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Introduction

» While the majority of customer interaction still happens
over a phone call, customers are increasingly
discovering and using new channels for everyday
communication

» Companies want (need!) to embrace these new
channels and seek for technology and solution
providers

‘ Voxeo addresses this need by combining the
power and flexibility of \VoiceObjects with the
broad reach of its |Mified hosting platform




Unified Self-Service

Design once, deploy anywhere

'o:-:-' VOoXeo
L]

BlackBerry

Prims Telscom

Customer Self Service

:iPrimeTelecom

Multi-
Channel
Application

-

Credit Card
Your current credit card:

American Express
0434
Expiry date: 12/2009

1: Confirm

2: Update expiry date
3: Enter new card
|0: Home

SAMSUNG
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Unified Self-Service

Design once, deploy anywhere

Mobile
Web
Web \\
Site
Terminal

USSD

Channel
Application
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What is IMified?

A Web-based platform for text-enabling
applications across multiple networks

Your Application Public IM Networks Your Users

,Chat bots”
Visual IVR”

www.IMified.com

evolution.voxeo.com
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How does it work?

SMS Gateway/ = W
Aggregators = I

VoiceObjects
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Inbound vs Outbound

» Inbound SMS
e User sends message to system

e Use case: Self-service

» OQOutbound SMS
« System sends message to user

e Use cases: confirmation msg during voice dialog, outbound notifications

» 2-way-SMS
« User leads a dialog with system over SMS

e [nitiated inbound or outbound

—> IMified can do it all!
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Creating SMS Applications

» The Ul of an SMS application might be simple...

» ...but building and managing complex SMS-based self-
service portals needs an application lifecycle suite

VoiceObjects

» ...and what about those voice applications you already
have developed on VoiceObjects?




How to provision SMS services

» Steps to success:

1. Create a VoiceObjects text application
(or add a text layer to an existing voice application)

2. Deploy it on a VoiceObjects Server

a) Configure URL to VoiceObjects Server

b) Add SMS-enabled phone number

4. Send Initial message to start SMS dialog
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Step 1+2: Create and Deploy 4 voxeo

> BUIId normal IVR Ca” fIOW |n -- Main: Customer Data

= E (Sequence)

VO | Ce O bJ e CtS @ FIM Autbentication (f necessary)
= Custamer Daka

> Adj u St p rese n tatl O n Iaye r : Change postal address - Change Postal Address
Zhange email address - Change Email Address

* O UtpUt “hange payment settings - Change Payment Setkings

e Input (Grammars)

LN B ) I
> but keep business logic & backend S
. t t_ Reload Service Lisk
<:QJ Restare !
E Cantral Center 7 |00 Idle p Sessions
Sk
Filter: ® st [Jstarts
- DE Logging 4
Server Manager | Service M. Tracing Ciptions _Logs Ses:
SErYViCe N ark Time
) Debug Viewer
) MedicalZard 0z, 2010
> D e p I Oy @ "A!J - fca ) . Fhone Simulakor b |
e 7] Monitoring 14, z010
@5 Orderstatus|  Detals 0z, 2010
@5 n & Refresh 02, 2010
@5  PrimeBark Reports y |02, 2010
10 Jul 03, 2010

© Voxeo Corporation



Example: Menu

443 Customer Data &3

[ Definition (..)

Maime: | Customer Daka |

TWP ...'f

Enter plain text or inzert one or mare ohjects which will be played back as & welcome message.

| Output ltem Default (Always), Voice

Lakel: |

|
Laver: | |
|

Channel | Wioice v

Language: Default
CCCuUrrence: USG AUtO-Numberlng
address, or payment
Impatt mmocle: Default settingsu
“p!luns l!
Barge-in: | Default [ Return to the menu after the subdislog processing of & Menu item
[A:CustomerDataMenu] Cantinuous v
o Audo-rumbering variabe M
Sarting: Disconkinuous
o | J |
utpu em elau Wa , 1B

Lakel: | |
| | |

I !
Channet [ Text v Define Channel layer

lr_c_ 1
=i |
Oocurrence: | Aheazys
Input mode: | Default
Barge-in: | DieFault Customer Data

; [ ] 1: Postal address

T:CustomerDataMenu 2: Email address .
Promet ¢ GrediCad Text objects to represent
- Home

message content
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Example: Input

#) Get P i3

[ Definition (..

