
First data voice services 
20 years experience building managed ivr 
solutions that maximize customer satisFaction 
and ivr usage

access to the latest voice technologies with little upfront investment

extensive professional support team with over 20 years of experience

user-centered approach to application design and development 

usage based model drives constant focus on application optimization

advanced integration capabilities with your host systems

over 500 live inbound and outbound applications

What makes First data voice services different?

Voice Services



neW technologies driving expansion oF 
automated customer care marKet
speech recognition, voicexml and biometrics are just a few examples of the newer technologies that 
are redefining what is possible in automated customer care.  these technologies enable applications 
that would have been too difficult for customers to manipulate in a pure “touch tone” world and create 
terrific opportunities for companies to improve customer interaction and deflect call center expense.  
the market for speech recognition applications alone is projected to grow at a cagr of 14.9% through 
2010 driven by additional user-friendly self-service application development.

speech design that puts the caller First

at First data voice services we maximize automated self service not by limiting access to live agents, 
but rather by designing applications that put the needs of the caller first.  this process which we call 
Caller FIRST Design (CFD) is a key differentiator on several fronts:

u discovery process provides multi-year roadmap for ivr automation based on your 
     corporate goals and strategies 
u recommend both pre-packaged and customized application components to drive 
     maximum usage at the minimum cost 
u incorporate both brand equity and customer demographics into design strategy 
u development process maximizes leverage of client’s existing infrastructure 
u Full prototype development and usability testing vs. “lab testing” incorporates both 
     success rates and “likability” of each application 

speech recognition u.s. groW th Forecast

0

50,000

100,000

150,000

200,000

250,000

300,000

350,000

400,000

2005 2006 2007 2008 2009
Source: Gartner
2010

CAGR 14.9%

Discovery &
Assessment

CFD D evelopment Pro cess

Requirements
& Research

Full Design
Phase

Development
& Prototyping

Aesthetic
Testing

Usability
Testing

Refine
Call Flows /
Prompts / Code

Pilot &
Tuning



automated inbound 
customer selF-service 
applications 
automated inbound section:  lead in: First data 
voice services can help you increase customer 
self service rates by leveraging the right ivr 
technologies against the right business functions 
to design intuitive, user-friendly applications.

streamline inbound inquiries
significant development expertise in:
u customer service applications
u account inquiry/profile management
u transaction status
u ivr payments
u pin generation/account activation
u appointment scheduling

u revenue generation applications
u product information requests
u contests/sweepstakes/promotions
u pre-paid card management
u direct response sales

robust Features
u open-standards architecture
u highly skilled development and operational support teams
u supports all traditional and emerging technologies (dtmF, speech 
     recognition, voip, voice biometrics)
u cti capabilities improve the routing of inbound calls
u hosted model provides flexible deployment options with minimal upfront capital

call routing
First data delivers a full suite of computer 
telephony integration(cti) solutions that ensure 
improved call routing. 

intelligent call handling
u improves call routing by integrating data collected via the ivr right through to the 

back-end systems that drive csr or contact flows
u calls can be routed based on:
u automatic number identification (ani)
u dialed number identification service (dnis)
u prior call history lookup
u alignment of customer needs to csr skills

improved customer interaction
u able to automatically schedule outbound callbacks on inbound 

abandonment calls

u can better prepare csrs for customer calls with whispers or screen pops
u drives the right calls to self-service applications faster
u enhances available management information
ureal-time views of call dispositioning
u csr level transfer
uabandonment statistics

data collection and 
transcription
First data enables you the ability to capture 
and transcribe requested information 
provided by your customers via our ivr based 
data collection solution.

improve data capture eFFiciency
u allows for the collection of name, address, email, phone or other  
    data provided by your customers
u data capture via speech-to-text transcription
u automatically incorporates transcribed data into your customer  
     profiles
u saves csr time while augmenting your database with critical  
     customer information
u commonly used to collect:
uaccount profile changes
uemail and opt-in information
uinformation for delivery of marketing messages
ucustomer preference for future communications

automated outbound 
voice notiFications
2Wayconnectsm can help you deliver 
real-time customer notifications for 15-20 
times less than the cost of a live agent call. 

event triggered alerts
deliver customized messages through integrated customer communications 
tools:
u customer service
u risk management/Fraud
u collections
u business continuity

reduce communication costs
u 15-20 times less than live agent calls
u over 50% less than direct mail
u successful contact rates over 90%
u 25-30% calls transfer to live agent for purchase of issue resolution
u hang up rates similar to live agent outbound calling
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Voice Services

asK us today hoW First data voice services can help your drive higher 
levels oF automated selF service…
 
email: FdvsinFo@Firstdata.com or
phone: 1-800/428-2400 or
visit: WWW.Fdvs.com

First Data VoiCe serViCes has quietly built one oF the top 
hosteD iVr businesses in the u.s. by Consistently DeliVering 
results For our Clients…

 process over 30 million inbound calls/month

 delivered over 1 billion outbound minutes

 service 5 of the top 10 us banks

 support over 500 live applications

 provide voice services to major clients in retail, insurance, manufacturing, healthcare, utilities, 

   government and travel industries

“Fdvs works as a trusted 
partner with my team to 
develop a business plan 
that builds/strengthens 
our business.”

your success is our success… 
With the First data voice services transaction-based outsourcing model, we only 
profit if your applications are successful and result in high usage.  to make sure each 
project is a “win-win”, we:

 perform detailed pre-assessment research on your current processes
 recommend an optimization plan with supporting roi analysis
 track progress and support you with continuous improvement testing
 support your business with our experienced program management team

“Fdvs consistently 
exceeds my expectations…
excellent quality and 
teamwork.”

“the Fdvs team has 
always completed new 
developments accurately 
and on time—they 
partner with our team to 
ensure all aspects of the 
project are understood.”

“Fdvs service is 
outstanding.  they 
continue to do what it 
takes to get any issues 
that arise resolved in 
a timely and efficient 
manner.”

client testimonials


