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Conversation Insights

Customer
Issue Resolution Satisfaction

‘85%)

A Complete Guide to Smarter, Q
. Quality Score
Safer, and Scalable Conversations
92%
Turn conversations into your greatest \ O
asset with Al-powered insights,
automation, and continuous improvement.

Research and produced by
Lester Jones. - Al/UX Researcher

<) Better Conversations. Better Outcomes. Every Time.

Al-POWERED INSIGHTS RISK & QUALITY / OPERATIONAL ﬁ @ CUSTOMER n CONTINUOUS
ASSURANCE B l I EXCELLENCE “ DELIGHT ./ [IMPROVEMENT

Uncover what matters most Reduce risk, ensure Drive efficiency, empower Deliver consistent, Measure, learn, and

across every conversation. compliance, and improve teams, and optimize high-quality experiences improve—every day.
quality at scale. performance. that build loyalty.

& Research and produced by Lester Jones. - A/UX Researcher | % LesterAJones@gmailcom | & 443-671-2866 | May202s: | iy Buldngetsrcomersation

through research, design, and Al.




] Al AS A JUDGE™

EXECUTIVE OVERVIEW

Al as a Judge™ is a next-generation
quality assurance and governance
framework that uses Al to evaluate,

Conversational
Al Platforms

explain, and improve conversational
Al systems at scale.
Assess multi-turn

conversations across
various platforms.

@ THE PROBLEM

Traditional QA methods

can't keep up with the scale,

complexity, and unpredictability

of Al conversations. Knowledge Bases
& Documents

X Low sampling Verify retrieved content

and knowledge
accuracy.

X Inconsistent scoring
% No reasoning or root cause
X Limited visibility

X Reactive, not preventive

Al JUDGE =

CONSISTENT
STANDARDS

ACTIONABLE
INSIGHTS
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Consistent evaluations.

Smarter insights.
Better outcomes.

©

IVA/IVR
Voice Assistants

Evaluate voice
interactions across
channels.

AS A JUDGE™

Human Review
& Oversight

Combine Al evaluation with

©

Chatbots &
Digital Assistants

Evaluate chatbots
and virtual agents for
accuracy, safety,

and relevance.

Agent Assist
& Copilots

Evaluate real-time
suggestions and
agent support
interactions.

human expertise for validation

and governance.

CONTINUOUS
IMPROVEMENT

THE OUTCOME

Consistent evaluations.
Faster improvements.
Lower risk. Higher trust.

CONSISTENT STANDARDS

Al Judge applies the same
evaluation criteria every time
across all conversations.

ACTIONABLE INSIGHTS

Deep reasoning and root cause
analysis drive meaningful
improvements.

CONTINUOUS
IMPROVEMENT

Proactive identification of issues
accelerates performance gains.

TRUSTED OUTCOMES

Stronger compliance, safer
interactions, and greater
trust from users.

TRUSTED
OUTCOMES




From Manual Reviews to Al Governance

ERA FOCUS KEY LIMITATION
1990s
Manual QA Manual QA Sampled Low scale, high cost,
recordings subjective
2000s
Analytics QA Analytics QA Metrics & call Shallow insights,
duration no understanding
2010s Speech Keywords & No reasoning,
Speech Analytics Analytics sentiment intent only
+ understanding ew risks: hallucination,
2015 LLM / Al und di New risks: hallucinati
LLM / Generative QA Generative QA of conversations omission, bias
+ easoning, scoring overned, explainable,
2023 AIAS A R i i G d lainabl
Al AS A JUDGE™ JUDGE™ & root cause continuous

Al as a Judge™ brings the reasoning, consistency, and governance

enterprises need to scale conversational Al with confidence.

T H E EVO I_U TI 0 N 0 F A QA has evolved from manual sampling to intelligent,
Al-powered governance that drives consistent,

high-quality conversational experiences at scale.

