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1 General information

In the context of this document ASC represents ASC Technologies AG, its subsidiaries, branch
offices, and distributors. An up-to-date overview of the aforementioned entities can be found at
https://www.asctechnologies.com
ASC assumes no guarantee for the actuality, correctness, integrity or quality of the information
provided in the manuals.
ASC regularly checks the content of the released manuals for consistency with the described
hardware and software. Nevertheless, deviations cannot be excluded. Necessary revisions are
included in subsequent editions.
Some aspects of the ASC technology are described in general terms to protect the ownership
and the confidential information or trade secrets of ASC.
The software programs and the manuals of ASC are protected by copyright law. All rights on the
manuals are reserved including the rights of reproduction and multiplication of any kind, be it
photo mechanical, typographical or on digital data media. This also applies to translations.
Copying the manuals, completely or in parts, is only allowed with written authorization of ASC.
Representative, if not defined otherwise, is the technical status at the time of the delivery of the
software, the devices and the manuals of ASC. Technical changes without specified announce-
ments are reserved. Previous manuals lose their validity.
The general conditions of sales and delivery of ASC in their latest version apply.

http://www.asctechnologies.com


2 Introduction

Configuration speech analysis - Neo 7.x Rev. 1 5 / 46

2 Introduction

This manual describes the configuration of audio analysis in Neo.
Beside ASC solutions, third-party software (e. g. Microsoft Cognitive Services) can be config-
ured to be used with the Neo recording system. That way, recorded conversations can be ana-
lyzed by means of different types of audio analysis (keyword spotting, transcription, and emo-
tion detection).

Using any type of speech analysis methods requires uncompressed audio data.

Keyword spotting
By means of keyword spotting, you can filter for certain topics or categorize the sessions. To
this end, you compile all expressions and phrases (keywords) which describe a topic in an anal-
ysis list. The defined keywords will then be searched automatically in the sessions.
Since this approach is limited to detecting individual words and phrases, sessions can be
searched quickly. Since you have to define the expressions which are supposed to be searched
for in advance, this approach especially serves to identify already known topics which frequently
come up again.

Transcription
The transcription converts audio recordings into text which is then available for analysis.
To be able to recognize all words, dictionaries are uploaded to look up the audio data in. As
each separate word must be recognized and converted into text, this approach initially requires
more time than keyword analysis. But on the other hand, transcription makes the entire audio
recording available as text so that any word can be found via full-text search without having to
define it explicitly again.
A major advantage of full-text searches is that the search terms can be displayed in context
which avoids misunderstandings, e. g. in case of ambiguities.
The texts are available for additional analyses and can be transferred to other systems to do so
(e. g. to a data warehouse system). Using text analysis methods facilitates identifying previously
unknown trends and incidents easily and quickly.

Emotion detection
Emotion detection serves to search for indicators of emotions in a call such as cross talk, si-
lence or increased volume.
There are two types of emotion detection:

• Linguistic emotion detection

Emotions are detected based on the diction of the speaker. To be able to do so, calls are
searched for keywords that typically indicate an emotion. If swearwords are used, for in-
stance, it can be assumed that the emotion anger dominates the call.

• Acoustic emotion detection

Emotions are detected on basis of certain characteristics in the speaker’s voice, e. g. the
volume.

Both approaches have their advantages and disadvantages. There are speaker who continue to
select their words carefully which only their voice indicates an emotion and vice versa.
Audio analysis jobs with the method emotion detection are based on acoustic emotion detec-
tion.
The functionality emotion detection must be activated by the system provider in the Servers
module of the application System Configuration.
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Audio analysis jobs are configured and administrated in the Audio Analysis module of the appli-
cation INSPIRATIONneo.

Additional information about creating audio analysis jobs and about how to use them can be
found in the user manual Usage Audio Analysis module.



