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Voice Enabled Agentic Al
for Enterprises



Telephone is the Universal Business AP ">

88%

of consumers prefer human agents over chatbots,
especially in service encounters that are non-routine

or complex.
Customers want to talk to humans- not mechanical bots, IR e companies use chatbots
IVRs, chatbots. They expect more, and the business who primarily to save money, often at the expense of

customer satisfaction.

don'’t offer them that will be left behind.
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Current State of Business Voice

X Peak time management

Jo

After-hours coverage

Consistent experience ® - R

g | N Scale limitations
/ training |

Challenges
62% 13 min 75% $4008B 40%

Unanswered SMB Calls Average hold time Customer preference Call Center Spend Agent Attrition
for complex tasks
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The Generational Shift in CX Expectations

Availability Requirement

O
cQ

Low-Engagement

Users

(e.g., one-time buyers,
passive users)

0~
<2
Transactional Buyers
(e.g., e-commerce shoppers)-
Fast but not 24/7
€y
Loyal, Repeat
Customers-
Moderate urgency
level

Urgent Resolvers

Need 24/7 Immediate Support-
almost always need human-
level empathy

Cost & Ops Efforts

Enterprises often
make trade-offs when
it comes to serving a
variety of customers.

o
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Effectiveness & Efficiency Challenges in CX Landscape

®

High Transfer
Rates

Limited
Personalization

Low FCR

-

Effectiveness

Emotional
Disconnect

®

Need of
Multilingual

®

Efficiency

S

Long holds / High
call volumes

)

Limited
Availability

Q

High Cost Per
Interaction

Bots are
too monotonous

Low Agency | <«—— Alagencygap —> [ Low Agency !
Static % Adaptive
Reactive < Proactive planning
Simple tasks < Complex goals

Complex
environment

Simple environment €

Supervised < Autonomous

Brands often resort to IVRs, frustrating
self-help, or costly, inconsistent human
CX ops.
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Need of the Hour: Al Beyond Conversational Capabilities

D Empathetic «— —» Quick, accurate

Human Truly Action

Emotionally A < ; RO > — Action taking
© et S Touch Agentic Al  Capabilities /= capabilities
- Adaptive &
Qp  Multilingual — — W) Re:pp:r\:sewe
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Meet Al Agents Built Specifically for Enterprise CXM

Autonomous Action
Taking Capabilities

High 1Q and Human
Like Empathy

Q)

=4

Lighting Fast
Ticket Resolutions

(o

(o

0O

fh
‘ ' a7y 28
3 \
\

Q

O

24 /7 Multilingual
Support

Customer Emotion

&) Detection

Personalized Passenger
Experience
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Cloud & Telephony System Agnostic Plug-n-play Activation

Customer
Access Points

- B

Phone

Email
Social Whatsapp
A
v
Webchat

RingCentral OXo

AVAYA
Experience

Amazon Connect Platform

-
OO, Fived

GENESYS Cloud CX

00U webex and More..

by C1SCO

Agentic Capability

Al Calls & Routing

Re Inbound & Outbound Calls
L¢ Automatic Call Distribution
4y Intent Based Routing

S Skill-Based Agent Matching

@) Multilingual Routing Engine

Controls
[=) Identity and access Management
(@ Privacy and data protection
sk Model Guardrails

A Agent Security

Agent Assist

(J Unified Desktop

= CSR Co-Pilot

§d Unified Customer Interaction

2) Case Management

°¢ Real-Time Script Guidance

Agent Insights & Summary
R Intent / Emotion Detection

> Sentimental Analysis

[F3 Feedback and Categorization

38 Actionable Insights

¥ Next-Best Action Recommendations

Agentic Al FRAMEWORK

Orchestration Services
Customer Data
Master Orchestra Agent

Comprehensive Customer
Segmentation Report

LLM/Model Serving

ML & Digital Twins

API Integration

Database APIs
Social Media APIs
Compute AL & ML APIs

Fine Tuning Cloud APIs

&

Core
Systems

E "

