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Auto Attendant 3.2 with Avaya IP Office System 1.4 - Issue
1.0

Abstract

These Application Notes describe the configuration steps required for the iVoice Speech-
Enabled Auto Attendant to successfully interoperate with the Avaya IP Office System.
Features and functionality were validated and performance testing was conducted in order to
verify operation under load. Information in these Application Notes has been obtained through
interoperability compliance testing and additional technical discussions. Testing was

conducted via the DeveloperConnection Program at the Avaya Solution and Interoperability
Test Lab.
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1. Introduction

These Application Notes describe the compliance-tested configuration utilizing Avaya IP Office
1.4 and iVoice Speech-Enabled Auto Attendant 3.2.

The iVoice Speech-Enabled Auto Attendant (SE-AA) is a stand-alone auto attendant that enables
businesses to incorporate speech recognition into their current communication systems without
duplicating voice mail applications. Features provided by SE-AA include:

e Recognizing any name or word in the English language
e Allowing callers to barge-in' on the Auto Attendant at any time
e GUI-Configurable User/Extension Dictionary

The SE-AA interfaces with the IP Office System over the LAN via TAPI (IP Office TAPI and
Wave drivers are installed on the SE-AA server). The IP Office is configured to route inbound
calls to a hunt group that includes “virtual” TAPI Wave extensions which are enabled on the SE-
AA. Upon receipt of the inbound calls, the SE-AA determines the destination extension via
caller voice recognition or DTMF digits entered. The SE-AA then transfers the call to the
destination extension by performing a TAPI-based transfer. The SE-AA is not a voice mail
system.

Upon initial configuration, the SE-AA goes through a tuning period where it adapts to the speech
levels, noise levels, and line clarity of the phone system it is using. After the initial tuning
period, the success rate for recognizing names increases. The SE-AA has the ability to speed up
tuning, but this requires experienced SE-AA operators and is not left to the end-user to
configure. After three failed attempts by the caller, the SE-AA will route the call to the
Operator. Please refer to the SE-AA product documentation or contact iVoice technical support
for more information.

The tested configuration is shown in Figure 1.

! Use of iVoice barge-in feature is recommended for IP Office systems configured with only T1 /PRI trunks and no
analog stations. Please refer to section 1.1 for details.
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Figure 1: iVoice SE-AA and Avaya IP Office Configuration

1.1. Compliance Test Notes / Observations

IVoice Barge-In feature limited to IP Office configurations using only T1/PRI trunks and
no analog stations: The current version of the IP Office TAPI Wave driver does not separate
incoming and outgoing audio streams on analog devices (trunk and station). It is recommended
that barge-in be disabled on SE-AA TAPI Wave systems connected to IP Office systems
configured with analog trunks and/or analog stations. IP Office configurations using T1/PRI
trunks only and no analog stations are unaffected.

Recorded Greeting-Clipping Observation: Either beginning or ending portions of greetings
recorded on the SE-AA get clipped on playback. Users are advised to pause for 1-2 seconds
prior to recording a greeting. IVoice is investigating clipping of the beginning and end portion
of greetings.
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2. Equipment and Software Validated

The following equipment and software were used for the sample configuration provided:

Equipment Software
Avaya IP 403 Office System 1.4(25)

Avaya IP 400 Phone 30 Expansion Module -
Avaya 6408D+, 6416D+M Telephones -
Avaya 4612 IP Telephones 1.73

1Voice Speech-Enabled Auto Attendant 3.2
Generic PCs Windows 2000 Professional

Generic Analog Telephones -

3. Configure Avaya IP Office

These Application Notes address provisioning of the IP Office as it relates to integration of the
TAPI SE-AA. For all other provisioning information such as provisioning of the trunks for
outbound dialing, call coverage, extensions, etc., please refer to the IP Office Product
documentation.

Note 1: The SE-AA does not support mixed extension lengths but it does support existing
extensions with the same length. For example, the SE-AA does not support all the extensions of
a switch configured with 3-digit and 4-digit extensions. The reader is advised to take this
limitation into account during provisioning with the SE-AA and ensure the switch is configured
with extensions of the same length.

Step | Description

IP Office License Key Physical Installation

1. | Plug in the red Avaya Software Sentinel key into the parallel port of the IP Office Manager
PC.

