PhoneUP

RECORD AND ANALYZE

YOUR ENTERPRISE
COMMUNICATIONS

= Compliance recording

= Contact center quality
management

PhoneUP

Interactions
Quality management
Questionnaires
Reviews
Review scheduler
Replacement reasons
Reports
Compare teams
Compare reviewers
Evaluation volume
Team and agent skills
Monitoring
Speech analytics

Speech tags
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Hello, my name is Sarah, how can | help you today?
Hi, I'm having trouble with administrator access
Okay, configuring granular permissions, right?

Yes. Logged in as admin, but no access level options
Got it. Look at the left panel

Okay.

‘Administration’, | see it

00:29
00:32
00:33
00:37
00:46

‘User Roles". Clicking...

Edit or create roles with granular permissions there. See it?
Yes! ‘Edit Permissions’! Found it! Thanks!

Great! Anything else?

No, that'’s it. Thanks!




ABOUT AURUS 2

We develop software solutions Cisco Solution
for enterprise collaboration Partner since 2015
and contact centers - T
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PRODUCTS

Our portfolio for enterprise collaboration /A aurus

PhoneUP  recosngenaanapsisorenerprise - RighCaIl  tive viseo channe Outbound {eumersean’

and customer communications for visual CX

= Compliance recording for on-premise collaboration = Live video assistance for a website = Employee notifications

= On-premise call recording for cloud = Online video showroom " Mass customer calls
communications = Visual support = Email and SMS support functionality

= Speech recognition and speech analytics = Video kiosk

= Screen recording and desktop analytics
= Contact center quality management

- APPS .
c M s 4  Add-Ins for Cisco Ph one UP forfgtlscctévgsé i/lpps

Meeting Server

= Advanced meeting scheduler " Enterprise directory
= Attendant / operator console

» Audio / text paging
= Phone lock and EM SSO
= Conference control tool = |P phone apps designer

Exclusively for Cisco Collaboration = Secure audio conferencing

» Live meeting streaming
= Recordings portal

Exclusively for Cisco Collaboration
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All-in-one solution for enterprise . PhoneUP
communications recording and analyzing

il : 03 04 :

Call recording in Speech
heterogeneous environment recognition

Quality
management

02 — 05 Q@

Screen recording and agent Speech analytics

desktop analytics



Enterprise communications
recording




PHONEUP - ENTERPRISE COMMUNICATIONS RECORDING

Features and benefits PhoneUP

Employee phone Third-party recording import Advanced security
call recording into a unified archive for recording storage
= Customer service quality management = A single interface for fast recording search =  Compliance with corporate

security policies

=  Enhancing enterprise security = Simple maintenance (unified users, roles,

access rights, lifecycles . i i
= Compliance with regulatory requirements : yeles) CempREmes Wit e Een;

requirements



PHONEUP - ENTERPRISE COMMUNICATIONS RECORDING 7

Call Recording PhoneUP

Distributed HA deployment with Head office
multiple recorders: 2
P % Recording of head @ (=]
"""""""" e PhoneUP PhoneUP
= S|PREC I office employees recorder cerver

= SPAN/RSPAN
» Cisco BiB / CUBE forking
= Proprietary recording approaches

Contact Center Remote office

» Import recordings from 3rd party 2
systems — radio communications,
dispatch consoles, video
conferencing

= SRTP recording

@ Remote office \[.]J

Voice Router "'""g{{{ﬁiayggg}éég}'&{h’é"""'} PhoneUP
recorder

U
PhoneUP
recorder

Contact center agent

Contact Center | recordlng>

Platform

Media lifecycle engine designed to utilize

; 01 - New recordings O 02 - Convert to MP3 O 03 - Move to archive e
the storage effectively
= stored on a fast storage o » to save the fast . = for long-term storage
Configure multiple lifecycles to for quick access storage space

automatically move or archive recordings = maximum quality (WAV)



PHONEUP - ENTERPRISE COMMUNICATIONS RECORDING

Support for all communication channels

Office

Enterprise telephon "Il'll" @ " -
B t c1SCo rlIdoooN zoom

Mobile calls (FMC) Video conferencing*
g
C AVA @& e
PBX

audiocodes
Contact Center

ol I 1ol I I AVA A
Contact center with metadata processing CISCO
Chat platforms*

Offline meetings

Points of sale and branches Audio badges

Personal meetings*




PHONEUP - ENTERPRISE COMMUNICATIONS RECORDING 9

Unified interface and data security PhoneUP

Unified interface for all recordings:
= search and filter builder
= tagging
» contact center metadata PhoneUP Interactions
» integration with 3rd party CRM/Helpdesk

Interactions L

Quality management v

Questionnaires .2

= multi-segment calls support

= user-friendly player

Date and i Other .
41 Duration Direction

Reviews time participants

Data security:

