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     We have discussed many self-service IVR            

applications in the past.  IVR applications have 

been around for over thirty years. 

most people were first introduced 

to using these forms of applica-

tions when they called into their 

bank to check a bank balance or 

a variety of other functions.  In 

this application the user would first identify their 

account, go through some type of security     

clearance such as entering a cross reference pin   

number and then would obtain a menu,  From that 

menu, the user would select what they wanted to 

do during this session.  

When you break down this initial basic application 

you see there are four different steps involved in 

this process. 

1. User made a call 

2. User entered an account number to identify themselves 

3. User entered security pin number in order to use the 

application 

4. User went into a menu to do a variety of functions 

Even though this process was very basic, some    

applications can be fewer steps than this.  By   
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using Caller ID to identify 

the caller, the call itself 

may be all that is required 

to complete a simple     

application.  In other basic 

applications, the user may just enter one or 

two key stokes to complete the application 

since the IVR has determined who called by 

the Caller ID.  This month’s newsletter co-

vers some examples of applications where 

that is possible.  What this does will improve 

the self-service application as it limits the 

amount of time the call takes, limits the in-

put from the caller, lowers the sophistica-

tion/training required of the user               

and in general, makes the application 

friendly.  Shorter phone calls  increase the  

capacity of the unit and an easy to use    

application will increase the client’s desire 

to perform the task through the self-service 

IVR application. 

This month’s newsletter discusses some 

applications requiring very little interactive 

activity other than just making the call itself. 

With Caller ID, the unit can identify the call-

er by just their phone number.  Instead of       

Applications that can be done in one 

key stroke, a few key strokes or no  

input other than from the call itself 
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requiring input from 

the caller, the applica-

tion looks at the data-

base and sees which 

profile matches the 

Caller ID it just identified.  Depending on your 

phone system, you may need to set the ring 

count to 2 or 3 rings to identify the Caller ID in-

formation.  It is also helpful if the profile knows 

the preference for that user such as what      

language the response should be in and the 

type of functions that this type of user needs.  

This cuts down the number of the steps for the 

caller and optimally we hope for no input at all if 

the application is really basic and simple. 

Job scheduling reporting is a common business 

need where a central office needs to know how 

a worker is progressing through their assign-

ments for today.  It doesn’t matter if this is a de-

livery driver going 

through his rounds, a 

maintenance/

repairman, a cleaning 

crew or any number of 

other possible job duties.  In these type of ex-

amples, there is one centralized need for the 

office to know if a task is done.  By just calling 

the IVR system it reads the Caller ID which logs 

on to that employees’ schedule.  Since the sys-

tem has the pre-assigned jobs for the day and it 

knows where this employee is at in their sched-

ule, it can post that this task is completed in-

cluding a time stamp.  This information may up-

date another system where that information can 

be used to calculate the time for the next ap-

pointment as the worker goes through their 

schedule.  This action may be used to trigger that 

next appointment’s expected time of arrival for the 

person doing the work or it may send a notifica-

tion to that next customer on arrival time via 

email, text or call.   

     Job scheduling reporting may require more in-

formation other than just that the job is completed.  

For this example, let’s say this repairman was un-

able to complete this job function for some rea-

son.  Let’s say he needs a part but still wants to 

let the office know this task was not completed as 

he is moving to the next job.  This would require 

your system not to post the job completed just by 

answering the call but even though it has identi-

fied the caller and therefore the job, it asks the 

employee to press 1 if completed or 2 if not com-

pleted.  If not completed, the system would ask 

for a reason code why not completed.  Let’s say 

the reason code is “101” which tells the system he 

is missing a required part.  Now the office knows 

the job is not completed and the repairman is 

moving to the next assignment.  This same type 

of action may take place for the deliveryman.  The 

shipment requires a signature and that person 

was not there to do that so the package was not 

delivered.  Now the office will know what hap-

pened and why. 

 

 

The abilities of a self-service IVR application to 

provide information to a customer are endless.  

Assume that as described in the previous section 

on job scheduling the application has updated the 

expected arrival time for that repairman or deliver-

yman.  The customer themselves can call in not 

only to hear the time of arrival but also any chang-

es to the schedule as noted. 

Job Scheduling Reporting 

Customer Service 



 

     If the customer’s phone number is tied to a 

sales order where a delivery is 

scheduled, the call itself can 

give the customer the updated 

time and date for that refrigera-

tor delivery or the system itself 

may forward that information to the customer. 

