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Agent Supporting System using Speech Recognition in Contact Center

ToHRU NAGANOL'®)  YOSHINORI KABEYA2

IsA0 OKAHARAZ

Issel YosHIDA? GAKUTO KURATA!

RYUKI TACHIBANA!

Abstract: We developed an agent support system using speech recognition and similarity search. As a
customer contact point is changing from face-to-face to the internet in a decade, contact center is becoming
more and more important to the customers. The contact center is tacking to organize existing manuals,
fags, and related data to answer to the customers’ inqueries rapidly and to improve quality of responses.
In order to shorten the response time and reply more accurately, we made the system that automatically
reocognize speech conversations between contact centers’ agent and customer, and search similar texts from

the database in real time.
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