Review scheduler Mrs. Mis... 02/20/2025... 00:01:19 125055 125001 ... Incoming

= AD/LDAP integration Replacement reasons

Ms. Julia... 02/14/2025... 00:00:53 44923456 125007 ... Incoming

" granular role & permission control Reports Mrs. Mis... 01/21/2025... 00:01:04 03267121 125001 ... Incoming

" aUdIt Iog to traCk user aCtIVIty Monitoring Ms. Julia... 12/12/2024... 00:00:51 44875612 125007 ... Incoming

i * Speech analytics
- personal data encryptlon P Y Ms. Julia... 11/15/2024 ... 00:00:51 44875612 125007 ... Incoming

= secure web applications (TLS 1.2) Speech tags _
Ms. Stas... 10/18/2024... 00:00:55 06781234 125002 ... Incoming

» media storage data encryption Administration

Ms. Stas... 10/04/2024... 00:00:56 01567891 125002 ... Incoming
i i ; Setti

= transmitted data is protected with SRTP stings

Rol Ms. Stas... 09/15/2024... 00:00:54 01952232 125002 ... Incoming
oles

O
O
O
O
O
O
O
0
O
O

User groups Mrs. Mis... 09/01/2024... 00:01:04 03267121 125001 ... Incoming

* In upcoming releases




Screen recording and
agent desktop analytics




PHONEUP - SCREEN RECORDING AND AGENT DESKTOP ANALYTICS

Features and benefits

Capture the agent screen
during a customer call

= Detecting operator errors in

software usage
= Preventing operator misuse

= Remote operator monitoring

Agent desktop analysis

» |dentifying operators requiring
software training
» |dentifying software requiring

optimization

= Verifying operator usage of

approved software

11

PhoneUP

Application triggers*

Call recording is paused when the agent
is in the card number or codeword entry

interface

= |f the agent used specific software

during the call, the recording is marked

with a special tag

* In upcoming releases



PHONEUP - SCREEN RECORDING AND AGENT DESKTOP ANALYTICS
S di

Analyze operator performance and enhance
customer interactions with our screen
recording module.

This enables improved operator quality control,
staff training, software optimization and
enhanced data security.

= Configurable wrap-up time

=  Multiple displays support

= VDI support

= Triggered recording from external systems
=  Streaming recording

= Local recording*

Real-time screen monitoring*

* In upcoming releases

Cproner - |

Conversations
Quality management
Questionnaires
Reviews
Review scheduler
Replacement reasons
Reports
DPA
Reports
Speech analytics
Speech tags
Administration
Settings
Roles

User groups
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PhoneUP

Interactions > 44923456 - 44923456

- Start date and time 02/14/2025 5:14 PM End date and time 02/14/2025 5:15 PM Duration 00:00:52
v
. ° 00:12 - 00:52 .“.Llrl,.nl..llllllhn.lln ...... [Illllml,"” 'I""h'""""l”|[h"||"""'l|[|‘[|Il""l"""l""ll"""l"'ll”"'l]'"‘]l""|'I"hm"I'II"'"h'"'lll"'"'""'“’||I[”'|"I'”]'”‘|I'||I —
Ea
B 44923456 - 125007 O 2
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PHONEUP - SCREEN RECORDING AND AGENT DESKTOP ANALYTICS

Desktop analytics

= Apps used by the agent during the call are shown
below the waveform

= Configuring “processes”
= App and processes reports

= Desktop triggers enable call marking based on
operator PC actions, and the automatic pause /
resume of recordings

.
PhoneUP = Process analysis
. Groups* —————————————— —Date range* Segments
Conversations
nusrsaton N Sales EU  (+1addbonaly) ~ | 09M012025 —12001/2025 [ | | Holds only - m
Quality management [ -
Questionnaires (] v = th
Reviews [
Click on any bar to drill down
Raview scheduler B 00:05:00
Replacoment reasons [0y | Knowle
000410
Reports e > I
DPA =. 0 ch
Je
Reports P
o Prod
Pracess analysis %
Soluti
Top processas @ o l
Prese:
]
Speech analytics il - —
i Clie
Speech tags " l D
- . ooans0 S —
Administration L Sales ME sai J e
Settings f -3

.

