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Portal Overview 
At its core, the Westec Customer Portal is a browser-based tool that allows you to view both live and recorded video 
from your sites, as well as to listen to live audio (if available), from any Windows®-based personal computer with an 
Internet connection. But it is much more than that. The Portal also provides access to site maintenance and reference 
tools, such as detailed listings of service cases, detailed listings of site-level service offerings and hardware types, 
geographic mapping of site locations, and more. 
 
Features of the Portal include the following: 
�
Live Video 
The Portal allows you to access live video from your sites using several display options, including screen-split display 
of the live video feed in 1, 4, 6, 9, 10, or 16-camera configurations. 
 
Recorded Video 
The Portal allows you to search and review recorded video from your sites based on date, time, and camera criteria. 
Recorded video from one or more cameras can be reviewed from 1, 4, 6, 9, 10, or 16 cameras at one time. 
 
Quick-View Images 
The Portal provides snapshot images from your locations at periodic intervals, giving you a quick view of what is 
happening at your sites. Thumbnail images, which can be enlarged, are delivered and refreshed automatically. 
 
Video Distribution 
Options for converting video into a distributable format are also available once you pinpoint specific segments that are 
important to you. These options include the following: 
 

·  Video Clips—An AVI Converter utility, accessible through the Customer Portal interface, allows you to 
convert a recorded video clip to AVI format and to save the clip to your local Windows®-based PC or to your 
network.  

 
·  Still Images—A Capture utility, accessible through the Customer Portal interface, allows you to capture a still 

image in JPG format.  
 
Live Audio 
If your system is set up to record audio, the Portal allows you to access live audio at your sites, toggling between 
audio listening zones. 
 
Support Case Status 
The Portal presents the status of all cases that have been reported to Westec Customer Support personnel, allowing 
you to monitor site-specific maintenance issues and the resolution status of each. 
 
Customer Resources 
The Portal provides access to technical documentation, user documentation, and online support tools. 
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Browser Requirements 
 
Browser Version 
Access to the Live and Recorded viewers is subject to the same browser requirements as access to the Portal: 
 

Windows® Internet Explorer® version 7.x or higher 
 
It should be noted that the Portal previously required that Internet Explorer’s “Compatibility View” be enabled to 
ensure that all pages displayed correctly. This restriction has now been removed, however, so “Compatibility View” 
should NOT be enabled when accessing the Portal.  
 
Browser Plug-In Component (Westec Web Controls) 
Web Controls are Internet Explorer plug-in components that convert video from Westec recording device types into a 
format that can be displayed in the viewer applications. Before attempting to view live or recorded video, you need to 
make sure that the latest Web Controls have been installed. 
 
1. At the bottom of the Side Bar on any page of the Portal, click the “Download the Latest Web Controls” link to 

display a download prompt. 
2. Click the Download button, which displays a Windows File Download – Security Warning message. 
3. Click the Run button to install the Web Controls. When the installation file has been downloaded, an installation 

wizard displays. Note: Depending on which Windows operating system you use, and whether you have account 
control enabled in the operating system, you may be prompted to allow the file download and installation process to 
complete. If so, confirm all prompts. When the installation wizard displays, continue with the next step in this 
procedure. 

4. Complete the installation wizard, accepting all default settings. 
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Portal Login 
1. In a browser window, navigate to the Portal Login page. 
2. In the User Name field, enter your user name. 
3. In the Password field, enter your password. 
4. If you want the system to remember your user name and then automatically populate the User Name field when 

you display the Login page, check the Remember Me check box. Note: The Remember Me option remembers 
your user name only, not your password. This is accomplished by setting a cookie in your Internet browser. If you 
check this option, but later delete cookies in your browser, you will have to enter your user name again the next 
time you log in. This option is exclusive to the Portal and should not be confused with Windows® operating system 
functionality that is designed to “remember” passwords. If an Internet Explorer® prompt displays when you log in, 
you do not need to accept the prompt in order for Portal to remember your user name. 

5. Click the Log In button. 
 

Password Recovery 
You can easily recover your Portal password if you’ve forgotten it, as long as the e-mail address that is set on the 
Profile Manager page is a valid address that you can access. It is this address to which your password will be sent 
when you complete the Password Recovery form on the Portal login page. 
 

1. On the Portal Login page, click the Forgot Password? link (beneath the Password field). The Password Recovery 
form displays. 

2. In the User Name field, enter your Portal user name. This is the same user name that you normally use to log in to 
Portal. 

3. Click the Submit button. 
 

Automatic Logoff 
Logging out of the Portal when you are not actively accessing your site information is the best way to prevent 
unauthorized access to the using your account credentials. For this reason, you are automatically logged out of the 
Portal after 20 minutes of inactivity. One (1) minute prior to automatic logoff, a warning message displays, allowing 
you to confirm that the session should remain active. If you do not respond to the prompt, you will be logged out of 
the Portal. 
 
You can also manually log out of your session by clicking the Logout link at the top of any Portal page. 
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Portal Navigation 
Navigating the Westec Customer Portal is similar to navigating other Web-based sites. Each page consists of content 
that is specific to your company and your login profile. 
 

Side Bar 
The side navigation bar (located on the right 
side of the page) includes several sections that 
allow you to quickly access statistical and 
contact information. Each section can be 
expanded or collapsed by clicking the section 
heading. 
 
Quick Search 
The quick search option allows you to quickly 
locate a specific site. Enter a site number in the 
search field, and click the Go button. Site 
information is displayed on the Site Detail 
Overlay. 
 
Did You Know? 
This section displays facts and statistics related to Westec and Westec’s alarm monitoring services. A link is typically 
included, allowing you to display expanded information on the topic. 
 
Recently Accessed Sites 
This is a list of sites that you have viewed during your current Portal session. This section does not display in the side 
navigation bar until you have viewed your first site, either by visiting the Locations page directly or by selecting a 
support case on the Summary page. 
 
Service Summary 
This section displays either a chart or a graph detailing your Westec alarm monitoring service metrics. The charts and 
graphs rotate each time that you log in to the Portal, providing you with up-to-date statistics on various aspects of your 
alarm monitoring services. 
 

·  Service Levels 
 

·  Event Resolution Types 
 

·  False Alarm Percentage 
 
The service summary charts and graphs are explained in greater detail in the “Service Metrics” section on page 10 of 
this document. 
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Contact Us 
This section offers three tabs, each of which displays various options for contact Westec for support or sales purposes: 
 

·  Customer Support—This tab displays the hours during which the Westec Customer Support department is 
available to provide general hardware, software, and service support. The contact telephone number is 
displayed, along with an e-mail link. 

 
·  Account Team—This tab displays a photograph of Westec Account Team members who are tasked with 

providing customer care and support services to your organization. An e-mail link is displayed for each 
member, allowing you to contact him or her directly. 

 
·  Command Center—This tab displays the hours during which the Westec Command Center is available to 

provide hardware, software, and service support. The contact number is displayed, along with an e-mail link. 
 
Westec Web Controls 
This link allows you to download the Westec Web Controls browser plug-in, which is required to view live and 
recorded video using the Portal’s viewers. Refer to the “Browser Plug-In Component - Web Controls” section on  
page 6 of this document for additional information. 
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Service Metrics 
The service metric charts and graphs that display in the Service Summary section of the Side Bar provide up-to-date 
statistics on various aspects of your alarm monitoring services. 

Three types of charts/graphs are available, including the following: 

·  Service Levels—This chart or graph displays the service level distribution among all of your sites. Service 
levels can include Service Only, Burglary Only, Video Verification, and Rapid Response. Site numbers are 
displayed directly on the chart, and clicking the chart displays a break-down of the information. 

 
·  Event Resolution Types—This chart details the types of events reported by or from your sites to the Westec 

Command Center. These events include Business Support, Vagrancy, System Health, Criminal Activity, and 
Emergency Response. Site numbers are displayed directly on the chart, and clicking the chart displays a 
break-down of the information. 

 
·  False Alarm Percentage—This chart details the number of false alarms reported by or from your sites, 

compared with the number of real events (meaning events that required action to resolve by Westec personnel, 
site personnel, law enforcement personnel, or emergency services personnel). Site numbers are displayed 
directly on the chart, and clicking the chart displays a break-down of the information. 
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Service Levels 
This chart or chart displays the service level distribution among all of your sites. Service levels can include: 
 

·  Service Only—The site is contracted for maintenance service on site hardware only, such as for cameras and 
a video recording device. 
 

·  Burglary Only —Alarm monitoring services are provided for the site, extending to the notification of 
authorities for police dispatch, but not to the extent of video verification or rapid response services. 
 

·  Video Verification—When an alarm is triggered, an Intervention Specialist looks into your location using 
your existing video surveillance equipment to verify the cause of the alarm. If a suspicious event is occurring, 
they will notify authorities and police will be dispatched. 
 

·  Rapid Response—This level utilizes two-way audio communication coupled with digital video surveillance 
to assist in emergency situations. When an alarm is triggered or suspicious activity is discovered by 
conducting a remote tour, Westec’s trained Intervention Specialists respond immediately, notifying the 
location that activity is being monitored and recorded. Alarms can be activated through the push of a panic 
button, wireless pendant, contact break, or motion detector. When necessary the Intervention Specialist will 
notify authorities and the local company contact. 

 
Note: Service levels should not be confused with site-specific services, such as Health Check, Audits, or Tours. 
 
Site numbers are displayed directly on the chart. Clicking either the chart or the graph displays an overlay with a text 
breakdown of the numbers represented. Clicking again removes the overlay. 
 
Note: Data represented on charts and graphs is not real time and may be up to one month old. 
 

Example Chart 
 

Example Chart Overlay 

  
  

Example Graph 
 

Example Graph Overlay 
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Event Resolution Types 
This chart details the types of events reported from your sites to the Westec Command Center. Westec tracks the 
resolution of real events occurring at your locations and classifies the events into five categories: 
 

·  Business Support 
 

·  Vagrancy 
 

·  System Health 
 

·  Criminal Activity 
 

·  Emergency Response 
 
The Event Resolution Types chart displays the total number of resolution types for each of the resolution type 
categories. 
 
Clicking the chart displays an overlay with a text breakdown of the numbers represented on the chart. Clicking the 
chart again removes the overlay. 
 
Note: Data represented on charts is not real time and may be up to one month old. 
 

Example Chart 
 

Example Chart Overlay 
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False Alarm Percentage 
The False Alarm Percentage chart details the number of false alarms reported from your sites, compared with the 
number of real events (meaning events that required action to resolve by Westec personnel, site personnel, law 
enforcement personnel, or emergency services personnel). False alarm signals are caused by a number of issues. 
Westec tracks the cause of false alarms received from your locations and classifies them into three categories: 
 

·  Hardware-related issues 
 

·  System tests or customer-service related issues 
 

·  Confirmed false alarms 
 
The False Alarm Percentage chart displays the total number of false alarms (consolidating all false alarm categories) 
in comparison with the total number of actual events. 
 
