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1. Overview

This document describes how to install, configure and run the OfficeServ IVR.

1.1 S/W Architecture

As depicted in the Figure 1, the IVR consists of the five modules.

e Engine: self menu scenario (shortly, scenario) execution and monitoring
e Scenario Builder: scenario management

e Call Recorder: call recording

e Supervisor: web-based configuration and administration

e System Configuration: IVR system configuration

=
e
=
e il
SE_l—=S)— =4
B EaE ACD Agents
OfficeServ \ I
Ve
— e 1-—.-_‘_ /
1—&&{
—
Customer
DE IVR Customers

[Figure 1] Architecture

1.2 Features

Table 1 provides the definition of terminologies used in OfficeServ ACD and IVR

Terminology Definition/Description

Split Unit of call routing, group of agent with like skill/level
Group management-purposed pool of splits
Division management-purposed pool of groups

The place where the calls stay while waiting for the next available agents. Split and

Queue
queue are 1-to-1 mapped

Queue ID Queue (Split) Identifier. For queued call, different wait comfort message can be set per

(or Split ID) queue ID in the RAD or IVR

IVR V1.5.2.0 Quick Guide (How to Install, Configure and Run) Page 7



For CLI/DID routing, there’s an option whether to play welcome message before sending

Message ID the call to the destination split. If message ID is configured, the call which satisfies

CLI/DID routing condition is routed to RAD or IVR to play the greet message.

When the caller enters DTMF input, IVR determines the service code with which the

Service Code target split to request the agent is determined. The mapping between the service code

and split is registered in the ACD Supervisor

System default split where the call without destination split is routed.

Default Split For example, the call with no or invalid queue ID, service code, message ID is routed to

the default split.

IVR call Call routed to the IVR to listen to the greeting message message

IVR queue A pool where the calls routed to the RAD/IVR wait for the available RAD/IVR ports.

[Table 1] ACD/IVR Terminologies

Three basic routing rules of ACD are the following.

CLI: If caller's number (CLI) is a specific number registered, then route the call to the
corresponding split.

DID: If caller's dialed number (DID) is a specific number registered as DID routing, then
route the call to the corresponding split

IVR: Pass the call to the IVR to listen to the welcome message and get the DTMF input to

determine the destination split.

From OfficeServ perspective, there are five ports configured for ACD

Trunk port: the port where the customer call to ACD bypasses through

ACD gateway port: the port where the customer call to ACD arrives

ACD queue port: the port where the customer call waits for the available agents

IVR port: the port where the customer call is cared by RAD/IVR for greet message or wait
comfort message

Agent port: the port where the agent phone is configured

A customer call to ACD passes through the trunk port and is transferred to the ACD G/W. If the

routing rule configured per trunk port needs the IVR/RAD service, the call is transferred to the IVR

port to listen to the message. If no message service is needed, the call is transferred to the ACD

gueue port to wait for the available agent of the target split. The call waiting in the ACD queue port

goes to IVR port to listen to wait comfort message at every queue message interval configured per

split (queue). After finishing the wait comfort service, the call returns to the ACD queue port. When

IVR V1.5.2.0 Quick Guide (How to Install, Configure and Run) Page 8
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an agent becomes available in the target split, the call is transferred to the agent port (idle

extension port).

By Definition, the call which isn't sent to the ACD queue port for agent request is called “IVR call”.
The call which is sent to the ACD queue port is called ACD call wherever the call is disconnected
(e.g. call disconnected at IVR port while listening the wait comfort message is classified as “ACD
call”). The callback request call is classified “ACD call” since the callback request is submitted to

each corresponding ACD split.

Table 2 describes all routing combinations available on trunk ports. If the IVR is not used with ACD,

only the first four routing rules will be available.

Routing Description

CLI If caller’'s number is found in the CLI routing list, route the call to the target split.
Otherwise, route the call to the default split. When the CLI routing is applied, if the
message ID is available the call is routed to RAD or IVR to play the welcome

massage before routed to the target split.

DID If DID number is found in the DID routing list, route the call to the target split.
Otherwise, route the call to the default split. When the DID routing is applied, if the
message ID is available the call is routed to RAD or IVR to play the welcome

massage before routed to the target split.

CLI - DID If caller’'s number is found in the CLI routing list, route the call to the target split.
Otherwise, check the DID routing list. If DID number is found in the DID routing
list, route the call to the target split. If neither CLI routing nor DID routing is

available, route the call to the default split

DID — CLI If DID number is found in the DID routing list, route the call to the target split.
Otherwise, check the CLI routing list. If CLI number is found in the CLI routing list,
route the call to the target split. If neither DID routing nor CLI routing is available,

route the call to the default split

IVR Route the call to IVR. When the IVR self menu is completed, the call is routed back
to the ACD split depending on the service code which is determined by the DTMF
input, or routed back to the specific agent number. If no service code (or agent

number) is available or valid, the call is routed to the default ACD split.

CLI -» IVR Apply the CLI routing. If CLI routing is not available, apply IVR routing.

DID —» IVR Apply the DID routing. If DID routing is not available, apply IVR routing.

IVR V1.5.2.0 Quick Guide (How to Install, Configure and Run) Page 9
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CLI - DID - IVR Apply the CLI routing. If CLI is not available, apply DID routing. If DID routing is

not available also, apply IVR routing.

DID — CLI —» IVR Apply the DID routing. If DID is not available, apply CLI routing. If CLI routing is

not available also, apply IVR routing.
[Table 2] Basic Routing Combinations
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[Figure 2] ACD/IVR Call Flow (not up-to-date)

Figure 2 illustrates the call flow between ACD Server, IVR and Agent. When a new call arrives at

ACD gateway port, if IVR routing is configured, the call is routed the IVR. In the IVR, the target split
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is determined based on the caller’s input via DTMF digits. Integrated with customer DB, the caller’s
personal information such as customer ID, customer level, and customer type is searched,

authorized and transferred to the Agent program.

When new call arrives at the IVR port, the Engine determines its type and triggers the
corresponding event for processing the call. There are four events triggered based on the incoming
call type.

e DEFID: Greet message for IVR routing call from ACD

e QUEID: Per-split wait comfort message for ACD queued calls

e MSGID: Per-message-ID Greet message for CLI/DID routing call from ACD
e OFF HOOK: IVR direct or incoming call from UCD

1.2.1 Engine

e Various prompt options (See Figure 2)
o Calltypes
= New call WITHOUT target split
= New call WITH target split thru Message ID determined by CLI/DID
= Queued call
o Different messages per CLI/DID/trunk
o0 Call routing to VMS (SVMi or IP-UMS)
o Operable either with ACD" or UCD
e TTS (Text-To-Speech)
e Commercial customer DB integration through ODBC
e Data transfer to ACD for personalized call service
o Callback
0 Customer information (customer level, customer ID, etc.)
0 Target ACD queue ID based on DTMF detection
e Monitoring
o Port status
o Call flow
0 DTMF detection

1.2.2 Scenario Builder

e Two views for scenario

o0 GUI View and Code View (XML)
e Scenario management

o0 Create/Modify/Delete

o0 Upload to (Download from) DB

! For playing voice prompts, the ACD can use either of RAD (Recorded Announcement Device) or .

IVR V1.5.2.0 Quick Guide (How to Install, Configure and Run) Page 11



e Scenario simulation
o Compile
0 Debug with break point

1.2.3 Call Recorder

e Calltypes
0o VoIP/PSTN
e Recording method
0 Intrusion

o Port mirroring (2008 Fall)
e Recording Type

0 Ondemand (request upon IVR Supervisor or ACD Agent)

o Total (2008 Fall)

1.2.4 Supervisor

It provides web-based configuration, administration and execution of IVR system.

e Scenario management
0 Create/Modify/Delete
0 Upload to (Download from) DB
e Engine administration
0 Scenario execution
o0 Port monitoring
0 Call statistics
e Call Recording
0 Recording device configuration
0 Call recording with status monitoring
o0 Call record history search
e System configuration

1.2.5 System Configuration

¢ |VR configuration: CODEC, ACD linkage, etc.

e Switch configuration
e TTS configuration

e License management
e Log management

IVR V1.5.2.0 Quick Guide (How to Install, Configure and Run)
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! OfficeSery IVR System Configuration
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[Figure 3] System Configuration

1.3 General Specification

Language: English

OfficeServ: 7200 and 7400 (MP V4.21 or above)

DB: SQL Server/Express

Operating System: Windows NT, XP, 2003 Server, Vista
Required S/W: .Net Framework 1.1 or, IS (Internet Information Server), OfficeServ
Link V3.0.0.3 (March 10, 2008), OfficeServ ACD V3.1
H/W Specification:

1.4 License Policy
# switches (2009-2010)

O O O O

# IVR ports

# TTS processors
# TTS languages

1.5 Organization

This document is organized as the following.