Billing Provisioning

=

CRM/CST Analytics

&

Realtime

HubSPbt

@A | ZLendesk

freshsales mstghﬂg

@ Twitio FLex  and More..
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For Outcome Based Industry-specific Use Cases

Query Resolution Autonomous Actions
A
User
Authentication

Informative on

call use cases-

without actions Claims Insurance
N Submission
Q
7p)
©
. General purpose o e
. customer queries Scheduling
S
= HR Helpdesk,
- Training, Ops,
8 Inward facing

tasks Flight

Rescheduling

Width of Applicability
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Voicing Al — Technical Differentiators

-

€ % @

&

Multi-Size Model Flexibility Dual-Capability Design Proprietary Data Advantage
Scalable models (3B-70B) ® Maintains natural conversation flow 67% in-house domain-specific
optimized for speed, efficiency, or while executing accurate function/ training ensures high accuracy in
complex reasoning. API calls. real-world tasks.

P

Precision Function Calling API-Aligned Fine-Tuning
Dual-objective training balances fluent dialogue Explicit function call tokens and balanced loss
and error-free API execution. ensure high reliability and precision.
O
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Why Voicing Al is Architecturally Superior

Layer General Purpose Stack Voicing Al Stack - Enterprise-grade, Agentic Al
Apps ; Mixed use - customer support, internal tools, lightweight telephony B2B Al Calling (telecom, BFSI, healthcare, retail)

; CCO] Proprietary Turn Detection Model > <<> Real-time Interruption Handling >
Add-ons l X No turn detection, fallback often rule-based, lacks true memory

i <-=,; Contextual Memory Layer > = Fallback/Nudge Layer >
OemenmbnEwke | Umistogomewnbsseiexetowsormase [ S ———
Emctonengne | XFiattone,basic TTS APl with mnimalvariaion | A
Te-woSpesch(TS) | Google/AWS TTS, no voios loring, latency 125, roboticinlection. || T O S T
Cumie | enera-purpose ChatoPTBard-styie APl withoutfine-turing | Tuned converstionsl agen, LM, ith personsity-besed promping memary
SpeechtoToxtASR) | Oft-the-shelf Als (Whisper, Goagl), modarate acciracy,English-hesvy | Mullingul ASRwith S0+ dilct support sndconteuslcomcion
pnaes | Gondedmeeigloncybeweisess 0000 A —————
Tuophonyiwgraton | astly couc-based ony; ited contrl, hard todeploy on-prom [ T
uirbskMusting | XOftsn missing,lacks enterpise-grade logging or fakssfaactions [0 U
e iAo | Bukrwiindingutios Inidr msnd i~ [ ol progeammable AP stk  sandbox fo protoco, CRM, BRP tegrations.
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Security & Compliance

On Premise

On-prem hosting ensures full data control and
offers greater customization flexibility.

Guardrails

Adaptable guardrails for agents.

SOC 2 GDPR

Enterprise

grade Safety

Secure integration

Seamless quality assurance workflows
enable the team to clearly understand every
Al interaction's underlying logic.

End-to-end Encryption

©

Governance

Your data remains private, securely
handled, and never reused.

10110

(O=

Information Encryption

Auto masking of sensitive information.

ISO HIPAA
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Voicing Al Stands Out in all Al Calling Parameters

Function Calling Accuracy Empathy & Tone Modulation

98% compared to 90% of best player \ / 80+ auto detection of emotions

Latency Human-like voices

<168 Mms Compared to 800 ms 4.6+ MOS Highest rated in the market

Context Retention & Memory Action Completion Rate

95% Context Carryover Accurac
4 4 97 9% completion rate

O D

Multi-Intent Handling / \\ Interruption Handling

o : .
90%+ Multi-Intent Resolution Rate lowest TTFT Real-time
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Anatomy of a Contact Center

Enterprise Resource Planning (ERP)

Telephony & Call Management

®
Standard API integration; integration \\ /
timeline (typically 1-2 weeks).

oo
O

D)

Examples: SAP, Oracle ERP, Workday

Cloud Infrastructure & Data Storage : :
o (22 Integration with

Immediate integration via APIs; setup Voicing Al
typically within days.

