
Discovery Process
The FAST team will work with you to gain a clear understanding of the above areas across various lines of 
businesses. We will work with you in three key activities :

Customer Transaction Processes•  - In order to understand the calls that your agents 
 handle Fluency specialists spend time listening to calls coming in to your various lines of 
 businesses. Within each skill group, we aim to sit with various agents who have a mixture of 
 experience so that we can gain greater exposure to your call handling. The aspects that 
 we shall be noting are the type of calls, associated volume and duration, the transaction process, 
 speci! c wording used by both caller and agent, data needed to complete the call, and agent wrap-
 up activities. Our specialists have extensive experience in call center engagements and 
 are able to complete this activity with minimum disturbance to the agent operations. In 
 addition we would aim to understand any existing touchtone or speech automation, and 
 what the end-to-end caller experience is.

Call Handling Cost Modeling•  - Using call volume and duration data plus operational cost 
 ! gures Fluency will build a model of current call handling costs. From this we can identify 
 opportunities where full/partial speech automation can reduce costs and increase revenue. 

Channel Strategy•  - Our approach is to understand speech self-service in the 
 context of a multi-channel strategy. We aim to understand all customer touchpoints and 
 related technology, such as your website, to establish a consistent self-service interaction 
 regardless of web or voice. This ensures that our recommendations leverage existing investments 
 and assist in providing the caller with a seamless customer experience.

Fluency Assessment for Speech Technology (F.A.S.T)
The FAST Process is designed to identify bene! ts that can be derived from speech automation. Our holis-
tic approach aims to build a thorough understanding of all customer telephone interactions, from up-front 
touchtone routing and self-service automation, through to agent handled calls and any processes that take 
place following call completion.  The FAST discovery process focuses on the following key areas: 

Reducing call handling costs• 
Reducing calls directed to agents• 
Reducing hold time• 

The objective of this FAST process is to help you fully understand your current caller experience, and any 
associated automation bene! ts based on your particular business and caller needs.  FAST will de! ne how 
speech can be applied to reduce costs, improve revenue, and increase satisfaction.  Our team will spend 
time gathering and analyzing various customer, operational, and business data; we will then focus on iden-
tifying and demonstrating the bene! ts and impacts that automation can achieve.

Improving average speed of answer• 
Improving the customer experience• 
Growing revenue opportunities• 



About Fluency Voice

Fluency provides packaged speech recognition solutions for call centers. 
Fluency’s speech recognition solutions are used by call centers to improve customer service and signi• -
cantly reduce costs. These call centers come to us because of the unique way we package and provide 
our speech solutions, which focuses on a quick win, rapid ROI, and trouble-free rollout. Our con• gurable 
speech recognition solutions are delivered via the VSA TM Suite. VSA provides a range of applications 
which can be deployed individually or collectively to automate call center work• ows. Each VSA deploy-
ment is fully con• gurable, allowing customers to make real-time changes in response to business needs. 

Our experience of delivering speech recognition technology into the call center market allows us to focus 
on automating business processes that return the highest value to our customers.  By anticipating busi-
ness needs and utilizing innovative technology we ensure that our customers are equipped to respond to 
evolving business opportunities. 
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Deliverables 
Following completion of the on-site exercise, Fluency will spend approximately 2 weeks evaluating the 
• ndings. We will then present an executive level business case and ‘before and after’ speech simulation 
scenarios which illustrate any proposed changes to your current caller experience.  
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Identi• cation of Automation Opportunities
The speci• c deliverables are:

Business Case • – showing how savings can 
 be recognized across the various lines of 
 business by utilizing speech technology, and 
 the related implementation and re-occurring 
 costs.

Self-Service Opportunities•  – demonstrating 
 which of the existing call processes can be fully 
 or partially automated, and the new 
 automation opportunities that are now 
 available because of speech

Caller/Business Experience•  – showing that 
 the proposed caller experience can both 
 re• ect the brand and ensure that the call 
 handling process is in line with your goals and 
 expectations.

As a result of the FAST process your company will 
have a view of potential improvements to the call ex-
perience, and the associated business case.  

Critical to business:
Reduce costs signi• cantly
Improve customer service

Often improves business:
Agents may still be needed
Saves agent time

Often improves business:
Cost-saving potential
Projects need to be carefully 
scoped to ensure ROI

May improve business:
Saves agent time
Needs careful design
Possible bene• ts in niche areas


