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CASE STUDY

Elevating call center 
efficiency with Deepgram's 
Voice AI platform
How MaxContact Achieved Unprecedented 
Accuracy and Efficiency

THE LANDSCAPE 

The Evolution of Call Center Solutions

In an increasingly digital world, call centers have transformed into so-
phisticated hubs of customer interaction, necessitating advanced tech-
nology to manage inbound and outbound communications effectively. 
MaxContact, a leading provider of contact center software, leverages 
cutting-edge solutions to enhance customer engagement and stream-
line operations in sales, collections, and customer service across various 
industries, including Business Process Outsourcing, Finance, and the 
Public Sector.

“Our goal at MaxContact is to provide a seamless and efficient employ-
ee and customer experience across all communication channels,” says 
Matthew Yates, VP of Engineering at MaxContact.

THE CHALLENGE 

Addressing the Need for Accurate Transcriptions

MaxContact faced a significant challenge: when looking at a technology 
partner for their new Speech Analytics platform, they needed the high-
est, most reliable level of accuracy, especially for mono recorded calls, 
to provide reliable analytics and insights to their customers. This was a 
critical pain point, as accurate call transcriptions are essential for com-
pliance, agent training, and extracting valuable data to improve custom-
er interactions.

ORGANIZATION 

MaxContact is the best cloud 
contact center platform for 
delivering conversation outcomes 
and customer insights to generate 
more revenue – compliantly. 
MaxContact has unrivaled 
outbound dialing capabilities as 
well as inbound and omnichannel 
functionality, plus advanced 
reporting.

INDUSTRY 

•	 Call Center

•	 Contact center

•	 Software

•	 Technology

NEEDS

MaxContact needed a 
technology partner for their new 
Speech Analytics platform that 
could deliver highly accurate 
transcriptions, especially for mono 
recorded calls. This was crucial 
for compliance, agent training, 
and extracting valuable data to 
enhance customer interactions.

SOLUTION 

Deepgram’s automatic 
speech recognition platform 
for the enterprise.

https://deepgram.com/product/speech-to-text
https://deepgram.com/product/speech-to-text
https://deepgram.com/product/speech-to-text
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“We needed a technology partner that was market leading to ensure our Speech An-
alytics platform delivered on its promise to our customers,” says Leah Tillyer, Product 
Marketing Manager at MaxContact. “The call transcriptions form the base of our AI 
analysis and so their accuracy and reliability is paramount to our customers agent 
training and compliance management.”

THE SOLUTION 

Integrating Deepgram's Advanced Speech Recognition  
 

MaxContact turned to Deepgram, an industry leader in automatic speech recogni-
tion (ASR), as their technology partner to achieve their transcription accuracy target. 
Deepgram's AI-powered speech-to-text (STT) solution delivered superior accuracy 
and was easily integrated into MaxContact's platform.

“Deepgram is the most accurate speech vendor we evaluated,” notes Matthew Yates. 
“Their technology has significantly improved our transcription accuracy, enabling us 
to deliver better insights and enhance our service offerings.”

Deepgram's STT technology was integrated into MaxContact's platform, provid-
ing fast and accurate transcriptions as well as advanced features such as speaker 
diarization and audio intelligence capabilities like redaction. This integration required 
minimal disruption and was swiftly adopted by the MaxContact team, thanks to 
Deepgram's developer-friendly API and robust support.

THE RESULTS 

Achieving Superior Accuracy and Operational Efficiency  
 

In comparison with other transcription technology providers, Deepgram has proved 
to be the most accurate and enabled MaxContact to achieve their product goals, 
including enhancing their analytics capabilities and increasing operational efficiency 
for their customers.

“The accuracy of Deepgram’s transcriptions has been invaluable,” says Leah Tillyer. 
“It’s helped us create market leading analytics that also ensure compliance. Our cus-
tomers can trust the insights they derive from their call data.”

Key results included:

•	Increased transcription accuracy, reducing errors and improving the reliability of 
call data.

•	Enhanced agent training programs, leading to better customer service and higher 
satisfaction rates.
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About Deepgram
 
Deepgram is a foundational AI company on a mission to transform human-machine interaction using natural 
language. We give any developer access to the fastest, most powerful voice AI platform including access to models 
for speech-to-text, text-to-speech, and spoken language understanding with just an API call. Contact us to learn 
more at Contact Us | Deepgram.

Essential Building Blocks for Voice AI

•	Improved compliance with industry regulations through precise and reliable 
call transcriptions. 

LOOKING AHEAD 

Continuing Innovation and Partnership  
 

MaxContact plans to continue leveraging Deepgram's voice AI platform to 
drive further innovation in their call center solutions. The partnership aims to 
explore new features and enhancements, such as improved sentiment anal-
ysis, summarization, and topic detection to provide even deeper insights into 
customer interactions.

By integrating Deepgram's advanced speech recognition capabilities, Max-
Contact is set to redefine the standards of efficiency and performance in 
the call center industry, ensuring a superior customer experience and robust 
operational performance.

About MaxContact 

MaxContact is the best cloud contact center platform for delivering conver-
sation outcomes and customer insights to generate more revenue – com-
pliantly. Our cloud-based contact center platform allows you to have more 
productive conversations and automatically connects the right people for 
better call outcomes. MaxContact has unrivaled outbound dialing capabilities 
as well as inbound and omnichannel functionality, plus advanced reporting. 
For further information, please reach out to the MaxContact team at  
marketing@maxcontact.com.

We’re excited about 
the future with 
Deepgram. Their 
comprehensive 
platform gives us 
the flexibility to 
integrate additional 
voice AI models that 
will undoubtedly 
help us stay ahead 
in the market and 
continue delivering 
exceptional value to 
our customers on an 
individual basis.

Matthew Yates 
VP of Engineering,  
MaxContact 

http://deepgram.com/contact-us