Chapter 2. Preparation

Chapter 3. Installation
Chapter 4. Configuration
Chapter 5. Creating IVR Scenario

IVR V1.5.2.0 Quick Guide (How to Install, Configure and Run)
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Chapter 6. Running
Chapter 7. Trouble Shooting
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2. Preparation

2.1 MMC for ACD Integration
Note: The MCP Version should be V4.21 or above.

MMC

Description

841

Set feature license

From SIP STACK ALLOW, set # SIP trunk and # IVR/UMS ports

857

Assign virtual slot to IVR/UMS (usually C4:S9)

225

For each IVR/UMS ports, set the type (IVR or UMS)
Note: IVR port number should be greater than UMS port number

820

Set unique Link ID

206

Barge-in type // for call recording

NO BARGE-IN < WITH (or WITHOUT) TONE

501

Set the recall time
e  #71 Recall Wait Time: ringing time at source after recall before transfe
default operator group

e  #77 Transfer recall time: ringing time at destination before recall

rred to

724

Check the numbering plan
e  Trunk number
. Station humber
e Virtual extension number

. IVR/UMS number

601

Station group setting for ACD G/W, Queue and IVR(UMS)
Set 5001 for ACD G/W

. Ring Type: DISTRIBUTED

. Next Port: 5039

e  Assign members with virtual extension numbers obtained from MMC 724

. Max simultaneous new calls + 5
Set 5002 for ACD Queue

. Ring Type: DISTRIBUTED

e  Assign members with virtual extension numbers obtained from MMC 724
Set 5039 for IVR

. TYPE: BI-VMS

. Ring Type: DISTRIBUTED

e  Assign members with IP-UMS numbers obtained from MMC 724

701

COS Content (01) - Usable Feature and set
19 EXT FWD < YES
23 FORWARD < YES
37 OUT TRSF < YES
38 OVERRIDE < YES
55 SECURE < NO
66 VM REC < YES

IVR V1.5.2.0 Quick Guide (How to Install, Configure and Run)
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68 VMS REC «< YES

830 Set System IP ADDR

. Set MCP IP address

e Set MCP G/W IP address

. Set the CTI Server IP (OfficeServ Link IP)
. Set IP-IVR Server IP

831 . Set MGI IP address
. Set MGI G/W IP Address.

835 MGI DSP Option Address
e Set MGI3 — CODEC E.g. G.729 —20ms
e DTMF Type < OUTBAND

Note G.723 is not supported in IVR

102 No FWD setting for Agent station

207 Set ACD G/W, Queue Ports to ‘Normal Port’ (NO ‘VMAA Port’)

722 For agent station, set one call button (no incoming call while the agent is
busy)

[Table 3] MMC for ACD/IVR (Single-Switch)

2.2 MMC for UCD Integration
*V1.5.2.0 doesn'’t support the integration with UCD

MMC Description

206 Barge-in type // for call recording
NO BARGE-IN < WITH (or WITHOUT) TONE

501 Set the recall time
e #71 Recall Wait Time: ringing time at source after recall before transferred to
default operator group

e  #77 Transfer recall time: ringing time at destination before recall

600 OPERATOR GROUP
. Set the default operator group

. e.g. 1: 5000

724 Check the numbering plan
. Station (extension) number
. MGI number

. IVR number

601 Station group setting for UCD, Default Operator and IVR
Set 5000 for default operator group

. Ring Type: DISTRIBUTED

e Type: Normal

. Overflow Time (time before transferring to the next group)

IVR V1.5.2.0 Quick Guide (How to Install, Configure and Run) Page 16



. Next port: None (the group to transfer next)

. Group Transfer Time

. Group busy: Off (in case of all members are busy, whether to consider the group is
busy or not)

e  Assign members with extension humbers obtainable from MMC 724

Set 5001 for UCD Queue

. Ring Type: DISTRIBUTED

. Type: UCD Group

e  Overflow Time

. Next port: 5000 (default operator group)

. Group Transfer Time

. Group busy: On

e  Assign members with extension numbers obtainable from MMC 724
Set 5039 for IVR port group

. TYPE: BI-VMS

. Ring Type: DISTRIBUTED

e  Assign members with IVR port numbers obtainable from MMC 724

701 COS Content (01) - Usable Feature and set
19 EXT FWD < YES
23 FORWARD < YES
37 OUT TRSF «< YES
38 OVERRIDE < YES
55 SECURE < NO
66 VM REC < YES
68 VMS REC < YES

830 Set System IP ADDR

e  Set MCP IP address

. Set MCP G/W IP address

. Set the CTI server (OS Link) IP
. Set IVR Server IP

831 . Set MGI IP address
e Set MGI G/W IP Address.
835 MGI DSP Option Address
e Set MGI3 — CODEC E.g. G.729 —20ms

e DTMF Type < OUTBAND
Note G.723 is not supported in IVR

607 UCD group option
e  #0 FIRST MSG: the first message to play in case all the members are busy
e #1 SECOND MSG: the second message to play in case all the members are busy

e  #2 EXIT CODE: the digit for Message Termination on Digit

o  #3 RETRY COUNT: # repetition for SECOND MSG

IVR V1.5.2.0 Quick Guide (How to Install, Configure and Run) Page 17



e #4 FINAL DEST: in case no member is available after playing max SECOND MSG,
the destination to transfer

e  #6 UCD RECL: MOH (Music On Hold) interval between SECOND messages

. #7 MOH SOURCE

e  #8 WRAP-UP: transition time for the member before get the new call

e  #11 AGENT PIN #: pin number for the agent to log on the UCD group

. #12 GBUSY NEXT < ON
It determines whether to transfer to the next port without waiting for OVERFLOW
TIME (MMC 601) in case of all agents are busy.

[Table 4] MMC for UCD/IVR (Single Switch)

2.3 MMC for Multiple MGI Cards

The following are the MMC checklist for setting multiple MGI cards.

MMC Description

601 Register all UMS Dial No. (e.g. 8651-8666) to a station group (e.g. 5039) with BI-VMS type
615 Add all MGI Dial No. (e.g. 3801-3816) to every item in MMC 615 sub-menu USER

724 Register MGI Dial No. (e.g. 3801-3816) and UMS Dial No. (e.g. 8651-8666)

806 Check if the switch recognizes all MGI cards

831 Check the IP addresses of all MGI cards

835 Check the MGI DSP option CODEC = G.729 -20ms

[Table 5] MMC for Multiple MGI Cards

2.4 Microsoft lIS
The MS IIS v5.0 or higher is required to run the IVR Supervisor

2.5 .Net Framework

IVR requires .NET Framework v1.1 or higher. If .Net Framework is installed before IIS then run
“aspnet_iisreg.exe” which is located in the framework directory under the Windows OS directory,

C:\WINNT\Microsoft.NET\Framework\v1.1.4322\aspnet_iisreg.exe —i

2.6 Microsoft SQL Server or Express

This section will describe how to install, configure and run the MS SQL Express 2005.
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(1) Download and install Windows Installer V3.1
To download setup, visit http://www.microsoft.com/downloads/details.aspx?FamilylD=889482fc-
5f56-4a38-b838-de776fd4138c&DisplayLang=en

(2) Download and install SQL Express.
To download setup, visit http://www.microsoft.com/downloads/details.aspx?FamilylD=220549b5-
0b07-4448-8848-dcc397514b41&displaylang=en

(3) During SQL installation, set the Authentication Mode to SQL Server and Windows
Authentication.

i Microsoft SQL Server 2005 Express Edition Setup

Authentication Mode

The authentication mode specifies the security used when
connecking ko SGL Server,

Select the authentication mode to use For this installation,

() windows Authentication Mods

(%) Mixed Mode {windows Authentication and SQL Server Authentication)

Specify the sa logon password below:

Enter passward:

|*********

Canfirr passwiord:

|*********

< Back ] [ Mext = ] [ Cancel

(4) Allow remote connection
For more information, visit http://support.microsoft.com/default.aspx?scid=kb;EN-
usS:914277

(5) From SQL Server Configuration Manager, set the Start Mode of Server to Automatic.
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SQL Server Configuration Manager

File  Action Miew Help

= BB 2

@ SOL Server Configuration Manager (Local) Marme l State l Start Mode ] Process ID l Service Type ] Log On As
: ) _ @SQL Server (SQLEXPRESS) Unning Automaf 1764 SGL Server MT AUTHORITY\MebwarkService
=+ 4. 5QL Server 2005 Metwork Configuration ‘E)SQL Server Browser Running Automatic 620 SCL Browser MT AUTHORITY\NetwarkService

E E«‘—_ Protocols For SQLEXPRESS
E % S0L Mative Client Configuration
- Eb Client Protocols
5 Aliases
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3. Installation

(1) From IVR folder, double click setup.exe

setup.exe
Setup.exe
¥ Irstallshield Software Corpora. ..

(2) Click Next

OfficeServ IVR - InstallShield Wizard [E|

Welcome to the InstallShield Wizard for
OfficeSery I¥YR

The InstallShield® ‘wizard will install OfficeSer: VR on
wour computer. To continue, click Mest,

< Back MEHD |[ Cancel
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(3) Agree with User License Agreement and click Next

OfficeServ IWR - InstallShield Wizard

Licensze Agreement

Pleasze read the following license agreement carefully.

|

Software License Agreement & Limited ' arranty
Faor OfficeSery Meszenger for OfficeSern: K.epphone Senies.
Samzung Electronics Co., LTD.