OUTCOME

Inconsistent
quality

Misses root
issues

Limited
context

Uncontrolled
variability

Trusted
Al outcomes




CONVERSATIONAL Al FAILURE TAXONOMY

The 7 Primary Failure Categories

7 |
€@ HaLLucivaTion | (9 OMISSION

Definition: Al fails to include
necessary or required

Definition: Al generates information
that is incorrect or

e

not grounded. information.
Example: Provides a policy q Example: Leaves out important
that doesn't exist. eligibiiity criteria.
\_ &
Vo = £
' @) COMPLIANCE FAILURE € INTENT FAILURE
Definition: Al fails to meet regulatory, ' » Definition: Al misunderstands
security, or privacy user intent or the
requirements. core objective.
FAILURE _
Example: Shares Pll or lacks Example: Routes to the
( disclosures. wrong department.

7 o = . g

\| A | O rovicy FAILURE

—
@ overcENERALIZATION
Definition: Al provides a response

Definition: Al gives overly broad

answers not tailored that violates policy or
to specific context. ; PR AN R compliance rules.
" UNOAFE KEOFUNOE
Example: Provides generic 5 Example: Gives incorrect

Definition: Al outputs harmful, biased, toxic, refund policy.
‘ or inappropriate content.

instead of tailored
answers.
) o Example: Generates offensive or
dangerous response.

[ @ Every failure has a cause. Every cause can be fixed.




OBSERVED ERRORS
(What We See)

Hallucination
4 Inaccurate or
unfounded answer

Omission

{9
{9)‘ Missing required
information
Unsafe Output
Q Harmful or
inappropriate

Policy Violation
Breaks business

or compliance rules

User taken to the
wrong path

(“g Incorrect Routing
X

Integrations
& APIs

INVESTIGATION
(Why It Happened)

Workflow &
Dialog Design

ERROR VS ROOT CAUSE FRAMEWORK

From Symptoms to Systemic Solutions

Policies &
Rules

ROOT CAUSES
(What We Fix)

Retrieval Issues

&CE} Incomplete or

irrelevant data

Prompt Design
@ Ambiguous or

incomplete prompts

2 Model Limitations

x Knowledge gaps or
behavioral bias
Integration Faults

API errors or data
mismatches

Workflow Gaps
</> Flaws in conversation
flow or logic

= Policy Gaps
v- s s
Missing or unclear

business rules




) Al JUDGE EVALUATION ENGINE

End-to-End Evaluation. Root Cause. Actionable Improvement.

Al as a Judge™ orchestrates a complete evaluation pipeline that goes beyond scoring
to identify why issues happen and how to fix them.

(1 2 © & 5 (6

CONVERSATION Al JUDGE EVALUATION SCORING ROOT CAUSE REMEDIATION

INPUT (LLM) RUBRIC ENGINE ENGINE QUEUE
® - Js - VEA

Capture conversation Evaluates the Applies enterprise Generates scores Identifies the most Prioritizes issues

transcripts, metadata, conversation using rubrics across and confidence likely root cause(s) and routes to the

user intent, and system advanced LLM dimensions (accuracy, levels for each using the Error vs right teams with

context from any reasoning and completeness, evaluation dimension Root Cause recommended

channel. understanding. compliance, etc.). and overall quality. framework. actions.

WHAT THIS ENGINE DELIVERS

@ il 9 % e %
all r_/ g

Consistent Deeper Insights Stronger Compliance Continuous Actionable Better CX &

Evaluations & Root Cause & Governance Improvement Remediation Business Outcomes

Al JUDGE DOESN'T JUST SCORE CONVERSATIONS—IT DRIVES MEANINGFUL IMPROVEMENT.




Al as a Judge™ evaluates conversations
across multiple dimensions to ensure
consistent, high-quality experiences

that meet enterpries SLAs.

@ PURPOSE

Define, measure, and maintain
quality standards that align
Al performance with business

and citizen expectations.

