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Unlocking Call Center Intelligence

Al-powered solutions for faster, smarter
emergency response

Callcenters are the critical firstline of response for public safety. Inthe U.S., 911 call
centersalone processover240 million calls eachyear. Every call contains vital context—
signs of distress, location clues, potential threats—that can reveal community risks,
inform smarterdecisions, and help allocate resources more effectively. However, most of
thatintelligence currently remains trappedinunstructured audio recordings.

Modernemergencyresponse operations face growing pressure to do more withless—
from fewer staff to tighterbudgets—amidrising public expectations. Call centersrequire
extensive post-calldocumentationandreporting, forcing dispatchers and operators

to spendvaluable time manually transcribingrecordings and creatingincidentreports
instead of handling live emergencies. Meanwhile, criticalinsights about community
health patterns, repeatincidents,and emerging threatsremain buriedin audio files that
are difficult to search oranalyze. Thislimitsanagency’s ability to identify community-
wideissues, coordinate resources efficiently, and ultimately serveresidents.

Tomodernize effectively, agencies need unified dataingestion, real-time Al processing,
and analytics-ready pipelines—allunderpinned by trusted governance and compliance
frameworks.
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U.S.governmentcallcenters handle
hundreds of millions of calls eachyear,
yetmost of theintelligence within
thoserecordingsremainslocked
inunstructured audio withinlegacy
systems. Asdemands onemergency
response teams grow, agencies
needreal-timeinsightstoimprove
outcomes and serve communities
more effectively.

Cloudera’s dataplatformtransforms
raw callrecordingsinto actionable
intelligence, enablingagenciesto
harness Al, modernize operations, and
deliverafaster, smarteremergency
response. It'sFedRAMP Moderate,
GovRAMP Moderate, and certified
TX-RAMP Level 2.

Clouderaaugments yourexisting
callcenterinvestments by providing
new insights from call data. With
it,agencies are accelerating
response times, boosting workforce
productivity, gaining community
insights, and ensuring future-proof
modernization while maintaining the
highest security and compliance
standards.

Empowering Government Call Centers with Real-Time Intelligence

The modernemergencyresponse landscape demands more thanreactive callhandling. Cloudera’s FedRAMP Moderate, GovRAMP
Moderate, and TX-RAMP-certified solution transforms callrecordingsinto Al-enriched insights delivered inreal time—securely,

automatically,and at scale.

Comprehensive call data orchestration. Government agencies use multiple systemsfor callrouting, dispatch, andincident
management. Cloudera provides aunified environment that securely ingests audiorecordings from county 911 centers, transcribes

calls, and enriches data with Al-powered classification, sentiment analysis, andrisk scoring.

Real-time Al enrichment and searchability. Cloudera hasrich partnerintegrations with services such as Amazon Transcribe and
AmazonBedrock, helping to automatically transcribe calls and extractinsights like incident type, caller sentiment, risk priority, and
suspected substancesorthreats. Using Cloudera Search powered by Apache Solr, every call transcript becomesinstantly searchable

by keywords. This lets supervisors andinvestigatorsretrieve criticalinformationin seconds.

Scalable, cost-efficient datamanagement. Cloudera’s data and Al platform delivers the cloud experience anywhere, supporting
petabyte-scale datalakes that grow withyouragency’s needs. Enriched datais storedin opentable formats provided by Apache
Icebergonobject storage, ensuringlong-term efficiency, accessibility, and compliance readiness.



Delivering Measurable Results for Emergency Response

Fasterresponse times. Capabilities like real-time transcriptionand Al enrichment Collect
automatically flagurgentrisks like substance abuse, violence, ormedical
emergencies. Supervisors canthenimmediately escalate critical calls and
improve emergency response through better prioritization and resource
allocation.

Better workforce productivity. Automated transcription, classification,
and summarization eliminate the manual paperwork thatbogs down
dispatchersand operators. This frees staff to focus on mission-critical
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response coordination while providing Al-generated summariesinstead of
. OpenData
lengthy callreviews. La’iehouse

Smarter community insights and stronger compliance. Agencies can
identify emerging trends—such asrising mental health crises, repeat callers, Do® (o
and geographic hotspots—to support proactive coordination with public visual®?
healthandlaw enforcement. All calldataislogged, searchable, and secured,
meeting auditreadiness and transparency requirements.

Future-proof modernization with advanced Al capabilities. Built onaruntime
of over 30 open-source projects suchas Apache lcebergand Apache Spark,
Cloudera supports petabyte-scale growth while mitigating the risk of vendor
lock-in. This helps agencies modernize incrementally, integrating with existing
systems while building toward comprehensive data-driven emergency
response capabilities. You can develop custom large language models (LLMs) inclouds, on-premises, orat the edge.
with Cloudera Al foryour specific emergency response needs, fromidentifying

callerdistress patternsto automatingresource allocationrecommendations.

FIGURE1: Cloudera Government Solutions
enablesreal-time dataingestion, Al
enrichment, and secure analytics—whether

The Future of Emergency Response

Governmentagencies across the country areincreasingly investingin data and Al solutions to transform how they serve their
communities. With Cloudera, call centers can automate routine documentation, quickly identify patterns thatindicate emerging
public healthissues, and give dispatchers the tools they need to make faster, more informed decisions. Cloudera brings Al to your
dataanywhereitresides, and equips emergency responders with the real-time insights they need to help them do what they do best:
protect and serve theircommunities.

Are you ready to modernize call center response?
Visit Cloudera to learn more and schedule an appointment today: cloudera.com/publicsector
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Clouderaisthe only dataand Al platform company thatlarge organizations trust to bring Al to theirdata anywhereitlives. Unlike otherproviders,
Clouderadelivers aconsistent cloud experience that converges public clouds, data centers, and the edge, leveraging a proven open-source
foundation. As the pioneerinbigdata, Clouderaempowers the public sectorto apply Aland assert control over100% of their data, in all forms,
delivering unified security, governance, andreal-time predictive insights. Over 200 top global government agenciesrely on Clouderato transform
decision-making and ultimately boost bottomlines, safeguard against threats, and save lives.

Tolearnmore, visit Cloudera.comand followus on Linkedinand X. Cloudera and associated marks are trademarks orregistered trademarks of
Cloudera, Inc. Allother company and product names may be trademarks of theirrespective owners.
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