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All-in-one solution for enterprise . PhoneUP
communications recording and analyzing
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Call recording in
heterogeneous environment
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Agent screen recording

©

=

02 03 -

> Interaction analysis and
Speech _ agent scoring
recognition (AlI* / manual / hybrid*)

Desktop and processes
analysis (DPA)
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What exactly is DPA ? PhoneUP
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00:01 I Hello, my name is Sarah, how can | help you today? -

00:02 Z Hi, 'm having trouble with administrator access Screen "TUCHINOV@bcs-it.loc\\ADISPLAY1"

00:03 2 Okay, configuring granular permissions, right? ‘T — ....-_ e

00:07 2 Yes. Logged in as admin, but no access level options ?

00:14 2 Gotit. Look at the left panel = Em A omeE e oam oEme e . _

o018 2 Okay. o el  Applications used by the
0021 3 ‘Administration’ | see it e agent during the call and
e ET—————— - wrap-up time

0029 L yser Roles’ Clicking... @ = e

00:32 2 Edit or create roles with granular permissions there. See it? — . - -

00:33 I Yes! ‘Edit Permissions! Found it! Thanks! RS —— " QL p— .

0037 2 Great! Anything else? a -

00:46 2  No, that's it. Thanks! - -




“Why do my agents keep
customers on hold?”



Approach 1- examine
screen recordings

= Select recordings with long
on-hold periods

= Examine each recording
manually to understand the

on-hold cause
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Approach 2 - DPA report PhoneUP

= Examine 100% screen recordings with DPA reports
= |dentify areas for improvements.

=  Watch the certain segments of screen recordings to understand the root cause

On-hold processes On-hold processes
252 3:50
: m Helpdesk
2:24 W Helpdesk 321 p
2:52
1:55 .
m Knowledge 2:24 m Knowledge
Base (Rates)
1:26 Base (Rates) 1:55
m CRM 126 m CRM
0:57
0:57
0:28 m Ticket 0:28 M Ticket booking
booking 0:00
0:00 Williams Smith Johnson Thomas
Group 1 Group 2 Group 3
The report shows that Group 2 spends significantly more time searching for information Diving deeper into the report reveals that Smith and Johnson are the ones who have difficulties
in the knowledge base, while keeping customers on hold with the knowledge base. Now you can view the screen recordings of these agents to identify the

exact reasons.



LIVE DEMO



DPA feature-set

1. Agent desktop activity reporting

Working on top of screen recording the DPA module:

= tracks the applications used by agents during the call

and wrap-up time

= combines applications and specific pages into
“Processes”

= analyzing the time spent on different applications to

identify bottlenecks.

2. Desktop triggers (roadmap)

Desktop triggers capture specific events on an

agent's desktop:

agent launches the Ul to enter CC details —>
pause the recording
agent launches specific application -——> mark

the interaction with a tag
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