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Introduction 
 
Voice Dialing allows callers to get in touch with the right party by simply saying the name of 
the person or department they wish to reach. Using speech recognition, the system 
matches what the caller says with voice grammar keywords that have been pre-defined in 
the account. Examples include the names of people, groups and even Automated Attendant 
menus.  
 
Because people can pronounce words differently than how they are regularly spelled, there 
is a facility to specify different pronunciations for each of these keywords. This is done via a 
Pronunciation tab available for each element that is subject to Voice Dialing. 

Enabling Voice Dialing 
 
Voice dialing is available to external callers when they call an Automated Attendant that has 
speech recognition enabled and to internal users who may dial *99 to make use of it. 

Enabling Voice Dialing for internal users 
 
Once the user and group names are defined, the Voice Dialing feature is enabled by default 
for internal users.  
 
When a user dials *99 a Virtual Assistant will answer the call and prompt the user to say the 
name of the party they wish to reach. The voice grammar supported by this Virtual Assistant 
is made up of the names of users and groups defined in the account.  

Enabling Voice Dialing in an Automated Attendant 
 

The Automated Attendant directs callers to extensions with customizable menus, schedules, 
a built-in company directory and Voice Dialing capability.  

 
In the Automated Attendant menu, if the "Use speech recognition" option has been 
checked and the "Pronunciation" tab is shown, then that Automated Attendant has the 
feature enabled. 
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Enabling the ‘Use speech recognition’ option activates the Voice Dialing feature per 
Automated Attendant. 
 
Specify a name for the Automated Attendant in both languages so that Voice Dialing can 
transfer calls to this Automated Attendant from another Automated Attendant. 
 
Enable the ‘Include direct calls to user and group extensions’ option to make the complete 
voice directory of the company accessible through this Automated Attendant. Callers will be 
able to say a name as well as dial an extension.  

Automated Attendant Pronunciation tab 
 
When your prompts announce keywords for navigating, those keywords must be configured 
in a pronunciation tab. 
 
The Automated Attendant Pronunciation tab is used to configure the speech recognition 
grammar keywords associated with the current Automated Attendant and each of its 
information messages (Info1, Info 2 and Info3).   

http://wiki-support/index.php/Voice_Automated_Attendant_(voice_AA)_-_Virtual_Attendant#Direct_calls_to_user.27s_and_group.27s_extensions
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This grammar is considered for recognition only when the associated Automated Attendant 
or Information message is assigned a button and can therefore be selected by the caller. 
 
Example: 
 
Suppose you want to offer the caller the option to listen to your opening hours.  You record 
those hours in the Info1 message and assign the playback of Info1 to button 4. The caller 
can now press 4 to hear it but you want this option to also be available with Voice Dialing so 
you record the following prompt: 

 
To know our opening hours, say OPENING HOURS or press 4. 

 
You must now add associated keywords to the Pronunciation tab as follows: 
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You can configure up to 3 pronunciations per language. 

Voice Dialing the Operator 
The Operator is a specific user assigned that role via the account’s ‘General Options’ menu.  
Operator is typically assigned button 0 in an Automated Attendant. When assigned to an 
Automated Attendant button the system will automatically recognize the following words 
as a request to call the extension assigned to the Operator role: 

English:   operator | reception | receptionist | front desk 
French:   réception | réceptionniste | opérateur | opératrice 
 

If you want the system to recognize additional words to reach the operator, you can specify 
those words via the Pronunciation tab of the user assigned to the Operator role. 
 
Example: 
 
"Samuel De Champlain" is assigned the Operator role via the General Options menu. 
 

 
 
Add the words you want to use in "Samuel de Champlain"'s pronunciation tab. 
 
To open the Pronunciation tab for users, select the desired user from the Users menu the 
click on Pronunciation. 
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Voice Dialing user and group extensions 
 
When the ‘Include direct calls to user and group extensions’ option is enabled in an 
Automated Attendant, the First and Family names of all users as well as their customized 
pronunciations plus group names along with their customized pronunciations will be added 
to that Automated Attendant’s recognizable grammar for routing calls to the right 
destination. 

