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Call Flows

Call Flows

This section describes the following call flow types:

Tip

Click on the diagram to enlarge it.

Transfers

Transferring Calls

This section describes the two types of transfer (from the origination device, and from the
termination device) that the Genesys Interaction Recording solution supports.

Recording from the Origination Device
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When a call that is being recorded is transferred to another party, the recording can be affected
differently depending on where the recording is initiated. The reason for differentiating the side of the
recording is that call recording is "sticky" on the side of the connection that is chosen for recording.
When the connection needs to transfer the call to another device, the call recording stays with the
device. For example, if the connection is transferred from D2 to D3, the call recording is maintained if
recording is initiated from the origination device, while the recording is terminated if the recording is
initiated from the terminating device.
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Recording from the Termination Device

® Recording
Session

Party A: D2 Qutput
Party B: D2 Input

Fecording is
terminated
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When the call is transferred to D3, the Recording Session is maintained and should expect a reINVITE
to re-negotiate the media between D1 and D3. The media control dialog between SIP Server and
Media Server is also maintained by only sending relNVITEs to the media control dialog.

Conferencing Calls

When a conference or monitoring supervisor requests to start recording, a participant can request the
conference to be recorded through the recording service. You can reuse the existing SIP Server call
structure and treat recording and conference as separate services, and the participant requesting
recording will be recording the output of the conference.

Recording Conference

® Recording Sesson
Party A: D1 Quiput
Party B: D1 Input = mixed output of D2+D3

The recording is a mixed output of the customer and agent, plus a separate stream of the supervisor.

SIP Dialog

& Recording Session
Party A: D1 Output
Party B: D1 Input = mixed output of D2+D3

The structure of the SIP dialog when recording a conference.
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Consultations

Consulting Calls

When the agent initiates a consultation call and call recording is enabled on the agent DN, the call
recording to record the consultation session as well is allowed. This is recognized as a single-dialog
consultation mode where there is only a single active SIP dialog on the device. Set the DN record-
consult-calls option to true to allow recording of consultation calls. The following diagrams

illustrate this scenario.

Before Consultation

@ Recording
Session

Party A: D2 Qutput
Party B: D3 Qutput
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The initial call when the customer (D1) is talking to the agent (D2).

During Consultation

Caonsultation
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When the agent initiates a consultation to the supervisor (D3), the existing SIP dialog is retained and

so is the Recording Session.

As a current limitation for consultation calls, recording is not available on the

consulted party, so a Recording Session cannot be started on D3.
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Basic

Basic Call Flow

Resource Media Server Party B Recording
Manager Server

Call established between party A and party B

[——{1] INVITE A (SDP-1A inactive)—mt——[2] INVITE A (DSP-1A inactive)—p=| | Pre-negotiation phase
copy the established SDP between A
and B to Media Server
——[4] 200 OK (SDP-2A ignored)—<¢—{3] 200 OK (DSP-2A ignored)

5] Ack 6] AC K]

[——[7] INVITE B (SDP-1B inactive)—m=——[8] INVITE B (SDP-1B inactive)—p»| |Resource Manager is responsible to
pin both legs to the same Media
Server

[<—[10] 200 OK (SDP-2B ignored) ~&——[9] 200 OK (SDP-2B ignored)

[11] ACK: > [12] ACK————=
[13] INFO (MSML)m———pni

Send MSML instructions to start
recording MSRP

[14] INFO (MSML)———»}

- [16] 200 OF < [15] 200 OK:

[17] INVITE A (no SDP)——»1

[18] INVITE A (N0 SDP)=——p]

|<———[20] 200 OK (SDP-3A)

Media Server generates SDP based
on SDP-1A

~t——{19] 200 OK (SDP-3A)

|-———[21] INVITE (SDP-3A

[22] 200 OK (SDP-4A)——s>

< [23] ACH
[24] ACK (SDP-4A)y——1p» [25] ACK (SDP-4A)———p>
[26] INVITE B (ho SDP)———»{ {27] INVITE B (no SDP)———=
|-——[29] 200 OK (SDP-3B) [<&——[28] 200 OK (SDP-3B) Media Server generates SDP based
on SDP-1B
[30] INVITE (SDP-38B) >
- [31] 200 OK (SDP-4B)
[32] ACH »>
[33] ACK (SDP-48)——— [34] ACK (SDP-4B)———»|
B L et ittt Pl — e RTP= e e e e e e e e e = |
I Media bridged through Media Server ]
Media Stream Replication begins

Resource Media Server Party B Recording
Manager Server

After Party A and Party B are connected and a recording request is made to SIP Server, SIP Server
initiates two sessions, one session for each party, to Media Server. SIP Server first INVITEs with the
Session Description Protocol (SDP) offer from the connected parties to Media Server, and a second
reINVITE to Media Server to get an SDP offer from Media Server. The offer from SIP Server is sent to
the connected parties to proxy the media through Media Server. Once the media is established,
Media Server bridges the media between the parties and writes the recording to a file on the disk.
The Recording Server fetches and indexes the recording after the call completes.
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