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 AMERICAN EXPRESS
IMPLEMENTS VOICE RESPONSE
CREDIT AUTHORIZATION

“The American Express service
policy is to never turn down a
retail charge without first

Copy

speaking directly to the mer-
d)antaraxstomenOm'goaJin
implementing a voice process-
ing system was to maintain a
ighly personalized approach

ver the next year American
Express and VCT will be
implementing some of the
latest advances in voice
Processing to provide the Travel Related Services Divi-

voice recognition.
'I‘hepmjectbeganoverayearagowiﬂnextensive
review of available applications and voice processing
equipme.mt. AooordingtoAnitaBounds,ManagerVoice
Promng,“l‘heAmeﬁcanExpmservicepolicyisw
ngva-unndownareta.ildmrgewiﬂ:outﬁrstspealdng
dmecﬂytoﬂ\emerchantorwstomer.Ourgoalin

The initial Credit Authorization Service (CAS) Pilot
Voice Response System will utilize 24 lines of voice
response equipmenttomtonuteparﬁadarstepsand
ftmcﬁomofﬂ)ea'editanﬂiorizaﬁon.Asrepresenhedh
the disgram, calls are processed by two methods, as
aﬂ:emumvehanm:\nmvdcwa'gronly&nvx
response umit or as a relayed call to a operator w
keys in pertinent information,

ea!lisdirectedbythevoiqems;:onsemittoopemtors

See AMEX page = s




.fa'tsbutalsoﬂxeai.nunwrmtofsomevetyin i
‘watking with companies such as
Hrodking with cornparies such as Elk
'ﬁonServicwatAmerimnEXpre&.

and
e Voice response systems that utilize D; ital
tedmiqueshpanﬁtmwdmhasel)ﬁfor-
computers and handheld
customized
as varied as wholesale/

S':] lP »
teru.nmkVCI‘has
i developed and installed
5 'l_' industri ’

; msnm,bmldtg.u'etﬁtmﬁons,edmﬁon,

on,
mamfacturing, retail,
transportation, communication and consumer services, Please
direct your comments, suggestions and articles to: Colleen
Moonen, Editor, The Voice, 5730 Oakbrook Pkwy., Suite 175,
Noreross, GA 30093, .

teresting pro-
ts. It is very exciting to be
Electraneti L

H#TRADE SHOWS

VCT participated in 11 trade shows and con-

ferences from October through December, The

vastmajoﬁtyot‘ﬂmeshotvswemﬂegiomlaxd_

SmefConfelmfordxeAmeﬁmAssoda-

tion of Collegiate Registrars and Admissions

Officers (AACRAO).

October

68 League for Innovation in Community
Colleges — Assisted Miami-Dade
ofﬁelepbone'mgisu-aﬁonsystem

810 Louisiana AACRAO Conference

810 Speech Tech Office Automation
Conference — Co-presentation with
AmaieanE:qxessonVoieeResponse
Credit Authorization System

2629 Credit Union National Association
26-28 Upper Midwest AACRAO Conference
November
25 Texas AACRAO Conference —
Assisted University of Texas at San
istrati (S 9
rgisuion sy Goe g
Carolinas AACRAO — Assisted Central
Piedmont Community College with
presentation of telephone registration
system

New England AACRAO Conference
Florida AACRAO Conference —
Participated on a panel discussing the
Future of High Tech in Education
December

18  Middle State AACRAO Conference

Watchforupeaningarﬁdesonwicem@onse
applications for Burlington Northern Railroad
in Railway Age and for Suffolk County
Community College in the Community,
Teahniml,ami.lmiarCaﬂegaJoumaI.
BmlingtonNorﬂmRaﬂmdbasintzodmed
a system called ‘Phone-Trace’ which enables
Burlington Northern customers to use their
Touch ToneOphmetoamﬁmeﬁﬂpment
tracking system in Denver for locating

25
25

See ‘PHONETRACE), page 3 /
R
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INEWS RELEASE

SCHOLARSHIP/ENGINEERING GRANT PROGRAM

Effective November 3, 1986, VCT is offering U.S. »
pumhasingvcrvoioetwpmsesyste.muptasls,ooombeappﬁedmdﬂlerﬁw
institutions general scholarship fund or the engineering department for research
into voice processing. This scho

ities provided

larship program is in addition to VCT's standard

educational discount. According to William L. Glass, Vice President of Marketing
and Sales, “VCPisconmﬂttedmﬁerig‘herEduwﬁonmarthotonly

improve admnistrative

efficlency
telephone registration, but we want to show our commitment to the
through higher education and we feel this

opportuni
sdmladﬁppogmnwmmﬂeaﬂutmmﬁhnmt"ammﬂyvcrlmssddten(m)systemsw
provide telephone registration to such schools as the Ulﬁva'sityoiTemsaxSanAntorﬁo,

Colorado State University and Miami-Dade Community

College ~ the largest community

college in the country currently registering over 40,000 students.

