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Configuring Personal Assistant

These topics describe how to configure Personal Assistant:
- Logging Into and Out of the Personal Assistant Administration Interface,
page 4-1
» Configuring Personal Assistant Global Settings, page 4-2
» Fine-Tuning Speech Recognition (Dial By Name), page 4-5
« Configuring Voice Mail, page 4-8
- Configuring JTAPI, page 4-10
- Configuring Messaging, page 4-12
- Creating Dialing Rules, page 4-13
» Configuring Personal Assistant Servers, page 4-15

Logging Into and Out of the Personal Assistant
Administration Interface

You must log in to Personal Assistant’sadministration interfaceto view or change
the Personal Assistant configuration. Personal Assistant manages logins based on
Windows 2000 local user accounts. You must use an account with administrative
privileges on the Windows 2000 system running the administration interface in
order to change the Personal Assistant configuration.

Cisco Personal Assistant Administration Guide
[ 78-12425-01 .m




Chapter4  Configuring Personal Assistant |

W Configuring Personal Assistant Global Settings

Step 1

Step 2

Step 3

Step 4

Procedure

From an Internet Explorer 5.0 or Netscape Navigator 4.5 or higher web browser
window, open the Personal Assistant Administrator page using this format:

http://PAhost/pasystemadmin, where PAhost indicates the server on which you
installed the administration interface.

For example, if you installed the administration interface on a server named
paserver, the URL would be http://paserver/pasystemadmin.

The login screen displays.

Enter a Windows 2000 local user name, with administrator authority, and its
password. The user name must be defined on the system running the administrator
interface.

Click OK.

Personal Assistant logs you onto the system, and you can access the various
configuration pages.

Click L ogout in the menu bar to log out of the system when you are finished
configuring Personal Assistant.

The system automatically logs you out after 30 minutes of inactivity.

Configuring Personal Assistant Global Settings

Step 1

You must configure the global settings to enable the basic server and
speech-recognition server communications capabilities. These settings must be
valid for Personal Assistant to work correctly.

When you make changes to the system configuration, the changes apply to all the
Personal Assistant servers.

Procedure

Select System> System Configuration.
The System Configuration page displays (see Figure 4-1).
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Figure 4-1 System Configuration Page

System Configuration

Specify the values for the configuration attributes and click Save.

Unigue User Attribute Name |cn

Operator Extension |2DDD

Peer Keep-Alive Interval IEDDEIEI

Peer TCP Port 16001

License Code |YOUR LICENSE CODE APPEARS HERE
License Capacity 500 Speech Ports

Speech Recognition License Manager Hosts

Add Sp-sniZ2 =

Remove | =

Refresh User Information

Refresh every day at IDE '| : IDD 'I
Refresh |t0 refresh immediately

Save Configuration

Save |

Update the fields as required.

EET2R

See the “ System Configuration” section on page A-1 for adetailed explanation of
each field. At a minimum, you should configure these settings:

- Unique User Attribute Name—Thisis the field name that uniquely
identifies usersin your corporate directory.

If you are using Cisco CallManager’s DC directory, the unique nameiscn. If
you are using a separate directory, ask the directory administrator for the
name. Personal Assistant uses thisto uniquely identify each user. For
example, evenif two users have the same name (John Smith), they would have
unigue e-mail addresses, and thisiswhat Personal Assistant usesto uniquely
identify them.
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Operator Extension—Although not required, you should enter the telephone
extension of the corporate operator here. Callstransfer to thisnumber if auser
is encountering too many speech errors while using Personal Assistant.

License Code—The license key for the speech recognition software.

Speech Recognition Server Hosts—Identify the speech servers. Enter the IP
address or DNS name of the speech server inthe edit box, and click Add. This
list createsthe speech server cluster. The speech serversare not activated until
the next refresh. You can click Refresh to activate immediately, but this
procedure might take some time to complete.

