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VSLogger Call Recording Solutions
Call Center, QC, Coaching and Compliance
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About Versadial Solutions

n 1994 Versadial Solutions was launched in California as a software

development consulting firm. Our first major project was to develop
software for a proprietary multi-channel voice recorder for a U.S
Government contractor. With the success of the project, we shifted
our software development focus to the multi-channel voice recording
industry.

We noticed a large void in the small to medium size business sector
for call recording software and hardware solutions. Versadial was one
of the first companies to design and develop an affordable solution
for this sector. Our software provides businesses around the world
with the capability to easily integrate call recording solutions into their
computer and telephone systems.

Today, Versadial Solutions has a worldwide customer base, servicing clients in government, manufacturing,
telecommunications, call centers, public safety, financial services and many other industries. We have been
tested and compatible with multiple PBX manufacturers: Cisco, ShoreTel, Avaya, Lync, NEC, Nortel, Panasonic,

Toshiba, Mitel, 3CX and more.
What Makes Us Different:

» Non-proprietary PC hardware for ease of maintenance and scaling

» Record a mixture of lines: VolP, analog, digital, T1/E1, IDSN, BRI, and PRI
» Capture caller ID, dialed numbers, SMDR, or ANI/ALI

* Licensing based on number of channels/phones being recorded with unlimited user access to interface
* Visual and audio alarms

* Recording checksum for tamper proof recording

* Live Monitoring with instant recall tools

» Automatic archiving to network drives or removable media

* Tools designed to assist with SOX, PCI and HIPPA compliance

» Multi-site recording and multi-tiered security permission levels

* Reporting: Create and save custom reports, graphs and charts

* Third party verification or telephonic signature recording mode

* Quality control tests and reports

» Screen Capture: Dual monitor capability

4 )
Chris Gribschaw

Jefferson County Sheriff

Marv Bohall
Bohall & Associates

“Customer Service is one of
the best! Every time | called
someone was willing to help,
no transfers, no on holds,
no call backs. | received our
product and they were able to
get connected remotely and
walked me through getting our
lines recorded all within 25
minutes.”

Richard B. Garden
DDS, PC

“Quality control, customer service,
and accountability have reached a
new level in the office.”

“After months of research and
conversations with many
leading recording system

companies, we chose

Versadial. The installation was

straight forward and support
from Versadial was great.”
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VSLogger Configuration

Note: For single recorder configurations , both Adutante and VSLogger installed on the same PC

Adutante® Server
Controls users, permissions, modules

User Requests Recording

Server 1
(Records and Stores
Connected Inputs)

Web Application loaded
and authenticated from
the Adutante server

Recording Streamed through
browser for instant playback.

—((; )’ VSLogger
*«; Servegrgz
(Records and Stores
Call Recording User Interface Connected Inputs)
HTML 5 Web Application
(Search, Monitoring, Playback, etc) R R R
Application Connects Directly To

Selected VSlogger servers for

monitoring and recordings playback. VSLogger Satellite
(Records Connected Inputs.
Does not hold recordings.
Uploads to designated
VSLogger Server)

Call Recording Solution - Two Purchase Options for Your Convenience

(1) Software Subscription (1-year term license): You pay yearly for the specific number of chan-
nels (peak usage). Includes software maintenance plan: access to our support desk and latest
software. Subscription rates start at $8/channel/month*

(2) Permanent License: Your license is permanent. Price based on specific
number of channels (peak usage). Includes 1-year software maintenance plan:
access to our support desk and latest software. We ask that you speak with an account man-
ager to learn about the pricing structure and options for permanent license.

* Subscription billed/purchased yearly (min. 1-year term). All pricing is subject to change, pricing does not include hardware.

Optional Hardware

Analog Input Digital PBX Extensions T1/E1 ISDN PRI Passive

Recording Boards Recording Boards Recording Boards
(8, 16, or 24 channel. PCI or PCle) (8, 16, or 24 channel. PCl or PCle) (Single or Dual. PCI or PCle)
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Call Center Tools and Utilities

Our VSLogger call recording software is at the heart of our software
solution. Working in conjunction with Adutante and Desktop Assistant,
VSLogger becomes a powerful call recorder that can be utilized for
incident re-creation, liability control, and a workforce optimization.

