MIRATECH
TRAINING - AGENTS

April 2024

]
- o0

(N X X )

M e o



Topics

. How to log in on the platform

. General Overview: Genesys Cloud

. How can | know and change my status

. How to select a phone, set an audio profile and other preferences

. Receive an inbound call — naotification, how to answer, what is the script

. Do a transfer or consult during a call

. How to make a call

. How to look at my past interactions
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How to log in on the platform

1. To access Genessys Cloud, 2. Click at “More Login Options” to specify the

Use the web address: organization name: “ABC”, and than click
https://apps.usw2.pure.cloud “Next”.

&), Genesys Cloud.

3. Click on the Microsoft Icon to log in with your
2. Confirm that Alleviate credentials
region is “

n

=] \

a Password - ' = Email Address
g ABC

@ Password [ Change Organization ]

Login @ Americas (US West) [change]
Forgot Your Password? Log In

Forgot Your Password?

@ Americas (US West) [change]

More Login Options

B Microsoft

e £ Use Always Latest Chrome or
% Firefox Version
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Overview / Admin Home

Genesys Cloud Admin

People & Permissions Contact Center

People Queues

Analytics

Architect

Data Tables

General overview

Routing

Disconnect Interactions
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General overview

If you find yourself in a page and do not understand what it means, always try to click
at for contextual help:

Performance ~

006
- Help Q wes
Activity Perfon O Help Q o oo B m

» Filter by External Contact -
Q « September 29,2
offer Answe.. Aband. ASA Servic.. AvgW.. AvgHa. # 7“? Queues Pel:fo rmance Available columns
2 4 . Summary view
8 955 0% 10s 33% - 11s 11s Your customizations determine which metric columns the view

shows

Select Language « B
* Available columns

0O Name ~ offer Answe.. Aband ASA Servic Avg W, AvgHa.. #
O IT Help Desk - APAC - - EE - -
O 1T Help Desk - EUC - -- R - . Prerequisites Performance
The following permissions:
oo 2 0% [
@ RERRE=EISTED & 50% i 80% & = Analytics > Conversation Aggregate > View Search: I:l
IT Help Desk - Global L 2 037 » Analytics > Data Export > All ’
=] 2 . - - 26s T . Di :
Service Desk 100% £0% E:‘l:‘j Directory > User > View Column & Description
IT Help Desk - NewCo * Routing > Queue > View
0 o o= = 3 . -
Migration Support + Ul> Supervisor Queue Details > View Abandon The percentage of offered interactions in
O IT Help Desk - VIP - - - - - - - To see survey columns and data % which the customer disconnected before
3 . 100% connecting with an agent. The abandon
O IT Help Desk EMEA EN 2 — 10s a0 10s 11s * Analytics > Survey Aggregate > View rate can identify queues that require
e = CEE RS xeviEombdUien extra staff to handle interactions in a
(O IT Help Desk EMEA FR - -- - - - - timely manner.
) IT Help Desk EMEAGE - o o o Calculated by: (Abandoned Count /
Ta see current and past metrics and data for queues, click TrEiE 1o
< - - - - fered Count) *
O ITHelp Desk EMEA T Performance > Queues. Customize the view with filters and .
O J#Help Desk EMEA SP - -- - - o= o - column controls

» Feature availability for users from ancther

o platform

For more information about a specific queus, click the queue’s -
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How can | know and change my status

Directory ~

@ View Public Profile

Available
9 Marthasville, Missouri

Test User

Title | Department

&6 What's on your mind? ”

©

= Add new section

Contact Information Edit
Main Email

test@test.com

Work Phone

ext. 9998 Primary Voice
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How can | know and change my status

If you are in any of

these statuses,

you are NOT on ® Available
gueue and cannot 525

take any Busy test
ACD/Queue calls,
etc. Use these Away Zimmer Biomet
when you are off Break
qgueue.
Meal
Meeting
Training
testWebRtc
Out of Office Preferences Logout
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How to select a phone, set an audio profile and other preferences

& Available
25m 44s

Busy | test Preferences Desktop Notifications
Away Zimmer Biomet [J allow Pop-up Notifications
Biaak Notifications Send test notification
Meal
Password
Meeting
Training Voicemail PIN
[}
| /( No phone selected Select Phone » Language
Sound
Out of Office Preferences Logout
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How to select a phone, set an audio profile and other preferences

Preferences Audio Device Profile

Notifications

14
L

Preferences Audio Device Profile Password

Preferences Audio Device Profile

Hus

System Default

B R *% Use Computer setings v % Use Computer settings A Voicemail PIN
Notifications Notifications «  System Defautt
P ystem Delaul
. Language
Password Volume settings Password Use Computer settings L
i i ) ; Sound A
Voicemail PIN System Default " Voicemail PIN New Profile = System Default
Language Language
Q N Cancel
Sound
Q¢ s
olume settings
[ 3 s
System Default ~
2 ]
Q >

<

Advanced Mic Settings Advanced Mic Settings

4

I

| 4

Reference Links:
https://help.mypurecloud.com/articles/create-a-new-audio-profile/
https://help.mypurecloud.com/articles/set-your-genesys-cloud-sound-level-preferences/

