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The comparison between voice-enabled customer service

systems and traditional customer service systems

Student : Zheng-Yang Kuo Advisors : Dr. Tsung-Jen Yang

Department of Information Management
Nan-Hua University

Abstract

This study compares the efficiency and effectiveness among
traditional customer service systems, touch-tone telephone automatic
customer service systems, and the voice-enabled automatic customer
service systems. This study uses the Microsoft SAPI to develop a
voice-enabled automatic customer service systems. Users can access the
system to retrieve the hospital’s information via the cell-phone or
telephone.

We conduct an evaluation to compare those three customer service
systems. We collect the turnaround time for each system to finish a
customer service activity. Also, this study implements a questionnaire to
collect users’ opinion after the customer service activity. The result
shows that the voice-enabled customer system spends least time and has

better user feedback.

Keywords: Customer Relationship Management, Speech Recognition,

Interactive Voice Response
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