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UNLOCKING Al FOR VOICE
COMMUNICATIONS

As a trusted IT advisor, you're always on the lookout for innovative solutions to
help your business clients succeed. Al is the buzzword of the moment, often
used in cybersecurity and customer care automation. But your clients may be
asking—how can Al benefit their business beyond inventory management or
personalized marketing?

One key area often overlooked is day-to-day voice communications. Al can
analyze voice interactions to boost customer service, increase revenues, and
improve operational efficiency. It's not just about sentiment analysis; Al can
coach staff, upsell orders, and identify trends or potential issues.

This guide offers practical Al solutions to boost operations and profitability
while safeguarding your clients’ reputation. Explore how Al revolutionizes voice
communications, providing real-time insights that help your clients thrive.
From sentiment analysis to whisper coaching, learn how Al keeps your clients
ahead of the competition and closer to their customers.




THE CURRENT STATE OF Al IN

SMALL BUSINESSES
¢

Al is transforming business operations in the small and medium-sized business (SMB)
world by automating tasks and enhancing efficiency. Integrated into supply chain
processes, inventory management, and sales systems, Al apps and chatbots for sales and
customer service are increasingly popular. However, businesses are cautious about
replacing direct interactions with Al due to concerns about misinformation or
“hallucinations.”

Businesses in retail, hospitality, and medical/dental sectors realize that too much
automation can lead to losing the human connection. A HubSpot study found 57% of
consumers prefer calling a company for initial customer service contact. Even brands like
Starbucks, McDonald'’s, and Air Canada have shifted back to personal customer service
methods, balancing technological efficiency with human connection.

Businesses relying on human interaction can maintain strong customer connections while
leveraging Al to optimize voice communications. Al extracts valuable insights like
customer sentiment and business trends, leading to incremental revenues by coaching
staff to upsell in conversations. Combined with automation, Al significantly improves
operations across the board.

This guide provides real-world examples of how to harness Al in voice communications
and outlines key features to enhance customer service, boost revenue, and streamline
operations, maintaining brand integrity.

“Businesses that depend on direct human interaction can easily
maintain strong customer connections while leveraging Al to optimize
their voice communications”



Al-DRIVEN EXCELLENCE:
ALWAYS ENSURING A
FIVE-STAR EXPERIENCE

Imagine a customer service solution that not only senses a caller's emotions in real-time
and helps resolve issues before they escalate, but also enhances employee performance.
This is the transformative power of Al in customer service.

Sentiment Analysis

Sentiment Analysis detects emotions in real-time, allowing businesses to proactively
address customer issues before they turn into online complaints and one-star ratings. By
analyzing customer interactions, business stakeholders can identify common pain points
and promptly address them, improving customer satisfaction by meeting their needs
effectively and in a timely manner.

Whisper Coaching

Whisper Coaching provides real-time, discreet suggestions to staff in the earpiece during
customer interactions. It helps guide them with a customized sales or support script and
coach them in handling common issues more effectively. This real-time Al assistant
ensures that both new and experienced employees are equipped to deliver exceptional
service, enhancing overall customer satisfaction.

But it doesn't stop there....

“Al HELPS TRANSFORM EVERY INTERACTION INTO A FIVE-STAR
CUSTOMER EXPERIENCE.”



MORE WAYS TO ENSURE A
FIVE-STAR EXPERIENCE

Combining Sentiment Analysis and Whisper Coaching can significantly enhance your
customer service capabilities, but the benefits don't end there.

Staff Engagement Grading Programs

Sometimes referred to as a “secret shopper” program, Al-driven conversational analytics
can analyze and score staff performance during customer interactions. By evaluating
staff based on specific criteria and applying points to each factor, business stakeholders
can automatically identify their top performers and those needing further training.
Regular performance reviews ensure continuous improvement and alignment with a
business’'s customer service standards.

Internal Call Center

Previously, features like sentiment detection and staff training programs were exclusive
to advanced contact center platforms. With Al simplifying their application across all
communication channels, businesses are increasingly setting up internal call centers
staffed by their own employees. This strategy enhances customer service, ensures
consistent experiences that reflect company values, and allows for rapid adaptation to
policy or product changes.

