


What do customers think about Contact Centre 
authentication processes? How familiar are they with 
Voice Biometrics (VB) authentication, and how it helps 
create better Contact Centre experiences? And how 
open are they to signing up for it? 

The findings from our comprehensive VB Customer 
survey – with 900 respondents across 6 key markets 
(Australia, Hong Kong, India, Indonesia, the Philippines, 
and Singapore) conducted in February 2017 – reveal 
how this solution can help you deliver better service, and 
enhance your bottom line. 

TUNING IN TO YOUR CUSTOMERS
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• Sense of urgency (e.g. activating 
bank card overseas, emergency 
fund transfer, lost/stolen card) 

• Efficiency (e.g. wanting more 
information or clarifications about 
a complex product or service) 

• No other option

18 - 25 
YEARS OLD

26 - 35 
YEARS OLD

36 - 45 
YEARS OLD

Over 45 
YEARS OLD

• Making a complaint 

• Reporting fraud 

• Reporting loss/theft of property

RESPONDENT DEMOGRAPHICS TOP 3 REASONS FOR 

CALLING A CONTACT CENTRE

TOP 3 TYPES OF ENQUIRIES/ 

SERVICES CONDUCTED WITH 

CONTACT CENTRES

Since most customers call 
Contact Centres when they need 
urgent help or a resolution, better 
service begins with making the 
authentication process itself instant, 
easy and secure. Voice Biometrics 
(VB) technology simplifies and 
streamlines your entire customer 
authentication system to deliver 
better experiences and greater 
Contact Centre efficiency.

30%

13%

31%

26%



WHEN GOING FROM “WHO ARE YOU?” 
TO “HOW CAN I HELP YOU?” 
ISN’T EASY

Forgotten passwords. Getting locked out 
because of incorrect key-presses. Too 
many security questions (not to mention 
remembering the answers to all of them). 

While the survey rounded up these ‘usual 
suspects’ in frustrating Contact Centre 
experiences, it also revealed a much 
deeper customer reservation: answering 
personal security questions in public or 
to a stranger.

04



of respondents were uncomfortable about 
answering security questions of a personal nature
to a stranger (live agent) or in a public environment

were unhappy about the mandatory resetting 
of their passwords and security questions 
and having to remember them, or needing 
to make multiple attempts to authenticate 
themselves, or being locked out of their own 
accounts because of incorrect input

55.4%

46.2%

were frustrated that they couldn’t “go back” 
when they made a mistake during the 
authentication process

45.6%

18 - 21 
YEARS OLD

41 - 45 
YEARS OLD

46.4%
of respondents rated their 
authentication experience as 
terrible, bad or neutral 

were the most dissatisfied

TOP COMPLAINTS ABOUT 
CURRENT AUTHENTICATION 
PROCESSES

A lot of customers’ frustrations 
about current authentication processes 
are directly connected to calling the 
Contact Centre. Now, you can offer them 
better service and greater reassurance 
with NICE Real-Time Authentication 
(RTA) – this VB solution creates a unique 
voiceprint for every individual customer 
based on their past call recordings, 
which it uses to automatically verify 
the customer’s identity when they  
talk to a live agent or via Interactive 
Voice Response*.

were worried that someone might 
misuse their personal information

33%*Interactive Voice Response, or IVR, is the 
technology which allows your customers to  
speak to a computer rather than a Customer 
Service Representative.
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VOICE BIOMETRICS.                                                                   
IT’S MUSIC TO YOUR 
CUSTOMERS’ EARS.

Across all markets, as high as 88.1% of 
respondents were open to signing up for VB. 
Many respondents had heard of it but had 
never used it. Even among those who weren’t 
aware of VB until this survey, nearly one-third 
were keen to sign up. This presents a huge 
opportunity for businesses to deliver better 
customer experiences through implementation 
of VB. 

To see how VB makes the Contact Centre 
experience simpler and more satisfying, visit  
http://www.bbc.co.uk/news/
business-36762962
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of respondents were 
open to sign up for VB

88.1%

of respondents who have not heard of Voice 
Biometrics until the survey were open to VB 
adoption after reading the definition

81.1%

Over a third of respondents in Emerging Markets 
(India, Indonesia and the Philippines) have heard 
of VB, but have never used it before. These high 
awareness rates, coupled with overwhelming 
openness to adopting VB, suggest the great 
potential for VB implementation in the  
Emerging Markets.  

Businesses in Emerging Markets, which might 
have concerns about the technical deployment and 
infrastructure requirements of VB, will be largely 
reassured to know NICE RTA is compatible with 
systems currently in place in Contact Centres, and 
is effortlessly scalable. Moreover, it has also been 
designed to fit right in with all the latest telephony 
architectures, systems and applications, and to 
keep supporting them in the future.

Current customer sentiment suggests a 
large potential for adoption of VB – 81% of 
respondents who have not heard of VB were 
open to using it just from reading about it! The 
market is ready and will begin to anticipate 
this in the evolution of personal authentication. 
Businesses that are ready to embrace this 
technology will stand to benefit immensely 
through reduced business costs and higher 
Contact Centre efficiency.
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NO FORMS. NO SIGNATURES. 
NOT EVEN AN “I DO!”

Enhanced customer experiences. 
Greater security of their personal 
information. And higher Contact 
Centre efficiency. 

Three key advantages of NICE RTA that 
make it a superior authentication solution 
for your business. And the clincher? It 
helps you enrol your customers without 
them having to do anything at all! 