KEY

@ Target

O Current  Current performance

Desired SLA standard

O Threshold Minimum acceptable level

v

DIMENSION

SLA FRAMEWORK

Multi-Dimensional Quality Standards

WHAT IT MEASURES

TARGET (SLA)

CURRENT

THRESHOLD

WHY IT MATTERS

G} ACCURACY

e

COMPLETENESS

@ COMPLIANCE

RESOLUTION

INTENT
RECOGNITION

(2

(;9 GROUNDEDNESS

Factual correctness and
relevance of the response

Includes all required
information to fully
address the request

Adheres to policies,
regulations, and
security standards

Effectively resolves the
user's intent and need

Correctly identifies the
user's intent

Response is based only on

trusted, retrieved sources

90%

100%

90%

®® ®

87%

78%

81%

84%

85%

90%

80%

80%

Ensures users receive
correct and trustworthy
information.

Reduces follow-ups and
improves resolution rates.

Protects the organization
and maintains regulatory
compliance.

Drives higher customer
satisfaction and reduces
repeat contacts.

Ensures users are routed
and served appropriately.

Minimizes hallucinations
and builds user trust.

@ Consistent measurement across these dimensions ensures reliable, compliant, and high-performing conversational Al.
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SEVERITY AND RISK MODEL

Prioritize What Matters Most

CRITICAL
(Severe Impact)

MAJOR
(High Impact)

MINOR
(Low Impact)

Low
(Minimal Impact)

A

HIGH RISK

0

MEDIUM RISK

©

LOW RISK

OCCASIONAL
(1% - 5%)

A

HIGH RISK

A

HIGH RISK

O

MEDIUM RISK

©

LOW RISK

FREQUENCY (HOW OFTEN IT HAPPENS)

FREQUENT
(5% - 20%)

T

CRITICAL RISK

A

HIGH RISK

A

MEDIUM RISK

A risk-based approach to prioritize issues
based on severity and frequency.

VERY FREQUENT
(>20%)

A

CRITICAL RISK

A

CRITICAL RISK

T

HIGH RISK

O

MEDIUM RISK

IMPACT DIMENSIONS

BUSINESS IMPACT

Effect on operations, costs,
productivity, and organizational
objectives.

CITIZEN IMPACT

Effect on user experience,
trust, satisfaction, and ability
to complete tasks.

COMPLIANCE IMPACT

Effect on regulatory compliance,
policy adherence, data security,
and legal exposure.

O RISK PRIORITY GUIDELINE
Focus first on CRITICAL and HIGH risk
items that have the greatest combined
impact and frequency.

CRITICAL RISK \ HIGH RISK MEDIUM RISK n LOWRISK

Immediate attention required. | A High priority. Significant Moderate priority. Monitor Lower priority. Address
High severity and frequent impact or frequent and address in planning when resources
occurrence. ‘ occurrence. cycle. allow.

LOW RISK (MINIMAL)
Minimal impact and low
occurrence. Monitor

periodically.




B CLOSED-LOOP REMEDIATION FRAMEWORK

Act. Fix. Verify. Prevent. Repeat.

IDENTIFY

Detect and prioritize issues
using Al Judge insights,
risk scoring, and impact

analysis.

Key Outcome

Clear visibility into what
needs to be fixed first.

(2

REMEDIATE

Address root causes

through prompt, policy,
data, workflow, or model

improvements.

Key Outcome

Root causes are fixed,
not just symptoms.

©

VERIFY

Re-run evaluations to
validate fixes and
ensure quality standards

are met.

Key Outcome

Confirmed improvement
and quality assurance.

4

PREVENT

Implement guardrails,
update policies, add tests,
and strengthen controls

to prevent recurrence.

Key Outcome

Stronger safeguards
and fewer repeat issues.

5

REPEAT

»@»Q

Continuously monitor,
evaluate, and improve
in a continuous

improvement cycle.

Key Outcome
Sustained quality
and continuous
improvement.

@

The Goal: Close the loop on every issue—so every fix leads to better outcomes.




KPIs AND CONTINUOUS IMPROVEMENT

Measure. Learn. Improve. Repeat.