Configure License Key Server IP Address

2. | Log in to the IP Office Manager PC and go to Start — Programs — IP Office —
Manager to launch the Manager application. Login to the Manager application using the
appropriate credentials.

3. | In the Manager window that appears, select File — Open to search for the IP Office
system in the network.

4. | Log in to the IP Office system using the appropriate login credentials to receive its
configuration.

SCR; Reviewed: Solution & Interoperability Test Lab Application Notes 4 of 26
NAB 01/21/04 ©2004 Avaya Inc. All Rights Reserved. ivoice-ipotapi.doc



Step | Description
5. | In the Manager window, go to the Configuration Tree and double-click System. In the
System Configuration window that appears, select the System tab and set License Server
IP Address to the IP address of the machine to which the red Avaya Software Sentinel key
is connected. This is typically the IP Office Manager PC.
+| System Configuration : DDEDO700441E
System | LANT | DNS | Voicemail | Telephony | Gatekeeper | LDAP |
Hame N0EO07O0441E Lacale enu
Pazzword I ******** Canfirmn Pazzword I ********
Manitar Pazswaord I Canfirmn Manitor Passward I
Time Offzet [hourz) I Licence Server IP Address |19245F"D40
TFTP Server [P Address |
Tirme Server IF Address IEI. nonao
[ D55 Status
File Wwiriter IP Addrezs ¥ Eeep on listen
™ Hide auto record
K I Cancel Help
Install Licenses
6. | In the Manager window, go to the Configuration Tree and double-click License to open
the list of licenses installed in the IP Office system.
7. | Right click in the license list window and select New. In the License window that appears,
enter the CTI Link Pro License Key and click OK.
Licensze String [32 characters]
8. | Repeat Step 7 to install the TAPI WAVE USER license.
9. | In the Manager window, select File — Save to save the licenses to the IP Office system
and wait for the system to update.
Note 2: Before the system reloads, the new licenses will be listed with an Unknown status.
After the system reloads, the new licenses will list as Valid.
Configure TAPI Extensions
10. | In the Manager window, select File — Open to search for the IP Office system in the
network.
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Step | Description

11. | Log in to the IP Office system using the appropriate login credentials to receive its
configuration.

12. | In the Manager window, go to the Configuration Tree and double-click User to open the
list of users on the IP Office system.

13. | Right click in the User list window and select New. In the User window that appears, set
Name to TAPI:x where x is the number of the TAPI user extension desired, e.g., 1, 2, etc.,
and Extension to the extension number to be used.

FoUser TAPT:L E =10l x|

User |V0icemail| DD I ShortCodesI SourceNumbersI Telephony Forwardingl DiaIInI WoiceRecording ButtonProgrammingI Eoveragel

Mame TAPIA

Password I

Confirm Password I

Full M ame: I

Extension @1_)

Locale l—
Fricrity |5—

QK | Cancel | Help |

Note 3: Although the SE-AA requires end-user extensions to be uniform in length, the
length of the TAPI Wave User extensions are not an issue because the TAPI Wave User
extensions are not listed in the SE-AA User Directory.
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Step | Description
14. | In the Voicemail tab of the User window, verify Voicemail On and Voicemail Ringback is
not checked.
& User TAPL:1 =10l x|
User  Woicemail | DMD I ShortEodesI SourceMumbers Telephonyl Forwardingl DiaIInI WoiceRecording ButtonProgrammingI Eoveragel
Yaicemail Code I I Moicemail Ore
Confirm Yoicemail Code I ™ “aoicemail Help
Yaicemail Email I
Woicemail Feception I
Woicemail Emal—————
& 0ff
" Copy
" Fanward
 Alert
Ok | Cancel | Help |
Note 4: This applies only to the TAPI Wave extensions and is not relevant whether the
system has voicemail or not.
15. | In the Telephony tab of the User window, verify Call Waiting On is unchecked, check
Offhook Station and click OK.
& User TAPI:1 (=]
Uzer I Voicemaill DHD I ShortEodesI SourceMumbers  Telephony | Forwardingl DiaIInI WoiceR ecording ButtonProgrammingI Eoveragel
Outside Ring Pattern IDefauItHing j
[~ Outward Restricted
Inzide Ring Pattern IDefauItHing
Fiing Back Pattern IDefauItHing j [" Can Intude
[~ Cannat be Intruded
Allocated Answer Interval [zecs] I [ Dirastory Exclude
‘Wrap-up Time [zecs) |2 [” Force Lagin
[~ Force Account Code
Login Code I [~ Busy On Held
Login Idle Period [zecs] I [ SpemiiEE
Monitar Group I j
Ok Cancel Help
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Step | Description

16. | In the Manager popup that appears, click No.

