CDR Notification System API

The CDR Notification System API lets you store all of your business telephony information,
such as call details records (CDRs), and manage it at any time directly from your database or
your organizational CRM system.

Our Cloud will send you an HTTP requests that contain detailed information for each call you
made or received.

]

&

.-.'—-+L

GENERAL DESCRIPTION

If you wish to store and document the call detail records including the url for the call recording
in your client's page inside your CRM system this is the API for you.
This api will also enable you to do further automated processes such as:

1. If you are using a queue and once you receive a call detail record when a client abandoned
the call while waiting in the gueue you may send an sms or a whatsapp to the client and/or
popup a notification to the call center manager to callback the client.

2. Based on the received information you may analyze your call center performance as part of
organizational business logic:

e You will be able to exam which agents answer the most incoming calls.

* Which agents produce the most answered outgoing calls.

e |n case you are performing outgoing calls to a variety of countries you can analyze which
countries have the best answer ratio.

* You will be able to view what are you peak hours in which you receive the biggest amount of
incoming calls, and much more.

3. Along with our powerful Al processor you will be analyze your calls in more advanced manner,

such as:

e Receive the call's transcript to allow you to track key moments in the call easily.

e You could view the emotions expressed in the call by your agents and your clients and their
positive/negative emotional volatility.



e The entire info from our Al processor will allow you to measure your support agent's or
salesmen much more efficiently coupled with the info from your CRM (amount of ticket
closed/leads converted).

How Does The APl Work?

{‘caller" “0722776772",
"target”: "0506722992",
“time": 15772998982,
“duration” 11

-}
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1. A call is made to\from your Voicenter call center. After the call has ended, Voicenter
converts the call data into a CDR.

2. Voicenter will send an HTTP request with your call data (CDR) to a Web-Service that

was provided to us.

3. HTTP response will be sent back to Voicenter (HTTP response status code: 200 OK), in order
to acknowledge us that the data was received.

Request Parameters

1. POST-JSON
2. XML-RPC
3. Application/x-www-form-urlencoded

Response Parameters

1. POST-JSON
2. XML-RPC
3. Application/x-www-form-urlencoded

Voicenter Request - CDR Parameters

Field Description Example

Displays the caller’'s phone
caller numpber. _ "caller''0722776772"
The phone number that will show

to the call destination.



Field

target

time

duration

ivruniqueid

type

status

leg1DialStatusName

Description

Displays the destination of the
call.

Can be a phone number or the
extension SIP code.

The phone number value will be
sent with the international
country prefix.

Displays the time that that the
call was made in Epoch time
(Israel time zone).

Displays the duration of the
call(seconds).

For regular incoming calls this
duration does not include the
ringing duration, only the actual
time of the conversation that was
made.

For calls of type queue this
parameter will include also the
waiting time of the call in the
queue.

Displays the ID code of the
specific call.

Displays the type of Call.

For example: if it is an
incoming/outgoing call?

There are several call types(More
details are in the next pages).

Displays what happened with the
specific call?

If the call had 2 "legs", this field
will show the status of the leg 2
part of the call call(call types:
Click2call, Automatic Dialer calls).
There are several call
statuses(More details are below.

If the call had 2 legs, this field will
show the status of the legl part
of the call(call types: Click2call,
Automatic Dialer calls).

There are several call
statuses(More details are in the
next pages).

Example

"target":"SIPSIP"/
"target"."972722776772"

"time" 1536855354

"duration:33

"ivruniqueid":"20200720095iMlilH
JSH

"type":"Incoming Call"/
"type":"Extension Outgoing" /
"type":"Click2Callleg1"

"status":"ANSWER" /
"status""ABANDONE" /
"status":"TE"

"leg1DialStatusName": "ANSWER"/
"leg1DialStatusName":
"ABANDONE"/
"leglDialStatusName":"TE"



Field

targetextension

callerextension

did

gueueid

gqueuename

record

price

dialtime

Description

Displays the extension SIP code
that answered the incoming call.
Sometimes this value will be
identical to the "target" field.
There are cases that the
incoming call is received not
directly to the extension, so the
"target" can display different
values.

Displays the extension SIP code
that the call was dialed from.
This value is different from the
"caller" field.

In the "caller" field we display the
actual number that will appear to
the call destination.

Displays the origin phone
number that the caller called to.
This parameter will show value
only on incoming calls.

If the call was directed to a queue
service, it displays the queue
code ID.

The value of the field will be null
in case there is on queue.

If the call was directed to a queue
service, it displays the queue
name.

Displays the URL link to the call
recording.

Displays the total price of the call
in ILS cents (Agorot).

Displays the ringing duration of
the call(seconds).

Not include the actual
conversation duration.

Example

"targetextension":"SIPSIP"

"callerextension™:"SIPSIP"

"did":"0722776772"

"queueid"1234567

'queuename':"Service Queue"

"record":"https://cpanel.voicenter.
co.il/CallsHistory/PlayRecord/202
2071916331502463359186d8ab5f5-
aws-APIAPI-0722776772.mp3"

"price"7

"dialtime":23



Field

representative_name

representative_code

targetextension_name

callerextension_name

target_country

caller_country

seconds_waiting_in_ queue

OriginallvrUniquelD

Description

Displays the Voicenter user name
that the specific call was
associated with.

If a user was not logged in when
the call was made,

then this field will show the user
name that the extension\DID is
associated with.

Displays the Voicenter user 1D
code that the specific call was
associated with.

If @ user was not logged in when
the call was made, then this field
will show the user name that the
extension\DID is associated with.

Displays the Voicenter extension
name that answered the specific
call.

Displays the Voicenter extension
name that this specific call was
made from.

Displays the country name that
this outgoing call was made to.

Displays the country name that
this incoming call was made
from.

This field will only be sent, if the
specific call was directed to a
queue.

It displays the duration (seconds)
that the caller waited in the
queue.

This field will only be sent if a
specific call was related to
another call.

It displays the origin call code ID
= "ivruniqueid".

For example, when calls are
transferred in the organization
between representatives.

Example

"representative_name": "Walter
Melon"

"representative_code":"9996"

"targetextension_name": "Walter
Melon"

"callerextension_name": "Walter
Melon"

"target_country":"Israel"

"caller_country":"Israel"

'seconds_waiting_in_queue"5

"OriginallvrUniquelD";
"201809131730110122A1212"



Field

DepartmentName

DepartmentID

TopDepartmentName

TopDepartmentID

IVR

campaignName

Description

Displays the department\account
name(as it appears in Voicenter)
that the call was associated with.

