
Get more 
out of your 

conversations

>  ROCX’R Conversation Analytics.  
 Increase customer loyalty, reduce costs,  
 improve quality management, and drive 
 contact center success. 
 Now available on Microsoft Azure.  
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Turn your omnichannel conversations 
into actionable insights with  

ROCX’R Conversation Analytics

Every phone call, e-mail, WhatsApp message and chat 

contains valuable information for your business. 

With ROCX’R Conversation Analytics, you’ll never miss 

crucial information that can benefit your customers  

and your business. Make better decisions, identify 

trends and boost customer satisfaction. Find out  

when customers are contacting you and what they’re  

contacting you about. Uncover common pain points that 

are costing your business. Detect anomalies that are 

causing expensive repeat traffic to your contact center. 

And support your contact center employees by  

providing constructive feedback and coaching to  

improve quality management.

For more loyal customers, better products,  

and lower operational costs. 
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How Conversation Analytics 

delivers value for your business

From churn to loyalty

Lower operational costs

Improve employee satisfaction

Understand your customers’ feedback to uncover pain points 

that are costing you business, and mine and enrich your data to 

anticipate customer needs in the future. Turn actionable insights 

into solutions that increase loyalty, reduce churn and drive 

revenue.

Monitor and understand the underlying reasons for repeat traffic 

to your contact center. Identify opportunities for optimizing your 

communication touchpoints and call duration. Reduce expensive 

waste calls and repeat traffic.

Use the quality management models to monitor the efficiency, 

quality, and performance of your contact center. Support your 

teams with constructive feedback and help them meet  

compliance standards.

 See how it works >
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API

Conversational insights

Business & Customer Value

Customer Loyalty

Journey tagging

Automated KPI calculation

Driver & impact modelling 

Customer happiness

...

Conversation analytics

Data harvesting

CRM

CDP Website Feedback (CLF/VOC)

Data lake
Chat

CRM

DMP
CDPFeedback (CLF/VOC)

... and more ... and more

Data extraction

CX EnrichmentCX Insights CX Data hub

ROCX’R: 
a powerful cloud solution  

for CX analytics
Meet and exceed 

customer expectations 

Gain a 360° view of your  

customers. Access easy-to-

understand dashboards and 

data visualisations to understand 

all you need to know about your 

customer base. Support your 

departments with actionable in-

sights and use them to optimize 

products and services, improve 

the communication in different 

touchpoints and increase  

operational efficiency. 

Connect, collect and analyse 

Connect your customer data sources 

to get smart, detailed and real-time 

insights into every touchpoint of the 

customer journey. Add additional 

customer data sources as you go,  

to gain ever richer insights into the  

customer experience. 

Get maximum value  

from your data 

Use the power of AI to unlock 

your customer understanding, 

automatically enrich your data 

to gain a complete and reliable 

view on the voice of your  

customers and stay ahead of the 

game with predictive analytics. 

Access data on your own terms 

Automatically extract data from the CX Data hub to 

enable access to rich customer insights from your 

existing systems, such as your CRM, CDP, DMP  

or VoC system. 

Gather customer data from any source 

Automatically retrieve data from your existing 

sources for collection in the CX Data hub and turn 

unstructured customer interaction data into 

structured data for analysis.  
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Take charge  
of your conversations.

From 1% to 100% insight!

Conversation analytics

Omnichannel and multilingual

Advanced search capabilities across conversations

Data categorization, topic classification and 

topic correlation

Enrich customer profiles based on conversations

Contact center quality management models

Self-service machine learning

Insight into repeat traffic

User-friendly  

Conversation Analytics is a user-friendly 

solution with intuitive dashboards. Search 

inside your conversations and analyze and 

translate your data into actionable insights 

with powerful, ready-to-use models.

Seamless integrations

Developed on Microsoft Azure, the platform  

integrates seamlessly with the Microsoft 

suite of applications and with your existing 

systems. It’s also ISO 27001 certified. 
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Partnername Projectname Company name Current license

Home  »  My modules  »  Conversation intelligence

Conversation intelligence

About Conversation intelligence

Summary of your conversations 

What do you want to do?

Keyword models Sentence models Search models (queries)

Documentation

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Ut finibus odio quam, non blandit leo faucibus at. Morbi nec leo urna. Integer condimentum posuere dui sit amet vestibulum. Orci varius natoque penatibus et magnis dis 

parturient montes. Lorem ipsum dolor sit amet, consectetur adipiscing elit. Ut finibus odio quam, non blandit leo faucibus at. Morbi nec leo urna. More about this module

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Ut finibus odio quam, 

non blandit leo faucibus at. Morbi nec leo urna. Integer condimentum posuere 

dui sit amet vestibulum. Orci varius natoque penatibus et magnis dis parturient 

montes. Lorem ipsum dolor sit amet, consectetur adipiscing elit. Ut finibus odio 

quam, non blandit leo faucibus at. 

