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• Provision services to any number of tenants

– Have a highly scalable environment

• Follow a template-based approach

– Build standard applications with predefined default behavior

– Add hooks and parameters where customization is required

� ! � �"� � �

• Allow easy parametrization without changing the apps

– Build Web front-ends to allow individual parametrization

– Manage parameters in a database

• Separate tasks of development, configuration, and 
deployment

– Different teams take over different tasks
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VoiceObjects
Analyzer
Reporting

VoiceObjects
Server

VoiceXML Browser

Media Platform Driver

Statistics

VoiceObjects
Desktop

IDE

Application
Metadata

Config
DB

Web Interface
Biz Users

Service template definitions 
with configurable 

parameters

Actual parameter 
definitions for service 

deployments
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PARAM_LOOKUP

PROJECT

VERSION

PARAM_NAME

PARAM_TYPE

PARAM_DESC

TENANT_CONF

DEPL_SID

DNIS

VSN

TENANT

PROJECT

PARAM_CONFIG

DEPL_SID

PARAM_NAME

PARAM_VALUE

PARAM_DESC

PARAM_DEFVALUE

PARAM_DOMAIN

PROJECT

VERSION

Tenant Configuration:
Maps a DNIS to a Tenant 
and a service deployment 
of a given project version

Parameter Lookup:
Defines all configurable 
parameters for a given 

project version

Parameter Configuration:
Defines the actual values 

for configurable parameters 
for a given deployment



$ � � �%� � � 	&' � � ��� � �#� � � � � 	 � �( � 	 �� �

Managed Service 
Provider

PARAM_LOOKUP

PROJECT

VERSION

PARAM_NAME

PARAM_TYPE

Config 
DB

PARAM_DESC

PARAM_DEFVALUE

PARAM_DOMAIN
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DEVDEV

Develop application 
template

Export to 
VoiceObjectsXML

DEPLOYDEPLOY

Deploy application globally

Deploy resources globally

Setup initial DB configurationSetup initial DB configuration

CONFIGCONFIG

Extract  parameters from App 
Template (via XSLT from 
VoiceObjectsXML)

Prepare initial DB configuration
(SQL scripts)

Package resources (audios, grammars, ...)

Config
DB
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CONFIGCONFIG

Configure tenant on DB  
(via Web interface)

Prepare and package tenant-
specific audios

Config
DB

DEPLOYDEPLOY

Deploy resources globally

Apply tenant configuration

specific audios
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Call comes in to certain DNIS

Call is routed to „Dispatcher“ 
service in VoiceObjects

Dispatcher Service reads target 
service name (VSN) and 

1

2

3
Config

DB

D
ispatcher S

ervice

service name (VSN) and 
configuration data from Config DB

Dispatcher Service hands over 
control to target service, submitting 

configuration data

Target Service takes control, 
initializes configuration data, 

processes call

4

5

DB

Service Chaining

D
ispatcher S

ervice
Target

APPLYCONFIGURATION
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High-level Dialog Flow

Use Case: Payment Service

1. Welcome
2. Authenticate Caller
3. Collect Payment Details
4. Schedule Payment (Optional)
5. Process Payment
6. Goodbye
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Retrieve configuration from 
central DB via DNIS through 

generic connector

Retrieve configuration from 
central DB via DNIS through 

generic connector

Hand over control to target 
service using Service Chaining

Hand over control to target 
service using Service Chaining

D
is

pa
tc

he
r 

S
er

vi
ce

Set all application parameters
in 1 step

Set all application parameters
in 1 step

Configure global 
service parameters

Configure global 
service parameters

Ta
rg

et
 

S
er

vi
ce
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• Expression function to set values of 
Variables, Layers and Collections in 1 step

• Uses XML structure to code values

<conf i gur at i ons>
<conf i gur at i on><conf i gur at i on>

<r ef er enceI D>Agent Tr ansf er Avai l abl e</ r ef er enceI D>
<t ype>l ayer </ t ype>
<val ue>t r ue</ val ue>

</ conf i gur at i on>
<conf i gur at i on>

<r ef er enceI D>SpeechTi meout </ r ef er enceI D>
<val ue>3s</ val ue>

</ conf i gur at i on>
</ conf i gur at i ons>
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Offer/Hide global command for 
direct transfer to agent

Offer/Hide global command for 
direct transfer to agent

Use configurable audio for wording 
differences („Agent“, „Customer Service 

Representative“, „Operator“)

Use configurable audio for wording 
differences („Agent“, „Customer Service 

Representative“, „Operator“)
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Turn on/off subdialogTurn on/off subdialogTurn on/off subdialog
through condition on 

Module object

Turn on/off subdialog
through condition on 

Module object
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Turn on/off announcement
through condition on 

Output object

Turn on/off announcement
through condition on 

Output object

Enable/disableEnable/disableEnable/disable
menu items

Enable/disable
menu items

Enable/disable
business logic
Enable/disable
business logic
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Event Handling: 
Configure  

escalation level

Event Handling: 
Configure  

escalation level

Define 
escalation strategy 

for NoInput/NoMatch 
events through Layer

Define 
escalation strategy 

for NoInput/NoMatch 
events through Layer

escalation levelescalation level
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Define 
Voice User Interface

(VUI) settings

Define 
Voice User Interface

(VUI) settings(VUI) settings(VUI) settings
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Let‘s try it out...
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