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  About This Guide 

Purpose 
This document describes the appli cation and procedures for the setup, administration, 
reporting, and control of the Gold Systems V-Dialer application. This guide provides an 
overview of V-Dialer and resources for additional information and support. Al though the 
V-Dialer application runs on the Microsoft Speech Server, this guide is not intended to 
educate the reader on the Microsoft Speech Server; for information pertaining to the 
platform, visit http://www.microsoft.com/speech. 

Intended Audiences 
This guide is intended primarily for the administrator of Gold Systems V-Dialer software. 
Other audiences include Microsoft and Gold Systems Professional Services and 
Technical Support personnel. Microsoft Speech Server knowledge and an understanding 
of speech recognition and text-to-speech (TTS) are required in order to fully understand 
and make use of this document and software. 

How This Guide Is Organized 
This guide is organized into the following sections:  
¶ About this Guide 
¶ Related Resources 
¶ V-Dialer Overview 
¶ System Requirements 
¶ Initial Setup and Configuration 
¶ Administration 
¶ System Performance Reporting 
¶ User, Department, and 

Location Listings 

¶ Application Configuration 
¶ Tuning Recognition Accuracy 
¶ Appendix A ï SSML Tags 
¶ Appendix B ï System Prompts 
¶ Appendix C ï Guidelines for 

Recording Prompts 
¶ Appendix D ï Importing Data 

into V-Dialer 

 

Trademarks and Service Marks 
Product or service names mentioned herein are the trademarks of their respective owners. 
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Copyrights  
â Copyright 2000 - 2006 Gold Systems, Inc. All rights reserved. No part of this material 
may be reproduced, in any form or by any means, without written permission of Gold 
Systems, Inc., also known as Gold Systems.  

You are not allowed to make unlimited copies of this Software. The Software is protected 
by the copyright laws that pertain to computer software. It is illegal to make copies of the 
Software except for backups. It is illegal to give copies to another person, or to duplicate 
the Software by any other means, including electronic transmission. The Software 
contains trade secrets and in order to protect them you may not de-compile, reverse 
engineer, disassemble, or otherwise reduce the Software to human-perceivable form. You 
may not modify, adapt, translate, rent, lease, or create derivative works based on the 
Software or any part thereof. 

Warranty 
 

Gold Systems, Inc. warrants for a period of ninety (90) days following the original 
purchase of this copy of the software that the program is free from substantial errors or 
defects that will materially interfere with the operation of the software as described in the 
user documentation. 
 
If you believe you have found any such error or defect in the program during the 
warranty period, please call the Technical Support line and we will  attempt to help you 
correct or avoid the problem. If any such error or defect cannot be corrected or 
reasonably avoided, Gold Systems wil l inform you how to obtain a corrected program 
disk (or, at Gold Systemsô option, authorize a refund of your purchase price). This 
warranty gives you specific legal rights, and you may have rights that vary from state to 
state. 
 
If any disk supplied with this product fails within ninety (90) days of purchase for any 
reason other than accident or misuse, please contact Gold Systems, Inc., at 303.447.2837, 
4840 Pearl East Circle, Suite 106, Boulder, CO, 80301 to arrange a replacement. Gold 
Systems warrants only that the program will  perform as described in the user 
documentation. Gold Systems grants no other warranties, express or implied, by statute 
or otherwise, regarding the disks and related materials, their fitness for any purpose, their 
quality, their merchantability, or otherwise. 
 
The liability of Gold Systems under the warranty set forth above shall be limited to the 
amount paid by the customer for the product. In no event shall Gold Systems be liable for 
any special, incidental, consequential, or other damages for breach of warranty. In no 
event shall Gold Systemsô liability exceed the purchase price of the product. 

http://www.vonetix.com/
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Comments About this Product 
Your satisfaction is very important to us. If you have any questions or comments 
regarding this product or document, please contact us. We welcome and appreciate your 
feedback. 

Gold Systems, Inc. 
4840 Pearl East Circle, Suite 106 
Boulder, CO 80301 

Phone: 303.447.2837 
Fax: 303.447.0814 

http://www.goldsys.com  

For technical questions, email support@goldsys.com. 

For general questions, email sales@goldsys.com. 

For questions about documentation, email docs@goldsys.com. 

Updates to this Document 
Occasionall y, updates to this document are necessary. To ensure that you have the most 
up-to-date user documentation, download the latest version from 
http://www.goldsys.com.  

http://www.vonetix.com/
http://www.goldsys.com/
mailto:support@goldsys.com
mailto:sales@goldsys.com
mailto:docs@goldsys.com
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Related Resources 
Additional information about the Microsoft Speech Server may be found at 
http://www.microsoft.com/speech, including Tips and Tricks about the Microsoft Speech 
Application SDK and Frequently Asked Questions. 

Additional information about V-Dialer and other Gold Systems products may be found at 
http://www.goldsys.com.  