See how a major bank uses NICE RTA to 
enhance its Contact Centre experience.
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15.1%

In comparison to Active Enrolment 
(needing to repeat a phrase 3-4 
times) the willingness to sign up 
for VB increased by as much as

when offered the Passive 
Enrolment option

Better 
Customer
Experience

Greater
Security

Higher 
Contact 
Centre 
Efficiency

ADVANTAGES OF VB 
AUTHENTICATION

No need for expensive, 
time-consuming and 
irksome phrase-repeating 
for voiceprint creation 
(Active Enrolment). 
NICE RTA is the only 
VB solution that offers 
Passive Enrolment, helping 
you sign up customers with 
no effort, and can use 
this voiceprint across 
all channels. 
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A VB SOLUTION THAT 
SPEAKS FOR ITSELF

More advanced, stronger and secure 
than the competition, NICE RTA offers 
comprehensive end-to-end authentication 
in your Contact Centre. With unique features 
such as Single Voiceprint Across Channels 
and Historical Passive Enrolment, it enables 
easy sign-ups, automatic identity verification 
and better service.  

What’s more, this out-of-the-box solution is 
compatible with your legacy IT systems and 
has been successfully implemented in banks 
and telecommunications organisations across 
Asia Pacific, the USA and Europe.
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Enables 
Seamless 
Enrolment

Raises 
Enrolment 

Rate

Shortens 
Time to 
Value

With NICE RTA, enrolment rates are no longer 
dependent on customers’ behavior. Plus, your 
customers enjoy much better experience with 
zero effort for enrolment. It’s almost like magic!

“WHAT IF I LOSE MY VOICE OR 
HAVE A SORE THROAT?”
“CAN MY VOICE BE IMITATED 
AND MISUSED?”

Voice biometrics accuracy is all about machine learning, 
which, in turn, is all about data. The more data you  
have, the better the training of algorithms, and the  
greater the accuracy.

As the leader in Contact Centre voice technologies – 
combined with its huge partner databases and world-
class, in-house researchers – NICE has the world’s 
largest amount of Contact Centre data. This enables 
NICE to build very accurate VB models and create a 
single voiceprint per individual, which can be used in 
multiple channels.
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NICE Real-Time Authentication 
is a robust, secure authentication 
solution that empowers your 
Contact Centre to deliver excellent 
customer service. It also boosts 
efficiency and cost-effectiveness by 
slashing average handling time, and 
helps reduce Contact Centre call 
volume by containing more calls  
in self-service. 

Plus, it streamlines all your customer 
enrolment, consent management 
and authentication processes into 
one unified system. What’s more, 
this out-of-the-box solution is easy 
to implement and scale. Best of all, 
with no complex integrations, and 
no hidden costs, it keeps your Total 
Cost of Ownership (TCO) low.

SAVINGS WITH 
EVERY SMILE
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1.5 times

After respondents learned about 
the benefits of VB, their likelihood 
of performing transactions via a 
Contact Centre went up by  

which translates into revenue 
opportunity and even better 
customer satisfaction and loyalty.

WHY NICE RTA?

NICE RTA is the only VB solution that helps you enhance 
customer experiences, boost Contact Centre efficiency 
and reduce business costs by:

Cutting Average Handling Time (AHT) by as 
much as 40 seconds, which mean reduced 
business costs per call

Doing authentication either on the background 
of the conversation or before the agent picks up 
the phone

Helping you contain more calls securely in self-
service channels – this offers your customers 
greater confidence and peace of mind in 
performing transactions via Contact Centres 
and reduces operational costs

Delivering ROI right from day 1 –  
no need to spend time, effort or money in 
enrolling customers
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NO MORE 20 QUESTIONS.                                                         
JUST SERVICE. 
AND SATISFACTION.

FIND OUT MORE ABOUT NICE RTA 

         SEE IT IN ACTION 

 

NICE Real-Time Authentication Video – Telcos

Unlock your Bank Account with your Voice 

         READ ALL ABOUT IT 

 

NICE Real-Time Authentication Brochure 2017

NICE RTA Infographic 2016

Real-Time Voice Authentication at the Call Centre

Voice Authentication for the Digital Age

14

https://www.youtube.com/embed/2CawnT4xfQk
https://www.youtube.com/embed/bAVpuZXf1KY
http://www.nice.com/optimizing-customer-engagements/Lists/Brochures/RTA_Brochure_web.pdf
http://www.nice.com/websites/RTA/files/NICE-RTA-infographic2016.pdf
http://www.nice.com/websites/RTA/files/Real-Time-Voice-Authentication-at-The-Call-Center-AITE.pdf
http://www.nice.com/websites/RTA/files/Voice-Authentication-in-the-Digital-Age-by-Opus-2016.pdf


A FEW WORDS ABOUT US

NICE Ltd (NASDAQ: NICE) is the worldwide leader of software solutions that 
deliver strategic insights by capturing and analyzing mass quantities of structured 
and unstructured data in real time from multiple sources, including, phone calls, mobile 
apps, emails, chat, social media, and video.

NICE solutions enable organisations to take the Next-Best-Action to improve 
customer experience and business results, ensure compliance, fight financial 
crime, and safeguard people and assets. NICE solutions are used by over 25,000 
organizations in more than 150 countries, including over 80 of the 
Fortune 100 companies.

For more information please visit: www.nice.com/rta

To request for a discovery workshop, contact us at nice.apac@nice.com 

http://www.nice.com/rta
mailto:nice.apac%40nice.com%20?subject=

