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Call Recording and Quality Monitoring Solutions for Call Centers

Scale new heights with CSI and Virtual Observer.

e Tremendous scalability. Add new agents, departments, locations,
or even phone systems and VO will meet the challenge.
e Unparalleled performance gains. Watch quality metrics rapidly

FEATURES

Virtual Observer is a robust and secure call recording
and quality monitoring solution for call centers.

ROBUST
Virtual Observer's core feature set include all of the
necessary components needed to help your call center
reach your performance targets and turn your
recorded calls into valuable assets:

Integrated Evaluation

VO Live: Real-Time Monitoring

Performance & Trend Reporting

E-Learning & Content Delivery

Custom Report Builder & Dashboards

SECURE
Virtual Observer also offers an extensive, granular
security and compliance suite called “Data Defender”,
enabling you to meet PCl and HIPAA compliance
through Media Encryption, Agent Auditing, System-
wide permission control, and a “Lights Out”
functionality which removes confidential customer
data such as credit card numbers or social security
numbers.

Data Defender for PCI / HIPAA Compliance

Auditing

Auto-Archiving

ADD-ONS
CTI/SMDR/CDR Integration enables you to enhance
the value of Virtual Observer by pulling in ACD
Statistics, CTI Event Data, SMDR/CDR data and
much, much more. CSI’s Professional Services Team
can create custom connectors to push and pull data
from various back-end systems.

Rules-Based Screen Capture

CTI/SMDR/CDR & API Integration

Surveying

Speech Analytics

LGl

improve and surpass your organization’s expectations.

SCALE
NEW
HEIGHTS

BENEFITS

Virtual Observer is the only call recording and
quality monitoring solution to automate your
entire contact center quality assurance
initiatives while providing a lowest cost of
ownership in the industry. Virtual Observer helps
to provide a number of bottom line benefits to
your organization, including:

EMPLOYEE DEVELOPMENT

e |dentify training needs through scoring and
evaluation

o Create better trained agents through delivery
of targeted training materials

* Reduce agent turnover & training cycle time

e Improve customer satisfaction by raising
contact center performance levels

e Locate process inefficiencies by watching real
time desktop screen activity

e |mprove supervisor and agent performance

e |Improve customer handling skills and increase
customer retention

e [ncrease first contact resolution, sales and
upsells

* Reduce average on hold time, average talk
time, & call wrap up time

® Provide management with measurable
trending reports

COMPLIANCE/LIABILITY

e Meet PCI and HIPAA compliance standards
for call recording

e Resolve recorded disputes

e Verify recorded sales orders and account
modifications

e Reduce liability by archiving recorded calls

e Securely share recorded calls with remote
employees or customers

WAYS WE RECORD

Virtual Observer offers multiple methods of
recording your customer interactions. We've
been doing this a long time, and our solution
sales team will be able to draw from those
experiences to provide a logical, cost effective
configuration for recording your calls.

e Selective Call Recording (typically used to
gain a sample of recordings for QA
purposes)

e 100% or Total Call Recording (typically
used for Compliance/Liability recording)

- T1 or Trunkside

- Extension Side (Physical station)
e \o|P Call Recording

- Passive VoIP Sniffing

e Switch Integrated Recording (enables a
reduced-footprint, multi-location, central-
ized recording solution)

- DMCC Recording — Selective, On-
Demand, or 100% Call Recording

e Record On-Demand

e Hybrid/Mixed environment recording

e Desktop / Remote Agent recording

SUPPORTED PHONE

SYSTEMS

e Avaya e Aspect

e Cisco e Alcatel

e ShoreTel e Samsung

e Siemens e Toshiba

e Nortel e Many other popular
° Mitel PBX & VolP models
e NEC
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