Frequently Asked Questions 
View Frequently Asked Questions (FAQs) and more V-Dialer resources at 
http://www.goldsys.com/products/V-Dialer.  

Troubleshooting Tips 
The most recent Troubleshooting Tips and other V-Dialer resources are available at 
http://www.goldsys.com/products/VDialer.  

Technical Support 
Gold Systems Support 
Call 303.447.2774 and say ñSupport.ò 

6 a.m. to 5 p.m. MST, Monday through Friday. 

After-hours and weekend 24 x 7 emergency support is available by calling the above 
number. 

For non-urgent support issues, email us at support@goldsys.com or Fax 303.447.0814. 

Free Support  
Gold Systems software appli cations include a free 90-day warranty period, valid for free 
Gold Systems software support during business hours within the first 90 days after the 
software cuts to service. After-hours and weekend support is available within the 90-day 
warranty period for a fee.  

Support Charges 
After the 90-day warranty period, Gold Systems software support is available for a fee. 
Gold Systems offers discounted rates through the purchase of both Business Hours and 
After-Hours Support time blocks. To purchase a support contract, contact Gold Systems 
Sales, sales@goldsys.com. 

http://www.vonetix.com/
http://www.microsoft.com/speech
http://www.goldsys.com/
mailto:support@goldsys.com
mailto:sales@goldsys.com
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V-Dialer Overview  
Gold Systems V-Dialer is an automated receptionist application. Many businesses 
currently find that four out of five calls require no intervention from a receptionist. Those 
calls can be handled in the most elegant and professional manner now possible, 24 hours 
a day, with Gold Systems V-Dialer.  

Taking advantage of V-Dialer can serve as an important step in evaluating the power of 
speech. System administrators can evaluate speech recognition technology before the 
business considers its adoption for customer support, ordering, and service applications. 
Customers can become familiar with the success and speed of this voice-recognition 
system, noting your companyôs lead in the move to customer-friendly voice technology.  

V-Dialer makes call transfers as easy as speaking a name or nickname. The system 
eliminates callers having to remember extensions or deal with frustrating, lengthy keypad 
entries or alphanumeric prompts.  

Using speech recognition technology, V-Dialer allows callers to say the name of the 
person or department they want to reach. Text-to-speech technology allows the system to 
speak back to callers, asking for additional information if needed. If the system finds an 
exact match, the call is transferred immediately. Otherwise, the match is first confirmed 
with the caller. If there is more than one match, the caller is prompted for a department or 
location to disambiguate the call.  

Callers find V-Dialer easy to use. The system immediately stops speech playback when 
callers ñbarge inò with speech or touch-tone entries. At any time, it recognizes universal 
commands, such as ñHelpò and ñOperator.ò V-Dialer also allows callers to touch-tone 
enter an extension if they prefer. 

V-Dialer is flexible and scalable. The system supports: 
¶ Multiple contact numbers for an individual, including office, mobile, pager, 

home, FAX, voice mail, and administrative assistant numbers. 
¶ Optional listing of dialed numbers for the caller. 
¶ Voice mail retrieval for individuals. 
¶ Usage of aliases or nicknames for users, departments, or locations. 
¶ Administrator configuration of text-to-speech or professional recordings for 

name and system prompts. 
¶ An integrated pronunciation editor tool to configure custom pronunciation of 

users, departments, and locations. 
V-Dialerôs integrated web-based administration application makes li stings updates, 
performance monitoring, and appli cation configuration easy. From a single interface, 
administrators can add and modify user, department, and location listings, 
pronunciations, and prompts. No system downtime is required for any updates or 
application configuration changes.  

Performance reports track system call activity, transfers, navigation time, operator 
interaction, recognitions, and more, displaying data in easy-to-read graphs and tables. 
V-Dialerôs reporting tools help administrators evaluate potential issues, indicating where 
and how the system might be tuned for improved recognition accuracy. 

For more information about V-Dialer, see http://www.goldsys.com/products/V-Dialer. 

http://www.vonetix.com/
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V-Dialer Architecture 
The V-Dialer architecture can be viewed as three primary components: an application, 
speech services, and telephony services.   

At the highest level, the application answers incoming calls, interacts with the user to 
determine the desired destination, and transfers calls to this destination.  Speech services 
provide speech recognition and speech synthesis capabilities.  Telephony services are 
used to answer and transfer calls.   

The V-Dialer application runs on the Microsoft Speech Server.  Information on the 
Microsoft Speech Server can be found at http://www.microsoft.com/speech. 

 

Keywords and Concepts 
Some commonly used keywords and concepts are defined as follows.  

 

ASP.NET A component of the Microsoft .NET Framework used for building, 
deploying, and running web applications and distributed 
applications. 

Barge-In The capability that allows callers to respond while a prompt is being 
played.  

