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CALL RECORDING

Call recording

= Call recording in heterogeneous environment
= Flexible deployment with multiple recorders

= 100% calls/conferences/trunks recording

Port mirroring switch

= Media lifecycle engine

= Total and on-demand* recording 2,

= Videocall recording*

= SRTP support

= [ntegration with 3™ party systems

= Secure web-interface with advanced player
Recording approaches:

Cisco BiB + Cisco CUBE forking
SPAN/RSPAN -+ SIPREC

~
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S
PhoneUP UI LN
' PhoneUP
Active Recorder

Cisco
IP-Phone

PhoneUP

PhoneUP
SPAN Recorder

Active Recorder

Cisco Unified
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Codecs supported:

G.711 a-law/mu-law * G.729 - G.722

G.722.1 - G.722.2 - Opus * iLBS



CALL RECORDING

Easy to use interfaces and integration

Search recordings

£, Administrator <] Logout

- by date, phone numbers, username; cuige © | ‘Dvsonwy ¥ | Pagng v | Bty ¥ | Soord . | bons . | Lok’ | Confemese v | E500 v | Gomcle v
- filter builder support* P + Rioci # Raeraiic
- multi-segment (hold, forward, conference) Recorded calls
calls support

- configurable tags

Embedded player
- speed and balance control
- audio waves (separate for agent and client) &
- recording pause/resume O— ™ @

9/23/2021 3:39 PM 0 2 112 84997045686 20064022

|30 lil

= Integration with CRM and helpdesk systems*

9/23/2021 2:52 PM (] Incoming 6 83833190171 ,16 20064008 O M@ b & G
9/23/2021 2:51 PM (] I ing 83833190171 : 20063995 O N@E B & @

9/22/2021 6:14 PM | ming 89313789627

* in the roadmap



CALL RECORDING

Media lifecycle management

Configurable media lifecycles help you to utilize the storage effectively.

New recordings Convert to MP3* Move to “archive” Export to an
storage external NAS*
- stored on a fast storage * to save the fast storage * slow storage with low « for long-term retention
for quick access space user load without user access

+ maximum quality (WAV)

Separate life cycles can be created for different call types and user groups.

*in the roadmap



CALL RECORDING

Maximum security

Role-based access
define the operations allowed for users and groups
create your own roles

= Audit log to track user activity
identify who listened or downloaded a call

= Data encryption*

= Recording Pause & Resume*
hide sensitive data (eg CC number)

= Recording watermarking*
protect recordings from unauthorized modification

= OpenlD Connect and SAML support*

*in the roadmap



CALL RECORDING

Integrations

IP PBX

T
CISCO

Cisco UCM
Cisco Unified CME

AVAYA

Avaya CM
Avaya IP Office

[

o

Other IP PBX

Contact center

T
CISCO

Cisco UCCX
Cisco UCCE

AVAYA

Avaya Aura*
Avaya IP Office*

o

SBC

T
CISCO

Cisco Unified Border Element

QC
-
audiocodes
Audiocodes SBC*

AVAYA

Avaya SBC*

*in the roadmap



QUALITY MANAGEMENT

Configurable scorecards™ adauestir

Evaluation Form

Name sample form Greeting -]
Tenant Alexander Brown

N Did the agent say «Thank you fo calling»?
Description Sample evalution form

Did the agent mention his name?
Did the agent mention company name? Edit  Delete

If call was transferred did the agent adapt the greeting accordingly?

Verification E
Did the agent ask for the caller's name?

Did the agent ask for the caller’s company name?

Did the agent ask for the caller’s telephone number?

Verification completed with open-ended questions?

Understanding the problem/issues [~ ]

» questions grouped in a sections with configurable weights
» several types of questions - yes/no, multiple choice, «5 stars», number

« special scoring rules to override the typical value of question/section

Question*

Description

Type

Choices*

Display as

Weight

Order

Was the problem resolved in the first call?

Multiple choice Numeric value

Yes 5 Points

No 0 Points

N/JA
Multi-line Single-line

10

« visibility rules to enable or disable question/section based on how a specific question is answered

Allow to mark question N/ A

Default
+/ Default

Default

*in the roadmap in 2023



QUALITY MANAGEMENT

Ag e nt eva I u ati 0 n Add Evaluation Report

o o
and tralnlng* |
[T S
° . . . - . . | . . P o o
1. Tasks for auditors |
» select recordings to evaluate:
- filter calls by user, team, date, length Evaluation form GREETING
® m a n u al Se I eCtIO n Agent Olivia Johnson Did the agent say «Thank you fo calling?» Yes No
Evaluator admin
° ra ndom SeleCtlon « every N_Cal |»' Evaluation form Tech Support Did the agent mention his/her name? Yes No
« random M reco rd | n gS» Did the agent mention company name? Yes N/A
. . Call details view details > If the call was transferred did the agent adapt the greeting accordingly? No N/A
 special task to calibrate the scorecard N
Date Mar 1, 2021 - 09:55:12
« automated tasks puretien e »
From +16507599755 Olivia Johnson
To 0015693620115

2. Interaction evaluation 3. Tasks for agents

« Listen and evaluate using the pre-configured scorecard » Provide feedback for agent along with training tasks
» view the screen recording synchronized with the voice
*in the roadmap in 2023



QUALITY MANAGEMENT

Advanced reporting and dashboards”

All groups  Evaluations Monitor your agent performance by teams and scorecards and compare
o e scores with previous periods.

