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SCREENSHOT – Listening to the live call 

6.1.1 Silent Monitor Flags 

While listening to a call, it is possible that you may decide you need to take action. 
Therefore while listening to a call it is possible to flag the call for future reference. 
To do this, click the Flag icon (see below) and choose the appropriate flag 

 

SCREENSHOT – Flag a call for Future Reference 
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Once you have chosen the appropriate flag, it will appear against the call as shown 
below. 

 

SCREENSHOT – Flagged Call 

Note: Please note that you can assign more than one flag to a call.  

6.1.2 Silent Monitor Notes 

Similarly, it is possible to add call notes while listening to a call. To do this click on 

 icon, add call notes and click save button. 

 

 

 

 

SCREENSHOT - ADD CALL NOTES 
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6.1.3 Silent Monitor Custom Fields 

Also, it is possible to add data to the custom call notes while listening to a call. To 
do this, add data against the custom fields and click save button. 

 

 

Note: Please note that this screen will not display all custom fields rather the 
custom fields which are enabled for this site without any associated SIP tag. 
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6.2 My Team Calls 

As time goes on the database of recorded calls will increase significantly and when 
it comes to finding one call from many you will need some powerful search criteria. 
This is the screen that will allow you to do this.  Using the many different filters 
permissible by the application; you will be able to find the call that you are looking 
for more easily. When you click on this link, the following page opens: 

 
  

 

SCREENSHOT – Search Calls – Opening Page 

6.2.1 Search for Calls 

Here should look at the second portion of the page: Search for calls.  In this section 
you have various filters to narrow down your search results.  These filter fields are 
explained below: 

Select a Team:   

This dropdown box lists the available teams.  You can select the name of the team 
whose call you are searching for.  If you leave as the default, results are shown from 
all existing teams. 

Call Date and Time:   

To make your selection easier for date and time, some presets are given in this 
dropdown box.  They are: 

o Occurring Today  
o Occurring Yesterday  
o Occurring in past 1 Hour  
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o Occurring in past 4 Hours  
o Occurring in past 7 Days  
o Occurring in past 30 Days  
o Occurring in past N Days  
o User Specified  

If you select any of the first 6 in the list, there will not be any change in the screen 
format.  By if you select: Occurring in past N Days, then one more field is added as 
given below, for you to specify the value for the variable “N”. 

 
SCREENSHOT – Field qualifier for N days  

If you select the last item: User Specified, then also the screen would change as 
given below, to accommodate you detailed specifications: 

 
SCREENSHOT – Field qualifier – user specifications  

In this newly created portion, you can specify from and to dates.  For this purpose, 

you can use the  icon nearby entry box, which displays the calendar, or use the 
three dropdown cells below to specify the date.  You can choose whichever is 
convenient to you. 

Speech Analytics:   

This field will show you the speech analytics options in a dropdown list as follows: 

o Silence 
o Conversation with low voice 
o Standard conversation 
o Louder conversation 

Please note that only those options will be available that are enabled on the speech 
analytics page. Only one option from the dropdown list can be selected. 

Other Criteria:   

In this field, you have the following options: 

o Archived Calls 
o Call Direction   
o Call Status 
o Called By  
o Called To 
o Correlator ID 
o Custom Fields  
o Call Type  
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o Device  
o Device Hang-up 
o Duration  
o Flag  
o Global Call ID 
o Notes 
o PartyName 
o Primary Node IP 
o ProACD 
o Recording Interface 
o Recording Rule 
o Secondary Node IP 
o Server ID 
o Server Role 
o Video Calls 

 
Note: The ‘Called To’ field contains the OXE translated ‘Called 
Number’. Please refer to the relevant OXE programming guide for 
more detail on number translation.” 

