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Product Overview

Voice Assistant application Voice Assistant by Computer Telephony Solutions, Inc. is a flexible CTI-
based IVVR (Interactive Voice Response) product that can be used by itself or with other companion
CTI programs to implement a wide variety of different voice processing functions. Voice Assistant
runs as a service under the OAISYS Net Server. Voice Assistant is flexible in a number of ways
including its (1) size, as it can grow from 2 to 96 ports, (2) programmability, as it has a powerful
scripting language, and (3) compatibility, as it works with a variety of different CTI programs.

The many different functions that Voice Assistant can perform include:
» make announcements to callers
« play announcements to overhead paging
e log information to files
» place a call to a phone number and determine if answered
»  prompt callers for information to attach to phone calls
» validate user information in a database
» record telephone conversations
»  trigger beeper messages
« play a menu of choices to a caller and act on the responses

Note: All of the features mentioned in this document are not available on all types of PBXs.

Voice Assistant works with a number of different products including Park & Page, Auto Call Record,
ACD Manager, Database Assistant, Call Router, and other products under development. Also, Voice
Assistant can be and has been used in a number of different custom CTI installations.

Voice Assistant is a combination of hardware and software that runs in a Windows environment on a
PC. Voice Assistant will run on Windows NT 4.0 and Windows 2000. It has from 2 to 96 telephone
voice ports that connect to standard analogue telephone lines, single-line ports from a PBX, or a digital
T1 span. The software includes: (1) Voice Script Editor that allows the installer or programmer to
design custom applications in the scripting language, and (2) Voice Assistant, which is the ‘IVR
engine’ that manages all of the voice ports and executes the various script programs as directed by
other companion products and/or by the installation configuration.
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What's New in Voice Assistant Version 4

Voice Assistant 4.0 has been enhanced to make it more powerful than ever. The following is a list of
new features and enhancements:

Voice Assistant

Group Statistics can be run on specific port groups.

Script Statistics can be run on individual scripts. For example, you can see how many times
callers reached your callback script.

Fail Safe Transfer allows you to send a call to an extension if a voice port can not be obtained.
Round Robin Port Selection allows you to use ports in a round robin manner .

Email Voice Assistant statistics to someone such as your system administrator. This can be set up
to recur monthly or on an as needed basis.

Dial Out—test your voice ports by telling them to dial a specific extension.

What Was New in Voice Assistant Version 3

Since Version 2.3, the Voice Assistant product has been further enhanced to make it a more powerful
product and allow it to run as a service under the OAISYS Net Server. The following is a list of new
features and enhancements:

Voice Assistant

Runs Windows NT 4.0 and Windows 2000

Supports up to 96 ports

Supports Dialogic hardware (both analog cards and digital T1 cards)

Runs as a service under the OAISYS Net Server (i.e., Net Server is required)
Communicates to the Net Server via TCP/IP

Is backward compatible with existing Voice Assistant scripts

Supports OAI integration with Inter-Tel’s AXXESS phone system (this feature requires the
Level20Al Service)

Has an Auto-Configuration feature for setting the voice port extension numbers
Has the ability to send OAI events from a script

Has the ability to modify call information from a script

Voice Script Editor

Format Variable Command: This action was added to format a variable using predefined or
custom format expressions

Trim Variable Command: This action can be used to trim blank spaces from the beginning and/or
end of variables

Add Date Command: This action allows addition and subtraction with date and time values
Ten additional variables were added for use in Voice Script Editor 3.0 (WO through W9)
Editing tools have been added to copy, move, and delete blocks of lines from the script

A real-time code-line count is displayed at all times

Jumping to and from Labels in a script can be easily done using Ctrl-G and Ctrl-B

The differences between the 32-bit Voice Assistant and the 16-bit Voice Assistant are summarized in
the following table.
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16-bit Voice Assistant

32-bit Voice Assistant

Voice Boards

Rhetorex Boards

Dialogic Boards

Size 2 to 24 ports 2 to 96 ports

Operating System Win 3.1 or Win ‘95 Win NT or Win 2000

Text to Speech No Yes (an option)

Recording Format(s) Rhetorex WAV Dialogic VOX, Standard WAV
(48Kk, 68K)

Net Server Integration No Yes

Scripting VA Scripts VA Scripts (backward
compatible)

NOTE: Because the voice boards are different, there is no easy field upgrade path. On a Voice Assistant
upgrade, all existing Rhetorex boards need to be removed and replaced with Dialogic boards.
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Requirements

PC Requirements

Voice Assistant is a combination of hardware and software that runs on Windows NT 4.0 or Windows
2000. Voice Assistant runs as a service under the OAISYS Net Server. Voice Assistant does not
necessarily need to be installed on the same PC as the OAISYS Net Server, however, it must be able to
communicate with the OAISYS Net Server via TCP/IP.

Voice Assistant requires a minimum of one free 8-bit ISA expansion slot in the PC dedicated to its
operation. The exact number of slots required depends on the number of voice boards being installed.
Although other configurations are possible, generally one slot is needed for every four analog voice

ports or for every 24 digital voice ports. Voice Assistant can be purchased and installed with anywhere

from 2 to 96 voice ports.

Hardware requirements for Voice Assistant vary considerably based on such factors as the version of
Windows, the number of voice ports, the number of other applications running simultaneously on the
same PC, and the quantity and size of the voice files being used by the application. The following
table offers suggestions for some recommended configurations:

Microsoft no longer provides official support for Windows 95.

TASKE and CTS no longer support Server applications on Windows 95 or 98.

Voice Assistant Wwindows NT / Windows 2000°
Configuration Recommended

Minimum Recommended

No ports Pentium Il 266 Pentium Il 350
128Mb RAM 128Mb RAM

12 ports or less® Pentium Il 266 Pentium Il 350
128 Mb RAM 128Mb RAM

Between 12 and 24 Pentium Il 266 Pentium IIl 600
ports 128Mb RAM 128Mb RAM

Over 24 ports Pentium Il 266 Pentium Il 600+
256Mb RAM 256Mb+ RAM

Notes to the Table

1. NT Workstation or Windows 2000 Professional is generally acceptable but NT Server /

Windows 2000 Server is required if TASKE is using 10 or more supervisor/agent desktop

licenses and recommended for any OAISYS configuration of 24 ports or more.

2. Dialog/4, Proline/2V, and ISA T1 voice cards require 1 ISA per card. D/4-PCl and PCI T1

cards require one PCI slot per card. All T1 boards require a full-length slot.

Other Requirements:

--1 RS-232 Communications Port
--1 Standard Parallel Port

--CD ROM Drive

--3 %" Floppy Drive

--Network Interface Card

--Hard Drive (size/ disk access requirements vary dramatically based on the applications
being run)

Other Recommendations:

--Industrial grade hardware components appropriate to a mission-critical server
--Additional RS-232 communications ports as may be required
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Hard Disk Requirements can vary dramatically with Voice Assistant depending on the application.
The table below provides an estimate for the amount of disk space required by each of the file formats
supported by Voice Assistant.

Recording Format Setting | Kbps | Minutes/sMB | Bytes/Second | MB/Hour
VOX ADPCM 6KHz 0 24 5.83 3000 10.8
VOX ADPCM 8KHz 1 32 4.37 4000 14.4
VOX PCM 6KHz 2 48 2.91 6000 21.6
VOX PCM 8KHz 3 64 2.18 8000 28.8
WAV ADPCM 6KHz' 4 24 5.83 3000 10.8
WAV ADPCM 8KHz' 5 32 4.37 4000 14.4
WAV PCM 6KHz (default) 6 48 2.91 6000 21.6
WAV PCM 8KHz 7 64 2.18 8000 28.8
WAV PCM 11KHz* 8 88 1.59 11000 39.6

1. File formats 4 and 5 are non-standard WAV files. They are not recognized by the Windows Media
Player or most Windows-based WAV file editors.
2. File format 8 is not supported by the DIALOG/4 board.

Telephone System Requirements

Analog Voice Boards

» Voice Assistant requires analog extensions from the Telephone System when using low-density
analog voice boards. The number of extensions required will be equal to the number of voice
ports being installed with Voice Assistant.

Digital Voice Boards (Not available for every phone switch)

When the Voice Assistant is using high-density, digital T1 voice boards, it requires one T1 span from
the telephone system for each T1 voice board. Use the following table for the AXXESS phone settings
for T1 span in the telephone system.

*  T1 Cross over cable

*  T1should be D4/AMI

*  The T1 card on the AXXESS should be programmed as “Masters for Private Network”
*  The individual circuits on the T1 card should be configured as “OPX”

*  Each T1 port should have it’s “Send T1 OPX Disconnect Flash” flag enabled

Power-Up

Typically, the Voice Assistant will run on the same PC as the OAISYS Net Server. Since the Voice
Assistant runs as a service under the OAISYS Net Server, it is automatically started when the OAISYS
Net Server is started. Therefore, when the Voice Assistant and the OAISYS Net Server are running on
the same PC, it is no longer necessary for the Voice Assistant to be launched from the STARTUP
folder in Windows.

If the Voice Assistant is running on a different PC from the OAISYS Net Server, then the OAISYS Net
Server cannot automatically start the Voice Assistant. In this configuration, the Voice Assistant should
be configured to launch from the STARTUP folder in Windows.
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Installation
Voice Assistant consists of the following elements:

» Dialogic voice board drivers (software)
*  One or more Dialogic voice boards (hardware)

*  Voice Assistant (software)

Install the Dialogic drivers first, as detailed in the section below. Next, install the voice board(s).
Then, install the software for Voice Assistant and Voice Script Editor.

N.B. It is very important that you install the Dialogic Drivers prior to installing the voice boards or the
Voice Assistant software.

Obtaining and Installing the Dialogic Drivers (All Cards)

Prior to the hardware installation, you will need to install the Dialogic drivers and the Dialogic service
pack, which can be found in the \3 Party\Dialogic folder on the OAISYS CD. They are also available
for download from Intel’s website at the following web addresses:

http://resource.intel.com/telecom/support/releases/winnt/dna33/index.htm

http://resource.intel.com/telecom/support/releases/winnt/dna33spl/index.htm

If you are not a member of Intel’s web site, you will need to sign up for a username and password prior
to downloading the software.

Once downloaded, run the first setup.exe file and choose the type of installation you wish to have. It is
possible to just install the drivers necessary for the function of the card, without installing the sample
programs included in the setup file. See the screen shots on the following pages for a step-by-step
explanation of the installation. After the installation of the DNA3.3 release, you will need to run the
setup for the service pack.
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Installing the Voice Board Drivers (Cont.)

1. Insert the OAISYS CD and browse to 3" _party\Dialogic\nt-dna-3.3, or run the setup.exe from the
download you performed earlier.

2. The Welcome box will appear. Click on Next.
3. The registration dialog box will appear. Complete the registration fields and click Next.

R egiztration |

Pleasze enter your hame and company name;

I ame; Traind

Compary: IEDmputer T elephory Solutions

< Back I Mest » I Cancel

4. Confirm the information you have entered. If it is correct click on Yes to continue. Note: If an
older version of the Dialogic driver is detected on your PC, a warning message appears. Exit the
installation and select Settings > Control Panel > Add/Remove Programs. Remove the previous
Dialogic driver. Then restart the new Dialogic driver installation.
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Installing the Voice Board Drivers (Cont.)

5. The Setup Options dialog box will appear. Select Typical (default). This will install the
Dialogic software. Click Next. *Note: If you choose ““Custom”, you will be able to specify that
only the drivers be installed (20meg as opposed to 240meg for the Typical installation). Select
Typical unless disk space is a concern for you.

Setup Dptions: |

IJzing the mouse [or tab and space bar), pleasze select one of the
following setup options:

TYRICAL [240 MEBuyte]: Installs options needed
by ozt CT developerz, including the
development library and samplez. Online help
may be accezsed from CO-ROM.

