
Contact Center

In the contact center, organizations ask agents to interact with customers, 

then note their impressions of the conversation, document it and perform 

other after-call tasks. But, imagine if some of these time-consuming 

tasks were automated. What if you can free agents to focus on creating 

long-lasting customer relationships, while garnering a 100%, 360-degree 

objective view of voice interactions in real-time —scaled across your 

entire business? 

Avaya Conversational Intelligence enables agents to completely focus 

on creating and retaining loyal customers by substantially reducing 

after-call work. This innovative and cost effective artificial intelligence 

solution automatically transcribes customer voice interactions into a 

machine-readable format.

Real-Time Transcription

Processes voice conversations in real-time and generates immediate 

transcriptions to support your most demanding in-call applications.

The Power of Artificial Intelligence

Learns your business and gets smarter over time, performing Natural 

Language Processing analysis and delivering valuable insights into 

individual conversations and groups of conversations.

High Accuracy

Every word of every conversation is captured, analyzed and reported in 

real-time at 87% or higher word recognition rates.
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Call Sentiment Analysis 

Monitors voice conversations and evaluates language and voice inflections 

to quantify attitudes, opinions and emotions.

Call Summarization

Whether within a single call or across thousands of conversations, 

annotation capabilities automatically consolidate conversations into key 

points for faster understanding. Easily spot call trends with a dynamic 

Cloud word map.

Workflow Triggers

Initiate workflow actions triggered on a variety of parameters including 

spoken words, call characteristics, customer and agent sentiment and 

other call metadata.

Call Recording

Every conversation is recorded with metadata and stored in a Cloud-based 

repository that can be searched with provided tools and accessed 

programmatically via APIs. 

CRM Integration

Push transcriptions and recordings into CRM records, ensuring the entire 

customer conversation is captured in context for future reference.

Reduce or Eliminate After-call Work

Contact center agents are at their best when they can focus 100% on 

customer interactions—not busy work. Avaya Conversational Intelligence 

enables agents to put their full energy into human-to-human relationships 

and deliver a better customer experience. By automating post-call 

disposition reporting and other form-fills like CRM inputs, agents 

can move immediately to the next caller and not be bogged down in 

error-prone, incomplete and time-consuming manual tasks.

Integrates Into Your Existing Telephony Infrastructure

Avaya Conversational Intelligence interfaces directly into your existing 

telephony infrastructure—on-premise or in the Cloud—to capture and 

process voice calls automatically and reliably. Its patented technology 

delivers automatic, real-time conversions of voice interactions into a 

machine-readable digital format that includes associated call information; 

digital voice recordings and text transcriptions annotated with nonverbal 

metadata encoding with dozens of conversation attributes. 

Put Artificial Intelligence to Work for You

As customer expectations continue to evolve, the need for greater 

efficiency grows with it. Avaya’s wide range of Artificial Intelligence 

solutions can help you personalize more customer interactions, gain 

deeper customer insights, generate customer loyalty, increase agent 

satisfaction and reduce operating costs while providing a pathway for 

growth and profitability.

• Real-Time Transcription

• The Power of Artificial 

Intelligence

• High Accuracy

• Call Sentiment Analysis

• Call Summarization

• Workflow Triggers

• Call Recording

• CRM Integration
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For more information or to see Avaya Conversational Intelligence in 

action, contact your Avaya sales representative.

About Avaya

Businesses are built on the experiences they provide and every day 

millions of those experiences are built by Avaya (NYSE:AVYA). For over 

one hundred years, we’ve enabled organizations around the globe to 

win—by creating intelligent communications experiences for customers 

and employees. Avaya builds open, converged and innovative solutions 

to enhance and simplify communications and collaboration—in the cloud, 

on premise, or a hybrid of both. To grow your business, we’re committed 

to innovation, partnership, and a relentless focus on what’s next. We’re 

the technology company you trust to help you deliver Experiences that 

Matter. Visit us at  www.avaya.com.

The information contained herein is provided for information purposes only and is intended only to outline Avaya’s presently anticipated 

general technology direction. The information herein is not a commitment or an obligation to deliver any service feature and Avaya 

reserves the right to make changes to the content and timing of any service feature. Prices for any future service feature or functionality 

included herein will be separately negotiated when and if such service features become available.

Cautionary Note Regarding Forward-Looking Statements

This document contains certain “forward-looking statements.” All statements other than statements of historical fact are “forward-

looking” statements for purposes of the U.S. federal and state securities laws. These statements may be identified by the use of forward 

looking terminology such as "anticipate," "believe," "continue," "could," "estimate," "expect," "intend," "may," "might," “our vision,” 

"plan," "potential," "preliminary," "predict," "should," "will," or “would” or the negative thereof or other variations thereof or comparable 

terminology and include, but are not limited to, expected future releases, statements about future products, expected cash savings and 

statements about growth, exchange listing and improved operational metrics. The Company has based these forward-looking statements 

on its current expectations, assumptions, estimates and projections. While the Company believes these expectations, assumptions, 

estimates and projections are reasonable, such forward-looking statements are only predictions and involve known and unknown risks and 

uncertainties, many of which are beyond its control. The factors are discussed in the Company’s Registration Statement on Form 10 filed 

with the Securities and Exchange Commission, may cause its actual results, performance or achievements to differ materially from any 

future results, performance or achievements expressed or implied by these forward-looking statements. For a further list and description of 

such risks and uncertainties, please refer to the Company’s filings with the SEC that are available at www.sec.gov. The Company cautions 

you that the list of important factors included in the Company’s SEC filings may not contain all of the material factors that are important to 

you. In addition, in light of these risks and uncertainties, the matters referred to in the forward-looking statements contained in this report 

may not in fact occur. The Company undertakes no obligation to publicly update or revise any forward-looking statement as a result of 

new information, future events or otherwise, except as otherwise required by law.
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Intelligence enables 
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focus on creating 
and retaining 
loyal customers by 
substantially reducing 
after-call work. 
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