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Case - Citibank

CItl citibank

Highlights:

» Complex voice applications
» Grouping — platinum/gold/regular, language, DTMF/speech
» Business managers wants to see real-time reporting on platinum customer




Citibank

‘ Telephone number called (DNIS)

» Backend system (Comm/Prepaid)

» Select default language

Caller may choose other language

Caller profile

-» 2 authentication methods (TPIN, DOB)

Main-menu options adjust to caller

—> Drives Card Activation process

UK

Engiish = 1 Finnish— 1

other - 8 Swedish=2
nther - 9

Franch - 1 other |

Geman — 2 English - 1

Spamish— 3 German = 2

Dutch — d Fench-3

Swedish— 5 Dutch — 4

{talian - 6 Spanish -5

Forfug, = 7 ltalian - &

Finnizsh - B Portug, - 7

| Currency |

Pound Eura

Pence Cent

, DTMF/ASR,
.




Layers Manage Complexity

Efficient management of dynamic, personalized applications

Presentation Layers

Features 3;'3?;;
Adapt system responses at call time for ...
Examples:

Multi-persona design _
Multiple languages — Lisa
Caller history / experience
Customer status Ben
Voice / DTMF

Benefits

Keeps development and maintenance costs down!
Simplifies management of complex services




itibank

Commercial Card
! : ! Prepaid Card

Individually billed| ; Centrally billed

. [ Statement Copy

. [ Statement Copy ]
[ unrecogn. Charges

Unrecogn. Charges | i |

her Options

_ _ | TPIN Authentication | | [ TPIN Authentication | ! [ TPIN Authentication
Authentication ; ; i
i i 5 [ DOB Authentication
_ _ ! [ First Activation ] ! [ First Activation ! [ First Activation
Card Activation i i e
E [ Renewal E [ Renewal ! ‘ Renewal
) | [ Balance | [ Balance ] ! [ Balance
Pushed Information | i ;
g i [ Payment Information ’ i [ Last Deposit Date
' [ Balance ’ ' [ Balance ] [ Balance
[ Payment ] [ Transaction History ‘ Transaction History
| change TPIN |+ [ change TPIN | change TPIN
Main Menu ' Other Options ] ' Other Options I [ General Information
L Hu
]
]

(Agent Transfer Agent Transfer ] !

Agent Transfer

Real-time Analysis: transaction success/failure rate & reason
. e



Personalization Reporting

Question: How does call flow personalization work for our callers?

Application success
: Mot
analysis by Layer =
Caller authenticated
states (e.g. Customer @ g
Yes
segments, ...) g
| g
g Platinum
5 |
| Customer Status
At call termination, Sitver [ call duration
all duration IS
78.6% of callers had o oom som  com s 3
- shorter for
uthenticated % Sessions _
Platinum users
Laver Layer State o Awg Duration | Avg # Inpuk | # Inp tates | # Inpuk Staktes %o Successiul
Sessi Sessions (sec.) Stakes v o Match w, ho Input Input States
Caller Yes 9,177 7E.EZ% 95,3 12,51 1.00 1.52 80.51%
authenticated oo 2,495 21.38% £3.7 10 0.57 2,38 70.59%
Caller authenticated 11,672 82.5 1.67 0.93 2.10 78.76%
Customer Status  Silver 14,064  77.56% 72,6 10.36 0.77 1.65 76.95%
Flakinum 4,070 22.44% 51.7 7.83 0,54 1.18 74.05%
Customer Status 18,134 62.2 9.10 0.65 1.41 76.46%




Case - IKEA

Highlights:

IVR




welcome at IKEA®

[Service Line]
[Home Shopping Line]

s VoiceObjects

.Hey, good afternoon

Current _1
promotions
Main menu N ‘\(K\.-
| ! | | |
Slogkaraiabiling IKEA Store Order Information Claims
requests
¥
Search by store, Address, Transport, [ Brequalification ]
product name, opening hours, OrQer / Assembly,
\Mcolor, size, ... child care, delivery Payment

Service

options, ...

Purchase orders:
Service team

. team




PRODUCT PRODUCT PRODUCT Helgh

" VoiceObjects

150

200

IVR




AVAYA Genesys Edify AVAYA Genesys Edify

\vaya Genesys Edify

\pp App App




T-Mobile Voice Portal

Highlights:

» Each region has its own IVR systems

 Unified application development and management
* Single application for multi-channel

* Analysis — want dominate path anlysis




Design once, deploy anywhere

Voice and Video

* IVR/IVVR . SMS / USSD
* DTMF & Speech . Instant Messaging
Recognition - Social Networking
* |nbound & outbound _ _
N A
Mobile Web
4 \
* Simplified Web Ul
* Mobile Web Browser * Smartphone Apps