3 Licenses

Configuration speech analysis - Neo 7.x Rev. 1 7 / 46

3 Licenses

The following licenses must be available in the Neo system to be able to use the functionalities
described here:

Transcription

10700009 INSPIRATIONneo System or 1 per system
10500018 INSPIRATIONneo for Compli-

ance
1 per system

10500009 INSPIRATIONneo Transcrip-
tion Analytics

1 per analysis channel

10700014 Import & Export 1 per system

Keyword spotting

10700009 INSPIRATIONneo System or 1 per system
10500018 INSPIRATIONneo for Compli-

ance
1 per system

10500009 INSPIRATIONneo Keyword
Spotting Analytics

1 per analysis channel

10700014 Import & Export 1 per system

Emotion detection

10700009 INSPIRATIONneo System or 1 per system
10500018 INSPIRATIONneo for Compli-

ance
1 per system

10500009 INSPIRATIONneo Emotion
Detection

1 per agent

As system provider you can view these licenses in the application System Configuration in the
Licensing module by clicking on the menu items Licensing > Reports in the toolbar.
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4 Configuration

For the configuration, the following exemplary IP address is used in this manual:
1. 192.168.169.4 - Neo server

In a distributed system, we recommend to use the server for speech analysis which already
has access to all recordings.

4.1 Preconditions

4.1.1 Preconditions to configure keyword spotting, transcription, and emotion detection
• The required licenses are available, see Licenses.

4.1.2 Keyword spotting ASC
This analysis method searches for keywords in transcriptions previously created by EML or Mi-
crosoft Cognitive Services.
Before starting the configuration make sure that the following information is available:

• Server name of the Neo server where keyword spotting has been configured

4.1.3 Emotion detection ASC
Before starting the configuration make sure that the following information is available:

• Server name of the Neo server where emotion detection has been configured

4.1.3.1 Configure Neo server
Emotion detection may be executed on a separate server. The audio data must be streamed
from a dedicated API server in the network, though. I. e.: An API server has access to the
recordings on the server where the API server is executed as well as to the storage expansions
connected with this server. On top of that, the API server can stream audio data from other
servers if transfer for replay has been configured.

Fig. 1: Examples for emotion detection server

An emotion detection server may only be fed by one individual API server.

4.1.4 Transcription Microsoft Cognitive Services
Before starting the configuration make sure that the following information is available:

• IP address of the Neo server
• Valid Azure account
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• Azure Cognitive Services subscription
• Authentication key for Cognitive Services (to be requested from Microsoft by means of your

Azure account)

4.2 Configuration in Neo

4.2.1 Activate API server

The API server must be activated if keyword spotting and transcription is supposed to be car-
ried out.

1. Start the application System Configuration.
2. Log in as system administrator.
3. Select the menu item Setup > Servers.
4. In the detail view of the server, e. g. 192.168.169.4, click on the tab Usage.

Fig. 2: Group field API Server

Group field API Server

API server Activate the check box API server.
 = Function has been activated. The entry field API server name becomes

active.
 = Function has not been activated.

API server name In the entry field API server name, enter the name with which the API server
is supposed to be displayed in the system.

Tab. 1: Configure API server

1. Click on the button Save to apply the settings.

4.2.2 Activate replay

Replay must be activated if keyword spotting and transcription is supposed to be carried out.

1. Start the application System Configuration.
2. Log in as system administrator.
3. Select the menu item Setup > Servers.
4. In the detail view of the server, e. g. 192.168.169.4, click on the tab Usage.
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Fig. 3: Group field Replay

Group field Replay

Replay Activate the check box Replay to be able to use the replay function of the
players.

 = Function has been activated. The entry field Replay server becomes
active.

 = Function has not been activated.
Replay server In the entry field Replay server, enter the name which is supposed to de-

note the server as the replay server in the system.

Tab. 2: Configure replay

1. Click on the button Save to apply the entries.

4.2.3 Activate export

Export must be activated if keyword spotting or transcription is supposed to be carried out.

1. Start the application System Configuration.
2. Log in as system administrator.
3. Select the menu item Setup > Servers.
4. In the detail view of the server, e. g. 192.168.169.4, click on the tab Usage.
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Fig. 4: Activate export function

5. In the group field Data Processing, activate the check box Export.
6. Click on the button Save to apply the settings.

For information about the configuration of server refer to the installation manual Configuration
servers and recording architectures.

4.3 Configure audio analysis application

The configuration must be carried out for each tenant that would like to use speech analysis.

1. Start the application System Configuration.
2. Log in as 1st-tenant-admin.
3. Select the menu item Applications.
4. Click on Audio Analysis in the main view.

