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 Interactive voice response (IVR) is a 

technology that allows a computer to 

interact with humans through the use of 

voice (voice recognition) and Dual-tone 

multi-frequency signaling (DTMF) tones 

input via keypad. 



 Each interaction includes at least two 

parties, In case of an IVR system the 

interaction is between the end user and 

the IVR system. 

 There are a number of possible action 

while interacting with an IVR system that 

includes user input types and system 

responses. 

 



  Key press (DTMF). 

  Voice in put (Voice recognition 

tools). 

  Voice recoding. 



  Playing a sound file. 

  Text to speech. 

  Playing a sound file & waiting for 
input. 

  Sending a SMS. 

  Routing the call to a phone. 

  Routing the call to a call queue. 

  Routing the call to a different menu. 

  Calling a script. 

 



  Auto attending. 

  Voting pull. 

  Survey. 

  Product validation. 

 

 



  Information gathering. 

  Categorizing the information. 

  Making the flow chart.  

  Making the text scripts. 

  Recording the voice prompts. 

  Configuring the IVR system. 

  Uploading the sound files. 

  Testing your IVR system locally. 

  Connecting the system with operators. 



Information gathering: 

 The client wanted to have a solution where a 
limited group of people can share knowledge. 

 The idea is that one of the group members 
may ask a question or share a topic. 

 Other group members receive a notification 
SMS. 

 They can call and listen to the question, say 
something about the question, and listen what 
others said about the question. 

 

 

 



Categorizing the information: 

 Posts. 

 Comments. 

 20 post per day. 

 20 comments per each post. 

 Listening/leaving a comment. 

 Listening/leaving a post. 

 

 

 



 

 

 



Making the text scripts: 

 For leaving a post or comment press 1 

and for listening to a post or comment 

press 2. 

 For leaving a post press 1 and for leaving 

a comment press 2. 

 For listening to a post press 1 and for 

listening to a comment press 2. 

 

 

 



Recording the voice prompts: 

 Record the voice prompts. 

 Edit the voice prompts. 

 Make it multiple file as required.  

 Change the format as required. 

 

 

 



Configuring the IVR system : 

 Depending on the IVR application you use 

you need to configure your IVR system to. 

 Record a post/comment. 

 Tag the post and comments with the 

correct date and time. 

 Play a post/comment. 

 Send a trigger to the SMS system. 

 

 

 

 

 



Uploading the sound files: 

 Depending on whether you use static path 

for IVR voice prompts or dynamic path. 

Upload the files on the appropriate 

folder(s). 

 

 

 



Testing your IVR system locally: 

 Depending on the IVR application you use 

you there are a number of soft phones 

that make you able to call the system and 

test your configurations. 

 

 

 

 



Connecting the system with operators: 

 GSM gateways. 

 E1 media gateway. 

 

 

 

 

 

 

 



GSM gateways: 

 

 

 

 

 

 

 

 



E1 media gateways: 

 

 

 

 

 

 

 

 




