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Executive Summary 
 
In today's compe//ve business landscape, delivering high-quality customer service is a key 
component for success. Contact centres, which o@en handle thousands of interac/ons daily across 
mul/ple channels, face the challenge of ensuring consistent quality and compliance across every 
conversa/on. Tradi/onally, this has been done manually by quality managers listening to a 
sample of calls. A reasonable sized contact centre with around 200 ac/ve agents can have over 
2,500 calls a day averaging 12 minutes each. In this case, this method can be inefficient, costly, and 
limited in scope.  
 
AI-powered conversa/onal analy/cs offers a groundbreaking solu/on by automa/cally analysing 
and audi/ng every conversa/on. This approach is transforming how contact centres monitor 
performance, ensuring that every call, chat, or email is assessed for quality, compliance, and 
sen/ment. By tracking keywords, phrases, and customer sen/ment, AI can quickly highlight issues, 
allowing quality managers to focus on the most cri/cal cases. Addi/onally, the ability to translate 
spoken conversa/ons into readable text accelerates the review process, leading to cost savings and 
improved efficiency.  
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 
 
 
 

Introduction: 
The Traditional Challenges 
of Quality Assurance in 
Contact Centres 
 
In a tradi/onal contact centre, ensuring the quality of customer interac/ons relies heavily on 
manual review by quality managers. However, with thousands of calls and digital 
interac/ons occurring daily, manually audi/ng every conversa/on is nearly impossible. For 
instance, in a contact centre handling 2,500 calls a day, each las/ng 12 minutes, reviewing 
even a small frac/on of calls would require substan/al /me and resources. The challenges 
include: 
 

• Limited Coverage: Quality managers often review only 1-3% of total 
calls, leaving a significant gap in understanding overall performance and 
customer satisfaction. 

• Time-Consuming Process: Listening to calls in real-time is highly 
inefficient. The time spent on reviewing individual interactions could be 
better spent addressing flagged issues or implementing improvements. 

• Human Error: Manual processes are prone to bias and error, leading to 
inconsistent evaluations and missed opportunities to identify patterns 
across calls. 

 
AI-powered conversational analytics addresses these challenges by enabling 
the automated analysis of every conversation, across all channels, in near real-
time. 
 
 
 
 
 
 
 
 
 
 



 

 

 
The Role of AI  
in Conversational Analytics 
 
 
AI-based conversational analytics tools use advanced natural language processing 
(NLP) and machine learning (ML) algorithms to transcribe and analyse conversations 
from voice calls, chat interactions, emails, and social media. These systems can 
identify patterns, track keywords, evaluate sentiment, and detect compliance 
breaches far more efficiently than manual processes. 
 
Automated Transcription and Analysis: 
 
AI transcribes phone calls into text and 
performs analysis on keywords, phrases, 
and sentiment. This ensures that every 
conversation is evaluated, not just a 
small sample. This technology allows 
businesses to process thousands of 
conversations per day without needing a 
human to listen to each one. Just be 
alerted to the ones that have met a 
specific criteria. 

Sentiment Analysis: 
 
AI can gauge the emotional tone of 
conversations, helping businesses track 
customer sentiment in real-time. By 
identifying negative sentiment or 
frustration early, companies can take 
proactive steps to mitigate issues before 
they escalate. Picking up on stressful 
behaviour on phone calls may help track 
fraud in the insurance industry for the 
claims process. 
 

 
According to Forbes, businesses using sentiment analysis have seen a 25% increase 
in customer satisfaction scores, demonstrating how understanding customer 
emotions can directly impact service quality. 
 
 
Keyword and Phrase Tracking: 
 
AI can flag specific words or phrases 
that indicate either positive or negative 
customer interactions. This can be 
invaluable for compliance, where certain 
phrases must or must not be used, and 
for identifying trending issues. This 
enables immediate action on non-
compliant calls or calls indicating 
potential legal risks. 

Compliance Monitoring: 
 
Ensuring regulatory compliance, 
especially in industries like finance and 
healthcare, is a top priority for contact 
centres. Conversational analytics can 
automatically monitor calls for 
compliance breaches, such as failing to 
use mandatory disclaimers or revealing 
sensitive information and highlight these 
for further review. 

 
 
 
 



 

 
 

The Business Advantages of 
AI-Powered Conversational 
Analytics   
 
The introduction of AI for conversational analytics delivers substantial business 
advantages in contact centre management. These benefits include: 
 
Comprehensive Call Auditing: 
 
Rather than sampling a small 
percentage of calls, AI systems can 
audit 100% of conversations. This 
comprehensive analysis ensures that 
no important interaction goes 
unnoticed, and patterns of customer 
dissatisfaction or non-compliance 
can be detected early. 
 
According to McKinsey, companies 
that adopted AI-powered analytics in 
their contact centres have seen a  
20-30% improvement in agent 
performance, driven by real-time 
feedback and continuous monitoring. 
 
 

Increased Operational Efficiency: 
 
AI dramatically reduces the time 
required to assess calls. Instead of 
listening to a 12-minute call, quality 
managers can quickly scan the 
transcribed text for the flagged 
keywords or sentiment markers, 
allowing them to review far more 
interactions in less time. 
 
