
VOHeroes: Voicing IVR And Phone Prompts
Slides/Class Notes

Copyright ©2024 VO2GoGo, Inc.
All rights reserved worldwide.

Stand by.
Make sure your camera is OFF and your mic is MUTED.
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Get ready, hero.
We will begin shortly.

ü Have your computer plugged into wall power rather than on battery

ü If possible, be connected to the internet via Ethernet cable, not WiFi

ü Quit all apps other than Zoom, especially your browser

ü Keep your camera off – we save the bandwidth for better audio 

ü In Zoom, select your VO mic and earbuds/headphones as audio in/out

ü Keep your mic muted – we’ll unmute you as needed

ü Raise your hand if you want to comment on mic or ask a question

ü Feel free to chat with each other – be supportive and helpful

ü If the session freezes, restart your computer and then rejoin

Tips for a stellar session experience:
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Voicing IVR and 

Phone Prompts
with David H. Lawrence XVII
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The Materials link is on the main page of this course, 

just under the header, next to the Course summary link.

Be sure to download your clips and slides.
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Reminder: The four keys to a successful VO practice

Art Commerce Science Mindset
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And this is an Art and Science course.

Art Commerce Science Mindset
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Here’s the plan for class.

Introduction

Glossary And Terms

Union Status And IVR Buyers

Your IVR Demo And Managing Your Clients

Doing The Work And Getting Paid

The Impact of AI

3 Or More Things To Explore

Quiz | Certification
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Introduction

Why IVR might be the most profitable VO you’ll ever perform.
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You’ll learn the market. production practices and payment for IVR.

You’ll be able to cleanly execute and deliver IVR auditions and projects.

This course teaches you how to add IVR 
and phone prompts to your VO practice.
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IVR and Phone Prompts: easy, efficient and lucrative.

Over 10 billion phones in the world, and growing.
Although personal land lines are declining, business systems and personal/work mobile is exploding.

Four things you need to know about this work and why it should be part of your portfolio.

66% of phones are business lines, and 4.14 million are replaced every day

The marketplace is huge, vibrant, and constantly changing and improving.

Business systems are the main market, but you’ll sell to individuals, too.
You can make quick work of single voice mail announcements, and clean up on full phone tree voicing.

Union covered work, with a modernized payment structure

SAG-AFTRA has updated the way you’re paid, and it’s a game changer.

*
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Glossary

What do all these IVR acronyms and terms mean?
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Glossary: IVR

Interactive Voice Response, any system that allows 

callers to get stuff done by interacting with their 

phone’s keypad or their voice.
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Glossary: On-hold programs

On-hold programs are music-with-occasional-

announcements promoting things about the company 

(and usually lying to you about the notion that 

“someone will be right with you.”)
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Glossary: Prompt

A pre-recorded passage, phrase or fragment, played 

to a caller when needed, and sometimes used to 

construct longer messages. Also called a file, a 

recording, or a message.
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Glossary: Tree

The general organization of an IVR system, with the 

main menu as the trunk, and the options as limbs and 

branches.
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Glossary: Options

The choices offered by the IVR system to callers, 

accessed by taking actions using the keypad or the 

caller’s voice: sales, support, balances, locations, etc.
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Glossary: Actions

Something physical you want the caller to do to 

achieve the desired option. Usually pressing a 

particular key or keys, or using voice commands.
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Glossary: Robodialer/Autodialer

A system that calls a series of phone numbers in a list, 

often at random and with a common message. Not 

legal in most situations.
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Glossary: Messaging

A term for the recorded content of an IVR system, 

describing both the meaning and the flow of the 

system.
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Glossary: Outbound

Messaging that is delivered to a caller, usually in the 

form of pre-recorded announcements.
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Glossary: Speech-to-text

Also called voice recognition, this process 

recognizes spoken language, and converts 

that content to text, which the system uses 

to respond to the caller.
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Glossary: Text-to-speech

Also called synthetic voicing, this process converts 

text content to speech, which the system uses to 

respond to the caller. Has been in use since the 8-bit 

days in the 80’s via computer generation.

*
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SAG-AFTRA and the Buyers:

Union coverage and who books you for IVR work 
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This is both union and non-union work:

If you’re SAG-AFTRA, great. If not, that’s OK 

too – the customers usually don’t care.
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Union coverage: non-broadcast Co-Ed.

IVR is covered under Co-Ed No residuals are paid

You get paid once for your work. It 

would be almost impossible to track 

per-play residuals.

IVR is referred to and covered by 

the SAG-AFTRA Corporate-

Education contract.

28

Union rates: they were session-only, but they’ve 

been renegotiated. More on pricing later.
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The benefit contribution rate for IVR work is 18.75%, with medical 

going to SAG-AFTRA Health, and pension going to AFTRA 

Retirement. And you don’t have to be SAG-AFTRA to be an AFTRA 

Retirement plan member.
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ü Customer service

ü IT departments

ü Small businesses

ü Individuals

ü Casting site clients

Who are IVR buyers?

