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Why do we need mobile 
call recording?

We live in an age of transparency, the 
need for openness is being pressed on at 
every level of commerce and public office. 
Stakeholders, voters and regulators are 
increasingly intolerant of opaque dealings.

Against this backdrop, regulated industries 
such as banking and healthcare are being 
forced to abide by ever-tougher standards 
of compliance around communications. 
However, with an increasing volume of 
business conversations now taking place on 
mobile phones, all organisations, need to 
ensure that there is the capability to record 
these calls and text messages as customer 
services now take place across many 
channels and contact points.
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These regulations will be changing under MiFID II. 

FCA  
(Financial Conduct Authority)
In addition, and specifically governing the financial 
services industry, the FCA’s rules state "firms 
must keep records of telephone conversations by 
individuals directly involved in financial trading." 
These records must be kept for a minimum of  
six months. 

Staying ahead of the  
changing regulatory landscape 

Regulatory compliance and 
mobile call recording
Businesses are increasingly looking to record 
mobile telephone calls for compliance, dispute-
resolution, training and quality control reasons. 
In some sectors, such as financial services, 
there is now a regulatory requirement to do so.
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Organisations would be well-advised to start focusing on ensuring their mobile call recording  
policies meet data protection requirements well in advance of these important changes.  

2018

New legislations 
for 2018 (MIFID 
II & GDPR)
There are two new legislations  
coming into force in 2018: 

3 January 2018

MiFID II (Markets in Financial 
Instruments Directive II): 

Any business that is involved in either 
trading or giving advice that may 
lead to a trade – at any stage of the 
advice chain, even if a trade doesn’t 
eventuate – must record and store 
business calls and text messages 
for a minimum of five years. These 
recordings must also be readily 
available to be reviewed at any time. 

25 May 2018

GDPR (General Data  
Protection Regulation): 

Replacing the DPA, the GDPR will 
significantly tighten data protection 
rules. Under it, businesses are 
prohibited from recording staff 
members’ personal conversations - 
even with consent - so must ensure 
that while business calls are recorded, 
personal calls will remain private.   
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Risks of non-compliance

Competent handling of personal data 
is becoming increasingly essential to 
many businesses, and awareness of the 
importance of data protection is increasing.

However, when it comes to mobile call 
recording, breaches of regulations can 
lead to serious legal and reputational 
consequences. In addition, recording  
policies that fail to respect the privacy  
of employees may undermine  
relationships between management  
and staff. 

This is only going to increase with  
MiFID II and GDPR. For example,  
under GDPR the maximum fine for  
serious breaches will rise from the  
current £500,000 to a potentially vast  
4% of your total worldwide turnover.

Ensuring mobile call recording 
policies comply with regulations 
To help understand the risks of recording personal information and 
discover whether a proposed mobile call recording policy will satisfy 
regulatory requirements, organisations should consider running 
an impact assessment. Following this, they will be able to make 
appropriate decisions about how to inform staff and obtain written 
permission to record all mobile business calls and text messages.  
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The mobile call  
recording challenge
Mobility strategies such as BYOD (Bring Your Own Device) 
are now commonplace, with many employees using 
a single handset – often a personal device – for both 
business and personal conversations.  

However, data protection limitations and regulatory 
requirements dictate all personal calls and text messages 
must remain private: the challenge is to ensure only 
business calls and text messages are recorded.

Moving on from outdated  
mobile call recording solutions 

Traditionally, there were two ways to record mobile conversations: either through an app 
(easily bypassed by the user) or through a dedicated SIM (which only worked with specific 
networks). Neither was particularly cost-effective or flexible.

These days most employees don’t want to carry two separate devices. A single handset is 
preferable and most will choose to use their personal phone: this poses a problem when 
it comes to mobile call recording.

