Speech Analytics CRM Integration

Follow emotions: Reveal problematic Using “Midas Web Service” application customer data
conversations that result from customer such as“Customer ID”and/or “Company Name”can be
dissatisfaction by using the ratios of anger, added on to the recordings through CRM integration.
monotony, interruption, and silence as Audio files recorded via MIDAS can also be exported to

mn n
evaluation criteria wav format to be used by other applications. \\ t I b I
Faster problem solving: Analyzes spoken _ [ e e I g I O

interactions, identifies threats and opportunities Information Security & Compression Rate

as they occur and alerts the supervisors when MIDAS uses the compression format known as “GSM”
an agent says a forbidden word. Thus provides to compress and store audio signals. A minute long
managers with real time agent guidance. conversation saved with GSM format consumes only

100 KB space on a disc. To ensure information security
and to prevent audio files to be accessed via regular

audio processing applications each file is encrypted :
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Better follow up: Evaluates the whole content
of speech, classifies calls into specific categories
of interest and automatically routes calls to
supervisors for review.
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More than a recording device...

MIDAS is an IP based Voice Recording Solution developed for the compliance
recording of internal and external VOIP calls of an organization and to provide Quality

Management functions for Call Centers.

Real time listening and monitoring

O Alldatarelated to the call (extension number, Agent name, Agent Login ID, caller ID, caller name, ACD

name, Call duration, etc. . .) can be observed,

Archive Playback

With Midas Digital Voice Recording solution;
O Archives can accesses fast and easy

O (an be searched by:
O Date/Time, Duration
O Channel, Agent or ACD name
O Called/Caller ID
O Notes entered by users
O CallID generated by the PBX
O Customer name or ID (if CRM integration is enabled)

Call Trend Analysis and Reporting

Call Trend Analysis is another unique feature MIDAS
offers to its users. With this feature authorized users
can analyse calls by setting different parameters
based on “Group Panel’ or their own needs.
Within these tables users can observe and examine
"Average Talk Time’, "Average Response Time’,
"Total Talk Time’, and other useful information that
does not exist in any other digital voice recorder in
the market. Not only that, the created tables can
easily be transferred to Excel with “Transfer to Excel”

feature to be edited in any format of your choice.
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Message Warning System

Supervisors monitoring active calls can send immediate notices (text messages) to monitored agents.
Agents receive the messages as a pop-up on their screen and all messages are associated and stored

with the call.

O With“Agent Performance Management’
tool authorized users can design forms with
questions, answers and scores based on their
own criteria.

O Audio files and call reports (average call duration,
number of answered calls, etc..) can also be
associated with these forms. For evolution
purposes supervisors may choose to let MIDAS to
pick recordings for them or can choose their own.

O With“Screen Recording’tool authorized users
can observe and evaluate the screens agents use
while serving customers.

O Recorded screens are synchronized with the
recorded conversations allowing them to be
used for performance management.



