
The question of how to measure the performance of digital assistants is one that hasn't received a 
bulletproof answer so far. Different companies measure things in different ways, from NPS on the 
CX side to things like error rates on the technical side. Whereas, what really matters is whether the 
assistant is able to genuinely help customers. Having a scorecard that holds digital agents to the 
same standard as its human colleagues is a great step in both raising the bar for digital assistant 
performance, as well as standardising on what high quality performance actually is. 
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HOLDING CALL CENTER AI TO 
NEW SCORING STANDARDS 



WHAT IF VIRTUAL ASSISTANTS 
WERE MEASURED LIKE HUMAN 
AGENTS? 

Businesses that commit to improving the quality of their customer experience can achieve
incredible results. More than 80% of these companies report a revenue increase — hardly
surprising when customers tell just nine people about a positive experience but 16 about a
negative one. 

Delivering a high standard of customer experience can certainly be a challenge, but emerging
technologies, like AI, are empowering businesses with the tools to get it right. 

AI is increasingly crucial in customer experience and contact centers. For example, Accenture
research found that AI and other emerging technologies handle 70% of customer interactions
as of 2022 — a steep increase from just 15% in 2018. 



SO WHAT’S THE SECRET TO 
DEPLOYING AI EFFECTIVELY IN 
YOUR CUSTOMER SUPPORT 
WORKFLOWS? 

Call center managers can become obsessed with accuracy and containment rates, but the 
goal of good customer service isn’t to stop a customer from talking to you — it’s to make 
the interaction as fruitful and efficient as possible. 

That’s where conversational AI comes in. Utilizing natural language processing (NLP) in a 
text-based or spoken interface, conversational AI is capable of understanding and 
responding to customers in real-time. 

Even when a customer requires human-to-human interaction (an escalation from virtual 
assistant to human agent), AI can smooth out and speed up the triage and issue 
identification process. And, if done well, AI can also allow your experts to be more efficient 
in handling problems that only they can solve. 

In this whitepaper, we look at the role of conversational AI in customer support teams. We 
also look at ways of improving the performance of your virtual assistants, including the 
metrics and measurements that really make a difference. 

If you introduce measures around business KPIs, contextual awareness, courtesy, and 
generosity, then you’ll train your AI to be so much more than just error-proof. When done 
right, conversational AI can significantly improve the quality of your customer service — we 
just need to assess and train virtual assistants with as much enthusiasm as we invest in 
human agents. 

The role of virtual assistants in 2022 — how well is AI performing today?

What performance metrics matter for conversational AI?

Additional metrics for evaluating conversational AI

Measuring AI with the Speakeasy AI Conversational AI Scorecard

What step should you take next?     C
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THE ROLE OF VIRTUAL ASSISTANTS 
IN 2022 —HOW WELL IS AI 
PERFORMING TODAY? 

As a developing technology, conversational AI is jam-packed full of potential. But it’s not 
where we need it to be today. According to recent research: 

43%
of consumers think that 
virtual assistants need to 
work on accuracy and 
understanding 

27%
of consumers agree that 
virtual assistants need to 
work more smoothly in 
conjunction with human 
agents

19%
believe AI should be capable 
of more “human-sounding, 
natural conversation”. 

WHAT IF VIRTUAL ASSISTANTS WERE MEASURED 
LIKE HUMAN AGENTS? 

It’s not uncommon for AI to be inadequately deployed in a contact center environment. We
all know how good cutting-edge AI is, but as with anything the proof is in the rollout. 

The most common issue we see businesses struggling with isn’t to do with bad AI
technology or even bad AI rollout. It comes down to how the AI’s impact is being measured. 

If you continuously measure your AI via error rate alone, you’ll cultivate an AI capable of
operating perfectly when it undertakes tasks it’s already done. That’s great, but it’s hardly
customer-centric. To enjoy the revenue - and customer satisfaction - boosting benefits we
mentioned, your conversational AI needs to be operating on a much higher plane. 

So let’s get to the heart of the matter: we’re asking what happens if we assess our
conversational AI applications (IVAs) and hold them to the same standards as we do with
our human support agents. 



Conversational AI enables humans to interact with computers in a more fluid, engaging way, 
using natural language. Anyone who has experienced the frustration of speaking to a clunky 
virtual assistant, and repeating themselves over and over, will find this music to their ears! 

