ASC

y

INSPIRATIONneo
Audio Analysis module

i b - 4; . :EW- : B e "nh =L s '_? =

= ==5559)

AT

User manual

8/9/2022

Product line Neo, version 7.x

The described functions can be used with the following ASC products:

INSPIRATIONneo

Please note that you can always find the most up-to-date technical documentation and product updates in the partner area on our
website at https://www.asctechnologies.com.

Copyright © 2022 ASC Technologies AG. All rights reserved.

Windows is a registered trademark of Microsoft Corporation. VMware® is a registered trademark of VMware, Inc. All other marks
and names mentioned herein may be trademarks of their respective companies.

ASC Technologies AG - Seibelstr. 2-4 - 63768 Hosbach - Germany






Contents @sc

Contents

1 General INformation.............iiie e e 5
2 04 Yo 11 T2 4T ) o PR 6
3 Speech analysis Methods ..o s s mnnnnees 7
3.1 KEYWOIrd SPOHING ...eeeiieeiiieeiet ettt e e e e e e e 7
3.2 B2 L2 STy o) 11 ISP 7
3.3 EMOLIoN deteCHiON ..o 8
4 1= T3 YT 9
4.1 10T ]| o USSR 10
411 ST (o] o PR 11
5 Detail VIEW ... 13
5.1 1K= o 38 D=1 =11 USSR 14
5.2 TaD KEYWOIAS ...ttt e e e e e e e et e e e e e e e e e e e eaannes 15
5.2.1 Add @NAIYSIS TSt ... 17
5.3 JLIE= L 0 I = 1 1T ] o PSS 17
5.3.1 F N (o I [ 1YY RSO PUPPRR 19
5.3.2 A KEYWOIAS ...ttt ettt ettt e e e e e e e e e e e e e s 20
5.4 Tab EMOLIONS. ...ttt e e e e e e e 21
5.4.1 Determine settings for emotion detection ... 22
5.5 TaAD SChEAUIE.......coiiiiie et e e e e e 24
5.6 1K= o TN 1Y SRS 25
5.6.1 Group field Organization SettiNgS..........ccoiiiiiiiiiiee e 25
5.6.1.1 Add agents from organization StruCture..............cooccoiiiiiiiiiii e 26
5.6.1.2  Add OWN @GENTS ...ttt e s e e e a e ea e 27
5.6.2 Group field TIME ...t e e 27
5.6.3 Group field SEeSSION CatEQONIES ....uvviiiiiei e 28
5.6.3.1  Add SESSION CAtEUOIY ...cciiiiiiieeeeeiee et e et e e e e e e aaeas 28
5.7 Tab AdItIoNal FIltErS .......oooii e 29
571 Group field Session INformMation ............oooi i 29
5.7.2 o 11T o (SRR 30
5.8 TaD SUMIMAIY ..ttt et e e e e e e e e e e e e e e e aaaeeaeeaannns 30
59 IR 0TS €= 115 o SRR 31
6 Create audio analysis JODb .......ccccciiiiiiiiiiicccccercrrrrr e mnnne e 33
7 Delete audio analysis JOD.......ccccccciiiiiiiiiiri e rer e e e s s s s e s e e e e e e r e e e e nnnnnnnnn 35
8 VIEBW SESSIONS ...t s mmnn e e e e e 36
8.1 [ = To IS 1= 3 (=T IET= 1] o o SRR 37
8.2 EXPOIT SESSION ..ottt ettt a e e e e e e e e e e e et eeaeaeaaaraan 37
8.3 REPIAY MOAUIE ...ttt 38
8.3.1 =T 0] L= )V oY | PSPPI 39

Audio Analysis module - Neo 7.x Rev. 3 3/75



Contents @sc

8.3.1.1  FUIIN VIBW ...ttt e e ettt e e e e et e e e e s bt e e e e s ebaeeeeeeenbaeaaenan 40
8.3.1.2  COMPIESSEA VIEW .....eiieiiiiieeeiie e e e e ettt e e e e e e e e e e ettt e et e e e e e e e e e e e nnnneeeneeaeaaaaaeaaaannns 40
8.3.1.3 Display of the [0ading States...........cccuiiiiiiiiiiee e 41
8.3.1.4 Display of detected emOtIONS...........ooiiiiiii e 42
8.3.1.5 Displaying spotted KEYWOIdS .........cccuiiiiiiiiiiiiee et e e 43
8.3.2 FUNCHONANItY DAY ...t e e e e e 43
< 20 102200t N o0 1= SO UPSEURR 43
8.3.2.2 Export all loaded €lemMENLS .........coiiiiiiiiiiiiiee e 46
8.3.2.3 Create NeW DOOKMAIK........ooiiiieeeiiiii ettt e e e e e e e e e e e e e e e e annes 48
8.3.2.4 Create new mute NOtIfiCatioN ...........oooiiiiiiiiiii e 50
8.3.2.5  Mark replay [00D .......uueiiieiiiiie ettt e e ea e 52
8.3.3 VAo =T BT AT PR 53
8.3.3.1  OPHION DA ... e 54
8.3.3.2  REPIAY DAI ... 54
8.34 MESSAGE VIBWET ...ttt e et e e 55
< TR T g N |V =T TRV OSSR 56
9 Administrate white list ..........ooo s 59
9.1 Create KEYWOIT. ... ...eiiiiiiiiee ettt e et e e e e e e e bee e e e e annees 59
9.1.1 IMPOIT KEYWOIAS ...t s s e e e e e e e e e aeeaaaeeeeeeeeeennnnns 60
9.1.2 Edit phonetic Variants .............ooiii e 62
10 Administrate Keyword Lists ........ccccciiimiiiniisi s 63
10.1 Create NeW KeyWOrd liSt.........c..uuiiiiiiieiie e 65
10.1.1  Transfer Keywords from liSt........oooiiiiiii e 65
10.1.2  IMPOIT KEYWOTAS ..ottt e e e e e e e e e e e e e e e s ereeeaaaaeeas 66
10.2 EXPOrt KEYWOI [iSt.....eeee e e e e e e 68
1 RUNNING ANAIYSES ...t s e e e s e mmnm e e e e e e 70
11.1 Reset runNing @NalYSES ........uviiiiiiiieiei i a e 70

IS o3 i T [0 = SRR 71

IS ] 8 7= T o == 74

L] (X1 7 T T/ 75

Audio Analysis module - Neo 7.x Rev. 3 4/75



1 General information \\Asc

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.
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2 Introduction @sc

2 Introduction

In the Audio Analysis module, you are able to identify audio sessions which meet certain criteria
by means of different speech analysis technologies and subsequently analyze them in a target-
oriented way. That way, you can extract valuable information from previously unstructured data.

@ In the Audio Analysis module, only the audio part of the session is assessed.

You can individually define the criteria you would like to search for in the sessions. The defined
criteria are stored in audio analysis jobs. You can define audio analysis jobs as periodical, sin-
gle or real-time jobs.

e Periodical-

A periodical job analyzes sessions that have been recorded after the job has been acti-
vated. The job is executed in regular intervals from its start time on and analyzes all new
recordings.

» Single:

A single job analyzes recordings from a period of time that can be defined arbitrarily. If the
period of time is in the future, then the job will be executed once the period has been
reached. The job is executed exactly once and only during the defined period of time.

* Real time

A real-time job analyzes call while they are recorded. The job is being executed as long as
it is active.

The following speech analysis methods are available:
» Keyword spotting, see chapter "Keyword spotting”, p. 7
» Transcription, see chapter "Transcription", p. 7
« Emotion detection, see chapter "Emotion detection”, p. 8

To be able to use the speech analysis methods Keyword spotting and Transcription, the corre-
sponding software must have been installed.

As soon as a job is activated, it collects sessions according to the defined criteria and sends
them to the speech analysis software to be analyzed.

With the speech analysis method keyword spotting, 40 hours of audio recordings can be ana-
lyzed within 24 hours; this equals an analysis speed of 0.6 times real time. A higher analysis
speed is not recommended as it compromises the quality of the analyses.

With the speech analysis method transcription, 24 hours of audio recordings can be analyzed
within 24 hours; this equals real time. For better results, an analysis speed of 3 times real time
is recommended; this equals an analysis time of 3 minutes for an audio recording of 1 minute.

Open the Audio Analysis module by clicking on the menu item Audio analysis in the navigation

bar.
@| Basic information about using the application INSPIRATIONneo can be found in the user man-
ual INSPIRATION§neo$ - General information.
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3 Speech analysis methods
31 Keyword spotting

®

3.2

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.

The Audio Analysis module differentiates between different kinds of word lists which are used to
administrate keywords which are to be searched:

¢ White list:

This list either contains allowed keywords for speech analysis purposes or expressions
which are explicitly not supposed to be used. If you add a keyword which has been saved
in the white list to a keyword list, then the system recognizes this and automatically applies
the status saved in the white list.

Administrate white list, see chapter "Administrate white list", p. 59.
* Analysis lists:

Analysis lists contain all keywords of a certain search topic, e. g. all keywords to filter for
complaint calls.

Administrate analysis list, see chapter "Administrate Keyword Lists", p. 63.
* Synonym lists:

A synonym list contains all synonyms for a keyword, e. g. keywords which express anger. It
thus serves to compile a pool of words revolving about a certain topic. When creating anal-
ysis lists you can fall back on synonym lists and apply an entire synonym list or individual
elements to the analysis list.

Administrate synonym list, see chapter "Administrate Keyword Lists", p. 63.

In this context the software and the manual use the term keyword lists as an umbrella term for
analysis lists and synonym lists.

Transcription

Transcription is based on the LVCSR technology (large vocabulary continuous speech recogni-
tion).

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 sep-
arate word must be recognized and converted into text, this approach initially requires more
time than keyword spotting. But on the other hand, transcription makes the entire audio record-
ing available as text so that any word can be found via full-text search.

The result (text) is entered in the INSPIRATIONneo database via an XML interface.

An advantage of full-text searches is that the search terms can be displayed in context. This ex-
cludes misunderstandings, e. g. in the event of ambiguities. The texts are available for addi-
tional analyses and can be transferred to other systems to do so.

There is no upper limit for the length of the audio, however it must have a minimum length of
200 milliseconds to be processed.

Full-text search with Solr offers the possibility to define two words which appear in certain prox-
imity of each other.
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3.3

For information about full-text search refer to the user manual INSPIRATION§neo$ - Sessions
module.

ASC recommends using stereo calls for transcription.

Transcription for mono calls is possible but not advisable.

As all call participants are merged in one track in mono calls, the results would be associated
with one participant. The audio analysis engine is not able to properly separate cross-talk oc-
curring when participants speak at the same time; as a result, the quality of the transcription
decreases.

Emotion detection
Emotion detection serves to search calls for emotions. There are two types of emotion detec-
tion:

+ Linguistic emotion detection:

Emotions are detected based on the diction of the speaker. To be able to do so, keywords
are saved in the system which characterize certain emotions. If swearwords are used, it
can be presumed that the call contain the emotion “anger”.

For information about using keywords refer see chapter "Keyword spotting”, p. 7.
» Acoustic emotion detection:

Emotions are detected based on typical characteristics in the voice of the speaker such as
high volume or cross talk.

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 while configuring
the server.

Audio Analysis module - Neo 7.x Rev. 3 8/75
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4 Main view

In the main view, all saved audio analysis jobs are displayed.

@ If conversation rules (view filters) apply for the logged-in user, then the main view only con-
tains those entries which comply with these conversation rules.

< O B+ X AudioAnalysis v General v

Name & Job Status ¢ Analysis Direction & Analysis Type ¢ Analyzed Sessions ¢ Sessions with Hits ¢ Hits ¢
Transcription_Periodisch & -+ AS.4 0

KWS_Einmalig )| +| = 10082 10082 90680
KWS_Periodisch Jid + E 4014 4014 36074

<

Rows per page 50 |v 1-30f3

Fig. 1: Main view audio analysis

Depending on the configuration of the columns, the following information is displayed in the

main view:
Name Name of the audio analysis job
Job Status Shows the release status of the job.

X = Deactivated
® = Running
& = invalid configuration
& = Finished
A description of the possible statuses can be found under chapter "Tab De-
tails", p. 14.
NOTICE! A deactivated job cannot be started.
Analysis Direction Shows the analysis direction of the job.

