) 3154377600 <:]
20 per page | | 12 Newestfirst . 0202 | ¢ 3

Call 3156716211 -> 3156242254

R Edit Tags ~

+ To begin monitoring: Select Start live monitoring.
MiaRec will instantly load and playback a call
recording in real-time.

+ To disconnect from a recorded call: Select Stop ——
live monitoring. i i

CALL STATUS

LIVE MONITORING Animation: ON

<) Start live monitoring

CALLDETAILS | AGENT EVALUATION NOTES

INFO CALLER PARTY CALLED PARTY
Date:  Today User:  Michael Darby Client  Unknown client (assign)
ConnectTime: ~ 8:47:20 AM Group:  CRP Phone Number. 3156242254
Pone Number: 3156716211 Orig Dialed Digits: 13156242244
Phone Name:  Michael Darby Phone Name:

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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MONITOR CONSECUTIVE CALLS

To monitor consecutive calls of a particular user: ﬂ

+ Filter call recordings associated with the user. Use the Search a User field at the top of the list to search.

Recordings

ALL CALLS ACTIVE CALLS MY CALLS BY USER BY CLIENT UNASSIGNED CALLS BY TAG ADVANCED SEARCH

B | Selecta Date Range Select a User or Group - Search for text Search | ~

e dan Q

Z No auto-refresh~ ¥ Tags~ | & Download 0-20ofmany € | ?
CRP (group)

[ USER DATE TIME D Dan Amado (+13156242084) CALLED PARTY TAGS

[m] Charles Perrotta Today  9:36 AM 74 In progress... 3157331412 13156242223 (Charles Perrotta (Charlie)) =

m] Adam Gardner Today  9:35 AM 1:48 3156242133 (Adam Gardner) 3158655524 &3]

+ Select any call in this user’s list to view recording details.
+ Click the user name to view more details of all call recordings assigned to this user.

O USER DATE TIME DURATION CALLER PARTY CALLED PARTY TAGS

Dan Amado Today 2 3155275389 +13156242084 (Dan Amada)

Group: CRP Open In new window (£

Caller Party: 3155275389 (&} assign to client

Called Party:  +13156242084( 2 Dan Amado

Orig. Dialed Digi... 13156710031
Date/Time: Today 9:39:00 AM

Duration:  0:35

» 0:00/0:00 o)

e

More detalls | iSEvaluate = X Save audio file

Notes: Add note

+ Select Start continuous monitoring to monitor all calls of this user. Clicking Monitor this call will monitor only the
active call.

NOTE: If the user has multiple active calls at the same time, MiaRec will always switch to the most recent call.

INFO ACTIVE CALL
User Name:  Dan Amado (View profile) Call:  View
Group: CRP Started At:  Sep 28, 2022 10:01 am
Role:  Sales and Marketing - Frontline Team Members Duration:  1:13
Recording Settings:  always From: 3156242084
Extension(s):  +13156242084 To: 3155747677
Web login: 3156242084
) Monitor this call
LIVE MONITORING Animation: ON

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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VIEW + ADD AGENT EVALUATION 34

To view or add an agent evaluation go to the “Advanced Media Player”. If an evaluation was already completed,
it will appear in the Evaluation window.

MEDIA PLAYER

MWWWW

W Play ‘x! 1.2 | x1.!

INFO

Date: Today
Connect Time: 25528 PM
DISCONNECT TIMe: 25922 PM
Duration 354
Watermark View
commenss Nev::  click o edit

TEST COMMENTS

Stacey Notes:  Click to edit

EVALUATIONS

|G!

5 | x17 | xz || &saveaudiofle

FROM

client:
Phone Number:

Pnone Name:

Switch to basic player | Wide view

e o e A P i S ey

I2e0 20 |00 P

TO
unknown client {assign) user:  Patrick Litz
3154596300 Group:  NOC Group

Pnone NUmper: 13156242221

Prone Mame:  Patrick Litz

# Live monitor phone 2154396300

o CALL DATE/TIME

AGENT GROUP

43 Live monitor phone 13156242221

EVALUATION FORM SCORE

Add Evaluation Report

No results found

+ To add an evaluation of the call, select Add Evaluation.
+ Select an existing evaluation from the dropdown. If there is no

Evaluation form
*

Agent *

Test Evaluation

Test Evaluation

How did they talk to customer
Dispatcners

IT Test Eval

Testeval 2

applicable evaluation, it will need to be created.
See page 15.

customer support test eval

L e L A

b

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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Complete the evaluation and select Save. =

Add Evaluation Report

MEDIA PLAYER

» Py |:| w2 | W5 | o7 | w2 | &Sweasudiofile

EVALUATION REFORT GREETING
Fatrick Liz Did agent ask fer caliers name and culback numiber? No @ A
- Stacay Maler