Clicking the chart displays an overlay with a text breakdown of the numbers represented on the chart. Clicking the 
chart again removes the overlay. 
 
Note: Data represented on charts is not real time and may be up to one month old. 
 

Example  Chart 
 

Example Chart Overlay 
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Data Grids 
Certain pages of the Portal are designed to display informational lists, such as a list of your sites or a list of your site 
support cases. These lists are displayed as data grids. 
 
Grid Navigation 
The amount of data that displays on the page at one time is determined by the row selection at the bottom of the list. 
This selection option allows you to set the display to 5, 10, 25, 50, or ALL rows of data at a time. When you make a 
selection, the screen refreshes automatically. 
 

 
 
If more data is available than can be displayed at one time (based on the row selection), page numbers are displayed as 
links at the bottom of these pages, allowing you to move page-by-page through the data, or to skip to a specific page. 
 

 
 
Grid Views 
Several grid views are available, providing more/less data or displaying data in a different manner. Grid views include 
the following: 
 
Standard View 
The standard grid view displays basic information, organized in columns. Some column headings display as links to 
indicate that data in the grid can be sorted in ascending or descending order by that column. Simply click the column 
heading to sort the data. 
 
Expanded View 
The expanded grid view is similar to the standard view, except that additional columns are displayed, increasing the 
amount of data displayed on a single page. This is accomplished by temporarily closing the Side Bar to provide 
additional space on the page. Some column headings display as links to indicate that data in the grid can be sorted in 
ascending or descending order by that column. Simply click the column heading to sort the data. 
 
Map View 
The map view displays a map of the United States with each of your sites pinpointed on the map with a (  ). 
Powered by Google® Maps®, this view provides an overview of the geographical distribution of your sites. Using the 
standard map functions, you can zoom in or out on the map, as well as move north, south, east, and west. 
 
Links to display additional map views are located above the map: Road, Satellite, Hybrid, and Physical. Selecting one 
of these views changes the map, with each of your sites still pinpointed with a site marker. Single-clicking a specific 
site marker enlarges or reduces the size of the map, based on the current view. Double-clicking a specific site marker 
displays an informational pop-up that details the site number and name, the site’s service level, and provides links to 
open the Site Detail Overlay, the Live viewer, or the Search Viewer. 
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Grid Filters 
Clicking the Show Filters link at the top of any data grid displays one or more filtering options that allow you to 
narrow the display of data in the grid. All filter options are displayed in drop-down format, meaning that you click a 
filter and then select one of the filtering options. Data is automatically narrowed when a filter option is selected. To 
use more than one filter option, make your selection for the first option, which dynamically changes the data, then 
make your selection for the next option, which further narrows or expands the data that displays. 
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Company Summary (Home) 
 
The Company Summary page is the default display page when you log in to the Portal. The page is customized for 
your organization, and provides access to all sections of the Portal. 
 
The page is divided into the following sections: 
 

·  Profile Management—From this section you can display the Profile Manager page, which allows you to 
enter or modify user information, including your personal information, your Portal connection type, and your 
Portal login information. 

 
·  Support Case Status Summary—This section displays a summary of the services issues for the prior 30 day 

period for all of the sites to which you have access in the Portal, indicating the total number of reported issues, 
issues being worked by Westec personnel, and issues that have been resolved. 

 
·  Most Recent Support Cases—This section lists the five (5) most recent services issues reported among all of 

the sites to which you have access in the Portal. Each site listed can be clicked to display additional 
information. 

 
·  Upcoming Scheduled Service Calls—This section lists the next five (5) service calls scheduled from among 

all of the sites to which you have access in the Portal. Each site listed can be clicked to display additional 
information. 

 
·  Help & Support—From this section you can access the Help & Support  page, which is designed to make it 

as easy as possible for you to get your questions answered and your comments submitted by providing on-
demand access to resource materials and communications tools. 

 
·  Image Wall—From this section you can access the Image Wall page, which displays snapshot images from 

up to 21 of your Internet-accessible sites, providing you with a quick view of your overall operations without 
the necessity of viewing the full video feed from each site one at a time. 

 
·  Westec News—This section lists articles and press releases announcing news and events involving Westec 

Intelligent Surveillance. Clicking on a title in the list displays the full text of the article or press release. 
 
Navigating to This Page 
 
There are multiple ways to navigate to the Company Summary page: 
 

·  This is the default page that displays when you log in to the Portal. 
 

·  At the top of any Portal page, click the Home button on the menu bar. 
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Profile Manager 
The Profile Manager page allows you to enter or modify user information, including your personal information, your 
Portal connection type, and your Portal login information. 

The information maintained on this page is primarily used to configure your Portal access. The information does not 
flow through to site devices (such as to DVRs or to iVRs), nor does it affect login credentials for the Remote Client 
software. 

The page is divided into the following sections: 

·  Personal Information—This section allows you to enter personal information as part of your Portal user 
profile.  

·  Connection Information—This section allows you to select the browser connection that you use to connect 
to the Portal (public Internet host or Virtual Private Network (VPN)).  

·  Login Information —This section allows you to change user name and password that you use to sign in to 
Portal.  

Navigating to This Page 
There are multiple ways to navigate to the Profile Manager page: 
 

·  In the top right corner of any Portal page, click the Profile Settings link. 
 

·  From the Company Summary (Home) page, in the Profile Management section, click the See Your Profile 
button. 

 
·  At the bottom of any Portal page, click your user name, login time, or connection profile. This information is 

linked to the Profile Manager page. 
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Personal Information 
Personal information is used for specific purposes within the Portal, as described below. This profile information is 
maintained specifically for use by Westec and is not sold or shared with any other organization. 
 
First Name and Last Name 
Your first name is combined with your last name to create your default Portal user name, which is required in order to 
sign in to the Portal. You can change your user name in the Login Information section of the Profile Manager page. 
 
E-Mail Address 
It is very important that you enter a valid e-mail address that you can access easily, as this address is tied to several 
aspects of Westec communication, in addition to Portal security. For example, if you forget your Portal login 
password, this is the address to which the password will be sent when you complete the Password Recover page. 
Additionally, if you or your organization receives a Westec Performance Scorecard detailing Westec’s alarm 
monitoring service metrics, this is the e-mail address to which the Westec Performance Scorecard is delivered. 
 
Department and Title 
When you complete your personal information, these fields are optional. However, these fields can affect your access 
to Portal data if your organization has created user access groups as a way of controlling access to site details. If you 
are not sure whether your login information is associated with a specific group, please contact your Westec Account 
Representative. 
 
Fields 

Field Name Field Description Required/Optional 

First Name Your first name is combined with your last name to create your 
default Portal user name, which is required in order to sign in to 
the Portal. Your first and last names also display at the bottom of 
each Portal page. Note: You can change your user name in the 
Login Information section of the Profile Manager page. 

Required 

Last Name Your last name is combined with your first name to create your 
unique Portal user name, which is required in order to sign in to 
the Portal. Your first and last names also display at the bottom of 
each Portal page. Note: You can change your user name in the 
Login Information section of the Profile Manager page. 

Required 

Email Address Your e-mail address is used by Westec to keep you up-to-date on 
Portal updates and to confirm changes to your Portal account 
(such as when you change your password). This address is kept 
confidential. Westec does not sell or share this password with any 
other person, group, or organization. 

Required 

Department This is the department within your organization in which you 
work. 

Optional 

Title This is your job title within your organization. Optional 
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Changing Personal Information 
To modify your personal information: 
1. Navigate to the Profile Manager page. 
2. In the Personal Information section of the page, complete the fields. The First Name, Last Name, and Email 

Address fields are required. 
3. Click the Save Personal Information button. 
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Connection Information    
Browser connections to the Westec Customer Portal can be routed across public Internet hosts or across a Virtual 
Private Network (VPN). The Connection Information section allows you to indicate which IP connection method 
should be used. 
 
The following connection methods are available for selection: 
 

·  Public—The Public connection method establishes a direct IP connection between a user’s local machine and 
a Portal application server over public networking hosts, as with any Internet site.  

 
·  Private Network (VPN)—The Private Network (VPN) connection method allows a user who cannot 

otherwise connect directly to an IP address outside his or her private network to establish a connection with a 
Portal application server. In other words, this method allows a connection to be established with a Portal 
application server across hosts within the private network, eliminating connection failures caused by VPN 
restrictions that limit or refuse IP connections to servers outside of the private network.  

 
·  Westec Network—The Westec Network connection method allows Westec personnel who are connected to 

the Westec West Des Moines network to establish a connection with a Portal application server. This option is 
not visible to customers and should only be selected for personnel connecting from the Westec West Des 
Moines location.  

 
The connection method is set at the local (individual computer) level, meaning that you can select a connection 
method without affecting the connection of any other user. The option can also be changed at any time, the only 
requirement being that the appropriate connection method must be selected before you connect to a specific Portal 
application server. 
 
Since the connection method is set at the local (individual computer) level, you can set a different connection profile 
on different computers, but still use the same login information on both. For example, assume that you access Portal 
from a work computer, as well as from a home computer. To connect from the work computer, you may need to select 
the Private Network (VPN) connection method, while your home computer may require a Public connection method. 
The connection method that you set is saved on each computer separately, so you can log in with your user name and 
password without the need to change the connection when you switch from one computer to the other. 
 
No matter which connection method you select, connections established with Portal application servers are secured 
connections, providing secure application-level data transfer. 
 
Modifying Connection Properties 
1. Navigate to the Profile Manager page. 
2. In the Connection Information section of the page, select your connection type. 
3. Click the Save Connection Information button. 
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Login Information 
This section allows you to change the user name and password that you use to sign in to Portal. This login information 
is for Portal only and does not affect any other Westec system or application (such as the DVR Server software or the 
Remote Client application). 
 
The information that you are able to access in Portal, such as the specific sites that you can access, is linked directly to 
your login information and is based on “groups” established by your organization.  
 
If you change your password, a confirmation message is sent to the e-mail address defined in the Personal Information 
section of the Profile Manager page. 
 
Fields 

Field Name Field Description Required/Optional 

Username This is your unique user name, which is required in order to sign 
in to Portal. By default, your first name is combined with your 
last name to create your unique Portal user name, but you can 
change the name. 

Required 

New Password To change the password that you use to sign in to Portal, enter 
your new password in this field. The password that you enter 
must conform to the following rules:  

·  Minimum of six (6) characters.  
·  Minimum of one (1) number.  
·  Minimum of one (1) symbol, such as $, %, or *.  

For security purposes, this field is encrypted, meaning that what 
you type does not display in plain text. 

Required 
(when changing your 

password)  

Confirm Password To change the password that you use to sign in to Portal, 
confirm your new password in this field. The password that you 
enter must exactly match the password you enter in the New 
Password field. 