Speech Recognition License Manager Hosts—Identify one or two servers
that should be used as the license manager hosts. All Personal Assistant
servers include license managers, but you must identify which ones will be
actively used for distributing licenses.

Enter the IP address or DNS name of the Personal Assistant server you want
to useinthe edit box and click Add. Cisco recommends that you identify two
servers, so that there is a backup license manager. Speech recognition only
works if there is at least one active license manager.

Refresh User Information—Pick atime of day for Personal Assistant to
automatically refresh cached user information from the corporate directory.
This ensures that information is up-to-date, and that the speech recognition
software has the data required to understand spoken commands.

Depending on the size of your corporate directory, it can take a significant
amount of time to download thisinformation, compileit, and publish it to the
speech servers. Therefore, the default setting is 2:00 a.m. when the usage load
islikely to be low.

Step3  Click Save to save and activate your changes.

Related Topics

System Configuration, page A-1

Understanding the Interactions of the Personal Assistant Server and
Speech-Recognition Server, page 1-15

Creating Server Clusters, page 1-16
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Fine-Tuning Speech Recognition (Dial By Name)

If you find that users are having problems using the speech recognition interface
for Personal Assistant, you can fine tune the speech recognition, or Dial By Name,
parameters. Problems that you can address include:

» Users being transferred to the operator too often because:

— There are alarge number of similarly named people in your phone
directory.

— Frequent errors occur in Personal Assistant understanding a user’s
spoken commands.

— Users ask for help from Personal Assistant too often during a session.

» Users being asked too often to confirm their commands.

Before You Begin

Personal Assistant uses defaults for all speech recognition parameters, and these
should work well with most installations. Confirm that problems your users are
having are widespread before making changes. If changes are necessary, trial and
error isthe only way to determine effective settings for these parameters for your
specific needs.

Procedure

Stepl  Select System>Dial By Name.
The Dial By Name Configuration page displays (see Figure 4-2).

Cisco Personal Assistant Administration Guide
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Figure 4-2  Dial by Name Configuration Page

Dial By Name Configuration

Specify the values for the configuration attributes and click Save.

Wax Disambiguate |2
Allow Barge-in m
Rejection Confidence Level |ED
Reconfirm Confidence Level |ED
fayx Errar Count |3
Wlax Total Error Count |8
hlax Help Count |2
hlax Tatal Help Count |5

Save |

68724

Step2  If you aretrying to resolve problems in which users are being transferred to the
operator too quickly, you can make these changes:

If users are being transferred to the operator because there are a lot of
similarly named people in your phone directory, change the M ax
Disambiguate parameter.

This setting determines the number of options (people, numbers, and so on)
auser can select from when trying to call a person with acommon name, such
as John Smith. By increasing this number, Personal Assistant presents
additional selections and reduces transfers to the operator.

If Max Disambiguateis 3, auser will be presented with up to three selections
if there are two or three people with the requested name. Therefore, if three
people in your company share the name “ John Smith”, Personal Assistant
plays the spoken voice and extension for each of the three, allowing users to
select the appropriate one. If there are more than three people with the name
John Smith, the user is transferred to the operator.

If users are being transferred to the operator because they are encountering
speech-recognition errors, you can increase the number of errors allowed.
When the Max Error Count is reached during a dialog, or the Max Total

Cisco Personal Assistant Administration Guide
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Error Count isreached during an entire session, the user istransferred to the
operator. However, if you set the value too high, users might become
frustrated with using Personal Assistant.

If usersare being transferred to the operator because they are requesting help
too often, you can increase the number of times they are allowed to request

help. Whenthe M ax Help Count isreached during adialog, or the M ax Total
Help Count is reached during an entire Personal Assistant session, the user
is transferred to the operator.

If Personal Assistant is being interrupted too often and fails to provide the
users with the appropriate prompts, change the Allow Bar ge-In setting to
False.

Barge-in allows a user to interrupt Personal Assistant and issue a command
in the middle of a prompt. However, in situations with excessive background
noise, Personal Assistant might be accepting the noise as valid interruptions.