IMPORTAMNT, READ CAREFULLY:

Thiz Samzung End-Uzer License Agreement [EULA] iz a legal binding aareement bebween
youl [either an individual or an entity] and Samsung far Samsung software product
identified abowe, which includes computer software and may inchude printed matenal, and
"onling" or electronic documentation [MSOFTWARE"]. By instaling, uzing the
SOFTWARE, pou indicate your acceptance of thiz Samsung Licenze Aagreement. IF pou

(#)1 accept the terms of the license agreement

{1 do not accept the terms of the license agreement

< Back " Hemt » ][ Cancel

(4) Enter license key and click Next

OfficeServ IWR - InstallShield Wizard

Customer Information
Pleaze enter your informatior.

Fleaze Enter the Licenze Fey

License key: | KRJWNGHN-TXANUYNN-ADMZHECY-LLDE IEBG-CSMIJIEX- W YNIICH

¢ Back " MHest > ][ Canicel
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(5) Check the checkbox to install RealSpeak 4.0 (TTS) and click Next

OfficeSery IVR - InstallShield Wizard

Setup Type

Select the setup type that best zuitz your needs.

Select fram the options below.

< Back " Mewt > l[ Cancel

(6) Choose IVR installation folder and click Next

OfficeSery IVR - InstallShield Wizard

Choosze Destination Location

Select folder where setup will install files.

Setup will ingtall OfficeSery VA in the following folder.

Toinstall ta thig folder, click Nest. Tao install to a different folder, click Browse and select
anather folder.

Dreztination Faolder

C:h ASamzung ElectronicshOfficeSer [VE

< Back ]UEHD |[ Cancel ]
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(7) Enter ACD IP (or DNS name) and click Next

OfficeServ IWR - InstallShield Wizard

Please enter IP Addreszes for the following.

Setup requires the details for the following

[WF Engine | localkhost |

sCDIP | 1EE.212.88171 |

Wweb |P | lozalbiost |

< Back " MHest » ][ Cancel

(8) Enter switch information and click Next

OfficeSery IVR - InstallShield Wizard

Switch IP Address(es)
Fleaze enter Switch IP Addrezs(es).

MCP IP Address kG P Address Link T Dezcription
400 CP TA00MGI 200 057400 in the lab
MCP IP Address MGI IP Address Link 1D Description

| | | &=

R T
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(9) Wait while IVR is configuring

OfficeServ IVR - InstallShield Wizard

Setup Status

OfficeSery VA iz configunng your new software installation.

IIIIIlllIIIlllIIIlllIIIIIIIIIIIIIlllllllllllllllllllllq

Cancel

(10) Enter DB instance name, login ID (sa or sa privilege account), and password.
For SQL Express, the instance name is SQLEXPRESS. Click Save.

) OfficeSery IYR Database Configuration [®
SOL Setkings
S0L Instance | 165,215,109, 185,S0LEXPRESS
Usernarne | c3

Passwiord | koot

Path to Database: | CASOLDE

Save \| @ Cancel \|

(11) Click Yes to delete existing IVR Database
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IVR Database Configuration Utility |g|

Femove old database?

(12) Click Yes

Office5ernv IVR Database Configuration |g|

Before pressing "YES" button make sure
IVR should be stopped.

Do wou weank ko conkinue 7

(13) Click OK

OfficeServ IYR Database Configuration E|

Successfully created DSM's

(14) Click Next to install, modify, repair or remove RealSpeak setup.exe

i RealS peak 4.0 - InstallShield Wizard

w - I
g i ."' ’xt . 3 Welcome to the InstallShield Wizard for
3 ’! _:"ﬁ j 88 RealSpeak 4.0

P The Installshield(R) Wizard will allow wou bo modify, repair, or
SPEE(h“;%t"! éélﬂllllﬂllsnaﬁ remove RealSpeak 4.0, To continue, click Mext,

| Mext> [ Cancel
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(15)Choose RealSpeak setup option

i RealSpeak 4.0 - InstallShield Wizard X

Program Maintenance )
it s thaans

Modify, repair, or remove the program, tom Scansoll

Change which program features are installed, This option displays the
Custom Selection dialog in which vou can change the way features are
installed.

Repair inskallation errors in the program, This option fixes missing or
corrupk files, shorkcuts, and reqistry entries,

Remove RealSpeak 4.0 from wour computer.

< Back ” Mexk = ] [ Cancel

(16) Click Install

i RealSpeak 4.0 - InstallShield Wizard X

Ready to Repair the Program
L N . et sitiang

The wizard is ready to begin installation. trom SeanSon’

Click Install ko begin the installation,

If wou wank ko review or change any of your installation settings, click Back, Click Cancel ko
exit the wizard.

< Barck ]| Install i [ Cancel
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(17) Click Finish
i RealSpeak 4.0 - InstallShield Wizard X

|-r - - " :
g ,! "';S :_:‘j ¥ InstallShield Wizard Completed
£ -

The Installshield Wizard has successfully installed Realspealk

SpeechWorks" solutions 4.0, Click Finish ta exit the wizard.

from ScanSoft’

(18) Click Finish
OfficeSery IVR - InstallShield Wizard

InstallShield Wizard Complete

The InztallShield \Wizard haz succeszfully installed OfficeSery
VR, Click Finizh to exit the wizard,
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(19) Install RealSpeak 4.0 language pack as many as licensed.
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4. Configuration

To configure the IVR, from the Programs menu or desktop, start the IVR System Configuration.

M@ OfficeSery IVR

Call Recorder
Supervisar |
E Engine Configuration
m Scenario Builder

) oOfficeSery ACD

L‘J Swskem Configurakion

From each tab of IVR System Configuration, configure the IVR as the following:
e System Settings
0 License update
0 Log level settings (0 - 5, 0: NONE, 5: HIGH)

() Officesery IMR System Configuration 3]

System Settings | DB Settings | Switch Connections | IVR Engine | Call Recorder | TTS Sektings
License Information
Current License: | kR IMNCHN-TXQMUYMN-ADMZXBCY-LLDETERG-CSMEJIES-TWYNITCH
Connected System MAC Address: OOO0FO7FEFASS MaC Type: Compuker
Licensed MAC fddress: Q000FOFEFASS License Type: M
Switch Count: 1 I¥R. Ports: &
Text-to-Speech (TT3) Processars: 24 TTS Languages: 10
Mew License Key | E Update |
IVR Settings
I¥R Server IP Address or DNS Mame | localhost B save |

L | = }
Supervisor IP Address or DMS Mame | lacalhost @ e | B Reset |
@ Close |
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) OfficeSery IWR Debug Log Configuration [>¢]

Call Recorder Logs
Log Level | ¢ _+| Max File Size (MB) [g _+| Delete After [z —=| Hours
= = r="

Log Folder: |C:'|,P'r|:u;|ram Files\Samsung Electronics\officeSery VRS CallRecorderiL ... |

Syskem Configuration Logs

Log Level | 1 j Max File Size (MB) | 5 ﬂ Delete After |48 ﬂ Haurs

Log Folder: |C:'|,P'r|:u;|ram Files\3amsung ElectronicsyOfficeery IVRCommoniLog L]

IR Engine Logs
Log Level | 1 j Max File Size (ME) | > ﬂ Delete After | 48 ﬂ Hours

Log Folder: |C:'|,F'r|:u;|ram Files!Samsung ElectronicsiofficeSery IVRIEngineiLog L]

I¥R Scenario Builder Logs
Log Level | 1 j Mar File Size (MB) | 5 jl Celete after |48 ﬂ Hours

Log Folder: |C:'|,P'r|:u;|ram Files!3amsung ElectronicsiOfficeSery IVRBuilderiLog ... ]

Supervisor Logs

Log Level | 1 j Max File Size (ME) | ﬂ Delete After |4E‘ jl Hours

Log Falder: |C:'I,InetpuI:n'l,wwwru:n:nt'l,I'-.-'RSupewis::-r'l,IPI'-.-'RLn:ng L]

B save | [X cancel |
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e DB Settings: SQL Instance and Login information (ID and Password)

) OfficeSery IvR System Configuration [>¢]
Syskem Settings | DB 3ettings | Switch Conneckions | IR Engine | Call Recorder | TTS Settings
S0 Settings

SOL Instance | 165.213.109.185\5QLEXPRESS

Liser Marne |sa

Password | Hoksbskokk

Path to Database: [ (C:y5qLDE -

| E Save .
(B Reset |
=] Close .
e Switch setting: MCP IP (MMC 830), MGI IP (MMC 831), Link ID (MMC 820)
() Officesery IMR System Configuration *
System Setkings | DB Setbings | Switch Connections | IvR Engine | Call Recorder | TTS Sektings
Switch Connection Lisk
MCP IP MEIIP | LnkID | Awvalabilty | Description
165,213.858,151 165,213,88,152 300 Mok Ayvailable OfficeSery 7400
165.213,109,119  165,213,110.58 200 Hevailable OfficeSery 500
] New | ‘B Edit | B pelete |
@ Close
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e |VR Engine: ACD Server IP

) officeSery IVR Syskem Configuration X
Syskbem Settings | DB Settings | Switch Conneckions | IVR Engine | Call Recorder | TTS Settings
Engine Settings
ACD Server IP Address or DNS Mame |:,:,,:a||-,,:,5t
Select Folder ko Store Woice Prompts: |C:"?"?‘Pr|:|gram FilesSamsung Elec -
‘B save |
B Reset |
[ Close |
e Call Recorder: Network Adaptor
() OfficeSery IMR System Configuration (3]
Systemn Setkings | DB Sethings | Switch Connections | IYR Engine | Call Recorder | TTS Settings
Recording Settings
Mebwark Connection 1 - Mebwork adapter 'Broadcom 4405 107100 Integrated Contraller |
Maxirurm Recording Length {in minutes) | 1 (Range 1 to 120
Recording Timeout {in seconds) |1|:| j
Maxirmum Recording Space (in ME) | 1024
Space Tolerance {in %) | 5
Recording File Format |'-.-'-.-'F'.'-.-' j
Select Folder to Store Recordings | Ct\Program FilesiSamsung Eler _ '|
Outbound TCP Part li = )
kb ar (B save )
Listening TCP Port li —
Xl Reset |
2] Close
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TTS (Text-To-Speech): Default language setting and speech speed adjustment.

