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About This Guide

Purpose

This docunent describg the aplpcation and procedures fo the setupadministraion,
reporting and contol of the Gld Systers V-Dialer applicaion. This guide povides an
overview ofV-Dialer ard resouces fa additioral information ard suppat. Although the
V-Dialerappliationrunson the Micresoft Speech ®rwer, thisguide is notintenced to
educatehe readeon the Mcrosoft Sgeech Serer; forinformation pertaning to the
platform visit http://www.microsoft.condspeech

Intended Audiences

This guideis intended pmarily for the adnmistraor of Gold Sysenms V-Dialer sdtware.
Other autencesincludeMicrosoftand Gid Systens Professione&Senicesand
TechnichSupportpersonel. Microsdt Speeh Sever knowledge and an undstanding
of speechrecoqition and ext-to-speech (TTSarerequired inorderto fully understand
and nake use othis document and sftware.

How This Guide Is Organized

This guideis organizedinto the following sections:

1 About thisGuide 91 Applicaton Corfiguration

1 Related Rsources 1 Tuning Recogniton Accurecy
1 V-Dialer Overview 1 AppendixAi SSMLTags

1 SystemRequirenents 1 AppendixBi SystemPronpts
9 Initial Sedup and Cofiguration 1 AppendixCi Guidelines for
1 Administration RecordingPronpts

1 SystemPerfomanceRepating 1 AppendixD i Importing Data
1 User, Deprtment, and into VV-Dialer

Location Listings

Trademarks and &rvice Maks

Product o senice nanes mentionetiereinare tte tracémarks of their respdiwve ovners.

6 © 2006Gold Systams, Inc.
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Copyrights

a4 Copyright 2000- 2006 Gold Systems, tmc. All rights reseved. No pat of this materia
may be repoduced, inanyform or by anymeans, witlout writtenpernission of GId
Systems, hc., al® known & Gold Sgtems.

You are noallowedto make unlinited copés of tlis Softwae. The Sdfvare is protected
by the copyrightaws tha pertainto conputersoftware. t is illegal to nake copie of tre
Software &cept br baclups. t is illegal to gve copes to anothepersm, or to diplicate
the Softwae by anyothermeans, mcluding electronic transmson. The Software
containsttade secits and in ordeto prdectthemyou rmay not decompile, reverse
engneer, disasenble, orotherwse redue the Séware to hunan-percevable faom. You
may not nodify, adapt, traslate, rety lease, ocreate drivative works bagd onthe
Software o0 any pat thered.

Warrany

Gold Systems, hc. warrants for a period ainety (99 days following the orignal
purchase tthis copyof thesoftware tlat the pogramis freefrom substantikerrors or
defects tht will mateially interfere wih the opertion of the sdtwareas desdbedin the
user docurantation.

If you beleve you hae found anysuch error ndefectin the progamduring the
warrantyperiod, peasecall the Techital Supprt lineand we Wi attenpt to helpyou
correct orawoid the probém. If any such error or dedt cann® be corected or
reasonaly awoided, Gold $stems vitl inform you haw to oldain a corected pogram
disk (or, at Gold Systemsboption, authorize arefund of your purchase price). This
warrantygives you specific legal rigts, and gu nay have rights that ary fromstate to
state.

If any disksupplied with this product fals within ningy (90) da/s of purtase fo any
reason ther than agdentor misuse, geasecontat¢ Gold System, Inc., at303447.2837,
4840 Ped Eag Circle, Site 106 Bouder, CQ 80301to arrang a replaceent.Gold
Systems varrants oty that the pogramwill performas describeth the wser
docunentation. Gl Systens grants no otker waranties, expres or implied, by statute
or otherwse, regarohg thedisks andelated naterials, the fitness fo any pupose, their
guality, treir merchantabilig, or otherwise.

The liahlity of Gold Systens under he waranty set brth aboe shall bdi mitedto the
anmountpaid bythe custorar for the poduct. h no eent shall Gl Systens be liablefor
anyspecial, indentd, corsequentialpr othe darmages for breaclof warranty. h no
event shall Gold Systemsdliability exceed the purchase price of the product.

© 2006Gold Systams, Inc. 7
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Comments Abaut this Product

Your satsfactionis veryimportant to 8. If you hae any questionsra¢omments

recardingthis prodict or dbcunment, pkase cotact us. We wieome and appieate your
feedback

Gold Sysems, Irc.
4840 Ped Eag Circle, Site 106
Boulder, CO80301

Phone: 303.442837
Fax: 303.447.814

http://www.goldsys.com

For techical guestions, erail support@agldsys.com

For generbquedions, enail sales@gldsys.com

For quedbns aboudocunentation, erail docs@@ldsys.com

Updates to ths Document

Occasionhy, upddes to tlis docunent are nessary To enste thd you hae the nost
up-to-date usr docunentation, dowload tre latest ersionfrom
http://www.goldsys.com

8 © 2006Gold Systams, Inc.
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Related Resources

Additiond information abaut the Microsoft Speeh Sever may be found at
http://www.microsoft.onv/speeh, including Tips and Trick abouthe Micrcsoft Speech
Applicaton SCK and Freguently Asked Questions.

Additiond information abaut V-Dialer and otherGold Systems productsay be faund &
http://www.goldsys.com

Frequently Asked Questions

View Frequertly Asked QuestiongFAQs)and noreV-Dialerresouces at
http://www.goldsys.confproductsy -Dialer.

Troubleshooting Tips

The nost recentTrouldeshooting Tips and otkrV-Dialerresouices are aailalde at
http://www.goldsys.confproducts¥/Dialer.

Technical Qupport

Gold Sysems Supprt
Call 303.447.2774 and say fiSupport.o

6 a.m to 5 p.m MST, Mondaythrough Fiday.

After-hours and weeadnd 21 x 7 energencysupport isavailalde by cdling theabove
number.

