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Interview with Ken Goldberg, Intervoice 

Planning unified services platform and broader contact center product line 
Ken Goldberg, senior vice president, corporate development and strategy, Intervoice, was 

interviewed by Bill Meisel in late April. Ken is responsible for the company’s corporate strategy, 
acquisitions, and strategic alliance initiatives. He has extensive software industry experience and a 
proven track record of identifying growth opportunities and aligning executive teams to ensure 
successful execution. Before joining Intervoice, Goldberg held senior management positions at BEA 
Systems, Accenture, and Andersen Consulting in addition to launching an e-commerce company. 
Meisel: Please outline Intervoice’s strategic focus and product line. 

Goldberg: Intervoice has been a long-standing leader in providing voice and data applications to 
both the enterprise market and mobile network carriers, providing applications for mobile phones 
such as voice and unified messaging and SMS. As customer service expectations are changing, so is 
our strategic focus and product line. We are focusing on a few key areas over the next 12 to 18 
months: 

!  Launching a unified services platform to serve both enterprises and mobile service providers; 
!  Adding to our packaged application portfolio and leveraging our repeatable intellectual property 

that we have developed across industries to accelerate time to market; 
!  Executing our recent launch of our new open-standards-based Voice Portal packages including 

our mature VoiceXML media server, enhanced OA&M and reporting tools, as well as new 
server-side technologies to enable asynchronous transactions and simultaneous voice-and-data 
applications; 

!  Extending our capabilities in the contact center from voice portal to more contact-center 
capabilities, including a unified agent desktop, web chat, email, distributed IP contact center, 
remote agents and VoIP; and 

!  Growing our hosted solutions business, which is already growing at 20-30% over last year. 

With the migration to voice over IP (VoIP) and demands for more multi-media on the enterprise 
side, we have decided to bring the capabilities weÕve developed for mobile applications into a 
unified services platform, thus serving both markets. With our new unified platform, our customers 
will have many, many options to bring leading-edge applications to their users.  

While Intervoice continues to innovate at the voice and data platform level, it is also quickly 
moving to grow its applications portfolio across different verticals. For example, in the banking 
industry, we launched a packaged banking application with dozens of pre-built, speech-enabled 
features, such as account inquiries, transactions, and information access. In the wireless industry, we 
have launched a video-mail application and we will be introducing more applications in the near 
future, each of which will also have a speech front-end.  

We have also seen that personalization and consistent user experiences across multiple media are 
becoming paramount as people interact with more devices. Our newest development, the Intervoice 
Voice Portal product line, enables complex simultaneous voice and data interactions, enriching and 
refining a callerÕs experience regardless of the device they are using to access the system. These 
next-generation features enable enterprises to give their customers the highest levels of personalized 
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self-service whether they are using a telephone, a computer or a mobile phone, and are part of 
IntervoiceÕs unified communications strategy for the Òmobile generation.Ó  

With the successful acquisition of the NuContact Center product from Nuasis in September 2006 
[SSN, October 2006, p. 11], we continue to expand the company beyond IVR/voice portals, 
combining the best of self-service and live assistance applications, to become an end-to-end contact 
center solution provider. Intervoice IP Contact Center is a standards-based, switch-independent 
software solution, which is fully IP, featuring built-in CTI, with an extensible architecture, and is 
network- and switch-agnostic. 

On the global-services front, Intervoice is also providing customers with their choice of business 
models, including premise-based and hosted solutions to align with their business and financial 
objectives. Given our success to date, and with more than 30,000 ports already being hosted and 
managed, we are launching new services for premise-based customers who want added security, 
hosting, or monitoring. We will offer these services on a remote basis through our hosted solutions 
business.  
What role does speech technology play in Intervoice’s enterprise products? 

We have seen a significant shift in the last year with many more customers wanting more speech-
based applications for their end users. Given the growth in our speech applications business, speech 
technology is a key component of our enterprise solution offerings. All of our IVR, voice portal, and 
mobile applications support speech technology. Our voice portals are built on our Media Exchange 
components, which supports robust parsing for information-driven dialogs, allowing for a more 
natural and responsive conversation to take place between applications and callers. Additionally, 
IntervoiceÕs PersonalizeIT can leverage a rule-based engine to respond to each individual based on 
their preferences and experience gleaned from their usage of speech applications in the past. Where 
the results of all this technology really appear is in the hands of our industry-leading global 
consulting services practice. We have one of the largest and most talented teams in the industryÑ
with years of experience in creating and deploying successful speech applications.  

How do customers decide between your managed services versus customer-premises 
equipment? Is it easy to migrate from one to the other? 

Companies today depend on smooth, efficient, and reliable voice and data communications, and 
require solutions that integrate with their existing infrastructure while keeping costs down. 

Typically, when customers are evaluating whether to go with a hosted solution, they will compare 
the quantitative aspects of hosted versus premise-based so they can do an ROI calculation. They also 
consider some qualitative factors. Customers who tell us they really like our hosted model typically 
mention a few factors: 

!  They believe that we can manage the voice and speech solution better than they could with our 
state-of-the-art Network Operations Centers, and we can do it at a better on-going cost; 

!  They appreciate that they can pay with more of a subscription-type payment stream rather than 
to purchase the solution outright with up-front expenditure; and 

!  They also like the fact that we can keep the software updated for them and that they do not have 
to worry about software updates. 

