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A
Accuracy, 139–140
Acknowledgment phrases, use of, 28–29
Advertising voices, 118
AirTran Airways, 9, 11–12

case study, 169–170
American Airlines, 9
America Online, 10
Amtrak, case study, 168–169
Anchors, 113
Anthropomorphism, 26–27
Apple Computer, 39, 115
AT&T, 10, 118
Audio file, 11
Audio icons, 112–114

B
Back end, 98
Bank of America, 9, 118
Becall, Lauren, 117
Bell, Alexander Graham, 4, 21
Bell System, 4
Bernstein, Leonard, 174
BeVocal, 10
Body lists

large, 164
small, 165

Brainstorming, 52–55
Branding

basics of, 114–116
defined, 114
over the phone, 116–117
voice selection for, 117–118

Business objectives/needs, 34, 35
Business problem, 34, 35

C
Call centers, 2
Callers’ objectives/needs, 36–38, 170
Call flow

defined, 58
diagrams, 59–60, 62
diagrams and vision clips, 65–66
example of, 60–63
rules for designing, 64

Calls, analyzing and categorizing, 142–144
Capra, Frank, 137
Casting, 101–103
Change, anticipating, 48–49
Classical usability testing, 130–131
Clients

objectives for, 34–35
what they say versus what they want, 42–43

Concatenative prompt recording, 108–110
Concatenative TTS, 99, 100
Conceptualizing, 52–55
Confirmation, 15–17

explicit, 82–83
implicit, 168–169

Connected speech, 108
Consistency, 56
Continental Airlines, 9

case study, 158
Costs, of recording, 111
Customer Relationship Management (CRM), 5

D
Deployment

full, 138, 149–150
importance of multi-phase, 137–138
partial, 138, 147–149
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Deployment continued
pilot, 138, 139–147
types of, 138

Designs, developing, 51
call flow, defining, 58–64
conceptualizing and brainstorming, 52–55
congruence of style, 55–58
following through, 71
specifications, constructing, 68–71
specifications, conveying, 66–67
vision clips/sample calls, 64–66
Designs, research for developing, 33–49

Design specifications
constructing, 68–71
conveying, 66–67

Directing, 103–105, 107–108
Discourse markers, 28–29
Down sampled, 111

E
Emoticons, 85
Epoch Partners, Inc., 5
Errors, recoverable versus unrecoverable, 44
E*TRADE, 9
Explicit confirmation, 82–83

F
Failure prompt, 78
Failures, analyzing, 143–144
Falling intonation, 109
Feasibility research, 43–44
FedEx, 9, 26, 112, 115

case study, 166–168
Fidelity Investments, 9
First Union National Bank, 9
Formant TTS, 99, 100
Front end, 98
Full deployment, 138, 149–150

G
Griffith, Melanie, 117

H
Headers

large, 165
small, 164

Help prompt, 77, 81–82, 156–158

HeyAnita, 10
Humor, use of, 27

I
Implementation. See Production
Initial prompt, 75, 79–80
Intel, 112
International Data Corp. (IDC), 5
Intonation, 108–109
Investment management company, case study, 159

J
Jargon/terminology, 39
Jones, James Earl, 117, 118

K
Kelsey Group, Voice and Wireless Commerce, 10
Kleenex, 115

L
Language in prompts

avoiding ambiguity in, 84–86
contractions, 90
“just,” 91
natural language shortcuts, 92–94
“say versus “speak,” 89
“want,” “like,” “can,” and “may,” 91–92
“want” versus “wish,” 89
word order, 90

Legal notices and disclaimers, 162–163
List management, 163

M
Macintosh computers, 39, 112
Main menu, 58–59
MasterCard Cardholder Solutions, Inc., 38
MBNA America Bank, 37–38
Media Equation: How People Treat Computers, Television,

and New Media Like Real People and Places, The
(Nass and Reeves), 23

Medial intonation, 109
Meet John Doe, 137
Morphological analysis, 39–42

N
Nass, Clifford, 22–23
National Weather Service, 10
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Natural flow, 56–58
NBC, 112

