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Topics

1. How to log in on the platform

2. General Overview: Genesys Cloud

3. How can I know and change my status

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

5. Receive an inbound call – notification, how to answer, what is the script

6. Do a transfer or consult during a call

7. How to make a call

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

2. Click at “More Login Options” to specify the 
organization name: “ABC”, and than click 
“Next”.

1. To access Genessys Cloud, 

Use the web address:
https://apps.usw2.pure.cloud

2. Confirm that 
region is “Americas 
(US West)”

Use Always Latest Chrome or 
Firefox Version 

3. Click on the Microsoft Icon to log in with your 
Alleviate credentials 
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General overview

Real Time and

 Historical Data

Only Historical Data 

(will not be available 

after November 15th)
Configurations
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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:
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How can I know and change my status

Favorites

Non-ACD Calls

Inbox

Interactions

(Queue/ACD Calls)

On/Off Queue

Toggle

You only receive

Queue interactions 

when On Queue

User

Search
Activity Flow

External Contacts

Directory

Real Time

Data

Company

Document

Repository

Chat

Help System

Agent Assist

Video Chat
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How can I know and change my status

If you are in any of 

these statuses, 

you are NOT on 

queue and cannot 

take any 

ACD/Queue calls, 

etc. Use these 

when you are off 

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

Option used to

allow operational

system notifications

Used to change

password

Used to set

Voicemail Pin

Used to set

UI Language

Used to set

Sound Configuration

Output/Input Device
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How to select a phone, set an audio profile and other preferences

Set microphone

to be used as

Input Device

Set Speaker or

Headset to be used

As Output Device

To Call Audio

Set Speaker or

Headset to be used

As Output Device

To RingTone

Set call volume

Set Interaction

Notification volume

Set Chat

Notification volume

Set Phone

Ringer volume

Reference Links:

https://help.mypurecloud.com/articles/create-a-new-audio-profile/ 

https://help.mypurecloud.com/articles/set-your-genesys-cloud-sound-level-preferences/ 
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How to select a phone, set an audio profile and other preferences

⚫ In case you see this:

⚫ 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:

Reference Link: 

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

phone/ 

Search by your phone
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Receive an inbound call

You need to be on onQueue status to receive those
Answer Decline

Hide Interaction pane

Colapse/Expand Interaction pane

Reference link:

https://help.mypurecloud.

com/articles/receive-

calls/
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Receive an inbound call

Not Responding Status

Reference link:

https://help.mypurecloud.

com/faqs/what-does-not-

responding-mean/
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Do a transfer or consult during a call

After searching by destination

Click “Transfer” to finish blind transfer

Destination can be an internal queue,

an internal user or an external number
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How to make a call

Hold/Un Hold

DTMF Input

Mute/Un mute

Direct Transfer

Consult Transfer

Disconnect

Contact Information

Notes

Schedule a Callback

Set Wrap Up Code

Show Interaction pane

Reference link:

https://help.myp

urecloud.com/ar

ticles/place-a-

call-on-behalf-

of-a-queue/
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How to make a call

Convenience Setting – Prepopulate Last-Used Queue
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How to look at my past interactions

My Queues Activity

Real time metrics

about calls

(aggregated by queue)

Real time metrics

about agents

(aggregated by queue)

Reference Link: 

https://help.mypur

ecloud.com/article

s/my-queues-

activity-view/ 
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How to look at my past interactions

My Performance - Performance

Filters

Reset to Default

Refresh

Current logged in user interaction

Metrics aggregated by intervals

Your user interaction metrics

Aggregated by selected 

time range

Selected time range

Column chart of selected metric 

Reference Link: 

https://help.mypur

ecloud.com/article

s/my-

performance-

view/  
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How to look at my past interactions

My Performance - Statuses

Reset to Default

Refresh

Your status metrics

Aggregated by intervals

Current logged in user status metrics

Aggregated by selected 

time range

Selected time range

Column chart of selected metric 

Reference Link: 

https://help.mypur

ecloud.com/article

s/my-status-view/ 
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info@miratechgroup.comwww.miratechgroup.com

Thank you
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