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The use of speech technologies in call centers 
- Including para- and non-linguistic information 

 

ATSUHIRO SAKURAI†1 SHINTA KIMURA† 
 

 
Call centers constitute an important arena for the use of speech processing technology. Moreover, an increasing number of 
companies perform voice logging, resulting in the accumulation of a large amount of speech data, paving the way for new 
applications of such resources. On the other hand, the use of speech technology in practice is not an easy task, requiring careful 
attention and know-how. Our company specializes in the use of speech technologies ranging from voice logging, speech 
recognition, dialog analysis, and para- or non-linguistic analysis to create new solutions for the call center industry. In this report, 
we show some examples and try to grasp what is really expected from speech technologies in the call center industry. 
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IVR: interactive voice 
response system IVR
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a) e-mail SNS
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3.  

3.1  

[b]

 
3.2  

(KPI: key performance indicator)[1]  
 

                                                                 
 
 
 
b) KnowledgeNavi 

KnowledgeNavi
 

 
Table 1 KnowledgeNavi agent support system concept. 
Keywords “digital camera” and “cold” within the conversation 
lead to the manual “Using the digital camera in cold areas”. 
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c) VoiceTracking Quality Manager 
d) VoiceTracking KeywordFinder 
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(b) NG  
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Figure 1 Agent evaluation based on keyword utterance.  
The vertical axis represents the average number of utterances 

per call. 
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Table 2 Dialog analysis parameters used for evaluating 
operator’s performance 
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Figure 2 Agent evaluation based on dialog analysis. 
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3.4  
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e) VoiceSyncII 
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Figure 3 Voice tension analysis 
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VoiceTracking  
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Figure 4 Calls arranged in descending order of tension scores. 
Monitoring is done starting from the calls that yielded the 
highest scores. 
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Figure 5 Number of keyword utterance by day of the week and 
by time frame. 
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f) VoiceTracking VOC Analyzer 
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[3]  
 

 
 6 [g]

[h]  
Figure 6 “Hybrid” speech recognition system formed by a 
word-spotting front end and a large-vocabulary continuous 
speech recognition system. 
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g) VoiceTracking KeywordFinder 
h) ASR SpeechRec (NTT-IT ) 
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