By integrating these Al tools, businesses can achieve and maintain a consistent and high-
quality customer experience, transforming all interactions into five-star experiences.



BOOSTING SALES WITH Al:
UNLOCKING NEW REVENUE
STREAMS

Delivering a high-quality customer experience is crucial for businesses both large and
small to drive and accelerate revenue growth. With well-designed and properly
implemented Al applications, businesses can go beyond the norm and begin
transforming sales and unlocking new growth opportunities.

Identifying Opportunities

Al-powered conversational analytics can spot trends and uncover potential opportunities.
For instance, if many restaurant customers ask, “What are your gluten-free options?” it
indicates a growing demand for dietary choices that the business can capitalize on by
expanding its menu. Similarly, a surge in complaints about a specific food delivery service
can alert the store manager to tackle the issue promptly, avoiding any potential
detrimental effect on the business’s reputation and sales. By staying ahead of emerging
trends and meeting, or better yet, exceeding customer expectations, businesses can
boost both customer satisfaction and sales.
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Whisper Coaching

Not only does Al-based whisper coaching provide real-time, discreet suggestions to staff
during customer engagements for a better overall experience, but it is equally capable of
guiding sales teams towards upsell opportunities or special promotions. For example, in
an automotive dealership, it can prompt a salesperson to suggest an upgrade to a
premium leather package or additional services like pre-paid maintenance or extended
warranties to ensure customer loyalty. This real-time Al assistant helps train staff to
handle customer interactions more effectively, ensuring they deliver exceptional service
and optimize every interaction for revenue generation.



BOOSTING PROFITS THROUGH
PASSIVE REVENUE
GENERATION

Consider a hospitality business with a front-desk concierge who assists guests with
various services. Now, apply that same concept virtually to an in-room tablet-based
concierge portal integrated with business applications such as customer loyalty and
partner programs. This capability serves as an ideal platform for generating passive
revenue in hotels and retail establishments. Guests can not only place phone calls, but
also access personalized offers, order room service, message housekeeping, and more,
directly from this in-room portal. The concierge portal can also display sponsored
advertisements from local businesses, such as tourist venues and restaurants, enhancing
the customer experience while boosting revenue through strategic partnerships and
affinity marketing programes.

Al-based applications like these give businesses an opportunity to enhance sales
performance, swiftly adapt to changes in consumer behavior, and generate new revenue
streams. By integrating Al tools like sentiment analysis and whisper coaching with the
concierge portal, businesses can ensure they remain competitive and profitable,
delivering a five-star experience to every customer.




ELEVATING OPERATIONAL
EFFICIENCY WITH Al

Al is a powerful tool for enhancing operational efficiency within businesses, including
voice communications. While certain products and services don't strictly require Al, they
can be greatly improved by it, fitting seamlessly into our modern communications
infrastructure to ensure businesses have real-time access to actionable analytical data.
Let's explore how Al-enhanced applications like visual analytics, real-time alerts, and
Internet-of-Things (loT) integration can significantly impact operational success.

Visual Analytics

Al-powered, real-time analytics in voice communications help to optimize a team'’s
performance by presenting key metrics like active calls, time-to-answer, and hold times.
Accessible across devices from in-store wallboards to laptops, tablets, and smartphones,
these real-time metrics provide staff with visual and even audible cues to enhance
operational performance, which is crucial for customer satisfaction and business success.

Priority Alerts

Businesses can reduce risk with Al-powered, mission-critical notifications via voice, text,
email, or even voice assistants like Alexa. Immediate alert notifications keep stakeholders
informed about urgent issues. For example, restaurant managers can stay updated on
store performance, early store closings, and even after-hours incidents such as
refrigerator doors left ajar, while hotel management can monitor real-time guest
activities like check-ins and room service orders. This around-the-clock, mission-critical
oversight ensures that business operations are always running smoothly.

loT Integration

Al-enhanced |oT sensors are akin to an insurance policy for restaurant owners, as they
monitor and alert to equipment temperature changes in real-time, ensure compliance,
mitigate food spoilage, and improve efficiency. In a restaurant, these sensors track critical
equipment like refrigeration units. If a freezer door is left open, Al can send an alert to
each stakeholder to take action against food spoilage and revenue loss, ensuring food
safety and regulatory compliance. This proactive monitoring provides single-store and
franchise owners with a consistent, high-quality level of operation.