) OfficeSery IVR System Configuration 3]
Swstem Settings | DB Settings | Switch Connections | IVR Engine | Call Recorder | TTS Settings
TT5 Settings
Available Languageaice Lisk Selected Languagevoice List
Language | Yioice |A Language: | Yioice
american English Jennifer | American English ill
american English Tom — |
American English Samanta
Amnerican English katen )
American English Lee 4+ |
Basque Arantxa i
Belgian Dutch Ellen < >
Brazilian Portuguese Raquel
British English Daniel
British English Ermily = SEEEEILLL
British English Serena o Defaul | fmerican English - Jill
Pt P P oY Talim
(@] SpeechTest |[F save |[3 Reset |
@ Close
To adjust the speech rate, click “Speech Test".
) Speech Test 3]
This is the test sentense for adjusting the speech rate.|
Speech Rate = - .
Min g M [® cancel |
[ \
Pl 3
. (@ e )

Enter the texts in the text box and press “Play” button. Move the speech rate bar to adjust the
speech speed.
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5. IVR Scenario Builder

This chapter describes how to create an IVR self menu scenario.

IVR scenario consists of controls where the control is the basic building block of call controls in IVR
system. One Line Manager control and one On Hook control are mandatory where Line Manager

receives the call and On Hook control disconnects the call.

From the Programs menu or desktop, start the IVR Scenario Builder.

Call Recarder

Supervisor l ﬁ 1
n

Engine

M@ Officesery

IvR

(1= ]
Builder

Scenario Builder

S i S

System Canfiguration

) OfficeSery IVR Scenario Builder [=IE1%)
File Edit  Wiew Debug ODrawing 3ettings Help
v x
=] Sample-091 407, vl
k =@ Contrals
- +-E Line Manag
r".} +- 0 Plap Prompt
M +- B Split Call
+- B OnHook
) #- O Get Digits
‘!? + @ SendData
T =B Find Data
- O FindCu
@ =-E Prompts
ietDigits1
@ LineManager1 Greeting
e a]lFlavPro
P |DIS I HangUp
PLY < >
DTR Il
L5 | :
M5G-default Praperty Waluel
Contral Mame Agent
Comment Please en|
M3E-1
Mormal
GetM3G0pHan Cust-AR.
M5G-2 o
>
e < >
* [Compilation started at September/30/2007 14:56:12
Load successhul
Compilstion finizhed at S eptember/30/2007 14:56:12
Ready-5 ample-091407, xml

[Figure 4] IVR Scenario Builder

Create the IVR scenario with point-and-drop, copy-and-paste operations.
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1. scenario should have Click the control to put into the scenario from the control bar

2. Drag-and-drop the control.

o al

BILENEIE

3. Each control has its attributes called “property”. Double click the control to open the

Property window and edit the property.

Table 6 summarizes the controls available with IVR. Table 6 describes the properties common to

all controls.

Controls

Description

Line Manager

|

Receive incoming calls

Manage a group of IVR lines (relative number)
Option to link with ACD

Option to use TTS

Configure the customer database used in the scenario

Split Call

<)

Branch calls to different control depending on

CLI

DID

Trunk number
Message ID

Queue ID (Split ID)

Play Prompt Play voice messages
Get Digit Get DTMF input from the caller and associate the DTMF with the ACD Service Code

)
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Send Data

Enabled with ACD

e Available to calls without associated split (i.e. No Queue
E Agent ID or No Message ID)
Request . Send call to ACD split associated with service code or
ACD Agent
e Available to calls with Split ID or Message ID
Transfer
. Send call to its corresponding ACD split associated with
Request )
the split ID or message ID
Callback . Send callback number to ACD
. Basically, all calls dropped during IVR self menu is
counted as “Abandoned Call” in the ACD statistics.
Normal . . o .
Exception: Call with “normal call” notification received
from IVR.
T . Disabled with ACD
@ e Transfer call to specific extension number
Calendar Branch calls to different controls depending on day/date/time

Find Data % Validates the DTMF input from a caller or the control property based on the
o record found in the customer DB.
# Data validation up to 2 fields
On Hook Disconnect the call

P
-
s

[Table 6] IVR Controls

Properties

Description

Control Name

Unique control name

Specify the next control depending on the event

. Event: possible ev:

ent which can occur to the control

Connection o DISCONNECT: disconnect event
e Alias: 3-letter short name for event
e Jump-To-Control: next control to follow
. Node: See chapter 5.4.

Comment Description

[Table 7] Common IVR Control Properties

Node column of Connection property is effective only in case when the next control to jump is Get
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Digits control. Chapter 5.4 describes the purpose of node field in detail.

5.1 Line Manager

Line Setup tab
¢ Receive incoming calls
e Manage a group of IVR lines (relative number)
E.g.1,3,4: IVRportl, 3, and4.
1-4 : IVR ports 1 through 4
e Check the ACD option to use IVR with ACD
e Check the TTS option to use TTS

X

LineManager Property

Line Setup l Database | Connection | Comment |

Contral Mame | EEE =)

Group Lines |1 a

v UzeTTS
[v Usze ACD

Cancel
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Database tab

e Set the DSN of customer DB to use “Find Data” control in the scenario

Fields X
Lnamanagerproperty 5 [ P ——
H [ etaban | Sala] © | [Accoundd Accourtd
Line Sty | Conrmetion | Siien | Comment | ::‘"h i
{Fugthl g
Selected [N |Lasamm I 0K
|Eslancy i8] 4'
i! Cancal |
- e [
- — Tablo ]
Use ODBC DSM = X =T
e = ocel | Use Toble  |[EETTTET S ~ |
H .
L,L ; 1\“‘--—-—._._,__._ " Snaghot ™ Dyewset
jua Cred
Psapwsced
T3 e
C | |

Connection tab

e OffHooK: Incoming call from switch (not from ACD)

e DEFID: Incoming call from ACD with no Queue ID or Message ID
¢ MSGID: Incoming call from ACD with Message ID

e QUEID: Queued call from ACD with queue (split) ID

LineManager, Property

x)

Line Setup] Database Connection l I:::umment]

Ewvents | Aliaz | Jurnp-T o Contral | Node
iDigconnect D5 Hanallp E ity
OffHook, OHEK. MonaChCall Ertry
DreflD DID Greeting Ertyp
MaglD MID MSGEIO Entryp
QuelD QD GUEID E ritry

[
|

Cancel
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5.2 Split Call
Mapping Tab
e Specify the call branching criteria such as

o CLl
o DID
0  Trunk number
0 Message ID
0 QueuelD

We recommend to create three types of Split Call control if necessary
1 Message ID split control following the MSGID event of Line Manager control

.
Ijp |oIs
OHE

M1

:::E Moz
— F02
2 04
LineManager
9 Message_ID

2. Queue ID split control following the QUEID event of Line Manager control

S05
Split_ID

LineManager

3. CLIDID/Trunk Number split control in any necessary places

!
yp |Cis
QHE
DI
MIC
QID
LineManager

DID_CLI_TRK 2

Split_ID
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5.3 Play Prompt

Connection Tab
o Default events:
o PlayComplete: event which occurs when the playing the voice message is
completed
o DigitTerm: event which occurs when the digit is pressed while the voice message

is playing

Greetings Tab
e Options
o0 Terminate on Digit: Stop playing the voice message if DTMF is pressed (DigitTerm
event occurs).
0 Queued Message Settings: Different voice messages depending on wait time
¢ Voice Messages
0 User prompt: voice message provided as file (mp2, wav)
o0 Fixed system prompt: fixed system provided prompt. E.qg. digits, letters
0 Dynamic system prompt: dynamic system provided prompt. E.g. time, date, money,
etc.
0 Text prompt: TTS generated voice messages

Creating voice messages with TTS

1. From the “Greetings” tab, click “Add Prompt”

GetDigit Property f5__<

Setup | Mapping | Connection Greetings ]CDmment]

[ Terminate on Oigi \Entry Greeting ~|

This is welcorme greeting

Add Prorpt |
Bernove Prompt
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2. From the “Text Prompt” tab, click “New Prompt”