Call Flow The sequence of interactions the caller has with the V-Dialer system 
when using it. The call  flow includes all the possible paths through 
the application. Example: The welcome greeting is spoken and name 
is asked for, caller says the name, the application then repeats the 
name and informs the caller of the transfer, then transfers to the 
requested person. 

Caller The person who telephones for a person or service, is connected to 
the system, and interacts with the application. 

Confidence Score A value indicating the li kelihood that the word or phrase that the 
speech engine recognized is the word or phrase that the speaker 
actually uttered. 

DTMF (Dual Tone 
Multi -Frequency) 

Touch-tone or push-button dialing. Pushing a button on a telephone 
keypad generates a sound that is a combination of two tones, one 
high frequency, and the other low frequency. 

Grammars Structures that contain single words, complex phrases, or lists of 
words or complex phrases. These grammar structures use XML tags 
and plain text to attempt to match human patterns of speech.  

IVR (Int eractive 
Voice Response) 

In computer telephony, IVR is an appli cation wherein computer-
based information is accessed by telephone rather than computer. 
Historically refers to a DTMF-based (touch-tone) appli cation where 
the computer uses recorded or text-to-speech voice prompts to speak 
to the caller. 

http://www.vonetix.com/
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Microsoft .NET Microsoft software for connecting information, people, systems, and 
devices. .NET provides XML-based interoperability and is 
incorporated across Microsoft's clients, servers, services, and tools. 
For example, products such as Microsoft Windows and Microsoft 
Office use .NET to connect with other systems and applications. For 
developers, .NET is manifested in the programming model delivered 
in the Microsoft .NET Framework. 

Microsoft .NET 
Framework  

An integral Windows component that enables building and running 
the next generation of software applications and web services. It 
includes technologies for web services and web appli cations 
(ASP.NET), data access (ADO.NET), smart client applications 
(Windows Forms), and many others. 

n-Best The top ñnò list of recognition results, sometimes called 
ñhypotheses.ò The best match (n=1) is usuall y the correct response 
to the userôs spoken input. However, the application may determine 
that this response is ill ogical based on context, so an application 
designer can make use of this list to choose alternatives to the 
returned best match. 

Out of Grammar An utterance that is not legal as specified by the grammar for a given 
application state. The utterance may contain an invalid word or 
invalid word ordering. The input may also be non-speech noise. 

PBX (Private 
Branch Exchange) 

 

An automatic telephone switching system that enables users within 
an organization to place calls to each other without going through 
the public telephone network. Users can also place calls to outside 
numbers. 

Phoneme The smallest structural unit of sound in any language that can be 
used to distinguish one word from another. 

Prosody The inflection, timing, and accent of speech. 

SML A container format for holding the semantic information that 
semantic interpretation markup in the input grammar generates. 
SML output is a valid XML document in which the top-level 
element is named ñSML.ò 

Speech Engine 
Services (SES) 

Processes the audio (speech) streams that pass between the speech 
application and the user. 

Speech Recognition 
(SR) 

The process of converting spoken language into printed text. Speech 
recognition, also called speech-to-text recognition, involves: 1) 
capturing and digitizing the sound waves produced by a human 
speaker; 2) converting the digitized sound waves into basic units of 
language sounds or phonemes; 3) constructing words from the 
phonemes; 4) analyzing the context in which the words appear to 
ensure correct spelling for words that sound ali ke (such as write and 
right).  

http://www.vonetix.com/
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SSML (Speech 
Synthesis Markup 
Language) 

A World Wide Web Consortium (W3C) proposed specification 
designed to provide a rich, XML -based markup language for 
assisting the generation of synthetic speech in web and other 
applications. The essential role of the markup language is to provide 
authors of synthesizable content a standard way to control aspects of 
speech such as pronunciation, volume, pitch, rate, etc. across 
different synthesis-capable platforms. 

Telephony Refers to computer hardware and software that performs functions 
traditionally performed by telephone equipment (for example, voice 
mail or FAX services). 

Telephony 
Applicati on 
Services (TAS) 

Maps incoming calls to the associated speech application on a web 
server, and sends application requests for speech output or 
recognition to Speech Engine Services (SES).  

TTS (Text to 
Speech) 

Technologies for converting textual (ASCII) information into 
synthetic speech output. Used in voice-processing applications 
requiring production of broad, unrelated, and unpredictable 
vocabularies, such as products in a catalog or names and addresses. 
This technology is appropriate when system design constraints 
prevent the more efficient use of speech concatenation alone. 

TTS Engine An application that receives a text phrase and produces an audio file 
containing the spoken phrase. The voice that speaks the phrase is 
typicall y configurable.  

Utterance Anything heard by the engine as a finite series of sounds that the 
engine attempts to recognize as speech. 

Vocabulary A set of words used in a grammar. A speech recognition engine 
typicall y supports several different sizes of vocabulary, which 
determine the words that the engine can recognize in a given state. 