Displays the department\account
ID(as it appears in Voicenter) that
the call was associated with.

If the given account has a
hierarchy, this field will display
the name of the top account in
the hierarchy.

If the given account has a
hierarchy, this field will display
the ID of the top account in the
hierarchy.

An array type field. Displays the
stages in the IVR that an
incoming call went through.
Fields:

"layer_id" - The IVR layer
Voicenter unique ID.
"layer_name" - The IVR layer
name as it appears in the
Voicenter control panel (CPanel).
"DTMF" - If the caller pressed on
a digit\s. If the caller did not press
an any digit the default value will
be “0".

"LayerNumber" - The IVR layer ID.
"dtmf_order" — The layer order
that the call went through in the
IVR.

In the case of an auto-dialer call,
this field will display the name of
the specific auto-dialer campaign

through which the call was made.

This field will only be sent on
auto-dialer calls.

Example

"DepartmentName": "Voicenter
Account"

"Departmentld" 123456

"TopDepartmentID": "Voicenter
Top Account"

"TopDepartmentID".7654321

"WVR™ ' \Mlayer_id\1234567,
\'layer_name\"\"LayerName\,
\"layer_number\":6, \'Dtmf\"0,
\'"dtmf_order\"1}]"

"campaignName": "Leads 2024"



Field

campaignCode

dialerData

campaignID

CampaignTypelD

Description

In the case of an auto-dialer call,
this field will display the API code
of the specific auto-dialer
campaign through which the call
was made. This information is
mainly relevant for integration
usage. This field will only be sent
in auto-dialer calls.

In the case of an auto-dialer call,
an object containing information
detailing the campaign's details

through which the call was made.

This object will only be sent in
auto-dialer calls.

In the case of an auto-dialer call,
this field will display the ID of the
specific auto-dialer campaign

through which the call was made.

This field will only be sent in
auto-dialer calls.

In the case of an auto-dialer call,
this field will display the specific
auto-dialer campaign type
identifier through which the call
was made. The field contains one
of two options: 1. 5 (the service
first dials to the representative
and then the customer), 2. 3 (the
service first dials to the customer
and then returns to the
representative). This field will
only be sent in auto-dialer calls.

Example

"campaignCode":
D000 00000000000 00000000004
XXXX",

"dialerData": { "CampaignID"
123456789, "CampaignTypelD" 5,
"CampaignTypeName'":
"Automatic", "CalllD": "1234567",
"StatusName": "ANSWER",
"Phone"; "972722776772",
"Callinserted": "2024-11-
25T16:10:21.790Z", "RetryNum": 2,
"RetryAmount": 3}

"'campaignlD": 123456789

"CampaignTypelD": 5,



Field

campaignTypeName

CalllD

StatusName

Phone

Calllnserted

Description

In the case of an auto-dialer call,
this field will display the specific
auto-dialer campaign type

through which the call was made.

The field contains one of two
options: 1. Automatic (the service
first dials to the representative
and then the customer), 2. IVR
(the service first dials to the
customer and then returns to the
representative). This field will
only be sent in auto-dialer calls.

In the case of an auto-dialer call,
this field will display the target ID
in the campaign. Note, that this
field value is not equal to the
ivruniqueid field. Each target has
an ID in the campaign and there
can be multiple call attempts to
the same target (multiple
ivruniqueids). This field will only
be sent in auto-dialer calls.

In the case of an auto-dialer call,
this field will display the call
answer status. For more details,
see the table below. This field will
only be sent in auto-dialer calls.

In the case of an auto-dialer call,
this field will display the phone
number of the call destination as
was sent to the service. This field
will only be sent in auto-dialer
calls.

In the case of an auto-dialer call,
this field will display the time the
destination was entered into the
service. This field will only be sent
in auto-dialer calls.

Example

"campaignTypeName":
"Automatic"

"CalllD": "1083439851",

"StatusName": "ANSWER",

"Phone": "972722776772",

"Calllnserted"; "2024-11-
25T16:10:21.790Z",



Field

RetryNum

RetryAmount

aiData

Description

In the case of an auto-dialer call,
this field will display the current
number of attempts to dial the
destination. Within the service,
you can define the number of
attempts for the service to dial
the destination. The service will
stop dialing the destination
either when the destination
answers the call or when the
service has dialed the maximum
number of attempts that have
been defined. This field will only
be sent in auto-dialer calls.

In the case of an auto-dialer call,
this field will display the
maximum number of attempts
set to dial the destination. Within
the service, you can set the
number of attempts the service
will make to dial the destination.
The service will stop dialing the
destination either when the
destination answers the call or
when the service has dialed the
maximum number of attempts
set. This field will only be sent in
auto-dialer calls.

JSON object that shows the
entire Al data for the call.
Contains these objects: insights,
emotions and transcript. The
service is currently supported in
Hebrew and English. To add
additional languages, please send
a request to the Voicenter
support department.

Example

"RetryNum": 2,

"RetryAmount™ 3



Field

insights

questions

key

guestion

data_type

Description

This object contains the data
analysis of the call. It contains
questions(Al prompts), the call
summary, and the participants'
analysis.

This array contains an object of
the questions(promypts) that the

Al engine will analyze. It contains:

key - the name of the current
category. question - the prompt
question. data_type - the
classification of the returned
value type of the Al analysis(text,
number, array, etc.). answer - the
return value of the Al service
analysis. The questions can be
managed in the Cpanel in
Account Management advanced
settings.

The category name of each
question.

The prompt question for the Al
engine to analyze.

The data type that the response
answer field will be. The data
types are: 1-boolean, 2-string, 3-
number, 4-json array, 5-json
object list, 6-json object

Example

"insights":{ "questions":[ {
"key""category",
"question":"Categorize the call to
exactly one of the possible
categories:“technical

”ou

issue”,“billing issues”,"general
support issues™,
"answer":"technical issue" } ],
"participants"{ "caller"{
"name":null, "personality_traits":[]
}, "callee"{ "name":"Steve'",
"personality_traits"[] } },
"summary":"The caller had clash
phone service issue. Steve tried
troubleshooting steps like
restarting the phone and
resetting network settings, which
solved the issue." }

{ "questions": [ { "key": "category",
"question": "Categorize the call to
exactly one of the possible
categories: “technical issue”,

”ou

“sales”, “other issues

m
1

"data_type": "string", "answer":
"technical issue" }, { "key": "issue",
"question": "What was the
technical issue?", "data_type":
"string", "answer": "The caller was
experiencing issues with their
phone service! } ]}

"key": "call_type"

"question": "Categorize the call to
exactly one of the possible
categories: “technical issue”,

nou

“billing issues”, “general support

nou nou

issues”, “sales”, “other issues

n

"data_type": "string"



Field

answer

participants

name

personality_traits

summary

emotions

Description
The question returned value.

