— it @ X

BREDRBZRHMLTCETESD
A=t/ 2—RESERRE AT

Automated Interactive Voice Response System Using Speech Synthesis and
Recognition Technology
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Call centers are experiencing an increasing need for automated interactive voice response (IVR) systems as an alternative to operators, in order to
reduce both operating costs and the burden on operators. In general, an IVR system provides customers with certain options using voice guidance,
allowing them to select their requirements by pushing touch-tone buttons on their telephone handset.  However, as it is difficult to understand the
requirements of each customer in detail due to the diversification of operations in call centers, operators provide assistance to customers in many cases.

With these trends as a background, Toshiba has developed an automated IVR system for call centers that makes it possible to recognize a
customer's voice and respond to it automatically, applying its proprietary speech synthesis and recognition technology.

1 FAHE

2 EER# - SHICKBIVRIATLDRIE

T— Nty s —TIZEZR AT O G TE R — AR &
DL, ¥, ROSHB G €223 EBEZ2IToTWw
bo HER, TNOHLDOZAHEBITARL —F—IZLoTEAE
NET—ARERTH o728 T4, Ity —oiEfa
A MR E AN — 5 —OEFBAMERELHYELT, IVRY
AT ADILLEH SN TV S,

WEE, COVATLAOWHMEEZED L7012, BEILL
TERIKICHBEETEL I Loy — [T EFRER S AT A
Z20114EICBASE L, a— N try—I2BIFBERIAT v AL
OB 5 LT& s LM LEDO—T, a—bty
F—CEAEE T HEED, IVROBRMLESTHEFHHA 5 2 AD
b, TEOREREZ Ty a2 b= TIRE LT T 54
PEIRERDTFTH D, T2, RARHLE Sy va
=Y TREBLEN LW REMERTLLEND LG
i, RELTARL = —DAELTHERE L 2T U e b
Nl

FTTHHE, FFE AN ZEHALTC Ty Yark—r T
ERHALENZWVIREHENASHEHHILT, X0 FRIZIST
TEZI—N Y —FIVR VAT AZRSE LT,

ZZTIE, MBI LZIVR VAT LD E L HE, KO
BYE 2 GE L 725 RSOV TR B,

48

ZOIVR VAT AL, BHEAT 201141 2BHSE L2z i A s
AT BIE P RSN & BN FERE L 72 0T, fER LRI
K AEEAE E D% IP (Internet Protocol) v 7 —2 Tif2
FTHRRICLTWA, T X0 G B4 5 1% Hiz B
BLT, DB — 7 Y ADORR, FHHEERICHWATFA
MEMOER, ROEHHERRLEROEHSTE, ek
EEMIH LT, DM Lo TE S,

Bl z1X, IVR2HD [ BEEH VLI TSVET, £,
BEISFOAEANEZBAVLET, BEHFORICBESTD
HEHHEZEBSL 2> TLEZE W, Eyo W) T7F o ATH
LT BHOBEHATI990FE1AIH] LI ThE, 20
HAEZRIEEANZRRLT, 7=y X=X (DB) IZ& &S
NTWBASEAHEREDESTHBINICF v 7L, KOG
K= v A RINT D% EOBELRTTRETH 5o

TR Rk AR VAT AR, TV = av =N,
MENEFHA IR A5 2 (PBX : Private Branch Exchange),
FrR— SV, ROER R - AR — DR S
bo YATAOMENARIZ, R - AW — D ER AL
KER1IRT,

RIROBIZNT, IVRA [BHSFOLEFEAHE ] D7
L =A% GaE R L CHAET A EOME 2 LU IZaR R 5,

RZ L Ea1—Vol.68 No.1 (2013)



Web-GUI |-
-

i £HHDB
TSUNTA—L EERH - ARYATL Dy EIN
: HEEA—sL FIUE—Savi| |
%@ Y- .;_-%‘EBDB
= voicexmL = :
| = Web
S - n PESIN

GUI : Graphical User Interface
API : Application Programming Interface
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Configuration of speech synthesis and recognition system for call centers
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Main specifications of speech synthesis and recognition server
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SRGS : Speech Recognition Grammar Specification
SSML : Speech Synthesis Markup Language
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Flow of processes of speech recognition engine
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Basic sequence of Media Resource Control Protocol (MRCP)
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