The features and tools below can be utilized to increase your overall
business productivity, improve agent performance, and reduce your
liability by maintaining recordings and data.

All features (unless indicated) are included with VSLogger call
recording software at no extra charge.

Call Recording

Record analog, digital PBX exten-
sions, ISDN BRI/PRI, E1,T1,VolIP,
and SIP trunk lines.

We support Cisco, Avaya, Pana-
sonic, Shoretel, Mitel, Nortel, Skype
for Business (MS Lync ), NEC, and
many other PBX manufacturers. Our
solution is used across a myriad of
industries and business sizes from a
simple dentist office to a 2000 seat
call center.

Standard Features: Live monitoring,
search, playback, bookmark, extract,
download to wav, email, silence,
notes, and more.

Quality Control

Our quality control module allows
managers to listen to recorded calls
and grade agents with customized
forms. Run reports on individual
agents to track performance over
time, and highlight those who are
excelling and those who need assis-
tance.

Easily spot trends and trouble areas
within the organization. Take advan-
tage of our general evaluation options
that allow you to utilize the QC mod-
ule for general annual performance
reviews.

Business Intelligence

In-depth reports provide a plethora
of data to help managers easily and
quickly analyze current trends and
daily call statistics. Business intel-
ligence allows managers to make
informed decisions running their day-
to-day operations.

With dashboard view, managers can
quickly see agents who are falling
behind on their tasks or highlight
those who are out-performing the rest.
Identify problems in real time, and see
why certain agents may be struggling
to get their call volume up because of
other external issues.

Coaching/E-Learning

Coaching and e-learning is easy with
our built in quality control and evalua-
tion forms. During QC form creation,

each question or section can have an
e-learning URL attached to better ex-
plain or re-emphasize troubled areas.

Once the evaluation is completed,
managers can forward the graded QC
forms directly to the agent for review.
The agent can run a self evaluation,
see their grade, and click on any
assigned E-learning link provided by
the manager for further coaching and
training.

Speech Analytics

(Additional License)

Speech analytics reduces the time
required listening to calls and search-
ing for relevant issues. By highlighting
and searching for key phrases, calls
can automatically be screened and
flagged for human review.

Although previously inaccessible,
steady advances in technology have
reduced the costs involved with imple-
menting speech analytics. Small call
centers can now take advantage of
this tool to utilize their managers more
effectively and efficiently.

Screen Capture
(Additional License)

Get a holistic view of your agents daily
activities. Screen recording combined
with call recording provides a com-
plete capture of the agents interaction
with your customers.

By recording agent PC screens,
managers can spot issues with CRM
usage, data entry, or overall process-
es. ldentifying these issues can help
teams produce more efficient pro-
cesses to handle interactions, which
in turn will create more productivity
and satisfied customers.
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Recorder Ul and Features - VSLogger Call Recorder
Versadial’s call recording software has a browser based user interface with direct access to multiple recorders.
Utilized by thousands of companies who need to record for liability, security, compliance, training and customer
satisfaction. Our software assists with being SOX, PCI and HIPPA compliant running over an SSL connection.

VSLogger provides a secure and stable platform for recording inbound and outbound calls.

VSLogger VSLOGGER1  English~ ©) Live Monitoring~  Signed in- Corey Thomas ~ ﬂ
@ View || v = Details @
Status Channel — Desc. Dir. Ext. Agent Start Duration Dialed Caller ID Note

(9N 001 Don 103
< 002 Micah 105
[ 003 Corey 106 Q 106 Corey Thomas 03/15/2016 9:39:40am 00:00:28 555-555-5655
w 004 Bill 107
. D05 Adam 108
(" D06 Gregory 104
(% 007 Assistant desk
o 0z Brett 111
13 009 Jerry 250 [v] 250 Jerry Jerimiah 03/15/2016 9:39: 40am 0D:00:28 5555655555
L3 010 Qleg 251
L9 pid Gene 101
D View Show Last| 15minutes + Eﬂn <
4 \ [ \ )

Easy to Use Record and Monitor Live Calls Scalable and Secure

* Rich client user interface * Ability to listen to live calls or * Multiple VSLogger recording
(web browser) playback recorded calls with ease servers can be set up and

