EREEBHRLE 32-10
(2000. 7. 15)

EWGEENEHBEGTXICETI—FE

KHF AXF HHE ER
NTT H#EEET T b7+ — LBFSEF (BR) IR 8 S0 18 ZE R BT B 8 P
kumiko@isl.ntt.co.jp higasida@ctr.atr.co.jp

BITOEERES Y 72— AW T BV AMERET 50, RROTHFRHBOEN
MRAPLT L N —32ZE L LT, MAEENOREEBNELEERL X)L OFEME
HE AR EERLE.

EZEHRNIL, ABHETOMEICBIS2HFORFEANTLHMERSEHAIOSHEEL T,
HEEOHBEESORDEMAL T, EMEBNREEZFPRHLKADSR CBVAAR
), BRIFPAMSANZEEIL, FIRAFCEMAPNRNE S CERICHE2ED S HR (L
TWBHDERE) VD 2 DOMBEREHATSEET, HEOHREERELEZLT, K
EROBEHNSDERSFAEOEREMET 2LV EMERTS. -

EEZHROEDERTOLDIZ, AXREEHOEFEEEIAIELETORNIA TV AT A
ZHREL, Mg, I UHEEESOFMET /. FOERE, EEHFRIBTHFRELN, #
REEE TR<FASHEED RBIIAM ETAZ ENRERTEE.

New Dialogue Control Method that Efficiently Ascertains
Customer Intent through Speech Recognition

Kumiko Ohmori Masanobu Higashida
NTT Information Sharing Platform Labs ATR International
kumiko@isl.ntt.co.jp higasida@ctr.atr.co.jp

This paper describes a new dialogue control method that utilizes speech recognition processes we
propose based on human dialogue analysis. This method provides users with stress-free voice input
through real-time responses and a naturally-controlled dialogue.

We found that dialogue control strategies derived from human operators who skillfully obtain the user
intent, even when faced with unfamiliar words or an inability to hear clearly, can be adopted to solve the
problems of speech recognition technology.

When a listener only prepares a small number of words to recognize a word spoken by a partner,
“Presupposition-type Listening (PSL)” is initiated because the listener believes the spoken word will most
likely fall into the prepared word set selected by preference or familiarity. When a listener feels
uncertainty in the results, he usually asks the partner to repeat the word or queries the partner on related
information to support his results. When the listener experiences failure in this process, he extends the
word set to handle a large number of words and gains time to advance through the listening for larger
words or winnow the extended word set by querying the partner for some additional information, while
maintaining a smooth discourse. These processes are called “Pretense-type Listening (PTL)” because the
listener employs these while not letting the partner know that he could not fully hear what was said.

We developed a prototype that simulates operators who efficiently identify a series of address segments.
The experimental results show that the dialogue time and number of interactions required to obtain
clearly the user's intent is reduced to roughly 2/3 compared to existing systems. The customer satisfaction
level was also raised 184% on average, based on five-grade user satisfaction questionnaires. The
important aspect of the results is not the improvements in function and performance, but the shift in user
reaction from a dislike based on the system’s limitations to excitement over the variety of new functions
and possibilities.
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