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Notice

While reasonable efforts have been made to ensure that the
information in this document is complete and accurate at the time of
printing, Avaya assumes no liability for any errors. Avaya reserves
the right to make changes and corrections to the information in this
document without the obligation to notify any person or organization
of such changes.

Documentation disclaimer

“Documentation” means information published by Avaya in varying
mediums which may include product information, operating
instructions and performance specifications that Avaya may generally
make available to users of its products and Hosted Services.
Documentation does not include marketing materials. Avaya shall not
be responsible for any modifications, additions, or deletions to the
original published version of documentation unless such
modifications, additions, or deletions were performed by Avaya. End
User agrees to indemnify and hold harmless Avaya, Avaya's agents,
servants and employees against all claims, lawsuits, demands and
judgments arising out of, or in connection with, subsequent
modifications, additions or deletions to this documentation, to the
extent made by End User.

Link disclaimer

Avaya is not responsible for the contents or reliability of any linked
websites referenced within this site or documentation provided by
Avaya. Avaya is not responsible for the accuracy of any information,
statement or content provided on these sites and does not
necessarily endorse the products, services, or information described
or offered within them. Avaya does not guarantee that these links will
work all the time and has no control over the availability of the linked
pages.

Warranty

Avaya provides a limited warranty on Avaya hardware and software.
Refer to your sales agreement to establish the terms of the limited
warranty. In addition, Avaya’s standard warranty language, as well as
information regarding support for this product while under warranty is
available to Avaya customers and other parties through the Avaya
Support website: https://support.avaya.com/helpcenter/
getGenericDetails?detailld=C20091120112456651010 under the link
“Warranty & Product Lifecycle” or such successor site as designated
by Avaya. Please note that if You acquired the product(s) from an
authorized Avaya Channel Partner outside of the United States and
Canada, the warranty is provided to You by said Avaya Channel
Partner and not by Avaya.

“Hosted Service” means a hosted service subscription that You
acquire from either Avaya or an authorized Avaya Channel Partner
(as applicable) and which is described further in Hosted SAS or other
service description documentation regarding the applicable hosted
service. If You purchase a Hosted Service subscription, the foregoing
limited warranty may not apply but You may be entitled to support
services in connection with the Hosted Service as described further
in your service description documents for the applicable Hosted
Service. Contact Avaya or Avaya Channel Partner (as applicable) for
more information.

Hosted Service

THE FOLLOWING APPLIES IF YOU PURCHASE A HOSTED
SERVICE SUBSCRIPTION FROM AVAYA OR AN AVAYA
CHANNEL PARTNER (AS APPLICABLE), THE TERMS OF USE
FOR HOSTED SERVICES ARE AVAILABLE ON THE AVAYA
WEBSITE, HTTPS://SUPPORT.AVAYA.COM/LICENSEINFO
UNDER THE LINK “Avaya Terms of Use for Hosted Services” OR
SUCH SUCCESSOR SITE AS DESIGNATED BY AVAYA, AND ARE
APPLICABLE TO ANYONE WHO ACCESSES OR USES THE
HOSTED SERVICE. BY ACCESSING OR USING THE HOSTED
SERVICE, OR AUTHORIZING OTHERS TO DO SO, YOU, ON
BEHALF OF YOURSELF AND THE ENTITY FOR WHOM YOU ARE
DOING SO (HEREINAFTER REFERRED TO INTERCHANGEABLY
AS “YOU” AND “END USER”), AGREE TO THE TERMS OF USE. IF
YOU ARE ACCEPTING THE TERMS OF USE ON BEHALF A
COMPANY OR OTHER LEGAL ENTITY, YOU REPRESENT THAT
YOU HAVE THE AUTHORITY TO BIND SUCH ENTITY TO THESE

TERMS OF USE. IF YOU DO NOT HAVE SUCH AUTHORITY, OR
IF YOU DO NOT WISH TO ACCEPT THESE TERMS OF USE, YOU
MUST NOT ACCESS OR USE THE HOSTED SERVICE OR
AUTHORIZE ANYONE TO ACCESS OR USE THE HOSTED
SERVICE. YOUR USE OF THE HOSTED SERVICE SHALL BE
LIMITED BY THE NUMBER AND TYPE OF LICENSES
PURCHASED UNDER YOUR CONTRACT FOR THE HOSTED
SERVICE, PROVIDED, HOWEVER, THAT FOR CERTAIN HOSTED
SERVICES IF APPLICABLE, YOU MAY HAVE THE OPPORTUNITY
TO USE FLEX LICENSES, WHICH WILL BE INVOICED
ACCORDING TO ACTUAL USAGE ABOVE THE CONTRACT
LICENSE LEVEL. CONTACT AVAYA OR AVAYA’S CHANNEL
PARTNER FOR MORE INFORMATION ABOUT THE LICENSES
FOR THE APPLICABLE HOSTED SERVICE, THE AVAILABILITY
OF ANY FLEX LICENSES (IF APPLICABLE), PRICING AND
BILLING INFORMATION, AND OTHER IMPORTANT
INFORMATION REGARDING THE HOSTED SERVICE.

Licenses

THE SOFTWARE LICENSE TERMS AVAILABLE ON THE AVAYA
WEBSITE, HTTPS://SUPPORT.AVAYA.COM/LICENSEINFO,
UNDER THE LINK “AVAYA SOFTWARE LICENSE TERMS (Avaya
Products)” OR SUCH SUCCESSOR SITE AS DESIGNATED BY
AVAYA, ARE APPLICABLE TO ANYONE WHO DOWNLOADS,
USES AND/OR INSTALLS AVAYA SOFTWARE, PURCHASED
FROM AVAYA INC., ANY AVAYA AFFILIATE, OR AN AVAYA
CHANNEL PARTNER (AS APPLICABLE) UNDER A COMMERCIAL
AGREEMENT WITH AVAYA OR AN AVAYA CHANNEL PARTNER.
UNLESS OTHERWISE AGREED TO BY AVAYA IN WRITING,
AVAYA DOES NOT EXTEND THIS LICENSE IF THE SOFTWARE
WAS OBTAINED FROM ANYONE OTHER THAN AVAYA, AN
AVAYA AFFILIATE OR AN AVAYA CHANNEL PARTNER; AVAYA
RESERVES THE RIGHT TO TAKE LEGAL ACTION AGAINST YOU
AND ANYONE ELSE USING OR SELLING THE SOFTWARE
WITHOUT A LICENSE. BY INSTALLING, DOWNLOADING OR
USING THE SOFTWARE, OR AUTHORIZING OTHERS TO DO SO,
YOU, ON BEHALF OF YOURSELF AND THE ENTITY FOR WHOM
YOU ARE INSTALLING, DOWNLOADING OR USING THE
SOFTWARE (HEREINAFTER REFERRED TO
INTERCHANGEABLY AS “YOU” AND “END USER”), AGREE TO
THESE TERMS AND CONDITIONS AND CREATE A BINDING
CONTRACT BETWEEN YOU AND AVAYA INC. OR THE
APPLICABLE AVAYA AFFILIATE (“AVAYA”).

Avaya grants You a license within the scope of the license types
described below, with the exception of Heritage Nortel Software, for
which the scope of the license is detailed below. Where the order
documentation does not expressly identify a license type, the
applicable license will be a Designated System License. The
applicable number of licenses and units of capacity for which the
license is granted will be one (1), unless a different number of
licenses or units of capacity is specified in the documentation or other
materials available to You. “Software” means computer programs in
object code, provided by Avaya or an Avaya Channel Partner,
whether as stand-alone products, pre-installed on hardware products,
and any upgrades, updates, patches, bug fixes, or modified versions
thereto. “Designated Processor” means a single stand-alone
computing device. “Server” means a Designated Processor that
hosts a software application to be accessed by multiple users.
“Instance” means a single copy of the Software executing at a
particular time: (i) on one physical machine; or (ii) on one deployed
software virtual machine (“VM”) or similar deployment.

License types

Designated System(s) License (DS). End User may install and use
each copy or an Instance of the Software only on a number of
Designated Processors up to the number indicated in the order.
Avaya may require the Designated Processor(s) to be identified in
the order by type, serial number, feature key, Instance, location or
other specific designation, or to be provided by End User to Avaya
through electronic means established by Avaya specifically for this
purpose.

Concurrent User License (CU). End User may install and use the
Software on multiple Designated Processors or one or more Servers,
so long as only the licensed number of Units are accessing and using
the Software at any given time. A “Unit” means the unit on which
Avaya, at its sole discretion, bases the pricing of its licenses and can
be, without limitation, an agent, port or user, an e-mail or voice mail
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account in the name of a person or corporate function (e.g.,
webmaster or helpdesk), or a directory entry in the administrative
database utilized by the Software that permits one user to interface
with the Software. Units may be linked to a specific, identified Server
or an Instance of the Software.

Database License (DL). End User may install and use each copy or
an Instance of the Software on one Server or on multiple Servers
provided that each of the Servers on which the Software is installed
communicates with no more than one Instance of the same
database.

CPU License (CP). End User may install and use each copy or
Instance of the Software on a number of Servers up to the number
indicated in the order provided that the performance capacity of the
Server(s) does not exceed the performance capacity specified for the
Software. End User may not re-install or operate the Software on
Server(s) with a larger performance capacity without Avaya’s prior
consent and payment of an upgrade fee.

Named User License (NU). You may: (i) install and use each copy or
Instance of the Software on a single Designated Processor or Server
per authorized Named User (defined below); or (ii) install and use
each copy or Instance of the Software on a Server so long as only
authorized Named Users access and use the Software. “Named
User”, means a user or device that has been expressly authorized by
Avaya to access and use the Software. At Avaya’s sole discretion, a
“Named User” may be, without limitation, designated by name,
corporate function (e.g., webmaster or helpdesk), an e-mail or voice
mail account in the name of a person or corporate function, or a
directory entry in the administrative database utilized by the Software
that permits one user to interface with the Software.

