How to Customize the MiaRec Call
Summary

Overview

This guide walks you through how to customize the Call Summary in MiaRec.

By the end of this process, you will be able to tailor your call summary prompt to
extract key details that help you and your team understand each call at a quick
glance without listening to full call recordings or reading full call transcripts.

When to Use This

Use this process when you need to:

e Update the default call summary prompt to fit your company or team’s needs
e Add custom call summary sections that highlight important business context
e Improve the readability and usefulness of Al-generated call summaries

Prerequisites

Before you begin, make sure you have:

e Admin-level access to MiaRec
e A clear understanding of what additional call summary details your team
needs

Estimated Time

Estimated setup time: 5-10 minutes



Step-by-Step Instructions

Open the Call Summary Al Prompt Settings

What to do:
Navigate to the Call Summary Al prompt settings.

Step 1: Click Administration
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Step 2: Under Speech Analytics, click Al Assistant

@ miarec @ Dashboard [® Recordings =QA ! Reports £ Administration & Jonathan Escobedo

Tenant:
Administration

- User < USER MANAGEMENT SPEECH ANALYTICS
Management
R System & Transcription
ﬁ User < & Tenants F
Authentication e Groups & Topic Analysis
= Storage < R Users & Entity Recognition
& Roles & Data Redaction
o System < & Extensions & Ask Al

Step 3: Next to Call Summary, click View Settings
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Result:

The default Call Summary Al prompt opens. You can view the current default call
summary sections, such as Summary, Solutions Offered by Agent, Call Outcome, and

Action ltems.



Al Task

Name: Call Summary

visibiliy: [l

Response Type:  Auto detect

Tenant Settings Default Settings Overrides

oL

Tenant: Outbound Sales

status: Enabled

Al PROMPT

Task Instructions: You are an expert in customer service analytics. Analyze the following call
transcript between a customer and an agent. Provide a structured summary with the
following sections:

- *¥Summary:** A concise overview of the call’s purpose and outcome (2-4 sentences).

- **Solutions offered by agent:**
- **Call ocutcome:** Was the issue resolved?

- **¥Action Items (if any):** Any follow-up steps or unresolved issues.

Respond in a bullet-point format. Do not include the preamble text, like "Here is a

summary...". Start with the summary right away.

Keep the summary concise. Do not over-summarize.

Task Inputs: CALL INFO:

Call direction: ${direction}
Call duration: ${duration}

Caller party name: ${caller-name}
Called party name: ${called-name}
Agent name: ${agent-name}

TRANSCRIPT:

${transcript}

Enable Prompt Editing



What to do:
Open the Call Summary prompt for editing and enable the override option. Then
save the editable prompt draft.

Step 4: Click Edit

Administration > Speech Analytics > Al Assistant

Al Task

Name: Call Summary

(UEDTIEE Giobal |

Response Type:  Auto detect

Tenant Settings Default Settings Overrides

Tenant: Outbound Sales

status: Enabled

Al PROMPT

Task Instructions: You are an expert in customer service analytics. Analyze the following call
transcript between a customer and an agent. Provide a structured summary with the

following sections:

- **Summary:** A concise overview of the call’s purpose and outcome (2-4 sentences).
- **Splutions offered by agent:**

- **Call outcome:** Was the issue resolved?

- *¥Action Items (if any):** Any follow-up steps or unresolved issues.

Respond in a bullet-point format. Do not include the preamble text, like "Here is a

summary...". Start with the summary right away.

Keep the summary concise. Do not over-summarize.

Task Inputs: CALL INFO:

Call direction: ${direction}
Call duration: ${duration}

Caller party name: ${caller-name}
Called party name: ${called-name}
Agent name: ${agent-name}

TRANSCRIPT:

${transcript}



Step 5: Select the Prompt Override checkbox then click Save and

Administration > Speech Analytics > Al Assistant

Al Task Override

Al Task Call Summary
Tenant Outbound Sales

Status Enable

Prompt Override «

Filters Override

Al PROMPT

Task instructions You are an expert in customer service analytics. Analyze the following call transcript

a
between a customer and an agent. Provide a structured summary with the following
sections:

- **Summary.** A concise overview of the call's purpose and outcome (2-4 sentences).
- **Solutions offered by agent;**

- **Call outcome:** Was the issue resolved?

- **Action Items (if any):** Any follow-up steps or unresolved issues.

Task inputs CALL INFO:

Call direction: ${direction}
Call duration: ${duration} A

Max tokens 2048 2]

FILTERING CRITERIA (OPTIONAL)

=+ Add filters

Test
Result:

The Call Summary prompt becomes editable so you can test changes to the call
summary before applying them to future calls. The Test Al Prompt page opens,



allowing you to select a call to test changes to the call summary before applying the
new prompt to all calls.

