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Simplify Quality Management, Gain Actionable Insights, and
Improve Customer Experience with Advanced Al Solutions

MiaRec is a global provider of Al-driven Automated Quality Management solutions for contact
centers. Our innovative tools simplify quality assurance processes, save time, enhance CX, and
boost operational efficiency.

Seamlessly integrated with Five9's VoiceStream platform, MiaRec provides users with secure,
easy access to the essential tools that drive innovation, collaboration, and enhance business
outcomes. With the flexibility and scalability of a cloud-based contact center solution, you can
effortlessly streamline workflows, save valuable time, and align platform capabilities with your
organization’s growth.
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“Modern contact centers require solutions that scale and flex to meet organizations’' changing needs.
We are thrilled to partner with MiaRec, whose solution is integrated with Five9 VoiceStream and
offers our customers another opportunity to gain valuable insights into data critical to improving the
customer journey.”

-Scott Black, RVP of Business Development at Five9
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» CALL SUMMARY

Automate & Scale 66
» Al INSIGHTS @ SCORE
Quality Assurance with Al 0=
» SENTIMENT SCORE
GREETING 57% (20/35) @D
» TOPICS
By harnessing advanced Speech Analytics S— R = Summmpm—e——— .
and Generative Al, MiaRec Auto QA delivers Ao 06) Thankyou forcollng ey K. Howcon el you? D o T e T T D ey
exceptionally accurate scoring of 100% of calls, O vebery domrs v dten ians o 15 dose ed
velvet donuts, but um, the system won't let me complete
enabling a nuanced understanding of context Lol oy vy o pem—
that I'm hosting. So is there any way you can help me?
and agent performance. This comprehensive PO ——
visibility and consistent evaluation not only
~ Did the agent mention their company name? [ yes (100r10) |
enhances service quality but also drives O an e e oy oo i e o g
Operat|on a I excel Ience. l‘r:‘:::‘h;::(n::ns:::isr:i(r:::ﬂilll\;trylhlsmurnlng, I'saw Z:l The agent mentianed the company name 'Krispy Kreme' during the
Agent[1:01}  Oh, no. I'm 50 sorry to hear about that. Okay. Well, let's get you

all sextied. Um, would you mind giving me your account
number, please?

Customer [1:12):  Okay, but can you let me know if this will be resolved
before 12 o'clock this afternoon because | got to take these VERIFICATION 0% (0/20)
«donuts down to the church.
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& Problem with service (3)

| ok o w0 of your oby . | 1o see why they e not a1 taal contuse. |

Using sophisticated Generative Al, MiaRec Sentiment
Analysis automatically evaluates the contents of the
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and they suggested that | a person who Is disabled and on wheels, come back to the hotel for the form, which I frankly find to be ludicrous. So I'm hoping that
someone In the entire hotel can get me the form so | can complete It and then move on to my next errand.

experiences and perceptions. By delivering actionable
sentiment data, organizations can enhance their e I
customer service and drive strategic improvements. B o e ——

Agent[1:48: S0 you're currently at the property?

Customer [152): 1 am. Imsitinginthe loby,

Is collect your information

211):  1am In the lobby now. I'm In the lobby

car: @3
Automatically Measure KPIs & T .
Get Customer Insights Using Al ; S

Final CSAT score Calculation:

Calculaton: (3x0.4)  (4x0.25) + (550.15)  (4x0.15) + (4x0.05) = 455

Gain access to concrete benefits, like full visibility into
why your customers are calling, key insights about those
interactions, customizable data tailored to your needs,
and much more with MiaRec Al Insights. Then dig in
deeper to a comprehensive array of critical metrics like
CSAT, NPS, and NES from MiaRec IMetrics. Powered by
Generative Al and LLM-based technologies, contact
centers can transform raw data into actionable
intelligence that drives informed decision-making and
tangible results. —
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About MiaRec

MiaRec offers Automated Quality Management and Conversation Intelligence solutions for contact
centers worldwide. Our platform is designed to automate workflows, save cost, boost efficiency, enhance
customer experience, grow revenue, and drive digital transformation. With MiaRec, contact centers gain
full visibility into their performance and can transform inaccessible call center data into valuable
customer insights, all while ensuring compliance.

Founded in 2013, the Silicon Valley-based company serves more than 500 customer-first companies
worldwide. Learn more at www.miarec.com or contact us at sales@miarec.com
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