VCT ANNOUNCES
DISTRIBUTION AGREEMENT WITH
ELECTRONETIC SYSTEMS LIMITED

On September 26, 1986, VCT announced completion of
an agreement with Electronetic Systems Limited of
Canada for distribution of its voice respanse product line.

Voice response has generated a great deal of interest
indlebusinas,ﬁmndalamiedlmﬁona!madtetplacein
Canada. A distributor of data jcations equipment
since 1963, Electronetic Systems supplies and distributes
modems, multiplexers, network management and control
systems, EIA switches and other related equipment.
Terms of the agreement give ESL distribution rights and
ﬂleabilitytopmvideal)salm.maintamweandmpport
' services for the VCT product line. According to Harvey
Pollock, President of Electronetic Systems, “We are
pleased to add VCT’s voice response equipment to our
}IOductoﬁeﬁngs.Withﬂlesoplﬁsﬁmtaedtedmologyand
appﬁaﬁonsofvoieer&q:onsewemnoonﬁm:etohdp
our customers improve their communications systems.”

“‘PHONE-TRACE’ continued from page 2.

individual cars and shipments. In this article, Mr. Lonnie
Jarrell, Director Customer Information, discusses
specifics of system design and telephonethost interface
methods.

Sulffolk County Community College has recently
implemented telephone registration and has been
registering students for the Fall quarter. In this article,
Dr. Paul Libassi, Associate Dean of Institutional
Services, talks about the development of the Suffolk
System and some additional applications planned for the
future.

CALL FOR PAPERS

-AVIOS ‘87, sponsored by the American Voice VO
,Society, will be held at the Radisson Mark Plaza Hotel
'in Alexandria, Virginia October 6-8. Participation is
" invited in all areas of verbal man-machine communica-
*tion. Traditional papers as well as interactive presen-

'lheinbmtofﬂleinferacﬁvesws'anistopmsent

applied

application or technology of Voice /0.

A'gnedalyoofﬂnemnf,amwﬂlbedevbtedsoldybo
dice 10 and Artificial Intelli A prlicat

» Deadlines: for Paper Abstracts is February 27, 1987;

ready Manuscripts is Jine 1, 1987. Papers and a

‘Lerman, clo AVIOS, P.O. Box 60940, Palo Alto,

. For further mforthation reganding AVIOS ‘87 and

1422589 or Michadl Joost (919) T87-7816. . -

CONGRATULATIONS!!!

Congratﬂa.ﬁonstoRaltharda.Ralphbmxghtintotal
sales of 180% over quota to make him salesman of the
quarter. With over twenty years experience in sales and
salesmanagement,headrbxteshiswooesstowoddng
with his customers to cleally define both their
communication and budgetary needs.

‘tations will be considered for inclusion in the program. |

Abstracts is March 15, 1987; and camera- |



e Eucntion—_
TACRAO REPORT:

TOUCH TONE® TELEPHONE REGISTRATION AT
THE UNIVERSITY OF TEXAS AT SAN ANTONIO

by Dr. John Brown
Director of Admissions and Registrar
University of Texas at San Antonio

minal and an on-line
registration system called
ISIS (Integrated Stu-
dent Information Sys-
tem). In July of this
year UTSA enrolled its

Telephone Computer,
vmmm,MMmmumluamm
ﬂlm:ghanlBM?l?lommdler.'lhisintaﬁeeisacoom-
mod :‘:ame-toone between the

and Twch'l‘me'TelephoneComwterpbone
lines. The voice response system also interfaces and
miliwsﬂ\eISlSm-linemgistuﬁonsofuvammnen
hme.Tm(lO)Dﬂ)lins,sitﬁngasslxﬁmsonanAT&T
-SystemSSPABX';conummimtebo&neVoioeReqaonse
Unit. Tofacﬂitate‘l'ouchTone@RegistmﬁmmuQ

tly | is spoken to the caller. After

reside on the VCT system. . ﬂ
Before Interacting with the Student Records System
Regisb'aﬁmSweensofﬂerSISsymm,threepieoesof K
infornmﬁonnmtbegaﬂxex-edﬂmnﬂueaner:ﬂzesm
Security Number, level ( e or graduate) and
wrm,wbennmeﬂnnonesemesta’siegishaﬁonis
acﬁveatﬁxemﬁme.'l‘lﬁshfommﬁonisheyed

: made. Once these conditions are met all
the course call numbers are submitted to the
Ifmymmsaremum\edﬁwomﬂubostmmp\m

{course - eancelled, - course closed, corequisite course

mmimd,etc.),ﬂxeyuespokmho&:eula-.Asmmnry

of the courses that were and courses rejected
hearing the outcome of this
summary, the calier has the option to enroll in the courses

accepted and subsequently add the courses to their -4
schedule or to cancel the entire transaction. ;
. See TACRAO, page 6. _ s

—— . I



AMER continued from page 1.

