Product Brief
Nortel Contact Recording

Nortel Contact Recording is a valuable
enhancement to any organization that
needs to manage risks, comply with
regulations, or improve processes. The
embedded recording solution ensures
that you can record calls for sales verifica-
tion, order processing, or audit purposes.
Nortel Contact Recording lets customer
calls become part of your workflow,
improving productivity and positively
impacting your bottom line.

Nortel Contact Recording seamlessly
integrates into your Nortel communica-
tions network eliminating the need for
middleware and custom integration
points. Providing call recording for ID,
TDM, and mixed environments, Nortel
Contact Recording delivers a future-
proof, flexible solution designed to take
you into the future. Using the Nortel
exclusive Duplicate Media Stream (DMS)
technique in IP environments, a sepa-
rate and dedicated path is provided for
call recording, ensuring that the conver-
sation is captured.

Nortel Contact Recording is a software-
only solution that runs on off the shelf
hardware and supports scalability into
the thousands. Patented technology
delivers extremely efficient use of
networks for recording and storage
using Network Attached Storage (NAS),
Storage Area Network (SAN), and

directly attached devices. You can record
voice interactions, conduct searches and
replays of specific recordings, and easily

manage storage of your recordings.

Record calls on demand

Desktop Control of Recording
— recording flexibility at your
fingertips

Nortel Contact Recording Desktop
delivers icon-based recording directly to
the user’s PC desktop. Users can easily
record calls as needed, as well as tag or
categorize calls with details that will
enable easy retrieval of stored calls. The
Contact Recording
Desktop icon is part of
the PC system tray and

a wide range of recording requirements
to fit various employee profiles and
satisfy security and compliance
concerns.

Contact Recording Desktop allows users
to record a call in its entirety or only
portions of a call, with additional choices
for retention or deletion of recordings.
Contact Recording Desktop adds a
simple but powerful set of recording
capabilities that can be utilized across
your organization.
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Central Search and Replay —
flexible filters and audit trails

Nortel Contact Recording’s embedded
Central Search and Replay capabilities
make it exceptionally easy to manage
your recordings. Searches can be defined
based on filters such as time, date, agent,
caller, length of call, and caller ID. The
browser-based system makes it easy to
specify search criteria with simple point
and clicks. And, tracking searches and
replays of recordings for an audit trail
that satisfies legal requirements is simple
with its intuitive user interface.

Central Archiving — easy
long-term storage

Nortel Contact Recording’s optional
Archive Manager makes it easy to auto-
matically archive selected recordings and
centralizes this task to ensure all standards
are met for regulatory or corporate
compliance. You can use the standard
filter definitions or create your own
definitions, such as account numbers,
transaction confirmation numbers, or
incident numbers. Storage durations can
be varied by campaign so that some calls
may be stored for days or months while
other calls may require storage for several
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years. Archive Manager also works with
any Storage Area Network (SAN),
Network Attached Storage (NAS), or
directly attached storage device. It will
automatically copy selected recordings
to your specified storage network.

Nortel Contact Recording is a powerful
call recording solution for any business
that needs to reduce risk, comply with
regulations, or improve communications
and business process. And, because the
solution is embedded in your Nortel
communications network, businesses can
expect additional cost savings and effi-
ciencies with a truly integrated solution.
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Figure 1. IP-based recording, archiving, and storage.
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Nortel is a recognized leader in delivering communications capabilities that make the
promise of Business Made Simple a reality for our customers. Our next-generation
technologies, for both service provider and enterprise networks, support multimedia
and business-critical applications. Nortel’s technologies are designed to help eliminate
today’s barriers to efficiency, speed and performance by simplifying networks and
connecting people to the information they need, when they need it. Nortel does busi-
ness in more than 150 countries around the world. For more information, visit Nortel
on the Web at www.nortel.com. For the latest Nortel news, visit www.nortel.com/news.

For more information, contact your Nortel representative, or call 1-800-4 NORTEL
or 1-800-466-7835 from anywhere in North America.
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