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~ Multiple Phone Channels

Interactive Interactive
Voice Response Text Response

Voice

1 Directions
2 Call

. ldeo Mobile Web

Interactive Interactive
Video Response Web Response
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Media Platform Driver
Statistics

Connector Framework

Service Service Service
Creation Execution Analysis
Environment Environment Environment
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Service Creation Wu

Model and Parameterize the Call Flow “°'°2°ect

Easy-to-use object library,

) M Chject Palette 52~ ©
No manual coding ) Components +| Dialog components:
. . @ Module :
Consistent, extensible and e Best practice user
e - interface design patterns
maintainable call flow definition (o Outpt
gl Sequence
@] erter new crectt Card m o Resource management:
=% ‘B“‘e’ . f Canfirmation Back-end abstraction,
~|FX]|  START Enter Mew Credit Card B 1
[j] Get Credit Card Type ﬂj List AUdIOS, Grammars, aas
E] Credit Card Type implicit confirmation ) 05DMs
= D Do, MWHILE: Enker Credit Card number ) Resources
= {Sequence) ?"“JLDgic ; - =
E] Gek Credit Card Mumber [] Wariable Presentatlon Ioglc:

Walidate Credit Card Mumber
Set input error if input was invalid

D DO, WHILE: Enter Credit Card Expiration Date

r (Sequence)
Canfirm Credit Card

51 E1] i
90 Callection

I.'x_ Expression

<> If
@ Case

Variables, Expressions,
call flow control elements

Actions:

FH Looj
+ D D0, MWHILE: - Enter Credit Card number B . .
© o \ Goto Caller navigation and
o DO, SWHILE: - Enter Credit Card Expiration Date |
oGR8 CORRECTION: Comect bath o call transfers
+ wWrite credit card data [ Layers
) Business Tasks

STOP Enker Mew Credit Card (complete) B
E] Confirm Credit Card Changes



Service Creation
Development Productivity

Personalization Engine (Layer Concept)
Create dynamic, personalized dialogs ...
across multiple channels and languages ...

for different customer categories, customer
values, preferences, transaction history, ...
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Ij Presentation Layers
Actual
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Modularization, Shared Libraries
Reusability increases productivity
... and simplifies maintenance

E Life Insurance
-/) Ask for Age

Object Inheritance

Definition of generic dialog functionalities like
navigation and event handling in a single place

Helps build a Consistent user interface.
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Natural Dialog Management
Enter new Credit Card
Ensure human-like, natural interaction '

with caller — let them control the dialog,
adapting to their speaking style

Core features [ 5] omrem
ETJ_ Confirm Credit Card

Barge-in

Global commands
Advanced features

Random Promptin
PHRS Mixed-initiative dialogs,

Multiinguality - Implicit correction
N-B(:st result handling ; Natural pronunciation
All Grammar types supported: Adapt-to-caller

Closed, Statistical, Robust
Parsing, Garbage models, ...
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VoiceObjects Grammar IDE VeiceObjects

Scope
Create and analyze grammars
Control the grammar coverage
Build and manage grammar test cases

ﬁlSentence Interprater &0 =08

Test Data

Advantages

grammar development t.
Better g ram mal’ Test Result

Grammar:  fchange-of-addresswebapp)grammars/enfcom.nuecho. dialoguemodule . address/apartmen
Sentence: | apartment ten |

Parses: 1
H Mame walue
S e a m I e S S W I t h apartment SWT_likeral apartment ten
R SwT_spoken apartment ten
D kt f E I prefix apartment
e S O p O r C I pS e [ apartmentType ] [ apartmentHumber ] nimber m
number Type cardinal

Exports to grammar formats
for

numhers. abnf

riTo9%9

ri0To%%
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VoiceObjects Developer Portal

http://developers.voiceobjects.com

D eve I O pe rS g et free access to : -3 VoiceObjects Developer Portal » Downloads - Microsoft Internet Explorer -

