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Copyright © 1999 by Lucent Technologies. All rights reserved.

This material is protected by the copyright laws of the United States and other
countries. It may not be reproduced, distributed, or altered in any fashion by any
entity (either internal or external to Lucent Technologies), except in accordance with
applicable agreements, contracts or licensing, without the express written consent of
the BCS Product Publications organization and the business management owner of
the material.

This document was prepared by the Product Publications department of the Business
Communications Systems division of Lucent Technologies. Offices are located in
Denver CO, Columbus OH, Middletown NJ, and Basking Ridge NJ, USA.

DEFINITY, AUDIX, CONVERSANT, elemedia, SABLIME, Talkbak, Terranova,
WaveLAN, MERLIN, and MERLIN LEGEND are registered trademarks and 4ESS,
5ESS, Intuity, OneMeeting, OneVision, PacketStar, PathStar, ProLogix, Lucent,
Lucent Technologies, and the Lucent Technologies logo are trademarks of Lucent
Technologies. Pentium is a registered trademark of Intel Corporation. Microsoft,
Windows, and Windows NT are registered trademarks and Video for Windows is a
trademark of Microsoft Corporation. ORACLE is a registered trademark of ORACLE
Corporation. UNIX is a registered trademark of UNIX System Laboratories, Inc., a
wholly-owned subsidiary of Novell, Inc. X Window System is a trademark and
product of the Massachusetts Institute of Technology. Hewlett-Packard and HP are
registered trademarks of the Hewlett-Packard corporation. Sun, Sun Microsystems,
Sun Workstation, and Solaris (computer and peripherals) are registered trademarks
and Solaris (operating system utilities) and Java are trademarks of Sun Microsystems,
Inc. Adobe, Acrobat, Acrobat Capture, Distiller, Acrobat Exchange, Adobe Type
Manager, PostScript are trademarks of Adobe Systems, Inc. Other product and brand
names are trademarks of their respective owners.

Lucent Technologies provides a limited warranty on this product. Refer to the
“Limited Use Software License Agreement” card provided with your package.

Lucent Technologies has determined that use of this electronic data delivery system
cannot cause harm to an end user's computing system and will not assume any
responsibility for problems that may arise with a user's computer system while
accessing the data in these document.

Every effort has been made to make sure that this document is complete and accurate
at the time of release, but information is subject to change.

Part 15: Class B Statement. This equipment has been tested and found to comply with
the limits for a Class B digital device, pursuant to Part 15 of the FCC Rules. These
limits are designed to provide reasonable protection against harmful interference in a
residential installation. This equipment generates, uses, and can radiate radio-
frequency energy and, if not installed and used in accordance with the instructions,
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may cause harmful interference to radio communications. However, thereis no
guarantee that interference will not occur in a particular installation. If this equipment
does cause harmful interference to radio or television reception, which can be
determined by turning the equipment off and on, the user is encouraged to try to
correct the interference by one or more of the following measures. Reorient the
receiving television or radio antenna where this may be done safely. To the extent
possible, relocate the receiver with respect to the telephone equipment. Where the
telephone equipment requires ac power, plug the telephone into a different ac outlet
so that the tel ephone equipment and receiver are on different branch circuits.

Part 68: Network Registration Number. This equipment is registered with the FCC in
accordance with Part 68 of the FCC Rules. It isidentified by FCC registration number
XXX.

Part 68: Answer-Supervision Signaling. Allowing this equipment to be operated in a
manner that does not provide proper answer-supervision signaling isin violation of
Part 68 Rules. This equipment returns answer-supervision signals to the public
switched network when answered by the called station, answered by the attendant, or
routed to a recorded announcement that can be administered by the CPE user. This
equipment returns answer-supervision signals on all DID calls forwarded back to the
public switched tel ephone network. Permissible exceptions are: when acall is
unanswered, when a busy toneis received, or when areorder tone is received.

Toll fraud is the unauthorized use of your telecommunications system by an

unauthorized party, for example, persons other than your company’s employees,
agents, subcontractors, or persons working on your company’s behalf. Note that there
may be a risk of toll fraud associated with your telecommunications system and, if

toll fraud occurs, it can result in substantial additional charges for your
telecommunications services. You and your system manager are responsible for the
security of your system and for preventing unauthorized use. You are also responsible
for reading all installation, instruction, and system administration documents

provided with this product in order to fully understand the features that can introduce
risk of toll fraud and the steps that can be taken to reduce that risk. Lucent
Technologies does not warrant that this product is immune from or will prevent
unauthorized use of common-carrier telecommunication services or facilities
accessed through or connected to it. Lucent Technologies will not be responsible for
any charges that result from such unauthorized use. If you suspect that you are being
victimized by toll fraud and you need technical support or assistance, call Technical
Service Center Toll Fraud Intervention Hotline at 1 800 643-2353.
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Purpose

This document, CentreVu® Name Dialer User Guide, 585-313-709, provides details
about the functions of the Name Dialer feature. This document includes:

« Anoverview of the Name Dialer feature and software package
« Ingtructionsto install the Name Dialer software
» Descriptions and procedures for the administrative functions

« Guidelines for troubleshooting

Intended Audience

The primary audience for this book is as follows:

- End customer developers — This group creates and maintains applications in the
Intuity ™ CONVERSANT system environment.

- Custom application developers — This group creates applications used in the
system environment for end-user customers, and includes Lucent Technologies
custom application developers.

« Application distributors — This group distributes and implements applications
for end-users, and includes independent software vendors (ISVs) and voice
processing co-marketers (VPCSs).

» Installers — This group installs Intuity CONVERSANT systems, and includes
Lucent Technologies installers.

How to Use This Book

This book is organized in the following sections:

. Overview of the Name Dialer Feature describes the Name Dialer
feature and software package and provides the hardware and software
requirements.

. Software Installation and Removal contains procedures to install the
Name Dialer software package on the Intuity CONVERSANT system and the NT
Servers.

. Administration contains procedures to administer the Intuity
CONVERSANT system and the NT servers for the Name Dialer feature.

. Using the Name Dialer Feature describes how to use the Name Dialer
feature, including procedures to modify the names database information.

CentreVu® Name Dialer Issue 1, April 1999 ix
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. Troubleshooting lists alarms and |og messages, and lists
troubleshooting guidelines for problems.

. alphabetically lists the principal subjects.

All the procedures to install, administer, troubleshoot, and use this feature are
provided in this book. However, at certain points, common procedures in other books
in the Intuity CONVERSANT document library are referenced (see Related
Resources below).

Conventions Used in This Book

Understanding the typographical and other conventions used in this book is necessary
to use the information.

Terminology

- The word “type” means to press the key or sequence of keys specified. For
example, an instruction to type the letter “y” is shown as:

Typey to continue.

- The word “enter” means to type a value and then [E8SEER. For example, an
instruction to type the letter “y” and preBsITER is shown as:

Entery to continue.

« On Intuity CONVERSANT systems, the word “select” means to move the cursor
to the desired menu item and then peNJ ER. For example, an instruction to
move the cursor to the Start Test option on the Network Loop-Around Test screen
and then presENTER is shown as:

SelectStart Test.

« On personal computers running the Windows NT Server system, the word
“select” means to move the mouse cursor over an item and click once with the
primary mouse button (usually the left button) to highlight it. The word “click”
means to press and immediately release the primary mouse button. The word
“double-click” means to press and immediately release the primary mouse button
twice in rapid succession. The word “right-click” means to press and immediately
release the secondary mouse button (usually the right button). The words “point
to” mean to use the mouse to move the cursor over a designated object on the
screen.

« Thelntuity CONVERSANT system displays menus, screens, and windows.
Menus|[(Figure 1)| present options from which you can choose to view another
menu, a screen, window. Screens and windows can show or request system
information|(Figure 2|and|Figure 3).|

X Issue 1, April 1999 CentreVu® Name Dialer
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Figure 1. Example of Intuity CONVERSANT Menu

Uoice System Administration

Application Package Administration

Configuration Management
Feature Packages

Reports

Script Builder Applications
Switch Interfaces

System Monitor

SR Server Administration
Exit

Figure 2. Example of Intuity CONVERSANT Window Showing Information
Define User Password Information

The passuword has been defined as follows:

jd PS 08/08/96 0 24 1

Figure 3. Example of Intuity CONVERSANT Window Requesting Information

Replace Disk

Enter the logical name of disk: I

Enter jumper id of the disk being replaced (0-7): _

Keyboard and Telephone Keypad
Representations

» Keysthat you press on your terminal or PC are represented with bold all-capital
text. For example, an instruction to press the enter key is shown as

PressENTER.

« Two or three keysthat you press at the same time on your terminal or PC (that is,
you hold down the first key while pressing the second and/or third key) are
represented with bold all-capital text joined with a plus symbol. For example, an
instruction to press and hold ALT while typing the letter “d” is shown as

PressALT+D.

CentreVu® Name Dialer Issue 1, April 1999 xi
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Function keys on your terminal, PC, or system screens, also known as soft keys,
are represented with bold all-capital text, followed by the function or value of that
key enclosed in parentheses. For example, aninstruction to press function key 3is
shown as

Press F3 (Choices).

Keysthat you press on your tel ephone keypad are represented with bold numerals.
For example, an instruction to press the first key on your telephone keypad is
shown as

Press 1 to record a message.

Values and field names that appear on the screen are shown in bold type, as shown
in the following example:

~ Enter the number of portsto be dedicated to outbound traffic in the Maximum
Simultaneous Ports field.

System messages and prompts that appear on the screen are shown in bold
typeface, as shown in the following example:

~ The system displays the following message:

Alarm Form Update was successful.
Press <Enter>to continue.

A sequence of menu options that you must select to display a specific screen or
submenu is shown as follows:

Start at the Voice System Administration menu and select:

> Application Package Administration

> CentreVu Name Dialer —|

In this example, you access the Intuity CONVERSANT Voice Administration
menu and then select the CentreVu Name Dialer option.

Screens shown in this book are examples only. The screens you see on your
machine will be similar, but not exactly the same.

Commands and text you type or enter appear in bold type, for example:

~ Enter change-switch-time-zone at theenter command: prompt.
~ Typehigh or low inthe Speed: field.

Command variables are shownin bold italic type when they are part of what you
must type in and regular italic blue type when they are not, for example:

Xii
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Enter ch ma machine_name, where machine_name is the name of the call
delivery machine you just created.

« On personal computers running the Windows NT Server operating system,
objects that you point to or click with the mouse appear inbold type, asin the
following example:

Click the Start button on the Windows NT Server desktop, point to Settings,
and click Control Panel.

Safety Labels

Thisbook usesthe following symbolsto call your attention to potential problems that
could cause personal injury, damage to equipment, loss of data, service interruptions,
or breaches of toll fraud security:

A CAUTION:
Indicates the presence of a hazard that if not avoided can or will cause minor
personal injury or property damage, including loss of data.

AWARNING:
Indicates the presence of a hazard that if not avoided can cause death or
severe personal injury.

A DANGER:
Indicates the presence of a hazard that if not avoided will cause death or severe
personal injury.

Related Resources

Additional training material and documentation and training material is available for
you to learn more about the Intuity CONVERSANT product.

Training

» For information on Intuity CONVERSANT training in the United States, call the
Business Communications Systems (BCS) Global Learning Solutions (GLS)
Education and Training Center at one of the following numbers:
~ Organizations within Lucent Technologies (904) 636-3261
~ Lucent Technologies customers and all others (800) 255-8988

- To arrange international training, contact your sales representative.

Documentation

« Thelntuity™ CONVERSANT® System Version 7.0 System Desctiption
585-313-204, describes all the booksin the Intuity CONVERSANT
documentation library. See the inside front cover of this book for information on

CentreVu® Name Dialer Issue 1, April 1999 xiii
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how to order Intuity CONVERSANT documentation. This book also contains a
glossary of terminology, including abbreviations, associated with the I ntuity
CONVERSANT system.

Note: Always refer to the appropriate book for specific information on
planning, installing, administering, or maintaining an Intuity
CONVERSANT system.

Technical Support

»  For technical support for the Name Dialer feature, contact your distributor.

»  For technical support for the Intuity CONVERSANT system, follow your normal
escalation path.

Trademarks and Service Marks

Lucent Technologies has made every effort to supply trademark information about
company names, products, and services mentioned in the Intuity CONVERSANT
documentation library. The following trademarks appear in this document:

+ CONVERSANT isaregistered trademark of Lucent Technologies.

« Intuity and FlexWord are trademarks of Lucent Technologies.

« Microsoft and Windows are registered trademarks of Microsoft Corporation.
«  Windows NT isatrademark of Microsoft Corporation.

+ ORACLE isaregistered trademark of ORACLE Corporation.

« UNIX isaregistered trademark of UNIX System Laboratories, Inc.

« UnixWareis aregistered trademark of the Santa Cruz Operation, Inc.

How To Make Comments About This

Book
A comment card isincluded at the back of thisbook. While we have tried to make this
document fit your needs, we are interested in your suggestions for improving it and
urge you to complete and return a comment card to us. If the comment card has been
removed from this book, send your comments to the address below. Be sureto
include the name and document number of this book.
Lucent Technologies
Product Publications
Room 22-2H15
11900 North Pecos Street
Denver, CO 80234-2703 US
Fax: (303) 538-1741
xiv Issue 1, April 1999 CentreVu® Name Dialer
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Overview

This chapter provides an overview of the CentreVu Name Dialer feature and software
package for Intuity CONVERSANT V6.0 Update 1 and V7.0 systems.

Purpose

The purpose of this chapter isto familiarize you with the Name Dialer feature and
software package. Topics include the following:

« A functional description of the components of the Name Dialer feature
« A description of the Name Dialer architecture
«  System requirements and capacities

« Anoverview of theinstallation and initial administration processes

The Name Dialer Feature

The Name Didler feature allows a caler to transfer acall ssmply by saying the name
of the person or department with whom the caller wants to speak. The call is then
automatically transferred to the telephone number of the person or department within
acall center or an enterprise. The Name Dialer software package consists of a set of
Intuity CONVERSANT system applications and tools that work together to
accomplish this task.

When acaller dias the telephone number assigned to the Name Dialer application,

the application greets the caller with aninstruction to speak aname. The caller speaks

the name, and the Name Dialer application uses a recognizer, such as WholeWord or
FlexWord™ speech recognition, to identify the person or department being called.

Once the person or department being called has been identified, the Name Dialer
application automatically looks up in a database the telephone number of the person
or department. It then uses Text-to-Speech or pre-recorded speech to prompt the
caller to confirm the recognized name. The system prompts the caller for a yes/no
response. A positive response or no response results in the application transferring the
call to the person or department identified. A negative response causes the application
to prompt the caller to say the name again.

CentreVu® Name Dialer Issue 1, April 1999 1
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The Name Dialer Feature
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The main components of the Name Dialer are listed and described in Table 1.
Table 1. Name Dialer Software Components

Software Component

Name Dialer application
(LCND)

Name Recording
application (RECNAME)

Pronunciation application
(SPEAKNAME)

Data collection (Data
Collection Toolkit)

Call Review application
(calRvw)

OA&M (Operations,
Administration, &
Maintenance)

Speech recognition

Description

Thisisthe application that supports name
dialing on the Intuity CONVERSANT system.

