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Chapter O

Welcome to CONTAX IVR 11

Thank you for using CONTAX IVR IlI. CONTAX IVR 1l is
designed by CALLURL Inc. It is designed to be your 3™
generation of Interactive Voice Response (IVR) and Internet
Media Response (IMR) application generator and manager.

0.1 About CALLURL

CALLURL Inc. is a convergence communication platform and
devices manufacturer. Since 1992, CALLURL has provided
both software and hardware for Computer Telephony
Integration (CTl) and the converging Internet and
telecommunication market.

0.2 About CONTAX IVR I

Based on telephony technology, CONTAX IVR Il is an easy-to-
use visual tool for designers to create and for administrators
to monitor and manage call flows for IVR applications.
Developers or designers can drag and drop cell icons from the
toolbar into the design pane and then click on the pin area of
cell icons to connect them so as to form their desired
graphical call flow charts. Afterwards the designers can also
run simulation to verify, trace, debug and/or edit their
existing call flows.

According to your need, CONTAX IVR Il can be configured to
be application-based, web-based, or both. Web-based
configurations allow designers and managers to design, test,
edit, and run their call flows from anywhere with a browser
and Internet  connection. In an application-based
configuration, the IVR Flow Designer program is installed on



the designers’ notebook or desktop computers. The designers
design, edit, and test their IVR applications on their stand-
alone computers before copying their finished applications to

their servers.

0.3 About This User Guide

0.3.1 Audience

This CONTAX IVR Il User’s Guide is written for IVR application
designers and administrators who have basic industry
knowledge required to develop and implement useful IVR
applications. Some programming background will be a plus
while composing the operation and variable functions.

0.3.2 Conventions

Boldface

Italic

l4

Click ‘an item

Double-click

Boldface font is used for function names,
buttons, commands, folder names, menu
names, and chapter and section names.

Italic font is used for Internet addresses or
email addresses as well as arguments or
syntax items that you need to replace with
values or expressions.

The arrow symbol is used for a sequential
operation from a drop-down menu or list.
For example, File -> Send To -> My
Documents represents ‘click the File button
then click the Send To item and then click
the My Documents item’.

This means to move the mouse pointer to
the item and then press or click the mouse’s
primary button once (usually the left button
is the primary button for right-handed users).

This means to press or click the mouse’s
primary button twice within the Double-click
speed that has been set in the mouse



Welcome to CONTAX IVR |1

0-3

Drag and drop

Announcement

Prompt

Press

Enter

properties (Start -> Settings -> Control
Panel -> Mouse) under the ‘Double-click to
open an item (single-click to select)’ mode
set also in the mouse properties.

Drag means to move the mouse pointer over
the icon you want to select, then press the
mouse’s primary button down to highlight it
and while not releasing the mouse button,
you move the mouse and watch your
selected object move on screen. Drop means
release the mouse button when you have
reached your destination. Drag and drop is
used to move icons, files, or folders on the
screen from one location to another.

An IVR greeting that informs but does not
instruct the caller to act. Contrast to
‘Prompt’.

An IVR greeting that instructs the caller to
respond. Contrast to ‘Announcement’.

Press is used to ask a caller to press a single
key (e.g., to select an option from a list).

Enter is used to ask a caller to press multiple
keys (e.g., to input an account number or a
password).

Most of the terms follow international standards or guidelines.
We encourage application designers to follow HFES 200.5,
ISO 13714, or TSSC standards and guidelines for their user
interface in IVR and telephony. Thus the terminology used
will be consistent throughout an application and among
integrated applications.

HFES: Human Factors and Ergonomics Society

ISO: International Organization for Standardization

TSSC: Telephone Speech Standards Committee



0.4 Contacting CALLURL

0.4.1 Call
+886 (2) 2346-1200

0.4.2 Fax
+886 (2) 2346-1358

0.4.3 E-Mail

info@CALLURL.net

0.4.4 Website

www.CALLURL.net

0.4.5 Write

3F-11, No. 508 Sec. 5, Chung Hsiao E. Rd. Taipei, Taiwan,
R.O.C.


http://www.CALLURL
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Chapter 1

Product Overview

1.1 Features
GUI and Web Based
Centralized administration
Support TAPI 3.0/NMS T1 Card (MVIP Version)
Support SAPI 5.0 (TTS/ASR Engine)
User function and Customize Component
Provide Template Wizard

Reports Facility

1.2 Basic Configuration

Usually a computer based IVR system is connected as one or
more analog extensions on the corporate phone system (PBX,
Private Branch eXchange). A Web based IVR system is also
connected to the Internet.

