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Inside this 
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     With the economy 
still in a somewhat tight 
situation, companies are 
looking for ways to  
reduce the overall cost 
of personnel.  One of 
the significant areas of 
this rising cost is in  
customer service.  Now, 
no firm can succeed if 

their customer service doesn’t meet the needs of 
their customers or users.  Today businesses use 
an IVR application to handle certain calls that can 
be filtered off because the caller’s needs are out-
side the business hours or simple in nature and a 
live customer service representative is not needed.  
This month’s newsletter is aimed at a discussion of 
how to select the solution to address your 
automated attendant needs and requirements. 
     In the past about our newsletter has discussed 
what we refer to as the three stages of client  
relations. 

Marketing and Introduction 
 

     The introduction stage begins with the introduc-
tion of the product as well as the vendor.  This is a 
bi-directional communication phase where not only 
is the client is learning about the solution but the 
vendor is learning about the client and their IVR 
application needs. 
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Thinking outside the box  

in customer service 

Design and Implementation 
 

     Once there is a project, it begins with 
the design and a plan for the implementa-
tion of the IVR solution.  There is no such 
thing as too much planning for a  
successful implementation. 

 
Ongoing Support 

 
     Any good IVR application should be 
dynamic in nature where it can be 
changed and modified to meet the ever 
changing needs of your customer ser-
vice.  Therefore it is important to have a 
vendor that will be there to assist.  This 
vendor also should be keeping the prod-
uct current with build in migration paths. 
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The Product 

 
     Knowing what your application requires will 
go a long way toward defining which product 
you need to look at.  Does the solution meet the  
requirements of the application?  You need to 
not only look at the current IVR application but 
also consider any future applications.  Is the 
VRU that will perform the self-service IVR  
application scalable for future 
growth?  Who will perform 
the customization of the IVR 
application?  In the future 
when modifications to the ap-
plication are needed, who 
does that?  Does the VRU product support  
current technologies and standards?  Can the 
VRU product make use of 3rd party software to 
form a more robust IVR application?  How will 
the VRU be integrated into your existing firm’s 
phone system?  If that phone system changes in 
the future, can this VRU product change to the 
new system?  If you change computer platforms 
in the future, can this product support that?  
How is the system administration of this VRU 
accomplished and how difficult of a task is that?  
What type of track record does this product 
have?  As important as defining the application 
itself, the complete assessment of the environ-
ment now and in the future is just as important. 
 

The Vendor 

 
      It is almost impossible to separate the prod-
uct and the vendor.  Successful implementation 
of a great IVR application will require a  
partnership between your firm and the vendor.  
Whether this is a totally new solution or you are 
just adding a new application to an existing 
VRU, you need to have a comfortable relation-
ship with this vendor.  The vendor should be a 
resource that helps with everything from doing 
or instructing you about how customization is 

Areas To Consider For Your Telephony 
Solution 

 
     There are four main areas to consider when 
selecting a VRU to provide your IVR solution.   
 

 The Application 

 The Product 

 The Vendor 

 The Implementation 

 
 The Application 

 
     Nothing is more important than getting a han-
dle on the application itself.  A good place to start 
is to look at the user or group of users that will be 
serviced by the application.  What are you trying 
to accomplished in this self-service IVR applica-
tion?  Do you have one unique 
type of user which has specific 
needs or are there different 
groups and the needs will be 
defined by the type of user that 
has called in for each and every 
session.   
 
     Because the application needs to be interac-
tive, where does the data come from?  Is that on 
a single platform or does the IVR application 
need to cross platforms or systems?  What is the 
time frame for implementation and are there 
plans to roll out one or multiple applications in 
stages?  What personnel will assist in the design 
of this application?  Is this application a capital 
budget item where any associated cost needs to 
fall within certain budgetary criteria?  Does the 
IVR application require bi-lingual support?   Bot-
tom line, it all begins with a thorough knowledge 
of what the application requires before you move 
forward to select the product and its vendor.  

(Continued on page 4) 
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Contact us to get your own demonstration of the ODTVision Voice Response Unit.  This demo  

application is a simplistic order entry and shipment status system which is running off a Microsoft 

Access database.  The demo is in the test mode and you will be using the “Test Phone” feature of the ODT VI-

SION VRU to simulate a phone call to the data.   Manuals and case studies are also available on the web site. 

Vision Voice Vantage, Inc.  
1938 Zollinger Road 
Columbus, Ohio 43221  

Phone: 888-252-2555 
Email sales@ODTVision.com 

Improving Customer Service Affordability 

Get free project analysis regarding your telephony 
application or submit technical questions at: 
TechSupport@ODTVision.com  

Or Call:  888-252-2555 

http://www.ibmsystemsmag.com/ibmi/productnews/productreviews/Product-Review--DTT1000-from-Ohio-Data-Transfer/ 

Get Your Own Demo Today 

done to addressing issues with daily system  
administration.  The vendor should also serve as 
a consultant who can instruct you on points that 
will make your self-service application more 
friendly and easier to use.  This vendor should be 
able to tell you how most firms do various func-
tions and what is important in your application.  
Application improvements such as “optimizing 
your voice prompts” or “optimizing your voice 
menus” may be foreign to you but a good vendor 
can help you with such enhancements to improve 
your application.  The proper selection of the ven-
dor can be as important as the product selection 
itself.  Always remember that. 
 

The Implementation 

 
     So you have done our homework and you 
know the application through and through.  The 
correct  

product and support vendor 
was selected. The VRU has 
been installed into your  
environment where it is  
integrated to the phone  
system as well as  
connected to the data.  The 
software within the VRU has 
been customized to the ap-

plication needs.  A game plan has been formu-
lated so that you know who does what in the  
implementation and you know the time frame for 
reaching full production.  You can have all your 

ducks lined up but until you have fully 
tested the application, you can never be 
sure that everything has be done to  

complete this 
project  
successfully.  
As important 
as the initial 
game plan for 
the total imple-
mentation is, 

you should also have a testing routine 
which outlines all the possible responses 
from a user within your application.  To 
aid in this, assemble data to test all these 
possibilities.   
     In summary, during the selection  
process know what you need at every 
stage and get a product and vendor with 
a game plan for how this application will 
be implemented.  Follow that game plan 
and always remember there is no such 
thing as too much testing.  We normally 
start a new relationship with a possible 
client with a web seminar where we  
demonstrate the ODTVision VRU  
solution, have a discussion of features,  
explain how customization is done and 
finish with a roundtable discussion of the 
client’s application.  Bottom line, there will 
be no surprises if you plan for every-
thing.◘ 
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