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APPLICATION DESIGN THAT PUTS THE CALLER FIRST

The First Data Voice Services design philosophy…
First Data Voice Services’ commitment to clients is to deliver high usage self-service voice applications on our full-featured voice platform with virtually no upfront capital costs. Because our business model is usage based, it promotes an implicit guarantee of performance; meaning if our application does not meet the end users needs and encourage adoption and use, we don’t make money.  This is where our Caller FIRST Design process becomes a key differentiator.  It’s a philosophy that is centered on the old adage; “the customer is always right”.  We build high usage applications not by limiting caller access to live agents, but rather by focusing on caller needs and behavior in every step of the design process and making sure that users, not application designers, have the final word on usability.
It’s time for a change…
While the industry has come a long way since the early days of lengthy, robotic touch-tone applications, caller expectations have grown significantly as well.  Users believe that an IVR system should be as fast and easy to navigate as its online alternative, which requires continual tuning to perfect.  A different design skill set and mentality is needed for today’s applications and not all providers have successfully made this shift.  Common design pitfalls include:
· Failure to map applications to the appropriate technology—speech is not always the answer

· Use of IVR technology as a barrier to live agents
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· Overly intrusive use of voice personas

· One-time project development mentality vs. continuous improvement design approach
We developed the Caller FIRST Design process to meet the needs of today’s users.  By putting user needs first in every phase of design process, we avoid common development pitfalls and build applications that drive superior business results.
Caller FIRST Design Process
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TO EXPERIENCE THE BENEFITS OF PUTTING THE CALLER FIRST, CONTACT FIRST DATA VOICE SERVICES TODAY…
EMAIL: FDVSINFO@FIRSTDATA.COM
PHONE: 1-800/428-2400

VISIT: WWW.FDVS.COM

There are opportunities within nearly every company to add automation in smart and appropriate ways.  We encourage clients to begin with our detailed Discovery and Assessment in which we analyze their current customer care environment as well as internal automation needs to identify both short and longer term opportunities.  Key Steps include:
· Call Monitoring/CSR interviews

· IVR Modality Assessment

· Understanding of Client Goals, Strategies and Capabilities

· Detailed Analysis of Reporting by Call Type

Focus on the Caller:  Extensive information is collected in the Discovery phase to understand customer behavior and pain points.  Caller demographics, customer satisfaction rates and brand equity are key drivers of our recommendation.
Team alignment is critical to the successful completion of an IVR project.  During the Project Orientation phase, we compile the team and gain clarity and buy-in on the project goals and scope.  The second key element of the Orientation phase is to map the right voice to the client’s brand and application.  Voice talent selection requires:

· Understanding of the brand and business strategies

· Understanding of key competitors’ positioning

· Understanding of caller demographics

Focus on the Caller:  The goals and scope of the project are defined in terms of the positive impact to callers—while cost savings might also be an important goal, it never comes at the expense of customer service.  Age, gender and tonality of the IVR voice are mapped based on caller demographics and perceptions about the company.
This phase documents the detailed structure of the applications including:

· Mapping of the call flow 
· Caller interaction plan describing how/where voice persona to be applied

· Detailed prompt scripting and error strategies

· Data integration requirements

· Business rules

· Reporting requirements 
Focus on the Caller:  With the goals of the project focused on solving caller issues, each element of the design phase is evaluated based on customer impact.  In this phase, the experience of the design team in building user-friendly applications is critical.  
Unlike some suppliers, First Data believes that to get accurate caller feedback on an application, users need to interact with it in a natural environment.  Lab testing approaches introduce significant bias and reduce the reliability of customer feedback.  First Data creates a working prototype of each application and undertakes two levels of testing.  No application meets the caller’s ears without first undergoing  internal aesthetic  testing including; design accuracy, voice coach and prompt quality, pacing and flow. 
Focus on the Caller:  Our prototyping and testing approach is more labor intensive than other common techniques, but the extra effort is what allows us to gain deeper insight into usability and make the changes that differentiate between “acceptable” and “exceptional” applications
 Individual users representing the application’s core target are recruited to a casual setting for research.  The testing process attempts to simulate real-life scenarios:
· Participants are given several scenarios that would be common for a typical caller
· Each scenario has a task to be completed through the automated system
· The participant calls into the application and attempts to complete the task
Focus on the Caller: The customer experience is evaluated on both an objective and subjective level.  Objectively, we score the application based on user ability to complete the tasks. Subjectively, we assess body language and comments throughout the session to determine user satisfaction levels with the application and identify potential areas for improvement.   The application is refined based on both objective and subjective caller feedback.
Pilot testing is conducted by deploying the application to a small segment of callers either by geographical area or random port selection. The interaction the caller has with the IVR is recorded in individual wave files which provide input for statistical reports on the performance of the system and the caller’s behavior. A pilot report is created for each application to evaluate effectiveness of the system and implement final pre-launch tuning.    This step forms the basis for a process of continual improvement where performance is reviewed on at least a quarterly basis.  
Focus on the Caller: Upfront prototyping and testing results in superior design, but today’s applications require continual evaluation and tuning.  First Data’s account management organization partners with clients to evolve and adapt each application on an ongoing basis.






Project Orientation 











Discovery & Assessment











Pilot & Tuning





Usability Testing


&


Prototype


Refinement











Full 


Design


Phase











Discovery & Assessment








Prototyping


&


Aesthetic 


Testing 








Full 


Design


Phase











Project Orientation 











Prototyping


&


Aesthetic 


Testing 





Usability Testing


&


Prototype


Refinement














Pilot & Tuning








