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Call interactions remain vital for organizations across 

industries, even in today’s digital communication 

landscape. Despite significant investments in digital 

analytics, many companies have a blind spot when 

capturing insights from voice interactions. This gap 

can lead to repetitive inquiries, misrouted or delayed 

requests, and missed opportunities for strategic 

improvement.

This guide will help you:

By the end, you will understand your call intelligence 

blind spots and practical strategies to overcome 

them. We’ll equip you with insights on transforming 

voice interactions into strategic assets, streamlining 

operations, and optimizing interactions for greater 

efficiency and effectiveness. Let’s explore how you 

can unlock the full potential of your communication 

capabilities.

 
Introduction

    Understand current trends in communication   	

    systems and customer engagement   

    Identify key pain points caused by call     	   	

    intelligence gaps 

of organizations are planning 
communication system upgrades

are adopting hybrid communication 
systems that integrate on-premises 

and cloud technologies

have used their current voice 
systems for over 7 years, significantly 

hindering digital transformation

63%

92%

68%

Missing Insights: The Price  
of Call Intelligence Gaps

Despite the rapid shift to digital channels, voice 

remains a critical communication medium for 

organizations across industries. They handle 

thousands of customer and internal calls daily, 

representing high-value interactions — yet most 

capture remarkably few insights from these 

conversations.

While organizations have invested heavily in digital 

analytics to track website behavior, app usage, and 

text-based communications, voice interactions 

have largely remained an analytics blind spot. This 

overlooked dimension represents one of modern IT 

strategy’s most significant missed opportunities.

According to recent research surveying nearly 

2,000 midmarket and enterprise organizations:

    Explore strategic solutions to address these   	

    challenges, including AI-powered tools and 	  	

    modern communication systems

   Implement actionable recommendations                	

   to enhance your organization’s customer     	    	

   engagement strategy



Customer Engagement Enhancement:  

of organizations cite improving customer 
engagement quality during calls as their primary 

motivation for upgrading

52%

The Urgent Case for Call 
Intelligence

Without visibility into your voice platform, your 

organization faces critical challenges that demand 

immediate attention. Staff productivity suffers as 

teams waste valuable time repeatedly addressing 

the same inquiries across departments. Customers 

and employees alike experience friction from 

misrouted or delayed calls. 

Legacy Voice System Limitations: 

need to replace or modernize obsolete phone 
systems that lack integration capabilities

48%

Remote / Mobile Workforce Support:

Advanced Call Functionality Adoption:

prioritize enabling seamless voice collaboration for 
distributed teams

seek specific voice features unavailable in existing 
systems

45 %

40%

Voice System Consolidation:

aim to simplify fragmented call infrastructure

41%

Perhaps most concerning, strategic improvement 

opportunities remain hidden without data-driven 

insights from voice interactions, while legacy 

systems block AI-powered transformation that 

could unlock significant value.

These call intelligence gaps explain why the 

modernization of voice communication systems 

is no longer optional—it’s a necessity driven by 

converging priorities1:

Resources:
1. The Hybrid and AI Revolution in Business Communications: 
What it Means to You. TechAisle. 2025



The Power of AI-Driven Call 
Intelligence

Forward-thinking organizations leverage AI to 

transform their voice platforms into strategic 

assets that drive measurable business outcomes. 

By extracting actionable insights from every 

conversation, companies can revolutionize 

customer experiences, streamline operations, and 

uncover valuable intelligence that was previously 

lost. 

Modern call intelligence solutions enable 

organizations to turn routine voice interactions 

into advantages through advanced analytics and 

automation.

Research shows organizations are pursuing 

specific objectives with these AI-powered 

capabilities1:

Resources:
1. The Hybrid and AI Revolution in Business Communications: 
What it Means to You. TechAisle. 2025

aim to increase staff efficiency by 
automating routine call tasks and 
providing real-time voice insights

focus on improving customer 
response times through AI-powered 

call

seek to enable smoother 
interdepartmental communication 
between frontline and back-office 

teams

56%

53%

52%

want to identify, summarize, and 
personalize voice communications for 

improved engagement

plan to analyze call patterns to 
understand caller behavior and 

optimize experiencessupportcloud 
technologies

48%

43%



Transforming Outcomes 
with Call Intelligence

Implementing the right call intelligence solution 

delivers tangible value across multiple dimensions. 

Organizations that successfully address their call 

intelligence blind spot gain significant advantages 

impacting customer satisfaction and bottom-line 

results. 

With 64% of businesses prioritizing strong 

partner ecosystems, organizations can access 

comprehensive support throughout implementation 

and beyond, ensuring the successful transformation 

of their voice communication strategy.

Accelerated Decision-Making: 

Data-driven insights enable faster, more effective 

business decisions

Increased First-Call Resolution: 

Reduce repeat calls and improve customer 

satisfaction 

Improved Compliance: 

Automated call monitoring ensures adherence to 

regulatory requirements 

From frontline agents to C-suite executives, 

stakeholders throughout the organization 

benefit from the insights and efficiencies that 

comprehensive call intelligence provides.

