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The audio portion of today’s program is available via your 
PC speakers/headphones or by dialing:  
 +1-719-457-6443, passcode: 679799 
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Housekeeping…. 

• To reduce interrupts and noise, all lines will remain on mute 

• To pose a question/comment, please use the Q/A menu 

• A link to the recording of today’s presentation and the slide 
deck will be sent in a few days via email.   

• Want early access to the slides?  
 Follow @AudioCodes on Twitter or LinkedIn 

 

The audio portion of today’s program is available via your 
PC speakers/headphones or by dialing: 
+1-719-457-6443, passcode: 679799 
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Great Drawings! 
Nine opportunities to win! 

• To enter the drawing, you must complete the survey to be presented at the end of today’s session (on-demand 
viewers too!)  

• Drawing for Vacation Voucher will occur after the last session and be based on all survey responses collected 
during the webinar series 

• Up to eight chances per person to with the Vacation Voucher 
• Drawing for the iPad will be held at the end of each month and selected from survey responses for that month  
• One chance per person per month for the iPad drawing 
• Winners will be notified via email 
• Only US Legal Residents are eligible 
• Complete drawing rules can be found at:  http://www.audiocodes.com/uc-migration-series  

8 x iPad 3s 

$2,000 Vacation Voucher! 

http://www.audiocodes.com/uc-migration-series
http://www.audiocodes.com/uc-migration-series
http://www.audiocodes.com/uc-migration-series
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UC Migration with Microsoft Lync Series 

Branch Office Deployments and Survivability 

Call Recording and Compliance with UC 
Making it Happen with Professional Services 

Implementing IM/Presence/Voice & Video 

Emergency Services and E911 with UC 

Moving off the PBX 

SIP Trunking – Turning on the Cost Savings 

UC Mobility - Taking it on the Road 
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Today’s Presenters 

Alan D. Percy 
Sr. Director, Marketing NA 

 
Jon Morrow 

 Senior Program Manager 
 

Todd Simons 

VP of Business Development 
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Today’s Agenda  
 

What’s Next? 

Survey / Feedback 
Q/A 

Introductions and Housekeeping 

Call Recording - Background 

Call Recording with Lync - Microsoft 

A Customer Experience – prairieFyre 

SmartTAP - AudioCodes 
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“Your call maybe 
recorded 

for quality 
assessment or 
verification” 

Have You Noticed….  
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What We Hear from Our Customers:                               
Compliance Top Needs and Challenges  Reduce risk of data 

loss 
Detect and prevent 
fraud 

 Reduce risk of 
reputation    
damage 

Minimize exposure to   
 disputes and claims 

Document verbal contracts  
 Protect sensitive 
information 

Monitor employee 
compliance 

Meet labor laws and  
union restrictions 

 Compliance recording 
Discovery capabilities 
Data retention and 
protection 
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Recording in a TDM World 

T1/E1 or  

Analog Trunks 

Analog Phones 

PSTN 

SIP or 
Digital  
Phones 

Call Recorder 

TDM 
PBX 



jmorrow@Microsoft.com

mailto:jmorrow@Microsoft.com




Recording 

Methodologies 









• Limited partner application 

components 

• Must install on every client 

• Decryption of native codec 

• Security decryption 

Note:  Lync has built-in client side 

recording but is on-demand only 



• Network components must be 

configured for port 

mirror/spanning 

• Well understood and generally 

supported 

• Native codec decryption 

• Security decryption 



• No need for decryption of 

signaling/codec 

• Trusted UCMA application 

• Uses Lync as recording infrastructure 

• Scale out FE’s to match conf traffic 

• Partner logic and storage 

• Recording bots can also be exposed 

in contact list for on-demand server 

side recording 



Limit Bandwidth 

Usage 



http://technet.microsoft.com/en-us/lync/hh972602

http://technet.microsoft.com/en-us/lync/hh972602
http://technet.microsoft.com/en-us/lync/hh972602
http://technet.microsoft.com/en-us/lync/hh972602
http://technet.microsoft.com/en-us/lync/hh972602




