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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: June-22-2021 

 

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.  

Stay in the Loop with AudioCodes 

             

Abbreviations and Terminology 
Each abbreviation, unless widely used, is spelled out in full when first used. 

Related Documentation 

Document Name 

Voca Release Notes 

Voca Installation Manual 

Voca Administrator's Guide 

Document Revision Record 

LTRT Description 

26622 Initial document release. 
 

https://www.audiocodes.com/library/technical-documents
https://www.audiocodes.com/services-support/maintenance-and-support
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/


Quick Guide 6 Document #: LTRT-26622 

 Voca for Teams 
 

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.    

 

https://online.audiocodes.com/documentation-feedback
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1 Introduction  
AudioCodes Voca is an Agile Conversational Interactive Voice Response (IVR), designed to 
make calling delightful again! 
Voca seamlessly connects to Microsoft Teams, enabling organizations to maintain all legacy 
IVR features while upgrading their main line with an advanced voice-driven experience – 
directly through Teams. 
Backed by a powerful self-serve Advanced Mode interface, offering multi-tenancy support 
and a rich reporting and analytics features, Voca enables users to manage their entire voice 
ecosystem, including IVRs, all under the Teams hood. 
With the innovative Voca app for Teams, users can build their own Conversational IVR in 
less than five minutes and instantly upgrade their calling experience, letting their callers talk 
from start to finish. 
For more information on how you can enjoy Voca beyond your trial period, send us an email 
at support@audiocodes.com. 

1.1 About Us  
The Voca for Teams application was designed as an onboarding tool to help users get a 
quick taste of the full Voca experience. The tool was built for any end customers – or partners 
that wish to onboard their end customers – to give a first impression of what Voca can do 
within the Microsoft Teams voice ecosystem. 
The app offers a 60-day free trial period, during which users can enjoy all Voca has to offer, 
including the feature-rich Advanced Mode portal. 
During the trial period, our Voca experts will stay in touch with you to guide you through the 
wizard, answer any questions you may have, and help you create your journey to full Voca 
production. 
At the end of the 60-day trial, your created IVRs and Advanced Mode access will be disabled. 
We will keep your information safe for another 14 days, after which we will permanently 
delete them to comply with data security regulations. 
Please feel free to contact us at any point before, during or after your trial period.  
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2 Adding the Voca App to Teams 
To integrate Voca with Teams, you need to add the Voca app to your Teams client. 
Accessing Voca through Teams is done using Single Sign-on (SSO) authentication, meaning 
you are automatically logged in to your Voca account using the same credentials as your 
Microsoft Office 365 account. 

 To add the Voca app to Teams: 
1. On your Teams side panel, click Apps, and then search for the Voca app: 

 
2. Click the Voca app; the following dialog box appears: 
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3. Click Add; the Voca app is added to your Teams side panel; you will automatically be 
redirected to the app log in screen: 

 
 

4. Pin the Voca app to your side panel by right-clicking the app’s icon, and then choosing 
Pin from the drop-down menu.  

5. Once pinned, the Voca app icon will always appear on the side panel whenever you 
open your Teams account. If you don't pin the app, you will need to select the app using 
the three dots on the side panel each time you want to use it. 
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3 Viewing the Voca App in Pop-out Window 
You can view the Voca app in a pop-out window instead of within your Teams client window. 
Just click the Pop-out app icon, which is located near the top right corner of the Voca app, 
as shown below: 
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4 Creating Your First Voca IVR 
After your first login, you will be automatically redirected to the Create new IVR window, 
where you will be asked to name your first IVR. 

 
 
 

 

Note: Make sure you choose a name that will help you quickly locate it at a later stage 
– e.g., “New York HQ departments”. 
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5 Choosing the IVR Type 
After naming your new IVR, decide whether you want it to be a simple touch-tone (DTMF) 
IVR, or an advanced Conversational IVR with Voice Recognition support. 