COMPLETE [BO0 kByte]: Installz evemthing.

COMPALCT [22 MBute]: Inztallz only a basic
runtime environment.

CUSTOM: Lets pou chooze exactly which
zoftware components toingtall.

< Back I et = I Cancel
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Installing the Voice Board Drivers (Cont.)

6. The Destination Location dialog box will appear. Select the default destination, or click browse
to select a location. Click Next to continue.

Destination Location |

Setup will copy files into the directory below. To accept the
directary path displayed, click Mest. To select a different
directony, click Browse.

C:APragram Filez\Dialogic Browsze. .. |
Cancel |

7. The Program Group Folder dialog box will appear. Click Next to continue or Back to return to
the previous dialog box.

|' Destination Directory

< Back

Program Group Folder |

Setup will add shortout iconz o the program group folder shown
below. Taochaose a different aroup falder, either select fram the
izt or twpe a new folder name.

Program Folders:

Dialogic System Software

E sisting Folders:

ative Toolz [Common]

Adobe Acrobat 4.0

Carbon Copy Access Edition

Century

Creative

DemoShield 6.0

Inter-Tel Amxesz DB Programming

KODAK, Picture CD =l

< Back I Hest = I Cancel |
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Installing the Voice Board Drivers (Cont.)

8. The Setup Options Summary dialog box will appear. Confirm your settings and click Next to
continue installation of the Dialogic files.

Setup Options Summary |

Theze are the installation options you have zelected. To chanoge
any of theze zettingz, click Back. Othenwize, click Mext to begin
the inztallation processz.

Current 5 ettings:
TYPICAL SETUP =]

Inztallation Directary: C:4Program FilezhDialogic

Program Group: Dialogic System Software

] of
Cancel |

< Back
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Installing the Voice Board Drivers (Cont.)

9. You can review the release notes at this time. Once you’ve read the notes, click Next.

Pleaze Make Your Selection Now |

Inztallation iz almost complete. Please wn all ar any of the
following optionz ta help configune paur System.

¥ Aiew Felease Guide
[ Fun Dislogic Board Configuration [DCH]
[ Would you like ta install Speechivorks?

% Back I Mest » I [Eatizel

10. The Setup Complete dialog box appears. Select, No, I will restart my computer later and click on
Finish.

Setup Complete |

Software inztallation camplete. Tao allow Far proper operation of
the driver zoftware vau must restark pour system, Would you like
to reboaot at this Hime?

% ez | want to restart my computer now.

" Mo, | will restart my computer later.

Remove any dizgks from their dives, and then click Finizh bo
complete zetup.

< Back I Finizh I
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Installing the Voice Board Drivers (Cont.)
After the installation is complete, you will need to run the service pack setup.exe and then reboot.

Browse to 3" _party\Dialogic\w2k-dna-3.3-SP1, or run the setup.exe from the download you performed
earlier. The service pack installation is straightforward, so we will not cover the steps here.

Once you have completed the service pack installation, please shut down the PC and continue on to the
next page in this document.
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Installing the Dialog/4 Board(s)

Important: Any time you are working inside your PC, make sure that all power has been
disconnected and that you have discharged all static electricity from yourself by touching a metal
part on the PC such as the metal cover to the power supply. The voice board has EPROMS,
which are very sensitive to static electricity, and should be handled carefully.

1. After the computer has completely shut down, remove the power cable from the back of
the system.

2. Unscrew the side panel to allow access to the motherboard.

3. Find an open ISA slot (the long ones) and unscrew the metal cover attached to the back
of the computer. Do not use the shared ISA/PCI slot, as it can sometimes cause
installation problems.

4. Before inserting the card into an available ISA slot, change the IRQ from the default
setting (2/9) to 5 or 7. 7 will usually work best with systems that are equipped with
sound cards. Refer to the Dialogic Installation Manual provided with the card for
specific information on jumper and DIP switch settings.

5. After changing the IRQ, push the card into the available ISA slot, making sure that it is
level and that it is as far down as it can go. Secure the card to the computer with a screw
on the top of the metal attached to the card.

6. If you are installing more than one voice board you will need to remove the JP7 jumper
from all of the boards except for one. Leave the JP7 jumper on the first board.

7. If you are installing more than one board, you must change the offset addresses on all
cards except Board1 using the white DIP switches (Boardl = d0000, Board2 = d2000,
etc.) Consult the Dialogic Installation Manual that is packaged with the cards for
diagrams and information on the settings.

8. If you are installing more than one card, you may need to designate a particular IRQ in
BI1OS to only allow “Legacy ISA” (for example, change the IRQ settings from auto to
manual, and set IRQ 7 to Legacy ISA). *You will only need to do this if you receive a
particular error during the addition of the 2™ card in the Dialogic Configuration
Manager (if you receive errors, refer to the Troubleshooting section for assistance, or
contact your Dialogic reseller). Consult your motherboard manual for information
specific to the PC hardware.

9. Replace the side cover of the computer and reattach the power cable.

10. Start the computer.
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Configuring Dialog/4

Once you have your Dialog/4 board(s) properly installed, you must configure the board(s) using the
Dialogic Configuration Manger.

> 0w DR

Restart the computer and log into NT using an account with Administrative privileges.
Go to Start > Programs > Dialogic System Software > Dialogic Configuration Manager.
Add your board(s) by clicking on ‘Add New Device’.

The Add Hardware Wizard box will appear.

Dialogic Configuration Manager - Add Hardware Wizard

Thiz wizard will walk. yau thraugh the inztallation and
configuration of a Dialogic board. Tao zelect the board
you wizh ba ingtall, first zelect the family, then the
model. Press F1 for details.

F arnily: bl odel:

D/42 - D/210
D/ 42-PC _I D410
iDialog,

D/x1D-FCI
D/x1E

D/#1E-PCI

D/x1H

Dkl

DCR/SC

DIAL0G/HD

DI4L0G/HD-PC)
tS1/PCI-GEL =]

< Back I Mext > I Cancel Help
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Configuring Dialog/4 (Cont.)

5. Select “D/x1D” for the Family, and “Dialog/4” for the Model. Click “Next”.
6. Type in the name of the card (“Board1” for example) and click “Next”.

Dialogic Configuration Manager - Add Hardware Wizard

Enter a name faor the board that will uniquely identify it
from other boards of the zame model. For example,
the serial nurnber of the board could be entered here.

Dialogs4 - IEh:uaru:I'I|

< Back I Mext > I Cancel Help

7. The board properties box will appear. The address should default to “d0000” which is
the default address of a single board installation.
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Configuring Dialog/4 (Cont.)

8. Click on the second line, “D41Dinterrupt” and change the IRQ to what you set the card to
(usually 5 or 7) by entering a digit in the “Edit” section, in the “Value” field and click

“OK”.

Dialogic Configuration Manager - Properties for Dialog/4-Boardl

System | Misc I I:l:uuntryl Files I

Parameter | Y alue
DA DAddress donon
041D rnkerrupt

4| | i

—Edit
Farameter |D4'I Dl ritermipt

WYalue I}' j

k. Eancell Apply | Help

9. Ifyou installing more than one board repeat the above procedures, designating different
offset addresses for each card. For example, “Board1” should be set to “d0000” on the
card and in the DCM; “Board2” should be set to “d2000” on the card and in the DCM,
etc. The addresses must be sequential; do not skip an address block.

The IRQs will remain the same for every card. JP7 must be removed on all cards except
“Boardl”. Consult the Dialogic Manual that is packaged with the cards for further

information.
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Configuring Dialog/4 (Cont.)

10. You should be back at the Dialogic Configuration Manager. You are now ready to start
your board. Highlight your board listed in the DCM. It should appear as “Dialog/4-
Boardl”.

‘... Mialogic Configuration Manager !EIE

File “iew Acton Serice Help

T 22 | e 0|0 O] ¢
Start Sewice|

= EE Corfigured Devices

Dialogic System Service Status Stopped

Start Dialogic System Service

11. Click on the green light at the top of the DCM window to start the board. After a few
seconds, you should see a message that tells you the card is started. If you received an
error, view the error log and refer to the Troubleshooting section for details.

12. If the card starts successfully, click the Service menu.

13. Select “Startup Type,” and choose “Automatic.” This allows Windows to start the
Dialogic Service automatically when the PC starts.
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Installing the Proline/2V Card(s)

Important: Any time you are working inside your PC, make sure that all power has been
disconnected and that you have discharged all static electricity from yourself by touching a metal
part on the PC such as the metal cover to the power supply. The voice board has EPROMS,
which are very sensitive to static electricity, and should be handled carefully.

1. After the computer has completely shut down, remove the power cable from the back of
the system.

2. Unscrew the side panel to allow access to the motherboard.

3. Find an open ISA slot (the long ones) and unscrew the metal cover attached to the back
of the computer. Do not use the shared ISA/PCI slot, as it can sometimes cause
installation problems.

4. Before inserting the card into an available ISA slot, change the IRQ from the default
setting (2/9) to 5 or 7. 7 will usually work best with systems that are equipped with
sound cards. Refer to the Dialogic Installation Manual provided with the card for
specific information on jumper and DIP switch settings.

5. After changing the IRQ, push the card into the available ISA slot, making sure that it is
level and that it is as far down as it can go. Secure the card to the computer with a screw
on the top of the metal attached to the card.

6. If you are installing more than one voice board you will need to remove the JP7 jumper
from all of the boards except for one. Leave the JP7 jumper on the first board.

7. Ifyou are installing more than one board, you must change the offset addresses on all
cards except Board1l using the white DIP switches (Board1l = d0000, Board2 = d2000,
etc.) Consult the Dialogic Installation Manual that is packaged with the cards for
diagrams and information on the settings.

8. Ifyou are installing more than one card, you may need to designate a particular IRQ in
BIOS to only allow “Legacy ISA” (for example, change the IRQ settings from auto to
manual, and set IRQ 7 to Legacy ISA). *You will only need to do this if you receive a
particular error during the addition of the 2™ card in the Dialogic Configuration
Manager (if you receive errors, refer to the Troubleshooting section for assistance, or
contact your Dialogic reseller). Consult your motherboard manual for information
specific to the PC hardware.

9. Replace the side cover of the computer and reattach the power cable.

10. Start the computer.
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Configuring Proline/2V

Once you have your Dialog/4 board(s) properly installed, you must configure the board(s) using the
Dialogic Configuration Manger.

a c 0w e

Restart the computer and log into NT using an account with Administrative privileges.
Go to Start > Programs > Dialogic System Software > Dialogic Configuration Manager.
Add your board(s) by clicking on ‘Add New Device’.

The Add Hardware Wizard box will appear.

Select “Proline” for the Family, and “Proline /2V” for the model. Click “Next”.

Dialogic Configuration Manager - Add Hardware Wizard

Thiz wizard will walk. yau thraugh the inztallation and
configuration of a Dialogic board. Tao zelect the board
you wizh ba ingtall, first zelect the family, then the
model. Press F1 for details.

F arnily: bl odel:

O/wld - Praoline 2
DCBASC _I
DlaLOGAHD
DIALOGAHD-PCI
MSIAPCI-GEL
MSIASC

FBi Inteiratiun

TOM Bus

WF

WS/

WP w2

< Back I Mext > I Cancel Help
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Configuring Proline/2V (Cont.)

6. Type in the name of the board (Board1 for example) and click “Next”.

Dialogic Configuration Manager - Add Hardware Wizard
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Configuring Proline/2V (Cont.)

7. The address should default to “d0000” which is the default address of a single board
installation. Click on the second line, “D41Dinterrupt” and change the IRQ to what you
set the card to (usually 5 or 7) by entering a digit in the “Edit” section, in the “Value”

field and click “OK”.