Fornonurgent supprt isswes, emil us atsuppot@goldsys.conor Fax 303.44.0814.

Free Suppat

Gold Systems sdfvare appcations intude afree 98day warrantyperiod, valid for free
Gold Systems sdfvare suport durng busiress hows within the first O days after tle
software cutsd serice. Afterhours and weeadnd suport is aailable wihin the90-day
warrantyperiodfor a fee.

Support Charges

After the 9Gdaywarrany period, GoldSystems softare supparis avalablefor afee.
Gold Systems oférs discounted raes throu the puchase of bth Business Hous and
After-HoursSupport time blocks.To purchasa suppa contra¢, conict Gold Sgtems
Salessales@gldsys.com

© 2006Gold Systams, Inc. 9
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V-Dialer Overview

Gold SystemsV-Dialeris an automaed re@ptiorist application Many busnesss
currentlyfind thatfour outof five calls reqite nointerventionfrom a receptioist. Those
callscan be handdin themost eegant and pofessimal mannemow possilbe, 24 hours
a day,with Gdd Systens V-Dialer.

Taking adwantage bV-Dialer can sere as aimportant stepn evalwatingthe paver of
speechSystem adrimistrators can eMuae speectrecoqition techndogy before the
business comdersits adopion for custoner support, adering, andsenice apgications.
Custoners can becoenfamiliarwith the sucess andpeed bthis voice-recognition
system, noting your companyds lead in the move to customer-friendy voice echrology.

V-Dialer makes @ll trarsfers as easgs spedkg a nane or ncknane. The sydgem
eliminatescallershaving to renenber exensiors or deal with frustrating lengthykeypad
entries oralphanureric pronpts.

Using speelt recogpition technology, V-Dialer allowscallers tosaythe nane of the
person odepartnent theywantto reach.Textto-speechdchndogy allowsthe swtem to
speak baclo calers, askng for addtional information if needed!f the sysemfinds an
exact natch, thecall is transferre immediatly. Othawise, the matchis first corfirmed
with the aller. If there is morethan one ratch,the calér is pronpted or a depament or
locationto disambiguate the call

Callers find V-Dialer easy b use.The sywtem immediakly stopsspeeh daybackwhen
callers fibarge ind with speech or toud-tone entriesAt anytime, itrecognizes niversa
commands, such as fiHelpo and fi0perator.0 V-Dialer dso allowscallersto touchtone
enter an exansionif they prefer.

V-Dialeris flexible andscdable The sytemsupports

1 Multiple conta¢ nunbers br an indvidual, including office, nobile, pagr,

home, FAX, voice nail, and admnistraive assstantnumbers.

Optional listing of daled rumbers br thecaller.

Voice mail retrieval for indviduals

Usage of hases or itknames forusersdepartnents, or lochons.

Administrabr corfiguration of textto-speechor professional recordings for

name andsystempronpts

1 Anintegated pronungation edtor toolto corfigure custompronuncigion of
users defartnents, ard locations

V-Diderésintegated welbbbased adimistraion appicationmakeslistings updats,
performance nonitoring, and apfi cationconfiguration easyFroma singleinterface,
administraorscanadd andnodify user, deartment, and locaon listings,
pronuncidgions,andprompts. No system dowatime is equiredfor any updatesr
applicaton corfiguration hanges

=A =4 =4 =9

Performance reporttrack systemcall acivity, transkrs, naigation ime, operatr
interacton, recogitions, ad more,displayingdata ineasyto-read graphs andbles.
V-Dialers reportingtools relp adninistraorsevaluatepotentialissuesindicaing where
and how lhe systmmight betuned for improved recogition accuacy.

For more nformation abaut V-Dialer, seehttp://www.goldsys.conproductsyY/ -Dialer.

1C

© 2006Gold Systams, Inc.
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V-Dialer Architecture

TheV-Dialer arclitecturecan be vieweas thee prinary conponents: an apisation,
speech swices, andeleplony services.

At the hichest leel, the aplicationanswes inconing cals, inteactswith the useto
deternine the desiredlestination, anl transfers cdk to this deshation. Speech ®rvices
provide peech reognition and spech sythesis cagalities. Telephonysenicesare
used to aswer andransfercalls.

The V-Dialer appication runs on theMicrosott SpeectServer. Information i the
Microsoft Speeh Sever can be fond 4 http://www.microsoft.onm/speeh.

Keywords and Concepts

Sone canmonly used kywords and carepts & defned adollows.

ASP.NET

Barge-In

Call Flow

Caller

Confidence Score

DTMF (Dual Tone
Multi -Frequency)

Grammars

IVR (Int eractive
Voice Response)

A component ofthe Microsoft .NET Frameworkusedfor bulding,
deploying andrunningwebappliations and dtributed
applicatons.

The capablity that allows @llers torespond whe a pompt is being
played.

Theseqence ofinteradions the cler has wih theV-Dialer sysem
when uing it. The call flow includesall the pasiblepathsthrough
the appication Exanple: The welcone geeing isspolen and nam
is asled for, caller sag the nara, the aplicationthen epeatsthe
nanme and inforns the calle of the trarsfer,then tranters tothe
requested pson.

The peson whateleplonesfor aperson orsenice, is @nnectedo
the systemand interacts ith the apgication.

A value ndicating the likelihood thathe wad or phrase thathe
speech erige recogized & the word ophrag thatthe spaker
actuallyuttered.

Touchtone orpushbutton dialing. Pusing a buton an a telephone
keypad generags a sond that is a corhination of twotones, one
high frequencyandthe otler low frequeny.

Structureghat cantainsingle wods, conplex phasesopr lists d
words @ conplex phraes. Thesergmmar stuctures ge XML tags
and plaintextto attenpt to match hunan patterns of gech.