This object analyzes the caller
and the callee's personality traits.
It contains objects for the caller
and the callee with each name(if
recognized) and each person's
traits.

The name of the call\callee.

An array that contains the
personal characteristics of the
caller and the callee.

Summarize the transcript of the
conversation in a few lines.

This object contains the
emotional analysis of the caller
and callee. The Al engine returns
each sentence and the emotion
associated with it. The size of this
object can vary. It depends on the
length of the call and the ability
of the Al engine to recognize
each sentence's emotions(there
may be sentences in which no
distinct emotion was detected).

Example

"answer": "technical issue"

{ "participants": { "caller": { "name":
null, "personality_traits": [] },
"callee": { "name": "Steve",
"personality_traits": [
"professional", "patient", "trying to
explain clearly"]}}}

"name": "Steve"

"personality_traits": [
"professional", "patient”, "trying to
explain clearly" ]

"summary": "The customer
wanted to exchange virtual
numbers and purchase a new
virtual number. The
representative helped the
customer change 7 virtual
numbers and purchase 1 new
virtual number, a total of 8 new
numbers. The representative
explained to the customer the
costs involved and the customer
approved the costs. In the end,
the representative confirmed
that he would email the new
numbers to the customer."

{ "emotions"{ "sentences":[ {
"'sentence_id":28,
"emotion":"frustrated",
"emotion_direction™-1,
"confidence_emotion":0.88,
"intensity_emotion".0.75,
"personality_trait":"impatient",
"confidence_trait":0.85}, {
"sentence_id":34,
"emotion":"professional",
"emotion_direction™],
"confidence_emotion"0.92,
"intensity_emotion"0.85,
"personality_trait":"helpful",
"confidence_trait".0.88}]}}



Field

sentences

sentence_id

emotion

emotion_direction

confidence_emotion

intensity_emotion

personality_trait

confidence_trait

transcript

Description

This array contains objects of
each sentence that the Al engine
succeeded in recognizing an
emotion.

Each transcripted line of the call
has an ID starting from O.

The recognize emotion of the
sentence.

This field gives a numeric
direction of sentence emotion: 1
positive, -1: negative, O: neutral.

The Al engine numerically
evaluates (between O-1) how likely
the emotion it detected is
correct.

The Al engine numerically
evaluates (between 0O-1) the level
of intensity of the detected
emotion.

The recognized personality trait
of the sentence.

The Al engine numerically
evaluates (between 0-1) how likely
the trait it detected is correct.

The full call transcript. It contains
all sentences separated into
objects.

Example

{"sentence_id": 28, "emotion":
"frustrated" "emotion_direction":
-1, "confidence_emotion": 0.88,
"intensity_emotion": 0.75,
"personality_trait": "impatient",
"confidence_trait": 0.85},
{"sentence_id": 34, "emotion":
"professional”,
"emotion_direction™ 1,
"confidence_emotion": 0.92,
"intensity_emotion": 0.85,
"personality_trait": "helpful",
"confidence_trait": 0.88 },

"sentence_id"; 56

"emotion": "frustrated"

"emotion_direction": -1

"confidence_emotion": 0.92

"intensity_emotion": 0.8

"personality_trait": "patient"

"confidence_trait": 0.82

{ "speaker": "SpeakerQ", "text": "H:
Good afternoon", "startTime": 1.87,
"endTime": 1.89, "sentence_id": 0},
{ "speaker": "SpeakerQ", "text":
"thank you for calling voice and
support", "startTime": 3,
"endTime": 5.2, "sentence_id": 1}



Field

speaker

text

startTime

endTime

sentence_id

Call Types

CDR Type Name

Incoming Call

CC

Extension Outgoing

Queue

Click2Call legl

Description

SpeakerO0 is the representative.
Speakerl is the client.

The transcript text of the current
sentence.

The start time of the current
sentence. In seconds, since the
conversation started.

The end time of the current
sentence. In seconds, since the
conversation started.

Each transcripted line of the call
has an ID starting from O.

Description

Example

{ "speaker": "SpeakerQ", "text":
"how can i assist you today",
"startTime": 8, "endTime": 9.64,
"sentence_id": 3}, { "speaker"
"Speakerl", "text": "hi i'm having
some issue', "startTime": 13.46,
"endTime": 13.48, "sentence_id": 4 }

"text": "how can i assist you
today"

"startTime": 8

"endTime": 9.64

"sentence_id": 3

A regular incoming call that was dialed to a phone
number and ended up in the IVR or an extension
(did not end in a queue, which will make it type 4).

A call that was made through a calling card (Access

number) service.

A regular outgoing call (manually dialed from the

phone).

An incoming call that was received by a queue.

A call that was made by click2call (Not by Dialer),

leg 1 of the call.

Leg 1- the initial connection of the call to the

extension.

This is the “Phone” parameter in the Click2call API.
This part will contain info about the initial
connection of the call.



CDR Type Name

Click2Call leg2
VoiceMail
Callference
XferCDR

ProductiveCall Legl

ProductiveCall Leg2

Scrubber

Click 2 IVR

Click 2 IVR Incoming

Description

A call that was made by click2call (Not by Dialer),
leg 2 of the call.

Leg 2 - the actual call that is being made to the
destination.

This is the “Target” parameter in the Click2call API.
This part will contain the call details and call
recording.

A call that was answered by Voicenter voicemail.

A call that was made through Voicenter callference
service.

A call that manually transferred from an extension
to a DID/another extension.

A"leg 1" Agents Auto Dialer calls.

Legl - the initial connection of the call to the
extension.

This part will contain info about the initial
connection of the call.

A'leg 2" Agents Auto Dialer calls.

Leg 2 -the actual call that is being made to the
destination.

This part will contain the call details and call
recording.

A call that was made through Voicenter's Scrubber
service.

"Legl" Predictive Dialer calls.

Legl - the initial connection of the call to the
destination.

This part will contain info about the initial
connection of the call.

This is the "Leg 2" Predictive Dialer call.

