
Cloud-based advanced IVR services 

The Hosted IVR service is an advanced hosted Interactive Voice 

Response (IVR) service. It enables customers to leverage network pre-

routing of calls, identification and verification of end customers, 

outbound applications such as surveys and appointment reminders, and 

reporting functionality. 

The service is managed in an environment called Studio. Studio can be 

managed directly by the customer for a monthly fee or managed by 

Cincinnati Bell Business as part of the service offering. 
 

Solution Benefits 

Reduce Hold Time - Customer hold time is reduced by having an 

automated system in place that routes calls to the appropriate person or 

department based on touch tone or speech inputs. 

Gold Glove Service - It allows for segmentation and differentiation of 

the callers based on the nature of the relationship of the calling party 

with the business entity. This enables premium service call handling. 

Enable Self-Service - It provides an alternative experience for the caller 

for self-service without having to talk to a human agent. 

Cost of Agents - Outbound IVR can be used to provide a service that is 

not economically feasible for agents to achieve, in a situation where 

many time-sensitive calls are required.  

More Intelligent - Outbound IVR has the ability to identify callers using 

speech recognition or Dual-Tone Multi-Frequency (DTMF) and can be 

used to register personal details.  

Flexibility - Outbound services can be utilized to communicate with the 

customer when agents are unavailable. 

Time Sensibility - Outbound services, including notifications of service 

cancellation, can be deployed with a short notice period, whereas live 

agents require scheduling and training. 

Hosted IVR 
Solution Overview 

Key Performance Features 

 Percentage Distribution - Split calls between 

multiple PBXs or call center queues. 

 Variables - Manipulate variables in real-time to 

create more dynamic or more intuitive caller 

experiences. 

 Dynamic Prompts - Read back dynamic data 

such as names, dates & account balances stored 

in local database tables or external systems. 

 Forms - Capture spoken of key press input, 

define what callers are able to say all via the 

web browser. 

 Decisions - Perform real-time routing based on 

input or environment variables. 

 Calendar & Time of Day - Create reusable 

holiday schedules and time-of-day based routing 

policies. 

 Table Lookup - For simple lookups a table node 

allows local querying of data. 

 Full Graphical Reporting - Access all of your 

customer’s data in a single web interface 

providing true business intelligence in real-time. 
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Solution Highlights 

Network Pre Routing of Calls  

 Use hosted IVR to manage different PBXs and multiple call 

center ACDs that can’t talk to each other.  

 Perform pre-routing before the call is sent to the  

call center. 
 

Identify Your Customer 

 Use DTMF or speech recognition to find out who is on the 

other end of that phone before deciding where to send 

them.  

 Use either a local table or web services to look at back end 

systems to make important decisions about what to do with 

the call: 

 Is the customer a VIP? 

 Is the customer’s account in arrears? 

 Does the customer qualify for support? 

 When was the last time this customer called? 

 Does the customer have an open support ticket? 
 

Verify Your Customer 

Ask your customer questions normally asked by a  

call center agent: 

 Date of birth 

 Last four digits of social 

 PIN number 

 Secret phrase 
 

 Outbound Applications 

 Turn any call flow into an outbound IVR by triggering it to 

our progressive dialer.  

 Call flows can be created to allow you to perform the 

following applications: 

 Outbound surveys 

 Appointment reminders 

 Emergency notification messages 

 Payment reminders and collections 

 Promotional notifications 

Hosted IVR Product Suite 

 Basic Sessions – This enables concurrent calls 

(inbound or outbound) to be processed with basic 

features of (DTMF) and Answering Machine 

Detection (AMD). 

 

 Enhanced Sessions – This enables concurrent calls 

(inbound or outbound) to be processed with basic 

features as per above, plus enhanced features of 

Text-to-Speech (TTS) and Automatic Speech 

Recognition (ASR). 

 

 QforMe – This is an optional service that provides 

callers with the ability to keep their place in the 

queue without having to remain on the telephone. 

Customers can disconnect from the call but 

maintain their place in the queue to receive a call 

back when an agent is available. 

 

 Self-Service Portal – This enables a customer to 

manage IVR calls from a single point. It enables 

the development of the IVR call flows using a 

simple graphical interface. 