Add Prompt [‘S_<|
User Prampt | Fixed Systern Prompt | Dynamic Systern Promgd_ Text Prompt |
Register Text Prompts Added Text Prompts
Enter 4 digit custorner [ D v Lhe number yvou entered is invalid, Flez
Hi Mr. This'is default queuesing message,

e Message D gwen 15 not registe
This is default queusing messag
This is message for message (D01
This is messaie for message ooz

This is not an ACD call

This is queueing message for queus
This is queueing rmessage for queus
This is queueing message for queus
This is queueing rmessage for queus
This is welcome greeting

To drop the call, press 1, to request < >

You have entered invalid digit, We ar
You have not entered any digit, We s Mew Prampt | ™
4 b

3. Enter the texts in the text box and click OK. To listen to the voice message, click
“Play” button.

New Prompt [g|

Frompt Dezcription

All our service representatives are currently busy. Pleaze
hold o,

Ok | Cancel Flay

4. To adjust the speech speed, refer to the chapter 4, TTS settings.
5.4 Get Digit

Setup Tab
e Max No of Tries: the maximum number of trials before the invalid digit or no digit event
handler is invoked
e Max No of Digits: the maximum number of digits to be collected before terminating digit
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collection
e Max Time — the maximum time in second spent to collect the digits
e Terminate on Digit: digit collection is terminated if the digit specified is pressed

Mapping Tab
e Generate the mappings between the digit input and the event
e For each mapping, event name, digit mask and service code (optional — only if interfacing
with ACD Server) are specified
e Send To ACD: Check “Service Code” to send the service code of the matching digit mask
to ACD.
e Digit Mask
0 The collected digits are compared to the digit masks in the order
o0 N: accept only numeric digit input (Note: “N” is case sensitive)
0 $: accept any key input

Connection Tab
e Default events:
o Invalid: the event which occurs if the maximum number of trials is reached and the
caller has given invalid inputs
o No Digits: the event which occurs when the caller has not entered any digits
0 Retries Over: the event which occurs when the Get Digits control is entered
through the Error node and the number of trials reaches the maximum
e Node column: it specifies whether to reset the trial count of next control or not. This field is
effective only in case when the next control to jump is Get Digits control. If Error, the
previously attempted trials will be counted as trial count. If Entry, the trial count is reset
when a call enters into the control. The default is Entry.

Greeting Tab
e Specify the voice messages to play on
o Entry
o Invalid event
o No Digit event
e Option:
o0 Terminate on Digit: message playing is terminated if any digitis pressed

5.5 Send Data

Note: Send Data control is enabled only when “Use ACD” option of Line Manager control is
checked.

Use Send Data control to send the call information to ACD Server.
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e Agent Request: DEFID call transfer to ACD Split or agent extension
e Transfer Request: MSGID or QUEID call transfer to ACD Split

e Callback Notification

e Simple IVR Call Natification

Mapping Tab
e Choose the information type to send.

Field-Value Mapping

FieldMame | Callback |
DrefaultD
Callback Tel MsgluelD it
MHarmal
Customer (D —— it
Service Code —— it

k. | Cancel

Connection Tab
e Default events:
0 DONE: the event which occurs when the call transfer to ACD with agent request is
successful
o NOTDONE: the event which occurs when the call transfer to ACD with agent
request fails

5.5.1 DefaultID
Note: Use this control for transferring DEFID calls to ACD Server
Send Data — Agent Request transfers IVR call to ACD Server requesting the agent service via

Service Code or other extension number.
%  When send Service Code for agent request, IVR can send the customer information also
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“ Do not specify both Service Code and (Non-Agent) Phone Number.

Field-Value Mapping

Field Name | DefauliD |

Area Code ||:||:| ﬂ

Service Code e— it

Custarmer Degree

Customer Type

Customer [D Je— it

[Maon-Agent] Phone Mo — #

ok, Cancel |

5.5.2 MsgQuelD
Note: Use this control for transferring MSGID or “QUEID” calls to ACD Server
Send Data - Transfer Request transfers IVR call to one of three targets

® “22222"if call goes back to ACD split associated with MSGID, QUEID
® Non-agent phone number (internal or external)

Field-Value Mapping

Field Mame fzglluelD

[22222] Original Split Or 29999 Hit
[Mon-Agent] Phone Mo, J
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5.5.3 Callback

Send Data — Callback leaves callback number to ACD Server.

x)

Field-Value Mapping

FieldName | Callback =l
Callback Tel no |1¢LineManager1 L i
Customer D |1¢EustDB.Eust|D1¢ it
Service Code |1¢|3 etDigi] Servicel D # it
ok Cancel

e Callback Tel No: Specify the callback number or CLI nhumber

e Customer ID: Customer ID if available

e Service Code: Determine the split where the callback is requested. If Service Code is
invalid or unavailable, the callback is left in the default ACD split.

5.5.4 Normal

Basically, all calls dropped during IVR self menu before queued in ACD Split is counted as “IVR
Abandoned Call” in the ACD statistics. If the IVR call is dropped with “Normal” call notification to

ACD through Send Data — Normal, the call is counted as “IVR Normal Call”.
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5.6 Transfer

Note: Transfer control is enabled only when “Use ACD” option of Line Manager control is
not checked.

Setup Tab
e Extension No: enter the phone number (internal or external) to transfer the call

Transfer, Property &l

Setup ]En:nnnec:tin:nn] Enmment]

Control Mame

Extension Mao. : |#GetDigits. Digits b

Connection Tab
e Default events:
o0 DONE: the event which occurs when the call transfer to agent extension number

successful
o NOTDONE: the event which occurs when the call transfer to agent extension
number fails
5.7 Calendar

The Calendar control allows the user to specify a holiday or specific schedule and branch the call
to different control depending on the time settings.

Setup Tab
e Specify working time

Specific Day Tab
e Specify working time of specific date

Holiday Tab
e Mark specific day as holiday

IVR V1.5.2.0 Quick Guide (How to Install, Configure and Run) Page 47



x]

Calendar Property

Setup ] Specific Day  Holiday l Mapping] Eu:unneu:tiu:un] Enmment]

4 September 2007 » Batch Apply

SMTWTF S Satwday v

1
2 3 4 5 86 7 8
010 11 12 13 14 15
16 17 18 19 20 21 22
23 24 23 26 27 28 29 Individual Day Settings

whorking D1 ay Haliday

Bemove |

] Caricel

Mapping Tab
e Add custom schedule with associated time duration

X

Calendar Property

Setup ] Specific Da_l.ll Holiday Mapping l Ennnectinn] I:u:umment]

Ewent | Tirne
keeting 05:00-10:00
12:00-13:00
MHew
Edit
& = Delete

k. Cancel
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Connection Tab

Custom schedule created in the Mapping tab is listed in Connection tab as events. By default, the
following three events are displayed.
o WorkingTime: if the call time is within the scheduled working time then WorkingTime event
handler is invoked.
o NonWorkingTime: if the call time is outside of working time then NonWorkingTime event
handler is invoked.
o Holiday: If the day is configured as holiday then Holiday event handler is invoked.

Calendar Property PZ|
Setup ] Specific Da_l.ll H-:uliday] Mapping Cornection l I:u:umment]
Events | Aliaz | Jurnp-To Cantral | MHode
Haliday HOD Haliday Entry
WorkingTime WIET Welcomekzg Entry
Morwforking T ime HWT  MotBusinessHour Entry
bl eeting MEE keetingT ime Entry
Lurizh LUK LunchTime Entry
£ >

Cancel

5.8 Find Data

The Find Data control searches for a record in the database with one or two fields. This control
validates the caller’'s DTMF inputs or the data collected in other controls against the record found in
the DB. The databases used to search the record must be configured in advance in the Line
Manager control.

Setup Tab

Use This DSN: Specify DSN configured in Line Manager

Use This Table: Specify the table to search the data

Use This Field: Specify the field in the table

To Match This: Specify the value to validate against the DB record
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e Second Field: check the checkbox to validate two values

X)

FindData Property

Setup l Eunnectinn] Enmment]

Cartral Name  |FindCustD|

Uze Thiz DSH Uze Thiz Table
|IPIvR ~|  |CrediBalance |
IJze This Field Ta Match This

| Accountld ~|  [#GetiD Digitsh i

[v Second Field

IUze This Field To Match This

| PinNumber ~|  |#GetPinDigitstt Hit

Cancel

Connection Tab

e Default events:
o FOUND: If the data is valid, then the call exits the control with Found event

o NOTFOUND: If the date is invalid, the call exits with Not Found event

5.9 On Hook

The On Hook control disconnects the call.
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6. IVR Engine

This chapter describes how to operate the IVR Engine.

From the Programs menu or desktop, start the IVR Engine.

