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Introduction

1 Introduction
The OpenScape Contact Media Service On Demand Record is a feature that
allows an agent to start/stop call recording using a button in the Agent Portal
Web user interface.

The support of on-demand recording is added to the OpenScape Contact Media
Service Call Recording feature, and it is supported only for OpenScape Voice
and OpenScape 4000 communication platforms.

The on-demand recording feature was built on top of the OpenScape Contact
Media Service Call Recording feature. Therefore, refer to the OpenScape
Contact Media Service, Installation Guide for more details on the infrastructure,
components, and recorder configuration.

The chapters of this document describe additional information for service
technicians/users who need to configure and use this feature.
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Configuration
OpenScape Contact Center Manager Application

2 Configuration

2.1 OpenScape Contact Center Manager Application

The OpenScape Contact Center Manager application has a permission (Client
Desktop/Agent Portal Permissions - Voice Capabilities) for the Agent named
On-demand call recording. The default value for this parameter is "no".

If the parameter is set to "yes", it will allow the agent to start/stop call recording
for a call in which the agent is participating.

2.2 Application Server

An instance of the CMS system configuration must be added to the Application
Server Configuration Center, as follows:

• On the Agent Portal Web, for Recorder.
• On the OSCCWebService, for the Search Recording functionality.

The WEBRTC instance is used for Integrated Phone, while the RECORDER
instance is used for On Demand call recording.

• CMS System > CMS Type > WEBRTC (Integrated Phone)
• CMS System > CMS Type > RECORDER (Recorder)

Recording Systems instance is used for the Search Recording functionality on
Web Supervisor.
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Configuration

The webagent.xml file, must be consistent with the below configuration:

NOTICE:  The webagent.xml file is located in the following
path:

C:\Program Files (x86)\OpenScape\Contact
Center\ApplicationServer\ApacheWebServer\conf
\webagent.xml
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Configuration
OpenScape Contact Media Service

The osccwebservice.xml file, must include the following configuration:

NOTICE:

The osccwebservice.xml file is located in the following path:
C:\Program Files (x86)\OpenScape\Contact
Center\ApplicationServer\ApacheWebServer\conf
\osccwebservice.xml

2.3 OpenScape Contact Media Service

It is possible to configure the Call Recording feature for each monitored
extension with the following values: Fixed or On-Demand.

To allow the external control of the On-Demand call recording, the Contact
Media Service provides commands in a REST interface for starting and
stopping call recording. For the Call Recording Start/Stop agent control, the
Application Server can directly send REST requests to the CMS.

Depending on the communication platform, the following actions will take place:

• OpenScape Voice - SILM is started or stopped according to the command
received through the REST interface.
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Configuration

• OpenScape 4000 - Timeslot Connect is started or stopped according to the
command received through the REST interface.

Follow the steps below to perform such configuration:

1) Navigate to Recording Configuration > Monitoring Extensions.
2) Click +Add extensions to add a new extension.
3) In the pop-up window displayed, you can select between the following

modes:

• Full Time

• On-Demand
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Web Agent User Interface
Call Recording On Demand

3 Web Agent User Interface
Once the configuration has been accordingly done, a Call Recording button will
be available in the Agent Portal Web user interface.

The Call Recording button is presented if the agent is involved in a call and it
indicates if call is being recorded or not.

Whenever an agent has the on-demand call recording permission, this agent
will be able to start or stop call recording using the Call Recording button.

3.1 Call Recording On Demand

When call recording on demand is used, the call is not recorded by default.
Initially, the Call Recording button indicates that the call is not being recorded.

To start recording the call, the agent needs to click the Call Recording button,
as shown in the figure below:

The Call Recording button indicates that the call is being recorded.
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Web Agent User Interface
Call Recording Full Time

3.2 Call Recording Full Time

When call recording full time is used, the call is recorded by default. Initially, the
Call Recording button indicates that the call is being recorded.

To stop recording the call, the agent needs to click the Call Recording button,
as shown in the figure below:

The Call Recording indicates that the call is not being recorded
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Web Agent User Interface
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Call recording on Customer Decision
Configuration

4 Call recording on Customer Decision
This feature allows customers to choose if their calls should be recorded
through an interactive menu when calling the OpenScape Contact Center.

If a customer chooses not to have their call recorded, the recording will not be
started and the option to start a recording will be blocked in the Agent Portal
Web user interface.

This feature supports on-demand and full time call recording.

This feature supports only Routed Voice calls.

IMPORTANT:  Once the customer chooses not to have their call
recorded, this choice can no longer be changed.

4.1 Configuration

4.1.1 OpenScape Contact Center Manager Application

Routing Strategy Workflow required configuration:

1) Create and add a Call Director Menu Prompt node, which should play a
message asking the customer if the call should be recorded and will collect
the option chosen by them.

2) Create and add a Contact Data Update node, which will set the
___OSCC_RECORDING_NOT_ALLOWED key.
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Call recording on Customer Decision

3) The Call Director Menu Prompt node must be connected to the Contact Data
Update node by the output of the "do not record the call" option.
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Call recording on Customer Decision
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Call recording on Customer Decision

4.1.2 Application Server

See chapter Application Server  on page 5 for details.

4.1.3 OpenScape Contact Media Service

See chapter OpenScape Contact Media Service on page 8 for details.

NOTICE:  The default value for discarding recorded calls
(Minimum Call Duration) is 5 seconds. If this parameter needs to
be adjusted when using Full Time call recording extensions, it is
not advised to reduce the value because this could result in the
registration of false short recordings.

See OpenScape Contact Media Service Installation Guide for
more details.
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