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Discover & reinforce the true drivers of
contact center performance

Cresta Conversation Intelligence transforms contact center management with deeply
actionable insights, hyper-efficient quality management, and outcome-driven coaching.

Change Reservation

Conversation Reasons

Change Reservation

When agents Assure Assistance on change
reservation calls, CSAT increases by 24%

w31% 1m 24s '

425 How can we improve CSAT for this topic?

Ask a question

Bookings & payments Scorecard

Agent assured customer that they can assist

&%, Auto Scored N/A  Gotit Missed it

Manage your contact center
with confidence

Insights

Turn customer conversations

. into better business decisions
with Al-powered insights and
recommendations that drive
results.

- Quality Management

| [ ] Auto-score every conversation .
for compliance & performance

with precision accuracy to

unlock better agent coaching at

lower costs.

Coaching Recommendations

Coach n Sarah Collins to assure assistance

Adherence

View evidence in conversations -

Leverage a suite of conversation intelligence tools to discover the true voice
of the customer, drive agent performance, and boost efficiency at scale.

Al Analyst

Uncover pivotal insights hidden
in your conversations with
natural language questions and
evidence-backed answers.

Coaching

Analyze agent behaviors &
business outcomes to pinpoint
what really matters, and see
coaching recommendations for
every agent.



Discover, prioritize, and act on
what truly matters
Cresta’s Al doesn't just monitor for keywords—it understands Rl S O T (R

context, behavior, and outcomes so you can act on what really () BEHAVIOR  Offer Upsell
moves the needle, and track the impact of your changes.

30%

IBRINKSHOME™ Improvement in Net Promoter
Score (NPS)directly attributed
to Cresta

% Offer Upsell

Revenue per Conversation

Performed $9.50
Not Performed $6.80
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‘2) How do we improve resolution on account disputes? Get aCtiona ble inSig hts in
minutes—not months

©|

Here are the top opportunities to improve resolution
across 1200 account dispute inquiry conversations:

Cresta does the leg-work of analyzing conversations, so you can

U G GeIsin L) spend more time coaching agents and clearing blockers for your
Lack of documentation ~ 9.8% teams—all at a lower cost.

Authentication issues 7.5%

Account Dispute Inquiry

“It used to take me 6 weeks and more
than $100,000 to get this information.
Cresta is now doing this in real-time
and it's completely transformative.”

0%  25% 50% 75%  100%
[ —

JOEL WINANT,
Director, Contact Center Training
Cox Communications

0 Resolution rate X

Why do enterprise contact centers trust cresta conversation intelligence?
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No-code Al training & An end-to-end contact Intelligence and real-time
deployment center feedback loop agent guidance, all in one
Build bespoke Al models for Act oninsights with OM & Connect to Cresta’s award-

behavior tracking and link them coaching tools, track the effect winning real-time Agent Assist
to charts, alerts, scorecards, & of your changes over time, and suite for alerts and agent
coaching—all with clicks, not adjust in-flight to maximize guidance in-the-moment, on
code. effectiveness. every conversation.

Turn every conversation into CRESTA
a competitive advantage



https://cresta.com/request-demo-ai-agent/

