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Notice

Information contained in this document is believed to be accurate and reliable at the time
of printing. However, due to ongoing product improvements and revisions, AudioCodes
cannot guarantee accuracy of printed material after the Date Published nor can it accept
responsibility for errors or omissions. Updates to this document can be downloaded
from https://www.audiocodes.com/library/technical-documents.

This document is subject to change without notice.
Date Published: August-17-2022

WEEE EU Directive

Pursuant to the WEEE EU Directive, electronic and electrical waste must not be disposed of with
unsorted waste. Please contact your local recycling authority for disposal of this product.

Customer Support

Customer technical support and services are provided by AudioCodes or by an authorized
AudioCodes Service Partner. For more information on how to buy technical support for
AudioCodes products and for contact information, please visit our website at
https://www.audiocodes.com/services-support/maintenance-and-support.

Documentation Feedback

AudioCodes continually strives to produce high quality documentation. If you have any
comments (suggestions or errors) regarding this document, please fill out the Documentation
Feedback form on our website at https://online.audiocodes.com/documentation-feedback.

Stay in the Loop with AudioCodes
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Related Documentation

Document Name

Voca Administrator's Guide

Voca Installation Manual

Voca Interaction Center Flow Designer User's Manual



https://www.audiocodes.com/library/technical-documents
https://www.audiocodes.com/services-support/maintenance-and-support
https://online.audiocodes.com/documentation-feedback
http://www.twitter.com/audiocodes
http://www.facebook.com/audiocodes
http://www.linkedin.com/companies/audiocodes
http://www.youtube.com/user/audioserge
http://blog.audiocodes.com/
https://techdocs.audiocodes.com/ac-voca/administrators-guide/version-10/
https://techdocs.audiocodes.com/ac-voca/installation-manual/version-10/
https://techdocs.audiocodes.com/ac-voca/flow-builder/version-10/
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Document Revision Record
LTRT Description

29023 Initial document release for Version 10.0.3

The latest software versions can be downloaded from AudioCodes' Services Portal
(registered Customers only) at https://services.audiocodes.com.

Software Revision Record

Software Revision Release Date

10.0.3 August 2022


https://services.audiocodes.com/
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1 Introduction

This document describes the release of Version 10 for Voca Cloud-based and On-premises
applications. This includes new features, known constraints, and resolved constraints.

& Updates to this document may be made due to significant information discovered
after the release or too late in the release cycle to be otherwise included in this
release documentation. You can check for an updated document version on the
AudioCodes website at https://www.audiocodes.com/library/technical-documents.

Solution Overview

AudioCodes Voca is designed to provide an innovative, next-generation service experience for
users interacting with company Workers, Agents and internal business lines using modern
Behavioral Routing and Conversational Al technologies.

By combining Voice.Al, IVR and Voice Networking, the Interaction Center solution by
AudioCodes features an advanced multi-language Conversational Al interface that instantly
automates IVR flows by using simple, intuitive voice requests over natural language, providing
robust support for a variety of Conversational IVR, Auto-Attendant flows and Self-Service use-
cases.

Coupled with Voca’s Conversational capabilities, the application also includes an intuitive No-
code Flow Designer, dedicated Worker (Agent) and Supervisor experience, CRM integration,
Skill-based routing, Real-time Dashboards and a set of Historical Reports, providing customers
with a complete all-round Interaction Center solution.

With flexible deployment and connectivity models, Voca can integrate with any PBX, Contact
Center or UC platform, allowing customers to manage CC, IVR, Auto-Attendant and Call Queues
in one centralized multi-tenant application that serves multiple voice platforms in parallel. The
solution is GDPR compliant and available from AudioCodes Cloud or On-Premises, offering rapid
deployment from zero-to-service in just a few days.

Voca for Microsoft Teams

Voca is now available as a dedicated, native application for Microsoft Teams, available directly
from the Microsoft Marketplace and AppSource. The application allows IT to manage its entire
voice ecosystem, including IVRs and Call Queues, all under the Teams hood.

Get the brand-new Voca app - Voca Conversational Interaction Center for Teams - today by
clicking here and build a Conversational IVR and Contact Center flow in just a few minutes!

Online Onboarding Experience

Voca is also available for a quick trial from the Web.


https://www.audiocodes.com/library/technical-documents
https://teams.microsoft.com/l/app/99085833-810a-4b1f-a0c4-7c21f57bf2d8?source=store-copy-link
https://voca.audiocodes.io/login
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Supported Languages

M English US

B English UK

B English (Australia)

B German (Germany)

B Spanish (Mexican/Multi-Dialect)
B Spanish (Spain Dialect)

Bl Spanish (US Dialect)

B French (France)

B Dutch (Netherlands)

B Portuguese (Brazil)

B Italian (Italy)

B Russian (Russia)

B Chinese (Mandarin/Simplified)
Bl Hebrew

B Hindi

B Japanese

Voca may support additional languages through Microsoft Azure Cognitive Services. For the full
list of all supported languages by Microsoft Azure, click here.

