































































































































































































Keyword Spotting for Intercom Calls

Interaction Analyzer has the ability to spot keywords in calls between two users within the CIC environment. This type of call is an
intercom call. Keyword spotting for intercom calls is important when you have internal departments that service the rest of the
company, such as an Information Technology support center or a Human Resources department.

Functional overview

The method of selecting keyword sets for intercom calls differs somewhat from the method used in interactions with external
participants. For intercom calls, both parties (stations or users) can have Interaction Recorder policies assigned to them. If
Interaction Analyzer uses the policies assigned for both parties, the system creates two identical recordings with all the assigned
keyword sets .

To avoid having multiple and identical recordings, Interaction Analyzer uses the keyword sets in the Interaction Recorder policy
assigned to the party receiving an intercom call.
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Keyword Spotting for Specific Locations

Using Interaction Administrator, you can divide your PureConnect servers and devices into locations. You can use this feature to
set different configurations for an entire location instead of configuring each device separately. Interaction Recorder policies allow
you to specify whether to use keyword spotting based on these defined locations.

Overview of location-based keyword spotting

You could have situations where you do not want to use keyword spotting for interactions in different network locations as
presented in the following image and table:
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In this location, your marketing personnel are conducting interactions with business partners and representatives of
other businesses. You can use keyword spotting in this location to ensure that your marketing employees are
representing your company appropriately.

In this location, your customer service agents are interacting with direct customers, or purchasers of your products or
services. This location is a vital area in which to use keyword spotting as it ensures that you are training your agents
properly and verifying that your customers are satisfied.

In this location, your managers conduct interactions with their subordinates and other outside contacts. There is little
reason to monitor these conversations.

In this location, remote contact center agents are in the same workgroup as the agents at your corporate headquarters.
However, if the agents in this location speak a different language, are proven to provide the best customer support, or
add too many interactions that can overload the Interaction Media Server, you can disable keyword spotting for this
location.

Set keyword spotting for a location

In Interaction Administrator, you can create /ocations that allow you to configure multiple aspects including supported codecs, time
zones, and keyword spotting. You can turn on or off keyword spotting by Interaction Analyzer for an entire location.

1. Open Interaction Administrator, either remotely or directly on the CIC server. The Interaction Administrator window appears.
2. In the navigation pane, expand the container for your CIC server, if necessary.
3. Inthe navigation pane, expand the Regionalization container and then click the Locations object.
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The right pane displays a list of all defined locations.
4. Double-click a location for which to turn on or off keyword spotting by Interaction Analyzer. The Locations dialog box appears.

Locations Configuration - <Defsult Location

Configuration | Selection Rudes | Users | Communication | Endpoinks | Custom Attrbutes | Hetory |

Resaiption: e 2=tom def ok iocation}

Time zone: [tume 5-00) Easterm Time (LS & Canada) =]
SNTP Server: (+ Lga [C server

 gater: |
Options -

P 7= 15 server b i Ehis boeation

¥ Thes Location accepts bub corferences
[ % Ervsbls heyerond sotting i thes lodation ]
[ Enable Regonal

et Extenson Dighs: IJ- a

)  Locstions affect Dial Plan. Ses the Configuring Dial Plan Halp for more information.

K| B % cortim oo [Tk ] coe | e |

5. Do one of the following:

e To turn on keyword spotting in this location, select the Enable keyword spotting in this location check box.
e To turn off keyword spotting in this location, clear the Enable keyword spotting in this location check box.

e Click OK.
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View Interaction Analyzer Call Statistics in a Workgroup
Queue

After you configure Interaction Analyzer and define your keywords, you can display the scoring of calls in the current workgroup
queue.

Note:

To view Interaction Analyzer scores for agents and customers, a user ID must have the View permission for the Agent Score
and Customer Score queue columns. For more information, see Allow View of Agent and Customer Score Columns.

To view Interaction Analyzer call statistics in a workgroup queue
1. Open IC Business Manager. The IC Business Manager logon dialog box appears.

=
o IC Business Manager

™ Use Windows Authentication
Liser: | example_user
passnords |
I™ Save Password

%;l sever: oo

ﬂ L-g::ml Cancel

2. Type your credentials, specify the authenticating server, and then click Logon. The IC Business Manager window appears.
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3. Click the Default Workspace tab, which appears as a house icon.
4. Inthe toolbar, click New > View. The Create New View dialog box appears.

Tip
| You can also press Ctr1+Shift+N to create a view.
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5. Inthe navigation pane, click Interaction Supervisor.

6. In the right pane, click Agent or Workgroup Queue and then click OK. An Agent or Workgroup Queue tab appears in the default
workspace.
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In the toolbar of the tab, do the following:

a. Click Queue Type and then click Workgroup Queue.

b. Click Workgroup Queue and then click a workgroup for which you assigned one or more keyword sets.
c. Click Interaction Type and then click Call.

The statistics and interaction details now appear in this tab.

8. Do the following:

To add customer scoring to the view, right-click the column heading row and in the resulting menu, click Customer Score.
To add agent scoring to the view, right-click the column heading row and in the resulting menu, click Agent Score.
Important!

To select and add the Customer Score and Agent Score columns, you must have the Supervisor role permission. For
assistance, contact your system administrator.

Keyword spotting information in Interaction Supervisor

Interaction Supervisor displays keyword spotting information in the Customer Score and Agent Score columns. This information
includes a numeric score, the number of keywords spotted, and an icon that specifies the current state of the keyword spotting
process.
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Displayed information

Description

Lgent Score Customer Score Keyword spotting is not active in either channel of the interaction.
M/A M A
Agent Score Customer Score Keyword spotting is active for the interaction but no words have been identified.
0 (0 words) 0 (0 words)
Agent Score Customer Score Keyword spotting is active for the interaction, words have been identified, but no
scores have accumulated.
0 {1 word) 0 {1 word)
Agent Score Customer Score Keyword spotting is active for the interaction, words have been identified, and

EP 5 (2 words)

EP 5 (2 words)

both channels have positive scores.

Agent Score
w5 (1 word)

Customer Score
= -5 (1 word)

Keyword spotting is active for the interaction, words have been identified, and
both channels have negative scores.

Agent Score
g 0 (0words)

Customer Score
gi 0 (0 words)

Keyword spotting was active for both channels but is now paused. No keywords
were spotted when analysis was enabled.

Agent Score
g 0 (1 word)

Customer Score
g 0 (1 word)

Keyword spotting was active for both channels but is now paused. Keywords
were spotted when analysis was enabled but no scores were accumulated.

Agent Score
# 10 (1 word)

Customer Score
¥ 10 (1 word)

Keyword spotting was active for both channels but is now paused. Keywords
were spotted when analysis was enabled and both channels accumulated
positive scores.

Agent Score
“# -5 (1 word)

Customer Score
% -5 (1 word)

Keyword spotting was active for both channels but is now paused. Keywords
were spotted when analysis was enabled and both channels accumulated
negative scores.

The following CIC call attributes indicate the state of keyword spotting for an interaction:

® Eic KwsAgentChannelAnalyzed

e Fic KwsCustomerChannelAnalyzed

These call attributes support the following values:

e No value - Keyword spotting was never available for this channel of the call.
e A -Keyword spotting is active for this channel of the call.
e S - Keyword spotting is not active currently but was active previously for this channel of the call.
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View Interaction Analyzer Statistics for an Agent

You can view the Interaction Analyzer average statistics for a single agent. These statistics provide you with the average positive
and negative scores that the agent accumulates during interactions.

