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DYNAMIC PERSONALIZATION
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CONTACT MANAGEMENT

Automatically identify callers and
manage Contact Records
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NATURAL LANGUAGE SPEECH

What is Natural Language ?
e Variation on traditional speech recognition
- Imposes less constraint on what callers can say than
traditional grammars
- Determines most likely utterance “intent”
In addition to most likely word string
- Intent is a token (an extension number, a part name,
a database key, etc.) that directs application response
« Allows applications to accept “natural language”
In response to open-ended questions
e Perfect for call routing applications, but useful in many other situations
as well.

SUMMIT 08



NATURAL LANGUAGE SPEECH

Recognition (SLM) Meaning (SSM) Destination Mapping

&~ N &F Do D

“l need to update my Address Change N
address information™ S —
“l wanna know what this o _
charge is on my bill” Billing Queries
x78103

———————————————————————————————————————————————————————————————————————————————————

 Statistical Language Modeling (SLM): Recognition of spoken utterance

' Statistical Semantic Model (SSM): Understanding of a recognized text
.Destlnatlon mapping: Action based on understanding (implemented by the
| platform/appllcatlon)

[ ————

————————————————————————————————————————————————————————————————————————————————————
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NATURAL LANGUAGE SPEECH

Steps to Success

Implement call routing with a
Natural Language prompt “How
may | help you”

Collect tokens over 30 to 60 days
(approx. 30K tokens)

Transcribe tokens to validate :
Reasons for call

The “way’ people ask for
support

Collect actual utterances and
statistical model for Natural
Language Grammar

Group data into categories - Map
service / treatment rules
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e Voice Scripting KB answers
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VOICE SCRIPTING KB ARTICLE

Mini- dialogues designed to address complex or procedural answers
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VOICE FEEDBACK

ESCALATION
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VOICE SURVEYS

IMMEDIATE SUPERVISOR ESCALATION (SCREEN POP)

e Automatic Alerts
- Sent to appropriate personnel for action
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OVERVIEW

e Agent Desktop Integration (CTI)
e Agent Screen Pop for guaranteed best practices

e Intelligent Call Routing
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CTl - COMPUTER TELEPHONY

INTEGRATION

‘Screen Pop’ with IVR data
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CTl - COMPUTER TELEPHONY INTEGRATION

ADVANCED DESKTOP INTEGRATION

Voice Self Service determines call reason
‘Screen pops’ Guided Assistant to thé\Agent Desktop for immediate resolution
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‘ACD INTEGRATION

RightNow Voice ACD integration

Data from IVR session passed to

ACD

Enables Intelligent
decisions

ACD rules applied to c

custom routing
Example Data:

routing

ate

rule

Customer Segmentation

Assigned Agent
etc.
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Phone | Dialpad | Attached Data

RRequestedSkills

Service Type default
ServiceObjective
PopEditFields &
PopSearchFields | 586
Pop Template 1
contacts.c_id ol
contacts fullname | David Lanning
incidents.i_id hEE

RWQID

RTargetTypeSel.. |2
RTargetRuleSele. ..

RTangetObjectSe... | RNT_GlobalSolut...
RTargetAgentSel... | 6536
RTargetFlaceSel... | Maobile_Right
RTenant Ervironment
str_Route ToCue...

Mohile_RightMow_Dave_Lanning

RStrategyMName
CBR-actual_volu...
CBR-Interaction_...
CBR-contract_D...
CBR-IT-path_DEI...
RRequestedSkill...
RTargetRequested | RNT_GlobalSolut...
PegAGRNT Glo... |1




P,

SUMMIT 08

Agent Desktop

Demonstration
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Questions ?
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