Required 
(when changing your 

password)  

 
Modifying Login Information 
1. Navigate to the Profile Manager page. 
2. In the Login Information section of the page, complete the fields. All fields are required. 
3. Click the Save Login Information button. 
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Locations 
The Locations page details all of your sites at which a video monitoring device and/or an alarm panel is installed. 
 
Filters available on this data grid include the following: 
 

·  Group Filter —Expand or narrow the sites that display in the data grid by selecting the All filter or one of the 
specific group filters.  

 
·  Service Level Filter—Expand or narrow the sites that display in the data grid by selecting one of the service 

level filters: All, Service Only, CCTV Only, Video Verification, and Rapid Response.  
 

·  Monitored Filter —Expand or narrow the sites that display in the data grid by selecting one of the monitoring 
filters: All, Only Monitored Sites, Not Monitored Sites, and Discontinued.  

 
Note: Refer to the Data Grids for additional information regarding the display and manipulation of data that displays 
on this page. 
 
Navigating to This Page 
To navigate to the Locations page: 
 

·  From any page within the Portal, click the Locations button on the menu bar. 
 
Fields 

Field Name Field Description Sortable? 

The following columns display in the data grid on the Locations page when the Standard view is selected. 

Store ID This is the site’s number. Clicking a row in this column displays 
the Site Detail Overlay for the associated site. 

Yes 

Brand Name This is the brand under which sites operate, if your organization 
is grouped by brands. Clicking a row in this column displays the 
Site Detail Overlay for the site. 

Yes 

Address This is the physical street address for a site. Yes 

City, State This is the city and state within which a site is located. Yes 

Live This column displays a “Live” link to launch the Live viewer 
window for a site, which allows you to watch live video from all 
of the site’s cameras. If no link is displayed in this column, you 
cannot display live video for the associated site for one of the 
following reasons: A) The site does not have Internet 
connectivity, or B) a non-Westec video recording device is 
installed at the site. 

No 

Recorded This column displays a “Recorded” link to launch the Search 
Viewer window for a site, which allows you to review recorded 
video. If no link is displayed in this column, you cannot display 
live video for the associated site for one of the following 
reasons: A) The site does not have Internet connectivity, or B) a 
non-Westec video recording device is installed at the site. 
 
 

No 
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Field Name Field Description Sortable? 

The following columns also display in the data grid on the Locations page when the Expanded view is selected. 

Service Level This is the site’s service level, which indicates the type of alarm 
monitoring provided to the site. Service levels include the 
following: 

·  Service Only—This level indicates that the site is 
contracted for maintenance service on site hardware 
only, such as for cameras and a video recording device. 

·  Burglary Only —Alarm monitoring services are 
provided for the site, extending to the notification of 
authorities for police dispatch, but not to the extent of 
video verification or rapid response services. 

·  Video Verification—When an alarm is triggered, an 
Intervention Specialist looks into your location using 
your existing video surveillance equipment to verify the 
cause of the alarm. If a suspicious event is occurring, 
they will notify authorities and police will be 
dispatched. 

·  Rapid Response—This level utilizes two-way audio 
communication coupled with digital video surveillance 
to assist in emergency situations. When an alarm is 
triggered or suspicious activity is discovered by 
conducting a remote tour, Westec’s trained Intervention 
Specialists respond immediately, notifying the location 
that activity is being monitored and recorded. Alarms 
can be activated through the push of a panic button, 
wireless pendant, contact break or motion detector. 
When necessary the Intervention Specialist will notify 
authorities and the local company contact. 

·  Remote Services—Sites with at this service level do 
not receive any type of alarm monitoring from Westec, 
though these sites do receive scheduled services, either 
Virtual Guard Tours or Operational Audits, as 
contracted. 

Clicking some entries in this column display additional 
information in a pop-up. For example, the “Rapid Response” 
service level displays as a link in this column. Clicking the link 
displays a pop-up that provides detailed information about the 
service level. 

Yes 

Monitored? This column indicates whether a site is actively monitored by 
the Westec Command Center. Monitoring indicators are as 
follows: 

·  Active Monitoring (C3M) — This icon indicates that a 
site is monitored by the Westec Command Center. 

·  Not Monitored—This indicates that a site is not 
monitored. 

·  Discontinued Account—This indicates that the site is 
not currently active, and thus is not monitored. 

 

Yes 
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Site Detail Overlay 
Clicking a Site Name/Number anywhere in the Portal displays a Site Detail Overlay, which is a window that displays 
on top of the page that is currently open. This overlay window allows you to review site-specific information without 
requiring you to navigate away from the page/data that you are viewing. 
 
The site detail overlay provides information such as the site name and number, and the site’s physical address. 
Additional site information can be accessed on the overlay window by clicking the following tabs: 
 

·  General Information—This tab displays general information about the site, including the premise telephone 
number, the site’s time zone, and the services provided at the location. This tab also allows you to submit 
change requests in the event that site information (such as the premise telephone number, a site contact’s 
telephone number, or new employee information) should be added, deleted, or modified. 

 
·  Device Information—This tab displays information about devices installed at the site, such as the video 

recording device type (hardware model), the current Server software version, the device IP address, the audio 
type, and the alarm panel device type. 

 
·  Support Cases—This tab displays information about support cases opened for the site, as well as displays 

information about service calls scheduled for the site. 
 

·  Image Wall—This tab displays snapshot images from the site’s cameras, providing you with a quick view of 
site operations without the necessity of viewing the full video feed from each site one at a time. 
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General Information Tab 
This tab displays general information about the site, including the premise telephone number, the site’s time zone, and 
the services provided at the location. This tab also allows you to submit change requests in the event that site 
information (such as the premise telephone number, a site contact’s telephone number, or new employee information) 
should be added, deleted, or modified. 
 
Tab content is divided into the following sections: 
 

·  Location 
 

·  Services 
 

·  Frequent Change Requests 
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Location 
This section displays general information about the site, including the premise telephone number, the site’s service 
level, and the site’s time zone. 
 
Fields 

Field Name Field Description Required/Optional 

Premise Phone This is the site’s telephone number. Display Only 

Service Level This is the site’s service level, which indicates the type of alarm 
monitoring provided to the site. Service levels include the 
following: 

·  Service Only—This level indicates that the site is 
contracted for maintenance service on site hardware only, 
such as for cameras and a video recording device. 

·  Burglary Only —Alarm monitoring services are 
provided for the site, extending to the notification of 
authorities for police dispatch, but not to the extent of 
video verification or rapid response services. 

·  Video Verification—When an alarm is triggered, an 
Intervention Specialist looks into your location using 
your existing video surveillance equipment to verify the 
cause of the alarm. If a suspicious event is occurring, 
they will notify authorities and police will be dispatched. 

·  Rapid Response—This level utilizes two-way audio 
communication coupled with digital video surveillance to 
assist in emergency situations. When an alarm is 
triggered or suspicious activity is discovered by 
conducting a remote tour, Westec’s trained Intervention 
Specialists respond immediately, notifying the location 
that activity is being monitored and recorded. Alarms can 
be activated through the push of a panic button, wireless 
pendant, contact break or motion detector. When 
necessary the Intervention Specialist will notify 
authorities and the local company contact. 

·  Remote Services—Sites with at this service level do not 
receive any type of alarm monitoring from Westec, 
though these sites do receive scheduled services, either 
Virtual Guard Tours or Operational Audits, as 
contracted. 

Display Only 

Time Zone This is the site’s time zone, such as “Central” or “Pacific.” Display Only 
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Services 
Services (service options) indicate hardware, software, and service offerings that are available at the site. A complete 
list of service options offered by Westec is displayed below. Services offered at each site will vary, depending on your 
current service contract. 
 

·  Audits—Audits are designed to provide a snapshot of store level performance, by remotely viewing live 
video at a location during mutually scheduled periods to ensure compliance with pre defined corporate 
policies. The Westec audit is an objective report complete with photos detailing what was found. Audits can 
be conducted on a daily, weekly or monthly schedule and are your most powerful shrink-reduction and 
operational compliance tool. 
 

·  Health Check—Health Check is a device-level system that provides notification to Westec Support personnel 
when a video recording device is not running. When connectivity has been lost for a device, these personnel 
initiate procedures to ensure that the device is still running and recording video. 
 

·  Tours—Remote tours can be conducted on a scheduled or random basis. This service notifies loiterers, 
unwanted patrons and potential criminals that all activity is being monitored and recorded. The random and 
periodic nature of these tours helps deter criminal activity and internal theft. Customers who use Westec’s 
Remote Tour Service have seen reduced inventory shrink and cash shortages, and higher sales. 
 

·  Open Escort—When a video device is disarmed, a signal is sent to Westec Command Center personnel to 
initiate the defined opening escort procedure for the site. If the device is disarmed outside of the scheduled 
closing period, an alarm event may also be generated, as determined by device configuration. 
 

·  Closing Escort—When a video device is armed, a signal is sent to Westec Command Center personnel to 
initiate the defined closing escort procedure for the site. If the device is armed outside of the scheduled closing 
period, an alarm event may also be generated, as determined by device configuration. 
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Frequent Change Requests 
This section provides a list of commonly requested system updates. Clicking one of the updates displays a form that 
can be completed and submitted online to Westec operations personnel, who then make the appropriate changes in the 
system. 
 
The following change requests are available: 
 

·  Alarm Panel PIN Change Request 
 

·  Phone Number Changes (for Contacts) 
 

·  Employee Hires (Name, Pass code, Phone Numbers, Position (Title), Associated Sites) 
 

·  Employee Terminations (Reference Existing Contact) 
 

·  Site Phone Number Change 
 

·  Site Schedule Changes 
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Device Information Tab 
This tab displays information about devices installed at the site, such as the video recording device type (hardware 
model), the current Server software version, the device IP address, the audio type, and the alarm panel device type. 
 
Fields 

Field Name Field Description Required/Optional 

The following fields are displayed for each video recording device. 

Device Type The device type indicates the hardware model of your video 
recording device. Though there are a variety of hardware 
components available, there are only two general hardware 
models, referred to as iVR and DVR. 
 
DVR hardware models are then further divided into Embedded 
and Unified (non-Embedded) devices. The type of device that 
you have also determines the software version operating on the 
device, as described in the “Software Version” field.  
 
iVR hardware models can be identified from the following 
characteristics:  

·  A “Dell” logo is displayed on either the front of the 
device or on one of the sides. This indicates that the 
device was manufactured or distributed by Dell, Inc.  

·  A “Systemax” logo is displayed on either the front of 
the device or on one of the sides. This indicates that the 
device was manufactured or distributed by Systemax, 
Inc. Because some Unified (non-Embedded) hardware 
models are also manufactured by Systemax, you must 
refer to the software version to determine the general 
hardware type (iVR or DVR).  

 
Unified (non-Embedded) hardware models can be identified 
from the following characteristics:  

·  A “Systemax” logo is displayed on the front of the case 
on most models.  

