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Announcing Agent Insights for Voca CIC

AudioCodes is excited to announce the release of Voca Conversational Interaction Center
(cIC) Version 12.1 for General Availability. In this major version release, we are excited to
introduce a whole new built-in Al wrap up experience.

This release also includes other new features and enhancements for Workers, Supervisors
and Contact Center Managers using Voca CIC.

For more detailed information on this release, please see the Voca CIC Release Notes.

Major Feature Updates

o AgentInsights: Built-in Al Summaries & Sentiment Analysis

o Al Summary: Consistent, customized call summaries
o Al Sentiment Analysis: Understand customer satisfaction
o Transcription: Complete, searchable conversation records

o One-click send to CRM: Centralize customer conversation insights

e Real-Time Agent Status by Queue: View all queues and hover for status details

Voca CIC for Microsoft Teams
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Voca CIC is an Al-first omnichannel contact center entirely designed for Microsoft Teams.
Agents handle calls, compliance call recording, emails, webchat, and SMS interactions —
all from a single screen inside Voca CIC. Built-in Al powers Conversational IVR and Virtual
Agents. It automatically captures and summarizes every contact center conversation
across multiple languages and delivers transcription, sentiment analysis, and one-click
send to CRM.

Using role-based access controls, supervisors manage agents, queues, IVRs, IVAS,
schedules and flows without IT help. Contact centers get 99.999% uptime for voice
interactions, deep reporting, and multi-tenant controls — all delivered as a managed
service or hosted in the customer’s Azure cloud.

Start your 30-day free trial of Voca CIC today!

Solution Certification

The Voca CIC solution is Microsoft Teams Contact Center Solution: Unify Certified. The
solution is also certified as part of the M365 SaasS Security & Compliance program.
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