 
 

 

Note: We strongly recommend you choose Conversational IVR to get the full Voca 
experience, and discover how a simple, automatic voice interface can truly upgrade your 
main line calling experience for customers. 
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6 Building and Configuring Your 
Conversational IVR 
The procedure below describes how to build and configure your Conversational IVR. 

 To build and configure your Conversational IVR: 
1. Click Conversational IVR from the options displayed, and then click Next. 

 
2. Select your Conversational IVR’s language from the displayed options, and then click 

Next. 
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The language you choose here determines how Voca will interact with your callers and 
recognize their voice requests. To ensure the best possible performance, choose the 
language that you and most of your callers use natively. 
In Voca Advanced Mode, you will always be able to tweak and optimize the coverage of 
different accents or pronunciations your callers might be using. 

 

 

Note: If your language does not appear in the displayed options, click “Didn’t find your 
language?” and let us know which language from the Microsoft Azure Speech Services 
supported languages you would like to see next in Voca. 

 

 
Until then, choose one of the other supported languages, or choose to build a 
touch-tone (DTMF) IVR instead. 

3. From the Choose Country drop-down list, select the country you would like your IVR to 
be available from, and then click Next. 
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Note: Your local access number for this IVR will be generated based on your selection 
here, so make sure you choose the country your callers will be calling to and from. 

 
4. Add your IVR destinations in the destination box. Destinations are usually departments, 

branches or teams your callers typically ask for, such as Human Resources, Sales or 
Customer Service. 

 
As you can see, we have added some popular destinations that may be relevant to your 
business as well. 

 To add a new destination: 
1. On the Add IVR destinations screen, enter the name of the destination, and then click 

Enter.  
2. If you want to delete a destination, simply click the x sign next to it. 
 

 

Note: You will be able to continue editing these destinations in the next step of the IVR 
builder, including changing their names, adding new ones and deleting those that are 
no longer relevant. 

 
3. Set the Automated Information destinations. Voca allows you to set a few destinations 

that will not simply transfer the call to an extension, but rather trigger a playback 
message or automatically send an SMS to the caller. This Automated Information 
feature is best used for general requests such as opening hours, address and navigation 
queries, checking package tracking status, or anything else you can think of that will 
help take the pressure off your receptionists. 
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 To add a new automated information destination: 
1. On the Add IVR destinations screen, click the AUTOMATED INFORMATION button, 

and then click Enter.  
2. If you want to delete a destination, simply click the x sign next to it. 
 

 

Note: You will be able to continue editing these destinations in the next step of the IVR 
builder, including changing their names and triggered action, adding new ones and 
deleting those that are no longer relevant. 
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7 Configuring Destinations for Call Transfer 
The procedure below describes how to configure destinations for Call Transfer. 

 To configure destinations for Call Transfer: 
1. Choose the destination you wish to configure and edit it by clicking on it; the right-side 

panel displays its details. 

 
2. In the configuration panel, you will be able to change the destination name, insert the 

relevant extension number and add aliases to the destination.  
3. As you can see, we have added some popular aliases that may be relevant to this 

destination.  
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 To add a new alias: 
1. Under Aliases, enter the name in the box, and then click Enter.  
2. If you want to delete an alias, simply click the x sign next to it. 

 

 

Note: Aliases exist to make sure Voca understands and covers what people may say 
to reach this specific destination. For example, to contact the Support department, some 
callers may ask for “Customer Support” and/or “Support tickets”. By defining these as 
aliases for the ‘Support’ destination, you can make sure that callers using the different 
terms will be smoothly transferred to the right department. 

 
3. If you want to remove a destination from your IVR, click the trash icon near the top right 

corner. 
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8 Configuring Destination for Automated 
Information Requests 
The procedures below describe how to configure destinations for Automated Information 
Requests. 

 To configure destinations for Automated Information Requests: 
1. Choose the automated information destination you wish to configure and edit, by 

clicking on it. Once selected, the right-side panel displays its details. 