== = Periodical

Sessions that have been recorded after the job has been activated are ana-
lyzed. The job is executed in regular intervals from its start time on and ana-
lyzes all new recordings.

« = Single

Sessions from a defined period of time are analyzed. The job is executed
exactly once and only during the defined period of time.

4 = Real time
Calls that have been recorded after the job has been activated are analyzed
which being recorded. The job is being executed as long as it is active.

Analysis Type Shows the analysis type of the job.
% = Keyword spotting
@ = Emotion detection
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4 Main view Asc
1A
M+ = Transcription
For information about the different analysis types see chapter "Speech anal-
ysis methods", p. 7.
Analyzed Ses-  Number of analyzed sessions.
sions
Sessions with Hits Number of sessions with hits.
Hits Number of hits in all analyzed sessions.
Created By Name of the user who has created the audio analysis job..
Running Since Date on which the audio analysis job was started.
Creation Date Date on which the audio analysis job was created.
Updated Date on which the audio analysis job was updated the last time.
4.1 Toolbar

The toolbar offers the following functions:

< O R 4 X AudioAnalysis v  General v

Fig. 2: Toolbar Audio Analysis module
Refresh Refreshes the main view.
Search Opens the window of the search function. The search

function allows searching systematically for sets of data
which meet certain criteria, see chapter "Search", p. 11.

ERE

The icon [] (Search) is displayed whenever the search
has been adjusted by means of a filter.

Reset search Resets all manually entered search criteria. The search
is started without manual filter settings.

Create Creates a new job.
See chapter "Create audio analysis job", p. 33
Delete Deletes the selected job or the job results.

H a2

See chapter "Delete audio analysis job", p. 35
Audio analysis Sessions Opens the session view for the selected job.
See chapter "View sessions", p. 36.

NOTICE! This function is only available for jobs which
have been finished.

Administrate White  Opens a window which allows administrating the white
List list.

See chapter "Administrate white list", p. 59

NOTICE! This function is only available if the software
for keyword search has been installed and configured.

Administrate Keyword Opens a window which allows administrating the analy-
Lists sis lists and the synonym lists.

See chapter "Administrate Keyword Lists", p. 63

Running Analyses Opens a window which allows viewing and resetting run-
ning analyses.

See chapter "Running Analyses", p. 70.
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411

Continue Job Continues a previously paused job or activates a job with
an invalid configuration. Subsequently, the job sends ac-
cumulated requests to the analysis machine and re-
sumes operation.

Pause Job Pauses a running audio analysis job. In this state, the
analysis job does not send new analysis to the analysis
machine anymore but continues to accept new tasks, e.
g. when new calls to be analyzed are coming in.

This state allows partially reconfiguring the audio analy-
sis job; some settings are excluded, though.NOTICE!
Keep in mind that when changing the configuration of an
already running job, the analysis results may not be con-
sistent anymore and may contradict the original inten-
tion, depending on the changed settings.

General Print Prints the table of the main view.

Adjust Table Opens a window where you can adjust the following set-
tings for the main view:

» Displayed information
* Order of the displayed columns.
* Number of rows per page.

General Help By clicking on the menu item General Help, a description
of the application you are currently viewing is opened.

Module Help By clicking on the menu item Module Help, a description
of the module you are currently viewing is opened.

In the user manual INSPIRATIONneo - General information, you find detailed descriptions of
the default functions such as Print, Adjust table or Help if required.

Search
The search function allows searching systematically for sets of data which meet certain criteria.
1. In the toolbar, click on the icon [ or [Z1] (Search).

= The window Search Criteria appears.

* General

Creation date inactive ~ *

Updated inactive v

+  Evaluation Information

+  Agent Information

+  Template Information

+  Evaluator Information

- Search Reset Manage Searches

Fig. 3: Window Search Criteria (example)
2. Set the respective search criteria.
NOTICE! It depends on the respective module which search criteria are available.

3. To start the search, click on the button Search.
To reset all manually entered search criteria, click on the button Reset.
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= After running the search, only those sets of data are displayed in the main view which
meet the set search criteria.

4. Todisplay all original sets of data in the main view again, i. e. to reset the manually entered
search criteria, click on the icon [E (Reset search) in the toolbar.

By clicking on the button Manage Searches, you can save the defined search criteria under an
unambiguous name, load saved search criteria or delete them.

By clicking on the icon * , you can tag the search criterion as favorite. Criteria tagged as fa-
vorite are displayed additionally in the upper area of the window Search Criteria and marked
with the icon * .

If conversation rules (view filters) apply for the logged-in user, then predefined search settings
are displayed in the search criteria of the following modules which comply with the filter set-
tings of the conversation rules:

@ - Sessions module
- Calibrations module
- Audio Analysis module

You cannot delete these user-specific filter settings or search settings: however, you can add
new ones and thus additionally filter the displayed entries in the main view.

@| A detailed description of the search function can be found in the user manual INSPIRATIONS-
neo$ - General information.
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5 Detail view

The detail view contains additional information about and functions of the selected audio analy-
sis job.

Details* Schedule Sun >
@ Help
Job status Running
Job has been activated
Job name* KWS_Periodisch
All agents
Analysis type Keyword spotting
Analysis direction Periodical
Creation date 01/28/2019 12:30:34 PM
Comment
Analysis engine/Project KWS_TLU_DE ~

Last error message

Reset

Fig. 4: Detail view audio analysis (example)

@ It depends on the job type and the analysis direction which tabs are available.

The detail view consists of the following tabs:

Details

Here, you can display and edit basic information about the selected audio analysis job.
See chapter "Tab Details", p. 14.

Keywords

Here, you can adjust the settings of the keywords.

See chapter "Tab Keywords", p. 15.

Transcription

Here, you can adjust the settings for the export of a transcribed session.
See chapter "Tab Transcription", p. 17.

Emotions

Here, you can change the settings of the emotion detection.

See chapter "Tab Emotions", p. 21.

Schedule

Here, you can change the settings of the schedule.

See chapter "Tab Schedule", p. 24.

Filter

Here, you can change the filter settings.
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See chapter "Tab Filters", p. 25.
» Additional Filters
Here, you can adjust additional filter settings.
See chapter "Tab Additional Filters", p. 29
» Summary
Here, you can see the summary of the settings of the audio analysis job.
See chapter "Tab Summary", p. 30.
« Statistics
Here, you can see the statistics of the results of the audio analysis job.
See chapter "Tab Statistics", p. 31.

5.1 Tab Details

Here, you can display and edit basic information about the selected audio analysis job.

@ It depends on the job type which options are displayed in the tab.

Details* Schedule Sun *

@ Help

Job status

Job has been activated
Job name*

All agents

Analysis type

Analysis direction
Creation date

Comment

Analysis engine/Project

Running
KWS_Periodisch
Keyword spotting
Periodical

01/28/2019 12:30:34 PM

KWS_TLU_DE

Last error message

Fig. 5: Tab Details

Job status Current status of the job.

» Deactivated = The job release has been deactivated. The job is not ac-
tive.

* Running = The job is active. The found sessions are analyzed.

 Invalid configuration = While executing the job, an error occurred which
prevented the job from being continued.
* Finished = The job has been finished.
Job has been acti- Select whether the job configuration is supposed to be activated.
vated = Job has been activated. The job configuration has been released.
O = Job has been deactivated. The job configuration has not been released.

NOTICE! A deactivated job cannot be started.
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NOTICE! If the job had been activated and job results have been found, the
job results remain even if the job is deactivated.

Job name Name of the audio analysis job.
All agents Select whether the job is supposed to consider the sessions of all of the ten-
ant’s configured agents in the system for analysis.
= All agents of the tenant are considered in the analysis.
O = Not all agents of the tenant are considered in the analysis.
If only certain agents are supposed to be considered in the analysis, you
can select them in the tab Filter in the group field Organization Settings, see
chapter "Group field Organization Settings", p. 25.
Analysis type Type of the audio analysis job.
» Keyword spotting
* Emotion detection
» Transcription
For information about the different analysis types see chapter "Speech anal-
ysis methods", p. 7.
Analysis direction Analysis direction of the job.
* Periodical
Sessions that have been recorded after the job has been activated are
analyzed. The job is executed in regular intervals from its start time on
and analyzes all new recordings.
» Single
Recordings from a defined period of time are analyzed. The job is exe-
cuted exactly once and only during the defined period of time.
* Real time
Calls that have been recorded after the job has been activated are ana-
lyzed which being recorded. The job is being executed as long as it is
active.
Creation date Date on which the audio analysis job was created.
Comment Here, you can enter a comment about the audio analysis job.
Analysis engine/ Select the machine/project on basis of which you would like to execute the
Project audio analysis.
Select the audio analysis machine/project from the drop-down list.
Last error mes-  Subject of the last error message.
sage
5.2 Tab Keywords

Here, you can adjust the settings of the keywords.
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< Details* Keywords* Schedule Filter* Additional Filters Sun *

-

Threshold value 60%

-

Automatic categorization [

Analysis Lists -

Name % Allowed %

Salutation, adoption (%]

Fig. 6: Tab Keywords

Threshold value  Enter the threshold value for the required accuracy of the hits.

This threshold value equals the minimal accuracy of the words which are
accepted as hits. Only words which match a keyword to the extent of the
entered percentage value are accepted as hits and used for the analysis. All
other words brought up as results by the speech analysis software are ig-
nored.

Click on one of the arrows to increase or decrease the value or enter the
value via the keyboard.

You can enter a value from 1 to 100.

Automatic catego- Select whether analyzed sessions are supposed to be sorted into a cate-
rization gory automatically based on the found keywords.

= sessions are categorized automatically.

If a certain number of keywords defined by the user is found while assess-
ing the analysis result, then the session is automatically sorted into the cor-
responding category.

[ = sessions are not categorized automatically.

NOTICE! Activating this option only has any impact if keywords have been
sorted into at least one category. If there is no category with corresponding
keywords in the system, this option is ignored when the analysis results are
assessed.

For information about administrating categories refer to the user manual IN-
SPIRATIONnReo - Sessions module.

Group field Analysis Lists

In the group field Analysis Lists, you can assign already created analysis lists to the job. The job
searches for all keywords in the assigned analysis lists.

You have to assign at least 1 analysis list so that the job can be saved and the audio analysis
executed. The assigned analysis lists have to contain at least 1 allowed keyword.

=. Add Opens a window in which you can select and add analysis lists
— (see chapter "Add analysis list", p. 17).
E Delete Deletes the selected entry from the assigned analysis list.
@ Information about the maintenance of keyword lists (analysis lists and synonym lists) can be

found in chapter "Administrate Keyword Lists", p. 63.
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5.21 Add analysis list
1. Click on the icon [Ell (Add) in the list Analysis Lists.

1
+

Analysis Lists

Name % Allowed %

Mo records found

Fig. 7: Add analysis list

In the following window, all created analysis lists are listed.

Analysis Lists

Name & Allowed ¢
Customer signals a

Keyword list 2 (7]

Rows perpage 20 1-20f2 EEE N e

Fig. 8: Add analysis lists

2. Select one or several analysis lists.
To select several analysis lists or to revoke a selection, click on the respective line while
holding the [Ctrl] key down.

3. To add the selected analysis lists, click on the button Add.
To discard the selection and close the window, click on the button Cancel.
5.3 Tab Transcription

Here, you can adjust the settings for the export of a transcribed session.

Audio Analysis module - Neo 7.x Rev. 3 17175



5 Detail view @sc

Details* Transcription Schedule Filter* Additional Filters S
Export transcription
Export Settings -
Format* XML v
Target drive* +

Target directory

Remove NOISE elements O

Keyword filter O

Contained Keywords 4
Excluded Keywords 4

Fig. 9: Tab Transcription

Export transcription Select whether the transcriptions are supposed to be exported.
= Transcription is exported.

O = Transcription is not exported.

Group field Export Settings

Format From the drop-down list, select the format in which you would like
to export the transcribed session. The following formats are avail-
able:

o TXT
« XML
Target drive Add the drive to which you would like to export the transcribed

session. The target drive must have been created previously and
released for the tenant planning to use audio analysis in the appli-
cation System Configuration in the Drives module, see administra-
tion manual ASC System Configuration - Configuration drives.

Add drive, see chapter "Add drive", p. 19.

Target directory In the entry field, enter the target directory into which the tran-
scribed session is supposed to be exported. The target directory is
created by the ASC FileMan automatically once the first transcrip-
tion has been completed.

