
The growing demand for customer success, and decision-makers’ adoption of AI and emerging 
technologies makes the biggest impact on organizations. What does it take to realize 
conversational IVR?
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Computing Service as well as ensuring customer 
expectations with the right service is a tough 
assignment for the service desk leaders. 

With the proliferation of digital engagement, 
customer expectations have changed with time. 
Customers want to interact with the service desk in 

their choice of language, which is available 24x7.  

In furtherance to engineer and meet above 
customer expectation, a Smart Interactive Voice 
Response (Smart IVR) bolt-in solution is one of the 

customer experience and issues in traditional IVR

volume calls for the service desk. The activities are -

The bolt-in solution needs to be designed such 

The solution can be realized with a 

How to overcome the hurdles of the 
customer / IT service desk?

Discovery - The journey begins

Discovery

Design and 
Development
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1. Filtering methodology: 

albeit it doesn’t reveal a lot of information 

volumetric description of tickets and a graphical 
representation of the same.

2. Exploratory Data Analysis: 

intermediate agent comments and customer feedback 

a.  Identify call volume drivers

b.  Understand the Technical Landscape

organizational readiness is not taken into account.

c.  Understand Standard Operating Process (SOP)

from the functional as well as the service desk owner’s perspective is as important as understanding the 
technical landscape. In addition to this, the historical data walkthrough, either through call transcripts or 
recordings to comprehend the process better is imperative.

d.  Shortlist the key use cases

needed to understand whether the th

a. Technical costs associated

a. Making users aware about the change
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Identify
Pattern



Key components

Telephony system

• Inbound and outbound calling

• DTMF services

• Call patching and transfers

• Soft phone and desk phone option for agent

• CRM integrations

• Integration for self-service bot

Design and Development

Conversational IVR System

Telephony
System 

Enterprise 
Systems

Connector

NLP Bot

Cognitive
Components

Intelligent 
Agent Routing

Ticketing Tool

CRM

Other Systems
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Service Desk

Support Centers

IP Phones

Customer
Dial-1-800-Number

Conversational model design: 

mapped to right intent. 

Bot development, testing and training:

predominant role in the case of handling voice interaction. There would be data loss due to user accent, 
background noise and environment, etc.

Enterprise system integration:

Data Security:



Rollout 

Conversational IVR system

Enterprise system:
-

achieved through restful services.

Conversational model design: 

mapped to right intent. 

Bot development, testing and training:

predominant role in the case of handling voice interaction. There would be data loss due to user accent, 
background noise and environment, etc.

Enterprise system integration:
-

Data Security:

Conversational model design: 

mapped to right intent. 

Bot development, testing and training:

predominant role in the case of handling voice interaction. There would be data loss due to user accent, 
background noise and environment, etc.

Enterprise system integration:
-

Data Security:



Integration Telephony:

Intelligent call routing and agent transfer:
Intelligent call routing to the right agent is a more modernized feature that can enhance user experience. 

There can be additional features which conversational IVR can bring in. These features can be modernized 
and enhanced with time.

Additional features for Conversational IVR 

Integration Telephony:

Intelligent call routing and agent transfer:
Intelligent call routing to the right agent is a more modernized feature that can enhance user experience. 

Biometric Authentication:
In order to provide personalization, 

authentication can be used.

AI-ML-based Summarization:

records. This process can be automated using 

cognitive services. 

Capturing additional KPIs 
using AI-ML:

from the existing data corpus. For instance, 

development. 

Sentiment analysis:

actions can be triggered. The sentiment can be 

conversations, and appropriate guidance can be 
shared with the help desk agent to achieve better 
user experience.

Advance Agent Dashboard:
If the agents of the service desk are adapted to the 

provides AI-powered suggestions and information 

screen, complete customer information can be 

sentiments can be enabled on the agent dashboard.



Intelligent call routing to the right agent is a more modernized feature that can enhance user experience. 

The following case studies are realized based on the proposed reference architecture above. 

Case studies

Implementing conversational IVR can bring better customer experience compared to traditional IVR. Here is a 
sample example of the change in experience.

Conclusion
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to overcome the challenge.

Traditional IVR

I want to reset my 
outlook password

<Press 1>

*confused and 

option

<Press 4>

<Press 1>

Hello Sir!
How can i help you

*confused and 

option. Hence 
connected to 

agent

<Press 9>

Conversational IVR

Recognizing customer 
by name

Asks user directly for 
their problems

I want to reset
my outlook 
password

<Answer's the 
question>

Thank you!
I want to 

connect to 
agent

Hello Sir!
How can i help you

Welcome to Helpdesk
Press 1 for IT Support

Press 2 for Admin Support
Press 3 to report outage

Press 9 to connect to agent
Press 0 to repeat the options

Please Press 1 for installation 
support

Press 2 for Internet issues
Press 3 for printer issues

Press 4 for password issues
Press 5 for other support

Press 9 to connect to agent
Press 0 to repeat the options

Press 1 to reset password
Press 2 for password queries
Press 3 to connect to agent

Press 0 to repeat the options

In order to reset select the 
application name

Press 1 for system password
Press 2 for AD password

Press 3 for success factor
Press 4 for sharepoint

Please
Press 9 to connect to agent

Press 0 to repeat the options

Hi John!
Welcome to Helpdesk

How can I help you?

Sure! Connecting 
to agent

NLP based query 
understanding

information

Sure!
For authentication
Please answer this 

question

Quick resolution
Integration with enterprise 

and other systems

Thank you!
I want reset the password 
and temporary password 

to your mobile.
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