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Ut finibus odio 

quam, non blandit leo faucibus at. Morbi nec leo urna. Integer 

condimentum posuere dui sit amet vestibulum. Orci varius natoque 

penatibus et magnis dis parturient montes. Lorem ipsum dolor sit amet, 

consectetur adipiscing elit. Ut finibus odio quam, non blandit leo 

faucibus at. 

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Ut finibus odio 

quam, non blandit leo faucibus at. Morbi nec leo urna. Integer 

condimentum posuere dui sit amet vestibulum. Orci varius natoque 

penatibus et magnis dis parturient montes. Lorem ipsum dolor sit amet, 

consectetur adipiscing elit. Ut finibus odio quam, non blandit leo 

faucibus at. 

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Ut finibus odio 

quam, non blandit leo faucibus at. Morbi nec leo urna. Integer 

condimentum posuere dui sit amet vestibulum. Orci varius natoque 

penatibus et magnis dis parturient montes. Lorem ipsum dolor sit amet, 

consectetur adipiscing elit. Ut finibus odio quam, non blandit leo 

faucibus at. 

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Ut finibus odio quam, 

non blandit leo faucibus at. Morbi nec leo urna. Integer condimentum posuere 

dui sit amet vestibulum. Orci varius natoque penatibus et magnis dis parturient 

montes. Lorem ipsum dolor sit amet, consectetur adipiscing elit. Ut finibus odio 

quam, non blandit leo faucibus at. 

21
Conversations

14382
Words

18
Keyword models

5
Channels

3
Sentence models

9
Companies

14
Search models

DocumentationExplore your data

Retrieve topics via keywords Retrieve topics via sentences Retrieve topics via queries

My Modules My data My Insights Documentation Development NL John Doe

©2021 Underlined - A Broad Horizon Company   |   Privacy Policy About us      Contact us      Ask for a demo      Documentation      Development

CI

About this module

Explore your data

Keyword models

Sentence models

Search models 

Review

Documentation

Stay on top of your customer conversations at all times.  

Find out what you need to know to improve the customer experience 

and optimize your operations with intuitive dashboards and data  

visualizations, advanced search capabilities and ready-to-use  

models. With ROCX’R Conversation Analytics, you can leverage 

the power of AI to benefit your customers and your business.

Truly understand conversations  
Search inside your conversations, understand 

when customers are contacting you and what 

they’re contacting you about, and stay on top of 

the quality and efficiency of your operations.

Advanced analyses, 
intuitive platform

6
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Partnername Projectname Company name Current license

Home  »  My modules  »  Conversation intelligence  »  Explore your data

Explore your data

About Explore your data

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Ut finibus odio quam, non blandit leo faucibus at. Morbi nec leo urna. Integer condimentum posuere dui sit amet vestibulum. Orci varius natoque penatibus et magnis dis 

parturient montes. Lorem ipsum dolor sit amet, consectetur adipiscing elit. Ut finibus odio quam, non blandit leo faucibus at. Morbi nec leo urna. More

My Modules My data My Insights Documentation Development NL John Doe

©2021 Underlined - A Broad Horizon Company   |   Privacy Policy About us      Contact us      Ask for a demo      Documentation      Development

Conversations over time
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Date
2020-04-24

Total conversations
120

Search results
4

Switch as % of total

Date ConversationCustomer ID Agent ID

04-06-2021

04-06-2021

04-06-2021

04-06-2021

04-06-2021

04-06-2021

04-06-2021

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Nunc quis mattis ipsum, at imperdiet diam. Vivamus mollis nisl id convallis dapibus.

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Nunc quis mattis ipsum, at imperdiet diam. Vivamus mollis nisl id convallis dapibus.

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Nunc quis mattis ipsum, at imperdiet diam. Vivamus mollis nisl id convallis dapibus.

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Nunc quis mattis ipsum, at imperdiet diam. Vivamus mollis nisl id convallis dapibus.

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Nunc quis mattis ipsum, at imperdiet diam. Vivamus mollis nisl id convallis dapibus.

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Nunc quis mattis ipsum, at imperdiet diam. Vivamus mollis nisl id convallis dapibus.

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Nunc quis mattis ipsum, at imperdiet diam. Vivamus mollis nisl id convallis dapibus.