Web Server Generates the application web pages that contain HTML, SALT, and 
script.  

Although technicall y not a component of Microsoft Speech Server 
(MSS), a web server running Microsoft Internet Information 
Services (IIS) is an integral part of a complete MSS deployment 
scenario. 

XML  Extensible Markup Language (XML) is a markup language that 
provides a format for describing structured data. XML is a World 
Wide Web Consortium (W3C) specification and is a subset of 
Standard Generalized Markup Language (SGML). 

Table 1   Keywords and Concepts 
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System Requirements  

Hardware 
Please see the following web site for detailed information on the various hardware 
platforms upon which V-Dialer will  run: 

 
http://www.microsoft.com/speech/evaluation/Requirements/ 
 

Software 
¶ Microsoft Speech Server 2004 R2 (Standard or Enterprise Edition) 

¶ Operating System: Windows Server 2003  

¶ Telephony software.  Either: 

o Intel® Dialogic® Speech Platform Release Software 

o Brooktrout System Software 

¶ Gold Systems V-Dialer Application 

¶ Internet Information Services (IIS) 6.0 
 

http://www.vonetix.com/
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Initial  Setup and Configuration 
Please see the Gold Systems V-Dialer 1.2 Quick Start Installation and Setup Guide for 
instructions on installing and setting up your system. 

http://www.vonetix.com/
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Administration 
A set of configurable properties determines the runtime behavior of the V-Dialer system. 
These properties direct V-Dialer with the name of your company, behavior in- and out-
of-hours, whether to use text-to-speech (TTS) or recorded names and prompts, and more, 
as described in this guide. 

Users, Departments, and Locations 
User listings are the central entities of the V-Dialer system. A user is a person at your 
company that callers may want to reach. A user has a first and last name, an office phone 
extension and/or remote telephone , mobile, pager, home, FAX, administrative assistant 
and voice mail numbers, and typicall y a department and location. A user may also be a 
conference room, lab, or other office area. 

V-Dialer offers you the option of adding additional information to user listings. Each user 
can have one or more custom pronunciations. A user can also have one or more names, 
titles, or nicknames that a caller might speak. 

Department and location listings also have names, and optionall y can have custom 
pronunciations and additional names or nicknames. 

Extensions and Phone Numbers 
V-Dialer can be configured to transfer to either company office extensions or remote 
phone numbers. The system dials the number exactly as it is entered in these fields.  The 
system will  accept star (*) and pound (#) keys along with digits 0-9 in these fields.  
Commas wil l pause between dialing the other keys.  Also note that dialing listings 
(speaking the number that wil l be dialed to the caller) will  be spoken exactly as they are 
entered, excluding commas and leading 9s and 1s. 

System Prompts 
V-Dialer comes with prerecorded system prompts. If your company would like to record 
your own system prompts in a different voice, V-Dialer offers a list of phrases to record, 
and instructions on deploying recorded system prompts. (A listing of all system prompts 
to record is contained in Appendix B and recording guidelines are described in Appendix 
C.) 

Prerecorded names are handled differently from prerecorded system prompts. You can 
upload prerecorded names of users, departments, and locations. 

System Administration 
Ongoing administration, configuration, and performance monitoring of V-Dialer is 
performed from a single web-based administration tool.  

The V-Dialer Administration Tool allows you to:  
¶ View a detailed performance report. See ñSystem Performance Reportingò on 

page 20.  
¶ Add and edit user, department, and location listings, including pronunciations 
and nicknames for user listings. See ñUser, Department, and Location Listingsò 
on page 24. 

http://www.vonetix.com/
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¶ Configure appli cation settings, such as text-to-speech settings, reporting settings, 
and hours of operation. See ñApplication Configurationò on page 53. 

¶ View key performance statistics on call volume and transfers. See ñV-Dialer 
Home Pageò on page 18. 

Login 
The V-Dialer Administration Tool can be accessed through the home page URL listed 
here. Bookmark this page for easy access:  
http://<servername>/VDialerWebAdmin/default.aspx 
where <servername> is the name of the web server upon which V-Dialer was installed.  

Access to the V-Dialer Administration Tool requires user authentication. When you 
navigate to the V-Dialer home page URL, an authentication screen appears. You must 
provide your credentials (i.e., user name and password) to create an active web session.   

For first-time login to the V-Dialer Administration Tool, use these default credentials: 
 User Name:  Administrator 

Password: vdialer 
Once you have logged into the V-Dialer Administration Tool with your user name and 
password, the V-Dialer home page appears. 

As long as your administration session remains active, you are not prompted to reenter 
your user name and password. If your session is idle for ten minutes or more, the session 
will  time out, requiring you to reenter your credentials. If this occurs while you are 
entering data into a form, you may lose the data you have entered into that form.   

