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Executive Summary

AI isn’t the real shift in customer experience. Access is. 

For years, leaders have made decisions with partial visibility: a few reviewed
calls, a handful of survey responses, and almost no insight into the
unstructured conversations where customer truth actually lives. Conversation
intelligence changes this.

Modern AI can analyze 100% of interactions, surface consistent patterns, and
connect them directly to business outcomes like churn, CSAT, NPS, revenue,
and operational efficiency. The result is a step-change in clarity: leaders move
from reactive snapshots to continuous understanding. 

This toolkit is a reality check for executives evaluating or scaling conversation
intelligence. It explains: 

Why perfect transcripts are not required — and why pattern-level
and outcome-level accuracy matter far more.

How predictive CX analytics use real conversations to infer CSAT,
NPS, and Effort across every interaction, revealing silent detractors
and early churn signals that surveys miss.

How AI-driven Auto QA shifts automation from “replacement” to
empowerment, giving supervisors, agents, and leaders fair,
consistent, and timely visibility. 

How natural-language interfaces democratize insight, allowing
leaders to ask plain-English questions (“What’s driving repeat calls?”)
and get answers in seconds — without waiting for reports.



Aligning conversation intelligence with strategic goals like retention,
CX, and revenue 

Championing transparency and trust around how AI works 

Empowering people with better tools instead of treating AI as a
control mechanism 

Measuring progress through real business outcomes, not just
technical metrics

Taken together, these ideas form a Doing AI Right checklist: a practical
framework for turning customer conversations into business intelligence — and
ensuring AI amplifies, rather than replaces, human judgment. 

MiaRec’s experience with customers across industries shows that when
organizations listen at scale, interpret accurately, and act with intention,
conversation intelligence delivers measurable impact: higher NPS, reduced
manual effort, better coaching, less churn, and stronger revenue.

The toolkit also outlines leadership practices that separate successful AI
programs from failed experiments: 



The New Reality: Complete Customer Insight at Scale

For decades, organizations have tried to understand what truly shapes
customer experience, loyalty, and operational performance. But even the most
sophisticated teams have worked with an incomplete picture. Only a fraction
of calls were reviewed, only a small percentage of customers completed
surveys, and the majority of unstructured interaction data — the conversations
themselves — remained largely invisible. 

This wasn’t a failure of effort; it was a limitation of access. 

Today, that limitation is gone. Advances in AI allow organizations to analyze
every customer conversation, at scale, with consistency, and in near real time.
Patterns that once took months — or could never be seen at all — are now
immediately visible. Leaders no longer rely on selective samples or episodic
feedback; they can operate with a continuous, comprehensive understanding
of what customers want, where friction occurs, and how performance varies
across teams and channels. 

This shift is bigger than automation. 
It represents a structural change in how organizations learn. 

Conversation intelligence is the most direct expression of this shift.
Conversations are where customers state their needs, express frustration, ask
for help, request upgrades, reveal intent, and decide whether they trust a
brand. When AI makes this data accessible, searchable, and interpretable, it
becomes a strategic asset — not an operational byproduct. 
What becomes possible is not just “more data,” but better decisions:
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Visibility into trends that drive satisfaction and churn
 

Consistent, unbiased evaluation of behaviors at scale 

Faster identification of risks, breakdowns, and missed opportunities 

A unified understanding of customer reality across the organization



Why Conversation Intelligence Matters

The rest of this toolkit breaks down how to evaluate conversation intelligence
realistically, how to build trust in AI-generated insights, and how leaders can
turn full visibility into measurable business impact. The new reality is simple:
Organizations finally have access to the truth inside their conversations. What
they do with that access is the new differentiator

When every interaction becomes accessible, leaders gain a complete view of:

Visibility isn’t about the amount of data — it's about removing blind spots.

Clarity that moves organizations forward 

Conversation intelligence becomes valuable not simply because organizations
can analyze more conversations — but because leaders can finally understand
what to act on. 

The shift isn’t just from low volume to high volume. 
It’s from guesswork to clarity, symptoms to root causes, and reactive decisions
to proactive leadership. 