File Edit view Favorites Tools Help

fddress | 8] hetpejjdevelopers. voiceobjects.comfdownloads! v B Google (G~ v 2 () settings~

VoiceObjects Developer Edition - 4

Desktop for Eclipse -
(5 pOI’ts’ Standa/one mode) DEVELOPER PORTAL Home

Home # Downloads

Information and resources Downionds
Gettl ng Started G U Ide VoiceObjects Developer Edition Downloads Developer Portal Pages

® Home
#* Downloads

Tu‘to ri aIS Thank you for your interest in the VoiceObjects Developer Edition DR
Release. You have two download options. T .
files including the audio resources for the A
ReCO m m e n d ed I V RS smaller installation does not include these g D EVE I o I] er P o I‘tﬂ I P d g es
the appropriate edition, you will be asked t
agree to an online license agreement. Voic) H H ame

FAQS mail with a link to the download file
# Downloads

VoiceObjects Developer Edition — Standal . .
# WoiceObjeds Developer

m H The Developer Edition standard installation H ™
Month |y Ja SGSSlonS all files including VoiceObjects Desktop for Edltll:il-l
Eclipse development environment, Java 1D s S U p p o I"t 3! Tr’ainin g

and the complete Prime Insurance demao inf

that this Beta version requires Windows P GEttII'Ig Sta I"tEd

Free Email Support

Support & Training  Contact

¥ Recommended IVRs
B FADSs
# Monthly Jam Sessions

# Archived Jam
Seszzions

# Contackt
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Ice

USSD (Text)

Frime Insul 1]

Health insuranre
‘Which insurance are youinterested
in?
Candar:
& Femala
_ Male

Afge
[20

Restaurant Search

Health plan,

K / Dental
L

LUELRUE Abschickan
A4 WL " f 4 IHulm-_' = Health
1 Directions — —
2 Call e el
3 New Search

Mobile Web

Video
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= A USSD-Dialog is started by typing in a
Service code, e.g. *123#

* A dialog consists of

— Menus — Simple text input

Main Menu Address Chanie

Welcome at

PrimeTel, Peter First, please
Kunze. enter the ZIP

Please choose: code;

1:Tariff Info
2:Contract
3:5IM Card
4:Billing
H:Technical
Support

Reply Reply
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Which content, which Ul for the mobile Web? VoiceObjects

= Web site

3 1822direkt - Home - Microsoft Internet Explorer

=1

Fle Edt Yiew Favortes Tools  Help &~
eﬁatk - Q B @ \-:'h piaar(h *Favuntes @ x

i Google[Gr 0 0 Mec@ S D 3 socmeksy | P chek v N Al v Taurl 2?0 () Settingse ) szzdier) Warum cicben?

Kortakt FAG  Preisuerzsichnis || Thre Markliste: 0 Al

£

ddhess [E] hitps . 1822kt comf1szzeentral | [ oo

20% Europa-Anieihe  Emofische 405%  1822direki-
Herbstzinson GiroSpecial

02sige S 21 Kosterlos okl

1822direkt. Warum schieben?

1822direkt-RatenKredit I:II:I ] e B

Gt 44 sty o o Lt

Erntefrische 4,05% 1822direkt-
Herbstzinsen GiraSpecial Sie wiinschan

Informationen
rund urn die

auf Ihr Kostenlos inkl. SIS

Tagesgeld Kreditkarte! 1822direktr s
Oder haben Unsere uszalcngen
Sie Fragen

zurn Sarvice?

| Los »
Wir beraten Sie geme!

& Herzlich Willkommen bei der 1822direkt! © Konto & Service m
= £ Callback
Die 1822dirakt histet Ihnen umfassenden Bank-Service und © Anlagen & Sparan er (& Callbad

fiir Ihre Wilhsche passende Lasungen an. Wahlen Sie aus © Investieren & Handeln

unserer Themenliste den Bereich, der Sie besonders W Ab:ihem bivprecras ‘Online-Banking Log-in

interessiert B Baven & Finaneiaran online-kKennung Online-PIN

Bl

(Gie Online-Kennung ist die
Kundennummer und

© Garantierte 4,40% fiir Ihr Festgeld - schon ab 6 Monaten Laufzeit! Perzonenkennung, z.B.
12345874,

Feste Verzinsung von 4,40% fir 6-12 Monate! !

