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Quality Manager improves cus-
tomer service through quality 
assurance monitoring.  It allows 
companies to play, evaluate and 
store their call center record-
ings, which means they save 
time through better decision-
making and simplified perfor-
mance reviews. 

PCI Redactor allows companies 
to comply with Payment Card 
Industry (PCI) data security stan-
dards.  The patented technology 
allows users to redact protected 
audio with sensitive information 
from call recordings prior to the 
storage of the recordings.

Script Designer allows an organi-
zation to quickly create call center 
scripts that eliminate irrelevant 
information and promote a consis-
tent encounter.

The entire solution is incredibly 
powerful and flexible, but does 
come with a learning curve.  Quite 
often in the call center market, 
major players have become con-
glomerates with numerous solu-
tions bolted on, which typically 
adds time to client onboarding.  
Because this solution is built 100% 

from the ground-up by Authority 
Software, it  provides a tremen-
dous advantage in that customers 
can be turned up in just hours. 

Installation
Increasingly, the products we 
review are cloud-based, meaning 
no installation is required.  

Documentation/Training
We were provided with a few docu-
ments, such as a Report Creation 
Developer Manual, which detailed 

how to build a report.  The Authority 
CRM database access service docu-
ment explained methods, search-
ing, and a sample application.  The 
Authority CRM Script User Guide 
showed us how to use the drag-
and-drop script designer complete 
with widgets, fields and controls.

Features
This solution does not lack features 
– here are some of them:

Quality Manager:
•	 �Improve call center call qual-

ity, corporate adherence, and 
consistency;

•	 �Retrieve recorded call details at 
the touch of a key;

•	 �Enhanced search retrieves 
dozens or thousands of  
recording;

•	 �Customize quality assurance 
forms to meet business needs;

 Authority Software provides cloud-based 
scripting, quality recording and PCI 
compliance solutions for call centers.  Its 

workforce optimization tools have been designed 
to improve both the customer and agent experience 
through integration with a number of contact center 
vendors, like Five9, with which it shares a large 
client base. 
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•	 �Evaluate call center agent per-
formance with stored video and 
audio recordings;

•	 �Gain measurable and actionable 
insights with Quality Manager;

•	 �Capture vital data and build re-
ports from multiple sources; and

•	 �Filter groups of recordings 
based on specific criteria, in a 
matter of seconds.

PCI Redactor:
•	 �256-bit (AES) encryption for secu-

rity and regulatory compliance;

•	 �Prevent unauthorized users from 
accessing recordings and reduce 
the risk of credit card fraud in 
the contact center;

•	 �Comply with security regulations 
across many sectors, including 
health (HIPAA) and finance;

•	 �Automatically track the location 
of private information flagged 
to be removed from final audio 
recordings; and

•	 �Store recordings either perpetually 
or for a pre-defined period of time 
without any concern that sensitive 
data is accessible by users.

Script Designer
•	 �Unify information from  

multiple sources;

•	 �Present only relevant data  
to agents;

•	 �Deliver knowledge across all 
customer interactions;

•	 �Provide a true single view of  
the customer with actionable 
intelligence;

•	 �Increase speed and accuracy by 
creating a consistent experience 
for agents; and

•	 �Create and access reports from 
multiple sources through a 
single user interface.

In addition there is screen capture of 
PC, Apple, or VDI environments.

Build/Design
The solution is very flexible and 
overlaps the cloud, web and contact 
center.  Many thoughtful details are 
added, such as a compressed screen 
when branched scripting is utilized 
for ease of viewing.

We are also impressed with how 
the PCI redaction works:
•	 �Recordings are captured on the 

telephony platform via VCC best 
practice settings;

•	 �Authority JavaScript code (ap-
plied to fields that should be 
excluded from audio) tracks the 
recording location of the audio 
segments that will be eliminated;

•	 �Recordings are sent to Authority 
via SFTP for elimination of credit 
card audio segments;

•	 �The telephony platform eliminates 
access to the original audio upon 
acknowledgement of the success-
ful transmission to Authority; and

•	 �Authority applies the deletion 
process, stores the recording in 
an encrypted format and then 
allows user access via a Record-
ing Manager interface.

Performance
The system performed very large 
searches, rapidly allowing us to look 
for specific date ranges, ANI or DNIS 
information.
 
Any data can be used as a column 
or filter.  The session IDs act as a 
key and tie the beginning and end 
of the calls together, and connects 
them to the audio file.  It can also 
deliver the agent name and name 
of the campaign.  In the example 
below, the checkmarks correspond 
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Product Review

Ease of Install.................HHHHH

Ease of Use........................ HHHH

Interface.........................HHHHH

Functionality..................HHHHH

Overall Rating................HHHHH 

Scorecard (out of 5):

to forms that have been scored.
 
A call can be flagged by the QA 
manager for training.  Problems 
can be graphed.  The audio is 
archived forever and can be sent 
to Watson or CallMiner for  
audio analytics. 

Managers can look for foul lan-
guage, phrases that mention being 
sued or lawsuit, and call detail 
records (CDRs) can be ranked by 
disposition code.

Call traffic can also be charted.

Quality
We were impressed with the func-
tionality of the system.  Everything 
worked professionally and our train-

ing was handled with great care.  
The Form Designer was our favorite 
feature by far – it allowed us to 
make our own forms or use tem-
plates that correspond to industry 
best practices.
 
The system can be styled – it’s all in 
HTML.  We saw basic screens, but 
they can be altered.

Differentiation
Big differentiators are speed, cohe-
sive code, and flexibility.

Ease of use

This is a complex solution – as we’ve 
mentioned – but it is full-featured.  
Any product in this category will 
have a learning curve, but one 
advantage is all the software is 

provided by the same company, 
with no bolt-on acquisitions, so the 
interface is similar across functions. 
While it was not part of this ver-
sion, we’re told WFM forecasting 
and budgeting is currently available 
and scheduling functionality will be 
available in spring 2020.  As part 
of the same cohesive platform, it 
will include native access to contact 
center data, rather than having to 
connect to an external source.

Room for Improvement
With a system this robust, we sug-
gest videos – many of them – to 
walk customers through all the 
power of the solution.  We’d like 
to see videos on script building, 
searches and lots of examples of 
the system in action in various ap-
plications and markets.  We’d also 
like to have access to an “Idiot’s 
Guide” for someone to get a quick 
overview of all the power the sys-
tem can provide.

This is one of the few products we 
really liked but felt there wasn’t 
enough time to fully utilize in the 
short time we had to test it.

Bottom Line
We really like Authority Soft-
ware’s offering – the script build-
ing, the flexible searching and all 
the features available in a web-
based interface.
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