Test the Custom Call Summary

What to do:
Test the custom Call Summary Al prompt in a tested environment before applying it

to all calls moving forward.

Step 6: Select a call to use for an experiment

Choose a call from the provided list to test your call summary changes.

Test Al Prompt

Call - Transcript

Step 1. Select a call
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Step 7: Add a Custom Call Summary section under Task Instructions

What to do:

e Add a new section under the Task Instructions field to capture the information
you and your team needs.

Use markdown formatting if needed

To add a bullet point, enter (- ) before the text

To bold a word or phrase, place two asterisks ** before and after it

Example section: - **Customer need**



e Example description: The primary reason for interest, including emotional or

Test Al Prompt

Step 1. Select a call Step 2. Run an Experiment
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(1= /D »ray | wios wios EI x1.2  x15 x17  x2 % Save audiofile

Al PROMPT = RESULTS TRANSCRIPT & Download transcript ~

Task instructions Speaker 1[0:00]: good afternoon may i speak with gary thompson please.

You are an expert in customer service analytics. Analyze the following call 2]
transcript between a customer and an agent. Provide a structured
summary with the following sections:

Speaker 2 [0:03]: this is gary, who's calling?

Speaker 1 [0:05]:  hi gary my name is amelia reed and i'm calling from cross-

country care insurance you recently expressed interest in our
- **Summary:** A concise overview of the call's purpose and outcome (2-4

sentences).

- **Customer Need:** The primary reason for interest or resistance, <_
including emotional or practical pain points Speaker 2[0:17]:  oh, yeah, i think i filled something out a while back. uh, is
- **Solutions offered by agent:** this a good time? i'm actually just pulling into a truck stop,

- **Call outcome:** Was the issue resolved? KL it's a little noisy right now§

- **Action Items (if any):** Any follow-up steps or unresolved issues.

specialized driver insurance plans perhaps through our
website.

Speaker 1[0:27]: | completely understand, Gary. No worries at all. If now isn'ta
Respond in a bullet-point format. Do not include the preamble text, like good time, | can certainly call you back when you're settled.
"Here is a summary...". Start with the summary right away. Or, if you have just 2 or 3 minutes, | could briefly explain why
our plans are particularly beneficial for professional drivers
Keep the summary concise. Do not over-summarize, like yourself. What works best for you?
4 Speaker 2[0:46]: um, give me the quick version, i guess. i'm waiting on a

practical pain points

Result:

The Al Prompt Task Instructions include the new custom section that instructs the Al
to include that specific information in the call summary.



Step 8: Click Test

Test Al Prompt

Step 1. Select a call Step 2. Run an Experiment
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Al PROMPT RESULTS q TRANSCRIPT & Download transcript ~

Task instructions Speaker 1[0:00]: good afternoon may i speak with gary

. . . thompson please.
You are an expert in customer service analytics. Analyze o P P

the following call transcript between a customer and an
agent. Provide a structured summary with the following
sections:

Speaker 2[0:03]: this is gary, who's calling?

Speaker 1 [0:05]:  higary my name is amelia reed and i'm calling
from cross-country care insurance you
recently expressed interest in our specialized
driver insurance plans perhaps through our
website.

- **Summary:** A concise overview of the call's purpose
and outcome (2-4 sentences).

- **Customer Need:** The primary reason for interest or
resistance, including emotional or practical pain points

- **Solutions offered by agent:** Speaker 2[0:17]:  oh, yeah, i think i filled something out a
- **Call outcome:** Was the issue resolved? while back. uh, is this a good time? i'm
- **Action Items (if any):** Any follow-up steps or actually just pulling into a truck stop, sd

unresolved issues. it's a little noisy right now}

Respond in a bullet-point format. Do not include the Speaker 1[0:27]: | completely understand, Gary. No worries at
preamble text, like "Here is a summary...". Start with the all. If now isn't a good time, | can certainly call
summary right away. you back when you're settled. Or, if you have

just 2 or 3 minutes, | could briefly explain why
Keep the summary concise. Do not over-summarize. our plans are particularly beneficial for

professional drivers like yourself. What works
best for you?

What this does: MiaRec will run a test on the call for you to confirm the customized
call summary produces the expected results.



Step 9: Review the new generated call summary

What to do: Confirm that the new custom section results are satisfactory.

