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Genesys Cloud Basic Call Handling

Version Intended Distribution To

2.0 07/28/2023 Genesys Cloud Users

This Job Aid will walk you through basic call handling in Genesys Cloud.
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When a call comes in, two alerts appear. One is an alert which appears in the
bottom right corner of the screen, and the other is the pop-up notification which

appears in the phone application.
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Important Note: If a user misses answering a call, they will be placed in Not
Responding status. The user will need to select Make Eligible for Interactions or

Go Off Queue is selected. Selecting Go Off Queue removes the user from call

distribution availability.
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Not Responding is a status that will be watched by a user’s leadership, as workers
who aren’t available when expected to be will impact interaction volume

management.
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Call Controls

The Call Control menu is available when users have activated their phone.

Hovering over any icon will identify its function.

Dial Pad

Dial pad opens up the dial pad which allows a user to use their mouse to enter a

number or entity to call.
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Mute

The Mute function mutes the worker’s microphone.
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Hold

The Hold function places the caller on hold.
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1. Transfer (Cold/Blind)

This Transfer function allows the user to transfer a caller to another person,
department, or queue without an introduction to or conversation with the

receiving party. Please see item 5 for the preferred method of transferring

calls.
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1. Consult Transfer (Warm/Consult)

The Consult Transfer function allows the user to introduce their caller or
explain the circumstances of the call to the receiving party. This is the

preferred method of transfer for almost all calls.
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1. Disconnect

To disconnect a call, select the Disconnect function.
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1. Wrap-up Codes

When a call has ended for any reason, the user will have 90 seconds of after
call work automatically; Wrap-up codes will populate and must be chosen

before the counter reaches zero.

When the Wrap-up code has been selected, select Done at the bottom of the
window to move the interaction. Please check after each phone call that you

remain On Queue.
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As well, note that Interaction IDs are available to agents during a phone call

and the resulting 90 seconds of after call work; after that period, they can be
accessed through Performance details. To copy the Interaction ID while on a
phone call, select the icon at the end of the call’s incoming location; the icon

resembles pieces of paper with folded corners.
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