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Wi zzard Sof tware To Ostribute
AT&T s TTS Engi ne

Wiz ard Software tasamounocett he
epansonof itsr eationship with AT & T
witht headditionof digti butioni ghtsf or
the Tdephony Sevevasonof AT &T's
Nau d Vocet ett ospeach( TTS
engne Inaddiiont cadding he
Tdephony Sev e pradud ing theagree
ment ketween Wiz ardand AT&T has
eenex ended keyond tsor gralt hree
years The AT&T Netw d Voces
Tdephony Sev eredition ¢ argetect 0
indudec orporate ITseversand nternet
SavteProvides TheSev e Edition
pradudsc anoffercompane g heabilityt o
s multaneos Iys upport different languages
fordalogueor multiHangage dephone
goplc aions noreeffige ntlyandeffed vey.
Companesoffaingvoceprtd €vtes
cansuprt mult pldangages orinterra-
tioral astomerswithoneAT&T Netu d
VocesT TSengneand muli plé oregn
Bngagevocd onts dlont heametard-
warephtform wht hc an potentiallyoffer
svings ovocemrtdsand ISPs
ww W, W zzar dsof t war e. com

Voi ce(pj ect s Joi ns
The SALT Forum

Vot eQhjedts AG, &softwareprovider
tatdevdos voceopeaedt dephone
evtes lasamownce t § oning he
SALT Forumandadoging heSpesch
ApplcaionLangageTags (SALT) 10
gandard. Vot eObjects Factory nows up-
portsiothVoceXM. and SALT, thetwo
gandardd orv ot eoperaedapplt d@ions
Thes oftwereindudesav oc eapplt dion
e eaandadektop withanintegraed
devdopmentenvr onment aswdlad inc
tiond oradminigeingcontent mrage
ment Vot eQhjects Factoryallowsc ompa-
nes publicing tutionsanct decommuni-
caionsproviders osetupandr int hat
voc eopeaaet dephoneevces more

Peopl e denand freedom of speech

as a conpensation for the freedom of

thought whi ch they sel domuse.

g nplyande conomc dly. As
with Webapplc dioneves
Vot eObjetsFattory 'svoc e
gplcdioneregenaaes
persoralizdv ot eapplc aions
foreachcdler. Thispersoral-
zdion canhdpinc east he
= bilityof automatedt de-
phoneapplt aions Becase
persoralizdapplc d@ions e
dreadyk nown bisinesscata
theyareopti maff or randling
routing dephonecdlsand

t anadions witht hegod of
tekingpressn eoff cdlcenters
WW W, VOi ceobj ect s. com
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— Syen Kerkgard

Definition Du Jour

Vot e Brower

Workingint hesame mmerasa
dancardbrongr, avoc ebronerallows
theteert ointeract with Webpages
sings peach Ingeadof 5ing HTM.,
Ik eastandardbrower, avocebroner
esVXM ( VoceEx ensble Markup
Langage astandhrdof theWorld
WideWeb Consortium or VBQ and
dlonserg ospeskand iget o Web
goplcdions Toddiverirf ornationt ca
cdle, avocebroner g ett o
et echnologyt ofr anshitte het ex
of Webapplc aionsintos pesdh and
“Joek’ contentbadd a hecdler. Many
vot ebronversalso uise CCXML, or
Cdl Cont d Ex endble Markup
Langage CCXM_, ancthestandard
of theVBC, isanadjnctlangagee e
aedt ocomplementandintegrae witha
VoceXM. sysembyproviding deph-
onycdlcont ols upport
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Autorrated VoceSevice Then You
ovenga@son hd r tzandyoucdlt he
numel igedint helge'rs mnwal You
reechanautomated ine“Tor eechsales
siyone.”. Tenpromgslater, youst Il
aentsu ewhchnuntert osay, nordo
your ememierallt hechotes Soyou
data@i n.anda@in.andagin

Automated VoceSevice Now: You
ovenga@sont hd r tzandyoucdlt he
numei igedint hewe'rs mnwal You
reechanautonated indg fatads “How

can wehdpyol? Your eply,“l nesd nainte-

ranceon myoven” Il esst kan 3 seoonds
youver eechedt heappropriateperson pro-
videdbadgrondont heproblemand
nadeanappint mentt o lavey our oven
fixed.