In camputertelephony, IVR is anapgication wheein conmputer
based iformation is acessedy telepho rathe thanconputer.
Historically refersto a DT MF-based fouchtone)apgi cation whee
the conputerusesecordecbr textto-speech voice propts b speak
to the caler.

© 2006Gold Systams, Inc. 11
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Microsoft .NET

Microsoft .NET
Framewak

n-Best

Out of Grammar

PBX (Private
Branch Exchange)

Phoneme

Prosody
SML

Speech Ene
Services(SES)

Speech Reggnition
(SR)

Microsoft softwae for comectinginformation, peope, systems, and
devices .NET provides XML-based mteroperabiity and is
incorporaédacros Microsofts clients, semrs, sevices, and tols.
For example, poductssuchasMicrosoft Wirdows ad Microsott
Office use .NET to connetwith aher sytens and applicadns. For
dewlopers, .NE is manifested in the ppgramning model delered
in the Microsdt .NET Framework

An integal Windows conponent thaenalbes buildingand running
the next gneraion of sotware applicdons andvebservices.tl
includes tehndogies forweb sericesandwebapgications
(ASP.NET), daa acces§ADO.NET), snart cliert applcations
(Windows Foms), and nany othes.

The topfino list of recogniion resuls, sonetimes called
fihypothese® The best match (n=1)s usudly the corectresponse
to the useds spolen input.Howewer, heapplication may detemine
that thisresponses illogical based ortortext, soan applcation
designer can ake use of this listo chase afernatiwes to the
returned besmatch.

An utterance thais nd legal as spefied bythe gramrmar for a gven
applicaton stateThe utteance nay contan an inwalid word or
invalid word ordeing. Theinput may also benonspeech naie.

An autonatic telephonewitching system that endésusers wihin
an organizaonto place @lls to eah aher withoutgoing through

the pubic telephoe netwok. Users can alsdare calé to outside
numbers.

The snallest strutural unitof sound inanylanguag that can be
used to @tinguishone wad fromanoher.

The inflection,timing, andaccent bspeech.

A container érmat for holdng the serantic information that
senantic interpreation markup in the inpugramnar generates.
SML outputis a \alid XML docunent n which thetop-level
elemrent s nanediSML.0

Processethe auib (speech) strans thatpass betwen the geech
applicaton andthe use

Theproces of conerting poken languag into priried tex. Speech
recogniion, dso calledspeachto-textrecogniion, involves: 1)
capturingand digiizing thesound waes poduced bya hunman
speaker2) conwverting thedigitized sound vaves into lasic unitsof
language sounds orlpnanes; 3)construding wordsfrom the
phonenes; 4) adyzing thecontextin which the wads appeato
ensure coect spéing for wordsthat sound lake (sud aswrite and
right).

12
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SSML (Spesch

SynthesisMarkup

Language)

Telephony

Telephony
Application
Savices(TAS)

TTS (Text to
Speech)

TTS Engine

Utterance

Vocabulary

Web Sewer

XML

A World Wide Web Casortum (W3C) proposed sgcification
designedo provde a rich XML -based rarkup languge for
assistinghe genmtion ofsyntheic speech ilwebandother
applicatons. Tle essetial role of the narkup langiage is to proide
authors bsynthesizalte cantent a stasiard way to control apects @
speech sutas proandation, wlume, pitch, rate,etc.across
different syithesiscapableplatforns.

Refers to comuterhardware and stiwarethat peforms functons
traditionally performed byteleploneequipnent for exanple, voice
mail or FAX senices).

Maps inoming calls to theassociatedpeech gplication on aweb
server, andends apptation requests for peech otput or
recogniionto Speek Engne Serices(SES)

Techndogies forconwertingtextud (ASCII) information into
synthetic peech otput. Ud in voi@-procesingapplications
requiringproducton of braad, unrehted, andinpredctable
vocabularies, suctsgrodets in a ctalogor nanes and ad@sses.
This tecmologyis appropiate wren systen design corstraints
preventthe nore effident uise of spech conceenaton alone

An applcation hatreceives a textphraseand poduce an audidile
containng thespoken phase. The vaie that spaks the phase is
typicdly configurable.

Anything heard by te engne as aihite seres ofsounds tht the
engne attenpts to recogize as spex.

A set of wor@ usedn a ganmar. A speech recodion engne
typicdly suppors seveal differentsizes é vocabulay, which
deternine the words that tle engine an recogize inagiven state

Generats the aplicationweb pageshat comain HTML, SALT, and
script.

Although echnic#ly na a conponent ofMicrosoft Sgech Serer
(MSS), awebserverrunning Microsoft Intemet Information
Services (IS) isanintegal part of a complete MSSdeployment
scenario

Extensille Markup Llanguage (XML) is a narkup langiage that
providesa format for descrbing structired déa. XML is a World
Wide Wéb Consrtium (W3C) speciftationandis a sibset of
Standard Gesraized Makup Langiage (SGML).

Table 1

Keywords and Conepts

© 2006Gold Systams, Inc. 13
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System Fequirement

Hardware

Please se the fdbwing web site fordetaied information on the arious fardware
platforms upon which VDialer will run:

http://www.microsoft. @nyspeeh/evabationRequiements/

Software

Microsoft Speeh Sever 2004 R2 (Standardor Erterprise Edition)
OperatingSystem: Windavs Serer 2003
Telephonysoftware. Eher:
0 Intel® Dialogc® SpeecHatform Release Stware
0 Brookirout System Sftware
Gold Systens V-Dialer Application

Intemet Information Services (IIS) 6.0

14 © 2006Gold Systams, Inc.
www.goldsys.com
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Initial Setupand Configuration

Please se theGold SytemsV-Dialer 1.2 Quick Startinstdl ation andSetup Gide for
instructons on irstallingand settingup your system

© 2006Gold Systams, Inc. 15
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Administration

A set of coffigurable prperties degrmines the rutime behavio of the \:Dialer system
These propeies drectV-Dialer with the rame of your comany, behaviolin- and out
of-hours, whether tose tet-to-speech (TTS)mrecorded naes and promts, and rare,
as describeth this guide.