The report shows that Group 2 spends significantly more time searching for information

in the knowledge base, while keeping customers on hold

Start date and time 12/06/2024 5:09 PM

End date and time 12/06/2024 5:17 PM
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PhoneUP

Duration 00:07:47

° 00:30 - 0747 ||.,I||.....|||.|“".,||||I|||III||IIIII,I,IIII.||I||"|||||"|...IIII.I|I||,||I||||||.|I||I".IIIII|I|I..|“""I "
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Date range®
08/01/2025 - 12/01/2025 [

4 u 4 d
- zavy.
Softphone ‘ Knowledge Base
DESKTOP-4CGD.. B g
.
PhoneUP = I
Groups
Conversa tions . Sajes ME
Quality management v
e = o
Questionnaires [
Review & Click on any bar to drill down
Review scheduler
(8] B
Replacement reasons [0y
Reports e w100
DPA .
Reports e
Process analysis
. N Top processes. @
Speech analylics th~ 000010
e Chrome Speech tags #
Administration e
Settings &
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Diving deeper into the report reveals that Williams is the one experiencing difficulties with the

knowledge base. Now you can view the screen recordings of this agent to identify the exact

reasons.



Speech
recognition




PHONEUP - SPEECH RECOGNITION

Features and benefits

Speech recognition

= Save time reviewing call recordings

(reading is faster than listening)
= Automatic meeting transcription*

* Integration with DLP*

* In upcoming releases

Keyword search

= Fast call recording search

= Assists in incident investigation

and abuse prevention

= Corporate ethics compliance

monitoring

15

PhoneUP

Automatic notifications

=  Security notifications for

“suspicious” conversations

= Contact center supervisor
notifications about “negative”

conversations

= Automatically send voicemail

messages by e-mail



PHONEUP - SPEECH RECOGNITION 16

o, o
Speech recognition PhoneUP
= Recordings with synchronized Start date and time 02/14/20255:14 PM  End date and time 02/14/20255:15PM  Duration 00:00:52

transcripts and emotion analysis.  interactions " .

- Supports diverse audio Quality management ) ° 0519-05:29 |UJ"Ill“l”IIIIl'Iﬂ'lll”I'""||||'|"'J"|""J'||||LI||'||"|'|“|""l||'[|||;l'|*||u|||u|"|]'lI'”h"|||LI|I||||H'|||||"I'l||||.“l|”“|m”'“][|IH”“”lmllu-[||w"“"|l’[l“[“Iim[hllnj|‘|||||“'|-w|ln--||--|[||ll|'”'||--|r-'1|”"|l|“ll[”'iully{||” =0
enwronmgnts: telgphony, video Questionnaires © W D@ @ 0 L & -@ -
conferencmg, radio. Reviews R — L _ _

) DESKTOP-4CGDEP... Ci | Vinteo client v3.17.0 - Google Chrome |C|soo IP Co
= Accuracy, ranging from 87-95% Review scheduler B | 0001 2 Hello, mynameis Sarah, how can  help you today? -
depenc“ng on record|ng quallty Replacement reasons E.‘I 00:02 2 Hi, I'm having trouble with administrator access "DESKTOP-4CGDEPV:\\\DISPLAY1"
d k 00:03 & Okay, configuring granular permissions, right?
ands pea er. Reports ||£ » 00:07 2 Yes. Logged in as admin, but no access level options
. 00:14 2 Gotit. Look at the left panel

. Suppqrts 30+ !anguaggs, Monitoring D s oy
including English, Arabic, and Speech analytics l,~ o021 2 Administration; I seeit
others. 0024 % Click Administration See ‘User Roles, Permissions?

Speech tags o 0029 ® E
. . . ‘€9 e ‘User Roles' Clicking...

= Customizable automatic email Administration % . 0032 I Editor create roles with granular permissions there. See it?

nOtificationS for new Ca” _ 00:33 2 Yes! 'Edit Permissions’! Found it! Thanks!
. L Settings [ 00:37 E Great! Anything else?

recordings that meet specific - o 04 2 Notarsk Tanke

criteria.

User groups §-23



PHONEUP - SPEECH RECOGNITION

Search by words/phrases

Saved filters: 1

Negative

Conditions set: 1

Extra

e

[
W

— Speech tags

Negative emotion <

Unformal closure

Formal closure

Formal greeting

Insults

Negative emotion

Obscene language

| @

silence (...

(%)
| v

Save

Cancel

Filter panel for metadata and speech characteristics.

Conversations

Full text search x
administration OR menu OR limit

~ Edit tags M Saved filters: 1
Date and Negative

nd
O User &1 Duration
time

O W& Ms. Julia... 11/15/2024 4:... 00:00:51 m

open menu and find administration now click about uh ah m

17

PhoneUP

Conditions set: 1 H x

Extra

Speech tags

Full text search

fadministralion ORmenu OR limit @ | ®

Total duration of simultaneous silence (...

Ratio of simultaneous silence (%)

Total duration of simultaneous speech ...

Save Cancel

Full text search supports operators (AND, OR, NOT) and similar word search.
Search results include the matched phrase and are sorted by relevance.