Thisisautility that allows subscribersto
digitally record their own names for playback
by the confirmation prompt.

Thisisautility that allows the system
administrator to review and edit pronunciations
for different name spellings.

Thisrefers to the capability supported by Name
Dialer applicationsto store caller utterancesand
recognition results for call review later. This
option isused in conjunction with the Call
Review application (see next entry).

Thisisautility that allows the system
administrator to review data collected from
callsin which callers regject the recognition
results. This option is used in conjunction with
the Data Collection Toolkit (see previous

entry).

Thisisthe administrative interface to the Name
Dialer feature.

Also called recognizers, thisis the capability
provided through one of the following:

»  Server-based FlexWord recognition (with
itsown OA&M support)

»  SSP-based FlexWord recognition
»  WholeWord speech recognition

Note: To perform simultaneous
recognition actions, which isthe
normal requirement for a system,
you will need more than one
recognizer. The number of
recognizers you need will depend
on your system configuration (see
[Name Dialer Architecturg below).

1of2
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Table 1. Name Dialer Software Components

Software Component Description

ORACLE® databasetables = These embedded ORACLE tables are used to
store the data for call processing.

Incoming data processing Thisisaruntime version of the database used
for call processing.
20f2

Name Dialer Architecture

The Name Didler architecture is dependent on the type of recognition configuration
used to support the application. There are two basic types of configurations:

» The SSP-based configuration, which requires only an Intuity CONVERSANT
system equipped with an SSP-circuit card. This configuration supports a
maximum of 2000 names, including nicknames.

+ [The server-based configuration) which reguires an Intuity CONVERSANT
system and at least one Windows NT server or workstation. This configuration
supports up to 20,000 names, including nicknames.

The Intuity CONVERSANT system can be connected directly to the public switched
telephone network (PSTN) or through a private branch exchange (PBX or switch)
with blind transfer support, to provide telephony interfaceto callers. The Name Dialer
supports analog and line-side T1 connections to the Intuity CONVERSANT system.

SSP-Based Configuration

Architecture The SSP-based configuration resides on the Intuity CONVERSANT system, and uses
FlexWord speech recognition on an SSP card (Figure 4). The SSP card is also used
for speech playback, coding, WholeWord speech recognition, Text-to-Speech, and
echo cancellation. A separate Windows NT server is not needed in this configuration,
as all speech processing is resident on the voice platform.

Figure 4. Architecture for SSP-based FlexWord Recognition

MAP/100P or MAP/40P

Intuity
CONVERSANT
System

PBX

FlexWord on the

Table 4{on page 5 shows various sample configurations for SSP-based systems. Y ou
can useit to help you determine the correct configuration for your needs.

CentreVu® Name Dialer Issue 1, April 1999 3
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Note: For names databases containing more than 1500 names, you must use the
server-based configuration (see below).

Table 2. Sample Configurations for SSP-Based Systems

Number of Number of Channels | Required Required Required

Names in Needed (One Per Number of Number of Number of TTS

Database Simultaneous Call) FlexWord RTU | WholeWord RTU Licenses

Licenses RTU Licenses
0-1500 2 (minimum) 1 1 1
4 2 2 2
6 3 3 2
8 4 4 3
10 5 5 4
System Capacity SSP-based speech recognition supports a vocabulary of up to 1500 names, (2000,

including nicknames). A Name Dialer vocabulary of more than 1500 names must use
the server-based configuration.

One SSP circuit card can support amaximum of 12 simultaneous calls. More than one
SSP circuit card can be used in the system, depending on the system’s capacity.

Note: These specifications assume that no other application in the system is
using FlexWord speech recognition.

Server-Based Configuration

Architecture In a server-based configuration, the Intuity CONVERSANT system connects to one
or more Windows NT servers through a socket interface over an Ethernet Local Area
Network (LAN) (Figure 5).

Figure 5. Architecture for Server-base Recognition

r— — — 1
| Optional |
MAP/100P or MAP/40P - — — Additional
Server |
Intuity | L — — — 4
CONVERSANT | Windows NT
System | FIexWoLd
Speec
PBX LAN | Recognition
Server
SSP Card
| r— — — 1
| | Optional |
L — Additional
7 Server |
L — — — 1

The number of NT servers you need will depend on the number of names you expect
to have in your names database and the amount of demand you expect for the Name
Dialer feature. In general, you need one recognizer to handle every two simultaneous

4 lIssue 1, April 1999 CentreVu® Name Dialer
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calls. Thus, if your traffic analysisindicates that you would have 10 simultaneous
calls as your peak load, you should configure your system with at |east 5 recognizers.

Each NT server can run amaximum of 4 recognizers. The number of recognizersyou
can actually run depends on the number of names in the names database. The larger
the names database, the fewer the number of recognizers you can use on each NT
server. Table 3 shows the general rule for how many recognizers you can use per NT
server, based on the number of names in the names database.

Table 3. Number of Recognizers Required

If the number of names in the Then the maximum number of
names database is: recognizers per NT server is:
0 -5,000 4
5,001 —- 10,000 3
10,001 - 20,000 2

Table 4 shows various sample configurations for server-based systems. Y ou can use it
to help you determine the correct configuration for your needs.

Table 4. Sample Configurations for Server-Based Systems

Number of Number of Required Required Required Required Required
Names in Simultaneous Number of Number of | Number of | Number of Number of
Database Channels Needed Recognizers | Servers SSP Circuit | WholeWord TTS RTU
(One per Call) Cards RTU Licenses @ Licenses
0-5000 2 (minimum) 1 1 1 1 1
4 2 1 1 2 2
6 3 1 1 3 2
8 4 1 1 4 3
10 5 2 1 5 4
12 6 2 1 6 4
14 7 2 2 7 5
16 8 2 2 8 6
5001-10,000 4 (minimum) 2 1 1 2 2
6 3 1 1 3 2
8 4 2 1 4 3
10 5 2 1 5 4
12 6 2 1 6 4
14 7 3 2 7 5
16 8 3 2 8 6
18 9 3 2 9 6
lof2
CentreVu® Name Dialer Issue 1, April 1999 5
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Table 4. Sample Configurations for Server-Based Systems

Number of Number of Required Required Required Required Required
Names in Simultaneous Number of Number of | Number of | Number of Number of
Database Channels Needed Recognizers | Servers SSP Circuit | WholeWord TTS RTU
(One per Call) Cards RTU Licenses @ Licenses
10,000-20,000 6 (minimum) 2 1 1 2 2
8 4 2 1 4 3
10 5 3 1 5 4
12 6 3 1 6 4
14 7 4 2 7 5
16 8 4 2 8 6
18 9 5 2 9 6
20 10 5 2 10 7
22 11 6 2 11 8
24 12 6 2 12 8
2o0f2

System Capacities

A server-based configuration, like the one depicted above, can support a vocabulary
of up to 20,000 names, including nicknames. The Name Dialer application
automatically adds nicknames to the names database if the nicknames are not
provided in the source data file. For more information about nicknamesin the Name
Dialer application, see[The Names Databasd in Chapter 4, Using the Name Dialer
Feature.

The basic configuration, as depicted above, can support speech recognition on
approximately two simultaneous calls per channel when a 20,000 name database is
used.

Note: If the names database, including nicknames, exceeds 20,000 names, the
accuracy of name recognition drops sharply. In fact, as ageneral rule, the
smaller the number of names in the database, the higher the degree of
accuracy in name recognition.

The level of accuracy also depends on the phonetic “distance” between
two names. The recognizer has a high probability of wrongly recognizing
names that are phonetically close. Accuracy is lower, too, when the
names database has many non-native names and when callers are
non-native to the language being used.

One SSP circuit card can handle a maximum of 12 simultaneous calls. More than one
SSP circuit card can be added to the system to achieve the desired system capacity.

System Requirements

This section provides information about the software and hardware requirements for
the CentreVu Name Dialer feature.

6 Issue 1, April 1999
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Software Requirements

The ability to usethe Name Dialer feature requires several software packages. Table 5
on page 7 lists the required software packages and the location where each packageis
installed.

Table 5. Name Dialer Required Software

Installed on...
Package Name Intuity NT Server
CONVERSANT
Intuity CONVERSANT base system X
software (V6.0 Update 1 or VV7.0)
Intuity CONVERSANT Proxy Base Set X
rfu+f and (for Line Side T1 circuit card X
configurations only) DTMFVRU patches
(V6.0 Update 1 systems only)
Name Dialer software package X
Intuity CONVERSANT Text-to-Speech X
Intuity CONVERSANT U.S. English X
FlexWord Speech Recognition (2 RTU
licenses required for server-based
configurations)
Intuity CONVERSANT U.S. English X
WholeWord Speech Recognition
Intuity CONVERSANT FlexWord Toolkit X
Intuity CONVERSANT Data Collection X
Toolkit
Appropriate circuit card drivers X
Intuity CONVERSANT Script Builder X
Microsoft Windows NT Version 4.0 X
operating system with service pack 4 or
greater (Workstation or Server version for
Alpha)
FlexWord™ Server Software for Windows X
NT4.0 Alpha
Simple TCP/IP services X
CentreVu® Name Dialer Issue 1, April 1999 7
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Hardware and LAN Requirements

System Requirements
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Table 6 summarizes the hardware and LAN requirements for the Name Dialer

product.
Table 6.

Intuity CONVERSANT System
MAP/40P or MAP/100P with:

» Atleast oneof the
following telephony cards:

~ Tip/Ring (analog)
~ EVUT1 (digital)

«  Lucent-certified Ethernet
LAN PCI circuit card

« SSPcard

Note: You cannot use SP
circuit cards for the
CentreVu Name
Diader featureor for
speech coding
applicationsin
general.

« 128 MbRAM

« 10 Mb disk space on root
partition for Name Dialer
software

« Sufficient disk space
partitioned for the
ORACLE database
(Anything more than
approximately 10,000
names in the names
database requires an
additional 45 Mb of disk
space for the ORACLE
database.)

Hardware and LAN Requirements

NT Server

Customer-provided PC server
dedicated to the Name Dialer
with:

*  Minimum of a600-MHz
DEC Alpha processor

*  Minimum of 256 Mb of
RAM

» 10/100-mbps
LAN-compatible circuit
card

» CD-ROM drive
» Floppy diskette drive

«  Standard mouse, monitor,
keyboard

*  Minimum of 2 Mb of cache

LAN

LAN instalation
is the customer’s
responsibility.

Note:

Transmission Control
Protocol/Internet Protocol
(TCP/IP) Ethernet network
operating at a speed of at leas!
one of the following:

« 10 mbps
« 100 mbps
Dedicated Ethernet hub (for

server-based systems with
more than one server)

For optimal performance, the following requirements also apply:

« Each Windows NT server should be dedicated to the recognition function.
Performance degradation can occur if an NT server is used to run additional
software in the background. Graphical screen savers, in particular, use significant
central processing unit (CPU) resources and should not run on Name
Dialer-dedicated NT servers.

8 Issue 1, April 1999
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« Thelntuity CONVERSANT and NT server systems should be on a dedicated and
isolated physical network. Any bridges, routers, or repeaters in the system should
carry little, if any, extraneous network traffic. Performance degradation can occur
if the Name Dialer feature is used on networks that carry additional traffic.

« Make surethe Windows NT server virtual memory paging sizeis set to 250 MB
or higher. The virtual memory settings are reached through the Control Panel by
clicking System. Virtual memory settings are found on the Performance tab.

« Although not required, the use of accessory-configurations such as rack mount
servers, cabinets, and keyboard/VV GA/mouse (KVM) switches can make life for
an administrator much easier.

Overview of Initial Installation and Administration

Table 7 lists the basic stepsto install and administer the CentreVVu Name Dialer
application. Detailed procedures for each step are found in the section cross
references listed in the second column.

Table 7. Steps for Name Dialer Initial Installation and Administration
Action/Step Procedure Reference
1 Verify that you have al the required System Requirementsin this

software and hardware for the
installation.

Verify that the PCI Ethernet LAN
circuit card isinstalled and
administered on the Intuity
CONVERSANT system.

Install the Proxy Software Set on the
Intuity CONVERSANT system.

Install the Name Dialer software
package on the Intuity
CONVERSANT system.

Install the FlexWord™ Server
Software package cgach Windows
NT FlexWord speech recognition
server (server-based configurations

only).

chapter

In the maintenance book for your
system, see Chapter 2, Installing or
Replacing Circuit Cards, PCI
Ethernet LAN Circuit Cards

Chapter 2, Software Installation and
Removal, [[nstalling the Proxy|
|Software Set on the Intuity|
ICONVERSANT System|

Chapter 2, Software Installation and
Removal, [[nstalling the Namg|
[Dialer Application (LCND) on thg
[Intuity CONVERSANT System|

Chapter 2, Software Installation and
Removallinstalling the FlexWord ™
[Server Software on the Windogws

1of2
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Table 7. Steps for Name Dialer Initial Installation and Administration

Action/Step Procedure Reference

6 Performall theinitiadl administration ~ Chapter 3, Administration,[Initia]
tasks prescribed for your system, [Administration for the Name Dialer|
taking special note of proceduresthat  [Windows NT Server]
only apply to one configuration or the
other (that is, procedures specific to
SSP-based configurations or to
server-based configurations).

7 Load the names database on your Chapter 3, Administration,|Creating
system and verify that it is ready for land Loading the Databasg
use.

8 Verify and install the LCND, Chapter 3, Administration,
RECNAME, SPEAKNAME, and [Verifying the Name Dialer|
callRvw applications on the Intuity |Applicationg and]Administering
CONVERSANT system. [Name Dialer Serviceg

9 Stop and restart the voice system. « For V7.0 systems: Intuity™

CONVERSANY System Version
7.0 System Reference,
585-313-205.

« For V6.0 systems: Intuity™
CONVERSANY System
Maintenance book for your
system.

2o0f2

While there are other options you can use to enhance the performance of the[Name
[Dialer application (described in[Chapter 3] Administration and[Chapter 4]Using the
Name Dialer Feature), once you have completed these basic steps, the CentreVu
Name Dialer feature is ready for use.

After completing all these basic steps, it isagood ideato place atest call to the
system, to make sure the Name Dialer feature is working as it should be.