* Web Plugin
e Kiosk Terminals

Rich user interface

Online & offline




Hello Peter!
Welcome to
E Voxeo

VoiceDbjacts

Hello Peter!
Welcome to

-

SEnvcn NIEn

Welcome o
FrimaTel, Peater
Kurze

Fleass choose
1 Tanf Il

2. Contract
3_SIM Card

4. Billing

5 Techical Support

B FAQ

Mobile Web

C———

Wik ome 1o T-Mohils,
Paier Kunm
Pleaze chonse

E

Single application definition across all mobile phone channels

Design once & deploy anywhere

Speech & DTMF

Speech & DTMF

Texting

Point & Click
y




Understanding caller behavior

YWoiceObjects Analyzer

Dominant Path Analysis (3)

Service

* |F'rime Telecom j

Start Module

* |Mair'|: Service Plan Mgr j

Start Hoduks Mescuba 2 £ Endl Fioaduks Ak, ‘mmﬂl

i~ i Present Single ddd-Ony 65,607  Presert Listof dd-Ons 26.07% 1,765
2.60%  Order Add-On 1.0 2eh
8.79% [End of Dialog] 1.45% i
8.301%  Change &ad-Cok 3, 25% 225

? Funié Telacan Fars 310 ri“'\'—m—m 1.25% &4

2.82%  MHare Qudomess Diats 0.6 &

0.5A4% r

@ Cartzrear Dl o
| q
Preseant Lk of fckd-Ons  34,16% [End of Digog] %
I0.80% Order Sdd-On (1]

13.71% Main: Servce Plan Mo El

A9E%  Maire Custons Data 0. 56% ]

S.05%%  Mainc Suport 0,455 33

2.6868% [Hairc Bbng 0.25%: L7

0.1 Cherge Payment S=tirgs 000" L

1923 Changs Aod-0ins 81.54%. [End of :l!ll:lgl 0.7T7% E3
T.60%  Main: Service Plan Moy 0,07 % s

4.62% Main: Customes Dals 004 3

3.08%: [Hanc Bilng 0.0 z

ﬂwg
———————————————————————————. e



Volkswagen financial service

VOLKSWAGEN FINANCIAL SERVICES

AKTIENGESELLSCHAFT

Highlights:

 Highly transactional IVR system
» Payment transfer, credit card binding etc
* Need success/failure analysis on all IVR transactions




VW FS — The new Voice Portal

" VoiceObjects

VOLKSWAGEN FINANCIAL SERVIC

Call In Telebanking -
Routing Point

Select Voice Portal

or agent
-------- »Agent
l.l.l
»Using the telephone for bank Identification and
transactions — if everything was that Verification
easy.”
A A \ 4 \ 4 \ 4
Telebanking

Request Account|, | Create monthly |, [Request account|, | Change access
Balance bank collection transaction list information

A

(Account
Balance)

<4+ Other requests




Business Tasks: Completion Rates

Cross-channel

Vioice
PIN Authentication Reporting
Web .
Task Completion
B Complete .
Voice ¥ Inmomplete Business-level
Update Credit Card . statistics on Task

Web completion rates

Vioice
5  Enter New Credit Card
£ Web
£
w
o Vioice
P Order Tariff Addon ... but 82% actively

Web # Tasks aborted the “Order”

0 4,000 8,000 12,000 transaction ...
Voice Complete Incomplete ... and there were
Complete Caller abort Recognition fg ession berminat recognition pl’0b|ems
#Tasks % | #Tasks % # Tasks LAESSINEY and hangups while
Authertication  PIN Authentication 7,640 83% 119 1% ' w52 entering new credit
; nker Mew Credit Card 1,300 | 62% 131 &% S card data

“Update 883 13% | 5,751 22%
Expiration Date” pdate Credit Card Expiration Date 1,900 T 2% =1 4% 147 T 2,180

was very 11,723 6,038 948 1,157 19,866




Build services independent of the IVR platform

Design once, deploy across multiple Phone Channels
X , , Web.

Real-time IVR Analytics on Customer Behavior and Experience

Personalize the Call Experience




VoiceObjects

Media Platform Driver

VoiceObjects
Phone Application

Aspect Server

Back-End Systems Back-End Systems
Legacy | CRM | ERP Legacy | CRM | ERP




Customers using VoiceObjects

'
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Mobile Carriers , - -Mohile--+ = TELUS debitel -
Cable & Media, ' ‘B ' o
Value-Added Service .. --Com- W Tm ()2 . . 8
Providers swisscom A
D'FI'EI europe O vodafone” Versad rel B
rabelBW mobilkom austria E &tp
Banking & Financial AT
Services fISEW ® TiAA M FOSLDIR BT o emnken
gisaus “-*;-. ! T Clfl - vokstusorse
A

W?ﬂ ﬂmrmﬂr}r ﬂé? BOC
HayGroup’ @ IScnt_t_iE..h and Southern Adobe ﬂﬂgﬁamwater
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CFERT L]

Technology, Travel, T 7
Healthcare, other e
XU Tutcom FedEx Condor

Consumer Products




The End

Thank You
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