To view Interaction Analyzer statistics for an agent
1. Open IC Business Manager. The IC Business Manager logon dialog box appears.

=
o IC Business Manager

™ Use Windows Authentication
Liser: | example_user

passnords |

™ Save Passwerd

%’ SEMVES: | zomp

“ oo | gance |

2. Type your credentials, specify the authenticating server, and then click Logon. The IC Business Manager window appears.
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Click the Default Workspace tab, which appears as a house icon.

In the toolbar, click New > View. The Create New View window appears.
In the navigation pane, click Interaction Supervisor.

In the right pane, click Agent Details.

o gk w
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Tip:
| You can also view Interaction Analyzer statistics for a workgroup by selecting Workgroup Details instead of Agent Details.

Important!

If an agent makes an outbound call on behalf of a workgroup or responds to a callback request, any Interaction Analyzer
scores for that call are not included in the workgroup or queue statistics, such as Lowest Active Agent Negative Score and
Average Customer Positive Score. This behavior is intended as CIC does not route those outbound calls through the ACD.
However, for such outbound calls, Interaction Analyzer still analyzes the call, displays scores in any views of current

interactions, and flags keywords appropriately in the resulting recordings.
7. Click OK. The Agent Detail Wizard - Select Agent dialog box appears.

™5 Agent Dietsll Wirard - Select Agent

wokgop 83

et

%|

Ly I Cancel I

8. Click the agent for which to view the associated Interaction Analyzer statistics.

9. Click Next. The Agent Detail Wizard - Select Workgroup dialog box appears.
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10. Click All objects.
Important!
Averages for the selected agent calculate across all assigned workgroups only.

11. Click Finish. The Agent Details view appears for the selected agent.

e

Tip:
For descriptions of the agent statistics, see "Interaction Analyzer Agent Details Statistics" in Interaction Analyzer Statistics
Reference.

12. To view the statistics for a different agent, select that agent from the Agent list box.
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View Interaction Analyzer Statistics in a Line Graph

Interaction Supervisor allows you to view Interaction Analyzer statistics for a workgroup queue or a group of agents in a line graph.
This line graph shows trends during periods and shifts.

To view Interaction Analyzer statistics in a line graph
1. Open IC Business Manager. The IC Business Manager logon dialog box appears.

‘”‘2', IC Business Manager |

&/ | ™ Use Windows Authentication

User: I example_user

[ save Password

iﬁ SErver: Iexmp

@ Logon Cancel

2. Type your credentials, specify the authenticating server, and then click Logon. The IC Business Manager window appears.
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Click the Default Workspace tab, which appears as a house icon.

In the toolbar, click New > View. The Create New View window appears.

In the Group By list box, click Products.

In the navigation pane, click Interaction Supervisor.

In the right pane, click one of the following views:

e Agent Graph

e Workgroup Graph

8. Click OK.

In the resulting dialog boxes, select the objects to view in the graph and then click Next.

10. Another dialog box in this selection process allows you to add statistics to the graph. Click the statistics to view and then
click Add.

N o ok w

o
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11. Click Finish. The graph appears.
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Interaction Analyzer Statistics Reference

Following are the definitions of the Interaction Analyzer statistics.

Notes:

e The memory footprint (RAM Utilization) of StatServerAgent.exe has increased by 14% (~ 0.4 GB) because of the addition of
the following Agent statistics:

Agent Keyword Spotted Customer Keyword Spotted
Average Agent Negative Score Total Agent Negative Score
Average Agent Positive Score Total Agent Positive Score

Average Customer Negative Score | Total Customer Negative Score

Average Customer Positive Score | Total Customer Positive Score

e Since CIC does not route outbound calls through the ACD, the Interaction Analyzer workgroup statistics do not contain
scores for outbound calls made on behalf of a workgroup or responses to callback requests.

e Transferred calls retain the scores generated for the first recipient of the interaction and accumulate based on the keyword
sets of the second recipient. If the second recipient does not have keyword sets, Interaction Analyzer continues using the
keyword sets of the first recipient.

Interaction Analyzer queue columns

e Agent Score - Cumulative score, including positive and negative values for the agent in each interaction. If you place the cursor
over the score, a tooltip appears that presents the positive score, the negative score, and keywords that Interaction Analyzer
identified.

e Customer Score - Cumulative score, including positive and negative values for the customer in each interaction. If you place the
cursor over the score, a tooltip appears that presents the positive score, the negative score, and keywords that Interaction
Analyzer identified.

Interaction Analyzer workgroup statistics

e Highest active agent negative score — Highest negative score that an agent has accumulated in an active interaction in this
workgroup. This cumulative score does not include positive scores that occurred during the interaction.

e Highest active customer negative score — Highest negative score that a customer has accumulated in an active interaction in
this workgroup. This cumulative score does not include positive scores that occurred during the interaction.

e Highest active agent positive score — Highest positive score that an agent has accumulated in an active interaction in this
workgroup. This cumulative score does not include negative scores that occurred during the interaction.

e Highest active customer positive score — Highest positive score that a customer has accumulated in an active interaction in
this workgroup. This cumulative score does not include negative scores that occurred during the interaction.

o Lowest active agent negative score — Lowest negative score that an agent has accumulated in an active interaction in this
workgroup. This cumulative score does not include positive scores that occurred during the interaction.

e Lowest active customer negative score — Lowest negative score that a customer has accumulated in an active interaction in
this workgroup. This cumulative score does not include positive scores that occurred during the interaction.

o Lowest active agent positive score — Lowest positive score that an agent has accumulated in an active interaction in this
workgroup. This cumulative score does not include negative scores that occurred during the interaction.

o Lowest active customer positive score — Lowest positive score that a customer has accumulated in an active interaction in
this workgroup. This cumulative score does not include negative scores that occurred during the interaction.

Interaction Analyzer workgroup details statistics

e Average agent negative score - Average negative cumulative score for agent interactions in this workgroup. This cumulative
score does not include positive scores that occurred during the interactions.

e Average agent positive score - Average positive cumulative score for agent interactions in this workgroup. This cumulative
score does not include negative scores that occurred during the interactions.

e Average customer negative score - Average negative cumulative score for customer interactions that this workgroup handled.
This cumulative score does not include positive scores that occurred during the interactions.
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e Average customer positive score - Average positive cumulative score for customer interactions in this workgroup. This
cumulative score does not include negative scores that occurred during the interactions.
Note:

The previous statistics are affected only when the calls are in this workgroup queue. If a transferred call originally had
negative scores but only has positive scores while in this workgroup queue, these statistics display high positive scores.

e Total agent negative score — Total negative cumulative score for agent interactions in this workgroup. This cumulative score
does not include positive scores that occurred during the interactions.

o Total agent positive score — Total positive cumulative score for agent interactions in this workgroup. This cumulative score
does not include negative scores that occurred during the interactions.

e Total customer negative score — Total negative cumulative score for customer interactions that this workgroup handled. This
cumulative score does not include positive scores that occurred during the interactions.

o Total customer positive score — Total positive cumulative score for customer interactions in this workgroup. This cumulative
score does not include negative scores that occurred during the interactions.