10 Issue 1, April 1999
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Overview
The software components of the Name Dialer product include the speech recognition
proxy software and the Name Dialer software package installed on the Intuity™
CONVERSANT® system, and the Name Dialer server software installed on each
Windows NT server.
Purpose
This chapter contains the procedures required to install the hardware and software for
the Name Dialer feature and to remove the software. Topics include the following:
[ Installing the Ethernet LAN Circuit Card
[ Installing the Name Dialer Softwarg
[ Removing the Name Dialer Software
It is assumed that you are installing the software on an Intuity CONVERSANT
system on which the following software is already installed:
» Thebase system software (V6.0 Update 1 or V7.0)
+  Appropriate feature packages (see|Software Requirementgin Chapter 1,
Overview of the Name Dialer Feature)
« Appropriate software drivers
«  Script Builder
It is aso assumed that you are installing the server package on NT serversthat are
aready installed with the Windows NT operating system.
For details on installing base system software and components, see the following
books:
« For V7.0 systems:
~ Intuity™ CONVERSAI\ﬁ'S/stem Version 7.0 New System Installation,
585-313-106
~ Intuity™ CONVERSAI\f@rsystem \ersion 7.0 Reference, 585-313-205
~ Intuity™ CONVERSAI\ﬁ'S/stem Version 7.0 MAP/40P Maintenance,
585-313-108
~ Intuity™ CONVERSAI\f@rsystem \ersion 7.0 MAP/100P Maintenance,
585-313-110
« For V6.0 Update 1 systems:
~ Intuity™ CONVERSAI\ﬁ'S/stem New System Installation for your system
~ Intuity™ CONVERSAI\f@rsystem Maintenance for your system
CentreVu® Name Dialer Issue 1, April 1999 11
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Installing the Ethernet
LAN Circuit Card

If your Intuity CONVERSANT system is not aready equipped with an appropriate
Ethernet LAN circuit card, you must install the card and driver and verify the
installation. For the requirements for the Ethernet LAN circuit card for the Name
Dialer, see[System Requirementdin Chapter 1, Overview of the Name Dialer Feature.
For the complete procedures to install and configure an Ethernet LAN circuit card,
see PCI Ethernet LAN Circuit Cards in Chapter 2, Installing or Replacing Circuit
Cards, in the maintenance book for your system.

Installing the Name Dialer Software

The packages you install for the Name Dialer feature depend upon your
configuration.

The following procedures are required to install the Name Dialer softwarein a
server-based configuration:

« Installing the Proxy Software Set on the Intuity CONVERSANT System

[ Installing the Name Dialer Application (L CND) on the Intuity CONVERSANT]

[+ Installing the FlexWord™ Server Software on the Windows NT Server

The following procedures are required to install the Name Dialer software in an
SSP-based configuration:

« Installing the Proxy Software Set on the Intuity CONVERSANT System
[+ Installing the Name Dialer Application (LCND) on the Intuity CONVERSANT]

Installing the Proxy Software Set on
the Intuity CONVERSANT System

Toinstall the Proxy software set on the Intuity CONVERSANT system, do the
following:

1 LogintotheIntuity CONVERSANT system asroot.

2 To stop the voice system, enter stop_vs

For more information about stopping the voice system using either the Intuity
CONVERSANT windows or the stop_vs command, see one of the following:

~ For V7.0 systems:. See Stopping the Voice System in Intuity™
CONVERSANY System Version 7.0 System Reference, 585-313-205.

~ For V6.0 systems: See Stopping the Voice System in the Intuity™
CONVERSANY System Maintenance book for your system.

Note: If thevoice system is already stopped, the system displays a message
stating that the action failed because the voice system is not running.

12 Issue 1, April 1999 CentreVu® Name Dialer
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3 Enter pkgadd -d ctapel
The system displays the following message:

Insert a cartridge into Tape Drive 1.
Type [go] when ready, or [q] to quit: (default: go)

4 |nsert the tape labeled INTUITY Proxy ASR - NGF Set (R1.0) into the tape
drive.

5 PresSENTER.

The system displays messages indicating the packages available for installation
and then the following message:

Select the package(s) you wish to process (or ‘all’ to process all
packages). (default: all) [?, ??, quit]:

6 Enterl

The system displays a series of messages indicating the progress of the
installation. When the installation is complete, the system displays the following

message:
The system should now be rebooted.

Processing of <INTUITY PROXYASR_NGF SET> is completed.
The system displays the following message:

Insert a cartridge into Tape Drive 1.
Type [go] when ready, or [q] to quit: (default: go)

7 Enter g
8 Remove the cartridge from the tape drive.
9 Reboot the operating system.

For the procedure to reboot the operating system using the shutdown command,
see one of the following:

~ For V7.0 systems: See Rebooting the UNIX System in Intuity™
CONVERSANY System Version 7.0 System Reference, 585-313-205.

~ For V6.0 systems: See Rebooting the UNIX System in the Intuity ™
CONVERSANY System Maintenance book for your system.

For information about Right-To-Use (RTU) license administration, call your remote
service center.

Installing the Name Dialer Application (LCND)
on the Intuity CONVERSANT System

Toinstall the Name Dialer applications on the Intuity CONVERSANT system, do the
following:

1 Logintothe Intuity CONVERSANT system asroot.

2 To stop the voice system, enter stop_vs

CentreVu® Name Dialer Issue 1, April 1999 13
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For more information about stopping the voice system using either the Intuity
CONVERSANT windows or the stop_vs command, see one of the following:

~ For V7.0 systems: See Stopping the Voice System in Intuity ™
CONVERSANY System Version 7.0 System Reference, 585-313-205.

~ For V6.0 systems: See Stopping the Voice System in the Intuity ™
CONVERSANY System Maintenance book for your system.

Note: If thevoice system is already stopped, the system displays a message
stating that the action failed because the voice system is not running.

3 Enter pkgadd -d ctapel
The system displays the following message:

Insert a cartridge into Tape Drive 1.
Type [go] when ready, or [q] to quit: (default: go)

4 |nsert the tape labeled CentreVu Name Dialer Application into the tape
drive.

5 PresSENTER.

The system displays messages indicating the packages available for installation
and then the following message:

Select the package(s) you wish to process (or ‘all’ to process all
packages) (default: all) [?, ??, quit]:

6 PressENTER.
When the installation is compl ete, the system displays the following message:

Installation of INTUITY CONVERSANT CentreVu Name Dialer
Application (Icnd) was successful.

The system displays the following message:

Insert a cartridge into Tape Drive 1.
Type [go] when ready, or [q] to quit: (default: go)

7 Enter g

The system displays the console prompt.
8 Remove the cartridge from the tape drive.
9 To start the voice system, enter start_vs

For more information about starting the voice system using either the Intuity
CONVERSANT windows or the start_vs command, see one of the following:

~ For V7.0 systems. See Starting the Voice System in Intuity™ CONVERSANT
System Version 7.0 System Reference, 585-313-205.

~ For V6.0 systems: See Starting the Voice System in the Intuity™
CONVERSANY System Maintenance book for your system.

Note: If thevoice system is already started, the system displays a message
stating that the action failed because the voice system is aready running.
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User Guide 585-313-709



tallmg the Name Dialer Software Software Installation and Removal 2

i B s P S B R R E O B s, £ V0 S e S i, & OO, SO i Bl ety (2R P et e TeroiE

Installing the FlexWord™ Server Software
on the Windows NT Server

Note: If you are using an SSP-based configuration, you need not do this section.

Complete this procedure to install the FlexWord™ server softwagadbrserver in
your system.

Note: There are several methods to install applications in the Windows NT
environment. See your Windows NT documentation for information on
other methods. The procedure below is recommended.

1 Log in to the Windows NT server as administrator.
2 Exit all windows programs.
3 Insert the CD labeleBlexWord™ Server Software in the CD-ROM drive.
4 Click the Start button on the Windows NT taskbar.
5 On the Start menu, click Run.
The system displays the Run dialog box.
6 Inthe Open list onthe Run dialog box, enter z:setup and click OK.

Note: Thisstep assumesthat z: isthe letter of your CD-ROM drive. If it isnot,
substitute the correct drive letter.

The system displays a splash screen, followed by a setup progress bar, followed
by the Software License Agreement dialog box.

Note: To cancel the installation at any time before completion, click the
Cancel button. To return to the previous dialog box, click the Back
button.

7 To accept the terms of the license agreement, click Yes.

The system performs the installation and, when it is complete, displays the
FlexWord Server Reboot dialog box.

8 Inthe FlexWord Server Reboot window, select the check box labeled Yes, |
want to restart my computer now

Note: You do not need to start the Name Dialer service manually after installing
the server softwareif you perform this step. Rebooting the server
automatically starts the Name Dialer service. Thereafter, you can stop
and restart the service as necessary. However, if you choose not to reboot
the server now, you must do so manually at some time before using the
Name Dialer feature.

9 Remove the CD from the CD-ROM drive.

10 Click Finish .
The server automatically reboots. The system automatically starts the Name
Dialer service.
CentreVu® Name Dialer Issue 1, April 1999 15
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Removing the Name Dialer Software

The following procedures are required to remove the Name Dialer software from the
Intuity CONVERSANT system and the Windows NT servers. Y ou can do the
procedures in any order.

« Removing the Name Dialer Server Software from the NT Server

[ Removing the Name Dialer Application (L CND) from the Intuity]
CONVERSAN

[+ Removing the Proxy Software Set from the Intuity CONVERSANT System|

Removing the Name Dialer Server Software
from the NT Server

To remove the Name Dialer server software completely from your system, you must
remove the server package from each server.

Note: There are several ways to remove applications in the Windows NT
environment. See your Windows NT documentation for information on
other methods. The procedure provided below is recommended.

To remove the Name Dialer server software from a server, do the following:

1 Stop the Name Dialer service.

For the procedure, see[Starting and Stopping the Name Dialer Servicein the]
[Windows NT Services Window]in Chapter 3, Administration.

2 Removethe Name Dider service.

For the procedure, see[Removing the Name Dialer Service on the Windows NT|
|Server (not required)|in Chapter 3, Administration.

3 Click the Start button on the Windows NT desktop, point to Settings, and click
Control Panel.

The system displays the Control Panel window.
4 Double-click the Add/Remove Programs icon.

The system displays the Add/Remove Programs Properties dialog box.
5 Select the Install/Uninstall tab.

6 Inthescrolling list at the bottom of the dialog box, select CentreVu Name
Dialer.

7 Click Add/Remove.
The system displays the Confirm File Deletion dialog box.
8 Click Yes.

The system displays the Uninstall Shield window followed by the Remove
Programs From Y our Computer dialog box.
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Click OK.

When the Name Dialer software has been removed, the dialog box displays the
following message:

Uninstall successfully completed.

On the Add/Remove Programs Properties dialog box, click OK.
Close the Control Panel window.

L ocate the Winnt directory and delete the flexword directory.

Note: TheWinnt directory isfound at the top level of the primary drive for

your computer (usually the C: drive). You can use Windows Explorer or
the My Computer icon to accomplish this step. For more information
about deleting files and directories, see the online information for your
Windows operating system.

Removing the Name Dialer Application (LCND)
from the Intuity CONVERSANT

1
2

To remove the Name Dialer applications from the Intuity CONVERSANT system, do
the following:

Logintothe Intuity CONVERSANT system as root.
To stop the voice system, enter stop_vs

For more information about stopping the voice system using either the Intuity
CONVERSANT windows or the stop_vs command, see one of the following:

~ For V7.0 systems: See Stopping the Voice System in Intuity ™
CONVERSANY System Version 7.0 System Reference, 585-313-205.

~ For V6.0 systems: See Stopping the Voice System in the Intuity ™
CONVERSANY System Maintenance book for your system.

Note: If thevoice system is already stopped, the system displays a message

3

5

stating that the action failed because the voice system is not running.

To verify that the Name Dialer applications package is currently installed on your
system, enter pkginfo Icnd at the system prompt.

The system displays all the software packages installed on your system. The
application package s listed as follows:

intuity lcnd INTUITY CONVERSANT CentreVu Name
Dialer Application

Once you have determined that the package is currently installed, enter pkgrm
lcnd

The system displays the following message:
Do you want to remove this package [yes,no,?,quit]

Entery

CentreVu® Name Dialer
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The system displays messages indicating the progress of the removal. When the
removal is complete, the system displays the following message:

Removal of <lcnd> was successful.

6 To start the voice system, enter start_vs

For more information about starting the voice system using either the Intuity
CONVERSANT windows or the start_vs command, see one of the following:

~ For V7.0 systems: See Starting the Voice System in Intuity™ CONVERSANST
System Version 7.0 System Reference, 585-313-205.

~ For V6.0 systems: See Starting the Voice System in the Intuity™
CONVERSANY System Maintenance book for your system.

Note: If thevoice system is already started, the system displays a message

stating that the action failed because the voice system is aready running.

Removing the Proxy Software Set
from the Intuity CONVERSANT System

To remove the Proxy software set from the Intuity CONVERSANT system, do the
following:

Note: Before doing the following procedure, make sure the LCND application

has been removed from the system. To remove the LCND application,
see[Removing the Name Dialer Application (LCND) from the Intuity]

| ONVERSAN i|above

1 Logintothe Intuity CONVERSANT system asroot.

2 To stop the voice system, enter stop_vs

For more information about stopping the voice system using either the Intuity
CONVERSANT windows or the stop_vs command, see one of the following:

~ For V7.0 systems: See Stopping the Voice System in Intuity ™
CONVERSANY System Version 7.0 System Reference, 585-313-205.

~ For V6.0 systems: See Stopping the Voice System in the Intuity ™
CONVERSANY System Maintenance book for your system.

Note: If thevoice system is already stopped, the system displays a message

stating that the action failed because the voice system is not running.

3 To verify that the Proxy NGF software package is currently installed on your

system, enter pkginfo PROXYset at the system prompt.

The system displays all the proxy software packages installed on your system.
The Proxy NGF packages are listed as follows:

intuity proxybase INTUITY ASR Proxy Package - Base

intuity  proxyngf INTUITY ASR Proxy Package - Next Generation
FlexWord

Once you have determined that the package is currently installed, enter
pkgrm PROXYset
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The system displays the following message:
Do you want to remove this package [yes,no,?,quit]

5 Entery

The system displays messages indicating the progress of the removal. When the
removal is complete, the system displays the following message:

Removal of <PROXYset> was successful.
AWARNING:

After you remove the package, you must reboot the operating system
before reinstalling the package or starting the voice system.
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Overview

Purpose

After the Name Dialer software isinstalled, you must administer the Local Area
Network (LAN) connection, as well as the Name Dialer application parameters and
services on the Intuity™ CONVERSANTsystem and each NT server.

This chapter provides the procedures required to perform the initial administration on
the Intuity CONVERSANT system and each NT server once the Name Dialer
software has been installed.

This chapter also describes the procedures needed to perform common administrative
tasks used to maintain or report on the Name Dialer service.

Topicsinclude the following:
« Initia Administration for the Name Dialer Windows NT Server

[+ Maintenance Administration for the Name Dialer Windows NT Server

[+ NameDiaer Reportd

Initial Administration for the
Name Dialer Windows NT Server

Once you have the Name Dialer software installed, use the following administrative
procedures to set up your system for each Name Dialer Windows NT server.
Subtopics include the following:

Note: Lucent recommendsthat you do these tasksin the order in which they are
presented. In some cases, one procedure depends upon a previous
procedure already being done.

