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1 NTRODUCTION 

 

Dear customer,  

Thank you for choosing our Sense call recording solution. We sincerely hope that our solution will 

make a positive impact to your company, increasing overall efficiency and business performance.  

You may not be aware that the system you have purchased is capable of more than just 

recording, it can include a Welcome Message for each incoming call, a firewall to significantly 

reduce the possibility of phone system hacking and a wall board to show how well calls are dealt 

with. There are other additional options such as a call management suite with full reporting and 

fully customisable wall boards. For more information, please contact your Retell dealer. 

The Sense Recording system is subject to continual change and improvement offering you the 

highest quality solution and helping to future proof your investment. As part of the ongoing 

development of the product, our Research and Development team are always open to 

suggestions and feedback. If you have any thoughts that you want to share with us, we would be 

glad to hear from you.  

This manual covers the usage of Sense Call Recording Systems. For more information on the 

products and services Retell have, please visit www.retell.co.uk 

Sincerely,  

The Retell Team 

 

 

 

 

 

 

 

 

 

 
 
 

http://www.retell.co.uk/
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2 SENSE AT A GLANCE 

2.1 RUNNING SENSE CLIENT  

 

To open the Sense client software either double click the icon on the desktop or go into the start menu 

and open all programs ➔ Sense ➔ Calls 

You will now be presented with the Calls log on screen. 

 
The default username is admin and the password is callrecorder 
If you are accessing Sense recorder from the PC where Sense is installed, the default Recording and Database server 

is: 127.0.0.1. 

If you are running Sense Calls from a client PC then you should enter Sense Server IP address (ex. 192.168.178.135) in 

both the Recording server and Database server box. 

After login, you will see the Sense main screen. On the top of Sense, there are Menus, followed by search criteria 
selection and a list of calls recorded by Sense. Each of them is separately explained below.  
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2.2  SEARCHING FOR CALLS 

Below the call player, there are a number of search boxes available to use which will help you to find the call you are 

looking for. 

 

To search by date and time use the ‘From’ and ‘To’ 

date range boxes. Click the drop down arrow to 

view the calendar and time function to select the 

date and time range you wish to filter by. 

Alternatively, you can just click the date field to 

manually change the date and time. 

 

To apply the search, click the Refresh button and 

this will now filter your search. 

 

If you know the call is a specific direction then use the ‘Direction’ filter.  

 

If you know the CLI (remote phone number) or the local DDI number you would like to search for you can then use the 

‘Remote’ or ‘Local fields’ to filter the calls. 

 

Search by Box allows you to search calls recorded by a specific Sense Box (Interface). 

 

If you have user group’s setup in user management and have users assigned to specific groups then you can use these 

boxes to filter calls by specific groups and/or users. This 

function is only available if you are using SMDR to capture 

the extension information directly from the phone system. 

 

If you wish to leave the Calls software open and new calls to automatically appear at the top of the 

calls grid then you can select the drop down menu for auto refresh. This will refresh the calls view 

every X number of seconds depending on your preference.  
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2.3  SENSE PLAYER EXPLAINED 

When double clicking a call, the Sense player will automatically start and play the call. The player has a wave form 

showing the call audio and information on the time and duration of the call and telephone numbers. 

 

The player controls consist of Play, Pause, Stop, Export and volume 

buttons. 

 
To skip to any point of the call, you can do this by 
clicking anywhere within the wave form. 
If you need a section of audio to be repeatedly played back, drag out a small section within 

the wave form then press play. It will repeatedly play the same part until you press stop. 

 

To export the call audio into a standard .wma format (to be able to play the call in any media player), 
use the Export button.  
 
Once you have the call highlighted, press the export button 

and you will get a ‘Save As’ screen to save the audio in a 

location of your choice. 

TIP: The call details will not be exported with the call audio 

file so make sure you name the file accordingly so you can 

identify the call at a later stage. 

 

 

2.4 ADVANCED CALL SEARCHING 

To make searching for calls more efficient, you can 
add notes to previously recorded calls. 
Select the call you would like to add a note to, right 

click the call and select ‘Add comment’. A notes 

window will then appear. 

 

Once done, click add to add the notes to the call. They will now 

appear next to the call under the ‘Comment’ column. It will also 

document what user added the note. 
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From the main column headings, you can select the filter icon from the Comments box and ‘Contains’. This enables 

you to search for any part of your notes and automatically filter the calls list. Select ‘No Filter’ to reset this. 

 

You can also use multiple advanced filters together to find the exact call you are looking for. 