17. | Repeat Steps 13 - 16 for each TAPI extension needed. For the purposes of these
Application Notes, four TAPI extensions were created (extensions 101 — 104). The
number of iVoice licenses and Avaya TAPI Wave licenses purchased limits the number of
TAPI extensions that can be created.

Configure Hunt Group

18. | In the Manager window, go to the Configuration Tree and double-click HuntGroup to
open the list of hunt groups on the IP Office system.

19. | Select the Main hunt group by double-clicking.

20. | In the HuntGroup window that appears, add extensions to the Extension List that will be
part of the hunt group by right clicking in the Extension List section and selecting Add.
Then, set Extension to 200 (or the extension number desired for the hunt group), Hunt Type
to Circular, and Call Waiting On to unchecked.

%L HuntGroup Main —|0O] x
1k

HuntGroup I\-"oiu:ernaill FaIII:uau:kI II!ueuingI VniceHecordingI

Mame W Hunt Type
" Group

E stensgion 200 " Linear
Allocated Anzwer Interval [zecs) I  Most Idle
Owerflow Time [secs) I EdlteL g D
Extension List Overflow Group List

E stension | L gzer Mame

1M TAPI:1

102 TAPIL:2

103 TAPL3

104 T.-’-\F'I:-'-ij

Ok I Cancel Help
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Step | Description

In the Voicemail tab of the HuntGroup window, verify Voicemail On is not checked.

ﬁ HuntGroup Main

=10l x|

HuntGroup  Woicemail |Fa||bac:k| Queuingl Vniceﬂecurdingl

Woicemall Code I

Confirm Pagzword I

Yaicemail Email I

Yoicemail Emall—————
= 0ff

[ Woicemail Hel
" Copy i

" Fomard
 Alert

Ok, I Cancel Help
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Step | Description

22. | In the Queuing tab of the HuntGroup window, verify Queuing On is not checked and click
OK.

%1 HuntGroup Main =10 x|

HuntEroupI\-’nicemail Falback Gueuing | YoiceRecording

Bueuing Lirnit I

Bueue Ring Time [secs] |1EI

Ok I Cancel Help

Note 5: Hunt Group queuing to TAPI Wave extensions is not supported in this release of
IP Office.

23. | In the Manager window, select File — Save to save the configuration to the IP Office
system and wait for the unit to reboot with the saved configuration.

24. | Log in to the IP Office system using the appropriate login credentials to receive its
configuration.

Select Inbound Call Route

25. | In the Manager window, go to the Configuration Tree and double-click Incoming Call
Route to open the list of incoming call routes on the IP Office system. Select the route
with the destination set to Main and double-click it.
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Step | Description

26. | In the Incoming Call Route window that appears, record the Line group ID. Click OK.

== Incoming Call Route |
Bearer Capability————————
Line group D IE " AmMoice
" Speech
Incarming Murmber I  Audio3kd
 srpData
Inzoming Sub Addrezs I " DataB4K
" Diatabek.
Imeorring Caller 1D | " Dataw110
i Datay120
Destination IMain j " Wideo
% Ay
Locale I
Ok I LCancel I Help |

Assign Trunks to the Incoming Call Route

27. | In the Manager window, go to the Configuration Tree and double-click Line to open the
list of lines (trunks) available on the IP Office system. Double-click the Line (analog or
digital) whose incoming calls are to be routed to the SE-AA.

