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Course Content & Outline

Section 1: Introduction to Voice Al and Speech Recognition

.What is Voice Al? Overview and evolution of the technology e
.Key components: ASR (Automatic Speech Recognition), TTS (Text-to-Speech), NLP e

.Use cases in customer service, healthcare, banking, and retail

.Benefits and limitations of voice-first experiences

.Demo: Voice assistant in customer onboarding

Section 2: Customer Experience Transformation Through Voice

.Enhancing accessibility and inclusivity through speech interfaces

.Reducing friction in user journeys with voice commands



.Personalisation through voice data analytics e
.Multilingual support and handling accents and dialects e

.Case study: Voice Al in a telecom support system e

Section 3: Building and Training Voice Interfaces

.Understanding voice UX: clarity, brevity, and error handling e

.Tools and platforms: Google Dialogflow, Amazon Lex, Microsoft Azure Speech e
.Designing conversational flows for call centres and apps e

Integrating speech recognition with CRM systems e

.Hands-on activity: Build a simple voicebot for FAQs e

Section 4: Speech Analytics and Real-Time Voice Insights

.Analysing call data for sentiment and intent e

.Real-time agent assistance and automatic transcriptions e
.Quality assurance with voice sentiment scoring e
.Dashboarding and voice interaction KPIs e

.Live exercise: Apply sentiment analysis to voice transcripts e

Section 5: Security, Ethics, and Future Trends

.\Voice biometrics and user authentication e

Addressing privacy and data consent in voice applications e
.Ethical use of voice data: surveillance vs. service e

.The future of ambient computing and voice Al integration in [oT e

.Final project: Propose a voice CX solution for your industry e
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