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This document identifies the technical changes that are necessary to accommodate multiple spoken languages in a standard OnePlace IVR system.  

The changes outlined here are based on v1.0.300 of the IVRchannel.exe core software, and on the state of the OnePlace infrastructure as of 5/29/2001.

Configuration

A new section named Languages will be added to the configuration file (IVR.ini) when multiple languages are used.  This section will contain one or more language definitions, in the following format:

Index=Language

Where:

· Index is a whole number between 2 and 9 inclusive, which represents the key on the phone keypad that the user must press at the language menu to choose the language.  Note that the 1 key is always reserved for the primary language (usually English).

· Language is the name of the language (ie. Spanish, German, French, etc.) No spaces or punctuation characters are allowed in language names.

For example, this is an excerpt from an IVR.ini file supporting two non-primary languages: Spanish and French.  

[Languages]

2=Spanish

3=French

Custom Prompts

A new set of custom prompts will be voiced for each non-primary language for each client that uses multiple languages.  Each set of non-primary language prompts will be stored in a folder using the following format:  

OnePlaceIVR\clientcode\voice\prompt\Language\
Where:

· OnePlaceIVR is the root OnePlaceIVR folder on the IVR system.  

· clientcode  is the client code of the IVR site.

· Language is the name of the non-primary language (ie. Spanish, German, French, etc.)  No spaces or punctuation characters are allowed in language names.

Example:

Custom prompts for Quest Realty having a male voice speaking in Spanish would be located at:

\\platinum\OnePlaceIVR\quest\voice\prompt\Spanish\

New Prompt Files

One new custom voice file will be created in the custom prompts folder. The file will be named “language.vox” and will contain a prompt that sounds similar to the following, customized with the welcome message in the system’s primary language, and the menu items reflecting the available languages as configured in the Languages section of the configuration file.  This prompt will be heard immediately after the system goes off-hook to answer an incoming call:

“Welcome to the Quest One Place System.

For English, press one,

Para Español, prensa dos,

Pour Français, pressez trois”

Custom Property Descriptions and Agent Names

Optionally, a new set of custom property descriptions and agent names may be voiced for each non-primary language for each client that uses multiple languages.  Each set of non-primary property or agent voice files will be stored in a folder using the following format:  

OnePlaceIVR\clientcode\voice\property\Language\
OnePlaceIVR\clientcode\voice\agent\Language\
Where:

· OnePlaceIVR is the root OnePlaceIVR folder on the IVR system.  

· clientcode  is the client code of the IVR site.

· Language is the name of the non-primary language (ie. Spanish, German, French, etc.)  No spaces or punctuation characters are allowed in language names.

Specifics:

· When an agent voices her own property descriptions through the IVR system, she will be able to choose which language to record voice files in for each property voiced.  

Examples:

· Custom property descriptions for Quest Realty having a male voice speaking in Spanish would be located at:  \\platinum\OnePlaceIVR\quest\voice\property\Spanish\

· Agent names for Quest Realty having a male voice speaking in Spanish would be located at:  \\platinum\OnePlaceIVR\quest\voice\agent\Spanish\

Note: The following items are one-time-only changes which will enable multi-lingual features for all systems.  

System Prompts

A new set of system prompts will be voiced for each non-primary language.  These prompts can be shared by multiple IVR systems.  Each set of non-primary language prompts will be stored in a folder using the following format:  

OnePlaceIVR\voice\GenderVersion\Language\
Where:

· OnePlaceIVR is the root OnePlaceIVR folder on the IVR system.  

· Gender is the gender of the voice (ie. Male or Female)

· Version is the version number of the voice file set.  Version numbers are whole numbers starting at 1 and incrementing by 1.

· Language is the name of the language (ie. Spanish, German, French, etc.)  No spaces or punctuation characters are allowed in language names.

Example:

System prompts having a male voice speaking in Spanish would be located at:

\\platinum\OnePlaceIVR\voice\Male1\Spanish

Core Software (IVRChannel.exe)

The following tasks will be completed to update the core software to support the multi-lingual features:

· Modify the SysConfig object to load configured language settings from the configuration file.

· Add a method called PromptForLanguage to the SysConfig object.  If languages are defined in the configuration file, then this method will play the “languages.vox” prompt and wait for a keypress.  Only keypresses for valid languages (as specified in the configuration file) will be accepted.  After the caller has chosen a language, the path settings in the SysConfig object will be updated to reflect the new language settings.  The affected path properties in SysConfig will be SystemPath, PromptPath, PropertyPath, and AgentPath.  Update the current record of the CallActivity log with the chosen language.

· Modify the IncomingCall.WaitForIncomingCall method to call the m_SysConfig.PromptForLanguage method prior to playing the System Greeting.

· Modify the MenuSystem.Record_PropertyDescription and MenuSystem.Record_AgentDescription methods to include a language selection menu when multiple languages are defined in the configuration file. 

Database

· Add a field to the OnePlaceLog.CallActivity table named Language, type varchar(20), default to NULL.

· Modify the stored procedure sp_UpdateCallActivity to include a new optional parameter named Language, type varchar(20).  Add functionality to update the Language field in the CallActivity table in this stored procedure.

· Propagate these schema changes to all client IVR servers and to the OnePlaceLog database on SMK01WHS001.

Shipping Script

The following tasks will be completed to update the core software to support the multi-lingual features:

· Modify the code that ships agent and property voice files by adding “/e /xd purged” to the robocopy command lines.  This will cause the language subfolders to be shipped (if present), and will prevent the “purged” folder from being shipped.

· Modify the code that ships custom prompt voice files by adding “/e” to the robocopy command line.  This will cause the language subfolders to be shipped (if present).

Outstanding Issues

· This solution does not accommodate any automatic separation or sorting of scripts/remarks by language.  It is assumed that the voiceover talent would manually sort/voice scripts of differing languages.

Required Resources

One-time costs to add features to core:

IVR programmer:


24 hours @ $100/hour

$2,400
R&D design/review:


4 hours / 8 hours @ $150/hour
$1,800










----------

Total:

$4,200
One-time costs per language/gender:

Voiceover:



15 hours @ $30/hour


$450

Per-system costs:

Voiceover (per gender/language):
3 hours @ $30/hour


$90






First system total:
$4,740

Per Kevin Malloy, we will charge $2,500 for setup of the first multi-lingual system.