 
 

2. In the configuration panel, you can change the destination name, choose and edit the 
action it triggers and add aliases to this destination.  

3. If you configured the destination to play a prompt when triggered, this is where you can 
add the relevant recording. 

4. You can upload an existing one from your computer by dragging and dropping or by 
browsing and selecting it. 
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Note: The Voca app supports WAV and MP3 files only, up to 2MB in size. Alternatively, 
you can record a new file directly through the app. 

 To add a new alias: 

• Type the name in the box, and then click Enter.   

 To delete an alias:  

• Click the x sign next to it. 
 

 

Note: Aliases exist to make sure Voca covers and understands what people may say 
to reach this specific destination. For example, for “Address”, some callers may ask for 
“Directions” and/or “Navigation”. By defining the these as aliases for the ‘Address’ 
destination, you can make sure that callers using the different terms will be correctly 
associated with the same general information request.  

 To record a prompt through the app: 
1. Click the red recording icon. 

 
2. Click the red circle once you are ready to start recording your prompt. 
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3. When you have finished recording the prompt, click stop recording.  

 
4. You can listen to the recording you just created by clicking play. You can delete it and 

start over by clicking the trash icon next to it. 

 
 

5. If you configured the destination to trigger an SMS, this is where you will be able to type 
in the text you want the caller to receive. 
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Note: You can always change the trigger action for automated information destinations. 
However, if you choose to change the trigger action after uploading/recording a prompt, 
or typing in the SMS content, please keep in mind that the existing prompt or SMS will 
be deleted. 

 
6. If you want to delete the entire destination from your IVR, just click the trash icon near 

the top right corner. 
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9 Configuring the Operator (Fallback) 
Destination 
The Operator destination is a mandatory one and is defined as a fallback option. Calls are 
automatically transferred to the operator in cases where no answer or request was provided 
by the caller. Callers are also able to press 0 to reach the operator. 
In the configuration panel for this destination, you are only able to add the extension number.  
 When configuring all your destinations, click Next. 
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10 Building and Configuring your Touch 
Tone (DTMF) IVR 
The procedure below describes how to build and configure your touch tone IVR. 

 To build and configure your touch tone IVR: 
1. Choose Touch Tone (DTMF) IVR from the options displayed. 

 

 
2. Choose the country you would like your IVR to be available from using the drop-down 

menu. 

 
 

 

Note: Your local access number for this IVR will be generated based on your selection 
here, so make sure you choose the country your callers will be calling to and from. 
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3. Start adding your IVR destinations in the displayed table.  

 
4. Each line represents a different destination and its relevant digit number. Destinations 

are usually the departments and teams your callers ask for, such as Human Resources 
or Sales and Customer Service. 

 

 

Note: The Operator destination is a mandatory one and is defined as a fallback option. 
Calls will be automatically transferred to the operator in cases where no answer or 
request was provided by the caller. Callers will also be able to press 0 to reach the 
operator. 

 
5. Choose the destination number you wish to configure and edit by clicking on it.  
6. Once clicked, you will be asked to define the type of the destination:  

• Transfer Call 
• Send SMS  
• Play Prompt 
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a. Transfer Call: Insert the extension number in the number box and choose the 
relevant country. 

 
b. Send SMS: Insert the SMS content you would like to send to the caller when 

reaching this destination. 

 
 

c. Play Prompt: Choose whether you would like to upload an existing prompt, or 
record a new one directly through the app. 

 
7. When uploading an existing prompt from your computer, you can Drag and drop or 

Browse. 
 

 
Note: The Voca app supports WAV and MP3 files only, up to 2MB in size. 
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 To record a prompt through the app: 
1. Click the red recording icon. 

 
2. Click the red circle once you are ready to start recording your prompt.  

 
3. When you have finished recording the prompt, click stop recording. 

 
4. You can listen to the recording you just created by clicking play or delete it and start 

over by clicking the trash icon next to it. 

 
 

 
Note: You can always change the destination type by clicking on its name. 