Here’s what changes:

Volume → Visibility
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the customer journey 

operational performance 

agent behaviors 

policy and process impact



Patterns across thousands of interactions reveal: 

Insight emerges not from any one conversation, but from the relationships
between them.

Patterns → Insight

consistent friction points 

behaviors tied to satisfaction or dissatisfaction 

early signals of churn 

recurring breakdowns across teams or processes

Action becomes faster and more effective when leaders understand:

Conversation intelligence informs: 

It connects frontline interactions with strategic outcomes. 

Insight → Action

what’s happening

why it’s happening 

and where to intervene

 coaching 

CX improvements

operational decisions

product and policy changes 



Industry Shift Callout 

Improving customer analytics and insight is now one of the top three
priorities for contact center CX executives (2025, CMP Research).



Rethinking Accuracy in Conversation Intelligence

Once leaders see the potential of complete visibility, the next question is
natural: 

“Can we trust the data?” 

Accuracy in conversation intelligence is often judged by a simple test: 
Did the system capture every single word correctly? 

It’s an understandable instinct — but it’s the wrong standard. And it holds AI to
a bar that humans themselves don’t meet. 

Decades of research show that human comprehension is inherently imperfect.
Professional transcription specialists average around 90–94% accuracy even in
controlled environments. In more natural conversations, disagreement
between trained transcribers can reach 8–10% of words in the same audio
sample. 

If expert human listeners cannot achieve perfect agreement, expecting
machine transcription to reach flawless precision is both unrealistic and
unnecessary. 

The true value of conversation intelligence doesn’t come from literal, word-for-
word perfection. It comes from the patterns that emerge when thousands of
interactions are analyzed consistently: 
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friction and confusion 

empathy and behavior 

intent and outcomes 

drivers of satisfaction and churn



This is where AI’s advantage is unmatched: scale and consistency. 

AI does not rely on a handful of manually reviewed interactions. It processes
thousands. While any single transcript may contain small imperfections, those
imperfections are random. At scale, they cancel out — and the underlying
signals become unmistakably clear. 

This is the same statistical principle behind polling and forecasting:as the
volume of data increases, noise diminishes, signal stabilizes, and insight
becomes more reliable.

Leaders do not need perfect transcripts to make confident decisions.They
need consistent patterns across a complete dataset. Conversation intelligence
delivers exactly that. 



To evaluate AI fairly, leaders should separate three levels of accuracy. Only the
last two reflect meaningful insight and measurable results: 

Modern conversation intelligence is most valuable at levels 2 and 3 — where
meaning and impact live.

Three Types of Accuracy

1. Literal Accuracy (Words) 

2. Interpretive Accuracy (Meaning)

3. Outcome Accuracy (Impact

How closely does the transcript match the exact spoken words? 

Useful for specific compliance or legal use cases

Naturally imperfect for both humans and machines  

How accurately does the system classify intent, topics, and behaviors? 

e.g., Was this an escalation? Was a policy explained? Did the agent

follow the script?

How accurately do the insights predict or explain real outcomes? 

e.g., churn risk, CSAT/NPS alignment, revenue impact, repeat calls

“One imperfect transcript is noise. Ten thousand imperfect
transcripts reveal the truth.”



Predictive CX: Seeing What Surveys Miss

Once you accept that patterns matter more than perfect wording, a bigger
opportunity appears: 

“What if we could measure customer experience continuously, not just
when someone answers a survey?” 

For decades, surveys have been the primary tool for measuring CX. But they
capture only a sliver of reality: a moment in time, from a tiny subset of
customers, filtered through memory and personal bias. 

Conversation intelligence changes this dynamic by shifting from episodic
feedback to continuous understanding. 

Instead of waiting for customers to tell you how they felt after an interaction,
modern predictive CX analytics analyze language patterns, conversation flow,
and contextual cues across 100% of interactions to infer CSAT, NPS, and Effort
Score. 

This isn’t vague sentiment guessing. It’s grounded in measurable linguistic and
interaction signals that correlate strongly with traditional survey results. 

The result is a live, holistic understanding of experience as it unfolds, not weeks
later. Leaders gain immediate visibility into:
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Fewer than 10% of customers respond.

Respondents tend to represent emotional extremes.

