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Intelligent IVR solutions 
help corporate customers
It stands to reason that A1 would also let 
their corporate customers benefit from 
CreaLog's long-term, in-depth IVR experi-
ence. This offering extends from intelligent 
network (IN) routing to date dependent rout-
ing on to alerting services for technical field 
forces. In all cases, A1 will develop custom 
solutions for corporate customers, enabling 
them to streamline their services in an ef-
ficient and cost effective way.

Sending specialists off to 
their assignments
The A1 alarm server's job is to brief a cor-
porate customer's previously defined field 
force team and send them off to an assign-
ment. A typical example: Late in the evening, 
a regional power utility receives a message 
informing them of a power outage in the 2nd 
City district. The employee receiving this 
message then triggers an alert to that ef-
fect. The IVR system immediately informs 
selected staff members on duty by smart-
phone and accepts a confirmation SMS. 
The alerted employees set out immediately 
to resolve the malfunction as rapidly as pos-
sible — by order of their employer but first 
and foremost for the benefit of the affected 
power customers.

Directory inquiry still in 
demand
The directory inquiry service line was intro-
duced a decade ago and still enjoys great 
popularity among A1 users. Mostly, national 
telephone numbers are easy to find on the 
internet but this is not always the case with 
international numbers. Sometimes, the first 
area code digit after the country code needs 
to be omitted and sometimes it doesn't. In 
consequence, this telephone service, which 
comes at a cost, still enjoys high user num-
bers, particularly for international calls. 

The Speaking Clock — still 
surprisingly popular 
"At the third stroke, it will be 12, 26, and 
10 seconds. Beep, beep, beep". Especially 
around the summer and winter time change-
overs, the Speaking Clock is still surprising-
ly popular. An average of 45,000 local calls 
per month were a good reason for A1 offi-
cials to incorporate this service, which had 
been outsourced for many years, again into 
the organization’s IVR in 2016. 

"Many callers take advantage of the convenient 
option to have their call put through to the desired 
party directly", Robert Raab explains. "This is done 
not by the customer care agent the caller has been 
talking to but rather by the voice portal: First, it iden-
tifies the desired call destination number in our data 
base. Then, on pressing a key, the IVR will connect 
the call — with all the right prefixes, of course. This 
service works day in, day out, stable and robust."

Robert Raab

head of service network 

planning



Innovation and Partnership
"We are the only communication provider in 
Austria that is consistently using state-of-
the-art speech recognition. For A1 is an inno-
vative enterprise, committed to offer our cus-
tomers modern-day services on the phone." 
This is how Robert Raab, head of Service 
Network Planning at A1, outlines a current 
development in his organization. "By deploy-
ing speech recognition, we are continuing a 
more than ten years' stretch of well-tried col-
laboration with our system partner, CreaLog, 
in a logical way — and, at the same time, are 
making a great stride into the technological 
future", Raab adds. 

On the following pages, this report expands 
on the details of A1's powerful and versatile 
IVR services and on what the new mobile 
Mobile Call Recording solution means for 
Austrian banks in particular.

The voice portal – a door-
way to the service center
At A1, the term, Voice Portal, is right on the 
mark: IVR (Interactive Voice Response) is the 

doorway to Austria's leading telecommunica-
tion provider for all customers and prospects 
interested in utilizing the range of available 
telephone, Web, TV, and data services. 

Through this door, callers enter one of A1's 
service centers scattered across all of Aus-
tria. This is where you, as a rule, can find the 
right person to talk to when topics or issues 
such as these are on the agenda:

•	 Charging issues
•	 Service interruption reports
•	 Questions about (new) products and pricing
•	 Seeking general advice

Speech recognition – state-
of-the-art technology
When our customers called the A1 service 
number, they had to choose their desired 
menu item by pressing a key ("For questions 
about your invoice, please press 3"). Since 
3rd May 2017, DTMF tone selection is a thing 
of the past and this day hallmarks an ambi-
tious objective of Austria's leading communi-
cations provider. 

User friendliness signifi-
cantly increased
This type of accessibility is also very much 
appreciated by visually impaired citizens: for 
them, speech recognition and voice control 
represent a clear relief, as they can now pres-
ent their issues or questions on the phone 
using nothing but their voices.

User friendliness generally increased for 
smartphone users as well, for instead of first 
activating their phone's key pad as required 
for the DTMF tone menu, they can now use 
voice control in a much easier way.

Speech recognition is not the only feature 
embraced by A1 customers. The same holds 
for the modern style of the announcements 
when conversing with the voice portal. It is 
different from what it was before, with a cool, 
lively, and humorous note. All in all, A1 re-
corded around 1,000 announcements anew 
in a studio.

Dir. Elke Schaffer,  

Director Customer 		

Service & SaleS

"We want to strengthen our role as an innovative 
organization. This implies offering our customers 
modern-day telephone dialog capabilities using 
state-of-the-art speech recognition. Since the be-
ginning of May, callers can forget about key press-
ing routines and ask the voice-enabled computer 
questions in free text. The positive reactions —  
not only from smartphone users — show we have 
made the right decision."



case study

Mobile Call Recording with 
A1 and CreaLog: more safe-
ty for mobile bank transac-
tions
Time was running out: Starting on 3rd Janu-
ary 2018, all consulting telephone calls con-
ducted between banks and their clients in EU 
and EWR countries needed to be recorded 
— and this applied to both land line and mo-
bile networks. This resulted from tightened fi-
nancial market regulations (MiFID II) enacted 
in May of 2014 by the European Parliament 
to provide improved protection for bank cus-
tomers. In Austria, A1 is the only telecommu-
nications provider that has been capable of 
offering this service to the country's banks 
since September 2017. This was preceded by 
a call for tenders that CreaLog was able to 
win with their well-tried solution, Mobile Call 
Recording.

