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GPSN�PG�B�EJHJUBM�PNOJDIBOOFM�DPOWFSTBUJPO��5IFZ�BSF�JOJUJBUFE�BU�FBDI�DVTUPNFS�T�EJTDSFUJPO�BMUIPVHI�UIFZ�
DBO�CF�USJHHFSFE�CZ�BO�BE�FNBJM�UFYU�BMFSU�PS�UIF�QSPNQUJOH�PG�B�QFSTPOBM�WJSUVBM�BTTJTUBOU��

h Commercial conversations span time, devices and modalities – These conversations take place over�
long periods of time and bolster the lifetime value of each customer. They take place at any time of day,�

employing the individual’s device of choice and can involve both text and voice input.

h Recordings and transcripts are a rich source of “Conversational Intelligence” (CI)  – Call recordings�
and chat transcripts can be aggregated into the proverbial ‘single source of truth’ that informs live or virtual�
agents as they assist individuals to complete their desired tasks. As “first-party data,” provided directly from�
a client, customer or prospect, they serve as a rich source of insights that inform each brand’s marketing,

sales and support efforts. 

h $POWFSTBUJPOBM�*OUFMMJHFODF�DPOWFSUT�SBX�EBUB�JOUP�CVTJOFTT�JOTJHIUT�m�8IFO�TVCKFDUFE�UP�TQFFDI�PS�
UFYU�BOBMZUJDT�OBUVSBM�MBOHVBHF�VOEFSTUBOEJOH�NBDIJOF�MFBSOJOH�TFOUJNFOU�BOBMZTJT�BOE�PUIFS�GMBWPST�PG��
DPOWFSTBUJPOBM�"*�UIFTF�GJSTU�QBSUZ�EBUB�CFDPNF�i$POWFSTBUJPOBM�*OUFMMJHFODF��GPS�CVTJOFTT�JOTJHIUT��

h Speech Analytics, Call Tracking & Sales Productivity specialists define category – Firms that built core�

technologies around purpose-driven analytics of content and metadata to support business goals have�

established leadership in this emerging category.

h�/FYU�6Q��$POWFSTBUJPOBM�4FSWJDF�"VUPNBUJPO�m�$POWFSTBUJPOT�DPNQSJTF�EBUB�BOE�UIBU�XJMM�FNFSHF

�BT�UIF�QSFGFSSFE�QFSIBQT�FYDMVTJWF�LFZ�UP�B�i����EFHSFF�WJFXu�PG�FBDI�DVTUPNFS�QSPWJEJOH�B�NFDIBOJTN�
GPS�SFDPHOJ[JOH�UIF�JOUFOU�PG�FBDI�JOEJWJEVBM�CBTFE�PO�UIFJS�PXO�XPSET�JO��DPOUFYU�
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