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Introduction

The VoxIQ Early Adopter Release (EAR) embraces two distinct functions which may be used alone or in combination to provide a totally integrated solution.  These are:

· Support for human to human conversation about a particular business or other topic e.g. a Customer Service Representative (CSR) talking with a customer 

· Conversational self-service which is normal conversation with a machine about a particular business or other topic.

The VoxIQ EAR V0.02 is now available for download at http://store.kagi.com/cgi-bin/store.cgi?storeID=6FFFF_LIVE&&.  Accompanying instructions will allow any knowledgeable user to build an application without the support of a software engineer.  A standard RDBMS interface is provided.


Support for human to human conversation

The purpose of the VoxIQ support for human conversation is to allow the CSR to talk intelligently to a customer and to handle all calls efficiently.  
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Support for Human to Human Conversation - Figure. 1

(Example display logo courtesy of CIPTeX Ltd)

The functions shown on the screen in Figure.1 are those that a CSR would use as follows:

· The points to be raised by the CSR with the caller are entered automatically by the system as soon as the context (or topic) of the conversation is determined.

· The context title is entered automatically by the system. 

· When a particular point is being discussed, further supporting detail on the topic appears in an associated window enabling the CSR to be more knowledgeable about the subject. 

· As particular points are satisfied by keyword(s) the responses are displayed.

· A context remains on the screen until all mandatory points are satisfied.

· If a customer includes in the conversation information for another context then the data is captured, and then displayed, when that context is being discussed.

· Keywords, including alternative keywords with the same meaning, uttered by the customer within normal conversation are identified for capture within this context.  These keywords can include dialect alternatives. 

· The system will automatically take the necessary action on the input data.

The Conversational Self-Service Function

This function is fully automated to simulate a CSR, or other role, and is able to converse properly within the limits of the business or other process being addressed, e.g. selling insurance or providing maintenance help. 

In addition to the functions described above that are appropriate in an automated system, the following functions are also available:

· Provision for clarification if a customers states that a question is not understood

· Confirmation of answers provided by the customer, if required 

· Correction of keywords erroneously recorded by the system.

For further information, please contact

Julie Barrett, Sales & Marketing Manager, VoxIQ Limited.  

Tel: +441494 430090 or Email: julie.barrett@voxiq.com 
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