Test Al Prompt

Step 1. Select a call Step 2. Run an Experiment
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Test completed successfully
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Al PROMPT RESULTS Test TRANSCRIPT & Download transcript ~
« Al RESPONSE #1 Speaker 1[0:00]:  good afternoon may i speak with gary thompson please.
Speaker 2[0:03]: this is gary, who's calling?

* Summary: An agent from Cross-Country Care Insurance called a
prospective customer, Gary Thompson, who had previously expressed Speaker 1[0:05]:  hi gary my name is amelia reed and i'm calling from cross-
interest in specialized driver insurance. Despite Gary being in a noisy truck country care insurance you recently expressed interest in our
stop and initially hesitant due to time constraints, the agent provided a specialized driver insurance plans perhaps through our
concise explanation of their plans' benefits for long-haul drivers. Gary website.
showed positive interest, leading to the agent sending him an
informational packet. Speaker 2[0:17]:  oh, yeah, i think i filled something out a while back. uh, is

this a good time? i'm actually just pulling into a truck stop,
* Customer Need: % it's a little noisy right now}

o Practical: Seeking insurance coverage that is consistent and

Speaker 1[0:27]: | completely understand, Gary. No worries at all. If now isn't a
good time, | can certainly call you back when you're settled.

comprehensive across all 50 states, especially for long-haul professional
drivers who frequently cross state lines. Concerns about standard plans
having network restrictions or reduced benefits when out of their home Or, if you have just 2 or 3 minutes, | could briefly explain why
state, leading to out-of-pocket expenses. h our plans are particularly beneficial for professional drivers
Emotional: Desire for "peace of mind" regarding healthcare while on like yourself. What works best for you?

the road and faster short-term disability options due to the unique
income challenges faced by truck drivers.

o Constraint: Limited time due to work (waiting on a bay at a truck stop).

o

Speaker 2[0:46]: um, give me the quick version, i guess. i'm waiting on a
bae, so i've got a couple of minutes before i have to

. actually do anything.
* Solutions o#ered by agent: y 4 &
o Abrief, tailored explanation ofCross-Country Care's specialized driver Speaker 1[0:54]:  Perfect. Thanks for that, Gary. So, for long-haul drivers, one of
insurance plans. the biggest challenges with insurance, especially health and
o Highlighted key benefits: nationwide network, consistent benefits disability, is ensuring you're fully covered no matter which
across all 50 states (medical, dental, roadside assistance), no differing state you're driving through or stopping in. Many standard
deductibles or out-of-network charges based on location. plans have network restrictions or different benefits when
o Emphasized consistent benefits (co-pays, deductibles) regardless of U.S. you're out of your home state.
Result:
1]

MiaRec generates an updated call summary that includes both the default sections
and the custom section you added.



Save the Final Al Prompt

What to do:

Save the customized Call Summary Al prompt after confirming the test output is
providing the desired results. This will apply the custom Call Summary to all calls

moving forward.

Step 10: Scroll to the top, click Al Prompt

Test Al Prompt

Step 1. Select a call
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Al PROMPT | RESULTS Test

w Al RESPONSE #1

e Summary: An agent from Cross-Country Care Insurance called a
prospective customer, Gary Thompson, who had previously expressed
interest in specialized driver insurance. Despite Gary being in a noisy truck
stop and initially hesitant due to time constraints, the agent provided a
concise explanation of their plans' benefits for long-haul drivers. Gary
showed positive interest, leading to the agent sending him an
informational packet.

* Customer Need:

o Practical: Seeking insurance coverage that is consistent and
comprehensive across all 50 states, especially for long-haul professional
drivers who frequently cross state lines. Concerns about standard plans
having network restrictions or reduced benefits when out of their home
state, leading to out-of-pocket expenses.

o Emotional: Desire for "peace of mind" regarding healthcare while on

Step 2. Run an Experiment
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TRANSCRIPT

Speaker 1 [0:00]:
Speaker 2[0:03]:

Speaker 1 [0:05]:

Speaker 2 [0:17]:

Speaker 1 [0:27]:

& Download transcript ~

good afternoon may i speak with gary thompson please.
this is gary, who's calling?

hi gary my name is amelia reed and i'm calling from cross-
country care insurance you recently expressed interest in our
specialized driver insurance plans perhaps through our
website.

oh, yeah, i think i filled something out a while back. uh, is
this a good time? i'm actually just pulling into a truck stop,

EL it's a little noisy right now§

| completely understand, Gary. No worries at all. If now isn't a
good time, | can certainly call you back when you're settled.
Or, if you have just 2 or 3 minutes, | could briefly explain why
our plans are particularly beneficial for professional drivers
like yourself. What works best for you?