Speech Aut onmat ed

Sl f-Service Sol uti ons:
FHom3 de i nes

To Pineti ne

By Roxann Swanson, Nortel Networks

Wedoome a henewand i mproved
worldof gpeschautomatedself-ervce
Oncea‘nceconogt, hutnotr edity” gopli-
cdion theadogionof geathr ecognition
withint heenterpr € sied orbresk-
throughint hecomingyears Int he
Gartnar gort“Spesch Recognition
Tdephony Software Worldwid e 2002
A7, " aralygssaidt hes peschr ecognition
narkei spigd o eech nore fan £33
millionby 2007, withcontactcenterand
bsinessprtdapplc a@iong helarget £
mentsf oradogion

Whyno®1 nanushdl itcomesdown
toastomel oydtyand henestt okeep
astomerstappy. Cis tomerswillr eedily
adot such v Ces witht he ollowing
caeds they mst kequck snpleand
rdable Additioral inportantby-praducs
of speachr ecognitionandc ontactc enter
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twls
indude

i mproved
employeepralud vity,

lower operaioralc ogsandine esedr ev-
enue But ulti mtdys peschautonmated
elfervcesdutionsareatoutt heas-
tomer.

Cwstomesare noresawy ands narter
tranever, with more: echnologyc hot es
keford hem Bvayinteadion astomers
havewithyour enterpr s mst a1y, “We
vdueyour hsiness wevdueyou tinme
and, mog important wevdueyou”
Enterpr €s mstprovideconsgentquality
communt dionsateadht ouchpint This
€ edtestwov ey i nportantc omplementary
reauls You minimiz astomef rst aion
whilealsoproviding hispredotscon-

g tuent witht hei dht if ornationguckly.

Butt histege henet quetion —how?
Howcananenterpr s inplementor
ugradear rent astomercontactapplc &
tionsand i nprovet hee ngigements t kas
with tsastomer® Andhoacananenter-
pr dos o withouts pendinglarges unsof
capiteP

Step ne: Identify the busi ness
transacti on.
You mstt hinkalout what typeof

t ansictiony ou wentt oerableandhowt o
doso. Transctionswals il tedf ors pesch
autonationindudesinple repd t vetr ans:
adionss uchasacoontbaanéngororde
datsr gorting, aswdlas morec omplex
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t anadionss uchasobtaninga
sa@kquotd oroneof 1500
compane$ igedonast@k
exdange Regirdlessof the
ocomplek tyof thetr angc-

tion companesnext o

findaneasy waf or as-

tomerd ointeract with
them ad hispregntsan

ided opportunityt o

i nproveastomel oydly.

Forexample somebanks per-
mit astomers ocaryout

firmnéal r angicionsat atine
sutable a hembysinplys pegk-
ing herring udions Theind uc
tionsarec onvertedintoc omnands
tratareexeutedont hebank’s mairi rame
computers Resongsareprovidett oas-
tomersinratu dspesdh Theastomer
desnotnextt osortt hroughacorfi ing
mulk tudeof ofiions norded heas-
tomernestt olkeont hephond oran
et endedpeial. By inderganding what
typeof i ormationaastomer will ek
companesaretetterabld oenar d ha
astomersget heirf ormationt heynesd
quckly.

While hig ¢ heprinary kenefitof the
interad vevoc & egonse (1\R-erabled
goproadh anothei g educedc ossf ort he
orgniz aionintwok eyaress timeand
resour ces Rathet lanpregntd ong i
of dterrat ves wh hr equr es aas tomer
tostayont hephonéd onger, as pesth
erabled 1\R hdfst heastomer aitt a he
dae Acdlt hat sallyt skes D oonds
canter educedt 0 P e oonds Als, if a
astomercanr ecevd heirf ornation
quckiyt hrought he | VRerabled
goproadh thered esschanceheors hewill
engigeac ompanyr epregnta ve Thisa e
aes anoreeffed vedeploymentand use
of calcentar epregnta ves freang hem
upf or noregi ficd astomerevte
nesds

