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Executive summary

Modern customer experience depends on AI systems that can perform reliably under real-world pressure, not just 

controlled demos. Accuracy, resilience, and adaptability now define whether automation drives value or creates friction. 

For enterprises, that means the difference between AI that scales customer service or AI that erodes trust.


Yet across the industry, voice agent testing has lagged behind in proving real-world performance. Because 

programmatic testing at scale is complex and labor-intensive, most vendors rely on limited or manual approaches. 

That's why Zoom has advanced its evaluation methods to validate performance with thousands of real and simulated 

calls to improve reliability under real-world conditions.


The next generation of Zoom Virtual Agent redefines conversational AI with agentic capabilities that are smarter, faster, 

and more resilient. Backed by independent third-party performance evaluations, Zoom Virtual Agent demonstrates 

excellence across five key dimensions of AI quality that directly impact business outcomes:


Intent recognition: Increased accuracy across diverse users, accents, and conditions, showing strong 

understanding of customer intent from the very first exchange, even in complex or noisy environments. This helps 

ensure customers are understood quickly, reducing repeat interactions and increasing satisfaction.


Multi-intent processing: Validated ability to manage real-world conversations where customers switch topics, ask 

multiple questions, or interrupt, maintaining natural flow and keeping interactions on track for faster resolution and 

smoother experiences.


Escalation intelligence: Demonstrated precise decision-making in knowing when to involve live agents, 

transferring full context seamlessly for continuity and efficient resolution. This balance between automation and 

human support improves containment while preserving personal touch.


System reliability: Confirmed enterprise-grade stability and responsiveness under heavy load, with consistent 

uptime and minimal failure rates across thousands of simulated conversations. This level of reliability allows IT and 

CX teams to scale confidently during high-volume periods without service disruption.


Multi-language excellence: Achieved consistent comprehension and response quality across multiple languages 

within days of deployment, enabling a smooth, production-ready experience for global users. Built on Zoom’s 

proven ASR foundation and refined through years of transcription and translation in meetings, these capabilities 

give Zoom Virtual Agent an inherent advantage in rapidly launching high-quality multilingual experiences.


Together, these dimensions position Zoom Virtual Agent as an enterprise-grade solution designed to perform under  

real-world conditions while empowering organizations to achieve measurable business outcomes. They also reflect a 

broader vision: customer experience AI that partners seamlessly with people-anticipating intent, resolving issues 

before they escalate, and working in harmony within the Zoom CX platform and across compatible ecosystems to 

deliver exceptional results. In practice, this means customers and support teams alike experience faster resolutions, 

fewer handoffs, and consistent, lasting value.



In today's contact centers, automation is only as good as the AI behind it. When customers interact with a virtual agent, 

they expect to be understood and helped right away — regardless of background noise or phrasing. Yet, many virtual 

agents still struggle when conversations deviate from their training data, causing confusion, escalation, and customer 

dissatisfaction. True customer experience transformation depends on AI that performs with the same reliability as the 

infrastructure it runs on. That means handling variability — accents, interruptions, multi-topic exchanges, and less-

than-perfect inputs — without breaking the flow.


Zoom’s approach was built for this reality. It delivers consistent quality not only across ideal interactions but also under 

challenging real-world conditions, proving it can perform reliably outside controlled environments. This is what sets 

enterprise-grade AI apart: resilience, responsiveness, and the ability to deliver resolutions, not just responses.


For CX and IT leaders, AI quality directly impacts business outcomes. Reliable AI reduces containment gaps, lowers 

escalation rates, and helps human agents focus on complex or high-value work. The result is a more predictable 

operation, higher customer satisfaction, and a measurable return on automation investments.

Independent validation is essential when performance claims influence enterprise decisions. To validate that Zoom 

Virtual Agent meets real-world expectations, Zoom partnered with Coval an independent benchmarking firm that 

adapts testing principles from safety-critical industries to conversational AI.


Unlike traditional “happy path” testing, Coval’s framework simulates complex enterprise conditions that mirror live 

customer environments, including:


Multi-intent conversations where users shift goals midstream


Stress tests with rapid-fire questions and extended sessions


Challenging acoustic environments with background noise and variable audio quality


Adversarial inputs designed to expose weak points in comprehension and response


Coval measured Zoom Virtual Agent's performance across 12 key metrics — including intent recognition, inquiry 

resolution, latency performance, and resilience under stress. Zoom Virtual Agent consistently performed above 

industry benchmarks, demonstrating both its conversational intelligence and its reliability at scale.

The AI quality imperative

Testing with Coval:  
A comprehensive benchmark



Key performance outcomes:


Intent recognition: >95% accuracy across all test variations and user personas, including under challenging 

conditions. This translates to faster and more effective resolutions. 