Interaction Analyzer agent details statistics

e Agent Keyword Spotted — Last agent keyword spotted during the last interaction that this agent handled.

e Average agent negative score — Average negative score that this agent has accumulated in all interactions. This cumulative
score does not include positive scores that occurred during the interactions.

e Average agent positive score — Average positive score that this agent has accumulated in all interactions. This cumulative
score does not include negative scores that occurred during the interactions.

e Average customer negative score — Average negative cumulative score for customer interactions that this agent handled. This
cumulative score does not include positive scores that occurred during the interactions.

e Average customer positive score — Average positive cumulative score for customer interactions that this agent handled. This
cumulative score does not include negative scores that occurred during the interactions.

e Customer Keyword Spotted — Last customer keyword spotted during the last interaction that this agent handled.

e Total agent negative score — Total negative score that this agent has accumulated in all interactions. This cumulative score
does not include positive scores that occurred during the interactions.

e Total agent positive score — Total positive score that this agent has accumulated in all interactions. This cumulative score
does not include negative scores that occurred during the interactions.

e Total customer negative score — Total negative score that this customer has accumulated in all interactions. This cumulative
score does not include positive scores that occurred during the interactions.

o Total customer positive score — Total positive score that this customer has accumulated in all interactions. This cumulative
score does not include negative scores that occurred during the interactions.
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Locate and Review Analyzed Interaction Recordings

After an analyzed interaction completes, CIC saves the recording so that you can review it. You can search for analyzed interaction
recordings using the following methods in IC Business Manager:

e Search Interaction Analyzer Keyword Recordings by Score

e Search Interaction Analyzer Recordings by Analyzed Channel
e Search Interaction Analyzer Recordings by Category

e Search Interaction Analyzer Recordings by Keyword

For more information, see:
e Analyzed Recordings in Interaction Recorder Client
e CIC Database Fields and Values for Recordings With Interaction Analyzer

Search Interaction Analyzer Keyword Recordings by Score

You can search all recordings of interactions where Interaction Analyzer inserted tags to identify the locations where defined
keywords were spoken.
To use this feature, you must have the following product licenses activated:

o Interaction Recorder

e |C Business Manager

To search Interaction Analyzer recordings by score
1. Open IC Business Manager and log on. The IC Business Manager window appears.
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2. Inthe navigation pane, click the Interaction Recorder icon . The Interaction Recorder workspace appears.
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3. Inthe Navigation pane, click the Public Searches or Private Searches folder.
Note:

Both Private Searches and Public Searches are on the CIC server. Private searches are only available to the user who
created them. Public searches are available for anyone who uses IC Business Manager in the CIC environment.

Public searches defined previously appear in the right pane. If there are no searches and you have the appropriate permissions
to create searches, a Create a search hyperlink appears.

4. Do one of the following:

e Right-click the Public Searches or Private Searches folder in the Navigation pane and then click New > Recording Search

from the resulting shortcut menu.
e [fitis available in the right pane, click the Create a search hyperlink and then click New Recording Search from the
resulting shortcut menu.

The Create Recording Search dialog box appears.

* Creste Ber ording Sesrch

Title: _ Blwdrnum results: |00

Marthor  example_user

5. In the Title text box, type a name for this search.
6. In the Maximum results text box, type the number of records to retrieve.

7. Click New Attribute and then click one of the following options in the resulting shortcut menu:
e Interaction Analyzer > Agent Keyword Score
e Interaction Analyzer > Customer Keyword Score
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e Interaction Analyzer > Keyword Score

' Create Recording Search

Title: Iﬁ

Location: IF"riuate Searches

| B Interachon Anabzer Agent Keyword Scors
Customer Fepword Score
Total Kepwoad Score
Irteraction W as Analyzed
K.smond

Keypvord Set Category
UMION Dipesator Keyword Score

Fepword Set Name

Spotted Keyword Confidence

[ir

A definition entry for the selected attribute appears.

 Create Recordmg Seanch

e If you selected Agent Keyword Score, Customer Keyword Score, Total Keyword Score, or Keyword Score, in the [Score Type] list
box, click one of the following:

e Positive Score
e Negative Score
e Total Score

8. In the [Operator] list box, click the operator to use for this search.
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10.

11.

Contains

Allows you to find recording category tags that contain a specific string. For example, if some of your category
names contain "Agent," you can specify that string to find recordings where Interaction Analyzer found keywords in
categories that contain "Agent” in the category name.

Does not

Allows you to find recording category tags that do not contain a specific string. For example, if your category

contain [ names contain "Agent," you can specify that string to exclude recordings where Interaction Analyzer found
keywords in categories that do not contain "Agent" in the category name.

Equal to | Allows you to find recording category tags that match the exact category name. For example, if you have a category
of "Agent greetings - Bad," specify that exact string in the box to match the category name that is present in the
available recordings.

Is empty | Allows you to display recordings that have no category name tags associated to the recordings.

Is not Allows you to display recordings that have any category name tags associated with the recordings.

empty

Not Allows you to find recording category tags that don't match the exact category name. For example, if you want to

equal to | view all recordings of any category except "Cursing," specify "Cursing" in the box.

If necessary, type a score value in the [Score Value] box.[Operator]

Tip:

o

To add search criteria, click the Add icon .

Click Create Search. The recorded interactions that match your search criteria appear in the right pane, up to the maximum
count that you specified previously.

To view an interaction, double-click it.

For more information about viewing an interaction recording, see Analyzed Recordings in Interaction Recorder Client.

Search Interaction Analyzer Recordings by Analyzed Channel

You can search all recordings of interactions where Interaction Analyzer processed one or both channels during the interaction.

To use this feature, you must have the following product licenses activated:
Interaction Recorder
IC Business Manager

To search Interaction Analyzer recordings by channel
Open IC Business Manager and log on. The IC Business Manager window appears.
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2. Inthe navigation pane, click the Interaction Recorder icon I' . The Interaction Recorder workspace appears.
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3. In the Navigation pane, click the Public Searches or Private Searches folder.

Note:
Both Private Searches and Public Searches are on the CIC server. Private searches are only available to the user who

created them. Public searches are available for anyone who uses IC Business Manager in the CIC environment.

Public searches defined previously appear in the right pane. If there are no searches and you have the appropriate permissions
to create searches, a Create a search hyperlink appears.

4. Do one of the following:
e Right-click the Public Searches or Private Searches folder in the Navigation pane and then click New > Recording Search

from the resulting shortcut menu.
e |[fitis available in the right pane, click the Create a search hyperlink and then click New Recording Search from the

resulting shortcut menu.
The Create Recording Search dialog box appears.

® Create Bec ording Search

Title: _ Bolparnur results: BLiL]
Lotation:  [Private Searches Buthor  example_ustr

=

5. In the Title text box, type a name for this search.
6. In the Maximum results text box, type the number of records to retrieve.
7. Click New Attribute and then click Interaction Analyzer > Interaction Was Analyzed.
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" Create Recording Search

Toe [N

Lo ation: |Pri\rau Searches

|Nmﬂnﬁjn'
% nicocion oo (TSR '
% Interactions C Carttomes Kainord 5 onie
Miedia Speciic , Total Kepeoed Senee d
[ Dusstionnasres r Inbesaction w'as Anshzed
F Suvey r Eepword
BAuhvanced 3 Eepword Set Cabegory
LINION Opesabor Feyword Scoee
Fapeeord Sat Mame
Spotted Keyword Confidence

A definition entry for the selected attribute appears.

' Create Recording Search

Location:  [Private Searches

New Attrbute =

. |Interaction Was Analyzed

* Yes Mo
I Specify channel analyzed: |-ﬁgent

8. To display a list of recorded interactions that Interaction Analyzer processed for keywords, click the Yes option. Otherwise,
click the No option.

9. Do one of the following:

e To display a list of only those recorded interactions for a specific channel, select the Specify channel analyzed check box
and then, in the list box click either Agent or Customer.

e To display a list of recorded interactions where Interaction Analyzer processed both channels, clear the Specify channel
analyzed check box and then, in the list box click either Agent or Customer.