Change Password 
Be sure to change your Administrator password from the Application Configuration (see 
page 53 ) after you first log in, for enhanced security. The administration user name is 
always ñAdministratorò. 

If you forget your password, click the Forgot your password? link on the authentication 
screen.  

Force Login 
To preserve data integrity, the administration interface allows only one active session at a 
time. If a session exists when you attempt to log into a new session, the system informs 
you that another session is active. Click the Force Login button, which appears on the 
authentication screen in this event, to take over the active session.   

Caution: When you log in by clicking the Force Login button, the previous active 
session is forced off the system. If the abandoned session is entering data, this data will 
be lost.     

It is a good idea to end your session when you are finished using the V-Dialer 
Administration Tool. Click Log Out from the V-Dialer home page to sign off your 
session immediately. 

http://www.vonetix.com/
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V-Dialer Home Page 
All V -Dialer Administration Tool functionality is accessed from a central dashboard page 
or home page which appears upon login.  

 
Screen 1 V-Dialer Home Page 

From this page, you can choose Listing Administration Options, Configuration and Setup 
Options, or Report Options, as well as view key performance statistics, discussed in detail 
in this guide.  

Listing Administration Options allow you to: 
¶ Add or edit user, department, and location listings, including pronunciations, 

aliases, and nicknames of user listings. These three types of listings are 
configured separately. User listings can be assigned departments and locations. 

Configuration and Setup Options allow you to: 
¶ Configure appli cation settings, such as operator settings, TTS settings, reporting 

configuration, and hours of operation.  
¶ Compile the grammar whenever you have finished making all changes to user, 

department, and location listings, to inform the speech recognition engine of 
li stings changes. 

¶ Schedule grammar building. 
¶ Schedule data importation. 
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¶ Download and install the MS Speech Add-in, Microsoft .NET Framework 1.1, 
and V-Dialer name recording components. These components are required to use 
the playback feature of the pronunciation editor tool.  

¶ Log out of your session. 
Report Options allow you to: 
¶ View a detailed system performance report. 

 
Key performance statistics are displayed at the bottom of the V-Dialer home page. Data 
is measured from a start time you designate up to the current time, for a maximum of 
12 one-hour increments. You can set the start time from the Application Configuration 
page (see ñReporting Configurationò on page 58 for more information). Statistics 
displayed are:  
¶ Call Volume. Graphs the total number of calls received on an hourly basis, 

compiled for 12-hour measurements. Direct transfers, which are the number of 
calls V-Dialer transfers without the assistance of an operator, are shown 
separately within the volume of total calls. Direct transfers are also shown as a 
percentage. 

¶ Call Outcomes. Displays a pie chart that tracks four call measures: 
o Direct Transfer - graphs calls that were transferred directly, without the 

assistance of an operator. 
o Operator - graphs calls transferred to an operator.  
o Abandon - graphs calls during which the caller hung up before transfer. 
o Error - graphs calls where a system error occurred (i.e., the system could not 

complete the transfer and disconnected).  
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System Performance Reporting 
System performance metrics allow you to gauge how well V-Dialer is functioning. The 
V-Dialer Administration Tool provides easy access to measures that uncover specific 
elements of system efficiency and overall caller experience.  

From the V-Dialer home page, click View the performance report . The Performance 
Report page appears.  

 
Screen 2 Performance Report  
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Metrics are presented for three time periods: last hour, last 24 hours, and last seven days. 
Information contained here can help indicate if and how the system may need to be tuned. 
See ñTuning Recognition Accuracyò on page 64 for information on system tuning. 

Performance Report Metrics 
The following table charts the metrics contained in the Performance Report: 

Performance Measure Description 
Total calls received The number of calls received in the specified reporting period. 

Includes all calls that V-Dialer answered. 
Abandoned call s Calls where the caller hung up before the transfer was initiated. 
Calls with system errors Calls where an error occurred in the system, forcing the system 

to terminate the call. 
Calls directly transferred 
by speech 

The number of calls directly transferred to a user, department, or 
location when the caller spoke the name of the 
person/department/location the caller wanted to reach. 

Calls directly transferred 
by DTMF 

The number of calls that were directly transferred to a user, 
when the caller touch-tone entered (DTMF) the extension of the 
person the caller wanted to reach. 

Total calls directly 
transferred 

The total number of calls where the caller directly transferred to 
a contact. 

Percent of total calls 
received that were directly 
transferred 

The percentage of all calls where the caller was transferred 
directly to a contact. 

Average navigation time 
(seconds) 

The average amount of time, in seconds, that the caller 
interacted with V-Dialer over the specified time period. The 
timer for this period starts when V-Dialer answers the call, and 
ends either after the call  is transferred or when the caller hangs 
up. 

Minimu m navigation time 
(seconds) 

The length of the shortest call, i.e., the shortest amount of time, 
in seconds, that the caller interacted with the V-Dialer system 
over the specified time period. The timer for this period starts 
when V-Dialer answers the call, and ends either after the call  is 
transferred to the requested extension or operator or when the 
caller hangs up. 

