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Voice Biometrics Adoption Landscape

115M+
Voiceprints in use 
by our customers

3B+
Verifications worldwide
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• 96% enrollment rate

• 48% of all calls authenticated by 
voice biometrics within 3 months

• 42 seconds in AHT savings

• Authentication performed on 
3 seconds of net-audio

• 8.8 / 10 customer sat rating
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Community Bank

Key	Pain	Point
– Number	1	complaint	in	the	contact	center	was	the	authentication	process

Key	Performance	Metrics
– 0	fraudulent	attempts	were	successful	against	the	VB	authentication	system	
– 96%	Successful	Authentication	Rate	with	Passive	Voice	Biometrics
– 94%	Agents	find	VB	has	helped	them	deliver	better	customer	service
– 60	Seconds	of	AHT	Reduction

“customer love the security of it and also the time it saves”
“I tell customers that it's like adding a thumbprint on their account. They love that!”
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Increased Agent Satisfaction

94% Agents reported Voice 
Biometrics makes it easier to 
deliver quality service 

60% Agents reported job 
satisfaction has improved since 
deploying voice biometrics

6%
reduction in agents 

absenteeism + 
increase in retention 

rate
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Manulife – NLU + Voice Biometrics
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Voice Biometrics in IVR

3M+ customers enrolled in first year

Challenge
– 60-65% ID&V failure in IVR 
– 1.2 minute to ID&V a caller with agent
– High operational costs related to ID&V
– Customer dissatisfaction with legacy 

authentication method (6-digit PIN)

Results:
- AHT reduced by 42 seconds
- High authentication success rate
- 53 agents repurposed to sales
- Over $1M in savings in year 1
- VB generating revenue
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http://youtu.be/-1kjidIDk8o
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Sentenced to 21/2 years
Name: Lee Chisholm
Age: 44
Chisholm repeatedly made call pretending to be the customer 
gathering personal information to allow him to take control of 
accounts. He then used the cards to make a variety of purchases 
which he would sell on. He specialised in garden furniture, 
Christmas hampers and hairdressing products.

Using voice biometrics, we managed to track his exploits preventing 
£370,000 of financial loss

Name: Maxwell Parsons
Age: 49
Defrauded the banking industry of £2.5m 
Parsons devised computer software to reverse bank 
transactions enabling him to spend money repeatedly 
from a number of Banks. At the peak of their activities, 
police said the gang had "laundered" up to £50,000 a day.

Sentenced to 7 years
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How much fraud can VB address?

90% 80%
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Securing Authentication
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Voice Most Reliable Mobile Authenticator
but not appropriate for all contexts

Authentication Success Rate

Method Verification Success

Voice 100%

Password 90%

Fingerprint 80%

“Let's say I am sitting on the 
bus, I wouldn’t wanna use my 
voice as my password, 
repeating that... it would sound 
weird.”

Yet, other factors drive preference
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18

Voice Biometrics at Australian Tax Office
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1.6millionpeople
have enrolled their

voiceprint

20

Mobile App
IVR

Contact Center
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Mobile VB & Cross-Channel

§ Mobile App deployments with over 1m voiceprints
§ Holistic approach to mobile experience (end-to-end voice experience)
§ Cross-channel deployments (mobile, IVR, web)
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http://www.youtube.com/watch?v=1gyvDD64eSw&index=1&list=PLFBC56144AE7F1AF0

Virtual Assistant + Voice Biometrics
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Our	interactions	with	technology	and	organizations	
will	become	seamlessly	personalized.

Explicit	identification	and	verification	will	
disappear.	

It	will	feel	like	the	devices,	applications	and	
organizations	we	interact	with	know	who	we	are,	
like	a	friend	does	when	they	hear	our	voice	or	
see	our	face.

Our	identities	will	be	known	and	validated	
passively	through	biometrics,	device	
identifiers	and	contextual	factors.