In a customer support environment, teams can leverage conversational AI to measure 
various types of customer interactions across customer service, sales, and technical 
support. Conversational AI must be trained on the right data, though, to mirror human 
interactions as accurately as possible. 

Correctness and fluency are essential to measure conversational AI accuracy:

         Correctness: How closely does the response align with the truth? 
         Fluency: How smooth and effortless is the flow of conversation? 

You want your customers to feel as if chatting to a virtual assistant is as engaging and 
pleasant as interacting with a trained, skilled human agent. And yes, correctness and 
fluency may be crucial measurements — but they’re just the tip of the iceberg when 
extracting real value from conversational AI. 

This is where Speakeasy AI’s Conversational AI Scorecard adds so much value. Similar to 
scorecards used to evaluate human agents in customer experience and contact center 
environments, the Conversational AI Scorecard helps assess the performance of your 
conversational AI versus the metrics that matter. 

Utilizing a scorecard enables you to identify improvement opportunities to deliver a stronger 
customer experience with a better conversational AI. 

WHAT PERFORMANCE METRICS 
MATTER FOR CONVERSATIONAL AI? 



Coherence 
Do all questions and responses from the conversational 
AI make sense to the customer in context? 

A lack of coherence can prove frustrating, especially if 
the customer is forced to repeat themselves over and 
over for minutes at a time. Give them no reason to put 
their phone down or click away from your site before they 
resolve their issue. 

Responsiveness 
Does the conversational AI respond to customers in a 
timely manner? 

Waiting minutes for a virtual assistant to reply to a 
question or comment is not fun for customers. People 
may contact a support team when they’re in a hurry and 
will want to resolve their issue as soon as possible. As a 
result, poor responsiveness may leave a bad taste in their 
mouth. 

Outcome 
Virtual assistants are just another tier of support — they 
aren’t a silver bullet. Sometimes, AI can solve a 
customer’s problem. Other times, it needs to direct the 
customer to an expert, armed with historical data and 
plugged into the relevant systems to ensure the 
customer’s final interaction is quick and painless.

There are two factors to consider in this workflow: 
resolution rate and task completion rate.

Resolution rate measures the number of tickets assigned 
and the number solved within a specific period. 
Task completion rate uses specific success criteria to 
measure how effectively the AI achieves its objectives. 

Resolution is paramount for a successful AI-led customer 
experience: just as in human-to-human interaction, during 
which an agent may misunderstand a customer’s 
questions or certain points will require elaboration, the 
most important element is that the issue is resolved. 

Task completion rate can be a little more complex. For 
instance, a question that’s unrecognized during a session 
presents an opportunity to improve the conversational AI. 
But the customer may rephrase their question and still 
get the solution they need anyway — a satisfactory 
outcome. 

Customer experience and tone 
Does the conversational AI provide the customer with 
more information than they need to? And is its tone polite 
and respectful? 

Customers should feel as if the virtual assistant, and the 
company overall, values their business. An assistant that 
overwhelms the customer with excessive amounts of 
information on a subject could chase the user away. 
Instead, providing the essential details requested in a 
measured, balanced way. 

Customer effort 
How hard does the customer need to work to get the 
answer they’re looking for or achieve their goal? 

Ideally, your virtual assistant will provide customers with a 
fluid, user-friendly flow of actions that lead to a successful 
resolution. 

If the customer is forced to backtrack and return to an 
earlier point in the interaction to follow another path, that 
means your conversational AI is not as high-performing as 
it should be. 

Customer satisfaction score 
How satisfied is the customer by the end of the
interaction or transaction? 

The higher the score, the more likely they will be to become 
an advocate for the business and recommend it to others. 
The lower the score, the more likely it is that the customer 
will warn people to look elsewhere. 

Business KPIs 
How is the AI helping or not helping the business to 
deliver on its objectives? 

While most businesses use some of the same KPIs (such 
as revenue growth, customer satisfaction, and client 
retention rate), they will rely on others to measure 
performance. KPIs vary depending on performance criteria, 
industry, and other factors. 

SO WHAT OTHER METRICS ARE INCLUDED IN 
THE SCORECARD? 
We're glad you asked...