 

3 MENUS EXPLAINED 

3.1 SERVER MENU 

From the Server menu you have the ability to stop and start the recording 

services, connect to a different call recorder server (if you have a second server 

on site) and also exit the program.  

TIP: Use with caution. If you stop the recording services, you will prevent any calls 

being recorded until the services are started again.  This can be locked out in User 

Management and only made available for specific users.  

 

3.2  ARCHIVE MENU 

The archive feature enables you to carry out a manual archive of your 

calls and database as well as setting up automatic archive schedules to a 

location of your choice. Using this feature will ensure you never lose your 

valuable call data. You are also able to restore calls into the Sense 

recorder from archive locations or media. 

From the Archive menu you can gain access to the archive, archive 

history, scheduled tasks, restore calls, database, export calls and delete 

calls. 

TIP: If you want to archive to a network drive, the shared folder must be 

configured to have full permission so the Sense PC can archive there. 
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3.2.1 Archive 

If you need to run a single one-off archive then open Archive menu 

and select Archive. 

Select path: Select the location you would like the 

Archive to be stored to. 

 
From the archive tab, you can choose to backup calls that are not 

yet backed up or choose a specific date range to archive. 

You can now choose to either backup just the database, calls or 

both together. 

A volume name will automatically be created but you can overtype 

this if required. 

Volume size enables you to limit the folders being created to a 

specific size.  

TIP: Calls which have been archived will have a “Yes” mark under the 

archived column on the main software screen. 

3.2.2 Archive History 

The archive history tab provides you with an overview of all backups made by the system. Information is available for 

each backup on what has been backed up, where and when. If you select an archive run from here, you can then 

directly restore this by clicking Restore. 

 

 

 

 

 

 

 

 

3.2.3 Scheduled Archives and Scheduled Deletion 

The Scheduled Archives tab enables you to pre-define archive settings and time intervals. Sense will then 

automatically make the archives for you. In 

addition, in order to save disk space, you can 

pre-define deletion of calls and database 

older than a day, week or month. 

The main screen shows you what current 

scheduled activities for archive are. The 

rows that are coloured black are scheduled 

archive, while rows coloured with red are 
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scheduled deletion. 

To modify or delete a schedule, select it and click on the edit or delete button.  

Add button (Scheduled archive): The interface of the 

scheduled archiving is similar to the manual archiving. The 

exception is the Repeat section, where you can define the 

time interval between backups.  

If you want to archive to a network location, click on the 

credentials button and this will open a new window where 

you can add the network path, domain, username and 

password. 

Once done, click Save Credentials and then close. 

 

 

 

Add deletion button (scheduled delete): This screen enables 

you to define the number of days the online available calls 

are kept before deletion and also define how often to 

perform this deletion.  

You can also choose to delete the archived calls and/or 

databases.   

 

 

 

3.2.4 Restore 

The restore tab in Archive menu enables you to restore to a previously 

archived database and/or calls. This is also available in the Archive history 

tab with the Restore button. 
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3.2.5 Restoring Calls 

Select path – click the browse button and select the archive 

you wish to restore. 

Note: Restored calls are kept for 7 days by default before they 

are added to the first in first out queue (FIFO) for deletion. 

 

 

 

 

3.2.6 Restoring the Database 

Click the Browse button to select the location of the archived 

database.  

If you are migrating a database from an old system when you 

restore the database, it will be merged with the current one 

on the new recorder. 

 

 

3.2.7 Deleting Calls 

The Delete Calls option enables you to delete calls in 

bulk. You can filter calls in the main window and then 

delete all calls that match the search criteria. 

Sense will display a warning screen asking you to confirm 

that deletion should be continued. Select Yes if you wish 

to delete calls (both calls and database records).  

Please note that once deleted, calls cannot be restored. 

 

3.3 DEVICES MENU 

Please note the Divices menu is not used when recording VoIP calls as in 

the case for the Sense Lite product.  
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3.4 SETTINGS MENU 

The Settings Menu will give you access to language, options, 

business hours, license manager, user management and 

database upgrade too. 

 

 

 

3.4.1 Language 

Change the default language to either English or German.  

Just select you preferred language and it will automatically change 

for you. 

 

3.4.2 Options menu 

Open the options menu to change the way your recorder will function. 

 

 

On the special tab you have the ability to change the 

following: 

Maximum SQL RAM size - how much RAM the SQL 
database service is allowed to use. If you have a large site, 
you can increase this from the default 768MB. 
 