Shrinkwrap License (SR). You may install and use the Software in
accordance with the terms and conditions of the applicable license
agreements, such as “shrinkwrap” or “clickthrough” license
accompanying or applicable to the Software (“Shrinkwrap License”).

Heritage Nortel Software

“Heritage Nortel Software” means the software that was acquired by
Avaya as part of its purchase of the Nortel Enterprise Solutions
Business in December 2009. The Heritage Nortel Software is the
software contained within the list of Heritage Nortel Products located
at https://support.avaya.com/Licenselnfo under the link “Heritage
Nortel Products” or such successor site as designated by Avaya. For
Heritage Nortel Software, Avaya grants Customer a license to use
Heritage Nortel Software provided hereunder solely to the extent of
the authorized activation or authorized usage level, solely for the
purpose specified in the Documentation, and solely as embedded in,
for execution on, or for communication with Avaya equipment.
Charges for Heritage Nortel Software may be based on extent of
activation or use authorized as specified in an order or invoice.

Copyright

Except where expressly stated otherwise, no use should be made of
materials on this site, the Documentation, Software, Hosted Service,
or hardware provided by Avaya. All content on this site, the
documentation, Hosted Service, and the product provided by Avaya
including the selection, arrangement and design of the content is
owned either by Avaya or its licensors and is protected by copyright
and other intellectual property laws including the sui generis rights
relating to the protection of databases. You may not modify, copy,
reproduce, republish, upload, post, transmit or distribute in any way
any content, in whole or in part, including any code and software
unless expressly authorized by Avaya. Unauthorized reproduction,
transmission, dissemination, storage, and or use without the express
written consent of Avaya can be a criminal, as well as a civil offense
under the applicable law.

Virtualization

The following applies if the product is deployed on a virtual machine.
Each product has its own ordering code and license types. Note that
each Instance of a product must be separately licensed and ordered.
For example, if the end user customer or Avaya Channel Partner
would like to install two Instances of the same type of products, then
two products of that type must be ordered.

Third Party Components

“Third Party Components” mean certain software programs or
portions thereof included in the Software or Hosted Service may

contain software (including open source software) distributed under
third party agreements (“Third Party Components”), which contain
terms regarding the rights to use certain portions of the Software
(“Third Party Terms”). As required, information regarding distributed
Linux OS source code (for those products that have distributed Linux
OS source code) and identifying the copyright holders of the Third
Party Components and the Third Party Terms that apply is available
in the products, Documentation or on Avaya’s website at: https://
support.avaya.com/Copyright or such successor site as designated
by Avaya. The open source software license terms provided as Third
Party Terms are consistent with the license rights granted in these
Software License Terms, and may contain additional rights benefiting
You, such as modification and distribution of the open source
software. The Third Party Terms shall take precedence over these
Software License Terms, solely with respect to the applicable Third
Party Components to the extent that these Software License Terms
impose greater restrictions on You than the applicable Third Party
Terms.

The following applies if the H.264 (AVC) codec is distributed with the
product. THIS PRODUCT IS LICENSED UNDER THE AVC PATENT
PORTFOLIO LICENSE FOR THE PERSONAL USE OF A
CONSUMER OR OTHER USES IN WHICH IT DOES NOT RECEIVE
REMUNERATION TO (i) ENCODE VIDEO IN COMPLIANCE WITH
THE AVC STANDARD (“AVC VIDEO”) AND/OR (ii) DECODE AVC
VIDEO THAT WAS ENCODED BY A CONSUMER ENGAGED IN A
PERSONAL ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO
PROVIDER LICENSED TO PROVIDE AVC VIDEO. NO LICENSE IS
GRANTED OR SHALL BE IMPLIED FOR ANY OTHER USE.
ADDITIONAL INFORMATION MAY BE OBTAINED FROM MPEG
LA, L.L.C. SEE HTTP://WWW.MPEGLA.COM.

Service Provider

THE FOLLOWING APPLIES TO AVAYA CHANNEL PARTNER’S
HOSTING OF AVAYA PRODUCTS OR SERVICES. THE PRODUCT
OR HOSTED SERVICE MAY USE THIRD PARTY COMPONENTS
SUBJECT TO THIRD PARTY TERMS AND REQUIRE A SERVICE
PROVIDER TO BE INDEPENDENTLY LICENSED DIRECTLY
FROM THE THIRD PARTY SUPPLIER. AN AVAYA CHANNEL
PARTNER’S HOSTING OF AVAYA PRODUCTS MUST BE
AUTHORIZED IN WRITING BY AVAYA AND IF THOSE HOSTED
PRODUCTS USE OR EMBED CERTAIN THIRD PARTY
SOFTWARE, INCLUDING BUT NOT LIMITED TO MICROSOFT
SOFTWARE OR CODECS, THE AVAYA CHANNEL PARTNER IS
REQUIRED TO INDEPENDENTLY OBTAIN ANY APPLICABLE
LICENSE AGREEMENTS, AT THE AVAYA CHANNEL PARTNER’S
EXPENSE, DIRECTLY FROM THE APPLICABLE THIRD PARTY
SUPPLIER.

WITH RESPECT TO CODECS, IF THE AVAYA CHANNEL
PARTNER IS HOSTING ANY PRODUCTS THAT USE OR EMBED
THE G.729 CODEC, H.264 CODEC, OR H.265 CODEC, THE
AVAYA CHANNEL PARTNER ACKNOWLEDGES AND AGREES
THE AVAYA CHANNEL PARTNER IS RESPONSIBLE FOR ANY
AND ALL RELATED FEES AND/OR ROYALTIES. THE G.729
CODEC IS LICENSED BY SIPRO LAB TELECOM INC. SEE
WWW.SIPRO.COM/CONTACT.HTML. THE H.264 (AVC) CODEC IS
LICENSED UNDER THE AVC PATENT PORTFOLIO LICENSE FOR
THE PERSONAL USE OF A CONSUMER OR OTHER USES IN
WHICH IT DOES NOT RECEIVE REMUNERATION TO: (1)
ENCODE VIDEO IN COMPLIANCE WITH THE AVC STANDARD
(“AVC VIDEQO”) AND/OR (Il) DECODE AVC VIDEO THAT WAS
ENCODED BY A CONSUMER ENGAGED IN A PERSONAL
ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO PROVIDER
LICENSED TO PROVIDE AVC VIDEO. NO LICENSE IS GRANTED
OR SHALL BE IMPLIED FOR ANY OTHER USE. ADDITIONAL
INFORMATION FOR H.264 (AVC) AND H.265 (HEVC) CODECS
MAY BE OBTAINED FROM MPEG LA, L.L.C. SEE HTTP://
WWW.MPEGLA.COM.

Compliance with Laws

Customer acknowledges and agrees that it is responsible for
complying with any applicable laws and regulations, including, but not
limited to laws and regulations related to call recording, data privacy,
intellectual property, trade secret, fraud, and music performance
rights, in the country or territory where the Avaya product is used.
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Preventing Toll Fraud

“Toll Fraud” is the unauthorized use of your telecommunications
system by an unauthorized party (for example, a person who is not a
corporate employee, agent, subcontractor, or is not working on your
company's behalf). Be aware that there can be a risk of Toll Fraud
associated with your system and that, if Toll Fraud occurs, it can
result in substantial additional charges for your telecommunications
services.

Avaya Toll Fraud intervention

If You suspect that You are being victimized by Toll Fraud and You
need technical assistance or support, call Technical Service Center
Toll Fraud Intervention Hotline at +1-800-643-2353 for the United
States and Canada. For additional support telephone numbers, see
the Avaya Support website: https://support.avaya.com or such
successor site as designated by Avaya.

Security Vulnerabilities

Information about Avaya’s security support policies can be found in
the Security Policies and Support section of https://
support.avaya.com/security.

Suspected Avaya product security vulnerabilities are handled per the
Avaya Product Security Support Flow (https://
support.avaya.com/css/P8/documents/100161515).

Downloading Documentation

For the most current versions of Documentation, see the Avaya
Support website: https://support.avaya.com, or such successor site
as designated by Avaya.

Contact Avaya Support

See the Avaya Support website: https://support.avaya.com for
product or Hosted Service notices and articles, or to report a problem
with your Avaya product or Hosted Service. For a list of support
telephone numbers and contact addresses, go to the Avaya Support
website: https://support.avaya.com (or such successor site as
designated by Avaya), scroll to the bottom of the page, and select
Contact Avaya Support.

Trademarks

The trademarks, logos and service marks (“Marks”) displayed in this
site, the Documentation, Hosted Service(s), and product(s) provided
by Avaya are the registered or unregistered Marks of Avaya, its
affiliates, or other third parties. Users are not permitted to use such
Marks without prior written consent from Avaya or such third party
which may own the Mark. Nothing contained in this site, the
Documentation, Hosted Service(s) and product(s) should be
construed as granting, by implication, estoppel, or otherwise, any
license or right in and to the Marks without the express written
permission of Avaya or the applicable third party.

Avaya is a registered trademark of Avaya Inc.

All non-Avaya trademarks are the property of their respective owners.
Linux® is the registered trademark of Linus Torvalds in the U.S. and
other countries.
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Chapter 1: Real-Time Speech Snap-in
description

Intended audience

This document is intended for people who need to install, configure, and administer Avaya Real-
Time Speech Snap-in (Real-Time Speech) and Speech Services Snap-in. This document contains
specific information about this Snap-in. For an overview of the Avaya Engagement Development
Platform, see the Avaya Engagement Development Platform Overview and Specification. For
general information about Engagement Development Platform Snap-in deployment, see Quick Start
to Deploying Avaya Engagement Development Platform Snap-ins.

Overview

Real-Time Speech Snap-in is an Avaya Engagement Development Platform snap-in that facilitates
interactive speech searches on active voice calls. The snap-in provides a set of speech search
services, accessed via an Application Programming Interface (API), that developers can use to build
speech capabilities into communications and collaboration applications. This release focuses on the
provision of real-time speech search as a function. Real-Time Speech runs on the Avaya
Engagement Development Platform 3.1.1.

