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Section 1: Intfroduction

With Eureka Analyze you have invaluable insight info every agent-customer interaction without the labor-intensive need
tolistento every callorread every chat or e-mail. Eureka Analyze's powerful tools extract and apply business intel-
ligence fromevery customer interaction to identify customer needs, analyze interactions, frack behaviors, correlate

causes, andreportresults.

Using speechrecognition engines and proprietary algorithms, Eureka Analyze takes every word and phrase that is
spoken, how those words are spoken (for example, acoustic information), and the contextin which those words are
spokenand converts these data points into business infeligence. Customer conversations are classified info con-
figurable categories based onwords/phrases detectedin conversations along with metadata (such as agent name,
location, etc.),including acoustic measures. Categories provide a powerful analytical fool that helps identify business

frends and operationalissues.

Sound complicated? The best partis, it's not! Eureka Analyze is specifically designed to be easy to learn, intuitive, and,

above all, user-friendly.

Eureka Analyze offers the following features and benefits to help you understand the fundamentals of your business by

automating the effort to listen to customer conversations:

o WEB-LIKE SEARCH EXPERIENCE Our 100% web-based solution extends customer-driveninteligence to the
broader corporationin asimple, familiar, easy-to-consume fashion. For quick, immediate analysis, a welb-
like search experience allows you to start searching agent-customer conversations with zero learning

curve.

« SIMPLIFIED AD HOC ANALYTICS Counts for categories, attributes, measures, and tags allow Search to be
used as an ad hoc analyticaltool. View the counts and thenfilter by measures that can contain a variety of
characteristics. This enables you to conduct quick analysis, such as identifying agents with the highest levels

of agitation.

« AGENT PERFORMANCE MANAGEMENT Intuitive automated quality monitoring forms simplify the creation of
agentscorecards.Scorecards are present for everyinteraction, and animproved interaction details view,
or callplayer, expedites performance review. Manual tagging features, commenting, and manualscore

adjustments support quality monitoring and agent coaching workflows.

« ADVANCED PLAYBACK Begin playback and transcriptreview from any pointin the contactwhere anevent
of interest occurredjust by pressing within the results.

Introduction 10
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« AUTOMATIC ROOT CAUSE Automatically analyze topics fromsearchresults to discoverroot causes or
drivers without dependency on keyword lists or category development. TopicMiner™ automatically iden-
fifies fopics of interest (for example, long conversations, high sience, and agitation).

o CUSTOMER JOURNEY ANALYSIS Customer engagement professionals and quality analysts can view and
measure various key performance indicators across the entire omni-channel customer journey through a

new, intuitive visualization.

o INITIAL SYSTEM CONFIGURATION & IMPROVED ADMINISTRATION New administration tools give you greater
controlover the configuration of Eureka Analyze, further reducing dependency on professionalservices. Ini-
tialSystem Configuration, an accelerated delivery model, gets customers up and running within days or
hours.

Client Workstation Hardware and Software Requirements

The following details the technicalspecifications for the Customer’s client machines that willaccess Eureka Analyze:

« Infernet Access

« Windows (2GB RAM, 4 GBis suggested)

« Microsoftinternet Explorer 11
« Microsoft Edge
« Google Chrome 46 or newer

« MorzillaFirefox 41 or newer
« OSX

« Apple Safari7 or newer (Apple QuickTime required for audio playback)

« Google Chrome 46 or newer

« Sound Cardwithlistening device such as speakers, earbuds, or headphones
« Adobe AcrobatReader or equivalent PDFreader to open PDF exports

« Microsoft Excel2010 or later (if datais to be exported)

1. 1: Overview

The Eureka Analyze web applicationis comprised of the following main areas:

Introduction n



