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» VoiceObjects

Infostore and Analyzer




VoiceObjects Infostore and Analyzer: vox

= Qut-of-the-box Data Capture by VoiceObjects Server
— Dimensional Data model optimized for Bl analysis

— Integrates with data from ASR, CTI, and CRM
= Analysis and Reporting a T
— Based on standard business intelligence tools
— 60+ predefined Reports, based on real-time data A
— Extends existing Data Warehouse Cj s
— Includes Customer behavior and business analysis %«
= Highest Rated Analytics Package in the Market b
Number of DTMF Fallbacks \_742’5_3:2_\
VO | Ceo bj eCtS :vg :um:er u: ::x:i:h::enk: hefn:lllJTMF Fallback ﬁj\
. Analyzer
X Infostore (Business Objects,
Cognos,
MicroStrategy) P .
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VoiceObjects Server data capture 4 vexes

Customer
Behavior

Intelliience

Application
& Grammar

Tunin
Statistical data

L =

System
Usage &
Performance

Dominant Path

Personalization

Business Tasks

Analysis Statistics Transaction completion
Interactive caller Service performarnce rates with detailed
navigation pattern by customer segment fallure analysis

analysis | |
ASR Performance Utterance Utterance

Speech recognition Statistics Recordings
performance analysis Grammar coverage, Access to utterance
Event counters Word count stats, recordings in

I Barge-in detection |I DTMF Fallback |I application context |I

Server Statistics

e Call concurrency, call duration

e Jechnical metrics

e Session partitioning analysis

Session Details

e /ndividual call time & duration
» Aggregated ASR Statistics

e Reason for call termination
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Analyzer Usage Scenarios

Report Generation
Analvtics Automatic report creation

(scheduled daily / weekly)

Interactive Web frontend
Send as PDF or HTML

Slice & dice, Drill-down
Application Tuning

Dashboards
VoiceObjects / Performance Overview
Data Warehouse Analyzer Service Usage Monitoring
Service usage and
success analysis by
customer segments
Mobile Access
Alerts / Notifications Management-level KPI

Metrics definition and trend analysis reports

Alerts via SNMP, emall, ...
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Analyzer Usage Scenarios

Mobile Access
Management-level KPI
and trend analysis reports
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Using MicroStrategy 9 Mobile
(iPhone, iPad, BlackBerry)
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» Reporting & Analytics
from the developer's
perspective
* How to get it right for Business?

» How to use It for application
tuning?




=Y Conponents |

I Module
=3 Input

> Input States e

"'J Ask for flight number
#) Ask for PIN
2 output
I Sequence
=3 Menu
ﬁ"", Flightinfo Menu
| Resources
I Logic
2 Actions
) Layers
|2) Business Tasks
{id) Libraries
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Design, Documentation, Reporting

Call Flow Implementation (Desktop for Eclipse)

& VoiceObjects - Main: Flightinfo Menu - Eclipse

Fle Edit Navigate Search Project VoiceObjects Run Window Help

i Dl B -0 = 4 [ | B voiceObjects |
(=R & 1ava
% Navi [P Rep (B obie ™ T O[S0 2 T O [ Main: Flightinfo Men D © ain: Fightinfa Men 52 - ™ = O | B object Paiette 52 =8

-3 Components @ 7| e Main: Flightinfo Menu (53 Components -
03 Module An outine is nat
) arrivals avalable. (Sequence) () Masiz
1) authentication a Fiightinfo Menu (&) ) Input

€1 Departures
£ Luggage Claim
) wain: Fightinfo Menu
Phone Checkn

o @ﬁm Phane Check-in - Phane Check-in
#) sk for account number
#) ask for zirline
%) ask for fight number

Departures - Departures (s Outout

Arrivals - Arivals =5 Sequence

3 Menu
B
Luggage Claim - Luggage Claim

f Confrmaton

#) ask for PIN i
i output
£ sequence Dyosovs
Menu [ Recmureas bl
D Resources 5 control center &2 [P Desktop Logs | Ef Desktop Sessions| &l console L] =8
3 Logic
2 Actions Filter: | | Gx Ostarts witn Demo Frankfurt ~|
& Layers
@ Business Tasks Server Manager | Service Manager | Server Logs | Service Logs | Session Tradng | Session Partitioning
i) Libraries Service Source Start Time Active Finished | Aborted | Rejectsd | Total Syste &

Invalid requests - - - - 0 165 165

ol Flightinfo.pdf - Adobs Reader
fie Edt Yew Qoament Toos iiindow el b

[ BRI RS AERVEAN N T

s

_d
L@‘I Main: Flightrifo Monis

l_ Saquence)
F - " o

tures

Departures Degx

Adrivals Adrivals
Phone Chack-n Prone Chack-n

Luggage Clam Luggage Clam

Documentation (PDF)
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Reporting and Analytics
(VO Analyzer)

) Menu Navigation Analysis. (graph). MicroStrategy 9 - Mozilla Firefox
Fle Edit View History Qookmarks Took Help