ð The following window appears:
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Fig. 5: Detail view audio analysis settings (example)

Adds a new analysis engine or a new project.
Options:

• Keyword spotting

• Real-time keyword spotting

• Transcription

• Emotion detection
Opens a window which allows editing the selected analysis engine or the se-
lected project.
Deletes the selected analysis engine or the selected project.

5. Click on the button Add.
6. Select an option. The following options are available:

• Keyword spotting > EML, see administration manual for system providers and tenants Con-
figuration speech analysis EML.

• Keyword spotting > ASC, see chapter "Configure keyword spotting ASC", p. 13
This analysis machine/project is configured for a keyword spotting job which searches for
keywords in transcriptions created by EML or Microsoft Cognitive Services.

• Real-time keyword spotting > EML, see administration manual for system providers and
tenants Configuration speech analysis EML.

• Transcription > EML, see administration manual for system providers and tenants Configu-
ration speech analysis EML.

• Transcription > Microsoft Cognitive Services, see chapter "Configure transcription Microsoft
Cognitive Services", p. 15.

• Emotion detection > ASC, see chapter "Configure emotion detection ASC", p. 13 as well
as administration manual for system providers and tenants Configuration speech analysis.

For each language, its own analysis engine or its own project must be configured.

Whenever the number of available transcription analytics licenses or keyword spotting analyt-
ics licenses is adjusted, each previously created analysis engine or previously created project
must be saved again so that the license number is updated in the background.

After a software update of Neo version 6.5 or higher and the subsequent installation of Solr for
full-text search, each previously created analysis engine or previously created project must be
saved again without changes to ensure proper language mapping in the Neo database.
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4.3.1 Configure keyword spotting ASC
This analysis application searches for keywords in transcriptions created by EML or Microsoft
Cognitive Services.
1. Click on the button Edit.
2. Configure the parameters for keyword spotting.

Fig. 6: Configure keyword spotting ASC (example)

Stream audio data
from

Click on the button  to select the server from the list on which the
transcription jobs are configured.

Available licenses Shows the number of available licenses.
Assigned licenses In the entry field, enter the number of licenses that you would like to as-

sign.

3. Click on the button OK.
4. Click on the button Save to apply the settings.

4.3.2 Configure emotion detection ASC
Before configuring emotion detection, the system administrator must activate emotion detection
in the Servers module. The further configuration is carried out by the tenant in the System Con-
figuration in the Applications module and in the application INSPIRATIONneo in the Audio Anal-
ysis module (detail view > tab Emotions).

Additional information about creating audio analysis jobs and about how to use them can be
found in the user manual Usage Audio Analysis module.

Activate emotion detection

Only one server can be activated for emotion detection.

1. Start the application System Configuration.
2. Log in as system administrator.
3. Select the menu item Setup > Servers.
4. In the detail view of the server, e. g. 192.168.169.4, click on the tab Usage.
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Fig. 7: Activate emotion detection

5. In the group field Audio Analysis, activate the check box Emotion detection.
6. Click on the button  to select the server from the list on which the API server has been

configured.
7. Configure emotion detection:

Save data in the System Configuration
1. Start the application System Configuration.
2. Log in as 1st-tenant-admin.
3. Select the menu item Applications.
4. Click on Audio Analysis in the main view.
5. Click on the button Add.
6. Select the option Emotion Detection > ASC.
7. Configure the parameters for emotion detection:
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Fig. 8: Configure emotion detection (example)

Emotion detection Click on the button  to select the server from the list on which the
function emotion detection has been activated.

Available licenses Shows the number of available licenses.
Assigned licenses In the entry field, enter the number of licenses that you would like to as-

sign.

8. Click on the button OK.
9. Click on the button Save to apply the settings.

4.3.3 Configure transcription Microsoft Cognitive Services
To be able to use Microsoft Cognitive Services, you need an Azure account and a subscription
for Azure Cognitive Services. You have to get those at Microsoft’s directly.

For more information about an Azure account and authentication see https://docs.micro-
soft.com/de-de/azure/cognitive-services/cognitive-services-apis-create-account?tabs=multiser-
vice%2Cwindows.