If you are trying to resolve problems in which users are being asked to confirm
their commands too often, you can change the Rejection Confidence L evel and
Reconfirm Confidence L evel parameters.

The speech-recognition software assigns a percentage confidence level to every
recognized utterance.

If the software is less confident that it understood the speaker than the
Rejection Confidence Level (defaultis 50%), Personal Assistant tellsthe user
it did not understand the request: “Sorry | didn't understand.” The user can
then repeat or rephrase the request.

If the confidence level is between Rejection Confidence Level and the
Reconfirm Confidence Level percentages, Personal Assistant tellsthe
speaker its interpretation of the request and asks the speaker to confirm the
interpretation: “John Smith? Isthis correct?” The speaker can then say yes or
no. If yes, Personal Assistant completes the request. If no, the speaker must
repeat or rephrase the request.

If the confidence level is higher than the Reconfirm Confidence Level,
Personal Assistant initiates the speaker’s request without asking for
confirmation: “Calling John Smith.” The speaker can stop Personal Assistant
by saying “cancel” or “no.”

[ 78-12425-01
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If you set Reconfirm Confidence L evel too high, userswill have to reconfirm most
commands. If you set it too low, Personal Assistant might initiate too many
unintended tasks.

Step4  Click Saveto save and activate your changes.

Tips
» You must enter the operator’s extension on the System Configuration pagein
order for the user to be transferred to the operator.

Related Topics
- Dia By Name Configuration, page A-5
» Configuring Personal Assistant Global Settings, page 4-2

Configuring Voice Mail

Personal Assistant canintegratewith the Cisco Unity voice mail system. You must
have the voice mail server set up and configured on a separate system from
Personal Assistant. Refer to the documentation included with Cisco Unity to
install and configure it.

You must configure the voice mail settings to enable users to access their voice
mail through Personal Assistant. The voice mail configuration is also used when
processing users’ call routing rulesthat send incoming callsdirectly to voice mail.

Before You Begin

Personal Assistant must have administrator access to the Cisco Unity Server to
obtain users’ mailbox account information and stored voicemail messages. These
voicemail settings are also used to redirect calls to a user's voicemail without
ringing the user's phone, based on the user's rules that include voicemail as a
destination.

Procedure

Stepl  Select System>Voicemail.
The Voicemail Configuration page displays (see Figure 4-3).
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Figure 4-3  Voicemail Configuration Page
Voicemail Configuration

Specify the values for the configuration attributes and click Save.

Reject Confidence Level |45
Reconfirm Confidence Level |?'D
Max Error Count Ifi
Max Total Errar Count IdD
hax Help Count |5
Max Total Help Count |ED
“oicemail Server |\tm1
Voicemail Number 5001
“oicemail Server LDAP Port |2015
“Yoicemail Ports |2f1

Save |

55730

Step2  Update the settings to reflect your voice mail system. Most of these fields have
default settings that should work for most installations. See the “Voice Mail
Configuration” section on page A-9 for descriptions of the fields.

At aminimum, you must update these fields:
» Voicemail Server—The IP address or DNS name of your voice mail server.
» Voicemail Number—The telephone extension of the voice mail system.

» Voicemail Server LDAP Port—The LDAP port the voice mail system uses.
Thisfield is configured to use the default LDAP port for the voice mail
system. You only need to update the field if you are using a different port.

» Voicemail Ports—The number of licensed voice mail ports, which indicates
the maximum number of simultaneous voice mail sessions available to
Personal Assistant.

Step3  Click Save to save and activate your changes.

Cisco Personal Assistant Administration Guide
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Note  Restart the Personal Assistant server if you make changes to the
Voicemail Server or the Voicemail Server L DAP Port. Changes to
other voice mail parameters are effective immediately and do not
require arestart. See the “ Starting and Stopping the Servers and
License Manager” section on page 6-6 for details about restarting the
Personal Assistant server.