Multi-intent processing: >68% success rate under extreme adversarial scenarios (accents, interruptions, rapid 

topic shifts) demonstrating the ability to manage natural, unscripted dialogue without loss of context.


Escalation intelligence: >70% appropriate escalation decisions across all testing variations, so customers can 

reach a live agent when necessary to balance cost with human connection.


System reliability: <1% response failure rate across all test scenarios, providing predictable up-time even under 

peak demand.


Multi-language excellence: 12–17% variance from English baseline within one week of multi-language launch.


These results demonstrate that Zoom Virtual Agent doesn’t just perform well in controlled scenarios — it maintains 

accuracy, stability, and speed when faced with production-level complexity. That reliability contributes to higher 

containment, lower operating costs, and consistent service quality worldwide.


While Coval evaluated end-to-end conversational performance, we also conducted independent benchmarking of our 

speech recognition foundation to assess transcription quality. Zoom’s Automatic Speech Recognition (ASR) system 

achieved a Word Error Rate of 6.48% on the Hugging Face Open ASR Leaderboard, ranking among the top five models 

overall and outperforming other leading providers. This level of accuracy translates to robust real-world performance — 

supporting clearer intent recognition, smoother customer conversations, and more consistent outcomes across the 

Zoom CX ecosystem.

Every great customer experience begins with understanding — and for global brands, that means speaking the 

customer’s language. Coval’s evaluation found Zoom Virtual Agent delivers production-ready performance faster and 

more accurately than typical industry benchmarks.


In testing, Zoom Virtual Agent achieved near-English comprehension within one week of launch, maintaining 

inquiry resolution within 12–17% of the English baseline across French, Italian, German, and Spanish, even under 

challenging conditions such as background noise, regional accents, and topic shifts. This level of accuracy sets a new 

bar for the industry.


Multi-language understanding: 
Meeting customers on their terms



Most virtual agents experience 60–80% higher error rates when expanding beyond English and require extensive 

tuning to stabilize. Zoom Virtual Agent demonstrated 70% greater multilingual accuracy than typical benchmarks, 

underscoring that its architecture was purpose-built for cross-language performance rather than adapted after the fact.


Coval’s simulations included both native and non-native speakers to replicate real-world diversity — covering regional 

accents, idioms, interruptions, and rapid topic changes. Even under these conditions, Zoom Virtual Agent sustained 

natural, context-aware dialogue, and accurate intent recognition across diverse language families. For global 

enterprises, this performance enables faster international roll-outs, reduced post-deployment effort, and more 

consistent customer service quality across regions. It allows brands to deliver personalized, contextually aware support 

across multiple regions.


Since this Coval testing, Zoom Virtual Agent has scaled to support 13 voice languages and 25 chat languages, with new 

additions regularly released as part of Zoom’s global AI roadmap. The result is enterprise-ready AI that performs reliably 

across borders — helping brands deliver service that feels personal, localized, and consistent wherever they do business.

Intent understanding is the foundation of conversational AI performance. Under real-world stressors like accents, 

interruptions, and topic shifts, many systems still degrade sharply leading to customer frustration and high transfer rates.


In Coval’s enterprise-scale evaluation, Zoom Virtual Agent achieved over 95% intent recognition accuracy across 

diverse user personas and environmental conditions, including tests with interruptions, accent differences, and rapid 

topic changes. This level of comprehension helps ensure that customers are understood the first time, keeping 

conversations productive and  reducing frustration.


But comprehension is only half the story. Equally important is decision intelligence — knowing when to continue 

autonomously and when to involve a human expert. Zoom Virtual Agent demonstrated more than 70% accuracy in 

escalation decisions, appropriately handling requests within its capabilities and routing complex issues to live 

support when needed.


This precision matters. According to Morning Consult’s 2025 national study, the top factor consumers associate 

with great service is the ability to connect with a real person — selected by 30% of consumers, ahead of speed or 

convenience. Intelligent, well-timed escalation helps balance efficiency with empathy, helping to ensure that 

customers don't feel trapped in automation.


Intent recognition and escalation 
intelligence: Precision in every interaction



Deploying a virtual agent should empower enterprises quickly, not slow them down with complex design efforts. Zoom 

Virtual Agent is engineered for fast time to value, so businesses can launch effective AI agents with minimal overhead.


Pre-built industry templates 

To accelerate deployment, Zoom provides a library of pre-built industry templates that cover common use cases 

across IT helpdesk, retail and e-commerce, healthcare, and financial services. These templates come with ready-made 

conversational flows, intents, and responses for tasks like password resets, order tracking, appointment scheduling, and 

account support.