Remove NOISE elements  Select whether the NOISE elements are supposed to be removed.
NOISE elements appear in the transcription where no known word
could be recognized; removing NOISE elements increases the
readability of the transcription.

= NOISE elements are removed.
O = NOISE elements are not removed.
Keyword filter Select whether a keyword filter is supposed to be activated.

= Keyword filter has been activated. In the group fields Con-
tained Keywords and Excluded Keywords, you can specify param-
eters.

NOTICE!
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With this option, only those conversations are transcribed which
contain or do not contain the configured keywords. This reduces
the transcription effort to relevant conversations.

When using this option it is mandatory that a keyword spotting job
has been activated (Job status: Running).

0O = Keyword filter has been deactivated. In the group fields Con-
tained Keywords and Excluded Keywords, you cannot specify pa-
rameters.

Group field Contained Keywords
Add keywords that you would like to define as contained keywords.

Contained Keywords -
=+ =
Keyword % Minimum Number
~
Auto 1

Fig. 10: Group field Contained Keywords

=. Add Opens a window in which you can select and add keywords, see
— chapter "Add keywords", p. 20).
E Remove Removes the selected keyword from the list.

Group field Excluded Keywords
Add keywords that you would like to define as excluded keywords.

=. Add Opens a window in which you can select and add keywords, see
— chapter "Add keywords", p. 20).
E Remove Removes the selected keyword from the list.
5.3.1 Add drive

1. Click on the button + behind the entry field Target drive.

+

Fig. 11: Add drive

2. Select the respective drive from the list.
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Drive x
i B®
Device Type & Name ¢ Path ¢ Free Disk Space ¢ Server ¢
NAS KWS_NEO EML_NEQ_134 .| Audic-Analysis
DVD-ROM DVD-ROM drive FA Audio-Analysis
Rows perpage 20 1-20f2 S
Cancel
Fig. 12: Select drive
3. To apply the selected drive, click on the button Add.
To discard the selection and close the window, click on the button Cancel.
5.3.2 Add keywords

1. To add keywords, click on the icon [Ell (Add) in the lists Contained Keywords or Excluded
Keywords.

{1111
+

Keyword % Minimum Number

No records found
Fig. 13: Select keyword

In the following window, all created keywords are listed.

Name 2

Rente

Audioanalyse

Auto

Gesprach

Computer

Add Cancel

Fig. 14: Add keyword (example)

2. Select one or several keywords from the list.
To select several keywords or to revoke the selection, click on the respective line while
holding the [Ctrl] key down.
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3. To add the selected keywords , click on the button Add.
To discard the selection and close the window, click on the button Cancel.

54 Tab Emotions

Here, you can change the settings of the emotion detection.

@ This tab is only available for emotion detection jobs.

< Details* Emotions

Smoothing factor
Percentage check

Silence

High volume

Cross talk

Fig. 15: Tab Emotions

Smoothing factor

Percentage check

Silence

Schedule Filter+ Additional Filters Sumi »

10

Enter the extent to which the audio samples/audio curves are sup-
posed to be smoothed out.

Higher values indicate higher smoothing. Higher values may increase
the detection rate but not the precision for silence and noise as a
higher smoothing removes certain information and silence may be de-
tected falsely, for instance.

Enter a value between 0 and 100.

Select whether sessions are supposed to be checked for the percent-
age of an emotion they contain.

= Percentage check has been activated.
O = Percentage check has not been activated.

Once the emotion detection job has completed the analysis of the ses-
sions, the results of the percentage check can be searched in the Ses-
sions module.

Shows whether the configured values have been activated for the crite-
rion Silence.

= Values have been activated.

O = Values have not been activated.
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Enter a minimum duration (in ms), a threshold value (in -dB), and a si-
lence percentage (in %) in the respective entry field. Conversation sec-
tions which last longer than the entered minimum duration and which
do not reach the volume defined as threshold are interpreted as si-
lence.

Threshold value:
0 dB = maximum level
-90 dB = minimum level

It depends on the deployed equipment and the environment (e. g.
noise, statics, background sound, etc.) where silence starts.

High volume Shows whether the configured values have been activated for the crite-

rion high volume.
= Values have been activated.
O = Values have not been activated.

Enter a minimum duration (in ms), a threshold value (in -dB), and a
high-volume percentage (in %) in the respective entry field. Conversa-
tion sections which last longer than the entered minimum duration and
which exceed the volume defined as threshold are interpreted as noise.

Threshold value:
0 dB = maximum level
-90 dB = minimum level

It depends on the deployed equipment and the environment (e. g. stat-
ics, background sound, etc.) where high volume starts.

Cross talk Shows whether the configured value has been activated for the crite-

rion Cross talk.
= Value has been activated.
O = Value has not been activated.

Enter a minimum duration (in ms) and a cross talk percentage (in %) in
the respective entry field. Conversation sections in which several par-
ticipants are talking at the same time and which last longer than the en-
tered minimum duration are interpreted as cross talk.

Determine settings for emotion detection

The possible fields of application for emotion detection are diversified, e. g. police, airport,
banks, call centers, etc. To determine the best possible settings of an emotion detection job,
proceed as follows:

1.

Create a WAVE file with a test call containing emotionally charged sections (silence, noise,
cross talk) to be analyzed or use an already existing WAVE file. Sampling rate of the WAVE
file must be 8000 Hz.

Open the Windows Explorer.

Change to the directory C:\Program Files (x86)\ASC\ASC Product Suite\scripts.
Double-click on the file EmotionPreview.bat.

= The window to select the audio file opens.

Select the previously created WAVE file to be analyzed in the Explorer.

Click on the button Open.

The WAVE file is opened in the window ASC.EmotionDetection.

= According to the settings, the detected emotions are displayed in the diagram.

Audio Analysis module - Neo 7.x Rev. 3 22175



5 Detail view

(nsc

-15dB

B ASC.EmotionDetection - C:/Program Files (x86)/ASC/ASC Product Suite/scripts/e296dda7-d616-4d33-b189-30cc502836c4.pem16.wav (Stereo 60,656 £) - [m] *

weightog: [ ol

[Silence Detection
active: v

minimum duration: 1000 ms

threshold: 50 b

percentage: N %
[ Noise Detection

active: Iv

minimum duration: 000 ms

threshold: 30 b
percentage: 0 %
Crosstalk Detection
active: I

minimum duration: 500 ms

-25dB

percentage: 0 %
output: | AnalyzeResuit [43][SET: 00000000-

Legend

B cetected sience

B cetected noise

detected crosstalk

B detected heavy crosstalk

| ‘ left audio channel

-3508 |
o ||
..50cB....... W18 . M.

I}
“ | | right audio channel

I overlapping audio

Fig. 16: Window ASC.EmotionDetection with loaded WAVE file (example)

8. To determine the ideal emotion detection settings for the WAVE file, adjust the values for
the emotions step by step. The effect of the respective adjustment is displayed in real time

in the diagram.

To facilitate assessing the effects on emotion detection in the diagram, we recommend to
activate only the criterion for which you would like to determine a value. I. e. if you would
like to determine the values for the criterion Silence, activate the criterion Silence Detection
active and deactivate the criteria Noice Detection active and Crosstalk Detection active. Ad-
just the values for the criterion Silence step by step. The effect of the respective adjustment
is displayed in real time in the diagram.

weighting

Silence Detection active

Enter the extent to which the audio samples/audio curves are sup-
posed to be smoothed out.

Higher values indicate higher smoothing. Higher values may in-
crease the detection rate but not the precision for silence and
noise as a higher smoothing removes certain information and si-
lence may be detected falsely, for instance.

Enter a value between 0 and 100.

Shows whether the configured values have been activated for the
criterion Silence.

= Values have been activated.
O = Values have not been activated.

In the entry field minimum duration, enter a minimum duration (in
ms); in the entry field threshold, enter a threshold value (in -dB);
and in the entry field percentage, enter a silence percentage (in
%). Conversation sections which last longer than the entered mini-
mum duration and which do not reach the volume defined as
threshold are interpreted as silence.

Threshold value:
0 dB = maximum level
-90 dB = minimum level

It depends on the deployed equipment and the environment (e. g.
noise, statics, background sound, etc.) where silence starts.
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23175



5 Detail view @sc

Noice Detection active Shows whether the configured values have been activated for the
criterion high volume.

= Values have been activated.
O = Values have not been activated.

In the entry field minimum duration, enter a minimum duration (in
ms); in the entry field threshold, enter a threshold value (in -dB);
and in the entry field percentage, enter a noise percentage (in %).
Conversation sections which last longer than the entered minimum
duration and which exceed the volume defined as threshold are in-
terpreted as noise.

Threshold value:
0 dB = maximum level
-90 dB = minimum level

It depends on the deployed equipment and the environment (e. g.
statics, background sound, etc.) where high volume starts.

Crosstalk Detection active  Shows whether the configured value has been activated for the
criterion Cross talk.

= Value has been activated.
O = Value has not been activated.

In the entry field minimum duration, enter a minimum duration (in
ms) and in the entry field percentage, enter a cross talk percent-
age (in %). Conversation sections in which several participants are
talking at the same time and which last longer than the entered
minimum duration are interpreted as cross talk.

output Displays the result of the emotion detection in text. The detected
emotions are displayed in a list of periods of time including the
corresponding emotions.

9. The result should be the ideal emotion values for the analyzed WAVE file. Transfer the de-
termined values to the emotion detection job, see chapter "Tab Emotions", p. 21.

10. Click on the icon * (Close) to close the window.

5.5 Tab Schedule
Here, you can display and edit the settings of the schedule for executing the job.

@ It depends on the job type and on the analysis direction which group fields and options are dis-
played in the tab.
Details* Keywords* Schedule Filter* Additional Filters Sum »
Additional Stop Criteria -

Maximum number of sessions with hits [
Maximum number of analyzed sessions []

Maximum job duration O Day(s)

Hour(s)

Minute(s)

Fig. 17: Tab Schedule (examples)
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Group field Additional Stop Criteria

Here, you can define additional stop criteria. Activate the respective stop criteria and enter a
corresponding value.

= Stop criterion has been activated.

O = Stop criterion has been deactivated.

Maximum number of ses-  Enter after how many sessions with hits the job is supposed to be
sions with hits stopped. Every session with at least one hit is counted.

Maximum number of ana-  Enter after how many analyzed sessions the job is supposed to be
lyzed sessions stopped. Every session which has been searched is counted re-
gardless of whether it contains hits.

Maximum job duration Enter how long the job is supposed to be executed at the maxi-
mum. The job is stopped automatically upon reaching the maxi-
mum duration.

@ The job is stopped as soon as an activated stop criterion is met, regardless of whether it is the
defined end of the job or an additional stop criterion.

5.6 Tab Filters
Here, you can change the filter settings.
@ It depends on the job type and on the analysis direction which group fields are available.
< Details* Emotions Schedule Filter* Additional Filters Sumr >
Organization Settings 4
Time »
Session Categories 4

Fig. 18: Tab Filters (example)

5.6.1 Group field Organization Settings
Here, you can select the agents for whose sessions the audio analysis job is supposed to be
executed.

I@| Only those agents can be selected for audio analysis jobs for whom the option Generate IN-

SPIRATIONneo sessions has been activated in the Employees module in the tab Agent Data.

If a cloud license has been installed in the system, only agents for whom keyword spotting and
transcription has been released in the Employees module of the application System Configura-

@| tion are displayed in the agent selection when creating keyword spotting jobs and transcription
jobs.

For information about the configuration of employees refer to the administration manual for ten-
ants System Configuration - user management.
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Organization Settings ¢
Agents* [ =+
Last Name First Name
Ll
Fahrer Bob
Nese Mario

Fig. 19: Group field Organization Settings

Add from organi- Opens a window in which you can select agents from the organi-
zation structure  zation structure, see chapter "Add agents from organization struc-

ture", p. 26.
= Add Opens a window in which you can select your own agents, see
— chapter "Add own agents", p. 27.
E Remove Deletes the selected agents from the list.
5.6.1.1 Add agents from organization structure

1. To assign agents from the organization structure, click on the icon [F4 (Add from organiza-
tion structure).

Last Name % First Name %

Mo records found

Fig. 20: Agents

2. Click on the organization unit on the left of the window.

Agents

Name Employee Number & First Name ¢ Last Name ¢ E-mail ¢
~ Sales 200 2. Agent
Sales Europe 100 1. Agent
Sales America 500 5. Agent
300 3. Agent
400 4. Agent
v £ >
< > v
m Add Cancel

Fig. 21: Add agents from organization structure
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3. Select one or several agents from the list in the right window.
To select several agents or to revoke a selection, click on the respective line while holding
the [Ctrl] key down.
To select all agents, click on the icon E (Select all).
To deselect all selected agents, click on the icon [ (Deselect all).

