


https://docs.google.com/file/d/1EQ6QzFl925hVQiboVR3tcqrBB9SB3-rU/preview


Integrated Experience Data
Combine Contact Lens "experience" data with technical and 
operations data to qualify the challenges impacting CX. 

Quantifies challenges impacting customer experience (CX), 
identifying whether issues are technical, agent training, or 
process-related.

Anomaly detection
Receive notifications for anomalous spikes in specific 
customer/agent keywords, enabling timely and informed 
responses to emerging issues.

Business Process Automation
Use enriched Contact Lens events to automate business 
processes, from updating Salesforce records to initiating 
callbacks or modifying customer profiles. 

The possibilities are endless!

Real-time Agent Alerts
Real-time messages to an agent when keywords or phrases are 
detected, to enforce consistent adherence to business processes.
Example uses:

● Agent Abuse: Report the customer or notify the supervisor
● Audio Issues: Report an issue to IT, or initialize a callback.
● Legal & Compliance: Flag call for review and present the 

agent a knowledge-base article for best practices.

Contact Lens rules & visualizations
Out of the box Contact Lens Rules, Playbooks and visualisations 
curated to shortcut the time to value with Contact Lens & 
Operata. 
Operata works alongside your existing Contact Lens deployment 
or accelerates your from scratch to provide actionable insights 
within minutes of deployment.

OPERATA X AWS

The Operata 90-Day Program for Contact Lens
SPARKING UNIQUE REAL-TIME INSIGHTS AND RECOMMENDED ACTIONS



OPERATA X AWS

The Operata 90-Day Program for Contact Lens
SPARKING UNIQUE REAL-TIME INSIGHTS AND RECOMMENDED ACTIONS

90 days unlimited access to Operata CX Observability 
platform including:

● Unlimited agent interactions - Across Contact 
Lens, Agent Environment, and Amazon Connect

● Human guided, rapid enablement within 60 
minutes

● Out of the Box Expert Visualizations and tools 
● Two hours of formal training (2 x 1-hour 

sessions)
● Full support with assigned Customer Success 

Manager



EXAMPLES IN USE

Detecting mid-call abandonment by customer
IMPROVE CSAT BY TRIAGING AND REDUCING MID CALL ABANDONMENT
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During an interaction, 
the customer abandons 

a call due to one-way 
audio.

Operata alerts 
agent that 

customer has 
abandoned, 

mid-call.

Operata initiates a 
preset workflow: e.g. 
Prompt agent redial,

Customer callback with 
priority, 

send an SMS.

Operations alerted 
with correlated 

insight that agent, 
location, or 

technology cause 

Actions or 
automation are 

invoked to improve.



EXAMPLES IN USE

Managing agent abuse
IMPROVE AGENT RETENTION & COMPLIANCE
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PLATFORMS5
Customer gets 

frustrated at agent and 
starts abusive 

behaviour.

Agent advises 
customer to stop 

abuse and 
consequences if they 

do not stop.

Agent can view abuse 
policy and end call

safely

Customer placed into 
an special queue, 

audio advising them 
of why call was 

terminated.

Operata events on 
agent abuse updating 

QM, WFM and/or 
CCaaS so interaction 

data is correctly 
attributed.