Dialogic Configuration Manager - Properties for Prolinef2¥-Boardl

System | Misc I I:::uuntryl Files I

Farameter | Y alue
DA DAddress donon
D41 Dirterrupt 7

4| | i

—Edit
Farameter |D4'I Dl ritermipt

Walue Iﬁ j

k. Eancell Apply | Help

8. If you installing more than one card, repeat the above procedures, designating different
offset addresses for each card. For example, “Board1” should be set to “d0000” on the
card and in the DCM; “Board2” should be set to “d2000” on the card and in the DCM,

etc. The addresses must be sequential; do not skip an address block.

9. The IRQs will remain the same for every card. JP7 must be removed on all cards except
“Boardl”. Consult the Dialogic Manual that is packaged with the cards for further

information.
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Configuring Proline/2V (Cont.)

10. Now you are ready to start your board. Highlight the board listed in the DCM. It should
appear as “Proline/2V-Board1”.

11. Click on the green light at the top of the DCM window to start the board. After a few
seconds, you should see a message that tells you the card is started. If you received an
error, view the error log and refer to the Troubleshooting section for details.

‘... Mialogic Configuration Manager !EIE

File “iew Acton Serice Help

1117

zilug| 0@ G| 2|

T

= EE Corfigured Devices

Dialogic System Service Status Stopped

Start Dialogic System Service

12. If the card starts successfully, click the Service menu. Select “Startup Type,” and choose
“Automatic.” This allows Windows to start the Dialogic Service automatically when the

PC starts.
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Installing the D/4PCI

Important: Any time you are working inside your PC, make sure that all power has been
disconnected and that you have discharged all static electricity from yourself by touching a metal
part on the PC such as the metal cover to the power supply. The voice board has EPROMS,
which are very sensitive to static electricity, and should be handled carefully.

1. After the computer has completely shut down, remove the power cable from the back of
the system

2. Unscrew the side panel to allow access to the motherboard.

3. Find an open PCI slot (the short ones) and unscrew the metal cover attached to the back
of the computer.

4. If you are installing a 2™ or 3" card, you will have to rotate the gray switch on top of the
other cards to designate their own card number. For example, the first card defaults to
“0”; the second card should be set to “1”, and so on.

5. Push the card into the available PCI slot, making sure that it is level and that it is as far
down as it can go. Secure the card to the computer with a screw on the top of the metal
attached to the card.

6. Replace the side cover of the computer and reattach the power cable.

7. Start the computer.
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Configuring the D/4APCI

1. Restart the computer and log into NT using an account with Administrative privileges.
2. Go to Start > Programs > Dialogic System Software > Dialogic Configuration Manager.

3. Start the Dialogic Configuration Manager. It should auto-detect your PCI card(s).

. Dhalogic Configuration Manager !E

File “iew Action Service Help

- rrer
2 =5 e oo ] 2
Lo B DAPC) 8O inoshot 1410
=] (5 TOM Bus
LT BusO
Dialogic Syztern Service Status Stopped

4. Click on the card listed in the DCM. It should appear as “D/4PCI...".

5. Click on the green light at the top of the DCM window to start the board. After a few
seconds, you should see a message that tells you the card is started. If you received an
error, view the error log and refer to the Troubleshooting section for details.

6. If the card starts successfully, click the Service menu.

7. Select “Startup Type,” and choose “Automatic.” This allows Windows to start the
Dialogic Service automatically when the PC starts.
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Installing the D/120JCT-LS

Important: Any time you are working inside your PC, make sure that all power has been
disconnected and that you have discharged all static electricity from yourself by touching a metal
part on the PC such as the metal cover to the power supply. The voice board has EPROMS,
which are very sensitive to static electricity, and should be handled carefully.

1. After the computer has completely shut down, remove the power cable from the back of
the system

2. Unscrew the side panel to allow access to the motherboard.

3. Find an open PCI slot (the short ones) and unscrew the metal cover attached to the back
of the computer.

4. If you are installing a 2™ or 3" card, you will have to rotate the gray switch on top of the
other cards to designate their own card number. For example, the first card defaults to
“0”; the second card should be set to “1”, and so on.

5. Push the card into the available PCI slot, making sure that it is level and that it is as far
down as it can go. Secure the card to the computer with a screw on the top of the metal
attached to the card.

6. Replace the side cover of the computer and reattach the power cable.

7. Start the computer.
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Configuring the D/120JCT-LS

1. Restart the computer and log into NT using an account with Administrative privileges.
2. Go to Start > Programs > Dialogic System Software > Dialogic Configuration Manager.

3. Start the Dialogic Configuration Manager. It should auto-detect your PCI card(s).

. Dhalogic Configuration Manager !E

File “iew Action Service Help

|2

1111

=i

z2lwal ol®| G| 2|

DlaLOGHD-PC
8 DA120JCT-LS #0Oin slot 1710

E:ﬁ’ TDM Bus

L0 Bus

Dialogic Syztern Service Status Stopped

4. Click on the card listed in the DCM. It should appear as D/120JCT-LS...".

5. Click on the green light at the top of the DCM window to start the board. After a few
seconds, you should see a message that tells you the card is started. If you received an
error, view the error log and refer to the Troubleshooting section for details.

6. If the card starts successfully, click the Service menu.

7. Select “Startup Type,” and choose “Automatic.” This allows Windows to start the
Dialogic Service automatically when the PC starts.
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Installing the D/240PCI-T1

Important: Any time you are working inside your PC, make sure that all power has been
disconnected and that you have discharged all static electricity from yourself by touching a metal
part on the PC such as the metal cover to the power supply. The voice board has EPROMS,
which are very sensitive to static electricity, and should be handled carefully.

1. After the computer has completely shut down, remove the power cable from the back of
the system

2. Unscrew the side panel to allow access to the motherboard.

3. Find an open PCI slot (the short ones) and unscrew the metal cover attached to the back
of the computer.

4. If you are installing a 2™ or 3" card, you will have to rotate the gray switch on top of the
other cards to designate their own card number. For example, the first card defaults to
“0”; the second card should be set to “1”, and so on. Also, you will need a CTBus cable
to connect the cards together (connector located at the rear of the card, on the top).

5. Push the card into the available PCI slot, making sure that it is level and that it is as far
down as it can go. Secure the card to the computer with a screw on the top of the metal
attached to the card.

6. Replace the side cover of the computer and reattach the power cable.

7. Start the computer.
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Configuring the D/240PCI-T1

1. Restart the computer and log into NT using an account with Administrative privileges.
2. Go to Start > Programs > Dialogic System Software > Dialogic Configuration Manager.

3. Start the Dialogic Configuration Manager. It should auto-detect your PCI card(s).

. Dhalogic Configuration Manager !E

File “iew Action Service Help

|2

w| ole| G| 2

1111

Dialogic Syztern Service Status Stopped

4. Click on the card listed in the DCM. It should appear as “D/240PCI-T1...”.

5. Click on the green light at the top of the DCM window to start the board. After a few
seconds, you should see a message that tells you the card is started. If you received an
error, view the error log and refer to the Troubleshooting section for details.

6. If the card starts successfully, click the Service menu.

7. Select “Startup Type,” and choose “Automatic.” This allows Windows to start the
Dialogic Service automatically when the PC starts.
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Installing the D/240SC-T1

Important: Any time you are working inside your PC, make sure that all power has been
disconnected and that you have discharged all static electricity from yourself by touching a metal
part on the PC such as the metal cover to the power supply. The voice board has EPROMS,
which are very sensitive to static electricity, and should be handled carefully.

1. After the computer has completely shut down, remove the power cable from the back of
the system

2. Unscrew the side panel to allow access to the motherboard.

3. Find an open ISA slot (the long ones) and unscrew the metal cover attached to the back
of the computer.

4. If you are installing a 2™ or 3" card, you will have to rotate the gray switch on top of the
other cards to designate their own card number. For example, the first card defaults to
“0”; the second card should be set to “1”, and so on. Also, you will need an SCBus cable
to connect the cards together (connector located at the rear of the card, on the top).

5. Push the card into the available ISA slot, making sure that it is level and that it is as far
down as it can go. Secure the card to the computer with a screw on the top of the metal
attached to the card.

6. Replace the side cover of the computer and reattach the power cable.

7. Start the computer.



Voice Assistant Operations Manual page 31

Configuring the D/240SC-T1
1. Restart the computer and log into NT using an account with Administrative privileges.

2. Go to Start > Programs > Dialogic System Software > Dialogic Configuration Manager.

3. Start the Dialogic Configuration Manager. It should auto-detect your PCI card(s).

. Dhalogic Configuration Manager !E

File “iew Action Service Help

|2

w| ole| G| 2

1111

MR D/2405C-T1-Board]
=] (5 TOM Bus
L0 Bus
Dialogic Syztern Service Status Stopped

4. Click on the card listed in the DCM. It should appear as as “D/240SC-T1...”.

5. Click on the green light at the top of the DCM window to start the board. After a few
seconds, you should see a message that tells you the card is started. If you received an
error, view the error log and refer to the Troubleshooting section for details.

6. If the card starts successfully, click the Service menu.

7. Select “Startup Type,” and choose “Automatic.” This allows Windows to start the
Dialogic Service automatically when the PC starts.
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Installing the D/480SC-2T1

Important: Any time you are working inside your PC, make sure that all power has been
disconnected and that you have discharged all static electricity from yourself by touching a metal
part on the PC such as the metal cover to the power supply. The voice board has EPROMS,
which are very sensitive to static electricity, and should be handled carefully.

1. After the computer has completely shut down, remove the power cable from the back of
the system

2. Unscrew the side panel to allow access to the motherboard.

3. Find an open ISA slot (the long ones) and unscrew the metal cover attached to the back
of the computer.

4. If you are installing a 2™ or 3" card, you will have to rotate the gray switch on top of the
other cards to designate their own card number. For example, the first card defaults to
“0”; the second card should be set to “1”, and so on. Also, you will need an SCBus cable
to connect the cards together (connector located at the rear of the card, on the top).

5. Push the card into the available ISA slot, making sure that it is level and that it is as far
down as it can go. Secure the card to the computer with a screw on the top of the metal
attached to the card.

6. Replace the side cover of the computer and reattach the power cable.

7. Start the computer.
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Configuring the D/480SC-2T1
1. Restart the computer and log into NT using an account with Administrative privileges.

2. Go to Start > Programs > Dialogic System Software > Dialogic Configuration Manager.

3. Start the Dialogic Configuration Manager. It should auto-detect your T1 card(s).

. Dhalogic Configuration Manager !E

File “iew Action Service Help

|2

w| ole| G| 2
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4. Click on the card listed in the DCM. It should appear as as “D/480SC-2T1...”.

5. Click on the green light at the top of the DCM window to start the board. After a few
seconds, you should see a message that tells you the card is started. If you received an
error, view the error log and refer to the Troubleshooting section for details.

6. If the card starts successfully, click the Service menu.

7. Select “Startup Type,” and choose “Automatic.” This allows Windows to start the
Dialogic Service automatically when the PC starts.
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Installing Voice Assistant

Insert the OAISYS Net Suite CD into the CD drive of your computer. Locate Voice Assistant from the
menu under the OAISYS Applications. The installation wizard will guide you through installation.
The default options should be used throughout the installation process.

If you have installed a digital voice card, or a combination of digital and analog voice cards, the
Configure for T1 Support option should be checked on the Choose Voice Board Type screen as
shown below.

;,"-E'—-_ Choosze Yoice Board Type |

Woice Azsistant supports both analog and digital voice boards.

[f wowy will be wzing digital T1 boards, pleaze select the box
below,

¥ ‘Configure for T1 suppaork

¢ Back I Hest = I Cancel

Installing Voice Script Editor

Voice Script Editor is installed automatically if Voice Assistant 3.3.x is installed. If you are
installing an older version of Voice Assistant, you will need to install Voice Script Editor separately.