Step 11: Click Save Al Prompt

Test Al Prompt

Step 1. Select a call
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Al PROMPT RESULTS Test TRANSCRIPT

Task instructions

You are an expert in customer service analytics. Analyze the following call
transcript between a customer and an agent. Provide a structured
summary with the following sections:

io

- **Summary:** A concise overview of the call's purpose and outcome

(2-4 sentences). v
aa . - a
Task inputs Speaker 2 [0:17]:
A
CALL INFO: o
Call direct‘ion: $(direct‘ion} Speaker 1[0:27]:
Call duration: ${duration}
Caller party name: ${caller-name}
Called party name: ${called-name}
Agent name: ${agent-name}
Speaker 2 [0:46]:
TRANSCRIPT: \/
7%
Max tokens 2048 (]

Speaker 1 [0:54]:

Test Save Al Prompt h

e

Speaker 1 [0:00]:
Speaker 2[0:03]:

Speaker 1 [0:05]:

Step 2. Run an Experiment
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good afternoon may i speak with gary thompson please.
this is gary, who's calling?

hi gary my name is amelia reed and i'm calling from cross-
country care insurance you recently expressed interest in our
specialized driver insurance plans perhaps through our
website.

oh, yeah, i think i filled something out a while back. uh, is
this a good time? i'm actually just pulling into a truck stop,

EL it's a little noisy right now§

| completely understand,/Gary. No worries at all. If now isn't a
good time, | can certainly call you back when you're settled.
Or, if you have just 2 or 3 minutes, | could briefly explain why
our plans are particularly beneficial for professional drivers
like yourself. What works best for you?

um, give me the quick version, i guess. i'm waiting on a
bae, so i've got a couple of minutes before i have to
actually do anything.

Perfect. Thanks for that, Gary. So, for long-haul drivers, one of
the biggest challenges with insurance, especially health and
disability, is ensuring you're fully covered no matter which
state you're driving through or stopping in. Many standard
plans have network restrictions or different benefits when



Result:

The customized Call Summary Al prompt is now saved. This is confirmed by the
“Data saved successfully” message above the Save Al Prompt button.

All calls moving forward will be analyzed using the updated customized Call

Summary Al prompt.

Test Al Prompt

Step 1. Select a call
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Task instructions

You are an expert in customer service analytics. Analyze the following call
transcript between a customer and an agent. Provide a structured
summary with the following sections:

- **Symmary:** A concise overview of the call's purpose and outcome
(2-4 sentences). Y

Task inputs

a
CALL INFO:
Call direction: ${direction} |

Call duration: ${duration}

Caller party name: ${caller-name}
Called party name: ${called-name}
Agent name: ${agent-name}

Speaker 2[0:46]:

TRANSCRIPT: v

Max tokens 2048 2]

Speaker 1 [0:54]:

Data saved successfully

Save Al Prompt

L]

Speaker 1 [0:00]:
Speaker 2[0:03]:

Speaker 1 [0:05]:

Speaker 2 [0:17]:

Speaker 1 [0:27]:

Step 2. Run an Experiment
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good afternoon may i speak with gary thompson please.
this is gary, who's calling?

hi gary my name is amelia reed and i'm calling from cross-
country care insurance you recently expressed interest in our
specialized driver insurance plans perhaps through our
website.

oh, yeah, i think i filled something out a while back. uh, is
this a good time? i'm actually just pulling into a truck stop,

EL it's a little noisy right now}

| completely understand, Gary. No worries at all. If now isn't a
good time, | can certainly call you back when you're settled.
Or, if you have just 2 or 3 minutes, | could briefly explain why
our plans are particularly beneficial for professional drivers
like yourself. What works best for you?

um, give me the quick version, i guess. i'm waiting on a
bae, so i've got a couple of minutes before i have to
actually do anything.

Perfect. Thanks for that, Gary. So, for long-haul drivers, one of
the biggest challenges with insurance, especially health and
disability, is ensuring you're fully covered no matter which
state you're driving through or stopping in. Many standard
plans have network restrictions or different benefits when
you're out of your home state.



Best Practices

Follow these best practices when setting up Call Summary prompts:

e Test your call summary before saving it as final to confirm the formatting and
output are satisfactory.

e Use markdown formatting, such as (- ) for bullets and **Bold Text** for bolded
words or phrases, to improve readability.

e Add only sections that are essential for your team to quickly understand the
overall call summary.

e All Call Summary customization happens in the Task Instructions section and
not the Task Inputs section.

e Do not edit the Task Inputs section of the Call Summary Al prompt, because
it supplies the Al with the call transcript and additional metadata needed to
generate accurate call summaries.
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