[+ Verifying the Right-to-Use Licensing
[+ Obtaining IP Addresses (Server-Based Systems Only)|
[+ Administering TCP/IP on the Windows NT Server (Server-Based Systems Only)|

[ Adding the Name Dialer Server to the /etc/hosts File on the Intuity]
[CONVERSANT System (Server-Based Systems Only)|

[+ Administering the Windows NT Server on the Intuity CONVERSANT System|

[+ Administering the Name Dialer Application Parametery
[+ Creating and L oading the Databasd

CentreVu® Name Dialer
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[+ Verifying the Name Dialer Applicationg

[+ Administering SSP Functions for the Name Dialer service]
[+ Administering Name Dialer Serviceq

[+ Administering Voice Equipment Options|
[+ Administering the Data Collection Toolkit (SSP-Based Configurations Only)|

Verifying the Right-to-Use Licensing
To verify the Right-to-Use (RTU) license, do the following:
1 Logintothe Intuity CONVERSANT system asroot.
2 Enter cvis_menu
The system displays the Voice System Administration menu (Figure 6).

Figure 6. Voice System Administration Menu

Uoice System Administration

Application Package Administration

Configuration Management
Feature Packages
Reports

Script Builder Applications
Switch Interfaces

System Monitor

SR Server Administration
Exit

3 Select the following:

> Configuration Management

> Feature Licensing

The system displays the Feature Licensing wi ndow on page 23).
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Figure 7. Feature Licensing Window

Feature

Text to Speech

Dial Pulse Recognition
Flexword Recognition
Whole Word Recognition

Fax
Proxy ASR type 9

4 Verify that the following feature licenses are valid:

l

Text-to-Speech

Flexword Recognition — required for SSP-based configurations only
WholeWord Recognition

Proxy ASR type 9 — required for server-based configurations only

l

l

l

Note: A zero (0) in a Value field indicates there are no valid licenses for that
feature. Any other number indicates the number of valid licenses for the
feature.

If the RTU licensing is not correct, contact your remote service center for
information about RTU license administration.

5 Press6 (Cancel) three times to return to the system prompt.

Obtaining IP Addresses
(Server-Based Systems Only)

Obtain from your LAN administrator a unique Internet Protocol (IP) addresadior
Name Dialer server on the dedicated LAN and for the Intuity CONVERSANT
system. Use this information to administer the Name Dialer server and the Intuity
CONVERSANT system.

Note: For the LAN requirements, s&ystem Requiremenis Chapter 1,
Overview of the Name Dialer Feature

Administering TCP/IP on the Windows NT Server
(Server-Based Systems Only)

To administer the settings for Transmission Control Protocol/Internet Protocol
(TCP/IP) oneach Windows NT server, do the following:

Note: Since the Windows NT servers are customer-provided and may be
custom-configured, onlguidelines for TCP/IP administration are
provided here. For complete details on Windows NT LAN
administration, see your Windows NT documentation.
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Logintothe Windows NT server as administrator.

Click the Start button on the Windows NT taskbar, point to Settings, and click
Control Panel.

The system displays the Control Panel dialog box.
Double-click the Network icon.

The system displays the Network dialog box.
Click the Identification tab.

Administer the information in the following boxes:

~ Computer Name
~ Domain

Click OK.

The system displays the Network dialog box.

Click the Protocols tab.

The system displays the Network Protocols dialog box.

If you are administering the machine for the first time, click Add to access these
fields. If the machine has previously been administered, click Properties.

The system displays the Microsoft TCP/IP Properties dialog box.
Do thefollowing:

a Click theIP Address tab, administer information in the following fields, and
click OK:

« |P Address
« Subnet Mask
» Default Gateway

b Click the DNS tab, administer information in the following fields, and click
OK:

+ Host name

- Domain

« DNS Service Search Order

« Domain Suffix Search Order

¢ Click the WINS Address tab, administer information in the following fields,
and click OK.

« Primary WINS Server
+ Secondary WINS Server
- Enable DNS for Windows Resolution
+ Enable LMHOSTS Lookup
The system displays the Network dialog box.
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10 Click Close.

The system displays the Network Setting Change dialog box with the following
message:;

You must shut down and restart your computer before the new
settings will take effect. Do you want to restart your computer now?

11 Click Yes.

Adding the Name Dialer Server to the /etc/hosts File
on the Intuity CONVERSANT System
(Server-Based Systems Only)

To enable network connectivity between the Intuity CONVERSANT system and the
Windows NT server, normally it is sufficient to set the IP address or DNS name in the
SR Server Administration window (see Administering the Windows NT Server on the
Intuity CONVERSANT System below). The /etc/hosts file contains information,
however, which may be required to help establish avalid connection between the
Intuity CONVERSANT system and the Windows NT server.

To enter the Windows NT server in the/etc/hosts file on the Intuity
CONVERSANT system, do the following:

1 Logintothe Intuity CONVERSANT system asroot.
2 Openthe/etc/hosts filewith an ASCII text editor, such as the vi editor.

3 For each NT server, add an entry to the/etc/hosts file consisting of one line that
includes the server’s IP address and DNS name.

If desired, you can also add one or more aliases for the DNS name in the
following format, where separator> is a tab or space character.

IP_address <separator> DNS_name <separator> alias <separator> alias

Note: By convention, the DNS name should match the PC name administered
in the Windows NT Server operating system on the server.

4 Save the file and exit.

Administering the Windows NT Server
on the Intuity CONVERSANT System

To set the Name Dialer Windows NT server connection parameters on the Intuity
CONVERSANT system, do the following:

1 Log in to the Intuity CONVERSANT system as root.
2 Entercvis_menu

The system displays the Voice System Administration menu

on page 22
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3 Select the following:

> SR Server Administration

> Add/Remove SR Servers

The system displays the Add/Remove ASR Servers window (Figure 8).

Figure 8. Add/Remove SR Servers Window

Add/Remoue SR Seruers

Host Address Port Recognizer
Number

1.
2.
3.
4.
5.
6.
7.
8.
9.

4 Inthe Host Address field, enter the |P address of the server to be added.
Note: PressTAB or ENTER to move to through the fields.

5 Inthe Port Number field, enter the channel number used by the server for
recognition processing. Use a channel number between 23462349
consistent with the default channel numbers used on the server.

6 IntheRecognize Type field, enterNGF

Note: This field is case-sensitive. That is, you must enter the letters “NGF” in
all uppercase letters. If you use lowercase letters, the server is not
administered.

7 To save the information in this window, préss (Save).
The system displays the following prompt:

This command will terminate ongoing calls for a few seconds. Do
you want to continue?

8 Typey
9 Press1 (Acknowlg Message).
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10 PressF6 (Cancel) twiceto return to the Voice System Administration menu.

Administering the Name Dialer Application Parameters

Once you have installed the Name Dialer applications on the Intuity CONVERSANT
system, you must administer the application parameters for the Name Dialer service.

To administer the application parameters for the Name Dialer service on the Intuity
CONVERSANT, do the following:

Note: Thefollowing procedure assumes you are proceeding directly from the
previous section.

1 From the Voice System Administration menu, select the following:

> Application Package Administration

> CentreVu Name Dialer

> Application Parameters

The system displays the Application Parameters window (Figure 9).

Figure 9. Application Parameter Window

Application Parameters

Maximum number of Tries:

Event Logging: M

Default Telephone Number: _

Type of Recognizer: SERVER

Call Reviewu:

Data Collection:

on page 28 describes the fieldsin thiswindow, including valid entries and
adescription of the fields.
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Table 8. Name Dialer Application Parameters Window

Field Name

Maximum
number of Tries

Event Logging

Default
Telephone
Number

Type of
Recognizer

Call Review

Data Collection

1.See CAUTION below.

Valid Entries

two-digit number,
not to exceed 10
(2 default)

Y (default) or N

No more than 20
numeric characters

ISERVER
(default) or SSP

Y or N (default)

Y orN (default)

Description

This parameter specifies the maximum
number of failures allowed by the
recognizer beforethe call istransferred to
an operator.

This parameter specifies whether or not
the call information islogged by the
application in thelcnd_event table.

This is the telephone number for the
caller to reach the operator. When the
recognizer fails more than the number of
times specified in the Maximum
number of Tries field, thecal is
transferred to this number.

This parameter specifiesthe type of voice
recognition used by the system.

This parameter specifies whether the call
review option ison. If thisoptionison
(Y), when the caller responds to the
recognition result with “no,” the call
review data is inserted into the
lcnd_dc table.

This parameter specifies whether the|data
collection option is on for all calls.

Always set this field tiN.

2 Enter avaluein each field, using TAB to moveto through the fields.

3 PressF3 (Save) to save the information in this window.

4 PressF1 (Acknowlg Message).

5 PressF6 (Cancel) three timesto return to the Voice System Administration menu.

A CAUTION:
In Step 2, if you set the recognition type to SSP, you must verify and install the
LCND application before accepting calls into the system. This rule is
particularly true when you change the recognition type from SERVER to SSP.
For the procedure to verify and install the LCND application, see [Veri

[Name Dialer Applications| below.
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Creating and Loading the Database

It is hecessary to create and load the Name Dialer database tables before the system
will function correctly. The format for the entriesin the Name Database source data
fileisdescribed in[The Names Databasglin Chapter 4, Using the Name Dialer Feature.

Database tables must be created and loaded before verifying Name Dialer
applications. These database tables should be created and loaded during off-hours,
because of possible interruptions to the Name Dialer service.

To create and load database tables, do the following:
1 Loginto the Intuity CONVERSANT system asroot.

2 For SSP-based systems, you must change the type of recognizer parameter from
SERVER to SSP, as described inJAdministering the Name Dialer Application|

Parameterslabove.

3 Copy the names database source fileto the /lcnd/data directory.

4 Enter /lcnd/bin/LCND_load.sh /lcnd/data/filename
where filename is the names database source file.

Verifying the Name Dialer Applications

It is necessary to verify the Name Dialer applications when you install the LCND
utility or when you change the server type from SERVER to SSP. The Name Dialer
applications must be verified via Script Builder. It is assumed that Script Builder is
aready installed on your Intuity CONVERSANT system.

Verifying a Script Builder application involves two steps: verification and
installation. Y ou should therefore verify and install a Script Builder application while
you arein the Script Builder program.

To verify and install the Name Dialer-related applications on your system, do the
following:

1 Logintothe Intuity CONVERSANT system asroot.
2 Enter cvis_menu

The system displays the Voice System Administration menu on page
22).

3 Sdlect:

> Script Builder Applications

The system responds with the Script Builder Applications menu on
page 30).
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Figure 10. Script Builder Applications Menu

YADD NEW APPLICATION
LCND

RECNAME

SPEAKNAME

callRuw

feature_tst
monitor

The following applications each need to go through the verification and
installation process:

~ LCND

RECNAME

SPEAKNAME

calRvw

l

l

l

Select the application you want to verify and install and press F8 (Chg-Keys).

The system displays new function key assignments at the bottom of the screen.
PressF1 (Define).

The system displays the Define Application window.

PressF3 (Verify).

The system displays the following message:

PASS 1: Invoking the TSM script assembler for application_name.

where application_name is the name of the application selected in Step 4.

Note: At this point, the system will probably display a number of warning

messages. It is safe to ignore these warnings as long as the processis
successful.

7 If your application successfully completes these passes, the system displays a

Verification successful message. PressF6 (Cancel) to return to the Define
Application window and proceed with the installation.

From the Define Application window, press F4 (Install).
The TSM script assembler starts, and the system displays the following message:

The TSM script assembler has finished without identifying any errors
in your transaction definition. A complete list of output messages
from the assembler can be found in the file /att/trans/sb/application_
name/tas_output.

Viewing thisfileisoptional. It may contain some warning messages about what
the assembler found while successfully installing your application.

Then the system displays the following message:
PASS 2: Moving the files to the appropriate directories.

30 Issue 1, April 1999

CentreVu® Name Dialer
User Guide 585-313-709



nitial Administration for

i O S S PR T o8 Bl e s PEAES,

10
11

\;&’9/;\ g R, .,"‘,g}:«? ‘::&;&‘ S

the Name D|aI ndow Server Administration 3

BT, SR BB & BT e

e
Dt eIl At s TR s |

;@
i
‘ J
fxx\

n
&
B
¥
i

If any changes were made in the database component, the system automatically
begins to update database tables.

The system displays an Installation Completed message.
PressF6 (Cancel) to return to the Define Application window.
PressF8 (Chg-Keys).

Press F6 to return to the Script Builder Applications menu.
Repeat [Steps 4111 for each Name Dialer application.

If you have not assigned the application to a voice channel or host session, a
warning message reminds you to do this. The application still can be installed
even if achannel has not been assigned to it.

Note: The application must pass each phase of the installation process before it

continues to the next step. If the transaction fails to pass, you must make
corrections and start the installation process again, beginning with the

verification|step (6).]

Administering SSP Functions for the Name Dialer service

Before using the Name Dialer service, you must assign the SSP functions to the SSP
circuit card. The required functions include the following:

play

code

echocan

flexword — Used for SSP-based configurations only
text2speech

wholeword

To administer the SSP functions, do the following:

Note: Thefollowing procedure assumesyou are already logged in to the Intuity

CONVERSANT system as root, and that you are already using the
cvis_menu command.

1 Starting from the Voice System Administration menu[(Figure §on page 22),

select the following:

> Configuration Management

> Voice Equipment

> SP/SSP Functions

> Assign/Change SP/SSP Functions

CentreVu® Name Dialer
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The system displays the Assign/Change Functions to SP/SSP Cards window
(Figure 11 on page 32).

Note:

Other optionsin this window may appear or be selected, depending upon
your system configuration.

Figure 11. Assign/Change Functions to SP/SSP Cards Window

Assign/Change Functions to SP/SSP Cards
Card Number:

Code:

Echo Cancellation:
Flexword Recognition:
Play:

Text to Speech:

Whole Word Recognition:

2 Inthe Card Number: field, enter the SSP circuit card number.

If you do not know the number of the SSP circuit card, you can examine alist of
the possible choices by clicking the F2 (Choices) key.

A CAUTION:
Do not attempt to use SP circuit cards for the Name Dialer feature.

You can also find out by using the Display Voice Equipment Information option.
For details about using this option, see one of the following:

For Version 6 systems: “Voice Equipment Administration” in Chapter 3,
Configuration Management, in thetuity™ CONVERSANT® System
Administrationbook for your platform.

For Version 7 systems: “System Control” in Chapter 3, Voice System
Administration, in théntuity™ CONVERSANT® System Administratiook
for your platform.

3 Set the SSP functions to the following values:

Code: YES

Echo Cancellation: YES
FlexWord Recognition: NO
Play: YES

Text to Speech: YES
WholeWord Recognition: YES

To change the value of a given function, select that function, pressthe F2
(Choices) key, and use the directional arrows to highlight your choice. Press
ENTER to confirm your choice.

4 PressF3 (Save).

If the SSP circuit card isin service, the system displays the following warning:
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The SP card needs to be put in a manual out of service state. Press
'y’ to take the card out of service, assign the specified functions, and
return the card to service. Press ‘n’ to abort.

WARNING: Taking a card out of service will cause any calls in
progress to be dropped.