-Jj OfficeSery ACD »

& Engine

lig] Scenario Builder

] Systern Configuration
K5 Call Recorder

¥

IVR Engine program consists of multiple windows
e Line Detail Window — displays the status of IVR ports (IDLE, BUSY, STOP)
e Call Detail Window — displays the details of a busy IVR port
e Call Flow Window — displays the scenario flow of IVR call
e Output Window — message from Engine (e.g. DTMF touchtone input)

) OfficeServ IVR Engine [=IE)x)
File Wi Engine  Help
= e @ G @
x [LINE : 2 : LineManagerl Openningline :Line is opened ~
i LINE : 1 : LineManagerl Openningline :Line i= opened
I TETEIINY (e eI B LINE : 3 : LineManagerl Openningline :Line is opened
. 4 : LineManagerl Openningline :Line is opened
2 2 IDLE LINE : & : LineManagerl Openningline :Line i= opened
3 3 IOLE LINE : & : LineManagerl Openningline :Line is opened
4 4 IDLE LINE : 7 : LineManagerl Openningline :Line i= opened
LINE : 8 : LineManagerl Openningline :Line i= opened
5 3 IDLE LINE : 1 : LineManagerl Started Engine started
[+ & IDLE LINE : 1 :8802: LineManagerl Ring ‘A new call is arrived
7 7 IOLE LINE : 1 :8802: LineManagerl Entry :Call is entering into the control
g g IDLE LINE : 1 :8802: Gresting Entry :Call i= entering into the control
LINE : 1 :8802: Greeting Ezit :Call i= leawving from the control
LINE 1 :8802: GetDigit=s2 Entry :Call i= entering into the control
LINE 1 :8802: GetDigits2 Exit :Call i= leawing from the control
* ILINE : 1 :8802: FindCustID Entry :Call i= entering into the control
Call Info | Values | LINE : 1 :8802: FindCustID Exit :Call i= leawving from the control
Caller I0 [ LINE : 1 :8802: SwcCode-AR Entry :Call i= entering into the control
Calling Party ?033@155'” LINE : 1 :8802: SwcCode-AR Exit :Call i= leawving from the control
Called Party N 8802@]55”' LINE : 1 :8802: HangUp Entry :Call i=s entering into the control
Saurce Rtp Adm 1ER.213 B? LINE : 1 :8802: HangUp E=it :Call i= leaving from the control
Saurce Rtp F‘Dm '2510'0 LINE : 1 :8802: LineManagerl CallFini=hed :Call i= finished. Waiting f
Desc Rtp Addrgl 10,754 175, LINE : 1 :8803: LineManagerl Ring (A new call is arrived
Desc Rtp Port I3DDIDD LINE : 1 :8803: LineManagerl Entry :Call i= entering into the control
Called Devicem aane LINE : 1 :8803: Greet:i.ng Eni;,ry :Call :i.s enter_'ing into the control
Calling Devicem 033 LINE : 1 :8803: Greeting Exit :Call is leawing from the control
%R Devica Nu aa07 LINE : 1 :8803: GetDigit=2Z Entry :Call i= entering into the control 3
Codec Type PCrL
< >
* I'LINE MOMBER = 1: application/dtrf-relay is Signal=¢ Duration=160
LIME MUMBER = 1! application/dtrmf-relay is Signal=1 Duration=160
Feady-VR-Sample-Scenanio-STA LIME. : ALIVE MLIM

The menus of IVR Engine are the following
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Menu Description

Reload Reload IVR scenario

Open Open IVR scenario from the folder
File Download from DB Download IVR scenario from DB

Recent File Recently loaded IVR scenario

Exit Exit the program

Toolbar Open/Close Toolbar

Status Bar Open/Close Status Bar
View Line Detail Window Open/Close Line Detail Window

OQutput Window

Open/Close Output Window

Call Detail Window

Open/Close Call Detail Window

Start Start the Engine with scenario
Stop Stop the Engine
Update v Dynamic update of currently running scenario

Engine v' Available only when Engine is running
Switch Status v Displays the switch connection status (CONNECTING,

STOP, FAIL, ALIVE)
v" Available only when Engine is running
Help About IVR Engine Version and Date of Engine program,

[Table 8] Menus of Engine

To run the IVR, do the following
1. Download the scenario from DB or open from the folder
2. Check the ACD Server is running if IVR scenario is configured with ACD.
3. From File menu, start the Engine. If the connection to switch is successful, the IVR
switch link status changes to LINK: ALIVE. Otherwise, the status changes to LINK:
FAILED. If connection fails, check the settings of OfficeServ MMC or IVR.

To update the scenario while Engine is running, press “File>Update”.

To stop the Engine, press “File>Stop”.
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7. IVR Call Recorder

This chapter describes how to operate the IVR Call Recorder.

From the Programs menu or desktop, start the IVR Call Recorder.

|@ OfficeSery ACD b |

({3 Engine

lig] Scenario Builder

erv |VR

Systern Configuration
B Call Recarder

Supervisor

IVR Call Recorder allows the user to register the recording device and browse the recording status
and history.

& nff_iceServ VR Call Recorder
Ele Edit View Help

eeee

fActive Recordings | Completed Recordings |

[=IEIE

Recordin,,, | Recordi.. | Recorded... | Recording Status | Property | Walue A

ar In F Recording 1D 21

9 Channel Mo, 2400

- Recording Station . 2400
Recording Style Barge
Start Tirme 25/05/2008 13:475
End Tirme
Caller ID
Stored File Mame CProgram FilesWe
FRecorde By Superyisor
ACD Agent Station
ACD Agent 1D
Ernergency Rec .,
Emergency Group D
Emer Rec Agent M.
Erner Rec Customn,.,
MGl Yoice Port 26102 p—
Device Woice Port 20002 :
hAGI RTD Bt FR1N3

‘ < : >f

Ready ML

Active Recording tab displays the list of current recording calls and call details. Completed
Recording tab displays the list of recorded files. Table 9 illustrates the menus of Call Recorder.

Menu Description

File Exit Exit the program
Recorder Settings Color setting of Call Recorder
Edi Recording Device Information Register/Edit/Delete recording device
it

Column Selection

Select columns of Active Recording and Stored Recording

tabs
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Toolbar Open/Close Toolbar
View
Status Bar Open/Close Status Bar
Help About IVR Engine Version and Date of Engine program,

[Table 9] Menus of Call Recorder

7.1 Managing Recording Device

The user can register a new recording device in Call Recorder or Supervisor.
1 open Recording Device Information Window from Edit menu.

' Recording Device Information F
Device Lisk
Station Mumn,.. | Station Type | Aiddress | Recording Style | Status |
2400 TOM Phone = Barge Svailable
2401 TOM Phone = Barge Svailable
2402 TOM Phone = Barge Svailable
) New B Edit | | B pelete |

Press New button then Recording Station Configuration Window is displayed. Enter the
extension number, station type (IP or TDM), IP address, and check the Availability.

& Recording Skation Configuration 2]

Configuration Settings

Recording Station Mumber  |2403

. & 1P Station IP Address or DMS Mame
Station Type

165.213.109,185
" TDM Skakion |

[v Station Awvailable For Recordings

Recording Style : (% Barge

= ook | = cancel |
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2. From the Call Recorder page of IVR Supervisor, press “New” button.

3 OfficeServ IVR Supervisor V1.5.1...

Be Edit Recording Device

Station 2403 |
Type | IF Phone v|
IF or DNS Address  |165.213.109.185 |
Recording Type | Barge-In v/
Status | vailable v |

The user can modify/delete the recording device in Call Recorder or Supervisor
1. From the Recording Device Information Window, choose the device and press “Edit”
or “Delete” button.
2. From the Call Recording page of Supervisor, choose the device and press “Modify”

or “Delete” button

‘A OfficeServ IVR Supervisor V1.5.1 (=13
File Edit View Favorites Tools Help ?,.

Out © BB G Pt o @35 E-LJM
Address @ http:/f165.213.87. 186/IVR Supervisor Main. aspx L ‘ Go

ofﬁcesew WRSupen.l'isur | @rHome | EStemap | 2 FAQ | «Logout |

~
ecorde Y Call RecorderE

| IVR Engine
3 call Recorder NETY Modify Start Record IS ecor Query

Recording Histary

HE configuration

Set Admin Password

Call Recording Devices List
Debug Log Setup

et o | O= Station Type Address Status Duration
| Eli 2400 MNon IP i @ 00:00:00
i 2 2401 Non IP . - 00:00:00
| Oz 2402 Non IP =g (=] 00:01:11

|
v

@I Done \d Local intranet
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7.2 Recording Conversation

The user can record the conversion in ACD Agent or IVR Supervisor.
1. While conversation is on-going with Agent phone, press Recording Request button

@_ from the toolbar.
b el

2. From the Call Recorder page of IVR Supervisor, choose the device to record the
conversation and press “Start Record” button.

The Recording status can be monitored in Call Recorder of IVR Supervisor
1. In the Active Recording tab of Call Recorder, Recording Status column displays “In
Progress”
2. In the Call Recorder page of Supervisor, the status icon of the device changes from
“Red” to “Green”.

The user can stop recording in ACD Agent, IVR Call Recorder or IVR Supervisor.
1. When conversation is over, call recording stops automatically
2. In the Active Recording tab of Call Recorder, choose on-going recording and press
the right-click menu. Select “Stop Recording”

) DfficeServ IVR Call Recorder (=TI
Ele Edit Wiew Help

eeee

Active Recordings | Completed Recordings '

Recordin,., | Recordi., | Recorded... | Recording Status | Froparty | Walue ~
2400 In Progress Eﬁcordi??\le 2%2
: ; annel Mo,
e UDV HECEW ESt Recording Station .. 2402
Supervisor In Progress = e

. Barge
Stop Fecording 25/05,/2008 14:15:5;

Fecorder Settings
Fecording Device Information ’,‘ne CProgram Filess

l. Supervisor
Colurmn Selection L rtIDn

iflmhérlgrgngylﬁec C..