1. In your Azure account, open Home > Resource groups > CustomersResourceGroup > Cre-
ate a resource and select a transcription plan under Speech.

https://docs.microsoft.com/de-de/azure/cognitive-services/cognitive-services-apis-create-account?tabs=multiservice%2Cwindows
https://docs.microsoft.com/de-de/azure/cognitive-services/cognitive-services-apis-create-account?tabs=multiservice%2Cwindows
https://docs.microsoft.com/de-de/azure/cognitive-services/cognitive-services-apis-create-account?tabs=multiservice%2Cwindows
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Fig. 9: Create resource

2. Complete the entry fields in the tab Basics.
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Fig. 10: Configure tab Basics

3. In the tab Network, select the type All networks, including internet, can access the re-
source.
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Fig. 11: Network

4. In the tab Identity, deactivate the status by selecting the option Off.
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Fig. 12: Status

5. In the tab Tags, you do not have to configure any settings.
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Fig. 13: Tags

6. Check your entries and confirm them by clicking on the button Create.
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Fig. 14: Create

7. Check your entries.
ð The resource group asctest01sttd00 has been created.
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Fig. 15: Resource group

8. Under Resource Management, open the menu item Keys and Endpoints.
9. Click on the button Show Keys to display and save your key to access your Cognitive Ser-

vices API.
ð Handle your keys confidentially. Microsoft recommends to regenerate these keys regularly.

Fig. 16: Create keys

Save data in the System Configuration
1. Start the application System Configuration.
2. Log in as 1st-tenant-admin.
3. Select the menu item Applications.
4. Click on Audio Analysis in the main view.
5. Click on the button Add.
6. Select the option Transcription > Microsoft Cognitive Services.
7. Configure the parameters for transcription with Microsoft Cognitive Services:
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Fig. 17: Configure transcription Microsoft Cognitive Services (example)

Stream audio data
from

Click on the button  to select the server from the list from which the
audio data is supposed to be streamed.

Project name In the entry field, enter the project name configured in Microsoft Cogni-
tive Services.

Authentication key In the entry field, enter the authentication key for Microsoft Cognitive
Services. You will get it from Microsoft by means of your Azure account
(see above).

Azure region Select the Azure region from the drop-down list. NOTICE!  Make sure
the region matches the region of your subscription.

Language Select the language of the audio.
Language of full-text
search

Select the language for full-text search from the drop-down list.

Available licenses Shows the number of available licenses.
Assigned licenses In the entry field, enter the number of licenses that you would like to as-

sign.

8. Click on the button OK.
9. Click on the button Save to apply the settings.

4.4 Export transcribed recording

These settings must be configured if you would like to export transcriptions of the transcribed
recordings.

Configure drive
1. Start the application System Configuration.
2. Log in as system-admin.
3. Select the menu item Drives.
4. Configure a drive of your choice for the export of the transcription.

Make sure that the respective tenant has been assigned in the tab Tenant.
5. Use the Windows Explorer to create a target directory on the drive for the export of the tran-

scription and share this drive with the tenant in the Windows Explorer.

For information about configuring drives refer to the administration manual for system providers
System Configuration - Configuration drives.
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Create transcription job (audio analysis job)
1. Create a transcription job (audio analysis job) in the Audio Analysis module.
2. Select the tab Transcription.
3. Activate the option Export transcription.
4. In the drop-down list Format, select one of the following options:

• TXT
• XML

5. Select the target drive that you have created previously for the export of the transcription.
6. If required, activate the option Remove NOISE elements. NOISE elements appear in the

transcription where no known word could be recognized; removing NOISE elements in-
creases the readability of the transcription.

For information about the Audio Analysis module refer to the user manual INSPIRATIONneo -
Audio Analysis module.
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5 Further configuration in Neo

5.1 Configure speech analysis
1. Log in to the application System Configuration as 1st-tenant-admin.
2. Open the Recording Planner module in the navigation bar and create a quality manage-

ment recording plan.

The quality management recording plan is intended to record agent sessions which are sup-
posed to be evaluated with INSPIRATIONneo. Without a session, audio files cannot be ana-
lyzed.

For information about the configuration of recording plans refer to the administration manual for
tenants System Configuration - Recording Planner.