 

The way you use this facility is slightly different from others previously mentioned.  
You can select either none, or one or more criteria.  The method of using this is as 
follows: 

1. Select the preferred criterion from the dropdown box  

2. The button:   displays at right. 

3. Click on that Add button. 

4. Entry box pertaining to the criterion for which you had clicked on Add, display 
below 

5. Likewise, you can add more than one criterion.  The screenshot below shows 
an example of multiple criterion that have been applied to the search 
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SCREENSHOT – Other criteria qualifiers  

Note: A new search option Range is available in Call Duration search criteria. This 
option provides the facility to the user to search the calls for a given range in 
minutes i.e. calls with a duration between 30 to 45 minutes.  

Note: A new option Range is available in Device search criteria. This option 
provides the facility to the user to search the calls for multiple devices. The device 
number values can be comma separated or a range with a – sign. For e.g. 
3005,2145,5320 OR 2000 – 2150. 

6. When you add a criterion, that criterion is removed from the dropdown box list 
against Other Criteria. 

7. At the right of each added entry box, you can find an “X” mark.  When you 
click on it, that entry box is removed, and the criterion to which it belongs, is 
added back to the list against Other Criteria. 
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8. When you add a new criterion, (if required) you must provide details in the 
adjacent box provided. 

Results per page:   

Default value is: 10.  Available choices: 10, 20, 30, 40, 50. 

Show:   

You can manually key in this value.  The Default is 100%.  This will be of use, when 
you have too many calls displayed for 100% display. 

Once you have given all the details as detailed above, you can check how many 
entries will be returned from this selection.  To do so, click on the button: Count 
Results at the bottom centre of the page.  Immediately, to the right of that button, 
the total number of qualifying entries displays at the right of that button as below: 

  

Select Columns:   

Choose the information that you would like to display as part of every result row. To 
do this, select the required field from the ‘Available’ list box on the left and move 
the field to the ‘Assigned’ list box on the right by using the arrow buttons. All fields 
placed in the ‘Assigned’ list box will be displayed for every result row that is 
returned by the search criteria. 

 

 

 

Note: Recording Filter is available in the list under Available column. This will 
display a rule name for which a call is recorded as follows: 

 

Note: With the introduction Trunk Group identification implementation, Board, 
Trunk Group and Equipment fields will be in the list under Available column.   
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Note: With the introduction of ISDN Trunk Recording functionality, a field 
“Channel” will be in the list under Available column. The information under this 
field is only relevant for calls recorded with Trunk Recorder.   

Note: If you have no custom fields available and need to be able to search on them, 
you will first need to make your custom fields searchable. To do this, review the 
section of this document labelled: Custom Search Fields. 

To view the actual results, click on the Search button. Below is a sample view of 
the search results: 

  
SCREENSHOT – List of Recorded Calls  

Note: Search results can be grouped based on the following options: 

5- Global Call ID 

6- Correlator ID 

7- Channel 

8- None 

To use this option, click on  icon and a menu will be displayed as follows: 

 

 

Once you select any option (Globald Call ID, Correlator ID or Channel) from this 
menu, the related records will be displayed in a grid under the parent record. 
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Although, these child record will have the same format as the parent record but 
there are certain options that will not work. These options are as follows: 

- Play All 

- Play Selected 

- Download Selected Files 

- Email File 

The above options will work with parent records ONLY. 

To close a child grid, click on  and select None. 

Note: The listed recordings can be re-sorted in Ascending or Descending order by 
clicking on the column header.  

Note: Please note that the columns in the search result grid will adjust themselves 
automatically according to the available space and number of selected columns. 
Also the width of the columns in the search grid can be adjusted manually by 
placing the mouse pointer at the start of a column, press & hold the mouse button 
and drag right or left to adjust the width of the column. The column adjustments 
will be saved in the cookies for the current session and will be reset once the 
session is closed. 

Note: Previously, a question mark ? icon was displayed for both internal and 
external SIP not on DR-Link calls. Now, all SIP not on DR-Link calls will have the 
same icons as they are being displayed for IPDR and DR-Link calls. 

Note: Once your search results have been returned, you can play & manage the calls 
using the same methods described under section: “My Calls  Call Options” 

Note: Please note that the columns in the search result grid will adjust themselves 
automatically according to the available space and number of selected columns. 