Change audio destination folder - change the default folder 
that your calls are recorded to 
 
“Network Devices” is used for VoIP recording and will show 

you a list of network cards in your recorder PC. You can then select the card that is used to receive the VoIP traffic 

from your port mirror. 

 

IVR messages are recorded audio files used for 

various applications within Sense for items like 

welcome message, stop and start messages etc. 

Record or browse for your messages. 

Once you have made any changes, press OK. You will 

be prompted to save changes and restart the 

recording services.                                                                

Tip: remember when the services are restarting, no call 

recording will take place. 
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On the Network credentials tab, you can add user 

credentials to enable you to record or archive to 

specific network locations that require log in 

details. 

Make sure you only use a UNC path and do not 

manually map the drive with a drive letter.  

You can add multiple paths if you are recording to a 

different location to where your archives are going 

to. 

Once done, click Save credentials. 

 

 

 

 

On the Server and Server (More) tab, you can 

change specific settings within the recorder.  

 

To expand any section, for example, SMS 

Notification, click the arrow at the left hand side to 

expand the options that are available. 

 

 

 

Please see the three tables below for Server, 

Server more and Client options as they are 

explained in more detail including their possible 

values. 

 
 
 
 
 
Server Tab explained. 

 

Name Explanation and possible values 

Alarms   

The telephone line is down This alarm will alert you if you have any phone line problems. 

USB bandwidth  
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USB errors  

Call Recorder disk space 
Raise an alarm when the Call Recorder disk space is running low. Old calls will be deleted. 
default value = TRUE (true, false) 

Archive disk space Raise an alarm when the archive disk space is running low. default value = TRUE (true, false) 

Critical call recorder disk 
space 

 

Network drive access failed, 
invalid credentials 

If the recorder is unable to access the network drive due to the credentials being invalid, this 
alarm will alert you. 

Network drive access failed 
If the recorder is unable to access the network drive for any other reason, this alarm will alert 
you. 

Audio post processing File 
Move Failed 

Raise an alarm when the audio post processing failed to move an audio file. default value = 
TRUE (true, false) 

Audio post processing 
operation problems 

Raise an alarm when the audio post processing encounters operation problems. default value 
= TRUE (true, false) 

Database communication 
error 

Raise an alarm when there are database communication problems. default value = TRUE 
(true, false) 

Invalid G.729 license 
Raise an alarm when the Call Recorder server does not have a valid G.729 codec license. 
default value = TRUE (true, false) 

Scheduled archive failed Raise an alarm when a scheduled archive failed. default value = TRUE (true, false) 

Call recorder box ISDN error 
Raise an alarm when the Call Recorder box encounters an ISDN error. default value = TRUE 
(true, false) 

Call length shorter than 
expected error 

Raise an alarm when a call’s audio length is shorter than the call’s length. default value = 
TRUE (true, false) 

Recorder license not found 
error 

Raise an alarm when the Recorder license is not found. default value = TRUE (true, false) 

Recorder license expired 
error 

Raise an alarm when the Recorder license has expired. default value = TRUE (true, false) 

License will expire Raise an alarm when license expected to expire. default value = TRUE (true, false) 

Network drive access failed 
Raise an alarm when the audio storage or archive network drive is inaccessible. default value 
= TRUE (true, false) 

Network drive access failed, 
invalid credentials 

Raise an alarm when the audio storage or archive network drive has failed due to invalid 
credentials. default value = TRUE (true, false) 

Recorder database report 
error notification 

Raise an alarm when Call Recorder files a database report error. default value = TRUE (true, 
false) 

Recorder uses split database 
notification 

Raise a daily notification when Call Recorder uses multiple databases in split database mode. 
default value = TRUE (true, false) 

Recorder database report 
error notification 

 

Archiving   

Database temp backup path 
account user name 

Remote database temp backup folder path account user name. default left blank 

Database temp backup path 
account password 

Remote database temp backup folder path account password. default left blank 

Database temp backup path 
account domain name 

Remote database temp backup folder path account domain name. default left blank 

Keep restored calls duration 
(days) 

Keep restored calls for at least the specified number of days. Default value is 7 

Archive media required free 
space (%) 

Minimal required free space on backup media (%) default value is 20 

Audio post processing  
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When to delete marked calls 
Indicates the interval for deleting calls marked for deletion (in seconds). If zero, deletion 
happens only at night. Default value is 0. 

When to clear disk space 
Indicates the interval for clearing disk space (in seconds). Deletes the oldest calls to secure 
enough space for new calls. Default value is 600. 