After the initial Legl (Click 2 IVR) call was answered,
this new leg is dialing the IVR (a layer in Voicenter
telephony menu) and Leg 1is connected to the
representatives.

This call type is for all Click 2 IVR that did not enter
a queue.

If the call enters a queue service, the type will be
type 15. This part will contain the call details and call
recording.



CDR Type Name Description

This is the "Leg 2" Predictive Dialer call.

After the initial Legl (Click 2 IVR) call was answered,

this new leg is dialing the IVR (a layer in Voicenter

telephony menu) and Leg 1is connected to the
Click 2 Queue Incoming representatives.

If the call enters a queue, then the call status will be

- Click 2 Queue. Else, the call type will be type 14.

This part will contain the call details and call

recording.

A call that was made through Voicenter's internal
outgoing fax service. *Not released yet.

FaxCdr

Attended CDR legl A call that was transferred with consultation.

A call that was transferred with consultation.

This type will only be made in a case of an
incoming call that was answered by representative
"A" "A" will then put the call on hold and make
another call (consult) to another person - "B".
Afterward, "A" will transfer the initial call to "B". The
"Leg 2" is the part of the call between "B" and the
initial caller.

Attended CDR leg2

A call that was automatically transferred from an
extension to a DID (usually representatives
configure their phones manually to transfer calls
when they are not available).

Auto forward

Leg1&Leg 2 Call Types
In some call types, each call consists of two parts arranged in chronological order:

1. Click2Call - The first part of the call (Legl) is the initial connection to the user extension. If the
initial connection was established, then the
actual call to the destination is being made (Leg?2).

2. Productive Dialer — The first part of the call (Leg]l) is the initial connection to the user
extension. If the initial connection was established, then

the actual call to the destination is being made (Leg?2).

3. Predictive Dialer — The first part of the call (Legl) trying to call the destination. If the initial
connection was established to the call destination,

then the call is connected to your call center (Leg2).

The Leg?2 call parts are often used because it is the actual call to the destination. Sometimes, in
the case of Leg2 call part that failed to connect to



the destination (call status — NOTCALLED), the Legl part can show the reason that the call did

not connect to the extension.

Call Statuses

CDR Status Name

NOTDIALED

ANSWER

BUSY

NOANSWER

CANCEL

ABANDONE

VOEND

TE

NOTCALLED

VOICEMAIL

Call Error Types

Description

Hang-up occurred before the call was made.

A call was answered.

A successful dial.

The caller reached the destination.

Whenever we receive an answer response signal,
also when the call reached local voicemail service
and etc.

Busy signal. The dial command reached its number
but the number is busy.

No answer. The dial command reached its number,
the number rang for too long, then the dial timed
out

A call is canceled. The dial command reached its
number but the caller hung up before the call
destination could answer.

When using Voicenter's queue service, this status
will appear in several cases:

A caller hung up before the call destination could
answer.

A caller while waiting in the queue, chose to exit
from the queue.

A call has reached timeout in the queue.

Hang-up during IVR without actual dialing.
In this case, the caller waited in the IVR but hung up
before the call rang in any extension.

When an incoming call is directed to an IVR
recording and afterward it configured to hung up
the call.

A Leg?2 Click2Call was not called.
When using a click2call service and the Legl initial
stage was not successful (not answered).

Call entered to Voicenter voicemail service.



There maybe be time where while trying to make an outgoing call to certain destination you
will receive an error. These error responses display cases when there was a problem connecting
to the target destination.

It is mainly used for Voicenter internal Tracking.

The errors you may receive are as followed:

Error Types Error Description

CONGESTION Congestion. This status is usually a sign that the

dialed number is not recognized.

h I ilable. P
CHANUNAVAIL Channel unavailable. On SIP, peer may not be

registered.
INVALIDARGS Error parsing dial command arguments.
SSWPREAUTH SSW outgoing call cancel before actual dial.

Client Response

It is important that we get a feedback to understand that all data was received.
In case, we do not receive a valid response we will re-send the CDR data that we failed to send.
The amount of retries and the time intervals between retries are set on Voicenter side.

Name Type Exmple Description

Error codes:
0-0K

Err Integer 0

1- Parse error

2 — Application error
Errdesc String OK Error description

JSON Example (Outgoing Call):

1 {

2 "caller":"0722776772",

3 "target":"0501234567",

4 "time":1595960350,

5 "duration":11,

6 "ivruniqueid":"2020072818dcDHFJcc804",
7 "type":"Extension Qutgoing",

8 "status":"ANSWER",

9 "targetextension":"",

10 "callerextension":"SIPSIP",

11 Ildidll:llll'



12 “queueid":o,

13 "queuename":"",

14 "record":"https://cpanel.voicenter.co.il/CallsHistory/PlayRecord/2020072818dcDHFJc
15 "price":0,

16 "dialtime":2,

17 "representative name":"User 1",

18 "representative code":"12345678",

19 "targetextension name":"",

20 "callerextension name":"",

21 “"target country":"",

22 "caller country":"",

23 “"DepartmentID":12345678,

24 "DepartmentName":"Voicenter Sales Department",
25 "TopDepartmentID":87654321,

26 "TopDepartmentName":"Voicenter Account"

27 }

In this example, a user (User 1) made an outgoing call from extension (SIPSIP), the call was
dialed manually from the extension (not through Auto-Dialer or Click2call services).

The user called the phone number - "0501234567", the phone number that appeared to the call
destination was - "0722776772".

This call was answered ("ANSWER").

The call rang 2 seconds, and the duration of the conversation was 11 seconds.

JSON Request Example (Incoming Call):

1 {

2 "caller":"0501234567",

3 "target":"",

4 "time":1595333610,

5 "duration":20,

6 "ivruniqueid":"202007211213270124c",
7 "type":"Queue",

8 "status":"ANSWER",

9 “targetextension":"",

10 "callerextension":"",

11 "did":"0722776772",

12 "queueid":123456789,

13 "queuename":"Sales Queue",

14 "record":"https://cpanel.voicenter.co.il/CallsHistory/PlayRecord/2020072112132701z
15 "price":0,

16 "dialtime":0,

17 "representative name":"Admin User",
18 “representative code":"12345679",
19 "targetextension name":"",

20 “callerextension name":"",

21 “target country":"",



22 "caller country":"Israel",

23 "seconds waiting in queue":20,
24 "IVR": [

25 {

26 "layer id":1234,

27 "layer name":"Main IVR",
28 “layer number":0,

29 "Dtmf":2,

30 "dtmf order":1

31 }

32 {

33 "layer id":4321,

34 “layer name":"Sales Department",
35 "layer number":2,

36 "Dtmf":0,

37 “dtmf order":2

38 }

39 ]

40 }

In this example, an incoming call was made from - "0501234567", the caller called the phone
number "0722776772".