6.2.2 My Searches 

Once you have created a search criterion, you may want to save it as a template for 
use later. You can do this by selecting the Save Search button which can be found 
at the bottom right of the search page.  

When you save a search, an entry is added to the list at the top of the search page 
as shown below: 
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SCREENSHOT – Saved searches  

To execute any of your save criterion, simply click on the item appropriate item and 
the relevant calls will be displayed automatically.  

Note: To delete a saved criterion, click the ‘X’ button located on the right. 

6.3 Forgot Password / Password Reset 

In case a group admin forgot his password then he can request to reset it from their 
login screen. This feature can also be used to activate an account that has been 
disabled.  

Important!! This feature is applicable only for agent accounts that have a valid 
email address associated with them. 

You will click on Forgot Password? from login screen to reset their password. 

 

SCREENSHOT – LOGIN SCREEN 

 
After you click on forgot password?, following screen will be displayed. 
 

 
SCREENSHOT – PASSWORD RESET SCREEN 

 
If you belong to a multi-tenant environment, following screen will be displayed. 
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SCREENSHOT – PASSWORD RESET SCREEN (FOR MULTI-TENANCY ENVIRONMENT) 

If you are not working in a multi-tenant environment, provide your username and 
click on send email button. If you are working in multi-tenant environment, you will 
provide site code and username to request a password reset. 
 
Once you click on send email button after providing required information, following 
pop-up will be displayed: 
 

 
SCREENSHOT – CHECK YOUR EMAIL POP UP 

 
Following email will be received in your email inbox: 
 

 
SCREENSHOT – PASSWORD RESET EMAIL 

 
Important! For this forgot password email to work, it is necessary that your SMTP 
server is configured for email delivery and your network has an active internet 
connection. 
 

Following pop-up will be displayed when you click on the link provided in password 
reset email: 
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SCREENSHOT – PASSWORD RESET POPUP 

Once you click on OK, following screen will be displayed: 

 

 

SCREENSHOT – PASSWORD RESET SCREEN 

Enter your new password and re-enter it for confirmation in the next field. After 
agent clicks on update button, following pop-up will be displayed: 
 

 

SCREENSHOT – PASSWORD SUCCESSFULLY UPDATED 

 
IMPORTANT!! Forgot password emails for all sites – other than default site – will be 
forwarded to technical contact of site, if email address for site agent does not exist. 
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7 Console Recording Agent 

7.1 Configuration 

Once you have installed the OmniPCX Console Recording Agent (See installation 
Guide), the application icon will appear on your desktop. Double click the icon and 
the application will appear in your PC’s System tray (See below) 

 

In case, if you are not logged in as an administrator, then right click the application 
icon and click Run As, as shown below: 

 

Following screen will appear, select Administrator provide the password and click 
OK. 
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1. Now, you need to open the configuration Window. To do this Right Click on 
the icon appearing in the PC tray and select “Configuration” from the popup 
menu as shown below and the configuration Window will be displayed. 

 

 

 

 
 

2. The configuration window is used to specify the following parameters: 

Enable RTP Re-Direction Mode 
Click this checkbox only if you are using a softphone (IPDSP) 
 
Network Adapter 
This dropdown will be enabled once Enable RTP Re-Direction Mode checkbox is 
checked.  
 
Primary Server 
IP address of the primary server 
 
Secondary Server 
IP Address of the secondary server 
 
Attendant 
Physical directory number configured in OXE. 
 
Associated Phone Extension 
Extension number of the phone. 
 
Logging 
Enable/disable creation of log files. 

       Click Save. 
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3. Once you have provided the appropriate configuration details, you will need to 
start the service. To start the service, Right Click on the application icon and 
from the popup menu Click Start Service 

 

 
 

4. Once the OmniPCX Console Recording Agent is connected, the Application Icon 
will turn green (See Above). This indicates that the service is running and that 
calls for the designated attendant will be now recorded. 
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