IVR systems use remote touchtone telephones for entering
data just like computers use keyboards for inputting
information. An IVR system uses TTS (Text To Speech) to
read the information to its callers just like a computer uses a
screen to display the information to its users. The bridge of
voice and data for an IVR system is called voice board or
telephone board.



A voice board installed on an IVR computer system is able to
process voice signals from its telephone interfaces. It also has
a computer bus connection (ISA, PCIl, or Compact PCI) to
accept computer commands. So a voice board bridges
between telephone and computer/data communication as well
as analog and digital.

A voice board can simulate to interact with a PBX. It can send
flash hook and dial digits. It can detect hang-up signal and
notify termination of a call. It can also answer, initiate, and
terminate a call.

CONTAX IVR Il supports voice boards that support TAPI
(Telephony API). TAPI is a programming interface from
Microsoft and Intel. So CONTAX IVR Il can work with those
PBX that work with the voice boards that support TAPI.

Database
Router Intranet
|

IVR

Computer

System
Channel
Lines .

Voice

Board I:I

PBX ——

Other Extensions
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1.3 Function Modules
CONTAX IVR Function Modules

Windows GUI & Browser Ul

IVR IVR IVR IVR
Flow Portal Voice Flow
R Designer Manager Production Collection
System IVR IVR
Monitor Runtime Engine Speech Processor

(Voice,Fax,Media) (TTS & ASR)

Telephony API (TAPI)  Speech API (SAPI)

Voice Fax VolIP Box Media Devices

1.3.1 CONTAX IVR Il Flow Designer

This module allows designers to create, edit, test, and debug
their call flows. This is also the module that this CONTAX IVR
Il User Guide discusses the most. Please refer to Chapter 3,
Chapter 4, and Chapter 5 for detail.

1.3.2 CONTAX IVR Il Portal Manager

The CONTAX IVR Il Portal Manager is a single entry window
to manage IVR flow services.



IVR Portal Manager
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1.3.3 CONTAX IVR Il Voice Production

This CONTAX IVR Il Voice Production is the recording
mechanism for IVR call flows. Developers can use this module
to record and produce their respective greetings
(announcements and prompts) as wav files corresponding to
their call flow cell’s property tables.

1.3.4 CONTAX IVR Il Flow Collection

CALLURL collects sample call flows, which are classed into 17
kinds of application for your reference. You can learn to
familiarize yourself with the use of cells by studying these
samples.

Start ->All Programs ->Voice Link CONTAX IVR |l ->
FlowDesigner. The CONTAX IVR Il Flow Designer main
window will appear. On the main window, File -> Open ->
Sample Folder -> Sample File to open a sample call flow.

1.3.5 CONTAX IVR Il Runtime Engine

The CONTAX IVR Il Runtime Engine contains Channel, and
Console function.
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The Channel function allows you to add and remove channel
lines on your system, assign channel lines to work in inbound
and/or outbound mode.

The Console function displays real time activity information
for a selected channel line.

Start ->All Programs ->Voice Link CONTAX IVR |l ->
RuntimeEngine to display the Runtime engine dialog box.

1.3.6 CONTAX IVR Il Speech Processor

CONTAX IVR Il builds in speech pre-processor for the Text-
to-Speech (TTS) and Automatic Speech Recognition (ASR)
functions.

CONTAX IVR 11 supports Microsoft Speech APl (SAPI) engine.
Microsoft Windows XP already includes Text-to-Speech (TTS)
function. For other Windows operating systems, you can
install the TTS function from CONTAX IVR Il CD (run
setup.exe under SAPI51 folder to install Microsoft Speech
SDK5.1 and run setup.exe under SAPI51LangPack folder
to install Microsoft Speech SDK5.1 Language Pack).

1.3.7 CONTAX IVR Il System Monitor

The CONTAX IVR Il System Monitor contains system log and
system report. System log records all system activities.
System report records incoming, outgoing, and abandoned
call information.