@ - fr % @ http:ffvodemobox201. 2, voxeo.com:808 1 MicroStrategy/serviet 77 - | |#f - whisky versand S
@ Menu Navigation Analysis (graph... B | [ VeiceXML and CCXML Developer Site

‘\ Shared Reports ~ MyReports  HistoryList My Subscriptions  Create Report  Create Document  Preferences

w A | |- |= - | B | Infostore (ive) > ed Reports > Application Development and Tuning > Menu Navigation Analysis > Menu Naviga

] BB O Ay @

Datarows:8 | Data columns: 2

Menu Navigation Analysis (yraph)

Recogrition
Arrivals

Recogrition
Depariures

Recogrition
Luggage Claim

n dtmf
Fescognition % Selections
Onling Check-in voice
® 3 selections
Recognition
Phong Check-in
Hyperlinkc
Caller Exit
Hangup
[none]
0.00% 20000% 40.00% 60.00%
< >

#" | Fidder: Disabled




Object naming

» Object Names and Labels
«  Will pop up in project documentation and reporting

- Should be short, readable & meaningful (also to business users)

« Should not be changed once defined

Main Menu
Input Mode
B Voice
— Billing W DTMF
. Main Mo @ No Recognition
Billing - BILL (Eilling) - Main
Service plan manager
Service plan manager - SPM (Service Pl
Recognition
Support - SUP {Support) - Main
Support

Customer daka - CO (Customer Daka) -

— Customer data

0% 20% 40% B0%%
% Selections
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Application Tuning L voxea

ASR Performance Utterance Utterance
Application Speech recognition Statistics Recordings
& Grammar performance analysis Grammar coverage, Access to utterance

Event counters Word count stats, recordings in
h I Barge-in detection I DTMF Fallback I application context I
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Application Tuning Reports

» Input State Statistics
 Drilling: Module - Input State - Slot - Utterances

» Caller Exists by Input States

» Menu Navigation Analysis
« Understand caller navigation on menu level

» Recordings by Input State
« Analyzer Utterance Recordings and compare with ASR result




» Modules

=

) Components
=3
Arrivals

@ Authentication
@ Departures
@ Luggage Claim
@ Main: Flightinfo Menu
@ Phone Check-in

2 Input

) output

) Sequence

) Menu

) Resources

| Logic

I Actions

@ Layers

|2) Business Tasks
{i Libraries
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VoiceObjects Server data capture

Dominant Path

Customer Analysis
Behavior Interactive caller
; navigation pattern
analysis
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Modules in Reporting

» Dominant Path Analysis
« Frequency of Module Subsequences
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Module Best practices

» Naming
« Contents of a Module should be obvious by its name

» Prefer short names — makes path analysis easier to read

» Granularity

 If call flow contained in Modules is too simple,
Module path analysis becomes very complex

 If call flow contained in Modules is too complex,
Module path sequences become meaningless
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Module History Tracking

() Change Payment Settings 5% =0
[ Definition ... |

» Control which Modules will be logged ame: | Change Payment ettngs
in Module Sequence logging : T :
| Object Sequence |(...) |
» History tracking should be enabled if [ Goodbye Message |
the Module ... e |

* has a meaningful name and content

« will help to understand caller navigation
in Dominant Path Analysis

» History tracking should be disabled

. Test
If the Module ... @) o
* is only used in a static sequence (@) vodies

« doesn‘t contain any call flow components (@) Modiec
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» Business Tasks

) Components

() Resources

I Logic

() Actions

) Layers

=0 Business Tasks
@" Authentication
@" Departures

i) Libraries
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VoiceObjects Server data capture

Business Tasks
Customer Transaction completion
Behavior rates with detailed

failure analysis
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Business Tasks: Motivation

» To measure the success of a self-

service portal, you want to know: nwpn
,—\p'oioe
« How often do callers attempt cronae e s
... to use a certain self-service? e e
... to be routed to the right agent? : V; -
. . E Update Credit Card ...
... to get information? L e
« And how successful are they A i
iIn doing so? e
9 TaSk Completion Rates 0 4,000 e 8,000 12,000

Page
22
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Control in the Call Flow

'o:-:-' VOoXeo
L]

- Departures

| [Fx) (starting timer and counters)
:] Start BT Departures b=

@ ask for airline

@ Ask for flight number

Chedk for flight information

E] Play flight status
= Flight status was valid?