10. Click Create Search. The recorded interactions that match your search criteria appear in the right pane, up to the maximum
count that you specified previously.

11. To view an interaction, double-click it.

For more information about viewing an interaction recording, see Analyzed Recordings in Interaction Recorder Client.

Search Interaction Analyzer Recordings by Category
You can access recordings of interactions where Interaction Analyzer inserted tags to identify the locations in which defined
keywords of a specific keyword set category were spoken.

To use this feature, you must have the following product licenses activated:
e Interaction Recorder
e |C Business Manager

To search Interaction Analyzer recordings by category
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1. Open IC Business Manager and log on. The IC Business Manager window appears.
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2. Inthe navigation pane, click the Interaction Recorder icon . The Interaction Recorder workspace appears.
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3. In the Navigation pane, click the Public Searches or Private Searches folder.

Note:
Both Private Searches and Public Searches are on the CIC server. Private searches are only available to the user who
created them. Public searches are available for anyone who uses IC Business Manager in the CIC environment.

Public searches defined previously appear in the right pane. If there are no searches and you have the appropriate permissions
to create searches, a Create a search hyperlink appears.
4. Do one of the following:
e Right-click the Public Searches or Private Searches folder in the Navigation pane and then click New > Recording Search
from the resulting shortcut menu.
e |If it is available in the right pane, click the Create a search hyperlink and then click New Recording Search from the
resulting shortcut menu.
The Create Recording Search dialog box appears.




® Create Bec ording Search
Title: _ Blpdrmum results: 100

Lotation:  [Private Searches Buthor  example_ustr

=

5. In the Title text box, type a name for this search.
6. In the Maximum results text box, type the number of records to retrieve.
7. Click New Attribute and then click Advanced > Recording Tag.

8. In[Operator] list box, click the operator to use for this search.
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Contains | Allows you to find recording category tags that contain a specific string. For example, if some of your category
names contain "Agent," you can specify that string to find recordings where Interaction Analyzer found keywords in
categories that contain "Agent” in the category name.

Does not | Allows you to find recording category tags that do not contain a specific string. For example, if your category

contain [ names contain "Agent," you can specify that string to exclude recordings where Interaction Analyzer found
keywords in categories that do not contain "Agent" in the category name.

Equal to | Allows you to find recording category tags that match the exact category name. For example, if you have a category
of "Agent greetings - Bad," specify that exact string in the box to match the category name that is present in the
available recordings.

Is empty | Allows you to display recordings that have no category name tags associated to the recordings.

Is not Allows you to display recordings that have any category name tags associated with the recordings.

empty

Not Allows you to find recording category tags that don't match the exact category name. For example, if you want to

equal to | view all recordings of any category except "Cursing," specify "Cursing" in the box.

9. If abox is located to the right of the list box specifying the operator, enter the string that you want to use to include or exclude
recordings.
Note:

The available categories are not displayed in the list for this box. Manually enter a string of characters that matches the
name of the keyword set category.

10. Click Create Search. The recorded interactions that match your search criteria appear in the right pane, up to the maximum
count that you specified previously.

11. To view an interaction, double-click it.

For more information about viewing an interaction recording, see Analyzed Recordings in Interaction Recorder Client.

Interaction Analyzer Technical Reference

Search Interaction Analyzer Recordings by Keyword

You can find spotted instances of specific keywords in all recordings of interactions that Interaction Analyzer processed.

To use this feature, you must have the following product licenses activated:
e |Interaction Recorder
e Interaction Center Business Manager

To search Interaction Analyzer recordings by keyword
1. Open IC Business Manager and log on. The IC Business Manager window appears.
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2. Inthe navigation pane, click the Interaction Recorder icon I' . The Interaction Recorder workspace appears.
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3. In the Navigation pane, click the Public Searches or Private Searches folder.

Note:
Both Private Searches and Public Searches are on the CIC server. Private searches are only available to the user who

created them. Public searches are available for anyone who uses IC Business Manager in the CIC environment.

Public searches defined previously appear in the right pane. If there are no searches and you have the appropriate permissions
to create searches, a Create a search hyperlink appears.

4. Do one of the following:
e Right-click the Public Searches or Private Searches folder in the Navigation pane and then click New > Recording Search

from the resulting shortcut menu.
e |[fitis available in the right pane, click the Create a search hyperlink and then click New Recording Search from the

resulting shortcut menu.
The Create Recording Search dialog box appears.

® Create Bec ording Search

Title: _ Bolparnur results: BLiL]
Lotation:  [Private Searches Buthor  example_ustr

=

5. In the Title text box, type a name for this search.
6. In the Maximum results text box, type the number of records to retrieve.
7. Click New Attribute and then click Interaction Analyzer > Keyword.
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A definition entry for the selected attribute appears.

! Create Recording Search

Titles

Location: |Fri~.rnte Searches

New Attrbute -

Interaction Analyzer Keyword

IEquaI to j J

In the [Operator] list box, click the operator to use for this search.

Contains | Allows you to find recording category tags that contain a specific string. For example, if some of your category
names contain "Agent," you can specify that string to find recordings where Interaction Analyzer found keywords in
categories that contain "Agent” in the category name.

Does not | Allows you to find recording category tags that do not contain a specific string. For example, if your category
contain [ names contain "Agent," you can specify that string to exclude recordings where Interaction Analyzer found
keywords in categories that do not contain "Agent" in the category name.

Equal to | Allows you to find recording category tags that match the exact category name. For example, if you have a category
of "Agent greetings - Bad," specify that exact string in the box to match the category name that is present in the
available recordings.

Is empty | Allows you to display recordings that have no category name tags associated to the recordings.

Is not Allows you to display recordings that have any category name tags associated with the recordings.
empty
Not Allows you to find recording category tags that don't match the exact category name. For example, if you want to

equal to | view all recordings of any category except "Cursing,” specify "Cursing" in the box.

In the [Keyword] list box, type (up to 128 characters) or click the keyword for which to search. The list box displays all
keywords in Interaction Analyzer keyword sets and those that exist in the CIC database.

Click Create Search. The recorded interactions that match your search criteria appear in the right pane, up to the maximum
count that you specified previously.

To view an interaction, double-click it.

For more information about viewing an interaction recording, see Analyzed Recordings in Interaction Recorder Client.
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Analyzed Recordings in Interaction Recorder Client

The Interaction Recorder Client appears with the selected recording.
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Tip:
You can use the keyword triangle icons in Interaction Recorder client in the following methods:

e If you click a triangle icon, the cursor moves to the beginning of that keyword instance in the recording so that you can hear
the keyword spoken in context.

e If you rest your mouse on a triangle icons, a tooltip appears with the identified keyword.

A light blue triangle icon identifies each instance of a spoken keyword. The triangle icons represent the speaker and the type of
score associated to the keyword, as described in the following table:

Keyword icon Description

The agent said a keyword with a score of zero.

The agent said a keyword with a negative score.

The agent said a keyword with a positive score.

The customer said a keyword with a score of zero.

The customer said a keyword with a negative score.

The customer said a keyword with a positive score.

o & | & |- | W | V-
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CIC Database Fields and Values for Recordings With Interaction Analyzer

CIC saves recordings of interactions, including those interactions that Interaction Analyzer processed. Statistics of those
recordings are in the CIC database. The following table lists the database fields that are related to the customer channel in

recordings that Interaction Analyzer processed.