Fig. 18: Create quality management plan

5.2 Configure transcription in Neo
1. Change to the Applications module and select Audio Analysis in the main view.
2. In the detail view in the tab General Settings in the group field Analysis Engines/Projects,

click on the button Add.
3. Select the menu item Transcription > EML or Transcription > Microsoft Cognitive Services

and configure your project in the window Analysis Engines/Projects.
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Fig. 19: Configure transcription project

Fig. 20: Analysis engine/Project

Engine ID http:\\<IP-of-the-EML-Transcription-Server>:8080/eml-stt/jobSub-
mit

Project name Is configured during the installation of the EML software and must
be used here as well. Example: KWS_TLU_DE

Queue name Is configured during the installation of the EML software and must
be used here as well. Default: eml-transcribe

Language of full-text search Language for the full-text search.

5.3 Configure ASC keyword spotting in Neo
1. Change to the Applications module and select Audio Analysis in the main view.
2. In the detail view in the tab General Settings in the group field Analysis Engines/Projects,

click on the button Add.
3. Select the menu item Keyword Spotting > ASC and configure your project in the window

Analysis Engine/Project.
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Fig. 21: Configure KWS project (example)

Fig. 22: Analysis engine/Project (example)

Stream audio data
from

Click on the button  to select the server from the list from which the
transcriptions of the audio data are supposed to be streamed.

Available licenses Shows the number of available licenses.
Assigned licenses In the entry field, enter the number of licenses that you would like to as-

sign.

5.4 Create audio analysis configuration in INSPIRATIONneo
1. Log in to INSPIRATIONneo as user with access authorizations to all modules.
2. Open the Audio Analysis module in the navigation bar.
3. In the toolbar, click on Audio Analysis and subsequently on the menu item Administrate

Keyword Lists.
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Fig. 23: Create keyword list

4. In the window Keyword Lists click on the + icon in the toolbar of the window on the left.

Fig. 24: Create keyword list

5. In the window on the right in the tab Details, click on the button Add and select one of the
two options (Add Keyword or Import from File).

Fig. 25: Create keyword list

When selecting Import from File, the CSV file must have two columns. The first column headline
must be called keyword, the second soundslike, and they must be separated by a semicolon.
The words that sound like the keyword must be listed separated by commas.
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Example:
keyword;soundslike
idiot
incompetent
anger
cancel;can’t sell,cancer
6. Configure the keyword according to your requirements and eventually click on the buttons

Save and Apply to save your entries.

Fig. 26: Configure keyword

7. Save the configured keywords by clicking on the button Save.

Fig. 27: Create keyword list

5.5 Create keyword spotting configuration in Neo
1. In the toolbar of the Audio Analysis module, click on the + icon and select the menu items

Keyword Spotting Job > Periodical.
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Fig. 28: Create keyword spotting job

2. Configure the job in the tab Details.

Fig. 29: Keyword spotting job - tab Details

3. Configure the job in the tab Keywords.
4. In the group field Audio Analysis Lists, add the audio analysis list(s) that you have created

previously.
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Fig. 30: Keyword spotting job - tab Keywords

5. If you have not selected All agents in the tab Details, add employees or organization units
in the tab Filter for which the analysis list is supposed to apply.

Fig. 31: Keyword spotting job - tab Filter

6. In the tab Details, activate the check box Job has been activated.
7. Click on the button Save to save the job.

ð The job is saved and started immediately.

Fig. 32: Activate job
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8. Click on the menu item Audio Analysis > Running Analyses in the toolbar to view the run-
ning analyses.

Fig. 33: Start job

A keyword list must be deactivated before it can be edited.

5.6 Create transcription configuration in Neo
1. In the toolbar of the Audio Analysis module, click on the + icon and select the menu item

Transcription Job > Periodical.

Fig. 34: Create transcription job

2. Configure the job in the tab Details.
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Fig. 35: Transcription job - tab Details

3. Configure the export in the tab Transcription, if required.

Fig. 36: Transcription job - tab Transcription

4. If you have not selected All agents in the tab Details, add employees or organization units
in the tab Filter for which the analysis list is supposed to apply.