Examples: AWS, Azure, Google Cloud

P 9o

Rapid integration via API-driven connectors
(typical setup within 1-2 weeks).

Examples: Genesys, Cisco, Avaya

Customer Relationship Management (CRM)

Native connectors available; integration
within days (typically 3-5 days).

Examples: Salesforce, Microsoft Dynamics, Zendesk

Workforce Management (WFM)

Knowledge Base & Content Management / > \
-
®
Quick integration via APIl-driven content
retrieval; (typically 2-4 days). l

Analytics & Reporting Tools

Examples: ServiceNow, Atlassian Confluence , . , _
Immediate integration via data export and

APIs; (typically within 3-5 days).

Examples: Tableau, Power Bl, Google Analytics

Standardized integrations ready;
deployment within 7 week.

Examples: NICE, Verint, Aspect
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Al-Powered Service Request Scheduling & Ticketing

< .
£ Challenge (¢ Technology & Implementation
A major IT services company taced delays and Multilingual Conversational Al Engine Al Model Training & Fine-Tuning
inefficiencies in manually managing medical device
service requests, scheduling, and technician Built using a g:iomgin-specific LI_.M, traiqed on Train the Ageptic Al on histprical service
. the brand’s historical customer interactions data, scheduling rules, device types, and
s g leatillg v g and business requirements. escalation protocols for accuracy.

increased operational costs.

System Integration & APl Deployment

Seamlessly integrate Al with the brand'’s service platforms, ticketing systems, and field agent

:}\ Solution dispatch tools via secure APIs.
iCi rvice industry- ific Al n . 4w . . .« e .
VO.'C'ng aldeployedise viee | dus. JRSpeEiiiclalagent Testing, Validation & Pilot Run Go-Live & Optimization
tallored to automate medical device service scheduling,
ticket creation, and agent assignment in real-time. Run controlled pilots to validate Launch system-wide, monitor KPIs, gather
performance, check accuracy in ticket feedback, and refine Al performance.

routing, scheduling logic, and responses.

40% 38% 68%
é:} ImpaCt faster query resolution, reducing Increase in First-Contact Operational Cost Reduction per
customer frustration. Resolution (FCR) Rate Service Ticket

J+Voicing Al



Case StUdy --IIIIIII--

Al-Powered Customer Support for Online Gaming

¢ L ]
@ Challenge & Technology & Implementation
A leading online gaming platform, faced challenges in Conversational Al Engine Omnichannel Deployment
handling high volumes of customer queries, including o . B . ’ .
account verification, responsible gaming compliance, Built using a domauj—spgcmc LLM, trained Integrated across brand’s website chat,
on the company’s historical customer WhatsApp, and IVR phone systems.

and payment issues. Traditional support was costly,

, interactions and regulatory guidelines.
slow, and struggled with regulatory nuances.

Responsible Gaming Compliance

Trained Al with built-in real-time player monitoring to detect gaming addiction patterns and suggest
responsible gaming measures.

2 Solution

Voicing Al deployed an industry-specific Al agent APl Integrations Adaptive Learning Mechanism
tailored for online gaming, ensuring compliance, Connected to customer’s gaming databases, Al continuously refined responses based
automation, and personalization: payment systems, and KYC verification on new queries and regulatory updates.
engines.
o) o)
5} Imbact 507 307% Higher engagement & retention,
p reduction in support costs by faster account verifications, as players received instant, context-aware assistance.
automating tier-1 inquiries. improving user onboarding.
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Case StUdy --Illllll--

Al-Driven Travel Concierge for Customer Experience

£ Challenge (¢ Technology & Implementation

A major holiday booking company struggled with
handling a surge in travel inquiries, including real-time Multi-Language NLP Engine Direct API Integration
itinerary changes, flight/hotel bookings, and

. N Al model trained on multilingual customer Connected with airline and hotel
cancellations. Customers demanded 24/7 multilingual inquiries in English, Hindi, and French. partners for instant booking updates
support, but maintaining human agents at scale was and modifications.

expensive.

