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Voice Biometrics Adoption Landscape

117M+
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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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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32%
increase in 

containment rate
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Voice Biometrics Financial Impact 
Assessment – North American FI
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Three VB Enrollment Examples

97%
Relative 

enrollment rate 
with proper 
launch plan

67%
Relative 

enrollment rate 
without launch 

plan

2%
Relative 

enrollment rate 
with complex 

enrollment 
process
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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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Delivering improved CX
Customer Reported Result

Tatra Bank 51% increase in NPS

iiNET 8 point increase in NPS

T-Mobile 20% increase in Customer Sat. Score

Eastern Bank 90% of customers prefer VB
85% of customer think it is more secure 

Barclays Wealth 93% of customers rate authentication
9 or 10 out of 10

Royal Bank of Canada 8.8 / 10 customer sat
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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.