» Access and control multiple * Recordings capture caller ID, call distributed to multiple loca-
recorders length & more tions. (distributed recording)

* Intuitive design allows man- + Add text notes or flags to any call * Access multiple recorders
agers and agents to get up & recording from a single user interface
running in a short time « Fast recall to access recent re- + SSL connection (Secure)
(resulting in low TCO) cordings * PCl and HIPPA compliant

\ J U J U J
4 )\
Benefits of Call Recording

* Reduce personal liability * Improve business processes
* Reduce costly entry errors * Conduct performance reviews
* Reduce personal calls + Sales training and Improve customer satisfaction
* Increase business security * Incident recreation
. J
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Search and Playback
With Table and Interactive Timeline View

VSLogger DEMO2  English~ €, Search And Playback~  Signed in demo user~ E

a s1 o
2 0o o et i ]
Show 10 v entres
v sre. Channel Desc. Dir. EXt. stant v Duration Dialed Caller ID Note
caerz016 | M 12.00am (C) o . P Miah105 @ 105 09/26/2016 935 17am 0D:00.47 103 Don Sofoka
D272016 | B 12.00am @ L t 001 Don 103 Q 103 092672016 9:39.17am 00:00.47 105
Ll R o0z Micah 105 ] 105 022672016 9:37:20am oporzr %
Channels
“ w 003 Don 103 (] 801 09/26/2016 9:34.14am o0:0118 2%
Quick Filter X
L L ooz Micah 105 ] 105 Q92672016 9:31:54am 000046 103 Don Soroka
1 Don 103
L] . oot Don 103 7] 102 0972672016 &-31:54am 00:00:47 105
2 Micah 105
3 Corey 106 oW . ohz Mican 105 @ 105 09/26/2016 9:29:57am 00:01:27 %
4 Bil 107 “ . 001 Don 103 ] 801 09/26/2016 9:26. §1am 000117 %
5 Adam 108 ~
© . — Mican 105 @ 108 09/26/2016 9:24:31am 00.00°47 103 Dan Soroka
& Gregory 104
_ Ll " oo Don 103 Q 103 09/26/2016 9:24 31am 00:00:47 105
T Assistant desk
§ Breft 111 Showing 1 to 10 of 325 entries Frevious - 2 3 i -8 33 | Next
B Greate Evaluation & o &
Agents
Channel Desc. Dir. Flag Ext. Agent Start Duration Dialed Number Caller ID Note
Clients and Campaigns »o® 003 Corey106 @ 106 Corey Tolmasoff 01/26/2019 9:17:13am 00:01:52 108 Adam Otterbein

Advanced Filters o 10 |- ‘T'

-~ 4 0 0 0o - 1 o e -4

| | L “« 00:00:46 / 00:01:52 » LI b

A

2 h Private | @ | Bookmark Name

Search by a variety of parameters to narrow down to specific calls. Audio and Video files are loaded and played directing
in the software. No need to open a new window or download to your desktop for playback.

Our player has standard controls plus additional features to enhance the user experience. Mixed playback, playback
speed adjustment, bookmarks, notes, download as wav, and more.

a N
Timeline View is a new
graphical view that provides
a visual representation of call
activity. You can see agent

Channel: 002 Desc.: Corey 106 Dir.: @ Duration: 00:11:22 Agent: Corey Tolmasaff Caller ID: 108 Adam Otterbein

5 (Adam 108)

= activity and call volume dur-
1 @107 ing peak times in a timeline
- | - nm 1 -
- LI A - format. Green represents an
e — O audio file, blue represents
AETS a a video file, and red is the

selected recording actively
playing.
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Quality Control
Coach & Motivate Employees Using Example Recordings

Adutante Qc-  English»  Signedin Corey Talmasoff= ‘7
Evaluate (3 a ‘
New General Evaluation Incomplete Evaluations e
3 Incomplete Evaluations Grade
Cheathr Name Agent: Gorey Tolmasoff Period: Daily, 10/21/2014 ] COMPLETE
(10/21/2014) Corey Talmasoff Form: Versadial Sales QC-1
1l Delete (Form: Versadial Sales GC-1)