CIC Database Field

Value

IR RecordingMedia.KeywordCustomerScorePositive

IR RecordingMedia.KeywordCustomerScoreNegative

IR RecordingMedia.KeywordAgentScorePositive

IR RecordingMedia.KeywordAgentScoreNegative

e A value of 0 (zero) indicates that Interaction Analyzer

analyzed the channel of the interaction but didn't find any
keywords.

e A null (empty) value indicates that Interaction Analyzer didn't

analyze the channel of the interaction.
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Interaction Analyzer Reports

CIC provides the following reports for Interaction Analyzer:
o Analyzer Scoring Detail Report
e Keyword Hit Report

Note:
For more information about these Interaction Analyzer reports, see the Reporting Help at

https://help.genesys.com/cic/mergedProjects/wh_rh/desktop/interaction_reporter_introduction.htm:

Analyzer Scoring Detail Report

The Analyzer Scoring Detail Report provides historical Analyzer scoring data on agent and customer cumulative scores for contact
center management. The report provides insight into predominance of agent positive and negative keywords compared to customer
positive and negative keywords.

For more information about this report, see the following topics in the Reporting Help:
e "Analyzer Scoring Detail Report”
e "Analyzer Scoring Detail Report Help"
e "Analyzer Scoring Detail Report Filter"

Keyword Hit Report

The Keyword Hit report displays detail and summary views of keyword hits that Analyzer keyword categories identified over a
specified period of time. A bar chart reporting on the percentage of recordings containing hits from Keyword categories and a chart
showing the count and percent of recordings that contain keyword hits by category appear. The report has hyperlinks to drill down
to a Keyword Detail view and an Interaction Detail view for more information on keyword hits within each call.

For more information about this report, see the following topics in the Reporting Help:
e "Keyword Hit Report"

e "Keyword Hit Report Help"
e "Keyword Hit Report Filter"
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Troubleshoot Interaction Analyzer

The following information provides guidance for specific issues with Interaction Analyzer.

Interaction Analyzer diagnostic recordings

In some instances, Interaction Analyzer does not identify keywords. You can enable diagnostic recordings to help determine the
accuracy problem as regular recordings mix both sides of the conversation, which can make it difficult to discern each channel.

Diagnostic recordings, unlike typical recordings, are split into two channels—one for the agent and one for the customer—if
Interaction Analyzer is identifying keywords on both channels. Located on Interaction Media Server as .wav files in audio/PCMU
format, diagnostic recordings allow you to review a channel of the conversation to determine when keywords are said and what
could be causing the lack of identification, such as specific pronunciations.

The diagnostic recordings are in the following location on Interaction Media Server:

\tracelogs
\<date>
\Diagnostics
\<LastTwoDigitsOfCallID>
\<CallID> <l6RandomHexCharacters> ca.wav

If, during a diagnostic recording, an agent places the call on hold or transfers it, the current diagnostic recording ends and
Interaction Analyzer starts a new diagnostic recording. If the storage device for diagnostic recordings has less than 15% free space,
Interaction Analyzer suspends creation of diagnostic recordings.

To enable diagnostic recordings, select the Keyword Spotting Diagnostic Recording check box in the Server Configuration dialog
box in Interaction Administrator.

Server Configuration

1P Configuration | Handeers | Monitor Handlers | Acumulators | CPU Load Detection | Audio Compression
Telephony Parameters | ReportLogPurgng | Report Configuration | Custom Attrbutes | History

General

™ &low Recordng of External Transfers =
¥ Auto Disconnect Last Party
™ Block Remote Name and Murber

SIP

Board Event Window Limit: | 20
Board Event Window Time (ms): 60000 e
™ Call Analysis Disgnostic Record

W Keyword Sootting Diagnostic Recording
™ Fatch Diagnostic Recordings From Media Server

| el SR — S = e v I ﬂ
[ ok ] conet | ooty |

Failure to identify any keywords

If Interaction Analyzer does not identify any keywords in interactions, consider the following actions:

e Ensure that network port 8098 is open on all Interaction Media Servers, the CIC server, and any involved network nodes. These
systems use port 8098 to deliver files that are necessary components of Interaction Analyzer. If port 8098 is blocked on any
system, remove the port restriction and restart the affected Interaction Media Servers. The restart allows Interaction Media
Server to retrieve Interaction Analyzer files from the CIC server.

e Ensure that the following files are present on the CIC server:
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o <drive>:I3ICResourcesi3caacoustic model.i3serialize
o <drive>:\I3\IC\Resources\i3ca\lexicon.i3serialize
If these files are not present, contact PureConnect Customer Care.

e Ensure that the language specified in the keyword set matches the EIC LANGUAGE attribute for a call. If the language of a
keyword set differs from the language call attribute, Interaction Analyzer does not identify any keywords. You can set the
EIC LANGUAGE call attribute through multiple methods. For more information about languages, see Language Support for
Interaction Analyzer Keyword Spotting.

o [f you are attempting to spot keywords in a language other than en-US, ensure that you completed all the procedures in
Language Support for Interaction Analyzer Keyword Spotting.

e Ensure that the location where interactions are not analyzed is not prohibited from keyword spotting. For more information
about location-based keyword spotting, see Keyword Spotting for Specific Locations.

e Ensure that the number of keywords in the keyword sets that you assigned to the Interaction Recorder policy are less than 50.
Interaction Analyzer does not analyze interactions where the number of keywords assigned to an Interaction Recorder policy
exceeds 50. If you added keywords to a keyword set that you assigned to an Interaction Recorder policy previously, those added
keywords could surpass the keyword limit. For more information, see Keyword Limits.

Failure to identify a specific keyword

If Interaction Analyzer cannot identify a specific keyword, consider the following items:

e There are words in the medical and scientific fields that are based on Latin and Greek, but have had the associated
pronunciations transformed over centuries of use, such as peritonitis. For these words, if Interaction Analyzer has difficulty
identifying the keyword based on the correct spelling, Genesys recommends that you specify user-defined pronunciations to
ensure proper identification of those unique keywords. For more information, see Modify Advanced Keyword Definition
Settings.

e language dialects could use pronunciations that do not match the Interaction Analyzer language models. For these keywords,
provide alternate spellings or user-defined pronunciations to ensure a more accurate representation of how callers pronounce
the keyword. For more information about alternate spellings and user-defined pronunciations, see Modify Advanced Keyword

Definition Settings.

e Ensure that the Confidence threshold setting for the keyword is not set too high. The default setting is 50%. If you change the
setting to 100%, Interaction Analyzer identifies the keyword only when the speech pattern is an exact match of the language
model. Reduce the Confidence threshold setting until Interaction Analyzer consistently identifies the keyword. For more
information, see Set the Confidence Threshold for a Keyword.

Incorrect keyword identification

If Interaction Analyzer is identifying other words incorrectly as a keyword, known as a false positive, consider the following actions:

e Ensure that the Confidence threshold setting for the keyword is not set too low. The default setting is 50%. A low setting
causes Interaction Analyzer to be more lenient in matching phonemes to the language model. For more information, see Set
the Confidence Threshold for a Keyword.

Note:

Interaction Analyzer 2016 R2 and later includes a change that lowers the rejection rate of false positives before Interaction
Analyzer evaluates confidence threshold scores defined in the keyword sets. Because of this change, upgrading to
Interaction Analyzer version 2016 R2 or later may require you to raise the existing confidence threshold scores for some
keywords.

e Ensure that the keyword is not used within other words. For example, if the keyword is nation, Interaction Analyzer recognizes
that keyword when it is used within other words, such as stagnation, consternation, and, possibly, information. Redefine the
keyword and provide more words that specify the context you seek, such as my nation or nation building. Providing more
context increases the spotability of the keyword. For more information about spotability, see "Interaction Analyzer keyword
spotability" in Introduction to Interaction Analyzer Keyword Spotting.