Customer inputs and answers 
Historical data
Previous interactions 
Additional data sources 

Accuracy and errors 
Your conversational AI must be as accurate as possible to deliver the best customer 
experience. Errors may be unavoidable and forgiven by customers, just as they would be 
when dealing with human agents, but there is a line. 

Measuring your AI’s accuracy and errors will help you pinpoint common reasons for 
issues, such as if it struggles to recognize certain words or phrases 

Containment rate 
Containment rate refers to the percentage of users who interact with an automated 
service but leave without speaking to a live human agent at any point. 

Deflection 
Call deflection applies to reducing the number of calls your contact center, help desk, or 
other department receives by diverting them to another place to answer questions. These 
include self-service and digital channels. 

Abandonment 
In inbound contact centers, abandonment rates in is the percentage of phone calls 
abandoned by customers before they speak to an agent. 

Transactions per conversation without context 

Context allows your conversation AI to personalize outputs with relevant information 
gathered from: 

This is significantly more difficult without context, just as it is during human interactions. 

While each of these metrics is important to quality customer experience, they 
aren’t nearly as crucial as the AI Scorecard measurements. 

ADDITIONAL METRICS FOR EVALUATING 
CONVERSATIONAL AI 
Businesses can use the following metrics for measuring AI, though these are less 
important than those we've covered.



Did the assistant start the call appropriately? 

Did the assistant ask for membership details and access the profile at the beginning of the call, if 
applicable?

Was the assistant able to determine and acknowledge that the guest had previously stayed at the venue 
before asking the guest directly? 

Was an enrollment offered if the customer was not a member of the brand’s rewards scheme? 

Was the assistant able to showcase any brand or hotel knowledge by mentioning a brand hallmark or hotel- 
specific feature? 

Was the assistant focused by showcasing active listening? 

Was the assistant able to follow the proper hold procedure?

Did the assistant repeat pertinent booking details to ensure that it was clear with the guest?

MEASURING AI WITH THE 
SPEAKEASY AI CONVERSATIONAL 
AI SCORECARD 

These questions cover key aspects of an interaction that would allow the conversational AI 
to establish a connection with the customer, make them feel valued, provide the information 
they need, expand their experience by enrolling them into a loyalty program, and more. 



For example, they may address why the virtual 
assistant/concierge started the interaction in an 
inappropriate manner, such as being too 
informal or not providing a name. They can 
recommend any changes necessary to improve 
the AI. 

Using the Conversational AI Scorecard enables 
a business to determine where their 
conversational AI may contribute to an 
ineffective customer experience, what 
adjustments they need to make, and why those 
changes are so important. 

The Speakeasy AI Conversational AI Scorecard 
can become an at-a-glance resource for those 
working to improve the conversational AI, 
referred back to in the future to continuously 
measure progress. 



Conversational AI is one of the most important technologies of our time. It has the potential to 
transform how we interact with technology — and is already starting to revolutionize customer 
service. Businesses can leverage conversational AI to reduce strain on human agents, without 
reducing the efficiency of their service, and improve their overall customer experience.

However, as an increasing number of businesses adopt conversational AI and integrate it into 
their day-to-day operations, it’s crucial to measure its effectiveness accurately. Utilizing the 
methods we have explored enables businesses to track the performance of their virtual 
assistants — and ensure that they provide a customer experience of the highest standard.
And, more importantly, they can build a more seamless link between virtual assistants and 
human agents.

Speakeasy AI brings the quality of human-agent interaction to your current automated 
customer support solution with voice AI via our patented Speech-to-Intent™ technology. Our 
innovative solution has the power to not only predict your customers’ needs in context but 
actually resolve them efficiently and effectively.

Speakeasy AI delivers a fast, seamless customer experience your customers will appreciate. 
They will recognize that your business values their custom, and will become less likely to
abandon interactions.

You can reduce your costs, scale your service, and cultivate stronger connections with 
customers through personalized support. And, crucially, Speakeasy AI adapts over time to 
consistently ensure the finest customer performance.

Access your free Conversational AI Scorecard from Speakeasy AI today and take your
customer experience to another level.

WHAT STEP SHOULD YOU TAKE 
NEXT?

SpeakeasyAI.com

https://speakeasyai.com/wp-content/uploads/2022/06/Conversational-AI-Scorecard-6.2.22.pdf
https://speakeasyai.com/

