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Getting Started

Evolve IP are registered trademarks of Evolve IP, LLC.

Evolve IP is a trademark of Evolve IP, LLC. © 2006-2022 by Evolve IP, LLC. All rights
reserved.

Any technical documentation that is made available by Evolve IP, LLC is proprietary and
confidential and is considered the copyrighted work of Evolve IP, LLC.

This publication is for distribution under Evolve IP non-disclosure agreement only. No part
of this publication may be duplicated without the express written permission of Evolve IP,
LLC 630 Allentown Road, King of Prussia, PA 19406.

Evolve IP reserves the right to make changes without prior notice.

The electronic version (PDF) of this document may be downloaded and printed for
personal use or stored as a copy on a personal machine. The electronic version (PDF) of
this document may not be distributed. Information in this document is subject to change
without notice and does not represent a commitment on the part of the vendor. The
software described in this document is furnished under a license agreement and may be
used or copied only in accordance with the agreement. It is against the law to copy the
software on any medium except as specifically allowed in the agreement.

The use of general descriptive names, trade names, trademarks, etc., in this publication,
even if the former are not especially identified, is not to be taken as a sign that such
names, as understood by the Trademarks and Merchandise Marks Act, may accordingly
be used freely by anyone.

Windows is a registered trademark of Microsoft Corporation.

All other trademarks are property of their respective owners.
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Introduction

The voice recorder activity allows customers to record answers and to be redirected in a
flow depending on the answer. The recordings are part of the respective interaction. The
recording is stored in history. The setup of the recording can be customized based on the
needs of each organization with information such as the recording time, auto detection,
and programmed entry keys. Simple play capabilities can be built in with the voice
recorder activity. The voice recorder activity can be used in conjunction with other existing
activities such as including a callback recording in a callback.

Setup Voice Recorder Activity

Add the Voice Recorder activity from “Announce & Collect” in the right sidebar.

=)

Data Set & Get

Flow Control

Announce & Collect

‘ @ Auto Reply

‘_L'-’ ‘Eéll Compound Prompt A...

j:) Leave Voice Message

*ﬁ! Prompt And Collect D...

_;-‘Ez Prompt And Collect S...
48 Simple Play

%I Survey Question

' % Voice Recorder

_ — |
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The Voice Recorder activity can be customized by:
e Type-Indicates the category of the recording:

o Callback- A recording that can be associated to a callback so that a customer
can be recorded.

o Media Repository- A media repository file can be played with this Type.

e Recording End Detection Method- A period of silence or selection of a Termination
Key can be used to signal that recording should end.

e Pre Recording Silence Interval-The amount of silent time to wait for a response
before a message is repeated.

e Post Recording Silence Interval-The amount of silent time after a recording that will
indicate the end of a recording if Silence Interval is the Recording End Detection
Method. The default is 2 seconds.

e Termination Key-The key that should be selected to terminate a recording if
Termination Key is the Recording End Detection Method. The default Termination
Key is #.

e Max Recording Time-The maximum amount of time that is allowed for a recording.
The maximum and default time that can be configured is 120 seconds.

New Channel | New Business Procass ] New Agent | Bulk Operations |

[ﬁ T Business Structure ) @ Contact Center1 P S} Customer Service ) gk Main Flow b (Y) Voice Recorder 1

‘Ca[lback ‘ ‘S|[ence Interval or Termination Key
Pre Recording Silence Interval Post Recording Silence Interval
‘5 sec ‘ ‘3 sec
Termination Key Max Recording Time
‘ ‘30 sec
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Type

\: New Channel | New Business Process H New Agent | Bulk Operations

[ﬁ T Business Structure p @ Contact Center 1 P £F Customer Service P 531 Main Flow ) (&) Voice Recorder 1

T

|S|Ience Interval or Termination Key

I Callback
Media Rep05|t0ry Post Recording Silence Interval

|3 sec
| |30 sec

If Type equals Media Repository, a Media Repository File Name must be selected from the
dropdown. Note: A Media Repository File is required to be configured in order to be
displayed in the dropdown.

u‘:Lhamn.I | Nn v Eu;mr 55 F'rcuua | !‘.Iw W/ '\w ant | BulkOun rdhun

[ﬁ 1% Business Structure » {fj Contact Center 1 » ﬂ'CustomerSenflce } 55 MainFlow } (%) Voice Recorder 1

O T

Medra Repository | ‘SI[EHC& Interval or Termination Key

Pre Recording Silence Interval Past Recording Silence Interval

[3 sec

| \30 seg Select the relevant item v
| | & _ctek Selection A
& _ English Press 1 .
m _French 0

m _French 1

m _French 2

m _French3

m _French 4

& _Frenchs

m _French 6

m _French7

m _French 8

m French 9 v
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Recording End Detection Method

| New Channel | New Business Process || New Agent | Bulk Operations

[‘t m Business Structure ) @ Contact Center1 b I Customer Service ) ;5 Main Flow ) () Voice Recorder 1

‘Callback Silence Interval or Termination Key
Silence Interval

‘ Silence Interval or Termination Key
Termmatlon Key

‘5 sec sec

| |3U sec

Note: Simple Play can be used to set up a message before the Voice Recorder starts.