By the time results arrive, the opportunity to prevent churn has
often passed.



With survey-only feedback, leaders react. With predictive conversation
intelligence, they can anticipate, prevent, and improve — with confidence
driven by complete data, not selective snapshots.

Silent detractors who never fill out surveys but reveal dissatisfaction
in their conversations 

Consistent friction points that lower satisfaction across products,
teams, or channels 
Agent behaviors that reliably improve (or erode) the customer
experience 

Early churn signals that appear in conversation patterns long before
cancellations or downgrades



When isp.net shifted from manual QA to MiaRec’s full-scale conversation
intelligence, the impact was immediate. 

By analyzing 100% of their customer interactions, the organization gained
900% more visibility into agent performance and coaching needs — insight
they simply couldn’t access before. 

With these new insights driving coaching and process improvements, isp.net
saw:

a 42% improvement in NPS 

elimination of more than 52 days of manual QA work

Continuous CX insight — not limited surveys — led to more effective coaching,
more consistent experiences, and tangible improvements in customer
satisfaction.

 “MiaRec has allowed us to extract insights effortlessly that were not
possible before.” 
— Aldo Guzman, isp.net 

Transforming Visibility Into Better CX & Higher Loyalty

Customer Spotlight: isp.net

https://www.miarec.com/isp.net-customer-case-study


Automation as Empowerment 

When leaders hear “automation,” many still think “replacement.” 

In reality, the most effective uses of AI in CX do the opposite: they restore time,
clarity, and fairness to human teams. 

In contact centers, manual quality assurance has always been constrained by
bandwidth. Supervisors can review only a fraction of interactions — typically 1–
2% — which means most coaching, insight, and compliance decisions are
based on incomplete or inconsistent samples. 

This isn’t a failure of effort; it’s a limitation of the process. 

AI-driven Auto QA removes that limitation. 

By analyzing 100% of interactions, AI provides: 

What changes is not the role of people, but the effectiveness of their work:
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consistent, objective scoring 

unbiased visibility into behaviors and outcomes 

immediate identification of risk, dissatisfaction, and coaching
opportunities

Supervisors spend less time searching for examples and more time
coaching with confidence. 

Agents receive clearer, faster, and more objective feedback —
grounded in complete data.

Leaders gain a transparent, 360° view of performance and process
issues across the organization.



Automation does not take judgment away from humans — it enhances it by
providing full context and eliminating the guesswork created by partial
visibility. 

In this way, automation becomes an enabler: a way to scale consistency across
thousands of interactions while amplifying the empathy, nuance, and
problem-solving skills that only people can bring. 

The future of QA isn’t fewer humans. 
It’s better-supported, better-informed humans

How Automation Strengthened Quality, Coaching, and Guest Satisfaction

Advantage Reserve, a hospitality contact center specializing in guest
reservations, faced a familiar challenge: manual QA limited visibility to a small
sample of calls. Leaders lacked the clarity needed to coach effectively or ensure
consistent guest experiences. 

By adopting MiaRec’s automated QA — evaluating 100% of relevant calls —
Advantage Reserve replaced inconsistent, manual sampling with complete,
unbiased insight. 

Supervisors no longer spent hours hunting for examples. Coaching sessions
became faster, clearer, and grounded in real patterns, not isolated anecdotes. 

Within months, the impact was unmistakable:

Customer Spotlight: Advantage Reserve

QA scores rose from 73% to 85% 

Supervisors saved 800+ hours annually 

Guest satisfaction improved as agents received timely,
targeted feedback 

Managers gained confidence in fair, consistent performance
evaluations



Automation didn’t replace people — it enabled them to perform at their best,
supported by complete visibility and timely insight. 

“Beyond improved QA scores, we’ve seen better agent
engagement, shorter resolution times, and an overall increase in
guest satisfaction.” 
— Arianni Bryant, Advantage Reserve

“Automation scales consistency. People scale trust.”



Conversation Intelligence: Insights for Everyone

How natural-language analytics empower CX and business leaders 
with faster clarity 

Historically, understanding what was happening inside customer
conversations required dashboards, reports, and time-consuming analysis.
Even well-run organizations struggled to get the insight they needed soon
enough. Leaders had important questions, but answers often arrived after the
moment of impact. 