28. | In the Line window that appears, assign the line to the Line group ID recorded in Step 26.

| ©2 PRI 24 Line 05 -0l |
Line I Adwvanced

I Line Number Line SubType |PF|| j
Channel Allacation Pravider I Lacal Telca j
Switch Type iz |
Chan I Groups | Direction | Bearer I Service | Admin =
1 o o Both Directions Ay Mone Out of Service
2 oo Boath Directions Ay Mone Out of Service
3 0o Both Directions Ary Maone Out of Service
4 o o Both Directions Ay Mone Out of Service
5 oo Boath Directions Ay Mone Out of Service L
[ 0o Both Directions Any Mone Out of Service
¥ o o Both Directions Ay Mone Out of Service
a oo Boath Directions Ay Mone Out of Service
9 oo Boath Directions Any Mone Out of Service
10 o o Both Directions Ay Mone Out of Service
11 o n Both Directions Ay Mone Out of Service ﬂ
12 non Elbh Mirackome A Mana Mk f Carica

Prefiz I
Ok I Cancel | Help |

For example, each channel in the PRI line window must be assigned to the Line group ID
recorded in Step 26. To do so, double-click the channel and edit the Incoming Group field
in the Edit Channel pop up that appears. A similar procedure is used on the analog lines.
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Step

Description

29.

In the Manager window, select File — Save to push the configuration to the IP Office
system and wait for the unit to reboot.

30.

Verify the incoming call route is properly operating by temporarily assigning a telephone
extension to the hunt group and placing calls through the selected inbound line (trunk)
until the telephone extension assigned to the hunt group rings -- the TAPI Wave extensions
will not answer until after the SE-AA is configured.

31.

Repeat Steps 26 — 28 for each line (trunk) assigned to the incoming call route.

4. Configure the iVoice Speech-Enabled Auto Attendant

These Application Notes address provisioning of the iVoice Speech-Enabled Auto Attendant as
it relates to TAPI integration with the Avaya IP Office System. For all other provisioning
information, such as iVoice Speech-Enabled Auto Attendant software installation, License Key
installation and Speech Recognition engine tuning, please refer to the Speech-Enabled Auto
Attendant System Guide available on the iVoice Software Installation CD.

4.1. Installing and Configuring Avaya IP Office TAPI Service Provider

Please refer to the Avaya IP Office CTI Link Installation Manual, 40DHB0002UKCC — Issue 4
(05/08/2002) for additional information.

Step | Description
1. | Install the Avaya IP Office TAPI Service Provider driver on the SE-AA server from the
Avaya IP Office User Applications CD. NOTE: Do not install the Phone Manager.
2. | After the system reboots, log in to the system again as administrator and go to Start —
Settings — Control Panel. In the Control Panel window that appears, double-click
Phone and Modem Options.
3. | Inthe Advanced tab of the Phone and Modem Options window, double-click Avaya IP
Office TAPI2 Service Provider.
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Step | Description
4. | In the Avaya TAPI2 configuration window that appears, set Switch IP Address to the IP
Address of the IP Office System, check Third Party, set Switch Password to the IP Office
System password, check WAV Users, and click OK.
Avaya TAPIZ configuration
Switch IP Address W
Cancel |
= Single User
Iser Marne I
Uzer Passwaord I
@ Third F'E@
Switch Passwn@y
7| B Wirectan Wsers
-
[ ACD Queue
5. | Reboot the system.
Verify Connectivity with the IP Office
6. | After the system reboots, log in to the system and go to Start — Programs —
Accessories > Communications — Phone Dialer.
7. | In the Phone Dialer window that appears, select Edit — Options.
8. | In the Lines tab of the Options window that appears, select the Phone Calls: drop-down
list. If one or more “IP Office Phone: XXX (where XXX is an extension number) entries
appear, then the IP Office TAPI Driver is installed and working properly.

4.2. Installing and Configuring Avaya IP Office TAPI Wave Driver

The IP400 wave driver is a soft emulation; there is no associated hardware. It therefore needs to
be installed manually.

The steps that follow are for a Windows 2000 installation; please refer to the Avaya IP Office
CTI Link Installation Manual, 40DHB0002UKCC — Issue 4 (05/08/2002) for additional
information as well as the Windows 2000 and NT installation steps.