Real-Time Speech provides the following functionality:
» A standard REST Web Service API to provide access to Real-Time Speech Snap-in services.

» A developer SDK, including reference applications, that provides query management
capabilities and demonstrates the use of the various elements of the snap-in REST APls.

» Real-time speech search services that support complex search queries for voice calls.
« Speech search capabilities using the embedded speech search engine of Avaya Aura® Media

Server.
+ Call event services to enable the application of speech services for specific calls and call
events.
December 2015 Avaya Real-Time Speech Snap-in Reference 7
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Real-Time Speech Snap-in description

Features of Real-Time Speech and Speech Services Snap-
in
Real-Time Speech Snap-in provides RESTful web services that deliver the following services to
clients:

Query management

Queries define the search terms that are applied to a call. Use the Query Manager API to create,
update, or delete search queries. A simple query that does not make use of logical operators
consists of one or more phrases that the user wants to search for. You can create a simple query
using just a single phrase, for example, “Good morning, thank you for calling Avaya”.

Using the API, you can create complex queries using more than one search term with time-based or
logical conditions. Complex queries can have hierarchy and utilize a set of logical operators to
combine phrases together. Some operators support the use of a proximity attribute that make
searches more precise. For example, an ALL operator specified with a proximity of 20 seconds will
only return a match if the required operands and operators below it occur within the specified time.

You can also attach Meta-data, using key/value pairs, to individual phrases and concepts of a query
in an ad-hoc manner. When a match event is generated for a phrase or concept that has associated
Meta-data, the Meta-data key/value pairs will be included in the body of the match event. For
example, Meta-data can be used by an application to identify the issues in a customer call and
trigger a prompt for a supervisor to provide live feedback and assistance to the agent handling the
call.

Additionally, the tags of all the queries undergoing a speech search will also be populated. You can
apply tags to queries at the start of speech search to allow end users to choose which queries to
apply to a given call. You can achieve this by using the tags and querylds properties of the dynamic
tagging and query identification feature. For example, if a speech search was started with multiple
queries containing different tags, then the speech search match event only provides details about
the exact query (queryld) and tag the match originated from.

You can create queries programmatically offline, using the REST APlIs. All the queries are
automatically persisted in the Engagement Development Platform database. You can create queries
in multiple languages. For more information on supported languages, see Avaya Real-Time Speech
Snap-in Release Notes.

© Note:

Events are included in the “Speech Search Events” family. For more information on events
supported, see the Events table .

Real-Time Speech search

Real-Time Speech search uses a speech search engine embedded in Avaya Aura® Media Server.
To start a speech search on a specified call, invoke a start speech search request, passing the
Unique Call Identifier (UCID) and the associated tags. For example, to start a speech search with all
queries that have the sales tag, simply supply the sales tag in the request. You can search by each
party or both the parties of the call. Alternatively, you can also run speech search on a mixed audio
stream. You can stop the speech search on an active call.

December 2015 Avaya Real-Time Speech Snap-in Reference 8
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© Note:

Features of Real-Time Speech and Speech Services Snap-in

Events are included in the “Speech Search Events” family. For more information on events

supported, see the Events table .

Speech Services

The SpeechServices Snap-in also support Text to Speech (TTS) and Automatic Speech

Recognition (ASR) features.

Use the TTS API to pass a text string for the required spoken audio. Use the ASR API to pass the
grammar with the ASR request to the Nuance speech server to invoke an ASR session.

° Note:

Events are included in the “Speech Services” family. For more information on events supported,

see the Events table .
Event notification

You can subscribe or unsubscribe from speech search or call events. You can also subscribe or
unsubscribe from events when queries have been added, updated and deleted. Use the Events API
to subscribe or unsubscribe from different events such as call answered, call ended, speech search
started, speech search stopped, speech search match and TTS and ASR events. You can
subscribe to speech search or call events using the HTTP POST request. You must provide a
callback URL where you want to receive notifications. To receive notification events, your
application must provide an endpoint capable of receiving POST responses via HTTPs protocol

from the Speech Search API.

The following events are supported by the Events API:

Table 1: Events

Event Name Event Family Description

CALL_ANSWERED Call Events The call is answered by the called party.
CALL_ENDED Call Events The call is terminated by either party.
CALL_OFFERED_FROM_CALLING P | Call Events The calling party has placed a call.
ARTY

OFFERING_CALL_TO_CALLED_PAR | Call Events The calling party has placed a call and it
TY has been sequenced to the called party.
CALL_ALERTING Call Events The called party’s extension is ringing.

SPEECH_SEARCH_STARTED

Speech Search Events
(Real-Time Speech
Snap-in)

The speech search is initiated in the
Engagement Development Platform.

SPEECH_SEARCH_STOPPED

Speech Search Events
(Real-Time Speech
Snap-in)

The speech search has stopped by
either completing or by error.

SPEECH_SEARCH_MATCH

Speech Search Events
(Real-Time Speech
Snap-in)

The speech search has found a match.

Avaya Real-Time Speech Snap-in Reference
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Event Name

Event Family

Description

SPEECH_SEARCH_QUERY_CREAT
ED

Speech Search Events
(Real-Time Speech
Snap-in)

A new query has been added to the
system.

SPEECH_SEARCH_QUERY_UPDAT
ED

Speech Search Events
(Real-Time Speech
Snap-in)

An existing query has been modified.

SPEECH_SEARCH_QUERY_DELETE
D

Speech Search Events
(Real-Time Speech
Snap-in)

A query has been deleted.

SPEECH_SEARCH_ERROR

Speech Search Events
(Real-Time Speech
Snap-in)

An error has occurred in the system.

SPEECH_RECOGNITION_STARTED

Speech Recognition
(Speech Services
Snap-in)

The start request has been passed to
the VoiceXML interpreter for the
specified call party.

SPEECH_RECOGNITION_EXITED

Speech Recognition
(Speech Services
Snap-in)

The VoiceXML interpreter has exited its
execution of the vxml dialog. This
happens as a result of a stop request or
because there is a natural end to the
dialog.

SPEECH_RECOGNITION_MIDCALL

Speech Recognition
(Speech Services
Snap-in)

Speech Recognition encountered a mid-
call event. For example, a dialog has
been started on ‘both’ parties, and is
later stopped on one of the parties.

SPEECH_RECOGNITION_STOPPED

Speech Recognition
(Speech Services
Snap-in)

Speech Recognition was stopped
explicitly by a stop request by a client
service.

TEXT_TO_SPEECH_STARTED

Text to Speech

The start request has been passed to
the VoiceXML interpreter for the
specified call party.

TEXT_TO_SPEECH_COMPLETED

Text to Speech

The Text to Speech play was completed
successfully.

TEXT_TO_SPEECH_STOPPED

Text to Speech

The play of text to speech was stopped
explicitly by a stop request by a client
service.

Avaya Engagement Designer Dynamic Tasks Support

You can enable real-time speech tasks in Avaya Engagement Designer by installing the
RealTimeSpeechTasks snap-in. The RealTimeSpeechTasks snap-in is not required to utilize the
TTS and ASR functionality in Avaya Engagement Designer. TTS and ASR are handled natively in

Avaya Engagement Designer.

© Note:

Currently, the TTS and ASR functionality provided by Avaya Engagement Designer and
Engagement Development Platform is licensed via the Avaya Real-Time Speech Snap-in. To

Avaya Real-Time Speech Snap-in Reference 10
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Language support

use the TTS and ASR features of Avaya Engagement Designer and Engagement Development
Platform, you must install and license Avaya Real-Time Speech Snap-in within their cluster.

For more information, see Avaya Engagement Designer Snap-in Reference Release 3.1.

Language support

The following languages are supported:
* Arabic (Saudi Arabia)
* German (Standard)

English (United States)

* French (Standard)

* Dutch

* Portuguese (Brazil)

* Russian

English (United Kingdom)
Spanish (Mexico)

* Arabic (Egypt)

* French (Canada)

» Korean (South Korean - Seoul Region)

For the latest list of supported languages, see the Avaya Real-Time Speech Snap-in Release Notes.

Real-Time Speech REST API

Real-Time Speech gives you a set of RESTful web services that allow you to:
 Subscribe to speech search and call-related events.
* Remove a subscription to events.
* Receive notifications for speech search and call-related events.
* Receive notifications for updates made to queries.
+ Start a speech search request for a call or a party on a call.
» Stop a speech search.
 Store speech search-related queries.
» Organize and access stored speech search queries using tags.

December 2015 Avaya Real-Time Speech Snap-in Reference 11
Comments on this document? infodev@avaya.com



mailto:infodev@avaya.com?subject=Avaya Real-Time Speech Snap-in Reference

Real-Time Speech Snap-in description

SpeechServices REST API

The SpeechServices Snap-in provides support for Automatic Speech Recognition (ASR) and Text to
Speech (TTS) functionality based on Nuance technology. The SpeechServices Snap-in requires use
of the Avaya Aura® Media Server and a Nuance Voice Server.

SpeechServices Snap-in delivers a REST interface for ASR and TTS.
Using SpeechServices Snap-in, you can:

+ Start a speech recognition request.

» Stop a speech recognition request.

+ Start a text to speech request.

+ Stop a text to speech request.

* Trigger speech recognition and text to speech events.

Real-Time Speech SDK

The Avaya Real-Time Speech Snap-in SDK provides all the required resources (documentation and
code examples) for an application developer to get started with Avaya Real-Time Speech Snap-in.
The Avaya Real-Time Speech Snap-in ships two reference implementations RealTimeSpeechSA
(Sample Application) and RealTimeSpeechDashboard. Both these implementations are available in
form of two separate SVARs.

For more information, see the Avaya Real-Time Speech Snap-in SDK at http://www.avaya.com/
DevConnect.