Case Study: The Weiss Group 
 

“How a financial media firm used prairieFyre’s Contact Center for 

Microsoft Lync to reduce the overall costs of customer service” 



prairieFyre Software | At A Glance 

• Private company founded in 1998 
• 120 employees, Head Quarters Ottawa, Canada 

– Offices in Florida; Wales, UK; Sydney, AU 
• OEM Manufacturer of Contact Center, Call Accounting and CRM 

solutions 
• Over 7,000 customers in over 70 Countries 
• All solutions built exclusively on Microsoft .NET, server and client 

platforms  
• Microsoft Gold ISV and Communications competencies 
• Microsoft Lync WAVE’15’ TAP Program 

 



The Weiss Group  

Company Profile 
• Florida-based financial publisher founded in 1971 

• Provides research and analysis designed to empower investors 
with information and tools 

• “Money and Markets” reaches 450,000 readers each day 

• Contact center primarily handles inbound service calls for 
subscription issues, with some outbound marketing and sales 
calls, primarily to existing customers 

• Very “high touch” contact center – customers who call are  high 
value, often spending thousands of dollars for subscriptions to 
financial information that can be sensitive  



The Weiss Group  

Compelling Reasons for Change 

• Weiss was leasing a traditional digital PBX under a managed 
services contract for $15,000 per month 

• PBX vendor had an uncertain technology roadmap 

• Inability to cost-effectively integrate phone system with back 
office applications and business processes 

• Wanted to integrate Instant Messaging and Presence, and 
add features such as Group Chat 

• Used a Linux-based IM system 



• Initially deployed OCS for IM/Presence in conjunction with leased PBX 
system and it was a great success. Were surprised to discover OCS also 
supported voice. 

• Once Microsoft had transitioned OCS to Lync, the Weiss executive team were 
convinced Lync could replace their PBX for the regular office workers; but 
what about their call center? 

• Weiss evaluated various Lync contact center solutions and eventually did a 
proof of concept with prairieFyre, porting functionality from the existing PBX 
phone system onto Lync 

• As a financial services firm, Weiss is also required to record calls so they 
sought out a Lync-compliant recording solution.  They settled on the 
AudioCodes SmartTap, the first call recording solution to be “Lync Qualified” 
by Microsoft.  

The Weiss Group 

Lync Migration 



• “The reason we chose prairieFyre is that it is a call routing engine 
within Lync. It’s not transferring calls outside the system” says 
James Santillo, System Administrator at Weiss 

• prairieFyre adds Automatic Call Distribution (ACD) and contact 
center management applications to the Lync call control and Lync 
desktop client, giving the solution an advantage over a dedicated, 
standalone contact center platform. It is more easily deployed and 
managed, and does not duplicate the call control functions of the 
core Lync platform 

• Not surprisingly, the final selection came down to cost and 
architecture 

The Weiss Group 

Contact Center Migration 



prairieFyre Contact Center for Microsoft Lync 

Weiss Group Network Topology 

IP Phone

Media

Gateway

Ignite

Lync 2010

Client

Media

Signaling

Handles media playback of;

· Recorded Announcements

· Call Waiting & Estimated Wait Time

· Welcome and Closed Message 

Greetings

· Music On Hold

LAN

PSTN



prairieFyre Contact Center for Microsoft Lync 

prairieFyre Ignite Toolbar 
 

Rich Ignite interactive buttons enable 
agents to:  
• Login/Logout of ACD and make 

themselves available to specific 
queues 

• Manage Make Busy and DND states 
with user-definable and reportable  
reason codes 

• Request help from their supervisors 
• Open real-time Agent, Agent Group 

and Queue performance displays 



• Santillo says the deployment process took two weeks to turnover 
from PBX to Lync Voice with the final cutover taking only a single 
day 

• Immediate financial benefits—instead of paying $15,000  a month 
leasing a system through a managed services contract, they now 
pay maintenance on a system they own 

• Savings of $4,500+ in reduced T-1 and PSTN footprint 

• Weiss was able to reduce their workforce and save the equivalent 
of seven jobs 

• Better system redundancy and better use of resources because 
the system is now software based 