Related Topics
« Voice Mail Configuration, page A-9

Configuring JTAPI

You must configure the telephony interface between Personal Assistant and
Cisco CallManager so that Personal Assistant can successfully receive and
transfer telephone calls. The settings you enter here must correspond to the
Personal Assistant user you created in Cisco CallManager (see the “Adding a
Personal Assistant User” section on page 3-8).

Procedure

Stepl  Select System>JTAPI.
The JTAPI Configuration page displays (see Figure 4-4).
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Figure 4-4  JTAPI Configuration Page

JTAPI Configuration

Specify the values for the configuration attributes and click Save.

JTAPI Provider Mame Ipa2
JTAPI User ID [pa

JTAPI Passward [
Call Pickup Timeout fo

Save |

EETZD

Step2  Identify the Cisco CallManager server:

« JTAPI Provider Name—The DNS name or |P address of the
Cisco CallManager server.

- JTAPI User Name—The user name that Personal Assistant uses when
logging into Cisco CallManager. Thisis the user name for the Personal
Assistant user added to Cisco CallManager.

« JTAPI Password—The password for the user account. Thisis the password
for the Personal Assistant user added to Cisco CallManager.

Step3  Inthe Call PickupTimeout field, enter the amount of time (in milliseconds) that
Personal Assistant should ring an extension before moving on to the next
extension, when employing a call routing rule that specifies multiple phone
numbers should be rung in succession.

Step4  Click Saveto save and activate your changes.

Related Topics
- JTAPI Configuration, page A-11

» Adding aPersonal Assistant User, page 3-8

Cisco Personal Assistant Administration Guide
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Configuring Messaging

Step 1

Personal Assistant can provide e-mail paging and calendar-based call routing
services. Personal Assistant integrates with Microsoft Exchange to provide
calendar-based call routing, and if you are using Cisco Unity, Personal Assistant
can integrate with the Exchange server you are already using. You must configure
the messaging parameters to enable these services for your users. If you do not
want to enable these services, |eave the settings on this page blank.

Before You Begin
Personal Assistant must have administrator access to Microsoft Exchange to

obtain a user’s calendar information. This information is used when evaluating
call routing rules that include calendar-based conditions.

Procedure

Select System >M essaging.

The Messaging Configuration page displays (see Figure 4-5).

Figure 4-5 Messaging Configuration Page

Messaging Configuration

Specify the values for the configuration attributes and click Save.

Calendar Server Mame |\rm1

Calendar Mailbox Mame |Administratur Administrator
Paging SMTF Server Mame |\rm1

Paging SMTP Server Port |25

Paging SMTF Domain Name |AWID-RACK.ciSCD.CDm

Save |

ET25
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Step2  To enable calendar-based call routing rule services, enter the following
information:

« The Exchange server name, in Calendar Server Name.

« Thefirst and last name of the Exchange administrator account, in Calendar
Mailbox Name.

Step3  To enable e-mail paging, enter the following information:

» The DNS name or IP address of your e-mail paging server, in Paging SMTP
Server.

» The SMTP port used to send messsages to SMTP server, in Paging SMTP
Server Port.

« The domain in which the paging SMTP server belongs, in Paging SMTP
Domain.

Step4  Click Saveto save and activate your changes.

Related Topics
- Messaging Configuration, page A-12

Creating Dialing Rules

You can create global dialing rules to automatically modify incoming and
outgoing telephone numbers. These changes only affect the user’s use through
Personal Assistant; they do not apply to the telephony system outside of Personal
Assistant. For example, if auser simply picks up thetelephone and dialsanumber,
these rules will not be applied. The user must be connected to Personal Assistant,
and must be dialing the number through Personal Assistant, for the rules to be
applied.

These global rules are applied before any dialing rules that users create for
Personal Assistant.