December 2015 Avaya Real-Time Speech Snap-in Reference 12
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Chapter 2: Product requirements and
compatiblity

Avaya product requirements

Install the following Avaya products before installing Avaya Real-Time Speech Snap-in:

Mandatory products

Product Version
Avaya Engagement Development Platform 3.1.1
Avaya Aura® Communication Manager 6.3.6 and 7.0
Avaya Aura® Session Manager 6.3.8and 7.0
Avaya Aura® System Manager 7.0
Avaya Aura® Media Server 7.7
Optional products
Product Version
Avaya Aura® Application Enablement Services 6.3.3and 7.0
Avaya one-X® Agent 25
Avaya Engagement Designer 3.1
VMware
Product Version
VMware Virtualization Environment ESXi 5.0,5.1, 0or 5.5
vSphere client software Depends on the version installed on VMware
server

Deployment requirements

The Real-Time Speech Snap-in is deployed on the Engagement Development Platform and also
requires Avaya Aura® Media Server. For more information, see Avaya Engagement Development
Platform Overview and Specification.

December 2015 Avaya Real-Time Speech Snap-in Reference 13
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Product requirements and compatiblity

Ensure you select Profile-1 when you deploy the Engagement Development Platform OVA with
below specifications:

» Avaya Engagement Development Platform with 4 vCPU and 6 GB of RAM

Engagement Development Platform will support 4—12 CPU Cores, 6 GB to 27 GB of memory and 50
GB to 300 GB Disk.

Select Profile-2 with 8 GB of RAM when using Avaya Engagement Designer.
You also need Avaya Aura® Media Server with either VMware or hardware appliance.
Avaya Aura Media Server Requirements

The Avaya Aura® Media Server (AAMS) sits “behind” Avaya Engagement Development Platform to
provide media services and is ordered via Engagement Development Platform. The Avaya Aura®
Media Server is supported as both a virtualized server and an appliance offer. The virtualized server
will run on the customer’s provided VM Ware environment (software only OVA). The new appliance
offer delivers software pre-installed on hardware provided by Avaya and is suitable to customers
looking to run higher capacity. The Avaya Aura® Media Server can be deployed as a standalone
instance or in a highly available N+1 architecture, where N is the number of Avaya Aura Media
servers.

The following are the options available for hardware appliance:
» Small R220XL AAMS 7.0 Appliance Server
» Large DL360G9 AAMS 7.0 Appliance Server

© Note:

The Avaya Aura® Media Server should be either all virtual, or all hardware, and not both.

The following tables shows the minimum Avaya Aura® Media Server requirements:

VMware Version ESXi 5.x

CPU Core(s) 4 floating cores

CPU reservation 9600 MHz = 4x2400 MHz
Memory reservation 6.0 GB

Storage reservation 50 GB (Thin)

Shared NIC(s) Two @ 1000 Mbps

An Avaya Aura® Media Server license entitles a customer to one instance of Avaya Aura® Media
Server. When licensed via Engagement Development Platform configuration, Avaya Aura® Media
Server can only be used for Engagement Development Platform media services like playing
announcements and speech services.
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Chapter 3: Real-Time Speech Snap-in
deployment

Real-Time Speech deployment process flow

‘ Start ’

Ensure that Engagement Development Platform
3.1.1 is deployed and configured on System Manager

l

Load the Real-Time Speech License via WebLM
on System Manager

Create a general purpose EDP cluster (Ensure that
CallEventControl and EventingConnector
are installed)

Load the Real-Time Speech Snap-in
on System Manager

Install the Real-Time Speech Snap-in to the
previously created cluster

Verify the successful installation of the Snap-in

December 2015 Avaya Real-Time Speech Snap-in Reference
Comments on this document? infodev@avaya.com

15


mailto:infodev@avaya.com?subject=Avaya Real-Time Speech Snap-in Reference

Real-Time Speech Snap-in deployment

Real-Time Speech deployment checklist

No. | Task Notes

1 Ensure that Avaya Aura® System Manager | None.
is running.

2 Ensure that Avaya Aura® Session None.

Manager is running.

3 Ensure that Avaya Aura® Communication | None.
Manager is running.

4 Install and configure the Avaya None.
Engagement Development Platform
server.

5 Create a Real-Time Speech cluster. Assign a Engagement Development
Platform server to the Real-Time Speech
cluster.

° Note:
When you administer a new
Engagement Development Platform
server, you must add the server to a
cluster. If not, the Engagement
Development Platform asset is not
usable.

6 Configure the Speech Search Engine on None.

Avaya Aura® Media Server.

Configure a station for Real-Time Speech. | None.
Install a WebLM license for Real-Time None.
Speech on System Manager.

9 Download the Real-Time Speech Snap-in, | The Real-Time Speech Snap-in services
RealTimeSpeechTasks Snap-in and are available as Service Archive (SVAR)
SpeechServices Snap-in from Product zip files in PLDS.

License and Delivery System (PLDS).
© Note:
Do not add any space between the
file name and the service name while
saving the SVAR file.
10 Load the Real-Time Speech SVAR file in None.
System Manager.

11 Install Real-Time Speech. The CallEventControl and
EventingConnector Snap-ins are loaded
by default when you install Engagement
Development Platform.

12 | Verify the installation. None.

Table continues. ..
December 2015 Avaya Real-Time Speech Snap-in Reference 16

Comments on this document? infodev@avaya.com



mailto:infodev@avaya.com?subject=Avaya Real-Time Speech Snap-in Reference

Key customer configuration information

No. | Task Notes

13 | Add the Real-Time Speech Snap-in to the | None.
Service Profile.

14 Configure attributes for Real-Time Speech. | None.

15 Configure alarms on System Manager. None.

16 Configure application sequencing, None.
including the implicit user rules on System
Manager.

Key customer configuration information

You need the following information to install and configure the Real-Time Speech Snap-in services.
Record your values and notes in this worksheet before beginning the installation.

Requirement Your value Notes

The names of the Real-Time Speech
SVAR files that are available on PLDS

The location of the Real-Time Speech
SVAR files that you downloaded from
PLDS

The cluster name

The configuration attributes of the Real-
Time Speech services

Setting up the system

Establishing connections between Avaya Aura® Media Server and
Avaya Engagement Development Platform

Ensure that the HTTPS connections between Avaya Aura® Media Server and Avaya Engagement
Development Platform are correctly configured. For more information, see the “Configuring
connection security options” and “Importing a trust certificate to the trust store” sections of
Administering Avaya Media Server 7.7 .

For more information on exporting a trusted certificate, see the “Managing security” section of
Administering Avaya Aura® Session Manager-release 7.0.
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Real-Time Speech Snap-in deployment

© Important:

Uncheck “Verify Host Name” on Avaya Aura® Media Server after importing the CA certificate
into Avaya Aura® Media Server from the Avaya Engagement Development Platform instance
where Real-Time Speech is deployed.

Creating a Real-Time Speech cluster
Procedure

1. On the System Manager web interface, click Elements > Engagement Development
Platform.

2. In the left pane, click Cluster Administration.
3. On the Cluster Administration page, click New.
The system displays the Cluster Editor page.
4. In the Cluster Profile drop-down list, select the General Purpose profile.

The system refreshes the Cluster Editor page and populates the profile attributes.

© Note:

You cannot select a new profile without canceling the page.
5. In the General tab, type the details in the following fields:

a. Cluster Name: The unique name of the cluster.

b. Cluster IP: The cluster IP address. The cluster IP address is mandatory if you enable
the load balancer.

For information on setting up the load balancer, see Administering Avaya Engagement
Development Platform.

c. Description: The description of the cluster.

6. In the Servers tab, in the Unassigned Servers table, click the plus sign (+) next to the
Name column to add the Engagement Development Platform server to the cluster.

If the server is assigned to another cluster, remove the server from the existing cluster
before you add to the Real-Time Speech cluster.

7. In the Services tab, select the services to install on all servers in the cluster.
8. Click Commit to create the cluster.

On the Cluster Administration page, the Service Install Status field displays a green check
mark after the cluster is successfully created.

9. (Optional) To view the Engagement Development Platform instances in the cluster, click
Show in the Details column of the cluster.

The system displays the members of the cluster and the status of each instance in the
cluster.
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Installing Real-Time Speech

10. (Optional) To view the details of the Snap-ins installed on that instance, click a specific
Engagement Development Platform instance in the cluster.

Configuring Speech Search Engine on Avaya Aura® Media Server

Before you begin
Get the user name and password for the Element Manager interface from the administrator.
Procedure

1. Log on to the Avaya Aura® Media Server web interface.

2. In the left pane, click System Configuration > Media Processing > General Settings.
3. On the General Settings page, click the Aurix Speech Search Engine link.
4

. In the Aurix Speech Search Engine section, ensure the Enable AURIX SSE Real-time
Interfaces feature is enabled. If the feature is disabled, select the Enable AURIX SSE Real-
time Interfaces check box.

5. In the left pane, click System Status > Element Status.

6. On the Element Status page, click Restart.

Station configuration for testing Real-Time Speech

You must configure either SIP or H.323 types of endpoints to test Real-Time Speech search. For
information about endpoint configurations, see Avaya Engagement Development Platform Call
Intercept Services at https://support.avaya.com.

Installing Real-Time Speech

Loading Real-Time Speech

Before you begin
* Install a WebLM license for Real-Time Speech on System Manager.
* Download the Real-Time Speech Snap-in services from PLDS.
Procedure

1. On the System Manager web interface, click Elements > Engagement Development
Platform.

2. In the left pane, click Service Management.

December 2015 Avaya Real-Time Speech Snap-in Reference 19
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Real-Time Speech Snap-in deployment

3. On the Service Management page, click Load.
4. In the Load Service dialog box, click Browse and select the
RealTimeSpeech<version>.svar file.
The system displays the RealTimeSpeech<version>.svar file in the Local PC text field.
5. Click Load.

System Manager checks the licensing of Real-Time Speech. On successful validation,
System Manager displays the Accept End User License Agreement dialog box.

6. Click Accept.
System Manager adds the Real-Time Speech Snap-in to the list of services.

Related links
Configuring Real-Time Speech licenses on page 40

Installing Real-Time Speech

Before you begin

* Load the Real-Time Speech Snap-in.

