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Raising the bar for
Virtual Agent performance

A deep dive into the conversational quality
behind the new Zoom Virtual Agent

According to Zoom's most recent research with Morning Consult, 70% of consumers say virtual
agents should sound more human. However, persistent frustrations, from unresolved issues to
repeatedly getting stuck in a loop, show that many virtual agents still fail to understand what
customers actually mean, let alone respond with empathy.

Zoom Virtual Agent is built to close that gap. By combining conversational intelligence with agentic Al,
our voice and chat agents don't just respond, they understand, empathize, and resolve. The resultis a
dramatically better customer experience.

But how do you measure the conversational intelligence of such an advanced Al system? To validate
interaction quality and performance, we evaluated Zoom Virtual Agent using a mix of internal
engineering benchmarks and widely recognized public datasets—spanning speech recognition,
latency, and natural language understanding.
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https://click.zoom.com/cx-morning-consult-report

Conversational quality

@

Speech recognition performance

High-quality transcription is critical to understanding user intent, particularly in real-time voice interactions. To
evaluate our Automatic Speech Recognition (ASR) system, we benchmarked it on the Hugging Face Open ASR
Leaderboard, a respected public benchmark for ASR models.

Our model achieved a Word Error Rate (WER) of 6.48—outperforming several well-known commercial
providers, including:

ElevenLabs

Speechmatics

AssemblyAl

Rev.ai

OpenAl GPT-4o-Transcribes.

+ 4+ 444

Zoom’s model was not specifically optimized for this leaderboard, yet it ranked among the top five overall—
demonstrating strong generalization and accuracy across challenging speech scenarios. This level of
performance supports clear intent recognition, minimizes transcription errors, and enables fluid, natural
conversations—even in noisy environments or with diverse accents.

Latency reduction through filler response module

Responsiveness is essential to conversational quality. Even brief delays in system replies can lead to user
frustration or disengagement. To address this, we introduced a filler response module that generates short
phrases during processing gaps, and can be turned on or off by the customer.

In side-by-side evaluations, the module resulted in a 25% to 50% reduction in perceived latency,
depending on conversation length and complexity.

By maintaining conversational flow during response generation, the system feels more immediate, reducing
awkward silences and enhancing user engagement—especially in high-touch, real-time scenarios.

250/ 500/ reduction in perceived latency, depending
o~ O on conversation length and complexity.

DATASHEET | RAISING THE BAR FOR VIRTUAL AGENT PERFORMANCE



Conversational accuracy via real-time skill detection

Understanding user intent—especially when queries are ambiguous, multi-intent, or non-standard—is a
foundational capability of any enterprise virtual agent.

To address this, Zoom Virtual Agent uses a proprietary real-time intent detection system that maps
incoming utterances to a defined set of “skills.” Each skill represents a structured knowledge domain or workflow
segment (e.g., password reset, billing inquiry, scheduling).

This architecture reduces ambiguity in intent classification, increases response accuracy, and enables more
reliable performance across varied phrasings. By combining structured intent detection with contextual
awareness, the system improves routing, supports multi-turn resolution, and enhances user trust in automated

responses.
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Zoom Virtual Agent delivers fast, accurate, and natural
conversations across voice and chat. With high-
performance speech recognition, real-time skill detection,
and innovations like filler response generation, the system
supports fluid, conversational interactions that improve
comprehension and reduce user effort. This level of
responsiveness and precision is critical to driving customer
satisfaction in modern self-service environments.
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Want to experience next generation
. y e . Sign up for a live demo now
Zoom Virtual Agent’s capabilities firsthand?


https://www.zoom.com/en/products/virtual-agent/#2-column-form