Customer ID input

Customer ID input

Customer ID input

Customer ID input

Customer ID input

Customer ID input

Customer ID input

30

30

30

30

30

30

30

Conversations over time

Save as search model

Adjust your filter settings Simple search   |   Advanced search

Refresh

IS

IS

IS NOT

Choose subject

Language

Source

Channel

Period

Keyword model

Sentence models

Search models

Matching

Search

Sentence model name 1

Sentence model name 2

Sentence model name 3

Input 1 Type your words(s)

Append new filter

AND

AND

OR

CI

About this module

Explore your data

Keyword models

Sentence models

Search models 

Review

Documentation

Explore the voice  
of the customer  
Get a complete and  

reliable view on the 

voice of your customers 

by merging information 

from written and speech 

data, feedback data from 

your existing systems 

and contextual data from 

external sources. 

Uncover areas of improvement
Access ready-to-use dashboards for an immediate understanding 

of your data. Monitor traffic and contact reasons to detect issues 

and uncover opportunities for improvement. 
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Access real-time  
insights  
Access real-time visual  

insights into your customer 

needs and underlying 

questions and prioritize 

actions effectively. Use our 

models or build and train  

your own.

Create your own AI models 

Stay in control of your customers’ reasons for 

contacting you. Add the topics you’re interested in, 

set up your models using our step-by-step guide and 

receive actionable insights to help you achieve your 

business goals. 

Improve quality management 
Start having better conversations with customers with 

quality management analytics. Support your contact 

center’s performance by understanding what’s going 

well and what could be improved, from following  

protocols to showing empathy.
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Prioritize quality improvements 

Analyze which topics are frequently 

mentioned together and detect underlying 

patterns in your conversations. Determine 

opportunities for improving your conver-

sations with customers by topic. Easily 

prioritize quality improvements with clear, 

color-coded insights.

Support your contact center 
Help your contact center deliver 

outstanding experiences. Coach them 

on recognizing opportunities to go the 

extra mile and introduce best-practice 

call techniques based on real insights. 

Find out if the changes are paying 

off by monitoring traffic over time. 

Get insight 
into repeat traffic 

Find conversation topics  

responsible for high traffic  

volumes and repeat traffic 

based on your unique  

labels and categories. Find 

out why customers contact 

you repeatedly, so you can 

manage conversations 

efficiently and improve 

content and services.
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ROCX’R for Azure.
Powered by Underlined

An experienced player in data driven CX, Underlined 

helps companies achieve measurable CX improvements, 

maximize customer happiness and drive business growth. 

Underlined’s innovative cloud solutions collect, connect, 

and analyze customer interaction data to uncover `

actionable insights deeper, faster, and better.  

Using artificial intelligence, Underlined delivers predictive 

insights for orchestrating the optimal customer journey 

and achieving your business goals.

Proud of our clients:
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Official Microsoft  
Solutions Partner

Conversation 
Analytics

Underlined is an official Microsoft Solutions  

Partner. Our Conversation Analytics application  

is available for download. Get it now on the  

Azure Marketplace to start having better  

conversations today. 

> User-friendly platform

> Omnichannel & multilingual    

> Search inside conversations 

 with SuperSearch   

> Self-service machine learning 

> Highly precise models for data 

 categorization and topic classification  

> Quality management models for  

 contact center support

Learn more about ROCX’R cloud solutions 

for CX, and to try Conversation Analytics 

today.

As an official Data & AI Microsoft Solutions 

Partner, Underlined has demonstrated its  

commitment to helping companies around the 

world manage their customer interaction across 

multiple systems. Our analytics and AI solutions 

provide companies with the insights they need  

to grow their business.

Developed on Microsoft Azure, the world’s 

leading cloud platform, ROCX’R Conversation  

Analytics integrates seamlessly with Microsoft 

Dynamics and third-party applications, for the 

ultimate flexibility and scalability of your  

CX initiatives. 

Our software can handle, process and model 

large volumes of conversations quickly without 

delay. All your conversational data can be  

accessed easily through our API-connectors.

All analytical results generated by the different 

AI models are stored in a Microsoft SQL 

environment and are easily accessible with the 

ready-to-use Power BI templates. And you can 

easily build and connect your own dashboards.

https://azuremarketplace.microsoft.com/en-us/marketplace/apps/underlined.ca_ul_2?tab=Overview
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ROCX’R
Sint Janssingel 92
5211 DA ‘s-Hertogenbosch
tel +31 (0)73 303 0290
info@rocxr.nl
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