
OnviCord Explora
Speech Analytics
Transforming call recordings into actionable knowledge through automation
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S P E E C H  S O L U T I O N S  F O R  C A L L  C E NT E R S  A N D  E N T E R P R I S E S

Explora  speech analytics applies customer interaction data collection, phonetic audio searc h technology
and a powerful rules engine to enable cost ef fecti ve, automated and enhanced quality monitoring for
the contact center . Explora  speech analytics sof tw are transforms v oice and data recordings into
knowledge that can be used to impro ve the management and performance of contact center s and
business enterprises.

Explora  is fully integrated with the OnviCord PRO call recording system and leverages existing
investments in call recording and arc hi ving. It analyz es call recordings, acts as a listening agent,
deli vers actionable events and pro vides a vehicle for analysis of every recorded call. User s can mine
100% of recorded calls quic kly without the need for costly resources and manual processes.

Analysis can tak e place in near -real time.  Through the implementation of objecti ve rules, Explora
remo ves any doubt of subjecti vity by pro viding results based on the actual content of the dialogue
and a set of business rules executed ag ainst the dialogue.

Multiple Applications f or Speec h-Enabled Sear ch

Call Recording Sear ch
Easily retrieve calls based on searc h of words and phrases in addition to the common searc h methods
prevalent in the industry , such as the time the call star ted, the duration of the call, or the c hannel that
originated or recei ved the call. .  Explora  pro vides the unique ability to “process once ” and “searc h
man y times” .  When the initial call analysis is completed, Explora  creates an intermediary file format
that can be searc hed at very high speeds, enabling a user to searc h across an y set of processed files
for an y phrase. This turns audio files into a searc hable data arc hi ve.

Automat ed Agent Scor ing and Compliance Manag ement
Conduct speec h-enabled automated mining for spok en phrases or absence of phrases.  This capability
makes it easy to identify specific calls that require a quality assurance review .  Quality Assurance
manager s can then use OnviCord Excella  to evaluate and score perfromance and forw ard results to
agents and supervisor s.

Business Int ellig ence
Search and analysis of arc hi ved recordings can categoriz e calls to extract knowledge, business
intelligence and identify trends and pat terns, including frequency of pat terns of success and failure,
competitor mentions and new or dif ferent sales objections.  This data can help an org anization determine
in what direction it should mo ve to capitaliz e on sales and mark eting oppor tunities.  Business
intelligence g athering can be performed based on scripted searc h and user -defined searc h criteria.
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Unique Business Assurance Progr am
OnviSource ensures success and a rapid
ROI through a unique service program
called Explor a Advantag e.           Through this
service program, we help customer s
overcome typical c hallenges associated
with speec h analytics solutions.  We assist
with pro visioning of ROI analysis,
application analysis, project planning,
customization, pilot programs and
business continuity and assurance
measures.

Explor a Advantag e of fer s true par tner ship
services at af fordable prices with the
singular objecti ve of making Explora  a
solution that truly deli ver s value and the
information needed to operate a more
profitable business.

One Fully Int egrated Product Suit e

OnviCent er 6
OnviCenter 6  of fer s a highly af fordable
suite of integrated sof tw are solutions to
advance contact center sales, mark eting,
customer suppor t and business operations.
This comprehensi ve product suite deli ver s
workforce optimization ( OnviCord ), agent
transaction automation ( OnviTrax
AutoAgent ), pre-pac kaged call center
business applications ( OnviCall ) and call
handling, communications and business
continuity (OnviNet) .

OnviCall of fer s prepac kaged call center
business applications for telephone
answering services, tele-services, order
entry and claims processing, medical and
emergency dispatc h, as well as
telemark eting acti vities.

These applications enable org anizations to
bring multiple call handling components
together into a single solution.  R eceive
calls, route calls, perform messaging and
dispatc hing functions and more from one
central interface.

About On viSour ce

OnviSource of fers highly af fordable, fully integrated product solutions and aw ard-winning business process
outsourcing services in sales, mark eting, customer service and suppor t. OnviSource contact center products
have demonstrated a superior degree of reliability combined with an outstanding set of features and
capabilities that deli ver revenue-bearing solutions to contact center s.  The compan y pro vides solutions to
thousands of customer s and business enterprises worldwide.  On viSource Inc. is a Delaw are Corporation
headquar tered in Plano, Texas, with Operations Center s in Enid, Oklahoma.

OnviCord pro vides all the functionality and
features required to eng age in quality call
monitoring and recording—ef for tlessly .

Suppor ted by a suite of powerful call
management tools, OnviCord PRO  captures
100% of v oice and data acti vity and of fer s
simple, browser -based access to a robust
tool-set that pro vides everything needed to
manage your call information quic kly and
easily .

OnviCord  product suite deli ver s quality
assurance and compliance, speec h
analytics, video screen capture, and
workforce management.

OnviTrax Aut oAgent unifies and automates
agent desktops, enabling agents to focus
on the customer . OnviTrax  AutoAgent  uses
scripting to guide agents step-by -step
through complex transactions to ensure
accuracy and maximiz e every oppor tunity .

Call center manager s can customiz e the
workflow for eac h client. Call center
administrator s can configure agent
prompts and controls for collecting
information and presenting screens with
OnviTrax AutoAgent’ s user-friendly drag
and drop configuration tools.

OnviNet pro vides network infrastructure
for all of OnviCenter .          OnviNet  scalable call
handling and recording platforms pro vide
low -cost solutions that are optimiz ed for
small to medium contact center s.

OnviNet  uti l iz es industry standard
Microsof t Windows and XP P rofessional
based server s and m ySQL database. Built
on a modular , client server arc hitecture,
OnviNet allows for additional capacity and
suppor ts optional features.

· Inbound Call Handling
· Outbound Call Handling
· Database Management
· Voice & Data R ecording

OnviNet Options:
· Intelligent Call Distributor (ICD)
· Automated Call Distributor (A CD)
· Interacti ve Voice Response (IVR)
· Dispatch & Messaging S ervices
· Voice Mail
· Unified Communications
· System Bac kup & R ecovery
· System Monitoring & Notifications
· Third Party Integrations

Deliv ering Ex ceptional Cust omer Value
OnviS ource bac ks up OnviCenter  with
superior care and customer lifecycle
assistance services called OnviCare  that go
beyond tec hnical suppor t.  Our
commitment to your satisfaction begins at
the very fir st contact.

To experience our service fir st-hand,
contact the On viSource One Call Solution
Center at 800-388-8402.  To learn more
about our suite of products contact Sales
at 800.311.3025.

We’ll be happy to review your call center
requirements and discuss how easily and
cost-ef fecti vely you can deploy OnviCenter
products into your org anization.

View the OnviCenter  suite on our website
at www .onvisource.com .


