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Revolutionizing Contact Center Performance with BitFractal's AutoQM Analytics 

Executive Summary 

Modern contact centers face immense pressure to enhance customer experiences, improve agent 
performance, and optimize operational efficiency, often with limited resources. Traditional Quality 
Management (QM) processes, which rely on manual call sampling and subjective evaluations, fail to provide 
comprehensive, timely, and actionable insights. BitFractal, an AI technology company founded in 2022 and a 
Microsoft ISV Success Partner, addresses these challenges head-on with its "AI for Business Made Simple" 
philosophy. Utilizing cutting-edge technologies such as Generative AI, Speech-to-Text (STT), and Text-to-
Speech (TTS), BitFractal offers a suite of integrated solutions designed for ease of use and seamless 
integration, particularly within the Microsoft ecosystem. This whitepaper focuses on BitFractal's flagship 
offering for Contact Centers: AutoQM Analytics. This solution automates 100% of quality assessments, 
providing deep and objective insights into every interaction across multiple channels. Combining highly 
accurate transcription, sophisticated AI analytics, and an intuitive analytics platform, BitFractal AutoQM 
Analytics empowers contact centers to drive significant improvements in quality, agent coaching, customer 
satisfaction, and operational efficiency, delivering a compelling Return on Investment (ROI). 

1. The Modern Contact Center Challenge: Drowning in Data, Lacking Insights 

Contact centers are the front line of customer interaction, critical hubs for brand perception, customer loyalty, 
and revenue generation. However, they operate in an increasingly complex environment: 

• Rising Customer Expectations: Customers demand fast, personalized, and effective resolutions 
across multiple channels (voice, chat, email, social). 

• Data Overload: Interactions generate vast amounts of unstructured data (recordings, transcripts, 
chat logs), making manual analysis impossible at scale. 

• Inefficient Quality Management: Traditional QM relies on listening to a small percentage (typically 1-
3%) of calls, leading to: 

o Incomplete View: Insights based on a tiny, potentially unrepresentative sample. 

o Subjectivity: Evaluations can vary significantly between supervisors. 

o Delay: Feedback is often time-consuming, reducing its effectiveness for agent coaching. 

o High Cost: Manual review is labor-intensive and expensive. 

• Agent Performance and Retention: Providing targeted and timely coaching is difficult, impacting 
agent development, motivation, and retention. 

• Operational Blind Spots: Identifying root causes of issues, compliance risks, or emerging trends 
across all interactions is challenging. 

To thrive, contact centers need tools that turn interaction data into actionable intelligence, automatically and 
at scale. 
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2. Introducing BitFractal: AI for Business Made Simple 

Founded in Florida, USA, in 2022, BitFractal has quickly established itself as an innovator in applying Artificial 
Intelligence to solve real-world business problems. Key highlights include: 

• Microsoft Partnership: Guest member of the Microsoft for Startups program, ISV Success Partner for 
Azure and Teams, and early access partner for OpenAI and M365 Copilot technologies. 

• Award-winning technology: Recognized in challenges such as Devpost's Microsoft Teams App 
Development Challenge and as a finalist in the RocketGen GenAI Startups Commerce Challenge 
(Fórum E-commerce Brasil 2024). 

• Certified Solutions: Apps approved and certified by the Microsoft Partner Network and available on 
Microsoft AppSource and Azure Marketplace. 

• Global Reach: Solutions available globally through Microsoft and local partners, supported by 
datacenters in Brazil, the US and Europe. 

• Core Philosophy: Make advanced AI accessible and easy to integrate, minimizing complexity and 
maximizing business value. 

3. BitFractal's Integrated Portfolio of AI Solutions 

BitFractal offers a cohesive set of AI tools delivered as applications (integrated with Teams, Outlook, M365), 
APIs, and conversational interfaces: 

• BitFractal Hub: A central platform that brings AI applications directly into the Microsoft environment. 

• Text-to-Speech (TTS): AI-powered generator with over 400 voices in over 140 languages to create 
voiceovers for marketing, e-learning, IVR prompts, etc., seamlessly integrated into user workflows. 

• Speech-to-Text (STT): High-precision transcription API for large-scale audio processing, enabling 
accessibility and voice-based interactions (e.g., AI bots). It features speaker identification (diarization) 
and subtitle generation. 

