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IVR 平台技术演变
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关键字： VoiceXML, Web 融合， ASR, TTS，应用和平台的分离

IVR 应用
非标准式 IVR 平台

Database Legacy

语音门户应用

以 VoiceXML 标准的
IVR 平台

Edify, Nortel, 
Avaya, Genesys, 
Aspect

Database

HTTP Web Server

Legacy Web 应用



从客户IVR需求看趋势

银行： Citibank (花旗银行)

零售： IKEA （宜家）

电信： T-Mobile

金融服务: Volkswagen financial services 
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Case - Citibank
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Highlights:

• Complex voice applications
• Grouping – platinum/gold/regular, language, DTMF/speech
• Business managers wants to see real-time reporting on platinum customers

Citibank 信用卡门户



Citibank信用卡门户: 个性化

Backend system (Comm/Prepaid)Backend system (Comm/Prepaid)

Select default languageSelect default language

Caller may choose other languageCaller may choose other language

Telephone number called (DNIS)Telephone number called (DNIS)

2 authentication methods (TPIN, DOB)2 authentication methods (TPIN, DOB)

Main-menu options adjust to callerMain-menu options adjust to caller

Drives Card Activation processDrives Card Activation process

Caller profileCaller profile

个性化要求： 多语言, DTMF/ASR, 客户群体划分



Efficient management of dynamic, personalized applications

Features
− Adapt system responses at call time
− Examples:

– Multi-persona design
– Multiple languages
– Caller history / experience
– Customer status
– Voice /  DTMF

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

Appl.
Logic

Dialog step 
generated 
for …

Lisa

BenPhone
App.
Logic

Presentation Layers

La
ng

ua
ge

Eng
lis

h

Spa
nis

h
Exp

eri
en

ce

Nov
ice

Pow
er

Cus
tom

er

Plat
inu

m
Gold

Silv
er

Layers Manage Complexity

6



Citibank信用卡门户: 实时行为分析

AuthenticationAuthentication

Card ActivationCard Activation

Pushed InformationPushed Information

Main MenuMain Menu

BalanceBalance

PaymentPayment

Change TPINChange TPIN

Individually billedIndividually billed Centrally billedCentrally billed
Prepaid CardPrepaid Card

BalanceBalance BalanceBalance BalanceBalance

Payment InformationPayment Information Last Deposit DateLast Deposit Date

TPIN AuthenticationTPIN Authentication TPIN AuthenticationTPIN Authentication TPIN AuthenticationTPIN Authentication

DOB AuthenticationDOB Authentication

BalanceBalance

Transaction HistoryTransaction History

Change TPINChange TPIN

BalanceBalance

Transaction HistoryTransaction History

Change TPINChange TPIN

General InformationGeneral Information

Other OptionsOther Options

First ActivationFirst Activation

RenewalRenewal

First ActivationFirst Activation

RenewalRenewal

First ActivationFirst Activation

RenewalRenewal

Statement CopyStatement Copy

Unrecogn. ChargesUnrecogn. Charges

Agent TransferAgent Transfer

Statement CopyStatement Copy

Unrecogn. ChargesUnrecogn. Charges

Agent TransferAgent Transfer Unrecogn. ChargesUnrecogn. Charges

Agent TransferAgent Transfer

Other OptionsOther OptionsOther OptionsOther Options

Other OptionsOther Options

Commercial CardCommercial Card

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



Personalization Reporting

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

At call termination, 
78.6% of callers had 
authenticated

Call duration is 
shorter for 
Platinum users

Application success 
analysis by Layer 
states (e.g. Customer 
segments, …)
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Case - IKEA
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Highlights: 

•语音业务分散在好几个IVR平台上
•统一式开发, 部署, 维护，管理



IKEA –多平台统一开发

StartStart

Main menuMain menu

Stock availability
requests

Stock availability
requests IKEA StoreIKEA Store OrderOrder InformationInformation ClaimsClaims

[Service Line]
[Home Shopping Line]

Current 
promotions

Current 
promotions

Address, 
opening hours, 
child care, 

Address, 
opening hours, 
child care, 

Transport, 
Assembly, 
Payment 
options, ...

Transport, 
Assembly, 
Payment 
options, ... Service

team
Service

team

Search by store, 
product name, 
color, size, …

Search by store, 
product name, 
color, size, …

„Hey, good afternoon 
and welcome at IKEA“
„Hey, good afternoon 
and welcome at IKEA“

Order  / 
delivery 
status, ...

