Adaptive Change History

2" November 2010

Adaptive 9-10 — Changes from 9-09

IMPORTANT NOTE

Release 9-10 includes changes to the data format for users and
supervisors and all customers are advised to back up their AM
Data folder prior to upgrade.

1. Additional Report Security Options

New options exist so that the Administrator can select which reports that a Supervisor is
allowed to access. Restrictions include restrictions to extension, user queue and campaign
reports. This feature will be particularly useful to users of the Adaptive Call Recorder.

2. Support for Go Connect Driver

The Adaptive software can now be used with a 3" party CTI driver called Go Connect, which
enables it to communicate with a wider range of telephone systems. For more information
about the range of phone systems that can now be supported, please contact our sales team.

3. Predictive Dialler Overhaul

Extensive work has been done to improve the effectiveness of the Adaptive Predictive
Dialler. In addition a number of calculation and reporting issues have been resolved. All
users of version 9 Adaptive Predictive Dialler are advised to upgrade to this version at their
earliest convenience.

4. Macro Bug

In version 9-08 we introduced a bug in the Adaptive Screen-Pop Macros where the number
popped when predictive dialling was changed from the first field in the campaign (called
Telephone number) to the actual number dialled. This has been resolved.



Adaptive 9-09 — Changes from 9-08

1. Support for Windows 2008 Server for Adaptive Server and
Adaptive Call Recorder.

MS Windows 2008 32 bit operating system is now supported for both Adaptive Server and
Adaptive Call Recorder. Full hardware and software specifications will appear on our
website in due course. In the meantime, please contact our support team for more details.

IMPORTANT NOTE: we do not currently support any 64 bit operating system.

2. Support for MS Windows 7

MS Windows 7 has been fully tested and can run Adaptive Desktop, Adaptive Management
Console and Adaptive Predictive Dialler software. Further testing will take place to prove
MS Windows 7 as a platform for the Adaptive Server and Adaptive Call Recorder in due
course.

3. Adaptive Call Recorder - ability to work with existing SQL 2008
Server database

A new feature has been introduced that allows users to install and integrate the Adaptive Call
Recorder Software with an existing SQL 2008 Server. During the installation of the Call
Recorder Setup, it requires the credentials for any existing database and until the test
connection utility works accordingly the setup will not proceed further. The credentials
consist of instance name with their existing password (if any), this configuration applies only
when using SQL 2008 mixed mode authentication. For windows mode authentication only
SQL instance name is required.

This new feature does not affect the existing method whereby installing the Adaptive Call

Recorder installs MS SQL Server 2005 Express and automatically creates the AdaptiveCR
Database.

4. Adaptive Call Recorder - enhanced call recorder firmware

The new drivers to support pausing and restarting call recordings are now provided in a
separate folder called \Drivers\DTMF_Control.



5. Adaptive Desktop — Message Database NFA bug fixed

A bug in Adaptive Desktop Message Database has been fixed. When a user right clicked
single and multi-select and then NFA, the software did not work as designed. As part of
testing this fix the Message Database Search criteria have also been re-tested and minor
search bugs resolved.

6. NFA and Minor install bugs fixed

In version 908 we introduced a bug when installing, whereby users were asked to provide the
serial number when installing Adaptive Desktop, Adaptive Management Console and
Adaptive Predictive Dialler software. This has now been resolved.



5" October 2009

Adaptive 9-08 — Changes from 9-07

1. Ability to restrict access to Call Recording Database
A new feature has been introduced that allows the Administrator to restrict the ability
of supervisors to access the Historical Call Recording Database report. When
combined with the ability to choose to log call activity for specific extensions only,
this provides the ability to prevent non-authorised users from accessing calls to a
specific extension. Note the Administrator will be able to access all calls.

2. Ability to pause and restart call recordings
A new version of Call Recording Firmware is now available that enables a user to
pause and restart recordings by pressing the telephone handset so that it plays a series
DTMF tones. Pressing *#0 pauses recording and *#1 restarts recordings. Because
this feature could be activated inadvertently, the firmware is only available to
supported customers and should be requested by email to support@nms-

adaptive.com.

3. Reduction of Trace in AMTrace.log
In version 906 we introduced an issue that created verbose trace. There has been a
workaround that used a scheduled task to delete the AMTRACE.log file every day. A
patch was also released. This bug has been fixed and the scheduled task or the patch
are no longer required.

4. Adaptive Desktop BLF not registering when a user logs out
This version fixes an issued whereby when a user logs out of the Adaptive Desktop
their status was still showing as “Available”.



23" February 2009

Adaptive 9-07 — Changes from 9-06

1. Adaptive Management Console on client computers with some

menu Items greyed out.

There was an issue that in some network configurations the Management Console was
unable to determine if it was running on a client computer or the Adaptive Server. A
new service called the Adaptive Helper Service is now installed and this is used to
enable the Adaptive Management Console to detect correctly. Note this new service
uses a port to communicate and this port must be opened in any firewall that is
running on client and server computers.

2. New Licensing of Adaptive Systems when used with Adaptive

Call recorder

The Adaptive licensing system has been upgraded to provide a better matrix of
features for users of the Adaptive Call Recorder. In order to install 9-07 Adaptive Call
Recorder users will need to contact support for a upgraded licence. Version 9
supported customers will receive this licence free of charge. PLEASE OPTAIN THE
NEW LICENCE PRIOR TO ATTEMPTING AN UPGRADE OR NEW
INSTALLATION.