• Conversational AI API: Combines TTS, STT, and Generative AI (such as ChatGPT) to build multi-modal, 
multi-skill AI bots for customer service automation via IVRs, WhatsApp, SMS, etc. 

• AutoQM Analytics: The focus of this article – a state-of-the-art Quality Management and interaction 
analytics solution. 

These solutions are designed for native integration (including SSO via Microsoft Graph for user management), 
ease of use (low-code/no-code options), and flexible consumption-based SaaS pricing. 

4. Deep Dive: BitFractal AutoQM Analytics – Transforming Contact Center Quality 

BitFractal AutoQM Analytics is touted as the first QM solution built entirely with state-of-the-art AI capabilities. 
It goes beyond simple keyword detection or limited sampling to provide a holistic understanding of each 
customer interaction. 

4.1 Key Capabilities: 
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• Unmatched Transcription Accuracy: Utilizing cutting-edge AI models, AutoQM delivers highly 
accurate transcriptions, even differentiating speakers in mono or stereo audio files. This forms the 
reliable basis for all subsequent analysis. 

• 100% Automated Quality Score: Automatically evaluates every interaction against customizable 
scorecards and compliance requirements, eliminating manual effort and subjectivity. It uses AI to 
understand context and nuances, not just keywords. 

• AI-Powered Summarization and Root Cause Analysis: Generates concise summaries of 
interactions, identifies the core issues discussed, determines the status of resolution, and pinpoints 
the root cause of customer contact. 

• Deep Sentiment and Emotion Analysis: Goes beyond the positive/negative to understand nuances 
in customer and agent sentiment throughout the interaction, identifying moments of friction or 
enchantment and tracking changes (e.g., Negative Sentiment Reversed). 

• Omnichannel Analytics: Receives and analyzes data from multiple sources – Calls (via Call Recorder 
integration), IVR, WhatsApp, Chatbots, etc. – providing a unified view of the customer journey. 

• Rich Data Enrichment: The analytics pipeline automatically enriches interactions with dozens of data 
points, including standard AI enrichments (entities, keywords), custom AI insights (using simple 
prompts or complex models), business data integration, QM scores, categorization, and post-
processing rules. 

• Integrated Analytics and Reporting: Offers flexible ways to access insights: 

o Embedded Analytics: Dashboards and reports directly into productivity tools like Microsoft 
Teams or Genesys. 

o Web Analytics: Comprehensive dashboards accessible via browser or Power BI workspace. 

o Raw Data Access: Allows you to export enriched data to relational or vector databases for 
custom analysis or integration with other BI tools. 

o AutoQM Copilot: Allows users to converse with their data in natural language to quickly gain 
specific insights. 

• Unified Management Desktop: Provides a single interface to manage QM processes, configurations, 
pipelines, disputes, audits, alerts, and workflows with secure SSO. 

• Actionable Insights and Coaching: Identifies specific agent behaviors, knowledge gaps, and best 
practices, delivering targeted coaching messages and triggering automated workflows. 

5. Benefits for Contact Centers: Going Beyond Traditional QM 

Implementing BitFractal AutoQM Analytics translates directly into tangible benefits: 

• Dramatically Improved Quality Management: 

o 100% coverage: Evaluate every interaction, uncovering hidden issues and trends missed by 
sampling. 
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o Objectivity and Consistency: AI-driven scoring ensures fairness and standardization across 
all assessments. 

o Real-Time Insights: Faster feedback loops allow for faster process intervention and 
improvement. 

• Improved Agent Performance and Engagement: 

o Targeted Coaching: Provide specific, data-driven feedback to agents, accelerating skill 
development. 

o Best Practice Identification: Automatically discover successful techniques and share them 
with the team. 

o Fair Evaluation: Reduces the perception of bias, improving agent morale and potentially 
reducing turnover. 

o Optimized Workflows: AI can trigger alerts or tasks based on findings, optimizing agent 
support. 

• Superior Customer Experience (CX): 

o Understand True Sentiment: Identify the key drivers of customer satisfaction and 
dissatisfaction across all interactions. 

o Reduce Friction: Identify process bottlenecks or agent behaviors that cause frustration. 

o Faster Problem Resolution: Identify systemic issues that impact resolution times. 

