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[00:00:00] Speaker 1: Outbound, there's really two things that I think our customers really care about from a voice perspective is voice quality and latency. I remember our early days of, so just previous history, we were a consumer app. We actually did a voice agent for consumers to call collectors back in March of 2023 when we came out of YC and it was a seven second latency. It was actually kind of great because collectors were getting pissed off because they're like, hello, but like whatever, we were a consumer app, right? As we progressed through this, I remember when we pivoted over and we launched in B2B for banks and credit unions, we had like a three and a half second latency and customers were pissed, right? Like they were angry because we were at three and a half seconds. Now we're sub 1.6 all in, like including Twilio, getting it all the way through, not just, you know, from a model execution perspective and they love it. So they care about latency one. Within that, they care about time to first token, right? Like when's your bot actually going to reply back? Because they care about that first initial pickup as that part of it. The second thing that they care about is the voice quality. Like they want it to sound very, very conversational. So I think it does matter who you pick from a voice provider perspective. Some have performed better than others. I will say DeepGram has a voice that's done really, really well for us. And we kind of give our options to our customers of who they want to go and utilize. We are starting to now leverage Rhyme a little bit more too, just to kind of give an idea of the vendors that we're looking at and working with. But really those are the two key things that they care about is how quickly is the voice agent obviously replying back from an overall perspective, but also from that first part of the conversation, how good is the voice so that it actually sounds conversational. Then there's all the other stuff too, right? Like we were having a side conversation around background noise and how it's been impacting some of our results lately. I mean, like those are things that clients don't even think about during calls. Those are all kind of like added things that we care about. Clients don't even realize it or care about it or know about it.
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