·  The CD/DVD drive is not covered and is positioned 
horizontally on the front of the case, at the top.  

 
Embedded hardware models can be identified from the 
following characteristics:  

·  The device is solid black.  
·  There are no obvious buttons on the front of the device.  
·  The CD/DVD drive is positioned vertically inside the 

left, front panel of the device.  
 
 
 
 
 
 

Display Only 
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Field Name Field Description Required/Optional 

Software Version This indicates the specific build of Server software that is 
operating on the device. Server software refers specifically to 
the hardware device interface (where you view live video, 
access recorded video, and configure the device settings). The 
most common software versions include the following:  

·  11.06.5—This software version is available on most 
iVR hardware models, but is not available on DVR 
hardware models.  

·  5.0.7.1—This software version is available on DVR 
hardware models issued prior to March 2008.  

·  5.0.8.2—This software version is available on DVR 
hardware models deployed between March 2008 and 
October 2009.  

·  5.0.9.3—This software version is available on DVR 
hardware models deployed between October 2009 and 
April 2010. This software version is available on both 
Embedded DVR and Unified DVR hardware models.  

·  5.0.9.4—This software version is available on DVR 
hardware models deployed after April 2010. This 
software version is available on both Embedded DVR 
and Unified DVR hardware models.  

Note: It is possible that the software version on your DVR was 
updated to a more recent version following installation. 

Display Only 

IP Address This is the external IP address of the DVR device. In the Portal, 
the IP address is displayed for informational purposes only, as 
you can access site information, live cameras, and recorded 
video directly through your browser. However, the IP address is 
important when configuring connections in the Westec Remote 
Software.  

Display Only 

Audio Type Audio Type Audio type indicates the type of audio hardware 
used at the site. Audio hardware is divided into the following 
categories:  

·  Eagle Board—This indicates that an Eagle Analog 
Audio panel provides two-way audio communication 
with the site, transmitting voice communication over a 
traditional analog telephone line.  

·  IP—This indicates that Voice over Internet Protocol 
(VoIP) provides two-way audio communication with the 
site. VoIP is a protocol for transmitting voice 
communication over the Internet, as opposed to 
transmitting over an analog telephone line. 

Display Only 

The following fields are displayed for each alarm panel device. 

Device Type The device type indicates the hardware manufacturer of your 
alarm panel device. Though there are a variety of specific device 
models available, this field indicates only the specific 
manufacturer. Alarm panel devices installed and/or monitored 
by Westec are manufactured by the following companies: 
Ademco, Honeywell, Bosch-Radionics, GESecurity, or DSC. 

Display Only 
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Field Name Field Description Required/Optional 

Account This is the internal Westec account number assigned to the 
alarm Panel device, which is used to identify and access the 
device remotely for alarm reporting and maintenance purposes.  

Display Only 

Monitor This indicates the organization that is responsible for providing 
monitoring services at the site. In most instances, this is 
“Westec,” indicating the Westec Intelligent Surveillance is 
responsible for providing monitoring services, including alarm 
monitoring, escorts, and audits.  

Display Only 
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Support Cases Tab 
This tab displays information about support cases opened for the site, as well as displays information about service 
calls scheduled for the site. The list of cases and changes to the status of each are updated once a day, and thus may 
not reflect the current queue or status. 
 
Fields 

Field Name Field Description Required/Optional 

Date Modified This is the date and time at which the support case was last 
modified, in MM/DD/YYY HH:MM:SS AM/PM format. 

Display Only 

Case Number This is the internal case number assigned to the issue or 
scheduled service call. 

Display Only 

Subject This is a brief description of the service issue or reason for the 
scheduled service call. 

Display Only 

Status This is the status of the case. Refer to the Case Statuses list for 
additional information. 

Display Only 

 
Case Statuses 
Cases statuses include the following: 
 

New 
In Review 
Repair - Unscheduled 
Repair - ETA 
Repair - On Hold 
Repair - Client Approval 
Repair - Scheduled 
Customer Shipping Request 
Update Notify 

Monitoring 
Telco 
Ping 
Tier 1 
Tier 2 
Tier 3 
Call Customer Back 
Telco (On Hold) 
Ping (On Hold) 

Reported to Internal IT 
Reported to Account Management 
Reported to Client Operations 
Reported to Development 
Closed 
Pending Approval 
Reported To Licensing 
Customer Refused Repair 
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Image Wall Tab 
This tab displays snapshot images from the site’s primary camera, providing you with a quick view of site operations 
without the necessity of viewing the full video feed. These snapshots are taken at random intervals in order to give you 
a sense of overall activity within the time frame spanned by the image captures. 
 
Note: Currently, the primary camera is identified as Camera 1 and cannot be changed. A future enhancement will 
allow you to select the primary camera on a site-by-site basis. 
 
A total of 21 images are available on the scrollable bar, with images updated from the live camera view two to three 
times a day. 
 
To scroll through the images: 

·  Click the Left Arrow  (  ) or the Right Arrow  (  ) to scroll through the images.  
 
Note: The images displayed on this scrollable bar are from the selected site only. Refer to the Image Wall page for 
information about displaying images from multiple sites at once. 
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Site Video and Audio 
The Westec Customer Portal allows you to view both live and recorded video from your sites, as well as to listen to 
live and/or recorded audio (if available), from any Windows®-based personal computer with an Internet connection. 
This is accomplished using browser-based software applications referred to as “viewers.” These viewers are launched 
directly from the Portal to provide you with access to your cameras. 
 
The following sections detail the Portal viewers: 
 

·  DVR: Live Video/Audio and Recorded Video, page 36 
 

·  iVR: Live and Recorded Video/Audio, page 42 
 

Understanding Live and Search Viewers 
There are two (2) types of viewer that can be launched from the Portal, as follows, depending on whether you want to 
view live or recorded video, with the specific type determined by the recording device to which you are connecting. 
Westec deploys and monitors a variety of video recording devices, but only two of these devices can be accessed 
through the Portal viewers. These hardware models are referred to as Digital Video Recorder (DVR)  and Intelligent 
Video Recorder (iVR). Thus, when you launch a viewer to access live or recorded video, the “look and feel” of the 
viewer interface, as well as the options available to you for remote video manipulation, varies based on the type of 
device. This is important to understand if you have a mix of device types installed across your sites. 
 
Understanding VoIP Audio   
Voice over Internet Protocol (VoIP) is a protocol for transmitting voice communication over the Internet, as opposed 
to transmitting over an analog telephone line. Clarity of the audio, and dependability of this solution as a whole, is 
dependent entirely on the upload bandwidth of the Internet connection at the site. 
 
Upload bandwidth, the speed at which large amounts of data that can be pushed up from a site, is the key with VoIP 
installations since maintaining an uninterrupted and continuous audio stream can be data intensive. Unfortunately, 
most Internet Service Providers (ISPs) maximize download speeds, but do not necessarily support high upload speeds. 
For this reason, a 128 KB upload speed is the minimum bandwidth requirement. 
 
Though this audio solution offers multi-zone, real time communication with your sites, this is considered a secondary 
two-way audio option and is implemented only in situations where customer requirements demand a low-cost, non-
monitored solution. Thus, if you take advantage of Westec alarm monitoring services, this audio solution is not 
available. 
 
Understanding Analog Audio   
Analog audio refers to the method of transmitting voice communication over a traditional analog telephone line. The 
primary two-way audio solution for the Westec system is implemented in conjunction with an Eagle Analog Audio 
panel. The Eagle Analog Audio panel is a hardware solution that is installed as an add-on to the DVR platform. 
 
This solution offers several components that are combined to form a flexible 1- to 8-Channel multi-zone analog audio 
solution that offers real time, clear communication with your sites. The implementation of this two-way audio solution 
opens possibilities for remote communication that allow you to keep in touch with your site personnel. 
 
Listening to analog audio through the Live viewer requires the Eagle Audio Control Panel. This panel provides two-
way audio communication between you and your sites. 
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Eagle Analog Audio Panel 
The Westec Audio Control Panel, accessed from the Live viewer, 
enables users to send and receive audio feed to and from any analog 
audio-equipped location using a connection from any telephone. This 
feature provides great flexibility in two-way audio communication with 
any monitored site, allowing users to communicate from virtually any 
location that provides both Internet and telephone access. 
 
Using the panel, you can submit the telephone number from which you 
want to connect with an audio feed. Doing so sends the telephone 
number to the appropriate analog audio panel. The site’s Eagle Audio 
panel then automatically places a call to the number entered, connecting 
you with site audio, whether you are on an office phone, a home phone, 
or a cell phone. 
 
Audio Modes 
The panel offers the following three audio modes, each of which can be invoked simply by clicking the appropriate 
mode button. The modes include the following: 

·  Listen—The Listen mode allows you to receive audio from the zone to which you are connected, but does not 
allow you to transmit audio. 

·  Duplex—The Duplex mode allows you to receive audio from and send audio to the zone to which you are 
connected. 

·  Broadcast—The Broadcast mode allows you to send audio to all zones, but does not allow you to receive 
audio from any zone. 

 
No mode is selected when the audio connection is initially established, so the user has the option to select any of the 
three modes. When you select an audio mode, an audible “beep” can be heard in the telephone receiver. However, 
when you select a voice-down mode (either Duplex mode or Broadcast mode), and an audio zone is selected, an 
audible “beep” can be heard both through the telephone receiver and in the selected audio zone at the site. Currently, 
this “beep” cannot be disabled. 
 
Zone Selection 
The panel allows users to easily switch between up to eight (8) audio zones, no matter which camera view is selected. 
No zone is selected when the audio connection is initially established, so you have the option to select any audio zone. 
When you select an audio zone, an audible “beep” can be heard in the telephone receiver. However, when you select 
an audio zone when a voice-down mode is selected (either Duplex mode or Broadcast mode, as described on the 
previous page), an audible “beep” can be heard both through the telephone receiver and in the audio zone at the site. 
Currently, this “beep” cannot be disabled. 
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DVR: Live Video/Audio and Recorded Video 
The information presented in this section corresponds specifically to the DVR recording device. For information 
regarding viewers for the iVR recording device, refer to the “iVR: Live and Recorded Video” section on page 42 of 
this document. 
 

Live Video/Audio  
The DVR Live viewer displays live video from one or more 
cameras of the DVR to which you are connected, allowing you 
to monitor the site real time. 
 
Connecting to Live Video 
1. On the Locations page, locate the site to which you want to 

connect. 
2. In the Live column of the site, click the “Live” link to launch 

the Live viewer. 
 
Note 1: If a link is not available in this column, you cannot 
display live video for the associated site for one of the following 
reasons: A) The site does not have Internet connectivity, or B) a 
non-Westec video recording device is installed at the site. 
 
