
THE REPLAY scenario 

MULTIMEDIA MESSAGING:   

Send, Receive, Store, Replay, Respond. 
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By: Eddie Williams, ENP – Public Safety Market Development Manager, Replay Systems 

In previous years, Reverse 911 has been the main 

emergency notification system employed through-

out the United States.  This system utilizes reserved 

phone lines to send voice, text and/or fax messages 

to phone numbers found through commercial tele-

phone databases and commercial mapping pro-

grams. 

Recent years have seen improvements in this sys-

tem by using web databases that are updated on a 

semi-regular basis. This process may work well for 

land-line phones and numbers listed in the phone 

book, but it is not beneficial for unlisted numbers 

and cell phones. Since increasing numbers of peo-

ple are using cell phones exclusively, Reverse 911 

is quickly becoming archaic and needs a  major 

facelift to bring it into the next generation. 

That is where Cell Broadcast or Short Message 

Service – Cell Broadcast comes in. It is the next 

generation solution and it is available today. 

CELL BROADCAST 

Cell Broadcast pushes urgent messages out to 

every cell phone in a specified geographic area. 

This means that everyone in a specific area, in-

cluding news agencies, would receive real time no-

tifications with applicable instructions direct from 

their local EMS agency. Cell phones receiving mes-

sages are not charged for receiving the text mes-

sage, so there is no cost to the citizens. 

Cell Broadcast technology was used successfully in 

the July 7, 2005 London bombings, and in Sri 

Lanka during the Asian Tsunami, warning people of 

additional waves, flooded areas, the location of 

supply and distribution centers, and to arrange for 

donations from those wishing to contribute to the 

relief. Use of Cell Broadcast during these incidents 

proved that the technology can work during heavy 

load periods on the cellular network. 



Solution Spotlight 

NICE PERFORM 

NICE Perform provides sophisti-
cated, easy-to- use tools and 
applications that get the right  
information to the right people 

at the right time. 

Built to facilitate the needs of Contact  
Centers large and small, NICE Perform is a 
powerful solution that can improve cus-
tomer retention and solve business issues. 
 
This state of the art solution provides a  
complete set of Web-based tools to ex-
tract, process, analyze and effectively 
visualize information.  
 
Using sophisticated mining rules, analysis  
engines, call flow events, agent screen-
activity and customer surveys NICE Per-
form allows Contact Centers to:  
• Flag calls from customers "at risk" 
• Help in analyzing campaigns’ effec-

tiveness 
• Identify inefficiencies in contact center  

operations 
• Enable organizations to take proactive 

measures to improve overall perform-
ance 

 
Solution Benefits: 
• NICE Perform can capture and store 

all calls as required, and the unique 
NICE technology stores digitalized 
voice recording for rapid identification 
and simple and inexpensive retrieval . 

 
• NICE Perform is fully integrated with 

Microsoft .NET client-server technol-
ogy, reducing overheads, improving 
response time and easing the installa-
tion of updates and new versions. 

 
• NICE Perform's audio analysis capa-

bilities are the most advanced and 
accurate available, allowing word 
spotting, emotion detection, and voice 
analysis. 

 
• NICE Perform works in traditional, hy-

brid and VoIP environments. 

 

Multimedia Messaging Continued. 
Only two companies in the United States are licensed to provide the Cell Broad-
cast service, and Replay’s partner, Cell Phone C.O.P.S. (Concern Over Pub-
lic Safety), is one of those companies. Cell Phone C.O.P.S provides Cell Broad-
cast technology in addition to their main service of providing Communication 
Centers with the ability to receive, send and/or forward and store images, video 
(with sound) and text. 

Using Cell Broadcast and Cell Phone C.O.P.S, the following scenario is now pos-
sible: 

A 911 caller reports that a tanker trunk has overturned on a busy stretch of 
highway, and something is leaking out onto the road. The caller takes a picture 
with their cell phone showing the sign on the side of the trunk, this image is for-
warded to fire-rescue and law enforcement teams so they can begin to identify 
the spilled liquid before arriving on the scene. 

The liquid turns out to be hazardous so a message is immediately forwarded to 
responders via their mobile data terminals and/or cell phones. The Fire Chief 
notifies 911 that everyone within a mile needs to be evacuated or shelters put in 
place. 911 utilizes Cell Broadcast to inform every cell phone in the area of the 
accident, and the need to evacuate or avoid the area. All this takes place as the 
first units are arriving on the scene and setting up their command post. 

