
Security Service Federal Credit
Union needed a hands-free solution



Making cents of CX

If there’s one industry that puts a premium on
customer trust, it’s banking. 

With more than 800,000 members and $10.5 billion in
assets, Security Service Federal Credit Union has clearly
succeeded in earning that trust. 

The San Antonio, Texas-based credit union was
founded in 1956, and has a long history of offering
stellar customer support. 

But recently SSFCU faced a distinctly modern
challenge. 
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The tyranny of touch tones

When it comes to CX, the most important part is listening to
customers. 

SSFCU employed more than 200 agents to help customers,
but they were still overwhelmed by the volume of requests. 

The credit union had an Interactive Voice Response (IVR)
platform in place, but it was antiquated. 

The IVR relied on touch tone signals to navigate menus. As
corded, wall-mounted phones got replaced by mini-
computers in our pocket, customers were losing patience
with manual data entry. 

To keep pace, SSFCU needed an IVR that could listen. 
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“The growing issue
of texting and
driving eventually
proved to us that we
needed to get with
the times and allow
speech recognition
in our application.”

Mark Jiminez
SSFCU, Assistant Vice
President for Network
Engineering & Support 



Enabling speech recognition
How do you make an IVR feel more human? 

Conversational IVRs work by leveraging three key technologies: Text-to-speech,
Automatic Speech Recognition, and Natural Language Understanding:
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Text-to-Speech: TTS allows machines to ask  questions and to make interactions feel
more personal. 

Automatic Speech Recognition: ASR is how computers convert spoken words into a
language they can process. Our new ASR engine uses a form of artificial intelligence
called Deep Neural Networks to understand customers regardless of accents or dialects. 

Semantic Interpretation: when using ASR with grammars in an IVR implementation,
grammar rules map the predicted word to a meaning, a semantic interpretation. This is
how the computing system knows the customer's intent, e.g., calling for a password
reset, or calling to activate a card. 

For these key technologies, SSFCU turned to LumenVox. 



Adding ASR to the IVR stack 
SSFCU composed its new speech-enabled IVR stack from best-in-class providers: 
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Avaya Aura Experience Portal: Connects voice and
multimedia applications and services. 

ConvergeOne: Provides cloud infrastructure and
manages complete project lifecycle. 

LumenVox: Offers the best ASR engine for natural
language processing. 

Composable CX: A platform that combines pieces of the solution
from multiple providers to offer a better, more agile tech stack. 



                                calls resolved by IVR alone

                               fewer calls transferred to agents

                  Improved customer satisfaction

Money in the bank
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“One of the key
reasons we chose
the LumenVox ASR
engine is because it
provided the faster
time-to-market.”

Mark Jiminez
SSFCU, Assistant Vice
President for Network
Engineering & Support

Small fixes can make a big difference at scale. 

With SSFCU handling half a million calls each month, solving
even a fraction of them without human intervention was a
huge time-saver, both for the credit union and its customers. 

8.4%

11,000



Request a demo today to see how we can
save your customers time and money. 

Looking to build 
next generation
voice experiences?

Book a demo

LVsales@lumenvox.com +1 (858) 707-7700

Contact
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www.LumenVox.com

How you can benefit 
 from better IVR

LumenVox is the leading provider of automated
speech recognition technologies. The LumenVox
ASR engine relies on Deep Neural Networks to
understand what customers are communicating,
no matter how they speak. LumenVox’s suite of
services includes speech recognition, answering
machine detection, automated transcription, and
identity verification. 

Why LumenVox?
Better ROI

Lower TCO

More Flexible

https://www.lumenvox.com/demo/
https://www.lumenvox.com/contact/
https://www.facebook.com/LumenVox/
https://twitter.com/LumenVox/
https://www.linkedin.com/company/lumenvox
https://www.youtube.com/channel/UCe3Gq1lw94FjwDmy6aGVn_A
https://www.lumenvox.com/