Start -> All Programs ->Voice Link CONTAX IVR Il ->
LogViewer.



i CONTAX IVR Il - LogViewer

SELECT *FROM CallLog ORDER BY LogDate, StartTime DESC

|ChNo |Ca\|Type Destination

Date

StatTime EndTime UsedTime  [CallFlow

3

>
| | | | |

Total Call

Start Date [10/23/2006  ~| End Date |10/23/2006 = Query
Total Time Export
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Chapter 2

Installation and Registration

2.1 Installing the CONTAX IVR I

2.1.1 System Requirements
Intel Pentium 111 450 MHz/128 MB RAM/10 MB HD Space

Microsoft Windows 2000 / XP, with IIS 5.0 server
Analog Voice boards with TAPI driver

Fax boards with COM port driver

Microsoft SAPI 5.0 (standard in Windows XP, provided with
CONTAX IVR 1l CD)

PBX connected with the voice board that support TAPI

2.1.2 Installation Steps
Insert CONTAX IVR Il CD in your CD-ROM drive.
The CD will AutoRun to execute the installation process. The

following CONTAX IVR 11 3.2.1 install wizard will appear.
Follow its instructions to complete your installation.



\ Installl CONTAX VR IT2

=
2006 CallURL Inc. All vights reserved. Welcome Yisit our website at hitpoiiy v caliurl.net

Step One: Install EasyTapi Driver 3.2.1

Install CONTAX I¥R [I 3.2.1

\ ? ) Are wou sure bo Install EasyTapi Driver 3,217

Yes || Mo I
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% Voice Link EasyTapi - InstallShield Wizard X

Welcome to the InstallShield Wizard for Voice
Link EasyTapi

The InstallshieldiR.) Wizard will install Yoice Link EasyTapi on
walr computer, Ta continue, click Mesxt,

WARMNING: This program is protected by copyright law and
international treaties.

i Voice Link Easylapi - InstallShield Wizard

License Agreement

Please read the Following license agreement carefully.

This is a legal agreement between you (either an individual or an entity) and
CALLURL Inc. By opening the sealed software packages (if appropriate) and/or
by using
the SOFTWARE, you agree to be bound by the terms of this Agreerment. I
you do not
agree to the terms of this Agreement, promptly return the disk package and
accompanying
iterns for a full refund.

SOFTWARE LICENSE

[

[@I accept the terms in the license agreement j

1 do not accept the terms in the license agreement

[ < Back, I] Mext = n [ Cancel




i Voice Link EasyTapi - InstallShield Wizard

Customer Information \ &

Please enter vour information. \ ‘

User Marne:
|CallurL

Qrganization:
|calluRL

Install this application For:

(%) Anvone who uses this computer (all users)
() only Far me (PCXVL)

< Back ” Mexk = D [ Cancel ]

i Voice Link EasyTlapi - InstallShield Wizard
Setup Type

“hoose the setup bype that best suits your needs,

Please select a setup type,

(%) Complete

All program Features will be installed. {Requires the most disk
space.

O Custom

Choose which program Features vou want installed and where they
will be installed, Recommended for advanced users.

< Back ]I Mext = D [ Cancel
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i& Voice Link EasyTapi - InstallShield Wizard

Ready to Install the Program

The wizard is ready ko begin installation,

Click Install to begin the installation,

IF wou want to review or change any of vour installation settings, dlick Back, Click Cancel to
exit the wizard.

[ = Back " Install " [ Cancel ]

During the installation process, when prompted with a
Windows warning message, just click ‘Continue Anyway’

NOTE - Depending on the number of Voice Boards, you will
see the same number of warning messages (one per board
installation)

Hardware Installation

L "_\ The software you are installing for thiz hardware:
L
Yoicelink S8LWF MediaCard

has not paszed Windows Loga testing to verify itz compatibility
with Windowes *P. [Tell me why thiz testing iz important, ]

Continuing your installation of this software may impair
or destabilize the comect operation of your system
either immediately or in the future. Microsoft strongly
recommends that you stop this installation now and
contact the hardware vendor for software that has
passed Windows Logo testing.

[ Continue Anyay ] [ STOP Inztallation




i Voice Link EasyTapi - InstallShield Wizard

InstallShield Wizard Completed

EasyTapi. Click Finish ta exit the wizard,

<eak  ([_Fmsh )

The InstallShield Wizard has successfully installed Yoice Link

Cancel

Step Two: Install Contax IVR Il 3.2.1

Choose Setup Language E

@ Select the language far thiz installation fronn the choices below,
]

| English [Urited States) v/

I Ok l [ Cancel l
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InstaliShield Wizard 3

Welcome to the InstallShield Wizard for Yoice
Link CONTAX I¥VR 1l

The InstallShield® Wizard will install Voize Link CORT A%
I%F 1l on youwr computer. To continue, click Mest.

InstallS hield Wizard

Customer Information

Pleaze enter your information.