Did agent use full company name and agent name in ves Mo @ M

Call Quallcy Repart grectes
Comments

CALL DETAILS

Today, 21501 P8 7

1

3155250488
BODY OF CALL

Toc 1315242221 (Fatrick L)

View call details Did agent exhibic empathy. - N @ NA
Didl agent use appropriate probing questions to get o Mo @ A
the right informatian from caller.
Did agent use Industry Jargan? e No @ A
Ditl the agent use proper eciqueste whan placing the e Mo @ M
caller on haid?
Wz 3 solution reached that satistied the customer? No @ M
Comments

o
CLOSING
Dild apent ask If there was any other help caller Ve Mo @ M
needed.
Ditl et eodl the caller to have 3 nice dyyhweskend? No @ M
Did aent thank the caller for caiing. ves Mo @ M
Comments
A
Comments for report
V,

The Recordings list will display that an evaluation is available and the evaluation will be accessible to the supervisor and
agent in the recording.

- B S ViCk Today  2:57 PM 10:56 3152540592 13156242074 (Duane Polovick)
Evaluation report available
0O = Parrick Litz Today  2:55PM 354 3154596300 13156242221 (Patrick Litz)
m] Claesen Wyckoff Today  2:46 PM 12:28 3152259729 13156242051 (Claesen Wyckoff)
EVALUATIONS
O  CALL DATETIME AGENT GROUF EVALLIATION FORM SCORE

o Today, 255 Fil Fuainick Lz WO Group ity Repart (1]

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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REPORTS 36

Reports are available in the top menu under the Reports tab. MiaRec supports both Call Recording Reports and Evaluation
Reports.

Wide view

Reports
Reports
& Call Recording Reports <
CALL RECORDING REPORTS EVALUATION REPORTS
& Evaluation Reports <
£ All Calls 4 All Reports
& Group Calls ¢ Group Reports
£ User Calls £ Agent Reports

CALL RECORDING REPORTS

Call Recording Reports show the number of calls recorded for a specified time period and can be exported to Excel. They
are broken into:

+ All Calls
+ Group Calls
+ User Calls

Below is a sample Call Recording Report.

All recordings for period

| 2020/08/16 - 2020/09/14

1,898 10,821 1,857

Calls Recorded Minutes Recorded Disk Space Usage (MB)

150

125

100
75
50
) II
0 = P —

Aug 16 Aug 18 Aug 20 Aug 22 Aug24 Aug26 Aug28 Aug30 Sep0l Sep03 Sep(05 Sep07 5Sep09 Sepl11 Sepli3

DAY CALLS RECORDED MINUTES RECORDED
Sunday, August 16, 2020 0 0
Monday, August 17, 2020 51 449
Tuesday, August 18, 2020 45 387
Wednesday, August 19, 2020 84 531

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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EVALUATION REPORTS 37

Evaluation Reports show a list of completed evaluations per call for a specified time period. Evaluations can be accessed
from the Reports display. Evaluation Reports are broken into the following:

+ All Reports
+ Group Reports
+ Agent Reports

Reports

Reports

& Call Recording Reports <

Evaluation Reports

ALL REPORTS AGENT REPORTS
All Reports

Group Reports
View report View report

Agent Reports

GROUP REPORTS

View report

Below is a sample Evaluation Report.

Evaluation Reports

Search by Name Search ~
% Delete Evaluation 0-100f10 € | >
O CALL DATE/TIME AGENT GROUP EVALUATION FORM SCORE

(] Today, 2:55 PM Patrick Litz NOC Group Call Quality Report 100

(] Sep 9, 2020, 3:34 PM David Stewart NOC Group Test Evaluation 0

O Sep 3, 2020, 3:43 PM Chip Green NOC Group How did they talk to customer 58

(] Sep 3, 2020, 10:00 AM Patrick Litz NOC Group Call Quality Report 100

(] Sep 3, 2020, 942 AM Duane Polovick NOC Group Dispatchers 100

(] Aug 27, 2020, 3:54 PM Claesen Wyckoff NOC Group Test Evaluation 0

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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USER PROFILE

To view the User Profile, language options and log out, select the drop down next to the name.

& Stacey Maier ~

My Profile

Language

Sign Out

My Profile displays your account settings within MiaRec.

My Profile » Personal info

Personal Info

Name:  Stacey Maler
Role:  Administrator
Group:  Administrator Group
Emall:
Timezone:  Default

Language:  Default

RECORDING SETTINGS

Record: m
Record direction:  none of directions

Extensions:  +13156242238

conncenuat:  [E)

Screen Recording Login:

WEB ACCESS SETTINGS

Login: 3156242238

Authenticate with:  Metaswitch CommPortal

2.step verffication 2.step verification Is not configured on this system

Lastlogintime:  Today, 3:06 PM

Language changes the language from the default setting to another available one.