(10/21/2014) Corey Tolmasoff
1l Delete (Form: Customer Sample)

Presentation :
(2/32014) Steve Nguyen 40%

1 Delete (Form: Versadial Sales QC-1j

Professional greeting or/and Introduction? Friendly and upbeat tone?
Failed 182903 04@&5 5

General verbal presentation quality? Language selected. Tone: Tempo. Attitude. Clear expressions
Failed Test 0% 10% 20% © 30% 40% O 50% B0% 70% 80% @ 90% 100% Best 9

Listening and understanding customer?
2 0% 10% & 20% 30% O 40% @ 50% D 60% © T0% 80% ) 90% @ 100% Best 10

Records and Activity

Did summary of call(s) being graded make it to CRM history?
o 2 4 6 8

Follow ups/Pending activity consistently scheduled?
Falled Yes Na

Average daily CRM activities for graded Agent
2 Lessthan 10 11-20 © 21-40 41-60 More than 60

Adutante QC Adm )

Improve with Quality Control Tests

& qc Forms

Weekly AM - Comp Yy - V1.0, Status: Finalized, N/A Mode: Use Highest Sco|

B QC Forms Management * Create unlimited and customized tests

| eilszabsilendis Sections » Grade quality of your agents, service and more
N - » Easy and intuitive QC interface with multiple question
= Communications Skills and Resources - (Refer to GM and Activities. Test 5-10 em . . . .
=) General Evaluation Form i types available as well as customized grading weight
B e i i ' « Pull performance reports for employees over time

Share tests for review and discussion with anyone in
rena
Daily AM- Competency - V1.0 the Company

Are emais wei fomatted? Improve quality of service and customer satisfaction

NIA No Yes

Weekly AM - Competency - V1.0

= = =

* Improve sales techniques and provide in-depth train-
R e s ing and self evaluation opportunities
Sales Records Daily-GC4 e e Geserme, Short and focusect * Run general_evaluations such as employee quarterly
I NA & oo s or yearly reviews

Proper grammar?

No Yes
Customer Sample k

Included at no extra charge

B B &
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Reports

Business Intelligence - Dig Deep Into Your Day-to-Day Activities

40
25
a0
25

20

X

]

4 )
Call reports display details of your busiest times,

days, and weeks. Providing you countless ways
to dig deep into your call center and business’s
analytics to assist with proper staffing and man-
agement.

* Use a number of pre-defined reports, such
as Summary of Channels, Day of the Week,
Hour of the Day, Monthly Trend and Yearly
Trend reports

* Track your top performers and award ac-
cordingly

» Gather information to properly staff your
teams, no more second guessing or estimat-

lus Run Report

B i Clear

Storage

Main Storage

— 'l
08/24/2015 = 12:00am (L
08/25/2015 = 12:00am ®
8:00am ® 5:00pm ®

Agents
Quick Filter hd

Adam Otterbein [m}
Corey Tolmasoff @
Dmitry Kotidi (m]
Frank Nguyen (=]
Gene Shennikov [w]

John Doe @

Nhan Le o

b W
I I I I I I I I I
Auvgust Mon 03 Wed0S Fri07  Aug0® Tue11l Thu12 Sat1S Mon 17 Wed 19

Created By

EIE

Time Range:01/01/2015 12:00am - 01/01/2016 12:00am

Storage:

ing when you need to be fully staffed and
everyone on the floor

* Utilizing dashboard, break your employees
up into teams and quickly monitor activities
and performance

* Included at no extra charge

Status | Al v Q ©

Summary, Agents

Created By: Oleg Melikhov at 08/20/2015 5:43:51pm
arch_1435884344562

Weork Hours:3:00:00am-5:00:00pm

Steve Nguyen
Frank Nguyen
Oleg Melikhov
Corey Tolmasoff

§  Dmiry Kotidi

<sene Shennikov
Adam Otterbein
William Markow
Andre Morin

T T T T T T T T T T m
0 50 100 150 200 250 300 350 00 150 500 550 800 850

Total Number of Calls

Steve Nguyen
Frank Nguyen
Oleg Melikhov
aCorey Tolmasoff-
& Dmitry Kotidi
<sene Shennikov
Adam Otterbein
William Markow

