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VoC Listens.   Agent Assist Acts.   AI Connects Them.



Three years of fixing one flaw at a time

LLM

reasons — but hallucinates

RAG

grounds it in sources

Memory

it forgot everything

MCP. Context Engine

gives it hands
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The intelligence was never the hard part.

It's everything we built around it.



V O C  ·  T H E  S I G N A L

In one week,

this doubled.
Scheduling · UK Housing Association

Residents calling to chase visits that hadn't arrived in the expected 

window. Agents explaining prioritisation frameworks they'd explained 

a hundred times that week. No escalation flag. No ticket. Just a 

pattern building in real time. Invisible everywhere else.

This happens thousands of times a day in your operation.

V O L U M E

546 → 660
calls · one week

N E G A T I V E  S E N T I M E N T

13% → 25%
in seven days — before anyone reported it



V O C  ·  T H E  M E A S U R E M E N T  P R O B L E M

Every broken experience
becomes a new contact.

What you measure

Handle time. FCR. Deflection rate.

Your effort. How efficiently you processed 

the contact.

What the customer experienced

An unresolved problem. A repeated call. 

A story told twice to a stranger. None of 

this appears in your dashboard.

The gap

Contact centres optimise for the metric, 

not the outcome. A resolved ticket and a 

satisfied customer are not the same 

thing.



E N G H O U S E  V O C

Not the voice of the 5%.

The 100% who call.

100% of interactions. Connected to QMS.

Topic and Sentiment together

Patterns before they escalate

AI-generated summaries









H O W  I T ' S  B U I L T  ·  T H E  E N G I N E E R I N G

The model never gets the last word.

Sequential calls - each with one job - and evaluation built into the generation itself.

GENERATE

read in batches,
draft the themes

EVALUATE

factual · coverage
· actionable

REFINE

merge, rank,
lock real quotes

evaluation feeds back until the summary holds up
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A G E N T  A S S I S T  A C T S  ( D I G I T A L )



A G E N T  A S S I S T  A C T S  ( E M A I L )
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The most important thing it does is 

nothing.



A G E N T  A S S I S T

RAG with discipline.

No source → silent

In chat, if nothing in the KB matches, it stays quiet. No invention.

Email → acknowledge only

It confirms receipt and never fabricates an answer it can't ground.

Nothing sent until a human says yes

The agent must actively confirm they reviewed the draft. People stay in command.



A I  C O N N E C T S  T H E M

Two halves. They don't yet talk.

VoC

LISTEN

can't act on what it hears

Agent Assist

ACT

remembers nothing

?



A I  C O N N E C T S  T H E M

VoC understands. CRM remembers. Agent Assist acts.

VoC

understands the customer

CRM

holds the memory

Agent Assist

acts on the next call

The next conversation feeds the loop

LOOP CLOSES
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Everyone rents the same AI models.

Nobody else has your conversations.



N E X T  6  M O N T H S

Already in motion. With real customers.

Voice

Listening on every call.

MCP

Connecting Agent Assist to a US 

customer's order-management 

system. The agent gains hands.

110 years of knowledge

A bespoke AI layer makes a century 

of product information usable in real 

time.



Thank You
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