This call went through the IVR, first, on the "Main IVR" layer which then the caller pressed "2"
and was directed to the

second layer —"Sales Department".

This call rang in the queue service ("Queue") name - "Sales Queue".

The caller waited in the queue for 20 seconds and decided to hang-up the call ("ABANDONE").

Request Example With Al

1 {

2 "IVR": [

3 {

4 "layer id":196285,

5 "layer name":"0747809282",
6 "layer number":4,

7 "Dtmf":0,

8 "“dtmf order":1

9 }

10 1

11 "caller":"0501234567",

12 "target":"SIP12SIP",

13 "time":1721942255,

14 "duration":333,

15 "ivruniqueid":"202407252117332121279029ab1d84",

16 "type":"Incomina Call",



17

18
19
20
21
22
23
24
25
26
27
28
29
30
31
32
33
34
35
36
37
38
39
40
41
42
43
44
45
46
47
48
49
50
51
52
53
54
55
56
57
58
59
60
61
62
63
64
65

66
R7

“status":"ANSWER",

"targetextension":"SIP12SIP",
"callerextension":"",
"did":"0722776772",
"queueid":0,

"queuename":""
"record":"https://cpanel.voicenter.co.il/CallsHistory/PlayRecord/20240725211733z
"price":0,

"dialtime":11,

"representative name":"Test 1",

"representative code":"1882",

"targetextension name":"Test 1",

“callerextension name":"",

"target country":"",

“caller country":"Israel",

"aiData":{
"insights":{
"questions": [
{

"key":"category",

"question":"Categorize the call to exactly one of the possible categories
"data type":"string",

"answer":"technical issue"

}
{
"key":"issue",
"question":"What was the technical issue?",
"data type":"string",
"answer":"The caller was experiencing issues with their Clash phone servi
}
{
"key":"issue resolution",
"question":"Please mention in at least 3 sentences the steps taken to try
"data type":"string",
"answer":"The agent tried the following steps to resolve the issue: 1) As
}
{
"key":"issue resolution confirmation",
"question":"did the caller confirmed the issue was solved?",
"data type":"string",
"answer":"The caller confirmed that the call quality seemed a bit better
}
{
"key":"issue resolved",
"question":"was the issue resolved? (true/false)",
"data type":"boolean",
"answer":"false"
}
{

"key":"key phrases speaker0",
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"data type":"json array",
"answer": [

"thank you for calling voice and support",

"how can i assist you today",

"I'll do my best to help you resolve them",

"let me pull up your account",

"have you tried restarting your phone"

}
{
"key":"key phrases speakerl",
"question":"provide an array with a list of up to 5 key phrases said by t
"data_type":"json array",
"answer": [
"i'm having some issues with clash phone service",
"my calls keep dropping and the quality is really bad",
"it started a few days ago",
"it is mostly happening at home",
“I'm using an iPhone"
]
}
{
"key":"keywords speaker0",
"question":"provide an array with a list of up to 20 keywords used by the
"data type":"json object list",
"answer": [
{
"word":"thank",
"count":3
}
{
"word":"account",
"count":2
}
{
"word":"issue",
"count":2
}
{
"word":"help",
"count":2
}
{
"word":"reset",
"count":2
}
]
}
{

"key":"keywords speakerl",
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"data type":"json object list",
"answer": [
{
"word":"issue",
"count":2
}
{
"word":"call",
"count":3
}
{
"word":"drop",
"count":2
}
{
"word":"quality",
"count":2
}
{

"word":"home",
"count":1

"key":"technical issues",
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"question":"Identify recurring technical issues mentioned by customers. P

"data type":"json array",
"answer": [

"Dropped calls",

"Poor call quality"
]

"key":"topics",

"question":"Summarize the main 3 topics of the call. Provide an array.",

"data type":"json array",
"answer": [

"Issues with Clash phone service",

"Troubleshooting steps",

"Creating a ticket for further investigation"

]
}
{

"key":"troubleshooting",

"question":"Highlight successful troubleshooting steps and their frequenc

"data_ type":"string",

"answer":"The successful troubleshooting steps mentioned were: 1) Restart

}
]

"marticinantg": [
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170 "caller":{

171 "name":null,

172 "personality traits":|[

173 ]

174 }

175 "callee":{

176 "name":"Steve",

177 "personality traits":|[

178 ]

179 }

180 }

181 "summary":"The caller, whose name is not mentioned, contacted Steve from voir
182 }

183 "emotions":{

184 "questions": [

185 ]

186 "sentences": [

187 {

188 "sentence id":21,

189 "emotion":"frustrated",
190 "emotion direction":-1,
191 "confidence emotion":0.92,
192 "intensity emotion":0.85,
193 "personality trait":"impatient",
194 "“confidence trait":0.9

195 }

196 {

197 "sentence id":23,

198 "emotion":"frustrated",
199 "emotion direction":-1,
200 "“confidence emotion":0.9,
201 "intensity emotion":0.8,
202 “personality trait":"impatient",
203 "confidence trait":0.88
204 }

205 {

206 "sentence id":28,

207 "emotion":"frustrated",
208 "emotion direction":-1,
209 "confidence emotion":0.88,
210 "intensity emotion":0.75,
211 "personality trait":"impatient",
212 "confidence trait":0.85
213 }

214 {

215 "sentence id":34,

216 "emotion":"professional",
217 "emotion direction":1,

218 "confidence emotion":0.92,
219 "intensity emotion":0.85,

272A "narcnnalitv trait":-"helnful"
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"confidence trait":0.88

"sentence id":35,
"emotion":"neutral",
"emotion direction":0,
“confidence emotion":0.5,
“intensity emotion":0.3,
"personality trait":null,
"confidence trait":0

"sentence id":37,
"emotion":"helpful",

"emotion direction":1,
“confidence emotion":0.9,
"intensity emotion":0.75,
"personality trait":"patient",
"“confidence trait":0.85

"sentence id":38,
"emotion":"cooperative",
"emotion direction":1,
"confidence emotion":0.88,
"intensity emotion":0.7,
"personality trait":"compliant",
“confidence trait":0.82

