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Product Demo
Prime Telecom

Demo self-service portal of a mobile carrier
• Multi-channel
• Multi-language
• Personalization
• Best practices: VUI, GUI, reporting, VO implementation
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…and what is the new 
Credit Card – Visa, 

MasterCard, or American 
Express?



Prime Telecom
Download & Installation
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Formatting Bus 
extension

Prime Telecom 
Primer (pdf)

Installation 
package

http://developers.voiceobjects.com/


Standalone product demo
Prerequisites

Prerequisites for standalone installation
• Desktop for Eclipse 

– In standalone mode
– Prime Telecom application

• Voxeo Prophecy
• X-Lite Softphone

Optional
• VoiceObjects Analyzer in local 

– Cognos, 
– Microstrategy, or 
– Business Objects 

installation
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DEMO GUIDE
Prime Telecom
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Demo Guide

Service Plan Manager

• Service Plan Manager Menu
– “New add-ons” -> come in!
– “Change add-on” -> agent transfer
– “Change basic rate” -> “under construction”

• ID&V
– Identification by ANI
– Verification by PIN (any 4 digit number)

• Personalization
– Marketing promotion depending on customer 

segment (Silver/Platinum)
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Demo Guide

Customer Data Menu

• Payment Settings / Credit Card
– en-US/UK: Credit card data
– de-DE: Bank account data

• Postal and email address
– Only available in text/web
– Verification of email address format
– Integrated ZIP code database for postal address
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Demo Guide

Credit Card Number

Credit Card expiration date 
• Text / Web

– 0209, 02/09, 022009, 02/2009
• Voice

– “oh two oh nine”; “oh two, two thousand nine”; 
“February oh nine”; “February two thousand nine”

• DTMF
– 0209

Type Starts with ... #Digits
Visa 4 16

MasterCard 51, 52, ... 55 16

American Express 34, 37 15



PERSONALIZATION
Prime Telecom
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Prime Telecom 
Personalization

System Layers
• Channel (voice, text, web)
• Language (en-US, en-UK, de-DE)

Custom Layers
• Call Frequency

– No tedious repitition of 
information and promotions for 
repeat callers

– e.g. Output „GEN Info prompt 
– back to main menu“

• Customer Status
– Platinum customers get easier 

access to live agents
– e.g. Grammar „Talk to Agent“
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Prime Telecom 
Personalization

VoiceObjects - Phone Application Server Page 11

When calling the Prime Telecom service, you can 
initialize the session with optional parameters:

Setting the customer status:
• Syntax: layCustStat=platinum (Default: silver)

Setting the Language:
• Syntax: vsLanguage=de-DE



BEST PRACTICES
Prime Telecom
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Prime Telecom 
Consistent navigation, look&feel

Definitions in Prime Telecom Portal (main Module)
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Global Event Handlers

Consistent Navigation

Global Tuning Parameters



Prime Telecom 
VUI Best practices – Event handling

Prompt for DTMF input on 2nd NoMatch
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NoMatch #2
“Sorry, I missed that again. 
Please tell me the brand of your credit card or press the 
corresponding key on your phone: Visa-1, MasterCard-2, 
or American Express-3.”

NoMatch #1
“Visa, MasterCard, American Express?”



Prime Telecom 
VUI Best practices - Confirmation

Explicit confirmation
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“What‘s your credit card?”

“It’s an AmEx Card.”

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

“No, it’s AmEx!”

“Sorry, AmEx. And what’s the number?”

“3469 - …”

Implicit Confirmation
Allow the caller to correct the system immediately
without explicit confirmation steps

(Input object Get Credit Card Number)

Prime Telecom 
VUI Best practices - Confirmation
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Natural Dialog Management
Adapt-to-Caller

Adapt to caller‘s speaking style: Synonyms, Patterns

“And the expiration date?”

“August two 
thousand eleven”

“August two thousand 
eleven. Is that right?”

“Yes.”

“And the expiration date?”

“Oh eight, eleven.”

“Oh eight, eleven. Correct?”

“Yes.”



VoiceObjects - Phone Application Server Page 18

4_N.wav      8_F.wav      1_U.wav

…

Natural Dialog Management
Natural Pronunciation

The VoiceObjects “Formatting Bus”
• Natural pronunciation of dynamic content
• Best-practice standard formats provided with Prime 

Telecom installation 
– Date, Time, Digits, Number, Currency, Credit Card, …

• Custom formatting can be added

en-US

de-DE

{ PhoneNumber } 
= 4816034927



Prime Telecom
Mobile Web GUI 
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Using Cascading Style Sheets

Using logos, bitmaps, icons

Using specific input field types
• Text fields
• Password fields
• Combo boxes
• Radio buttons

Multiple-field forms (= multi-slot input)



Prime Telecom
Implementation Details

Handling Test data
• Different sets of data for silver / platinum 

callers indifferent languages
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Prime Telecom
Implementation Details

Cool Expressions
• Sum up Prices of all Active Add-Ons 

– ITERATE
• Last Day In Current Month 

– LASTDAYINMONTH
• Apply Configuration 

– APPLYCONFIGURATION)
• Is Email Address Valid 

– MATCHESREGEXP

Try to use Expressions instead 
of Script objects!
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SERVICE ANALYSIS
Prime Telecom
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Reporting on Service Usage

Service Analysis
Menu Navigation Report

Service Definition



Business Tasks
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Start Business Task

Finish Business Task

Business Task Reporting
• Reporting on task completion 
• Analysis for task related application tuning 



Business Tasks
Finishing Tasks Automatically
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Finish all tasks that have been started 
but not yet terminated
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Service Analysis

Business Tasks: Completion Rates

… 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
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Application Tuning – Sample Analysis

Individual Call Analysis

Show only Calls where the 
task “Enter New Credit 

Card” failed because of a 
recognition failure

Step 1:
Define Filter Criteria

… only Calls that 
terminated in a given 
Input State or Module

… only Calls with 
certain customer 

segments
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Step 2:
Select Sessions from List

Application Tuning – Sample Analysis

Individual Call Analysis
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Step 3:
Analyze Session

Inspect dialog 
steps associated 

with the task

Caller hung up after 2 
failed speech 
recognitions

Listen to 
utterance 

recordings

Application Tuning – Sample Analysis

Individual Call Analysis



NEXT STEPS
Prime Telecom
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Outlook – Prime Telecom goes IM
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Voxeo Acquires IMified

http://www.voxeo.com/about/press_reader.jsp?date=052709_voxeo_acquires_imified.jsp
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Questions

Thank You!



Next Jam Session

Tobias Göbel presents:
Integrating advanced call control in 
VoiceObjects applications using CCXML

How CCXML can interact with VoiceObjects applications 
• Outbound dialing
• Two-party bridging
• Call whisper
• Multi-party conferences

Demo code will be provided so that participants can test the applications 
with the free downloads of Voxeo's Prophecy platform and VoiceObjects 
Phone Application Server.

Wednesday, June 24
5 pm CEST - 11 am EDT - 8 am PDT
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