38 2 865

Average score

Evaluation Report for Alexander Brown

Evaluation Report Greeting 200/200

Agent Alexander Brown Did the agent say «Thank you fo calling»? Yes (5 of 5)
I I Evaluator ‘Yana Taylor
Did the agent mention his/her name? Yes (5 of 5)

Evaluation form Sample form

. Date Oct 4,2022 Did the agent mention company name? Yes (5 of 5)
All groups  Evaluations Complted
Score If call was transferred did the agent adapt the greeting accordingly? Yes (5 of 5)
0
95%
Completed Evaluations AVG Score
’ Z 8 5 2 Verification 200/200
L ]
Did the agent ask for the caller's name? Yes (5 of 5)
. Did the agent ask for the caller's company name? Yes (5 of 5)
Average score Section
Greetings 872 Did the agent ask for the caller's telephone number? Yes (5 of 5)
Verlfication 903 Verification completed with open-ended questions? Yes (5 of 5)
Understanding the problem/issues 83.2
Hold - Mute - Transfer 86
Broblem resolution 516 Understanding the problem/issues 240/250
Use of tools 89.3 Did the agent ask for about the issue? Yes (5 of 5)
——
Closing 201

*in the roadmap in 2023



SPEECH ANALYTICS

Speech analytics and AQM

Powered by

(= SESTEK

» full coverage
* intelligent forms
» historical scoring
Q KnOVVU & Analytics I Quality Manzgement |2 Reports & Administration g) ® English @ \admin -~ {3
» statistical comparison
Conversations  ®oacktotst « Conversaton 213250 & Mark as S Evaluate (@] Delste
+ agent training
Taqwa Ali B Transcript |~ Analysis @ Attached data @3 Comments @ Category(ies) and topic(s) @ Transfer(s) B Evaluation  © History
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13456
¥ Export
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Ti ch Ch
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" ey « -
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External id 228787-74c98edb-9d44-.. gl 00:00:35 O ! S5 e aadal [,gST opaite § cun 900 S (59> § 4290 s (SS clil> o ©) qeliy Wl 9o &1 (0 151 ol 0 pgw goly xSl Sacw
Caller 92383 o Alvoll audawdidl g alilywMf
Called 92383 00:00:48 2 N
Campaign Outbou... @ Flex issues sub <a... 00:00:48 T QS sasll b al> 5 coileo JS it olipsll it 2l Load ! clia> Mo
00:00:52 2 Wl
00:00:34 / 00:0328 ” » “ o H x| & H D) ]—
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SCREEN RECORDING

PhoneUP

Screen

Audio: 3:40:37 PM - 3:42:25 PM (00:01:48) ~

@COIdING | e disiom bt ot mocibe oo b

CRM
]o ||o Izo |3o |4o I.'m Ioo Ino ||2o I1:30 ||4o
g —O 5% (2 —O 100% @ Advanced [
Capture the agent
Screen from the Screen recording: 3:40:37 PM - 3:42:25 PM (00:01:48) - . e et - a2 wm ) ,:‘

beginning of the call
until the end of the
wrap-up time.

New Opportunity

v
P v ; Q
I Additional Information I

The colored scale indicates which apps agent used throughout the call.

This way you can identify the apps and business processes which need optimization.
For example, in the picture above we can see the silence in the audio-wave when the agent works with KB (Knowledge Base).



MONITORING AND COACHING

Silent monitoring and whisper coaching

A supervisor can view the calls of the team, listen to any call in real-time and speak to the agent without customer hearing.

Configure user access levels View the calls of your team Monitor and whisper
"':I"" ""E"' Status Line Participants = PhoneUP Pricrity
ll E E il 2.1 ® 4352 +11235487887 (ACME) C}\ 3 ;;g?tfarggé:ﬁ?ﬂlﬂié}t&lk e
e . 4387
1.1.1 2.2.1
St 4388
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ROADMAP

Biometric fraud prevention®

® " The system allows you to manage the database of known fraudster voiceprints (the “blacklist”).
“ Each call to contact center is analyzed in real-time with embedded biometry engine.

“If a fraudster is identified, the system instantly alerts the agent and supervisor.

* in the roadmap




Aurus clients worldwide
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What next?

Online demo

Connect with Aurus rep to schedule live PhoneUP demo Shedule online demo

PoC project

Apply for a demo-version and integrate PhoneUP with your infrastructure

aurush.com
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