Users, Departments, and Locations

User listing arethe cetrral entties ofthe V-Dialer system A user is a erson ayour
conpanythatcallers nay want to rach. A ser hasfirst andlast nane, an offce phone
extension an@dr renote téephone, mobile, pager, hame, FAX, adninistrative assistan
and wice nmail numbers, ad typicdly a depament and locabn. A user may also be a
conferenceoom lab, or other fiice area.

V-Dialer offers you the opbn of adding addional information to ugr lisings. E&h user
can have oa or nmore custm pronuncétions. A ugr @n also ha@ ore or nore nanes
titles, or nicknanes tha a aller night speak

Departnent and locationistings 4so hawe nanes, and optiorley can hae custom
pronuncigionsand addional nanes or ncknares.

Extensions and Phone Numbers

V-Dialer can ke configuredto transfe to d@ther conpanyoffice extesions or rerate
phone nurbers. The sstem dials the nurber exactlyas it is eteredin thesdfields. The
systemwill accept gar (*) and poud (#) keys along with digs 0-9 in these fields
Commas will pause bveen didéing the oher lkeys. Also note thadialing listings
(spealng the nurber that vill be daledto the aller)will be spokn exady as theyare
entered, eXading commasand leathg 9s andls

System Prompts

V-Dialer cones with prerearded sgtem promts. Fyour companywould like to record
your own sytem prorpts in a differat voice, V-Dialer offers dist of phrasedo record,
and instrutions on dejmying recoded systm pronpts. (A listing of al systemprompts

to recad is cortainedin Appendix Bandrecordng guidelinesare desribedin Appendk
C)

Prerecoded nares ae hardled diffeently from prerecordedsystempronpts. You can
uploadprereorded naras of usrs, depdaments andlocaions

System Administration

Ongoing adninistraion, canfiguration, andperfamance nonitoring of V-Dialeris
performed from a sinde webbased adinistraiontool.

The V-Dialer Administraion Tool alows you to

1 View adeailedpeformancerepot. See iiSystem RrformanceRepotingo on
page 20.

1 Add and e user, deartnment, anddcatim listings, including pronuncations
and nicknames for user listings. See filUse, Departnent, and Loation Listingd
on pa@ 24.

16
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1 Configureapgication setings, such as texto-speech settings, perting settings,
and hours of operation. See AApplication Canfiguratiord on page 53.

1 View key performance stasiticson call volume and transfs. See fivV-Dialer
Home Pago on page 18.

Login

The V-Dialer Admnistraion Tool can kb accessethroudh the hone pageJRL listed
here Bookmark this pag for easyaccess:
http://<senernane>/VDialerWebAdnin/default.aspx

where <severnane> isthe nane of he wd senerupm whichV-Dialer was insalled

Access tdhe V-Dialer AdministrationTool requresuser authetncation.When you
navgate to thev/-Dialer hane page RL, an authentication sgen appars. Younust
provide your creentids (i.e.,user nara and passwd) to create aractive web sessim

For firsttime login to theV-Dialer Administréion Tod, use theseefaut credengls:

User Nare: Administrator
Password: vdialer

Once yu hae loggd inb the V-Dialer Administration Tool with your use nare and
passwad, theV-Dialer home page apes.

As long as pur adnmistraion sssiorremains actie, you are not proted toreenter
your usemane and passwd. If your sessioris idle fa ten ninutes or nore, the session
will time out, equiring you to reeter your credendls.|If this occurswhile you are
entering de&a into a brm, you may lose he data you have enteed nto thd form.

Change Password

Be sure tahange gur Administrator pasword fomthe Applicaton Confguration (see
page 53) after you frst login, for enhaned sectity. The adnmistration wser nane is
always fRAdministratoro.

If you forget your pssword click theForgot your passvord ? link on the athentcaton
screen.

Force Login

To presere datantegity, the adrmmistrationinterfaceallows oy one ative ses®n ata
time. f a session eists wren you attenpt to log into anew sessio, the sgtem iriorms
you thatanothersession isictive. ClicktheForce Logn button,which appeas on the
authenticaion scren in ths ewent, to tak ower theacive session.

Caution: When yu login by clicking the Foce Logn button, he previousactive
session igorced df the system. f the akandored sessn isenteing datathis data wil
be lost.

Itis a good idea tend your session Wen you ae finished usinghe \-Dialer
AdministrationTool. Click Log Out from the V-Dialer hone page to sign bfour
session imediatly.

© 2006Gold Systams, Inc. 17
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V-Dialer Home Page

All'V -Dialer Administration Tool fundionality is accessed froma central dshboad page

or hone page Wich appess uponlogin.

Solutions Powered by Voice

Listing Administration Options

S
(=

dd or Edit & user listing
dd or Edit a depatmant listing
or

dd ﬂ a location listing

& & @
ZE|

Report Gptions

Call Volume (Direct Transfers =94%)

V-Dialer
Administration

S GOLD SYSTEMS Teol

Configuration and Setup Options

* Configure application settings

« Compile Grammar
o Download and install MS Speech Plug-in

Log Out

e Yiew the peformance report

Call Gutcomes

i

4

20

10

-

| [ Direct Tranzfers i Total Calls |

77/ 4

00 AM300 10:00 11:00 12200 1:00 200 300 400 500 &00 7.00

[ Direct Transter ] Operator [ Abancon

Thiz content and all generating code is @ 2000-2004 Gold Systems, I

Screenl V-Dialer Home Page

Fromthis pa@, you can chooseisting Administratian Options, Cofiguration and Setup
Options, oRepat Options as well & view ley performance sttistics, disussedn detil

in this guice.

