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Truelog Software                                                                                           www.teleref.co.za 
 
 

Playback 
 

The Truelog Playback application can be installed on any Windows (2000, 2003, XP, VISTA, Windows 7) computer on the network. In a WAN or VPN 
environment, the program can connect to any number of remote sites. Although the application provides a highly comprehensive range of features, its 
intuitive design allows any user who is familiar with Microsoft Windows to make full use of the program with just a minute or two of instruction.  
 

A user’s authorisation level determines the specific calls to which he or she has access. This may vary from the user’s own calls only, to a defined group 
of extensions (or a department), to multiple departments. Full authorisation allows a user to play back all calls made within the enterprise.  
 

Where a call is transferred between multiple extensions, user restrictions are fully applied - i.e. a user will not be able to view or play back a portion of 
a transferred call which takes place at a user-restricted extension. 
 
 
Playback Functionality: 
 

• Decryption and playback of calls within a selected date & time range, subject to user access levels 
 

• Date / time range shortcut buttons for ‘Last Hour’, ‘Today’, ‘Yesterday’, ‘Last Week’ 
 

• View Live data: displays new calls as they are completed  
 

• Playback of calls stored on server, as well as archived calls stored on removable or networked backup media 
 

• Display of audio signal level (amplitude) for entire call duration, with ‘zoom in’ to selected portions of a call 
 

• Highlight selected areas of a call, replay continuously in ‘looped’ mode 
 

• Replay speed is continuously adjustable between half and double speed 
 

• Add and edit references and comments for each call 
 

• Save a complete call, a portion of a call, or multiple calls to hard drive or removable media in a single ‘save’ operation 
 

• Integration to Microsoft Outlook (email calls directly from within the application) 
 

• Data export to MS Excel 
 

• Save calls to a ‘user basket’ for quick retrieval later 
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• Retrieve specific calls based on any combination of the following ‘filter’ parameters:-                                                                  www.teleref.co.za 
 

 Date / Time range 
 

 Record ID (a unique ID assigned to each call, suffixed with ‘A, B, C…’ to denote subsequent portions of a transferred call) 
 

 Extension or Agent Number  
 

 Extension or Agent Name 
 

 Transferring extension (TFR From), Transferee extension i.e extension to which a call is transferred (TFR To) 
 

 Department 
 

 Trunk (the network line or channel used for a call) 
 

 Call Type (All calls, Incoming, Outgoing, Outgoing transferred, Incoming transferred, Radio calls, Unanswered calls, Excluded calls) 
 

 Destination (a name assigned to a telephone number) 
 

 Call duration (greater than / equal to / less than a specified duration, or between specified limits) 
 

 Reference (obtained from external application, or manually entered) 
 

 Comment (searching for a specific comment only requires a keyword – similar to searching for an email containing a specific keyword) 
 

 Pilot number (on incoming calls this is the inbound DDI number dialled, on outgoing calls it is the Caller ID presented to the line)  
 

 Project, Campaign, Result, SubResult  (derived from an external CRM system) 
 

 Hangup initiation, i.e. local or external party hung up first (P = PBX, N = Network, available on ISDN and IP lines only) 
 

 Location (specific branch office in a multi-office environment) 
 
 

• Results can be ordered in ascending or descending order by any viewed parameter (e.g cost, duration, extension number, department etc) 
 

• Printable report for the selected data being viewed, with min/max/average/total duration and call cost 
 
Call Centre Specific  
 

Where an outsourced call centre is required to provide its clients with recordings for specific campaigns, or is required to supply recordings on a regular 
basis, Truelog provides a facility to simplify this task.  
 

The campaign or client-specific calls are selected in the Playback module, and the selection is exported to a specified folder (in encrypted form).  
 

A complete Playback application is also automatically saved to this folder and the user is prompted for a specific password to enable its use.  
 

The folder is copied to a CD / DVD or flash disk, which is then supplied to the client.  
 

Using the specified password, the client has full use of all the functionality afforded by the Playback application, including all searching and reporting 
functions. 
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Truelog Monitor                                                                        www.teleref.co.za 
 

The Truelog Monitor program provides a real time overview of active calls, with live audio monitoring of trunk and/or extension ports by clicking on the 
‘Play’ button for each channel  . 
  
