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ABOUT AURUS

projects around 

the world

endpoints being 

recorded – our 

largest project

UAE Aurus Computers Systems FZCO

USA Litescape Technologies, Inc

India Nirnaya Software Consultants
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Productivity apps

for Cisco UCM

Add-Ins for Cisco
Meeting Server

Call recording 

and contact center WFO

Live video channel

for contact centers

Outbound dialer

Exclusively for Cisco on-premise collaboration



Call recording in 

heterogeneous environment

Speech 

recognition

Interaction analysis and 

agent scoring

(AI* / manual / hybrid*)

Agent screen recording
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Desktop and processes 

analysis (DPA)

*

*  ETA Q4 2025
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Applications used by the 
agent during the call and 

wrap-up time





▪ Select recordings with long 

on-hold periods

▪ Examine each recording 

manually to understand the 

on-hold cause
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▪ Examine 100% screen recordings with DPA reports 

▪ Identify areas for improvements.

▪ Watch the certain segments of screen recordings to understand the root cause
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The report shows that Group 2 spends significantly more time searching for information 
in the knowledge base, while keeping customers on hold

Diving deeper into the report reveals that Smith and Johnson are the ones who have difficulties 
with the knowledge base. Now you can view the screen recordings of these agents to identify the 
exact reasons.





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.
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Desktop triggers capture specific events on an 

agent's desktop:

▪ agent launches the UI to enter CC details -----> 

pause the recording

▪ agent launches specific application -----> mark 

the interaction with a tag



Scan the code to get a free 

PhoneUP promo license.
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