Note 2: If there are multiple video recording devices at a site, a list of devices displays in a separate window. Locate 
the device to which you want to connect, and click the “Live” link to launch the Live viewer. 
 
3. On the Live viewer, click the Connect button (top right of the window). When a connection is established with the 

site device, live camera views display. 
 

Live Viewer Functions 
Functions available through this viewer include the following: 
 

·  Changing Multiplex Modes 
 

·  Cycling Camera Views 
 

·  Clipping Still Images 
 

·  Connecting to Live Analog Audio 
 

 
·  Disconnecting from Live Analog Audio 

 
·  Connecting to Live VoIP Audio 

 
·  Disconnecting the Viewer 
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Changing Multiplex Modes  
When watching live video, you have the option to change the screen layout based on the number of cameras you want 
to view at one time. For example, you might want to display all site cameras at once, or switch to a view that displays 
only four of the cameras. This is known as changing the multiplex mode. Multiplex modes include 1, 4, 9, and 16 
camera views. 
 
1. On the Live viewer, click the View button. Multiplex options slide out to the right of the button. 
2. Click the button that corresponds to the multiplex mode that you want to display. For example, clicking the 4 button 

displays four camera views. To enlarge an individual camera view after selecting a multiple-camera mode, double 
click on the camera view. To return to the multiplex view, double-click the camera view again or select the 1-
camera multiplex mode. 

3. If you select a mode that has fewer than the maximum number of cameras visible, you can click the Cycle button to 
rotate available cameras in your selected multiplex mode. 

 
Cycling Camera Views  
You have the option to automatically rotate the camera views that are displayed on the viewer, cycling between 
individual cameras or sets of cameras, based on the multiplex mode. 
 
1. Select a multiplex mode that does not include all cameras. 
 
Note: Cameras will only cycle if you select a multiplex mode that has fewer than the maximum number of cameras 
displayed. 
 
2. Click the Cycle button  
 
Clipping a Still Image  
Still images can be copied directly to the Microsoft® Clipboard® from viewer video, which holds the image in 
memory. This allows you to paste the image into software applications that are designed to support images, such as 
page layout or graphics applications. 
 
Note: An image clip that is saved to the Clipboard will be overwritten/lost if you copy anything else, such as another 
image or text from any software application, or if you shut down/reboot your computer. The Clipboard is designed as 
temporary storage only. It is recommended that if you clip an image, you immediately paste it into another application 
that will allow you to save the image. 
 
1. Click the camera view that you want to clip.  
2. Click the Clip button. The image is clipped and saved to the Clipboard. 
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Connecting to Live Analog Audio 
1. On the Live viewer, click the Audio button. Audio options slide out to the left of the button. 
2. Click the On button. The Eagle Audio Control Panel displays. 
 
Note: If the Eagle Audio Control Panel is not already installed, you will be prompted to download and run an 
installation executable. Complete the download and installation, as prompted. Refer to the “Eagle Audio Panel” 
section on page 35 of this document for details regarding this software application. 
 
3. In the Phone Number field, enter the telephone number from which you want to connect to the analog audio panel 

(the telephone number at which you want to be called). Do not use separators in the Phone Number field, such as 
hyphens (-) or periods (.), between area code, prefix, and number. For example, instead of entering “555-555-
5555,” enter “5555555555.” Also, if appropriate, precede the telephone number with site-specific routing numbers, 
such as “1” for long distance or “9” to obtain an outside line. 

4. Click the Dial button. 
5. When your telephone rings (within seconds of clicking the Dial button), answer the call. An audio connection is 

already established in Listen mode with Zone 1 when you answer. 
6. Click the appropriate Audio Mode button (Listen, Duplex, or Broadcast). 
7. Click the appropriate Zone Selector button. 
8. When you are ready to disconnect from live audio, complete the steps in the “Disconnecting from Live Analog 

Audio” section below. These steps are required in order to ensure that the audio connected is dropped and that the 
line is freed for normal use. 

 
Disconnecting from Live Analog Audio  
Ending a telephone connection with an Eagle Analog Audio Panel involves two steps that MUST be completed, both 
of which are important for ensuring that the connection is actually dropped and that the telephone line is freed for 
normal use. The first step is to “hang up,” which should not be confused with placing the telephone receiver on the 
cradle, and the second is to disconnect from the analog audio panel. 
 
Physically hanging up the telephone receiver without clicking the Hangup button on the panel does not free the line, 
which prevents normal telephone operation, such as the capability to make another call. The line connection remains 
intact until released using the panel. 
 
1. Click the Hangup button. This ends the telephone call and frees the telephone line. 
2. Click the Disconnect button. This disconnects the Eagle Analog Control Panel from the on-site audio panel. 
3. Click the “X” in the top right corner of the Eagle Analog Control Panel. A confirmation prompt displays. 
4. Click the Yes button to confirm the prompt. 
 
Connecting to Live VoIP Audio 
1. On the Live viewer, click the Audio button. Audio options slide out to the left of the button. 
2. Click the On button, and adjust the Volume Slider, as appropriate. 
 
Disconnecting the Viewer  
1. On the Live viewer, click the Disconnect button. 
2. Close the Live viewer window by clicking the “X” in the top right corner. 
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Recorded Video  
The DVR Search viewer allows you to search and review 
archived video from each Westec video recording device. 
 
Connecting to Recorded Video 
 
1. In the Recorded column of the site that you want to search, 

click the “Recorded” link. The Search viewer displays.  
2. Click the Connect button. 
 
Note 1: Connection times will vary based on the amount of 
bandwidth available from the site. When a connection is 
established, you will notice that the timeline at the bottom of the 
Search viewer populates with initial data. 
 
Note 2: If there are multiple video recording devices at a site, a 
list of devices displays in a separate window. Locate the device to which you want to connect, and click the 
“Recorded” link to launch the Search viewer. 
 

3. Click the Calendar button (  ), and select a date from the calendar. This populates the timeline with recorded 
video segments for that date.  

4. On the timeline, click the camera number, the hour, and the minute for which you want to review video.  
5. Use the playback controls to play, pause, or step forward the video. 
 
Note 3: If your Internet Explorer browser is set to a Zoom Level other than 100%, you will notice camera display 
issues on the Live viewer. For example, if your browser is set to 95% Zoom Level, the bottom row of cameras on a 16 
camera display (Cameras 13-16) will be cropped. 
 

Search Viewer Functions 
Functions available through this viewer include the following: 
 

·  Adjusting Video Playback 
 

·  Changing Multiplex Modes 
 

·  Enlarging the Viewing Area 

 
·  Saving a Still Image 

 
·  Clipping a Still Image 

 
·  Saving a Video Clip 
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Adjusting Video Playback 

Playback controls allow you to control the recorded video (  ). The individual controls (from left to 
right) allow you to Play, Stop/Pause, and Step Forward. 
 
Changing Multiplex Modes 
When reviewing recorded video, the multiplex mode buttons display a different camera multiplexing layout based on 
the number of cameras you want to view at one time. Multiplex modes include 1, 4, 9, and 16 camera views. 
 

1. On the Search viewer, click the Multiplex button (  ). Multiplex options slide out to the left. 
2. Click the number that corresponds to the number of cameras that you want to display on the Search viewer. To 

enlarge an individual camera view after selecting a multiple-camera mode, double click on the camera view. To 
return to the multiplex view, double-click the camera view again or select the 1-camera multiplex mode. 

 

 
 
Enlarging the Viewing Area 
When reviewing recorded video, you can close the timeline control, which increases the area on the Search viewer that 
is available for camera display. 
 

·  On the Search viewer, click the Enlarge button (  ). The timeline collapses to increase the individual 
cameras views. Click the button again to display the timeline. 

 
Saving a Still Image 
Still images can be saved in JPG format. When you save a 
still image from recorded video, you have the option of 
adding a digital watermark. 
 
1. Use the search video steps to locate the video frame that 

you want to save in JPG format, and then click the Pause 
button.  

2. Beneath the camera views, click the Save icon (  ) to 
display save options.  

3. Click the Set Save Location button, enter the local or 
network location in which to save the video clip once it 
has been converted, and then click the Save button. 

4. Click the Save as JPG button. An image watermark 
prompt displays.  

5. If you want to watermark the image, click the OK button. 
Otherwise, click the Cancel button. 

 
The image is saved in the location that you specified in Step 
3 of this procedure. The name of the image file includes the camera number and a date/time string that corresponds to 
the original recording time. 
 

 
What is Watermarking? 
Watermarking is the process of embedding 
information into an image clipped from video, which 
makes it possible to prove at a later time whether an 
image has been altered since it was captured. The 
actual watermark is visible when the process 
completes, displaying as the Westec logo and a 
date/time stamp in a bottom corner of the image. 
 
If you watermark a still image clipped from a DVR, 
you can use the Westec Watermark Reader to verify 
that the image has not been altered. This software 
application can be downloaded from the Westec Web 
site: www.westec.net/support_downloads.php. In the 
Other Downloads section, download and install the 
“Watermark Reader” file. 
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Clipping a Still Image 
Still images can be copied directly to the Microsoft® Clipboard® from recorded video, which holds the image in 
memory. This allows you to paste the image into software applications that are designed to support images, such as 
page layout or graphics applications. 
 
Note: An image clip that is saved to the Clipboard will be overwritten/lost if you copy anything else, such as another 
image or text from any software application, or if you shut down/reboot your computer. The Clipboard is designed as 
temporary storage only. It is recommended that if you clip an image, you immediately paste it into another application 
that will allow you to save the image. 
 
1. Use the search video steps to locate the video frame that you want to clip, and then click the Pause button. 

2. Beneath the camera views, click the Save icon (  ) to display save options. 
3. Click the Save to Clipboard button. The image is clipped and saved to the Clipboard. 
 
Saving a Video Clip 
Recorded video clips can be saved in AVI format. 
 
1. Use the search video steps to locate the video segment that you want to save in AVI format, and then click the 

Pause button.  

2. Beneath the camera views, click the Save icon (  ) to display save options. 
3. Click the Set Save Location button, enter the local or network location in which to save the video clip once it has 

been converted, and then click the Save button. 
4. Click the Record to AVI button to start converting video conversion. The video in the Search viewer starts playing 

automatically.  
5. Click the Record to AVI button again when you reach the last frame of the video that you want to convert. 
 
The AVI file is saved in the location that you specified in Step 3 of this procedure. The name of the video includes the 
camera number and a date/time string that corresponds to the original recording time. 
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iVR: Live and Recorded Video/Audio 
The information presented in this section corresponds specifically to the iVR recording device. For information 
regarding viewers for the DVR recording device, refer to the “DVR: Live and Recorded Video” section on page 36 of 
this document. 
 

Live Video/Audio  
The Live viewer displays live video from one or more 
cameras of the iVR to which you are connected, allowing 
you to monitor the site real time. 
 
Connecting to Live Video  
The Live viewer displays live video from one or more 
cameras of the iVR to which you are connected, allowing 
you to monitor the site real time. 
 