The application can be installed on any Windows (2000, 2003, XP, VISTA, Windows 7) computer on the network. In a WAN or VPN environment, the 
program can connect to any number of remote sites. 
 
Trunk-side PBX environment with SMDR integration 
  
The Truelog system is wired to the trunk channels (i.e. network lines), and is not ‘aware’ of the extensions to which the currently active trunk channels 
are connected. At the end of each call (and after every call transfer), the PBX provides a SMDR / CDR call record which defines the extensions involved. 
The system uses this information to update its call records, in order that the correct extensions are displayed in the Playback program. 
  
Outbound calls are displayed in red, outbound ‘Setup’ calls (i.e. dialled and awaiting answer) in orange, Inbound calls are displayed in blue, and 
‘Excluded’ calls (i.e extensions or numbers which are not to be recorded) in black. Incoming Ringing calls flash in blue. 
  
Inbound calls reflect the ‘DDI’ entry number dialled, such as ‘Main Line’ and ‘Control Room’. 
  
The screenshot below is from a security business utilising 1 x Primary Rate ISDN, 2 x two-way radios, 1 x Analogue Telkom line. 
  
The Analogue line (T.25/002) is currently faulty or disconnected, and thus reflects an ‘Error’ state in the Monitor program. 
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Trunk-side PBX environment with CTI integration                                                 www.teleref.co.za 
  
The system is wired to the trunk channels (i.e. network lines) and is informed by the PBX on a real-time basis, of the extensions which are connected to 
each trunk channel. The extension information is accordingly displayed for each active channel, as in the following screen: 
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 Where CTI is available from the PBX, a ‘derived’ view of fixed and roaming extensions can be displayed. The following screen is taken from an outsourced 
call centre with four distinct agent groups. It shows a snapshot of the agents logged in at the various extensions in the primarily inbound ‘D’ group, with 
an overview of call activity. 
  
Usually, a large VGA screen (or Wallboard) is used to provide a complete view of all agents in each group, allowing supervisors and managers to have an 
effective view of traffic and productivity at all times. 
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Truelog Traffic Analyzer                                                         www.teleref.co.za 
 
On a trunk-side recording system, the Traffic Analyzer module enables the measurement of traffic across specified trunk lines and groups. It plots the 
number of simultaneous calls (i.e. concurrent channels in use) on the selected trunks, optionally filtered by dialed prefixes, over a selected period of 
time. This allows a telephony administrator to accurately determine traffic volumes in order to correctly ‘dimension’ network access, particularly with 
regard to the optimization of Least Cost Routing lines. 
  
Being based on concurrent calls, the Traffic Analyzer also provides an accurate indication of contact centre staffing requirements at different times of day, 
month etc, and will reveal traffic trends over a period of time. 
  
The charts below are taken from an ISP support call centre equipped with 13 x PRI and 90 x SIP trunks, handling primarily inbound traffic. This call 
centre operates between 7.30am and 10pm, and is also active on weekends. The charts below track the number of simultaneous calls over a period of 1) 
one month and 2) one day, with no filtering being applied. The traffic therefore includes all inbound and outbound groups, as well as general and 
administrative calls.  
  
  

  
1)  Simultaneous calls over a period of 1 Month:- 
  
 

The chart (on the next page) reveals the following: 
 

o The commencement of a new campaign at the middle of the month led to a significant increase in inbound calls during the second half of 
the month 

 

o A period on the 14th (a Sunday) during which traffic came to a halt whilst a PBX upgrade was carried out  
 

o Reduced traffic on Monday 22nd  (a public holiday) 
 

o A high level of inbound calls on the morning of Sunday 28th, when a customer connectivity issue resulted in a high number of support calls. 
This issue was resolved in the early afternoon, whereupon inbound traffic returned to a normal level. 

 
 
 
 
2) Simultaneous calls over a period of 1 Day:- 
 
 

The chart shows a high level of incoming calls between 07:30 and 09:00 on the selected day (i.e. around 360 concurrent calls during this period). The call 
centre is staffed with some 200 agents, so it is apparent that a considerable number of callers were attended to by the IVR during this time. 
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1)  Simultaneous calls over a period of 1 Month www.teleref.co.za 
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2)  Simultaneous calls over a period of 1 Day www.teleref.co.za 
 
 