Mobile call recording technology can keep business and personal communications 
separate: selecting the right solution for your organisation is vital.
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Find out about our 
Mobile and Lines &  
Calls solutions. With 
Daisy Duo you can 
benefit from FREE calls 
from your business 
landline to mobiles.
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Record on any device
Record calls on any corporate-
provided or personally-owned 

device - no need to change SIM.

Transcription services are an optional service and incur separate fees.

Securely store recordings
Automatically encrypt calls and texts 
to the highest standards of security 

and stores all data in the cloud.  
Files are tamper-proof once stored  

so you stay compliant.

Monitor + review
Instantly transcribe audio into text,  
for fast and easy search and review. 
Locate and replay files through the 

easy-to-use web console or monitor 
all conversations in real-time.

About Daisy smartnumbers Mobile Call Recording 
Daisy smartnumbers powered by Resilient PLC is the next generation of mobile call recording. It is a complete end-to-end compliant solution for reliable 
recording, secure storage, and transcription to quickly locate and replay recordings. Our solution operates across all UK mobile networks, iOS and Android 
devices and across both business-provided and BYO devices, with the ability to record business calls and texts while keeping personal calls private.egulatory 
compliance. Ensuring business calls and text messages made to and from your mobile number are recorded and meet GDPR and MiFID II requirements.

How does Daisy smartnumbers Mobile Call Recording work?
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Benefits of mobile call  
recording for businesses 

In light of current and future legislation, can you afford not to 
know what’s being said between your employees and the various 
customers, partners and suppliers they are in contact with?  
Probably not.  

With an ever-increasing volume of business conversations now 
taking place on mobile phones, organisations need to ensure they 
are able to record these calls, for reasons such as:

Regulatory  
compliance

Dispute  
resolutions 

Improving  
the customer  

experience

Some sectors that could  
benefit from mobile  

call recording

Retail
£Transport and 

emergency  
services

£
Defence and  

infrastructure

£

Banks and  
financial services

£

Healthcare

£

Public sector  
purchasing

£
Professional  

services

£

Who could benefit from  
mobile call recording? 

Regulated businesses, such as those covered by the FCA or 
organisations that need to provide evidence of conversations, could 
benefit from our mobile call recording solution. It can be used in 
dispute resolution for organisations covered by ombudsmen, or for 
any organisation that provides advice to clients or needs to provide 
evidence to protect against financial disputes.
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Why choose Daisy smartnumbers?

Offering a complete end-to-end compliant solution for reliable 
recording, secure storage, and transcription to quickly locate and 
replay recordings, Daisy smartnumbers delivers all the features 
you would expect from a business mobile phone service, including 
network quality calls, callback and call diversion.

•  Industry-leading technology. All data is encrypted in transit 
into the Daisy smartnumbers compliance console, providing a 
real-time view of all recordings.

•  Secure storage of recordings and text messages. Cloud-
based secure storage and archive with easy data retrieval, 
providing a robust and tamper-proof solution.

•  Cost-effective. Recording mobile calls across all iOS and 
Android devices, without the need to change mobile network or 
buy a dedicated SIM.

•  Strong mobile partnerships. Daisy has 15 years of experience  
in mobile, is O2’s largest partner in the O2 Direct Partner 
Network and represents 70% of Vodafone’s ISP channel.

This booklet was created by Daisy and is not intended 
to be a source of legal advice, and should not be relied  

on as such. 
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To find out more 
about Daisy 

smartnumbers, 
speak to one  
of our mobile  
call recording  

specialists today.   
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An impact assessment follows these five steps:

Clearly identify the purpose(s) of the proposed 
recording policy, and its likely benefits.

Give thought as to whether a less intrusive  
approach could deliver the benefits sought.

1.

2. Identify any likely adverse impacts of the policy,  
particularly in the form of intrusions into privacy.

Check employees will be appropriately informed  
of the organisation’s policy on recording calls,  

ensuring any recordings will be handled appropriately,  
and bearing in mind the right of individuals to request  

copies of their personal data.

3.

4.

5. Judge whether the proposed  
recording policy is justified.
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