Being able to see and experience the interaction that Screen Recorder provides:
your customers experience when they reach your
contact center can help you better understand your
customers and your business. SentryWorks, the
leader in workstation monitoring software, has created
an all-in-one platform for managing the screen
recording needs of a contact center, including quality
monitoring, coaching and training, transaction
verification, dispute resolution, and legal/compliance
obligations.

. Comprehensive monitoring and recording
of an Agent’s computer screen including
live monitoring and record-on-demand
capabilities

= Industry leading performance and quality
means you get the best playback performance
and lowest CPU and network utilization of any
screen recording technology

Screen Recorder is a software platform that allows . Innovative features not available in any
developers to seamlessly integrate screen other screen recording product, including
monitoring and recording capabilities into their integrated instant messaging and coaching
products. tools

Monitoring, Recording and Playback
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. Live monitor multiple Agents in
real-time and even save “live”
sessions.
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. Record screen activity with or
without Agent's knowledge.
No performance degradation
on Agent workstation while
recording.

. Media Player available as a
free download. No dedicated
playback system required to

playback voice and screen . .
recording. Figure 1: Screen Recorder Media Player

with 9 recorded files and 1 Live Monitoring Session




Additional Features

©) Screen Recorder - Instant Message

Fle Edit View Help

Supervisor_Jones: You seem flustered. Do you need help?

Agent_John Doe: I sure do. This customer reported a problem that appeared
similar to PJ07624, 30 I directed him to download the fix from our FIP
site.. but the problem still occurs at the same place.

Supervisor Jones: Have you verified the fix is installed properly?
Zgent_John Doe: Yes. & version check indicates 6.137 release.
Supervisor_Jones: mmm.. Let's bring Vinnie Barbarino into & chat

session with us. Vinnie was the developer responsible for the fix. Perhaps
he can tell us what to look for. For future reference, I am also going to
send you a PDF file that will help you better understand how to interpret
the trap data and identify the failing component.

Zgent_John Doe: Excellent! Let me tell the customer to hang on...

ok. Vinnie is available.. and I am going to ask him to join us now.
en

Figure 2: Screen Recorder Instant Messaging

Screen Recording Compatibility

= Windows 98, ME
. Windows NT 4.0 (SP3 or higher)
= Windows 2000 and Windows XP

= Windows 2000 or Windows 2003 Server recommended for
Screen Recorder Server

Hardware Compatibility

Agent Workstations:

= 75 MHz or higher Pentium compatible CPU

= 32 MB of RAM

= Software is optimized for MMX compatible CPUs

= Provide coaching and assistance to Agents using built-in Instant
Messaging functionality.

= Collaborate with multiple Agents and other employees to help get
your Agents quick answers to problems.

. Push important documents and files to an Agent in need of
assistance.

= Full support for free seating since our built-in presence detection
makes it easy to know which Agents are logged in and where
they are physically located. Also know which Agents are actively
being recorded or monitored.

. Only screen recording technology that secures and encrypts
sensitive data.

= Easily add custom data fields that can be stored in the recording
file. For example, you can store Customer or Agent information.

Network and Database Compatibility

= Works with Windows compatible networks with TCP/IP Protocol
= Works with Ethernet 10/100 and Token Ring networks
= Works with SQL/ODBC compliant databases

Media Player and Server:
. 500 MHz or higher Pentium compatible CPU
= 256 MB of RAM

l SentryWorks, Inc. Voice: 561-482-9495
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Web:  http://www.sentryworks.com