Compress calls Select FALSE to skip audio file compression. Default value is True. (true, false) 

Delete calls when disk is full 
Determines the recorder behaviour when the disk limit is reached and there are no more 
archived calls to be deleted. If selected, the oldest non-archived calls will be deleted to clear 
disk space. If not selected then the recorder will simply stop recording when the disk is full. 

Disk space before delete on-
line calls 

When the disk space this value (in GB) the system will start to delete the oldest on-line calls 
from the audio folder. Default is 10 GB. 

Disk space before stop 
recording calls 

When the disk space reaches this value (in GB), the system will stop recording calls. 

Keep audio file copies 
When selected, the system will keep copies of all audio files in temporary ‘Copies’ folder for 
post processing by an external application. Default value False. 

Add prefix string to audio file 
name 

File name format: prefix the file name with this string. Default left blank 

Add call start time to audio 
file name 

File name format: include date and time in file name. Default value False (true, false) 

Add call attributes to audio 
file name 

File name format: include calling-number, called-number and call direction in file name. 
Default value False (true, false) 

Move audio file to final 
storage 

Transfer audio files to the audio folder after processing. Select FALSE to leave the files in the 
Tmp folder. Default value True. (true, false) 

Audio file name attributes 
separator 

File name format: field separator, any valid character for a file name, default char is the 
underscore ”_” 

Add user name to audio file 
name 

File name format: include logged in user in file name. Default value False (true, false) 

Normalize Analogue 
Loudness 

When recording analogue phone lines, the audio levels are not balanced then selecting this 
will increase the audio levels so they match 

Max encoders 
Determines the maximum number of audio encoders that may compress calls concurrently. 
Select less on low end systems. Default value is 8. 

Add extension number to 
audio file name 

File name format: include extension number of the first call leg or last call leg in file name. 
Default value False (False, First leg, Last leg) 

Database  

Database size for triggering 
split (%) 

Represents the database size (%) that triggers database splitting on SQL Server Express. 
Default is 80%. If set to 100, a split would NOT happen. Maximal database size for SQL 
Server 2005 is 4GB, for SQL Server 2008R2 is 10GB. 

Database split transfer size 
(%) 

Percentage of the database that will be transferred to the split database (SQL Server 
Express). Default is 2%. If set to 0 a split would NOT happen. 

View single database (split 
view off) 

Disable split-database view. Enabling this view might cause database queries to take longer 
(SQL Server Express) Default value is True. (true, false) 

Enable Audit Trail Save user actions in the Audit Trail. Default value is True. (true, false) 

Compress database backups Compress database backups. Default value true (true, false) 

Database split timeout SQL Server Express, database split operation timeout in seconds. Default value is one week. 

Database full backup timeout Database full backup operation timeout in seconds. Default value is two hours. 

IVR  

Active forward prefix  

Enable Welcome Message Play an audio message to calls at the start of inbound calls. Default value is False. (true, false) 

Welcome Message exclude A CSID CSV list of boxes that should not play a Welcome Message to calls. 

Enable Ringing\Busy 
mechanism 

This option enables Ringing\Busy mechanism in Active signalling mode. Default value is 
False. (true, false) 
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Leading Zeros   

Use leading zero info 
This parameter determines if phone numbers should show leading zero digits (for incoming 
calls). Default value is False. (true, false) 

Unknown number type 
Specify the number of ‘leading zeros’ that should be displayed in the call recorder when a 
phone number of unknown type is encountered. The default value is not to display leading 
zeros. 

International numbers 
Specify the number of ‘leading zeros’ that should be displayed in the call recorder for 
International numbers. The default value is ‘00’ 

National numbers 
Specify the number of ‘leading zeros’ that should be displayed in the call recorder for 
National numbers. The default value is ‘0’ 

Network specific numbers 
Specify the number of ‘leading zeros’ that should be displayed in the call recorder when a 
Network Specific phone number is encountered. The default value is not to display leading 
zeros. 

Subscriber numbers 
Specify the number of ‘leading zeros’ that should be displayed in the call recorder when a 
special Subscriber phone number is encountered. The default value is not to display leading 
zeros. 

Abbreviated numbers 
Specify the number of ‘leading zeros’ that should be displayed in the call recorder when a 
phone number of ‘Abbreviated’ type is encountered. The default value is not to display 
leading zeros.  

Email   

Mail To A comma separated list of email addresses where email notifications will be sent. 