Andre Morin
i

Number of Inbound Calls

Steve Nouyen
Frank Nguyen
Oleg Melkhov
eCorey Toimasoff-

§  Dmiry Kotidi

<fsene Shennikov
Adam Otterbein
William Markow
Angre Morin
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Speech Analytics
Take the Guessing Game Out of Monitoring Calls

Channel Desc. Dir. Flag Ext. Agent start Duration Dialed Number Caller ID Note

L o6 Metame 102 o 100 Melanie O Q70372018 11:3455am BOD1A7 a2

D 10X = L] L L) ™ | (01007000117 » "

(=

GOOGLE -~

L ERABER TR Please leave your message for Chistophe:

[ISTERTRTRETITY Onn, hi Chris. if's Metanke from versatiie Solutions. Hope voure doing well Just wanied 1o cal and fobow up 10 sé If you'ne il considenng upgrading your versaliie softwane and reinstating your maintenance plan. Anyways. if you could give me a call 1o
let me know. nat would be grear. My numper nere 15 949-450-T650 exiension 109, Agam, that numper 15 943-450-T650 extension 109 Thanks, Chus. Bye

Now that you have your calls recorded, listening to them individually can be time-consuming! Have them sys-
tematically reviewed using speech analytics. Speech analytics uses search algorithms that analyze thousands
of minutes of audio searching for specific phrases to categorize and flag before notifying a human to efficiently
review.

VSLogger works with a variety of 3rd party speech analytics providers. Customers who use Versadial have the
choice to select which provider best fits their analytics needs, reducing cost, and reducing the risk of being locked
into a specific provider. This flexibility is what Versadial is known for, and something we know customers truly
enjoy.

After the third party processes your recorded calls, the pertinent information is then imported back into VSLog-
ger*. Calls can be filtered and searched for specific phrases, or flagged for your review. Additionally, VSLogger
can be configure to automatically email you for any flagged or tagged calls. You no longer need to randomly listen
to calls and hope to catch something useful, with speech
analytics you can easily listen to the calls that matter.
Saving you time and resources.

Speech Analytics Capabilities:

» Speech-to-text conversion

» Search-by-word or phrase from audio recording

* Flag, bookmark, or e-mail calls containing
YOUR custom criteria: (EX: flag, bookmark, or
e-mail calls that contain “credit card”

* Automatically mute personally identifiable infor-
mation or credit card details. (Coming 2019)

* Note: this function is currently limited to a few speech analytics providers. We are constantly expanding the number of providers that support this feature.
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PC Screen Capture

Screen Capture: Is the capability of recording your employees PC
monitor content, as a video file or as a snapshot image.

facebook

Versadial Screen Capture Is Commonly Used For:
» Automatic or manual screen recording of employee’s desktop
to monitor user activities
* Analyzing recorded data to increase business productivity
+ Verifying that employees are following company PC usage

policy

How It Works:
Desktop Assistant module is installed on the Call Center Agent’s workstation and configured to record content of the
workstation screens (PC monitors) and send recordings to VSLogger for final video encoding and storage. Process

of screen capture can be initiated manually, or can be started automatically and synchronously with recorded tele-
phone device.

If screen capture video recorded synchronously with recorded telephone device, it will contain both screen content
and call audio during playback.

If screen capture video recorded by manual activation, it will contain screen content, but no audio.

Snapshots (still image) of an agent’s PC screen is also available via the VSLogger interface (Live Monitoring Tab),

allowing the manager to get a quick peek at the agents current ¢~ )
activity. Agent PC Minimum Requirements for Screen Capture
| OsS: | Windows 7 or greater |
Licensing:
One VSLogger screen capture channel license is needed to Server PC Minimum Requirements for Screen Capture
enable screen capture on a single DeskTop Assistant in- Memory: 8GB DDR RAM
stance. Please note, that even if two monitors are recorded, 0S: Windows 7
only one screen capture license is used. Hard Drive: | 1 minute of screen capture is 2 MB (average)
PCI Slots: Not Required, PC recording is software only
CPU: Quad Core
. J
e ——— |

VSLogger Server
{Agent PC Screen Saved on Server)

Agents PC VSLogger User
{Installed with Desktop Assistant

for Screen Capture)




