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About Genesys

Genesys Telecommunications Laboratories, Inc., a subsidiary of Alcatel, is 100% focused on software for call
centers. Genesys recognizes that better interactions drive better business and build company reputations. Customer
service solutions from Genesys deliver on this promise for Global 2000 enterprises, government organizations, and
telecommunications service providers across 80 countries, directing more than 100 million customer interactions
every day. Sophisticated routing and reporting across voice, e-mail, and Web channels ensure that customers are
quickly connected to the best available resource—the first time. Genesys offers solutions for customer service, help
desks, order desks, collections, outbound telesales and service, and workforce management. Visit

www. genesyslab. comfor more information.

Each product has its own documentation for online viewing at the Genesys Technical Support website or on the
Documentation Library CD, which is available from Genesys upon request. For more information, contact your sales
representative.

Notice

Although reasonable effort is made to ensure that the information in this document is complete and accurate at the
time of release, Genesys Telecommunications Laboratories, Inc., cannot assume responsibility for any existing
errors. Changes and/or corrections to the information contained in this document may be incorporated in future
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Your Responsibility for Your System’s Security

You are responsible for the security of your system. Product administration to prevent unauthorized use is your
responsibility. Your system administrator should read all documents provided with this product to fully understand the
features available that reduce your risk of incurring charges for unlicensed use of Genesys products.
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Technical Support from VARs

If you have purchased support from a value-added reseller (VAR), please contact the VAR for technical support.

Technical Support from Genesys

If you have purchased support directly from Genesys, please contact Genesys Technical Support at the following
regional numbers:

Region Telephone E-Mail

North and Latin America +888-369-5555 or +506-674-6767 support@genesyslab.com
Europe, Middle East, and Africa +44-(0)-118-974-7002 r n lab.co.uk
Asia Pacific +61-7-3368-6868 support@genesyslab.com.au
Japan +81-3-5649-6871 support@genesyslab.co.jp

Prior to contacting technical support, please referto the Genesys Technical Support Guide for complete contact
information and procedures.

Ordering and Licensing Information

Complete information on ordering and licensing Genesys products can be found in the Genesys 7 Licensing Guide.

Released by
Genesys Telecommunications Laboratories, Inc. waw. genesyslab.com




Document Version: 09-2007






p—

GENESYS

AN ALCATEL-LUCENT COMPANY Table Of contents

Chapter 1

Chapter 2

Chapter 3

Chapter 4

Chapter 5

Chapter 6

Chapter 7

Documentation Overview

(] o Yo LU0 A o N 9
OV BIVIBW ..t ettt ettt e et e et e et eee et e et eeeete s eeaaeaereens 9
Installation DOCUMENTALION......ceuieiee e e e e eaas s 11
VoiceGenie 7.2 Installation GUIAE .......cveiveeiieis e e eeeans 11
VoiceGenie 7.2 Upgrade GUIE..........cceeeeeeee i e e 11
Media Platform DOCUMENTALION ......vvereeiee e e e e e e eeeens 12
VoiceGenie 7.2 Media Platform Release NOteS........cocevveeevieiiiiiiiiiiee s 12
VoiceGenie 7.2 Application Migration Guide............cccceiiviiiiiieenniieennns 12
VoiceGenie 7.2 Media Platform Users’ GUIE.........o.oveeveen i 12
VoiceGenie 7.2 Media Platform System Reference Guide...................... 12
VoiceGenie 7.2 SRM USErS’ GUIAC........cuuiiiviiiie e s 13
VoiceGenie 7.2 SRM System Reference Guide...........cccceeveeveeeeeeiinns e, 13
OA&M FrameworK ........cccociiiie i s 15
VoiceGenie 7.2 OA&M Framework Release NOteS.........covvvveevnvenieenneenns 15
VoiceGenie 7.2 OA&M Framework Users’ GUIdE ........coevevveivnvevieeeennn o, 15
VoiceGenie 7.2 OA&M Framework SMC GUIdE..........ceovevviriiiiiiiiiiee s 16
VoiceGenie 7.2 OA&M Framework CLC GUIdE ......covvvvvveeviii s e, 16
VoiceGenie 7.2 OA&M Framework SNMP Guide.......ccocoevviiivnieviieeiinn o, 16
IMRCP PEOXY...eeivivveteteeee seeteeetes ceeseeeseteseses s seneseseseaeseesesen s essteaese eees 17
VoiceGenie 7.2 MRCP Proxy Users’ GUIde.........cceeeeeiiniiiiiinieeinieeeee, 17
VoiceGenie 7.2 MRCP Proxy System Reference Guide............ccccc.vvoe.. 17
SIP Proxy and Connector Interfaces..........cccccoee v 18
VoiceGenie 7.2 SIP Proxy Release NOteS..........ccccceeeesviiiiiiiien e, 18
VoiceGenie 7.2 SIP Proxy User's GUIde.........ccccceeeeee v, 18
VoiceGenie 7.2 SIP Proxy System Reference Guide.................. oo 19
VoiceGenie 7.2 TDD/TTY USEI'S GUIOC.....c.uviiereeeee eeeeeeeeseeeeeieeeeneneens 19
VoiceGenie 7.2 RTSP USEI'S GUIAE ......cuuiiiriiii e e e 19
L X ] K 20