Inconsistent keyword identification

If Interaction Analyzer recognizes some instances of a keyword, but not other instances, consider the following actions:

e Reduce the Confidence threshold setting for the keyword. Slight variations in pronunciation of the keyword, such as dialects and
low enunciation volume, could be causing Interaction Analyzer to disqualify a word. Reducing the Confidence threshold setting
causes Interaction Analyzer to use less scrutiny when matching phonemes. For more information, see Set the Confidence
Threshold for a Keyword.

e Ensure that the keyword definition accounts for multiple pronunciations. Some words in the English language have multiple
pronunciations, even within a country or specific region of that country. The following table provides some examples in English:
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Word Usage Phonemes

read I will read this book next week. riyd
I read this book last week. rehd
dove | dove into the water. dowv
A white dove is a symbol of peace. dahv
present This is your birthday present. prehzahnt
| present this award to you. priyzehnt
close Stand close to me. klows
Please close the door. klowz

number The anesthetic is making my hand number. | n ah m er

What is your telephone number? nahmber
wind Sails catch the power of the wind. wihnd
Wind that wire around the pole. waynd
Caribbean | CaribBEan kehrihbiyahn
CaRIBbean kerihbiyahn

If the keyword can be pronounced in multiple ways, define the phonemes for the alternate pronunciations in a user-defined
pronunciation for the keyword. For more information about user-defined pronunciations and phonemes, see "Interaction
Analyzer anti-spellings” in Interaction Analyzer Keyword Entry and Modify Advanced Keyword Definition Settings.
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Appendix A: Interaction Analyzer Keyword Examples

The appendix includes some example keywords and phrases that you can use in Interaction Analyzer to spot their usage when
spoken by agents, customers, or both. Use these examples to help you think about what keywords and phrases are important to
your contact center or business and then create your own.

Note:

These keywords are only examples and do not represent a comprehensive collection of keywords that can achieve the goals
for your contact center. Some example keywords are not appropriate for use in that they are too simplistic or short, and are
difficult for Interaction Analyzer to detect.

For more information, see the following example keywords:
e Example Keyword Set Category: Agent Greetings
e Example Keyword Set Category: Agent Training Issues
e Example Keyword Set Category: Call Conclusion
e Example Keyword Set Category: Call Escalation
Example Keyword Set Category: Competitors
Example Keyword Set Category: Cursing
Example Keyword Set Category: First Call Resolution (FCR)
Example Keyword Set Category: Marketing
Example Keyword Set Category: Negative Statements
Example Keyword Set Category: Positive Statements
Example Keyword Set Category: Problem Identification
Example Keyword Set Category: Problem Resolution
Example Keyword Set Category: Sales
Example Keyword Set Category: Service Improvement
Example Keyword Set Category: Threats

Example Keyword Set Category: Upset Customer

95



Example Keyword Set Category: Agent Greetings

Keyword Set Name Keywords

This is your final

You are obligated to

Garnish

We will send this account to collections
We are demanding full payment on this account
Forfeiture of discount

Final deadline

Offer expires

Last chance

No choice but to

Shut off

Suspended

(Agent) Collections Statements

Hi my name is
Hello my name is
How are you today
My goal is to

(Agent) Opening Statements

You will be able to enjoy

You will only be charged

We have a variety of

It's a wonderful service

Won't take much of your time
For special customers like you
What can | do to get you to

All | need is your

Could | have your credit card number
What would convince you

You can't go wrong

(Agent) Sales Pitch

What is the reason for your call today
How do you like

How would you rate

What is the most important

(Agent) Survey Pitch
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Example Keyword Set Category: Agent Training Issues

Keyword Set Name Keywords

You said

You told me

Wait a minute

Wait a second

Ask me that before
Asked me that before
You even listening
You listening

You're not listening
Don't know what you're doing
| don't care

Don't give me

You don't understand
Report you

| didn't get my

| did not receive

(Customer) Broken Trust

| just work here

It's not my job

I'm just doing my job
I'm new here

| just started here
They didn't train me

(Agent) Excuses

Calm down
Hold on

Can't do that
Lost your record
Lost your file
File is lost

Shut up

(Agent) Improper Statements

| don't know

Beats me

Let me get back to you later
Let me call you back later

| guess so

(Agent) Lack of Knowledge

Example Keyword Set Category: Call Conclusion

Keyword Set Name Keywords

e Have a great day

(Agent) Ending Statements
e Again, my name is
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Example Keyword Set Category: Call Escalation

Keyword set name Keywords

Your supervisor

A supervisor

Your manager

A manager

Let me speak to

Let me talk to

| want to talk

| want to speak

Transfer me to someone who
| demand

(Customer) Redirection Requests

Example Keyword Set Category: Competitors

Keyword Set Name Keywords

e XY Z Company
e 111 Corporation
e A B C Incorporated

Competitor Names

e Product Name 1
e Product Name 2
e Product Name 3

Competitor Products

Example Keyword Set Category: Cursing

Keyword Set Name | Keywords

Darn
Heck
Freak
Crap
Sucks
Shove it

Cursing

Example Keyword Set Category: First Call Resolution (FCR)

Keyword Set Name Keywords

Last time
Called before
Calling again
Calling back
Called back
Keep calling
Time I've called

(Customer) Subsequent Call
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Example Keyword Set Category: Marketing

Keyword Set Name Keywords

How did you hear about
What referred you to our
How you heard about
Did you see our

(Agent) Ad Placement

| saw your

| heard your

| read your

On your website

(Customer) Ad Placement

Example Keyword Set Category: Negative Statements

Keyword Set Name Keywords

You're kidding me
Got to be kidding
That's unbelievable
You're putting me on
No way

(Agent) Astonishment

You're not the only one
How | feel

That's too bad

Aren't you just

Why are you so

(Agent) Condescension

| don't care

| don't believe you

Sucks to be you

I'd hate to be you

Tell someone who cares

| can't handle this

Out of luck

You should call back

That isn't my responsibility
Will tell you the same thing

(Agent) Poor Attitude

Unemployed
Bankruptcy

| don't have a job
Lost my job

Was fired

Laid off

(Customer) Collection Excuses

Example Keyword Set Category: Positive Statements

Keyword Set Name Keywords
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(Agent) Action

Right away

| will make sure

| am going to

What we can do

| will address this

The best thing | can do
What | will do for you

(Agent) Adverbs

Definitely
Absolutely
Surely
Certainly
Quickly
Positively

(Agent) Advice

| would suggest

| recommend

Your best option is

As soon as you receive
To avoid this problem

All you need to do is

The best thing you can do

(Agent) Cooperation

Let's work on this together
We can resolve this

Let's figure out what

Let's look at this together
Let's go ahead and

Let's take care

We can fix this

(Agent) Empathy

| see

| understand

Understand the inconvenience
| completely understand

How can | help you

I'm sorry to hear that

Sorry for the inconvenience
You are a valued

(Agent) General

Please
Thank you
| appreciate your patience

(Agent) Reassurance

Rest assured

| will try my best
More than glad
More than happy
Based on our experience
| will ensure that

| assure you that
Your satisfaction is
We value

Of course
Guarantee
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Trust you

| can believe that
Straightforward
Honest with me
Honest with you

(Customer) Trust

Example Keyword Set Category: Problem Identification

Keyword Set Name Keywords

My account number is
My number is

My user name is

My customer I.D. is
My account is

(Customer) Account Identification

e Product name 1
Product name 2
e Product name 3

Product Identification
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Example Keyword Set Category: Problem Resolution