Cisco Personal Assistant Administration Guide
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Procedure

Stepl  Select System>Dial Rules.
The Dial Rules Configuration page displays (see Figure 4-6).
Figure 4-6 Dial Rules Configuration Page

Dial Rules Configuration

To create a Dial Rule, set the values for the attributes and click Add Rule. To modify a rule, change the settings
and click Update.

If the phone number begins with I and the number of digits Is I , then remove digits A R
ule |
frorm the beginning and prefix it with I

List of Dial Rules:

Rule Update Up Down Delete
If the phone number begins with and the number of digits Is

Im . then ramove I digits from the beginning and prefix it with _ Update | & v (&}
IQ“I I

If the phone number begins with and the number of digits Is

IF , then remove I digits from the beginning and prefic it with  Update | 4 v (&}
Ig I

if the phane number begins with |9 and the number of digits is

|’|f23’I , then remove I’J2 digits from the beginning and prefic it with _ Update | 4 v [}
|34 I

55725

The page is divided into two sections:

« Add Rule—This section contains a fill-in-the-blank sentence and the Add
Rule button.

- List of Dial Rules—Thisisalist of your rules, in order of priority. Rules are
applied top to bottom. If a number satisfies the rule’s conditions, the rule is
applied and no subsequent rules are considered.

Step2  Fill inthe blanksin the Add Rule section to create the desired dialing rule. Each
blank is optional, but you must fill in at least one condition and one consequence
for the rule to be applied.

Cisco Personal Assistant Administration Guide
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Configuring Personal Assistant Servers

« Conditions—You can distinguish between telephone numbers based on the
initial string of digits or by the length of the number, or both. The
distinguishing string of digits can be as long as the number. When
determining the length, do not count hyphens or spaces in the number. For
example, a number such as 510-555-1212 is a 10-digit number; the hyphens
are ignored.

« Conseguences—You can remove numbers from the front of the dialed
number, or you can add numbers to the front, or both.

For example, you could create arulethat states: “If the phone number begins with
blank and the number of digitsis 7, then remove blank digits from the beginning
and prefix it with 9.” This rule then automatically enters a9 when dialing an
outside number.

Click Add Rule when satisfied with the rule.
Personal Assistant adds the rule to the bottom of the list of rules.

If the rule is not positioned where you want it in the list of rules, use the up and
down arrows until it is correctly positioned.

Related Topics
« Dia Rules Configuration, page A-13

Configuring Personal Assistant Servers

Step 1

You must configure each Personal Assistant server to define its operating
characteristics and to add it to the server cluster.

Procedure

Select Server.
The Server Configuration page displays (see Figure 4-7).

[ 78-12425-01
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Figure 4-7  Server Configuration Page

Server Configuration

150 paserer Insert |
Create a new server by filling in the
asterisk () are mandatory.

{5 parsere
{5 po-oenert
Server Marme *
Hostname or IP Address *
Media Termination UDP Beginning Port
Route Address
Media Port Beginning Address
MNumber of Media Ports

attributes and click Insert. Entries marked with an

Interceptor Port Range (E.g., 2007 or 2007-2010 or comma separated)

Fail-over Server Narmes

Al | ’_;l
Remove | =l

A ’_;l
Remove | =l

Debug Package List Select All | Clear All |
I PASRY ™ 55_Pa_TEL 55 PA

M S5_PA_MalL [ PAYmail [T PADBR

C PASCCP C PARULES [ Paltmif

™ DialRules T GRMR [© PASpokenNarme
[ Perftlan [ PASpeechltil

Trace Package List Select All | Clear All
I PASRY ™ 55_Pa_TEL 55 PA

M S5_PA_MalL [ PAYmail [T PADBR

C PASCCP C PARULES [ Paltmif

™ DialRules ™ GRMR [T PASpokename
I Perfian [ PASpeechltil

This page has two columns:

86727

The left column lists the Personal Assistant servers you have already added

to the Personal Assistant server cluster. Click a server name to view and

change the server’s properties.