5



Table of Contents

VoiceGenie 7.2 TOOIS RelEaSE NOIES .......covviiieeet et e .20
VoiceGenie 7.2 TOOIS USEIrS GUIAE ... ...uiiveiieiie e 20
VoiceGenie 7.2 Tools System Reference Guide............cccceeeveeeeeiiinn o, 20

6 VoiceGenie 7.2 @



Table of Contents

Documentation Overview






S

——

GENESYS

AN ALCATEL-LUCENT COMPANY

Chapter

Introduction

Overview

The purpose of this document is to provide a brief summary for all documents
shipped as part of the VoiceGenie 7.2 release.

Note that these documents will be updated from time-to-time and future
versions will be available on the Genesys support site.
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Installation
Documentation

VoiceGenie 7.2 Installation Guide

This document provides step-by-step instructions for how to install the
VoiceGenie 7.2 Software. It isintended to act asaguide to instaling all
VoiceGenie and related third party software on the operating systemsin which
VoiceGenie software is supported. In providing additional context, this
document also provides a high level description of the software products
available from VoiceGenie as it relates to the architecture of aVoiceGenie
system deployment. It also providesinformation oninitial hardware setup and
configuration procedures.

VoiceGenie 7.2 Upgrade Guide

This document provides step-by-step instructions for how to upgrade earlier
V oiceGenie software releases to VoiceGenie 7.2.

Documentation Overview 11
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3 Media Platform
Documentation

VoiceGenie 7.2 Media Platform Release
Notes

This document provides alist and description of new features for the
VoiceGenie 7.2 Media Platform release. 1t also outlines VoiceGenie
supported configurations, product identification information, known
limitations, and an URL to currently known issues of the VoiceGenie 7.2
Media Platform Release.

VoiceGenie 7.2 Application Migration
Guide

This document outlines the changes in the VoiceGenie 7.2 release that may
require changesto VoiceXML applications authored in pre-7.2 VoiceGenie
supported rel eases as aresult of the new features introduced in the VoiceGenie
7.2 Media Platform Rdease.

VoiceGenie 7.2 Media Platform Users’
Guide

This document provides an overview of the VVoiceGenie 7.2 overall

architecture and capabilities, including an introduction to the capabilities
provided by the V oiceGenie Media Platform. V oiceGenie components are
described. Thereisalso information regarding how to provision, configure,

12 VoiceGenie 7.2 @



Chapter 3: Media Platform Documentation VoiceGenie 7.2 Media Platform System Reference Guide

monitor, and maintain the VVoiceGenie 7.2 Media Platform. This document is
intended to help those responsible for performing daily operations using the
VoiceGenie 7.2 Media Platform.