» Ensure that you know the cluster name to install the Real-Time Speech Snap-in.
Procedure

1. On the System Manager web interface, click Elements > Engagement Development
Platform.

2. In the left pane, click Service Management.
The system displays the Service Management page.

3. In the services name list, select the Snap-in that you want to install, and then click Install.
The system displays a list of cluster names in the Confirm Install services dialog box.

4. Select the cluster name to install the Real-Time Speech Snap-in, and then click Commit.

The system starts installing the service and changes the state of the service to
Installing. After installation, the system changes the state to Installed.

Verifying a Real-Time Speech deployment

Procedure
1. Open a web browser.
2. Navigate to:
https://<EDP CLUSTER>/services/RealTimeSpeech/
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Installing Real-Time Speech

where <EDP_CLUSTER?> is the IP address of the Real-Time Speech cluster where the
service that you want to verify is running.

© Note:

Provide the Engagement Development Platform Entity IP address. Engagement
Development Platform has two addresses, but the service is only available on the Entity
IP address.

The system displays the following landing page:

Welcome to the Real Time Speech Search snap-in

This is the landing page for the Real Time Speech snap-in.
Developers can leverage a range of capabilities using a RESTful API provided by the Real Time Speech snap-in such as the ability to:

« Manage speech search related queries
« Subscribe for call and speech search events
« Start and stop speech searches

Each REST endpoint is described in the REST endpoint documentation. The APl is fully explained in the “Using the Real Time Speech
REST API" documentation provided with the SDK.

Helpful Resources

Real Time Speech Search SDK

We provide a SDK that can be downloaded from http.//www.devconnectprogram.com

Adding Real-Time Speech to the Service Profile
Before you begin
Install Real-Time Speech Snap-in or service.
Procedure

1. On the System Manager web interface, click Elements > Engagement Development
Platform.

2. On the Server Administration page, click Configuration > Service Profiles.

3. On the Service Profile Configuration page, select the service name that you want to add to
the Service Profile page.

4. Click Edit.
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The system displays the Service Profile Editor page.

5. In the Available Service to Add to this Service Profile section, perform one of the following
actions:

* In the Add to Service Profile list, click the plus sign (+) next to the snap-in to add the latest
version of the service.

* In the Add to Service Profile list, click Advanced next to the snap-in name to choose the
Preferred version of the service.

* In the Add Service - Advanced dialog box, select the Preferred version of the service. The
system adds the selected version of the service in the Services in this Service Profile
section.

6. Click Commit.

Next steps

Once you install the Real-Time Speech Snap-in, check the Service Profile to make sure that the
snap-in is configured.

Configuring global attributes
About this task
Configuring values for the Real-Time Speech Snap-in is a one-time activity.
Procedure

1. On the System Manager Home page, in Elements, select Engagement Development
Platform > Configuration > Attributes.

2. Click the Service Globals tab.

3. From the Service drop-down menu, select the service that contains the attributes you want
to configure.

The table displays all the attributes that you can configure for the service, including a
description of each attribute.

4. For the attribute you want to change:

a. Click Override Default.
b. In the Effective Value field, enter the new value or string.

5. Click Commit to save your changes.

Configuring attributes for Real-Time Speech

Procedure
1. On the System Manager web interface, click Elements > Engagement Development
Platform.
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2. On the Server Administration page, click Configuration > Attributes.

The system displays the Attributes Configuration page.

3. Configure attributes on the following tabs:

» Service Profiles: The attributes used by all Real-Time Speech Snap-ins that are part of
the service profile that you select. For users of snap-ins on that profile, Service Profile
attributes overrides both, the global and the cluster snap-in attributes.

» Service Clusters: The attributes are used by all Real-Time Speech Snap-ins that are
part of the cluster that you select. For users of snap-ins on that cluster, cluster attributes
override global attributes, but not Service Profile attributes.

» Service Globals: The attributes are used by all occurrences of the Real-Time Speech
Snap-ins except when overridden by attributes administered for a specific cluster or
Service Profile.

4. To configure attributes for Service Profiles, click the Service Profiles tab.

a.
b.

In the Profile field, select the service profile where the Snap-in is installed.
In the Service field, select the service name as RealTimeSpeech.
The system displays a list of attributes that you can configure.

In the Override Default column, specify the attributes by selecting the corresponding
check box.

. (Optional) In the Effective Value column, change the value of the attributes.

You can always restore the default by clearing the Override Default box.

5. To configure attributes for Service Clusters, click the Service Clusters tab.

. In the Cluster field, select the cluster where the Snap-in is installed.
. In the Service field, select the service name as RealTimeSpeech.

The system displays a list of attributes that you can configure.

In the Override Default column, specify the attributes by selecting the corresponding
check box.

(Optional) In the Effective Value column, change the value of the attributes.

You can always restore the default by clearing the Override Default box.

6. To configure attributes for Service Globals, click the Service Globals tab.

a.

In the Service field, select the service name as RealTimeSpeech.

The system displays a list of attributes that you can configure.

b. In the Override Default column, specify the attributes by selecting the corresponding

check box.

c. (Optional) In the Effective Value column, change the value of the attributes.

You can always restore the default by clearing the Override Default box.

7. Click Commit to save the configuration.
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Related links
Real-Time Speech attributes field descriptions on page 24

Real-Time Speech attributes field descriptions

Real-Time Speech supports automatically starting a speech search. When a call is answered, and
“Enable Automatic Start of Speech Search” is “true”, then a speech search request is initiated based
on the configured “Search Language” and “Search Tags” attributes. It uses the configured “Search
Language” and “Search Tags” to retrieve relevant stored queries.

All the attributes in the following table are applicable only to the Automatic Start of Speech Search:

A Warning:

Since there is no validation of attributes, users must ensure they enter the values exactly as
described.

Name Description Default value

Call Party Target Determines the call party to use for the both
speech search.

The following four types of call party are
supported:

« called: Indicates that the speech search is
started on the called party of the call.

« calling: Indicates that the speech search is
started on the calling party of the call.

* both: Indicates that two speech searches
are started on both the calling and called
parties on the call.

* mixed: Indicates that a single speech
search is started with a shared stream for
the calling and called parties on the call.

Enable Automatic Start of Speech Automatically starts speech search for calls. | false
Search The valid entries are true and false.

° Note:

Set the value to true if you want to
automatically start speech searches on
all calls sequenced with the snap-in.

Search Language Specifies the language used by speech en_US
search. This is a required value for
automatic speech search. This is one of the
Real-Time Speech supported languages.
For example, en_US.

Table continues...
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Name Description Default value

° Note:

Use the ISO 639 alpha-2/alpha-3
language code. For more information
about the supported languages and
their codes, see Real-Time Speech
Snap-in Release Notes.

Search Tags Specifies a comma-separated list of tags to
use when starting a speech search. This is a
required value for automatic speech search.
Search tags are used to retrieve stored
queries from the system. For example, the
“sales, support” set of tags retrieves any
queries tagged with either sales or support
that also match the configured “Search
Language”.

Match Reporting Determines the level of reporting for speech | all
search match events. This is an optional
attribute.

The valid values are:

« all: Reports every matched phrase and
concept as speech search events.

* summary: Reports only top-level concepts
and phrases as speech search events.

Application Identifier Specifies the application identifier that is
returned in all speech search events related
to the search. This is an optional value.

The following attributes are applicable to the Media Server Configuration:

Name Description Default value

Enable Media Server Shuffling Determines if the Media Server is true
dynamically brought into the call as needed
for a speech search, or always setup for
every call even if speech search is not
initiated. It is enabled by default, and
therefore the Media Server is brought into
the call as needed. The valid values are

true, false.
A Warning:
Systems having Real-Time Speech 3.0 installed will show duplicate entries for the attributes.
Related links
Language support on page 11
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Real-Time Speech Snap-in deployment

Real-Time Speech upgrade

Upgrade overview

To upgrade a Real-Time Speech Snap-in service in Engagement Development Platform, you must
install a new version of the Snap-in service.

You can upgrade by using the preferred version or the latest version option.

© Note:

Upgrading Real-Time Speech Snap-in is an optional activity.
Preferred version

When you deploy a new version of the Real-Time Speech service, the previous version of the
service continues servicing the REST requests. To bring the newly deployed SVAR into service, you
must set the newer version as the preferred version on the Engagement Development Platform >
Service Management page. For more information, see Setting the preferred version for upgrades.

Latest version

When you deploy a new version of the Real-Time Speech service, the new version of the Snap-in
service starts servicing the REST requests automatically.

When you deploy a Real-Time Speech service in a new Engagement Development Platform
instance, the service is set to latest by default.

The system does not display the latest value in the Engagement Development Platform >
Service Management page. If you do not set any version as the preferred version, the system uses
the latest version value.

When a version is set as the preferred version, the system does not give the option to set the latest
version in the Service Management page.

Related links
Setting the preferred version for upgrades on page 26

Setting the preferred version for upgrades
Before you begin
Install the Snap-in service on Engagement Development Platform.
Procedure

1. On the System Manager web interface, click Elements > Engagement Development
Platform.

2. In the left pane, click Service Management.

3. Select the service that you want to set as the default version.
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Real-Time Speech upgrade

4. Select Set Preferred Version.

The system displays the list of clusters.
5. Select the clusters for which you want to set the preferred version.
6. Click Commit.

The Preferred Version column displays the clusters for which you have set the preferred
version.

7. Verify whether the updated service can service requests successfully. For more information,
see Verifying a Real-Time Speech deployment.

Related links
Verifying a Real-Time Speech deployment on page 20

Exporting and importing Real Time Speech queries

About this task

Use this procedure to export and import queries while upgrading from Real-Time Speech 3.0 to
Real-Time Speech 3.1:

Before you begin
Ensure you have Real-Time Speech 3.0.x installed.
Procedure

1. Export the existing queries from Real-Time Speech 3.0.x by using the Queries Export REST
API or the export mechanism provided by the Sample Application. For more information, see
Real-Time Speech 3.0 SDK documentation.