Email: From Email: From (leave empty for default) 

Mail server type 
This can be SMTP, Exchange 2007 SP1, Exchange 2010, sp1 and sp2, Exchange 2013 
including sp1. Chose the value that matches what mail server type you are using. 

Mail server host name Enter your mail server host name here. 

Mail server port Email: server port Default value is set to 25 

Email: Enable SSL 
Email: Specify whether the Server uses Secure Sockets Layer (SSL) to encrypt the SMTP 
connection. Default value is True (true, false) 

Mail server user name Email user name needs to be entered here. 

Mail server password Email user password needs to be entered here. 

Misc.   

Recording rule 

Record calls with a specified direction. None – Do not record any calls. Inbound – Record only 
inbound calls. Outbound – Record only Outbound calls. Internal – Record only Internal calls 
(requires Active mode). Inbound and Outbound – Record Inbound and Outbound calls. All 
Directions – Record All calls. After DTMF start sequence is detected. Record selected calls. 
Default value is All directions. 

Update DDI after connection 
Continue adding dialled digits to the Called Number field (DDI) in the database on outbound 
calls, after the call is connected. Default value is False. (true, false) 

Add comment on call actions 
Automatically add a comment to a call when it is being played back, restored etc. Default 
value is True. (true, false) 

Record external calls 
In active Signalling mode, additionally record the external call. Default value is False. (true, 
false) 

Audio folder on Windows 
Server 

When the audio destination folder is on a network drive and the Operating System is 
Windows Server, set this flag to TRUE for faster file transfers. Default value False. (true, 
false) 

Recorder behaviour when 
disk space is too low 

Determines the recorder behaviour when the disk limit is reached and there are no more 
archived calls to delete. If TRUE, oldest non-archived calls will be deleted to clear disk space 
If FALSE, the recorder will stop recording new calls. Default value True (true, false) 

Apply external call direction 
In active Signalling mode, apply the call direction of the external call to the internal call as 
well. Default value is True. (true, false) 
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Enable overlap dialling 

When set to true, this option enables usage of overlap dialling when the interface is 
configured to work in Active mode. In other modes (Forwarding or Passive), this option is 
N/A. If overlap dialling is not used, set this option to false to prevent unnecessary delays 
during dialling. Default value is False. (true, false) 

Real B Channels 
Corrects an error, where wrong B Channel numbers were reported in the database. Select 
FALSE for backward compatibility of call matching by external applications. Default value is 
False. (true, false) 

Record calls longer than Record calls longer than X seconds. Default value is 0. 

Log folder quota The maximum size of the logs folder (in megabytes, default is 10GB). 

Enable trace ISDN signaling  

PCI Compliance   

Detect DTMF commands Detect DTMF sequences; e.g. for stop and start recording. Default value is False. (true, false) 

Start Recording command 
(Agent) 

A sequence of digits (DTMF) that causes recording to start when dialled (operated by agent 
side). 

Stop Recording command 
(Agent) 

A sequence of digits (DTMF) that causes recording to stop when dialled (operated by agent 
side). 

Start Recording command 
(Customer) 

A sequence of digits (DTMF) that causes recording to start when dialled (operated by 
customer side). 

Stop Recording command 
(Customer) 

A sequence of digits (DTMF) that causes recording to stop when dialled (operated by 
customer side). 

DTMF detection interval 
(seconds) 

Maximum number of seconds allowed between detection of the first and last digits of a 
DTMF sequence. If the DTMFs are spread over a longer interval the sequence will not be 
detected. Default value is 10. 

Restart recording timeout 
The maximum duration not to record. Recording will resume automatically X seconds after a 
Stop Record command was given. If set to zero, recording will resume only if a Start Record 
command was issued. Default value is 0. 

SMS Notifications  

Enable SMS notifications  Allows you to turn on or off the notifications. 

API server URL  

API Key  

Numbers Is a list of phone number for where you would like the SMS message to be sent. 

Sender 
Sender name for your SMS, this must be at least 3 characters in length but no longer than 11 
alphanumeric characters or 13 numeric characters.  

VOX Recording  

Max start energy  

Max stop energy  

 

Server (more) Tab. 

Name Explanation and possible values 

Database   

Database query timeout Database query default timeout (in seconds). Default value is 180. 

SQL Server address IP address of the SQL database Server 

Encoding and Encryption  

Sense box audio encoding Select Sense box audio encoding, ALaw or µLaw. Default value is ALaw. 

