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Voice applications reality and requirements

Requiremeﬁf"’""m-»--a..u

Speech technology — successful operation
Natural language e More than 1.8 million calls per day in DACH
Voice Recognition understanding, e Relatively speaker independent and noise tolerant
speaker independent
and noise tolerant

Dialog Design — the underestimated factor
e Inconsistent information experiences
e Lack of user-centric design expertise

Handling Intuitive, simple, no menu,
barge-in, accessible wireless and wire line

Complexity of voice applications
e Low degree of personalization
* No flexibility and dynamic

Attractive and actual content,
presentation for specific target groups with options fo
personalization

Application

Cost-savi frori for th ket Absence of application services
ost-saving offerings for the mass market, - Long development, Complex

Operation ASP-solutions fqr en.terprises, administration
packaged services in portals - Lifecycle Management
remains a real issue.

Bad examples of the past prevent
the breakthrough of best practices.
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Success Factors

 The quality of speech recognition and user-centric dialog design are the
main success factors

Question: What are the main success factors in the implementation process?
(Score from 1(low) up to 10(high))

7,79

7,51
6,71 (Overall average)
6,03
| l

Quality of Speech Recognition Dialog Design Application Logic Life Cycle Management
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Recommendations for Technology and Service Suppliers

e Improve the speech applications with high market penetration but poor
dialog design
e Provide one-stop solutions and support guarantees

e Promote open standards with standardized interfaces for a high degree of

interoperability and integration

 Develop expertise and rules in dialog design with continuous monitoring of

user behavior and online tuning of speech applications
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