
U-Analyze



Actionable Post Interaction Analytics
to Drive Customer Experience, Agent 
Performance and Compliance

Gain actionable business insights with U-Analyze. Apply AI and NLP engines on 
100% of your customer conversations for insights to drive agent performance, 
compliance, and customer experience. Leverage built-in reports and
dashboards for agents and quality analysts to understand agent performance 
and compliance. Audit and analyze the unstructured conversational data to 
surface up emerging trends and topics driving member calls and interactions 
for strategic planning and operational improvement, such as identifying 
member friction points, improving agent sales e�ectiveness
and frequency of competitor mentions, and so on. 

U-Analyze



Features

Monitor 100% of your calls and enable 
seamless agent quality evaluation and 
performance management.
Drive smarter quality management 
with on-the-job coaching, self-learning 
dashboards for agents, smart 
sampling of calls, 360-degree 
workflow visibility, and e�ective 
feedback logging and tracking 
mechanisms. Leverage the interactive 
QA dashboard and workflow tools to 
automate auditing and compliance. 
Integrate seamless with external data 
warehousing CRM, BI tools and ERPs 
leveraging standard APIs.

Smart Quality Management

Automatically incorporate noise 
cancellation on calls using pre-trained 
noise models. Use advanced clustering 
algorithms for mono calls and 
speaker/channel separation.
Support best-of-breed
speech engine selection. 

Core Speech Technology
Use AI and NLP engines to analyze 
100% of conversation data to reveal 
real insights about your customer. 
Delve deep to identify contextual and 
functional aspects of a conversation 
such as sentiments and emotions and 
create a comprehensive profile of 
customer behavior.

Leverage AI & NLP Engines

Analyze customer interactions across 
all voice, email and chat, and gain 
actionable insights into customer 
sentiment and emotion as well as 
agent performance. 

Omnichannel Analytics



Business Benefits 

Deliver instant actionable insights 
with out of the box reports. Create 
custom dashboards with advanced 
visualizations. Monitor regulatory 
compliance and enable audit trail. 
Redact sensitive PCI and PII data 
while maintaining the context of 
the call for retaining the analytics 
and insights extracted from calls, 
chats, and emails. 

Reporting and Compliance 

Enhance search and discovery by 
leveraging text search across 
contacts for any category or 
speaker in the Word Cloud to 
discover trending topics in a call. 
Detect language used in the call 
automatically using Uniphore’s 
inhouse LID speech model 
(currently supported for English, 
Mandarin and Cantonese.) 

Enhanced Search and Discovery

Get actionable customer insights, 
including CSAT and NPS score, and 
understand reasons for churn, 
satisfaction, and repeat propensity. 
Evaluate contact center agent 
performance, coach agents to up-sell 
and cross-sell and automate agent 
tasks. Identify gaps in service quality, 
business workflows, sta� training, and 
compliance. Calibrate performance 
scores on critical metrics like call 
volumes, first call resolution, and 
customer sentiment analysis. 

Get Actionable Insights

Analyze 100% of calls to understand 
agent sales e�ectiveness and 
identity plans to improve via 
coaching and eLearning. 

Improve Sales Efficiency

Monitor 100% of calls for 
regulatory compliance.

Meet Regulatory Compliance



www.uniphore.com

Integration with Contact
Center Infrastructure

https://www.facebook.com/Uniphore
https://twitter.com/uniphore
https://www.linkedin.com/company/uniphore/
https://www.instagram.com/uniphore/

