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Voice-Enabled Password and Trouble-Ticket Solution Speaks to Productivity, Savings

Introduction/Summary 
It was not unusual that NextiraOne North America, a leading U.S. enterprise communications provider, started looking for new ways to communicate with its employees, technicians and help-desk staff. The company saw interactive voice response (IVR) and speech-enabled technologies as the solution to its time-consuming password reset needs for 2,700 employees. To reduce operational costs, NextiraOne sought a more efficient solution to trouble-ticket management. Using in-house IT expertise, familiar Microsoft® Visual Studio® .NET development tools, the Microsoft Speech Server 2004 Software Development Kit and Microsoft Speech Server 2004, NextiraOne developed a speech-enabled password reset solution that reduced the overall help-desk overhead by 65 percent and gave employees 24-hour access to automated password reset capabilities. The company also used IVR solutions to make its trouble-ticket management more efficient by giving field technicians a faster way to change ticket status.
Situation
NextiraOne is a leading provider of integrated enterprise network, IP telephony, data, voice and converged solutions and services that enable effective business communications. Built on a foundation of telecommunications industry experience dating back to the 1970s, the company’s expertise includes planning, design, implementation, support and management of traditional and converged networks.

NextiraOne delivers fully integrated communications solutions to power business communications for enterprises. With an extensive portfolio of product expertise and certifications, NextiraOne provides solutions in three primary areas: contact centers, converged technologies and advanced applications such as mobility and unified messaging. NextiraOne also provides the managed and professional services portfolio required to plan for, implement and support these solutions.

NextiraOne uses its expertise in specific technology and service areas to meet its clients’ business challenges and prepare them for future technology advancements. The main technology areas include these:
· Voice and data solutions

· IP telephony solutions

· Professional and managed services

· Information security services

· Contact-center solutions
NextiraOne has headquarters in Houston, Texas, and Paris, France, and offers a global network of operations to its client sites.

As part of a continual effort to reduce costs and drive profitability while maintaining superior levels of client satisfaction, NextiraOne sought to apply technology to solve two business problems: internal password reset requests for its 2,700 employees, and the call-center trouble-ticket management process. NextiraOne turned to IVR technology.

Solution
NextiraOne’s IT team created a combination IVR and dial-tone multifrequency (DTMF), or touchtone, solution for its password reset and trouble-ticket management needs. It used Microsoft Speech Server 2004 along with familiar tools such as Microsoft Visual Studio 2003, Microsoft Visual C#® and Microsoft SQL Server™ 2000.

Speech-Enabled Password Reset

Historically, calls to the help desk for manual password reset caused delays, loss of productivity and frustration. The employee password reset solution allows an employee to navigate the system, via voice or numeric inputs, with voice-based interaction 24 hours a day, every day, without human involvement. The Speech Server 2004-enabled solution provides complete reset functionality, including caller login and identification, authentication, and account lock-out reset.

Users are directed from the help-desk IVR menu to the automated password reset application, or they may elect to stay in queue for a human operator. When choosing the automated method, they are asked for their employee ID and the last five digits of their Social Security number. Response is by voice or dial pad. The dial pad option is provided for security in open office environments and for speech-challenged users. Upon verification against Active Directory®, the application unlocks the account if it is locked, and the user can elect to change to a system-generated password, which will have to be changed upon login. A confirmation e-mail is automatically sent to the user, a trouble ticket is automatically generated and closed to include the transaction in help-desk performance reporting, and the transaction is logged for future analysis. The system is actively monitored for failed access attempts.

Speech-Enabled Trouble Tickets

The help-desk trouble-ticket solution is used by desktop support technicians to change the status of a call to “work in progress” enabled by Speech Server 2004. For example, when a trouble ticket is created and dispatched as the result of a user call, a technician is automatically paged and given a brief explanation of the issue. Unless the call receipt is acknowledged in the ticketing system, the call will be automatically escalated to higher levels of management, causing frustration and wasted effort. To acknowledge the dispatch and prevent unnecessary automatic escalation, the technician dials into the Speech Server 2004-enabled application and Microsoft SQL Server database, changing the ticket status verbally — all without human interaction. The process is simple and efficient. Another call to the Speech Server will reset the status and allow ticket escalation to proceed in the event the technician was unable to resolve the issue. 
Benefits
More Efficient Call-Center Ticket Management
As trouble tickets are created and passed along to technicians for resolution, NextiraOne’s Microsoft Speech Server-based application allows the status to be changed very quickly and with significant savings.

“Historically, we estimated that 25 percent of our trouble tickets got escalated unnecessarily,” said Loren Tobey, vice president and chief information officer for NextiraOne. “To prevent escalation in time before Speech Server, the technician had to call and have an operator manually change the ticket status. The Microsoft Speech Server-enabled solution ended all needless escalations, saving hundreds of wasted man-hours.”

24x7 Response Time 

With a Microsoft Speech Server-enabled call center, employees have instant access to critical password issues around the clock. NextiraOne also was able to streamline its overall help-desk overhead.

“We have around-the-clock automated password reset capabilities with no wait times,” Tobey said. “The speech-enabled solution allows employees to stay productive regardless of extended work hours or time zones.”

Tobey continued, “We were able to dramatically reduce our live call-center overhead, which allowed us to recover our Speech Server costs in less than six months.”
Average help-desk call time also has been reduced, which saves on 800-number charges.

“We estimate the average password reset call has gone from five minutes to less than two minutes,” Tobey said. “This has saved us more than 50 percent on our 800-number charges for these calls.” 

Fast Development, Familiar Environment 

One of the attributes of powerful software solutions is a robust development environment and associated tools. NextiraOne discovered that Microsoft Speech Server delivered on both counts with familiar software such as Microsoft Visual Studio 2003, Microsoft Visual C# and Microsoft SQL Server 2000.

“All the Speech Server tools and environment were so familiar and intuitive that we developed the password reset solution with our existing in-house IT staff,” Tobey said. “Outsourcing would have cost us thousands of dollars more and taken six months.”
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