Ermergency Group D

Emer Rec Agent M..,

Emer Rec Custorn,.,

WGl Yoice Port 26100 e

Device Voice Port 20002 3

bAGIRTCD Bt SR :

< | j
ol | B
Ready MU

3. From the Call Recorder page of IVR Supervisor, choose the device to record the
conversation and press “Start Record” button.

The user can search or listen to the recording files in Call Recorder or Supervisor
1. Inthe Completed Recording tab of Call Recorder, choose a completed recording and
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press the right-click menu. Select “Play File”

! DfficeServ IVR Call Recorder

File Edit Wiew Help

28606 e

_| Active Recordings | Completed Recordings

[»

Recordin,,, | Recarding Station M., | Recarding Duratian |

Stored File Mame |

Recording Status

2400
Fecorder Settings

20 24002 oo:0e0z2 05252008134737_20, AN

2l 2400 00:10:01 05252008134 758_21, WAY

ALl : oo A
23 2402 Flay File b_23, AN

0_2d, WAk

Column Selection

|
|
| Fecording Device Information

L2

<

Recorded for Max Time
Recorded for Max Time

_ Recorded for Max Time

| -

B

Ready

[ MM

2. From the Recording History page of IVR Supervisor, choose the device to play the

file.

2 OfficeSery IVR Supervisor ¥1.5.1

Ele Edit ¥ew Favorites Tools Help ﬁ"
e Back - \._5) B @ o h /“j) Search ‘*i\:f Favorites @ [:;; - L__; E G |_.J ﬂ
Address @ http://165.213.87. 185/IVRSupervisor Main. aspx v| L

i | & Home B Sitemnan ? FAQ | <dlLogout |
OfficeServ IVR Supervisor ! ! ! ! !
ording 0
IVR Engine Station # Status Type Format
3 call Recorder |A” v| | Al v| | Al v| |A” o
Recording History Date Time Duration
From To From To Minimum Maximum
HR configuration | | @ ‘ All vl ‘ all vl | All vl | all v
Set Admin Password
Debug Log Setup
Switch Connections
Recorded Call Search Results
!DIndex File Name Dt;\.:ce Status TypeFormat Date Time Duration
|l 1 oszs2008141552 25.WAV 2400  Recordinginprogress spv 1 2005 oen
| 2
| Intrude Response 2008-05-
!D £ 2401 Timeout SN L 25 2:15 g
| 2008-05
||:| 3 05252008141552_27.WAV 2402 Recording in progress SPV 3 25 3:15 262
| =
|0 4 05252008140458_24.WAV 2400 Recorded for Max Time SPV 1 200235;05’ T 602
| : 5
|0 5 05252008140345_22.WAV 2400 Stopped by Supervisor SPV 1 20023505 T 27
| :
| 1234586
&) WJ Local intranet
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8. IVR Supervisor

The IVR Supervisor allows the user to administer and operate the IVR Engine and Call Recorder.

The default login ID and password are admin/4321.

A OfficeSery IVR Supervisor V1.5.1

Fle Edit View Favorites Tools Help ‘?,""
3 o [ / @ . : . B [ [
Q- © MR G P doraoe @ -5 ®-[JE
Address @ hittp://165.213.87. 186/[VR Supervisor Main.aspx v B
i H Sty ? FAQ Logaut
OfficeServ VR Supemvisor s ) sbstamat ) e |
[ ApMIN = IVR Engine
IVR Engine
3 call Recorder Engine Management :
Recording History Scenario Management : Upload Download
EH configuration
Set Admin Password
Debug Log Setup Scenario List
Switch Connections T > T
| D Scenario Status Description
| IVR-Sample-Scenario-STA ()] STA scenario
i D 060711_perth mint_UCD @J UCD scenario
Scenario Status List
Scenario Start Duration Channel/Status Device No. # calls Processed
1 @ 8802
2/ @ 8801
3/ ® 8803
IVR-Sample-Scenario- 2008-05-25 00:00:00 4 ® i a
2:27 e
5/ =] 8805
&/
7/
8/
&] Done % Local intranet
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9. Trouble Shooting

This chapter describes how to resolve the IVR problems with configuration, component settings
and Web related settings.

1. The Engine fails to connect to OfficeServ

l. Check if the MMC setting of OfficeServ is correct.

. Check if the switch setting of System Configuration is correct

*) OfficeServ IVE Engine [=IE(]
File Wiety  Engine  Help
OOEE @
LINE : 1 : LineManager Cpenningline :Line i= openesd
- LINE : 2 : LineManager Openningline :Line iz opened
e | Device o, | Stabus LINE : 3 : LineManager Openningline :Line iz opened
1 1 IOLE LINE : 4 : LineManager Openningline :Line iz opened
2 2 IGLE LINE : &5 : LineManager Cpenningline :Line i= opened
3 3 ICLE LINE : & : LineManager Openningline :Line iz opened
4 4 IDLE LINE : 7 : LineManager Openningline :Line iz opened
5 g IDLE LINE : & : LineManager Openningline :Line iz opened
LINE : 1 : LineManager Started :Engine started
=) & IDLE
7 7 IOLE
[=) =) IDLE
=
Call Infa | Yalues |
4 >
x
Ready-tCSTest LIMK : FAILED

2. Cannot hear the voice messages

l. If the scenario voice messages are created with TTS, check if the TTS
language pack is installed and properly configured in the System Configuration

Il. Using the network packet capture program (e.g. Ethereal), capture the udp
packets from IVR Server and check if the RTP packets are sent properly to
OfficeServ.

3. Unable to start any scenario from the Supervisor.
Scenario can be started only if the Engine status is displaying green in Engine and
Scenario web page. If the status is red, then launch the Engine application to start a scenario.

4. Unable to start recording from the Supervisor.
l. Check if IVR Engine is running
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Il. Check if Call Recorder is running
Il. Check if conversation is on-going with the device

V. Check if the Network adaptor is configured properly in the System
Configuration
V. Check if MMC 206 and 701 are configured properly

5. In Supervisor, Engine status is showing red even though the Engine application is
running.

OR
In Supervisor, Call Recorder status is showing red even though the Call Recorder

application is running.

By default, security permission for accessing, launching and activating the components
are not configured for “INTERACTIVE, NETWORK and Everyone” |dentities for the logged on
user. The user needs to set these identities manually by using the program called
DCOMCNFG. The settings of these identities are explained in step by step as the following.

l. Go to Start » Run command, type “dcomcnfg” and click OK to open the Component
Services as shown in the figure below:

Run @E|

= Type the name of a program, Falder, dacument, ar
= Internet resource, and Windows will open it for wou,

open: | doomenfgl L

[ o] H Cancel ” Browse, ..

OR

From the START menu, select CONTROL PANEL » ADMINISTRATIVE TOOLS »
COMPONENT SERVICES.

Il. In Component Services, go to Component Services » Computers and right click on My
Computer then select Properties as shown in the figure below: The user may be
prompted to keep blocking the program MICROSOFT MANAGEMENT CONSOLE. If
so, click on the UNBLOCK or ASK ME LATER button.
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i#> Component Services |z||ﬁ|fz|
@ File  Action  Miew  Window  Help == J
& | | @ ﬁ | E | :':,_ EE
|D Consale Rook Computers
= @ Component Services EI
= a Compukers .
+ g My Computer —
+ Event: Yiewer {Local) M_Stop M3 DTC
+ Services (Local)y

Refresh all components

= 4

Propetkies

Il. In My Computer Properties, go to COM Security tab and click on Edit Default button of
Access Permissions as shown in the figure below:
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My Computer, Properties @E|
General Options D efault Properties
Default Protocals MSDTC COM Security

Accezs Permizzions

Yaou may edit wha iz allowed default access to applications. Yiou may
alzo zet limitz on applications that determine their own permizzions.

Edit Lirnits...

Launch and Activation Permizzsions

You may edit who iz allowed by default to launch applications or
activate objects. Y'ou may alzo zet limitz on applications that
determine their own permiszions.