Cell Broadcast and multimedia messaging are the next generation of 911. Take 
advantage of this amazing technology today. Contact us for more information. 

Founded in 1939, Mears Transportation provides shuttle services, luxury 
sedans, taxi service and charter bus service to residents and visitors in 
the Orlando, Florida area. They are the largest transportation provider in 
the Orlando area and the company’s single largest client is Walt Disney 
World, Florida. 
 
Until November of 2007 the company employed an older legacy recorder 
and found it increasingly cumbersome. Channels kept breaking down and 
there were numerous calls for service to fix them. Plus, the old solution 
did not identify agents by ID. If anyone had to look up a call from a pre-
vious day, they had to try and recall where the agent was sitting when 
the call was taken and then review every call from that position in the 
hopes that they would find the one in question. 
 
Once the company replaced their aging solution with VPI’s Activ! Voice 
recorder they recognized the benefits right away. 

Saving Money 
and Providing 
Better Service 
with the Click 
of the Button 
 
Solution -  
VPI Activ! Voice  
Recorder with Instant 
Recall Application 
 
Operators -  
Approx 50 between  
two Call Centers 
 

MEARS TRANSPORTATION 



can look back through previous calls 
using agent ID, date, time, or other 
customizable variables. It saves hours 
of time for the person searching for 
calls. 
 
Another benefit is the instant replay 
function.  “With our old logger, there 
was only two places to look up re-
cordings,” said Gasco, “now we can 
just add the instant replay client to 
each individual pc.” This saves the 
company countless dollars in em-
ployee time. If a call comes in for taxi 
service and the call taker has a ques-
tion about the correct street address, 
they can play back the previous half 
hour of calls directly from their work-
station with the click of a button. 
 
“It’s all about how quickly we can get 
information back so that they can dis-
patch the drivers to the correct loca-
tions – the VPI recorder has sped up 
this process and allows us to provide 
better customer service,” said Gasco. 
The VPI recorder allows Mears Trans-
portation to stay true to their mission 
of providing ‘customer first’ service in 
all areas of business. 

Mears Transportation Continued. 

1st Discount Brokerage 
 

Connecting Offices Across the 
Country with Security,  
Convenience and Ease. 

1st Discount Brokerage (1DB) is an Independent Broker/Dealer with over 
80 offices nationwide. They have 125 independent account reps across the 
country, a head office in West Palm Beach, FL as well an IT department in San 
Francisco, CA. 
 
In 2007 the company replaced their aging recorder with a Cybertech recorder 
from Replay. The role of the recorder is primarily used to resolve disputes. 
 
“Think about it,” explains Dolores Strauss, Managing Director for 1DB, 
“Someone calls in and says ‘I want to buy a hundred of ABC’ and the trader 
hears ADC - you have to have it recorded.” 
 
“We also use the recorder for surveillance purposes” said Strauss, “to make 
sure that everybody is saying the correct thing and that they’re not misrepre-
senting themselves.” 
 
Due to the nature of their business, 1DB maintains tight security on the re-
corder. They have security measures in place to ensure that only certain peo-
ple can pull and review calls. This is easy to do with their Cybertech recorder 
because of the administrator/user functions that can be designated.  
 
Strauss’ favorite part about the Cybertech recorder is the ease of pulling a call 
and emailing it to the appropriate people “It is terrific,” explains Strauss. “I’m 
in New Jersey, the traders are in Florida, and the IT Department is in Califor-
nia. A call can be emailed anywhere with the click of a button. We can review 
it and make a decision quickly about what action, if any, needs to be taken.  It 
is a very convenient system.” 

RHEA COUNTY 
TENNESSEE 

Population: Approx 31,000 
Number of Dispatchers: 2 - 3 
Number of Radio Channels: 8 
Average Calls per Month: 5,800 
 
Solution: VPI Priorti Voice with  
ANI/ALI, Instant Recall, Scenario  
Recreation, and Live Monitor. 
Installation: February 2006 

 
Rhea County is located in Southeastern Tennessee. It is mostly rural and is 
comprised of three different municipalities. The 911 Center was formed in 
1992 when all three municipalities and the Sheriff’s department consolidated 
into one center. They currently record all incoming and outgoing calls for the 
Rhea County Sheriff, PD and fire department. The County switched from using 
a Dictaphone recorder to a VPI recorder in 2006 after Director Shane Clark 
came to the Center. 
 
“We were using a Dictaphone Freedom” explained Clark. “It was very limited. 
To make a recording, we had a standard cassette player that we would plug 
into the system. While the call was recording I had to sit there the whole time 
and listen to the whole call to make sure that it was recording what I needed. 
Then, I would either have to mail that tape out or someone who have to pick 
it up.” 
 