Edit Language Settings

Language Default

Default

French
Portuguese (Brazil)
Russian

spanisn

Sign out signs out of the MiaRec dashboard.

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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AUDIT TRAIL 39

The Audit Trail is a detailed list of all changes made in the MiaRec application within your tenant. It can be searched in a
variety of ways.

Administration

Administration > Audit Tra
& User Management <
& User Authentication <
B | S Date Range Select 3 User or Group «| | SearcninDATA
£ Storage <
+ Filter by Resource + Fliter by Action Reset FAlter
& System <
o-200fmany | € | »
&F Customization <
o DATE INITIATOR RESOURCE ACTION / DETAILS
ke 5creen Recording <
Today, Stacey Maler Calls EZEEEEET Live monitoring started for call: 2158535417 -
& Audit Trail - 10:47 AM  (3156242238) 2156242013, call time: Today, 10:46:28 AM
day, at T ser *Dan Amado” Iogged 1 w device (Ip=216.171.180.6)
. Today ?ar:Am.: o .Jse.r auth B3 user “Dan amado” logged In from new device (Ip=216. 80.6)
10:24 AM  (3136242084) devices
Today, Dan Amato Users [0 ser "Dan Amado” (login: 3156242084) logged In

10:34 AM (3156242084)

Today, Jay MacLean Iv User auth B3 user “admin” logged In from new device (Ip=216.171.180.6)
10:28 AM  (3136242280) devices

The following search types are available:

+ Date Range

+ User or Group (select the dropdown to view a list)
+ Search in DATA (enter key words or phrases)

+ By Resource (Filter)

+ By Action (Filter)

SEARCH BY FILTERS

A In the example to the left, we are searching for any resource that
udit Trai X .
includes evaluation forms.

2.5tep verification methods Audio files call custom fields Calls . . . .
s G T o e e + Select Filter by Resource. A list of all available resources is
Custom field options. Custom fields Emall templates. Encrypt private keys .

Encrypt public keys Encrypt system tenant keys Evaluation form optiens dlSpleed .

Evaluation form questions. Evaluation form sections (@ Evaluation forms h h I | I I

+ To narrow the search, select clear all.

ncoming replication tokens Joos Managed groups Managed roles + C h k th ( ) t h b ( I th . I E I t.
Managed tenants Module semings Modules Notes Password reset tokens ec e reso U rce s O Sec rc Y‘ n Is exq m p el Va Ud Ion
Recordars Recording rules Role permissions Roles F )

SAML 2.0 authentication Saved searcnes Screen recor:\r\g"le: o rm '

Screen recordings () Screen recordings clients () Setings (] Settings for recorder + Se I ect A I Fi | te r

Storage path rewrites Storage targets Tenant licenses Tenarnts p p y :

User auth devices User extensions user licenses users

+Fllter by Resource | + Filter by Action Reset Alter

o130f13 | € | >

DATE INITIATOR RESOURCE  ACTION / DETAILS

Today, 10:01 AM  David Stewart evaluation  [[EEEE New evaluation form “test form 325" created
(3156242089) forms

Yesterday, 210 David Stewart svaluation  [[EE New evaluation form "test rollout form” created

LY (2136242099) forms

Sep 10, 2020, Stacey Maler evalustion [ New evaluation form "Product Knowledge” created

1:10PM (3136242038 forms

Sep 10, 2020, evaluation  [EEERY Evaluation form "Product Knowledge” deleted

1:09 PM forms

Sep 10, 2020, Stacey Maler svaluation  [[EERIE Evaluation form "Product Knowledge” marked for

1:08PM 13136242238) forms deletion

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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MISCELLANEOUS 40
CUSTOM FIELDS

Custom fields can be added for things such as storing data like an order number, support ticket number, product name, etc.
Custom fields will appear in the call list. See page 18.

CONFIDENTIAL CALLS

Some call recordings may be marked as confidential. This feature is used in the following scenario:

+ The supervisor is a manager of a group of agents. He/she has access to all call recordings of this group. The company
executive makes a call to one these agents. If the executive’s calls are not logged as confidential in the system, this calll
would be visible to the supervisor. When a call is marked as “confidential”, then the call recording is hidden from the
supervisor. A call can be marked as confidential either manually or automatically.

IMPORTANT DISCLAIMER

Call recording laws from each state and country will differ from one another. They will require either One-Party consent or
All-Party consent. Northland does not offer legal advice, you should consult your legal counsel for guidance on the compli-
ance activities that are appropriate for your organization.

Need support? Connect with us at www.northland.net/support or
Dial 4357 (HELP) or 315-671-6262 to speak to a Northland Training Representative
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