2. Uninstall Real-Time Speech 3.0.x snap-in and Sample Application 3.0.x.

3. Reboot the Engagement Development Platform instance.

© Important:

You must have Engagement Development Platform 3.1.1 installed before upgrading
Real-Time Speech snap-in.

4. Load and Install Real-Time Speech 3.1.0 and Sample Application 3.1.0

5. Import the queries into Real-Time Speech 3.1.0 by using the Queries Import REST API or
the import mechanism provided by the Sample Application. For more information, see Real-
Time Speech 3.1 SDK documentation.
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Real-Time Speech Snap-in deployment

Upgrading the Real-Time Speech services

Before you begin

© Note:

You must have Engagement Development Platform 3.1.1 installed before upgrading Real-Time
Speech snap-in.

To ensure that queries are not lost, export the queries via the REST interface.
Select the latest or preferred version on the Service Management page.
Procedure

1. On the System Manager web interface, click Elements > Engagement Development
Platform.

2. In the left pane, click Service Management.
3. On the Service Management page, click Load.

4. Click Browse next to Local PC to locate the latest Real-Time Speech service (.svar), and
then click Open.

The latest Service Archive (svar) file is available in PLDS.
5. In the Load Service window, click Load to load the Real-Time Speech service.
6. On the End User License Agreement (EULA) page, click Accept.

The Service Management page displays the service with the LOADED state.

7. To install the latest version of the Real-Time Speech service, perform one of the following
steps:

* On the Service Management page, select and install the latest version of the Real-Time
Speech service.

* On the Cluster Administration page, edit the cluster to select and commit the latest
version of the Real-Time Speech service.

* If you set the preferred version option for a service, the service continues to service the
requests. The new service version comes in to service only after you set the new version
as the preferred version option in the Service Management page.

* If you do not set the preferred version option for the service in the cluster, the newly
deployed version comes in to service after successful deployment.

8. Verify if the services are installed successfully. For more information, see Verifying a Real-
Time Speech deployment.

9. (Optional) Uninstall the previous version of the service.

10. (Optional) Delete the previous version of the service.
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Real-Time Speech uninstallation and deletion

Next steps

Re-subscribe for events related to the new version of the snap-in. The existing subscriptions will not
work when the snap-in version changes.

Related links
Verifying a Real-Time Speech deployment on page 20

Real-Time Speech uninstallation and deletion

Real-Time Speech uninstallation overview
The options are:

» Uninstall a service Snap-in: When you uninstall a service, the system does not remove the
attributes from the Engagement Development Platform Postgres database. For more
information, see Uninstalling a Service Snap-in on page 29.

* Delete a service Snap-in: When you delete a service, the system removes the attributes from
the Engagement Development Platform Postgres database. For more information, see Deleting
a Service Snap-in on page 30.

Uninstalling Real-Time Speech
About this task

When you uninstall a service, the system does not remove the attributes from the Engagement
Development Platform Postgresql database. The system preserves the DataGrid and the entries
written to spaces until the lease time expires.

Procedure

1. On the System Manager web interface, click Elements > Engagement Development
Platform.

2. In the left pane, click Cluster Administration.
3. On the Cluster Administration page, select the check box for the cluster and then click Edit.
4. On the Cluster Editor page, perform the following steps:
a. Click the Services tab.
The system displays the list of services installed in the cluster.
b. Click the X icon for the service that you want to uninstall.

c. Click Commit.
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Real-Time Speech Snap-in deployment

5. To verify that the service is uninstalled, click Elements > Engagement Development
Platform and perform the following steps:

a. On the Server Administration page, verify that the Service Install Status for the service
is Uninstalling.

b. On the Service Management page, verify that the State of the service is Loaded.

c. On the Cluster Administration page, Click Show. Click the required server, and verify
that the Service Status page does not display the uninstalled service.

Related links
Deleting Real-Time Speech on page 30

Deleting Real-Time Speech

Before you begin

Ensure that the Real-Time Speech Snap-in is uninstalled. For more information, see Uninstalling a
Service Snap-in.

About this task

When you delete a service, the system removes the attributes from the Engagement Development
Platform Postgresql database. The system preserves the DataGrid and the entries written to spaces
until the lease times expire. Entries such as Property do not expire.

Procedure

1. On the System Manager web interface, click Elements > Engagement Development
Platform.

2. In the left pane, click Service Management.
3. On the Service Management page, perform the following steps:
a. Verify that the State of the service is Loaded.
b. Select the service that you want to delete, and then click Delete.
c. In the dialog box, select the Please Confirm check box .
d. Click Delete.
4. To verify that the service is deleted:
a. Click Elements > Engagement Development Platform.
b. Click Service Management.
c. Verify that the Service Management page does not display the deleted service.

Related links
Uninstalling Real-Time Speech on page 29
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Chapter 4: SpeechServices Snap-in

deployment

Installing SpeechServices Snap-in

Loading SpeechServices Snap-in

Before you begin

Download SpeechServices Snap-in from PLDS.

Procedure

1.

On the System Manager web interface, click Elements > Engagement Development
Platform.

2. In the left pane, click Service Management.

On the Service Management page, click Load.

In the Load Service dialog box, click Browse and select the
SpeechServices<version>.svar file.

The system displays the SpeechServices<version>.svar file in the Local PC text field.
Click Load.

System Manager checks the licensing of SpeechServices Snap-in. On successful validation,
System Manager displays the Accept End User License Agreement dialog box.

© Note:

Currently, there is no separate license for SpeechServices Snap-in and it leverages the
Avaya Real-Time Speech Snap-in license.

. Click Accept.

System Manager adds the SpeechServices Snap-in to the list of services.

December 2015 Avaya Real-Time Speech Snap-in Reference 31

Comments on this document? infodev@avaya.com



mailto:infodev@avaya.com?subject=Avaya Real-Time Speech Snap-in Reference

SpeechServices Snap-in deployment

Installing SpeechServices Snap-in

Before you begin

© Note:

Installing SpeechServices Snap-in is an optional activity. Install the SpeechServices Snap-in
only if you want to use ASR and TTS features via REST APIs.

» Load the SpeechServices Snap-in.
* Ensure that you know the cluster name to install the SpeechServices Snap-in.
Procedure

1. On the System Manager web interface, click Elements > Engagement Development
Platform.

2. In the left pane, click Service Management.
The system displays the Service Management page.

3. In the services name list, select the Snap-in that you want to install, and then click Install.
The system displays a list of cluster names in the Confirm Install services dialog box.

4. Select the cluster name to install the SpeechServices Snap-in, and then click Commit.

The system starts installing the service and changes the state of the service to
Installing. After installation, the system changes the state to Installed.

Verifying a SpeechServices Snap-in deployment
Procedure
1. Open a web browser.
2. Navigate to:
https://<EDP CLUSTER>/services/SpeechServices/

where <EDP CLUSTER> is the IP address of the SpeechServices Snap-in cluster where the
service that you want to verify is running.

© Note:

Provide the Engagement Development Platform Entity IP address. Engagement
Development Platform has two addresses, but the service is only available on the Entity
IP address.

On successful installation, you will see a landing page with the following message:

“Speech Services snap-in running on Engagement Development Platform”.
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SpeechServices Snap-in uninstallation and deletion

Adding SpeechServices Snap-in to the Service Profile

Before you begin
Install SpeechServices Snap-in or service.
Procedure

1. On the System Manager web interface, click Elements > Engagement Development
Platform.

2. On the Server Administration page, click Configuration > Service Profiles.

3. On the Service Profile Configuration page, select the service name that you want to add to
the Service Profile page.

4. Click Edit.
The system displays the Service Profile Editor page.

5. In the Available Service to Add to this Service Profile section, perform one of the following
actions:

* In the Add to Service Profile list, click the plus sign (+) next to the snap-in to add the latest
version of the service.

* In the Add to Service Profile list, click Advanced next to the snap-in name to choose the
Preferred version of the service.

* In the Add Service - Advanced dialog box, select the Preferred version of the service. The
system adds the selected version of the service in the Services in this Service Profile
section.

6. Click Commit.

Next steps

Once you install the SpeechServices Snap-in, check the Service Profile to make sure that the snap-
in is configured.

SpeechServices Snap-in uninstallation and deletion

Uninstalling SpeechServices Snap-in
Procedure

1. On the System Manager web interface, click Elements > Engagement Development
Platform.

2. In the left pane, click Cluster Administration.
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SpeechServices Snap-in deployment

3. On the Cluster Administration page, select the check box for the cluster and then click Edit.
4. On the Cluster Editor page, perform the following steps:
a. Click the Services tab.
The system displays the list of services installed in the cluster.
b. Click the X icon for the service that you want to uninstall.
c. Click Commit.

5. To verify that the service is uninstalled, click Elements > Engagement Development
Platform and perform the following steps:

a. On the Server Administration page, verify that the Service Install Status for the service
is Uninstalling.

b. On the Service Management page, verify that the State of the service is Loaded.

c. On the Cluster Administration page, Click Show. Click the required server, and verify
that the Service Status page does not display the uninstalled service.

Deleting SpeechServices Snap-in

Before you begin

Ensure that the SpeechServices Snap-in is uninstalled. For more information, see Uninstalling
SpeechServices Snap-in.

Procedure

1. On the System Manager web interface, click Elements > Engagement Development
Platform.

2. In the left pane, click Service Management.
3. On the Service Management page, perform the following steps:
a. Verify that the State of the service is Loaded.
b. Select the service that you want to delete, and then click Delete.
c. In the dialog box, select the Please Confirm check box .
d. Click Delete.
4. To verify that the service is deleted:
a. Click Elements > Engagement Development Platform.
b. Click Service Management.

c. Verify that the Service Management page does not display the deleted service.
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Chapter 5: RealTimeSpeechTasks Snap-in
deployment

Installing RealTimeSpeechTasks Snap-in

Loading RealTimeSpeechTasks Snap-in
Before you begin
Download RealTimeSpeechTasks Snap-in from PLDS.
Procedure

1. On the System Manager web interface, click Elements > Engagement Development
Platform.

2. In the left pane, click Service Management.
3. On the Service Management page, click Load.

4. In the Load Service dialog box, click Browse and select the
RealTimeSpeechTasks<version>.svar file.

The system displays the RealTimeSpeechTasks<version>.svar file in the Local PC
text field.