*
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Creating Your IVR Demo

Make sure the listener can imagine you being their voice
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Your IVR demo: for this one, use a producer.
Ensure your demo shows off three common IVR patterns and standards.

Hire a producer for this demo.

A producer who knows the “sound” of IVR systems.

Like all demos, immerse the listener.

You should sound phone quality, not studio quality.

Length: 1-2 minutes, and a single tree.

Your demo needs to show you can “carry a tune.”

Include some realistic rough edges.

Just like in the real world, responses should sound “constructed.”

*
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Performing The Work

IVR-specific voicing tactics: taking care of the caller
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Four must-haves in IVR prompt writing and voicing.
These four things are essential when writing and performing the prompts themselves.

Option, then action Emphasize the action

When you voice a prompt’s 

action, raise your pitch on 
the action. Don’t make the 
listener squint their ears.

Follow conventions

Pressing the star key 

usually means to back up. 
The pound key usually 

means skip or move on.

Instead of “Press 1 for 

sales, press 2 for service,” 
it’s “For sales, press 1. For 

service, press 2.”

No standard/daylight

Just say “[zone] time”. If 

you include “standard” or 
“daylight,” you’ll be wrong 

half of the year.
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Performance with IVR: clearly be heard.
There are four basic standards of IVR performance excellence.

01 Supportive energy

You must own this work and be 

forceful, without any subtle 

shadings of meaning.

02 Sharp enunciation

You never know what you’re 

going to be competing against 

for the listener’s attention. 

03 Care for the listener

Your whole job is to help the 

listener get their job done, using 

only the phone and their voice.

04 Clarity rules

Even if the client is looking for an 

attitude, remember that you 

must be heard clearly.
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Booked to voice/produce an inflection set? Rejoice.

A series of numbers, names and connective words 

and phrases that IVR systems use to build complete 

sentences. Each set member is a separate prompt. 

39



VOHeroes: Voicing IVR And Phone Prompts
Slides/Class Notes

Copyright ©2024 VO2GoGo, Inc.
All rights reserved worldwide.

40

Delivering The Work

Every client has a specific requirement for audio files

41

Standard file formats. Audacity exports all of these.

Once you’ve voiced the work, be sure you give your client their files in the right format.

128k mono

MP3

16 bit 44.1kHz 

PCM WAV
Like any other WAV 

file – the standard 

Microsoft WAV file.

8 bit 8kHz μ-law

CCITT WAV
If you’re asked to work on an 

older system, you may need 

to make one of these.

Only needs to be 128kHz 

mono MP3. Phone systems 

aren’t that good. Yet.
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When working with individual phones or older systems, have the 

owner set the passcode to “1111”. Do your work live via landline or 

with the system/phone itself, then have them reset the code.

*
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Getting Paid

Deliver your product and get paid union scale or above.
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Delivery and payment.
Delivery is easy-peasy, but knowing how to charge for your work is a bit more involved.

Naming files

Keep the filenames consistent 

and readable. Include your 

client’s name: aol-01.mp3, aol-

02.mp3, etc.

Sending files

The files are pretty 

small. No big deal. Just 

email them.

Union payment: getting better

SAG-AFTRA now pays a minimum 

engagement fee of $300 plus $7 per 

prompt above 5. You can

charge more than that.

Set YOUR price per prompt

Since 1988, I’ve charged $50 per 

prompt for unlimited use. Do the math 

for payment on a 20 prompt tree.

46

Always charge a minimum session fee of $300.

You’re setting up to do the work – if it’s one prompt or 

hundreds. The session fee should include voicing the first 5 

prompts – be sure to charge $7-$50 each for more.
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How do you find new customers?

Listen for them every time you’re on the phone.

*
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The Impact of AI and Synthetic Voices

Is AI coming for all your IVR jobs?
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The impact of AI 
(artificial intelligence) 

and the use of
synthetic voices

ü It’s not coming, it’s here

ü Some jobs have been lost
ü It will get better and better
ü It will get cheaper and cheaper
ü All tech is neutral…
ü …but how it’s used matters
ü We use AI all the time
ü Synthetic media use has been and will be budget based
ü Humans will always do a more nuanced job…
ü …at a much higher cost, for more discerning brands
ü Consider the balcony and the basement…

ü …like licensing your voice for AI work
ü The 4 C’s: Consent, Control, Compensation and Credit
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NAVA’s Co-Founder Carin Gilfry on Her AI Business Decision

*
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3 Or More Things To Explore

Your homework and other actionable items.
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Start as a voice over talent offering IVR services.

The next time you call a company that has an IVR tree, listen carefully.

Search for “CCITT” on voheroes.com to learn to make that weird WAV.

Practice your inflections and pitch when voicing prompts.

Start a list of potential clients – companies that you think need better IVR.
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Questions?

Post in the ProConnect discussion group 
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Not a VOHeroes Pro yet?

https://voheroes.com/pro
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Grab some coffee and take the quiz.

*
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