1. On the Locations page, locate the site to which you 

want to connect. 
2. In the Live column of the site, click the “Live” link to 

launch the Live viewer. When a connection is 
established with the site device, live camera views 
display. 

 
Note 1: If a link is not available in this column, you cannot display live video for the associated site for one of the 
following reasons: A) The site does not have Internet connectivity, or B) a non-Westec video recording device is 
installed at the site. 
 
Note 2: If there are multiple video recording devices at a site, a list of devices displays in a separate window. Locate 
the device to which you want to connect, and click the “Live” link to launch the Live viewer. 
 
Depending on your network settings, connecting to live cameras may also require authentication. If so, login 
credentials must be entered before live cameras will display on the viewer. If your connection requires authentication, 
complete the following steps in addition to those above. 
 
3. Click the Login button to open the authentication panel. 
4. In the Username field, enter your user name. 
5. In the Password field, enter your password. 
6. Click the Login button. 
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Live Viewer Functions 
Functions available through this viewer include the following: 
 

·  Changing Multiplex Modes 
 

·  Cycling Camera Views 
 

·  Manipulating P/T/Z Cameras 
 

·  Adjusting Video Display 
 

·  Clipping Still Images 
 

·  Connecting to Live Analog Audio 
 

·  Disconnecting from Live Analog Audio 
 

 
·  Connecting to Live VoIP Audio 

 
·  Listening to Live Audio 

 
·  Triggering Relay Output 

 
·  Triggering Speaker Output 

 
·  Viewing POS Transactions 

 
·  Disconnecting the Viewer 

 

Changing Multiplex Modes 
When watching live video, you have the option to change the camera layout based on the number of cameras you want 
to view at one time. For example, you might want to display all site cameras at once, or switch to a view that displays 
only four of the cameras. This is referred to as changing the multiplex mode. Multiplex modes include 1, 4, 9, and 16 
camera views. 
 
1. On the Live viewer, click the Multiplex Controls button. Multiplex options displays. 
2. Click the button that corresponds to the multiplex mode that you want to display. To enlarge an individual camera 

view after selecting a multiple-camera mode, double click on the camera view. To return to the multiplex view, 
double-click the camera view again or select the 1-camera multiplex mode. 

3. If you select a mode that has fewer than the maximum number of cameras visible, you can click the Cycle button to 
rotate available cameras in your selected multiplex mode. 

 
Cycling Camera Views 
You have the option to automatically rotate the camera views that are displayed on the viewer, cycling between 
individual cameras or sets of cameras, based on the multiplex mode. 
 
1. On the Live viewer, click the Multiplex Controls button. Multiplex options displays. 
2. Click the button that corresponds to the multiplex mode that you want to display. To enlarge an individual camera 

view after selecting a multiple-camera mode, double click on the camera view. To return to the multiplex view, 
double-click the camera view again or select the 1-camera multiplex mode. 

 
Note: Cameras will only cycle if you select a multiplex mode that has fewer than the maximum number of cameras 
displayed. 
 
3. Click the Cycle button. 
 
Manipulating P/T/Z Cameras 
Camera controls allow you to manipulate pan/tilt/zoom (P/T/Z) cameras directly from the viewer. 
 
1. On the Live viewer, click the P/T/Z camera view that you want to manipulate. 
2. Click the Camera Controls button to display P/T/Z options. 
3. Click the Arrow  buttons to manipulate the camera view. 
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Adjusting ImageViews 
Image controls allow you to adjust the brightness, contrast, saturation and color for a selected camera. These settings 
control the display of cameras through the viewer, but do NOT affect the live views on the device, or the recording 
settings on the device. 
 
1. On the Live viewer, click the camera view that you want to adjust. 
2. Click the Image Controls button to display image settings. 
3. Make sure that the appropriate camera number is selected, and then click the Plus and Minus buttons to adjust the 

display. 
 
Clipping a Still Image  
Still images can be copied directly to the Microsoft® Clipboard® from viewer video, which holds the image in 
memory. This allows you to paste the image into software applications that are designed to support images, such as 
page layout or graphics applications. 
 
Note: An image clip that is saved to the Clipboard will be overwritten/lost if you copy anything else, such as another 
image or text from any software application, or if you shut down/reboot your computer. The Clipboard is designed as 
temporary storage only. It is recommended that if you clip an image, you immediately paste it into another application 
that will allow you to save the image. 
 
1. On the Live viewer, click the camera view that you want to clip. 
2. Click the Image Controls button to display image settings. 
3. Make adjustments to the image view, if desired. 
4. Click the Clip button. The image is clipped and saved to the Clipboard. 
 
Connecting to Live Analog Audio 
1. On the Live viewer, click the Audio Controls button. 
2. Click the “Launch Audio Application” link. The Eagle Audio Control Panel displays. 
 
Note: If the Eagle Audio Control Panel is not already installed, you will be prompted to download and run an 
installation executable. Complete the download and installation, as prompted. Refer to the “Eagle Audio Panel” 
section on page 35 of this document for details regarding this software application. 
 
3. In the Phone Number field, enter the telephone number from which you want to connect to the analog audio panel 

(the telephone number at which you want to be called). Do not use separators in the Phone Number field, such as 
hyphens (-) or periods (.), between area code, prefix, and number. For example, instead of entering “555-555-
5555,” enter “5555555555.” Also, if appropriate, precede the telephone number with site-specific routing numbers, 
such as “1” for long distance or “9” to obtain an outside line. 

4. Click the Dial button. 
5. When your telephone rings (within seconds of clicking the Dial button), answer the call. An audio connection is 

already established in Listen mode with Zone 1 when you answer. 
6. Click the appropriate Audio Mode button (Listen, Duplex, or Broadcast). 
7. Click the appropriate Zone Selector button. 
8. When you are ready to disconnect from live audio, complete the steps in the “Disconnecting from Live Analog 

Audio” section below. These steps are required in order to ensure that the audio connected is dropped and that the 
line is freed for normal use. 

 



 

Westec Customer Portal User Reference 

 

 

 

Copyright �  2010 Westec Intelligent Surveillance • 45 

Disconnecting from Live Analog Audio  
Ending a telephone connection with an Eagle Analog Audio Panel involves two steps that MUST be completed, both 
of which are important for ensuring that the connection is actually dropped and that the telephone line is freed for 
normal use. The first step is to “hang up,” which should not be confused with placing the telephone receiver on the 
cradle, and the second is to disconnect from the analog audio panel. 
 
Physically hanging up the telephone receiver without clicking the Hangup button on the panel does not free the line, 
which prevents normal telephone operation, such as the capability to make another call. The line connection remains 
intact until released using the panel. 
 
1. Click the Hangup button. This ends the telephone call and frees the telephone line. 
2. Click the Disconnect button. This disconnects the Eagle Analog Control Panel from the on-site audio panel. 
3. Click the “X” in the top right corner of the Eagle Analog Control Panel. A confirmation prompt displays. 
4. Click the Yes button to confirm the prompt. 
 
Connecting to Live VoIP Audio 
1. On the Live viewer, click the Audio button. Audio options slide out to the left of the button. 
2. Click the On button, and adjust the Volume Slider, as appropriate. 
 
Triggering Relay Output  
Relay output options allow you to remotely trigger site sensors, such as alarm sensors or door lock sensors. 
 
1. Click the Relay Output button. 
2. Click the relay number that you want to trigger. 
 
Triggering Speaker Output  
The speaker output options allow you to activate specific speakers for audio output within a location. 
 
1. Click the Speaker Output button. 
2. Click the speaker number that you want to trigger. 
 
Viewing POS Transactions  
The POS transaction viewer allows you to monitor point-of-sale transactions real time. 
 
1. Click the POS Transaction button, which opens a small window. 
2. Select the register number for which you want to view transaction data. As transaction data is processed, the data 

displays in text format in the viewer window. 
 
Disconnecting the Live viewer 
 
1. On the Live viewer, click the Disconnect button. 
2. Close the Live viewer window by clicking the “X” in the top right corner. 
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Recorded Video/Audio  
The iVR Search viewer allows you to search and review 
archived video from each Westec video recording device. 
 
Connecting to Recorded Video 
 
1. In the Recorded column of the site that you want to 

search, click the “Recorded” link. The Search viewer 
displays.  

2. Select a date from the calendar, which displays recorded 
video segments on the timeline at the bottom of the 
window. 

 
Note 1: Connection times will vary based on the amount of 
bandwidth available from the site. When a connection is 
established, you will notice that the timeline at the bottom 
of the Search viewer populates with initial data. 
 
Note 2: If there are multiple video recording devices at a site, a list of devices displays in a separate window. Locate 
the device to which you want to connect, and click the “Recorded” link to launch the Search viewer. 
 
3. On the timeline, click the camera. Video events are displayed on the Hour row as blue boxes for each hour 

throughout the selected day from 0:00 to 23:59. Two shades of blue are displayed if POS integration is available at 
the site. Light blue boxes represent recorded video segments for which no POS data is available. Dark blue boxes 
represent recorded video segments for which POS data is overlaid on the video. 

4. Click the hour. Video events are displayed on the Minute row as blue boxes for each minute within the selected 
hour.  

5. Click the minute. Video displays in the primary window. 
6. Use the playback controls to play, fast forward, rewind, or step forward the video. Refer to the “Adjusting Video 

Playback” section below for additional information. 
 

Search Viewer Functions 
Functions available through this viewer include the following: 
 

·  Connecting to Recorded Video 
 

·  Adjusting Video Playback 
 

·  Changing Multiplex Modes 
 

·  Saving a Still Image 

 
·  Listening to Recorded Audio 

 
·  Clipping a Still Image 

 
·  Saving a Video Clip 

 
·  Viewing POS Transactions 
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Adjusting Video Playback 

Playback controls allow you to control the recorded video (  ). The individual controls (from left to 
right) allow you to Step Reverse, Reverse Play, Stop/Pause, Play, and Step Forward. To speed up or slow down video 
playback, adjust the Speed slider (  ). Slide the bar to the left to slow down playback, and slide the bar to the 
right to speed up playback. To adjust the amount of video that is buffered before being displayed, select a buffer size 
from the drop down list (  ). The options determine the number of milliseconds of video to stream to your 
computer before the video is displayed. Buffering is useful when trying to view recorded video from a site that has 
low bandwidth. 
 
Changing Multiplex Modes 
Multiplex modes display a different camera multiplexing layout based on the number of cameras you want to view at 
one time. Multiplex modes include 1, 4, 9, and 16 camera views. 
 
1. On the Search viewer, click the Multiplex Controls  button to open multiplex options. 
2. Click the button that corresponds to the multiplex mode that you want to display. To enlarge an individual camera 

view after selecting a multiple-camera mode, double click on the camera view. To return to the multiplex view, 
double-click the camera view again or select the 1-camera multiplex mode. 

