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Organizations with contact centers like yours are consistently looking for ways to enhance the typical customer 
experience and their agent quality assurance program. Typically, organizations only review 2-3% of their total calls. 
With such a small sample size, efforts to score, understand, and optimize customer interactions can be arduous and 
result in guesswork. Additionally, while organizations would like to be able to query call recordings to gain valuable 
insights, the need to protect your customers’ sensitive information can be enough of a roadblock to discourage you 
from attempting large scale call analysis at all.

Challenges

VoiceBase makes it possible for organizations like yours to leverage the latest advancements in artificial intelligence 
to help train your agents and improve customer service and satisfaction.

Speech Recognition & Analytics  
with VoiceBase and Amazon Connect
Gain powerful insights with API-powered speech transcription 
and a proprietary analytics platform

Optimized Customer Experience 
Map and understand what 
customers need

High Accuracy 
Neural Network speech engine

Cost-Efficient 
Pay-as-you-go pricing

Enterprise Grade 
Scalable platform

Service Levels 
Choose priority processing levels 
to meet timing needs

Secure 
PCI audited and PCI DSS Level 1 
Certified

VoiceBase is an Amazon Partner Network (APN) Standard Partner.

https://aws.amazon.com/solutionspace/contact-center/amazon-connect-voicebase/get-started


About AWS: For 10 years, Amazon Web Services has been the world’s most comprehensive and broadly 
adopted cloud platform. AWS offers over 100 services for compute, storage, databases, analytics, mobile, 
Internet of Things (IoT) and enterprise applications from 49 Availability Zones (AZs) across 18 geographic 
regions in the United States, Canada, Europe, Asia, Australia and South America. AWS services are trusted 
by more than a million active customers around the world – including the fastest growing startups, largest 
enterprises, and leading government agencies – to power their infrastructure, make them more agile,  
and lower costs. To learn more about AWS, visit http://aws.amazon.com.

© 2018, Amazon Web Services, Inc. or its affiliates. All rights reserved.

 
  
 
 

 
  
 
 

The Amazon Connect Integration is available to help you get started with the VoiceBase Gateway for Amazon Connect.  
This Quick Start guide provides you with detailed, step-by-step instructions to deploy and configure VoiceBase using AWS 
CloudFormation templates. It also includes pricing and scaling information to help you size and budget the integration.

Getting Started

VoiceBase is a cloud-based speech analytics provider focusing on deep learning and communications by providing access to spoken 
information for businesses to make better decisions. The VoiceBase integration makes it easy for Amazon Connect users to surface 
valuable insights from their contact center that can drive better customer service, improve agent training, optimize sales, monitor 
for compliance, and scrub sensitive data from Amazon Simple Storage Service (Amazon S3) buckets. 

VoiceBase has an in-house deep learning neural network speech engine that is built on a secure, scalable, and reliable REST API 
structure for flexible access and customization. With easy-to-use APIs, developers and enterprises can build scalable solutions with 
VoiceBase by embedding speech-to-text, conversational analytics, and predictive analytics capabilities into any big voice application.

Solution Overview

Amazon Connect

VoiceBase

Discover scalable solutions that help you achieve your business needs through a combination of AWS services and APN Partners that
have attained AWS Competency designations. Based on architectures validated by AWS to accelerate your cloud transformation,
you can deploy solutions quickly with AWS Quick Starts and optional Jumpstart consulting offers provided by APN Partners. 
Click here for more information

Customer Ready Solutions

AWS is working with VoiceBase to provide you with a solution for your contact center that leverages Amazon Connect 
and the speech recognition and analytics capabilities of VoiceBase.

Key features of this solution:
Custom Vocabulary – Add unique words such as pronouns, 
industry-specific acronyms, product names, and company 
names to your established vocabulary.

Knowledge Extraction – Spoken content is summarized 
into topics, keywords, and entities using state-of-the-art 
natural language processing (NLP).

Predictive Analytics – Discover the intent of spoken 
interactions and predict future customer behavior with next 
generation artificial intelligence (AI).

Data Security and Compliance – You can specify that 
sensitive data such as personally identifiable information 
(PII), payment card information (PCI), and social security 
numbers (SSN) are automatically scrubbed from both the 
audio file and text transcription of calls. VoiceBase is PCI 
DSS Level 1 Certified.

Conversational Analytics (Coming Soon) – Voice metrics 
are calculated from transcription and NLP results to 
provide a mechanism for analysis.

Amazon Connect is a flexible, cloud-based contact center service on AWS that enables organizations to provide optimal customer 
service at a lower cost. This is an attractive option for budget and quality conscious organizations that operate contact centers 
with varying work flows. There is no physical infrastructure to deploy and manage, so you can scale your Amazon Connect contact 
center up or down as needed. This is an open service, meaning it is easy to integrate with speech-to-text APIs from VoiceBase.

https://aws.amazon.com/quickstart/connect/
https://www.voicebase.com/amazon-connect-speech-analytics/quick-start/
https://www.voicebase.com/
https://aws.amazon.com/solutionspace/contact-center/amazon-connect-voicebase
https://aws.amazon.com/connect/?hp=tile&so-exp=below