4. To add the selected agents and leave the window open for further adjustments, such as
adding more agents from other organization structures, click on the button Add.
To add selected agents and close the window, click on the button OK.
To discard the selection and close the window, click on the button Cancel.

5.6.1.2 Add own agents

® You can only add agents to whose data you have access.

1. To assign an agent, click on the icon [Ell (Add).

Last Name % First Name %

Mo records found

Fig. 22: Agents (example)

2. Select one or several agents from the list.
To select several agents or to revoke a selection, click on the respective line while holding
the [Ctrl] key down.

Add Agents x
HE H=
Employee Number ¢ First Name Last Name ¢ Login Name % Date of Entry ¢ Date of Birth ¢
IS
1000 10. Agent
900 9. Agent
800 8. Agent
700 7. Agent
600 6. Agent
500 5. Agent
Ann A A nant 4
¢ >
Rows per page 20 1-100f 10 - e om

Cancel

Fig. 23: Add own agents

3. To add the selected agents, click on the button Add.
To discard the selection and close the window, click on the button Cancel.

5.6.2 Group field Time

Here, you can define the time-wise criteria according to which the sessions are supposed to be
selected. Only sessions which match these criteria are analyzed.
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Time A
Period of time
From 02/01/2019 9 08:00:00 -2

to 05/01/2019 9 20:00:00 -2

Mini .

dl:grt];l;:n session 0 Hour(s)

0 Minute(s)
0 Second(s)
Mo )
duar:It[I\;IrJ]m session ] HOIJ[(S)
0 Minute(s)
0 Second(s)

Fig. 24: Group field Time

To be able to edit a field and to activate the filter option, mark the corresponding check box.

= Filter option has been activated.

O = Filter option has not been activated.

Period of time Enter the start and end date of the period of time which is supposed to be
searched for sessions. Only sessions which were started within this time in-
terval are analyzed.

NOTICE! This option is only available for single jobs.

Minimum Enter the minimum duration of the session here. Only sessions which have

Session Duration at least the entered duration are analyzed.

Maximum Enter the maximum duration of the session here. Only sessions which have

Session Duration the entered duration at the maximum are analyzed.

5.6.3 Group field Session Categories

Select the session categories that you would like to analyze.

Session Categories A
Session Categories

Name Comment ¢
Mo records found

Fig. 25: Group field Session Categories
=. Add Opens a window in which you can select and add session cate-
— gories, see chapter "Add session category", p. 28.

E Remove Removes the selected session category from the list.

5.6.3.1 Add session category

1. To assign session categories, click on the icon [El (Add) in the list Session Categories.
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y

Session Categories

Name 2 Comment %

Mo records found

Fig. 26: Add session category

In the following window, all created session categories are listed.

Session Categories

Name & Comment &

No records found

Rows per page 20 0-0of0

Cancel

Fig. 27: Select session category

® Session categories are created and administrated in the Sessions module, see user manual
INSPIRATIONneo - Sessions module.

2. Select one or several session categories from the list.
To select several session categories or to revoke the selection, click on the respective line
while holding the [Ctrl] key down.

3. To add the selected session categories, click on the button Add.
To discard the selection and close the window, click on the button Cancel.

5.7 Tab Additional Filters
Here, you can configure advanced filter settings.
@ It depends on the analysis direction which group fields and options are displayed in the tab.
< Details* Keywords* Schedule Filter* Additional Filters Sun *
Session Information 4

Fig. 28: Tab Additional Filters

5.71 Group field Session Information
Here, you can define filter criteria on basis of session properties.
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£

Session Information -

Additional data

Fig. 29: Group field Session Information

To be able to edit a field and to activate the filter option, mark the corresponding check box.
= Filter option has been activated.
O = Filter option has not been activated.

The following option is available for both analysis directions:

Additional Data Here, you can filter for certain additional data.

Select the additional data type from the drop-down list and enter a
value for the filter.

5.7.2 Edit entry
1. To adjust an entry in the list, click on the icon |#| (Edit) in the corresponding line.

= The entry is edited in an entry field.

UouLI12UU 12222 &
0602150014444 »
New value v %

Add Delete

Fig. 30: Edit entry in the list

2. Adjust the entry.

3. To save the changes, click on the icon v (Save).
To discard the changes, click on the icon = (Discard).

5.8 Tab Summary

Here, you can see a summary of all job settings. In the individual group fields, the settings from
the different tabs are displayed in a concise way.
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< Filter* Additional Filters Summary Statistics Preview »

/

Details

General information

Job name KW Anger

Creation date 02/19/2019 11:57:52 AM

Comment

Priority Medium

Language KWS_TLU_DE

Job settings

Analysis type Keyword spotting

Analysis direction Single

Keywords 4
Schedule 4
Filter

Additional Filters

Fig. 31: Tab Summary

5.9 Tab Statistics
Here, you can view the statistics of the results of keywords which have been selected for the job
in the tab Keywords.
< Filter* Additional Filters Summary Statistics Preview »

Analyzed sessions 64

Sessions with hits 60

Hits 547

Create statistics

Keywords + Analysis Lists ¢+  Hits &
Computer Liste2 2
Crash Liste2 0

Fig. 32: Tab Statistics

Analyzed sessions Number of analyzed sessions.

Sessions with hits Number of sessions with hits.

Hits Number of hits in all analyzed sessions.

Create statistics Creates a result statistic for the keywords of the audio analysis
job.
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£

List

Keywords Keyword that the job searches for.
Analysis lists Analysis lists that contain the keyword.
Hits Number of hits for the keyword.
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6 Create audio analysis job

If you would like to configure a keyword spotting job which searches for keywords in transcrip-
tions, observe the following:

@ First, a transcription job must be configured and started. To search for keywords, there must
be transcriptions.
Then, the keyword spotting job can be configured and started. A real-time keyword spotting job
is not supported to search for keywords in transcriptions.

1. Click on the icon X (Create) in the toolbar of the main view.

S % Audio Analysis v  General v

Keyword Spotting Job * Sessions with Hits ¢
Emotion Detection Job *»

Transeription Job 4

Fig. 33: Create audio analysis job

2. Select one of the following options:

@ The different options are only displayed if the corresponding speech analysis software has
been installed and activated.

Keyword Spotting Job Creates an audio analysis job which uses the method keyword spot-
ting, see chapter "Keyword spotting", p. 7.

Emotion Detection Job Creates an audio analysis job which uses the method emotion detec-
tion, see chapter "Emotion detection", p. 8.

Transcription Job Creates an audio analysis job which uses the method transcription, see
chapter "Transcription", p. 7.
3. Select the analysis direction:
e Periodical-

A periodical job analyzes sessions that have been recorded after the job has been acti-
vated. The job is executed in regular intervals from its start time on and analyzes all new
recordings.

« Single:

A single job analyzes recordings from a period of time that can be defined arbitrarily. If the
period of time is in the future, then the job will be executed once the period has been
reached. The job is executed exactly once and only during the defined period of time.

* Real time

A real-time job analyzes call while they are recorded. The job is being executed as long as
it is active.

® The possible analysis direction depends on the job type.

4. Adjust all necessary settings in the tabs of the detail view, see chapter "Detail view", p. 13.

® It depends on the job type and the analysis direction which tabs are available.
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5. To save the settings, click on the button Save.
To reset all settings or changes in all tabs, click on the button Reset.
To cancel the editing of the job configuration, click on the main view and confirm the secu-
rity prompt.
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7 Delete audio analysis job

1. In the main view, select the audio analysis job that you would like to delete.

¥ X  Audio Analysis v  General v

Analysis Type ¢ Delete Job Sessions with Hits ¢

Delete Job Results
45 1141

Fig. 34: Delete audio analysis job
2. Click on the icon [El (Delete) and select one of the following options:

Delete Job The audio analysis job is deleted.
Delete Job Results The results of the audio analysis job are deleted.

3. Confirm the security prompt with Yes.

@ Only deactivated or finished jobs can be deleted.

@ If the selected job is used as a filter in other jobs, you have to deactivate these jobs before you
can delete the selected job.
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8 View sessions

1. In the toolbar of the main view, click on the menu item Audio analysis > Sessions.

= The following window appears:

X sessionView ¥ & & HE HE po B
Schnullerbacke, Hubert
Name & Loaded ¢ Conversation Type ¢ Sess

Details
TEST Call 02/0 romment ~
RealTime Call 02/0
Transcription_Peri
KWS_Periodisch
Keywords -
Point in time « Word ¢ Analysis Lists
< P > | 0:00:00 call Listel
Rows per page Rows per page 50 1-40f4
= Last filtered on 02/20/2019 9:00:21 AM; 0:00:02 Tisch Listel
@ Number of records 4
v

Fig. 35: Session View

In this window, those sessions are displayed in which the job has found exact hits (e. g. key-
words). The respective functions in the toolbar of the window allows replaying or exporting

these sessions.

The toolbar of this window offers the following functions:

Load

Export
H Print

Adjust columns

Save table config-

uration

ﬂ Search
m Reset search

Loads the selected session into the Replay module to be replayed,
see chapter "Load selected session", p. 37.

For information about the functions of the Replay module see chap-
ter "Replay module", p. 38.

Exports the selected session, see chapter "Export session", p. 37.
Prints the table of the session view.

Opens a window where you can adjust the following settings for the
session view:

» Displayed information
* Order of the displayed columns.
* Number of rows per page.

Saves the current table configuration of the session view as the de-
fault view of the user.

Opens the window of the search function. The search function al-
lows searching systematically for sets of data which meet certain cri-
teria, see chapter "Search", p. 11.

Resets all search filters so that the session view displays all data
sets again.

2. To close the window, click on the icon n in the top left corner of the window.

@| In the user manual INSPIRATIONneo - General information, you find detailed descriptions of
the default functions such as Print, Adjust table or Help if required.
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8.1 Load selected session
1. Click on the icon 4 (Load).
2. Select one of the following options:

Replay Voice & Screen The session including the screen recording is loaded into the
Replay module. The screen recording is displayed in the
Video Viewer.

This option is only active if a screen recording has been
saved for the selected session.

Replay Voice The session is loaded into the Replay module.
3. The session is loaded into the Replay module and can be replayed there.

For information about the functions of the Replay module see chapter "Replay module", p.
38.

8.2 Export session
1. Click on the icon [El (Export).
= The following window appears:

Save As

Select whether you would like to export one file or several files

@® One
Several
Fragment

Select the media to be exported

Audio PCM Wave ~
Video
Screen
Chat
SMS
Password ||
possword ||
oK Cancel

Fig. 36: Save as

2. Select the respective option in the window Save As.

One Mixes all recordings of one or several conversations in one file.

NOTICE! If you select several conversations, the gap between them is filled
with silence. Selecting conversations with a large gap between them results
in very large WAVE files. Therefore, make sure to only select conversations
which are not separated by a large gap.

Several Creates its own file for each recording to be saved.
Fragment Only data contained in the set loop are saved. All other data is discarded.
Audio Saves the audio data.

Select the audio format from the drop-down list:
* PCM Wave
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Echo filter

Video

Screen
Chat
SMS

Password

With PCM, the output file is not compressed and can be replayed by al-
most any player. This method requires a lot of storage capacity.

 MP3
With MP3, the output file is compressed and can be replayed by almost

any player. When using MP3, less storage space is required for high-
quality recordings than when exporting conversations in WAVE format.

The echo filter has been activated for export by default. The echo filter de-
tects and removes duplicate recordings for the respective participants within
calls so that there is no echo in the replayed recordings caused by time off-
set of recording duplicates. If you would like to deactivate the echo filter for
export, remove the check mark from the check box.

Saves the video data.

Video is exported in MP4 format with video codec H.264. If the conversation
contains more than one stream, only the first stream is exported.

Saves the screen recordings.
Saves the chat text.
Saves the SMS data.