Maximum navigation time 
(seconds) 

The length of the longest call , i.e., the longest amount of time, in 
seconds, that the caller interacted with the V-Dialer system over 
the specified time period. The timer for this period starts when 
V-Dialer answers the call, and ends either after the call is 
transferred to the requested extension or operator or when the 
caller hangs up. 

Percent of calls with NO 
high confidence name 
recognition 

The percentage of calls for which V-Dialer did not register a 
high recognition confidence level when trying to understand the 
name, department, or location that the caller was trying to reach. 
This measure does not indicate that the caller was not 
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Performance Measure Description 
transferred to the desired extension, but does indicate that the 
caller may have been asked to repeat a name, department, or 
location one or more times.  

Number of calls with 
silence response 

This is the total number of calls with at least one silence 
response in the call. 

Number of calls with three 
silence responses 

This is the total count of calls where all the responses were 
silence responses.  This could indicate that no one is on the line 
or that the connection is bad and the dialer cannot hear the 
caller. 

Number of calls with three 
no reco responses 

This is the total count of calls where all the responses were no 
recognitions.  This could indicate that the caller is speaking a 
name that is not recognized by the system or that the call 
contains a lot of background noise where the name cannot be 
recognized. 

Number of calls with three 
silence and/or no reco 
responses 

This is the total count of calls where all responses were either 
silence or no recognitions.   

Total operator calls The total number of calls transferred to an operator by caller 
speech or by touch-tone entry (DTMF). Calls transferred to an 
operator include those made by callers requesting transfer to the 
operator, and call s transferred because V-Dialer could not 
determine callersô requests.  

Percent of total calls 
transferred to operator 

The percentage of total calls that were transferred to an operator. 
Calls transferred to an operator include those made by callers 
originally wanting to reach the operator, requesting transfer to 
an operator because of difficulty with the system, and calls 
transferred because V-Dialer could not determine callersô 
requests. 

Operator call s during 
business hours 

The number of calls that were transferred to an operator during 
business hours. (Hours of operation are configured from the 
Application Configuration page. See ñHours of Operation 
Configurationò on page 59.) 

Operator call s out of hours The number of calls that were transferred to an operator outside 
of business hours. (Hours of operation are configured from the 
Application Configuration page. See ñHours of Operation 
Configurationò on page 59.) 

User initiated transfers to 
operator 

Calls transferred to the operator because the caller said 
ñoperatorò or touch-tone entered ñ0.ò 

System initiated transfers 
to operator 

Calls transferred to an operator by the system. After the 
maximum number of retries to determine who the caller is 
trying to reach, the system transfers the call to an operator.  

Calls with "h elp" requests The number of calls during which the caller spoke ñhelp.ò This 
measure does not indicate that the caller was not transferred to 
the desired extension, but does indicate that the caller may have 
had trouble using the system. Also, V-Dialer may have 
misunderstood the name, department, or location spoken by the 
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Performance Measure Description 
caller as the word ñhelp.ò 

User calls transferred 
using department name 

The number of calls that were transferred after using department 
disambiguation. Callers are asked to choose which of two user 
li stings they desire based on the userôs department. Department 
disambiguation allows V-Dialer to distinguish between two 
people with the same name but different departments by asking 
the caller which person (in which department) they are trying to 
reach. 

User calls transferred 
using location name 

The number of calls that were transferred after using location 
disambiguation. Callers are asked to choose which of two user 
listings they desire based on the userôs location. Location 
disambiguation allows V-Dialer to distinguish between two 
people with the same name but different locations by asking the 
caller which person (in which location) they are trying to reach. 

Table 2   Performance Report Metrics 
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User, Department, and Location Listings 
The V-Dialer Administration Tool allows you to keep the system current with your 
companyôs changing employee base and organization structure. You can configure 
V-Dialer listings for: 
¶ New or departing employees or users, and any alias names that may be used to 

access their extensions. 
¶ Reorganizations of departments, and changes to extensions handling general 

departmental calls. 
¶ Location changes. 
 

Changes to any of your employee, department, or location data, including pronunciations 
or nicknames added to listings, do not take effect until the grammar has been recompiled. 
When finished making all listings changes, or to force changes to take effect 
immediately, click Compile grammar  from the V-Dialer home page.  

About Grammars 
A grammar provides context to a speech recognition engine in order to improve its 
recognition accuracy. If an application prompts a user to speak a month of the year, for 
example, then a month grammar and the callerôs recorded response are passed to the 
speech recognizer. The recognizer uses the month grammar to constrain recognition to 
the words January, February, March, and so on. The speech recognizer then has a 
stronger chance of recognizing what the caller said. 