Keyword Set Name Keywords

e s there anything else | can help you with

(Agent) Resolution Indicators
I'm glad | could help

I'm happy

I'm pleased
Great
Amazing
Amazed
Excellent
Fantastic
Perfect
Working now
It works
Wonderful
Relieved
Terrific
Fabulous
Satisfied
Outstanding
That was easy
Very helpful

| appreciate
Thank you
Thanks
Thankful
That's better
That's much better
You deserve a
You really know
Great job
Good work
Job well done

(Customer) Resolution Indicators
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Example Keyword Set Category: Sales

Keyword Set Name Keywords

Cancel my account
Canceling my account
Close my account
Cancel my service
Stop service

Money back

Refund

I'll never purchase

I'll never buy

Never get another
Hears about this
Better Business Bureau

(Customer) Loss of Business

I'll tell everyone
I'll tell my

Will love this
For my friends

(Customer) Referral

Where can | get
When can | get
When does

I'm going to order
I'll order

Get another

Next version
Next release
Next update

(Customer) Repeat Business

When will | receive

What can | expect

My credit card number is
I'll go with

Purchase

I'll buy

(Customer) Sale Success

Example Keyword Set Category: Service Improvement

Keyword Set Name Keywords

It would be great if

What you should do is
Would be better if

Would be so much better if
Want to see

Want to hear about

Like to see

You should consider

You should make

(Customer) Suggestions
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Example Keyword Set Category: Threats

Keyword Set Name

Keywords

Legal Action

Attorney

Lawyer

Legal action

I'll sue you

I'll sue your

Take you to court
Lawsuit

Physical harm

Come down there
I'll find you

Kill you

Don't make me
I'll get you

Get even

Blow up
Revenge

Pay back

Hurt you
Where it hurts
Blow you away
Gun down
Shoot you
Stab you
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Example Keyword Set Category: Upset Customer

Keyword Set Name Keywords

Unacceptable
Frustrated

Unfair

Isn't fair

You people

Angry

Makes me mad
Makes me so mad
Outraged

| don't understand
Ridiculous

Upset

Ticked off

Is that the best
Unhappy

(Customer) Emotional Words

| can't wait

| don't have time

Take all day

Hours and hours

Put me on hold

Can you hurry

Waste my time

Wasting my time

Taking so long

Do you know what time it is

(Customer) Time Issues
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Appendix B: OpenSSL Copyright

NOTICE
This product includes software developed by the OpenSSL Project for use in the OpenSSL Toolkit (http://www.openssl.org/).
Copyright © 1998-2011 The OpenSSL Project. All rights reserved.
Redistribution and use in source and binary forms, with or without modification, are permitted provided that the following conditions
are met:

1. Redistributions of source code must retain the above copyright notice, this list of conditions and the following disclaimer.

2. Redistributions in binary form must reproduce the above copyright notice, this list of conditions and the following disclaimer in
the documentation and/or other materials provided with the distribution.

3. All advertising materials mentioning features or use of this software must display the following acknowledgment:
"This product includes software developed by the OpenSSL Project for use in the OpenSSL Toolkit. (http://www.openssl.org/)"

4. The names "OpenSSL Toolkit" and "OpenSSL Project" must not be used to endorse or promote products derived from this
software without prior written permission. For written permission, please contact openssl-core@openssl.org.

5. Products derived from this software may not be called "OpenSSL" nor may "OpenSSL" appear in their names without prior
written permission of the OpenSSL Project.

6. Redistributions of any form whatsoever must retain the following acknowledgment:
"This product includes software developed by the OpenSSL Project for use in the OpenSSL Toolkit (http://www.openssl.org/)"

THIS SOFTWARE IS PROVIDED BY THE OpenSSL PROJECT "AS IS" AND ANY EXPRESSED OR IMPLIED WARRANTIES, INCLUDING,
BUT NOT LIMITED TO, THE IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE ARE
DISCLAIMED. IN NO EVENT SHALL THE OpenSSL PROJECT OR ITS CONTRIBUTORS BE LIABLE FOR ANY DIRECT, INDIRECT,
INCIDENTAL, SPECIAL, EXEMPLARY, OR CONSEQUENTIAL DAMAGES (INCLUDING, BUT NOT LIMITED TO, PROCUREMENT OF
SUBSTITUTE GOODS OR SERVICES; LOSS OF USE, DATA, OR PROFITS; OR BUSINESS INTERRUPTION) HOWEVER CAUSED AND ON
ANY THEORY OF LIABILITY, WHETHER IN CONTRACT, STRICT LIABILITY, OR TORT (INCLUDING NEGLIGENCE OR OTHERWISE)
ARISING IN ANY WAY OUT OF THE USE OF THIS SOFTWARE, EVEN IF ADVISED OF THE POSSIBILITY OF SUCH DAMAGE.

This product includes cryptographic software written by Eric Young (eay@cryptsoft.com). This product includes software written by
Tim Hudson (tjh@cryptsoft.com).

Original SSLeay License
Copyright © 1995-1998 Eric Young (eay@cryptsoft.com). All rights reserved.

This package is an SSL implementation written by Eric Young (eay@cryptsoft.com). The implementation was written so as to
conform with Netscape’s SSL. This library is free for commercial and non-commercial use as long as the following conditions are
adhered to. The following conditions apply to all code found in this distribution, be it the RC4, RSA, lhash, DES, etc., code; not just
the SSL code. The SSL documentation included with this distribution is covered by the same copyright terms except that the holder
is Tim Hudson (tjh@cryptsoft.com).

Copyright remains Eric Young's, and as such any Copyright notices in the code are not to be removed. If this package is used in a
product, Eric Young should be given attribution as the author of the parts of the library used. This can be in the form of a textual
message at program startup or in documentation (online or textual) provided with the package.

Redistribution and use in source and binary forms, with or without modification, are permitted provided that the following conditions
are met:
1. Redistributions of source code must retain the copyright notice, this list of conditions and the following disclaimer.

2. Redistributions in binary form must reproduce the above copyright notice, this list of conditions and the following disclaimer in
the documentation and/or other materials provided with the distribution.

3. All advertising materials mentioning features or use of this software must display the following acknowledgement:
"This product includes cryptographic software written by Eric Young (eay@cryptsoft.com)."
The word 'cryptographic' can be left out if the routines from the library being used are not cryptographic related :-).
4. If you include any Windows specific code (or a derivative thereof) from the apps directory (application code) you must include
an acknowledgement:
"This product includes software written by Tim Hudson (tjh@cryptsoft.com)."