Protects the ZIP file with a password.

3. Click on the button OK.
= The following window appears:

You have chosen to open:

from: blob:

Opening 1301f976-d170-4a50-aabf-2ech28397353.zip *
1501f976-d170-4a50-aabf-2ecb28397353.zip
which is: Compressed (zipped) Folder (462 KB)

What should Firefox do with this file?

) Openwith | Windows-Explorer (Standard) ~

(@) Save File

[] De this automatically for files like this from now on.

| oK | | Cancel

Fig. 37: Save conversations

4. Select the option Save File.
5. Click on the button OK.

= The elements are exported to the local download directory in a ZIP file.
The ZIP file contains the following files:
The audio data is saved as WAVE or MP3 file(s).
Audio data and screen recordings are saved as MP4 file(s).
Video data is saved as MP4 file(s).
Screen data is saved as MP4 file(s).
The corresponding meta data is saved in the same directory as CSV file(s) under the
same file name.
Chat texts are saved as XML file(s).
SMS data is saved as XML file(s).

8.3 Replay module

The Replay module serves to replay conversations. Conversations which are supposed to be
replayed must be selected in the main view and loaded into the Replay module.
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If conversations with screen or camera recordings are loaded into the Replay module, the win-
dow of the Video Viewer opens automatically for replaying the video recording, see chapter
"Video Viewer", p. 53. The replay functions are executed synchronously for the conversation in
the Replay module and for the video recording in the Video Viewer.

If conversations with chat texts or text messages (SMS or SDS) are loaded into the Replay
module, the window of the Message Viewer opens automatically for displaying the chat texts or
the text messages recording, see chapter "Message Viewer", p. 55.

®

5 07/14/2017 8:41:13 am R c 07/14/2017 8:41:19 am
— s |
) | e [ 07/14/2017 8:41:13 am | T B¢
s “« — . 000000
* AR 2 w10 |[3o Sekunden .*] E

@

Fig. 38: Welcome screen (example)

1  Replay bar Shows the loaded conversations, see chapter "Replay bar", p. 39.
2  Functionality bar Contains functionalities for the loaded conversations in the replay bar,
see chapter "Functionality bar", p. 43.

The configured settings in the functionality bar of the Replay module such as e. g. Expanded
view, Simple view, Lock element etc., are automatically saved for the logged-in user. The set-
tings of the Replay module are also applied when used in other modules or after a logoff/login.

8.3.1 Replay bar
The replay bar shows the loaded conversations.

In the replay bar, there are 2 different views: the full view and the compressed view. To switch
the view, go to the functionality bar on the right and click on the icon = (Switch to full view) or =
(Switch to compressed view).

07/14/2017 B:41:13 am : R c 07/14/2017 8:41:19 am
-

Fig. 39: Replay bar in full view

07/14/2017 B:41:13 am : R ‘ c 07/14/2017 8:41:19 am

Fig. 40: Replay bar in compressed view
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1 Shows the start time of the loaded conversation.

If several conversations have been loaded in 1 track, the start time of the earliest conver-
sation is displayed here.

2 Displays information about the conversation participants.
The information is only visible when the replay bar is displayed in full view.
& = internal participants
& = external participants
22 = mixed track with internal and external participants
7 = unknown participants
L = screen recording

To display the phone numbers of the participants in one track, move the mouse cursor
across the participants icon.

3  Shows track 1 of a loaded conversation. For further information see chapter "Display of the
loading states", p. 41.

4  Displays the replay position.
There are two options to change the current replay position of the loaded conversation:
1. Click on the respective position with the mouse cursor.
2. Click on a track, hold the mouse key down and drag it to the required position.
5 Displays the sections of a conversation.
The following sections are possible:
* R = Ringing (a connection is being established)
» C = Connected (at least 2 participants are calling each other)
* H = Hold (a participant is on hold)
* Q = Queued (a participant is being queued)
* W = Wrap-up (wrap-up time)
6 Shows tagging and audio analysis data (e. g. found keywords).
The line is only displayed if information is available.
7  Shows the end time of the loaded conversation.

If several conversations have been loaded in 1 track, the end time of the last conversation
is displayed here.

8 Shows track 2 of a loaded conversation. For further information see chapter "Display of the
loading states", p. 41.

8.3.1.1 Full view

In the full view, all tracks for voice and screen recording which belong to the loaded conversa-
tion are displayed in the replay bar of the Replay module.

When replaying stereo recordings with several internal participants, an echo effect occurs be-
cause the voices of some participants have been recorded several times. To avoid the echo ef-
fect, tracks with double recording have to be muted.

8.3.1.2 Compressed view

In the compressed view, no individual tracks for voice and screen recording are displayed in the
replay bar of the Replay module. All recordings of a loaded conversation are combined in one
group within one track.
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In the compressed view, double recordings are suppressed automatically to avoid echo effects.
If errors occur during recording, display the replay bar in full view and mute the single tracks
manually.

8.31.3 Display of the loading states

The loaded conversation is assigned a basic color from a defined color palette.

The replay bar of the conversation shows its loading state. In the following, you find a descrip-
tion of the possible loading states.

1. Basis color (e. g. light brown) = Meta data loaded completely.
= The conversation can be replayed.

14.07.2017 14:03:02 R c 14.07.2017 14:03:10
.
-

Fig. 41: Metadata loaded completely

2. Empty = Metadata for the recording are missing.

= The conversation cannot be replayed.

14.07.2017 14:03:02 R c 14.07.2017 14:03:10
.
-

Fig. 42: Metadata for the recording is missing

3. Red-stripes basic color (only in full view) = Audio data of the recording is defective.

= The conversation cannot be replayed.

14.07.2017 14:03:02 .07.2017 14:03:10
.

R 3 1a
a LR e

Fig. 43: Defective packet in the metadata of the recording (full view)

4. Red dotted basic color (only in full view) = Packet in the meta data of the recording is miss-
ing.
= The conversation cannot be replayed.

14.07.2017 14:03:02 R c 14.07.2017 14:03:10
.

Fig. 44: Missing packet in the metadata of the recording (full view)

5. Red exclamation mark (only in compressed view) = Audio data of the recording is defective
or packet in the metadata of the recording is missing.
For a more precise specification of the diagram change to the full view.

= The conversation cannot be replayed.

14.07.2017 14:03:02 R c 14.07.2017 14:03:10
- 1
- H

Fig. 45: Defective or missing packet in the metadata of the recording (compressed view)

6. Basic color, light (e. g. ocher, light) = Data buffer empty.
Basic color (e. g. ocher) = Data buffer loaded.

= The conversation can be replayed. An empty data buffer is reloaded automatically. If the
server connection is slow, the replay may stop. As soon as the data buffer has been
reloaded, the replay continues.

14.07.2017 14:03:02 R C 14.07.2017 14:03:10
.

I3 I
Fig. 46: Data buffer empty/loaded

7. Red = Data buffer not loaded completely.
= The conversation is defective and cannot be replayed.
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14.07.2017 14:03:02 R C 14.07.2017 14:03:10
a-

I
Fig. 47: Data buffer not loaded completely.

8. Basis color (e. g. light brown) = Meta data loaded completely.
Red = Data buffer not loaded completely.
= In the basic color section, the conversation can be replayed.

= In the red section, the conversation is defective and cannot be replayed.

14.07.2017 14:03:02 R C 14.07.2017 14:03:10

I
Fig. 48: Data buffer not loaded completely.

9. Purple = Packet is muted during the recording.

= The conversation can be replayed. There is nothing to be heard since no audio data has
been recorded. Packets which have once been muted are muted permanently and can-
not be changed afterwards.

14.07.2017 14:03:02 R C 14.07.2017 14:03:10
a-

1
Fig. 49: Packet is muted during the recording.

10. Basis color (e. g. light brown) = Meta data loaded completely.
Purple, light = Conversation section muted

= The conversation can be replayed. In the muted conversation section, silence is re-
played. The muted conversation section can be deleted so that the audio data can be
replayed.

14.07.2017 14:03:02 R c 14.07.2017 14:03:10
a-

Fig. 50: Conversation section muted

11. Gray = The recording contains data which is not supported.

= The conversation cannot be replayed.

14.07.2017 14:03:02 R C 14.07.2017 14:03:10

Fig. 51: The recording contains data which is not supported.
12. Black = Recording blocked.

= The conversation cannot be replayed due to a missing license during recording.

30.07.2021 06:26:22 < 30.07.2021 06:27:36
[

2 (I
Fig. 52: Recording blocked

8.3.14 Display of detected emotions

If an emotion 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.

14.07.2017 08:41:13 | < | 14.07.2017 08:41:19

p3 I

Fig. 53: Emotions detected in a conversation (example)

In the following, you find a description of the possible color markings:
 Light blue indicates sections of silence.
* Red indicates high-volume sections.

¢ Yellow indicates sections of cross talk or of massive cross talk.
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» Green indicates unsuspicious audio sections.

8.3.1.5 Displaying spotted keywords

If a keyword 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.

14.07.2017 08:41:13 R c 14.07.2017 08:47:19

N/ /X

Fig. 54: Spotted keywords in a conversation (example)

If the replay reaches the triangle, a replay information with the details of the spotted keyword is
displayed.

Spotted keyword details

Start time: 2017-07.14708:42:30+02:00
End time: 2017-07.14708:42:30+02:00
Content: Telefon
Close |

Fig. 55: Replay information with details of spotted keyword (example)

8.3.2 Functionality bar

The functionality bar contains functionalities for the loaded conversations in the replay bar.

8.3.2.1 Icons

In the following, you find a description of the icons.

° Play/ Starts the replay.

Pause If several conversations have been loaded into the Re-

play module, the conversations may be replayed in par-
allel if the recording times overlap.

o Pauses the replay.

o Stop Stops the replay.

m Rewind Jumps back 5 seconds from the current replay position.
m Back Jumps to the start of the current conversation. If several

conversations have been loaded, clicking on Back more
than once takes you to the beginning of the current con-
versation and then to the beginning of previous conver-
sations.

Fast-forward Jumps ahead 5 seconds from the current replay position.

©
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o

Next

Lock element

Reconnect to the
replay component

Display video win-

dow

Hide video win-
dow

Detach Video
Viewer

Attach Video
Viewer

Echo filter on/off

Speaker on/off

Volume

Clear playlist

Export all loaded
elements

Jumps to the start of the next conversation if several
conversations have been loaded. Jumps to the start of
the current conversation if only one conversation has
been loaded.

Shows that the lock for the Replay module has been de-
activated. As a result, several conversations can be
loaded into the Replay module.

Note:

In principle, you can load several video recordings into
the Video Viewer. However, you can only replay one of
them at any given moment.

Shows that the lock for the Replay module has been ac-
tivated. As a result, only one conversation can be loaded
into the Replay module.

Refreshes the server connection.

Shows the Video Viewer in the main view of the applica-
tion.

Shows the main view of the application. The Video
Viewer integrated into the main view is hidden.

Displays the Video Viewer in its own window.

Closes the window of the Video Viewer.

Shows that the echo filter has been activated.

Shows that no echo filter has been activated.

Shows that the speaker for the conversation has been
activated.

Shows that the speaker for the conversation has been
deactivated.

Adjusts the general replay volume.

To change the volume, click on the slider, hold the
mouse key down and move the slider to the left or to the
right.

Removes all loaded conversations from the Replay mod-
ule.

Saves the audio data of the loaded conversations as
WAVE or MP3 file and the corresponding additional con-
versation data as CSV file on the hard disk of your com-
puter, see chapter "Export all loaded elements", p. 46.
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mark

*

Create new mute
notification

[

I=

Loop

[

& &

Skip silence

I3

I3

4 1.0 M

@/ Replay via phone
[1 Minute TJ

Create new book- Sets a bookmark or marks the beginning of a conversa-

tion section at the current replay position, see chapter
"Create new bookmark", p. 48.

Sets a bookmark or marks the end of a conversation
section at the current replay position. You can enter a
comment for the marked area between the 2 associated
bookmarks, see chapter "Create new bookmark", p. 48.

Marks the beginning of a conversation section at the cur-
rent replay position in order to mute selected partici-
pants, see chapter "Create new mute notification", p.

50.

Marks the end of a conversation section at the current
replay position in order to mute selected participants,
see chapter "Create new mute notification", p. 50.

Marks the beginning of a replay loop at the current re-
play position, see chapter "Mark replay loop", p. 52.