“On my new VPI recorder, everything is digital. I can copy a call from the re-
corder in no more than 10 minutes. Then, I can either burn the recording onto 
a disk for someone to pick up, or I can transform it into a wav file and send it 
out via email- instantly. It has transformed our way of doing business here as 
far as recordings go.” 



Replay Systems, Inc. 
6555 NW 9th Ave, Suite 105 
Fort Lauderdale, FL 33309 

Phone: 954-267-9199 
Toll Free: 1-800-722-3472 
Fax: 954-267-9184 
E-mail: replay@replaysystems.com 
 

Visit us on the web at  
www.replaysystems.com 

REPLAY:    COMPANY NEWS 

Replay Unveils New Company Logo  
In August of 2008 Replay unveiled a new 
company logo that signifies the com-
pany's evolution into a multi faceted re-
cording and software analytics provider.   
 
The new logo maintains the feel of the 
previous logo but with increased color vi-
brancy. The icon has been upgraded from 
the 'play' button to a circle around the 
company name.   This circle represents 
the company's ability to service all of our 
client's needs; from consulting, through 
to the sale, installation, training and on-
going maintenance of a solution. 
 
"Replay has transformed over the past 11 
years into a business that connects 
closely with our customers," said Scott 
Hurley, President and CEO of Replay. 
"Our new logo reflects who we are, the 
markets we serve and our commitment to 
total customer care." 
 
 

Congratulations Ken Partlow and 
Tom Laherty 
North Florida Service Manager, Ken Partlow 
and Georgia Service Manager Tom Laherty 
were named ‘Service Star of the Quarter’ 
for Quarter II and III respectively.  Both 
Ken and Tom go above and beyond in pro-
viding customers with the highest quality 
customer support. Congratulations to you 
both! 
 
Welcome Sheila Potter! 
Replay is excited to welcome Sheila Potter 
to the team as Contact Center Sales Man-
ager. Potter comes to Replay with over 17 
years of Channel Management experience 
at companies like Hall-mark Computer, BEA 
Systems, and Witness Systems. Originally 
from Rochester, NY, Sheila currently resides 
in the Tampa/St. Pete area. We are excited 
to add Sheila’s proven Contact Center ex-
pertise to the team and know that she will 
be an asset to all of our clients looking to 
maximize the value and quality of their 
Contact Center environment. 
 


	FALL 2008	Volume 4, Issue 2



<<

  /ASCII85EncodePages false

  /AllowTransparency false

  /AutoPositionEPSFiles true

  /AutoRotatePages /None

  /Binding /Left

  /CalGrayProfile (Dot Gain 20%)

  /CalRGBProfile (sRGB IEC61966-2.1)

  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)

  /sRGBProfile (sRGB IEC61966-2.1)

  /CannotEmbedFontPolicy /Error

  /CompatibilityLevel 1.4

  /CompressObjects /Tags

  /CompressPages true

  /ConvertImagesToIndexed true

  /PassThroughJPEGImages true

  /CreateJobTicket false

  /DefaultRenderingIntent /Default

  /DetectBlends true

  /DetectCurves 0.0000

  /ColorConversionStrategy /CMYK

  /DoThumbnails false

  /EmbedAllFonts true

  /EmbedOpenType false

  /ParseICCProfilesInComments true

  /EmbedJobOptions true

  /DSCReportingLevel 0

  /EmitDSCWarnings false

  /EndPage -1

  /ImageMemory 1048576

  /LockDistillerParams false

  /MaxSubsetPct 100

  /Optimize true

  /OPM 1

  /ParseDSCComments true

  /ParseDSCCommentsForDocInfo true

  /PreserveCopyPage true

  /PreserveDICMYKValues true

  /PreserveEPSInfo true

  /PreserveFlatness true

  /PreserveHalftoneInfo false

  /PreserveOPIComments true

  /PreserveOverprintSettings true

  /StartPage 1

  /SubsetFonts true

  /TransferFunctionInfo /Apply

  /UCRandBGInfo /Preserve

  /UsePrologue false

  /ColorSettingsFile ()

  /AlwaysEmbed [ true

  ]

  /NeverEmbed [ true

  ]