Voice Script Editor installs in much the same way as Voice Assistant. If you are installing it on the
same PC as Voice Assistant, then it should be installed into the same directory.

Special Note: If the PC dedicated to VVoice Assistant is on a network which allows one PC to access
the hard drive of another PC, it is possible to install VVoice Script Editor on a different PC altogether.
The installation procedure would be just the same as that described for the Voice Assistant PC, only it
would be performed at the other location. The first time that VVoice Script Editor is run, it will have to
be informed of the Drive and Directory location of the script files, which will be in the Drive and a
Sub-Directory called SCRIPTS of the Directory where Voice Assistant was installed (PROGRAM
FILES\CTS\V_ASSIST32 by default).

Note: If you install VVoice Script Editor on a different PC on the network, you may also want to install
it on the dedicated, Voice Assistant PC as well since there are certain functions in Voice Assistant
which use Voice Script Editor. There is no harm in installing this application in as many different
locations as necessary.
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Voice Assistant

If your voice board(s) are installed properly, and you do not get any error messages, then the program
automatically launches the Voice Ports and Voice Assistant. These applications are run minimized by
default.

[dliStan S5001Sv5 NetSaver | 3041V Lavel20Al Ser..| § Voics Assistant | S Voics Port i1 1080 | Sgvoice Por bz 1008 | |l MMEICIESERES B 11T e

You can double-click any of these icons to view the application associated with them. To reduce
clutter on the toolbar, the Voice Port icons can be automatically hidden when Voice Assistant is
launched by selecting the Hide Port Icons on Startup option described below.

* . Yoice Assistant _|of x|

File Setup Help

Ports Active: 24 of 24

DAISYS Met Server
Operating: True o

Setup |

[+ Service lor DAISYS Clients

[¥ Usze CT Integration
OAl Link

Operating: True &

Menu Commands

File

Exit
This menu selection will close Voice Assistant and all the Voice Ports currently active.
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Setup

Show Events
This selection opens a window that scrolls event information as it occurs.

Yoice Assistant Events

Exit Display Clear

CG-Rovd STATUSWNREQ =l
01 -Sent; CHEREC_IMFO s, S DirlQutl T ppel COIPhone 1 003ICalledl1 314653351 414t D2551501
HOST[31]EVEMT-Send DONE-3551601 M 57280886 W 2803,

SG-Rowd: RUN-DOME:M 57280886\ 2803,

SG-Rovd STATUSLINEDROFPED

SG-FRowd SERVREQCALLREC.REC_STOP, 35500301 2804 80235342

C.118.355001,1007,1007,C.36

C.118.3550001,2504,1007 M,36

I CHD-Sent: =CALL_CLRD:

SG-Rowd SERVRER:CALLREC.REQ_IMFO 35860007, 2804

SG-Rovd STATUSWHNREQD

AD-Sent: CHE:REQ_IMFO 24 5. Didlnl T wpel COIPhoneliCalled 00714 cotill DI35500E0

HOST[31]EVEMT-5end DONE-3551701 M 80298948 W 2804,

S G-Fowd RUN-DOME;M, 80298948 1/ 2804, =

4] | [

The Exit selection is used to exit the Voice Assistant Events window.

The Display selection allows you to turn on the Host Comm Events, VVport Comm Events, Idle Events,
and/or the OAI Events.

The Clear selection allows you to clear the Voice Assistant Events screen.

You can right click anywhere in the Voice Assistant Events window to bring up a menu of options.
The menu includes the following options:

Find — This is useful when looking for a specific event.

Copy Selection—Use to copy a highlighted section of events.

Save Selection As—Use to save selection.

Mail Selection To—Use to email events to OAISYS tech support or any mail recipient.
Print Selection —Print the highlighted selection.

Clear Buffer—Clear the buffer size.

Set Log Sizes—Determine a specific size for your log file.

Set Font—Select the font you wish to use for your display.

Stop Log—Start a log file of events.

Help

Use the Contents menu selection to access the on-line Help files for Voice Assistant.

Use the About menu selection to view Version and System information.
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Tab Choices

Server Status

* . Yoice Assistant =101 x|

File Setup Help

Ports Active: 24 of 24

— DAISYS Het Server
Operating: True o

Setup |

[v Service for DAISYS Clients

[« Usze CT Integration
— DAl Link

Operating: True &

OAISYS Net Server

Voice Assistant requires the OAISYS Net Server to run. To operate successfully, Voice Assistant must
be allowed to access the OAISYS Net Server using a TCP/IP connection. The green light indicates that
a good connection to the Net Server was made. If the light is not green, click the Setup button to
define the connection as demonstrated below:
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OAISYS Net Client Logon SEI:I:i____ El

— Client |nfarmation;

The Login Mame, Pazsword, and Es=tenzsion,
below, apply to the 0AI5YS MNet Suite of products
anly and have no comelation b your comprter
Login Hame.

Typically, the Lagin M ame iz the name that
appears on your Met Phone and the name others
can zee for chat zezsions.

Login M ame;

Fazsword: |

E stenzion: I

— Server Infarmatian:

Hoztname: |1 27.0.01

[~ Remote Server

] I Cancel |

The default settings in this dialogue box will work in most situations.

The Hostname field should contain the network name (or IP address) of the Net Server PC. Some
network software packages do not allow the use of the special “Localhost” name. You may need to
use the Windows NetBI1OS name (\NetServer) or the full TCP/IP hostname
(Netserver.mycompany.com).

OAI Link

Voice Assistant can run as a standalone IVR platform, or it can take advantage of an OAI connection to
the PBX if one exists. The Use OAI Integration checkbox should be turned on or off according to the
situation of the particular installation. If it is enabled, the green light will indicate that a valid OAI
connection has been established.

If the OAI Link is being used, the LVL2OAI Service will have to be installed and enabled. This is a
Service that comes with the OAISYS Net Server and provides the OAI connection for all OAISYS
applications.

The following Voice Assistant script commands require an OAI connection to the PBX:

»  Send Service Request (SERVREQ)
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* . Yoice Assistant o =10 x|

File Setup Help

Ports Active: 24 of 24
(SEWERSEET, | Pam Por ") PortStatuséStats | PomMisc | Debug |
— Port #:

ﬂ”-' :I' M Extension #: 12501

[+ Equip port for uze

—Make Port Available in Groups:

v Uriversal Port [Group #1] [T Group 5

[T Group #2 [T Group

[T Group #3 [T Group 87

[T Group 84 ™ Group 88
[ System Admin. Port Copy... |
Default Scrpt:

' __sae_|

This screen is used to program the available Voice Ports. Select the Port to be programmed by
clicking the Previous or the Next button, or click on the dropdown box to view optional choices.
Keep in mind that changes made to individual port settings will not take effect or be saved until the
Save button is clicked.

Extension Number: - Important - Enter the extension number of this Voice Port. This must be the
correct extension number as recognized by the Telephone System in order for the Voice Assistant to
work properly. (You will not need to do this if you use the Auto Program feature unless you are
programming the first port.)

Equip port for use: - Apply a checkmark to use the port. There may situations in which you do not
want to enable a port for use. For example, you may have a four port board, but you only have two
ports of VVoice Assistant software.

Universal Port (Group #1): Under most circumstances, all Voice Ports should be designated as
Universal Ports, which means available for all functions. In a situation in which you want to dedicate a
Voice Port to Administration only, or if a port is not being used, this option should be disabled.

Port Groups: Each port can be assigned to one or more groups of ports (instead of just the single
"Universal Port" group). Using these groups, you can manage the ports better by allocating specific
ports to specific groups and then having an application use ports solely from that group. In this way
you can prevent a single application from consuming all of the ports while forcing other applications to
wait for ports. For example, for an ACD Callback application you may want to setup group #2 to
contain 4 of the available 8 equipped ports and have the ACD Callback only use that group #2.

System Admin Port: At least one available Voice Port should also be designated as the System
Administration Port. This is the Port that will be used to review, change, and add Voice Prompt
Recordings. Selecting this option over-rides any entry in the Default Script box.

see System Administration for more information.

Default Script: Enter the Script for this Port to use as a default if no script is sent to it by the calling
application. This Script is optional and if it is omitted any stray call to this port will go unanswered.
see Voice Action Scripts for additional information.
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Copy: This is a new feature in Voice Assistant. This feature provides an easy and fast way to program
multiple ports with the same settings. Pressing the Copy button displays the screen below which is
used to select one or more destination ports for the copy operation.

* . Copy Port |
— Source Port Programming:
Part: 1 Extenzion; 1008 System Admin; Mo Copy
Groups 1
Diefault Script: Cancel

Select dezstination ports from the list below:

Default Script

E stenzion

1009

3 1ma g Mo 5.601

4 101 a Mo S.EM

5 1ma2 1 Mo

E 1M3 1 Mo

7 1014 1 Mo

8 105 1 Mo

3 106 1 Mo

10 1ms 1 Mo

1 1ma 1 Mo

12 19 1 Mo -
1 10720 1 hlm

! | _»I_I
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Testing the Ports

Now that the Dialogic boards are operational and the Voice Assistant software has been installed and
configured, it is good practice to verify that the ports are functional. Refer to the Pgm Vports section
on the previous page for help with configuring the port extensions.

Once you have the boards connected to the PBX and the extensions configured, click on the Pgm
Vports tab, select Port #1 from the drop-down list, put a check in the System Admin checkbox, and
then click Save.

. Yoice Assistant _[of x|

File Setup Help

Portz Active: 24 of 24

— Port #:

Mh :I' M Estension #: [2601

[+ Equip port for uze

—Make Port Available in Groups:

¥ Uriversal Port [Group £1] [T Group 5
[~ Group #2 [T Group #E
[T Group #2 [T Group #7
[ Group 84 [T Group #8

[ System Admin. Port Copy... |

Default Script:

' __sae |

Click Next to select Port #2, and then follow the same procedure as above to set the port as a System
Admin port. Repeat the procedure for the remaining ports.

Click on the Vport Status/Stats tab. The drop down has three options: Port Status, Group Statistics,
and Script Statistics. Select Port Status from the drop down. The tab displays the current state of each
of the voice ports.

Call the extension corresponding with Port #1. You should hear the prompt “Enter the password, then
press pound” and see the status of Port #1 become Busy.
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Testing the Ports (cont.)

If you hear the prompt, but see activity on more than just one port (for example, Port #1 and #3
become ‘Busy’), the likely cause is that the phone lines connected to the Dialogic board are connected
to the wrong jacks. Change the cords’ positions then try calling Port #1 again.

Once you have Port #1 answering and showing activity, repeat this process on the remaining
extensions. When all extensions answer and show activity correctly, uncheck the System Admin
checkbox and click Save on each port on the Pgm Vports tab.

Refer to the Debug section for more testing options.

If all else fails, please contact CTS Technical Support at 480-496-9040 x4 or support@oaisys.com
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Recording New Prompts

It is sometimes necessary to rerecord existing prompts, or to create entirely new ones. For example, if
the Callback feature will be enabled in ACD Manager, new prompts must be created for each hunt
group that will offer Callbacks. The new prompts will be named based on each hunt group’s extension
number (for hunt group 2000, prompt 2000 must be created.)

