
 

Solution Overview

Case Study

Spoken increases completion rates and 
implements successful 24/7 self-service 
for world-class direct response catalogue  

Spiegel and Newport News adopt Spoken Conversational 
IVR solution to reduce opt-outs, increase completion rates 
and implement 24-hour self-service

Customer and Industry
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Challenge
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A Cost-Saving Solution
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Maximize live agent 
resources

Conversational IVR with 
Guided Speech collects data 
to identify caller and reason 

for call

CTI integration
Agent screen pop with 

confirmed data from the 
IVR

Ongoing Quality 
Assurance

Easily integrated recording 
and reporting tools 

supercharge quality analysis
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The Functionality
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The Goals
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Technical Integration
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Integration Goals

Maximize live agent 
resources

Reduce volume of calls 
requiring live agent interaction

24/7 service
Implement accurate, effective 

self-service with patented 
Spoken Guides

Increase completion 
rates

Increase accuracy of caller 
identification and reduce 

opt-outs



GotVoice Carrier Hosted Solution
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The Results
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