Note: If the SSPcircuit card is not in service, it must be put in service before
using an application. For the procedure to place an SSP circuit card in
service, seelPlacing the SSP Circuit Card in Service|in the Maintenance
Administration for the Name Dialer Windows NT Server section of this
chapter.

5 Entery
6 If you are using an SSP-based configuration, go on to Step 7.

If you are using a server-based configuration, the system displays the following
message:

WARNING: The list of functions should include all of the available
recognizers for this card, as well as the echo canceler.

Original assignment list requested is:
code, echocan, play, text2speech, wholeword
Suggested assignment list is:

code, echocan, play, text2speech, wholeword, flexword

Is it OK to use the suggested assignment list (y or n) [y]?
Enter n

7 Watch for the system to display the following message:
Assignment made.
Press Enter to continue.

8 PresseENTER.

9 PressF6 (Cancel) twice to return to the Voice Equipment menu.

Administering Name Dialer Services

There are four Name Dialer services that must be administered on the Intuity
CONVERSANT system before using Name Dialer applications. names and
describes these services.
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Table 9. Name Dialer Services

Service Name Description

LCND This service runs the actual Name Dialer
application. It istypically assigned to
multiple channels.

RECNAME This service allows subscribers to
digitally record their own names for use
with the confirmation prompt. It is
typically assigned to multiple channels.

SPEAKNAME This serviceis used for viewing and
editing name pronunciations specified in
the LCND_MODSAY table. Itis
typically assigned to a single channel for
the system administrator’s use.

callRvw The Call Review service causes data
about a call to be collected whenevera
caller provides a negative response tc the
confirmation prompt. It is typically
assigned to a single channel for the
system administrator’s use.

To assign a service to selected channels, do the following:

Note: Thefollowing procedure assumes you are proceeding directly from the
previous section|(Administering SSP Functions for the Name Dialer|

1 From the Voice Equipment menu, select:

> Voice Services

> Channel Services I

> Assign Service

The system displays the Assign Services to Channels window
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Figure 12. Assign Services to Channels Window

Assign Seruvices to Channels

Channel Numbers :[EaR
Seruice Name : [N
Startup Seruice:

2 Inthe Channel Numbers: field, assign achannel or arange of channelsto
which you want to assign the designated service. Channels are numbered starting
with zero (0).

Note: For the LCND and RECNAME services, you will typically assign
multiple channels, because a number of callers may need to access these
utilities simultaneously. For the SPEAKNAME and callRvw services,
you will typically assign only one channel for the system administrator to
use because, typically, only the system administrator will need to use
these utilities.

Once a channel is assigned, you cannot reuse it for another service. For
example, if channels 0-6 are assigned to the LCND service, you must
assign channels numbered 7 or higher to other services.

The number of channels you can assign depends on your system
configuration.

3 Inthe Service Name: field, enter the name of the service you are assigning
(LCND, RECNAME, SPEAKNAME, or callRvw).

4 PressF3 (Save).
Repeat steps 2-4 to assign additional services to channels as required.

Note: Instep 3, substitute the appropriate service name (RECNAME,
SPEAKNAME, or callRvw) for LCND in the Service Name: field.

5 PressF6 (Cancel) three times to return to the Voice Equipment menu.

Administering Voice Equipment Options

The V oice Equipment options you must administer depend on the type of circuit card
you are using. If you are using atip/ring circuit card, see Administering Tip/Ring
Circuit Cards for the Name Dialer Feature below. If you areusingaLine Side T1
circuit card, seelAdministering Line Side T1 Circuit Cards for the Name Dia erf

below.

Administering Tip/Ring |f you are using atip/ring circuit card for the Name Dialer service, you must assign

Circuit Cards for the : P . : ]
Name Dialer Feature the Time Division Multiplex (TDM) option to the appropriate channels.

To assign TDM to Name Dialer channels, do the following:
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Note: Thefollowing procedure assumes you are proceeding directly from the
previous section|(Administering Name Dialer Services),|

1 From the Voice Equipment menu, select:

> Equipment Options

The system displays the Change Options of Voice Equipment window (Figure
13).

Figure 13. Change Options of Voice Equipment Window

Change Options of quipment

Talk-tdm:

Equipment:
Equipment Number:

2 Inthe Talk-tdm: field, enter tdm
3 Inthe Equipment: field, enter card

4 Inthe Equipment Number: field, enter a number or arange of numbers
corresponding with the tip/ring or T1 circuit card numbers to which you want to
assign the TDM function.

5 PressF3 (Save).
6 PressF6 (Cancel) twice to return to the Configuration Management menul.
If youareusing aLine Side T1 circuit card for the Name Dialer feature, you must first

administer the card on the Intuity CONVERSANT system using the procedures given
in the Intuity™ CONVERSAI\ﬁ'&/Stem Administration book for your system.

Oncethe T1 circuit card has been administered and the card has been assigned on the
Intuity CONVERSANT system, you must change the MINTIME parameter in order
for the system to function properly.

Note: Inaddition, for Version 6.0 Update 1 systems only, you must obtain and
load the patch named DTMFVRU on top of the V6.0 rfu+f patch, if you
do not aready have it loaded on your system.

To change the MINTIME parameter, do the following:
1 Loginto the Intuity CONVERSANT system asroot.
2 To stop the voice system, enter stop_vs

For more information about stopping the voice system using either the Intuity
CONVERSANT windows or the stop_vs command, see one of the following:

~ For V7.0 systems: See Stopping the Voice System in Intuity ™
CONVERSANY System Version 7.0 System Reference, 585-313-205.
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~ For V6.0 systems: See Stopping the Voice System in the Intuity ™
CONVERSANY System Maintenance book for your system.

Note: If thevoice system is already stopped, the system displays a message
stating that the action failed because the voice system is not running.

3 At the system console prompt, enter the following:
vi /lvs/switches/digital/pkgs/tldef/us/d1Parms
The system displays the d1Parms file contents.

4 To find the MINTIME entry, enter /MINTIME

Note: Thiscommand is case-senstive. If you do not use all capital letters, the
command fails.

The system goes to the line containing the MINTIME entry.
5 Changethevalueforthe D1_E_MINTIME from 350 to 150.
6 Savethefile and exit.
7 To start the voice system, enter start_vs

For more information about starting the voice system using either the Intuity
CONVERSANT windows or the start_vs command, see one of the following:

~ For V7.0 systems: See Starting the Voice System in Intuity™ CO NVERSANY
System Version 7.0 System Reference, 585-313-205.

~ For V6.0 systems: See Starting the Voice System in the Intuity™
CONVERSANY System Maintenance book for your system.

If the voice system is aready started, the system displays a message stating that
the action failed because the voice system is aready running.

Administering the Data Collection Toolkit
(SSP-Based Configurations Only)

For SSP-based configurations, it is necessary to administer the Data Collection
Toolkit before the Call Review utility can be used. To administer the Data Collection
Toolkit, do the following:

A CAUTION:
This procedure should not be performed while the system is actively taking
calls.

1 Loginto the Intuity CONVERSANT system asroot.

2 Enter dc_status -c #
where # is the channel number or numbers assigned to the LCND application
(0-11).

If data collection is disabled, the system displays the following message:

The Data Collection Toolkit has not been enabled.
Use the command "dcpkgEnable" to enable it.

3 To enable Data Collection, enter dcpkgEnable
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The system displays the following message:

Added Data Collection usage.data file

Turned on the DC processes for inittab
Attempted to rebuild inittab

SP/SSP boards need to be removed and restored.

Is it OK to remove and restore SP/SSP boards now? [y/n]
4 Entery
The system displays the following message:

Remove card 4. Asking for equipment...
Card 4 changed to state MANOOS.
Card 4 changed to state INSERV.

5 To set the datafile destination directory, enter the following:
dc_param -d /voicel/testdata/tmp

The system displays the following message:

Set the parameters as -

File destination: /voicel/testdata/tmp

Maximum number of files for each subdirectory on one channel: 500
Maximum file length: 30 seconds

Maximum initial EC impulse length: 2 seconds

Minimum disk space under /voicel/testdata/tmp: 2048

Maintenance Administration
for the Name Dialer Windows NT Server

Once the Name Dialer service is running, use the procedures in this section to check
the status, stop and start the service, or remove the service for maintenance purposes.
Subtopicsin this section include the following:

[ Veritying the Name Dialer Service Status in the Windows NT Task Manager|
[Window|

[+ Verifying the Server Connection Status on the Intuity CONV ERSANT System|
[+ Placing the SSP Circuit Card in Service
[+ Removing the SSP Circuit Card from Serviceg

[ Starting and Stopping the Name Dialer Servicein the Windows NT Serviceq

[+ Removing the Name Dialer Service on the Windows NT Server (not required)|
[+ Restoring the Name Diaer Service on the Windows NT Server|
[+ Disabling the Data Collection ToolKit|
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Verifying the Name Dialer Service Status in the
Windows NT Task Manager Window

To verify the state of the Name Dialer service on a server, do the following:

1 Right-click ablank area on the taskbar (the bar on your desktop that hasthe Start
button on it), and click Task Manager.

The system displays the Windows NT Task Manager window.
2 Click the Processes tab.
The system displays alist of al processes running on the Name Dialer server.

3 Verify intheImage Name column that the following processes are running
continuously:

~ AsrSrvMsg.exe (1 process should be running)
~ flexword.exe (2-4 processes should be running)

Note: If these processes are displayed intermittently, the system may be
respawning them.
4 Click the Performance tab.
Check the percentage displayed in the CPU Usage field.

If the percentage is greater than 90%, and the processes appear to be respawning

(Step 3), there may be aproblem with installation of the NT server software or the
Name Dialer engine. See[Name Dialer Troubleshooting Guidelinegin Chapter 5,

Troubleshooting for the repair procedure.

5 Closethe Windows NT Task Manager window.

Verifying the Server Connection Status on the
Intuity CONVERSANT System

To check the Name Dialer server connection status on the Intuity CONVERSANT
system, do the following:

1 Logintothe Intuity CONVERSANT system asroot.
2 Enter cvis_menu

The system displays the Voice System Administration window [(Eigure 6 on page
22).

3 Select the following:

> SR Server Administration

> Connection Status

The system displays the Connection Status window
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Figure 14. Connection Status Window

Connection Status

Type of Foreign Address/ Status of
Connection Port Number Connection

tep asri.2349 ESTABLISHED
tecp asri.2348 ESTABLISHED
tep asri. 2347 ESTABLISHED
tecp asri.2346 ESTABLISHED

Thiswindow lists only the TCP/IP connections and their status.

4 PressF6 (Cancel) twice to return to the Voice System Administration menu.

Placing the SSP Circuit Card in Service

There are times when an SSP circuit card must be removed from service to allow you
to administer other features or functions on the Intuity CONVERSANT system.
Before you can use the Name Dialer service, you must place the SSP circuit card back
inservice.

To place an SSP circuit card in service, do the following:
1 Loginto the Intuity CONVERSANT system asroot.
2 At the system prompt, enter cvis_menu

The system displays the Voice System Administration menu[(Figure 6 on page
22).

3 Select the following:

> Configuration Management

> Voice Equipment

> Equipment State

The system displays the Change State of Voice Equipment window
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Figure 15. Change State of Voice Equipment Window

Change State of

New State:
Equipment:

Equipment Number:
Change Immediately? [

Note: To move betweenthefields, usethe TAB or the ENTER key. To seeand
select possible choicesfor any of the following fields, you can usetheF2
(Choices) key, directional arrow keys, and the ENTER key.

4 Set the fields of the Change State of Voice Equipment window to the following
values;

l

New State: inserv (in service)
Equipment: card
Equipment Number: # (SSP card number)

l

l

Note: If you do not know the number of the SSP circuit card, you can examine a
list of the possible choices by clicking the F2 (Choices) key.

You can also find out by using the Display Voice Equipment Information
option. For details about using this option, see one of the following:

« For Version 6 systems: “Voice Equipment Administration” in Chapter 3,
Configuration Management, in tietuity ™ CONVERSAI\ﬁ'&/stem
Administration book for your platform.

« For Version 7 systems: “System Control” in Chapter 3, Voice System
Administration, in théntuity™ CONVERSAI\ﬁ'S/stem Administration
book for your platform.

~ Change Immediately? Y

5 PressF3 (Save).
The system displays the following message:
Card 1 changed to state INSERV.
Press ENTER to continue.

6 PressENTER

7 To return to the Voice Administration Menu, press F6 (Cancel) three times.

Removing the SSP Circuit Card from Service

There are times when an SSP circuit card must be removed from service to allow you
to administer other features or functions on the Intuity CONVERSANT system.
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To remove an SSP circuit card from service, do the following:
1 Logintothe Intuity CONVERSANT system asroot.
2 At the system prompt, enter cvis_menu

The system displays the Voice System Administration menu on page
22).

3 Select the following:

> Configuration Management

> Voice Equipment

> Equipment State

The system displays the Change State of Voice Equipment window on
page 41).
Note: To move between the fields, usethe TAB key. To see and select possible

choicesfor any of thefollowing fields, you can use the F2 (Choices) key,
directional arrow keys, andthe ENTER key.

4 Set the fields of the Change State of Voice Equipment window to the following
values:

l

New State: manoos (manual out-of-service)
Equipment: card
Equipment Number: # (SSP card number)

l

l

Note: If you do not know the number of the SSP circuit card, you can examine a
list of the possible choices by clicking the F2 (Choices) key.

You can aso find out by using the Display Voice Equipment Information
option. For details about using this option, see one of the following:

» For Version 6 systems: “Voice Equipment Administration” in Chapter 3,
Configuration Management, in the Intuity™ CONVERSANT® System
Administration book for your platform.

» For Version 7 systems: “System Control” in Chapter 3, Voice System
Administration, in the Intuity™ CONVERSANT® System Administration
book for your platform.

~ Change Immediately? Y
5 Press3 (Save).
The system displays the following message:
Immediate mode will disconnect any calls in progress on this card.

Press <y>to confirm.
Press <n>to cancel.
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The system displays the following message:

Remove card 1. Asking for equipment...
Card 1 changed to state MANOOS.

Press ENTER to continue.

7 PressENTER.

8 To return to the Voice Administration Menu, press F6 (Cancel) three times.

Starting and Stopping the Name Dialer
Service in the Windows NT Services Window

The Name Dialer service must be started on the Windows NT servers before the
Name Dialer service can be used. In certain maintenance situations, the Name Dialer
service must be stopped. It is recommended that you do not stop the Name Dialer
service during normal business hours.

Note: You do not need to start the Name Dialer service immediately after

installing the Name Dialer server software if you reboot the Name Dialer
server as directed in the installation procedure (see[Installing the
[FlexWord™ Server Software on the Windows NT SgimeThapter 2,
Software Installation and RemoyaRebooting the server automatically
starts the Name Dialer service. Thereafter, you can stop and restart the
service as necessary.

To stop or start the Name Dialer service on the server, do the following:

1

Click theStart button on the Windows NT taskbar, point3ettings, and click
Control Panel.

