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UNDERSTANDING ARTIFICIAL 
INTELLIGENCE

Artificial Intelligence (AI)
At its core, Artificial Intelligence (AI) is machine or computer 
learning that collects data, analyzes it using algorithms based 
on statistical models, and uses the results of that analysis to 
perform tasks that would have otherwise required a human. 

Artificial Intelligence comes in several forms – think of it 
as an umbrella term for machines that can imitate human 
intelligence. In the case of ENGAGE Interaction Analytics, the 
main branch of AI technology it uses is sentiment analysis 
which is a function of Natural Language Processing (NLP). 

Natural Language Processing (NLP)
Natural Language Processing is the intake and analysis of 
human language (whether written or spoken) by a computer 
system or program. 

There are many apps that already use Natural Language 
Processing. One example is SPAM Detection, which looks at 
an email’s subject line and body and decides if it is junk or not. 
Another well-known example are chatbots that assist online 
customers by automating responses based on what is typed 
by a customer. 

How Natural Language Processing Works

Step 1: Transcription
To analyze anything, NLP first needs to turn it into text which 
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HOW ARTIFICIAL INTELLIGENCE (AI) POWERS INTERACTION ANALYTICS

UNIVERGE BLUE ENGAGE Interaction Analytics is a powerful feature that uses artificial intelligence (AI) to save your team a 
tremendous amount of time by focusing your supervisors and leadership team on conversations that could help you identify 
service enhancements, sales opportunities, organizational improvements, and more. 

Let’s take a deeper look at how artificial intelligence works hand in hand with ENGAGE Interaction Analytics. 

may require transcribing speech. When transcribing speech, 
NLP analyzes each sound and uses probability algorithms along 
with massive word libraries to identify the most likely word 
being spoken.

Step 2: Prep for Analysis
To get text ready for analysis, NLP tries to simplify the text as 
much as possible. To do so, a few fundamental pre-processing 
tasks need to be performed: 
 Tokenization: NLP dismantles text into smaller pieces called 
tokens to make it easier to handle. For example, the sentence 
“I believe” can be tokenized into two word-tokens “I” and 
“believe”

 Part-of-Speech-Tagging: It then identifies and labels words as 
nouns, verbs, adjectives, adverbs, pronouns, etc.

 Stemming and Lemmatization: It reduces the different forms 
of a word to their stem form to make them easier to analyze. 
For example, the stem of the words plays, played, and playing 
is play

 Stop Word Removal: It removes frequently occurring words 
that don’t add any semantic value, such as: to, a, the, they, 
have, like, yours, etc. 

Step 3. Sentiment Analysis
Once data has been pre-processed, the next step is to analyze 
it for context/sentiment. Just like how transcription relied on 
probability to know what sounds (when combined) make up 
certain words, NLP uses probability to know that certain words 
placed together can predict sentiment.  This does not happen 
magically. AI developers who build Natural Learning Processing 
algorithms train it by feeding it sentence examples and telling 
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the algorithm what the expected outcome should be. NLP 
then uses Machine Learning, which takes that historical data, 
to make predictions on its own. 

ENGAGE Interaction Analytics
All this technology is what makes ENGAGE Interaction 
Analytics work. 
1. It transcribes every call (including voicemail) that comes 

through a call queue designated by an admin
2. It then uses artificial intelligence to analyze the call and 

records the number of positive and negative words within 
the context of the conversation

3. Based on the ratio of positive to negative comments, 
ENGAGE Interaction Analytics tags the conversation as 
positive, negative, or neutral, (sentiment analysis) saving 
you a ton of time rather than randomly spot-checking calls

4. It also automatically notifies supervisors and managers of 
conversations based on sentiment and key phrases that 
matter most to them

WHAT ENGAGE INTERACTION 
ANALYTICS CAN DO FOR YOU

ENGAGE Interaction Analytics can significantly improve the 
time it takes to discover new and meaningful insights to take 
your customer experience to the next level. 

ENGAGE Interaction Analytics makes it easier for you to:
 Gain new customer knowledge so that your leadership 
teams can target the ones that deserve their attention

 Save time and put your resources where it is most helpful
 Strategically prioritize your time and resources when using 
ENGAGE Interaction Analytics to monitor conversations for 
phrases and keywords
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