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DOCUMENT OVERVIEW 

This guide is for Call Recording portal Admins and authorized Supervisors who would like to learn 
about the AI-powered Speech Analytics features in the Call Recording product. 

The Call Recording platform provides the following AI-powered Speech Analytics capabilities: 

- Transcription
- Sentiment analysis
- Topic analysis
- Call summarization
- Auto QA
- Custom AI insights
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TRANSCRIPTION 

The Call Recording platform with the Speech Analytics and Transcription add-on ($) automatically transcribes 
every conversation and, once rendered, makes the transcripts available for review, searching and further 
analysis, like sentiment scoring, topic identification, automated quality assurance, etc. 

Easy to Access Transcript for Every Call 
Call transcripts are available on every call, allowing reviewers to quickly scan a text transcript rather than 
listening to an audio recording. This saves time during a review process. 
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Efficient Searchability and Retrieval 
Searching through text is significantly faster and more efficient than listening to audio recordings. Transcriptions 
allow customer service teams to quickly find and retrieve information from past interactions, which is crucial for 
ongoing customer issues. 

Enhanced Training and Coaching 
With transcriptions, trainers can pinpoint specific parts of a conversation to use as examples in training 
sessions. This can help in demonstrating both exemplary and subpar interactions, facilitating targeted coaching 
to improve agent skills and performance. 
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Improved Quality Assurance 
Transcriptions provide a text-based record of conversations that can be easily reviewed and monitored. This 
allows managers to evaluate the quality of customer service faster, assess compliance with protocols, and 
identify areas for improvement in agent performance. 

SENTIMENT ANALYSIS 

The Call Recording sentiment analysis feature helps identify not just what customers are saying, but how they 
appear to be feeling. By understanding and addressing “negative” sentiments effectively, companies can work to 
improve customer retention. Satisfied customers are less likely to switch to competitors, leading to increased 
loyalty and long-term profitability. 

Detailed Analysis of Each Conversation 
Each conversation is analyzed for sentiments and includes: 

- A numerical score (in a range from -100 to +100),
- Separate scores for agent and customer,
- Detailed explanation of the score, i.e., evidence of why such a score was given,
- Highlighted negative phrases in the conversation that contribute to score.
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Sentiment Trend Analysis and Reporting 
Sentiment analysis can identify trends and patterns in customer emotions related to specific products, services, 
or processes. This information can be invaluable for informing product development, marketing strategies, and 
overall business decisions. 
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Sentiment Heatmap 
The sentiment heatmap provides a quick overview of sentiment trends on a per-user basis, making it easy for 
managers to spot problem users/areas. 

Narrow Searches Using Sentiment Scores 
Searching by a sentiment score helps companies to prioritize the call review process and address the problems 
indicated as soon as possible. 
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CALL SUMMARIZATION 

Automated summaries provide a quick overview of the call’s content, enabling service representatives and 
manages to understand the gist of a conversation without listening to the entire recording. 

The summaries can be integrated into customer relationship management (CRM) systems, providing a concise, 
written record of each interaction. 

The Call Recording platform provides customers with the ability to customize the structure of the call summary 
to their own needs. Instead of offering a one-size-fits-all generic summary, the customers’ Administrators can 
use the Call Recording AI Prompt designer to request specific information to be included into summaries, like 
reason for the call, destination of travel, VIP status, etc. 

TOPIC ANALYSIS 

Topic analysis helps identify the most common subjects discussed in customer interactions. By understanding 
the most frequently discussed topics, managers can better allocate resources, including staffing and training. 
For instance, if a specific issue repeatedly arises, more staff can be trained to handle it effectively, or additional 
resources can be directed towards resolving the underlying problem. 
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Topic Trend Analysis 
Topic analysis allows contact centers to detect and monitor trends over time, which can be crucial for 
anticipating future demands and adjusting strategies accordingly. This proactive approach can significantly 
enhance customer satisfaction and operational readiness. 

Topic Highlights in Call Details 
The Call Recording platform highlights the identified topics in the call transcript, allowing managers to quickly 
review calls and spot the areas of improvement. 
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Narrow Call Searches Using Topics 
By searching calls using topics, managers or supervisors can prioritize call review process and address the 
most critical issues first. 

AUTO QA 

The Call Recording Automated Quality Assurance (Auto QA) offers increased coverage and scalability. 
Companies can evaluate a much larger volume of interactions compared to manual reviews. This means that 
every agent and every interaction can potentially be monitored and assessed, ensuring comprehensive 
coverage and more detailed insights into performance across the entire team. 

Automation significantly reduces the time and labor traditionally required for quality assurance. Managers and 
quality assurance teams can focus on more strategic tasks, such as interpreting the data collected and 
designing better training programs based on identified needs. 

While manual testing will always be necessary, with Automated Quality Assurance (Auto QA), all agents are 
evaluated based on the same criteria, maintaining basic objective consistency across evaluations. This helps in 
fair and unbiased assessment of agent performance, which is crucial for both training and development. 
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Drill-down Trend Analysis 
The Call Recording platform provides powerful trend analysis with drill-down capabilities, allowing managers to 
review performance on group or user levels or as compared to previous periods. 
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Evidence-Based Evaluation 
For each scoring criteria, the Call Recording platform provides a score as well as the evidence, i.e., why the AI 
Assistant provided such a score. This reduces the time required from managers for review of such an 
automated agent evaluation report. 

Override Score  
A reviewer can make adjustments to AI-assisted score, if necessary, by overriding it. 
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CUSTOM AI INSIGHTS 

The Call Recording platform provides unlimited capabilities for analyzing data hidden in call recordings. 

Customers can use the Call Recording AI Prompt designer to instruct the AI Assistant to extract specific or 
desired information from every call, like the reason for the call, products discussed, key facts, or AI-generated 
feedback / areas of improvement, and more. 

AI-Assisted Feedback 
The Call Recording AI Assistant can be asked to identify and present areas of improvement for each interaction. 

Using the Call Recording AI Prompt designer, customers can provide hints to the AI assistant about what to pay 
attention to and include in the notes as Areas of Improvement. 
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Automated Translation to a Different Language 
One of our Canadian customers has calls in multiple languages (French and English). Some of supervisors did 
not speak French and such calls were left unmonitored. We configured the AI Assistant task in the Call 
Recording platform to automatically translate French calls into English. Now, the supervisors can quickly review 
the translated conversation and pass only the critical calls to the French-speaking supervisors for a detailed 
review.  Or, it can be done in a reverse direction, i.e., translate English calls to another language, for instance, 
Spanish. 

Reason for the Call 
The Call Recording AI Assistant can also be instructed to automatically identify the reason for the call for each 
interaction. This useful AI prompt can be modified by an Admin as old reasons need removal, or new reasons 
are identified or added. 
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