Marks the end of a replay loop at the current replay posi-
tion, see chapter "Mark replay loop", p. 52.

Removes the taggings of the replay loop, see chapter
"Mark replay loop", p. 52.

Shows that the automatic skipping of times of silence
sections in a conversation and of mute sections between
individual conversations has been deactivated.

Shows that the automatic skipping of times of silence
sections in a conversation and of mute sections between
individual conversations has been activated.

The silence sections found by an emotion detection job
are skipped during the reply of the conversation. If sev-
eral conversations are loaded into the Replay module,
then the mute sections between the individual conversa-
tions are skipped during replay, too.

Shows the current replay speed.
The replay speed can be adjusted between 0.5 and 2.0.

To reduce the replay speed, click on the icon (| Reduce
replay speed.

To increase the replay speed, click on the icon =/ In-
crease replay speed.

Shows that the conversation replay via phone has been
deactivated.

Shows that the conversation replay via phone has been
activated.

To replay loaded conversations, click on the icon @@
(Play).

Shows the time window for the loaded conversations.
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8.3.2.2

You can enter the time window in 25 steps from 1 sec-
ond to 14 days. There are 2 possibilities to change the
time window:

1. On the right in the time window, click on + or -.

2. Turn the mouse wheel while the mouse cursor is lo-
cated above the replay track.

[ 20.11.2018 11:33:36 ] Shows the current replay position.

Click into the display field to switch from absolute to rela-
tive time display and vice versa.

The absolute time display shows the date and the time
of the current replay position.

The relative time display shows the replayed time until
the current replay position in HH:MM:SS.

Icons in the functionality bar on the right

A Expanded view  Switches the replay bar to full view.

v Simple view Switches the replay bar to compressed view.
Icons in the functionality bar on the left

P Display toolbar Shows all icons in the functionality bar

¥ Hide toolbar Partly hides the icons in the functionality bar.

Not all described icons exist in every module and application.

Export all loaded elements
1. Click on the icon |B| (Export all loaded elements).
= The following window appears:

Save As

Select whether you would like to export one file or several files

@® One
Several
Fragment

Select the media to be exported

Audio PCM Wave ~
Video
Screen
Chat
SMS
Password ||
possword ||
oK Cancel

Fig. 56: Save as

2. Select the respective option in the window Save As.
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One Mixes all recordings of one or several conversations in one file.

NOTICE! If you select several conversations, the gap between them is filled
with silence. Selecting conversations with a large gap between them results
in very large WAVE files. Therefore, make sure to only select conversations
which are not separated by a large gap.

Several Creates its own file for each recording to be saved.
Fragment Only data contained in the set loop are saved. All other data is discarded.
Audio Saves the audio data.

Select the audio format from the drop-down list:
* PCM Wave

With PCM, the output file is not compressed and can be replayed by al-
most any player. This method requires a lot of storage capacity.

 MP3

With MP3, the output file is compressed and can be replayed by almost
any player. When using MP3, less storage space is required for high-
quality recordings than when exporting conversations in WAVE format.

Echo filter The echo filter has been activated for export by default. The echo filter de-
tects and removes duplicate recordings for the respective participants within
calls so that there is no echo in the replayed recordings caused by time off-
set of recording duplicates. If you would like to deactivate the echo filter for
export, remove the check mark from the check box.

Video Saves the video data.

Video is exported in MP4 format with video codec H.264. If the conversation
contains more than one stream, only the first stream is exported.

Screen Saves the screen recordings.

Chat Saves the chat text.

SMS Saves the SMS data.

Password Protects the ZIP file with a password.

3. Click on the button OK.
= The following window appears:

Opening 1301f976-d170-4a50-aabf-2ech28397353.zip *

You have chosen to open:
1501f976-d170-4a50-aabf-2ech28397353 zip

which is: Compressed (zipped) Folder (462 KB)
from: blob:

What should Firefox do with this file?

) Openwith | Windows-Explorer (Standard) ~

(@) Save File

[] De this automatically for files like this from now on.

| oK | | Cancel

Fig. 57: Save conversations

4. Select the option Save File.
5. Click on the button OK.
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= The elements are exported to the local download directory in a ZIP file.
The ZIP file contains the following files:
The audio data is saved as WAVE or MP3 file(s).
Audio data and screen recordings are saved as MP4 file(s).
Video data is saved as MP4 file(s).
Screen data is saved as MP4 file(s).
The corresponding meta data is saved in the same directory as CSV file(s) under the
same file name.
Chat texts are saved as XML file(s).
SMS data is saved as XML file(s).

8.3.2.3 Create new bookmark

The intention is not to create only one single bookmark. The beginning and the end of a conver-
sation section have to be marked with a new bookmark. You can enter a replay comment for
this tagged conversation section between 2 bookmarks.

In a conversation, several conversation sections can be marked with bookmarks and com-
mented.

@ It is not possible to delete only 1 bookmark from a tagged conversation section.

8.3.2.3.1 Create bookmarks with replay comment

@ The current replay position has to be located within the conversation.

1. To mark the beginning of a conversation section for a replay comment, click on the icon [*
(Create new bookmark).

2. To mark the end of a conversation section for a replay comment, click on the icon ] (Cre-
ate new bookmark).

= The following window appears:
Create New Bookmark

You may add 255 characters more!

oK cancel |
Fig. 58: Bookmark editor
0K Saves the entries and closes the window.
Cancel Discards the entries and closes the window.

3. Enter a comment for the conversation in the entry field.
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Create New Bookmark

You may add 236 characters more!

£

Here is the comment

4

OK | Cancel |

Fig. 59: Bookmark editor with entered comment (example)

4. To save the entries, click on the button OK.
= The conversation section between bookmarks is displayed in ochre in the replay bar.

=  When replay reaches the conversation section between the bookmarks, details of the com-
ment are displayed.

07/14/2017 12:41:13 pm R c 07/14/2017 12:41:19 pm
——
-
a | — [ 07/14/2017 12:41:15 pm ] e
Y w-—- 00QQ00
* M | AB P> 4 1.0 W |[15 Seconds 'f] E

Fig. 60: Conversation with conversation section between bookmarks (example)

R F\

Create bookmark | & | &
Start time: 2021-11-16T08:58:13+01:00
End time: 2021-11-16T08:58:13+01:00
Content: Here is the comment
Close |

Fig. 61: Displayed information details (example)

8.3.2.3.2 Edit bookmarks with replay comment

1. As soon as the conversation section between bookmarks with the replay comment is lo-
cated above the replay position, the following window appears:

R F\

Create bookmark | & | &
Start time: 2021-11-16T08:58:13+01:00
End time: 2021-11-16T08:58:13+01:00
Content: Here is the comment
Close |

Fig. 62: Displayed information details (example)

2. Click on the icon [EZ (Edit).
= The following window appears:
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Edit bookmark

You may add 236 characters more!

£

Here is the comment

oK cancel |
Fig. 63: Edit bookmarks (example)
|T| Saves the entries and closes the window.
|m| Discards the entries and closes the window.

3. Edit the replay comment.

4. To save the entries, click on the button OK.

8.3.2.3.3  Delete bookmarks with replay comment

1. As soon as the conversation section between bookmarks with the replay comment is lo-
cated above the replay position, the following window appears:

Create bookmark | & | @
Start time: 2021-11-16T08:58:13+01:00
End time: 2021-11-16T08:58:13+01:00
Content: Here is the comment
Close |

Fig. 64: Displayed information details (example)

2. Click on the icon @ (Delete).
To delete the conversation section between bookmarks with the replay comment, confirm
the security prompt.

8.3.24 Create new mute notification

The intention is not to create only one single mute notification. The beginning and the end of a
conversation section have to be marked with a new mute notification. This tagged conversation
section between 2 mute notifications can be muted for selected participants.

In a conversation, several conversation sections can be marked with mute notifications and se-
lected participants can be muted.

@ It is not possible to delete only one mute notification from a tagged conversation section which
marks the beginning or the end.

8.3.2.4.1 Mute conversation section

@ The current replay position has to be located within the conversation.

1.  To mark the beginning of a conversation section for the muting of selected participants,
click on the icon [#/ (Create new mute notification).
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2. To mark the end of a conversation section for the muting of selected participants, click on
the icon (&) (Create new mute notification).

= The following window appears:

Create new Mute Section
Muting for selected participants:

12/16/2018 11:47:59 pm - 12/16/2018 11:48:16 pm (09123973-16e9-476f-bbf9-00a54c0ea190)
[ userso@asctel.com

[13. Agent (user3)

ok | cancel |
Fig. 65: Muting for selected participants (example)
|T| Saves the entries and closes the window.
|m| Discards the entries and closes the window.

3. Select the participants for whom the conversation section is supposed to be muted. At least
1 participant has to be muted.
= Conversation muted for participant
O = Conversation not muted for participant

B

To save the entries, click on the button OK.
The muted conversation section is displayed as a gray area in the replay bar.

= When replaying the conversation, the mute section details are displayed in the area of the

muting.
07/14/2017 2:02:50 pm R C 07/14/2017 2:02:58 pm
2 |
8% [ 07/14/2017 2:02:53 pm ] TEv
v W —o- 00QQ00
* |,§, PE 4 1.0 |[15 Seconds T] E

Fig. 66: Conversation with muted conversation section (example)

Mute section details

Start time: 12/16/2018 11:48:06 pm
End time: 12/16/2018 11:48:09 pm
Assigned participants: user50@asctel.com

Close l

Fig. 67: Displayed mute section details (example)

8.3.2.4.2 Edit muted conversation section

1. As soon as the muted conversation section is located above the replay position, the follow-
ing window appears:
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Mute section details
Start time: 12/16/2018 11:48:06 pm
End time: 12/16/2018 11:48:09 pm
Assigned participants: user50@asctel.com
Close |
Fig. 68: Mute Section Details (example)
2. Click on the icon E (Edit).
= The following window appears:
E '\
Muting for selected participants:
[lusers0@asctel.com
[13. Agent (user3)
OK ] Cancel ]
Fig. 69: Edit mute section (example)
| 0K | Saves the entries and closes the window.
| Cancel | Discards the entries and closes the window.
3. Select the participants for whom the conversation section is supposed to be muted. At least
1 participant has to be muted.
= Conversation muted for participant
O = Conversation not muted for participant
4. To save the entries, click on the button OK.
8.3.24.3 Delete muted conversation section
1. As soon as the muted conversation section is located above the replay position, the follow-
ing window appears:
E '\
Mute section details
Start time: 12/16/2018 11:48:06 pm
End time: 12/16/2018 11:48:09 pm
Assigned participants: user50@asctel.com
Close |
Fig. 70: Mute Section Details (example)
2. Click on the icon @ (Delete).
To delete the mute section, confirm the security prompt.
8.3.25 Mark replay loop

1. To mark the beginning of a replay loop at the current replay position, click on the icon (22

(Loop).

2. To mark the end of a replay loop at the current replay position, click on the icon 23 (Loop).
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= When the replay is started, the area between the marks is replayed in an endless loop.
3. To remove the marks of the replay loop, click on the icon 28 (Loop).

07/14/2017 2:02:50 pm R | C 07/14/2017 2:02:58 pm
1
8% [ 07/14/2017 2:02:53 pm ] TEv
: “« — o 000000
* | PE 4 1.0 |[15 Seconds T] E

Fig. 71: Conversation with replay loop

8.3.3 Video Viewer

The Video Viewer serves to replay screen and camera recordings (video recordings).

@ In principle, you can load several video recordings into the Video Viewer. However, you can
only replay one of them at any given moment.

1 T
@ Mozilla Firefox = ]

@ £ https://192.168.171.134/POWERplayWeb/videoviewer.jsf

&ASC Video Viewer

-

- @

Aspect ratio O Keep @ Ignore @ Original

No video available for this replay position.

@_E 06/26/2017 11:56:38 am R B 06/26/2017 11:57:00 am
{ 06/26/2017 11:56:38 am ]

Fig. 72: Video Viewer (example)
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1  Option bar Contains settings for displaying video recordings, see chapter "Option

2  Main view
Replay bar
4  Functionality bar

| |

(Minimize)
° @

(Maximize)

E1

(Reconstruct)
T R

(Close)

8.3.3.1 Option bar

bar", p. 54.
Shows the Video recording.
Shows the loaded video recordings, see chapter "Replay bar”, p. 54.