3. Mismatch of Single User Summary and Single User Detailed
Report

It was noticed that in “Historical-Single User Summary report’, the time that an Agent
logged-in and logged-out was different from the time it displayed on ‘Historical-Single
User Detailed report’. In this version, the graph in “Historical-Single User Summary
report’” corresponds to the “Historical-Single User Detailed report’ by showing the
peak at the correct time when the Agent’s logged-in and logged-out.

4. Adaptive Desktop First Party TAPI interface

The Adaptive Desktop First Party TAPI interface has upgraded so that it works on MS
Vista and tested with all version of MS Outlook

5. Installation of Adaptive Desktop TSP
Setup of the Adaptive server and Adaptive Desktop will now automatically copy the
improved Adaptive Desktop TSP (AMDesktoptsp.tsp) into the Windows\System32
folder. If the TSP has previously been manually installed, this will prompt a system
reboot at the end of the installation.



. Auto SMS response through SMS Gateway. (Fix to spaces in

Mobile number)

In version 9-06 the ability to use Pattern Searches to extract mobile phone numbers
and set the result as a “To’ field was added. However, it was discovered that spaces in
the mobile number would cause messages to fail to send. The pattern search has been
extended to remove spaces automatically.

. Message Database “Live Messages” Search showing incorrectly
Messages moved to outbound queue were being shown in Inbound + Live search. The
search criteria have been modified so that if an inbound message is moved to the
outbound queue, it will not show when a search for live inbound messages is
performed.

. Progressive Dialler Dial Next Number

In version 9-06, we introduced a bug into the logic for Adaptive Progressive Dialler,
‘dial next number’ feature. This now been fixed and the number is placed back in the
queue when it’s set to ‘dial next number’.

. Adaptive Campaign Editor - Data Controller Configuration

In earlier versions of Adaptive software, ‘Data Controller Config’ would allow you to
configure without selecting the day of the week to run the session. This has been fixed
and now the OK button is greyed out unless a valid set of settings have been made.

10. Data Controller Service — Multiple Campaigns

The Data Controller Service had a problem managing multiple automatic campaigns
that had different settings. Prior to the fix it would update the campaigns every 24
seconds. This has now been resolved.

11. Data Controller Service Stops after 20 seconds

Some of our customers were experiencing a problem whereby the Data Controller
Service would start then stop within 20 seconds if the service was running on a MS
Windows 2003 Server and the server is also running DHCP service. This has now
been fixed although we still recommend that the Adaptive Server software is run on a
dedicated computer.

12.Call Recorder Installation.

The Adaptive Call Recorder installation has been improved and simplified.

13. Adaptive Call Recorder Service — Multi-Threading

We now have enhanced the Adaptive Call Recorder Service to enable more calls to be
encrypted and compressed concurrently.



14. Real time Call Recorder Report
This is a new feature added to the Adaptive Management Console, Real Time menu.
There is now a report that shows activity of the Adaptive Call Recorder including how
many calls are currently recording how many calls have been recorded today and disk
space utilisation.

15.New Audio player for Call Recorder
With enhanced the appearance and added new features have been added to the
Adaptive Call Recorder Audio Player.

16. Hyper Engine Installation and Testing
The HyperEngine used for call recording has been updated. There is also a new test
program that is installed called HyperEngineWin. This is used for testing Adaptive
Call Recorder hardware.

17.Fix in Data Exporter
The Adaptive Data Exporter was not checking if it had succeeded or failed to export
records on last run. This has now been resolved.



d
03 October 2008

Adaptive 9-06 — Changes from 9-05

1. Call Encryption/Compression added to call recorder service and
Player

Call Encryption and Compression has been added to Adaptive Call Recorder Service. The
Adaptive Player has been enhanced to enable it to decompress and decrypt calls in real-time.

2. Archive & Restore

A minor problem in the Adaptive Call Recorder archive tool has been identified and fixed. This
problem could prevent archived audio files from being deleted after the archive was completed.

3. Pattern Searches
In version 9-05 the ability to use Pattern Searches to extract mobile phone numbers and set the
result as a To filed was added. However, it was discovered that spaces in the mobile number
would cause messages to fail to send. The pattern search has been extended to remove spaces
automatically.

4. Grab and Dial

Since the implementation of HTML based messages, using grab and Dial from within the
Message Pair Viewer was failing. This has now been resolved.

5. Cancel All for Email Pair Viewer - Message Preview Pane
When using Message Preview option in Message Pair Viewer, the Cancel button would cancel
only the current queue and still present any other queues that the user had allocated in their
profile. A new feature has been added that provides a Cancel ALL button, this cancels the whole
operation and closes the Message Pair Viewer and puts the user back to the Adaptive Desktop.

6. Data exporting in one single line
When exporting data from the Historical Predictive Dialler Detailed report the data would all
appear on a single line. This was caused by a missing Line Feed at the end of each line of data.
This issue has now been resolved.



7. Historical report for Dialling campaigns

When Historical Single User Campaign Report was generated for dialling campaigns, the
outcome of some of the calls was showing as ‘failed to connect’. This issue has now been
resolved.

8. Adaptive Predictive Dialler Error in v9.03 to 9.05

The Adaptive Predictive Dialler was failing to recognise when users logged out of the Adaptive
Desktop. This caused more calls to be dialled than required. The issue has now been resolved.

9. Adaptive Progressive Dialler in v9.03 to 9.05
Between version 9.03 and 9.05, we introduced a new bug in which when calls were assigned onto

the queue Adaptive Desktop would not present calls. This issue was caused by attempts to fix
issue 8 (above) and has now been fixed.