Edit Lirnitz... Edit Diefault.

ak H Cancel ]

Add INTERACTIVE; NETWORK and Everyone group names in the Default Security
tab with all the access permission. To add INTERACTIVE, Click on the ADD button,

then type in the phrase INTERACTIVE and press OK. Highlight INTERACTIVE then
check the LOCAL ACCESS and REMOTE ACCESS boxes under ALLOW column as

shown in the figure below. Repeat the same steps for adding NETWORK and

Everyone names.
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Access Permission

Default Security l
Group or uger names:
!ﬂ Eweryone
INTERACTIVE
€3 NETWORK
€3 SELF
€3 SvSTEM
add. |
Permizzionz for INTERACT IWE Allone
Local Access
Remate Access
] 4 |
V. Adding Launch permission, go to COM Security tab and click on Edit Default button of

Launch and Activation Permissions

VI. Add INTERACTIVE, NETWORK and Everyone group names in the Default Security
tab with all the permissions To add INTERACTIVE, Click on the ADD button, then type
in the phrase INTERACTIVE and press OK. Highlight INTERACTIVE then check the

LOCAL LAUNCH, REMOTE LAUNCH, LOCALACTIVATION and REMOTE

ACTIVATION boxes under ALLOW column as shown in the figure below. Repeat the

same steps for adding NETWORK and Everyone names:
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LLaunch Permission

Default Security l

Group or uger names;

!ﬂ Eweryone =
INTERACTIVE
€3 NETWORK
€5 SYSTEM
w
< >
Add... | Bemove |
Permizzionz for INTERACT IWE Allone Dy

Local Launch
Femote Launch
Local Activation

REEIE
O0onon

Rermate Activation

QK | Cancel

ViII. Finally, click on Apply and OK of COM Security tab of My Computer Properties.

VIII. Close all running IVR modules (Engine, Scenario Builder, Call Recorder, System
Configuration and Supervisor) Run Service, from the START menu, select CONTROL
PANEL » ADMINISTRATIVE TOOLS » SERVICES. Select IPIVRService and restart it.

IX. The user can start performing web management from Supervisor module.

6. ASP.Net Version confliction with other web application, so Supervisor web pages
are shows errors.

Usually, this occurs in Windows 2003 Server due to more than one ASP.Net versions are
available and used by other web application. IVR Supervisor is compatible with ASP .NET
version 1.1.4322. When IVR package is installed, by default ASP.NET version 1.1.4322 is set
to the IVR web site. ASP.NET conflicts occur if the any other web site uses other than
ASP.NET version 1.1.4322. To resolve this, all the web sites need to be set to use ASP.NET
version 1.1.4322. The steps are given below for setting the all sites version to 1.1.4322.

l. Open the Command Prompt, go to the directory
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“\windows\Microsoft .Net\Framework\v1.1.4322"

Il. Run the “aspnet_regiis.exe —s W3SVC/1/ROOT” command as illustrated in
the figure below:

C:AWINDOWS\system 32\cmd.exe

C:~>cd windows“Microsoft . NET“Framework-wl.1l.4322

G WINDOWS~Microzof t .NET~Framework- vl .1 .4322azpnet_regiiz_exe —s WISUC-1-ROOT
Start registering ASP.NET scriptmap <1.1.4322.8) recursively at W3ISUC-1-ROOT.
Finizshed registering ASP.MET scriptmap €1.1.4322.8> recursively at W3ISUC/1-RO0T.

C =~ WINDOWE~Microsof t .NET~Frameworkwl . 1.4322>

7. HTTP Error 404 — File or Directory Not Found — Internet Information Server (1IS).
This problem occurs in Windows 2003 server due to the settings in the IIS not given the
permission to execute ASP.Net. To trouble shoot this problem, perform the following steps:

l. Go to Start » Run command, type “inetmgr” and click OK to open the IIS
Manager as shown in the figure below:

Run 2X
Type the name of a program, Folder, document, ar
Internet resource, and Windows will open it for wou,

Qpern: inetmgr| w

[ ol H Cancel ” Browse, .

Il. In the IS Manager, select the Web Service Extensions and on the right side
pane set the status of ASP.NET of particular version configured for an web
application to Allowed as illustrated in the figure below:
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'( Internet Information Services (I1S) Manager - |EI|5|
V3 File Action  Wiew ‘Window Help | — &) x]

R RN

?.'5 Internet Information Services
=8 7, SAMIUNG-XRYREBZQ (local com

. Web Service Extensions

+_J Application Pocls / | YWeb Service Extension | Skatus |
Hd Web Sites “F Al Unknown CGI Extensions Prohibited
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8. Server Error in ‘/IVRSupervisor’ Application
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Server Error in '/IVRSupervisor' Application.

The resource cannot be found.
Description: HTTP 404, The resource you are looking for (or one of its dependencies) could have been removed, had s name changed, or i tempor arily

unavailable. Please review the following URL and make sure that it is spelled correctly.

Requested URL: NvRSupervisorDetault azpx

Yersion Information: Microzoft MET Framework Yersion: 2050727 832; ASP MET Version: 2050727 832

This problem occurs due to the following reasons:

When the requested Page or the directory itself not found in the path on which the Virtual
Directory “IVRSupervisor” is been configured OR the virtual directory was already present
configured with different path before installing the setup.

To trouble shoot this problem, perform the following steps:

I. Go to Start » Run command, type “inetmgr” and click OK to open the 1IS Manager as
shown in the figure below:
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= Type the name of a program, folder, document, or
+ Internet resource, and Windows will apen it Far wou,

Open: | inetmgr| w |

[ o] H Cancel ” Browse, .. ]

Il. Then expand the “Default Web Site”, right click on “IVRSupervisor” virtual directory and

select properties from the pop-up menu as shown in the figure below:
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lll. In the “IVRSupervisor properties” window, select the virtual Directory tab (which is a
default tab when we open the properties window). Make sure that “A directory located
on this computer” option is been selected and see the path displayed in the “Local
Path:” textbox is “<IVR Installed Root>\ Samsung Electronics\OfficeServ
IVR\IVRSupervisor”. If it has configured to some other location then click on browse

button and map it to the following location “<IVR Installed Root>\ Samsung
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Electronics\OfficeServ IVR\IVRSupervisor”. As shown in the figure below:

I¥RSupervisor Properties
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If “IVRSupervisor” folder not present in the Installed root location then it might have got deleted, so
reinstall the IVR setup and make sure you delete the existing virtual directory before reinstalling the
setup. To delete virtual directory right click on the virtual directory “IVRSupervisor” in 1IS as shown

in the figure of step Il, and click on delete option from the pop-up menu.

Incase, if “IVRSupervisor” folder exists even then you are facing the problem then IIS
might have not restarted properly after the IVR setup has completed successfully. So to restart 11S

follow the below steps and try accessing the web site then it should work fine.
a) Go to Start » Run command, type “cmd” and click OK to open the Windows

command prompt as shown in the figure below:
Run R[]

Twpe the narme of a program, Folder, docurnent, ar
= Internet resource, and Windows will open it For wou,

en: crnd|

9

[ (a4 ] [ _ancel ] [ Browse,,. ]

b) Then type iisreset and press enter key to restart the 11IS. As shown in the figure

below:
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e CIWWINDOWSAsystem 3 2\cmd. exe

C:~>iisreset

Attempting stop.- ..

Internet services successfully stopped
Attempting start...

Internet services successfully restarted

R

9. PrilVRLicense.dll not registered.

This problem occurs if the PrjlVRLicense.dll is not registered properly by the setup. To
troubleshoot this problem follow the below steps:

I. Go to start-> Run and type the below text:

regsvr32 “<IVR Installed Root>\ Samsung Electronics\OfficeServ
IVR\Common\ PrjlVRLicense.dll”

After typing the above text in run command click on OK button as shown in figure below:

Run @E|

_ Type the name of a program, folder, document, or
E Internet resource, and Windows will open it For wou,

Qpen: “egswr32 "C:\Program Files\Samsung Electronicsiol

I OF ][ Cancel l[ Browse, .. ]

Il. After clicking OK button a succeed message should be displayed as shown in the
figure below:

RegSvr32

.
\1) DIReqgisterserver in C:\Program FilesiSamsung Electronics|Officesery IR\ CommaniPrilvRLicense.dll succeeded.

If succeed message is not displayed and a failed message displayed then you might
have not entered the path of the dll file properly or make sure the dll file present in the
directory. If dll file not present in the above specified path then it might have got deleted,
S0 you need to reinstall the IVR setup.

]0.Steps to remove the old IVR Database if exists.

Installer prompts the user to remove the old IVR database during installation process.
However, if installer is failed to remove the old DB then user needs to remove the old
Database manually and configure new Database using IVR System Configuration
application.

I. Login to SQL server instance using SQL server management studio tool.
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Il. Locate and select the IPIVRDB database, right click and select delete option from the
pop-up menu to delete the database.

OR

I. To delete and configure the IVR Database close all the application to make sure the
IVR DB is no longer in use and launch the IvrDBConfig.exe application which will be
present in the following location : <IVR InstalledRoot>\ Samsung Electronics\OfficeServ
IVR\Common\lvrDBConfig.exe.

Il. After keying the valid server and login details, IvrDBConfig application will prompt the
user to remove the old IVR Database then select yes to continue deleting the old
database and create the new one.

II.KindIy send the following (I-1V are required for all errors) to contact Samsung for

help with trouble shooting

I.  Error description with helpful images/error messages
A. Caller's Number
B. IVR Port Number
C. ACD Agent Number
D. ACD Queue Port Number, etc.

Il. IVR Scenario

I1l. Increase the Corresponding module’s log level to 5 and send the log
under %IVR_HOME%\MODULE\log.

IV. Ethereal log file of IVR Server

V. If running with ACD, ACD Server log located under %ACD HOME%\Server\log, Link log
under %LINK HOME%\log and ACD DB

VI. If the error is related to Recording request from Agent, Agent log under C:\temp
and %ACD AGENT HOME%\log
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