Codec 
Select he required recording codec. You can select from list of predefined codecs. 
Default value is G.723 6300bps 
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Playback Codec 
Select the required playback codec. You can select from list of predefined codecs. 
Default value is WMA64kbps. 

Encryption type Encryption type (select ‘None’ to skip encryption). Default value is 3DES 

Encryption key length (IVRLLA 
transmissions) 

Determines the encryption key length (bits) for all the Recorder data transfers. Zero 
length indicates no encryption. (0, 64, 128, 192, 256) 

Misc  

Active directory domain 
Enter your domain here if you want to use your active directory on your network to 
automatically set up users in Sense. 

Active directory username Enter your username here to access your active directory. 

Active directory password Enter your password here to access your active directory. 

Paths   

Backup folder Backup root folder. 

Temporary folder 
The path where intermediate audio file processing is done. This must be on a fast 
local drive. On high channel count systems use a fast SSD disk. 

Database temp backup folder Database temp backup folder (from registry) 

Server address  

Recorder Server address IP address of the Recorder Server. 

TPS FTP  

TPS mode 
This is used so you can choose if the system will automatically download the TPS 
database from the TPS web site. It can also be set to manual or disable if you are 
not using this. 

TPS FTP Host Enter your TPS host name here. 

TPS FTP User Name Enter your TPS user name here. 

TPS FTP Password Enter your TPS password here. 

TPS FTP Sch1  

TPS FTP Remote file path  

 

Client Options. 

Name Explanation and possible values 

Live Streaming   

Live RTP range first Port Live stream first port of RTP port range. Default value is 16384. 

Live RTP range last Port Live stream last port of RTP port range. Default value is 32766. 

Streaming requests, HTTP port Live stream HTTP request port. Default value is 9801 

Misc.   

Enable alarms Enable Call Recorder Alarms. Default value is True. (true, false) 

Show Call Legs  

Max calls number in sense GUI 
This is the total number of records that are displayed when running a search query. 
Default is 5000 

Calls per page on grid Will limit the number of records shown per page from your search query. 

 
VoIP Options. 

Name Explanation and possible values 

Misc   

Nat local IP  

Nat remote IP  
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VoIP  

Use Calling number from SIP Ok 
message 

Recorder will take a calling number from SIP Ok message. 

Use invite packet IP to determine call 
direction 

Recorder will use the invite packet to try and determine the call direction 

Enable nat call matching 
Enable NAT call matching for recording on a LAN that uses Network Address 
Translation. Default is True. (true, false) 

LAN Which subsets of IP addresses to be considered as the LAN (local network) 

Media Gateway Which IP addresses should be considered as the remote party of the call. 

Allowed IP Ranges 
Traffic related to these IP addresses will be processed. This will have greater priority 
than Blocked IP ranges. If the address is considered part of the allowed IP ranges, 
traffic will be processed regardless of blocked ranges. 

Blocked IP ranges Traffic coming from or going to these IP addresses will be ignored. 

Allowed Mac address 
Traffic related to these MAC addresses will be processed. This filter is activated 
before IP filters and if MAC is not part of the allowed MAC list, no further processing 
will be done. 

PCAP file 
If you want to simulate call recording you can run a PCAP trace file through the 
recorder. Enter the PCAP file here and it will be processed. While this is being 
processed, it will not record live calls. 

PCAP directory As above but this is where you will put the directory path to the PCAP file. 

RTP DTMF payload type name  

PCAP repeat by counter  

PCAP Repeat  

List of SIP error strings that will be 
ignored  

You can add a list of SIP error strings that will be ignored and recorder will keep 
recording. 

Local Prefixes  

Record message to DB  

Use remote party as calling   

Wait start for 200 ok  

Force RTP match invite destination if 
source failed 

 

Process SIP Select this to record calls that use the SIP protocol 

Blocked addresses 
Sip traffic that is related to these addresses will be ignored. Matching is done 
against sip fields “from” and “to” configured by user address filter type and search 
type. 

Allowed addresses 
Sip traffic that is related to these addresses will be processed. Matching is done 
against sip fields “from” and “to” configured by user address filter type and search 
type. 

Use Invite packet IP to determine call 
direction 

Recorder will use Invite packet IP to determine call direction. Default value is False. 
(true, false) 

VoIP call matching type Can be set to Match by sipcallid or by session id 

Search type 
Search type can be set to the following: search by number, search by full address 
and search by substring,  

User address filter type 
Set black or white list filtering. Default value is No filter. (no filter, blocked list, 
allowed list) 
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Once you have made your changes, click ok 

and this will ask you to save changes and 

restart the recording services. 