"sentence id":39,
"emotion":"neutral",
"emotion direction":0,
"confidence emotion":0.6,
"intensity emotion":0.4,
“personality trait":null,
"confidence trait":0

"sentence id":40,
"emotion":"frustrated",
"emotion direction":-1,
"confidence emotion":0.92,
"intensity emotion":0.8,
"personality trait":"impatient",
"confidence trait":0.88

}

{
"sentence id":41,
"emotion":"helpful",

"amntinn directinn" -1
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"confidence emotion":0.93,

"intensity emotion":0.82,
"personality trait":"professional",
"confidence trait":0.9

"sentence _id":42,
"emotion":"helpful",

"emotion direction":1,
“confidence emotion":0.9,
"intensity emotion":0.75,
"personality trait":"patient",
“confidence trait":0.85

"sentence id":43,
"emotion":"neutral",
"emotion direction":0,
“confidence emotion":0.5,
"intensity emotion":0.3,
"personality trait":null,
“confidence trait":0

"sentence id":45,
"emotion":"helpful",

"emotion direction":1,
"confidence emotion":0.92,
"intensity emotion":0.8,
“personality trait":"patient",
"confidence trait":0.88

"sentence id":46,
"emotion":"helpful",

"emotion direction":1,

"confidence emotion":0.93,
"intensity emotion":0.82,
“personality trait":"professional",
"confidence trait":0.9

"sentence id":47,
"emotion":"neutral",
"emotion direction":0,
"confidence emotion":0.6,
"intensity emotion":0.4,
"personality trait":null,

"confidence trait":0
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"sentence id":48,

"emotion":"cooperative",
"emotion direction":1,
“confidence emotion":0.88,
"intensity emotion":0.7,
"personality trait":"compliant",
“confidence trait":0.82

"sentence_id":49,
"emotion":"appreciative",
"emotion direction":1,
"confidence emotion":0.9,
"intensity emotion":0.75,
"personality trait":"polite",
"confidence trait":0.85

"sentence id":50,
"emotion":"neutral",
"emotion direction":0,
“confidence emotion":0.5,
"intensity emotion":0.3,
"personality trait":null,
“confidence trait":0

"sentence 1id":51,
"emotion":"helpful",

"emotion direction":1,
"confidence emotion":0.92,
"intensity emotion":0.8,
"personality trait":"patient",
"confidence trait":0.88

"sentence id":52,
"emotion":"neutral",
"emotion direction":0,
"confidence emotion":0.5,
"intensity emotion":0.3,
"personality trait":null,

"confidence trait":0

"sentence id":53,
"emotion":"neutral",
"emotion direction":0,
"confidence emotion":0.5,

"intensity emotion":0.3,

"narcnnalitv trait":-null



374

375
376
377
378
379
380
381
382
383
384
385
386
387
388
389
390
391
392
393
394
395
396
397
398
399
400
401
402
403
404
405
406
407
408
409
410
411
412
413
414
415
416
417
418
419
420
421
422

423
4”24

}
{

i SR P Baiv e vy

“confidence trait":0

"sentence _id":54,
"emotion":"neutral",
"emotion direction":0,
“confidence emotion":0.5,
“intensity emotion":0.3,
"personality trait":null,
"confidence trait":0

"sentence_id":56,
"emotion":"helpful",

"emotion direction":1,
"confidence emotion":0.92,
"intensity emotion":0.8,
"personality trait":"patient",
"“confidence trait":0.88

“sentence id":57,
"emotion":"patient",

"emotion direction":1,
“confidence emotion":0.9,
"intensity emotion":0.75,
"personality trait":"helpful",
"confidence trait":0.85

"sentence id":58,
"emotion":"neutral",
"emotion direction":0,
“confidence emotion":0.6,
"intensity emotion":0.4,
“personality trait":null,
"confidence trait":0

"sentence id":59,
"emotion":"cooperative",
"emotion direction":1,
"confidence emotion":0.88,
"intensity emotion":0.7,
"personality trait":"compliant",

"confidence trait":0.82

"sentence id":60,

"emotion":"neutral",

"emntinn directinn":0
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“confidence emotion":0.6,

"intensity emotion":0.4,
"personality trait":null,
"confidence trait":0

"sentence id":62,
"emotion":"helpful",

"emotion direction":1,
“confidence emotion":0.92,
"intensity emotion":0.8,
"personality trait":"patient",
"confidence trait":0.88

"sentence id":63,
"emotion":"neutral",
"emotion direction":0,
“confidence emotion":0.6,
"intensity emotion":0.4,
"personality trait":null,
“confidence trait":0

"sentence id":65,
"emotion":"hopeful",

"emotion direction":0,
"confidence emotion":0.88,
"intensity emotion":0.7,
"personality trait":"patient",
"confidence trait":0.82

"sentence id":66,
"emotion":"empathetic",

"emotion direction":1,

"confidence emotion":0.9,

"intensity emotion":0.75,
“personality trait":"understanding",
"confidence trait":0.85

"sentence id":67,
"emotion":"helpful",

"emotion direction":1,
"confidence emotion":0.92,
"intensity emotion":0.8,
"personality trait":"patient",
"confidence trait":0.88
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"sentence id":68,

"emotion":"neutral",
"emotion direction":0,
"confidence emotion":0.5,
“intensity emotion":0.3,
"personality trait":null,
"confidence trait":0

"sentence_id":69,
"emotion":"confident",

"emotion direction":1,

"confidence emotion":0.93,
"intensity emotion":0.88,
"personality trait":"professional",
"“confidence trait":0.93

"sentence id":70,
"emotion":"helpful",

"emotion direction":1,

"confidence emotion":0.95,

"intensity emotion":0.85,
"personality trait":"customer service
“confidence trait":0.92

"sentence 1id":72,
"emotion":"urgent",

"emotion direction":-1,
"“confidence emotion":0.9,
"intensity emotion":0.8,
“personality trait":"impatient",
"confidence trait":0.88

"sentence id":73,
"emotion":"agreeable",

"emotion direction":1,

"confidence emotion":0.92,
"intensity emotion":0.75,
"personality trait":"accommodating",

"confidence trait":0.85

"sentence id":75,
"emotion":"efficient",
"emotion direction":1,
"confidence emotion":0.93,

"intensity emotion":0.88,

"narcnnalitv trait":-"nranfeccinnal®"

oriented",
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527 “confidence trait":0.9
528 }