Our model also assumes that customers may want to take over the management of the solution in 
the future, so that is a built-in feature of our hosted model. It is actually more typical, however, for 
customers to go the other way! More often, we have taken over premise-based solutions as 
customers have asked us to take over the management of their solutions after purchasing them 
initially.  
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Intervoice solutions are available as a customer-premise sale or as a hosted service. Our Hosted 
Solutions group hosts nearly one million minutes each month and manages more than 30,000 ports 
through our network operations centers in the U.S. and U.K.  

Intervoice Hosted Solutions offers our customers a portfolio of contact center applications 
delivered within our unique approach to hosted services. We offer a suite of hosted solutions 
designed to give enterprises and network operators access to leading-edge applications while 
reducing the cost and risk of deploying state-of -the-art voice automation. Hosted applications also 
enable incremental and rapid integration of emerging technologies, as well as easier migration to 
speech-enabled services employing VoiceXML and next-generation network environments such as 
2.5G, 3G, GPRS, IN, and SIP-based VoIP.  

Companies looking for flexibility in how they run their contact center operations benefit from a 
hosted solution by: 

!  Reducing operational costs; 
!  Allowing them to focus on their core competencies; 
!  Transferring the burden of risk, responsibility and availability to the Intervoice MSP 

professionals; and 
!  Reducing total cost of ownership. 

What role does speech technology play in your products for service providers?  

Media Exchange for Networks is a flexible, IP-based multimedia-enhanced services platform 
designed specifically for mobile network operators, cable service providers, and fixed-line operators. 
It includes a customizable mix of multimedia service options including next-generation messaging, 
voice-activated dialing, web user interfaces, voice portal, calendar management, and text-to-speech 
capabilities. Speech technology is a key differentiator for Intervoice, as we offer speech as an 
optional interface for most of these applications.  

Our Media Exchange solution helps network providers accelerate the rate at which they can bring 
enhanced services to market. Our standards-based software platform incorporates tools that support 
third-party application development and provide easy access to enhanced services by subscribers 
through the Home Zone. Each unique combination of enhanced services allows network providers to 
offer their subscribers a differentiated service that can enhance their brand, increase revenue per 
subscriber, and increase subscriber loyalty and retention. Key features that leverage Intervoice 
speech technology include traditional voicemail and message notification capabilities; voice-
activated dialing; voice portals; and speech recognition, Web browser, and multi-modal user 
interface technologies. 

Much has been made of convergence with IP networks and looking at customer contacts 
holistically, rather than with a call-center-centric focus. How realistic is this trend? Is it 
something customers want now?  

2006 saw more customers demanding choices in how they wish to engage with a companyÑ
immediate assistance (live agents), deferred assistance (live agents responding to email and voice 
messages), and engaging with the company via self-service (Web, phone, or IVR). Customers want a 
consistent user experience across all of these interactions. Companies continue to struggle with how 
to manage multiple customer service models and create a consistent experience for end users.  

For our customers, we offer our IP Contact Center solution, which leverages IP technology to 
integrate all three service models into a single consolidated software application with a unified agent 
desktop. Having a unified desktop and a single platform to deliver different contact options enables 
our customers to create that seamless experience across mediums. Companies that have launched 
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software-only IP-based contact routing architectures in their contact centers have learned that IP 
enables these service modes to be easily and cost-effectively integrated with CRM to automate the 
routing and prioritization of customers based on customer information in the CRM database. 

Intervoice is one of the first to incorporate State Chart XML (SCXML) into a commercial 
product (SSN, April 2007, p. 1). How important is this, and how does it help deliver better 
applications? 

SCXML as a standard will increasingly important over the next three to five years. Building on 
SCXML and launching our new Voice Portal packages in March was a significant milestone for 
Intervoice, as we once again established ourselves as being on the leading edge of the industry. 
Leveraging SCXML, our new Voice Portal offering allows customers to build not only more 
complete and optimized applications, but also create more differentiated experiences for their end 
users.  

We also implemented SCXML as server-side technology so customers can separate the 
application from the user interface. What this new technology allows is simultaneous processing of 
application logic. This is a very big deal. For example, while an end user is interacting with a voice 
portal and getting information, the application can launch other activities at the same time, such as 
checking the userÕs credit or looking at what they did the last time they called in. With these new 
capabilities, our customers can reduce latency while their users are waiting for information, or they 
can even run a campaign based on that userÕs history and will be ready to run that campaign at the 
end of the call. 

Possibly the most interesting use of SCXML is the ability to do simultaneous voice and data 
transactions. This enables multi-modal communications. For example, you can book a flight through 
speech, while viewing and choosing flights on your mobile phone. The use of multi-modal 
applications will become much more prevalent as phones with these capabilities and high-bandwidth 
broadband networks become more ubiquitous.  

 