The system displays the Control Panel window.
Double-click theServices icon.

The system displays the Services window. Shetus column indicates the
current status of the services listed as eiitarted or blank (stopped).

In the scrolling list, seledsrSrvMgr.

If you want to:

~ Start the Name Dialer service, clikart.
The system displays the Service Control window with the following message:
Attempting to start the AsrSrvMgr service.

When the service is started, tBeatus column shows the current status of
AsrSrvMgr asStarted. The Task Manager window displays the Name Dialer
processes as running ($é=xifying the Name Dialer Service Status in|the
[Windows NT Task Manager Windgabove).

~ To stop the Name Dialer service, do the following:

[1] Click Stop.
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The system displays the Services dialog box with the following prompt:
Are you sure you want to stop the AsrSrvMgr service?
[2] Click Yes.

The system displays the Service Control window with the following
message:;
Attempting to stop the AsrSrvMgr service.

When the service is stopped, the Status column shows the AsrSrvMgr as
stopped (blank). The Task Manager window does not show any Name Dialer

processes as running (see|Verifying the Name Dialer Service Status in the|
[Windows NT Task Manager Window]above).

5 Close the Services dialog box.

Removing the Name Dialer Service
on the Windows NT Server (not required)

In certain maintenance situations, support staff may want the Name Dialer service to
be removed from the Windows NT servers.

To remove the Name Dialer service on aWindows NT server, do the following:
1 Logintothe Windows NT server as administrator.
Note: You must belogged in as administrator to use this procedure.

2 Stop the Name Dialer service.

See|Starting and Stopping the Name Dialer Service in the Windows NT Serviced

above.

3 Click the Start button on the Windows NT taskbar, point to Programs, and
click Command Prompt.

The system displays the Command Prompt window.
4 At the system prompt, enter the following:
c:\winnt\flexword\instServ AsrSrvMgr remove

Note: Thisexample assumesthe Name Dialer installation path is on drive C: of
your system. If you installed the Name Dialer software on a drive other
than drive C: use the appropriate |etter.

The system displays the following message and removes AsrSrvMgr from the list
of servicesin the Services dialog box:

Delete Service SUCCESS

Note: If the Services dialog box was already displayed on your desktop before
you removed the Name Dialer service, the AsrSrvMgr service is still
listed. You must close and then reopen the Services dialog box to refresh
the display and confirm that AsrSrvMgr has been removed from the list
of services.

5 Close the Command Prompt window.
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Restoring the Name Dialer Service
on the Windows NT Server

In certain maintenance situations, support staff may want the Name Dialer service to
be removed from the Windows NT servers. Before the Name Dialer service can be
used, it must be restored on the Windows NT servers.

To restore the Name Dialer service on aWindows NT server, do the following:
1 Logintothe Windows NT server as administrator.
Note: You must be logged in as administrator to use this procedure.

2 Click the Start button on the Windows NT taskbar, point to Programs, and
click Command Prompt.

The system displays the Command Prompt window.
3 At the system prompt, enter the following:
c:\winnt\flexword\instServ AsrSrvMgr c:\winnt\flexword\AsrSrvMgr.exe

Note: Thisexample assumesthe Name Dialer installation path is on drive C: of
your system. If you installed the Name Dialer software on a drive other
than drive C: use the appropriate | etter.

The system displays the following message and restores AsrSrvMgr to the list of
services displayed in the Services dialog box:

Create Service SUCCESS

Note: If the Services dialog box was already displayed on your desktop before
you restored the Name Dialer service, the AsrSrvMgr serviceis hot
listed. You must close and then reopen the Services dialog box to refresh
the display and confirm that the AsrSrvMgr has been restored to the list
of services.

4 Close the Command Prompt window.

Disabling the Data Collection Toolkit

If the Call Review option isto be unused for along period of time, it is recommended
that you disable the Data Collection ToolKkit.

To disable the Data Collection Toolkit, do the following:
1 Enter dcpkgDisable
The system displays the following message:

Removed Data Collection usage.data file

Turned off DC processes for inittab.

Attempted to rebuild inittab

SP/SSP boards need to be removed and restored.

Is it OK to remove and restore SP/SSP boards now? [y/n]

2 Entery
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The system displays the following message:

Remove card 4. Asking for equipment...
Card 4 changed to state MANOOS.
Card 4 changed to state INSERV.

Name Dialer Reports

The Name Dialer service provides access to call data through several reports. These
reports are helpful in improving your service’s performance as well as monitoring the
success of your service.

These reports include:

« Directory Entries by Name — Lists all the names stored in the ORACLE database
in alphabetical order. All recorded names are preceded by an asterisk (*).

« |[Directory Entries by Locatign — Lists all the names stored in the ORACLE
database by location.

» |ElexWord Performan¢e — Reports on the performance of the FlexWord
recognizer. Lists a count of each event type from the LCND_EVENT table in
ORACLE for a chosen range of dates.

» [Transfer Activity by Name — Reports the number of calls received by each
person in the database for a chosen range of dates.

Directory Entries by Name Report

To create the Directory Entries by Name report, do the following:

1 From the Voice System Administration mériigure 6 on page 32select the
following:

> Application Package Administration

> CentreVu Name Dialer

> Report Options

The system displays the Reports Options
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Figure 16. Reports Options Menu

Report Options

Directory Entries by Name
Directory Entries by Location
Flexword Performance Report
Transfer Activity by Number

2 Select Directory Entries by Name and pressSENTER.

The system displays the Directory Entries by Name window (Figure 17 on page
47).

Figure 17. Directory Entries by Name Window

Directory Entries by Name
NAME TYPE Tel # LOCATION

ADAMS, ANDREW OFFICE 917084908001 CHICRGO

DOE, JOHN OFFICE 5000 TIMBUKTU

GIBSON, MILES OFFICE 0147 GREENWOOD VILLAGE
*JANE, MARY OFFICE 916145001234 GREENWOOD UILLAGE

LEE, CHRISTOPHER OFFICE 913035013345 WESTHMINSTER

SMITH, CATHY OFFICE 913035386666 WESTMINSTER

SMITH, KATHIE OFFICE 3333 GREENWOOD VILLAGE
*SMITH, WILLIAM OFFICE 2222 WESTMINSTER

Thiswindow displays all the names in the database, including the corresponding
telephone number or extension, and the location of the person.

To move through the list of names, use the function keys at the bottom of the
screen.

Note: Function key assignments are labeled at the bottom of each Intuity
CONVERSANT screen.

3 PressF6 (Cancel) four timesto return to the Voice System Administration menu.
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Directory Entries by Location Report
To create the Directory Entries by L ocation report, do the following:
1 From the Voice System Administration menu[(Figure 6/on page 22), select the
following:
> Application Package Administration
> CentreVu Name Dialer
> Report Options
The system displays the Reports Options menu on page 47).
2 Select Directory Entries by Location and presSENTER.
The system displays the Directory Entries by Location window (Figure 18 on
page 48).
Figure 18. Directory Entries by Location Window
Entries by Location
LOCATION TYPE Tel #
CHICAGD ADAMS, ANDREW OFFICE 917084908001
GREENWOOD UILLAGE GIBSON, MILES OFFICE 0147
GREENWOOD UILLAGE JANE, HARY OFFICE 916145001234
GREENWOOD VILLAGE SMITH, KATHIE OFFICE 3333
TIMBUKTU DOE, JOHN OFFICE 5000
WESTMINSTER LEE, CHRISTOPHER OFFICE 913035013345
WESTMINSTER SMITH, CATHY OFFICE 913035386666
WESTMINSTER SMITH, WILLIAM OFFICE 2222
Thiswindow displays all the names in the database by their location, including
the corresponding tel ephone number or extension.
To move through the list of names, use the function keys at the bottom of the
screen.
Note: Function key assignments are labeled at the bottom of each Intuity
CONVERSANT screen.
3 PressF6 (Cancel) four times to return to the Voice System Administration menu.
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FlexWord Performance Report
To create the FlexWord Performance report, do the following:

1 From the Voice System Administration menu[(Figure 6/on page 22), select the
following:

> Application Package Administration

> CentreVu Name Dialer

> Report Options

The system displays the Reports Options menu on page 47).
2 Select FlexWord Performance Report and pressENTER.
The system displays the Enter Date Range window on page 49).

Figure 19. Enter Date Range Window

Enter Date Range (mm/dd/

Report Start Date:

Report End Date:

3 Enter the range of dates for which you want the report to collect data. The default
entry in the window is the current date.

4 PressF3 (Save) to generate the report for the specified dates.
The system displays the FlexWord Performance Report (Figure 20).
Figure 20. FlexWord Performance Report

Flexword Performance Report

Category Count

CALL ANS 11

CANCEL: NO 5

GOOD TRANS 8

MAX TRIES 2

NBEST 1

REC ATTEHMP 14

TRANS OPR 2

Good transfers as a percentage of all answered calls » 72.73

Good transfers as a percentage of all transferred calls: 88
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Table 10 on page 50 describes the data shown in this report for al event types.

Note:

Not al event types appear in each generation of this report because it
displays only non-zero counts for each event type.

5 (Optional) To print this report, press F7 (Print).

6 (Optional) To return to the Enter Date Range window to create areport for a
different date range, press F6 (Cancel).

7 PressF6 (Cancel) five timesto return to the Voice System Administration menu.

Table 10. Description of the FlexWord Performance Report Data

Category (Field)
ASR REJECT
CALL ANS

CANCEL: NO

CANCEL LST

GOOD TRANS

MAX REJECT

MAX TRIES

MULT LST

NBEST

NO REC AVL

Description
Thisisthe number of rejections made by the recognizer

Thisisthe total number of calls answered by the Name
Dialer application.

Thisisthe number of transfers cancelled. This event is
logged when a caller responds to the recognition result

with “no”.

This is the number of transfers cancelled by callers
when a list of names was offered as a choice. This 2vent

occurs when there is more than one entry with the same
name in the database.

This is the number of successful transfers. This event is
logged when the caller responds to the recognition lesult
with “yes”.

This indicates that the MAX TRIES number was
reached due to ASR REJECT conditions. The call is
transferred to the operator at this point. See the
definitions of MAX TRIES and ASR REJECT.

This indicates that the maximum number of attemp:s
allowed has been reached. The call is transferred tp the
operator at this point.

This is the total number of times more than one choice
with the same or same-sounding names was offered to
the caller. The MULT LST count is equal to the sum of
CANCEL LST and SAID NUM. See also CANCEL

LST and SAID NUM

This is the total number of times the application use the
next-best name choice.

This is the number of times the recognizer was not
available. This may point to insufficient resources cr
trouble with the recognizer(s).

lof2
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Table 10. Description of the FlexWord Performance Report Data

Category (Field) Description
REC ATTEMP Thisisthe total number of recognition attempts.
SAID NUM Thisisthe total number of times the caller selected the

correct number from the multiple list names|(MULT]
[CST)]See also[MULT LST]and[CANCEL LST)

TRANS OPR Thisisthe number of timesthat calls weretransferred to
operators.
Good transfers as a This is a percentage representing the ratio of successful
percentage of all transfersto all answered calls.
answered calls:
Good transfers as a Thisis a percentage representing the ratio of successful
percentage of all transfersto al transferred calls.
transfers:
2o0f2

Transfer Activity by Name Report

To create the Transfer Activity by Name report, do the following:
1 From the Voice System Administration menu[(Figure 6/on page 22), select:

> Application Package Administration

> CentreVu Name Dialer

> Report Options

The system displays the Reports Options menu on page 47).
2 Select Transfer Activity by Name and pressSENTER.
The system displays the Enter Date Range window (Figure 21).

Figure 21. Enter Date Range Window

Enter Date Range (mm/dd/

Report Start Date:

Report End Date:

3 Enter the range of dates for which you want the report to collect data. The default
entry in the window is the current date.
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4 PressF3 (Save) to generate the report for the specified dates.
The system displays the Transfer Activity by Name report (Figure 22 on page 52).

Figure 22. Transfer Activity by Name Report

Transfer Activit
Name Telephone Number

DOE , JOHN 5000%

JANE , MAR 916145001 234#
LEE , CHRI 91303501 3345%
OPERATOR a

SMITH , BI 2222%

SMITH , CA 913035386666%

SMITH , KA 33334
Total

Thereport lists each name and how many transferred calls that name received
from the Name Dialer application. Total represents the total number of cals
transferred for the specified date range.

5 (Optional) To return to the Enter Date Range window to create the report for a
different date range, press F6 (Cancel).

6 PressF6 (Cancel) five timesto return to the Voice System Administration menu.
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Overview

This chapter describes how to use the Name Dialer feature.

Purpose

This chapter provides information on using the Name Dialer feature, including
procedures to modify the database information, as well as how to store call data for
review. Topics include the following:

[+ The Names Databasd
[+ Using the Name Dialer Featurg
[+ Sample Database Conversion Script|

[+ Using the Name Recording Application|

[+ Using the Pronunciation Application|
[+ Data Collection and Call Review|
[+ Customizing Greetingg

The Names Database

In order for the Name Dialer service to recognize the names spoken by callers, the
database must be populated with all the subscriber names.

Note: Itisrecommended that you use Lucent Technologies Professional
Services or athird-party provider to create your database.

The names, also known as “data records,” appear as a line in the database and must be
provided to the database in a source data file using a predefined format as described in

Table 11 on page 54

There are no field delimiters used for this format. It requires each field to contain a set
number of characters, with blank spaces used to “fill out” a field. If, for example, a

last name for a record entry was Smith,lthst name field would contain the name
“Smith” followed by 20 spaces, because this field requires 25 characters.

The only fields absolutely required by the Name Dialer application ateatte
name, theFirst name, and theTelephone number fields. If you plan to use the
Name Recording application (RECNAME), tHRID field is also required. All other
fields, while recommended, are not required.

All the fields in the source data file are in ASCII format.
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Table 11. Format for Line Entries in the Name Database

Field Name

Last name
First name
Nickname
Title
Location/Dept
reserved

Dialer prefix

Telephone number

OK to transfer

OK to speak number

reserved

HRID

PIN

1Field reserved for future use.

Populated with...

Subscriber’s last name
Subscriber’s first name
Subscriber’s nickname

Subscriber’s title

Subscriber’s location

Dialing prefix to be used
during call transfer

Subscriber’s telephone
number used for call
transfer

Y orN

If set to “N,” call will not
be transferred

Y orN

If set to “Y,” the
application will speak the
subscriber’'s number

Unique Human Resource
ID used for identifying
recorded phrase

Personal Identification
Number used for
validating authenticity of
subscriber name for
recording

A CAUTION:
If you plan to use the Name Recording application (RECNAME), it is very
important that you populate the HRID field in the names database. If you do
not, subscribers will not be able to record their names using the Name
Recording application.

The Names Database

SRS B P PR B e

'E?
'ﬁh:

ﬁ‘

Required Field Size
(characters)

25 (01-25)
25 (26-50)
25 (51-75)
10 (76-85)
50 (86-135)
12 (136-147)
5 (148-152)

20 (153-172)

1(173)

1(174)

8 (175-182)
15 (183-197)

10 (198-208)
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While you can use any name you want for the names database source datafile, it is
recommended that you save the source datafile with the filename names.Ist, and
storethefilein the/lcnd/data directory.

