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This research project has been undertaken by SpeechStorm in order to address 
these questions and provide guidance to those considering these issues. 
SpeechStorm’s interest in this survey is fuelled by its leading role as a specialist 
provider of speech recognition and voice biometric solutions for contact centres.

Methodology

SpeechStorm commissioned The Independent Fieldwork Company of Enfield, 
London (http://www.indiefield.co.uk/) to carry out face-to-face interviews across a 
broad sample of respondents from the UK.  A total of 100 interviews1 were 
conducted during 22nd and 23rd May 2008 and lasted approximately 30 minutes 
each.  Questions were mainly quantitative with some qualitative or open ended 
questions. During the interviews respondents watched a voice biometrics 
demonstration. 

Respondents 

The research took place in two major UK cities

Figure 3.1: Region

                                                
1 The total sample size was 100 respondents and therefore interpretations of 
results should be mainly used as indicators.
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Recruitment of respondents was based on their use of telephone 
banking, demographics, age and gender.

Figure 3.2: Gender

   

        

Figure 3.3: Age
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Recruitment was spread across frequency of use. 

Figure 3.4: Frequency of Use of Telephone Banking
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4 Results

4.1 Confidence in Telephone Banking Centre

42% of the telephone banking customers surveyed indicate 
that they are either not confident or not sure about their 
bank’s ability to prevent anyone from accessing their 
accounts.

Nearly half (42%) of all respondents, are not confident 
about their telephone banking centre’s ability to identify 
fraudulent calls.

Two questions were asked about the confidence telephone 
banking customers had in their telephone banking centre 
regarding information security. 

Fast Facts

For respondents in this 
section:

42% indicate that they 
are not confident or not 
sure about their bank’s 

ability to prevent 
anyone from accessing 

their accounts.

42% of respondents are 
not confident about their 

telephone banking 
centre’s ability to 

identity fraudulent calls.
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Q. Do you think that you are being more careful with your personal information now 
than in the last 12 months?

Figure 4.2.3

Awareness of the increase of identity theft widely reported in the press may have 
helped influence respondents to be more vigilant about their security. Nearly 
three-quarters (74%) of them confirm they have been more careful about their 
personal information in the last 12 months compared with the previous 12 
months.
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4.3 Opinion of Voice Biometrics

Respondents were shown a brief video demonstration 
illustrating how voice biometric technology uses a unique 
voice ‘print’ to identify a caller in conjunction with a 
PIN/Password. 

The respondents were shown two clips. The first 
demonstrated a customer being identified using their 
PIN/Password and the second demonstrated an impostor 
using the same personal details to try and get past the 
system. 

To watch the demonstration please visit 
http://www.speechstorm.com/default.aspx?id=460

Fast Facts

For respondents in 
this section:

86% would be happier 
either using a voice 
biometrics only or a 
blend of both voice 

biometrics and 
Password/PIN in 

identifying them for 
telephone banking 

transactions.

38% agreed that they 
would be inclined to 

join a bank that 
offered voice 

biometric security 
versus one that didn’t.

37% agreed they 
would be happy to pay 
a small fee to a bank 
that is very proactive 

in securing their 
personal information.

53% agree that they 
would feel comfortable 
using voice biometrics 
if it meant that it would 

provide tighter 
security.
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Q. Have you heard of voice biometrics or the concept of using your voice to identify 
you as a caller?

Figure 4.3.1

43% of respondents had heard of voice biometrics.
