Contains functionalities for the loaded conversations in the replay bar,
see chapter "lcons", p. 43.

In the Video Viewer, not all icons of the Replay module are available.
Minimizes the on-screen display to the program icon in the taskbar.

Maximizes the on-screen display to full-screen size.

Reduces the on-screen display to the most recently selected reduced

window size.

Closes the window of the Video Viewer.

The option bar contains settings for displaying video recordings.

Aspect ratio O Keep @ Ignore @ Original

Fig. 73: Option bar

In the following, you find a description of the settings.

Aspect ratio This option is only active if Adjust to Window has been activated upon set-
ting the video size. When setting the video size to Original and User-De-
fined, the setting Aspect ratio is deactivated.

* Keep

8.3.3.2 Replay bar

The original aspect ratio of the video recording remains unchanged in
the window of the main view of the Video Viewer.

Ignore

The display of the video recording is adjusted to the window size of the
main view of the Video Viewer. The aspect ratio is ignored, i. e. the dis-
play may be distorted.

Original

The video recording is displayed in its original size in the main view of
the Video Viewer.

The replay bar shows the loaded video recordings.

Fig. 74: Replay bar

06/26/2017 11:56:38 am j ‘R ‘ ‘ 06/26/2017 11:57:00 am
l: o] n
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8.3.4

Shows the track of a loaded video recording.
Shows the start time of the loaded conversation.

If several conversations have been loaded in 1 track, the start time of the first conversation
is displayed here.

Shows that this is the track of a video recording.
Displays the replay position.
There are two options to change the current replay position of the loaded conversation:
1. Click on the respective position with the mouse cursor.
2. Click on a track, hold the mouse key down and drag it to the required position.
Displays the sections of a conversation.
The following sections are possible:
* R = Ringing (a connection is being established)
» C = Connected (at least 2 participants are calling each other)
* H = Hold (a participant is on hold)
* Q = Queued (a participant is being queued)
* W = Wrap-up (wrap-up time)
Shows tagging and audio analysis data (e. g. found keywords).
The line is only displayed if information is available.

Shows the conversation. For further information see chapter "Display of the loading
states", p. 41.

Shows the end time of the loaded conversation.

If several conversations have been loaded in 1 track, the end time of the last conversation
is displayed here.

Message Viewer
The Message Viewer serves to display chat texts or text messages (SMS or SDS).
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| (=) M‘D‘.‘j‘“a Fnrefm ? ? ?
@ | sy

® & hitpsy//192.168.173.171/POWERplayWeb/chatviewer.jsf

{LASC Message Viewer

W Display status changes

Fig. 75: Message Viewer

1 Main view Displayed chat texts or text messages. See chapter "Main view", p.
56.
2  Display status = Displays the status changes.
changes 01 = Does not displays the status changes.
& Minimizes the on-screen display to the program icon in the taskbar.
| m—
(Minimize)
4 @ Maximizes the on-screen display to full-screen size.
(Maximize)
@ Reduces the on-screen display to the most recently selected reduced
window size.
(Reconstruct)
5 23 Closes the window of the Message Viewer.
(Close)

8.3.4.1 Main view
The main view displays chat texts or text messages.
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(0] https://192.168.171.76/POWERplayWeb/chatviewer,jsf

&ASC Message Viewer

M Display status change

2016/03/31

@ Moxzilla Firefox - [} b

client1@openfire2/Spark Online 04:06:53 PM

Weitere Informationen zur Bedienung finden Sie in der Bedienungsanleitung.

Online alice@openfire2/Spark  04:07:19 PM

G O

client1@openfire2/Spark Online 04:10:40 PM

Sie finden die Bedienungsanleitung auf unserer Manual CD 5.0 im Verzeichnis
DE\Bedienung\Anwender

Fig. 76: Message Viewer without the display of the status changes (example)

(0] https://192.168.171.76/POWERplayWeb/chatviewer,jsf

&ASC Message Viewer

Display status change

@ Moxzilla Firefox - [} b

2016/03/31
alice@openfire2/Spark Away 03:59:52 PM
alice@openfire2/Spark Online 04:03:06 PM
client1@openfire2 04:06:26 PM
client1@openfire2/Spark Online 04:06:26 PM
client1@openfire2/Spark Online 04:06:53 PM

O G

Online alice@openfire2/Spark  04:07:19 PM

Wo finde ich denn die Bedienungsanleitung?

alice@openfire2/Spark Away 04:10:26 PM
client1@openfire2/Spark Online 04:10:40 PM
alice@openfire2/Spark Online 04:10:46 PM
alice@openfire2/Spark Away 04:13:52 PM

Fig. 77: Message Viewer with the display of the status changes (example)

Audio Analysis module - Neo 7.x Rev. 3

57175



8 View sessions @sc

The chat texts or text messages are displayed sorted by date and time. The most recent mes-
sage is displayed at the bottom.

On the left of the main view, the basic color of the conversation is displayed. If several conver-
sations have been loaded, the basic colors on the left indicate which chat texts or text mes-
sages belong together.
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9.1

Administrate white list

This function allows administrating the white list. You can create, import or delete keywords and
define whether a keyword is allowed or not.

1. In the toolbar of the main view, click on the menu item Audio analysis > Administrate White
List.

= The following window appears:

Administrate White List
+ o ox

Name & Allowed

- Please select an entry from the table.

complain v o This section allows you to edit the
selected object.

company v

warranty v

security v

signals v

Rows per page 50 1-500f5 R ]

@ Help Close

Fig. 78: Administrate white list

The following options are available:
Create Creates a new keyword, see chapter "Create keyword", p. 59.
Import Imports keywords, see chapter "Import keywords", p. 66.

Delete Deletes the keyword.

2. To save changes, click on the button Save.
To discard the changes, click on the button Reset.

3. After editing, close the window by clicking on the button Close.

Create keyword
1. Click on the icon 3] (Create) in the window Administrate White List.
= The tab Details becomes active.
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£

Details*

Name*

Allowed
Sounds Like...
Name Allowed

| No records found
Add  Delete

Save Reset

Fig. 79: Create white list

2. Complete all fields for the new keyword:

Name Enter the keyword.

Allowed Define whether it is allowed in the analysis job to search for the word if it is
included in an analysis list or synonym list.

= Searching for the word is allowed.
O = Searching for the word is not allowed.

Sounds Like... Enter phonetic variants for the keyword, see chapter "Edit phonetic vari-
ants", p. 62.

3. To save changes, click on the button Save.
To discard the changes, click on the button Reset.

9.1.1 Import keywords

This function allows you to import keywords and the corresponding phonetic variants from an
external list in CSV format.

The CSV file has to consist of two columns. The first column headline must be called keyword,
the second column headline must be called soundslike. The phonetic variants of a keyword
must be separated by commas.

Example of the layout of a CSV file:

keyword soundslike

idiot

incompetent inconsequent
incapable

anger

dissatisfied disqualified, misapplied

1. In the window Administrate White List, click on the icon (Import).
2. Click on the button Choose File.
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y

Upload File

Please select a file from the following type: .csv (max. 1.0 MB).

Cancel

Fig. 80: Import keywords

3. Select the respective file via the Explorer and click on the button Open.

@ Datei hochladen %
« “ 4 | » DieserPC > Lokaler Datentrager (C:) » temp ~| O “"temp" durchsuchen » Analyzed Sessions &
Organisieren ~ Meuer Ordner =~ ™ @

& Downloads # *  Name Anderungsdatum  Typ GroBe
Dokumente #
[&] Bilder *

D Liste T.csv 20.02.2019 14:59 C5V-Datei TKB

@ OneDrive entry from the table.

[ Dieser PC s you to edit the
J 3D-Objekte
[&=] Bilder
[ Desktop
Dokumente
4 Downloads
D Musik
B Videos
‘s Lokaler Datentrd
= Intranet (1)

Dateiname: | Al Dateien () ~|

Rows per page 50 1-500f 53 LR I ]

Save Reset

Fig. 81: Open file

4. If you would like to remove the selected file and select a different file, click on the button -]
next to the selected file.
To upload the file, click on the button Upload File.

= The words are imported into the list.

Upload File

[o e [omarm

Please select a file from the following type: .csv (max. 1.0 MB).

Liste T.csv 33 Bytes x |

Cancel

Fig. 82: Upload File

= A window appears displaying how many words have been imported successfully and
how many words have not been imported.
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9.1.2 Edit phonetic variants

By entering phonetic variants, the keyword can be detected even if pronounced differently. If
you enter phonetic variants for a keyword, then the keyword itself is not considered in the key-
word search anymore. Only the entered versions of the phonetic variants are considered then.

Example:

The keyword is “INSPIRATIONNneo". Enter “INSPARATIONnNneo" and “INSPAIRATIONNneo” as
phonetic variants. That way, the keyword search will only search for the phonetic variants “IN-
SPARATIONnNeo" and “INSPAIRATIONNeo”, but not for INSPIRATIONneo.

If you would like to have the keyword in its original pronunciation considered, you have to enter
the keyword as phonetic variant, too.

Details*

Name* New York
Allowed
Sounds Like...
Name Allowed
Nu Jorg v &
Nu York v #
Add Delete

Fig. 83: Edit phonetic variants

Add Adds a new entry to the list.
Delete Deletes the selected entry from the list.
Opens the selected entry for editing.

1. To add a new phonetic variant, click on the button Add in the list.
2. To edit a list entry, click on the icon || (Edit) in the respective line.
= The entry is edited in an entry field.

Sounds Like...
Name Allowed
New entry v x
Add Delete

Fig. 84: Edit list entry

3. Enter the phonetic variant.

4. Select whether the word is supposed to be allowed or not.
= Word is allowed.
O = Word is not allowed.

5. To save the changes, click on the icon v (Save).
To discard the changes, click on the icon = (Discard).
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10 Administrate Keyword Lists

This function allows administrating analysis lists and synonym lists.

For keyword spotting, emotion detection or linguistic emotion detection you have to create key-
word lists.

Analysis lists

Analysis lists serve as the basis for jobs of the type Keyword spotting. If you would like to check
sessions for certain keywords, you can collect the respective words in an analysis list. If you as-
sign this analysis list to a job, the job checks the selected sessions for all keywords that the
analysis list contains.

Synonym lists

Synonym lists are used to provide the keywords in a more structured way and build up a data-
base of keywords. When creating analysis lists, you can fall back on previously created syn-
onym lists. In the style of a standard dictionary with different categories you can create different
synonym lists to be able to speed up filling the analysis lists with keywords.

List administration

1. To open the window for administrating the keyword lists, click on the menu item Audio anal-
ysis > Administrate Keyword Lists in the toolbar of the main view.

= The following window appears:

Keyword Lists
Analysis Lists ® 4 ¥ General ~
Name ¢ Allowed
Details*
Danger f Name* Dissatified customer
Usage None
List1 7] Description
Keywords

incompetent, cancellation, idiot

Add Export List

Rows perpage 50 v 1-20f2
Save Reset

@ Help Close
Fig. 85: Administrate keyword lists (analysis list view)

On the left side in the window, you see all analysis lists or synonym lists that have already
been created:

Name Shows the name of the list.

Allowed Shows whether all entries in the list have been allowed according to the set-
tings of the white list.

= = All entries are allowed.
& = The list contains entries that are not allowed.

Audio Analysis module - Neo 7.x Rev. 3 63/75



10 Administrate Keyword Lists \\Asc

Creation date Shows the date on which the list was created.
Updated Shows the date on which the list was updated for the last time.

The following functions are available:

Change to syn- By clicking on this icon, you can change between the

onym lists / views analysis lists and synonym lists.
Change to analy-
Sis lists
== Create Creates a new keyword list for the analysis list or for the
- synonym list, see chapter "Create new keyword list", p.
65.
» Delete Deletes the selected list.

Lists used in activate jobs cannot be deleted.

General Adjust Table Opens a window where you can adjust the following set-
tings for the table of the analysis lists or of the synonym
lists::

» Displayed information
* Order of the displayed columns.
* Number of rows per page.

On the right side in the window, details of the analysis list or of the synonym list selected on
the left are displayed.

Usage None
The selected list has not been assigned to any job.
The selected list can be edited and deleted.

Inactive
The selected list has been assigned to an inactive job.
The selected list can be edited but not deleted.