Fig. 37: Transcription job - tab Filter

5. In the tab Details, activate the check box Job has been activated.
6. Click on the button Save to save the job.

ð The job is saved and then started immediately.
7. Start the job in the toolbar.
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5.7 Create emotion detection in System Configuration
1. Log in to the application System Configuration as system-admin.
2. Open the Servers module in the navigation bar.
3. In the tab Usage in the group field API Server, activate the check box API server.
4. In the tab Usage in the group field Audio Analysis, activate the check box Emotion detec-

tion.

Fig. 38: Configure emotion detection

5.8 Configure emotion detection in Neo
1. Change to the Applications module and select Audio Analysis in the main view.
2. In the detail view in the tab General Settings in the group field Analysis Engines/Projects,

click on the button Add.
3. Select the menu item Emotion Detection > ASC and configure your project in the window

Analysis Engine/Project.
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Fig. 39: Configure emotion detection (example)

Fig. 40: Analysis engine/Project

Emotion detection Click on the button  to select the server from the list on which
the function emotion detection has been activated. Example: Up-
date-118

5.9 Configure emotion detection job in Neo
1. Log in to the application INSPIRATIONneo.
2. Open the Audio Analysis module in the navigation bar.
3. In the toolbar of the Audio Analysis module, click on the + icon and select the menu items

Emotion Detection Job > Periodical.
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Fig. 41: Create emotion detection job

4. Configure the job in the tab Details.

Fig. 42: Emotion detection job - tab Details

5. Configure the job in the tab Emotions.
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Fig. 43: Emotion detection job - tab Emotions

6. If you have not selected All agents in the tab Details, add employees or organization units
in the tab Filter for which the analysis list is supposed to apply.

Fig. 44: Emotion detection job - tab Filter
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6 Check results

6.1 Check results: keyword spotting
1. Log in to INSPIRATIONneo as 1st-tenant-admin.
2. Confirm that recordings are displayed in the Sessions module:

Fig. 45: Sessions module

3. When clicking on the menu item Audio Analysis > Running Analyses in the Audio Analysis
module, a window is displayed for the analysis job which displays the progress of the run-
ning analyses.
Status EXPORTING = The session is exported for analysis.
Status ANALYZING = The session is being analyzed.
Once the analysis of a session has been completed, the session disappears from the win-
dow Running Analyses. The analysis result can be viewed in the Sessions module.
When the window Running Analyses is empty, the analysis is complete.
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Fig. 46: Running Analyses

4. Confirm that analysis results are displayed in the Audio Analysis module in the tab Statis-
tics:

Fig. 47: Audio Analysis module Keyword spotting

5. Confirm that keywords are displayed in the Sessions module in the tab Details:
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Fig. 48: Analysis results with keywords in the player

6. Alternatively, you can check in POWERplay Web whether results are displayed. If a key-
word spotting job has found keywords in the conversation, they are displayed in the loaded
conversation as black triangles. The position and length of the triangles mirror the occur-
rence and duration of the keyword in the conversation. If the replay reaches the triangle, a
replay information with the details of the spotted keyword is displayed:

Fig. 49: Analysis results with keywords in POWERplay Web

For further information about the spotted keywords refer to the user manual POWERplay Web.

6.2 Check result: transcription
1. Confirm that analyzed sessions are displayed for the job in the Audio Analysis module:
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Fig. 50: Audio Analysis module transcription

2. Confirm that transcripts are displayed in the Sessions module by clicking on the icon Load
in the toolbar and subsequently on the menu item Load Transcript.

Fig. 51: Results transcription Sessions module

6.3 Check results: emotion detection
1. Confirm that results are displayed in the player in the Sessions module at the bottom of the

main view:
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Fig. 52: Results emotion Sessions module in the player

2. Alternatively, you can check in POWERplay Web whether results are displayed. If an emo-
tion detection job has found emotions in the conversation, they are displayed in the loaded
conversation with color markings. The position and length of the color markings mirror the
occurrence and duration of the sentiment in the conversation:

Fig. 53: Analysis results emotion in POWERplay Web

For further information about the detected emotions refer to the user manual POWERplay Web.
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Glossary

API server
Server on which the API service runs. (API=Application Programming Interface)
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