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About the Group & myself ….

Andrea Ayres
Senior Manager, Automated Services

Lloyds Banking Group
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Lloyds Bank IVR Estate

Different applications

Different processes

Different business units

Different functionality



Welcome

Intent

Identify

Verify

Route 

Transforming the 
first 30 seconds 

of every call

Voice ID

IVR Vision
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Why Voice Biometrics

Complaints

Customer Service

Authentication Processes

Fraud

Technology

IVR Containment



Starting the Project



Enrolment

Customer phrase

Enrolment options

Data requirements

Eligibility

Verification

Current tokens

‘Step up’

Failure process

Colleague

Design Decisions



Colleagues

8

Online 
Demos

Roadshows

Colleague 
Pilot

Colleague 
Testing

Voice ID
Hub

Online 
Training

COLLEAGUE
ADVOCACY



Colleague Desktop
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Press Release
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Marketing

Metro Campaign

Statement Inserts

Direct Marketing



Customer Take Up

Phased Approach

IVR before Colleague

Eligibility Controls

Registrations per Month



Voice ID is now the most common used 

token for authentication
Th

re
sh

ol
ds

Tuning

Step U
p

False Accepts
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Customer Satisfaction

Detractor

Passive

Promoter

20% improvement in NPS 

Used Voice ID Didn’t Use Voice ID



Customer Satisfaction

>Once a week Every few weeks Once a month

<Once a month First time

Used Voice ID
Didn’t Use Voice ID



Hints & Tips

Colleague 

‘buy in’ is

criticalNot just a ‘technology’ project

Specialist 
knowledge

Test, test & test 

customer 

journeys

Layered approach 

to Authentication

Performance tracking
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….. And the next phase of 
the journey

BGM3
Other 

Business 
Units

Promote 
on Mobile
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