To record a prompt, select the last available port from the Pgm Vports tab, place a checkmark in the
System Admin checkbox and click Save. The window should now look like the following screenshot:

* . ¥oice Assistant =101 %]

File Setup Help

Portz Active: 24 of 24
 SewerStatus || PomPors | PoStatuséStats | PomMisc | Debug |
— Port #:

Mh :I' M Estension #: [2601

[+ Equip port for uze

—Make Port Available in Groups:

¥ Uriversal Port [Group £1] [T Group 5
[~ Group #2 [T Group #E
[T Group #3 [T Group #7
[ Group 84 [T Group #8

[ System Admin. Port Copy... |

Default Script:

' __sae |

Call the extension number associated with that port, and when prompted, enter 1234 as the password
and then press pound. When asked, enter the prompt number you wish to record, then press pound. If
the prompt has not yet been created, you will now have the opportunity to do so. If the prompt has
already been recorded, you will have the opportunity to rerecord it.

When finished recording prompts, uncheck the System Admin checkbox and click Save.
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Vport Status/Stats

* . Yoice Assistant - 10| x|
File Setup  Help
Ports Active: 24 of 24
(S et (BPGREN  For Siahs/Sias | APGHMREN (DG
IF'::urtStatus j
Pot [Op|Cal D |Command | Start | Status
Ul IDLE
2T IDLE
4T IDLE
4T IDLE
5T IDLE
Bl T IDLE
7T IDLE
gl T IDLE
qfT IDLE
10T IDLE
11T IDLE
12T IDLE
13T IDLE

This screen will tell you the Status of the Voice Ports on the Voice Board.
Port — This column lists the port numbers.

Op - This column indicates whether or not the port is operational. This column will have either a T for
true or an F for false.

Call_ID - This column provides Call ID information.
Command — This column displays the last command sent to the specified port.
Start — This column lists the Start time of the last command for this port.

Status — This column provides the status of the port. Idle indicates that the Port is available and ready
to receive calls and it should be accompanied by a T for True in the column headed Op. Unequipped
indicates that there is a Port on the Voice Board but that it is not usable and it should be accompanied
by an F for False in the column headed Op. ?? indicates no Port exists. Unequipped under Status and
a T for true under the column Op may indicate there is an IRQ Conflict.

See Appendix C: Errors & Troubleshooting page 61.
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Statistics

Group Statistics

Select Group Statistics from the drop down box in the Port Status/Stats tab to view specific
statistics on your Voice Assistant Port Groups.

Statistics since: The start date and time for the displayed statistics.

Group #: The Voice Assistant Group #.

Fully Busy Dir: The total time all ports in the group were busy (hh:mm:ss).
Requests: Number of times a port in the group was requested by an application.
Denied: Number of times a port in the group was requested but denied.

Clear Stats: Clear current statistics.

F  Yoice Assistant : —5 ﬂ

File Setup Help
Ports Active: 24 of 24

(SEEISEUR QEGEE, FotStous/sies | SEGHMEEN A0S
IGrDup Statishics j Clear Statz | Statigtics Since: 12/01/02 0:22

Grn:nupiil Fuilly Buzy Dur. | Hequests | Denied |

#1 00:00:10 5,943 1
#2 00:00:00 1] 1]
#3 00:00:00 1] 1]
#4 00:00:00 1] 1]
#5 00:00:00 1] 1]
#E 00:00:00 1] 1]
#7 00:00:00 1] 1]
#a 00:00:29 E1 1]
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Script Statistics

Select Script Statistics from the drop down bo in the Port Status/Stats tab to view statistics on
Voice Assistant Scripts. Script Statistics can be useful information. For example, your call center
provides information via a script. You may use script 901 for your Spanish speaking customers
and script 902 for your English speaking customers. You want to know how many customers
called for information in Spanish and how many called for the information in English. You can

use the Script Statistics to obtain this information.

Statistics since: The start date and time for the displayed statistics.

Script #: The Voice Assistant script number. For example, if you are using vascr801.scr for
overhead paging, the Script # will be displayed here as 801.

Requests: Number of time the script was requested.

Denied: Number of time the script was requested, but not accessed, or denied.

Min Dur.: Minimum duration a port was used for a script. (hh:mm)

Max Dur.: Maximum duration a port was used for a script. (hh:mm)

Avg. Dur: The average time a port spent on a script.

Total Dur: The cummlative time all ports spent on a specific script. (hh:mm:ss)

Clear Stats: Clear current statistics.

* . Yoice Assistant |0l x|
File Setup Help
Ports Active: 24 of 24
(SEmETSEEI EGHPGE,  Pon Status/Stats | (IFGMSEN, (5EEEN,
IScript Clatizhics j Clear Statz | Statistics Since: 12401 /02 0:22
Script#l Fequests | Denied | bdir Crur, | b & Do, | Bieg Do, | Total Dur, =
143 a 1] IR K] .22 Q040 00:02:20
2 72 1] 00:05 0016 013 001621
2 E7h 1] 00:.05 01:21 0033 0E:16:54
3A0 G 1] no1a 0224 0055 00:05:32
52 1 1]
B33 7 1] 00:11 0251 01:21 00:059:27
710 2 1] 0016 0044 no32 00:01:04
a0 43 1] no.0z2 0246 0054 00:35:05
ann 457 1] Q0. Q044 no.27 033236
a0 a7 1] 0001 no:1a 0007 014211
Rz 1 1] n0.2a no.2a 0024 ooooze
R27 21 1] 00:.06 0045 no1a 00:06:35
2a0 1191 1] Q0. a0z 0143 24:08:55
925 24 1] 00:05 0029 0026 0010:33 .
I = - E—— —— e —
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Pgm Misc

* . Yoice Assistant ;IEIEI

File Setup Help

Portz Active: 24 of 24
| SewerStatus | PomPorts | PortStatus/Stats || o bise | Debug |
—"Centrex” Transfers: ——— — Fail-5afe Transfer:

Centres “FF Feature Code: |33|:| Tranzfer u:_aII ko thig extension in
) caze of failures: 10m
Fauze Before Dial Murnber: |4 Cacs

— Mizcellaneous:

¥ Hide Port lzons on Startup Paort Mat B esponding &ction;

[T Trace to Individual Port Lags Orly <None: j

[~ Round Fobin Port 5 election MI
— Statistics

W E-mail Statistics Manthly To: |Toddi@oaizys. com b il M ol |

Save |

Centrex Transfers

Feature Code: The Telephone System Centrex Transfer Feature Code is programmable and whatever
code has been chosen should be entered here.

Pause Before Dial Number: A variable combination of the Telephone System and Central Office
System will delay the return of dial tone once the Centrex Transfer has been initiated. This entry
allows you to program how long the system will pause before it tries to dial the transfer phone number.
Every situation will have a slightly different requirement here and this number should be adjusted until
it is neither too long or too short a pause. If this value is set to zero, the program will wait for audible
dial tone from the central office before dialing the phone number (instead of a fixed-length pause).

Fail-Safe Transfer
Enter the extension number calls should go to in case of voice port failure.

Miscellaneous

Hide Port Icons on Startup: When this option is checked and Voice Assistant is started, the Voice Port
icons will not appear as icons on the screen or taskbar. This is especially useful in reducing the clutter
on the screen on installations with a large number of ports.

Trace to Individual Port Logs Only: When this option is checked the Traces from scripts are sent only
to the individual port logs. This option aids in debugging busy sites where many ports are active at the
same time. The filename for the ports is VAPortXX_.log where XX is the number of the port (01 to
96).
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Round Robin Port Selection: When this option is checked Voice Assistant will grant voice ports in a
round robin manner. For example, port 1 would be granted upon request. Once free, port 2 would be
granted for the next request and so on. Port 1 would not be granted again until all ports have been
granted at least once.

Port Not Responding Action

Select an action from the drop down list. This action will be taken if a voice port fails. Click Edit
Action to edit or add an action. Available action types are Run a Program, Send a DDE Message, Log
an Event, and Run a VA Script.

Statistics
Email statistics monthly to: When checked, VVoice Assistant will email a monthly statistics report to
the email address entered. To mail the report immediately, click the Email Now button.

Limit Port Usage
Use All 24 Ports: By selecting this radio button, Voice Assistant will use all ports. (This humber
dynamically changes, for example if there are 24 ports it will read Use All 24 Ports, if there are 48
ports it will read Use All 48 Ports.)

Limit Port Usage To The First __ Ports: By selecting this radio button, you tell Voice Assistant that
you want to limit the number of ports it allocates. This is helpful if you have a T1 card and you want
to take advantage of the faster connection times and digital voice quality, but you don’t want to use all
24 ports. Type in the number of ports you want to use, then click on Save. You will only use feature
points for the ports used.

Debug
* . Yoice Assistant _|of x|

File Setup Help

Ports Active: 24 of 24

WARMING:

Debug features should only be used by authonzed personnel.

Port: I'I_ Startup | End | Shu:uwl Hide |

Dnal Out: |1|:||:||:| Send |
tzg Out: |I2HEI2K: Send |

“oice Baoard Infarmation:

Board | Channels | IR | Addrezs | -
1 4 10 00

2 4 10 Dx2000

3 4 10 =0

4 4 10 Q2000 =
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This screen can be used to send messages to the available ports on the voice boards and observe the
response or to tell a specific port to dial a specific extension.

It is used primarily for debugging problems and should be used by authorized personnel only. This
screen is where you can show or hide individual ports as needed.

This screen provides valuable information about your voice board(s). The Voice Board Information
section of this screen lists how many boards you have, how many ports are on that board, what the IRQ
of the board is, and what Address the board is using. This information can be valuable when
troubleshooting voice board conflicts.
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Voice Ports

If you click on a Voice Port icon, it will open to a screen like this:

“2 voice Port 1 - x1021

Thread ID:  -535969 [OxFFF7D25F)
Puart Status: IIDLE

Last Crnd Ficed:

|EI?:5I3:EIEI-DEF:K-‘«N SWER. 10DMIM IHAMGUP
Last Crnd Sent;

|D?:58:33-5T:’-‘-.TLIS:IDLE

This application is strictly informational and no action is possible.
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Database Assistant

Database Assistant is a separate software product that can be used in conjunction with Voice Assistant
to allow ODBC connectivity between a Voice Assistant script and an ODBC compliant database.
Database Assistant uses the industry-standard ODBC protocol, as demonstrated in the following

diagram.

Voice Assistant

IVR IVR
Session | Session

IVR
Session

\

I

IVR
Session

Driver Manager

Database Assistant

Driver

Driver

ODBC Interface
(SQL)

Data
Source

Data
Source

Data
Source

S e &

ODBC Drivers

ODBC Drivers are like Windows Printer Drivers. They provide the interface between the Windows
standard (Structured Query Language) and the particular database that they are built to service. ODBC
Drivers are, generally, provided by the manufacturer of the database product and should be loaded on
to the PC running Database Assistant. Once the ODBC Driver has been successfully loaded, you can

begin the configuration of the Database Assistant.
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Creating a new Data Source Name (DSN)

The first step in configuring Database Assistant is to create a new Data Source Name for the database
connection using the appropriate ODBC Driver. This is done by selecting the ODBC Setup tab and
clicking on the Create button under ODBC Connection Controls.

== Database Asszistant M= 3 |

File Setup Help

Housze Syztem Yersion - Mot for Rezale! Host Connection: Operational @
foocess T DDBC Setup T Debug ]

QDBC Connections: SOL Staterments for EQC test 1

Survan Driver Schedu| On-Line

At Home Agents On-Line

H54 Recaordings On-Line
MI On-Line

EWMIT Azcess On-Line

Practice “Warks 1 On-Line

Metzoreen Test DB On-Line

B aptizt Hozptital On-Line

Treatment Research | On-Line

—ODBC Connection Cantralz —S0L Statement Controls

Lelete | Add SOL.. Editsmit [Elete Sl Testalul
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The following DSN Wizard will walk you through the configuration.
Select Data Source [ 2] |

File Data Source  Machine Data Source I

D ata Source Mame | Type | D ezcription -
At Home Agents [dzer D atabaze serving at home agents

B aptizt Hozptital [dzer

dBASE Files dzer ]
Demo Accounts Idzer Demo Scrpt for Accounts process

EMIT focess Idger

EQC test 1 Idzer

EQC Tranzport Idger

EQC Tranzport2 Idzer

Cijmml Cilmn I Lamr

l

| _"I_I
Mew... |
& Machine Data Source iz specific to this machine, and cannaot be shared.

