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IMPROVING SURVEILLANCE QUALITY AND REDUCING COSTS WITH TECHNOLOGY 

Mizuho Secur it ies  Co. ,  Ltd.  i s  a Japanese investment  

banking and securit ies f irm.  I t  i s  a subsidiary of  Mizuho 

Financ ial  Group,  one of the largest Japanese f inancial  

services  conglomerate s.  

V O I C E  S U R V E I L L A N C E  T R A N S F O R M A T I O N  
P R O J E C T  –  P H A S E  1  

Mizuho Securit ies  began an overhaul  of the i r  approach to 

monitor ing voice interact ions ,  beginning with their  retai l  & 

bus iness banking headquarters,  in early  2017.  Dr iven by 

Mizuho Secur it ies ’  compl iance department with heavy input  

from the front  off ice,  the primary aim of  this  in it iat ive  is  to 

better ensure f iduciary duties are met by improving the 

scope,  qual i ty,  and eff ic iency of  voice  survei l lance.   

Prior to  beginning this project ,  Mizuho Securit ies  rel ied 

upon a team of employees to spot  check a sampl ing of  the 

audio recordings of cal ls  made us ing NICE Systems Ltd.  

recording technology .  A very  common approach to 

monitor ing voice  across  f inanc ial  serv ices,  spot  checking 

audio recordings is  brutal ly  labour intens ive  and random in 

coverage.  Expanding the sample  s ize  of  monitored 

conversat ions quick ly  becomes cost-prohibit ive and real -

t ime monitoring remains  a  pipe dream.  Mizuho Securit ies is  

achieving the forward-thinking goal  of  improving 

invest igat ions of  voice  interact ions  by automating voice to 

text t ranscript ion,  adding voice recognit ion capabi l i t ies,  and 

leveraging AI to enable further layers of  analysis  for  r isk  

reduct ion and customer experience  enhancement .  In  future  

phases of th is  project ,  Mizuho plans to expand risk scoring 

capabi l i t ies,  implement this  approach to their  sales off ices  

as  wel l  as  other  l ines  of  bus iness ,  and manage their  voice 

and e-comms survei l lance uniformly.  

F I G U R E  1 .  M I Z U H O  S E C U R I T I E S  V O I C E  
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T H E  T E C H N O L O G Y  

Mizuho uses  NICE Systems Ltd.  as  the ir  voice  recorder ,  

AmiVoice  of  Advanced Media,  Inc.  a  leading  speech 

recognit ion software providers  in Japan ,   as the voice-to-

text  solut ion,  and Nomura Research Inst itute’s  (NRI )  

TRAINA VOICE Digest  solut ion to summarize and analyse 

content  for  invest igat ions .  NRI  also doubles  as  systems 

integrator ,  a natural  choice due to a longstanding and 

productive relat ionship,  with NRI  deeply  ingrained in  and 

famil iar  with Mizuho’s  operations.  Analys ing  Japanese text  

is  widely  considered di ff icult  compared to Engl ish text ,  and 

AmiVoice was deemed the leading voice -to-text t ranslator 

for  Japanese.  NICE held a  f i rm posit ion as  veteran voice  

recorder  due to Mizuho’s  sat isfact ion with the qual ity and 

rel iabi l i ty  of  recordings produced.  

NRI’s  TRAINA VOICE Digest  solut ion summarizes  and 

extracts susp icious text  – a  machine learning capabi l i ty  

trained into the system through a process  of  painstaking 

interviews and checkl ists ,  created with Mizuho,  as wel l  as  

some human transcr ipt ion.  Excel lent progress has  been 

made in terms of  the solut ion ident ify ing how wel l  a 

salesperson expla ins  the r isk of a  product,  but  automated 

detect ion of  customer exper ience and sat isfact ion is  st i l l  in  

early  stages of  development.   

I M P A C T  

The most  notable  improvement  as  a  result  of  Phase 1 of  this  

in it iat ive  has  been to reduce t ime spent  on monitor ing voice 

by 30%,  a  percentage Mizuho expects  to continue 

improving.  With TRAINA VOICE Digest  highl ighting 

interact ions considered r isky,  and human investigat ions 

switched from l istening to voice recordings to reading 

transcripts ,  the invest igat ion of  susp icious act ivi ty can now 

be more del iberate  and eff ic ient.  Mizuho’s  survei l lance staff 

exper ienced growing pains  trans it ioning from monitoring 

audio f i les  to  text  f i les ,  but  has  made promising str ides  and 

increased the scale  of  survei l lance without  needing to 

increase staff .  While  Phase 1 of  the init iat ive  has  increased 

coverage and Mizuho’s confidence in monitor ing for r isky  

act ivit ies,  they st i l l  wish to enhance monitoring of  customer 

exper ience in  future  phases.   

With l i tt le precedent  for  comprehensive monitoring of voice  

in  Japan’s  investment  banks and Mizuho leading the way,  

training for voice  recognit ion and speech to text has been 

an effort  requir ing especial ly heavy l i ft ing.  Al ready Phase 1 

has  yielded impress ive resul ts ,  and Mizuho wil l  be  especial ly  

wel l  posit ioned to feel  secure in  monitoring for  r isky  

act ivity  and del ivered high qual ity  customer exper ience 

once progress  has  been made on future  phases of  this  

in it iat ive.  
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