Reset All

anced Mic Settings v
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How to select a phone, set an audio profile and other preferences

. In case you see this: . 4 h

« You will need to manually pick your phone to able to receive and make calls, to do
that, follow above steps clicking on green highlighted:

," No phone selected Select Phone )

} Phone Details
Your Device for Calls

Reference Link:
https://help.mypurecloud.com/articles/select-

phone/

Select Phone

webrtc_test@test.com
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Receive an inbound call

You need to be on onQueue status to receive those )

B = s

Profile

Interaction T

Interaction $

oS
Conversations [ AN o Lucas Arruda ]

Lucas Arruda cEE A A | S R E @ =

. . Profile
Interaction Details
+ Create New

Queue Name:

[T R

Reference link:

Interaction Type: Call ‘ et
https ://h e | p L] myp u reC | O u d L] Interaction State: Connected 6095464:dléf:ah1h496ab59‘|@zw.. X
com/articles/receive-

Queue Name: IT Help Desk - APAC

No matching search results

calls/

Customer's Number:
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Receive an inbound call

Not Responding Status

—

You are currently "Mot Responding"

Make eligible for interactions Go off queue

Reference link:
https://help.mypurecloud.
com/fags/what-does-not-
responding-mean/
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Do a transfer or consult during a call

Toll Free (7 ee
Ve
Conversations *® oL o +1 833-425-1557 E
Toll Free A T | I ’ =~

. . Profile
Interaction Det

+ Create New

Interaction Type:
Locate and link contact

Interaction State: +1 833-425-1557 X

Queue Name: esk - APAC
No matching search results

Customer's Number: tel+18334254557

\ _ Toll Free 7
Conversations ® L o +1833-425-1546

Toll Fres R | R
Interaction Transfer

Interaction Ty Lucas Arruda % |

o o . arma o
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How to make a call

(LUl Conversations ¥4 Make Cal

Both fields are required

IT Help Desk- APAC % Q
Start a new +1833-4251557 % Q
interaction Please enter a number or contact

Go On Queue to

on begin accepting new
=
interactions

Open dialpad

Conversations # L

oll Free
+183 51557
[]

Interaction Details

Toll Free

Reference link:
https://help.myp

+ Create New

U re C I O U d . CO m/ar inieraction Type: - Locate and link contact
tl C | eS/D | ace - a_ Interaction State: Connected +1 8334251557 X
Ca”'on'behalf- Queue Name: IT Help Desk - APAC

No matching search results
Of_a-q Ueue/ Customer's Number: tel: +18334251557
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How to make a call

Convenience Setting — Prepopulate Last-Used Queue

Conversations i Preferences for Interactions 3
Queues
] Prepopulate queue field with last used
gueue.
Media Controls
On Queue

¥+ Use Computer settings -

Device Volumes
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How to look at my past interactions

My Queues Activity

B Reference Link:

(3 g -
@ ... https://help.mypur
Name ~ Waiting Interactions Service Level % On Queue Off Queue Interactin eC | O u d . CO m/arti Cle
Interval/Day
o0 s/my-queues-
IT Help Desk - APAC 0 0 0% 0% % 0 0 0 0 R i
o activity-view/
e0 =
IT Help Desk EMEA EN 0 0 - - 0 0 0 0
o0
e0
IT Help Desk EMEA FR 0 0 s - 0 0 0 0
o0
o0
IT Help Desk EMEA GE 0 0 - - 0 0 0 0
o0
e0
IT Help Desk EMEA IT 0 0 s - 0 0 0 0
o0

IT Help Desk EMEA SP 0 0

e0
- - 0 0 0
I o0
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How to look at my past interactions

My Performance - Performance

‘erformance Statuses

+ September 2021 »

nnnnn andle Avg Handle Avg Talk Avg Hold

Selecta’columnzin:the summary; row,

nterval ~

Sep 1,2021

nnnnn

Sep 2,2021
Sep 3,2021
Sep 4,2021

Sep 5,2021

Sep 7,2021

Sep 8,2021

o | ﬁ | | | | | Reference Link:
: ' ' ' ' ' ' ' https://help.mypur

ST ﬁ ﬁ | | | | ﬁ ecloud.com/article

Sep‘l‘\:202‘l B 5 - - . . B . S/m!{_
o ﬁ ﬁ ﬁ ﬁ ﬁ | | performance-
Sep 14,2021 - - - - . : : - VI eW/
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How to look at my past interactions

My Performance - Statuses

4 September 2021

Idle Not Responding Off Queue

Interval = Logged In 0On Queue Idle Mot Responding Off Queue h +

Sep 1,2021

Sep2,2021
Sep 3,2021
Sep 4,2021
Sep 5,2021

Sep6,2021

B ﬁ ﬁ | ﬁ ﬁ ﬁ ﬁ ﬁ Reference Link:
e j j j j j j j j https://help.mypur

Sep9,2021

spiaon : : : : : : — — ecloud.com/article
SO | ﬁ | | ﬁ ﬁ | | s/my-status-view/

Sep 13,2021

Sep 14,2021

1-30 o 30intervals 3§
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Thank you

@ www.miratechgroup.com XK info@miratechgroup.com
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