Listing AdministrationOptionsallow you to:

1 Add or edit use depatment, and leationlistings, induding pronunciéions,
aliasesandnicknanes of usr lisings. Thes thee tyes of listing are
configured sepaately. User listing can be aigned @pariments andocaions.

Configuraion and ®tup (otionsall ow you to:

9 Configureapgication setings, such as opator setings, TTS s#ings, rgorting

configuration, and hars of operation.

1 Conpilethegranmarwhenewer you hae finished naking all changs to user,
departnent, and leationlistings, to inform the speehrecogniion engne of

listings changes
Schedle gramnar building
Schedle data inportation.

=a =
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1 Download andnstall theMS Speectdd-in, Microsoft NET Franework 1.1,
andV-Dialer nane recordig conponents. These cqronents ee reqired to use
the playack fed@ure d the pronuncigion edtor tod.

9 Log out of your sesen.

Report (ptionsallow you to:
1 View a cHtailed sytem pefiormance reort.

Key perfornmance stasiticsare displagd at he bdtom of theV-Dialer home pageData
is measured frona start tine you designate umtthecurrent ime, fora maximum of
12 onehour increnents. You caset the srt time from the Application Coffiguration
page (see fiRepating Configuraiono on page 58 for more information). Statisics
displayed ee:

9 Call Volume. Graphsthe btal nuniber ofcalls received on an burly basis,
conpiled forl12-hourmeasurerants. Directransfes, which are the mmber of
calls -Dialertranders wthoutthe asstance ofan ogerator, a& shown
separatelyithin the volune of totalcalls. Orect tranfersare also showras a
percentag.

9 Call Outcomes Displays apie charthat tracls fourcall measures:

o DirectTransfe - graphs ells thatwere tansferrd directly, without the
assistancef an opeator.

0 Operator- graphs alls trarsferred tcan ogeraor.

o0 Abandon- graphs alls duing which the cller hungup befordransfer.

o Error- graphs calls whe a sgtem error ocaued {.e., he sysemcould not
conpletethe transér and dsconneted)

© 2006Gold Systams, Inc. 19
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SystemPerformance Reporting

System perforrance netrics allow yu to gaug howwell V-Dialeris functioning. The
V-Dialer Administration Tool provideseasy acess tameasues tha uncoverspedfic
elenments of sysmefficiency and oerall caller expeence.

FromtheV-Dialer hone pag, click View the performancereport. The Peformance
Report pag appeas.

/3 Performance Report - Microsoft Internet Explorer [ _ O] X]
File Edit View Favorites Tools Help \ .','
@Back » o)~ [x] 2] (0| O search ScFavortes € | (i i B
Address l@j http:/{localhost{vDialerwebadmin/PerformanceReportWebForm, aspx 3 Go ‘ Links >
=
; : V-Dialer
Solutions Powered by Voice Adm"“strauon
SNy GOLD SYSTEMS ool
Performance Report
Last24 hours | Last7 days
Total calls received: 0 1089 69313
Abandoned (caller hung up) calls: 0 0 1031
Calls with system errors: 0 0 0
Calls directly transferred to a name, department or location
Calls directly transferred by speech: 0 1089 68280
Calls directly transferred by DTMF: 0 0 0
Total calls directly transferred: 0 1089 68280
Percent of total calls received that were directly transferred: 0% 100% 99%
Navigation time
Average navigation time {seconds): 0 17 18
Minimum navigation time {seconds): 0 16 1
Maximum navigation time (seconds): 0 19 1309
Percent of calls with NO high confidence name recogniti 0% 0% 1%
Number of calls with silence response: 0 0 112
Number of calls with three silence responses: 0 u] 1]
Number of calls with three no reco responses: 0 0 0
Number of calls with three silence and/or no reco response: 0 0] 5
Calls transferred to operator
Total operator calls:
Percent of total calls transferred to operator: 0% 0% 0%
Operator calls during business hours: 0 0 1
Operator calls out of hours: 0 u] 1
User initiated transfers to operator: 0 i} 0
System initiated transfers to operator: 0 0 2
Calls with "help” requests: 0 0 1]
Disambiguated calls
User calls transferred using department name: 0 0 0
User calls transferred using location name: 0 0 0
This content and all generating code
=
[& ,_ [_ ’_ l_ [_ |% Local intranet 4
Screen2 Performance Repat

20
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Metrics ae preserddfor three tine periodslast hourjast 24 hoursandlastsevendays.
Information contaired herecanhdp indicae if and hav the systmmay need to be tuned.
See fiTuningRecoaition Accuracy on page 64 for information onsystemtuning.

Performance Reort Metrics

The following talde chartghe netrics cortainedin thePerformance Report

Performance Measure
Total calls received

‘ Description

The nunber ofcalls received in the speified repating perbd.
Includesall calls tha V-Dialer arswered.

Abandoned cdls

Calls whee thecaler hungup beforghe tansfer wasnitiated

Calls with systen errors

Calls whee an eror occured in thesystem forcing the system
to termnate the clh

Calls directly transferred
by speech

Thenunber ofcallsdiredly transfered to auser department,or
location whenthe cdl er spole the nane ofthe
person/@épartnent/locaton the caller warted to reach.

Calls directly transferred
by DTMF

Thenunber ofcalls tha weredirectly trarsfered to auser,
when tte callertouchtone enteredDTMF) the exenson of the
persorthe caller wanted toreach.

Total calls directly
transferred

Thetotd number ofcalls where the déer directly tranderred to
a contat

Percent d total calls
received that were drectly
transferred

Thepecentage oéll cals wherethe calle was tansfered
directlyto a conact.

Average navigation time
(seconds)

Theawverage araunt of tine, in secads,that the cher
interactedwith V-Dialer over the speified time period The
timer for this peiod stars whenV-Dialer arswess thecall, and
ends eitheafte the cdl is ransferredr when the cher hangs

up.