529 {

530 "sentence id":76,

531 "emotion":"helpful",

532 "emotion direction":1,

533 “confidence emotion":0.95,
534 "intensity emotion":0.9,
535 "personality trait":"customer service oriented",
536 "confidence trait":0.92
537 }

538 {

539 "sentence id":78,

540 "emotion":"thankful",

541 "emotion direction":1,

542 "confidence emotion":0.93,
543 "intensity emotion":0.8,
544 "personality trait":"polite",
545 "“confidence trait":0.88
546 }

547 {

548 “sentence id":81,

549 "emotion":"appreciative",
550 "emotion direction":1,

551 “confidence emotion":0.92,
552 "intensity emotion":0.75,
553 "personality trait":"friendly",
554 "“confidence trait":0.9
555 }

556 |

557 }

558 "transcript": [

559 {

560 "speaker":"Speakero",

561 "text":"H: Good afternoon",
562 "startTime":1.87,

563 "endTime":1.89,

564 "sentence id":0

565 }

566 {

567 "speaker":"Speaker0",

568 "text":"thank you for calling voice and support",
569 "startTime":3,

570 "endTime":5.2,

571 “sentence id":1

572 }

573 {

574 "speaker":"Speaker0",

575 "text":"my name is Steve",
576 "startTime":6.16,

R77 "andTime" 7 2
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“sentence id":2

"speaker":"Speaker0",

"text":"how can i assist you today",
"startTime":8,

"endTime":9.64,

"sentence id":3

"speaker":"Speakerl",
"text":"hi i'm having",
"startTime":13.46,
"endTime":13.48,
"sentence id":4

"speaker":"Speakerl",

"text":"some issues with clash phone service",
"startTime":14.88,

"endTime":16.6,

"sentence id":5

"speaker":"Speakerl",

"text":"my calls keep dropping and the quality is really bad especially whe
"startTime":17.6,

"endTime":23.56,

"sentence id":6

"speaker":"Speaker0",

"text":"I'm sorry to hear that you are experiencing this issue",
"startTime":26.83,

"endTime":29.76,

"sentence id":8

"speaker":"Speaker0",

"text":"I'll do my best to help you resolve them can i start by getting yoL
"startTime":31.12,

"endTime":38.28,

"sentence id":9

"speaker":"Speaker@",
"text":"with your account",
"startTime":39.12,
"endTime":39.64,

"sentence id":10
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}
{

"speaker":"Speakerl",
"text":"my phone number is",
"startTime":44.72,
"endTime":46.32,

"sentence id":11

"speaker":"Speakerl",
"text":"0727672",
"startTime":47.32,
"endTime":47.32,
“sentence id":12

"speaker":"Speakerl",
"text":"727 672",
"startTime":48.2,
"endTime":50.2,
"sentence id":13

"speaker":"Speakerl",
"text":"it",
"startTime":52.4,
"endTime":52.4,
"sentence id":14

"speaker":"Speaker0",
"text":"thank you",
"startTime":54.56,
"endTime":55.36,
"sentence id":15

"speaker":"Speaker0",

"text":"let me pull up your account",
"startTime":56.52,

"endTime":58.2,

"sentence id":16

"speaker":"Speaker0o",
"text":"one moment please",
"startTime":59.36,
"endTime":60.48,

“sentence id":17

"eneaker" :"QneakerA"



680

681
682
683
684
685
686
687
688
689
690
691
692
693
694
695
696
697
698
699
700
701
702
703
704
705
706
707
708
709
710
711
712
713
714
715
716
717
718
719
720
721
722
723
724
725
726
727
728

729
730

}
{

B SRR P o vy

"text":"okay i've got your account here can you can you tell me when you st

"startTime":64.64,
"endTime":70.88,
"sentence id":19

"speaker":"Speaker0",
"text":"this issue sue",
"startTime":71.76,
"endTime":72.24,
"sentence id":20

"speaker":"Speakerl",

"text":"started a few days ago at first it was just a couple of calls dropg
"startTime":72.24,

"endTime" :84,

"sentence id":21

"speaker":"Speakerl",

"text":"and the call quality has been really bad",
"startTime":84.84,

"endTime":87.56,

"sentence id":23

"speaker":"Speaker0",

"text":"have you noticed if this happened in specific location or if it's",
"startTime":92.64,

"endTime":97.01,

"sentence id":25

"speaker":"Speaker0",
“"text":"happening everywhere you go",
"startTime":98.2,

"endTime":99.96,

"sentence id":26

"speaker":"Speakerl",
"text":"it is mostly",
"startTime":103.31,
"endTime":103.33,
"sentence id":27

"speaker":"Speakerl",

"text":"happening at home but I've noticed it a few times when I'm out as w
"etartTime" 104 72
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"endTime":109.56,
"sentence id":28
}
{
"speaker":"Speaker0",
"text":"thank you for that information",
"startTime":111.04,
"endTime":112.64,
"sentence id":29

"speaker":"Speaker0",

"text":"and to better understand the issue can you let me know can you plec
"startTime":113.8,

"endTime":123.24,

"sentence id":30

"speaker":"Speakerl",
"text":"I'm using",
"startTime":125.07,
"endTime" :125.08,
"sentence id":31

"speaker":"Speakerl",
"text":"an iPhone",
"startTime":126.56,
"endTime":127.12,
"sentence id":32

"speaker":"Speaker0",

"text":"great thank you let's try a few troubleshooting",
"startTime":131.36,

"endTime":134.56,

"sentence id":33

"speaker":"Speaker0",

"text":"steps to see if we can improve your service",
"startTime":135.48,

"endTime" :137.92,

"sentence id":34

"speaker":"Speaker0",
"text":"and first",
"startTime":139.04,
"endTime":139.68,

"eentenre id" 3K
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784 "speaker":"Speaker0",
785 "text":"have you tried restarting your phone since this issue app began apf
786 "startTime":140.72,

787 "endTime":144.74,

788 "sentence_id":37

789 }

790 {

791 "speaker":"Speakerl",
792 "text":"12 yes",

793 "startTime":128.16,

794 "endTime":147.52,

795 "sentence id":38

796 }

797 {

798 "speaker":"Speakerl",
799 "text":"I've tried",
800 "startTime":148.48,

801 "endTime":149.12,

802 "sentence id":39

803 }

804 {

805 "speaker":"Speakerl",
806 "text":"studying it a few times but it didn't seem to help.",
807 "startTime":150.32,

808 "endTime":153.4,

809 "sentence id":40

810 }

811 {

812 "speaker":"Speaker0",
813 "text":"understood and let's check your network",
814 "startTime":155.52,

