
 
EurekaLive automatically monitors in progress calls for the presence or absence of 
specific language or acoustic characteristics.  This real-time alerting system enables 
supervisors and quality analysts to review occurrences of events and infractions such 
as escalation attempts, the use of profanity, or the absence of compliance scripts.  
Analysts or supervisors can also immediately intervene when appropriate.  The result 
is reduced risk associated with compliance and increased customer retention and 
satisfaction. 

A call containing  an infraction is 

pushed to the analyst’s screen.  Call 

information includes metadata, current 

duration, and infraction count. 

Infractions which have occurred on 

the call are listed in chronological 

order, along with time of occurrence 

and an at-a-glance age indicator. 

The snippets (bite-size segments of 

spoken words) which caused each 

infraction are available for reading 

and playback. 

After evaluating a call an analyst 

can choose to take no action (Next 

Call), or begin intervention proce-

dures (Intervene). 
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