Usger Mame:

Company Marne;

lisuin

Inztall this application for:

{* Anpone who uses this computer [all users]

" Only for me [snowfire]

< Back Mest > | Cancel




InstallShield Wizard

Choose Destination Location B
Select folder where Setup will install files. ‘

Setup will inztall Woice Link COMTAX VR 11 in the following folder.

To install to this folder, click Mest. To install to a different folder, click Browss and selsct
anather folder.

Diestination Folder

Db SCALLURLA oice Link COMNTX VR (1% Browse. .

< Back Hext > | Cancel |

InstallShield Wizard
Setup Type - % .‘
Select the Setup Type ta install :

Click the type of Setup you prefer, then click Mext.

& Typical Program will be inztalled with the most common options. Recommended for
mast users.

" Compact  Program will be installed with minimum required options.

" Custam Tou may chooze the optiohs vou want to install. Recommended for advanced
LSErs.

< Back MHext » | Cancel
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InstallShield Wizard

InstallShield Wizard Complete

Setup has finished installing W oice Link COMNTAX VR |l on
your cormputer,

Finizh |

Restart the PC when the installation is completed

2.2 Software License

Contax IVR Il is sold bundled with board. so, when you buy,
you got hardware together with software bundled, there's no
further software registration required, so, you can freely
move between PC servers by just moving the PCI boards and
install the software to the new PC.
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Chapter 3

Using CONTAX IVR 11 Flow
Designer

3.1 The Main Window

Start -> Programs ->Voice Link CONTAX IVR I|Il->
FlowDesigner. The CONTAX IVR Il Flow Designer main
window will appear. You will notice that there are two
toolbars, one along the top and another along the left side.

There are also three panes in the main window: the Design
pane, the Property table pane, and the Variable table pane.

i CONTAX WR I - FlowDesigner,

File Edit Wiew Run Help
DERBSES | & B X I Fe 2
Flow Control - E
| [
@ Froperty |Va\ue |
End
LinkIn
g B
Linkout Variahle Walue ~
ProgDir
@ WiaveP ath [ProgDir]vy:
Counter WehServer 127.0.0.1
ChannelMo 1
°§ . PhoneMurmber
Gz ServicelD 1]
Call Contral - CallerlD
Media Contral | 4 LH (_Da!!er.r?l_ame v
Call Flow :Mollame. ¥




You can adjust the size of each pane by moving the mouse
pointer to the boarder between two panes then dragging and
dropping the boarder line to your desired position while the
mouse pointer turns to one of the following.

o S
| —*

3.2 Toolbars

3.2.1 The Side Toolbar

The toolbar along the left side of the main window contains
tool cells for the designer to select.

Flows Contral Flove Contral Flowe Control

Zall Control Call Control
@ Media Conkrol
(b3
Skart Greekting }
. ((cg B Spesch
@ F—
Recorder I@
g EEE DEC ey
-
°‘ﬁ§' GetDTME e
ZallurL
LirkIn EE;:

._ Getkews
Qg ZalloLL
E s

3
Linkiouk i %
SendTone
SendFax
© =
Caounter TransfFer l%
RecwFax
°% & =
Conferenc EE)
Condikion SendEMail
= MakeCall !
==
RecvEMail
SubFlow %g
Switch o

Zall Control

Il
nig
=
E

— -

Media Control

Media Control e
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There are Flow Control, Call Control, and Media Control
cells. The default main window displays the 6 Flow Control
cells as shown on the above left picture.

Click the Call Control button to switch to view the Call
Control cells. To view more Call Control cells, just click the
down arrow at the bottom right corner of the side toolbar as
shown on the above middle picture.

Click the Media Control button to switch to view the Media
Control cells as shown on the above right picture.

Click the Flow Control or Call Control button to switch back
to view the Flow Control cells or the Call Control cells.

You can click to select one of the cells from the side toolbar,
move the mouse pointer towards the design pane, then click
to place that cell at an insertion point on the design pane.
Then an icon for that cell appears on the design pane with the
cell icon’s upper left corner positioned at the insertion point.
The table below lists a summary of the cell buttons on the
side toolbar, the corresponding cell icons, and their function
descriptions:

Flow Control Cells:

Cell Button Cell Icon Function Description

Start @ Start a call flow
End End a call flow

LinkIn @ Go to LinkOut cell with the
same name in the same call flow

LinkOut @ Come from LinkIn cell with
the same name in the same call flow



Counter

Condition
condition

SubFlow
(another call flow) in the same channel line

Call Control Cells:

Greeting

Recorder

Count a loop

Execute on

Go to a sub-flow

Play a greeting



