Unlocking Contact Center
Excellence: The Power of
Autosummarization in Agent
Assist Tools

Transforming customer service through intelligent automation and

real-time conversation insights




The Contact Center Challenge:
Information Overload & Agent
Burnout

Daily Overwhelm Time Drain

Agents juggle dozens of Manual note-taking drains
calls, chats, and emails daily, up to 40% of agent time,
leading to overwhelming reducing focus on what
after-call work that impacts Mmatters most—customers.
performance.

Quality Impact

Inconsistent call documentation causes errors and lost context,
directly impacting service quality and customer satisfaction.




What Is Autosummarizationin
Agent Assist?
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= conversations in real time, Processing (NLP) to extract key

RESU LTS l capturing every important detail ~ points: issues, resolutions, next
- without interruption. steps, and sentiment analysis.

COMMITMENTS

Instant Generation

Instantly generates concise, structured call summaries without any
agent effort or manual intervention.




Dramatic Time Savings & Productivity Boost
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Reduction in After-Call Work Average Handle Time |
. Decrease
Autosummarization cuts
administrative tasks, freeing Significant AHT reduction based 1
agents for more customer on Five9 performance data

interactions

Auto-populates CRM fields and QA logs, eliminating manual data
entry and reducing human errors across all systems.




Enhanced Accuracy &
Consistency Across the
Board

Uniform Documentation

Al-generated summaries ensure uniform, error-free
documentation every time, maintaining high
standards across all interactions.

Company-Specific Intelligence

Learns company-specific language and nuances for | AN
relevant, precise summaries that align with your '
business context.

Compliance Monitoring

Improves compliance monitoring by capturing critical
call details and regulatory information automatically.



Real-World Impact: Agents &
Supervisors Win

Agent Empowerment

@ Agents stay focused on conversations, supported by
instant summaries and suggested next steps that
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enhance their effectiveness.

Supervisor Visibility

Supervisors gain immediate visibility into call quality and
agent performance without manual review processes.
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Beyond Summaries: Driving Smarter Contact Center

Operations

Trend Analysis

Summaries feed analytics
platforms to identify customer
trends and operational
bottlenecks

Al-Powered Coaching

Supports intelligent coaching by
highlighting key moments and
agent behaviors

Workflow Automation

Powers automation workflows,
accelerating issue resolution and
upsell opportunities



Case Study Snapshot:
Observe.Al, Cresta, &
NiCE Success Stories

Accolade's Results
Accolade achieved

in after-call work
using Summarization
Al from Observe.Al,
which increased
service quality and
productivity while
reducing costs for
the healthcare
technology company.

MAPS CU Results
MAPS CU

using
NIiCE Enlighten
AutoSummary, with
expectations for even
greater time savings
when CRM
integration is
complete.

Cresta
Performance

Indeed's agents
report that auto
summarization

demonstrating
significant time
savings and
improved workflow
efficiency.

Unified Impact

Observe.Al, Cresta,
and NICE all report

and
enhanced
operational efficiency
post-deployment
across all metrics.
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The Future of Contact Centers: Al-Powered,
Human-Centered

Gateway to Al Adoption

Autosummarization provides easy
implementation with immediate RO,
making it the perfect entry point.

Human-Al Partnership

Empowers agents without replacing the
human touch, enhancing empathy and
problem-solving capabilities.

Omnichannel Excellence

Scales across voice, chat, and email channels
for consistent, high-quality customer
experiences.




Immediate Impact

Embrace autosummarization to reduce agent
burnout, improve accuracy, and elevate customer
experience across all touchpoints.

Competitive Advantage

Turn every conversation into actionable insights
and sustainable competitive advantage in your
market.

Start Today

Begin your Al journey now—because smarter
summaries mean smarter service and happier
customers.
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