Eliminating busywork

and building customer
trust in online meetings

Deepgram’s fast and accurate speech recognition
technology is the basis for UpdateAl’s action item
detection engine for Zoom.

ORGANIZATION: UpdateAl empowers
customer success (CS) and other de-
partments to filter out all the meeting
noise and get to the heart of the meeting
action items. Using artificial intelligence,
UpdateAl’s meeting assistant finds and
highlights all the action items from your
online meetings to make your CS team
more productive.

INDUSTRY: Productivity, sales and cus-
tomer success software

NEEDS:

e An ASR solution that provides real-
time transcription speed, at over 90%
accuracy at a cost that is scalable for
growth.

e A team that will work with them to
jointly improve their products.

SOLUTION: Deepgram’s Al speech
recognition

BENEFITS:

¢ Increase action item identification from
more accurate transcriptions.

e Faster results with 120X speed up of
pre-recorded audio; i.e., 1 hour of audio
transcribed in 30 seconds.

e More accurate Zoom meeting notes.

THE LANDSCAPE
Improving Customer Success Productivity

The pandemic has changed how we work. This is even more true for
Customer Success (CS) departments that are almost exclusively on
Zoom or other online meeting platforms for their work. At the end

of the day, CS professionals could have 6 or more back-to-back
meetings, where they have to summarize and organize action items for

each of their clients per day. That’s a lot of administrative work.

There are note-taking apps out there to help but they don’t provide
any intelligence for the user to highlight all the action items and prom-
ises. CS still has to filter through all the transcription notes, which are

not very accurate, and find all the action items.

THE CHALLENGE
Build an Action Item Engine with the Most
Accurate Audio Data

UpdateAl's challenge was how capture all the action items during the
meeting in real-time so immediately after the meeting the customer
success managers have their list of to-dos. They can then immediately
provide this list to their internal teams and back to their customers to
work on immediately, without wasting time.



As for the action item collection, Josh Schachter, CEO of UpdateAl, said,
“We had four main areas important to building our action item decision
engine: accuracy, real-time speed, action item NLP patterning and NLP
anti-patterning.” First, UpdateAl had to find an ASR solution that could
provide the speed and accuracy they needed for their Al. They tested

six different providers and chose Deepgram for its high accuracy and
transcription speed. Josh goes on to say, “We were really impressed by
the service, responsiveness, and general rapport of the Deepgram team
complemented with superlative results of the speech recognition testing; it
put them over the top.”

After solving for speed and accuracy, UpdateAl built their own natural lan-
guage processing (NLP) engine to find the positive patterns that indicate
actions items and filter out anti-patterns that create false-positives for
action items. This was accomplished with their Al and data experts who
developed a solid process and created a product that can be easily utilized
by CS professionals. Their journey is described here.

THE SOLUTION
Speed and Accuracy Provides the Foundation for
Success

Using Deepgram’s Al Speech Recognition solution, UpdateAl is getting the
most accurate transcription data at real-time speeds. This data foundation
is where their innovative Al engine can pattern match, and then learn and

improve upon summarizing action items for each and every Zoom meeting.

UpdateAl's action item detection is more than just keyword searching

and uses Al to find the action items hidden within the transcript in order
to highlight them to the user. In addition, UpdateAl has a team of data
scientists and annotation experts to continually correct the Al and improve
detection accuracy.

THE RESULTS
Reducing Time and Pain for Customer Success

Combining UpdateAl's NLP engine and Deepgram’s end-to-end deep
learning ASR created an action item and notetaking application for Zoom
that outperformed competitors in action item detection by over 180% in
accuracy based on a testing a set of 25 meetings with 1000 combined
minutes of speech.

CASE STUDY: UpdateAl

| recommend Deepgram
to any B2B SaaS company
looking for the best in
breed speech recognition
that outperforms

major competitors and
incumbents. Deepgram
gives me so much trust,
confidence, and relief
that | don’t have to worry
about the quality of the
transcription so | can
focus on building my
product.

Josh Schachter
CEO of UpdateAl


https://www.update.ai/how-updateai-detects-action-items-to-help-customer-relationship-builders/

This means that Customer Success can now focus on building relation-
ships, creating more loyalty, and finding new upsell opportunities, rather
than spending time taking notes or finding and summarizing all the actions
items from each meeting.

LOOKING AHEAD
Creating better accuracy and detection

UpdateAl is also working with Deepgram on tailored speech models for
their customers that improve on the current accuracy, especially of non-
common words, dialects, accents and business terms. This tailored speech
model will “learn” from UpdateAl’s real-world meeting data and improve
upon the transcription delivered and being analyzed by the action item Al
engine. This is a path to provide more real-time insights to the customer
success manager during the conversations.

ABOUT DEEPGRAM

CASE STUDY: UpdateAl

Deepgram is the world’s most accurate Speech Recognition platform. With its patented deep neural network,
easy to use API, and state-of-the-art model training capabilities, Deepgram enables organizations to easily

embed Al into their business. By unlocking accurate speech data insights, organizations can create delightful

customer experiences, improve productivity and generate new business channels faster, more reliably and cost

effectively than ever before. For more information, visit deepgram.com.

548 Market St, Suite 25104, San Francisco, CA 94104-5401
+1 833 DEEPGRAM +1833-333-7472



https://deepgram.com/

