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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 to the high volume of audio / text data, quality reviewers are only able to 

analyze 1%-10% of data, leading to restricted view of data when performing 

data discovery to find patterns or unveil answers to business questions, when 

handling large sets of data.

• Companies currently have limited ability to detect live trends, creating higher 

times to respond to live events, like incident responses or forecasting.

• Most don’t have dynamic customer service / sales protocols and systems, that 

attend high demanding customers in real time and in a customized manner 

leading to a greater opportunity cost.
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Our Solution 



The platform

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

• Have a clear overview of all the interactions between your company and your 

customers by taking a deep look into the details.

• Transcribe large sets of audio files, using 40+ language- and domain-specific 

Speech-to-Text models. Train custom models to understand specific context 

and improve performance.

• Analyze different data models, in order to improve business process 

management and customer satisfaction.

• Use the platform “as-a-Service” or deploy it in your own cloud or on-premises 

environment.

• Decide between different payment schemes to find the best fit.
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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.

TRANSCRIPTION

• Data Visualization

• Topic Modelling

• Semantic Search

• Intent / Named Entity Recognition

• Question answering

• Summarization

• Cal l  Classification

• Text Analysis

• Natural Language Understanding

• Sentiment / Tone Analysis

• Natural Language Processing (NLP) 

• Data model extraction

• Industry / domain Speech to Text models

• Custom Speech to Text models

• Language detection

• Speaker diarization

• Integrated with Contact Center technology

DATA ANALYSIS BUSINESS INSIGHTS

2. Our Solution 



Main benefits

OPERATIONAL SAVINGS

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

AGENT PERFORMANCE ENGAGING CUSTOMERS MONITORING RISKS

FTE reduction on manual quali ty 
control , compliance assurance, sales 
improvement, etc. 

• Cost reduction by automating 
manual control and analysis

• Improved transfer rates and 
operational efficiency

• Higher FTE focus on higher-value 
transactions

• Lower number of transferred 
ca l ls

Improved agent performance 
through better call analysis.

• Higher agent performance rating 

• Improvement of Average Handle 
Time (AHT)

• Higher First Ca ll Resolution (FCR) 
Rate

• Sales conversion rate 
optimization

Monitored customer interactions 
for the detection of behavioral 
patterns on an individual and 
col lective level.

• Omni-channel consistency

• Sentiment and emotion 
detection

• Cross - and up-sell opportunities

• Attri tion improvement

• Higher NPS

Overal l compliance with customer 
and security protocols.

• Improvement of compliance 
protocols 

• Agent script adherence

• Incidence detection / 
forecasting

• Data privacy / security 
compl iance
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2. Our Solution 

Implementation Model

EY will  automatically extract the audio 

fi les from different data sources 

(Contact Center Technology, 

repositories, real -time streaming, etc.) 

and will  analyze it in a secure Client 

Technologies environment. The client 

will  have access to a web interface to 

consume the analyzed information.

EY will  charge the client based on the 

usage, implementation licensing cost.

EY will  deploy the platform in a client 

hosted cloud environment, following 

client security guidelines. The client will  

have access to a web interface to 

consume the information that will  be 

running on the client backend.

EY will  charge based on client-cloud 

deployment and annual l icensing (per 

volume). 

The client will  cover usage costs (per 

volume)

EY will  deploy the platform on a client 

hosted on-premises environment. The 

client can consume the information in 

a proprietary web interface and the 

platform will  run locally.

EY will  charge based on on-premises 

deployment and annual l icensing (per 

volume). 

The client will  cover platform and 

usage costs (fixed + per volume).

EY Hosted Client Hosted On-Premises



Voice Analytics powered by Open AI 



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

generation, summarization or natural language queries

Content generationConversational analyticsSummarization

Customer service agent

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

The agent is provided with tailored 

responses based on the customer enquire, 

provided through a personalized user 

interface

The tool automatically generates a sumary 

based on the recorded conversation, which 

can be stored in the CRM or used for review.

Users can ask questions to the system, who  

will use available data points (topic 

modelling, entities, agents, dates, CRM 

data…) to produce actionable answers

Customer service agent

“Automated summarization saves us 
time and provides insight on past 

interactions”

Operations analyst

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

effort”
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Summarization 

3. Voice Analytics powered by OpenAI

The AI 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 clear and coherent summaries in just a few lines. Whether it's news 
articles, research papers, or any other text, AI can swiftly extract relevant information for efficient understanding



3. Voice Analytics powered by OpenAI

Conversational Analytics 

OpenAI 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 



Demo





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 organization, please visit ey.com.

© 2019 EYGM Limited.
All Rights Reserved.
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