Step | Description
Install TAPI Wave Driver
1. | Login to the SE-AA server as administrator and go to Start — Settings — Control
Panel. In the Control Panel window that appears, double-click Add/Remove Hardware.
2. | In the Add/Remove Hardware Wizard Welcome window that appears, click Next.
3. | In the Choose a Hardware Task window that appears, select ‘Add/Troubleshoot a device’
and click Next.
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Step | Description

4. | In the New Hardware Detection window that appears, wait while the PC searches for a new
device.

5. | In the Choose a Hardware Device window, select ‘Add a new device’ and click Next.

6. | In the Find New Hardware window, select ‘No, I want to select the hardware from a list’
and click Next.

7. | In the Hardware Type window that appears, select ‘Sound, video and game controllers’
and click Next.

8. | In the Select a Device Driver window that appears, click Have Disk....

9. | In the Install from Disk popup that appears, click Browse... to navigate to the Wave32
directory on the Avaya IP Office User Applications CD, select the oemsetup.inf file, and
click Open.

10. | In the Install From Disk popup that appears, verify the pull-down field lists the path to the
Wave32 directory on the CD and click OK.

11. | In the Select a Device Driver window that appears, verify Avaya IP400 WIDWOD driver is
listed in the Models field and click Next.

12. | In the Start Hardware Installation window that appears, click Next.

13. | In the Completing the Add/Remove Hardware Wizard window that appears, click Finish.

14. | In the Systems Settings Change popup that appears, click Yes to reboot the system.
Ensure Avaya TAPI Wave Driver is only used by TAPI

15. | Login to the SE-AA server as administrator and go to Start — Settings — Control Panel.
In the Control Panel window that appears, double-click Sounds and Multimedia
Properties.

16. | In the Hardware tab of the Sounds and Multimedia Properties window, double-click Avaya
IP400 WIDWOD driver.

Sounds and Multimedia Properties 2| x|
Sounds | Audio Hardware |
Devices:
Mame | Tupe |-
451G CO-Rw CED-B080B 5CS1 CdRam D DWD/CD-R..
LU NEROD IMAGEDRIVEZ 551 CdRom De...  DVD/CD-R...
4]5 Creative SB AudioPCl 64 WD) Saund, vid...
‘: Avapa |PA00WIDWOD driver Sound, vid... ]
< Audia Codecs Sound, vid...
@% !_fag?cy_hudic! E)riw.ars !?nunu:!, wd LI
— Device Properties
tanufacturer: Lnknown
Hardware Revision: Mot available
Location: Unknown
Device Status: This device is warking properly.
Troublezhoot, . | Fropertiez |
Ok I Cancel | Lpply |
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Step

Description

17.

Properties tab.

Avaya IP400 WIDWOD diiver Properties

General |F'r|:||:|erties| Driver |

\@’: Avaya IPA00 WIDWOD driver

.

Device type: Sound, video and game controllers
b At acturer: Unkniovan

Location: Unkrown

— Device statug

In the Avaya [P400 WIDWOD driver Properties window that appears, go to the

Mo divers are installed for this device.

If pou are having problems with thiz device, click. Troubleshooter to
zhart the troubleshooter.

Device uzage:

Uze this device [enable)
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Step

Description

18.

In the Properties tab of the Avaya IP400 WIDWOD driver Properties window, double-
click Audio Devices to reveal the Avaya [P400 WIDWOD driver and double-click Avaya
IP400 WIDWOD driver.

Avaya IP400 WIDWOD diiver Properties 2 x|
General  Froperties |Driver I
Multimedia devices:
E(f]l'f Audio Devices
A . 5= | P00 WD OD driver
Froperties |
ok I Cancel |

19.

In the Avaya IP400 WIDWOD driver Properties window that appears, check Do not map
through this device and click OK.

Avaypa IPA00 WIDWOD driver Properties 2| x|

General |

@’\j Avaya IPA0DWIDWDD driver

Statuz: Driver iz enabled and functioning properly

™ Do nat map through this device

SENgE...

0k I Cancel | Apply
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Step

Description

20.

In the Changes Saved popup that appears, click OK and reboot the SE-AA server so the
changes can take effect.

Changesz Saved x|

@ These changes may naot take effect until you restart Windows.