Predictive Assistance

Al anticipated potential flight delays, rebooking needs, and offered proactive solutions.

£k Solution

Voicing Al built a custom travel concierge Al agent, Voice and Chat Capabilities Context Retention & Memory
designed to offer real-time, personalized travel . .
assigtance' P Deployed across WhatsApp, voice IVR, and Ensured customers didn’t have to repeat
’ web chat to provide seamless support. details when transitioning across channels.
65% . N —
52} Imbact 24/7 service availability Automated 80% of itinerary
p reduction in wait times, improving increasing customer trust & brand modifications, reducing manual workload.
customer satisfaction. loyalty.
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Case StUdy --Illllll--

Al for Financial Assistance & Customer Engagement

< .
£ Challenge (¢ Technology & Implementation
A leading consumer bank needed to enhance customer Al-Powered Voice Banking Assistant Real-Time Loan & Card Assistance
service efficiency while ensuring regulatory compliance. . . S
High call volumes on loan inquiries, credit card Integr.ated with the bank’s IVR system for call Al gL.JIde.d users t.hrough eligibility checks,
Sl : handling. application tracking, and repayment
applications, and fraud resolution created bottlenecks, queries

leading to long wait times and compliance risks.

Fraud Detection & Prevention

Al conducted automated ID verification, flagged suspicious transactions, and prompted security

. measures.

£k  Solution
Voicing Al deployed a finance-specific Al agent trained Seamless CRM Integration Data Privacy & Security Compliance
on banking regulations and customer support Al was linked with the bank’s internal CRM, Adhered to PCI-DSS, RBI. and GDPR
workflows: ensuring a 360-degree customer view. standards for banking security.

40% . . ot ot bk
g:} Imbact Improved security & compliance, Automated 60% of routine banking
P faster query resolution, reducing ensuring fraud prevention best practices. inquiries, freeing up human agents for complex

customer frustration. cases.
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Al Classification Guardrails

Guardrails & Response Handling

e =

Strict Function Output Parsing Multi-Stage Validation
Ensures classification results Accepts APl responses only if
remain unaltered by the LLM for they meet a predefined
accuracy and reliability. confidence score to maintain
precision.

&

Confidence Thresholding

Cross-checks classification outputs against predefined business logic
before generating responses.

Advanced Considerations

o]
o

60

Multi-Tier Architecture

Segregates synchronous (real-
time) and asynchronous (batch)
classification tasks for optimal
processing.

«©

Bias Detection Mechanism

Implements an audit layer to
continuously monitor and mitigate
biased outputs from the
classification API.

0N

Meta-Learning Integration

Trains a lightweight model using
historical APl outputs to predict
classification results, minimizing real-
time dependency.

Confidence-Based Querying

Re-runs requests with modified
parameters or escalates to
human intervention when
classification confidence is low.
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Privacy-First Al

Data Security & Privacy Compliance

No Data Ownership

Voicing Al neither stores nor
alters classification results,
ensuring data integrity.

9

End-To-End Encryption

Secures all APl communications
with HTTPS/OAuth for robust
data protection.

E:«\
N

Minimal Data Transfer

Sends only essential inputs to the
API in a structured JSON format,
reducing exposure.

o
85

Pll Masking & Anhonymization

Safeguards sensitive information
to maintain compliance with
privacy regulations.

Error Handling & Resilience
(For Preventing Errors And Misrepresentations)

A

Graceful Degradation

Provides intelligent fallback
responses when the APl is

unavailable to maintain continuity.

®

Timeout Thresholds

Implements smart timeout
handling to prevent long delays
and improve responsiveness.

o

o

Fallback Escalation

Automatically triggers human
intervention if critical errors
persist.

)

Real-Time Logging & Monitoring

Continuously tracks API failures
and inconsistencies for proactive
issue resolution.
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Hello Al!




