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Tracking soft-skills
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Tracking hard-skills
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Flag problematic calls

Pitch Patterns Helper Worktable Report Team overview Conversations Library [l A o [ -

Period Agent

Laura Ziedina-Ozolina Project
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TALKING RATIO AVERAGE LONGEST ENERGY
MONOLOOUS

Manager Feedback

Laba saruna, bet japagaida kamer atbild
klients. Ka veidojam pauzes?

RIRVA SNSRI Janis Ozols, 1023222

Flagged Cal

This call might be important
for learning. Please check it out




Leaderboards system for agents

CURRENT RANK

1405 XP

Collect 2591 XP to reach the “Zelts" league
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Communication analysis

| am calling to cancel ( Locksmith services how can | help you? J ( | have a problem here with the door
No J | need my door to get fixed | need a goute for the service - This is car door [ Ok this will be 99.99
Ok this will be 99. 99 Sorry cannot fix this type of door 1 No Too Expensnve | No |

\

' Can | offer discount? \) ( What is your budget No

\

|/ No




Old chatbots

PayPal 0s.45 pp _
Hi! |’ . : — S
- I'm PayPal’s virtual agent. To get °
>
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you he perfect ~_3Ht. restart at any
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I am still learning, so if | can't help you
I'll direct you to additional resources.

9 Are you khoking to buy online or in persan?

Brady 08:47 PM

| got scammed

O PayPal 08:47 PM

Great! s Gtk el



asya.ai chatbots

Facts
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asya.ai chatbots

¢/ Svelki! K& varu palidzét?
Ka es varu atteikties no interneta?

G Ja velies atteikties no Tet pakalpojuma, kuru lieto, tad izmanto sazinas formu.
Atrakais velds, ka plekl(t sazinas formal, ir splest Selt. 1 Sazinas formaé Izvélies tému
Atteikums no pakalpojumiem, Péc tam uzraksti véstuli un spied pogu Nosutit,

1. Sazinas forma

— - v
[ |:|.I:-). catbots Lielajos dabigas valodas modelos balstits klientu atbalsts

Ld Sveicinati! Ko velaties uzzinat Sodien?

Kadu telefonu es varu panemt nomaksa?

Ld Tu vari panemt jebkuru telefonu, kas ir pieejams Tele2 interneta veikala.
Izvelies telefonu, kas visvairak iet pie sirds un atbilst tavam vajadzibam un
velmem.

1. Man jau ir viens telefons uz nomaksu, vai varu panemt vel... | Tele2

+ Jauns temats >



Location of data (chatbot)

User

GDPR compliant data processing
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Location of data (pitchpatters.com)

‘ User

GDPR compliant data processing

/_> Recordings

Database

Call analysis

............................. + Speech-to-Text API |

% Genesys API

A % Salesforce API |

GDPR compliant data processing
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http://pitchpatters.com

User's consent

e Before call automatically
e Beginning of the call manually
e Later in the call manually
* In agreement beforehand
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Transcript By the way do you consent us recording this call to imporve quality of our service?



Personal data

e Phone numbers
e Bank account details

@ | Misty Siediese 9:32 am sns * Personal identification codes
1 No problem. Please send over the number or ® Physicql addresses
‘ "~ an image of it as an attachement.

e Virtual addresses

* Medical history

e Usernames, passwords

e Criminal records

* Names, Age, Gender, Race

16059352 20 9:33 am -
My credit card # is

[




Biometric data

* Transcript & metrics only
e \/oice conversion

* Face detection

* Face replacement
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Podcast:
Al Ranch
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