• Increased Operational Efficiency: 

o Automate Manual Tasks: Free up supervisor time from manual call listening for higher-value 
activities such as coaching and strategic activities. 

o Rapid Insight Discovery: Quickly identify emerging trends, compliance risks, or campaign 
effectiveness without manual searching. 

• Reduced Costs and Risk Mitigation: 

o Lower QM Cost: Significant reduction in labor costs associated with manual evaluations. 

o Improved Compliance: Ensure adherence to internal regulations and policies in 100% of 
interactions, reducing fines and legal risks. 

o Lower Agent Turnover: Better coaching, fairer reviews, and improved support contribute to 
higher agent retention. 

• Data-Driven Decision Making: Provides comprehensive and reliable data to inform strategic 
decisions about processes, training, product feedback, and customer strategy. 

6. Return on Investment (ROI) Considerations 

The ROI of BitFractal AutoQM Analytics derives from multiple areas: 
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• Cost Savings: 

o QM Labor Reduction: Calculate the time saved by automating evaluations (e.g., hours per 
QM analyst/supervisor per month * total cost). Going from 2% manual review to 100% 
automated review represents a massive efficiency gain. 

o Reduced Agent Turnover: Estimate cost savings with lower friction (recruitment, onboarding, 
training costs). Even a small reduction in turnover can yield significant savings. 

o Compliance Fine Prevention: Quantify potential savings by ensuring 100% compliance 
monitoring. 

o Reduced Training Time: More effective and targeted coaching can shorten onboarding time 
and reduce the need for broad remedial training. 

• Revenue Increase and Protection: 

o Improved Customer Retention: Link improved CX metrics (CSAT, NPS) driven by AutoQM 
insights to customer lifetime value and reduced churn. 

o Increased First Call Resolution (FCR): Identify and fix the root causes of repeat calls, 
improving efficiency and CX. 

o Identifying Sales Opportunities: AI can potentially flag cross-selling/upselling tips missed by 
agents. 

• Productivity Gains: 

o Supervisor Efficiency: Time saved in manual QM redirected to coaching and performance 
improvement. 

o Faster Problem Identification: Reduced time to gain insights into systemic problems, 
enabling faster remediation. 

7. Why choose BitFractal? 

BitFractal stands out for several reasons: 

• Simplicity and Integration: True to its "AI for Business Simple" mantra, the solutions are designed for 
ease of use and deep integration, especially within the Microsoft ecosystem (Teams, M365, Azure, 
Power BI). 

• Cutting-Edge AI: Utilizes the latest advancements in Generative AI, STT, and TTS, often incorporating 
Azure OpenAI services. 

• Built for QM: AutoQM isn't just generic speech analytics; it's a dedicated, state-of-the-art solution 
designed specifically to revolutionize the quality management process. 

• Proven and Credible: Backed by Microsoft partnership, industry awards, and global deployments. 

• Flexible Model: SaaS delivery with consumption-based pricing allows businesses to scale effectively. 
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8. Conclusion: Unlock the Potential of Your Contact Center 

Traditional QM methods are no longer sufficient in today's complex contact center environment. BitFractal 
AutoQM Analytics offers a transformative approach, utilizing the power of state-of-the-art AI to analyze 100% 
of interactions across all channels. By providing unmatched transcription accuracy, objective automated 
scoring, deep sentiment analysis, and actionable insights through an integrated platform, BitFractal empowers 
Contact Centers to significantly enhance agent performance, elevate the customer experience, improve 
operational efficiency, and ensure compliance. The clear benefits and strong ROI potential make BitFractal 
AutoQM Analytics a strategic investment for any organization serious about optimizing its contact center 
operations and achieving market leadership. 

About BitFractal 

BitFractal makes AI simple for business. Founded in 2022 and partnered with Microsoft, the company provides 
easy-to-integrate AI solutions, including Text-to-Speech, Speech-to-Text, Conversational AI, and the 
revolutionary AutoQM Analytics platform for Contact Centers. Available globally and seamlessly integrated 
with Microsoft Teams, Outlook, and M365, BitFractal helps organizations unlock the power of AI to enhance 
productivity, collaboration, and customer engagement. Learn more at https://www.bitfractal.com. 
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