In addition, the Name Dialer application uses two other files to assist in the building
of the runtime database table. Thesefiles are namesay.dat and nicknames.dat.
Both files are located in the/Icnd/data directory.

All filesin this directory are backed up during the standard Intuity CONVERSANT
system backup.

The namesay.dat File

The namesay.dat file contains predefined phonetic translations (the name as said
rather than the name as spelled) of about 57,000 names. These phonetic translations
are used to build the runtime database. The database load process uses the phonetic
translations provided in the namesay.dat fileif it matches with the first or last
name. Thisfileisalso used for TTS name playback.

A CAUTION:
Only a qualified person should change this file. Otherwise, it can severely
impact recognition and pronunciation accuracy.

The nickname.dat File

The nickname.dat file contains about 1,100 commonly known nicknames. These
nicknames are inserted automatically into the runtime database by the database |oad
process for those names that do not have a predefined nickname specified in the
source database (as shown in[Table 11| on page 54).

Y ou can use atext editor, such as vi, to add or modify nickname entriesin the
nickname.dat file.

A CAUTION:

Only a qualified person should change this file. Otherwise, it can severely
impact recognition and pronunciation accuracy. Note also that the more
nicknames that are added to this file, the more quickly the runtime database
grows, because nicknames are inserted for each name entry that does not
have a predefined nickname specified in the source data file.

It is possible for one name to be translated into more than one nicknames. For
exampl e, the name Robert could have nicknames of Bob or Rob. To avoid these
multiple entries, provide the preferred nickname in the source datafile.

Note: Since the database |oad process automatically inserts nicknames only for
those name entries which have no predefined nickname listed in the
source datafile, it is recommended that you provide nicknames for each
entry in the source datafile. This can help reduce the size of your final
runtime database dramatically.
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Using a Second Source Data File

Y ou can provide additional names with a second source datafile. A second source
datafileis away to provide the Name Dialer application with additional names
without modifying the entire main source datafile. The second source data file may
be used to add temporary or short-term names.

The second source datafile, if you useit, must be named secondsource.dat and
placed inthe/Icnd/data directory. Use the same format for each line as described for
the main source data file (in[Table 11] on page 54).

When you load the database, the secondsource.dat fileis aso loaded.

Loading the Database

Usethe LCND_load.sh script to load the source data file containing al the names,
telephone numbers, and other relevant information into the ORACLE database used
for call processing. This script requires the source data file name with the full path as
an argument. The database |oad procedure is designed to minimize the system down
time. However, the application may not be able to process calls for a brief time.

Using the Name Dialer Feature

Once the applications are verified and installed, and the database is |oaded, use the
following steps to use the Name Dialer feature.

If you have an SSP server configuration, you must have at least one wordlist file
active before you assign the FlexWord functionality to the SSP. Activating awordlist
means creating all of the data files necessary to perform FlexWord speech
recognition.

To activate awordlist when the wordlist file already resides on the voice system, do
the following:

1 If there are no wordlists currently activated, make sure the FlexWord function is
not assigned to the SSP circuit card.

To verify that the FlexWord function is not assigned to the SSP circuit card, use
the SP/SSP Functions option (see|Administering SSP Functions for the Name|

[Dialer servicdin Chapter 3, Administration).

Note: If you have the FlexWord option assigned to the SSP circuit card and no
wordlist is assigned to it, the SSP appears to be “broken” and does not
function until at least one wordlist is assigned.

2 (For SSP-based configurations only:) Assign the FlexWord function to the SSP
circuit card.

For the procedure, sg@ministering SSP_Functions for the Name Dialer sefvice
in Chapter 3, Administratian

3 To diagnose the FlexWord speech recognition SSP circuit card after activating
your wordlists, entediagnose card
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For more information about the diagnose card command, see the Intuity™
CONVERSANT® System Administration book for your system.

4 Verify and install the application associated with the active wordlist before you
call up the application. For the procedure to verify and install the LCND
application, see]Administering SSP Functions for the Name Dialer servicgin
Chapter 3, Administration.

If necessary, you can now assign the LCND service to a channel using the
information in|Administering Name Dialer Servicedin Chapter 3, Administration.

Sample Database Conversion Script

The sample database conversion script in this section is for the following Name
Dialer directory, similar to what you might receive from a Human Resources
database;

John| Doe| John| Ti nbukt u| 1234567| +1 303 800 5000

Mary| Jane| Mary| Greenwood| 1111111| +1 614 500 1234

Wllian Smith|Bill]|Wstm nster|2222444| +1 303 800 2222

Chri st opher| Lee| Chri s| West mi nst er| 3322445| +1 303 501 3345
Andr ew| Adans| Andy| Chi cago| 7788991| +1 708 490 8001

Susan| Sommer s| Susan| West mi nst er | LC98876610|

Robert | Sm t h| Robert | West mi nst er | 5708532|

M | es| G bson| M | es| G eenwood| LC10000999| +1 303 800 0147

Kat hi | Smi t h| Kat hi | G eenwood| 2070012| +1 303 800 3333

Cat hy| Smi t h| Cat hy| West mi nst er | 5700032| +1 303 538 6666 x86666

The following sample database conversion script takes the above data file and
convertsit into aform that the Name Dialer service can use, by stripping out the pipe
() characters, inserting the appropriate number of spaces for each field, and inserting
spaces for any missing fields.

Note: The sourcefilesfor both this conversion script and the sample database
above can befound in the /lcnd/convert directory where you installed
the Name Dialer software package on your Intuity CONVERSANT
system. You can, if you want, open these files and edit to customize them
for use on your own system.

# Create tenporary file

# In this exanple, $1 represents the filenanme
# of the source data file.

TMP=/ horre/ | cnd/ t np

cp $1 ${TWMP}/fO

# Delete the line nmarked with "DELETED' entry in the
# data file.
sed "/ DELETED/ D' <${TMP}/f0 >${TMP}/f 1. dat

# Add "1" in front of the area code if it is nmissing in
# the dat abase.
sed "s/+ 303/+1 303/" <${TMP}/f1l.dat >${TMP}/f 2. dat

# Strip the "303 80" prefix fromtel ephone nunbers.
sed "s/+1 303 80//" <${TMP}/f2.dat >${TMP}/f 3. dat
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# Convert other |91|+1 to |91].
# sed "s/|91|+1 /| 91]/" <${TMP}/f2.dat >${TMP}/f 3. dat

# Replace +1 with 91.
sed "s/+1 /91/" <${TMP}/f3.dat >${TMP}/f 4. dat

# Strip the leading "LC' fromthe I D nunbers of contractors.
sed "s/LC//" <${TMP}/f4. dat >${TMP}/f5. dat

# Load the data into an ORACLE table so that the table
# output can be created in the required fornmat.

if [ "${ENV_SET}" != "YES' ]
t hen

ENV_SET="YES"

ORACLE_HOME=/ or acl e

ORACLE_BI N=${ ORACLE_HQOVE} / bi n
ORACLE_SI D="A"

PATH=: / bi n: /usr/bin:/usr/1bin:/vs/bin:/vs/bin/util:${ORACLE
_BIN}::

export PATH ORACLE_SI D ORACLE BI N ORACLE_HOME ENV_SET
fi

PKGHOMVE=/ | cnd

Bl N=${ PKGHOVE} / bi n
SQL=${ PKGHOVE} / sql
E_CODE=2

USAGE="usage: ${MYNAME} [-f] [-d] file\n\tf=fixed
format\ n\td=character delimted\n\n"
# cl eanup(tabl enane): Renove the table.
cl eanup()
sqlplus -s sti/sti <<-[]

whenever sqlerror exit failure;
DROP TABLE ${1};
CcoOw

quit;
[]
}
# exist(tablenane): Determine if the table exists.
# 1 = TRUE
# 0 = FALSE

# |If the table exists, first wite to the file and
# get the last 2 lines to ignore warning nessages - LCND

exi st ()

sglplus -s sti/sti >${TMP}/ $3$. exi sts <<-[]

whenever sqglerror exit failure;

set head off;
SELECT COUNT(*) FROM USER TABLES WHERE TABLE_NAME =
T8{1}7;
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quit;
[]

exi sts='cat ${TMP}/ $$. exists|tail -2

rm-f ${TMP}/ $$. exi sts
echo "${exists}"

}

# START
# If a tenporary table already exists, renove it.

if [ “exist CNV_LCND TMP -eq 1 ]
t hen

cl eanup CNV_LCND_TMP
fi

# Create a working table.
# The fields should match the format required by the
# CentreVu Nane Dial er application.

sqlplus -s sti/sti <<-[]
whenever sqlerror exit failure;
CREATE TABLE CNV_LCND TWP
(LN VARCHARZ2( 25),
FN VARCHAR2( 25),
PN VARCHAR2( 25),
TI TLE VARCHAR2( 10),
LOC VARCHAR2( 50),
RESERVEL (12),
PREFI X VARCHAR2(5),
TEL VARCHAR2(20),
TRANSFER VARCHAR2( 1),
SPEAK VARCHAR2( 1),
RESERVE2 (8),
HRI D VARCHAR2( 15) ,
PI N VARCHAR2(10)) ;
quit;

[]

if [ ${?} -ne 0]

t hen
echo "Cannot create tenporary table CNV_LCND TMP\ n"
exit ${E_CODE}

fi

# Load the formatted input data in the CNV_LCND_TMP tabl e.
# echo " Loading directory data in the CNV_LCND_TMP t abl e"
${BIN}/load_tbl.sh /home/lcnd/del _dir.ctl ${TMP}/f5

if [ ${?} -eq 0]
t hen

echo "File | oaded by SQL*PLUS without reported error."
el se

echo "${MYNAVE}: error |oading tenporary directory
table."

exit ${E_CODE}
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fi
echo "Edit table"
# The followi ng table operations acconplish the foll ow ng:
# 1. They renove the entries that do not have tel ephone
# nunbers.
# 2. They trimthe white spaces before and after the first
# nanes, |ast nanes, and preferred nanes.
# 3. They set the preferred nane (nicknane) field to NULL
# if it is same as the first nane.
# 4. They set the SPEAK field to N (no), and the TRANSFER
# field to Y (yes) for all records, as values for these
# fields are not available fromthe source database.
# 5. They set all PINfields to NULL. They could be set to
# extensions, if desired.
# 6. They renove spaces and hyphens (-) from each tel ephone
# nunber .
# 7. They renpve the extra extension field (x12345)
# contained in the source database.
sqlplus -s sti/sti <<-[]
whenever sqglerror exit failure;
DELETE from CNV_LCND_TMP where TEL is NULL;
commi t;
update CNV_LCND TMP set FN = LTRIM RTRIM FN)) ;
update CNV_LCND TMP set PN = LTRIM RTRIMPN));
update CNV_LCND TMWP set LN = LTRIRM RTRIMLN));
comit;
update CNV_LCND TMP set
PN = NULL where CNV_LCND TMP. ROAND in
(sel ect CNV_LCND TMP. RON D from CNV_LCND_TMP where FN=PN );
commi t;
UPDATE CNV_LCND TMP set SPEAK = 'N';
UPDATE CNV_LCND TMP set TRANSFER = 'Y';
commi t;
UPDATE CNV_LCND TMP set PI'N = NULL;
comit;
update CNV_LCND TMP set TEL = REPLACE(TEL, '-');
comit;
update CNV_LCND TMP set TEL = REPLACE(TEL, ' ');
commi t;
update CNV_LCND TMP set TEL =
SUBSTR( TEL, 1, | NSTR(TEL, ' x’ ) -1)
where CNV_LCND TMP. TEL in
(select TEL from CNV_LCND _TMP where
INSTR(TEL,'x) > 0 );
commi t;
quit;
[]
if [ ${?} -ne 0]
t hen
echo "Cannot create STRING entries in table CNV_LCND_
TMP\ n"
exit ${E_CODE}
fi
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echo "Qutput file ASR for the runtine database | oad"

sqlplus -s sti/sti > ${TMP}/spool er <<-[]
whenever sqlerror exit failure;
set NEWPAGE 0O
set SPACE O
set PAGESIZE 0O
set ECHO OFF
set FEEDBACK OFF
set HEADI NG COFF
set TERMOUT OFF
set LI NE 240
spool /1 cnd/ data/nanes. | st
sel ect LN,
FN ,
PN ,
TI TLE ,
LoC ,
RESERVEL ,
PREFI X ,
TEL ,
TRANSFER
SPEAK
RESERVEZ2 ,
HRI D ,
PIN from CNV_LCND TMP;
spool off;
quit;
[

if [ ${?} -ne 0]

t hen

echo "Cannot create STRING entries in table CNV_LCND_
TMP\ n"

exit ${E_CODE}

fi

Using the Name Recording Application

By default, the Name Dialer feature uses Text-to-Speech (TTS) to say a subscriber’'s
name during the confirmation prompt. For example, in the following confirmation
prompt: "Calling John Smith; say ‘no’ to cancel,” the name John Smith is, by default,
spoken using TTS.

The Name Recording application gives subscribers the option to digitally record their
names using their own voices. The Name Dialer application then uses these recorded
names in place of the TTS renderings.

The Name Recording application is called RECNAME. It is listed in the Script
Builder application menu. Assign the RECNAME application to a channel using the
procedure in Administering Name Dialer Servicgs Chapter 3, Administratian

When subscribers call the application to record their own names, it prompts them to
enter their unique ID and PIN numbers. The ID number corresponds to the HRID
field in the database field (as describefable 11 on page 34
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Using the Pronunciation Application

The Pronunciation application is named SPEAKNAME. This utility allows system
administrators to enter, view and edit namesin the LCND_MODSAY table. The
LCND_MODSAY tableisused both for TTS name pronunciationsin prompts and for
name recognition using FlexWord speech recognition.

Editing names in this table is sometimes necessary because TTS does not always

pronounce names correctly and FlexWord speech recognition does not always

recognize names correctly. For example, when the name “Stephen” is entered, TTS
reads it and FlexWord speech recognition recognizes it as “Steffen”. An administrator
could use SPEAKNAME to change the spelling to “Steven”, which TTS can
pronounce correctly and FlexWord speech recognition can recognize correctly.

To modify the pronunciation of names in the Name Dialer names database, do the
following:

1 If the SPEAKNAME service has not been assigned to a channel, do so now.

For the procedure to assigh the SPEAKNAME service to a channel, see
|[Administering Name Dialer Servigés Chapter 3, Administratian

2 At the UNIX system prompt, entevis_menu

The system displays the Voice System Administration mEigu(e 23.

Figure 23. Voice System Administration Menu

Uoice System Administration

Application Package Administration

Configuration Management
Feature Packages
Reports

Script Builder Applications
Switch Interfaces

System Monitor

SR Server Administration
Exit
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3 Select the following:

> Script Builder Applications

The system responds with the Script Builder Applications menu (Figure 24).

