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Quick Overview

z

1.Go towww.aticalltracking.com 2. Login with your email and password @ { St SO0 a[ A&adSy

From there you may listen to the calls, asgk youa quick overview of the incoming call data.

(]t. HOME l TRACK | LISTEN | SCORE | REPORT | GOALS SuRport chat Swhip
It

Logout
poweredby CONVITZ3

Nelcome, Roberta Key Elements seen when you select "Listen". ‘
@ . ”
:] Go Summary Information: :
Keyword Ces » Reviewed Calls: 5 ) Answered Calls: 225 ) Average Call Time: 04:51 ‘
tDate R ) , Export Calls
el Laile RaNge » calis Not Reviewed: 248 ) cCalls over 5 min.: 69 |
Campaign/Ad Resource Email Call Report
View by Date Call Details ' ’ Callers No. e:l- o
Type Date/Time » Group Originating No =~ Tracking No  Destination No = Duration Click

|09/28/2015 to 10/05/2015 |

&¢ 10/05/2015 5:29 Roadside Select (865) 748-4847 (866) 747-1820 (561) 210-4352 00:03:33 P‘USTGH to call
%§  10/05/2015 5:06 SelecTrucks-New Englz (856) 423-1786 (866) 595-4335 (508) 792-2500 00:03:05 = |

(i)
Filter By: 9 &%  10/05/2015 4:26 SelecTrucks-Cleveland (415) 400-9830 (866) 818-0439 (330) 273-2142 00:03:30 o‘ View
¢ 10/05/2015 4:16 Roadside Select (508) 545-1153 (866) 747-1820 (561) 210-4352 00:14:38  p @ Analyfics

SUTLETPIBERBEY SelecTrucks-Toronto  (215) 860-0386 (866) 559-4751 (905) 362-1302 00:01:21

Group =

®¢  10/05/2015 3:42 SelecTrucks-Cleveland (410) 596-0992 (866) 815-0160 (330) 273-2142 00:01:20 § @

[ customer Support Anal... (1) ®¢  10/05/2015 3:41 SelecTrucks-Cleveland (410) 596-0992 (866) 815-0160 (330) 273-2142 00:00:39 b @

[] Defauit Location (9) ®¢  10/05/2015 3:40 SelecTrucks-Cleveland (410) 775-7519 (866) 815-0160 (330) 273-2142 00:00:56 b @

[] Greensboro (STC) Geo-.. (1 ®¢  10/05/2015 3:08 SelecTrucks-New Englz (646) 938-9583 (866) 605-4335 (508) 792-2500 00:00:13 b @
Siw al . ®¥ 10/05/2015 3:08 SelecTrucks-New Englz (646) 938-9583 (866) 605-4335 (508) 792-2500 00:00:07 b @
‘Falfer by Campaign
Tracking Number = £ « o Page[t Jof26 m » View 1 - 10 of 253

[ Arts Trucker to Trucker (Truck

After logging in to the application, navigate to the Reports page by clicking on one of two links from the home page

as shown below

¢


http://www.aticalltracking.com/

The reports page will automatically pull up a login report and dispEynamary of your calls for the date range

N

Welco D | Marketing Tracking Number - Company & = |Go
elcome, Demo L

View by Date Summary Information: (7]
04/02/2015 to 04/0%2015 ¥ Total Call Volume: 175 » Repeat Calls: 21 ¥ Peak Call Times: 2pm to 3pm

¥ Answered Calls: 173 F Total CallMinutes: 1396:31 ¥ Longest Call: 01:00:00

¥ Unanswered Calls: 2 ¥ Average Call Duration: 07:58 ¥ Webhooks Triggered: 0
Reports:
[ Login Activity v |

Sy;tl[eglcﬁ\i%orts po r‘ts Save as favorite Saved reports
Calls By Dynamic Mumber . ..
Calls By Dynamic Number (Deprecated) ;In ACtIVIty
Calls by Geography
Calls by Group
Calls by Keyword
Calls by Landing Page
Calls by Status
Calls by Time Frames
Calls By Web Scurce
Indicater Summary
Indicators By Group Heatmap
Indicators By Group Summary
Listening Activities

0g
Receordings By Tags Summary
Scorecard Criteria by Group No data to display.
Scorecard Criteria by User
Scores by Group by User =

shown in the view by date fieldThe default view by date range is the last 7 days but can be changed by clicking on
the date field.This date range will be the dates for the reports as well. Select the drop dodichoose the

desired report, the two most common reports used are Calls by group and calls by time frame depending on role
and the data needed.