Collectively, these Al tools improve efficiency and adaptability, helping businesses
maintain their competitive edge and lead to greater financial reward.



SAFEGUARDING THE BRAND

Businesses have numerous opportunities to use Al-driven voice communications to
elevate customer service, increase revenues, and enhance efficiency. Despite the
potential, many business owners hesitate due to concerns about accuracy,
professionalism, and brand protection. Stories of Al mishaps heighten these fears, but
with correct implementation, Al can be both safe and effective.

Large language models contain more data than necessary for specific tasks. Using
industry-specific language models yields more accurate and relevant responses. Another
challenge is the potential distance Al can create between customers and the brand. This
often arises from using Al-based chatbots to handle orders. Safeguarding the brand
involves not only identifying negative engagements but also enriching human
conversations. Al whisper coaching helps staff decide when to present suggestions,
keeping conversations personal and ensuring a great customer experience.

Privacy protection is crucial. Al keyword spotting can remove sensitive information from
audio files, protecting customers and the business's reputation. Implementing these
measures ensures Al enhances customer interactions while maintaining professionalism
and privacy.

By integrating these strategies, businesses can leverage Al to transform operations,
maintaining brand integrity and delivering excellent customer service.

“Al CAN BE USED EFFECTIVELY, WHILE SAFEGUARDING THE BRAND,
IF IMPLEMENTED CORRECTLY"”



WHAT TO LOOK FORIN A
SOLUTION

Al in voice communications is exciting, but what should you look for in a solution? While
many hosted VolP solutions claim to include Al-powered apps, they often provide little
more than summarized meeting notes after a conference call. When selecting a

platform, prioritize capabilities that enhance performance and scalability for the future.
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e Vertically Trained Language Models: Ensure the platform uses models tailored to

your vertical industries for improved accuracy and relevance

e In-House Processing: Look for platforms that process data internally for better

control and cost efficiency

e Privacy Protection: Look for features that block out sensitive data to protect

customer information

e Integrations: Ensure seamless integrations with popular CRM systems and loT

infrastructure for a unified customer experience

e Flexible APIs: Choose a platform with flexible APIs for easy customization and

integration with other tools

e Innovation & Thought Leadership: Look for a partner that's experienced in the art of

high-quality VolP solutions combined with Al that actually works.

The right Al-enhanced communications platform not only boosts operational efficiency
but also ensures data privacy, security, and seamless integration, ultimately elevating

customer interactions and business performance.

“CHOOSING THE RIGHT Al PLATFORM IS CRUCIAL FOR MAXIMIZING
BENEFITS AND ENSURING SEAMLESS INTEGRATION
WITH BUSINESS OPERATIONS"



UNIFIED OFFICE:
LEADING THE WAY IN Al-
ENHANCED COMMUNICATIONS

Unified Office is a trailblazer in delivering all the benefits envisioned in this guide, right
now. Many of our customers already enjoy the rewards of our Al-powered applications,
enhancing their business operations efficiently. Unified Office isn't just another phone
company; with a history of innovation and patented technology, we've provided reliable
solutions across the USA and Canada.

As pioneers of the world’s first VolP solution built on a patented routing network without
the need for SIP trunks, we now extend our innovation to Al. Our award-winning Total
Connect Now™ platform integrates Al to offer practical, profitable applications for
industries like restaurants, hospitality, automotive, medical, and dental offices. It ensures
reliable voice and messaging services across any device, uniquely engineered with
practical Al applications for sales and customer service.

Looking to boost profits with cutting-edge Al solutions? If your clients are among the
over 33 million small businesses in the USA relying on voice communications, you owe it
to yourself—and them—to explore what Unified Office offers.

Contact Unified Office today to learn more about our solutions and Connected Reseller
program. Enjoy generous commissions and the chance to lead the way in your
customers’ Al journey. Join us in transforming the future of voice communications!

FIND OUT MORE ) Unified Office

total connect now*"
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