V-Dialer builds a grammar from all possible user, department, and location names and 
nicknames that can be spoken. When new names are added to V-Dialer, the grammar 
must be compiled, expanding it to recognize the new names. 

Compile Grammar 
Grammars are not recompiled automatically after every change in your data because 
compiling grammars can be a resource intensive operation. It is recommended that you 
compile grammars after making all listing changes. When you click the Compile 
grammar  link from the V-Dialer home page, a message will  appear telling you that the 
grammar is being compiled, and you will see a link to refresh the status:  

 
When you cli ck the Refresh li nk, the status of the compile will be updated. Notice also 
that the Compile link is disabled; you cannot initiate a grammar compile when one is 
already in progress. If the grammar was successfull y compiled, the status label will 
change to the date and time of the last successful compile: 

 
If there was an error compiling the grammar, the status will  change to Compile Failed. If 
the grammar compilation has not completed yet, the status will remain Compiling.... If 
the estimated grammar compile time is more than 30 seconds, the status label will change 
to Estimated Compile Time: 2 Min. Proceed? There will also be Yes and No links that 
allow you to proceed with the compile or cancel it: 
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You can get more details to explain a compilation failure by looking at the grammar 
compile log file. This file holds all the actions, and their outcomes, that occurred during 
the last grammar compile. Note that each compile will overwrite the contents of this file. 
This file is located at C:\Inetpub\wwwroot\VDialerWebAdmin\log\lastGrammarBuild.log.  

If the pronunciations cannot be played, or if you are not able to successfully compile the 
grammars, contact Gold Systems Support. 

User Listings 
V-Dialer allows for flexible configuration of new and existing user listings. Callers 
speaking the name of the user are transferred to the number in the listing. For any user, 
you can: 
¶ Assign alias names or nicknames. For example, Susan Smith might also be 
accessed by the caller speaking ñSue Smith,ò ñSuzanne Smith,ò or ñCIO.ò These 
names can be mapped to a user listing. V-Dialer has no limit to the number of 
alias names or nicknames you can add.  

¶ Assign text-to-speech (TTS) and/or a recorded name. TTS technology converts 
textual names into synthetic speech output. Or, if you prefer, you can assign a 
prerecorded sound file of the name. 

¶ Give callers the option of reaching the person at an office extension or remote 
numbers.  

 
Configuring Multiple Numbers or Multiple Listings 
When V-Dialer finds more than one possible match to a name spoken by a caller, it asks 
the caller for more information to disambiguate the call. You can configure user listings 
in different ways resulting in different system prompts. (See ñDisambiguationò on 
page 65 for more information.) 

If more than one number exists in an individual user listing, callers speaking the personôs 
name are asked if they would like to reach the office, mobile, pager, home, FAX, voice 
mail, or administrative assistant numbers.  Only the entries that have been filled in will be 
li sted in the options.  For example, if only mobile, home, and FAX numbers have been 
filled in, only those numbers will be listed to the caller.  The caller can specify which 
li sting by speaking the name of the listing. 

Additionall y, the user listing contains a message retrieval number option.  This number 
will  likely be the digits to access the voice mail system, followed by a delay (typically 
commas), followed by the DTMF digit(s) used to specify the óretrieve messagesô 
command, followed by another delay, and then the digits of the individualôs extension 
(e.g. 6788,,,,,2,,,,6795). If this field is fill ed in and active (checked), callers will be 
prompted with a message retrieval option.  After the multiple listing options are listed, 
there will be a small pause.  After the pause, the caller will be asked if theyôd like to 
retrieve their voice mail.  If the voice mail option is selected, the caller will be transferred 
to the voice mail system where they will need to enter their voice mail password to 
retrieve the voice mail. 
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Each number listing has a checkbox labeled ñPrivateò.  Marking a listing as private will 
prevent the listingôs number from being spoken to a caller when transferring to that 
number.  The message retrieval option is always marked private by default. 

If two user listings exist for the same user name, whether it is the same person or 
different people, the system asks the callers for the department or location: 
¶ If the two listings have diff erent departments, callers are asked if they wish to 

reach the person in the first or second department. 
¶ If the two listings have the same department but different locations, callers are 

asked if they wish to reach the person in the first or second location.  
 

For example, if an employee works part of the time at the company office, where there is 
an extension, and part of the time at a remote home office where there is a remote phone 
number, you may want to configure two user listings for this person: 
¶ One user listing with a location configured as the office location, which would 

transfer callers to the office extension. 
¶ One user listing with a location configured as remote office, which would 

transfer callers to the remote office phone number.  
 

In this case, two user listings have the same personôs name. Callers speaking the personôs 
name would be asked if they wanted to reach the person at the company office location or 
at the personôs remote office. 
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Adding a User Listing 
To add a new user listing: 

1. From the V-Dialer home page, click the Add link from ñAdd or edit a user 
listing.ò The Add User Listing page appears.  