4.3. Configuring the iVoice Speech-Enabled Auto Attendant

Step | Description
Enable incoming TAPI lines
1. | Log in to the SE-AA server and go to Start — Programs — iVoice.com — iVoice Media
Center to launch the Media Center.
2. | In the iVoice Media Center window that appears, select Settings — Tapi Line Selection.
3. | In the TAPI Extension Chooser window that appears, select all TAPI extension numbers
that will be enabled as incoming TAPI lines to the SE-AA server and move them to the
left-side of the window by clicking “<<”. In this example, IP Office Phone: 101 through
104 have been selected. When finished, click OK.
“e: iVoice Media Center
Settings  Auto Attendant  Woice Mail  window  Help
S| /2 5B RS
TAP| Ports: 0 Tatal Transfenred | Temminated
=¥ TAPI Extension Chooser
IP Office Phone: 101
IP Office Phone: 102
IP Office Phone: 103
IP Office Phone: 104
ER |
ak. Canicel
4. | Close and restart the SE-AA media center program for the changes to take effect.
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Step | Description
Settings
5. | Log in to the SE-AA server and go to Start — Programs — iVoice.com — iVoice Media
Center to launch the Media Center.
" iVoice Media Center -0l =|
Setkings  Auto Attendant  Voice Mail  Window  Help
3 22 BH RS ¢
Call Status
TAPI Portz: 4 | Tatal | Tranzferred | Terminated
1 [wAITING FOR CALL | 1 of 0
2 JWaAITIMNG FOR CaLL | -1 ]| a
3 JWwWaAITING FOR CaLL | -1 ]| a
4 [walTING FOR Call | 1 o i
[Stap [1119/2003 [1:01 PM 7
6. | Inthe iVoice Media Center window that appears, select Auto Attendant — Settings.
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Step | Description
7. | Inthe Settings window that appears, select the Miscellaneous tab and enter the desired

times for playing day and night prompts.

=101

E® Settings

— Promptz and Greetings
[ray Prompt Begin Time: Might Prompt Begin Time:

IDEI:EIEI A IEIE:EID Ftd
Uze After Hours Greetings On Weekends: Extension To Uze For All Initial Greetings:

Mo - I

— Confidence
b aximum Confidence Level:

Minimum Confidence Level:

o

ﬂ

— Dialogic
Dialogic Service Check W ait:

I Bzecs 'I

(] Cancel Apply

19 of 26
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Step | Description
8. | In the Settings window, select the Extensions tab and set Extension Digits (length of the
extensions on the switch) to 4, Administrator Extension to 4444, Supervisor Extension to
3333, Password (user-defined), Operator Extension Day (extension to which the SE-AA
routes calls after three failed call attempts) to 1000 and Operator Extension Night to 1000.
Click OK.
[E" settings 0] x|
Mizzellaneous | Pecordings  Extensions I Databasze I
b ailbox/E wtenzion Digitz: I 4 vI
Adrinistrator Estension: |4444
Supervizor Estenzion: |3333
O perator Extension Day: |'||:||:|q Pazeword: |1234
Pazzword must be at least 4
Operator Extenzion Might: |1 oon characters long [all numeric).
Pazsward can be a masimum of
Voicemail Estension: [2o72 2 characters [all numeric].
aFk. Cancel Apply
Note 6: The SE-AA does not support mixed extension lengths but it does support existing
extensions with the same length. For example, the SE-AA does not support all the
extensions of a switch configured with 3-digit and 4-digit extensions. The reader is advised
to take this limitation into account during provisioning with the SE-AA and ensure the
switch is configured with extensions of the same length.
Recording Prompts
9. | Place a call to the hunt group from an extension on the IP Office system. When the
welcome greeting plays, dial the supervisor extension, e.g., 3333, and enter the supervisor
password when prompted.
10. | To record the day greeting, press 1. Press 2 to record the night greeting. For both the day
and night greeting, press 1 to record, 2 to review the recording, or # to exit.
11. | Hang up when finished.
SCR; Reviewed: Solution & Interoperability Test Lab Application Notes 20 of 26
NAB 01/21/04 ©2004 Avaya Inc. All Rights Reserved. ivoice-ipotapi.doc