Customers that wish to request additional language support are advised to contact an
AudioCodes representative. The request will be forwarded and supported by the AudioCodes
Voca team.


https://docs.microsoft.com/en-us/azure/cognitive-services/speech-service/language-support
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2 Version 10.0.3

This section describes Version 10.0.3.

What's new in Version 10.0.3

This version includes the following new features:

General

B Teams Presence-based routing for Voca Contacts, Informal Agents and Call Queues

Teams Presence-based call routing leverages the Presence status of Voca contacts, to
determine whether a Teams user is available to receive an incoming call.

Presence-based routing logic for Voca contacts may be applied to Voca Call Queues, serving
a variety of internal desk use-cases such as IT Helpdesk, HR Desk, Sales, Finance,
Procurement or any other service desk that would like to provide high service standards
with accurate call routing methods.

Name* HelpDesk Team

Description HelpDesk Team Queue

Greeting Welcome to Help Desk -

Music on Hold Default -

Queue Members ©

Elad Sananes °

Allow Routing on Teams Presence Status % @ Available

O @ Busy

(O @ Do Not Distrb

Avway

O @ other
Routing Type Serial -
No Answer Timeout (Sec.) 30
Maximum Calls in Queue 50
When the maximum number of calls is reached

Action 1 Silent Transfer to Phone - Data +1264768695988

Maximum Wait Time (Min.) 20

When the maximum wait time is reached

Action 1 Go to menu - Data Main IVR -
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Teams Presence integration between the Voca Worker Application and the Teams Client

To provide precise reliability of Teams user’s availability, Voca now automatically sets the
Teams user’s status to ‘In a call’, whenever a Voca Worker is engaged with a call using the
Voca Worker Application. Once the Worker has ended this call, Voca updates this user’s
Teams Presence back to ‘Available’.

With this new capability, Voca ensures agents are unable to receive incoming calls from
within the organization whilst on a call with a customer.

Japanese and Hindi language support for the Voca Conversational Interface
Azure AD support for Voca Contacts synchronization
Pre-built Speech Inputs (EN US) as ready-made blocks within the Voca Flow Designer

The Voca No-code Flow Designer now includes pre-built Speech Inputs allowing seamless
gathering of common speech input types, that may be easily combined within a Voca call
flow. The pre-built Speech Inputs provided as part of this release include the following:

e Date (e.g., “July 1st, 2022")

e Numeric string - digit-by-digit (e.g., “+14842016113")

e Alphanumeric string - character-by-character (e.g., “1ABC234”)
e Credit card number (e.g., “4580070108368243")

e Credit card expiration date (e.g., “02/26”)

Using the pre-built Speech Inputs, Voca now supports an intuitive, no-code approach to
automating complex self-service IVRs, IVAs and other call flows that combine popular
entities such as dates, phone numbers, ID numbers, license plates, package codes, payment
information and more.

This release provides the above speech inputs for English US only, with additional language
support to be followed in future releases.

Actionable shift-based working hours set

Prompt file type convertor

HIPAA compliance

In addition to the existing GDPR Voca certification, Voca is now officially certified to meet
Health Insurance Portability and Accountability Act (HIPAA) compliance. This new
compliance is especially relevant for healthcare providers that look to incorporate
Protected Health Information (PHI) as part of the Voca service and namely, Voca call flows.

The new Voca GDPR and HIPAA certification is available here.


https://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&cad=rja&uact=8&ved=2ahUKEwjdxoO3xrz5AhUWwIUKHTHrDLQQFnoECA8QAQ&url=https%3A%2F%2Fwww.audiocodes.com%2Fmedia%2Ft1diri4p%2Fgdpr-and-hipaa-ready-notice-for-audiocodes-voca-solution.pdf&usg=AOvVaw0vjprfsBiT6ahnPyS29lQH
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International Headquarters
1 Hayarden Street,

Airport City

Lod 7019900, Israel

Tel: +972-3-976-4000

Fax: +972-3-976-4040

AudioCodes Inc.

80 Kingsbridge Rd
Piscataway, NJ 08854, USA
Tel: +1-732-469-0880

Fax: +1-732-469-2298

Contact us: https://www.audiocodes.com/corporate/offices-worldwide

Website: https://www.audiocodes.com/

Documentation Feedback: https://online.audiocodes.com/documentation-
feedback

©2022 AudioCodes Ltd.. All rights reserved. AudioCodes, AC, HD VolP, HD VolP Sounds Better, IPmedia,
Mediant, MediaPack, What's Inside Matters, OSN, SmartTAP, User Management Pack, VMAS, VolPer-
fect, VolPerfectHD, Your Gateway To VolP, 3GX, VocaNom, AudioCodes One Voice, AudioCodes Meeting
Insights, and AudioCodes Room Experience are trademarks or registered trademarks of AudioCodes Lim-
ited. All other products or trademarks are property of their respective owners. Product specifications
are subject to change without notice.

Document #: LTRT-29023
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