     A regular customer whose Caller ID is tied to 

their profile can call in for today’s pricing or item 

availability with a simple call. 

     Almost any customer service business to client 

communication can be done 24/7 through the IVR  

self-service application. 

     One of the advantages of using the Caller ID to 

identify the caller is that sometimes the caller 

doesn’t have their identifying information at hand.  

We had a utility account one time where they 

wanted a home owner to be able to an electrical 

outage.  The utility’s web solutions would not be 

available since the electric service was down.  

Most likely the customer didn’t know their account 

number but by having the phone number tied to 

their account, a simple call accessed the profile of 

that customer.  From that profile they could report 

the outage and the IVR application also immedi-

ately looked at the zone that account was in and 

whether the outage was already reported.  The 

service personnel could log the approximate time 

the outage would be repaired and the caller would 

not only be told the outage had been reported but 

also the expected time of service restoration.   

      We had a school district that created an IVR 

application for notification of snow days.  The 

school superintendent would go out to check the 

road conditions and call into the IVR to report    

closure or delays.  Based 

on that call, mass notifica-

tions were sent out via 

texts, emails, and phone 

calls to a variety of recipi-

ents.  This distribution database included par-

ents, teachers, staff and news outlets.  

      While on the topic of weather conditions 

notifications, we had a city government 

whose manager could go out in the middle of 

the night to survey the road conditions and 

then call the IVR to record a message indicat-

ing when the street maintenance crews were 

to report for snow removal and by entering a 

code that sent a recorded message to the 

distribution list of employees which would 

contain instructions as when to report to 

work. 

     The common factor in both of these appli-

cations is the emergency notification is taking 

place after hours and the individual is initiat-

ing the notification automatically and doesn’t 

have to know who to contact or follow compli-

cated procedures, the call itself starts the         

notification process. 

   One of our clients did away with their em-

ployees’ time clocks and the staff would just 

call the IVR to report that they had arrived at 

work or were leaving.  Since they were using 

their desk phone, the Caller ID  was used to 

pull up the employee profile and HR knew the 

employee was at or leaving their work space. 

     I saw a similar use of the desk phones 

where security guards at night would call the 

IVR to report that this work area was secure 

in a warehouse environment. 
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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 VISION 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: 614-586-9320 
Email sales@ODTVision.com 

Emergency Notification 

Location Notification 
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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: 614-586-9320 
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:  614-586-9320 

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

Get Your Own Demo Today 

 

 

     There are many self-service applications that 

can be done though an IVR applications but one 

of the functions that takes place outside of busi-

ness hours is where an employee needs to re-

port that they will miss a shift or be late.  We had 

a customer who did this through a simple IVR 

application.  Not only was the Caller ID used to 

identify the employee, but also a notice was sent 

to the department level and the IVR application 

was customized to find a replacement worker.  

This worked great as this was a large campus 

type environment with multiple buildings spread 

over hundreds of acres.   

 

     Clients who use Money orders and wire trans-

fers could verify that these transactions have 

cleared.  The phone number tied to that transac-

tion and linked by Caller ID can be used to limit 

who can access the transaction’s current status 

without any additional steps other than a phone 

call.  

 As in all the aforementioned applications, it is      

important to note that the language used by the 

IVR application to deliver the status response 

should be based on the language preference 

noted in the profile of that client. 

 

 

     

     We always look for ways to make our clients’ 

IVR self-service applications simpler to use, and 

one of the first things I always ask the client is  

can we use the Caller ID of the user to identify 

the client.  The use of the Caller ID not only    

removes one step of identifying who is calling 

but also provides a physical security in the     

aspect that the log in requires just that one 

phone.  I am amazed how many times I hear, we 

don’t use a phone number in their profile or tied 

to this transaction.  It is something you should 

always consider in the design of your databases.  

At the same time we are in a society now where 

many of our VRU applications need to use a lan-

guage other than English.  By tying the language 

preference from the profile to that Caller ID as 

well, you can remove the language selection 

menu off the application and you have saved 

another step.  The fewer steps the caller needs 

to perform the shorter the call and the friendlier 

the  application.  These steps will increase the 

capacity of your unit and users will be more like-

ly to use the self-service applications.  Please 

feel free to discuss with us your self-service 

needs and how we can help make these appli-

cations the best they can be.◘ 
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