5. Click Load.

© Note:

Currently, there is no separate license for RealTimeSpeechTasks Snap-in and it
leverages the Avaya Real-Time Speech Snap-in license.

6. Click Accept.

System Manager adds the RealTimeSpeechTasks Snap-in to the list of services.
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RealTimeSpeechTasks Snap-in deployment

Installing RealTimeSpeechTasks Snap-in

Before you begin

© Note:

Installing RealTimeSpeechTasks Snap-in is an optional activity. Install the
RealTimeSpeechTasks Snap-in only if you want to enable Real Time Speech tasks within
Avaya Engagement Designer.

» Ensure you install Avaya Engagement Designer before installing RealTimeSpeechTasks Snap-
in.
* Load the RealTimeSpeechTasks Snap-in.
» Ensure that you know the cluster name to install the RealTimeSpeechTasks Snap-in.
Procedure

1. On the System Manager web interface, click Elements > Engagement Development
Platform.

2. In the left pane, click Service Management.
The system displays the Service Management page.

3. In the services name list, select the Snap-in that you want to install, and then click Install.
The system displays a list of cluster names in the Confirm Install services dialog box.

4. Select the cluster name to install the RealTimeSpeechTasks Snap-in, and then click
Commit.

The system starts installing the service and changes the state of the service to
Installing. After installation, the system changes the state to Installed.

Next steps

Once you install the RealTimeSpeechTasks Snap-in, verify the successful installation by going to
Avaya Engagement Designer and ensuring that RealTimeSpeechTasks Snap-in is available.

RealTimeSpeechTasks Snap-in uninstallation and deletion

Uninstalling RealTimeSpeechTasks Snap-in
Procedure

1. On the System Manager web interface, click Elements > Engagement Development
Platform.

2. In the left pane, click Cluster Administration.
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RealTimeSpeechTasks Snap-in uninstallation and deletion

3. On the Cluster Administration page, select the check box for the cluster and then click Edit.
4. On the Cluster Editor page, perform the following steps:
a. Click the Services tab.
The system displays the list of services installed in the cluster.
b. Click the X icon for the service that you want to uninstall.
c. Click Commit.

5. To verify that the service is uninstalled, click Elements > Engagement Development
Platform and perform the following steps:

a. On the Server Administration page, verify that the Service Install Status for the service
is Uninstalling.

b. On the Service Management page, verify that the State of the service is Loaded.

c. On the Cluster Administration page, Click Show. Click the required server, and verify
that the Service Status page does not display the uninstalled service.

Deleting RealTimeSpeechTasks Snap-in

Before you begin

Ensure that the RealTimeSpeechTasks Snap-in is uninstalled. For more information, see
Uninstalling RealTimeSpeechTasks Snap-in.

Procedure

1. On the System Manager web interface, click Elements > Engagement Development
Platform.

2. In the left pane, click Service Management.
3. On the Service Management page, perform the following steps:
a. Verify that the State of the service is Loaded.
b. Select the service that you want to delete, and then click Delete.
c. In the dialog box, select the Please Confirm check box .
d. Click Delete.
4. To verify that the service is deleted:
a. Click Elements > Engagement Development Platform.
b. Click Service Management.

c. Verify that the Service Management page does not display the deleted service.
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Chapter 6: Real-Time Speech Snap-in
performance

Capacities and scalability

The overall performance of Real-Time Speech is dependent on a number of factors:
« The hardware configuration of Avaya Aura® Media Server (virtual or appliance model).

» The size and complexity of the query being applied to a given call (For best practices, see
Avaya Real-Time Speech Snap-in SDK).

» The number of parties on a given call that are being analyzed for speech.

Both, Engagement Development Platform and Avaya Aura® Media Server, support a scalable
architecture that allows you to add additional server instances to a cluster.

Please see below table for details:

Feature Virtual (vmWare) Virtual | Small Avaya R220XL Large Avaya DL360G9
AMS Server AMS Server AMS Server

Number of simultaneous | 1 1 1

searches per channel

Max number of phrases | 200 200 200

per search

Max number of 85 240 600

concurrent channels/

speech per AMS Server

Max number of AMS 8 8 8

instances supported

For further information on overall capacities, see Real-Time Speech Snap-in 3.1 Release Notes.

Dynamic Sequencing

With Avaya Engagement Development Platform 3.1 and higher, you can dynamically add Avaya
Aura® Media Server into the media path of a call when the call is established and an application
requests to invoke speech search. You can do this by setting the Enable Media Server Shuffling
attribute to true. So, now only those calls that are most likely to be searched can be sequenced,
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Dynamic Sequencing

thereby increasing the Avaya Engagement Development Platform call processing throughput as well
as optimizing the Avaya Aura® Media Server resource utilization.
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Chapter 7: Real-Time Speech Snap-in
licenses

License requirements

Use of the Real-Time Speech software requires valid Real-Time Speech and Engagement
Development Platform license files.

Real-Time Speech uses the Snap-in service licensing feature provided by Engagement
Development Platform.

Platform and Snap-in licenses are available through PLDS. You must install these licenses on the
WebLM server of System Manager, which manages the Platform and Snap-in licenses.

Real-Time Speech contains a digital signature that Engagement Development Platform Element
Manager uses to confirm that the licenses are applicable for these services. If the signature is
invalid, the system does not load the service.

A single license, containing information for each licensed feature, applies to the Real-Time Speech
Snap-in.

° Note:

There is no separate license for RealTimeSpeechTasks Snap-in. The RealTimeSpeechTasks in
Avaya Engagement Designer leverage the Real-Time Speech licenses.

Currently, the Real-Time Speech license is required to invoke the ASR/TTS functionality from:
+ Engagement Development Platform
» Avaya Engagement Designer

* SpeechServices Snap-in

Configuring Real-Time Speech licenses

Before you begin
» Get the Real-Time Speech license from Avaya PLDS.

* Ensure that the Real-Time Speech license is installed on the WebLM server that is integrated
with System Manager.
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Configuring Real-Time Speech licenses

» Ensure that the Engagement Development Platform license is installed on System Manager.

In System Manager, click Elements > Engagement Development Platform > Server
Administration to see the current status of each Engagement Development Platform server
platform license.

Procedure

1. On the System Manager Home page, click Services > Licenses.

. Select Install License.

2
3. Browse to the location of the Real-Time Speech license.
4

. Select the license file and click Install.

The system installs the license file.

In the left navigation pane, the system displays RTSS > RealTimeSpeechSnapln under
Licensed Products.

5. To verify if the license file is installed successfully:

a.
b.

December 2015

Click Elements > Engagement Development Platform > Service Management.

In the License mode column, verify that the column displays a check mark for the Real-
Time Speech mode.

The following licensing modes apply to all Engagement Development Platform and
Real-Time Speech licenses:

* License Normal Mode: A valid license file is installed. License errors are not found.
The complete functionality is present for the Engagement Development Platform
instance.

* License Error Mode: License error is seen in this mode. The Engagement
Development Platform instance is in a 30 day grace period during this mode.
Complete functionality is available during the grace period. The system displays the
warning icon along with the date and time of the grace period expiration in the
License Mode column.

* License Restricted Mode: The Engagement Development Platform instance goes in
to the restricted mode after the 30 day grace period expires. The Engagement
Development Platform server goes in to the Deny New Service mode. If you install a
license file the Engagement Development Platform server goes into the normal
mode. The server automatically returns to service.

For more information about licensing modes and licensing for Engagement
Development Platform, see Administering Avaya Aura® Engagement Development
Platform.

Engagement Development Platform licensing audit runs every 9 minutes. Any license
changes, including install or uninstall actions on the WebLM server, take time to reflect
on the user interface. The latest license information takes a maximum of 9 minutes to
reflect in the Engagement Development Platform Element Manager.
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Chapter 8: Security

Security overview

Avaya Real-Time Speech Snap-in utilizes Avaya Engagement Development Platform to provide all
security configurations to access all Engagement Development Platform services. Engagement
Development Platform provides configuration for HTTPS, Mutual TLS (Client Certificate Challenge),
Cross Origin Resource Sharing (CORS), Whitelists, and Trust Certificates. In addition, System
Manager provides a flexible platform for administering certificates and authorities.

For more information about the security configuration, see the Avaya Engagement Development
Platform Overview and Specification and Avaya Aura® System Manager Overview and
Specification.

Certificate-based authentication overview

For Real-Time Speech Snap-in certificate-based authentication, perform the following procedures
on the System Manager web interface:

» Configure client certificate challenge in Engagement Development Platform Element Manager.
The configuration is available on the Engagement Development Platform > Configuration
> HTTP Security page.

* Create a client keystore.
» Download the Engagement Development Platform trusted certificate from System Manager.
* Authenticate browsers.

Ensure that the client applications that access Real-Time Speech operations provide the location
and credentials of their client certificate and trusted certificate to establish a secure session with the
Real-Time Speech cluster.

For more information, see the Avaya Engagement Development Platform Overview and
Specification and Avaya Aura® System Manager Overview and Specification.

Cross Origin Resource Sharing

Cross Origin Resource Sharing (CORS) enables access to Real-Time Speech requests that
originate from other domains.

The configuration is available on the Engagement Development Platform > Configuration >
HTTP Security page.
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Port utilization

© Note:

If you use a custom web client application, and enable the client certificate challenge, the web
clients cannot authenticate the client certificate through Javascript, that is, Ajax calls. The
browser and javascript layer are not connected. Hence, the system does not send the required
client certificate.

Port utilization

For Real-Time Speech Snap-in port information, see the Engagement Development Platform 3.1.1
Port Matrix document at http://support.avaya.com/security.
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Chapter 9: Troubleshooting

Alarms

Overview

Avaya Real-Time Speech Snap-in generates alarms when specific errors occur. The system sends
a self-service email to the configured email address.