Minimu m navigation time
(seconds)

Thelengh of the shaest all, i.e., the shateg anmount of tine,
in second, thatthe cdl er interacted wth theV-Dialer system
over the specifiedtime period.Thetimer for this peiod stars
whenV-Dialerarswes thecall, and ens either &erthe cdl is
transferedto therequestedextension oppeator or wien tre
caller hangup.

Maximum navigation time
(seconds)

Thelengh of the longst cdl, i.e., the longest anount of ting, in
secondsthatthe c#ler interacted vith the V-Dialer systenover
the speified time period.Thetimer for this period garts when
V-Dialeranswesthe call, ad ends eher dter the callis
transferedto therequestedextension oppeaator or wien the
caller hangup.

Percent d calls with NO
high corfidence rame
recognition

Thepecentage otallsfor which V-Dialer did notregiste a
high recogition corfidence levelwhen trying to unerstandthe
nane, departrent, orlocaion tha the calle was tryng to reach
This measure does handicate that thecaller was ot

© 2006Gold Systans, Inc. 21
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Performance Measure

Description

transferred to the daeiredextension, but des indcate hat the
caller may have been asketb repeat aane, departrant, or
location oneor nore tines.

Number of calls with
silence respnse

This isthe total mmber ofcalls with d least one dence
responsén the all.

Number of calls with three
silence respnses

This is thetotal coun of cdls where all the resposes vere
silence reponses.This coud indicae that o oneis onthe line
or that theconrectionis bal and the @ler canot hearthe
caller.

Number of calls with three
No reco resmnses

This isthe ptal court of cdls where all the respogres vere no
recogniions. Ths could irdicate thathe aller isspe&ing a
name thatis notrecognizedy the systenor that thecall
contains adt of bakground noise whre the mme cannobe
recognized.

Number of calls with three
silence andor no reco
responses

This isthe totalcourt of cdls where all responses we either
silence or o recogitions.

Total operator calls

Thetotd nunber ofcallstransferredo an opeatorby caller
speech oby touchtoneenry (DTMF). Cdls trarsferrad to an
operato include hose nade bycallers requésg transferto the
operato, and cls ransfered becaus¥-Dialer couldnot
determine callersbrequests.

Percent d total calls
transferred to operator

The pecentageof total calls that wee transérredto an opeator.
Calls tranferred toan operator irclude hose nade by cdérs
originally wantingto reahthe opeator, requstingtransfer to
an opertor becausefdlifficulty with the sysgm and calls
transferred ecause/-Dialer could not determine callersd
requests.

Operator cdls duing
business hous

Thenunber ofcalls tha weretransferedto an opeator during
business howt (Hous of goeration & confgured fran the
Application Configuration page. See fiHours of Opeation
Corfigurationo on page 59.)

Operator cdls ou of hours

Thenunber ofcalls tha weretransferedto an opeator outside
of business hours(Hous of opeation ae configired fomthe
Application Configuration page. See fiHours of Opeation
Corfigurationd on page 59.)

User initiated transfersto
operator

Calls tranferred tothe opeator beause tlke caller sid
floperatoro or touch-tone entered /0.0

Systeminitiated transfers
to operatar

Calls tranferred toan operator bythe systemAfter the
maximum number ofretries to deternme who the aller is
trying to reach, tle systentranders the all to an ogrdor.

Calls with "h elp" requests

Thenumber ofcallsduringwhichthe caller spoke fihelp.o This
measue does nbindicate hat the cdér was ot transérred to
the desireagxtenson, but des indicat thatthe cdler may hawe
had troulke usingthe systen. Also, V-Dialer may have

misundestoodthe rame, departnent, orlocaion spolen bythe

22
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Performance Measure Description

calleras the word fihelp.0

User calk tranderred Thenumber ofcallsthat were transfeed afer usingdepartnent
using department name disambigiation. C#lers are aséd to choos which of o user
li stings they desire based on the userés department. Depariment
disambigiational owsV-Dialerto distinguish beéween two
people wih the sara nane but different depetmentsby asking
the caller which peson (inwhich departnent)they ae trying to

reach.
User cals transferred Thenunber ofcallsthat were transfered afer usinglocation
using locaion name disambigiation. C#lers are aséd to choos which of o user

listings they desire based on the userés location. Location
disambigiational owsV-Dialerto distinguish béween two
people wih the sara nane but differentlocaionsby askng the
callerwhich peason (in whichlocaion) theyare tryingto reach.

Table 2 Performance Repat Metrics
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User, Department, and Location Listings

The V-Dialer Administraion Tool alows you tokeep he systenturrentwith your
companyé changing employee base and organization structure. Y ou can configure
V-Dialer listings for:

1 New or deprting enployeesor uses, ard anyalias nanesthatmay beused ¢
accesgheir extesions.

1 Reor@nizationof depatments,andchangeso extensions hadling general
departnental calls

1 Locationchanges

Changs to anyof your enployee, deprtient or location data, ncludingpronurciations
or nicknamesadded tdistings, do not tale effect util the gammar hasbeen reompiled.
When firished naking all listings changesor to force changes to take ééct
immediatly, click Compile gramma from theV-Dialer home pagce.

About Grammars

A grammar providescortext to a spech reognition engnein orde to improve its
recogniion accuray. If an application pympts a usera speak a wnth of the gar, for
example, then amonth grammar and the callerés recorded response are passed to the
speech recagzer.The reognizer uses the anth granmar © constrairrecogniion to
the wads Janugy, Febrary, March, and so onThe sgech recogizerthen ha a
stronger chance brecogqizing what the aller séd.

V-Dialer buildsa gamrmar from all possille user, depament, and leationnanmesand
nicknanesthat can bemoken. When newames ae added to \/Dialer,the granmar
must be ompiled,expandng it to reognize the newnanes.