"User' data sources are specific to a user on thiz machine. "Spstem' data
zources can be used by all users on this machine, or by a spstem-wide service.

| k. I Cancel | Help |

Click New to create a new DSN.

Create Hew Data Source |

Select a type of data zource:

i~ Uszer Data Source [4pplies ta thiz machine only]

(o Sustem [ata Source [Applies to this machine onlyf

Selecting System D ata Source creates a data source
which iz zpecific to thiz machine, and uzable by any
uzer who logz onto this machine.

< Back I Mest = I Cancel
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A list of installed ODBC Drivers will be displayed. If your Driver is not on the list, then it was not
successfully installed.

Create Hew Data Source |

Select a driver for which you want to zet up a data source.

I ame | W ersion
Microsoft Access Driver [mdb]  4.00.3711.08
Microsoft dB ase Dnver [*.dbf] 4.00.3711.08
icrozoft Ewxcel Driver [*.1lz) 4.00.3711.08
icrozoft ForPra Driver [*.dbf] 4.00.3711.08
Microzoft QDEC Driver for Oracle 200006325
Microzoft DDBC for Oracle 2573.3711.00
Microzoft Parados Driver [*db ] 4.00.3711.08
icrozoft Text Driver [kt * cev]  4.00.3717.08
Microzoft Visual FosPro Driver B.00.8428 00

Sl Caruar IO 23

<] |

%Tzzzzzzzg
4 3

< Back I Mest = I Cancel

Create your own Data Source Name and Description for this connection, and then click the Select
button in the Database section to select the database to which you will be connecting. The Voice
Assistant PC must have all the appropriate Network Shares and database privileges to be able to read
and write to the database over the Network.

0ODBC Microzoft Access Setup Ed |

[rata Source M ame: I Ik I
Dezcription; I
Cancel |
— Databaze
D atabasze: Help |
Select... | Create. . | Bepair... Compactk... |
Advanced... |

— System Databaze

% Mone
i~ Databaze:

Sustern Watabase...

Optiones >

There is no practical limit to the number of DSN connections you can create for Database Assistant.
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SQL Statements

Once your database connection has been created, then you need to create all the SQL statements for
that connection that will be used by the Voice Assistant script. Typically, these SQL statements will be
written by the script and / or database developer and will only need to be copied into the program as
described below.

Add a SQL Statement

You might receive from the script developer in a Word document or Notepad text file some SQL
statements such as these:

W Microzoft Word - Home_Agents.doc

”@ File Edit “iew Insert Formakt Tools Table ‘Window Help _|E’|i|

DzEeRy |/ Bad|lo- - [a®

il =

” Heading 1 = Times New Roman = 14 =

I S S I T

SOL Statements

vzu==

GroupInfo
Dpe: Select Eegister SQL Statement: Urnchecked

Tablz: Group Information [ Groups]
Juprit: BExtension number initiating app = [Extension]
Feturn: Group ID [ GrouplD], e Password to pickup (win) [Use PW_PTT], Use Group
ID te pickup (vin) [Uee ID], Trunk Access number [Trunk], Enable Aute-Logout (wn)
[Luto-logout], How many fails before auto-logout [Fails], Last agent called in this group
[Last_Agent], Hold Time [Hold Time];
Flow Chart page: 1

SELECT GrouplD, Use P'W PTT, Tze ID, Trunk, Aute logout, Fails,

Last Agent, Hold Time FEOM Groups WHEEE Extension=171,

MaxHunt

Dpe: Select Eegister SQL Statement: Urnchecked
Tabla: Agent Groups [ Agent Groups]

Jupratr Group ID = [GroupID], Agent Active = True

Feturn: Highest poszible hunt group numb er [HatOrder];

Flow Chart page: 1

SELECT Max(HntOrder) FEOM Agent Groups WHERE (GrouplD =7 AND
Arctive=True),

I:IEIEII:'|4I I 4
|Page 4 Sec 1 410 At Ln Col szl ] =) ) B N EE )

=
n
ol

H DA
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You can cut and paste these SQL statements from the document into Database Assistant using the Add
SQL button.

&, Add SOL Statement =]

Mame: IGn:nupInfn:n

Tirneout: |154

[ Begister SOL Statement
SOL Statement;

SELECT GrouplD, Uze_Pw_PU. Uze_ID, Trunk, Auto_logout, Fails, LasI;I

d | LIJ
Tables: Fields:

Agent_Groups
Agent_Log
Agents
Cal_Log
Groups

ok | Cancel |

The SQL statement Name must be unique, and it must be exactly the same as the name used in the
Voice Assistant script for calling this statement.

Test a SQL Statement

Once you have entered all your SQL statements, it is a good idea to test them before you start using

your Voice Assistant script. Using the Test SQL feature of Database Assistant will tell you if you have
any problems with your database connection or with your SQL grammar and settings.
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Choose a SQL statement and click on the Test SQL button. If there are parameters in the SQL
statement the Parameters button will be active and the Execute button will be grayed out. Parameters
are represented in the SQL statements by question marks and they stand for values that will be passed
to Database Assistant by the Voice Assistant script at run-time.

. SOL Test Hesults |

SOL Statement:

SELECT GrauplD, Uze P PU, Uze D, Trunk, Auta_logaout, Failz, Last_Agent, Hald_Time ;I
FROM Groupz WHERE Extension = 7;

SOL Besulks:

| [T

=

E Parameters E Everite | Cancel |

Click the Parameters button and enter a valid value in the dialogue box.

Enter Parameters

Enter value for parameter 1

Cancel

\_H
=
%]

[107

Once you have entered all your parameters, click on the Execute button and see the results of your test.
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Preferences

== Database Assistant Preferences |

¥ Restablizh connection on errar
Connection Errors
{03501 {01000 {0001
{51000 [l |

ok | LCancel |

The Preferences settings represent connection error numbers that will cause Database Assistant to
retry its database connection. Any one of the above four numbers represents some critical connection
problem that might have been caused by a temporary network failure or database shutdown. When

Database Assistant receives one of the error numbers in its Preferences listing, it will try to restart the
database connection.

It is recommended that at least the four error numbers above be listed in the Connection Errors boxes
and that the Re-establish connection on error check box be turned on.
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Appendix A: Additional Installation Information

Installing more than one Voice Board

When installing more than one DIALOG/4 and compatible voice boards in a system you must do the
following:

»  Leave the jumper on JP7 (default) on the first board. (Only one board can have the jumper on
JP7.)

»  Remove the jumper on JP7 from the other board(s).

e Setthe IRQs. All boards must have the same IRQ. Change the IRQ by moving the jumper block
JP1 if the default interrupt is in use by another device.

e Set the memory address. Each voice board installed must have a unique memory address
consisting of a base memory address segment and an offset address.

e Set the base memory address segment. The default base memory address segment for the
DIALOG/4 is DOOOH. You should use this default unless there are more than eight boards in your
system or if other non-Dialogic devices in your system must use the DOOOH segment. Select the
base memory segment with jumpers JP5 and JP6 as follows:

Base Address (Hex) JP6 JP5
D000 (default) Removed Removed
A000 Removed Installed
B00O Installed Installed
€000 Installed Removed

»  Set the Offset Address (SW1:1, 2 3). The default offset address for the DIALOG/4 board is
0000H. If you need to change an offset address, set the switches 1, 2, and 3 on SW1 as follows:

Offset Address (Hex) SW1: Switch 1 SW1: Switch 2 SW1: Switch 3
0000 (default)* Off Off Off
2000* Off Off On
4000* Off On Off
6000* Off On On
8000 On Off Off
A000 On Off On
C000 On On Off
E000 On On On

*Base memory address segment BOOOH does not support offset address settings 000H-6000H.
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e While you can set only one DIALOG/4 board to an offset, you can set multiple DIALOG/4 and
compatible voice boards to consecutive offsets within a base memory segment as shown below:

Board Base: Offset (Hex) Lines
1 D000:0000 1-4
2 D000:2000 5-8
3 D000:4000 9-12
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Appendix B: Voice Assistant Errors & Troubleshooting

‘Problem

Cause

Solution

1 port was showing active while the
others were showing as shutdown in the
status screen.

Could be a hardware conflict.

Check NT diagnostics (under the "Resources" tab) for|
hardware conflicts. If there is one, change the IRQ of]
the voice boards to an open IRQ (consult the Dialogic
Manual.pdf for assistance) and update the DCM to
reflect the new IRQ address (consult the Dialogic
Installation and Configuration Guide for assistance).

You may have inadequate feature points to
run Voice Assistant.

Click "Copy Key" tab in NetServer and click on
"Refresh" to check the SFES (System feature points)
installed. Voice Assistant requires 22 SFES per port.
If you need to purchase more feature points, please
contact CTS Sales. If you have recently purchased
feature points, but they are not displaying correctly,
please contact CTS Tech Support for assistance.

'You may not have NT Service Pack 6
installed.

Check NT diagnostics (under the "Version" tab) for
the Service Pack installed. Install SP6 if needed from
the Oaisys CD (\3rd Party\Microsoft).

You may need to reinstall Voice Assistant.

Delete vvoice32.ini and reinstall the VA software from
the Oaisys CD or download the latest release from
our website: http://www.oaisys.com.

| installed two 4 port analog voice
boards, but only one is showing idle.

'You may not have removed JP7 on board2.

Consult the Dialogic Manual.pdf for a diagram of the
removal of JP7 on board2.

'You may not have set both boards to the
same IRQ.

Consult the Dialogic Installation manual for a diagram
of the IRQ settings (both boards should be set to IRQ
5 or 7 depending on your system...check NT
Diagnostics for available IRQs).

You may not have changed the memory
address on board?2.

Consult the Dialogic Manual.pdf for a diagram of the
configuration of memory addresses with the
dipswitches. Boardl should be set to DO000, board2
should be D2000.

How do | test my voice ports to make
sure they are working?

Go to pgm vports in VA, make the first port System
Admim, call the port directly, make sure System
Admin answers. Uncheck System Admin on port one
and check it for port two, then three, etc.... If they
answer, then they are working.

What do | do if none of the ports pick up)
when set to Sys Admin?

The ports may not be numbered correctly.

Make sure the ports are programmed exactly as they
are in the switch and that the lines are plugged into
the correct ports on the voice card.

You may not have clicked "Save" after
setting the port to Sys Admin.

After checking the Sys Admin box, you have to click
"Save" for the change to take effect.

Check the VPort Status to make sure that all ports
are "True" and "Idle". If they are not True and Idle,
there may be a hardware conflict or some other
issue. (See the first issue in this guide for help.)

VA is running, however, user can not
see it on the screen.

The window may be hidden.

Go to Net Server and click on "Services", right-click
on "VA-Host", click "Show Service Window". That
should bring the window up.




page 62

Voice Assistant Operations Manual

There may have been a problem with the VA
software installation.

Delete vvoice32.ini and reinstall the latest version of
Voice Assistant from our website
http://www.oaisys.com. After the install, go to
NetServer, click on "Services" then click on "Show
Service Window". That should show the window.

How can | raise/lower the volume in VA
scripts?

You will need to bring up Voice Script Editor, click
"File", click "Open", select the script you would like to
edit, select "Play and Record" on the left of the Script
Editor window, click on the line after "Offhook" in the
script, click "Set Volume Level" under the "Play and
Record" menu, enter a selection in the "Volume
Level" box ranging from "-8" (for a really low volume)
to "+8" for a really high volume. Click "Save" when
you are finished. Click "File" at the top left, click
"Save", click "File" again, and click "Exit" and you are
finished.