815 "endTime":159.44,

816 "sentence id":41

817 }

818 {

819 "speaker":"Speaker0",
820 "text":"setting next can you go to please",
821 "startTime":160.24,

822 "endTime":162.72,

823 “sentence id":42

824 }

825 {

826 "speaker":"Speaker0",
827 "text":"settings then",
828 "startTime":163.56,

829 "endTime":164.88,

830 "sentence id":43

831 }

{32 {



833

834
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837
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840
841
842
843
844
845
846
847
848
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850
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853
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855
856
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858
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860
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862
863
864
865
866
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870
871
872
873
874
875
876
877
878
879
880
881

882
]R3

}
{

"speaker":"Speaker0",

"text":"cellular and there can you please make sure cellular data is turnec
"startTime":165.88,

"endTime":172.48,

"sentence id":45

"speaker":"Speakero",

"text":"check if you have a voice and data set to 4G or LTE",
"startTime":173.32,

"endTime":177.92,

"sentence id":46

"speaker":"Speakerl",
"text":"and i check",
"startTime":182.56,
"endTime" :183.76,
“sentence id":47

"speaker":"Speakerl",

"text":"and cellular data is on and it's set to LTE",
"startTime":185.08,

"endTime" :188.28,

"sentence id":48

"speaker":"Speaker0",
“"text":"thanks for confirming",
"startTime":190.56,
"endTime":192.12,

"sentence id":49

"speaker":"Speaker0",
"text":"and now let's",
"startTime":193.36,
"endTime":194.4,
"sentence id":50

"speaker":"Speaker0",

"text":"try resetting your network setting this won't erase any personal dc
"startTime":195.96,

"endTime" :203.08,

"sentence id":51

"speaker":"Speaker0",

"toaxt""tn dn thic< an tn <cettinng"



884

885
886
887
888
889
890
891
892
893
894
895
896
897
898
899
900
901
902
903
904
905
906
907
908
909
910
911
912
913
914
915
916
917
918
919
920
921
922
923
924
925
926
927
928
929
930
931
932

933
034

}
{
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"startTime":204.2,

"endTime":206.08,
"sentence id":52

"speaker":"Speaker0",
“text":"then general”,
"startTime":207.04,
"endTime":207.8,
"sentence _id":53

"speaker":"Speaker0",
"text":"then reset",
"startTime":208.8,
"endTime":209.4,
"sentence id":54

"speaker":"Speaker0",

“text":"and there you have recent reset network settings",
"startTime":210.28,

"endTime":214.04,

"sentence id":56

"speaker":"Speaker0",

"text":"please let me know once you have done that",
"startTime":215.04,

"endTime":217.4,

“sentence id":57

"speaker":"Speakerl",
"text":"all right",
"startTime":221.14,
"endTime":221.15,
"sentence id":58

"speaker":"Speakerl",

"text":"i reset the network setting",
"startTime":222.96,

"endTime":224.8,

"sentence id":59

"speaker":"Speakerl",
"text":"just now",

"startTime":225.84,
"andTimea" 22/ 2



935

936
937
938
939
940
941
942
943
944
945
946
947
948
949
950
951
952
953
954
955
956
957
958
959
960
961
962
963
964
965
966
967
968
969
970
971
972
973
974
975
976
977
978
979
980
981
982
983

984
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"sentence id":60

"speaker":"Speaker0",

"text":"now let's test your phone and try making a call and see if this issc
"startTime":229.88,

"endTime":239.4,

"sentence 1id":62

"speaker":"Speakerl",

"text":"making a call right now please let me check",
"startTime":244.08,

"endTime" :246.32,

"sentence id":63

"speaker":"Speakerl",

"text":"and the call quality seems to be a bit better but I'm not sure if i
"startTime":254.96,

"endTime" :264.93,

"sentence id":65

"speaker":"Speaker0",

"text":"first of all i'm glad to hear there is some improvement",
"startTime":268,

"endTime":270.68,

"sentence id":66

"speaker":"Speaker0",

"text":"sometimes this issue can be due to a temporary network congestion c
"startTime":272.36,

"endTime":276.72,

"sentence id":67

"speaker":"Speaker0",

"text":"if this problem continues",
"startTime":278.16,

"endTime" :279.36,

"sentence id":68

"speaker":"Speaker0",

"text":"we can look into it further",
"startTime":280.36,

"endTime" :281.92,

"sentence id":69



986

987

988

989

990

991

992

993

994

995

996

997

998

999

1000
1001
1002
1003
1004
1005
1006
1007
1008
1009
1010
1011
1012
1013
1014
1015
1016
1017
1018
1019
1020
1021
1022
1023
1024
1025
1026
1027
1028
1029
1030
1031
1032
1033
1034

1035
103A

[

}
{

"speaker":"Speaker0",

"text":"would you like me to create a ticket for our technical team to inve
"startTime":283.04,

"endTime" :286.76,

"sentence id":70

"speaker":"Speakerl",

"text":"that will be great I really need this result as soon as possible",
"startTime":290.24,

"endTime" :294.08,

"sentence id":72

"speaker":"Speaker0",
"text":"of course of course",
"startTime":295.76,
"endTime":296.56,

"sentence id":73

"speaker":"Speaker0",

"text":"i'll create a ticket for you right now right now one moment",
"startTime":297.44,

"endTime" :302,

"sentence_id":75

"speaker":"Speaker0",

"text":"and you will receive an update within the next 24 to 48 hours is tf
"startTime":303.12,

"endTime":310.8,

"sentence id":76

"speaker":"Speakerl",
"text":"No that's",
"startTime":313.12,
"endTime":313.13,
"sentence id":77

"speaker":"Speakerl",

"text":"all for now thank you for your help",
"startTime":314.16,

"endTime":316.36,

"sentence id":78

"eneaker" :"QneakerA"
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1039
1040
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"text":"you're welcome thank you for your patience and being a valued custc
"startTime":318.67,

"endTime" :324.36,

"sentence id":81

"speaker":"Speakerl",
“text":"you thank you goodbye.",
"startTime":326.4,
"endTime":null,

"sentence id":82

"speaker":"Speaker0",
"text":"goodbye",
"startTime":330.28,
"endTime":null,
"sentence id":83
}
]

}
"DepartmentID":1234567,

"DepartmentName":"Voicenter",
"TopDepartmentID":1234567,
"TopDepartmentName": "Voicenter"



