http://blog.letstalk.com/blog/post.htm?blogId=475
Ingredients for a good voice based service for cell phones
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We asked Bloggers around the Internet for their opinion on voice recognition software and it's use on cell phones. Our next post comes from David Mould. To read more from David, check out Orient Expression: 

What is the end game for voice based interfaces? Truly hands free operation.

The impact then will be in services that are one or more of:

· key intensive 

· time intensive

Key intensive activities are those that require many key strokes, e.g. navigating IVR or text messages. Many handsets today (the Nokia E50 for one) have message readers that provide alternative methods for reading received SMS's. With the growing restrictions on use of mobile devices whilst driving a service that allows you to dictate and send an SMS through a voice interface, opposed to keyboard strokes, could prove to be very popular and useful.

Google's mobile service provides such a text message service that can be used to "write" and SMS. An awkward fit in the voice SMS space is the Bubble Talk application. Essentially a voice SMS that inserts a voicemail into the recipients queue without their phone ringing.

This is one use of the Google service but the main service, available from other providers such as Jingle Networks, is directory services. You can use the voice interface to search for services and typically will be connected automatically.

A directory search would normally be a time intensive and/or key intensive activity. By creating an access channel via voice turns the interaction more into a conversation or discussion. This has the benefit of creating appeal in less technically able groups who look for a more familiar access path.

Further examples of time and key intensive functions are navigation through IVR for actions such as:

· Balance checking 

· Pre Paid top up 

· Payment checks

Virgin mobile in the UK has a fairly efficient service that does a pretty good job of opening up the IVR menu to a voice interface. The usual troubles caused by accent and background noise can still confuse the system though. Virgin has expanded the service into the 4321 Talk service that allows subscribers to get updates on Sport, Soap Operas, News, Weather etc through a simple voice command set.

Another player in this area is TellMe which offers voice search as well as a application that can be downloaded to view the results on your device.

Other application approaches to voice access is the offering provided by MobiVox which allows for voice access to Skype from your mobile phone and allows for connections through a local call rate. This is targeted at more techno savvy users and may not have the general appeal that voice search offers.

A good platform that extends the application of voice across several lines in IfByPhone. In particular Voice Broadcast evolves the call center and softens the impact on the customer experience caused by hang ups, lack of CSR capacity and the "IVR Robot".

What are the key benefits of a voice access approach?

· Hands free functionality of useful services 

· Conversation type approach that attracts less technically capable users

Overall the most appropriate use of such technology will be directory search as the faster approach and unplanned navigation means that this is best suited to a conversation or dialog channel for most users. With Google already in the space the question would be is how much space is there for new players?