Long term storage 		
— secure access
Working with CreaLog, A1 implemented law-
compliant recording of mobile telephone 
calls and SMS messages along with their call 
information, which all need to be retained 
unaltered for a period of at least two years: 
for better consumer protection, to combat 
money laundering, and to prevent insider 

trading and collusion. Mobile Call Record-
ing works with all mobile endpoint devices 
and on all platforms and it does not need an 
app of any kind or additional deployments to 
be made. First, an announcement is made 
informing about the legal requirement to re-
cord the present call. The call parties' com-
munication is then captured in two separate 
data streams and stored in the two sound 
channels of a stereo audio file. The financial 
institute has exclusive access to the stored, 
encrypted data.

Even available on-premise
A1 customers in Austria benefit from a par-
ticularly interesting feature, as Robert Raab 
explains: "We offer banks to store the en-
crypted data on-premise — keeping in mind 
that as a rule, the required infrastructure is 
already in place in those banks. After all, the 
financial institutes have been recording cer-
tain landline calls with customers or invest-
ment advisors for some time already. So it's 
not so far fetched to integrate the encrypted 
call recordings from mobile networks as well. 
Also, these customers can then easily employ 
their own search algorithms as required."



Better services increase 
customer loyalty
When using a service center to communi-
cate with customers, executives face the 
same crucial question time and again: How 
should I act when call volumes significantly 
exceed my service staff's capacity? Should 
I accept the fact that (annoyed) customers 
will have to wait for longer in the call queue? 
Or can I resolve the issue by forwarding 
callers to a "standby service center" at peak 
times? This routing option is easily done us-
ing a service number in A1's intelligent net-
work and ensures that customers will not be 
annoyed after all.

Intelligent IVR Services
This multitenant IVR solution is a basic 
module, and A1 only needs to customize it 
for the particular corporate customer. The 
same holds for the system's intelligent date 
dependent routing feature. This involves call 
forwarding to alternative service centers de-
pending on weekday and time of day: be-
tween 8am and 8pm to Linz or Graz and to 
New York during the following night. Calls 
can be generally routed to another service 
center outside office hours as well as on 
Sundays and holidays.

"These intelligent IVR services help ensure 
that our customers' clients will almost cer-
tainly reach a contact person or receive 
self-service advice at any time of day or 
night every day of the year", Director Elke 
Schaffer summarizes.

The great challenge: rec-
ognize terms and dialects
As mentioned before, speech recognition is 
in live operation since 3rd May. However, the 
conversion process is not quite complete as 
yet. The main reason for this is that work-
ing with A1, IVR specialist, CreaLog, had to 
overcome a particular challenge: First, there 
is the usage of multiple terms, and second, 
the overly large number of around 20 differ-
ent dialects spoken in Austria. Robert Raab 
gives a typical example: Over the phone, our 
product name, A1 TV, comes across as 'TV', 
'Fernsehen‘ or 'Fernschauen' (both meaning 
'watch television'). And then, these different 
terms are additionally tinted by the various 
dialects. You may well imagine how difficult 
it is for the IVR solution to identify certain 
key words correctly. But working together, 
we mastered this task successfully as well."

Robert Raab

head of service network 

planning

"IN routing is already in use at several of our cus-
tomers. It unburdens the customer's own service 
center when needed by forwarding a previously 
defined percentage of incoming calls to one or 
more external service centers. We provide users 
with a Web-based user interface that allows them to 
control the details of this routing by themselves. Our 
customers are also in control of the related report-
ing functionality."
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Germany

Munich
Frankfurter Ring 211
80807 München

Frankfurt
Letzter Hasenpfad 64
60598 Frankfurt / Main

Phone: +49 89 324656-0

Austria

vienna
Simmeringer Hauptstraße 24
1110 Wien
Phone: +43 1 74040-640

info@crealog.com
www.crealog.comThe information in this document does not constitute a binding offer. It is subject to revision at any time.

State-of-the-art technology in action
•	 1,140 channels integrated with Genesys
•	 State-of-the-art Speech Recognition
•	 State-of-the-art Text to Speech
•	 Geo redundant architecture
•	 100 channel development platform

About A1
A1 is Austria’s leading communications provider, encompassing almost 6 
million mobile communications customers and over 2.2 million fixed access 
lines. The customers benefit from a comprehensive package offer from one 
source: voice telephony, Internet access, digital cable television, data and IT 
solutions, wholesale services, and mobile business and payment solutions. 
The product brands, A1, bob, Red Bull MOBILE, and Yesss!, represent quality 
and smart services. As a responsible company, A1 integrates socially relevant 
and environmental concerns into its core business. 

Source: www.a1.net/ueber-a1/unternehmen/s/unternehmen

About CreaLog
CreaLog is a leading supplier of voice portal systems in Europe with reference 
deployments in 30 countries. The CreaLog Platform features full web admin-
istration and is used by more than 400 customers in over 30 different market 
segments, operating around 60,000 installed lines. Reference deployments 
include telecommunications providers and value added suppliers such as 
Deutsche Telekom, Vodafone, Swisscom and A1 Telekom Austria, Unitel from 
Angola, Post Luxemburg as well as many other renowned network operators 
across Europe. Furthermore, many corporate customers including PAYBACK 
(AmericanExpress Group), HypoVereinsbank (UniCredit Group) and other fi-
nancial institutes, power utilities, TV stations such as 1-2-3.tv and Sky count 
among our long-standing clientele.

For more information, please visit www.crealog.com
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