 
Screen 3 Add User Listing 

 
Note:  User listing fields are described in a table on page 35. 

 
2. Enter personôs first and last name in the First Name and the Last Name fields. 

Note: If any part of the first or last name is spoken as an initial letter, for 
example, ñB. J. Jones,ò include a period immediately following each letter, and 
separate the letters with a space. In this example, you would enter ñB.<space>J.ò 
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Note: The V-Dialer system does not handle apostrophes. Whenever an 
apostrophe needs to be used in a listing (e.g., ñOôFlahertyò), replace it with a 
period (e.g., ñO.Flahertyò). 

3. Click the drop-down arrows next to Department and Location fields to select the 
userôs department and location. These drop-down menus contain all departments 
and locations that have been added previously. (See the sections that follow on 
department and location listings.)  
 
While Department and Location are not required fields, completing these fields is 
recommended. The additional data allows V-Dialer to distinguish between user 
li stings with the same name.  

4. Enter the userôs extension. When a caller speaks a name that matches this 
particular user listing, and no other numbers are assigned to the user, the call is 
transferred to this extension. (See the next step on assigning multiple numbers.) 
 
To transfer callers to an employee at a remote office location, check the Has 
remote office number? check box and enter the phone number into the field. 
¶ When a user listing has a remote office number, callers are transferred to that 
number rather than to the employeeôs extension.  

¶ If the caller touch-tone enters the extension configured in the user listing, the 
call is transferred to the remote office number. 

Note:  Extensions and phone numbers contain different numbers of digits: 
Å The extension is configured to a fixed number of digits, as specified on the 
Application Configuration page (see page 53).  
Å When entering a phone number, include all digits, including area codes for 
10-digit dialing and prefix numbers such as ñ9ò if necessary to access an outside 
line. The system dials the number exactly as it is entered. 

 
5. You may want to give callers the option of reaching the person at a number other 

than the extension or remote office number, if other numbers are frequently used. 
To provide this option, check any of the Has mobile number?  Has pager 
number?, Has home number?, Has administrative assistant number?, Has 
fax number? Has voice mail number?, Has voice mail retrieval number? 
check boxes, and enter the numbers exactly as the system should dial them. Be 
sure to include area codes for 10-digit dialing and prefix numbers such as ñ9ò to 
access an outside line if needed.  

After each number, there is a private checkbox.  Selecting the private option will 
prevent the system from speaking the number to callers before dialing the 
number.   
¶ When a user listing contains more than one number, the system asks callers 

which number they would like. 

Notes:  For more information about configuring multiple numbers on a single 
listing or multiple listings with unique numbers, see ñConfiguring Multiple 
Numbers or Multiple Listingsò on page 25. For information on how V-Dialer 
handles duplicate user names or multiple numbers, see ñDisambiguationò on 
page 65. 
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6. When finished, click Submit  and Continue. The user li sting is added to the 

system, and the page refreshes to display the Edit User Listing page.  
 
To further configure the user listing from the Edit User Listing page, see 
instructions in the following section. To exit from this page and return to the 
home page, click Cancel. (The listing has already been added to the system.)  

7. From the V-Dialer home page, you can continue adding and editing other 
li stings.  
 
When you have finished configuring all user, department, and location listings, 
click Compile grammar, to make changes effective immediately. If you have 
not finished all  listing configuration, it is recommended that you wait to compile 
the grammar. (For more information on compiling the grammar, see page 24.) 

 

Edit ing or Deleting a User Listing  
To edit or delete an existing user listing, first navigate to the listing and then make the 
desired changes: 

1. From the V-Dialer home page, click Edit  from ñAdd or edit a user listing.ò The 
page refreshes, displaying the User Directory Search box. 

 
Screen 4 User Directory Search 

2. To locate specific user listings, enter criteria into any of the fields, and click 
Search.  
 
Or, to view a listing of all users, click List Al l Users.  

3. If your search results in a single user, the Edit User Listing page for that user 
appears. Skip to step 5. 
 
If your search results in more than one user, the Directory Listing page appears. 
Continue to the next step.  
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Screen 5 Directory L isting of Users 

4. From the Directory Listing page, you can directly edit the listing fields shown on 
this page, or select an individual user name to make further edits to the listing.  
¶ Click Edit in a listingôs row to modify fields displayed for that user within 

the Directory Listing. Make the necessary edits, then click Update (at the far 
right) to save the changes, or Cancel to return to the original listing 
configuration.  
 
You can continue editing user listings, or return to the V-Dialer home page 
by clicking the Return to Home button at the bottom of the page. 
 

¶ Click Delete in a listingôs row, to remove that user li sting, and confirm the 
deletion when prompted.  
 
Continue editing user listings, or return to the V-Dialer home page by 
clicking the Return to Home button at the bottom of the page. 
 

¶ Click a userôs name to modify that user listing. The Edit User Listing page 
appears. Continue to the next step. 
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