VoiceGenie 7.2 Media Platform System
Reference Guide

This document is intended to provide a complete referenceto all aspects of the
VoiceGenie 7.2 Media Platform, including configuration parameters, logging
and metrics entries, directory structure and SNMP aarms.

VoiceGenie 7.2 SRM Users’ Guide

The Speech Resource Manager (SRM) manages third party Automatic Speech
Recognition (ASR) and Text-to-Speech (TTS) engines. This document
contains information describing how the SRM components are integrated into
other V oiceGenie components. It provides information about the
provisioning, configuring, monitoring and maintenance of the SRM.

VoiceGenie 7.2 SRM System Reference
Guide

This document is intended to provide a complete reference to all aspects of the
VoiceGenie 7.2 Speech Resource Manager, including configuration
parameters, metrics entries and SNMP alarmsfor each of the components. It
contains configuration information for the various ASR/TTS engines that are
supported in the VoiceGenie 7.2 release

Documentation Overview 13
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4 OA&M Framework

VoiceGenie 7.2 OA&M Framework Release

Notes

The purpose of the OA&M Framework isto provide comprehensive
operations, administration, management and monitoring capabilitiesto a

V oi ceGenie deployment. This document provides a description of new
featuresfor the VoiceGenie 7.2 OA&M Framework release. It also outlines
product identification information, known limitations, and provides a URL to
currently known issues of the VoiceGenie 7.2 OA&M Framework Release.

VoiceGenie 7.2 OA&M Framework Users’

Guide

Documentation Overview

This document introduces the user to the user interfaces of the OA& M
Framework. The OA&M Framework is used by all products within the
VoiceGenie product line. Thisincludesthe VoiceXML Media Platform, the
CCXML Platform, the MRCP Proxy, the SIP Proxy and others. This document
provides a high level description of the components of the OA& M Framework
aswell asinstructions for operating, administrating, and monitoring any
VoiceGenie 7.2 deployment. It contains an overview of the user interfaces
(including the, System Management Console (SMC), Command Line Console
(CLC) and Simple Network Management Protocol [SNMP]), which are used
by products within the VoiceGenie 7.2 product offerings. The
alarming/logging mechanism is also described.
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Chapter 4: OA&M Framework VoiceGenie 7.2 OA&M Framework SMC Guide

VoiceGenie 7.2 OA&M Framework SMC
Guide

The SMC is aweb based interface to the OA&M Framework. It iswrittenin
JSP/Java and runs with the Tomcat application server. This document
describesthe functionality and serves as a user guide to the SMC.

VoiceGenie 7.2 OA&M Framework CLC
Guide

The CLC provides acommand line interface to many of the functionalities
provided by the OA&M Framework. To access this information, users can
issue commands through atelnet session to the CLC or viashell commands.
This document serves as a user guide to those who wish to use the Command
Line Console to access the many functionalities provided by the OA&M
Framework.

VoiceGenie 7.2 OA&M Framework SNMP
Guide

The VaiceGenie SNMP Agent is the component responsible for all SNMP
functionality on the platform. Thisincludes the ability to perform SNMP
retrieval s of data concerning the health of the platform, aswell asthe ability to
direct alarmsto a Network Management System that can receive SNMP traps.
The system supports a comprehensive set of MIBs allowing monitoring of the
system for trends and threshold conditions. This document outlines the
operation details of the VoiceGenie SNMP Agent, and serves as auser guide
to those who wish to use SNMP.

16 VoiceGenie 7.2 @
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5 MRCP Proxy

VoiceGenie 7.2 MRCP Proxy Users’ Guide

The MRCP Proxy (also known as the SRM Proxy) is a component for
distributing and re-directing MRCP requests from many different VoiceXML
Media Platform clients to many different speech servers(both ASRand TTYS).
This alows more efficient use of ASR and TTS resources, and sharing of the
ASR/TTS resources between V oiceGenie Media Platforms. The MRCP
Proxy, also allowsthe use of resources managed by the MRCP Proxy by other
MRCP-based clients. This document provides an overview and servesasa
user guide to those who wish to use the MRCP Proxy.