Jetzt informieren und die Zinsen sichern!

[ Mehr Infos ] 162 2direkd-Ratenkredit

v
a]avascrlpt:openWm(‘ﬂl822centra\fpopup_mer)d\ste.]sp‘,WUJSEJ'merkI\ste‘)j é B Internet
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Which content, which Ul for the mobile Web? VoiceObjects

= |VR Call Flow

Dialog Designer - Enter new Credit Card

= Enter new Credit Card
é—$ [Sequence)

_ BT Enter New CreditCard START i Service Plan

— M) ShT Your current service

—@ CreditCard Type implicit confirmatian plan

E]—@ L0, WHILE: Enter Credit Card number I:II:I Tariff Private 100
Add-Ons:

|J:'|_ [Sequence)

@ Get CreditCard Mumber (or correct CreditCand type)

Messaging 200

Change basic rate
New add-ons

Set input errar if credit card number is invalid

[—]—@ DO WHILE: Enter Credit Card Expiration [Date

é_ (Sequence) Change add-on

Home Logout
@ Get CreditCard Expiration date

Set input errar if CreditCard expiration date is invalid -:ii PfimETEI'ECGm
[—]—@ Confirm Credit Card

EJ—@ DO WHILE: Enter Credit Card number
E]—@] DO MHILE: Enter Credit Card Expiration Drate

CORRECTION: Carrect both Correct CreditCard number and expiration date

EEI— Wirite credit card data
— BT Enter Mew CreditCard STOP (complete)

—@ Confirm Credit Card Changes
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The customer perspective i

. VoiceObjects
A Consistent User Interface
- Sarice Plan I'n.ﬂanag.uar Menu &) | |
Menu-driven Navigation g g '

Additional add-ons Chedk Mumber of Remaining Add-Ons

Ol

@ @ Change add-ons Change Add-Ons

Mobile Web IVR (Voice/DTMF) Text (USSD)

R

-

| Service Plan IS

7

Service Plan
Your current service

/.. .What do you want to\

do — change your basic

P rate, order new add-ons, plan
SR Tariff: Private 100
TAIt e {00 or change add-ons? Add-Ons: Messaging

Messaging 500 \e® \“:_:___ 500, Internet
ﬁﬂ&";fﬁé’ﬁ'f e \ / 1: Change basic rate
Change add-on \ 2 Mew add-ons
3: Change add-on
' <\ 0: Home
\“'ﬁ’\ \
Al

)| :iPrimelelecom
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The customer perspective Nl

. VoiceObjects
A Consistent User Interface

E] DOUAYHILE: Get PIM Until Walid

= Form-Filling: Input of digits, currency values, ... é'—f@ﬂ

IVR (Voice/DTMF)

- ™

SuctomerseinIE ... Now, please say or [Service Plan
: . |To order please enter
Service type-in your PIN! fyour Pin for

Nidentification.

To edit your
custamer data
please enter your
PIM for identification.

i
| Home Logout %
iiPrimeTelecom

_
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The customer perspective me

. VoiceObjects
A Consistent User Interface

R . START Enter Hew Cradit Card =
= Form-Filling: Selection | (3] ot oo cara Ty

—@ Credit Card Type confirmation

IVR (Voice/DTMF)

/.. .and what is the new\

= - | Credit Card — ViSCl,  |Payment Settings
aymen | Mew credit card type:
MasterCard, or

z _ o . Wisa
| Newcreditcardiype. B American Express?  MasterCard

OWisa
O mastercard
O American Express |

| Home Logout |
:iPrimeTelecom —

- American Express

. V / o
N
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Natural Dialog Management

Ensure human-like, natural interaction with caller —
let them control the dialog, adapting to their speaking style

Basic features Advanced features
Barge-in Mixed-initiative dialogs
Global commands Implicit correction
Random Prompting Natural pronunciation
Multilinguality Adapt-to-caller

N-Best result handling



Natural Dialog Management
Implicit Correction

X L
<J

“What's your credit card?”