Marme: |GEtPIN |

Input Request
Ernmmnr ll

Define & grammar for utterances to be recognized.

rammar ltem efault, Te
Labet | |
. |
Channel: | Text v |
Langusge; | Default v |
weighting; | Disabled v|

W

Text-To-Grammar
regex: [0-9]{4} iregex

Grammar:

Use regular expressions
as underlying grammar

Use NoMatch handler to
define behavior
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3: Create Application on Evolution  # vexee

Account > Applications

* Application HName:
|SMSF‘Dr‘taI | El

* What forms of communication will this application support? E|
() woice phone calls

G} Text messaging

() Bath

* Messaging Application Type:

| Staging: Instant Messaging Bot £ |

* Messaging URL: =& &vVs D”Ver:173&.user'Agent=|M|f|ed
|1g?"JSN=SMSF‘Dr‘ta|3el.l5driuer=1?3&User-Agent=IMiFied| instructs VoiceObjects Server to

add 2 Failever URE activate IMified mode

Phone Humber:

| United States (+1) v| ESelect a region to add a phone number... vl

Select a region to add a phone number...
Boston, MA (617 1 - Yoice + SMS

| Create Application |

ot TH o1 e s o US and UK numbers can be
Los Angeles, CA (210 ) - Voice + SMS ]

Orlandg, FL (407 ) - YWoice + SMS pr0V|S|0ned for SMS tOday on
Pitt=burgh, P& (412 1 - Voice + SMS eVO|UtI0nVOX6000m

San Francizco, CA (415 ] - Voice + SMS
Seattle, WA (206 1 - Voice + SMS
Washington, DC (301 ) - Yoice + SMS
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4: Sample Dialog: Prime Telecom vexes

iﬁg:é’;':]r;%er http://developers.voiceobjects.com/support-training/developer-edition/demos-templates/

e —

=

Customer Self
Service

To edit your
customer data
please enter your
PIN for identification.

e —

=

Customer Data

Customer Self
Service

1: Postal address
2. Emall address
3. Credit Card

4: Home

1. Senvice plan
2. Customer data
3: Billing
4: Support

() vanrens @ Reply with ,2* Reply with ,5276"
Service plan manager - Main: Service Plan Mar _ Customer Dats

Customer data - Main: Customer Data ' DO WHILE: Get PIM Until Yalid Changs pastal address - Changs Postal Address
Eilling - Main: iling =] (Sequence) ~[@) change emai adcress - change Emai dress

Change payment settings - Change Payment Settings
Suppoart - Main: Support 9% pay = 19 Py =

@ Gek PIN
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Successfully updated the application!

Contact Methods

Phone Numbers

The following numbers are mapped to your application,

Number Type Number
International (3MS Onl) - United Kingdom +44 TE24 813747
Phono IM Screen Mame Visualvoicemail@bot.im

Use the following form to 2dd 2 new nurmber to this application, Please note that international numbers rmay have country-specific restrictions,

Phone Number:

|United States (+1) v| |Se|ect a region to add a phone number... vl Add

Outbound Dialing Tokens

Call Start Tokensz, alzo known as Cutbound Dialing Tokens, allow you ta initiate phone calls with an HTTP fetch., For exarmple, you could use a Call Start Token to place a phone call by
clicking 3 button on a web page,

Call Start Token (Click on a token to view the full token code)

) token information - Mozilla Firefox

S — 1elu| https: fiesolution. voxen,comj accountjapplicationstoken_popup. jsp?tokentype=Yoice XML&t oken=7482bF10cf 57

R Application Token

Add Mew Call Start Token | 7432 bi10cfd55f419 cfbE8654112 £33 abS bEI7 26466 dObZ 1fb3 eb 1fdb23 30 cd 7 24b3 ef7 e efdH 3 befizc

[7] Phone Number (digits only): |+491?518351?9|| Ei\ecute Taken
T

Mote: Calls outside US and Canada should begin with a "+" ‘eraracter

Fertig 2

» Integrate with Campaign Manager for full Outbound Solution
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SMS Application Lifecycle Management

- Load

““‘* Tester

e

Debug Viewer,
Trace Viewer

Bbunsay

Project

| Documentation

V0|ceObJects Analyzer

Storyboard Manager

Customer
Reguirements

Storyboard
Manager

VoiceObjects
Desktop

GUI Design

L
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Some Facts about SMS

» SMS messages are restricted to 160 characters

« Your application needs to take care of splitting messages that
are longer

« Platform-level splitting coming soon

» Standard DIDs (phone numbers) have a limit of 10 messages
per minute

« If limit is reached, IMified keeps retrying for 60 seconds
« Messages going over will be dropped

« Use short codes for high-volume messaging

» Voxeo SMS in production today in US and UK
e Supporting other countries soon
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Retrieve first message

» How to retrieve the initial message in VoiceObjects?

Fx sEsstomimsgy 2

P

Name: | SESSION(msq) |

Heclarntlnn ll

Zelect the desired function and azzign & valid object or 5 constant for each reguired argument .

Function: | SESSION v |

SESSION (varMame, [value]) - Returns or sets information
in the session context, Predefined arguments are: AR,
DMIS, ROMIS, MPSID, &AL, CRMID, GEID, L. Availability of
the information depends on the media platform, In addition,
cuskam arquments can be used,

Argument [1]: | msg |

Argument [2]: | |

Description:

Formatting
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Next Developer Jam Session

Topic:

Date:

We can't tell you yet... Learn how to use
VoiceObjects in a whole new way... to be
announced August 2-4 at SpeechTEK 2010

End of August 2010, 11am EDT
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