Dialogic analog Boards not recognized
by Voice Assistant.

There may be an IRQ conflict.

You will more than likely want the board(s) to be on
IRQ 5 or 7 instead of the default which is 2/9. To
change/check this, consult the Dialogic Manual.pdf
file for assistance. You will also need to update the
DCM with the new card IRQ; consult the Dialogic
Installation and Configuration Guide for assistance).

There may be a memory address conflict.

If you are using one board, the memory address
should be correct in the default position (D0000). If
you are using more than one board, you will first of all
want to remove JP7 from all boards except board1.
Then, you will want to change the memory address
on all boards except board1l. Consult the Dialogic
Manual.pdf for instructions. You will also need to
update the DCM with the new offset addresses;
consult the Dialogic Installation and Configuration
Guide for assistance).

When testing the sys admin port, two
Dialogic boards pick up at the same
time.

There is more than likely a memory address
conflict.

Boardl should have an address of DO000, Board2
should have D2000, Board3 should have D4000...etc.
These can be changed through the dipswitches on
the board. Consult the Dialogic Manual.pdf for
assistance.

Is there a specific order | should follow
for the installation of Oaisys apps and
the Dialogic boards?

Yes, you should install mdac2.1 from the Oaisys CD
(\3rd Party\Microsoft) first, then IE5 (same folder),
then the Dialogic Drivers (\3rd Party\Dialogic\), then
install the voice board(s), then install NetServer,
NetServer Admin, Voice Assistant, and then any
other Oaisys software you wish to install.

\What is the password for the Sys Admin
port?

1234 is the default password.

The Dialogic T1 board is not being
recognized on my Win95 computer, why|
not?

The T1 boards have to be installed on a WindowsNT
machine.

VA won't start, it says "Waiting for
Dialogic Service to start".

Verify that the Dialogic drivers have been installed.
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The Dialogic System Service may not be
started.

Click "Start", go to "Settings", click "Control Panel",
double-click "Services", click "Dialogic", click
"Startup", click "Automatic”, click "OK", click "Close",
restart the PC.

There may be an IRQ conflict.

The default interrupt setting for the Dialogic 4 port
analog boards is 2/9. You will want to change this to
5 more than likely. Check NT Diagnostics (Start,
Programs, Administrative Tools (Common), NT
Diagnostics) for available IRQs. To change the IRQ
on the board(s), consult the Dialogic Manual.pdf.
You will also need to update the DCM with the new
card IRQ; consult the Dialogic Installation and
Configuration Guide for assistance.

There may be a memory address conflict.

The default memory address for Dialogic 4 port
analog boards is DO000. Boardl should have this
address, the rest of the boards should be set to
D2000, D4000, etc. Consult the Dialogic Manual.pdf
for help with the settings.

'You might not have removed JP7 on board2,
board3, etc.

Refer to the Dialogic Manual.pdf for assistance in
locating and removing JP7 on all boards except
Board1.

You may need to reinstall the board through
the Dialogic Configuration Manager.

Open the Dialogic Configuration Manager (DCM) and
remove all boards listed. Then, add each board
according to the board's model number. Delete
c:\windows\vvoice32.ini and reinstall the latest
release of VA software from our website
http://www.oaisys.com.

'You may need to reinstall the VA software.

Delete vvoice32.ini and install the latest release of
Voice Assistant from our website:
http://www.oaisys.com.

VA doesn't work after NetServer
upgrade from version 2.4 (or below) to
3.0 (or above).

NetServer 2.4 and below used Rhetorex
\voice boards, version 3.0 and above uses
Dialogic boards.

You will need to speak with a CTS Sales Engineer to
obtain Dialogic boards.

Getting a runtime error on script 355
(Q&A script)

If you are running build 103 of VA, you will
need to upgrade to the latest version.

Download the latest version of VA (and any other
software you have installed - NetServer, etc.) from
our website http://www.oaisys.com. Delete
c:\windows\vvoice32.ini Copy
c:\progra~2\CTS\V_assist32\scripts and paste it on
your desktop. Install the new version of VA. Cut the
Scripts folder from the desktop and paste it back into
the c:\progra~1\cts\v_assist32 directory. Restart the
server. Everything should function fine now.

The Axxess cannot find newly installed
Dialogic T1 boards

The T1 needs to be programmed for "Masters for
Private Network".

The circuits need to be OPX, and each circuit has to
have the "Send T1 OPX Disconnect Flash" flag
enabled.

The T1 needs to be configured to use spandti.prm
located in the c:\progra~1\CTS\V_assist32 directory.

The T1 needs to be set to D4, AMI, and must use a
cross-over cable.
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After a Power Failure, the server
rebooted and now the Dialogic Cards
won't start.

The Dialogic Drivers may have been
corrupted.

Re-install the Dialogic Drivers from the Oaisys CD
(located in \3rd Party\Dialogic\)

Some ports that are not actually busy
are displaying as busy.

There may be an IRQ conflict.

Check NT Diagnostics for available resources. Verify
that the Dialogic board(s) is set to an available IRQ.
If it is not, and there is a conflict, you will need to
change the IRQ on the board (consult the Dialogic
Manual.pdf) and in the Dialogic Configuration
Manager (consult the Dialogic Installation and
Configuration Guide for assistance). IRQ 5 or 7 are
usually good choices.

| installed a Dialogic board and booted
my computer up to auto-detect, but it
freezes.

You need to install the Dialogic drivers first, then the
board(s). Install the Dialogic software from the
Oaisys CD (\3rd Party\Dialogic), then install the
board(s).

\Voice Assistant coming up in Demo
Mode.

'You may not have enough feature points to

run VA.

Bring up the NetServer window and click on the
"Copy Key" tab. Click on Refresh; this will display a
list of the programs running and the feature points
used. Voice Assistant required 22 system feature
points (SFES) per port. If you don't have enough,
you will need to speak with a Sales Engineer at CTS
to purchase some. If you have recently purchased
more points, but they are not showing up on the
copykey, call CTS Tech Support for assistance.

'You may not be connected to the L20AI
service.

Bring up the NetServer window and click on the
"Services" tab. In the window to the left, right-click on
"LVL20AI" and click "Show Service Window". If
there are red lights anywhere, then you have a
connection problem. Click the "Setup" button in the
NetServer section of the L20AI window and make
any necessary changes to the hostname or IP
address. That address should be the IP address of
the computer that has NetServer installed on it
(127.0.0.1 usually works fine - that is a loopback
address for the local computer that you are on.)

You may not be connected to the NetServer.

In the Server Setup of VA, make sure that you have
the correct IP address or hostname for the Oaisys
NetServer computer. If it is installed on the same
computer as VA, you can use 127.0.0.1 instead of a
hostname.

Getting a run-time error in the VA
events on version 3.0.

You will need to upgrade to the most recent release
of VA from our website: http://www.oaisys.com

Installed a second Dialogic T1 card and
it won't start.

'You may not have the SCBus cable installed

on the two boards.

You will need to purchase a SCBus cable to connect
the two boards (it is not supplied with the boards).

Prompts playing in "PLAYFORMAT,7"
will not work on VA version 3.0.106.

You need to upgrade to the latest version of VA from
our website: http://www.oaisys.com

Which Dialogic Boards will work with
Voice Assistant?

Analog: Proline 2V - 2 ports (ISA); DIALOG/4 - 4
ports (ISA) [not with Trunk Recorder]; D/4PCI - 4
ports (PCI); D/120JCT-LS - 12 ports (PCl); D/160SC-
LS - 16 ports (ISA).

Digital: D/240SC-T1 - 24 ports (ISA); D/240PCI-T1 -

24 ports (PCI); D/480SC-2T1 - 48 ports (ISA).
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VA Ports are generating lots of offhook
errors.

This error is generated by the Axxess when
a station stays offhook listening to reorder
tone too long (> 60 seconds).

Enable 'Send OPX Disconnect Flash' in Axxess
programming for each T1 circuit connected to the
Dialogic card. This will likely solve most, if not all of
the offhook errors.

Upgrade Voice Assistant to the latest release from
our website: http://www.oaisys.com - you must delete
the \winnt\vvoice32.ini before you re-install the new
version. The new .ini file contains some new tone-
detection strings, but the setup file will not overwrite
the old one (to protect any aftermarket
customizations...)
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Appendix C: Troubleshooting Voice Board Conflicts

Troubleshooting Windows 95/98 Drivers

Symptom

Possible Cause

Solution

Using a D/21D, a D/41D
Revision 3, or a Dialogic /4
board, you call into one of the
Dialogic sample programs and
the call is not answered.

The ring detection threshold is
too high.

Lower the ring detection
threshold, channel-by-channel, by
setting the JP101-JP104 jumpers
“In.” These jumpers are normally
in the Out position.

Unable to select a memory
address from the D0000-DFFFF
range.

Memory range is excluded with
the X parameter in Emm386.exe
in Config.sys.

Or

Basic Configuration 1 was
created by Windows 95/98.

See if range D0O00-DFFF was
excluded in Emm386. If it was,
remove the exclusion.

Select the Dialogic card in the
Device Manager and choose the
Resources tab. Choose Basic
Configuration 0 from the list.

Duplicate board 1D specified

Two boards have been assigned
to the same board locator ID.

Check the hardware settings on
the boards and edit the software
settings with the configuration
utility to match the hardware
settings.

Genstop failed error code = -1

This status message shows the
Dialogic boards could not be
stopped because a channel was
open on one of the boards.

Close all channels and exit any
applications running on the
boards, then stop the board using
Dialogic Configuration Manager.

Warning line
HHHE XXXXXXXX.

You are installing programming
libraries without a development
package on your system.

Install the C development
package and restart installation.

No board(s) found-check system
configuration.

The downloader has not found
any boards to download.

Or

There is a memory conflict or the
assigned memory address is not
supported.

Check that all the Ids, firmware
load files, and parameter files in
the board’s configuration are
correct.

Change the base memory address
assigned to the board.

Feature name must be followed
by ON or OFF.

The Dialogic.cfg file contains a
parameter that is a feature name
and can only take the value ON
or OFF.

Correct the configuration file and
restart Genload.
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Symptom

Possible Cause

Solution

GENBOQOT not responding on
board <n>.

GENBOOT failed on board <n>.

Genboot.bin may have been
corrupted, or the board may not
have been properly installed.

Reinstall Genboot.bin from the
software release disk. Verify that
the board is properly seated in the
slot.

Error reading boot file.

The file Genboot.bin may have
been corrupted.

Reinstall Genboot.bin from the
software release disk and retry
the download.

Memory conflict at address
XXXXX>

Two or more voice boards are
installed at the memory address
(XXXXX).

OR

A non-Dialogic expansion board
is installed in the specified
address.

OR

Another shared RAM device
(such as a network controller), an
EMS driver or memory manager,
B10OS shadowing, or caching may
be using memory at the specified
address.

Change the memory address
using the board configuration
utility.

Either change the Dialogic board
address or the non-Dialogic board
address to eliminate the conflict.

Disable the feature, exclude the
memory address from the feature,
or select another memory address
for the Dialogic board. Re move
the memory manager from
Autoexec.bat or Config.sys if it is
causing this conflict.

This IRQ is already being used by
voice boards - #.

The interrupt assigned to
D/41ESC and Dialogic/4 voice
boards cannot be shared by other
Dialogic boards. The IRQ
conflict is displayed in the #.

Assign a new IRQ using the
board configuration utility, and
configure the board to match the
new IRQ.

Timeout occurred waiting for
ack/nak.

A communication error between
the board and the downloader
occurred.

OR

Genboot.bion may have been
corrupted.

Reinstall the .fwl file you are
using for this board from the
Dialogic drivers and retry the
download.