Businesses that implement AI-
powered transcription tools report 
30-50% faster resolution times for 
flagged calls, according to Gartner. 
 
 
 

Near Real-Time Feedback and Coaching: 
 
One of the greatest advantages of AI-driven analytics is the ability to provide 

near real-time feedback to agents. By identifying issues as they happen, 
contact centres can provide immediate coaching or corrections, which helps 

to improve the customer experience and prevent negative reviews or 
complaints. 

 
AI can also help managers identify top-performing agents and those who 

may need additional support, creating a more targeted approach to training 
and development. 

 
 
 
 



 

 
 
 
 
 
 
 

The Business Advantages of 
AI-Powered Conversational 
Analytics   
 
 
 
 
 
 
Cost Savings: 
 
Automating the auditing process 
reduces the need for a large team of 
quality managers, allowing 
businesses to scale their contact 
centre operations without increasing 
headcount. The time saved by 
automating transcription and analysis 
processes directly translates into 
cost savings. 
 
According to Deloitte, businesses 
implementing AI analytics in their 
contact centres can achieve cost 
reductions of 20-40% by eliminating 
inefficiencies and optimising 
resources. 
 
 

Improved Customer Experience: 
 
With the ability to analyse sentiment 
and escalate negative interactions to 
human agents in real time, 
businesses can respond to customer 
frustrations faster, leading to an 
overall improved customer 
experience. AI-driven analytics allows 
businesses to understand pain 
points, adjust processes, and ensure 
that customers leave interactions 
feeling satisfied. 
 
 
 

 
 
 
 
 
 



 

 
 
 

 
Real-World Applications of   
Conversational Analytics 

 
Several companies have already successfully implemented AI-driven 
conversational analytics in their contact centres, showcasing its transformative 
potential: 
 
T-Mobile 
T-Mobile uses AI-powered analytics to monitor 100% of their customer service 
calls. By analysing customer sentiment and tracking keywords, they have been 
able to improve call quality and offer personalised solutions. This has resulted 
in a 15% reduction in customer churn and a significant improvement in agent 
efficiency. 
 
American Express 
American Express implemented conversational analytics to ensure compliance 
with financial regulations during customer interactions. The system monitors all 
calls for mandatory disclosures, providing real-time feedback and ensuring that 
agents follow legal requirements, reducing the risk of fines and penalties. 
 
Uber 
Uber’s contact centre uses AI to monitor digital interactions (email, chat, and 
social media). By analysing sentiment and tracking frequent issues, Uber has 
optimised their support processes, leading to faster issue resolution and 
improved customer satisfaction scores. 
 

 
 
 
 



 

Considerations for 
Implementing  
AI-Powered Conversational 
Analytics 
 
 
While the benefits of AI-driven conversational analytics are clear, businesses 
must carefully consider how to implement these systems effectively. Here are 
key factors for success: 
 
Integration with Existing Systems: 
 
AI solutions must integrate 
seamlessly with existing contact 
centre platforms to ensure data 
consistency and avoid disruptions in 
operations. Whether your contact 
centre uses phone systems, digital 
communication tools like WhatsApp 
or live chat, the AI system should be 
able to analyse all conversations 
across all channels. 
 
 

Human Oversight and a Blended 
Approach: 
 
While AI can analyse calls at scale, 
there should still be human oversight 
for reviewing critical cases flagged by 
the system. A blended approach, 
where AI handles routine monitoring 
and escalates issues to human 
quality managers, is crucial for 
ensuring the most accurate and 
effective outcomes. 
 
According to Harvard Business 
Review, businesses that use a hybrid 
model, combining AI with human 
oversight, report higher customer 
satisfaction scores compared to fully 
automated systems. 
 

Data Privacy and Compliance: 
 
Companies must ensure that AI-
driven analytics comply with data 
privacy regulations, such as GDPR. 
Proper encryption and data handling 
protocols should be in place to 
safeguard sensitive information. 

Continuous Improvement and 
Training: 
 
AI models must be continually 
updated and refined to adapt to 
changing customer behaviours and 
new regulatory requirements. Regular 
training and optimisation ensure the 
system delivers accurate insights and 
stays aligned with business goals. 

 



 

 
 
 
 
 
 
 
 
 

 
Conclusion 

 
AI-powered conversational analytics is revolutionising the way contact centres 
manage quality assurance, offering a scalable, efficient, and cost-effective 
solution to the challenges of manually reviewing calls. By automating 
transcription, sentiment analysis, and keyword tracking, AI ensures that every 
conversation—whether voice or digital—is audited, improving the accuracy of 
performance evaluations and compliance monitoring. 
 
This technology not only enables comprehensive call auditing and real-time 
feedback but also delivers significant cost savings and operational efficiencies. 
Businesses that adopt AI-driven analytics are better positioned to deliver 
consistent, high-quality customer experiences while optimising their resources 
and reducing costs. 
 
As AI continues to advance, it is clear that conversational analytics will play a 
pivotal role in shaping the future of customer service in contact centres. 
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This white paper illustrates the immense potential of AI-driven conversational 
analytics for improving customer service quality while delivering cost savings 
and operational efficiencies to contact centres. 
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