“It’'s an AmEXx Card.”

“And what’s the number of your MasterCard?”

“No, it’s AmEx!”

“Sorry, AmEx. And what’s the number?”

“3469 - ...”

s

VoiceObjects

Allow the caller to correct the system
without explicit confirmation steps

- Enter new Credit Card

é]—@ (Sequence)

|FxJ| START Enter New Credit Card B>

i y},l Get Credit Card Type

—— U DO...WHILE: Enter Credit Card number

w (Sequence)
< {¢)| Get Credit Card Number
||.‘x)| Set input error if credit

card number is invalid

T}

Tl

-]— DO...WHILE: Enter Credit Card Expiration Date

(Sequence)
[TJ_ Confirm Credit Card




Natural Dialog Management
Mixed-initiative Dialogs

“Service Plan, Customer Data,
Billing Questions, or Support?”

“I have a Billing question.”

3

VoiceObjects

Allow the caller to steer the dialog freely

“Ok, Billing. Your invoice humber, please?”

“Oh, I rather want to update
the expiration date of my
Visa card!”

“Sure. So, what’s the new expiration date
of your Visa card?”

Senrice plan manager Main: Service Plan hgr

Customer data Main: Customer Data

Billing Main: Billing

Support bain: Support

- Update Credit Card Expiration Date
F[x] START Update Credit Card Expiration Date =
[ @ Ca.. WHILE: Enter new Credit Card Expiration Date

|J:'|_ :E [Sequence)

-J et Credit Card Expiration date

l F[x] Set input errar if Credit Card expiration
date is inwvalid

3—@ Canfirm Credit Card Expiration Crate

I+1



Natural Dialog Management W

Adapt-tQ-Ca| ler VoiceObjects

Adapt to caller‘s speaking style: Synonyms

“What's your credit card?” “What's your credit card?”
“It’'s an AmEXx Card.” “American Express”
“And what’s the number “And what’s the number
of your AmEx Card?” of your American Express Card?”

“It’s 3469 - ...” “It's 3469 - ...”




Natural Dialog Management W

Adapt-tQ-Ca| ler VoiceObjects

Adapt to caller's speaking style: Number Patterns

“Your phone number, please?” “Your phone number, please?”
“one two three, six nine “one two three, sixty-
zero zero ” nine hundred”

“Ok, one two three, six nine zero “Ok, one two three, sixty-nine
zero. Correct?” hundred. Correct?”

“Correct.” “Yes, that’s right.”




Natural Dialog Management
Natural Pronunciation

The VoiceObijects “Formatting Bus”
Natural pronunciation of dynamic content
Best-practice standard formats provided

Date, Time, Digits, Number, Currency, Credit Card, ...

Custom formatting can be added
Multi-channel support

Customer Data

t Your new
at TeX phone number is
Forﬂ‘ (481)603-4927.

{ PhoneNumber }
= 4816034927

iPrimeTelecom

)
/'
/0

4 Nwav 8 F.wav
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VoiceObjects
£ Formatting I
* Default IFurma
Type: | Format Audio -Phone Murmber v
Default (Texd) A

Format Audio -BLZ

Format Audio -Cardinal Mumber

Format Audio -Credit Card Expiration Date
Format Audio -Credit Card Number
Format Audio -Currency Walue

Format Audio Date

Faormat Audio -Decimal Number

Format Audio -Digits

‘Format Audio -Phone Number
Format Audic -35M

Faormat Audio -Time

Format Text-Credit Card Expiration Date

Format Text -Credit Card Number
Format Text-Currency

Format Text-Date

Format Text-Decimal Number
Format Text -Digits

Format Text-Headline

Format Text-Time

1_U.wav

=
g

=

i

en-US

:
1].—
-

de-DE