Figure 24. Script Builder Application Menu

Script Builder Applications

YADD NEW APPLICATION
LCND

RECNAME

SPEAKNAME

callRuw

feature_tst

monitor

4 Highlight SPEAKNAME and press F8 (Chg-Keys).
The system displays new function keys at the bottom of the screen.
5 PressF1 (Define).
The system displays the Define Application menu (Figure 25 on page 63).

Figure 25. Define Application Menu

Host Interface
Parameters
Speech Administration
Transaction

6 Highlight Database Tables and pressENTER.
The system displays the database tables for this application.

7 Highlight LCND_MODSAY and pressF6 (Edit).

8 If the name does not aready exist in the LCND_MODSAY table, skip to[step 9]
If the name already existsinthe LCND_MODSAY table, do the following:

a PressF6 (Next) repeatedly until you find the name you want to edit.
b To edit the information for the name, press F4 (Change).

¢ Makethe desired changes.

d Setthe SPEAK_RECORD field to Y (see[Table 12]on page 64).

Note: This field is case-sensitive. That is, you must enter an uppercase “Y”, and
not a lowercase “y”, or the system ignores it. Anything other than an
uppercase “Y” in this field causes the name to be ignored when playing
the names.
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e PressF3 (Save).
f Skip to step 10.

9 If the name does not already exist in the LCND_MODSAY table, do the
following:

a To create anew record, pressF1 (Add).
b Add the actual and “phonetic” spellings for the subscriber’s first name,
nickname, and last name (Skeable 12 on page 64

Note: For a complete definition of these fields, on page 54
¢ SettheSPEAK_RECORD field toY (seeTable 12 on page $4
Note: This field is case-sensitive. That is, you must enter an uppercase “Y”, and
not a lowercase “y”, or the system ignores it. Anything other than an

uppercase “Y” in this field causes the name to be ignored when playing
the names.

d Press3 (Save).
10 Make a call to the telephone number that has been assigned to the SPEAKNAME
application.

If the system does not pronounce the name correctly, fepeatjstep 7, step 8, and
step 10 above until you get a satisfactory pronunciation.

11 When you have finished making desired changes, cle&REAK _NAME field
by pressing any touchtone key while the SPEAKNAME application is running.

12 PressF6 (Cancel) repeatedly until you are returned to the UNIX prompt.

Note: Changes to the LCND_MODSAY table do not take effect until the next
time the database tables are loaded. For the procedure to load database
tables, sg€reating and Loading the DatabaseChapter 3,
Administration

Table 12 on page 6describes the fields of the LCND_MODSAY table.

Table 12. Name Dialer Application Parameters Window

Field Name Description

FIRST_SPELL This is the true spelling of the subscriber’s first
name, for example, “Stephen”.

FIRST_SAY This is the spelling of the subscriber’s first name as
it should be spoken (the phonetic spelling). For
example, the TTS recognizer pronounces “Stepnen
as “steffen”. To get the recognizer to pronounce the
name correctly, you must enter “Steven” in this

field.

PREF_SPELL This is the true spelling of the subscriber’s
nickname.

PREF_SAY This is the spelling of the subscriber’s nickname: as
it should be spoken (the phonetic spelling).

1of2
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Table 12. Name Dialer Application Parameters Window

Field Name Description

LAST_SPELL This is the true spelling of the subscriber’s last
name.

LAST_SAY This is the spelling of the subscriber’s last name as it

should be spoken (the phonetic spelling).

SPEAK_RECORD This field determines whether the name is spokzn
during play checks of the database. Anything other
than an uppercase “Y” in this field causes the name
entry to be ignored.

2o0f2

Data Collection and Call Review

When the call review optionison (that is, set in the Application Parameters window),
the Name Dialer service collects the following data during each call:

« Recognition results, as a FlexWord string
- Thedatacollection file, containing the spoken utterances
- Talkfile and phrase file numbers of the recorded name, if applicable

At the end of a call, if the caller rejects the recognition result by saying “no,” or by
hanging up before the call is transferred, the Name Dialer application saves the call
data in thee.CND_DC (ORACLE data collection) table. The application also saves

the data if the caller accepts the second recognition attempt. In this case, data for both
attempts are saved in th€ND_DC table.

Only negative results are collected for call review. The call review application is
designed to collect data on the first two recognition results of the Name Dialer
application. Thus, if you have set thiaximum Number of Tries parameter in the
CentreVu Application Parameter windp®idure 9 on page 27or any number
greater than two, you can only review call data for the first two attempts.

Data Collection and System Configuration

Depending on your configuration, call review data is collected using two different
methods:

» For server-based systems, data collection of the spoken utterances is done
automatically by the Proxy Server processes. It isafunction of the Name Dialer
(LCND) application to remove the data collection files when the call review
option isturned off or the call is successfully transferred.

»  For SSP-based systems, data collection of the spoken utterancesis done by a
request to the Data Collection DIP (Data I nterface Process), dciodip, also known
asthe Data Collection Toolkit. It isafunction of the Name Dialer (LCND)
application to request that data collection occur when the Call Review option is
turned on and to remove the data collection file when the call is successfully
transferred.
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Using the Call Review Option

Assign the call review (callRvw) application to a channel using the information in
[Administering Name Dialer Servicegin Chapter 3, Administration.

Once the application is assigned, call the assigned telephone number to hear the call
review data. The application prompts you for a date and time range for which you
want to hear call review data.

After each call isreviewed, you have the following options (Table 13):

Table 13. Call Review Follow-up Options

Press
If you want to: Touchtone Comments:
Key:
Delete the Call 1 Use this option when you do not
Review record want to review the Call Review
record again. This option removes
the record from the system, and no
further review is possible.
Save the Call 2 Use this option when you want to
Review record review the record again at a later
time. Call review records are only
availablefor seven days after their
creation.
Review the Call 3 Use this option to review the
Review record record again immediately.

again

If no touchtone key is pressed, the call is reviewed again automatically after a brief
delay.

Customizing Greetings

Y ou can use Script Builder to customize the greeting message call ers hear when they
reach the Name Dialer application.

1 Loginto the Intuity CONVERSANT system asroot.

2 Enter cvis_menu

The system displays the Voice System Administration menu[(Figure 23 on page
62).

3 Select the following:

> Script Builder Applications
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The system responds with the Script Builder Applications menu on
page 63).
4 Highlight LCND and press F8 (Chg-Keys).
The system displays new function key assignments at the bottom of the screen.
5 PressF1 (Define).
The system displays the Define Application menu[(Figure 25 on page 63).

For the procedures to record custom speech, see The Speech Administration
Window in Chapter 9, Speech Administration, in the Intuity™ CONVERSANE
System Application Development with Script Builder book for your system.
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Overview
Intuity™ CONVERSANT® system messages alert you to problems, potential
problems, or a change in the state of the system. This chapter contains the messages
specific to the Name Dialer feature. This chapter also tells you how to view
information about the status of the Windows NT servers and how to troubleshoot
problems that are not associated with system messages.
Note: All other Intuity CONVERSANT system messages are described in
Alarms and Log Messages in the Intuity ™ CONVERSANT® System
Reference book for your system.
Also, for information on using the logCat command to see alist of
alarms and on using the explain command to get information about how
to respond to an alarm or log message, see Appendix A, Summary of
Commands, in the Intuity ™ CONVERSAI\ﬁ'&/stem Administration
book for your system.
Purpose

Refer to this chapter to determine the action to take regarding troubles for the Name
Dialer. Topics include the following:

« NameDiaer Alarms and Log Messages

[+ Checking Server Connectivity|
[+ Name Diaer Troubleshooting Guidelines

Name Dialer Alarms and Log Messages

If arepair procedure for a message does not effectively correct the problem
experienced, escalate the problem to the next level of support.

Thelcnddip generates three types of error log messages, described in the following
subtopics.

LCNDOO1 (ND_PARAM_INITERR)

Description There was an error in loading a parameter.

Repair procedure Make sure the parameters as defined in the /Icnd/data/lcnd_params file are
correct.
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LCND002 (ND_BAD_MSG)

Description An unknown IPC (Inter-Process Communication) message was received by lcnddip.
Repair procedure There are no procedures the user can perform. Contact your customer service center
for assistance.

LCNDO03 (ND_MSGSND)

Description Icnddip failed to return a message to the process that requested the action.
Repair procedure There are no procedures the user can perform. Contact your customer service center
for assistance.

Checking Server Connectivity

Use the following procedure to check connectivity to a Name Dialer server from the
Intuity CONVERSANT system:

Enter ping serverName
where serverName is the DNS name of the Name Dialer server.

If the Intuity CONVERSANT system and the Name Dialer server are both
running and connected viathe LAN, the system displays the following message:

serverNameis alive.

For a more in-depth procedure, you can use the procedure given in Verifying the
[Server Connection Status on the Intuity CONVERSANT Systemlin Chapter 3,
Administration.

Name Dialer Troubleshooting Guidelines

To troubleshoot problems with the Name Dialer, use the guidelines in|Table 14.
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Table 14. Name Dialer Troubleshooting

Problem: Possible Solutions:

The system plays the “Sorry, we did « Verify that the server connection statusisvalid (see

not understand; please try again” [Veritying the Server Connection Status on the
prompt immediately after the “Name,  [Intuity CONVERSANT System]in Chapter 3,
please” prompt Administration)

«  System resources may be out of sync with the
application. Try the following:

a Load the database tables (see Creating and
L oading the Database in Chapter 2,
[Installation and Removal) |
b Verify and install the LCND application (see
|Verifying the Name Dialer Applicationgin
Chapter 3, Administration).
« TheRight-to-Use license may not be administered
correctly (see|Verifying the Right-to-Use Licensing|
in Chapter 3, Administration).

A subscriber’s recorded name is not  The talkfile being used for the RECNAME

played during the confirmation application may not be the default talkfile. To make
message. the RECNAME talkfile use the default talkfile, do the
following:

1 At the UNIX prompt, enter
pg /speech/talk/RECNAME.pl

2 If the talkfile number is na225, do the following:

Entersb RECNAME

SelectTransaction

¢ Scroll down the application code to:
21. External Action: Msg_Code

d Press4 (Define)

e Change the talkfile number from 225XxX

wherexXX is the talkfile number of the

RECNAME.pl file.

Press3 (Close)

Press8 (Chg-Keys)

Press3 (Save)

Press6 (Cancel)

Press8 (Chg-Keys)

Press4 (Verify)

Press6 (Cancel)

m Press4 (Install)

n Press6 (Cancel)

o Press8 (Chg-Keys)

p Press6 (Cancel)

3 Examine talkfile 225 and copy any Name Dialer
recorded phrases to talkfile XXX. To determine
which phrases were recorded in Name Dialer, you
can look at the date/time stamp.

T o

—_ X —_— - TJQa —
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Table 14. Name Dialer Troubleshooting

Problem:

Callsto the Name Dialer application
receive a “System resources are not
available” message.
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[Connection Status on the Intui

Name Dialer Troubleshooting Guidelines

IS o]

Possible Solutions:

For server-based configurations: There may not
be a connection to the server(s). To find out whether
there is a valid server connection, check the serve;
connection status ( ing the Server
CONVERS

NT

[Systentin Chapter 3, Administration

If connections are not established, do the following:

1 Verify that the LAN cables are connected between
the Intuity CONVERSANT, the server(s), and
LAN hub.

2 Verify that all recognizers are running (see
|Verifying the Name Dialer Service Status in|the

[Windows NT Task Manager Winddim Chapter
3, Administration.

3 Verify that the Intuity CONVERSANT is

administered correctly (sg&ministering the
[Windows NT Server on the Intujty
CONVERSANT Systefiin Chapter 3,

Administratior).

4 Verify that TCP/IP is administered correctly on all
servers (sg@dministering TCP/IP on the

[Windows NT Server (Server-Based Systems
[Only)in Chapter 3, Administration

5 Verify that all servers are administered correctly,
by doing the following:

a Click theStart button on the Windows NT
taskbar.

b Point toPrograms and clickCommand
Prompt.

¢ At the DOS prompt, enter
cd:winnt\flexword

d Entertype servers

e Verify that the following four lines exist and ale
correct:

CND2; D: \ W NNT\ f | exwor d; \ W NNT\ f | exwo
rd\fl exword. exe; -C -p2346 -RO

CND3; D: \ W NNT\ f | exwor d; \ W NNT\ f | exwo
rd\fl exword. exe; -C -p2347 -RO

CND4; D: \ W NNT\ f | exwor d; \ W NNT\ f | exwo
rd\fl exword. exe; -C -p2348 -RO

CND5; D: \ W NNT\ f | exwor d; \ W NNT\ f | exwo
rd\fl exword. exe; -C -p2349 -RO

2o0f4
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Table 14. Name Dialer Troubleshooting

Problem:

(continued) Calls to the Name Dialer
application receive a “System

resources are not available” message.

Possible Solutions:

f Close all open windows.

g Verify thatSimple TCP/IP Services is
installed on all servers. For help with this, see
your Windows NT documentation.

For SSP-based configurations: Verify that the

SSP circuit card is assigned the correct functions. The
functions must include FlexWord speech recognitior.
For details, sg@dministering SSP_Functions for the

[Name Dialer serviden Chapter 3, Administratian

The SSP circuit card appears to be
broken and fails diagnostic tests.

The Call Review utility does not have
any records to review.

For server-based configurations: Make sure that
FlexWord speech recognition is not assigned to thi2
SSP circuit card. For information about administering
SSP functions, s¢&dministering SSP_Functions for

[the Name Dialer servitie Chapter 3, Administratian

For SSP-based configurations: Make sure that a|
least one word list exists for FlexWord speech
recognition, even if it is an empty list. If FlexWord i5
assigned to the SSP circuit card and no word list eyists
for it, the SSP circuit card appears to be broken, eyen
though it is not. For information about creating and
installing FlexWord lists, see Chapter 5, Recognizing
FlexWord™ Speech Input in thaetuity

CONVERSANT System Speech Devel opment,

Processes, and Recognition book for your system.

If the above solutions do not work, you may have to
replace the SSP circuit card.

Do the following:

Verify that the records you are trying to review are
not more than seven days old.

Verify that the Call Review data collection option
isturned on (see]Administering the Name Dialer|
|Application Parametersgin Chapter 3,
Administration).

For SSP-based configurations: Verify that the
Data Collection Toolkit has been administered (see
[Disabling the Data Collection Toolkit|in Chapter 3,
Administration).

30f4
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Table 14. Name Dialer Troubleshooting

Problem: Possible Solutions:

LCND database doesn't load. Make sure that the HRID field in the names database
is populated. This HRID is required by the
RECNAME application when subscribers call to
record their names.

For more information, S(E'éhe Names Databgsed
[Using the Name Recording ApplicafjanChapter 4,

Using the Name Dialer Feature

There is too much silence at the end of Instruct subscribers to press th&ey as soon as they

a name recording made using are finished saying their names. This terminates the
SPEAKNAME. recording and helps eliminate any dead silence at the
end.
40f4
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