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1. The Challenge

Many companies have a restricted view of their unstructured data (voice, text, images) due to limited
sampling capabilities, leading to high analysis costs.

* Due tothehighvolume ofaudio / text data, quality reviewers are only able to
analyze 1%-10% of data, leading torestricted view of datawhen performing
datadiscovery tofind patternsor unveil answers to business questions, when

e

handlinglarge sets of data.

* Companiescurrently have limited ability to detectlive trends, creating higher
timesto respond tolive events, like incident responses or forecasting.

* Mostdon’t have dynamic customer service / sales protocols and systems, that

attendhighdemandingcustomers in real time and in a customized manner
leadingto a greater opportunitycost.
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2. Our Solution

The platform

The platform provides deep reporting capabilities on an operational and strategic level.

R i Koy P

- ;:—:_ (.: ~-_Cash Express

oo w— _balance attomey __ -~ =
= e statement =
656 2 3mindos

intentions~ | warrant oiﬁoe

> - 9 moment - ——

Somtmrs gt X Sonmenee By Spachers

@Spasior | @ Spasier?

et

4

« ¥ 8 8 8 @

Have aclear overview of all the interactions betweenyour companyandyour
customersby taking a deep look into the details.

Transcribe large setsofaudio files, using40+ language- and domain-specific
Speech-to-Text models. Train custommodels to understand specific context
and improve performance.

Analyze differentdatamodels, in order toimprove business process
managementand customer satisfaction.

Use the platform “as-a-Service” or deploy itinyour owncloud or on-premises
environment.

Decide betweendifferentpaymentschemesto find the best fit.



2. Our Solution

Voice Analytics Platform Overview

The voice analytics platform is an analytical tool that analyzes large sets of unstructured audio or text data to

obtain business insights or enable business activities by applying a combination of Cloud Services and
proprietary Machine Learning models.
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TRANSCRIPTION DATA ANALYSIS BUSINESS INSIGHTS

* Industry/domain Speech to Text models * Call Classification * Data Visualization

* Custom Speechto Text models * Text Analysis * TopicModelling

* Language detection * Natural Language Understanding * SemanticSearch

* Speakerdiarization * Sentiment/Tone Analysis * Intent/ Named Entity Recognition
* Integrated with Contact Center technology * Natural Language Processing (NLP) * Questionanswering

* Data modelextraction * Summarization



2. Our Solution

Main benefits

Voice Analytics provide benefits that improve customer experience, increase efficiency, save costs, and give
valuable insights for organizations to monitor their operations.

OPERATIONAL SAVINGS

FTE reduction on manual quality
control, compliance assurance, sales
improve ment, etc.

¢ Costreductionbyautomating
manualcontrol and analysis

* Improvedtransferratesand
operational efficiency

* HigherFTEfocus onhighervalue
transactions

e Lowernumber of transferred
calls

AGENT PERFORMANCE

Improvedagent performance
through better call analysis.

* Higheragent performance rating

* Improvement of Average Handle
Time (AHT)

* HigherFirst Call Resolution (FCR)
Rate

* Salesconversion rate
optimization

ENGAGING CUSTOMERS

Monitored customer interactions
forthe detection ofbehavioral
patternsonanindividual and
collective level.

e Omni-channel consistency

* Sentimentand emotion
detection

e Cross-and up-sell opportunities

e Attritionimprovement

e HigherNPS

MONITORING RISKS

Overall compliance with customer
and security protocols.

* Improvement of compliance
protocols

* Agentscriptadherence

* Incidence detection/
forecasting

* Data privacy/ security
compliance



2. Our Solution

Implementation Model

EY Hosted

Client Hosted

EY will automatically extractthe audio
files from different data sources
(Contact Center Technology,
repositories, real-time streaming, etc.)
and will analyzeitina secure Client
Technologies environment. The client
will haveaccess toa web interface to

consume the analyzed information.

EY will chargethe clientbased on the

usage, implementation licensing cost.

EY will deploy the platformina client
hosted cloud environment, following
clientsecurity guidelines. The clientwill
have access toa web interfaceto
consume the information that will be

runningon the clientbackend.

EY will chargebased on client-cloud
deployment and annual licensing (per

volume).

The client will cover usage costs (per

volume)

EY will deploy the platformon a client
hosted on-premises environment. The
clientcan consume the informationin
a proprietary web interfaceand the
platformwill runlocally.

EY will charge based on on-premises
deployment and annual licensing (per

volume).