 

 
 
Viewing POS Transaction Data 
If POS transaction data is being recorded on one of the cameras that you are reviewing, you can view the transaction 
data using the POS Transaction Viewer. While reviewing recorded video, simply click the POS Transaction Viewer 
button, which opens a small window. As transaction data is encountered in the recorded video, the data displays in text 
format in the viewer window. 
 
Listening to Recorded Audio 
If audio was recorded on one of the cameras for which you are playing recorded video, the audio is available through 
the Portal when enabled. 
 

1. On the Search viewer, click the Sound button (  ) to enable recorded audio playback. 
 
Saving a Still Image  
Still images can be saved from recorded video in BMP format for distribution over a network, using e-mail, or by 
copying to portable media, such as a CD. 
 
1. Use the search video steps to locate the video frame that you want to save in BMP format, and then click the Stop 

button.  
 
Note: If you are in multiplex mode, with multiple cameras displayed, select (left-click) the specific camera view that 
you want to save. 
 
2. On the Search viewer, click the Saving button to display file save options. 
3. Click the Save Still button. The Save As box displays. 
4. Navigate to the location in which you want to save the still image. This location can be on your local hard drive, on 

removable media (such as a USB Flash drive), or in a network location. 
5. Click the Save button. 
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Clipping a Still Image  
Still images can be copied directly to the Microsoft® Clipboard® from recorded video, which holds the image in 
memory. This allows you to paste the image into software applications that are designed to support images, such as 
page layout or graphics applications. 
 
Note: An image clip that is saved to the Clipboard will be overwritten/lost if you copy anything else, such as another 
image or text from any software application, or if you shut down/reboot your computer. The Clipboard is designed as 
temporary storage only. It is recommended that if you clip an image, you immediately paste it into another application 
that will allow you to save the image. 
 
1. Use the search video steps to locate the video frame that you want to clip, and then click the Stop button.  
 
Note: If you are in multiplex mode, with multiple cameras displayed, select (left-click) the specific camera view that 
you want to save. 
 
2. On the Search viewer, click the Saving button to display file save options. 
3. Click the Image Clip button. The image is clipped and saved to the Clipboard. 
 
Saving a Video Clip  
Recorded video clips can be saved in AVI format for distribution over a network, using e-mail, or by copying to 
portable media, such as a CD. 
 
1. Use the search video steps to locate the video frame that you want to save in BMP format, and then click the Stop 

button.  
 
Note: If you are in multiplex mode, with multiple cameras displayed, select (left-click) the specific camera view from 
which you want to save. 
 
2. On the Search viewer, click the Saving button to display file save options. 
3. In the Save File To field, enter the location in which you want to save the video clip. This location can be on your 

local hard drive, on removable media (such as a USB Flash drive), or in a network location. 
4. Check the Save Video check box to initiate the video conversion. 
5. On the playback controls, click the Play button. 
6. When you reach the last frame of the recorded video segment that you want to record, click the Stop button on the 

playback controls. 
7. Clear the check mark from the Save Video check box. The video segment is saved to the location you specified. 

The file name under which the video is saved displays in the File Name field. 
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Westec News 
The Westec News page provides a list of articles and press releases announcing news and events involving Westec 
Intelligent Surveillance. Clicking on a title in the list displays the full text of the article or press release. 
 
Navigating to This Page 
 
There are multiple ways to navigate to the Westec News page: 
 

·  Click the Read More link at the end of the current news story that is displayed at the top of the Company 
Summary (Home) page. 

 
·  From the Company Summary (Home) page, in the Westec News section, click a news headline. 

 
·  Click the Learn More link in the Did You Know? section of the Side Bar. 
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Image Wall 
The Image Wall page displays snapshot images from up to 21 of your Internet-accessible sites, providing you with a 
quick view of your overall operations without the necessity of viewing the full video feed from each site one at a time. 
This tool makes monitoring store-level performance for a large number of sites simple, while also providing drill-
down capability into an individual site for additional site-specific images and information. 
 
Note: This page should not be confused with the Image Wall tab of the Site Detail Overlay, which displays still 
images that are unique to a specific site. 
 
Currently, the primary camera is identified as Camera 1 and cannot be changed. A future enhancement will allow you 
to select the primary camera on a site-by-site basis. 
 
A total of 21 images are available on the wall, with images updated from live camera views two to three times a day. 
Each image is labeled with the site number and name, as well as a date/time stamp, in MM/DD/YYYY HH:MM:SS 
AM/PM format. Clicking an image displays the Site Detail Overlay for the site, which provides up to 21 images 
pulled specifically from that site. 
 
Navigating to This Page 
There are multiple ways to navigate to the Image Wall page: 
 

·  From the Company Summary (Home) page, in the Image Wall section, click the See Your Image Wall 
button. 
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Support Cases 
The Support Cases page details the hardware, software, and service issues that have been reported by or for one of 
your sites. These issues are referred to as “cases” within the Westec organization, and are assigned to appropriate 
personnel for resolution. 
 
Support cases are updated in the Portal every six (6) hours. When you report an issue, or if a case is opened for you, it 
may be a several hours before it displays. 
 
Filters available on this data grid include the following: 
 

·  Case Status Filter—Expand or narrow the cases that display in the data grid by selecting one of the case 
filters: All, New, Closed, and Working.  

 
Note: Refer to the Data Grids for additional information regarding the display and manipulation of data that displays 
on this page. 
 
Navigating to This Page 
There are multiple ways to navigate to the Support Cases page: 
 

·  From the Company Summary (Home) page, in the Support Cases Summary section, click a support case 
link. 

 
·  From the Company Summary (Home) page, in the Most Recent Support Cases section, click a support case 

link. 
 

·  From the Company Summary (Home) page, in the Upcoming Scheduled Support Calls section, click a 
service call link or click the View All Cases button. 

 
·  From any page within the Portal, click the Support Cases button on the menu bar. 

 
Field Name Field Description Sortable? 

The following columns display in the data grid on the Support Cases page for both the Standard and Expanded 
views. 

Status This column displays an indicator of the status of each support 
case that has been reported to Westec Support personnel or to 
your Account Representative(s). Three different icons can 
display in this column to indicate the status of a case: 
 

 
This icon indicates that a case is queued for 
assignment to support personnel for resolution. 
 

 
This icon indicates that a case is open and is 
currently in progress toward resolution. 
 

 
This icon indicates that a case is closed. 

 
Clicking an icon in this column displays the Support Case 
Overlay for the site. 

Yes 
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Field Name Field Description Sortable? 

Last Modified This is the last date/time on which a case was modified, in 
MM/DD/YYYY HH:MM:SS AM/PM format. This date can 
indicate either the date on which a case was created, or the date 
on which a case was updated. 

Yes 

Location This is the Site Number/Site Name for which a case was opened. 
Clicking a row in this column displays the Site Detail Overlay 
for the site. 

Yes 

Subject This is a brief description of the hardware, software, or service 
issue for which a case was opened. Clicking a row in this 
column displays the Support Case Overlay for the site. 

Yes 

[Untitled] This column displays a “More Info” link for each row. Clicking 
the link displays the Support Cases Overlay for the associated 
site. This column only displays when the Data Grid is in 
Expanded View. 

No 
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Support Cases Overlay 
Clicking certain support-related elements in the Portal displays a Support Case Overlay, which is a window that 
displays on top of the main Portal page. This overlay window allows you to review support-specific information about 
a site without requiring you to navigate away from the page/data that you are viewing. 
 
Note: The Support Cases Overlay described here, which is displayed by clicking data on the Support Cases page, 
should not be confused with the Support Cases tab of the Site Detail Overlay. 
 

Field Name Field Description 

Case # This is the unique number identifying the support case in Westec’s support application. 
This number can be used to reference a specific case when speaking to or corresponding 
with Westec representatives. 

Priority This indicates the priority of the support case, as defined in the Westec support system. 

Origin This indicates who initially reported the issue to Westec, such as “Account Manager” or 
“Web\Email\Chat” for a customer-reported issue. 

Status This indicates the status of the service issue. Refer to the Case Statuses list for additional 
information. 

Service Date This is the date on which on-site service is (or was) scheduled in response to the reported 
service issue. 

Created This is the date/time at which the case was entered into Westec’s issue tracking system, in 
MM/DD/YYYY HH:MM:SS AM/PM format. 

Modified This is the last date/time on which a case was modified, in MM/DD/YYYY HH:MM:SS 
AM/PM format. 
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Help & Support 
The Help & Support  page is designed to make it as easy as possible for you to get your questions answered and your 
comments submitted by providing on-demand access to resource materials and communications tools. 
 
The page is divided into a series of collapsible panels, each providing access to different support options, as follows: 
 

·  Downloads 
 

·  Email Support 
 

·  Live Chat 
 

·  Still Have a Question? 
 
Navigating to This Page 
There are multiple ways to navigate to the Help & Support  page: 
 

·  From the Company Summary (Home) page, in the Help & Support section, click the View All Help & 
Support Options button. 

 
·  From any page within the Portal, click the Help & Support  button on the menu bar. 

 

Downloads Panel 
The Downloads panel provides access to documentation that is frequently requested by Westec clients. The panel is 
initially populated with a list of the top five most commonly requested documents. Clicking the name of a document 
displays the Downloads page, User Documents tab. You also have the option of clicking the View All Downloads 
button, which displays the Downloads page, Support Documents tab. 
 

Email Support Panel 
The Email Support panel provides options for contacting Westec Customer Support personnel through e-mail. 
Several links are available, each labeled based on common support requests. Clicking one of the links spawns a 
message in your local e-mail client, with the To and Subject lines pre-populated based on the link that you clicked. In 
some cases, additional information is pre-populated in the body of the message in order to assist you with entering 
your request. 
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Live Chat Panel 
The Live Chat panel allows you to launch the Live Chat window, through which you can connect directly to a Westec 
Customer Support representative to initiate text communication. 
 
Initiating a Live Chat Session 
A live chat session allows you to quickly ask questions or describe issues with your system while connected with a 
live representative. 
 
1. In the Live Chat panel, click the Live Support button. The Live Chat window displays. 
2. Complete the Name, Email, Company Name, and Phone Number fields. This information is used to assist the 

Customer Support representative in locating your account in Westec’s systems. 
3. Type your initial question in the What Is Your Question? text area. 
4. Click the Chat button. The form is replaced with an expanded chat area in which both your typed communication 

and the Support representative’s typed communication is displayed. 
5. When you want to ask another question, make a comment, or respond to the Support representative, type your text 

in the same text area, and click the Send button. 
6. When you finish the chat session, click the Close link. A Chat Survey displays. Note: You can click the “X” in the 

top right corner of the Live Chat window in order to close the window. If you do, however, you will not have the 
option to complete an optional survey and/or to request that a transcript of the chat session be e-mailed to you. 

