


HHaannddsseett ccoonnnneeccttiioonn

A telephone usually provides the option of

disconnecting its handsets’ curly cord from

the telephone. Providing this is the case

conversation recorders can be installed via

the handset socket in the telephone. The

telephone then acts as a filter to enable

high quality recordings to be made

regardless of the type of telephone line

including ISDN and Broadband.   

TTeelleepphhoonnee lliinnee ccoonnnneeccttiioonn

Alternatively you may find that analogue

telephone lines are connected to cordless

telephones where the person can use a

mobile handset. In this case the former

installation method would not be applicable

so installation can be completed via the

telephon



SSttaaffff ttrraaiinniinngg

MMaannyy ccoommppaanniieess rreecceeiivvee ssaalleess eennqquuiirreess oonn

tthhee tteelleepphhoonnee.. TThhee mmoorree eexxppeerriieenncceedd ssaalleess

ppeerrssoonn iiss aabbllee ttoo ccoonnvveerrtt mmoorree ooff tthheessee iinnttoo

aaccttuuaall ssaalleess.. PPllaayybbaacckk ooff tteelleepphhoonnee ccaallllss ccaann

bbee uusseedd aass aa ttrraaiinniinngg ttooooll ttoo bbrriinngg eevveerryyoonnee

uupp ttoo tthhiiss lleevveell..

CCaassee SSttuuddyy ##33

A buyer from a major high street chain

telephoned and asked ”Does your company

supply headphones?”  The sales person says

“Yes, all of our details are on our web site”.

On analysing this conversation, it can be

compared to what a more experienced sales

person would have said. For example

questions like

“Yes, how many were you planning to

purchase?”

“When do you need them by?”

“Who is your current supplier?”

“Are you having any problems with them?

“Is there something which we could do to

help you further?”

These types of questions help the Sales

team to qualify the customer as well as

leave a very good impression on him.

In this case, the recording of the

conversation can be used to bring the

performance of all sales staff to a good

standard and help convert more enquiries

into sales.
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OOnnccee yyoouu hhaavvee ddeecciiddeedd tthhaatt yyoouu nneeeedd ttoo

rreeccoorrdd yyoouurr tteelleepphhoonnee ccoonnvveerrssaattiioonnss yyoouu

nneeeedd ttoo ddeecciiddee wwhhiicchh ttyyppee ooff mmeeddiiaa yyoouu

wwiisshh ttoo rreeccoorrdd yyoouurr rreeccoorrddiinnggss oonnttoo.. TThhiiss

nnaattuurraallllyy ddeeppeennddss uuppoonn yyoouurr rreeqquuiirreemmeennttss..

RReeccoorrddiinngg mmeeddiiaa

For short conversations or where the

recording device is only needed infrequently,

a simple tape/cassette based one can be

used. If the cassette recorder has a counter,

you will know at which point on the tape

your conversation that you wish to play back

begins.

Equally some media independent recorders

are available which enable you to select

which recording device you use. For example

the “Multimedia Recording Adaptor” will

allow recording to an MP3 player or dictation

machine that you may have already.

Some recording devices store telephone

conversations to the PC by using the

microphone input of the sound card. This

package usually consists of some hardware

and software for the PC. This solution

provides far greater storage capability, easy

to find recordings and the ability to e-mail

recordings to others.

TTeelleepphhoonnee nnuummbbeerr llooggggiinngg

Some PC based telephone conversation

recorders also provide the ability to capture

the caller’s (Caller ID) and the dialled

telephone number. This means that not only

can you record telephone conversations but

your PC can also display the telephone

number which is calling you. This allows

recordings to be found easily.

(Note: you must arrange to have the caller ID

service from your telephone service provider

for this to work).

The additional benefits of this type of

recorder is that a customer database can be

created and developed with recordings of

telephone conversations and notes can be

typed in real time to further support the

conversation or thoughts and ideas

following the conversation. This can form the

basis of a Customer Relationship

Management System.

Which type of
Telephone
Conversation
Recorder should
you choose?
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In order to understand how the mistake

happened, the recording was played back. It

transpired that the customer’s “B for “Brain”

had been interpreted as “D for Drain” by

the sales person.

By sharing this information with the

customer, the supplier was able to show

that this was a genuine mistake and not

incompetence. To prevent further mistakes

of this sort, staff training on using the

Phonetic Alphabet was undertaken.

In this case, the supplier was able to

recover from the mistake by using the

recorded conversation to assure the

customer of their commitment to providing

good service.