These advantages translate into measurable 

improvements across critical metrics:

Enhanced Agent Productivity: 

Automation of routine tasks frees agents to focus 

on complex issues 



The Role of Hybrid 
Communication in Call 
Intelligence

The trend towards hybrid communication systems 

(integrating on-premises and cloud technologies) 

is significant (92% of organizations are adopting 

them). This approach isn’t just about infrastructure 

flexibility; it is vital in enabling and maximizing call 

intelligence. Here’s how:   

Preserving Critical Data and Control: 

For organizations in regulated industries or those 

handling sensitive information, on-premises 

solutions within a hybrid model provide the 

necessary data control and security. This ensures 

that valuable call data is managed in compliance 

with regulations while still allowing call intelligence 

tools to be applied.     

Scalability and Flexibility for Analysis: 

Cloud-based components of a hybrid system offer 

the scalability and flexibility needed to store and 

analyze large volumes of call data. Cloud resources 

can be leveraged to apply AI-powered analytics and 

generate insights without straining on-premises 

infrastructure.     

Integration with Modern Analytics Tools:

Hybrid solutions facilitate the integration of call data 

with modern analytics platforms, whether cloud-

based or on-premises. This allows organizations to 

combine call intelligence with other data for a more 

comprehensive understanding of customer and 

employee behavior.    

Phased Modernization with Intelligence Focus:

Optimizing Performance and Cost: 

A hybrid approach enables organizations to 

modernize their communication systems in 

phases, prioritizing implementing call intelligence 

capabilities. This allows for a gradual transition 

while ensuring that the most critical need – gaining 

insights from interactions – is addressed early on.      

Hybrid systems allow organizations to optimize 

performance and cost by strategically allocating 

resources for call intelligence. For example, call 

recording and initial processing might occur 

on-premises, while more intensive AI-powered 

analysis is performed in the cloud.  

In essence, hybrid communication provides a robust and adaptable foundation 

for call intelligence. It allows organizations to balance their security, scalability, and 

control needs while effectively capturing, analyzing, and leveraging the wealth of 

information contained within their voice interactions.       



The Vision: Unlocking the 
Power of Communication 
Intelligence

Modern solutions offer a powerful vision for gaining 

interaction intelligence across the organization:

Knowledge Empowerment: 

Centralizing knowledge and providing easy access 

to information for staff to resolve inquiries quickly 

and accurately.

Unified Communication: 

Integrating various communication channels 

(voice, email, chat, etc.) provides a centralized 

view of interactions.

Interaction Capture and Analysis: 

Recording and analyzing interactions to 

understand what’s being said, identify trends, 

and ensure quality.

Automation and Workflow Optimization: 

Automating routine tasks and streamlining 

workflows to improve efficiency and reduce 

handling times.

Performance Visibility:

Providing real-time visibility into key metrics, 

such as handling times, satisfaction scores, and 

resolution rates.

AI-Assisted Insights: 

Using AI to analyze interaction data, including 

sentiment analysis, speech analytics, and text 

analytics, to extract valuable insights.



Steps to Call Intelligence: 
From Data to Decisions 

As the statistics show, many organizations are 

missing crucial insights from their voice interactions, 

leading to inefficiencies and missed opportunities. 

Organizations can transform customer and 

employee experiences, drive efficiency, and achieve 

outcomes by investing in modern solutions to 

gain comprehensive call intelligence. To realize 

these benefits and eliminate the communication 

intelligence blind spot, leaders should take the 

following actions: 

1 Assess Your Engagement Landscape: 

Evaluate how interactions are handled across the 

organization, including customer-facing and internal 

support functions. Identify areas where visibility and 

intelligence are lacking.

2 Recognize the Value of Interaction 

Every interaction is a source of valuable data that 

can be used to improve processes, enhance service, 

and drive better outcomes.

3 Prioritize Interaction Visibility: 

Implement solutions that provide comprehensive 

visibility into interactions across all channels and 

departments.

4 Invest in Modern Solutions: 

Implement communication solutions with robust 

capabilities for:

        Unified communication

        Interaction capture and analysis

        AI-powered insights

        Automation

        Knowledge management

5 Focus on Integration: 

Ensure that new solutions can be integrated with 

existing systems, such as CRM, HRIS, and IT service 

management platforms, to provide a holistic view of 

interactions.

6 Empower Your Staff:

Choose user-friendly solutions and provide an 

intuitive experience for staff, enabling them to 

handle interactions effectively.

7 Leverage Analytics and Reporting:  

Set up systems to capture, analyze, and report 

on interaction data. Use these insights to drive 

continuous improvement.

8 Provide Training and Support: 

Ensure that staff are properly trained on how to use 

the new systems and leverage the available data and 

insights.



Conclusion

In today’s fast-changing world, understanding 

customer and employee interactions is essential. 

Many companies miss valuable information in daily 

communications, creating a gap between current 

knowledge and potential insights. Organizations 

close that gap with modern technology and gain 

a clearer picture through voice communication 

insights. This leads to more satisfied and loyal 

customers, driving increased sales and retention, 

more effective employees, reducing costs and 

improving productivity, and smarter decisions. 

Organizations that close this intelligence gap will 

achieve significant advantages, leading to more 

efficient operations, better resource allocation, and a 

greater capacity to deliver on their core objectives.
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Seeing clearly starts with 
knowing where to look.  

Schedule your discovery 
consultation with Mitel today.


