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Challenges – Current IVR

Time & Cost to 
market is 

significantly high

Time & Cost to 
refresh call flow is 
significantly high 

Change Request 
process cumbersome 

& time consuming

Cost to Implement & 
Maintain rich 
advanced IVR 

functionalities is 
significantly high

SI/Vendor 
dependency is too 

high



Design

• Consultative approach 
to figure out the 
best/optimal customer 
experience.

Assemble

• IW Configurator.  
Stitch the modules 
together into Call Tree.

Optimize

• Analytical Services/ 
Reports for continuous 
and better customer 
experience.

Imperatives for a better Customer Experience



GUI – Web Based Easy to 
use Interface

Creating Standalone call 
flows which can be 
plugged into different 
call flow points

Modular Call Flows –
Dynamic & Easy to 
configure

Ability to create call flow 
for multiple hotlines
with multiple language 
support

Maker Checker Scheduling

Roll-back Built-in failover
capabilities

Ability to alter of IVR 
prompts/modules / 
menus and other 
configurations 

Call Simulation – IVR Call 
flow can be vetted on 
the browser itself

Interaction Workflow:
• IW is a web based module which allows users to 

modify / shuffle the call flow without making any 
changes to the application. 

• Single Application for Self Service across IVR and Text 
based Channels (Chat, Social Media Channels) for 
unified and consistent experience. 



Web Based User Interface

Node Palette
(Available for Drag n Drop) 

Ability to break call flows 
into Multiple tabs

Page Connectors

Status of Call flow
(Maker/ Checker)



Greeting Messages , Menu 
Configuration based on IW 

Out of the box Widgets for 
Customer Input

2FA Authentication Listing of Account Information 
Customer gets his balance and 
based on which can be offered 

with new promotions
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Open Intent Based Call 

Steering

Directed Dialog/ DTMF 
based Call Steering

Open Intent/ Directed 
Dialog/ DTMF based Call 

Steering

Caller can specify their intent 
with free speech

Caller is directed to say / 
press a specific set of key 
words / DTMF options

Caller can choose to use 
natural language / Directed 
Dialog/ DTMF mode of input



1. Customer is greeted with an open ended question

2. Customer : “re-contract eligibility”

3. IWE routes the call to Re Contract Module

4. Caller is taken back to the initial step

5. Customer : “Bill Details”

6. IWE routes the call to Bill Module

7. On Completion, Customer Is again taken back to the initial step

Every time the customer will be asked an open ended question and the 
response will be tagged to a Self Service Module

Welcome to XYZ 
telecom

How Can I Help You 
today?

Re Contract 
Eligibility

Bill Details

“Re Contract Eligibility”

“Bill Details”
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1. Customer is greeted with an open ended question

4. Customer :  “Mobile Services” 

5. Customer is presented Sub Level Menu – Mobile Services

6. Customer : “Post-paid” 

7. Customer is presented  Sub Level Menu – Post-paid Menu

8. Customer : Press 1  

9. IWE routes the call to Bill Module

10. Customer is presented Global Menu

2. Customer : No Input

3. Customer is presented a DTMF combined with Directed Speech Menu – “Main 
Menu”

1.For Mobile Services, Say Mobile or press 1.
2. For Broadband Services , Say broadband or press 2

3. For TV related services, Say TV or press 3
4. For anything else press 4

1. For Prepaid Services, Say Prepaid or press1
2. For Post-paid Services say post-paid or press 2

Welcome to XYZ telecom, How 
can I help you today

1. To know your bill say bill or press 1
2. To check your re contract eligibility say check re 

contract ore press 1

Bill

“Mobile Services“

“Post-paid”

1 [DTMF]

1. To hear that information again say 
repeat or press star

2. To go back to the main menu Say main 
menu or press 9

No Input
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1. Caller is greeted with an open ended /directed dialog / DTMF 
based Menu

2. Customer : “re-contract eligibility”

3. IWE routes the call to Re Contract Module

4. Customer is taken back to the initial step

5. Customer : No Input

6. Customer is taken to the “Main Menu” of the IVR call flow

7. Customer : “Mobile Services”

8. Customer is taken to a sub level Mobile services menu

CWelcome to 
XYZ telecom

In a few words Please specify the intent of your call

Re Contract 
Eligibility

“Re Contract 
Eligibility”

1.For Mobile Services, Say Mobile or press 1.
2. For Broadband Services , Say broadband or press 2

3. For TV related services, Say TV or press 3
4. For anything else press 4

1.For Prepaid Services, Say Prepaid or press1
2. For Post-paid Services say post-paid or press 2

“Mobile Services “
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No Input

The flow proceeds as – “B”



Call Steering Levels

Collection Phase -
Open Intent

Module Confirmation

Module Re Collect –
Open Intent

Module

High 
Confidence

Mid Confidence

Accept Decline

Re Collect 
Confirmation

High 
Confidence

Mid Confidence

Module Fall back State

Fall Back Menu – Directed 
Dialog / DTMF

Accept

Decline



Interaction Workflow Engine Speech Rec Server

Welcome to Singtel, How can I 
help you today

Recorded Phrase
File [.wav]

I want to check my Re contract 
eligibility

Intent Tag
Confidence Score
Result : Pass/ Fail

Steers the call 
based on Intent Tag, 

confidence score 
and other business 

rules

I need to find out why you are calling 
so, In a few words please state the 

reason for your call

Recorded Phrase
File [.wav]

High – Tag 

Match

Did you mean Re 
Contract Eligibility?  Re Contract 

Eligibility

Mid Confidence

MismatchModule

Collection
Module
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List of Live Sessions 
Along with Start Time, 

End Time , Duration

Node Count

Node Traversal : 
Interaction Path



Total Node count based on 
individual nodes



Individual Node 
Details

Session Information
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Eliminating navigational complexity and helps getting your customer where they want to go

Faster
Transaction Times

Increase
In Self Service 

Utilization

Decrease
In Agent transfer

Less
Time spent in IVR

40 %
Callers transfer out if they 

do not find what they 
came for upfront

Time & Cost

to market is low

Rich & 
Advanced 

Out of the Box features

Reduce
in SI/Vendor 
dependency

Interaction Workflow UI Interaction Workflow Call Steering

Better Customer Experience

Increase 
FCRDecrease

Repeat Calls