After selecting the report, you can use the filter by function to focus in on different portions of ydsir cal
based on the criteria you selestich as tracking numbers or groups. The report will display a few visual
representations of your data which vary based on the report type.



View by Date Summary Information: 7]

|04«‘02.|‘2015 to 04/09/2015 ! Total Call Volume: 175 ! Repeat Calls: 21 » Peak Call Times: 2pm to 3pm

b Answered Calls: 173 ! Total Call Minutes: 1396:31 ¥ Longest Call: 01:00:00

b Unanswered Calls: 2 » Average Call Duration: 07:58 ¥ Webhooks Triggered: 0
Reports:
| Calls by Group v

Reports Save as favorite Saved reports
Filter By- @ Calls by Group Summary

airoup = ﬁ Group Pie chart

[[] Linkedin Paid {13)

|| Marketing Tracking Mu... (162)

Tracking Number @

|| DNI-(Do Not Use) | (888) 404-
Marketing Tracking Number, 167
4524 )
[T DNI-Adwords:Gall Tracking
Numbers | (888) 616-1434(10) LinkedIn Paid, 12
[[) Email Marketng | (855) 889-3038
3

Show all...

Tags =

|| All Conversion (¢) (T}

[ oMN (1) \

|| from Linkedin {13) Group Line chart

Show all__ from 2015-04-02 00:00:00 to 2015-04-09
32|

At the bottom of the page you will find an option to view a list vigwour data, clicking on it will
expand it.
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24

a

04-02-15 =

04-04-15
04-06-15
04-08-15

Day of the year

| Marketing Tracking Number LinkedIn Paid

’ Click here to see a list view of your data

The default view will display summary information of the report with an option for downloading the
data to excel. You can change the number of rows displayed and view the total number of records at
the bottom of the chart.

Click here to see a list view of your data

. Summary / Detail \@
= o

Summary
Group = Tracking Total Unigue Answered Missed Avg. Call Lem

LinkedIn Paid LinkedIn Paid Search | (855) 873,13 13 13 1] 14:16
Marketing Tracking Mum Email Marketing | (855) 889-39363 | 3 i} 8:01
Marketing Tracking Mum Marketing Pool 1 | {844) 220-01512 1 2 0 0:41
Marketing Tracking Mum Marketing Pool 1 | {853) 757-363113 13 13 0 22:23
Marketing Tracking Mum DNI-({Do Mot Use) | (888) 494-4536 [ 5 1 1:13
Marketing Tracking Mum Marketing Pool 1 | (855) 221-639{1 1 1 1] 1:58
Marketing Tracking Mum Marketing Pool 1 | (844) 216-88712 i 2 1] 2:38
Marketing Tracking Mum Marketing Pool 1 | (855) 726-193(1 | | 1] 15:15
Marketing Tracking Mum PR Content/Press Release | (866) 5 3 3 1] 4:35
Marketing Tracking Mum Marketing Pool 1 | {855) 215-480]13 13 13 0 13:25

i1 Page|t |of3 s m |10 ¥ View 1 - 10 of 22

'

The detail view will look at the data on a call by call basis and also provides the option of exporting to
excel and the display info as with the summary view.



Click here to see a list view of your data

Summan,r."DetaiIP
Detail “@._] (=TI -

Group = Tracking Total Answered Status Call length Called ID
LinkedIn Paid 13 13 03:05:23
LinkedIn Paid Search | (855) 873 Y A 15:18 9549176413
LinkedIn Paid Search | (855) 873 Y A 00:56 9106727540
LinkedIn Paid Search | (855) 8734 Y A 15:29 6034336678
LinkedIn Paid Search | (855) 8734 Y A 15:31 3159027895
LinkedIn Paid Search | (855) 873; Y A 15:03 4322573947
LinkedIn Paid Search | (855) 873; Y A 15:32 6317065537
LinkedIn Paid Search | (855) 873; Y A 15:32 3156133728
LinkedIn Paid Search | (855) 873; Y A 15:31 2313357491
LinkedIn Paid Search | (855) 873; Y A 59:59 3025260690
L2 Page|t |of 19 w w1 |10 ¥ Wiew 1 - 10 of 182