THIS SOFTWARE IS PROVIDED BY ERIC YOUNG "AS IS" AND ANY EXPRESS OR IMPLIED WARRANTIES, INCLUDING, BUT NOT
LIMITED TO, THE IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE ARE DISCLAIMED.
IN NO EVENT SHALL THE AUTHOR OR CONTRIBUTORS BE LIABLE FOR ANY DIRECT, INDIRECT, INCIDENTAL, SPECIAL,
EXEMPLARY, OR CONSEQUENTIAL DAMAGES (INCLUDING, BUT NOT LIMITED TO, PROCUREMENT OF SUBSTITUTE GOODS OR
SERVICES; LOSS OF USE, DATA, OR PROFITS; OR BUSINESS INTERRUPTION) HOWEVER CAUSED AND ON ANY THEORY OF
LIABILITY, WHETHER IN CONTRACT, STRICT LIABILITY, OR TORT (INCLUDING NEGLIGENCE OR OTHERWISE) ARISING IN ANY
WAY OUT OF THE USE OF THIS SOFTWARE, EVEN IF ADVISED OF THE POSSIBILITY OF SUCH DAMAGE.
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The license and distribution terms for any publicly available version or derivative of this code cannot be changed. i.e., this code
cannot simply be copied and put under another distribution license [including the GNU Public License].
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Glossary

Term Definition
Agent A communications channel that only contains the words and phrases spoken by an agent during an interaction
channel

Anti-keyword

A word that is similar in pronunciation to a keyword where Interaction Analyzer can differentiate it from the
keyword thereby reducing the possibility of a false positive

Category A logical class of keyword sets

Confidence A percentage setting that controls the amount of discern that Interaction Analyzer applies to a keyword definition
threshold

Customer A communications channel that only contains the words and phrases spoken by a customer or caller during an
channel interaction

False positive

An accuracy problem where Interaction Analyzer mistakes another word for a defined keyword.

Keyword A predefined word for which Interaction Analyzer scans interactions
Keyword The ability of Interaction Analyzer to process an interaction and identify specific, predefined words in that
spotting interaction

Keyword set

A named collection of keywords that you can assign to one or both channels for a workgroup queue.

Phoneme A distinctive sound used in the pronunciation of words within a specific language

Speech An automated method of analyzing spoken words and phrases to determine content, emotion, and other aspects
analytics

Spotability The ability to identify keywords and phrases in interactions

Tag The process of demarcating the instance of a word in a recording of an interaction
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Change Log

The following table lists the changes to the Interaction Analyzer Technical Reference since its initial release.

Date Changes
04- Initial release
November-
2011
31-January- | Added trademark symbol to first instance of product name
2012
06-March- [ 1C-94748 - Admins needs a way to restrict keyword spotting to particular SIP regional locations.
2012
06- e Added content for supported language models released with Service Update 2
September- | ® Added content for keyword count limits for workgroups
2012 e Added content for configuring Interaction Analyzer for identifying keywords in multiple languages
2. e Added content for Turkish language model
February- e Updated content for initialization of recordings and selection of keyword sets through Interaction Recorder
2013 Policy Editor
e Updated content for assignment of keyword sets through Interaction Recorder Policy Editor
e Added content for keyword spotting on intercom calls
e Updated content to support new capabilities when searching for recordings
e Updated content to support new icons in Interaction Recorder playback interface
e Added content for new feature that support keyword spotting by Location
e Added Troubleshooting section
e Added content specifying how to set the language attribute for a call so that the proper keyword set for a
language is used to spot keywords
18-July- e DP-638 - Analyzer License Enforcement
2013 e |C-98238 - Add content for licensing stations and users
e DP-818 - Supervisor and Recorder need to show which channels have keyword spotting
e |C-103664 (1C-98212) Set a call attribute to indicate which channels have keyword spotting active
e DP-938 - Analyzer Language Model - Polish
e |C-109643 (1C-94605) Add Ul in Interaction Administrator to Enable/Disable Keyword Spotting per Location
e C-107339 (IC-103783) Supervisor should differentiate between unanalyzed interactions and analyzed
interactions with zero score, for Analyzer keyword score aggregate stats
e |C-109015 (1C-108629) Usability Issue: Interaction Was Analyzed Search Attribute Contains Unclear Query
Options
e |C-106476 (IC-103692) Create an "Interaction was Analyzed" yes/no search attribute
e Add content for personnel, training, scenarios, and business actions as they pertain to speech analytics.
e Enhance index entries
21-March- e Update multiple sections to clarify that accumulated scores are transferred and continue accumulating when a
2014 call is transferred to another agent
e [C-106441 - Document new feature to search analyzed recordings by spotted keyword
e [C-104397 - In multiple sections, clarify that keyword spotting continues after a call transfer
e [C-104394 - Clarify that keyword spotting in Interactive Voice Response session is stopped if the call is first
routed to an agent that is not licensed for Interaction Analyzer
12-May- DP-1081 Analyzer Language Model - Japanese
2014
03- e Updated documentation to reflect changes required in the transition from version 4.0 SU# to CIC 2015 R1, such
September- as up_dates to product versiop nun’_nbers, system requi_rements, installation proced_ures, references to Interactive
2014 Intelligence Product Information site URLs, and copyright and trademark information.

DP-1291 - Analyzer Language Model - Spanish (European)
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Updated the "Keyword acronyms" section with the new method of defining acronyms in keywords

20-January-
2015 (IONMEDIA-1299).
e Added new "Interaction Analyzer reports" section and included information on Analyzer Scoring Detail Report
(DP-967)
10-April- e DP-927 Analyzer Language Model - French (France)
2015 e |ONMEDIA-1940 - Update documentation for change to entering multi-word pronunciations or anti-
pronunciations
e Corrected acronym representations in Interaction Analyzer keyword examples
e Update Copyright and Trademark Information page
e Minor reorganization of topic structure
21-July- e [C-128091 - A category must be set when defining a keyword
2015 e |C-128808 - Category names are limited to 128 characters
29. e Updated content to reflect corporate rebranding
October- e C-129997 - New search attribute for Total Overall Keyword Score
2015
16- e |IONMEDIA-2314 - DocLink: Rejection of possible False Positives too aggresive - detections do not go up even
December- when confidence threshold is reduced.
2015 e Added an admonition in "Incorrect keyword identification" for this change in 2016 R2 that could require setting
higher confidence thresholds for existing keywords.
e Incorporated minor edits for clarity of content.
03- e Updated "Copyright and trademark information" page
February- e DP-1298 - Analyzer Language Model - Catalan (Spain)
2016
01-August- | DP-1659 Analyzer Language Model - Italian - Added license information and phoneme table for Italian (Italy) language
2016 model
24-May- Added language support for Mandarin Chinese.
2017
20- Rebranded to Genesys.
September-
2017
04-March- | Removed language support for Catalan, Spain (ca-ES).
2019
02-May- Reorganized the content only, which included combining some topics and deleting others that just had an
2019 introductory sentence such as, "In this section...".
06-June- Added the following to Interaction Analyzer Statistics Reference:
2019

Agent Keyword Spotted to "Interaction Analyzer Agent Details Statistics."

Customer Keyword Spotted to "Interaction Analyzer Agent Details Statistics."

Highest active agent negative score to "Interaction Analyzer Workgroup Statistics."

Highest active customer negative score to "Interaction Analyzer Workgroup Statistics."

Highest active agent positive score to "Interaction Analyzer Workgroup Statistics."

Highest active customer positive score to "Interaction Analyzer Workgroup Statistics."

Lowest active agent positive score to "Interaction Analyzer Workgroup Statistics."

Lowest active customer positive score to "Interaction Analyzer Workgroup Statistics."

Total agent negative score to "Interaction Analyzer Workgroup Details Statistics" and "Interaction Analyzer
Agent Details Statistics."

Total agent positive score to "Interaction Analyzer Workgroup Details Statistics" and "Interaction Analyzer Agent
Details Statistics."

Total customer negative score to "Interaction Analyzer Workgroup Details Statistics" and "Interaction Analyzer
Agent Details Statistics."

Total customer positive score to "Interaction Analyzer Workgroup Details Statistics" and "Interaction Analyzer
Agent Details Statistics."
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