’ called Relayers. The Relayer asks for and keys in the
card number, merchant number and amount of

This information is then sent to the host and the Relayer
is available to handle the next call. If the host approves

ﬂ\ehalmcﬁpn.anmﬂuimﬁonoodeissenttoﬁ:evm’ue :

transaction is not approved, the voice response unit
transfers the call to an Authorizer. The Authorizer
processes the authorization request from the host. In
accordance with the American Express policy, hefshe

the host. If the purchase amount is approved, the host
sends the authorization code to the voice response unit
to be spoken back to the caller. If the purchase is not
approved, the call is transferred along with the
appropriate data to an Authorizer for special handling.

we be able to recognize and direct specific 800 numbers
according to the DNIS identifiers. nti The memory capacity

—aunan)

—=DYLD)
AUTHORIZERS

VRU CPU

SDIC

CAS HosT

ETWORK HOST

will speak with the merchant and/or the customer before

authorization or denial of the transaction.
In a second method, specific 800 numbers are handled
entirely by the voice response unit. Merchants interact
mmeﬁmeymadmm«,mrd

amount of purchase by pressing appropriate
keys on their Touch Tone® phones. The voice response
uxﬁtbypmﬂlekelaya'stoeomlmmimtecﬁmcﬂym

tunity to take advantage of low cost/high volume services
such as T1 and Megacom. Future development of this

 technology will allow us to add -woice recognition to -

existing equipment to further enhance our customer
service network at a later date.”
*Reprint or usage of information contained in this

article is prohibited without expressed written consent
from American Express and VCT Carporation.

“In order to implement this system it was crucial that
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NEW FACES: = =
, VCT EXPANDS PRODUCT DEVELOPMENT
AND DISTRIBUTION CHANNELS

Mr. Greer's previous position as
Product Marketing Manager with
ITT for the Voice Communica-
tions System product line, pro-

primarily to the significant
technological enhancements coming from our Research
and Development department. These enhancements and
new developments will allow us to expand our product
offerings to accommodate both large and small end
users”, commented Mr. Greer. According to William L.
Glass, Vice President of Marketing and Sales, “This is
an exciting time for VCT, we are experiencing both rapid
growth in sales and sophistication of our voice response
systems. David will play a significant role in defining the
expression of these enhancements into new products and
applications to enhance the current line of equipment.”

Previously Sout .
SalesMamgerwiﬂxm

implementation of sales training : |
programs and standardization of Randy Bailey

the VAR/OEM distribution pro- Manager, Distributor Sales
gram.” According to William L. Glass, Vice Presiden
of Marketing and Sales, “VCT plans to expand

VARS', and Randy Balley will be leading this efiort.
Direct sales will still be our primary method of distributing
ﬂwvmsmmﬁnﬂydvdmmmm
but these agreements will help support our presence in
specific markets.”

TACRAO continued from page 4.

The voice response component used in the UTSA
Telephone Registration system is supported by digitiz-
ing voice input on disk, By using this method of voice
recording, the responses to the students or users of the
systems and prompts can be changed with a simple
microphone attached to the system console. In addition,
the voice response system uses a programmable inter-
face module. This module can be changed by the user to
develop new applications for the system.

The Telephone Registration system also functions as
an extension of the on-ine student information system.
Through its interface with this system, it functions as an
input device which gathers and processes registration in-
formation and commaunicates the results of those trans-
actions to students and to authorized users of the student
information system. As soon as the student hangs up the
phone, 2 record of the registration is transformed into
information for transaction accounting, ondine class
rosters, course enrollment summaries, student schedules
andtillaﬁwu:ialaidinformaﬁo:ugnnts,sduola:ﬁﬁp,
loans, etc., entered by the Financial Aid Office, are bujlt
into the billing routines. A student can make payment
for their registration anytime after the telephone trans-
action or wait to be billed by the Bursar.

The Telephone Registration system and Student Infor-
mation system provide several reports that assist in the
management and operation of Touch Tone® registration
at UTSA. Those reports available ondine and in hard copy
that assist in operating the system include:

¢ Call Disposition Report

¢ Facilities Utilization Report

* Transaction Journal
statistics on the number of calls, average time per call,
specific information on course selections and system
utilization. A Student Course Enrollment Report provides
the registration audit trail, giving an electronic record
which can be printed up every 24 hours. This procedure
allows the Registrar’s Office to document each student’s
registration as well as any subsequent change to that

n.

With the existing ten (10) lines of voice respanse equip-
ment, UTSA is registeririg 23-25 students per hour with
an average transaction time of 5 minutes. This connec-
tion time is expected to drop as students become famitiar
with using the system and elect to bypass verbal
to complete their transactions. Future goals for
ment of the system may include expansion to 16 knes
to service the entire UTSA student body by Fall 1988.
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