 
 
When the recogniser finds a match and there are no duplicates the system will confirm the request and 
once confirmed will transfer the call as follows: 
 

Caller:    Robert 
Automated Attendant:  Did you say “Robert Gifford”, extension 206? 
Caller:    Yes 
 

http://wiki-support/index.php/Voice_Automated_Attendant_(voice_AA)_-_Virtual_Attendant#Direct_calls_to_user.27s_and_group.27s_extensions
http://wiki-support/index.php/File:201609-VAA-Direct_calls_to_users.jpg
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Call is transferred to extension 206. 
 

 

Dealing with uncertainty due to duplicates  
 
When there is more than 1 match, the system will inform the caller and prompt them to 
identify the intended destination as follows: 
 

Caller:    Samuel 
Automated Attendant:  We have two persons corresponding to that name, answer by yes or no 
Automated Attendant: Do you wish "Samuel De Champlain", extension 200? 
Caller:    No 
Automated Attendant: Do you wish "Samuel Morse", extension 202? 
Caller:    Yes 
 
Call is transferred to extension 202. 
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Customized pronunciation of department names 
 
You can reach the Pronunciation tab for Groups by opening a group via the Groups menu 
then clicking on Pronunciation.  
 

 
 

 
 

The above example assigned the names Support and Service to the Customer Care group. This 
example would allow callers to say Support or Service to reach that Group. 

 

Setting the confidence level for speech recognition 
 

Systems performing speaker independent speech recognition rarely find an exact match of the 
audio signal of the speaker and the audio signal of the expected pronunciations. Each match is 
assigned a score based on how closely matched the signals are. 
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By comparing the score of different pronunciations we can determine with some confidence 
that one is a better match than another. Depending on the confidence level we can be 
certain or unsure that the best match is the correct match. By adjusting the confidence level 
we can increase or decrease that certainty. The more certain we are the less we need to 
confirm with the user if we understood what was said correctly. 
 
A confidence level adjustment bar is available under the General Options menu. You must 
log in as an administrator then select the General Options menu under Business Phone. 
 

 
 
To adjust the confidence level, drag the cursor along the line from "Will never ask for 
confirmation" on the left side to "Will always ask for confirmation" on the right side. 

Automated Attendant Examples 
 
The following section provides dialogue examples for a voice enabled Automated Attendant 
supporting Voice Dialing. 

Without language selection 
 

Introduction prompt:  
Welcome to JC CAN  
 

Main prompt: 
Please say the name of the person or department you wish to reach.  
To reach customer care, say CUSTOMER CARE, 
To know our opening hours, say OPENING HOURS, 
For assistance say OPERATOR or dial 0. 
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Info1 prompt (opening hours): 
We are open Monday to Friday, from 8 AM to 6PM. 
 

 With language selection 
 

Note: To enable the Automated Attendant to switch language you must associate a button 
with the Switch Language option. In this example we use the 9 button. 

 

 

Introduction prompt:  
Welcome to JC CAN.  
Bienvenue chez JC CAN. Pour un service en français, dites FRANÇAIS ou appuyez sur le 9. 
 

Main prompt (English): 
Please say the name of the person or department you wish to reach.  
To reach customer care, say CUSTOMER CARE, 
To know our opening hours, say OPENING HOURS, 
For assistance say OPERATOR or dial 0. 

 
Main prompt (French): 

S'il vous plait, dites le nom de la personne ou du département que vous désirez joindre. 
Pour joindre le service à la clientèle, dites SERVICE CLIENT, 
Pour connaitre nos heures d'ouverture, dites HEURES D'OUVERTURE, 
pour l'aide, dites OPÉRATEUR ou appuyez sur le 0.. 
 

Info1 prompt (English opening hours): 
We are open Monday to Friday, from 8 AM to 6PM. 

 
Info1 prompt (French opening hours): 

Nous sommes ouverts du lundi au vendredi de 8 heures à 18 heures. 
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