VoiceGenie 7.2 MRCP Proxy System
Reference Guide

This document contains reference information for all aspects of the MRCP
Proxy (also known asthe SRM Proxy), including configuration parameters,

logging and metric entries, directory structures and SNMP alarm codes (and
their associated recommended responses).

Documentation Overview 17
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6 SIP Proxy and Connector
Interfaces

VoiceGenie 7.2 SIP Proxy Release Notes

This document traditionally provides alist and description of new features for
the VoiceGenie 7.2 SIP Proxy release. It aso outlines product identification
information, known limitations, and an URL to currently known issues of the
VoiceGenie 7.2 SIP Proxy Release. Asthere were no new featuresin this
release, these notes contain product identification information, known
limitations, fixesthat are new to this release only.

VoiceGenie 7.2 SIP Proxy User’s Guide

SIPproxies provide a variety of servicesin VOIP networks that are based on
the use of SIP, such as authorization and access control, validation and
security, call routing, accounting, and user location. The VoiceGenie SIP
Proxy provides a basic yet robust set of capabilities that are crucial to
VoiceXML and CCXML deployments. This document providesan overview
of the VoiceGenie 7.2 SIP Proxy features and capabilities. It also servesasa
user guide for installation, provisioning and operation of the VoiceGenie 7.2
SIP Proxy.



Chapter 6: SIP Proxy and Connector Interfaces VoiceGenie 7.2 SIP Proxy System Reference Guide

VoiceGenie 7.2 SIP Proxy System
Reference Guide

Thisdocument is intended to provide a complete reference for al aspects of
the VoiceGenie 7.2 SIP Proxy, including configuration parameters, logging
andmetrics entries, directory structure and SNMP alarms.

VoiceGenie 7.2 TDD/TTY User’s Guide

Telecommunications Devices for the Deaf (TDD) devices, aso know as
TDD/TTY devices, enable calersto communicate over telephone lines using
keyboard devices for input and output.

TDD/TTY operates entirely over the standard PSTN. Unlike a modem,
TDD/TTY devices do not negotiate connectivity at the start of the call, nor do
they maintain synchronization throughout a call. Rather, they generate the
required tones when sending data, and do not transmit at other times.

VoiceGenie 7.2 continues to have the capability to recognize TDD tones as
part of aVVoiceXML session. The ability is exposed as part of VoiceGenie's
support for Automatic Speech Recognition (ASR). This document serves to
provide information on how to utilize TDD/TTY.

VoiceGenie 7.2 RTSP User’s Guide

The VoiceGenie Media Platform is capable of delivering streamed audio
content to acaler as part of a VoiceXML application. The Media Platform
makes use of the Real-Time Streaming Protocol (RTSP) connector to
interface to third party RTSP format content servers. This content can be live
or pre-recorded. This document serves to provide information on how to
utilize the RTSP connector.

Documentation Overview 19
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7 Tools

VoiceGenie 7.2 Tools Release Notes

This document provides alist and description of new featuresfor the
VoiceGenie 7.2 Call Analyst and Service Quality Advisor tools. It also
outlines product identification information, known limitations, and provides a
URL describing currently known issues of the VVoiceGenie 7.2 Call
Analyst/Service Quality Advisor.

VoiceGenie 7.2 Tools Users’ Guide

Thisdocument provides an overview and operation instructions for the Call
Analyst and Service Quality Advisor tools. It also serves as a user guide for
installation and configuration of these tools. The Graphical User Interfaces for
thetools are explained in detail in this User guide.

VoiceGenie 7.2 Tools System Reference
Guide

Thisdocument provides a complete reference for all aspects of the platform
tools, including configuration parameters, logging and metrics entries, and
alarming.