o N

Looking at the Calls by Time Frames report we see that the chart dispéagigfarent but the data options are

similar in the list view at the bottom. If you click on Save as favorite you can save a report as well as schedule it to
be sent on an automatic basifkeports can only be scheduled when using ormiobuilt indynamic date ranges

such as last 7 days or the previous month.

W D | Marketing Tracking Mumber - Company a ~ Go
elcome, Demo L

View by Date Summary Information: (7]
04/02/2015 to 04/09/2015 * Total Call Volume: 175 * Repeat Calls: 21 * Peak Call Times: 2pm to 3pm

* Answered Calls: 173 *  Total Call Minutes: 1396:31 * LongestCall: 01:00:00

* Unanswered Calls: 2 *  Awverage Call Duration: 07:58 * Webhooks Triggered: 0
Reports:
| Calls by Time Frames v | \

R e po r‘ts Sawve as favorite Sawved reports
Filter By: @ Calls by Time Frames Summary
Group - “ By day of week

52
Linkedin Paid (13}

Marketing Tracking Nu... (162} 39

25

Tracking Number =

DN I-{Do Not Use) | (885) 404- oz
w
4524 (8) 5
S
DN I-Adwards:Gall Tracking o
Numbers | (888) 516-1434 (10) i iy iy 4 o a a
2 W W T = g =
Email Marketing | (855) 880-3035 2 ] [ 5 o % i
(= 3 = 3
[&)] =
Show all Day of waek
ANSWERED BUSY il CHANUMAVAIL gf; CONGESTION
gls FAILED gl MO ANSWER gy Other

el 5 hour of day

32

24
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Type in a name for the report and then either save or save and schedule.

Save as favorite

Reports

Saved reports

Calls by Time Frames Summa

Report Name

Save and Schedule |

Save
y day of v
52
29
= | |

You can change the report name, date range and frequency prior to sched

uling. Select the feplyhere you

want an email to go if a recipient responds to the report email and select your recipients. Then select Save. You
can view your any of the scheduled or saved reports from the Saved reports menu and edit them by selecting them

from there.

Welcome, Demo

| Marketing Tracking Mumber - Company A ¥ 1| Go

Tips Area
P Report Scheduler

The Report Scheduler allows you

o schedule reports to be emailed

regularly. Choose from reporis that

are system generated, or that you Active: v

have previously saved as a Schedule Name: Example Report

ol

favorite. Select Report: Calls by Time Frames

Tip: Only system generated 04/02/2015 to 04/09/2015
reporis require a date range entry.
Scheduling a favorited report does
not require a dafe range because

report date ranges were

Date Range:

Send Reports:
Starting Date and Time:

04/09/2015 v
Weekly v

demouser!@logmycalls.cor ¥

6:00pm
Frequency:

‘Heply—to:

User Recipients

determined previously when
saving the report as a favarite.

Note that there are two date
requirements when scheduling a

7]

Saved Reports Cancel Save

report. First: the date range of the
report as discussed above, and ¥ '%
second: the date and time you # demouser] @logmycalls.com
wizh to start emailing the

scheduled report.

Additional Recipients

Usze comma o separaie more than one email address.




How to listen to Calls

After logging in to the application, navigate to the listen page by clicking on one of two links from the home page
as shown below.

(]t. m| TRACK | LISTEN | Score | REPORT | GODALS S @ Goe laTEm
~Itl

Change Identity: @
Powered by COMNVITZ3

e B |Auto Technologies Inc - Company Admin =~

Setup Report
4
Click to Listen to call recordings View and download call Get all the details of calls
and tag, add comments, analytics and business made through your
or

and assign users. intelligence reports. tracking numbers.

Key Metrics 2 Goals 2 Recent Activity 2

Calls Metric r
|p8/13/2015 to 08/20/2015 |

Date Total Answered

Mo results found Create one now

Mo goals have currently been created.