CCaassee SSttuuddyy ##22

An assistant from the purchasing

department of a large factory telephoned

an office equipment supplier to ask whether

a particular model of telephone was

available in black as well as white. The

telephone sales advisor confirmed this but

said that stock was not available of the

black product and wouldn’t be available for

at least three weeks. The customer

proceeded with placing the order with the

company as the goods were required

urgently.

However on receipt of the white telephones

the Office Manager rang to complain. She

was the actual user of the telephones and

she had particularly asked the purchasing

department for black telephones to go with

the furniture.

This complaint is escalated to the Sales

Supervisor.  She listens to the recording and

understands that the purchasing

department had made a mistake. However

she does not want to upset the customer, as

further potential orders are in the pipeline.

She sends an e-mail to the Office Manager,

with the recording as an attachment to

explain the mistake along with an offer to

replace the entire delivery with black

telephones when they became available.

Needless to say the Office manager was

pacified and a good relationship was

established.

In this case, the Sales Supervisor was able

to use the recording of the conversation to

show her customer that they were an

efficient organisation with customer support

and service as a priority.
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MMaannuuaall vvss AAuuttoommaattiicc

With each of the types of conversation

recorders described above you should also

decide between devices that record

automatically and those that record

manually. The manual recording devices are

suitable for intermittent recordings and can

be started and stopped by the user. The

automatic devices start either when the

handset is lifted or when there is speech

activity on the telephone line. Note that

some recording devices offer both manual

and automatic recording features.

AAuuttoommaattiicc LLeevveell CCoonnttrrooll ((AALLCC))

Professional quality conversation recorders

will have ALC built in which ensures that both

the callers and the operators voice are of

similar volume and quality when playing

back the recordings. Lower cost devices tend

to use the ALC of the PC sound card or the

tape recorder to equalise the levels.

MMuullttiippllee lliinneess

When recording telephone conversations in a

business, this can be done either at the

telephone end using the handset, or at the

telephone line end. Often the solution

demands the ability to record multiple

telephone lines. If this is only for 2 or 4 lines,

then simple telephone based devices are

available that will provide this feature and

cost between £1000 and £2000.

If a large number of lines need to be

recorded, then sophisticated PC based

systems are available to provide this.

Depending on the number of lines, costs of

these systems can go from £5000 upwards.
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TThhee lliisstt iiss eennddlleessss!! BBeellooww aarree ssoommee

eexxaammpplleess ooff hhooww rreeccoorrddiinngg ccaallllss ccaann hheellpp

yyoouurr bbuussiinneessss..

RReessoollvviinngg ddiissppuutteess

As many commercial agreements are made

by telephone it is easy for people to

misunderstand each other. If the call is

recorded, then a play back makes it easy to

understand what happened.

CCaassee ssttuuddyy ##11

On completion of an order, a sales person

asked the customer for their delivery

address. The customer gives the delivery

details including postcode which includes

the letter B. The customer aiming for clarity

said “B for Brain”. The next day the goods

are delivered to a post code with a “D” in it.

The consequence to the business was

significant as the customers order was for

an urgent delivery to a new customer, with

potential for many repeat orders. The

customer lost valuable production time as

much needed parts did not arrive as agreed.

What can recording
telephone
conversations do
for my business?
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TThhee sshhaarriinngg ooff tteelleepphhoonnee ccoonnvveerrssaattiioonnss iiss

oofftteenn aa nneecceessssaarryy pprraaccttiiccee,, pprroovviiddiinngg aallll

lleeggaall rreeqquuiirreemmeennttss hhaavvee bbeeeenn mmeett..

WWiitthh tthhee ttaappee//ccaasssseettttee bbaasseedd ccoonnvveerrssaattiioonn

rreeccoorrddeerr tthhee ccaasssseetttteess ccaann bbee ccooppiieedd aanndd

ppoosstteedd ttoo rreelleevvaanntt ppaarrttiieess..

RReeccoorrddiinnggss ssaavveedd ttoo aa hhaarrdd ddiisskk ooff aa PPCC

hhoowweevveerr,, ccaann bbee ssaavveedd ttoo aa CCDD oorr

aalltteerrnnaattiivveellyy tthheeyy ccaann bbee eemmaaiilleedd aass ssoouunndd

ffiilleess..

Sharing recorded
telephone
conversations
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11.. WWhhaatt ccaann rreeccoorrddiinngg tteelleepphhoonnee
ccoonnvveerrssaattiioonnss ddoo ffoorr mmyy bbuussiinneessss??