Compile Grammar

Gramnars ae notreconpiled autoratically after evely change in gur databecause
conpiling gammars @n be a rgourceintensive operationlt isreconmended thatyou
conpile gammars dter making all listing changs.When yu clickthe Compile
grammar link from the \-Dialer honme page, a essagwill apear ¢lling you thatthe
grammar is being comiled and yu will see a linkto refrestithe status

o Compile Grammar Compiling... Refresh

When you tick theRefresh link, the $atus of tle conpile will be updatedNotice also
that the Comilelink is disabledyoucannotinitiate a gammar canpile whenore is
alread in progess.If the grammar was succesdfy compiled, the satus labewill
change tdhe da¢ and ime of the lag successfuconypile:

o Compile Grammar Last: 08-27 04 11:43:54 AM

If there was anmor conpiling the gammar, thestatuswill changeto Comple Faied. If
thegrammar conpilation has not corpleted yet, the satus will emain Compiling... If
the estinated gramrar compile tine is more thaB0 seconds thestatus lael will change
to Edimaed Compe Time 2 Min. Proceed?There vill also beY esandNo links that
allow you to proceedavith the corpile or canceit:

24
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e Compile Grammar Estimated Compile Time: 6 Min.
Proceed? Xes Mo

You can @t nore detag to exphin a corpilation failure by looking at the gammar
conpile log ile. This file holds all the actionsandtheir outcones, that occuedduring
the last gammar conpile. Note thateach conpile will ovemrite the caitents otthisfile.
This fileis locatedat C:\Inetpubwwwroot\VDialerWebAdminlog\lastGramnarBuild.log.

If the pronuncations canat be gayed,or if you are nbableto succasfully conpile the
grammars,contact Goll Systems Supprt.

User Listings

V-Dialer allowsfor flexible confgurationof newand exiting usetlistings. Cdlers
speakinghe nare of the user ee transérredto the nunber in the Isting. For anyuser,
you can:

9 Assign alas nanesor nicknanmes. For example, SusanSnith might also be
accessed by the caller speaking iSueSmith,0 ASuzanre Smith,0 or ACIO.0 These
namescan bemapped to aiser listing V-Dialer has o limit to the nurber of
aliasnamesor nicknanmesyou can add

1 Assign tex-to-speeh (TTS) andor a recoded nam. TTStechnolog converts
textud names into synthtic speech aput Or, if you prefer, you an assig a
prerecordedound fie of the nane.

1 Give callers the dpon of reachingthe persontaan officeextengon or renmote
numbers.

Configuring Multiple Numbers or Multiple Listings

When \-Dialer finds nore than oe pasible natch b a nane spoken bw caller, it ask
the calle for more information to dsanbiguatethe call You canconfigure user Btings
in different ways ealting in different system prompts. (See fiDisanbiguatiord on

page 65 for more information.)

If more than one number existsin an individual user listing, callers speaking the personés
namne are akedif they would like toreach the flice, mobile, pagerhone, FAX, voice
mail, or adnmistraive assstantnunbers. Only theertries tha have ben filledin will be
listedin the gtions. For exanple, if only mobile, hane, and=AX nunbers hae been
filled in, only thase nunbers wil be lised to tke caller. The calér can pecify which
listing by speakinghe nane of thelisting.

Additiondly, the uer lising contans a nessage reeval nunmberoption. This number
will likely be the digs to acess theaice nmail system followedby a dely (typically
comnas), bllowedby the DTMF digit(s) used to specify the Getrieve messagesd
command, folowed byandher déay, and henthe digdts of the individual & extension
(e.g. 6788,,,,,2,6795. If this fieldis filled in andactive (checked)callers wil be
pronpted with a nessage retriel opton. After the multiple listing options arelisted,
there will be asmall pause. After the pause, the caller will be asked if they@l like to
retrieve their voie mail. If the voice mail option is séected, tle caler will be trarsferred
to the wice mail systemwhere theywill need to etertheir voiee mail password o
retrieve the voice rail.
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Each nurber listinghas acheckbox I®elediiPrivated. Marking a listingasprivate wil
prevent the listing@s number from beingspoken to @aller whertranderring to that
nunber. The message reteval option is alwag marked privag bydefaut.

If two userlistings exist forthe sare usemame, whether its the sara persnor
different peofe, thesystemasks theallersfor the deprtment or locéion:

1 If thetwo listings have df erent depaments, callersra akedif they wish to
reach the pson inthefirst or second epartnent

1 If thetwo ligtings have lhesane departrant butdifferent locatons, cders are
asked if theywish toreachthe person inthe frst or seond locaion.

For example, if an enployee worls part @ the time at the comanyoffice, wherehereis
an exten®n, and @rt of the time at a rerate hone office where therds a renote phone
nunber, you nay want to configuréwo user Istings Dr this peson:

1 One uselisting with alocation cofigured aghe office location, with woud
transfer calersto the dfice extenson.

1 One uselisting with alocation corfigured agenote office, wich woud
transfer calersto the renote ofice phor nunber.

In this case, two user listings have the same personé name. Callers speaking the personés
name would be astd if theywanted to reacthe perso at theconpany office loation or
at the personés remote office.
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Adding a User Listing

To add anew uer listing:

1. FromtheV-Dialer hone pag, click the Add link from fiAdd or edit a user
listing.0 The Add User Listing page appears.

V-Dialer

Solutions Powered by Voice Administration
S GOLD SYSTE l
Add User Listing

* indicates required item

First Name: |Susan

Last Name: |Smith ¥

Department: IAccouming LI

Location: |Elou|c|er _:]

Extension: |86408 ®

[JHas remote office number? ‘ i O private

[CJHas mobile number? ‘ O private

[OHas pager number? _- | Oprivate

[OHas home number? | ‘ private

[OHas administrative assistant “ private

number?