By the time a report was compiled… 
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customers had already churned 

dissatisfaction had already grown 

operational issues had already escalated 

revenue opportunities were already lost 

quarterly goals were already missed



Traditional reporting wasn’t just slow — it was too late. 

Natural-language analytics change this dynamic.

Today, leaders and executives can ask direct business questions in everyday
language and receive synthesized insights drawn from thousands of
conversations. Instead of navigating dashboards or waiting for data teams,
they move straight from question to clarity. 

Common leadership questions become instantly approachable: 

“What’s driving repeat calls this week?” 
“Which behaviors are creating dissatisfaction in our billing queue?” 
“Where is churn risk rising?” 
“Which policies or processes are causing friction for new customers?” 
“What topics are trending across our support channels?” 

Ask-AI style capabilities interpret these questions, analyze conversational data,
and surface the patterns that matter. This is not real-time streaming data — it
is on-demand understanding, available when leaders need it most: before the
next customer churns, before the next revenue target is missed, before the
next issue spreads. 



The faster leaders understand the "why" behind an issue, the sooner they can: 

Delayed insight isn’t neutral — it’s expensive.

Customer understanding no longer lives exclusively in reports or dashboards.
CX leaders, business executives, supervisors, and department heads can all
independently:

Insight becomes woven into everyday leadership, not a quarterly exercise.

2. Insight becomes accessible to anyone running the business

prevent churn

fix friction points

adjust processes

support agents

protect revenue

explore drivers of dissatisfaction

understand repeat-contact patterns

assess process or policy issues

identify coaching opportunities

detect emerging trends

Instead of reacting after problems become visible in KPIs, leaders can
investigate questions proactively and uncover early signals hidden in
conversation trends. 

1. Faster understanding → fewer costly surprises 

Why Natural-Language Analytics Matter for Leaders



Natural-language interfaces remove the need for:

When insights are accessible through natural language, teams across the
business gain a unified view of:

Leaders ask questions the way they naturally think about the business.
The system translates that into structured analysis.
It's not about being a data expert — it’s about having immediate clarity to lead
effectively.

This improves collaboration between CX, QA, Operations, Product, Billing, and
Leadership — reducing friction and accelerating improvement.

3. Leaders operate with analytical capability — without analytical tools

4. Organizations align around shared understanding

BI skills

dashboard fluency

technical vocabulary

data manipulation

what’s happening

why it’s happening

what needs to be done



When leaders have direct, immediate access to insight — rather than delayed
reports — organizations:

Natural-language analytics don’t just democratize data.
They democratize understanding — and help leaders act before problems
become losses.

prevent churn earlier

recover revenue sooner

reduce repeat contacts

detect risks before they spread

coach with more precision

make decisions with more confidence

avoid surprises at the end of the quarter

The Organizational Impact



Leading the Transformation

AI success is a leadership practice, not a technical one

Technology provides access to insight — but access alone doesn’t create better
outcomes. The organizations that see the strongest results from conversation
intelligence share one trait: 

They treat AI adoption as a leadership transformation, not a software
deployment. 

Conversation intelligence reveals what customers experience, what teams
struggle with, and where processes break down. But insight only becomes
impact when leaders guide their organizations through clear priorities,
transparent communication, and intentional cultural change. 
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Reduce churn?

Strengthen CX?

Increase efficiency?

Improve coaching?

Protect revenue?

Leaders begin by defining the “why.” 
What should conversation intelligence improve?

Clear purpose becomes the compass that aligns teams and guides value
realization.

1. Align on Purpose



what AI evaluates

how it generates insights

where human judgment still leads the process

fewer repeat calls

earlier detection of churn risk

improved customer sentiment

faster coaching

higher quality consistency

AI adoption succeeds when people understand:

Leaders don’t ask for blind acceptance.
They show results.

Start with focused use cases. Validate early. Share clear improvements:

When leaders communicate openly, they build trust across supervisors, agents,
and cross-functional teams — ensuring that AI is seen as a partner, not a threat.

Small wins build organizational confidence and drive momentum. 