O
O’Donnell, Rosie, 118
Online brokerage firm, case study, 160–162

P
Partial deployment, 138, 147–149
Pilot deployment, 138, 139–147
Preference section, 161
Preview, 164
Problem, use of word in prompt, 170–172
Production

branding, 114–118
casting, 101–103
concatenative recording, 108–110
creating audio prompts, 99–100
defined, 99
directing, 103–105, 107–108
metrics and technical notes, 111–112
notes on, 98–99
recording, 105–110

Prompts
creating audio, 99–100
failure, 78
help, 77, 81–82, 156–158
initial, 75, 79–80
recording, 105–107
retry, 75–76, 80–81
scaffolding, 166–168
success, 78
timeout, 76–77, 80–81
Prompt writing, 78
ambiguity in language, 84–86
confirmation, 82–83
for elegance, speed, and value, 83–86
help, 81–82
initial, 79–80
meaningful order of information, 87–88
mistakes in, 96
presenting information clearly and usefully, 86
retry and timeout, 80–81
rules for, 94–95
tips for, 88–94
unnecessary information, 84

Q
Quality assurance (QA), defined, 122
Quality assurance tests, 98
Questions, language of asking, 74–78

R
Race condition, 165–166
Radios, 22
Recognizer

confirmation by, 15–17
defined, 12, 13
how it works, 14–15
when it listens, 17–18

Recording
costs, 111
prompts, 105–107
technical notes, 111–112
voices, 99–100

Recoverable errors, 44
Reeves, Byron, 22–23
Rendering, 97
Requirements Specification, 39

assembling, 45–48
Research

aspects of, 38–45
callers’ objectives/needs, 36–38
clients’ objectives, 34–35
feasibility, 43–44
purpose of, 33–34

Retry prompt, 75–76, 80–81
Rising intonation, 109
Risk assessment, 44–45

S
Sample calls, 64
Scaffolding prompts, 166–168
Charles Schwab, 9
Selleck, Tom, 118
Shostakovitch, Dmitri, 173
Singapore Telecommunications (SingTel), 10
Social actors, 23
Social-psychological research, 22

flattery experiment, 23–24
reciprocity experiment, 24–25

Southwest Airlines, 27
Speaker dependent, 15
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Speaker independent, 15
Speaker verification, 14–15, 45
Speech recognition, defined, 4
Speech-recognition systems

applications for, 9–10
benefits of, 2, 8–9
challenge in designing, 18–19
common questions about, 25–29
example of, 11–12
how people react to, 21–29
reasons for using, 10–11
versus touchstone systems, 5–7

Speech recognizer. See Recognizer
SpeechWorks International, 10
Sprint, 112

PCS, 10
State, 11–12
Success prompt, 78

T
Telephone company, case study of regional, 162–163
Telephones

branding over, 116–117
influence of, 4–5, 21

Televisions, 22
Tellme, 10
Testing

See also Usability testing
pilot, 140–142
problems with testing speech-recognition systems,

135–136
quality assurance, 98

Text-to-speech (TTS) technology, 10
concatenative, 99, 100
formant, 99, 100

Ticksheet, 126
Timeout prompt, 76–77, 80–81
Touchstone systems, 2

development of, 4
problems with, 7–9
speech recognition versus, 5–7

Transaction completion, 139–140
Turn, 11–12

U
United Airlines, 9, 10, 26, 145–146, 148

case study, 153–158
United Parcel Service (UPS), 9
Unrecoverable errors, 44
Usability, 39

Usability testing, 98
environment, 129
how a to test an application, 123
interpreting and tabulating results, 131–133
objectives of, 124
preparing for, 124–127
subjects, 127–129
types of, 129–131
value of, 122–123

V
Verizon, 10, 118
Vision clips, 64–66
Voice authentication, 45
Voice portals, 10, 117
Voices

advertising, 118
for brands, 117–118
recording, 99–100
use of male versus female, 25–26

Voice talent, 99, 100
casting, 101–103
directing, 103–105

Volvo, 114–115

W
Welcome state, 58
Wildfire Communications, Inc., 24–25, 27, 80

case study, 163–164
Wizard of Oz usability testing, 130, 131

Writing prompts. See Prompt writing

X
Xerox, 115

Y
Yahoo!, 10
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