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Unlike their on-premise counterparts, hosted interactive voice response (IVR) platforms

are not commodities within the self-service stack. Providers differentiate on quality of

platform and service, but the true value of a hosted IVR self-service solution exists at

the application level. However, the way in which consumers interact with enterprises

has changed drastically with the advent of smartphones and other personal computing

devices with network connectivity. Both enterprises and vendors must create self-

service strategies that are effective today, but also prepare for a future in which the

voice channel will only be one part of a comprehensive self-service solution.
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