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Summary
This guide provides steps for completing common tasks in the Genesys softphone system.
This document will change to reflect system changes.

Logging In
1. In a Chrome browser window, go to Company.genesyscloud.com
2.

Click the Agent Desktop tile.

3.

Login with your Company email address (all lowercase letters).

If you receive an error at login, make sure the Genesys softphone application is running
on your computer.

Setting a Status
1. Click on your name in the top-right portion of the Genesys window.

2. Choose the appropriate status from the dropdown menu:
1. “Ready”: When you are ready to take calls.
2. “Not Ready - [Reason]”: When you cannot take a call.
1. “Not Ready - Case Management”: When you
are doing email work.
2. “Not Ready - Break”: When you are on a 15minute break.
3. “Not Ready - Restroom”
4. “Not Ready - Lunch”
c. “After Call Work”: When you are completing post-call
work, such as setting a Disposition after the call wraps
up or finishing a case in Salesforce.
1. Your status automatically changes to “After
Call Work” when a call has ended. After 30
seconds, your status changes back to “Ready.”
d. “Log Off”: When you are done working for the day.
Only use this status when your shift is finished. Use “Not
Ready” statuses for all other reasons.
e. Adherence is measured by your Genesys status; always be sure to use the
correct status.
f.

If you are unsure which status to choose, please ask a supervisor.

Answering a Call
1. Your phone will automatically answer incoming calls when your status is set to
“Ready.”

2. Two indicators will alert you to an incoming call:
a. You will see a Genesys call notification pop up in the bottom-right corner of
your desktop.
b. You will hear a ring in your headset.
3. Your phone will automatically connect to the call after you hear the ring.
4.

Genesys will show the call screen when you have answered a call. This screen
includes information about the call, including how it is skilled and queued.

Adjusting Call Volume
Adjusting the Speaker
1. Click on the speaker icon at the top of the call screen.
2. Use the volume slider to raise or lower the volume.

Raise the speaker volume if you cannot hear a caller.

Adjusting the Microphone
1. Click on the speaker icon at the top of the call screen.
2. Use the volume slider to raise or lower the volume.

Raise the microphone volume if a caller cannot hear you.

Transferring a Call
Cold Transfer
1. For a cold transfer, click the Instant Transfer button at the top of the call screen.

2. Start typing the name or phone number of the Company employee/supervisor to
whom you are transferring the call.

3. If the person is available, you will see a phone button beneath their name. Click the
phone button beneath their name to transfer the call.

4. The caller will immediately be transferred to the Company employee/supervisor.

Warm Transfer
1. For a warm transfer, click the Consult button at the top of the call screen.

2. Start typing the name or phone number of the Company employee/supervisor to
whom you are transferring the call.

3. If the person is available, you will see a phone button beneath their name. Click the
phone button beneath to initiate the Consultation request.

4. You will be connected to the Company employee/supervisor when they accept the
consultation request. The caller will automatically be put on hold.
5. Click the Hold/Unhold button to switch back to your original call. You can use this
button to toggle between the two calls.

6. Click the Disconnect button to end the consultation and get back with the original
caller.

7. If you want to connect the caller and the Company employee/supervisor on the
same call, click the Instant Conference button.

8. The Company employee/supervisor you have on the line will appear in the Active
Consultations section beneath the search bar. Click the phone icon beneath their
name to conference them onto the line with the original caller.

9. Click the Disconnect button to leave the call. The caller and the Company
employee/supervisor will remain on the line together.

10. If you need to stay on the line with the caller and remove the Company
employee/supervisor from the call, look for the contact on the left side of the screen
under Case Information.
11. Click the Party Actions button (three vertical dots to the left of the contact).
12. Then choose Delete from Conference from the drop-down menu.

Transferring to Voicemail
1. To transfer a caller directly to a supervisor’s voicemail, click the Instant Transfer
button at the top of the call screen.

2. In the search bar, type in "+1" and then the supervisor’s phone number, including
the area code. For example: +13141234567

3. Click the phone button beneath the supervisor’s name to transfer the call.

Re-queuing a Call
1. Click the Instant Transfer button at the top of the call screen.

2. Click the Star button to access Corporate Favorites.

3. Choose the appropriate queue from the Corporate Favorites list.

Using the Language Line
1. Click the Consult button at the top of the call screen.

2. Click the Star button to access Corporate Favorites.

3. Find the Language Line from the Corporate Favorites list. Click the phone button
beneath the Language Line title to dial.

4. Click the dialing pad icon at the top of the call screen to access numeric keys for the
automated Language Line menu.

5. Once you have the Language Line translator on the line and are ready to bring the
caller on, click the Instant Conference button at the top of the call screen.

6. In the Instant Conference menu under “Active Consultations,” you will see the
Language Line contact. Click the phone icon beneath the contact to instantly
bring the original caller on the same line with you and the Language Line translator.

7. If you need to disconnect the Language Line and stay on the line with the caller, you
can delete the Language Line from the Conference. Go to the Case Information
section and find the Language Line contact listed below the ConnID.
8. Click the Party Actions button (three vertical dots to the left of the contact). Then
choose Delete from Conference from the drop-down menu.

