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The approaches of automated speech identification for spoken conversations in emergencies call centres were explored
and compared therefore in research. These methodology included acoustic and linguistic models, as well as labelling
techniques. Currently present speech recognition algorithms perform poorly because contact centre discussion speech has
special context and is spoken in loud, emotional contexts. Consequently, the primary components of speaker verification
designs and acoustical training methodologies—as well such Various investigations and analyses of symmetrical
information labelling methods were performed. Various variations of Deep Neural Network/Hidden Markov Model
[DNN/HMM) and Gavussian Mixture Model/Hidden Markov Model (GMM/HMM) approaches might have been
implemented and tested in order to establish an efficient language framework for conversation information. Furthermore,
useful conversation system language models developed Using intrinsic and extrinsic criteria, outlined Finally, when these
recommended information labelling techniques with spelling correction are compared with typical labelling techniques,
they dominate the other methodologies by a significant proportion. Using the investigation’s findings as a guide, we
found Showed the use of spelling adjustments prior to training information for a labelling approach, trigram with Kneser-
Ney discounting for a language model. and DINN/HMM for an acoustic model are efficient setups for conversation voice
recognition in emergency call centres. In order to be clear, this study was Done using two distinct datasets that were
gathered from emergency calls: the Dialogue dataset (27 h), which comprses the speech of the call agents, and the
Summary dataset (53 h}, which contains spoken summaries of those conversations summarising emergency situations.
Even if the remarks were taken from the Our strategies are loosely related to particular linguistic aspects despite the fact
that the emergency contact centre is in the Turkic language family of Azerbaijani, which is spoken there. As a result, it is
expected that the recommended ways will also work with the other languages in the same family.

INTRODUCTION

Since contact centre operators must simultaneously register case data and chat on the phone, their work may be
quite demanding. Numerous applications have been created expressly to make contact centre workers’ jobs easier.
To guarantee a comfortable environment, they may be linked through intemet call and could also contain interactive
voice response and other techniques.

When Artificial Intelligence (AI) began to be used in many sectors of business, including contact centres, new
possibilities emerged. Modern Al tools, including voice recognition, have made it possible for call centres to profit
through automated technology. Voice identification refers to a program’s ability to convert voice recordings of
verbal language into equivalent text. Whereas an operator is speaking with a client, a software with this functionality
may record the chat, obtain information from that same call, and make decisions. For intermediaries, voice
recognition seems to have been a quick, simple, and hands-free process. This is all because individuals can talk
approximately four times as many words per minute as they can type.

The phone network with voice recognition can also identify various dialects, ages, and consumer moods.
Operators will have more time and attention about other crucial organisational responsibilities because the process
of capturing client and case data may be done automatically. Clients of emergency services, for instance, are often