All input and output legs must be connected within the flow.

w
Input
‘ H Oues 3
No Availzble
Bresk  Callbeck  Ovarlow  Exitleg3  Sdtleg4 Agent Found
v
Input
& Simple Play | ¥
< | it
Done b
Input 4#% Pass Ta Business Process
@ Set Data ¥ Operator MK
P +| & Ineraction » @ Origin DID = Finish
S
P | & Flow r A callback. -
v
Input
—————— Dens
@' Vioice Recorder | Fp.
Done  Timeout In::n
1 h p
l 4 Prompt And Collect Selection Sp
&
Timsout Invalidlnput  Cffine  Confirm  Change
)4 h 4
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Voice Recorder Callback

The voice recorder activity can be used to record organization specific information for a
callback. This information can then be played or read as transcribed content by Agents
before a callback starts. This will allow Agents to be more informed about the callback
recipient. This activity will permit a caller requesting a callback to record a message with a
name, company name, extension number or any information required by an organization,
and associate the recording to the callback request.

Setup Voice Recorder Callback Activity
This allows a recording to be saves for a callback.

Add the Voice Recorder activity to the Interaction Handling Flow from “Announce &
Collect” in the right sidebar.

Data Set & Get
Flow Control

Announce & Collect

‘ @ Auto Reply

___';‘Eé] Compound Prompt A

j} Leave Voice Message

_:E! Prompt And Collect [__.
4

-1 Prompt And Collect S...

Simple Play

43
%I Survey Question

He)

Voice Recorder

]
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The following information can be customized in the Voice Recorder activity:
e Type-Indicates the category of the recording:

o Callback- A recording that can be associated to a callback so that a customer
can be recorded.

o Media Repository- A media repository file can be played with this Type.

e Recording End Detection Method- A period of silence or selection of a Termination
Key can be used to signal that recording should end.

e Pre Recording Silence Interval-The amount of silent time to wait for a response
before a message is repeated. This is required to be a value between 1-10.

e Post Recording Silence Interval-The amount of silent time after a recording that will
indicate the end of a recording if Silence Interval is the Recording End Detection
Method. The default is 2 seconds. This is required to be a value between 1-10.

e Termination Key-The key that should be selected to terminate a recording if
Termination Key is the Recording End Detection Method. The default Termination
Key is #.

e Max Recording Time-The maximum amount of time that is allowed for a recording.
The maximum and default time that can be configured is 120 seconds.

For a callback recording, select the following in the Voice Recorder activity:

Type
Callback

Type ‘ =l

Callback v
| Callback

Media Repository
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Recording End Detection Method= Silence Interval, Silence Interval or Termination Key,
Termination Key

Recording End Detection Method ‘

Silence Interval or Termination Key v

Silence Interval

I, Silence Interval or Termination Key

Termination Key
s L 5

Pre Recording Silence Interval= Enter value between 1-10
Post Recording Silence Interval= Enter value between 1-10
Termination Key= Enter key to be used as a termination key

Max Recording Time= Enter the number of seconds allowed for a recording

Set up Simple Play

This allows a message to be played before the Voice Recorder starts. (See ECS Setup:
Interaction Handling Flow: Announce and Collect Nodes - Evolve IP Knowledge Base -

The Evolve IP Knowledge Base)

e Add the Simple Play activity to the Interaction Handling Flow from “Announce &
Collect” in the right sidebar.

1.877.459.4347

www evolveip.net
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Data Set & Get

Flow Control

Announce & Collect

‘ @ Auto Reply

._-I;ﬁ Compound Prompt A...
j;) Leave Voice Message
'F%l Prompt And Collect D...

_'fz Prompt And Collect 5...

[ 41 Simple Play

% Survey Question

% Voice Recorder

The introductory message before the callback recording is entered at Text. Any
information that the organization wants to request in a callback recording can be entered.

e Add "ConstTTS Prompt Element"
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 Enabled @ Enabled
English M Spanish V Russian M Hebrew ] <][>
"% Phrase Prompt Element
‘= Property Prompt Flement
EZJ .

e Enterintroductory message.

& Enabled & Enabled

English T Spanish T Russian M Hebrew W QD

Announcement Elements

et Property Type — -Format Gender

) ‘Please record callback extension after the beep. ‘ “Text 'ﬂh’d ¥ |“ Default ¥ “ B

~ -Phrase B
2 ‘ﬁBeep Low v ‘ *

Beeplow

An audio notification can be added to indicate that the recording will start by adding a
"Phrase Prompt Element" and selecting an item as audio.
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@ Enabled & Enabled

English }[ Sponsh | Russn | Hebrew |

Annotncement Elements

= st Pronpt Lenent_
Droperty Prompt Hlement
= Phrase By Variable Element

= Const TS Prompt Element

Interruptible Clear Input

@ Enabled @ Enabled

English T Spanish M Russian V Hebrew \ QD

Announcement Elements

Text

Please record callback extension after the beep.

Property Type — - Format Gender
[Text '1{ Text "‘ ﬁDefault v
Phrase

T ‘ﬁ Beep Low v

Seno
w1
§en 0
v
v
fen2
fn3
m S .
$ns
Beepl dven 6

_g N7 ’

All input and output legs of Simple Play and the Voice Recorder activities must be
connected to the callback activity within the flow.
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e Callback leg from Queue activity to Simple play Input
¢ Done leg from Simple Play to Voice Recorder Input

e Faultleg from Simple Play to Voice Recorder Input

e Done leg from Voice Recorder to Set Data Input

e Fail leg from Voice Recorder to Set Data Input

e Timeout leg from Voice Recorder to Set Data Input

Note: For detail on Set Data, see ECS Setup: Interaction Handling Flow: Data Set and Get
Nodes - Evolve IP Knowledge Base - The Evolve IP Knowledge Base

-
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Input
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‘ il g
—_—
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