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Communications Disorders Technology 
powering the phone-based national  
hearing test with Genesys 
How Communications Disorders Technology, Inc., relies on Genesys to screen callers for hearing loss 

Founded in 1989 by Indiana University professors, 
Communications Disorders Technology, Inc. (CDT) 
develops new technologies for speech and hearing 
professionals, teachers of foreign languages, and 
teachers of people with developmental disabilities. 
CDT operates the National Hearing Test, a not-
for-profit, telephone-based test developed with 
funding from the National Institutes of Health to 
screen adults for hearing loss.

The technology backbone used for the screening 
test includes the Genesys Customer Experience 
Platform, which delivers platform stability and 
scalability, visibility into screening results, and the 
ability to make changes easily to meet the evolving 
needs of the organization and its partners, which 
include major brands like Duracell and American 
Association of Retired Persons (AARP). 

In search of a scalable platform
According to the National Institutes of Health, 
about 36 million American adults have hearing 
loss, yet half of them have never been tested. 

People frequently wait years to get tested, while 
their hearing worsens. The sooner someone gets 
tested, the more likely treatment will improve 
their hearing. 

The National Hearing Test addresses this issue 
by giving people a simple, private, and convenient 
way to screen themselves for hearing loss. The 
test is an initial step towards a thorough hearing 
evaluation with an audiologist. It helps people 
assess their hearing and encourages them to 
pursue treatment. 

The organization’s first technology platform was 
effective in helping with the initial testing during 
its research phase, but it wasn’t able to handle 
large volumes of calls that would result when 
the test was offered to a wider public audience. 
The number of callers who could call in for the 
test was limited, and when the limit was reached, 
subsequent callers risked being dropped. 

“If a call isn’t completed because of problems 
on our end, that hurts,” said Dan Maki, Secretary, 
Treasurer, and Chief Financial Officer at CDT. 

Customer: Communications Disorders 
Technology, Inc. 
Industry: Telecommunications
Headquarters: Bloomington, IN
 Years in business: Founded in 1989

Challenges: 
• Unable to handle large volumes of calls
• Risk of dropped calls and occasional  

call quality complaints 
• Outsourced solutions limited control, 

flexibility of application 

Solutions:
• Self-Service IVR
• CX Builder
• Inbound Voice Engagement 

http://www.genesys.com/platform-services
http://www.genesys.com/platform-services
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“So many people have a spouse or friend who 
should take the test, so reliability and customer 
experience are really critical in fueling positive 
word of mouth.”

As CDT looked to significantly expand the 
screening, eventually to hundreds of thousands 
of calls annually, the organization needed a 
scalable, reliable platform to support the growth.  

Powering the phone-based test 
Today, CDT relies on the highly scalable Genesys 
Customer Experience Platform to power the 
National Hearing Test. Genesys helped CDT meet 
their complex requirements for randomization 
and result validation.

“Genesys handles high volume elegantly, delivers 
an experience that requires low effort, and makes 
it easy for us to make changes on the fly,” said 
Alex Crowley, Project Manager for the National 
Hearing Test.

The test uses the Genesys IVR to run number 
sequences to measure a person’s ability to 
distinguish spoken digits against a background of 
continuous, randomly generated noise. If the test 
user selects the right numbers, the sequences 
get increasingly more difficult to distinguish.  
If the person selects numbers incorrectly, the 
system uses randomization to present an easier 
sequence. Users receive results immediately 
after completing the test, telling them whether 
each ear is within normal range, slightly below, or 
substantially below. If results are below normal 
range, they are “strongly advised to visit an 
audiologist, or a medical doctor specializing in 
hearing for a more complete evaluation.”

The Genesys Customer Experience Platform 
handles the irregular call volumes resulting from 
partner outreach, such as spikes following email 
outreach from the AARP to its members. “The 
Genesys infrastructure has the ability to absorb 
that expansion and retraction with a high quality 
experience, which gives us the confidence 
we need to market the test more broadly,”  
Crowley said.

Real-time visibility into data
The Genesys Customer Experience Platform 
automatically collects caller information, making 
it easy to carefully analyze and report data as 
quickly as needed, including in real time. With 
a goal to reach as many people as possible, 
the most critical metric is whether the test is 
completed. Several times a week, CDT looks at 
completion rates to determine, if tests weren’t 
completed, when did the calls drop off and why? 

CDT regularly reports on aggregate usage and 
how screenings vary by age and gender, as well 
as length of call, whether a landline or cell phone 
was used, and geographical distribution. If there’s 
a spike in calls, they can analyze to see daily call 
volume by state and identify, for instance, an 
effective placement of a newspaper story, which 
can then inform future marketing. 

Moving forward, the CDT leadership team sees 
a ripe opportunity to leverage the Genesys 
Customer Experience Platform for expanded 
analytics, as well as integrating a visual 
component and speech recognition to capture 
user responses. 

Flexibility to change on the fly
The previous CDT platform was developed as an 
outsourced solution by a third party, making it 
time consuming and costly to change the system. 

“It was so complicated to make changes before 
that we really hesitated to do it,” Crowley said.

Genesys delivers the control and flexibility that 
enables CDT to change operations on the fly. 
What used to take weeks or months to change 
can be delivered in under an hour and without the 
need for third-party resources or additional cost.

For example, to tweak the front- and back-end 
of the IVR message for different partners, such 
as “Free use of this screening is sponsored by 
Duracell,” CDT simply uploads a .wav file from a 
professional voiceover artist. They can shorten 
the intervals between sequences to speed up 
the test so that users don’t get discouraged. Or, if 
analysis of raw data indicates that young children 
or elderly people taking the test need more time 
to respond, they can alter the interval speed. 

“Genesys handles high 
volume elegantly, delivers 
an experience that requires 
low effort, and makes 
it easy for us to make 
changes on the fly.” 

Alex Crowley 
Project Manager for the National 
Hearing Test

http://www.genesys.com/platform-services/intelligent-voice-response
http://www.genesys.com/platform-services/reporting-analytics
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“How the test comes across to a particular set of 
clients is important to us,” Dan Maki said. “We 
really like the ability to tinker with things like how 
we phrase the opening or concluding remarks, as 
we’re always looking to improve the test.”

Better experience, better 
word of mouth
The National Hearing Test is now able to meet 
demand for more callers, while creating a better 
screening experience and increasing word 
of mouth. By attracting more people to the 
screening, CDT is encouraging more people with 
hearing loss to seek treatment. 

With the assurance of a stable platform, CDT is 
operating the test at the highest level possible, 
upholding not only its own reputation, but also 
the reputations of the major brands they have 
partnered with. 

“We don’t know what future partner needs may 
be,” said Maki. “But we know we’ll be able to meet 
them effectively.”  

Crowley agreed, and said, “Genesys is a strategic 
platform for us, both now and in the future.”

“We don’t know what future partner needs may be, but we know we’ll 
be able to meet them effectively.”
Dan Maki, Secretary, Treasurer, and Chief Financial Officer

RESULTS

Scalable  
and reliable to handle volume elegantly 

Time 
savings
and cost savings for non-profit screening  

Provides 
ability to make changes in under an hour 
instead of weeks or even months

Positive CX
drives wider adoption through 
word of mouth 
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