] Cisco Personal Assistant Administration Guide
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The primary Personal Assistant server isindicated by the red arrow that
pointstoit. The primary server ischosen automatically, based on al phabetical
order.

The right column contains the settings for the selected server. When you
initially open the page, this column contains empty settings, so that you can
add a new Personal Assistant server. When viewing an existing server's
properties, click Insert to add a new server.

Step2  Fill inthe settingsfor anew server, or change the existing settings, as appropriate.
“Server Configuration” section on page A-15 for explanations of each setting. At
a minimum, you must configure the following settings:

Server Name—A unique namefor the server. Thisisnot the sasmeasthe DNS
name or | P address of the server. Instead, it is a name used internally by
Personal Assistant. Choose a naming convention that is meaningful to you.

Hostname or | P Address—The DNS name or | P address of the Personal
Assistant server.

Route Address—The CTI route point for the Personal Assistant server, as
defined in Cisco CallManager. This is the telephone number users dial to
contact their personal assistant. Seethe“ Understanding CT1 Route Points and
Media Ports” section on page 1-4 and the “ Setting Up Personal Assistant
Server Load Balancing” section on page 1-21 for detailed information on the
CTI route address.

Number of Media Ports—The number of ports you want to support on the
server. This number determines how many simultaneous speech-recognition
sessions the server can handle. The number you choose depends on the server
platform you are using, and whether you are using failover with your servers
(see the Failover Servers setting below). See the “Creating Server Clusters’
section on page 1-16 for information about the maximum ports that are
available for the various hardware platforms and installation configurations.

I nterceptor Port Range—T he telephone extensions for which you want this
Personal Assistant server to intercept incoming calls. Personal Assistant
intercepts calls to these extensions so that it can apply the user’s call routing
rules. Thislistiscentral to Personal Assistant’s functioning; getting Personal
Assistant to intercept calls to these extensions requires careful planning and
changes to the extension’s properties in Cisco CallManager.

[ 78-12425-01
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Read these topics for detailed explanations and examples.
— Understanding Partitions and Calling Search Spaces, page 1-4

— Defining Partitions and Call Search Spaces for Personal Assistant,
page 1-30

— Adding Personal Assistant without Previously Defined Partitions,
page 1-32

Failover Server Names—The ordered list of serversthat should take over for
the server if it becomes disabled. Using Personal Assistant’s failover
capability requires careful planning, and affects the number of telephony
ports you can define for the servers. See the “Creating Server Clusters’
section on page 1-16 for an explanation of configuring Personal Assistant
clusters with and without failover.

Step3  Saveyour changes:

Tips

If you are creating a new server, click Insert. Personal Assistant saves the
server’s settings and adds it to the servers listed in the left column.

If you are updating an existing server, click Save. Personal Assistant saves
and activates your changes.

Do not configure the debug or trace settings unless instructed to by Cisco
Technical Support. Debug and trace affect server performance, and generate
alarge amount of data that only Cisco can interpret. These features exist for
Cisco’s use to help identify and fix any problems you encounter with the
software. See the “Collecting Trace and Debug Information” section on
page 6-7 for more information.

You can remove a server by selecting it in the left column, and then clicking
Delete when the server’s properties are displayed.

The Personal Assistant server restarts automatically when any changes,
except those made to the trace and debug settings, are saved. To manually
start or stop the servers, or to verify that a particular server isup and running,
use the Control Center by selecting System > Control Center. See“ Starting
and Stopping the Servers and License Manager” section on page 6-6 for
details.

Cisco Personal Assistant Administration Guide
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Related Topics

Server Configuration, page A-15

Starting and Stopping the Servers and License Manager, page 6-6

Creating Server Clusters, page 1-16

Understanding Partitions and Calling Search Spaces, page 1-4

Defining Partitions and Call Search Spaces for Personal Assistant, page 1-30
Adding Personal Assistant without Previously Defined Partitions, page 1-32
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