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Introduction

There are some 250 million computers connected to the Internet but there are some 1.3 billion phones, which are now capable of accessing the Internet through any Voice Portal.   The improvements in speech recognition and speech synthesis and the adoption of VoiceXML and ECMAScript as standards have made it practical for the first time to develop telephone speech applications which provide gateways (voice portals) to the Internet.  In theory public access to the Internet could increase many fold with it being as easy for those who are computer literate as for those who are not.

A typical architecture for an application in this field might be as shown in Figure 1. Anyone with the right phone number (and possibly an access code) can dial in and start talking to the voice portal.  The voice browser (which sits on the portal) handles the dialogue in accordance with the VoiceXML coding. If the dialogue is self contained no access to the Internet occurs but, if some information or dynamic response is required, the voice browser will use the submit action (based on the http protocol) in much the same way as a ‘visual’ browser would.  Inside the cgi some code will either produce a dynamic response (send back a new VoiceXML document for the browser to interpret) or access a database (on the server or more remotely over the Internet) and then produce a dynamic response.   



Figure 1 – A typical architecture for a voice application

Impacts

Voice Portals can be expected to have a number of significant impacts on society.  They provide a very special opportunity in the field of better service delivery.  Anyone with access to a phone can obtain and update information with the Voice Portal talking to any database on the Internet.  This constitutes a major improvement both in the scope and quality of information and also in accessibility.  Users require no special equipment or skills and even those who are visually impaired can have access.  

The impacts can be expected across a range of activities:

Government – Websites are pull driven, that is users make contact and initiate an interaction with a view to obtaining and/or providing information.  In due course much of the activity will take place through the technologically less challenging route of the phone (via Voice Portals).  However, Voice Portals can also be push driven (they dial out just as easily as accepting calls).  Services will therefore extend to include such activities as direct targeting of clients to advise them (or obtain confirmation) much as is now being proposed by Centrelink.

Business to Business – The cost of manning phones and the frustration with current touch tone systems will undoubtedly lead to many businesses making product information and ordering available via Voice Portals.  This is particularly required at the retailer/supplier interface where routine stock availability enquires are already a major headache.

Business to Consumer – For similar reasons plus the absence of internet enabled computer in private hands product information and order taking can be expected to flow more and more into Voice Portals.  Banking, insurance, investment and betting are all expected to become mainstream Voice Portal Activities.

Internet – It is already possible to divert emails into the Voice Portal domain and World Wide Web content can be expected to be delivered more and more via Voice Portals.  In addition, Voice Portals are uniquely suitable for all sorts of database search and response functions such as weather and traffic information, news, service directories and the like.  

bymouth


voice portals - speech applications - language technology





10 Chiltern Road, Ingleside, NSW 2101, Australia


A.B.N. 65 465 465 465


Phone: (02) 9999 2226    Fax: (02) 9999 2240    


mail@bymouth.com    www.bymouth.com











Abstract





Voice Portals are interfaces between the telephony and the Internet.  On the portal sits a speech-enabled computer.  The interface takes the form of a telephone conversation between the human and the computer.  No special skills are required and the phone can be a mobile or conventional one.  Voice portals make the Internet available on all the worlds 1.3 billion phones.





Voice Portals provide a very special opportunity in the field of better service delivery.  Anyone with access to a phone can obtain and update information with the Voice Portal talking to any database on the Internet.  This constitutes a major improvement both in the scope and quality of information and also in accessibility.  Users require no special equipment or skills and even those who are visually impaired can have access.                
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bymouth offers specialist advice and services on voice portals, speech applications and language technology.  Fell free to contact us to discuss how this technology can impact on your activities.
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