Step Two: Bval uate current
i nvest nent s

You msteveiatd hetypeof iff ra
& uctwr eyou ar rently raveinphoe
Thenyou mstdeermine f you contact
centei g eat vllyupt odate(St o7years
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old. Also, younestt oconsderyou phn
tode ve he naxi mumvadueout of your
legioysysemsand, inpartiasbr, you mst
determinehowy ouc anex endorentance
you contactc enter withnewt echnolo-
ges Aconvergadv ot eand catanetwork-
ings olutiont hatblends Pt dephony
erabledapplc @ionswith egacysysems
protectsanek dinginvest ment whilealso
enfaning hesygem Iterablesseamless

t anderof vot eand catairf ornation
assmiated witht hatcdlt oanagent's
desktop, st hecdlerde@snot lave 0
repedt iff ornation

I' VR phtformsand Voc e Ex enshble
MakupLangage (XML) will work with-
inanek gingirf rag uctw & o narage
mulk plé ormsof communc aionsear dy
andr dably. TheVoceXM. stancard

@tinad..

o
-




“SPEECH-
WRLD"

“Seah Atodted Sif-Sniod' aotined fram
peias e

dlonsenterpr €4 d everagebadkend
Webirf rag uctur eanderablescompanes
toprovideaccesst @ hesameirf ornation
andtr angcionsvia hephoneasont he
Internet Forexample aastomercan

t ander nmoneyont heWeband hen e
thephond oheat heuptatedbaance
Other f estw ed ocondderareendt cend
project mragement t aning, ingadhkton
andongoing nainteranceande nfance-
mentevtes

Step Three: Hck the right
tads.

To megtyou specfichsiness eqir e
mens younestt o esteanddeployf lex -
bleadvanceds peschr ecognitionapplc &
tionshagdonv aioss pesthr ecognition
tmls(argev @ aubryr ecognition ratu d
hAngage inderdanding, peskearve fca
tionand ett espeed). Thiswillr equr e
a mixof mthstandardizdand astomizd
gplcadions aseachphysan i mportant
roleinac omprehensves peschr ecognition
deployment

Anapplt d@ion prtfolict katc ondgsof
alargenunterof gandardizdapplc a
tionswithcompleteddesign cadingand
tedinghdpsensr eyou laveagad f oun-
chiononwhcht ohi |dyou sdution
Fromt here youc an astomizapplc a
tionswiths pec ficpromgs orhog inter-
ficet hat mapt oyou specfichsines
nesds

Int heend, you mst rakd heas-
tomeryou prinaryf aas Int hiscontet
peschr ecognitionapplc dionsare
e comingavitdelement inat op-notch
CRM envr onment Witht hepropersys
temintegration rdibility, € aabilityand
inves ment protection youcan nake heg
technologe sav itdc omponent of your
orgniz dion'scompet i veadvantage
Donei ght as peschr ecognitions ysem
canyeldshortercdls inc eeedacar acy
of ifi ornationprovided, di mrationof
dreaded onghold timesand, int heend, a
moresat sed astomer. By-praducs
indude educedagentepeng sand welt
ocordiratedtr ansictionpra essng Done
W ong, you haveonev ery intappy as-
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024X 7acest opaient i ornation

o Paientr eminder/nat fcaion
eNVCes

o Chinsstats/ praesngbilling
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gawr equr ementsl @ aions

0 S hedulingapmint mens

oLar el

0 Paymenttr adking
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o Cdlr outing

oMedtd higoryr etrievd

e Plarnades
oPresti gionr ill
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o Poscad dlowup
o lnar ancec hinms
o Outlbundsuveys

°| nar ance
o Elighilityandc overagev & fc dion
o Chinsstatisinqury
oMedcareand Medcad
0l.D. cardr equest
o0 Copayment irf ornation
0 Bendfitsirf ornation
0 Bendfigarychanges
o0 Raedpremi uns
ol.D. cardr equess
oAmiu tyqutedirf ornation
o Pdtcy pensonqotes
0 Employechedthphns

tomer. Int hise conomice nvi onment
that't heond hingnoonec anafford.

Roxann Swanson is vice president and
general manager, enterprise communica-
tion applications for Nortel Networks
(www.nortelnetworks.com).
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