55.. SSoommee mmyytthhss aabboouutt rreeccoorrddiinngg
tteelleepphhoonnee ccoonnvveerrssaattiioonnss

66.. TThhee lleeggaall AAssppeeccttss ooff RReeccoorrddiinngg
TTeelleepphhoonnee CCoonnvveerrssaattiioonnss

88.. IIss mmyy tteelleepphhoonnee aabbllee ttoo wwoorrkk wwiitthh aa
tteelleepphhoonnee rreeccoorrddeerr aanndd hhooww wwoouulldd
iitt ccoonnnneecctt??

1100.. WWhhiicchh ttyyppee ooff tteelleepphhoonnee rreeccoorrddeerr
sshhoouulldd II cchhoooossee??

1122.. SShhaarriinngg rreeccoorrddeedd tteelleepphhoonnee 
ccoonnvveerrssaattiioonnss//SSuummmmaarryy

1133.. SSuummmmaarryy

1144.. GGlloossssaarryy ooff TTeerrmmss 

Contents

HHooww ttoo llooccaattee yyoouurr rreeccoorrddiinnggss

With a tape based telephone conversation

recorder providing you make a note of the

counter before the conversation begins, you

can locate the recording easily using the fast

forward or rewind functions.

For recordings stored on a PC, recording

devices usually allow the user to name the

recording, at the end of the telephone

conversation. If this is not done the recording

programme will name the file automatically

and file the recordings chronologically. With

the latter the recordings may be located by

date, time etc where as with the former you

would use the file names to access your

recordings.

Recording devices which also capture

telephone numbers use these to file the

recording in a database with your customer’s

name. These devices, such as the Meteor

Plus are quite powerful as they keep a record

of the following.

-- TThhee tteelleepphhoonnee nnuummbbeerr ooff tthhee ppeerrssoonn bbeeiinngg

ccaalllleedd ((oorr ccaalllliinngg iinn))

-- WWhhaatt ttiimmee tthheeyy ccaalllleedd

-- HHooww lloonngg tthhee ccoonnvveerrssaattiioonn llaasstteedd

-- WWhhaatt wwaass ssaaiidd dduurriinngg tthhee ccoonnvveerrssaattiioonn 

Summary
Telephone conversation recorders are

simple devices which can improve sales

performance, help resolve disputes, meet

regulatory requirements and assist in

providing outstanding customer service.
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Your Guide to
Telephone Conversation

Recorders
Which part of the telephone is the
telephone handset?

Telephone handset is the part of the telephone
which transmits and receives speech.

What is a Telephone Wall Socket?

This is the socket in the wall where you
physically plug your telephone equipment into.

What is ALC or ALG?

Automatic Level Control or Automatic Gain
Control, is the technology which enables both
the callers and the operators voice to be of
equal volume and quality when playing back
the recordings. This can be extremely
beneficial especially when the recordings are
for professional use.

What is MP3?

MP3 is an acronym for MPeg Layer 3. MP3 is
a form of recording compression, often used
for music tracks. It allows large files to be
compressed to small files.

What are USB sockets?

USB is an acronym for Universal Serial Bus.
These are sockets found on PC's and Laptops,
they allow USB equipment to be connected to
a system.

What is a Serial Port or a COM Port?

These ports are normally found on older PC
systems, and were used for connecting
equipment. These sockets normally have 5
pins on the top and 4 on the bottom.

What is a Soundcard?

A soundcard is a part of the PC system that
enables sound to be played in to the PC and
also allows it to be played out via the
speakers.

What is VOX?

VOX is an acronym for Voice Operated
eXchange. Some equipment are VOX
operated - which means that it turns on when
audio is present and turns off when it isn't.

What is Broadband?

Broadband refers most commonly to a new
generation of high-speed transmission
services aimed at residential and small
business users, normally used for e-mail and
web surfing.

What is ADSL?

ADSL is an acronym for Asymmetric Digital
Subscriber Line. ADSL is a method for moving
data over regular phone lines much faster
than a regular phone connection, and the
wires coming into the subscriber's premises
are the same (copper) wires used for regular
phone service

What is Caller-ID?

Caller-ID is the information that is presented
to phone systems and telephones to indicate
the telephone number of the calling party.

Glossary of
Terms

Crucible Technologies
11 Glaisdale Road, Northminster Business
Park, Upper Poppleton, York. YO26 6QT

Tel: 08702 60 60 82

Fax: 01904 780054
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www.crucible-technologies.co.uk
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