 
 

 

Notes:  

• If you want to change the digit number associated with a certain destination, simply 
drag and drop it in the desired line. 

• You can always change the destination type by clicking the type icon and choosing 
a new one from the drop-down menu. 
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5. If you want to delete the entire destination from your IVR, roll-over the relevant 

destination and click the trash icon near the top right corner.  
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11 Creating and Uploading Welcome 
Greeting 
The last stage before completing your IVR is creating a welcome greeting your callers will 
hear when dialing in. Choose whether you would like to upload an existing prompt from your 
computer or record a new one directly through the app. 

 
 
 

 To create a recording: 
1. You can use an existing prompt from your computer by Drag and drop or clicking 

Browse. 

 
 

2. Once your file uploads successfully, you can listen to it by clicking the Play button. 
3. If you wish to remove the uploaded file and choose a different one, click the x next to 

the name of the file. 
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4. If you are happy with your recording, click Done. 
 

 
 

 
Note:  The Voca app supports WAV and MP3 files only, up to 2MB in size. 

 

 To record a prompt through the app: 
1. Click the red recording icon. 

 
2. When you have finished recording the prompt, click Stop recording. 
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3. You can listen to the recording you just created by clicking play or start over by clicking 

record again. 
4. If you are happy with your recording, click Done. 
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12 Sharing IVR Summary Page 
The IVR Summary page is designed to help you test your new IVR by having a run-through 
of the IVR access number, destinations and their aliases organized in one single place. You 
can also share this IVR summary with others. 

 To share the IVR Summary page: 
1. After you complete the IVR builder stages, you will be redirected to the IVR Summary 

page. 

 
 

 

Note: The IVR configuration may take a few minutes. Even if you leave the app, we will 
let you know once it is ready via email. You will be able to access your IVR summary at 
any time to test the IVR. 

 
 

 

Note: Click the share icon near the top right corner to quickly share the new IVR details 
and summary with colleagues. 

 
2. Your IVR access number is displayed on top of the page. 

 
This is the number you need to call to try out the IVR you just created! 
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Note: To quickly make your Voca IVR available to callers, you can use a simple call 
forward rule between your main line and the Voca access number. 

 
3. Access the Voca Advanced Mode by clicking Go to Advanced Mode. 

 
 

For more information about what you can do in Advanced Mode, see the Voca Advanced 
Mode Management Interface section of this guide. 
 

 

Note: Once you edit your IVR in the Advanced Mode portal, not all changes made 
through it are reflected in the IVR Summary page. Make sure to always go back to 
Advanced Mode for the latest configuration details. 
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13 Accessing and Creating IVRs 
The Voca app allows you to create up to 20 IVRs during your trial period. These IVRs can 
be of different types (Conversational or Touch-tone) and using different languages. 

 To access your previously created IVRs: 
1. Log in to the app. 
2. Open the Select an existing IVR window. 
3. Choose the IVR you wish to explore. 

 
4. If you wish to create additional IVRs, you can do so from the Select an existing IVR 

window by clicking on the + sign. 
5. Clicking on the + sign will take you to the Create new IVR window where you will be 

asked to give your new IVR a name. 
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Note: Clicking on a completed IVR will automatically take you to the Voca Advanced 
Mode. To go back to the wizard, click Log Out and then sign in again to the app. 
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14 Voca Advanced Mode Management 
Interface 
Voca’s Advanced Mode is a self-serve management portal, where you can fully manage, 
optimize and operate your IVRs. 
The Advanced Mode offers advanced call flow configuration, unlimited destinations including 
organizational contacts, and full access to detailed IVR reports and voice analytics. 
Through Advanced Mode, you can also choose to fully connect Voca to your existing 
telephony system. 
For more details about Voca’s Advanced Mode visit our extensive Administrator's Guide. 

 
 

 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 

https://techdocs.audiocodes.com/ac-voca/administrators-guide/version-800/Default.htm
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