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● Toward the Co-creation of New AI Services

DOCOMO Today

● Improving Customer Satisfaction and Operator Efficiency in Call Centers Using AI
   - Speech Recognition IVR - 

● Deep Learning Platform Capable of Rapid Creation and Deployment of AI Models

● Online-testing Fraud Prevention System for Detecting Spoofing

● Spherical Drone Display
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Speech-to-text conversion 
and intention interpretation

Phone answering server

151/Toll-free call

“Please state your request or problem” (in Japanese)

Speech recognition server
Natural-language dialog server

Speech: “I want to sign up for DOCOMO Hikari” 
(in Japanese)

Decision result: DOCOMO Hikari contract ⇒ This issue to 
be forwarded to number 712

(assuming that 712 is the number for processing DOCOMO Hikari contracts)

DOCOMO Hikari
call center

Call forwarding
Start of voice 

call

New IVR 
system

This customer wants to sign up 
for DOCOMO Hikari. 

IVR number guidance

Applicable “Speech Recognition IVR” number 
pressed

Start of speech 
recognition

IVR

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Technology Reports  Improving Customer Satisfaction and Operator Efficiency in Call Centers Using AI  
―Speech Recognition IVR― (P.4) 

Overview of Speech Recognition IVR service 
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