  /AntiAliasColorImages false

  /CropColorImages true

  /ColorImageMinResolution 300

  /ColorImageMinResolutionPolicy /OK

  /DownsampleColorImages true

  /ColorImageDownsampleType /Bicubic

  /ColorImageResolution 300

  /ColorImageDepth -1

  /ColorImageMinDownsampleDepth 1

  /ColorImageDownsampleThreshold 1.50000

  /EncodeColorImages true

  /ColorImageFilter /DCTEncode

  /AutoFilterColorImages true

  /ColorImageAutoFilterStrategy /JPEG

  /ColorACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /ColorImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000ColorACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000ColorImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasGrayImages false

  /CropGrayImages true

  /GrayImageMinResolution 300

  /GrayImageMinResolutionPolicy /OK

  /DownsampleGrayImages true

  /GrayImageDownsampleType /Bicubic

  /GrayImageResolution 300

  /GrayImageDepth -1

  /GrayImageMinDownsampleDepth 2

  /GrayImageDownsampleThreshold 1.50000

  /EncodeGrayImages true

  /GrayImageFilter /DCTEncode

  /AutoFilterGrayImages true

  /GrayImageAutoFilterStrategy /JPEG

  /GrayACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /GrayImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000GrayACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000GrayImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasMonoImages false

  /CropMonoImages true

  /MonoImageMinResolution 1200

  /MonoImageMinResolutionPolicy /OK

  /DownsampleMonoImages true

  /MonoImageDownsampleType /Bicubic

  /MonoImageResolution 1200

  /MonoImageDepth -1

  /MonoImageDownsampleThreshold 1.50000

  /EncodeMonoImages true

  /MonoImageFilter /CCITTFaxEncode

  /MonoImageDict <<

    /K -1

  >>

  /AllowPSXObjects false

  /CheckCompliance [

    /None

  ]

  /PDFX1aCheck false

  /PDFX3Check false

  /PDFXCompliantPDFOnly false

  /PDFXNoTrimBoxError true

  /PDFXTrimBoxToMediaBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXSetBleedBoxToMediaBox true

  /PDFXBleedBoxToTrimBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXOutputIntentProfile ()

  /PDFXOutputConditionIdentifier ()

  /PDFXOutputCondition ()

  /PDFXRegistryName ()

  /PDFXTrapped /False



  /CreateJDFFile false

  /Description <<



    /BGR <>

    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>

    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>

    /CZE <>

    /DAN <>

    /DEU <>

    /ESP <>

    /ETI <>

    /FRA <>

    /GRE <>



    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)

    /HUN <>

    /ITA <>

    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>

    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>

    /LTH <>

    /LVI <>

    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)

    /NOR <>

    /POL <>

    /PTB <>

    /RUM <>

    /RUS <>

    /SKY <>

    /SLV <>

    /SUO <>

    /SVE <>

    /TUR <>

    /UKR <>

    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)

  >>

  /Namespace [

    (Adobe)

    (Common)

    (1.0)

  ]

  /OtherNamespaces [

    <<

      /AsReaderSpreads false

      /CropImagesToFrames true

      /ErrorControl /WarnAndContinue

      /FlattenerIgnoreSpreadOverrides false

      /IncludeGuidesGrids false

      /IncludeNonPrinting false

      /IncludeSlug false

      /Namespace [

        (Adobe)

        (InDesign)

        (4.0)

      ]

      /OmitPlacedBitmaps false

      /OmitPlacedEPS false

      /OmitPlacedPDF false

      /SimulateOverprint /Legacy

    >>

    <<

      /AddBleedMarks false

      /AddColorBars false

      /AddCropMarks false

      /AddPageInfo false

      /AddRegMarks false

      /ConvertColors /ConvertToCMYK

      /DestinationProfileName ()

      /DestinationProfileSelector /DocumentCMYK

      /Downsample16BitImages true

      /FlattenerPreset <<

        /PresetSelector /MediumResolution

      >>

      /FormElements false

      /GenerateStructure false

      /IncludeBookmarks false

      /IncludeHyperlinks false

      /IncludeInteractive false

      /IncludeLayers false

      /IncludeProfiles false

      /MultimediaHandling /UseObjectSettings

      /Namespace [

        (Adobe)

        (CreativeSuite)

        (2.0)

      ]

      /PDFXOutputIntentProfileSelector /DocumentCMYK

      /PreserveEditing true

      /UntaggedCMYKHandling /LeaveUntagged

      /UntaggedRGBHandling /UseDocumentProfile

      /UseDocumentBleed false

    >>

  ]

>> setdistillerparams

<<

  /HWResolution [2400 2400]

  /PageSize [612.000 792.000]

>> setpagedevice