KEY PERFORMANCE INDICATORS (KPIs) — CONTINUOUS IMPROVEMENT LOOP

QUALITY SCORE RESOLUTIONRATE " CUSTOER 1. MEASURE
< Of’ Overall Al Judge @ % of conversations =) SATISFACTION Tralilc;l; tKzls ahntc:

Quality Score successfully resolved CSAT / NPS i

scores
Measures the overall Tracks the ability to resolve Measures customer 5. REPEAT
quality of conversations. user issues effectively. happiness and loyalty. Continuously 2. ANALYZE
iterate to elevate Identify trends,
quality and root causes, and
t 5 tunities.

FIRST CONTACT P CONTACTRATE . COMPLIANCE SCORE i ik
@ RESOLUTION (FCR) ) | %ofusersreaching | 0 l I Adherence to policies,

% resolved on first out multiple times regulations, and

interaction quality standards 4. VALIDATE 3. IMPROVE

Verify results | Implement fixes,
Indicates efficiency and Highlights unresolved Ensures risk mitigation and :;‘:‘:2:;:3 :::Z::a::;:cesses'
reduces repeat contacts. or recurring issues. regulatory compliance. :
are met. experiences.
/ DATA-DRIVEN IMPROVEMENT THE RESULT
I I Use KPI insights to identify trends, prioritize actions, O Higher quality, happier customers,
ol and drive meaningful improvements. lower costs, and sustainable growth.



SECURITY, PRIVACY, AND COMPLIANCE

Built with Trust. Designed for Enterprise.

Al Judge™ is built with enterprise-grade security and compliance at its core,
ensuring your data is protected and your organization stays compliant.

DATA SECURITY

PRIVACY BY DESIGN

B

COMPLIANCE READY

ENTERPRISE CONTROLS

Yy

SECURE DEPLOYMENT

=
=9

TRANSPARENCY
& ACCOUNTABILITY

End-to-end encryption,
secure data storage,
and access controls
protect your data

at every layer.

We collect only what's
necessary and never
use your data to train

public models.

Built to support
enterprise requirements
including GDPR, SOC 2,

and industry standards.

Role-based access,
audit logs, data
retention policies, and

admin controls.

Flexible deployment
options (cloud or
private) to meet your

security needs.

Clear data practices,
continuous monitoring,
and a commitment to

responsible Al.

Your trust is our priority. Al Judge™ helps you deliver better conversations

with the highest standards of security, privacy, and compliance.




£} IMPLEMENTATION GUIDE

Simple Steps. Powerful Results.

@ -

DEFINE GOALS

2

ENGAGE STAKEHOLDERS

-

«-
vv

ASSESS & PLAN

4

CONFIGURE & INTEGRATE

5

TRAIN & ENABLE

6/

"Qo"ef"ﬁi

LAUNCH & IMPROVE

Identify your key
objectives and the
outcomes you want
to achieve with

Al Judge™.

BEST

PRACTICES

Involve key teams
across your
organization to
ensure alignment
and support.

Start small,
scale fast.

Evaluate your current
processes and data.
Create a roadmap for
successful adoption.

Communicate
clearly and
often.

Set up Al Judge™ and
integrate with your
existing systems
seamlessly.

Use data to

guide decisions.

Train your teams and
promote best
practices to drive
confident usage.

Celebrate wins
and share
success stories.

Go live, monitor
performance, gather
feedback, and

continuously improve.

Keep improving
through feedback
and insights.



Fast Setup. Quick Value.

[F] GETTING STARTED IS EASY

~
Our streamlined onboarding process gets you up and running with Al Judge™ quickly
—s0 you can start seeing results fast.
.9 v
= . 4 N 3 g
DISCOVER CONFIGURE ONBOARD LAUNCH SUCCEED
© ©iabt © 4 o
&' o
We learn about your | We set up Al Judge™ We train your team, Go live with confidence We continuously support
goals, challenges, and to fit your workflows, migrate data securely, and start using Al Judge™ you to optimize, expand,
use cases to tailor the | data sources, and and ensure a smooth to drive immediate and achieve lasting
right solution for you. ‘ organizational needs. transition. impact. success.
A% SN 7 \&

With Al Judge™, you’ll see value from day one—and more as you grow.

o START STRONG. STAY AHEAD.