Active
The selected list has been assigned to an active job.
The selected list can neither be edited nor deleted.

Here, you can edit the selected list:

Add Opens the menu of the advanced keyword management:
The following options are available:
» Import From file, see chapter "Import keywords", p. 66
* Import From List, see chapter "Transfer keywords from list", p. 65.
Export List Exports the selected list, see chapter "Export keyword list", p. 68.

Upon entering a new keyword in the keyword list, it automatically receives the status saved in

@ the white list. If a new keyword is not yet contained in the white list, it is automatically trans-
ferred to the white list and receives the status Allowed. A status can only be changed in the
white list.

@ You cannot edit keyword lists which are currently used for active audio analysis jobs.

2. To save changes, click on the button Save.
To discard the changes, click on the button Reset.

3. After editing, close the window by clicking on the button Close.
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10.1 Create new keyword list
Keyword Lists
Analysis Lists
Name ¢
Details*
Danger & Name* Dissatified customer
Usage None
List & Description
Keywords

incompetent, cancellation, idiot

Add Export List

Rows perpage 50 v 1-20f2
Save Reset

@ Help Close

Fig. 86: Administrate keyword lists (analysis list view)

On the left of the window, click on the icon [=3| (Create).
On the right of the window, enter the name of the new list in the field Name.

In the field Description below, enter additional information, if required.

PN~

In the group field Keywords below, enter all keywords you would like to include in the list.
You have 3 options to add keywords to the list:

« Enter comma-separated keywords manually and adding the to the list by clicking on the
button Save.

* Import keywords from file, see chapter "Import keywords", p. 66
» Transfer keywords from existing list, see chapter "Transfer keywords from list", p. 65.

5. To save changes, click on the button Save.
To discard the changes, click on the button Reset.

6. After editing, close the window by clicking on the button Close.

10.1.1 Transfer keywords from list

This function allows transferring keywords and the corresponding phonetic variants from an al-
ready existing keyword list (analysis list or synonym list).
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Keyword Lists

Analysis Lists .
Dissatisfied customer

Name ¢ Allowed

Details*

Dissatisfied custormer & Name* Dissatisfied customer
Usage None

Danger & Description

List1 7]
Keywords

Advanced Keyword Management t cancellation,incompetent
Import from File 4

Import From List £
dd Export List

Rows per page 50 v 1-30f3
Save Reset

A taale Close
t62.110.112.113...

Fig. 87: Transfer keyword from list (example)

1. Click on the button Add an select the option Import From List from the options of the ad-
vanced keyword management.

Analysis Lists x
8H
Name & Allowed
Dissatisfied customer =]
List1 ]
Rows per page 20 w 1-2of2

Fig. 88: Transfer keyword from list (example)

2. Inthe opening window Analysis Lists, select the list the content of which you would like to
add and confirm your entry by clicking on the button Add.

= The keywords from the selected list are added to the first list.

10.1.2 Import keywords

This function allows you to import keywords and the corresponding phonetic variants from an
external list in CSV format.

The CSV file has to consist of two columns. The first column headline must be called keyword,
the second column headline must be called soundslike. The phonetic variants of a keyword
must be separated by commas.
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Example of the layout of a CSV file:

keyword soundslike
idiot
incompetent inconsequent
incapable
anger
dissatisfied disqualified, misapplied
Keyword Lists
Analysis Lists = 4+ General v
Name & Allowed
Details*
Danger & Name* Dissatisifed customer
Usage None
Listl & Description
Keywords

Advanced Keyword Management ympetent, cancellation, idiot

Import From File + | Add Content
Import From List Replace Content
Rows per page 50 v 1-20f2
Save Reset

PO .

8173187/ INSPIRATIONneo/modules/audioAnalvsis.isf&

Fig. 89: Import keywords

Close

In the group field Keywords click on the button Add.

2. Select the option Import From File and subsequently either the option Add Content or Re-
place Content, depending on whether you would like to keep already existing keywords in
the list or replace them.

3. Click on the button Choose File.

Upload File

Please select a file from the following type: .csv (max. 1.0 MB).

Cancel

Fig. 90: Import keywords

4. Select the respective file via the Explorer and click on the button Open.
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@ Datei hochladen x

« - > DieserPC > Lokaler Datentrager (C) > temp v “temp" durchsuchen y-] Analyzed Sessions ¢

Organisieren v Neuer Ordner BE:v ™M @

~
& Downloads # »  Name Anderungsdatum  Typ Grabe

Dokumente # [7 Liste T.csv 20.02.2019 14:59 CSV-Datei 1KB
& Bilder #*

@ OneDrive entry from the table.

[ Dieser PC s you to edit the
J 3D-Objekte
[&] Bilder
I Desktop
Dokumente
4 Downloads
D Musik
B Vvideos
%, Lokaler Datentra

= Intranet (1)

Dateiname: | Al Dateien () -

I Call v

Rows perpage 50 1-500f 53 (SR ]

Save Reset

Fig. 91: Open file

5. If you would like to remove the selected file and select a different file, click on the button =/
next to the selected file.
To upload the file, click on the button Upload File.

= The words are imported into the list.

Upload File

[o e [omarm

Please select a file from the following type: .csv (max. 1.0 MB).

Liste T.csv 33 Bytes x |

Cancel

Fig. 92: Upload File

= A window appears displaying how many words have been imported successfully and
how many words have not been imported.

Upon entering a new keyword in the keyword list, it automatically receives the status saved in

@ the white list. If a new keyword is not yet contained in the white list, it is automatically trans-
ferred to the white list and receives the status Allowed. A status can only be changed in the
white list.

10.2 Export keyword list

1. In the window on the right in the group field Keywords, click on the button Export List.
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Keyword Lists

Analysis Lists

Details*

Danger & Name* Dissatified customer
Usage None

List1 & Description
Keywords

incompetent, cancellation, idiot

Add Export List

Rows per page 50 ~ 1-2cf2 I
Save Reset

@ Help Close

Fig. 93: Export keyword list (example)

A CSV file is saved locally on your computer.
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1 Running Analyses

1. In the main view, select the audio analysis job for which you would like to see or reset the
running analyses.

2. Click on the menu item Audio analysis > Running Analyses in the toolbar of the main view.

= The window Running Analyses.

Task 1D ¢ Session ID & Conversation 1D ¢ Status ¢ Racardings n Pragrass LaatUndate

" % ¥ CedB3: O065-47bu-El0 193 ks T o " poelia [e00b 31 b b S83-07§f; s 03/03/2020
2081 0b(-ThT2-24418-Bobe-[8h2eTbE2 285 CedB33he-0 L i 3[8980(3-d56f-47el-0d 8- [d 720622203 EXPCRTING 141 7 e 0uT-2ad0-5165- 7 2a7 41 41 Fewed] 12:54.56 PR
BOAGT 004 G0a5AGCE-57d2-d B140KTIGo6e-41 8395105 SBA2BH241626-4303-06T5-0bbE0BZS0080  EXPORTING L e fealrBed5 472rada0 202084364068, 09/03/2020

21895472700 dded-BI08-BL4d01 7HR502] 12:54.56 PM

[d2ceasdSbuT1-170d bede1HEE7 20449,  03/03/2020

5-RANG-Pad1 8140 n 455 A 2 - 5 S b 5
SddbIA 1672411 19-7cs 143002 BINCIAZ-c; 5 £ 7 d0altcd dld2heat-chfe-4069-a004-3007 25018480 EXPORTING 6e851 597-05bE 46058574 394461466cb3]  12.54.50 PM

[30ca221 750334300 Baal-1 601 Fec283dE,  03/03/2020

- A51a2fdahT! b : 0 b4 z &
22c5aH1e6eIdAd30-A750-0AT1a260067  HIARKG1 HacSH-aen-ATHA0S0060AcS 20 0R2M2ISA0Be- AT HIARHAITADBEORG  EXPORTING oo Fre o o naizaate] 12,5456 M

taaaET 064357 b e b4 1hEaf01 4T OCDT-D00 s 01e-c5 B A2eaTh 51 GheTa s BTSN EhSIIGTHD  PRORTING 9140 87 1805 620776 97, 031032020
[avtaad. 0310312020
9306aaAT-0 4472552760010 3000 e A3d5-a0a0-D PHCATIPRAAIETIORAI2 EXPORTING  code-dAef-n192-2ddMa07217,

ebed 39 2iec 4ehl) bUbe SdddbacTo018] i

[ee902798-4F22-4354-98dd-G78abb52008R0,  03/03/2020

F4-2RGT-; < -5 | 7id-50) 4 0 . 3 F M G p
HODENde-eAf4-2A07-a001-A0a07 FI244FF G2674665-59ca-47id-5076-10Bc THE4cRaR boAfh?ad-o2 2e-4202-AR62-600R51 A3 EXPORTING cadoobBecdad-a0e0-bodk-15dd2706650]  12:54.56 PM

(9917 5dtreact-af89-a554 24a0M5474131,  03/03/2020

10eaddde-6670-40ac-5056-25432710f725  2a2a1032-2000-45a3-abf-AoBEI74bbS5e  clcAZadd-a-dodd-01 2e-heT S feadadf EXPGRTING o Dbl 8576 bes3-1377bT aSbibe]  12.54.56 Ph

[327FA03- 9656 Aab £ 79, 03032020
beS0ETTL-1010-447 T-ac 1 1-0M92260632 5] 12:54.56 PM

T73bfTaf-1 foT-47a08e00-07 3 achalled I1d2e55Ta14-4255-ad40-FE0Td00ta468  Bddafdfe-2402-1b84-a0T0-Radf406h2382  EXPORTING

|B06147BE-2440-4ba5-ahBS-

O DA 0 2k 5T ] 20T e FaRI1 SR AR b ae AASTIIANTIN0  hEIRFRE-AR] TATA AR ek adABN 1 Thh1s  EYBNRTING  20770AAAGNTA FedShifs.] ahi-ddosnonn. 03/ 03/2020 »

Undata Resot Task Cancal

Fig. 94: Running Analyses

The window displays the following information:

Task ID Shows the task ID.

Session ID Displays the session ID.
Conversation ID Shows the conversation ID.
Status Shows the status of the session.

EXPORTING = The session is exported for analysis.
ANALYZING = The session is being analyzed.

Recordings in Progress Shows the recording IDs of a session which await processing
for this session before having been processed completely.

Last Update Shows the date and time of the last update.

In the window, the following functions are available:

Updates the list of running analyses.

Update
ot Task Resets the audio analysis for the selected sessions. The re-
set sessions will be analyzed again at a later moment.
See chapter "Reset running analyses", p. 70.

cancel Closes the window Running Analyses.

1.1 Reset running analyses

1. Toreset a session from the list of running analyses, click on the respective line.
To select several sessions, click on the respective line while holding the [Ctrl] key down.

2. Click the button Reset Task.

= The audio analysis is reset for the selected sessions. The reset sessions will be ana-
lyzed again at a later moment.
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Glossary

MP3
With regard to audio compression, MP3 uses lossy data-compression to encode data using
inexact approximations and the partial discarding of data. MP3 compression works by reduc-
ing (or approximating) the accuracy of certain components of sound that are considered (by
psychoacoustic analysis) to be beyond the hearing capabilities of most humans. The remain-
ing audio information is then recorded in a space-efficient manner.

MP4
MP4 is a video container format. MP4 file format is based on Apple QuickTime file format.
MP4 files allow saving multimedia content as several audio and video tracks as well as subti-
tles, 2D and 3D graphics. This content may be replayed locally with a dedicated software or
streamed via a network. (Source: Wikipedia 07.02.2020)

PCM
Pulse Code Modulation is an uncompressed pulse modulation method which transforms a
time- and value-continuous analog signal into a time- and value-discrete digital signal. It is
used in audio technology, for example in the context of the G.711 standard and in video tech-
nology for digital video signals in compliance with the ITU-R BT 601 standard. (Source:
Wikipedia 12th June 2018)

Video data
Video data can either consist of camera recordings of a video call or of screen recordings.

Video recording
A video recording can consist either of a screen video or of any other video.

WAVE
WAVE file format is a container format to digitally save audio data and is based on the Re-

source Interchange File Format (RIFF) defined by Microsoft for Windows. (Source: Wikipedia
23rd February 2021)

XML
Extensible Markup Language is a human-readable and machine-readable language which de-
fines a set of rules for encoding documents.
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