While the services are restarting, it will not 

be recording any calls. 

3.4.3 Business Hours 

Business hours are used for the Sense IVR system. You can program the timetable so you can have different menu 

options to suit your office hours (Not available for VoIP). 

3.4.4 License Manager 

The license manager menu will open the application and from here you can view your currently installed license or 

apply a new license. 

The license details tab is broken down into the 

following sections: 

Local Machine ID is a unique ID that is made up from 

the computer motherboard, CPU and main on board 

network card. This means once the license has been 

activated, it will be locked to this computer. 

License ID is the activation code you would have been 

supplied with when you initially purchased the Sense 

license. You can use this if you ever need to contact 

your supplier as this will hold all your license details. 

Machine ID is your actual machine hardware and 

should always match what is in the Local Machine ID 

box. If you change part of your PC that makes up this 

unique key, your license will cease to work. 

To activate a new license, go to the online activation tab. 

You will firstly need to enter the 

activation key that you have been 

provided with into the box. Choose if this 

is to replace your current license (new 

install) or merge with existing license 

(upgrade). 

Hardware, postcode and Tag ID box can 

be used to collect additional information 

which will be kept with the license and 

can be used at a later stage to help 

identify the license. 

Once you have entered your details, click 

the activate button and it will connect to 

the license web site and will download 

the license and finish with success. 
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Once done, you can close the license manager and it will ask if you would like to 

restart the services. Click Yes and this will complete the license activation. 

 

3.4.5 User Management 

The User Management enables you to define users with different set of 

permissions in Sense. The User Management is divided in three sections: 

1. Manage Users – where you can create, delete or modify users and define 
their general permissions; 
2. Manage Roles – where you can pre-define roles with set of group permissions; 
3. Manage Groups – where you can set up groups, add users to group and choose what role they should have in that 
group. 
Each of these three sections is explained 

separately. 

3.4.5.1    Managing Users 

In this section of the user management, you can 
create the users. 
Click “Add User” and enter the relevant 
information for the new user. The Username, 
Password, First Name and Last Name are 
mandatory, while the Email and Phone are 
optional. Click the “Save” button and the user 
will be added and it will appear in the table in the 
lower section. If you want to add user 
permission, simply select the user you want to 
edit, add the permission you want to add, and 
click the “Save” button. 
 
Here is a list of all the user permissions and their description: 

User Permission Description 

Access All Calls Allow user to access all calls with extension and user 

Access Old Calls Allow user to see all the calls without extension 

Add Comments Allow user to add comments on calls 
Archive Allow user to do manual and scheduled archive 

Change Settings Allow user to use Options, Device Options and Update Firmware 

Configure Firewall Allow user to configure Firewall 

Db Upgrade Tool Allow user to access the upgrade tool for importing old databases  

Delete Allow user to delete calls 

Edit Channel Names Allow user to edit channel names 

Edit Comments Allow user to edit comments previously added 

Enable Access (Mandatory) Allow user to have the ability to log in on the thick client 

Export Calls Allow user to export recordings 

IVR Menu Allow user to access the IVR (Sense Auto Navigator) menu 

Maintenance Allow user to stop/start services 

Manage Campaigns Not currently used 

Manage Global Roles Allow user to use User Management 

Play Calls Allow user to be able to play calls 

Reporting Allow user to access the reporting menu 

Restore Allow user to restore calls and database 

SMDR Settings Allow user to access the SMDR settings 

Stop Start Recording Allow user to use PCI stop start 
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TPS Allow user to access the TPS menu function 

Use Thick Client Allow user to use the main grid and filters 

Use Wallboard Allow user to see the Wallboard 

View Audit Trail Allow user to use the Audit Trail 

 
Note: if you want to create a user for Sense thick client the “Enable Access” and 
“Use Thick Client” permissions needs to be enabled. 
 
In order to use the Manage Global Roles and Manage Groups you need to have extension information added into the 
GUI. This is done by purchasing the SMDR license for Sense. 

3.4.5.2     Manage Roles 

The Manage roles tab will enable you 
to create roles and define the group 
permissions for that role. 
 
This is needed for the third stage 
(Manage Groups) where you allocate 
a user into a group with a particular 
role. 
 
You can simply type the name of the 
role and click the “Add” button. Roles 
can be later named or deleted. 
 
The green arrows allow you to choose 
which role is higher in the hierarchy 
than the other. 
This is very important when allocating 
subordinate permissions. 
 