 

Chat Window Options 
When you are connected with a Customer Support representative, several settings are available on the Live Chat 
window, including the following: 
 

·  Print —Click this link to display a copy of the chat session that you can either print or e-mail to the session to 
yourself. Note: You must have a printer attached to your computer to print a session transcript. 

 
·  Text Size—Click this link to increase or decrease the font displayed in the Live Chat window. 

 
·  Sound On—Click this link to enable or disable sound during the chat session. When sound is enabled, a 

sound will display each time a text response is sent or received. This feature requires that your computer 
support audio. 

 
Completing a Chat Survey 
After clicking the Close link at the end of a chat session, a Chat Survey displays, allowing you to rate your Customer 
Support experience and to send a transcript of the chat session transcript to your e-mail account. 
 
1. From the Support Rating list, select a rating for the helpfulness of the session. 
2. In the Your Email  field, enter your e-mail address. 
3. Click the Submit & Close Window button. The Chat Survey window closes, and a copy of the session transcript is 

e-mailed to the address that you entered. 
 



 

Westec Customer Portal User Reference 

 

 

 

Copyright �  2010 Westec Intelligent Surveillance • 56 

Printing a Chat Session Transcript 
After clicking the Close link at the end of a chat session, a Chat Survey displays, allowing you to review and print the 
chat session transcript. 
 
1. Click the Printer Friendly  link at the bottom of the window. The View Chat Transcript window displays. 
2. Click the Print Transcript  button. The Windows® Print dialog box displays. 
3. Select the appropriate printer, specify printer options, and click the Print  button. A confirmation message displays 

when the message has been sent to the printer. 
4. Click the OK button to confirm the message. 
5. Click the “X” in the top right corner of the View Chat Transcript window. 
 
E-Mailing a Chat Session Transcript 
After clicking the Close link at the end of a chat session, a Chat Survey displays, allowing you to review and e-mail 
the chat session transcript to your e-mail account. 
 
1. Click the Printer Friendly  link at the bottom of the window. The View Chat Transcript window displays. 
2. In the Email To field, enter your e-mail address. 
3. In the Message field, enter a brief message that should be included in the e-mail message along with the session 

transcript. 
4. Click the Email Transcript  button. A confirmation message displays when the message has been sent. 
5. Click the OK button to confirm the message. 
6. Click the “X” in the top right corner of the View Chat Transcript window. 
 

Still Have a Question? Panel 
If you still have a question after looking through the Help and Support options available online, the Still Have a 
Question? panel displays Westec Customer Support contact information. 
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Downloads Page 
The Downloads page provides access to Westec documentation that can be viewed online or downloaded, as well as 
access to support tools that you can download. 
 
Content available on this page is organized into a series of tabs, as follows: 
 

·  Support Documents 
 

·  Support Tools 
 

·  Technical Specifications 
 

·  User Documents 
 
Though the content of each tab of the Documents page is different, the layout of each tab is the same. The following 
Data Grid displays on each tab, providing detail on documentation and support tools that can be viewed or 
downloaded. 
 
Navigating to This Page 
 
1. From any page within the Portal, click the Help & Support  button on the menu bar. 
2. Click the Downloads link to expand the Downloads panel. 
3. On the Downloads panel, click the View All Downloads link. 
 
Fields 

Field Name Field Description Sortable? 

Description This is the title of the document or tool that is available for online 
viewing or for download to your computer. 

No 

Updated For support documents, this is the date on which the document 
was last updated, in Month Year format. For support tools, this is 
the date on which the tool was made available online, in Month 
Year format. 

No 

Size This is the download size of the document or tool, indicating the 
amount of space that is required to store the item on your 
computer. 

No 

View This column displays a View link for documentation that can be 
viewed online. Clicking the link opens the document in your 
browser (PDF format). If no link is displayed in the column, the 
document cannot be viewed online. 

No 

Download This column displays a Download link for documentation or 
tools that can be downloaded to your computer. Clicking the link 
opens the Windows® Save As dialog box, which allows you to 
select a specific download location. 

No 
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Support Documents Tab 
The Support Documents tab provides access to documentation downloads. Support documentation is designed for 
intermediate or advanced users who need to understand how to complete specific tasks using Westec products. These 
documents typically provide step-by-step instructions on how to complete various tasks. 
 
General examples of support documents include Installation Guides and Hardware Interaction Guides. 
 

Support Tools Tab 
The Support Tools tab provides access to tools that can be downloaded for use on your computer. Support tools are 
intended to assist novice, intermediate, and advanced users in completing tasks that cannot necessarily be completed 
using the Westec systems and products accessed by most users on a daily basis. 
 
General examples of support tools are Codec Installation Executables and Software Add-On Applications. 
 

Technical Specifications Tab 
The Technical Specifications tab provides access to documentation downloads. Technical specifications are provided 
for advanced users or personnel who maintain proprietary hardware or software that interacts with Westec systems. 
 
General examples of technical specifications documents include Hardware Specification documents and Software 
Specification documents. 
 

User Documents Tab 
The User Documents tab provides access to documentation downloads. User documentation is designed for novice, 
intermediate, or advanced users who need to understand how to complete specific tasks using Westec products. These 
documents typically provide step-by-step instructions on how to complete various tasks. 
 
General examples of user documents include User Reference Guides and Quick Reference Guides. 
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Frequently Asked Questions 
General Questions 
 

·  What if I want to continue using the old Portal? 
 

·  Will my recorded video play back at a faster speed in the new Portal? 
 

·  What if I have forgotten my password? 
 

·  Can I change my login information? 
 

·  Why do I need to maintain personal information in my Portal Profile? 
 

·  Why do the Live and Search windows sometimes look different? 
 

·  Why can’t I find the support case that I just opened? 
 

·  Can I view my DVR dashboards through the Portal? 
 

·  Can I grant Portal access to users in my company? 
 

·  Can I limit the sites to which users in my company have access? 
 

·  Do the graphs and charts that display in the Side Bar of each Portal page reflect data that is unique to my 
organization? 
 

·  What service options are offered by Westec? 
 

 What if I want to continue using the old Portal? 
Currently, you can access either the old Portal or the new Portal, using the addresses provided by Westec personnel. 
The dual login option will only be available for a short time, however, to allow you to compare the two and to prepare 
for the switch to the new Portal. Considering the greatly expanded access that the new Portal provides to your sites, 
the decision to switch should be an easy one to make. 
 

 Will my recorded video play back at a faster speed  in the new Portal? 
No. The speed at which your video plays back is dependent on several factors, including the frame rate at which the 
video was recorded on the recording device, the upload speed of the Internet connection at the site, and the download 
speed of your Internet connection. 
 

 What if I have forgotten my Portal password? 
You can easily recover your Portal password if you’ve forgotten it, as long as the e-mail address that is set on the 
Profile Manager page is a valid address that you can access. It is this address to which your password will be sent 
when you complete the Password Recovery form on the Portal login page. To recover your password: 
1. On the Portal Login page, click the Forgot Password? link (beneath the Password field). The Password Recover 

page displays. 
2. In the User Name field, enter your Portal user name. This is the same user name that you normally use to log in to 

Portal. 
3. Click the Submit button. 
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 Can I change my login information? 
Yes. To change your login information: 
1. Navigate to the Profile Manager page. 
2. In the Login Information section of the page, modify the fields as appropriate. All fields are required. 
3. Click the Save Login Information button. 
 

 Why do I need to maintain personal information in my Portal Profile? 
Personal information is used for specific purposes within the Portal, such as to create your user name and to control 
access to Portal data. This profile information is maintained specifically for use by Westec and is not sold or shared 
with any other organization. 
 

 Why do the Live and Search Viewers sometimes look different? 
The Live and Search Viewers that display for each site are determined by the type of recording device at the site. 
Westec deploys a variety of video recording devices, though there are only two general hardware models, referred to 
as DVR and iVR. The type of device to which you are connecting determines the software version operating on the 
device, which in turn determines the viewer that is launched when you connect to a site’s live or recorded video. Refer 
to the “Live viewer” section on page 36 of this document for detailed information about the Live viewers. Refer to the 
“Search Viewer” section on page Error! Bookmark not defined.  of this document for detailed information about the 
search viewers. 
 

 Why can’t I find the support case that I just open ed? 
Support cases are updated in the Portal every six (6) hours. When you report an issue, or if a case is opened for you, it 
may be a several hours before it displays. 
 

 Can I view my DVR dashboards through the Portal? 
Not currently. However, several reports will soon be available through the Portal, through which you can access your 
dashboard data, as well as additional data. 
 

 Can I grant Portal access to users in my company? 
No. Currently, Portal user accounts must be created by Westec personnel. To request that an account be created for 
one or more or your employees, navigate to the Site Detail Overlay, General Information tab, and click the “Employee 
Hires” link to send an e-mail request to add the employee. You can also contact your Account Representative directly. 
 

 Can I limit the sites to which users in my company  have access? 
Yes. Access can be limited to groups of sites on a user-by-user basis. Currently, site groups can only be assigned to 
Portal users by Westec personnel. To request the creation of a group or the assignment of one or more users to a 
specific group, contact your Account Representative. 
 

 Do the graphs and charts that display in the Side Bar of each Portal page reflect data that is 
unique to my organization? 
Yes. The Service Summary panel of the Side Bar details Westec alarm monitoring service metrics that are unique to 
your organization. The service summary charts and graphs are explained in greater detail in the “Service Metrics” 
section on page 10 of this document. 
 

 What service options are offered by Westec? 
The range of service offerings available from Westec is very broad. A complete list of services (service options) can 
be found in the “Services” section on page 27 of this document. 
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Connecting to Recorded Video, DVR, 39 
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Intelligent Video Recorder, 34 

iVR, 34 

JPG Image Format, DVR, 40 
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Live Chat Panel, Help & Support Page, 55 

Live Chat Session, Initiating, 55 

Live Video, 5 

Live Video, iVR, 42 

Live viewer, DVR, 36 

Live viewer, iVR, 42 
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Login Information, 21 

Login Information, Modifying, 21 

Login, Portal, 7 
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Recorded Video, 5 

Recorded Video, iVR, 42 

Recovering Your Password, 7 

Relay Output, Triggering, iVR, 45 
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Search Viewer, iVR, 46 
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Technical Specifications Tab, Help & Support  
Page, 58 

Triggering Relay Output, iVR, 45 

Triggering Speaker Output, iVR, 45 

User Documents Tab, Help & Support Page, 58 
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Viewer, Search, iVR, 46 

Viewing Live Video, DVR, 36 
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Viewing Recorded Video, DVR, 39 

Viewing Recorded Video, iVR, 46 

Views 
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Map, 14 

Standard, 14 

VoIP Audio, 34 

DVR, Connecting Live, 38 

iVR, Connecting Live, 45 

VPN, 20 

Watermarking, DVR, 40 

Web Controls, 6 

Westec Network, 20 
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