The clientwill cover platformand

usage costs (fixed + per volume).
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3. Voice Analytics powered by OpenAl

* Together with voice analytics, Generative Al enables a more intelligent contact center empowering agents and business teams
* The integration of Generative Al in our Voice Analytics Platform improves the analytical capabilities with use cases such as content

generation, summarization or natural language queries

roy
Summarization

The tool automaticallygenerates a sumary
based on the recorded conversation, which

can be stored inthe CRM or used for review.

“Automated summarization saves us
time and provides insight on past
interactions”

e

Customer service agent

'@ Conversational analytics

Users can ask questions to the system, who
will use available data points (topic
modelling, entities, agents, dates, CRM

data...) to produce actionableanswers

“We are able to understand patterns
in our interaction with minimal
effort”

8 i

Operations analyst

/J Content generation

»

The agent is provided with tailored
responses based on the customer enquire,
provided through a personalized user

interface

“I am able to provide meaningful
answers faster to our customers”

.

Customer service agent
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3. Voice Analytics powered by OpenAl
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= Summarization

The Al language model excels at summarizing the prompt text by condensing key points and details into a concise format. It
demonstrates efficiency and accuracy in providing clearand coherent summaries in just a few lines. Whether it's news
articles, research papers, or any other text, Al can swiftly extract relevant information for efficient understanding

Summary

T ———————— = -
| = 3580731458320672-onlymp3.to - 192k-1660237370069.mp3-1664184742|
‘Success.

The speaker is the youngest executive manager in an American company, and attributes their success to God's blessing, knowledge, experience, and intelligence. They have 12
years of experience and have trained 88,000 students. They presented their proposal to an executive deputy and were successful, and are now a Regional Manager. They have
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= taken courses in Harvard and Dubai, and have become a board chairman. They are motivated to invest in the future generations and acquire knowledge, and have become the
— CEO of the company. They have also started three entrepreneurial companies, two of which failed and one succeeded.
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3. Voice Analytics powered by OpenAl

/@ Conversational Analytics

OpenAl LLMs have the capability to answer a wide range of user's questions, providing accurate responses based on the recorded
conversations. This QA system provides an easy way to extract insights from audio transcriptions

Specific Questions General Questions
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who Is calling an who is he/she calling to? x|Q) @ (#)10f16(¥) ) ST X o .
mies  16908622928230632-Contact-Centre-Customer-call.wav-1684941700831...
The caller is Sam and they are calling ESB. Success
. Overview  Extracson  Disog Transcrgion
‘ B R Cler ~ z
write summary of 200 words. x Q (i ] 4) 1016 (¥
Message Info
Sam called ESB to Inquire about a credit rebate that was supposed to be applied to their
P — ~ General electricity bill. Rachel, the customer service representative, asked for Sam’s account number
what's the address and the account number x[Q) @ (4)10f16 \0) 2

and full name and address. After confirming that Sam was indeed entitled to the rebate, Rachel
5 eI, checked a few things and found that there might have been a delay in processing the credit for

N s . N . Sam's account. Rachel apologized for the inconvenience and assured Sam that she would
The address provided is #4 Dublin Rd. and the account number is 123-4567 eight 9.

2 16 escalate the issue to the dedicated rebate processing team. Sam was told to expect an update
91% ‘within five to seven business days and that the credit would be applied to their next electricity
B bill, Rachel noted Sam's concern and promised to monitor the issue personally to ensure it gets
. e handled properly.
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what's it about? xa) ® (#)10r16(¥)

The audio transcription is about a customer calling to inquire about a credit rebate on their
electricity bill.
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Contact us

EY | Assurance | Tax | Transactions | Advisory

About EY

EY is a global leader in assurance, tax, transaction and advisory services.
The insights and quality services we deliver help build trust and
confidence in the capital markets and in economies the world over. We
develop outstanding leaders who team to deliver on our promises to all of
our stakeholders. In so doing, we play a critical role in building a better
working world for our people, for our clients and for our communities.

EY refers to the global organization, and may refer to one or more, of the
member firms of Ernst & Young Global Limited, each of which is a
separate legal entity. Ernst & Young Global Limited, a UK company limited
by guarantee, does not provide services to clients. For more information
about our erganization, please visit ey.com.

© 2019 EYGM Limited.
All Rights Reserved.
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José Maria Lucia Moreno
» Partnerwavespace™ Madrid
» JoseMaria.LuciaMoreno@es.ey.com

Diego Garcia Puado
» Partnerwavespace™ Madrid
» Diego.Garcia.Puado@es.ey.com

Diego Anton Cerqueira
» Senior Managerwavespace™ Madrid
» Diego.Anton.Cerqueira@es.ey.com

EY wavespace™
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