Putting a Call on Hold
1. Click the Hold/Unhold button at the top of the call screen.

2. Note these interface changes when you place a caller on hold:
a. The Hold/Unhold button changes from a phone with a clock icon to a phone
with a triangle icon.
b. The call time changes to hold time.

c. The hold time icon is wrapped in a ring of colors that change from green, to
yellow, to red as the time on hold gets closer to 2 minutes. Red indicates it is
time to check in with the caller.

3. Click the Hold/Unhold button again to take the caller off hold.

Making an Internal Call
1. Before making an internal call, change your status to “Not Ready” with the
appropriate reason.
2. Click the Team Communicator button in the left side of the Genesys window.

3. In the search bar, type in the name of the employee you want to call. If the
employee is available for a call (in “Ready” status), hover over their name and click
the phone icon beneath the name to connect.

4. If the employee has not yet transitioned to Genesys, they will not come up in a
search. In this case you would type their direct phone number into the search bar
using this format: "+1" and then the number. For example: +13141234567

5. When the number appears below the search bar, mouse over it and click the phone
button to dial.

Making an Outbound Call
1. Set your status to “Not Ready - Outbound.”
2. Click the Team Communicator button in the left side of the Genesys window.

3. In the search bar, type in "+1" and then the number you are dialing. For example:
+13141234567
4. When the number appears below the search bar, mouse over it and click the phone
button to dial.

5. If you see a pop up asking to choose a “caller identification,” choose any number
from the dropdown list and click Continue.

Redialing Outbound Calls
1. To quickly redial an outbound call you previously made, click the Team
Communicator button in the left side of the Genesys window.

2. Click the square clock icon beneath the search bar to find recent outbound calls.
3. Click on the contact to dial.

Conferencing Outbound Calls
1. Follow the steps for making an outbound call.
2. Once the first call is established, click the Consult button to connect to the third
party.

3. If the third party is an external contact, type the number into the search field (be
sure to use the +1 prefix before the area code).
4. If the third party is an internal contact, type in the name into the search field.

5. Click the phone icon below the contact. This will put the original caller on hold and
will initiate a private call to the third party.

6. After you have consulted with the third party, click the Conference button to bring
both parties on the same line.

7. Again, search for the third party in the Conference transfer menu (or click the
square clock icon below the search field to redial the external number).

8. Click the phone icon beneath the contact to bring both parties onto the same call.

Setting a Disposition and Closing the Call Tab
1. Go to the Disposition list on the call screen. It is always available below the call
information, even when a call is ongoing.

2. Choose a Disposition from the dropdown menu that matches the call or type a
Disposition name into the Quick Search bar.

Find a full list of Dispositions in Google Drive. If you are unsure which Disposition to
choose, please ask a supervisor.

3. Close the call tab.
a. You can only close a call tab after you have chosen a Disposition. After each
call, choose a Disposition and close the call tab. Avoid leaving tabs open
when calls have ended.

Ending the Day
1. Click on your name in the top-right portion of the Genesys window.
2. Choose “Log Off” from the list of statuses.
a. Only choose the “Log Off” status when you are done for the day.
3. Click the agent icon located to the right of your name at the top of Genesys window.
4. Choose Exit from the dropdown menu.

FAQ
“Why am I getting this error when I try to log in?”
If you get the error “Cannot connect to the softphone” (see Error A image below), make sure
the Genesys softphone application is running on your computer. Look for the Genesys icon
in the taskbar at the bottom of your desktop. If you do not see the icon, follow these
steps:
1. Click on the Windows start menu
2. Start typing the word “Genesys.”

3. Click Start Genesys Softphone to open Genesys.

4. Now the Genesys icon should appear in your Windows taskbar.

5. Try logging in again.
6. If you still get an error, please contact your team lead or supervisor.

Error A:

If you get the error “User [your Company email address] does not have the privileges to log
in” (see Error B below) check that you have entered your email address correctly, with all
lowercase letters.
Supervisors, make sure you have added the .sup extension to the end of your email
address. If you still cannot login, contact your team lead or supervisor.

Error B:

If you are asked to enter a password, ensure that you have entered in your email address
correctly. If you still cannot login, please contact your team lead or supervisor.

“How do I document a dropped call/find the ConnID?”
Find the ConnID in the middle of the call screen, under Case Information. The ConnID is a
unique identification code tied to each call; it can be used to investigate the cause of a
dropped call.

“What if I close my Chrome window?”
Your status will be set to “Not Ready.” Open Chrome and log back in. Set your status back
to “Ready” to continue taking calls.

“What if I don’t see something I need on my screen?”
Please let your supervisor know if your Genesys screen seems to be missing something you
need to do your job.

“Where are my stats?”
You can find your stats in the Genesys Dashboard. Click Contacts at the top of the screen
(to the left of your name).

“Can I join a Google meeting with the headset I use for Genesys?”
Yes, but you should not dial into the meeting using Genesys outbound calling. Instead, you
should click the Google meeting link and then click the “Join now” button to use your
computer audio. For privacy reasons, you should not dial into a Google meeting using the
Genesys outbound calling feature.