Order  / 
delivery 
status, ...

Purchase orders: 
Service team

Purchase orders: 
Service team

PrequalificationPrequalification



IKEA -多平台统一开发

PRODUCT 
DESCR. 1

PRODUCT 
DESCR. 2

PRODUCT 
CATEGORY Color Heigh

t Width Depth Length

Pax Shelf board Birch Replica 75 58

Mysa Cloth 150 200Olvon

Billy Shelf Birch 120

Malm TV tray Birch Veneer 93

Frosta Chair Aluminum-
white 45

Lack Rack white 130

LOCAL STORE

Ludwigsburg

Berlin-Spandau

Berlin-Tempelhof

Berlin-Waltersdorf

EXPO-Park

Halle/Leipzig

语音业务分散在好几个IVR平台上：统一式开发, 部署, 维护，管理
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Apps

Genesys

Stats Apps Stats

Edify 流
程开发工具

Edify

Stats

AVAYA

Apps

Avaya 流
程开发工具

Genesys 流
程开发工具

AppsApps

Genesys

StatsStats

EdifyAVAYA

统一流程开发部署工具
统一数据分析整合

统一流程开发部署工具
统一数据分析整合

T-Mobile:  多平台式统一开发, 部署, 管理, 分析



T-Mobile Voice Portal
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Highlights:

• Each region has its own IVR systems
• Unified application development and management 
• Single application for multi-channel 
• Analysis – want dominate path anlysis



Mobile AppsMobile Apps

TextingTextingVoice and VideoVoice and Video

Mobile WebMobile Web

• SMS / USSD

• Instant Messaging

• Social Networking

• IVR / IVVR
• DTMF & Speech 

Recognition
• Inbound & outbound

• Simplified Web UI
• Mobile Web Browser
• Web Plugin
• Kiosk Terminals

• Smartphone Apps
• Rich user interface
• Online & offline 

Multi-Channel 
Application

Design once, deploy anywhere
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T-Mobile - Multiple Phone Channels
Voice, Mobile Web, Mobile Video, Mobile Text

Speech & DTMF

Video

Hello Peter! 
Welcome to 
Voxeo …

Text

TextingSpeech & DTMF

Mobile Web

Point & Click

Voice

Hello Peter! 
Welcome to 
Voxeo

Single application definition across all mobile phone channels
Design once & deploy anywhere     
Single application definition across all mobile phone channels
Design once & deploy anywhere     



2

3

4

1

Understanding caller behavior
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Volkswagen financial service 
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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
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Select Voice Portal 
or agent

Select Voice Portal 
or agent

Call In Telebanking -
Routing Point

Change access 
information

Change access 
information

Telebanking 
(Account 
Balance)

Telebanking 
(Account 
Balance)

Other requests

Agent

Identification and 
Verification

Identification and 
Verification

Request Account 
Balance

Request Account 
Balance

Request account 
transaction list

Request account 
transaction list

Create monthly 
bank collection
Create monthly 
bank collection

„Using the telephone for bank 
transactions – if everything was that 
easy.“



… and there were 
recognition problems 
and hangups while 
entering new credit 
card data

“Update 
Expiration Date”
was very 
successful …

… but 82% actively 
aborted the “Order”
transaction …

Business-level 
statistics on Task 
completion rates

Cross-channel 
Reporting

Business Tasks: Completion Rates
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下一代语音门户应用
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1. Build services independent of the IVR platform 
如何应用开发独立, 统一开发部署管理

2. Design once, deploy across multiple Phone Channels 
如何一次开发，多通讯渠道部署:  语音, 短信, 手机Web.

3. Real-time IVR Analytics on Customer Behavior and Experience
如何对客户行为做实时分析

4. Personalize the Call Experience 
如何容易做到个性化的呼叫体验



VoiceObjects 

VoiceObjects
Phone Application

Server

Connector Framework

Back-End Systems
Legacy |  CRM  |  ERP

Media Platform Driver
平滑迁移

分析
报表

应用
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语音门户应用

HTTP Web Server

以 VoiceXML 标准的
IVR 平台

Edify, Nortel, 
Avaya, Genesys, 
Aspect

Back-End Systems
Legacy |  CRM  |  ERP

以 VoiceXML 标准的
IVR 平台



Customers using VoiceObjects

© Voxeo 2009

Technology, Travel, 
Healthcare, other

Mobile Carriers ,
Cable & Media,
Value-Added Service 
Providers              

Consumer Products

Banking & Financial 
Services



The End

Thank You
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