Quality
management




PHONEUP - QUALITY MANAGEMENT 19

Features and benefits PhoneUP

Manual call evaluation Automated call evaluation (AQM)

= Time savings on evaluation planning LR e e vl s

Reduce errors in evaluation

* |mproved QM team efficiency due to hybrid

= Time savings on analytics . .
review support which allows QM managers

QR Rt I R to evaluate specific conversations only



PHONEUP - QUALITY MANAGEMENT

Agent evaluation

Automate customer service quality
management with manual, Al-driven or
hybrid evaluation (for analyzing 100% of
interactions automatically and flagging

deviations for human review).

1. Evaluation form builder
2. Review scheduler

3. Interaction evaluation
4. Agent feedback

5. Reporting

° 00:00 - 01:49

Quality management »* Reviews > 112 > Evaluation 112"

From: 112
To: +79111774212
Direction: Qutgoing

Questionnaire: Aurus scorecard - 2 v1.0
Current score: 18.75% (15/80)
State: Await

Agent: Milla Shershneva
Duration: 00:01:49

20

Save and Close Close

Review period: from 04/11/2025 8:24 PM
Start date:

Il- iillall.e, In..., " TN Jm"ll" | |'I-|v.".. =

-

..,.II..II|||.,..”|||||.II|||'|,,T||I||I|.I||.||u||”|.|]|..||||..|..||.....||.|..||,II..I..||.I|...thl..I||.||||.|..|..I||”|m.||||l.,|.|'|||n..,.||||- |.|m. |

) =—0 x4 =g 20 L ¢ =@

« O >
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Greeting and Identification
Customer greeting and company introduction

Professional greeting *

Did the agent greet the customer appropriately and professionally?

@ YESO No
O Yes@ No

Did the agent introduce themselves and mention the company’s name? *

510 ~

Problem Resolution
Problem sclving and timing
Conversation Closure
Additional info and call ending

Comments Maintain

0/50 -,

10/20 .

Improve



PHONEUP - QUALITY MANAGEMENT

Automatic
quality
management

Al engine automatically completes the
evaluation form questions, based on:
= keywords/phrases found

= | LM answers

Evaluations with low scores, critical
errors, or anomalies are automatically

sent for manual review.

Review planning

B

!

+
-

Automated (Al)
evaluation form filling

!

4

Evaluations without
exceptions or anomalies

!

[

Analytical reports

21

Evaluations requiring manual
review

Pa low scores - critical errors

!

QM manager reviews the
interactions manually

0%

!

4

Checked and adjusted reviews



Speech
analytics




PHONEUP - SPEECH ANALYTICS

Features and benefits

Client conversation analysis

= Interaction categorization

= |dentification of best practices

=  Customer satisfaction analysis

=  Script compliance monitoring

= |dentification of product strengths and weaknesses

=  Marketing effectiveness evaluation

Automated call evaluation (AQM)

= 100% conversation analysis

= Comprehensive evaluation of operator performance

Office employee recording analysis

» Enhancing incident investigation effectiveness
= Abuse prevention

= Corporate ethics compliance monitoring

Automatic conversation summarization*

= Saves time on interaction analysis

» Meeting transcription

* In upcoming releases

23

PhoneUP



PHONEUP - SPEECH ANALYTICS 23

Conversation analysis PhoneUP

= Quality management > Reports > Evaluation volume
w — Groups v — R ] 1 — Questionnaires* ———  — Daterange® —————
Sales ME-APAC - || Kirill Basikhin - | TestTostv1o - || oti012025 06302025 B9 |

R

Al'in PhoneUP automates conversation analysis, o = | [ [ oor | ook | mants | comeer R
answering questions and classifying calls by any I

k 0
. . - g

characteristics you choose.

60
) A ———
Customize evaluation forms - focus on the © broduct quest
R . R S roduc uestion
information that matters most. .
0 ® Suggestions / ideas
R T e ——
Visualize conversation trends — get ready-to-use
. . o . 10 --- . i
analytics for informed decisions. I III
’ January 2025 February 2025 March 2025 April 2025 May 2025 June 2025
17
A




Monitoring and whisper coaching 0 6
for Cisco Collaboration




How it works? PhoneUP

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

Use cases:
= Onboarding new agents
= Supervising remote teams

=  Agent training

Configure user access View the team calls Monitor and whisper
Role*
Supervisor -

Maria Bodneva 2
Group - n &
Sales dept . Milla Shershneva L5
e e B active 112 CSFJBRS 112, 89137682669 N

R&D X  Sales dept X
SalesEU/CIS X  SalesMEA X vl ey . Monitoring On

*Available for Cisco only




What next?

= Online demo

Request a personalized live demo.

Discuss your tasks and business goals to make sure the product fits.

= Full-featured 2-month trial

Deploy the solution in your network.

WEe'll provide assistance with software installation and configuration.

aurush.com

Still have questions?

Complete the form and
we will contact you
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