With these guided, out-of-the-box solutions, organizations can begin exploring functionality immediately and use them 

as a foundation for deeper customization. This approach helps teams realize value early while still adapting the agent to 

unique industry or brand requirements. 


Prompt assistant for faster authoring 

Creating effective virtual agents often hinges on well-crafted prompts that define agent behavior. Prompt Assistant,  

a generative AI tool built into Zoom Virtual Agent, translates business inputs such as tasks, roles, and goals into 

structured, high-quality starting prompts.


Prompt Assistant allows businesses to spin up functional AI agents, quickly aligning behavior to real workflows from 

day one. Over time, teams can refine prompts based on performance insights, so the virtual agent stays tuned to 

evolving customer expectations and operational goals remain tightly coupled with evolving workflows and customer 

expectations.


Together, pre-built templates and Prompt Assistant reduce setup effort, accelerate design cycles, and help enterprises 

focus on delivering measurable outcomes.

Ease of setup: From templates 
to tailored agents

For CX and IT leaders, this translates into measurable business outcomes like higher containment rates, faster 

resolution times, lower support costs, and customer experiences that feel both efficient and human. Together, these 

results show a system that not only listens accurately but also acts intelligently — delivering smoother hand-offs and a 

more reliable path to resolution across customer journeys.



Conclusion

By excelling in both happy path scenarios and stress conditions, Zoom Virtual Agent is ready for enterprise 

deployment at scale. Its strengths in intent recognition, resilience, and low latency are vital — but it is the strong 

workflow adherence that makes Zoom Virtual Agent stand out.


When virtual agents follow through on defined processes and just works, enterprises can achieve what matters 

most: problems solved, customers satisfied, and operations streamlined. With Coval’s rigorous evaluation 

validating its capabilities, Zoom Virtual Agent delivers a step-change in AI quality — empowering businesses with 

an agent that doesn’t just talk, but gets the job done.

Why it matters for businesses

Strong AI quality directly translates into measurable business outcomes. When virtual agents perform reliably, 

understanding intent, managing complexity, and escalating appropriately, organizations see tangible gains across 

key metrics.


Higher resolution rates reduce the need for human intervention, cutting operational costs.


Faster, more natural interactions improve customer satisfaction, loyalty, and brand perception.


Enterprise readiness with built-in scalability, security, and workflow integration to help ensure performance even 

under peak demand.


With Zoom Virtual Agent, businesses can confidently deliver self-service at scale with AI that will be both  

high-performing and outcome-driven.



Why businesses choose  
Zoom Virtual Agent

Enterprises don’t just need AI that can talk; they need AI that can get the job done. Zoom Virtual Agent is trusted by 

organizations across industries because it consistently delivers measurable outcomes:


Resolution at scale: Strong workflow adherence means Zoom Virtual Agent consistently drives tasks to 

completion, resolving customer issues without unnecessary escalations. This translates into lower costs and 

higher customer satisfaction.


Ease of deployment: With pre-built industry templates and Prompt Assistant, organizations can implement 

effective agents in days, not months. Teams start with working solutions and adapt them quickly to their unique 

business needs.


Enterprise-grade performance: Independent benchmarking with Coval found that Zoom Virtual Agent performs 

at or above industry standards across latency, resilience, and conversational quality — even under stress.


Security and compliance: Built with enterprise-grade safeguards, Zoom Virtual Agent helps enterprises protect 

customer data and enables their compliance with global standards.


Scalable for the future: Whether handling IT requests, financial inquiries, or healthcare scheduling, Zoom Virtual 

Agent adapts easily to growing workloads and evolving customer demands.


By combining AI quality, workflow adherence, and ease of setup, Zoom Virtual Agent empowers businesses to 

reimagine self-service and deliver experiences that are faster, more rewarding, and more reliable than ever before.

Get a personalized Zoom 

Virtual Agent demo and see 

how quickly you can go live.

Get quote

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


Zoom SecurityGuide | August 2021 

About Coval 
Coval adapts rigorous testing principles from other safety-critical industries to the field 

of conversational AI. Its platform runs large-scale simulations of diverse, realistic user 

interactions — including varied accents, speech patterns, and challenging scenarios — 

to evaluate agent performance under conditions that mirror the real world.


As an independent validation partner, Coval provides third-party verification of 

performance claims, giving enterprise leaders confidence that results are unbiased and 

repeatable. Unlike manual or scripted QA testing, Coval’s methodology measures both 

technical and conversational quality at scale, capturing how systems behave under real 

customer pressure. This ensures Zoom Virtual Agent’s benchmark results reflect not 

just controlled environments but the complex realities of an operational contact center, 

delivering independently verified proof of reliability that businesses can trust.