THEM: Finish BT Departures - complete H

F[ét:] ELSE: Finish BT Departures - businessLogic

Expression: STARTTASK

Finish Business Task
(marking it as Complete)
.~~~ Expression: FINISHTASK

Note: A Business Task can be
started/stopped at many places
in the call flow and may span
across several Modules.
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Business Task Faillures Reasons

Failure Reason Example

Session termination Caller hangs up

Back-end error Back-end error occurs

Recognition error Too many failed recognition attempts,

so the caller is transfered to an agent
Business logic The caller enters an invalid flight number
Caller abort Caller presses ,,0“ to talk to an agent

Task restart Caller starts over before finishing a task

© Voxeo Corporation



Finishing Tasks Automatically

Definition (...) [
- . Events {...
Pre-/Postprocessing (--)
L i Specify objects to be processed at defined occurrence levelz for various events.
= Event Handling (...}
> | Event ASR - No Input (1)

= Events [L..]
ASR - No Input (1) | Event ASR - No Match (1)

ASR - No Match (1) / [ Event ASR - Invalid Answer Limit (3)

ASR - Invalid Answer Limit (3) Label

Error - Connector (1) Layer: | |

n“.'; Options Channel: |Default \_,|

Mavigation (...} Occurrence: | IF >= 3 3]

Tuning (...) Event type: |A5R - Invalid Answer Limit \_,|
OSDM Object: |7 Exit on Error

Properties {...) Continsation: | Rem =

Finish Tasks: | Al v

Filtering: | Mone v |

Values: | |

|:| Send notification on event types "Errer - Connector”, "Errer - Script”, or "Error - Internal”

| Event Error - Connector (1)

| Options
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Finishing Tasks - Overview

Task Status Completion

Automatic assignment of completion status

ASR (NoMatch, ...) Recognition failure (X)
Disconnect Session termination -
=vent Error C Backend X
TR rror Connector ackend error (X)
Error [other] Technical error (X)
Caller Exit / Cancel |nc0mp|ete
Hyperlink Caller abort (X)
Object Goto, Exit
STARTTASK called again Task restart -
Manual assignment only
FINISHTASK("businessLogic") Business logic X
FINISHTASK("complete") Complete X Complete
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Reporting on Business Tasks

» Business Task Completion Rates

» Business Task Session Analysis

Voice
FIN Authentication
Web

Voice
Change Email Address
L Web

Voice
H Change Postal Address
£ Web

%]

= )

] ,— \ioice

= Update Credit Card ...
[ Web

Vioice
Enter New Credit Card
Web

Order Tariff Addon

# Tasks
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I Components
| Resources
I Logic

I Actions

» Layers .

authenticated
not authenticated

= Customer value
Platinum
Gold
Silver

= Flight status
departed
delayed
scheduled
canceled
irvalid

I2) Business Tasks
{id) Libraries
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VoiceObjects Server data capture

Personalization

Customer Statistics
Behavior Service performance

m" m ” | “ || by customer segment
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Reporting on Layers

» “Layer Usage Analysis” Report

= Caller authentication
not authenticated authenticated 50.00%

=] t| Customer value Caller Authentication not authenticated E 50.00%
Platinum Total 12 100.00% E-l]-
cold departed 1 50.00% 50

o Flight status delayed 1 50.00% 125

Silver Total 2 100.00% 87

= tl Flight status Platinum 1 16.67% 125
. Customer value Gold L 16.67% 54
(EF| departed Silver 4 66.67% 49
delayed Total 6 100.00% 76
scheduled Total 20 100.00% 74
canceled
invalid
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Layer State Logging

Caller Authenticated 2 =B

[ Definition ... |

> ContrOI WhICh Layers WIII be Iogged Hame: Caller Authenticated

State Indicator

States (...)

Default State (...)

| |
| |
» Layer State logging should be | |

enabled if the Layer ... |[ - ]I

* represents customer information
(segment, value, region, language, ...)

* represents customer preferences

* represents any meaningful data that
characterizes a call state or caller
characteristics (Layer States are
captured at the end of the call)

« affects the dialog in any way
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» Setting up Reporting in a
development environment




How to setup VO Analyzer

» How to enable the Infostore DB if you are
using the free Developer Edition of
VoiceObjects Desktop for Eclipse:

« http://developers.voiceobjects.com/2009/06/30/how
-to-enable-infostore-on-your-developer-edition/

» How to setup VoiceObjects Analyzer with the
free edition of MicroStrategy 9:

« http://developers.voiceobjects.com/2009/07/20/voic
eobjects-analyzer-for-microstrateqy-9-free-edition/



http://developers.voiceobjects.com/2009/06/30/how-to-enable-infostore-on-your-developer-edition/�
http://developers.voiceobjects.com/2009/06/30/how-to-enable-infostore-on-your-developer-edition/�
http://developers.voiceobjects.com/2009/06/30/how-to-enable-infostore-on-your-developer-edition/�
http://developers.voiceobjects.com/2009/07/20/voiceobjects-analyzer-for-microstrategy-9-free-edition/�
http://developers.voiceobjects.com/2009/07/20/voiceobjects-analyzer-for-microstrategy-9-free-edition/�
http://developers.voiceobjects.com/2009/07/20/voiceobjects-analyzer-for-microstrategy-9-free-edition/�

Questions?




Stay tuned!

» Next Voxeo Developer Jam Session:

» Wei Chen
VP Engineering, Unified Communications, Voxeo

» Date: Thursday, October 28, 2010
» Time: 8am PDT, 11lam EDT, 5pm EST
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