Reinstall Genboot.bin from the
software release disk and retry
the download.
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Symptom

Possible Cause

Solution

WSB0008: Memory Conflict at
Address XXXX.

The memory address assigned to
the Dialogic board conflicts with
another program or device in
your computer.

Remove any memory managers
from Config.sys or Autoexec.bat
(For example, Himem.sys,
Emm386.exe, or Qemm.exe).
Change the settings assigned to
the Dialogic boards.

Error configuring memory at
address <XXXXX>.

The board identification number
setting on the board does not
match the board’s ID value set in
the configuration utility.

Check that the ID specified for
this board in the configuration
utility matches the board
identification number settings on
the board.

Error in <FWL filename>.

The indicated .fwl file may have
been corrupted.

Reinstall the .fwl file from the
Dialogic drivers and retry the
download.

No boards configured.

Nothing to start.

These messages are shown in the
Resources Allocated list and
Status Messages list of the
Configuration Manager when no
Dialogic boards have been
configured.

Click the Add board button to add
the board to the configuration.

ESB0010: No boards found-
check system configuration.

The Dialogic boards are
configured but disabled, so they
can not be downloaded.

OR

The memory address assigned to
the Dialogic boards may not be
supported.

Enable the boards with the
Enable Board button.

Change the settings assigned to
the Dialogic boards. Refer to the
section on setting the base
memory address for help.
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Troubleshooting NT Drivers

Windows NT contains an event log that records warnings and errors as well as other messages from
the operating system, security system, and applications. It may be useful to view the log for any

messages from the Dialogic device drivers or configuration program.

To view the Windows NT event log:
1. Select Programs > Administrative Tools from the Start menu.

Click the Event Viewer icon.

2
3. From the Event Viewer select Menu > System.
4

Double-click the dlgc_log file to view the message description.

Troubleshooting

Symptom

Possible Cause

Solution

Running the Dialogic Multi-
threaded GUI application causes
an error:
C:\Usr\Dialogic\Bin\Voxcl:
Error: 4109 cannot start board:
DxxxB1”.

The interrupt assigned to the
Dialogic board is conflicting with
another piece of hardware.

Resolve the interrupt conflict.
Refer to the section on
Determining available IRQs and
Memory.

Running the Dialogic Multi-
threaded GUI application causes
NT to hang or exit.

The interrupt assigned to the
Dialogic board is conflicting with
another piece of hardware.

Resolve the Interrupt conflict.

Running the Dialogic Multi-
threaded GUI application causes
an error:
“KMODE_EXCEPTION_NOT_
HANDLED from Streams.sys.”

The interrupt assigned to the
Dialogic board’s IRQ is
conflicting with another piece of
hardware.

Resolve the Interrupt conflict.

Error configuring memory at
address <XXXXX>.

D/xxD: JP5/JP6 and offset SW1
settings on the board do not
match the board’s
ADDR=parameter in the
Dialogic.cfg file.

OR

D/41E, VFX/40, or Dialogic/4:
The identification number on the
board does not match the ID
parameter in the Dialogic.cfg file.
OR

D/12x and D/8x: 1/O port settings
on board do not match entry in
Dialogic.cfg file.

OR

Another device on the PC may be
using the memory at the specified
address

Make sure the address specified
by the ADDR=parameter in the
Dialogic.cfg file matches the
jumper settings on the board.

Make sure the ID specified for
this board matches the
ID=parameter in the Dialogic.cfg
file.

Make sure the 1/O port address
matches PORT=parameter in the
Dialogic.cfg file.

Disable the feature, exclude the
memory address from the feature,
or select another memory address
for the Dialogic board.

Error reading boot file.

The file Genboot.bin may have
been corrupted.

Reinstall Genboot.bin from the
software release disk and retry
the download.
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Troubleshooting Voice Board Conflicts (Cont.)
IRQ Settings

The default IRQ setting on most cards (2/9) must be changed in order to avoid IRQ conflicts with
other devices in the system. If you select an IRQ that is already in use, starting the drivers will

generate an error that refers you to the Event Viewer. See the screen-shots on the following pages
for details on the error and resolution.
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IRQ Settings (Cont.)

After you receive the Dialogic Configuration Manager error, it will prompt you to view the Event
Logs. Once you click “Yes”, Event Viewer will pop up on the screen and allow you to view events
relating to the Dialogic Card. Below is the event referring to the IRQ request.
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S k| Dot Combration bhar, | |y st Pfsntontomopn.| 10 gttt | 5] kot o Mo | [0 vt Wi - St B rme

To fix this issue, you will need to do three things:
1. Check the Resources section of NT Diagnostics for available IRQ addresses.
2. Check/change the IRQ setting on the card itself to match one of the available addresses.
3. Change the card’s IRQ setting in the Dialogic Configuration Manager.

On the following pages, you will find screen-shots guiding you through the process of finding an
available IRQ address, checking/changing the address on the card, and changing the IRQ setting in the
DCM
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IRQ Settings (Cont.)

Checking NT Diagnostics

1. Open Windows NT Diagnostics. Start > Programs = Administrative Tools = Windows
NT Dignostics.
2. Click on the Resources tab.

El wWindows NT Diagnostics - \\WOTEST4 !EIE
File  Help
Werzion System | Digplay I Drrives I K emary I
Services Resources | E nviranment I M ebwark.
Include HaL rezaurces [
IR | Device | Bus | Type |
m 304 2prt I} lza
03 Sernial I} |za
04 Seral 1 |=a
] Floppy n |za
10 ShMTA0 1] Pci
11 DC21=4d 1 Pci
12 204 2prt I} |za
14 atapi n |za
15 atapi I} lza
RO OPot | DMA | Memoy | Devices |
Properties | Befrezh | Print | | 0k, I

3. The above screen shows all of the IRQs that are used. Since IRQ 7 does not appear in
the list, you may safely configure your Dialogic boards for IRQ 7. IRQ 5 would also be a
valid choice.

Note: IRQ 7 is universally accepted as the default IRQ for printer port 1 (LPT1.) If you plan
to use a printer on your server PC, you must select an IRQ other than 7.
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Checking/Changing the IRQ Setting on the Card

To check/change the IRQ on the card, consult the Installation Manual that is packaged with the
card.

Changing the IRQ Setting in the DCM

Now that you have found an available IRQ and made the necessary change on the card(s), it is
time to open the DCM and update the IRQ that is listed for the card(s).

1. Start the DCM.

2. Highlight the card and click on the “Configure Device” button at the top of the window.

3. Highlight the “D41Dinterrupt” line then click on the digit listed next to “Value” in the
“Edit” section. Type in the address of the new IRQ (for example, “7”) then click “OK”.

Dialogic Configuration Manager - Properties for Dialog/4-Boardl |

System I Mizc I I:Duntr_l,ll Filez I

Parameter | W alle
CA1DAddress doooo
D 41D nkerrupt

<] | i

— Edit
Farameter |D41Dlnterrupt

Walue I? j

k. Ear‘u:ell Apply | Help

4. Now you need to test the card to make sure that it will start. To do this, highlight the card
(listed as “Dialog/4-Board1”).

5. Click on the green light at the top of the window. After a few moments, you will see a
window pop up that reads “Success: Dialogic Service Started”.

If you did not receive a “Success: Dialogic Service Started”, please proceed to the next section:
Offset Address Settings.
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Offset Address Settings

In this section, we will look at the setting for Offset Addresses. Each Dialog/4 and Proline/2V
card requires a unique offset address in order for the DCM to recognize that they are installed. If
an address that is specified on the card conflicts with an address of an existing device in the
computer, you will receive an error when attempting to start the card. You can look at the Event
Viewer to see the error returned.

To fix this situation, look at the Resources tab in NT Diagnostics, click on the “Memory” button at
the bottom and find an available offset address. See the screen-shot below for an example:

El windows NT Diagnostics - \\WOTEST4 !El
File Help
Werzion I Syztem | Digplay I Dirives I b emarn
Services Resources E nvironment I M etwark,
Include HaL resources [
Addrezs | Device | Bus | Tupe |
E3000000 - E307FFFF  i81xntd ] Pci
E4000000 - EYFFFFFF  i@1xntd ] Pci
Q0040000 - OO0BFFFF - WoaSave ] Pci

IR VOPot | DMA || Memory Devices |
Properties | Refrezh | Print | k. I

The default setting for offset addresses on the Dialog/4 cards is “D0000”. As you can see from
the screen-shot above, that address is open. Consult the Dialogic Installation Manual packaged
with the card for instructions on configuring the DIP switches on the card. Each card must have a
unique address, and the addresses should be sequential.

DO0000 = Board 1
D2000 = Board 2
D4000 = Board 3
D8000 = Undetected (D6000 was skipped...)
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Multiple Card Systems

Analog cards require special configuration for multiple card installations.

Card Settings

1) Remove JP7 from all cards except Board1.
2) Set all cards to the same IRQ (for example, 7).
3) Give each card its own unique offset address (for example, Board1 — D0000, Board2 - D2000,

etc.)

DCM Configuration
1) Make sure you change the IRQ setting to reflect what is on the cards.

2) Make sure the DCM displays the correct offset address for each card.

After you have made these configuration changes, your cards should now start.

Miscellaneous Issues

Some systems do not allow the use of IRQ 5, even when there is no sound card. Experiment with
reserving IRQs for Legacy ISA in the motherboard BIOS.

For further assistance, contact your Dialogic Reseller. CTS does not provide support for boards
purchased from other vendors.
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Appendix D: Interfacing with Other Programs

Command File Interface

A command file interface is supported to allow other applications to request Voice Assistant to run IVR
scripts. Voice Assistant monitors its "\REQ" subdirectory for command request files to appear with the
filename <fname>.REQ or an <fname>.RER. It will then open the file and read one line for a command (in
the format below) and attempt to execute the command and delete the command file. If the request file
ends with ".RER" it indicates the requesting application desires a 'Return Response’, so Voice Assistant will
return communication via a response file with the same <filename> but with a ".RTN" file suffix.

"Request Port" Command:

This must be the first command for a ‘call’. This command requests a port and gives a starting script for
the call. If the request is granted, the voice port will immediately begin running the IVR script, so if it is to
answer a call, the requesting application must transfer the call immediately to the voice port extension
returned.

REQ:<port>,<Call_ID><RtnInfo>,<Script/Funct.>,<Script #>,<Parml>,... <Param’n’>
Where;
<port> - specific Port Number, or "*" = any port (in Group #1), or "G1" for Group #1, "G8" for
Group #8, etc.
<Call_ID> - String identifying call -- used to identify the call in return communication - this
can be left blank
<RtnInfo> - Return Info -- ‘W’-waits allowed, +Ext to Return calls to,
<Script/Function> - "S"cript or "F"unction
<Script #> - Number identifying function to be performed
<Param’n’> - comma-delimited parameters to be passed to the Script

Example:
Request any Voice Assistant port to run script #599 with parameter 1007...
REQ: *, 1, W, S, 599, 1007

RESPONSES:
GRANT:<Call_ID><Ext><Rtn>
Where;
<Ext> - extension of the port to perform the function, you must transfer call to this port within
X’ seconds or a Timeout error will occur
<Rtn> - Expect this call to return after VA processing ("Y"es/"N"o/"W"ait)

DENY:<Call_ID><Reason>
Where;
<Reason> - Reason for being denied: "B"usy, "I"nvalid port, "S"cript invalid, "P"ort Error

DONE:<Call_ID><ParamID1>,<Paraml1>...  //Sent when Script was run successfully
Where;

<ParamlID> - ID of next parameter: "P"hone, "A"cct, "N"ame, "W"aiting

<Param> - Parameter being returned by the Script

FAILED:<Call_ID>,<Reason> //Sent when Script run failed for some reason.
Where;
<Reason> - Reason that Call Failed: "T"imeout,



