
Your contact center is abundant with data. It comes from many 
sources—your employees, your customers, and your voice and 
data networks. By combining call recording technology with quality 
management tools, speech analytics, surveys, and other useful 
applications, Syntellect Call Recorder helps you determine the is-
sues that drive customers to contact you, and enables you to learn 
from those contacts.

Scalable to meet the need of the enterprise and the SMB, Call 
Recorder can record calls on a number of different telephone sys-
tems, including all those supported by Syntellect CIM.

Call Recorder is capable of blending different methods of call 
recording in a single-server. The result is a scalable solution that 
can grow and evolve with your business. Syntellect Call Recorder 
can be configured to record what you need, when you need it—
including blended VoIP and TDM recording.

C u s t o m i z e d  R e c o r d i n g

Call Recorder is a reliable tool for call logging and compliance 
recording (100% recording), quality monitoring, sales verifications, 
dispute resolution, and as a coaching and training aid. Beyond 
that, contact center managers can select what to record and 
what not to record, based on flexible rule creation. For example, 
managers can block recording of calls made to states with 2-party 
recording laws, or restrict playback on portions of recordings 
that contain sensitive credit card information to comply with PCI 
standards.

Syntellect Call Recorder
                           c o n t a c t  c e n t e r  C a l l  AND    S C R EEN    R e c o r d i n g



S y n t e l l e c t      R e a c h  Y o u r  D e s t i n a t i o n

monitoring sessions you use in training with recorded calls, pre-
screened for content and quality. You will ensure your trainees all 
learn the same thing, the same way. Your net is higher levels of 
quality delivered on a more consistent basis.

Q u a l i t y  M o n i t o r i n g

The case for quality was proven long ago: quality drives 
customer satisfaction, and customer satisfaction drives re-
peat sales. With the Quality Monitor feature of Syntellect Call 
Recorder managers can be assured that they are taking a criti-
cal step to maintain the highest levels of quality. 

Every contact center is unique. It takes a thorough understand-
ing of your business drivers to deliver a monitoring program 
that is appropriate for your company. Syntellect is staffed by 
industry veterans who will work with you to design the right 
solution. We take several factors into consideration when we 
work with you: your existing technology, your performance 
measurements, your future goals—and, of course, your bud-
get. The result is an effective way to monitor your quality and 
calibrate to your standards.

C u s t o m  E v a l u a t i o n  F Or  m s

Slice and dice your data. With the Composer feature of Call 
Recorder’s Quality Management module you can build multiple 
evaluation forms. Get started right away building web-based 
evaluation forms, tests, or quizzes in a matter of minutes. No 
need to bother your IT staff; you can add questions, sections, 
or responses to your forms with a click of your mouse.

Build as many custom forms as you need. Each form can have 
an unlimited number of sections, each section can have an 
unlimited number of questions, and each question can have an 
unlimited number of responses.

Choose the weighting for each section, question, and response 
for dynamic scoring. Use our reporting engine to dive deep into 
your data, spotting trends at each level of your organization.

Call Recorder allows the archival period of calls to be defined. 
Based on your business needs, various subscriptions can be 
created that define retention periods.

Scr   e e n  R e c o r d i n g

While you are able to use Call Recorder’s screen recording 
feature to ensure your agents are focused on their job, there 
are many other benefits desktop screen capture can bring to 
your business.

I d e n t if  y  w o r k f l o w  i s s u e s

Find the people who are most efficient at using your CRM and 
other desktop applications. Identify your top performers, and use 
their recorded interactions to coach and train the rest of your 
staff to reach optimal performance levels. As you gain greater 
desktop efficiency, you will be able to improve your call handling 
times, increase First Call Resolution (FCR), and satisfy more 
customers.

Em  a i l  a n d  C h a t  R e c o r d i n g

Call Recorder’s screen recording feature can help you moni-
tor and manage email and chat. You can set screen recording 
based on blocks of time, or you can send automated recording 
triggers based on activity in third-party applications. The result 
is an effective solution for monitoring performance of off-phone 
agents—both in the contact center and in the back office.

A u g m e n t  y o u r  Tr  a i n i n g  C u rric    u l u m

With Call Recorder’s screen recording feature you can provide 
greater consistency in your training without investing in a com-
plete online university. Replace the on-the-job training and live 

Connecting 

			   you and your customers through 

		  integrated communications

Syntellect Solutions

IN  t e g r a t e d  C ONTA    C T  C ENTE    R  S o l u t i o n s



Copyright © 2008 Syntellect Inc. All rights reserved.

C o r p o r a t e  O f f i c e

16610 North Black Canyon Highway 
Suite 100 
Phoenix, Arizona 85053

tel	 800.788.9733 
Web	 syntellect.com

In  t e r n a t i o n a l  O f f i c e

Chelford House, 
Hampshire International Business Park 
Crockford Lane 
Basingstoke, Hampshire 
RG24 8WH

tel	 +44 (0)  1256 685100 
Web	 syntellect.com/international

 Customer Interaction Management

 Self-service

 Enterprise-class scalability

 Skills-based routing

 Integrated business continuity

 Multi-site and virtual contact center 

 Workforce management

 Quality monitoring

 PBX/IP Independence

 Call Recording

 Decision Manager

 Survey Manager

High-Powered, ROI-Driven 

solutions

I n t e g r a t i o n  w i t h  S y n t e l l e c t  C IM

Call Recorder is deeply integrated with Syntellect Customer Interaction Manage-
ment (CIM). Voice and screen recordings are linked to their respective CIM interac-
tion IDs. In addition various interaction properties can be associated with a call for 
flexible search options. Within Interaction Vault are embedded links to the recording 
for each interaction. Invoking the link launches the recording for playback. Agents 
and workgroups are also synchronized between applications: Agent assignments 
and workgroup configurations made in the main CIM application are automatically 
reflected within Call Recorder.

A b o u t  S y n t e l l e c t

At Syntellect, we help our customers create, maintain and continuously improve supe-
rior end-to-end service for their customers. 
With over two decades of pioneering leadership and thousands of solutions deployed 
globally, Syntellect is a premier provider of enterprise-class contact center solutions 
for the utilities, financial services, government, high- technology, help desk, consumer 
products and healthcare industries.
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