On the left side of the screen you can change the date range displayed which by default will showgbedast

RI&aod CKS GCAftGSNI . &8¢ 2LJA2y Ftft2a &2dz G2 a2NL & 2dzNJ
access to multiple groups or individual tracking numbers. Each of the fields listed can be selected by checking the

desired box or baxs until you have the calls displayed that you want to view.

From the Listen page you can view a summary of your total calls along with other broad view data at the top of the
page. This view is dynamic and will change based on the filters and dateselagied. To Listen to a call click on

(]t. Home | TRack |EERIEIN| score | REPORT | coaLs SR @ ST aTEm
Ik

Change ldentity: €@
Powered by COMVIMTZD )
Auto Technologies Inc - Company Admin * | Go
Welcome, Bob | 9 pany
@ :
Go Summary Information:
Keyword Clear S Reviewed Calls: 0 b Answered Calls: 1 b Average Call Time: 00:00
b Calls Not Reviewed: 1 } Calls over 5 min.: 0
View by Date call Details @E- o
|07f21!2015 to 0B/20/2015 | Type Date/Time = Group Qriginating No Tracking Mo Destination No | Duration

I

Filter By:

Group =

[ Auto Technologies Inc (1)

Tracking Number =

() (000)000-0000 (1)

Users =

[ undefined (1)




GKS 06ftdzS GNAIFyYy3aES Ay (KS aSO2yR G2 flaid O2ftdzyys AT
shown below.

This will bring up a secondary display showing additional info for the cak d@lthe green play button
to review the call recording. You can also add comments to the call, or tags which can be used in
filtering data within the app.

View by Date call Details @ == -]

Type Date/Time Group Originating No | Tracking Mo | Destination Mo | Duration
|[]?f21f2[]15t0 08/20/2015 | Al AR el aina i acking estina Ira
07/22/2015 8:10 pm Auto Technologies Inc (000) 000-0000 (000) 000-D000 (0D0D) 000-0000 00:00:00 i

: ” e e
Filter By- ? N e H Comments add&
Sern | unassigne - -

Group =

|| Auto Technologies Inc (1)

00:00 6 e 01:06

Tracking Number = / -
I el ™ call Title: | Welcome CDR

() (oo0) 000-0000 (1)

Users = Tags:
& Undefined (1) ¥ training call ¥/ Bob
) missed opportunity ) from Website

Destination Number =

The call details can be downloaded as a .csv by clicking on the excel icon at the top dfEtetaiial

table, this content is also dynamic and reacts to the filters and date range selected. You can navigate to
additional pages and change the number of rows displayed on each page by clicking on the icons below
the last call record.

(]t. Home | TRack |JERUETN| SCORE | REPORT | GoALs Support Chat Setup Logout
@1y

Change Identity: &
Powered by COMNVIMTZ3

|Auto Technologies Inc - Company Admin ¥

Welcome, Bob

J— 7]
| Go Summary Information: ?

Keyword Clear } Reviewed Calls: 0 b Answered Calls: 1 b Average Call Time: 00:00

b Calls Not Reviewed: 1 b Calls over 5 min.: 0

View bv Date Call Details 0 L"J [~ ]

| Type Date/Time = Group Originating No Tracking Mo Destination Mo | Duration

|[]?f21f2[]15 to 08/20/2015

Filter By: ?

o]



Conversation Analytics E Indicator Syntax

How Does Conversation Analytics work?

Calls are processed using a proprietary transcriptionseaichengine. The procesdentifieswords and phrases
that indicate certain events have occurred in a conversation. In addition to words, phonetic elemeagane
tempo, agitation and silence. Combinations of certain words/phrases with the phaetients(depending on
the indicator) are matched and weighted to provide@mericconfidence indicator that the event occurred.