There are 2 terms that we use in this section: 
Peer – Peer in user management means all users that have same role (within the same group and all sub-groups) 
Subordinate – Subordinate in User Management means all users that have lower hierarchical role than the selected 
(within the same group and all sub-groups). The priority of roles is defined with the green arrows. 
 
Here is a list of available roles and permissions: 
 

Group Permission Description 

Export My Calls Allow this role to export its own calls 

Export Peer Calls Allow this role to export calls from other users with same roles within 
the group and its sub-groups 

Export Subordinate Calls Allow this role to export calls from users with lower roles within the 
group and its sub-groups 

Manage Subordinate Not currently used 

Play My Calls Allow this role to play its own calls 

Play Peer Calls Allow this role to play calls from other users with same roles within 
the group and its sub-groups 

Play Subordinate Calls Allow this role to play calls from users with lower roles within the 
group and its sub-groups 

View My Calls Allow this role to view its own calls 

View Peer Calls Allow this role to view calls from other users with same roles within 
the group and its sub-groups 

View Subordinate Calls Allow this role to view calls from users with lower roles within the 
group and its sub-groups 
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Once the role is created, you can allocate permissions for that role. When finished adding permissions, click the “Save 
Permissions” button. 
 

3.4.5.3     Manage Groups 

The final section of the user management 
allows you to define the groups/companies, 
allocate people to groups/companies and 
define their role within that group. 
 
In order to create the hierarchy of the 
groups, right-click on the Main Group and 
start creating groups. As you add groups, 
they will be added as sub-group of the Main 
Group. 
 
 
 
 
 
 
 
 
If you want to create a sub-group within a group, you need to select the 
group, right click and add group. Alternatively, when creating a new group, 
choose which group you want to be the Parent Group. 
 

 

 
 
Once you finished creating groups and subgroups, 
you can start allocating people and roles to those 
groups. Select the group you want to use, and 
click the “Add” button.  
 
On the window that will appear, you can search 
for users, choose their role from the drop down 
menu and choose which extension they are using.  
 
Once finished, click the “Save” button and the 
user will be added to that group.  
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3.5 HELP MENU 

The help menu will give you access to software 

version information, audit trail and the embedded 

user guide. 

 

3.5.1 About 

This will give you all the information on what Sense 

version you have installed. 

This will be where your currently installed version of 

Sense. 

This is showing what server your client application is 

connected too. 

This is showing you what database server your client 

application is connected too. 

This will show you the date the system was installed. 

 

3.5.2 Audit Trail 

The Audit Trail will enable you to view user actions like calls that have been played back and when users have logged 

into the system. 

You can also view system events which will give you information for archives that have taken place including when 

services have been restarted. All this can be filtered by date and action type. 
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3.5.3 User Guide 

This will give you access to the embedded user guide so you will always have it to hand 

 

4 INSTALLING A SENSE CLIENT 

To install a Sense client onto a PC on your network 

plug in the memory stick and browse to the Sense 

4.0.0.0708 folder and run the CallRecorder application 

as administrator (right click on the application to do 

this) 

 

 

Choose your desired language before clicking next to 

continue. 

If your PC comes up with a message to reboot click 

yes and the system will reboot to continue the 

installation 
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Tick the agreement box and click next to 

continue the installation 

 

 

 

 

 

 

 

 

You will need to select Install Client Only here 

before clicking Next  

 

 

 

 

 

  

 

 

The installer will now run through and will 

alert you if anything extra needs installing for 

the client to work.  

Click Next and the installer will continue with 

the client installer including any extra files 

needed. 
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You will now need to enter the PC name for 

the Sense Lite recorder 

 

There is no need to alter the user name and 

password as these have been pre-set for you 

Click next when you are ready to continue 

 

 

 

 

Here you will be able to choose the install 

location otherwise leave as default 

Click Next to continue 

 

 

 

 

 

 

You can now click finish to complete the install 
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Once you have installed the client application you will now need to patch this 

to the latest version as follows: 

Browse to the patch folder on the memory stick and run the patchsetup file 

as administrator same as you did for the client install 

 

 

 

 

Click OK to continue the patch setup, as this is only a 

client install this will not restart the recording services 

 

 

 

The patch will continue to run and when 

complete you will get Upgrade completed 

successfully message box will appear  

Click OK to complete 

 

 

 

 

 

 

You can now run the client by double clicking the desktop Calls icon  to launch the client application. 

Please referre to the first chapter Sense at a glance to find out more on how to use your new application. 
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