The Weiss Group 

Benefits of a Lync Contact Center Solution 



• Weiss’ experience shows that even small firms do not have 
to be boxed into legacy or proprietary solutions that involve 
expensive and siloed applications for unified messaging, 
communications, and contact centers 

• Instead, leveraging Lync with the tight-knit prairieFyre 
contact center solution enabled Weiss to reallocate 
considerable resources to more productive use, and to 
position their communications infrastructure for the future 

• A reprint of the Weiss Case Study is available at our website: 

www.prairiefyre.com 

 

The Weiss Group 

Lessons Learned 

http://www.prairiefyre.com/


Thank You 
www.prairiefyre.com 
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Recording 
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SmartTAP at a Glance 
• Software IP Centric based  

• All-in-one or distributed solution for Recording Lync  

• Designed for Win 7 or Win 2008 Server R2 64bit 

• Support from 8 - 300 concurrent sessions per server with expandability to 
grow with your organization by adding additional servers. 
• Scalable to 1000s of concurrent Lync/IP/TDM Channels 

• 100 + PBX & Phone Set integrations (IP/TDM) based on SmartWORKS 

• Designed for easy deployment, ease of use, easy maintenance 

 

 

 
 



Copyright 2012 AudioCodes, Ltd. All rights reserved.  No duplication or re-broadcast without explicit permission. 

SmartTAP is Powerful & Easy to Use 

Media Playback 

Search, Play, Download, 
Email, Add Notes, etc… 
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Proxy solution works for all call types 

SmartTAP FE plug-in 
Redirects target calls via Edge 

SmartTAP Edge plug-in 
Media Collector 
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SmartTAP Plug-ins 

Record ANY LYNC enabled 
device including Mobile 
Phones regardless of location 
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Compliant Recorder vs. Microsoft LYNC Client Recorder 

Feature Compliant Recorder Microsoft Lync 

Recording – Client to Client  * 

Recording – Client to Client & PSTN  

Recording – Remote & Federated Users  

Centralized Management / Storage  

Encryption & Compression  

Compliance  

Secure  

Quality Management  

HTTP Live Streaming  

* Call only visible to local client 
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SmartTAP LYNC Advantages 

Certified 
• Microsoft LYNC FIRST qualified recording solution 
• http://technet.microsoft.com/en-us/lync/hh972602 

Economic 
• No conferencing resources needed 
• Port Mirroring is optional 
• No impact on quality of conversation  

Feature Rich 
• Record ALL User Types for ALL call scenarios including Mobile 
• Recording of Microsoft RTA codec with built in transcoding 
• Remote Branch Survivability 

For more information: http://www.audiocodes.com/product-family/smarttap 

http://technet.microsoft.com/en-us/lync/hh972602
http://technet.microsoft.com/en-us/lync/hh972602
http://technet.microsoft.com/en-us/lync/hh972602
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Our Next Session 

Making it Happen with Professional Services 

Partners: Sept 11, 2012  End-Users:  Sept 13, 2012 
• Needs and Challenges 

• Steps in planning a UC Migration 

• Choosing between DIY vs. Professional Services 

• Customer Case Study 

• Further educational opportunities 

• Series wrap-up 
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Survey Time! 

$2,000 Vacation Voucher! 

We appreciate your feedback! 

Please complete the short survey 

http://www.surveymonkey.com/s/UCMIGRATION7    

8 x iPad 3s 
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Q/A and To Learn More: 

• Questions:  Use the Q/A menu on Live Meeting 

• To request immediate follow-up: www.audiocodes.com/Lync 

• More on Lync solutions: 
• Whitepapers 

• Recorded webinars 

• Videos 

• Datasheets/Brochures 

• Social Media 
• LinkedIn - AudioCodes / Lync Resource Center Group 

• Twitter – @AudioCodes or @AlanDPercy 
Booth #808 

October, 2-4, 2012 
Austin, TX 

See us at: 

http://www.audiocodes.com/Lync
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Thanks! 

More on Lync solutions at: 
www.audiocodes.com/Lync 

Alan D. Percy 
Alan.percy@audiocodes.com 

Twitter: @AlanDPercy 

http://www.audiocodes.com/Lync
mailto:Alan.percy@audiocodes.com