4.4. Configuring the Telephone Directory in the iVoice SE-AA

Step | Description
Adding Names to the Telephone Directory
1. | In the iVoice Media Center window, select Auto Attendant — Telephone Directory.
if. Telephone Directory (EN) _I_l- jm} ll
Title | First Mame | Last Name | Tel Ext. | Tranz. Ext. | Passward | Department

1 ‘BOB YASOUEZ 2511 2511

2 FRANCIS NGUYEN 2500 2500

3 MARKETING 2521 2521

4 REMUKA TAMKHMALE 2502 2502

5 RICK SAMPLE 250 2501

B SALES 2520 2520

7 TECH SUPPORT 2510 2510

Befresh Add Bow Delete Row Apply Ok Lancel Moare >
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Step | Description

2. | In the Telephone Directory window, click on the Add Row button at the bottom of the
window to add a blank row to the Directory. Enter the appropriate information in the
blank row. The password will default to the extension number if not entered. Click

Apply.
. .Telephone Directory (EN) Jo ] 4
Title First Mame Last Mame Tel Ext. Tranz. Ext. Pazzword Department

1 FRAMCIS MGUYEM 2500 2500
2 RICK. SabPLE 25 2501
3 REMUEA, TAMNEHIWALE 2802 2802
1 TECH SUPPORT 2510 2510
5 BOB WASOUEZ 251 2511
5 SALES 2520 2520
7 MaRKETING 251 2521
g BARMEY RUBELE 2522?

Eefrezh | Add Bow | Delete Howl Apply | oK | LCancel | More > |

If the name is in the dictionary, it will be saved in the Telephone Directory. If it is not in
the dictionary, a Media Center message box will pop up. Click OK.

Media Center x|

The Mame BARMEY could not be Found in the application's internal dictionary.
Please confirm the phoneset Far the title and press the 'add Mame' button to add it ko the internal dictionarsy.
Once you are done saving this name, click Apply button to resume saving.
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Step | Description
3. | If the name is not in the dictionary, return to the Telephone Directory window and click
More>>. The Telephony Directory window expands to show the Dictionary entry form on
the right with the word that is not in the dictionary as well as a generated pronunciation for
it. Click Add Name to add it to the dictionary.
: =100 x]
Tel Ext. Trans. Ext. Paszward Department IBAHNEY
| 25lJD| | 2EDD| Phonestlb aarniysp j #dd Name |
2501 2501 ~EBy Type
 Wowel r Fricative
202 2502 B alm aa Bird er That dh
2310 2310 Bat ae Bait 2y Thin th
2511 2511 Bt ah Eit ih Fan f
Bought  ao Beet iy Yat ¥
2520 2520 Bout a Boat Qi Sue 3
2521 2521 About  ax Boy ay Shoe zh
2592 Bite ay Book uh Zoo z
Bet eh Boot i Measure  zh
- Semitowel i Affricatives
Led | Met i Cheep ch
Red r Met il Jeep
Wed w Button en
ety Thing  ng
Hat hh
—Silence——————————
Silence =il Short Pauze =p %Igjﬁéhetically |
Ok | LCancel | <« Less |
If the name is added successfully to the dictionary, the following message pop up will
appear. Click OK.
x
@ The name EARMEY and the corresponding phoneset were added to the internal dickionary.
4. | Return to the Telephone Directory window and click Apply to save the entry into the
Telephone Directory.
5. | Repeat Steps 2 - 4 for all names that need to be added to the dictionary. When done, click
OK.
Note 7: iVoice has tools available to import a large quantity of names and extensions.
Please refer to the product documentation to learn how to do this.
Recording Names
The SE-AA system will pronounce a person’s name based on the dictionary entry defined
for the name. Users have the option of recording their names for the SE-AA system to use
instead.
6. | Dial the SE-AA hunt group extension from an extension on the IP office system. When
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Step | Description

connected to the SE-AA, dial the Administrator Extension, e.g., 4444.

7. | When prompted, dial the extension of the name you will be recording.

9°

Press 1 to record the name, 2 to review the recording, or # to exit.

9. | You may only record 1 name at a time. Repeat Steps 6 - 8 to record more names.

5. Interoperability Compliance Testing

This Interoperability Compliance Test included feature, functionality and performance load
testing. Feature and functionality testing examined the SE-AA’s ability to properly transfer
inbound and internal calls to the appropriate destination extension (digital, analog, IP phone)
regardless of whether the caller used voice or DTMF input. Performance load tests verified the
configuration to continue operating under load.