[Has fax number? | Cprivate

[JHas voice mail number? ‘ | Mprivate

O Hasﬂvoice mail retrieval ‘ private

number?
| Submit and Continue I Cancel

This content and all generating code is @ 2000-2004 Gold Systems, Inc

Screen 3 Add User Listing

Note: User listingfields ae desdbed in atable o page 35.

2. Enterpersonésfirst and last name in the First Name and the Last Name fields.

Note: If any pat of the frstor last nane is spokn as a initial letter, for
example, fiB. J. Jones) include a pgod immediagly following each I¢ter, and
separatehte leters wih a pace. h this exarple, youwould erter fiB.<space>J.0
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Note: TheV-Dialer systemdoes not hadle apstrophes. Wheneer an
apostrophe needs to be used in alisting (e.g., iO&- ahertyd), replace it with a
period (e.g., AO.Flahertyo).

Click the drg-down arrovs next to [@partnent and locationfields toseled¢ the
userds department and location. These drop-down nerus contin all depatments
and locéions that hae beeraddedprevioisly. (Se the sectinsthat followon
departnent and locabn listings.)

While Dertment and Loation ae not requed fields, conpleting these fieldss
recommended. hieaddtional data allowsV-Dialer to disinguish béween use
listings with the sam nane.

Enter the userés extension. When a cler speak a nare that natcheghis
particula usetlisting, andno other nurbers are asgned to theuserthe call &
transferred to thisextengon. (See thenex step on asgning multiple nunbers.)

To tranger callersto an enployeeat arenote office laation, checkheHas
remote office number? check box and mterthe ptone nunber into the fidd.

1 When a uselisting has a raote ofice nunber, calles are tansferredo tha
number rather than to the empl oyees extension.

9 If thecaller taichrtone enters the gansioncorfiguredin the uselisting, the
call is trangerred tothe remote ofice nunber.

Note: Extensionsand phoe nunbers ontain dfferent nunbers ofdigits:

A The exension isconfigured to dixed nunber of digts, as speified onthe
Application Corfigurationpage (s page 53).

A When enteing a phone nuimer, nclude al digits, includingarea cods for
10-digit dialing and prefix numbers such as 90 if necessary to access an outside
line. Thesystemdials the mmber exactly as is enteed.

You may want togive cdl ers the ogion of reachingthe peson ata nunber oher
than theextengon or renote ofice nunber,if other numbers ae frequetly used
To provide this option, cleck any of theHas molile number? Has pager
number?, Has hane number?, Has adninistrative assisant number?, Has
fax number? Has vdce mail number?, Has voice nail retrieval number?
check bors andenterthe nunbers exacty as the sgtemshould diakthem Be
sure taincludearea cdes br 10digit dialing and prefix numbers such as 90 to
access aoutsice lineif neaded.

After each nurber, theres aprivate checloox. Seledhg the pivate opion will
preventthe sytem fromspeakinghe nunber to cakrsbeforedialing the
number.

I When a uselisting contairs nore hanone nunber, the systemasks callers
which nunber treywouldlike.

Notes: For moreinformation abaut confguring multiple nunbers on aiagle
listing or multiple listings with unique numbers, see fAConfiguing Multiple
Numbers orMultiple Listingsd on page 25. For infformation on tow V-Dialer
handles duplicate user names or multiple numbers, see fiDisanrbiguatiord on
page 65.
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6. When firshed, tick Submit and Continue. Theuserlisting is addedo the
system and he mee refrebes todisplay the Edit Ugr Listingpage.

To furthe confgure the usr listing fomthe Edit UseListing pag, see
instructons inthe following secton. To exit from this pag and retun to the
home paye, click Cancd. (The listinghasalreadybeen addetb thesystem)

7. Fromthe \-Dialer hone pag,you can continue adtty and editing otér
listings.

Whenyou hae finishedconfiguring all user, deprtment, and loationlistings,
click Compile grammar, to make changes eftgive immediately. If you hae
not finishel dl listing configuraion, it is reconmended that you ait to conpile
the gramnar. (For nore information onconpiling the gammar, se page4.)

Editing or Deleting a User Listing

To edit orddete an exgting user listing first navgateto the lising andthen nake the
desired chares

1. FromtheV-Dialer hone pa@, click Edit from fiAdd or edit auser listing.0 The
pace refreshesdisplayingthe User DiectorySearch bx.

User Directory Search

Please select your search criteria.

Mame: |Fred

Department: | Mot Selected - -

Location: I Mot Selected -- =

Search List All Users |

Screend4  User Diredory Search

2. Tolocate speific use listings, enter criterignto anyof the fidds, and tick
Search

Or, to view disting of all users, dck List All Users

3. If your seachresults ina sngle user, thdedit UserListing page for that use
appearsSkip to stepb.

If your seachresults inmore than oe userthe DrectoryListing pag appears.
Continue o the rext step
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Screenb Directory L isting of Users

4. Fromthe DirectoryListing page, you can directly etithe isting fields shownon
this pageor sédect an indvidua user rmame to make further edis to the ikting.

1 Click Edit in alistingé row to modify fields diplayed for that ser withn
the Directory Listing. Makethe necssaryedits, henclick Update (atthe fa
right) to savethe changs, orCancd to return to the aiginal listing
configuration.

You can ontinueediting user listing, or returrto theV-Dialer home page
by clicking theReturn to Home button & the bdtom of the pag.

9 Click Deletein alistingés row, to renove thatuserlisting, and confirmthe
deletion when pompted

Continue ediing use listings, orreturn totheV-Dialer hone pagedy
clicking theReturn to Home button & the bdtom of the @age.

9 Click auserés nameto modify that uer lising. TheEdit User Liging page
appearsCortinueto the rext step.
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