
 

 
 

SPEDIAL 
 
Motivation: One major roadblock in commercial spoken dialogue system (SDS) prototyping is the 
demand of significant effort and expertise for the development of new services, the enhancement of 
the performance of deployed services and the customization of services to specific user 
populations. For example, over 50% of the development effort is spend on fine-tuning the 
performance of deployed services, especially the call-flow, prompts and speech understanding 
grammars to reach their target key performance indicators (KPI). This iterative enhancement and 
service adaptation process is often performed with little automation by manually inspecting data log 
and partially transcribed calls. 
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OBJECTIVES 
 

1. Identify hot-spots in the dialogue and 
propose alternative call-flow structures. 
 
2. Select prompt and update statistical 
grammars for call center applications using 
transcribed data. 
 
3. Adapt speech services to specific needs 
and requirements of groups of users. 
 
Overall, save up to 50% of effort and time 
required to reach target key performance 
indicators (KPIs) for deployed services, and 
significantly improve call completion. 
 
 
 

TECHNICAL AREAS 
 

A range of mature technologies was identified 
as being very relevant for spoken dialogue 
analytics: speech recognition, call-flow 
analysis, discourse modeling, emotion 
recognition, grammar induction, crowd-
sourcing and user modeling. 
 
SpeDial brings together SMEs that are 
developing state-of-the-art spoken dialogue 
systems, tools for tuning speech applications 
and speech analytics solutions with research 
institutions at the forefront of progress on 
spoken language and dialogue processing.  
 
 
 



                   
 

 

 
 

TARGET GROUPS 
 
1. Business to Business (B2B): SMEs in the 
speech services area with little expertise                    
in speech service development. 
 
2. Business to Customer (B2C): End-users 
that are developing their own in-house 
speech services. 

 
 

APPLICATION DOMAINS 
 
SpeDial focuses on call-center interactive 
voice response (IVR) applications where 
speech analytics and speech service 
enhancement using data are most relevant. 
In collaboration with SME partners we have 
identified a preliminary list of call-center 
application domains where the service-
doctoring platform will be tested namely: 
telecom customer service, health and 
finance. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 Figure 1: PortDial Platform Architecture                        
 
 

 
 

EXPECTED OUTPUTS 
 
Our aim is to apply speech analytics and 
spoken dialogue technologies towards the 
creation of a multilingual service-doctoring 
platform that consists of two main modules: 
IVR/speech analytics and speech service 
enhancement-customization (as shown in 
Fig. 1). The platform will be used for the 
tuning of existing call-center speech services. 
In addition the SpeDial project will make 
freely available an annotated multilingual 
data collection, associated with the 
enhancement and customization scenarios. 
The research partners will make the speech 
analytics modules available as open-source. 
 

IMPACT 
 
Lower the barrier-to-entry for speech services 
prototyping by introducing spoken dialogue 
analytics technologies. 
 
 
 
 
 