5.1. General Test Approach

Feature and functionality testing was performed manually. Inbound calls were made to the IP
Office system from analog, T1 and PRI trunks as well as internal extensions. The IP Office
system routed the calls to the SE-AA, which transferred the calls based on speech recognition, or
DTMEF input of a valid extension number on the IP Office system. Analog loop start trunks from
the central office were connected to the IP Office. T1 trunk connectivity to the central office was
simulated during testing by connecting the T1 port on the IP Office to an Avaya Communication
Manager system. The configuration was changed to PRI on both systems for the PRI test cases.

Performance testing was accomplished by utilizing call generation tools for placing and
receiving calls from T1 to analog station ports. Analog station ports on the call generation tool
were connected to analog station ports on the IP Office Phone Expansion Module of the IP
Office system. Call generation tool scripts were written to place calls to the SE-AA configured
hunt group on the IP Office system. Each script barged in on the Welcome greeting and spoke a
different name or department. The SE-AA then transferred the calls to the appropriate
destination extension. The call generation tool script on the destination extension verified the
incoming call was from the proper source.

5.2. Test Results

All feature, functionality, and performance test cases passed successfully. Overnight
performance testing at a rate of approximately 525 - 535 BHCC was conducted on the SE-AA
system provided for compliance testing. The SE-AA was provisioned with four (4) TAPI Wave
extensions. Performance statistics were captured on the SE-AA server to ensure that it was able
to handle the call volume.

6. Verification Steps

The following steps can be used to verify system operation after a field installation:

= To verify the SE-AA is operating properly for internal calls: place a call to the SE-AA
hunt group from an IP Office extension. Verify the SE-AA Welcome greeting plays and
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either speak a name or department, or enter a valid extension number on the IP Office
system. Verify the call is transferred to the correct extension.

= To verify the SE-AA is operating properly for external calls: place a call to the IP Office
system through one of the trunks assigned to the SE-AA hunt group. Verify the SE-AA
Welcome greeting plays and either speak a name or department, or enter a valid
extension number on the IP Office system. Verify the call is transferred to the correct
extension.

7. Support

Customers should call the iVoice Customer Service Center when having problems related to the
Speech-Enabled Auto Attendant. iVoice will then determine the nature of the problem and
recommend the best plan to the customer whether it is to:

= Fix the problem through remote access.

= Dispatch, at iVoice’s discretion, on-site technical support.

For technical support on Speech-Enabled Auto Attendant, contact the iVoice Customer Service
Center at (732) 441-7700 and dial x217 or say “Tech Support”. Technical support email can be
sent to techsupport@ivoice.com.

8. Conclusion

These Application Notes describe the required configuration steps for iVoice’s Speech-Enabled
Auto Attendant to successfully interoperate with Avaya IP Office System. Features,
functionality, and performance were validated. The SE-AA speech recognition engine goes
through an initial tuning period where the system adapts to the speech levels, noise levels, and
line clarity of the phone system it is using. Adaptation allows the system to accurately identify
call recipients through speech.

The SE-AA does not support mixed extension lengths but it does support existing extensions
with the same length. For example, the SE-AA does not support all the extensions of a switch
configured with 3-digit and 4-digit extensions. The reader is advised to take this limitation into
account during provisioning with the SE-AA and ensure the switch is configured with extensions
of the same length.

9. Additional References
Avaya IP Office CTI Link Installation Manual, 40DHB0002UKCC — Issue 4 (05/08/2002).

Avaya IP Office Installation Manual, 40DHB0002USCL, Issue 8 (03/07/2003).

iVoice Speech-Enabled Auto Attendant System Guide, Version 3.1.0.
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subject to change without notice. The configurations, technical data, and recommendations
provided in these Application Notes are believed to be accurate and dependable, but are
presented without express or implied warranty. Users are responsible for their application of any
products specified in these Application Notes.

Please e-mail any questions or comments pertaining to these Application Notes along with the
full title name and filename, located in the lower right corner, directly to the Avaya
DeveloperConnection Program at devconnect@avaya.com.
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