2. Champion Transparency

3. Build Trust Through Outcomes 



Supervisors coach with more precision

Agents receive clearer expectations and faster feedback

CX and Ops leaders understand friction and trends sooner

Executives make decisions with more confidence

CX outcomes

quality trends

operational efficiency

churn indicators

coaching effectiveness

Impact comes not from replacing people, but from elevating them. 

With full visibility:

AI-driven improvement is not a one-time initiative. 
It’s a leadership practice. 

Leaders track:

AI amplifies human capability. The best organizations use insight to
strengthen their people, not overshadow them. 

And they evolve as they learn — refining scorecards, updating workflows, and
expanding use cases as the organization grows more confident.

4. Empower People, Don’t Replace Them 

5. Measure Progress and Evolve 



Each cycle of insight → action → improvement strengthens the organization.

Transformation is ongoing.

“Technology doesn’t transform organizations. Leaders do.”



The Doing AI Right Checklist

A leadership framework for turning conversation intelligence into measurable
impact 

Conversation intelligence gives organizations unprecedented access to
customer truth. But access alone doesn’t drive improvement. 
Leaders need a clear framework — not just for adopting AI, but for using it to
influence outcomes, behavior, culture, and decisions. 

This checklist provides a practical path for leaders who want to translate
insight into action. 

Move beyond sampling.
Shift from reviewing 2% of interactions to understanding 100% of them.

Full visibility is the foundation of accuracy, fairness, and change.

Use conversation intelligence to uncover:

Understanding why things happen accelerates every improvement.

1. Listen at Scale

2. Learn What Drives Experience

friction points

behavior patterns

policy impacts

repeat-call drivers

sentiment shifts

effort indicators



Don’t wait for surveys or KPIs to reveal problems.

Use inferred signals — dissatisfaction, escalation cues, churn risk, unmet needs
— to detect issues early and intervene before impact grows.

Early insight protects customers, revenue, and brand loyalty.

Make understanding accessible. 

Leaders and teams should be able to ask questions directly — without
reporting cycles or technical skills — and receive clear, decision-ready answers. 

When insight becomes conversational, alignment becomes effortless. 

AI is a multiplier, not a replacement.

Empower:

When people are supported with insight, performance improves naturally.

3. Predict and Prevent

5. Democratize Insight

4. Empower People

Supervisors with clearer coaching direction

Agents with faster, more objective feedback

CX leaders with earlier visibility into breakdowns

Executives with answers instead of dashboards



Tie insights to: 

Set clear expectations for:

Conversation intelligence is not static. 
It evolves as your business, customers, and processes change. 

Leaders revisit insights regularly, refine scorecards, expand use cases, and
elevate practices as the organization matures. 

Transformation compounds through continuous improvement.

When people trust the process, they engage with the insights.

AI is not a data project. It is a business initiative with measurable outcomes.

6. Align to Business Impact

7. Lead with Trust & Transparency

8. Improve Continuously

retention

customer satisfaction

revenue performance

operational efficiency

quality consistency

employee experience

how AI evaluates interactions

where human judgment stays essential

how insights will be used

how performance will be supported



“AI done right turns conversation data into business
intelligence — and business intelligence into better

outcomes.”



About MiaRec

MiaRec helps organizations turn customer conversations into actionable
intelligence that improves experience, strengthens quality, and protects
revenue. 

Our platform unifies:

Together, these capabilities give CX and business leaders the visibility they
need to:

MiaRec is built for organizations that want more than call recording or basic
analytics. We focus on clarity, usability, and measurable impact — so leaders
can move from listening to understanding to action, without waiting for
reports or heavy data projects. 

Learn more: www.miarec.com

Auto QA – objective, scalable evaluation across 100% of relevant
interactions 
CX Intelligence – inferred CSAT, NPS, Effort, and churn risk from real
conversations 
Revenue Intelligence – detection of missed opportunities and
revenue leakage 
Conversational Intelligence (Ask-AI style insights) – natural-language
analytics that give leaders direct answers to their questions

reduce repeat contacts and prevent churn

coach more effectively and fairly

understand what truly drives satisfaction and dissatisfaction

connect frontline conversations to strategic, revenue-impacting
decisions

http://www.miarec.com/