You can view, search, filter, export, and configure alarms from theSystem Manager web interface.
Alarm information is available on the Services > Events > Alarms page in System Manager. For
more information, see Maintaining and Troubleshooting Avaya Aura® Engagement Development
Platform at https://support.avaya.com/.

Alarm severities

Severity Description

Major Maijor alarms identify failures that are causing a critical degradation of service. These
alarms require immediate attention.

Minor Minor alarms identify failures that are causing service degradation. These failures do
not cause the system to be inoperable.

Warning Warning alarms identify failures that cause no significant degradation of service.
Warning alarms are not reported to a services organization.

Indeterminate Indeterminate alarms indicate that the alarm matches one of the established alarm
rules. Indeterminate alarms do not specify a severity.

Alarm status

Status Description
Raised An alarm has been generated. Software recovery actions have failed to correct the
problem.
Cleared The problem has been fixed and the alarm has been cleared. This state must be set
manually.
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Alarms

Data grid space not available

Alarm text

Alarm ID
Alarm level

Trigger component

RealTimeSpeech GRIDNA "Unable to acquire DataGrid
space."

RealTimeSpeech GRIDNA
Major

* Insufficient resources on Engagement Development Platform cluster.
+ Engagement Development Platform cluster connectivity issue.

Problem description

The data grid space could not be created or deployed or a connection to the space could not be

made.

Proposed solution

Procedure

1. Provision additional resources or Engagement Development Platform instances if needed.

2. Restore network connectivity.

3. Restart Engagement Development Platform.

Data grid operation exception

Alarm text

Alarm ID
Alarm level

Trigger component

RealTimeSpeech GRIDRWFAIL "Attempt to read/write to
space failed."

RealTimeSpeech GRIDRWFAIL
Major

* Loss of connection between the proxy server and the data grid.
+ Failure of the data grid.

Problem description

A request to add or get data from the data grid resulted in an exception.

Proposed solution

Procedure

1. Provision additional resources or Engagement Development Platform instances if needed.
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2. Restore network connectivity.

3. Restart Engagement Development Platform.

Subscriber endpoint failure

Alarm text

Alarm ID
Alarm level

Trigger component

RealTimeSpeech SUBCBFAIL "The Callback URL for a
subscribing client application has become unavailable."

RealTimeSpeech SUBCBFAIL

Warning

» A subscriber endpoint responded with an error status.

» A connection could not be made to a subscriber endpoint, or a connection
timed out .

Problem description
An attempt to communicate with a subscriber endpoint using a client-supplied callback URL was

unsuccessful.

Proposed solution

Procedure

1. Ensure the endpoint is operating correctly and has sufficient resources to handle requests.

2. Check connectivity to the endpoint.

Speech search start failure

Alarm text

Alarm ID
Alarm level

Trigger component

RealTimeSpeech SRCHSTRTFAIL "System unable to initiate
a speech search request."

RealTimeSpeech SRCHSTRTFAIL

Minor

The system cannot execute the speech search query. For example, the
sum of the complexity of all selected or supplied queries exceeds the
defined threshold.

Problem description

The system was unable to start a speech search.
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Alarms

Proposed solution
Procedure

1.

2.

Ensure query complexity and number of queries matching selection criteria do not exceed
complexity thresholds.

Review log output for any other failure conditions.

Speech search platform failure

Alarm text RealTimeSpeech SRCHPLATFAIL "Platform returned failure

message on request for speech search services."

Alarm ID RealTimeSpeech SRCHPLATFAIL

Alarm level Major

Trigger component -« Speech search services did not run.

* No connectivity with speech search services.

Problem description

The system-provided speech search services are unavailable to the Real-Time Speech Snap-in
service.

Proposed solution
Procedure

1.

Ensure speech search services are running.

2. Ensure network connectivity between components of the system.
3.
4

. Ensure all relevant certificates are configured between Avaya Engagement Development

Ensure the Aurix Speech Search engine is enabled on Avaya Aura® Media Server.

Platform and Avaya Aura® Media Server.

Queries not available

Alarm text RealTimeSpeech QRYNA "No queries have been configured

on the system."

Alarm ID RealTimeSpeech QRYNA

Alarm level Warning

Trigger component No queries defined.
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Problem description

The system cannot perform speech searches because you have not defined the speech search
queries.

Proposed solution
Procedure

The customer must define one or more speech search queries.

Speech Services Platform not available

Alarm text SpeechServices SS PLATFAIL "Attempt to execute Speech
Recognition or Text to Speech unsuccessful."

Alarm ID SpeechServices SS PLATFAIL

Alarm level Major

Trigger component VoiceXML server is unavailable on Avaya Aura® Media Server due to
connectivity issue or incorrect configuration.

Problem description

Calls are being sequenced through the Speech Services Snap-in, but no Text-To-Speech or
Automatic-Speech-Recognition service could be performed, because the VoiceXML server is
unavailable.

Related links
Proposed solution on page 48

Proposed solution
Procedure

Check configuration of the VoiceXML server on the Avaya Media Server from Home > System
Configuration > Signaling Protocols > MRCP > Servers to ensure the required server is
configured and connected. For more information, see Implementing and Administering Avaya Aura
Media Server.

Related links
Speech Services Platform not available on page 48

December 2015 Avaya Real-Time Speech Snap-in Reference
Comments on this document? infodev@avaya.com

48


mailto:infodev@avaya.com?subject=Avaya Real-Time Speech Snap-in Reference

Logging

Logging

Real-Time Speech and SpeechServices log files

Real-Time Speech log files

Engagement Development Platform provides a separate log file for Real-Time Speech. If more than
one version of Real-Time Speech is installed, all logs are stored to the same file.

The following table describes the log name and location of the logs related to Real-Time Speech:

Log name Location Description

Real Time Speech /var/log/Avaya/services/ Validates that the snap-in is receiving call

logs RealTimeSpeech/ events and that speech search
RealTimeSpeech.log operations are successful.

SpeechServices log files

Engagement Development Platform provides a separate log file for SpeechServices. If more than
one version of SpeechServices is installed, all logs are stored to the same file.

The following table describes the log name and location of the logs related to SpeechServices:

Log name Location Description

SpeechServices logs | /var/log/Avaya/services/ Validates that the snap-in is receiving call
SpeechServices/ events and that speech search
SpeechServices.log operations are successful.

You can also use the command ce dlogw SpeechServices to display log files from the snap-in.

You can modify the logging level for Engagement Designer snap-ins on the System Manager
Engagement Development Platform Logging Configuration page. You can view the details of each
log, perform a search for logs, and filter specific logs. Use the /opt/avaya/contrib/bin/ce tool
to enter commands for viewing logs, changing logs configuration.

For more information, see Maintaining and Troubleshooting Avaya Aura® Engagement Development
Platform.

© Note:

You can also refer Real-Time Speech Online documentation at https://<EDP CLUSTER>/
services/RealTimeSpeech/docs/index.html where <EDP_CLUSTER> is the IP
address of the Real-Time Speech cluster.
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Automatic Speech Searches not triggered

Condition

Calls are being sequenced through the Real-Time Speech Snap-in, but no speech searches occur
even though automatic starting of speech search is configured. The system raises a
RealTimeSpeech OQRYNA alarm.

The cause is that no defined queries match the language and tags values defined in the Real-Time
Speech Snap-in attribute configuration.

Solution

1. Adjust the Real-Time Speech Snap-in attributes either at the profile, cluster or global level as
appropriate, to ensure the attributes match at least one defined query

OR

2. Create one or more queries whose language and tags values match the configured Real-
Time Speech Snap-in attributes.
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Chapter 10: Additional resources

Documentation

See the following related documents at http://support.avaya.com.

Title

Description

Audience

Avaya Real-Time
Speech Snap-in
Release Notes

This document contains Avaya
Real-Time Speech Snap-in
information that is not included in
the Snap-in documentation. This
document highlights known issues
about Real-Time Speech with
workarounds that are available.

Avaya Professional Services

Implementation engineers

Maintaining and
Troubleshooting Avaya
Engagement
Development Platform

This document contains
procedures to identify and
troubleshoot problems for Avaya
Engagement Development
Platform.

Avaya Professional Services

Implementation engineers

Avaya Real-Time
Speech Snap-in SDK

This document provides a client
library for users to write software
that interacts with a deployed Real-
Time Speech system.

Avaya Professional Services
Implementation engineers

Software developers

Avaya Engagement

This document describes tested

Avaya Professional Services

Development Platform | product characteristics and . .
; o . Implementation engineers
Overview and capabilities, including product
Specification overview and feature descriptions, | Services and Support personnel
interoperability, performance -
e : System administrators
specifications, security, and
licensing requirements.
Administering Avaya This document provides the Services and Support personnel
Engagement procedures to administer and

Development Platform

configure Engagement
Development Platform services.

System administrators

Administering Avaya
Aura® System Manager

This document provides the
procedures to administer and
configure System Manager.

Services and Support personnel

System administrators

Avaya Engagement
Designer Reference

This document provides a
functional description of Avaya

Sales engineers
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Additional resources

Title

Description

Audience

Engagement Designer as well as
administration, deployment,
security and maintenance. Includes
interoperability, performance, and
design considerations.

Software developers
System administrators

Services and Support personnel

Getting Started with the
Avaya Engagement
Designer

This document guides through the
core steps needed to create a
Workflow Definition.

Workflow Definition developers

Avaya Engagement
Designer Developer’s
Guide

This document describes detailed
steps and concepts needed to
create and deploy different types of
Workflow Definitions.

Workflow Definition developers

Support

Go to the Avaya Support site at http://support.avaya.com for the most up-to-date documentation,
product notices, and knowledge articles. You can also search for release notes, downloads, and
resolutions to issues. Use the online service request system to create a service request. Chat with
live agents to get answers to questions, or request an agent to connect you to a support team if an
issue requires additional expertise.
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