When writing search queries, our goal is to identivY  y& RAFFSNBy i s+ e&a 2yS OFy &l @&

important to consider who is speaking, caller or agent. In the following exa@@edz€efpartof an algorithm
that takes into account vasus speech patterns and text to speech transcription possibilities

Indicator: Promotional Mention  Phrase: Did you receive a promotion from

(("did you|ya get|got|received|receive our|us") OR ("promotion|promotional|male|mail|mailer|flyer|flier|ad|
add|advertisementfrom us|me")) OR06 & & 2 depeivé|received|receivingrromotional email|male|mail|mailer|
FERSNUTEASNUF Ryt RRUlF ROSNIA&ASYSy(iéo

We also use proximity operatord\ot Near: operators, weights, importance levels and other elements to
formulate complex algorithms to identify important factors o each call. With this methodology evatde to
obtain an up to 85990% accuracy rate for events that are identifiafe have a higleonfidencelevelin trend
analysis and our ability tiaentify trendsin a data sebf calls.

Indicator and Composite Indicator Tiered Algorithms

Thesample above is only a portion of thdgorithmused toidentify the event that a phone agent asked the
questiond 5 HoR receive a promotion rom us?

Indicators and Composite Indicators haveeadd, building block structure; phrases and phonetic elements create
the algorithms that construct indicators; groups o indaratbuild other indicators; groups of indicators . In
addition, depending on the indicator, elements are assignetrgrortancerating.

Indicator and Composite Indicator Tiered Algorithm Structure

Sample Composite
Indicator

Call
Attributes

[
Repeat
Tempo Co:tact
impoetances importance 10

' Indicators

I

[
Sales Buying
Agltatlon Inquiry Signals
importance 3 - s ®
portance 10 portance |

I

. ! Follow Up | Money
;Z?(“é;',‘l‘;f{‘ Questions References
___importances | g Imporance 9 )

“What's the
cost” (caller)

Acquired
Personal Info

Importance 10

i : )

Acquired Acquired |
Name Email

\__Importances \__Importances

“What's your
email® {(agent}

R N

“Make sure it’s
available” (Caller)

“Need to book 3
room" (caller)
o >y

“What's your

“Do you have a
name” (Agent)

money-back
guarantee” (Caller)

= “at gmail dot
My name com” {caller)

“Kind|type do you
is” (caller)

offer” (Caller) “Do you offer
payment plans™
prstits e : “Take down
Who am email” (agent)
spaaking
with” {agent)

“Tell me more

about
your” (Caller] “Can | upgrade”
(caller)

J g,

Indicator Strengthening Factor
Certain indicators receive a full strength indication when a single iteédeigified in the phone calls, such as the
G! Olj dzZA NB R t£K 2AYYSR AbQlEYiG2SNND  h ( K S NJ Digdatksfactionracei#e B highdeSdsre | &
with each additional phrase and phonetic element identified.

/ dza § 2



Indicator Categories, Descriptions, Sample Phraseology and Use Cases

Here are some examples from the thousands of phrases that go into our search algorithms.

Indicator Description Sample Phrases/Use Cases

Call Attribute rhe Call Attribule category examines the specific attributes of the phone call

Agitation Level Call content identifies acoustic  An elevated level of agitation can indicate excitement, anger or
signals measuring emotion frustration. The system will detect a lower agitation level for a
based on stress detected inthe  cyiiar that speaks with a slow drawl as opposed to a caller who
Voo wave, talks fast and loud. For this reason, agitation is most effective

when combined with other indicators. When combined with

dissatisfaction indicators, an elevated agitation gives a stronger
indication that caller is indeed dissatisfied.

Repeat Contact 72 Hrs Indications that the caller has This indicator is based only on calls that were analyzed through
called previously within the last  conversation analytics. If the phone number was previously
72 hours. identified by the analytics system within 72 hours, the calls will be
flagged as a repeat contact,

Caller Sentiment rhe Caller Senlimenl caleqgory analyzes the caller’s general atlitude during the call

Complaints Indications that the caller was Sample Phrases:
dissatisfied or unhappy with “This is ridiculous” (Caller)
the agent or with a productor  “Difficult to work with” (Caller)
service. “I totally disagree” (Caller)

Dissatisfaction (c) A composite of indicators Dissatisfaction is a composite indicator that uses both acoustical



This is just a small samplingtb€ Indicator Categories, Descriptiongngde

Phraseology and Use Cases. You may view more on our website call tra
page.

www.ati123.com- www.aticalltracking.com




